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August 9, 2012

Via FedEx and Electronic Mail

Madeline McAndrew

Bayou Health Director

Louisiana Department of Health and Hospitals
Bienville Building

628 North 4" Street

P.O. Box 90230

Baton Rouge, LA 70821-0629

Dear Ms. McAndrew:

I am writing on behalf of Amerigroup Louisiana, Inc. (“Amerigroup”) in response to your letter dated as
of July 11, 2012 and sent via e-mail July 12, 2012 regarding concurrent review turnaround times and

relevant reporting.

With respect to the audit conducted on June 13, 2012, it was determined that Amerigroup met the
concurrent authorization turnaround time in ninety (90) percent of instances.

Amerigroup would like to request clarification regarding the performance measure related to Contract
Section 8.5.1.1.3. which states that, “The CCN shall make concurrent review determinations within one
business day of obtaining the appropriate medical information.” The performance measure noted in
Appendix J and reported as part of the Early Warning System Performance Measures report indicates that
the performance measure is greater than or equal to 95% for both standard and expedited authorization
determinations based on the appropriate contract standard. Please clarify whether or not this would be the
appropriate performance measure standard relative to concurrent review as well,

Additionally, please confirm that while necessary for Amerigroup to have a way to track the initial
concurrent review turnaround time decision internally that the Department’s intent, apart from the one-
time report noted in the department’s letter, is that the Early Warning System Performance Measures
report is intended to be a report of a blended rate of inpatient and outpatient standard and expedited
review authorization turnaround times such that the metric of greater than or equal to 95% refers to the
Department’s expectation that CCNs be in compliance with the standards set forth in 8.5.1.1. for standard
authorization and set forth in 8.5.1.2.1 for expedited greater than or equal to 95% of the time and that this
report need not include, as Amerigroup has previously reported, concurrent or retrospective review
reporting.

Amerigroup continues to improve its processes and efficiency with respect to concurrent review
turnaround times. Appendix A, attached hereto, will outline that process in detail and includes
improvements such as staff education and training, IT system improvements and a ramp up of personnel.

With respect to the second issue outlined in your letter, specifically around system limitations,
Amerigroup disclosed its awareness of system limitations to the Department of Health and Hospitals
(DHH) in the February report submitted on March 30, 2012, through the following disclaimer:

Note: At this time Amerigroup systems are not configured to track and report service
authorization turnaround times (TAT) in accordance with the timeframes specified in Contract



Provision 8.5. However, in a conscious effort to comply with the report specifications,
Amerigroup conducted a manual review - a 20% random sampling of the total volume of service
authorization requests received during the month of February. Health plan performance was then
calculated on the basis of the 20% sampling.

The health plan has engaged its corporate Health Care Management and IT Services partners to
engage in a deep dive of our systems current configuration, tracking and reporting
constraints/opportunities, with a focus on automating Service Authorization TATs in accordance
with the BAYOU HEALTH standards. Until such time as we do have an automated solution, and
with the Department’s understanding and approval, Amerigroup will continue to compile and
report the Service Authorization TATs for the Early Warning System Performance Metric Report
through the process of random sampling.

Similar verbiage has been included in each subsequent monthly Early Warning System Performance
Measures Report since the initial report with February data was submitted in March. Prior to the
Department’s letter, Amerigroup believed that we had the Department’s understanding and approval, as
we had not received any feedback to the contrary, as we utilized the manual approach as an interim
solution while we alter and reconfigure Amerigroup IT systems to move toward an automated report
which would fully comply with Bayou Health requirements.

Appendix A, will address both the process around preventing a reoccurrence of the issue and highlight the
detailed action steps that will be adopted in order to comply.

Amerigroup will continue to work diligently with DHH and our corporate team to fully comply with the
requirements of the Bayou Health contract in the timeframes outlined in Appendix A. Should you have
any questions, please do not hesitate to reach out to me at 757.473.2737 x30122 or

Ashley.Amenda@amerigroup.com

Sincerely Yours,

( l‘gf y ' /}’N.?./fr\ﬂr,ﬂ_/

Ashley Amenda
Manager, Regulatory Services
Amerigroup Louisiana, Inc.

Enclosures
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