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Survey Overview

IPN surveys in 2022 through 2024 all focused on their experiences with their RAEs and HCPF
« Overall satisfaction (two items)
» Interaction satisfaction (11 items)
 RAE and HCPF service quality (five dimensions each)
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2022 through 2024 Number of

Completed IPN Surveys by Primary RAE

Number of Respondents

A total of 500 surveys were completed by IPN providers in 2024, which is fewer than the 612 in 2023,
but slightly more than the 494 completed surveys in 2022

180
15 m2022 m2023 w2024
160 149
140 132 128
120 111 109
100
100 7
82
78
80 66 70 66
60 46 51
40 , 25 26 32 31 o
h | [
0
R1 - Rocky R2 - Northeast R3 - Colorado R4 - Health R5 - Colorado R6 - Colorado R7 - Colorado
Mountain Health Health Partners Access Colorado Inc Access Community Health Community Health
Plans Alliance (CCHA) Alliance (CCHA)

Primary RAE

APG



An IPN’s Interaction Journey
with RAEs and HCPF

5. Coding, preparing
and submitting claims
to your primary RAE

4. Receiving service I
preauthorization

services from your

primary RAE.
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1. Enrolling with
HCPF as a
Medicaid provider

3. Credentialing with
your primary RAE

2. Contracting with
your primary RAE

6. Coding, preparin
and sngni’r’rFi)n °
claims to HCP

7 Resolving claim issues
related to your primary
RAE (e.g., missing
information, coding, etc.)
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10. Receipt of
payment from HCPF
11. Respondin
audits by your RAE
9. Receipft of
payment from

your RAE
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8 Resolvin?
claim disputes
(i.e., denials
with my RA
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Service Quality Model
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Reliability Assurance Tangibles
Firm does it right the first Knowledge and courtesy. Professional physical
time. Dependability Ability to inspire trust facilities, personnel,
and accuracy. and confidence. equipment,

welbsites, collateral.

WV,

Empathy Responsiveness
Caring, individualized Willingness and readiness to
attention. give service. Prompf service,
call back quickly, APG
willing to help.

Adapted from: SERVQUAL Service Quality Model, 1985, A. Parasuraman, Valarie Zeithaml and Leonard L. Berry
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2024 Satisfaction Ratings by
Interaction Point: All Regions Combined

Likert Rating
1 (very dissatisfied) to 5 (very satisfied)

IPN highest interaction satisfaction with receiving payment from HCPF (interaction point #10) and their primary RAEs (interaction point
#9), and the preparation and submitting of claims to RAE (interaction point #5).*

IPN lowest interaction satisfaction with resolving claims issues related to primary RAE (interaction point #7), resolving claim denials with
primary RAE (interaction point #8), and receiving service preauthorization with their primary RAE (interaction point #4).*
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2024 RAE and HCPF Service
Quality Performance Ratings
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Likert Rating
1 (strongly disagree) to 5 (strongly agree)
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*Statistically significant with 95%+ confidence (paired sample t tests)

Empathy is rated significantly* higher than all other Service Quality dimension for both RAEs and HCPF
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2022 to 2024 Changes Across All RAEs
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2022 through 2024 Overall Satisfaction Ratings —

Across All RAEs

Likert Rating
1 (very dissatisfied) to 5 (very satisfied)

IPN overall satisfaction with being a Medicaid provider and Relationship with RAE improved significantly*

each year between 2022 and 2024
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2022 to 2024 Satistaction Ratings by
Interaction Point — Across All RAES
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N =494 ratings in 2022, 612 in 2023, 500 in 2024
*All years significantly different from each other with 95% confidence
(One-way ANQOV As, Bonferroni post-hoc comparisons)

ALL interaction point ratings significantly improved between 2022 and 2024
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Note: One-way ANOVAs conducted with Year as the independent variable
L = Significantly lower than designated H group(s) (Bonferroni p <.05)
H = Significantly higher than designated L group(s) (Bonferronip < .05)
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2022 to 2024 Service Quality Ratings
for HCPF and RAEs — Across All RAEs

Likert Rating
1 (very dissatisfied) to 5 (very satisfied)
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ALL Service Qudlity ratings significantly improved between 2022 and 2024, with RAE ratings typically
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Summary of Overall 2022 to 2024

- Change within Each RAE
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2022 to 2024 Composite Scores
within Each RAE

For 2024, composite score ratings for regions 1, 2, 3, and 6 were significantly higher than previous years.
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H = Significantly higher than designated L group(s) (Bonferronip < .05)



Percent of 2024 Significant*® Improvements
Over Previous Years by RAE and Type

Region 6 had the most significant improvements in 2024 compared to previous years

m HCPF Improvements
® RAE Improvements
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Note: There are a total of 22 ratings, which included 8 HCPF ratings questions and 14 RAE ratings questions
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Summary Findings
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Summary Findings —
All RAEs Combined

For 2024 Interaction Points

o Highest ratings were about requesting and receiving payment from HCPF and Primary RAEs
o Lowestratings were about requesting RAE claims and denial issues, and pre-authorizations

In 2024, the lowest rated Interaction Points were about requesting and receiving
payment from HCPF and RAEs

For 2024 Service Quality ratings, "Empathy" was the highest rated dimension for the RAEs
and HCPF

Significant* improvements in HCPF and RAE ratings were seen across all measures
between 2022 and 2024

No average ratings went down significantly* from 2022 to 2023, or from 2023 to 2024

Ratings of Service Quality "Assurance" and "The Contracting Experience" Interaction
Point were the highest weighted key drivers of RAE relationship satisfaction

*Significant differences between 2022 and 2024 with 95% confidence
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Discussion

Do the results of these surveys seem to reflect the experience in
your communities or the reports you've heard?

Have there been efforts by HCPF or RAEs during this period that
have been particularly impactfule

What are the ongoing challenges or items related to the IPN that
the Department should be attentive toe

Follow this work via the Behavioral Health Independent Provider
Network Collaborative webpage:

Refer to the “Phase Il Report” for ongoing efforts.
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https://hcpf.colorado.gov/behavioral-health-independent-provider-network-collaborative
https://hcpf.colorado.gov/behavioral-health-independent-provider-network-collaborative

Thank You!
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