MEDICARE 101
PART C COMPLIANCE

QUALITY REVIEW

Patricia Hokenson, RN, MSN
CMS Nurse Consultant
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MEDICARE 101
PART C COMPLIANCE

Tools Utilized to Prepare for the CMS
Audit

 Medicare Managed Care Manual
www.cms.hhs.gov
Medicare
Health Plans General Information
Medicare Managed Care Manual
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http://www.cms.hhs.gov/

MEDICARE 101
PART C COMPLIANCE

Tools Utilized to Prepare for the CMS
Audit

« CMS Monitoring Guide with Sample
Worksheets

www.cms.hhs.gov
Medicare

Health Plans General Information
2006 MA Audit Guide Version 4
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http://www.cms.hhs.gov/

MEDICARE 101
PART C COMPLIANCE

Chapters in Monitoring Guide

napter 4 Benefits & Beneficiary Protections
napter 5 Quality Assurance

napter 6 Provider Relations

napter 11 Contracts

napter 13 Organization Determinations
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MEDICARE 101
PART C COMPLIANCE

CMS Site Visit Letter with Enclosure |

* Request for a MAO narrative and supporting
documentation for each of the CMS audit
review elements

« Methods of Evaluation (MOES)
 Chapters 4,5, 6, 11 and 13
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MEDICARE 101
PART C COMPLIANCE

CHAPTER 13
ORGANIZATION DETERMINATIONS
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MEDICARE 101
PART C COMPLIANCE

Chapter 13
Organization Determinations
4 Worksheets

WS-OP1 Adverse Standard Pre-Service
Organization Determinations

WS-OP2 Requests for Expedited Organization
Determinations
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MEDICARE 101
PART C COMPLIANCE

Chapter 13
Organization Determinations
4 Worksheets

WS-0OP4 Terminations of Services-Skilled
Nursing Facility (SNF), Home Health Agency
(HHA), Comprehensive Outpatient Rehab
Facility (CORF)

WS-OP5 QIO Review of Termination of

Services-SNF, HHA CORF Services
Cnrs 4
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MEDICARE 101
PART C COMPLIANCE

Chapter 13
Organization Determinations

WORKSHEET: WS-OP1

Adverse Standard Pre-Service Organization
Determinations

* Timeliness and Notice of Denial of
Medical Coverage (NDMC) compliance
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MEDICARE 101 PARTC
COMPLIANCE

Chapter 13
Organization Determinations

WORKSHEET: WS-OP2

Requests for Expedited Organization
Determinations

« Timeliness and appropriate notices

CA7S
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MEDICARE 101
PART C COMPLIANCE

Chapter 13
Organization Determinations

WORKSHEET: WS-OP4

Terminations of Services-Skilled Nursing Facility
(SNF), Home Health Agency (HHA),
Comprehensive Outpatient Rehab Facility
(CORF)

* Timeliness and Notice Compliance
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MEDICARE 101
PART C COMPLIANCE

Chapter 13
Organization Determinations

WORKSHEET: WS-0OP5 QIO Review of
Termination of Services-SNF, HHA CORF
Services

« Timeliness, appropriate notices, proof of
effectuation if indicated

CA7S
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MEDICARE 101
PART C COMPLIANCE

CHAPTER 11
CONTRACTS



MEDICARE 101
PART C COMPLIANCE

Chapter 11 Contracts
1 Worksheet

Review of CMS audit review elements CNO1-
CNO09

WORKSHEET: WS-CN1 Contract Review

CA7S
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MEDICARE 101
PART C COMPLIANCE

CHAPTER 6
PROVIDER RELATIONS
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MEDICARE 101
PART C COMPLIANCE

Chapter 6 Provider Relations
1 Worksheet

Review of CMS audit review elements PRO1-
PRO7

WORKSHEET: WS-PR1
Credentialing/Recredentialing file review
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MEDICARE 101
PART C COMPLIANCE

Chapter 6 Provider Relations

|dentified Problems with Credentialing
Universe
* Health Services Delivery Table 2 (HSD-2)
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MEDICARE 101
PART C COMPLIANCE

CHAPTER 4

BENEFITS AND BENEFICIARY
PROTECTIONS
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MEDICARE 101
PART C COMPLIANCE

Chapter 4
Benefits and Beneficiary Protections
0 Worksheet

Review of CMS audit review elements AAQO1-
AAO05, HAO1, CC01-CC04, CF01, ADO01, DGO01
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MEDICARE 101
PART C COMPLIANCE

Chapter 4
Benefits and Beneficiary Protections

AAO01-AAO05 Access and Availability
HAO1 Health Assessment
CCO01-CC04 Coordination of Care
CFO1 Confidentiality

ADO1 Anti-discrimination
DGO1 Delegation
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MEDICARE 101
PART C COMPLIANCE

CHAPTER S
QUALITY ASSURANCE
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MEDICARE 101
PART C COMPLIANCE

Chapter 5 Quality Assurance
0 Worksheet

Review of CMS audit review elements QYO01-
QYO7
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MEDICARE 101
PART C COMPLIANCE

Chapter 5 Quality Assurance

Review of CMS audit review guality elements
by the MAQRO (Review QIO)

* QYO8 Chronic Care Improvement Program
QY09 Quality Improvement Projects

CA7S
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MEDICARE 101
PART C COMPLIANCE

QUESTIONS??



