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	Standard

	MI 1 

	The Contractor’s New Member Information Packets meet AHCCCS standards for content and distribution. 
[42 CFR 438.100; 42 CFR 438.208; ALTCS  Contract Section D, Paragraph 17and 37; and Acute Contract Section D, Paragraph, 18; and ACOM 404]

	

	Findings:      

	 FORMCHECKBOX 
The New Member Information Packet contains a PCP assignment letter. (20%)
 FORMCHECKBOX 
The New Member Information Packet contains a comprehensive provider listing or provider directory. (20%)
 FORMCHECKBOX 
The New Member Information Packet contains the most current Member Handbook. (20%)
 FORMCHECKBOX 
All information in the New Member Information Packet has been approved by AHCCCS. (20%)
 FORMCHECKBOX 
The Information packets are tracked to ensure mailing within 10 (Acute) or 12 (ALTCS) days of the Contractor’s notification by AHCCCS. (20%)


	Documents Reviewed:

	     

	

	Comments:

	

	

	Recommendations:

	


	Standard

	MI 2

	The Contractor notifies members that they can receive a new member handbook annually. 
[42 CFR 438.10; ALTCS  Contract Section D, Paragraph 17;  Acute Contract Section D, Paragraph, 18; and ACOM 404]

	

	Findings:      

	 FORMCHECKBOX 
Members are notified, at least annually, that they may receive a copy of the most recent member handbook. (50%)
 FORMCHECKBOX 
Members are notified, in a notice separate from the handbook, i.e. newsletter. (50%)

	

	Documents Reviewed:

	

	

	Comments:

	     

	

	Recommendations:

	


	Standard (Acute Only)

	MI 3

	The Contractor assesses PCP capacity and evaluates it prior to assigning new members. 
 [Acute Contract Section D, Paragraph, 30]

	

	Findings:       

	 FORMCHECKBOX 
The Contractor has a process to consider the number of the Contractor’s members in the PCP’s panel before assigning new members to the PCP. (25%)
 FORMCHECKBOX 
The Contractor considers appointment accessibility prior to assigning new members. (25%)
 FORMCHECKBOX 
The Contractor considers wait times prior to assigning new members. (25%)
 FORMCHECKBOX 
The Contractor considers quality of care concerns prior to assigning new members. (25%)

	

	Documents Reviewed:

	

	

	Comments:

	

	

	Recommendations:

	


	Standard (ACUTE ONLY)

	MI 4

	 Member Services Representatives are trained to appropriately handle and track member inquiries and complaints
[42 CFR 438.406 and Acute Contract Section D, Paragraph, 16 and 26] 

	

	Findings:       

	 FORMCHECKBOX 
Member Service Representatives are trained to appropriately identify, document, refer and respond to member inquiries and grievances. (34%)
 FORMCHECKBOX 
The Contractor maintains call tracking logs that record intake, referral, and closure of member inquiries. (33%)
 FORMCHECKBOX 
The Contractor monitors phone inquiries to ensure members are assisted according to department policy (33%)


	

	Documents Reviewed:

	

	

	Comments:

	

	

	Recommendations:

	


	Standard

	MI 5

	The Contractor notifies affected members timely when a PCP or frequently utilized provider leaves the network. [42 CFR 438.10; ALTCS Contract Section D, Paragraph 17; and Acute Contract Section D, Paragraph 18]

	

	Findings:       

	 FORMCHECKBOX 
The Contractor has a process to identify frequently used providers when determining network sufficiency and notification responsibility. (50%)
 FORMCHECKBOX 
The Contractor provides written notice about termination of a contracted provider, within 15 days after the receipt or issuance of the termination notice, to each member who received their primary care from, or was seen on a regular basis by the terminated provider. (50%)

	Documents Reviewed:

	

	

	Comments:

	

	

	Recommendations:

	


	Standard

	MI 6 

	The Contractor notifies affected members of material changes to network and operations at least 30 days before the effective date of the change. 
[42 CFR 438.100;  ALTCS Contract Section D, Paragraph 17; and  Acute Contract Section D, Paragraph 29] 

	

	Findings:       

	 FORMCHECKBOX 
The Contractor issues member notification to affected member 30 days prior to implementing any material change. (50%)
 FORMCHECKBOX 
The Contractor receives approval from AHCCCS for all member notifications regarding material changes prior to issuance. (50%)

	Documents Reviewed:

	

	

	Comments:

	

	

	Recommendations:

	


	Standard

	MI 7

	The Contractor distributes at a minimum two member newsletters per contract year which contain the required member information. 
[ALTCS  Contract Section D, Paragraph 17 and Acute Contract Section D, Paragraph, 18]

	

	Findings:       

	 FORMCHECKBOX 
The Contractor does publish the required amount of member newsletters in a contract year. (30%)
   The Contractor's newsletters contain the following required information at least annually:

 FORMCHECKBOX 

Educational information on chronic illnesses and ways to self-manage care (10%)
 FORMCHECKBOX 

Reminders of flu shots and other prevention measures at appropriate times (10%)
 FORMCHECKBOX 

Medicare Part D issues (10%)
 FORMCHECKBOX 

Cultural Competency (10%)
 FORMCHECKBOX 

Tobacco cessation information (10%)
 FORMCHECKBOX 

HIV/AIDS testing for pregnant women (10%)
 FORMCHECKBOX 

Other information as required by the Administration (10%)


	Documents Reviewed:

	

	

	Comments:

	

	

	Recommendations:

	


	Standard (ACUTE ONLY)

	MI 8

	The Contractor's Member Services, Transportation, and Prior Authorization staff has access to, and utilizes, appropriate mapping services when scheduling appointments and/or referring members to services or service providers.
[Acute Contract Section D, Paragraph 16] 

	

	Findings:  

	 FORMCHECKBOX 
Reviewer was able to observe or confirm through an independent interview that mapping services are accessible and utilized by staff in any one of the three departments mentioned in the standard. (50%)
 FORMCHECKBOX 
Desk Reference and/or training materials contain information on mapping services.  (50%)  

	

	Documents Reviewed:

	

	

	Comments:

	

	

	Recommendations:
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