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Session Overview
·Evaluating Performance

·Dimensions of Oversight

·Account Management

·Reporting Requirements

·Monitoring and Surveillance

·Audits

·Putting it all Together

·Performance Metrics

·Comprehensive Performance Review

·Using Performance Results
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Evaluating Performance: 
Oversight Strategy and Activities
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Evaluating Performance

Paramount Goals

Protecting Medicare 
beneficiaries

Ensure accountability with 
Program rules

Promoting efficiency and 
sustainability

Foundation

Data driven monitoring and 
quantifiable performance 

measures

Risk assessment and risk 
management

Transparency
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·Early alerts

·Prompt corrective responses 
at lowest possible level

·Flexibility

·Usable information

Oversight Strategy
Promotes 

Communication with 
Stakeholders 

·Beneficiaries

·Plan Sponsors

·States/SHIPs

·Program Integrity/Law 
Enforcement
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Oversight Activities
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Day-to-day 
account 

management

Audits

Monitoring and 
Surveillance

Reporting
Requirements
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Executive Conference Call/Meeting

Notice of Non-Compliance
ÅMay include request for business plan

Warning Letter
ÅMay include request for business plan

Various Suppressions and Exclusions:
ÅMPDPF suppression

ÅMedicare & You Handbook exclusion

ÅOn-line enrollment center exclusion

ÅFewer formulary update windows

ÅNo reassignments/auto-enrollees

Request for Corrective Action Plan (CAP)

Audit Selection

New Applications/SAE Denials

Enforcement and Termination

Compliance Tools
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Dimensions of Oversight:
Account Management
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Account Management
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Account 

Management 
Hub for managing 

plansô program 

operations

Data Analysis 

and Performance 

Metrics

Program Integrity

Compliance and

Enforcement

Audits

Policy Subject 

Matter Experts

Casework

Systems & Ops 

Subject Matter 

Experts



Role of Account Managers
Daily oversight and 

communication:

ɆLearns policy and operations 
of sponsor inside/out

ɆEnsures that sponsor complies 
with program rules, guidance, 
and program requirements

ɆDirect communication and 
point of contact to 
Compliance Office and other 
critical sponsor components 
(marketing, enrollment, etc.)

Performance review, and 
follow-up to: 

ɆCommunicate and reinforce 
positive performance

ɆAsk for an explanation

ɆRequest resolution (e.g. action 
steps, training/education, 
and/or business plan)

ɆTake compliance action, as 
appropriate
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Dimensions of Oversight:
Reporting Requirements
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Why Reporting Requirements?
·#-3ȭ ÕÓÅ ÏÆ ÐÌÁÎ-reported data

·Program-descriptive

·Evaluate differences between plan-types

·Integrate with evaluation of other data sources

· 1-800 Medicare complaints data  

· Prescription Drug Event data

· IRE data

·Monitoring studies (e.g., Call center)

· Audits

·Unavailable through other sources or collection efforts

·More timely than other means of collecting this 
information
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Examples of Part D Reporting 
Categories

·Retail, Home Infusion, and LTC Pharmacy Access 

·Access to Extended Day Supplies at Retail Pharmacies

·Vaccines

·Medication Therapy Management Programs 

·Generic Drug Utilization 

·Grievances

·Transition

·Exceptions

·Appeals
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Examples of Part C Reporting 
Categories

·Beneficiary Utilization

·Procedures

·Serious Reportable Adverse Events

·Provider Network Adequacy and Stability

·Grievances

·Marketing Measures (Commission Structure, Agent 
Oversight, Training/Testing of Agents)
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In-depth Example: Grievance Data from 
Reporting Requirements

·CMS calculated the number of grievances per 
1,000 enrollees for each sponsor

·Sponsors with a grievance ratio among the top 
5% were issued outlier warning notices
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In-depth Example: Grievance Data from 
Reporting Requirements

·The primary underlying 
enrollee concerns that 
prompted grievances

·Current procedures for 
handling grievances, 
and whether these 
procedures differ in any 
way from those in place 
during the reporting 
period

·Actions to improve the 
grievance rate

·Explanation of how 
these actions are 
ÄÅÓÉÇÎÅÄ ÔÏ ȰÃÕÒÅȱ ÔÈÅ 
underlying issues that 
prompted the initial 
grievances
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Required to report back to CMS
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