QY08 and QY09
Requirements, Reporting and
Evaluation

Laura Stewart, RN, MPA/HSA, CPHQ
Lumetra

Medicare Advantage Quality Review
Organization (MAQRO)

ICE Conference 12/3/2007 C
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Discussion Topics

« QY08 and QY09 Auditing Elements

« Evaluation Entity

 Reporting and Review Process

* Frequently Asked Questions from MAQRO
2007 reviews of Chronic Care Improvement
Program (CCIP) and Quality Improvement (Ql)
Project Reports

e Resources
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QY08 and QY09

QY08

The Medicare Advantage Organization
(MAQO) must have a Chronic Care
Improvement Program (CCIP)

QY09

The MAO must successfully complete
annual Quality Improvement (Ql)
projects
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QY08 and QY09 Review Entity

MAQRO

Medicare Advantage Quality Review Organization

Cay.
v& X
s
%
CArs . J
CINTIS S MEEICARY & Srsvead vy t\%l~b‘m
' 4



« Three Quality Improvement Organizations
(QIOs) have CMS MAQRO contract

— Delmarva
— IPRO
— Lumetra

« With CMS, developed and piloted QI project

methodology and evaluation beginning in
1999

 Began evaluation of CCIP reports in 2007
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Submitting Ql and CCIP

 Use CMS QI and CCIP report templates

 Report at the contract level

« CMS Regional Office (RO) informs MAO of
which MAQRO is assigned the review

 Reports due to MAQRO (copy to RO) prior to
CMS audit

« Submit reports for projects and programs
initiated since January 1, 2006 or your last e,

routine audit
(INTIES S MPEICARY 4 S vy ()‘““'an 6



MAQRO Evaluation Process

MAQRO completes review and evaluation within 90
days of initial report submission date

Is

clarificatio

n needed
prior to

evaluation
)

YES MAQRO identifies report areas that need

—*| clarification. Emails clarification request to the
MAO with copy to CMS Regional Office (RO).

l

MAO responds to clarification
request within 2 weeks

MAQRO enters review findings* into
Medicare Managed Care Audit
Module evaluation in HPMS.

- »| MAQRO emails full
evaluation report to
MAO and RO.

*MAQRO informs RO if
Corrective Action Plan

CATS (CAP) is required.
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CCIP General Description

* Designed to benefit enrollees with
multiple or sufficiently severe chronic
conditions

 |deally, integrates both high-quality
care management and disease
management
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CCIP Requirements

Target condition(s) relevant to the MA
population

« Establish criteria for participation

 Institute methods for identifying eligible
participants

 Implement mechanisms for monitoring
participant progress

« Define quantitative measures to assess
program performance
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MAOs Have Flexibility in CCIP

MAQRO assesses whether:

« MAQO addresses all areas of the report
template

« Consistency throughout the report
 Evidence of systematic processes

 Evidence that program is implemented
(past the planning stage)
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CCIP Review Tool (Example)

CCIP reporting Evaluation Concern: Yes | No Reviewer
template: Comments/
Recommendations
C1 REQUIRED - | Has the plan established criteria for
Chap 5 MMCM participation in the program
C2 Is there consistency between the
data and information sources
described and the:
—Criteria for inclusions (listed in C1)
-Target population (listed in B1)?
C5 Is there a process in place to inform
MA members who are eligible for
inclusion in the CCIP of their
eligibility
C7 REQUIRED - | Has the MAO implemented CCIP
Chap 5 MMCM programs for conditions that are
relevant to its population Iy
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CCIP Review Elements

Evaluation Concern

Methods in place to
identify members who
meet the CCIP criteria
for participation

&, A
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Clarification often

needed to assess:

Ongoing process vs.
use of Health Risk
Assessments only

Inconsistencies
between data
sources and
targeted conditions

Vague explanations
of risk stratification
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CCIP Review Elements

Evaluation Concern Clarification often needed

to assess:
Process in place to . Utilization of a
inform MA members systematic process
who are eligible for (written materials, policy
inclusion in the CCIP of on notification time
their eligibility frames)

* Eligibility-specific
notification vs. reliance
on general health plan
benefit and marketlng

information /
cnrs C
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CCIP Review Elements

Evaluation Concern

Is the CCIP targeting
condition(s) that are
relevant to the MA
population

CA7S
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Clarification often

needed to assess:

Eligibility and
participation rates by
CMS contract,
condition and
stratification

Prevalence rates
and rationale for
targeting the

specified conditior}(s)“‘"{'(
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CCIP Review Elements

Evaluation Concern

Can the CCIP
Intervention (strategy)
be reasonably
expected to improve:

Coordination of care

*Health status of
participants

CA7S
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Clarification often needed to

ASSESS.

* [ntervention strategy for
each of the targeted
diseases and each risk
classification

o Staff roles and case loads
e Care-coordination activities

« Standardized processes
(algorithms, counseling
guidelines, communicatiomn=-,

forms) 4@
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CCIP Review Elements

Evaluation Concern Clarification often needed
to assess:
 Individual participant
Does the MAO have a monitoring: mode,
process in place to do frequency, data sources
periodic monitoring of _
the progress of its « Elements/attributes

monitored for each of

CCIP participants the targeted conditions

* Monitoring process for
participants in low-riske-,

classification
(PATIN S MOEICARY A PV L0 Ve )‘l”".rm 17




CCIP Review Elements

Evaluation Concern

Are there gquantitative
measures of
Improvement that are
assessed at least
annually

CA7S
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Clarification often
needed to assess:

* Program/population-
level measures

* Numerator(s) and
denominator(s)
definitions

+ Validity of MAO-
defined quality
Indicators



CCIP Review Elements

Other Review Elements

Reviewers Consider:

Committee responsible
for the CCIP

*Ongoing?
*Link between CCIP workgroup,
and QI Committee?

