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Dear Ms. Hutto,

First, | need to apologize for the time it has taken to get back to you from our meeting on August
7", 2014. We found that quality activities within BlueCross BlueShield of South Carolina (BCBSSC)
are split into multiple areas throughout the entire organization depending on the nature of the
individual base business units. Consequently, we had to identify the people with whom to
communicate and then compare the types of tasks that we perform in the TPL contract with the
types of tasks that are performed in the various identified units.

While we found a number of different audit methodologies being used throughout the organization,
each area's core definition of the work product being reviewed was significantly more granular than
the way the work product in the TPL contract is defined. This ranged from errors being calculated
based on how many fields are incorrect for a particular transaction being processed to errors being
calculated on a per policy and/or claim line basis. None of the areas collapsed their view of the
work up to the source document level as is done in the TPL contract.

As an example of the number of fields approach, it may take 20 fields to process a policy add in
their system. If there is an error on one field, the error percentage is calculated as 5% (1/20) for
that piece of work. The colossal difference is that within the TPL contract the entire transaction
would be considered a failure as there is no recognition of the work done correctly and one error
causes an entire source document to be considered a total failure.

In the case where an audit is performed per policy add, in the BCBSSC methodology each family
member associated with a given policy is treated as a separate auditing piece. This approach gives
team members credit for the policies they enter correctly rather than nullifying the entire original
source document. For the TPL contract, one incorrectly added policy is counted as a complete fail
of the entire source document regardless of how many policies were associated with the piece.
Also, in the TPL contract any additional policies and recipients belonging to those policies
discovered during the research are grouped together. Consequently, the measurement of work
quality of a team member who works a lead which causes the addition of four policies for one
recipient gets weighed equally as the work of a team member who works a lead which causes the
addition of 16 policies for four different recipients (thus doing four times the amount of work). This
is an inherently inequitable way to measure the work effort.
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The attached chart summarizes our findings using the audit categories that have been in place for
the TPL contract. Where we were able to find a substantially similar activity, we provide the quality
metric in use for the TPL contract and for BCBSSC. We also include explanatory notes to describe
notable differences in the tasks or to explain why a particular task does not have a directly
measurable counterpart in the chart. There is not a process that is similar to the HIPP program
(other than at a very detailed functional level such as the fact that we do write checks, and we do
perform outreach activities) so this audit category is excluded from the chart.

Another consistent finding in our comparison was that BCBSSC measures timeliness using
business days rather than calendar days. The only function within TPL that is measured as
business days is Re-verification with all other functions measured by calendar days. While this
contract is now meeting all contract requirements with regard to timeliness, | still want to note this
as a fundamental audit difference between the BCBSSC approach and the TPL contract.

This exercise was performed with the optimism that BCBSSC (as the TPL contractor for SCDHHS)
would be able to emulate the standards that have been set throughout the BCBSSC Private
Business reaim. In addition to the differences in quality metric standards noted on the chart, the
more dramatic difference is centered on what is used to establish the base count from which the
error rate is determined. When we shared the methodology that is being used in the TPL contract
coupled with the standards we were being held to, our counterparts stated that we basically ‘got
the worst of both worlds’ and shared our sense that this was an inherently near impossible
performance expectation.

If the goal is indeed to match what our private insurance business units do, the standards may
need to moderately be massaged; however, the counting methodology would need to move away
from the source document level into something significantly more granular. | ask that you strongly
consider modifying the methodology for the TPL contract to provide more equitable audit results as
well as a better overall view of our performance that is consistent with the approach taken by the

insurance industry.

If you have any further questions about this or wish to discuss it further, please contact me at (803)
264-1600.

Tzzzflﬁga\ﬂaub

Keith Gardner
VP of Medicaid Operations
BlueCross BlueShield of South Carolina

cc: Anthony Keck
John Supra
Gwen Gaymon
James D’'Allesio
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