«Management accountability?

Patient/Provider input

- Satisfaction surveys?

*Formal process for conveying
iInput to CCIP workgroup?

Monitoring of delegated
entities

CALS

* Brief description required, if
applicable

*RO on-site audit includes s
delegation oversight i

* Accredited?

TINTYI S MEERCANY 4 SeiD vy




Using the CCIP Report

Template
&

Types/roles of staff

MAO may insert tables or graphs into the template.
Table Heading Examples:

Staff Type # of Staff Role

Monitoring progress of participants

Monitoring Method Frequency Staff Role

Elements/attributes monitored for individual participants

Elements/Attributes Primary Source(s)

CA7S
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Quality

Improvement

Projects
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QI Project Requirements

* Initiate one new project annually
* Focus on clinical and non-clinical areas

« Specify quality indicators to measure
performance

* Collect valid and reliable data —
baseline and periodic re-measurements

 Implement system interventions to
Improve performance
 Achieve improvement
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Variety of 06 and 07 Projects
Topics Reported

nColorectal Screening aPolypharmacy

aFistula Rates in End Stage Renal Disease

aDiabetes Management ©Blood Pressure Control
aAccess to Ambulatory Care

aCongestive Heart Failure Medication Adherence
alnfluenza and Pneumococcal Immunization
aDrugs to be Avoided in the Elderly
aAntidepressant Medication Management
aCholesterol Management
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QI Project Topic

The selection process should be
systematic and data-driven

Describe:

« How the topic was determined to be
relevant to the MA’s own population

« How the topic was prioritized over
other potential topics
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Ql Project Time Frame

Project Baseline | Remeasure- | Remeasure- | Remeasure-
Year Measure- ment 1 ment 2 ment 3
ment (if required)
2007 2006 2007 2008 2009
2007 2007 2008 2009 2010
CA7S
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Quality Indicator Statement

* Who Is being measured (e.g., proportion
of diabetic members)?

« What is being measured (e.g., test, visit,
procedure, and treatment such as retinal

eye exams)?

 What Is the timeframe for measurement
(e.g., a one year reporting period)?
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Quality Indicators

* Must Be:
= Objective
= Clearly and unambiguously defined

= Based on current clinical knowledge or
health services research

« If using MAO-defined indicators, ensure that
they are valid by:

= Referring to QI Instructional Guide and/or
= Consulting with State QIO or MAQRO
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QI Project Interim Evaluation

Possible Compliance Designations
Review Element

Not DUE Full Partial Non-Compliance

Project Title, Type, X X
Focus, Initiation

Topic Relevance

Quality Indicator

X
X
Design, Data X X
X
X

Collection, Analysis
Population, X

Sampling

X
X
X
X
Interventions X

x X X X X

Demonstrable This Review Element is N/A for Interim Reporting
Improvement

CA7S
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QI Project Interim Evaluation

Possible Compliance Designations

Review Element

Not DUE Full Partial Non-
Compliance
Project Title, Type, Focus, X X
Initiation
Topic Relevance X X X
Quiality Indicator X X X
Design, Data Collection, X X X X
Analysis
Population, Sampling X X X X
Interventions X X X X
Demonstrable Improvement This Review Element is N/A for Interim Reporting
T,
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Data Collection and Analysis

 Population-based — no member of the
target population can be
systematically excluded from the
sampling

* Describe efforts to ensure data validity
and reliability

* Full compliance for methodology is
given when audited HEDIS®, CAHPS®,
or HOS data are used
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Interventions

 Address system-level problems
uncovered in analysis

 Implement in the first quarter after
baseline measurement (ideally)

« Multiple interventions aimed at the
guality indicator(s) are more effective

 Track number of providers and/or
members reached by the
Intervention(s)
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Resources

« Medicare Managed Care Manual —
Chapter 5, Quality
V Appendix B — Attributes of Projects

* QlInstructional Guide
e CCIP Instructional Guide

http://www.cms.hhs.gov/HealthPlansGenlinfo/
13 QualityinManagedCare.asp#TopOfPage

Ky
W (.‘;_-f
&
v
=
_é
CATS
%
CINTIS S MEETCARY A Sl vy q‘
Waxa 32



Contacts

CMS Central Office Government Task Leader:

Shaheen Halim, PhD:
Shaheen.Hallm@cms.hhs.gov

MAQRO contacts:

« Delmarva — Jody Jobeck: jobeckj@dfmc.org

* IPRO - Janice Acar: JAcar@ipro.org

 Lumetra — Laura Stewart: Istewart@caqgio.sdps.org
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‘GEMCare ICE

Health Pl an, Inc. NDUSTRY COLLABORATION EFFORT

Compliance with the Medicare
Advantage Program

A Health Plan Perspective

Mike Myers
President and CEO, GEMCare Health Plan, Inc.




‘GEMCare | ICE

Health Plan, Inc. NOUSTRY COLLABORATION EFFORT

Agenda

e Introduction — GEMCare Health Plan

e Medicare Advantage Program Objectives
e Continuous Improvement Process

e Compliance Plan/Program

e Oversight and Monitoring

e CMS Expectations



‘GEMCare | ICE

Health Plan, Inc. NDUSTRY COLLABORATION EFFORT

GEMCare Health Plan, Inc.

GEMCare Health Plan is a for profit, Knox Keene
licensed Medicare Services Health plan, owned by
Golden Empire Managed Care, A Medical Group
Inc, and Managed Care Systems, LP.

Knox Keene Licensed in February 2006

Signed Medicare Contracts September 2006
Commenced Operations January 2007
Membership is over 5400 as of November 2007



‘GEMCare | ICE

Health Plan, Inc. NDUSTRY COLLABORATION EFFORT

Medicare Advantage
“Program Objectives”

CMS is a business partner, not the “compliance police”

® An organizational commitment to MA Program Compliance

* Interdepartmental Communication/Education and
Training

® Outcomes Orientation
* Audit — Audit - Audit
* Continuous Improvement Process
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GEMCare ICE

Health Plan, Inc.

Actions
and
Interventions

easure  Key Performance Measur
Outcomes

Continuous Improvement
Process
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Health Plcm, Inc. . INDUSTRY COLLABORATION EFFORT /

Compliance Plan/Program

e Oversight & Monitoring
e Fraud & Abuse Detection & Reporting

e Education & Communication



‘GEMCare ICE

Health Plan, Inc. NDUSTRY COLLABORATION EFFORT

Oversight & Monitoring

e Functional Area Self Reporting & Internal Audit
- Medicare Monitoring and Review Guide

e Member and Marketing Material Review and
Submission

e Sales Monitoring and Allegation Follow-up
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GEMCare | ICE"

Health P lcm, Inc. _ INDUSTRY COLLABORATION EFFORT /

Fraud & Abuse
Detection & Reportin

Fraud “800” Hotline and Private E-mall

e Education & Training

e Member Complaints



7|

GEMCare | ICE"

] Health P lcm, Inc. ] . . fnpos*ﬂvcausommesrom '
Education, Communication &
Training

Intranet
e MOCC

e Regulatory Requirements
— Internal

— Provider Network
e Provider Communication

e Sales & Marketing
e Members
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Oversight Monitoring Tool
OMT



‘GEMCare ICE

Health Plan, Inc. NDUSTRY COLLABORATION EFFORT

Oversight and Monitoring Tool Purpose

e GEMCare Health Plan created the Oversight
& Monitoring Tool [OMT] as a means of
monitoring its Compliance with the
established regulations set forth by CMS.

e The OMT was built around the concept of
monthly self-reporting by Functional Team
Members of GHP and providing CMS “real
time” access to the plan’s performance
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GEMCare | ICE"

Health Plcm, Inc. . INDUSTRY COLLABORATION EFFORT /

OMT Keys to Success

e Organizational commitment to MA program
compliance

e |IT/IS resources and commitment
e User training and adoption
e Follow up and CIP
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The Reporting Schedule is
used to inform users as to
when they should report
KPI and element
compliance. Automated
emails containing the list of
outstanding KPIs and/or
elements are sent to every
user prior to the due dates.

GEMCare

Health Plan, Inc.

Reporting Schedule

& https:Hfgemcarehealthplanfomt/Documents/OMT_Reporting Calendar.xls - Microsoft Internet Explorer

File Edt Wiew Insert Format Tools Data GoTo  Fawotites  Help

\)Back \_) @ @ \f_h pSearch \“;\\?Favurites @ L/»Bv ‘?\ﬁ E I_J ﬂ .ﬁ

ICE

Address ‘@ https:figemcarehealhplanfomt/DocumentsfOMT _Reporting_Calendar, xls
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“GEMCare

Health Plan, Inc.

ICE

NDUSTRY CCLLABORATION EFFORT

Key Performance Indicators (KPI)

KPI’'s are used to
monitor key
aspects of
compliance.
Their reporting
frequencies are
specified by the
Compliance
officer.

<A Dversight Monitoring Tool - Microsoft Internet Explorer

File Edit \jew Favorites Tools Help

eBack = \)\ @ @ \/_;j pSearch ‘*Favorites @ Bv .{_; = |_J ﬂ .‘3

[

Address @ hitps:{fgemcarehealthplan ot/ Def ault, asp:

v| Go Lirks

Health Plan | SEMCare Plus % | peporting Schedule

[ km | AuitGude |  Report | internalAudit | Customer Service |

Oversight Monitoring Tool
You are logged in a5 cstempson

Your Indicators

Your Assigned Indicators

- Hide Submnitter Azsigned Indicators  Assigned Indicators - Supervisor

ement Goal Rla=tEunEntN ol Frequency Element

Value Met

45.1'WS-Enroliment
Dizenrollment Graph 100% Guarterly
[estempzon Schedule Par‘t..

Suarterly

- Hide Reviewer Assigned Indicatars  Assi, d Indicators -

Key Perfermance Indicators

EnterEdit ~

Comments Result

EnterEdit
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KPI Reporting

3 EnterResult - Microsoft Internet Explorer

Add’Edit Indhicator Eesult
--»= PLANW DEMOGEAPHIC IMFOERMATION --= 2.)

The submitters inpUt Enrollent Processing Complance --= £) % ID Cards Mailed
the values. to Mew Enrollees Timely

Reviewers must Period: [JUN

approve the results Vear [2007

before the results are alue: [ 100%

considered valid and Goal > 950,

reported. | Submit | | Cancel |

@ Done é ‘ﬂ Local inkranet




‘GEMCare ICE

Health Plan, Inc. NOUSTRY COLLABORATION EFFORT

Corrective Action Plan (CAP)

rsight Monitoring Tool - Microsoft Internet Explorer

File Edit ‘View Favorites Tools Help ”
@ Back - -\) @ @ \/_h p Search ::/r\\_{ Favotites @ B - ,i_; - l_J ﬁ ‘3
Address @ https: {fgemcarehealthplanomt (Defaulk, aspx V| Go Lirks

Health Plan | GEMCare Plus % | Reporting Schedule

Oversight Monitering Tool

“ou are logyed in as cstempson

| Browse " Search " Active CAPs " Active Worksheets " Print " Help

CAPs For Unspeciﬁed Back to Previous Page

Any | that

n y I S S u e a Click Here for CAP Template

requ Ires continuouUg| s

. - . Guide  Crested  Updsted Date Last : ApproveReject Date

I m p rove m e nt WI I | Description URL Part Chapter Elemert By By U Reviewwed (YesMo) Approved By E——— Date Due Mate

CHAPTER 02
Medicare  EMROLLMENT 71312007

Eciit DM2 JUME2007 Dacumert Advaniage AND DMD2  cstempson catempson 1A1r\j145:00
ave a : e

Del villar, Jennifer

CHAPTER 02 es
. ) 61272007 ; ; B/27/2007
Ecit CAPER1UNIVERSEMAYOT Document "o o®  ENROLLMENT ooy ompsontalvarer gszon o /I J=niier Yes R &:54:00
Acdvantages LMD Y "
DISENROLLMENT
. H CHAPTER 02 ves
., CAPER-1 MW TO TRR Medicare  EMROLLMENT EP?P007 Deel villar, Jennifer talvarez 5?7{200?
Eclit Cocumert EROM  cstempsontalvarez  8:59:00 “es 9:01:00
MAY 2007 Advantage AND I [amt
DISENROLLMENT
resolved.
£ i >

@ Done é ‘d Local intranet
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CAP Form

hitps:fifgemcarehealthplanfomt/Documents/CAP_CAR _Template. doc - Microsoft Internet Explorer

File Edit Wiew Insert Format Tools Table GoTo Fawvorites Help

(€ =8 (S ] @ @ @ pﬁearch *Favnrites

ICE

INDUSTRY CCLLABORATION EFFORT

Address @ htkpsifgemcarehealthplanfomt/DocumentsfCaP_CAR_OMT_Template, doc

~] Go Links

“GEMCare

. Health Plan, Inc.
- Compliance & Internal Audit
Corrective Action Plan

Element Mo

Reporting Period:

Fesponzible Person
(Stakeholder):

rigination:
Ol Element
O Irternal Audit & Mo

- L1 HIPAA, O Investigations
B O xPI

- KFT Mo and Full Description
™ O Cther

L Carrective Aclion Recommendation (LARY JGompleted by Compliance Dept.]

ey Corrective Action Plan (CAF). [Completed by Stakekolder]

7

Supporting Document ation:

Target Completion Date:

[ approve O Reject

TR

Tereza Ramos, Compliance Officer

Wi o -
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Audit Guide

crosoft Internet Explorer

File Edit Miew Favorites Tools  Help
. . ju!
- | o 4 ) - G -
Q- O REG Lo doroo= @3- 5 B-UE B
Address |@ https:ffgemcarehealthplanfomt/Default . aspx v| Go Lirks
Heath Plan | GEMCarePLs | Reperting Sehedule
QOversight Monitoring Tool
“ou are logged in as cstempson
| Browse ” Search " Active CAPs " Active Worksheets " Print || Help
A
Th e Au d it G u id e |E| Medicare Part: Medicare Advantage |
‘|:| Chapter: CHAPTER 02 ENROLLMENT AND DISENROLLMENT b
specifies rules of Le—
Code: DMNO1 - Type: Sample  Part: Medicare Sdvantage
.
CO I I l p I I an Ce aS Set Report Type: not specified  Term: Gustterly  Assigned To: Del Yillar, Jennifer
Description: Compliant Disenrollment Process
fO rth by C M S . Regulatory References: Manual Chapter 2, Section 30.1, 30.3, 30 4, and 30 6
Method of Evaluation:
Compliant Disenrollment Process
Sample Element: The MAD dizenrols Medicare members, when appropriste, upon receipt of & request for disenroliment. The MAC annotates ts own system and the CMS system
with the correct disenrollment effective date.
MOE DHOA - Complete sample review of W5-DM1 . Determine if the result from column 9 meets the compliance standard
Template Worksheets: W5-DI1, PP #253 Member Cancellation of Enrollment or Disenrollment Policy
Current Worksheets: DH1 JUHE200T [0T/03/2007]  AddEdit Worksheets
CAPs:Mone  AddEdit CAP
KPls: WS-DH1, WS-DH2, PP 2253 Member Cancellation of Enrollment or Disenrollment | WS-Disenrollment Log, WS-Enrollment Disenrollment Graph
Compliance: Mote: ls Compliard: ks Spproved:
Code:DMNO2  Type: Sample  Part: Medicare Advantage
Report Type: not specified  Term: Morthly  Assigned To: Del Villar, Jennifer
Description: Yoluntary Disentaliment (Timeliness)
Regulatory References: Manual Chapter 2, Section 501
Method of Evaluation: -
a & é 'ﬂ Local intranet




{GEMCare ICE

Health Plan, Inc. NOUSTRY COLLABORATION EFFORT
Element Reporting

3 Compliance - Microsoft Internet Explorer

Compliance Review for Code: DHO1  Click Here to Cloze Windowy

Users assigned to Periad | 70
elements are Year. (2007
responsible for .

. [=F)
reporting elements

. |z Elerment in
compliance Compliance:

according to set Is Review Approved
reporting [ Submit |
frequencies. For
example, DNO1 is
reported quarterly.

é ‘ﬂ Local inkranet



The Internal Audit
module is used by
the Compliance team
to verify the accuracy
of items reported in
the OMT.
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ICE
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Internal Audit

versight Monitoring Tool - Microsoft Internet Explorer

o

File  Edit  Wiew Favorites Tools  Help
~ v =t
. ( - B .
O © A @G| o o @ -5 B-LIM B
iddress [ ] hitps:fgsme arsheslthplan/omtfDef sultaspx v|EY e | Links
Heslth Pian | SEMCare Flus % | Repeorting Schedule Logout

Oversight Monitoring Tool
“ou are logged in s btran

Admi Internal Audit

Internal Audit Admin

Create New At from Existing Sucit(=1
Create Brand Mews Internal Sudit

st Title |

Type: | Active e

# of Mon- Last -
Description glof it ompliant  Begin Audit im;ﬂ Batde;ads‘t Lpdated Edit Template Internal Audit
EMeMS Foments (HellY | O PTeEI B Internsl fodit: Creating and
maintaining Intermal Audits of Audit
Lo o onks BR7RO07 End BRSEO07 ooy Guide Bement=
" 8:02:00 Ah \Ludit 1:40:00 P —|
it July 2007 2 Irternisl Budit: This wil sliow

youta create a new intemal audit.

Begin fudit [f dusilablel: This
wil initiate the intemal Audit. The
Intemal Audit Begin datetime is
set with the curment date-time.
Emails are sent to all parties linked
tothe Guide Bements, informing
them to sommence the selected
Intemal Audit

End Audit [ Awsilable]: This will
end the Selected Intemal fodit and
sets the Intemal fodit End date-
time with the curent date-time

Edit [if fwailable]: This will edit an
Internal Audit

View Internal fudit: Select a
description to wiew and update the
Guide Bements associated with
the intemal audit

=] ‘d Local intranet
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Dash Board

g Tool - Microsoft Internet Explorer

File Edit Yiew Favortes Tooks Help #
) ( g ; ¢ T
- ®) ) B > -
e Back. u E @ \/_b P Search W Favorites @ o =1
Address @ https:ffgemcarehealkhplanfomt/Def ault.aspx e | Go Links
I h e D aS h B 0 ard Hestth Plan __GEMCare Flus | Reporting Sehedule — lLogom |
Oversight Monitoring Tool
Wou are logged in &5 oms
.
contains | i Giide | __besnvowa | Customer seiviee |
| Compliance Issues || Worksheet History || Reported Elements ” Help Dashboard
SNapsnots o e ~
— Compliance Issues &, Print This Image
O IVI I I h e OMT Dashboard
" General Use: The OMT Dashboard give you the ability to see quick metrics conceming compliance of KFIs and what CAPs are curmerntly begin followed .
I = Jotive CAPs: The Active CARs grid displays Comect Action Plans that wers active during specified date range
C 0 I I I p I an C e Mone Compliant Elemerts: The Hone-Compliant Bements grid displays Guide Bements that were non-compliant during specified date mnge.
. Mone-Compliant KPls: The Hone-Compliant KPIs grid displays Key Performance Indicators that were non-compliant during date range specified.
I SS u e S S e Ctl O n Internal Audit: The Intemal Audit grid displays intemal audits that were conducted during specified date range.
S F - From Start of Snap Shot | May 2007 Reporting Period Ending | 6/3/2007 Reporting Notes:
e e I g u re O n To End of Shap Shot | May 2007 Reporting Period Ending |7/2/2007 bomments Date |
\ 070242007 |
the right) sh
tstanding items
Active CAPS Mon-Compliant Elements:
h CA P Origination 3 Part_ Chapter Code  Assigned User Perind 7
suchn as S, e |
tigingtion Part Chapter ode Description Approved Holder Closed igtesDate Due | Mon-Reported Elements:
- CHARTER 02 Part Chapter Code ‘Assigned To Period W
n O n - CO I I l I I ant Element (1™ ENROLLMENT ANDDNO2 Diserrol Tinely 4572007 D5/20/2007 Hotes4/04/2007)
o DISEMROLLMENT Internal Audit:
. CHAPTER 02 . Description # of Elemerts # of Mon-Complaint Elemerts  Beain Sudit_En
Element Assgﬁ: ENROLLMENT ANDERQ! mﬂ 5r27r2007D:#:i;':r' otes07/14/2007
elements, an “osewotne  MACET
! i CHAPTER 02
Element dvants eENROLLMENT ARDERO4 Medicaic 3404 2007 06/20/2007 Motes 0401 /2007)
non-reported P
-
ecicare EiRERE Dl *illar
Element dwants EENROLLMENT AMDERO4 File Audits 3404 2007 annifer ' otes 04401 /2007
95 DISENROLLMENT
elements. e R v
& | 2
Dane =] ‘ﬂ Local intranet




GEMCare

Health Plan, Inc.

Worksheet History

|

—_—
NDUSTRY CCLLABORATION EFFORT

rosoft Internet Explo

Eile Edit Wiew Favortes Tools  Help

@Back - @ B @ :h psearch *Favnmtes &) Bv ;;._

Address |€| https: ffgermcarehe althplan ome (Default . asps:

Reporting Logout
Owversight Meonitering Teool

“ou are logged in as cms

Heatth Flan | GEMCars Flus ~ |

| Compliance Issues || Worksheet History | Reported Elements | Help Dashboard
~
Worksheets by Users et —

From Start of Snap Shot: [ May 2007 Reporting Period Ending | 6:3/2007

To End of Snap Shot: | May 2007 Reporting Period Ending |+ | 7/2/2007

History section

. 50 documents returned
Part Chapter Category Code |GuideElement Date Added By wiorkSheet
CO n ta.l n S al I Zzsz’:‘fm SE@Z;EC)RLE%E,Z‘TROLLMENT AR Enraliment DNO1 (Compliant Disenrolimert Process gjﬂﬁg%sn’fm estermpaon DR May2007
xzs;‘:’:ge e L oy oHMENT AnD Enroliment DMOZ Woluntary Disenroliment (Timeliness) im0y cstempson DN A2 Mav2007T
worksheets s CATISEOROLEN D v onriasDosvarors vt cotes 180 eeroommnszmzm |
Z:S:,?{:ge [SHARTER 02 ERROLLMENT AND Enroliment DhO4 Refund of Premium e, Cstempson D 1 324 Mayv2007
submitted durina the s LT SERALATAD ot s ey i 3 PS5t s
g x;g::‘r:ge SRR R eUERY A errotmont e | [Ty B Rt G R @R 68007 | coniomie avaor
" . xzs:;’:ge SE’QETR?LSngx.I?OLLMENT AMD Enroliment DMO7 [Complaint Retroactive Disenrollment Requests ﬁ"ng%g”;m cstempson DM 82007
S p e C I fl e d re p O rtl n g Z:S:,?{:ge [SHARTER 02 ERROLLMENT AND Enroliment ERO1 |Correct Enroliment Election T, Cstempson ER 1.3 May 2007
. Z:gi;‘::ge SE@;;EC)RLE%E’Z‘TROLLMENT AR Ervallment ERO2 [Errolimert Election Receipt- Dated gﬂ;‘ESDJM cstempsan ER 1 MAY2007
p e r I O d Zzsi;rjfge e 02 EMROLLIMENT AND Enroliment ERO3 Enroliment Effective Date (Timeliness) 4 [Cstempson ER1 Mavanny
xzs;‘:’:ge e Ly HMENT AND Enroliment ERO4 Enroliment Election Completion Process iy cstempson ER1SERZ MAY2007
Z:S:,?{:ge [SHARTER 02 ERROLLMENT AND Enroliment EROS Enroliment &cknowledgement (Timelinsss) e, Cstempsan ER1 MaY2007
oo DStMROLLMENT Envolment BT e Crimatrassy e oetempeon ERISERD MAY2007
el i e = e S et Tt | |t sas o
vtz DESROLLMENT Envotmer EROS fmeinnsy Saton e |ostemeson ERLES avanor
xzs::‘;ege SETERIR BGEOLEY 46D [E— [— Fug‘;l;u%me of EnvolmertiChS Rejection (atics [BA472007 —|_ oo oot apres vavzo0r L
- =TT 2 % Local intranet B
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Oversight Monitoring Tool - Microsoft Internet Explorer.

Fi Edt Vew Favortes Tools Help 7
Dok - (D B @ Ch p search \;E( Favorites {£2) B - z; |- E 3
address | ] hetps:jfgemcareheslthplanfortiDefault. asps - Go | Links
Heatth Plan | GEMCare Plus % |  Reporting
Oversight Monitering Tool
You are logged in 25 oms
T
| h e R e p orte d E | ements Compience ieues | Workareet oy | ISEAEERERE] v Dashboard
~
Reported Guide Elements il
. N
S e Ctl O n C O n tal n S al | From Start of Snap Shot: | May 2007 Reporting Period Ending || 6/3/2007
To End of Snap Shot: | May 2007 Reporting Period Ending |+ | 7/2/2007
. part Chapter Code |AssignedUser  Period Year Met Approved
Medicare Advantace CHAPTER 02 ENROLLMENT AND DISEMNROLLMENT DMO2  fjcelvillar MR 2007 Yes
e e I I l e n S re p O r e u rl n Medicare Advantage | CHAPTER 02 ENROLLWENT AND DISENROLLWENT ERD3 |delvillar May 2007 ves
Medicare Advantage | CHAPTER 02 ENROLLMENT AND DISENROLLMENT ERDS icletvillar MaY 2007 ves 'ves ]
- - - Mmedicare Advartace CHAPTER 02 ENROLLMENT AND DISENROLLMENT ERO7  joelvillar MR 2007 Yes “Yes
Medicare Advantage | CHAPTER: 02 ENROLLWENT AND DISENROLLWMENT ERD ielvillar May 2007 ves 'Yes
th e S e C I fl e d re O rtl n Mmedicare Advartace CHAPTER 02 ENROLLMENT AND DISENROLLMENT ER11  joelvillar MR 2007 Yes
Medicare Advantage | CHAPTER 03 MARKETING MEOL |dhoefner May 2007 ves 'Yes
Medicare Advantage | CHAPTER 03 MARKETING MEOS ssanchez MAY 2007 Yes Yes
- Medicare Advantace CHAPTER 03 MARKETING MROS  |ssanchezr MR 2007 Yes “Yes
e rl O d Medicare Advartage  |CHAPTER 03 MARKETING MRS BBoyd MAY 2007 [ves “es L
. Medicare Advantage | CHAPTER 03 MARKETING ME1D |dhosfner MaY 2007 ves 'ves
Mmedicare Advantage CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEV ANCES, AND APPEALS EV01  CKnollenberg M2 2007 Yes
Medicare Advantage | CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS GV03 [CHnollenfers  MAY 2007 |Yes
Mmedicare Advartace CHAPTER 13 ORGAMNIZATIONAL DETERMIMATIONS, GRIEYV ANCES, AND APPEALS GV04  CHnollenbery MR 2007 Yes
Medicare Advantage | CHAPTER: 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS GVOS [CKnollenberg MY 2007 ves 'Yes
Medicare Advantage | CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND AFPEALS oCl1 BEoyd MAY 2007 Yes Yes
Medicare Advantace CHAPTER 13 ORGAMNIZATIONAL DETERMIMNATIONS, GRIEYV ANCES, AND APPEALS 0C03 | BBoy MR 2007 Yes “Yes
Medicare Advantage | CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND AFPEALS oc04 BEoyd MAY 2007 Yes Yes
Medicare Advantace CHAPTER 13 ORGAMNIZATIONAL DETERMIMNATIONS, GRIEYV ANCES, AND APPEALS 0C0S | BBoy MR 2007 Yes “Yes
Medicare Advantage | CHAPTER: 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS 0C0E |BBoyd MaY 2007 Yes ‘es
Medicare Advantage | CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS oC07 |BEoyvd MaY 2007 ves 'ves
Mmedicare Advartace CHAPTER 13 ORGAMNIZATIONAL DETERMIMATIONS, GRIEYV ANCES, AND APPEALS OP08  CHnollenbery MR 2007 Yes
Medicare Advantage | CHAPTER: 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS OF10 [CKnollenberg MY 2007 ves
Mmedicare Advartace CHAPTER 13 ORGAMNIZATIONAL DETERMIMATIONS, GRIEYV ANCES, AND APPEALS RCO1T  CHnollenbery MR 2007 Yes
Medicare Advantage | CHAPTER: 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS RCOZ [CKnollenberg  MaY 2007 ves
Medicare Advantage | CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND AFPEALS RCO3 |CHnollenberg  MAY 2007 ves
Medicare Advantace CHAPTER 13 ORGAMNIZATIONAL DETERMIMNATIONS, GRIEYV ANCES, AND APPEALS REO1  |CHnollenkery MR 2007 Yes
Medicare Advantage | CHAPTER: 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS RPO1 [CKnollenberg  MAY 2007 Yes
Medicare Advantage | CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEVANCES, AND APPEALS RFOZ [CKnollerberg  MAY 2007 ves
Mmedicare Advantage CHAPTER 13 ORGANIZATIONAL DETERMINATIONS, GRIEV ANCES, AND APPEALS EPO3  CKnollenberg M2 2007 Yes
Medicare Advantane CHARTFR 17 ORGANIFATIONA] DFTFRMMATIONS GRIFVANCES AND APRFAI S RPNA_[CHnnllenbern MaY  90nT ves e
&] Done 0 ] Sy 8 Local intranst




The Customer
Service Module
allows a user to
send requests to
other users of the
OMT. All requests
are logged and
tracked. The CSM
IS similar to a work
order in that the
recipients must
close out all
reguests sent to
them
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Customer Service Module

2l Oversight Monitoring Tool - Microsoft Internet Explorer

File Edit Yiew Favorites Tools Help

@Eack © J @ @ :’h pSearch cf',r\'\rFavorites @ Bv ..ﬁ_; = I_J ﬂ .‘ﬁ

.-a-

Address |@ https: /jgemcarehealthplan/omt Defaul. aspx v| Go Links
Health Plan | GEMCare Plus |+ porting Schedule Logout

Oversight Menitoring Tool
ou are logged in a3 oms

Send Email | concel

Received Emails | Open Emails v Sent Emails | Open Emails b

From Subject Message Date Serd Motes Closeout Messadge  Date Closed To Subject Message Date Sent MNotes Closeout Messade

Date Closed

é ‘d Local inkranet
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Other Features

B Oversight Monitoring Tool - Microsoft Internet Explorer (=13
Ele Edit YWiew Favorites Tools Help

Qo - O [x] [ @ @ Do Lo @ (20 B - JE S

Address \@ https:){gemearehealthplan/omtiDefault, aspe ~ =) Links

OMT users have
access to various
reports for facilitating
compliance reporting
and for providing trend
analysis.
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CMS Expectations

Company commitment to the MA
program and compliance

Corrective Action Plan Implementation
and Continuous Improvement Focus
Resource Commitment

- Appropriate staffing levels
- Education and training
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