North Texas Behavioral Health Authority

Behavioral Health Organization Report 11-9-2011

1. NorthSTAR Operations

a. Performance Statistics
i. Call Statistics (see Attachment 1)
ii. Claims Processing (see Attachment 2)
iii. Uniform Assessment Processing (see Attachment 3)
b. Network Relations (see Attachment 4)
c. SPN Reconciliation Process (see Appendix A)
d. Eligibility and Enrollment (see Attachment 5)

e. Personnel

2. NorthSTAR Clinical

Inpatient Utilization (see Attachment 6)
Outpatient Utilization (see Attachment 7)
Atypicals Update (see Attachment 8)

d. TCOOMMI (see Attachment 9)

3. NorthSTAR Finance

State Budget

State Hospital Bed Funding

Year-to-date Financial Performance (see Attachment 10)
Monthly Financial Performance (see Attachment 10)

4. NorthSTAR Quality

a. Complaints and Grievances (See Attachment 11)
b. Lab Compliance (see Attachment 12)

c. Quality Metrics (See Appendix B)
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TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls
N/A 2099 | 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 1704
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50 2.50 2.20 2.40 3.20 1.80 2.20
Rate 0 % % % % % % % % % % %
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 2963
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903
Abandonment 5% or less 220 | 1883 | 384 | 2.33 247 | 232 | 221 | 2.88 | 2.42 1.92 | 2.02
Rate 0 % % % % % % % % % % %
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11 11
Answer in
Seconds
. Number of Paid . ) Mechanical
Receipts . Financial Accuracy
Month Claims Accuracy
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

ili. a) Uniform Assessment Processing

Month

Apr 2010
May 2010
June 2010
July 2010

Aug 2010
Sant 2010

UAs Received

11245
10478
11450
10573

11586
11129

Admin
Denials
341

319

115

128

133
171
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TARGETS Sept Oct Nov Dec Jan
Month 2010 | 2010 | 2010 | 2010 | 201
Total Calls
N/A 2099 | 1872 | 2364 | 2072 | 199
Calls Accepted
N/A 2047 1808 | 2284 | 2000 194
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.5(
Rate ? % % % % %
Average
Speed of 30 or less 34 34 28 26 27
Answer in
seconds
TARGETS Dec Jan Feb Mar Apl
2010 | 2011 | 2011 | 2011 | 201
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 279
Calls Accepted 2357 | 2759 | 2732 | 2720 | 272
N/A
Abandonment 5% or less 2.20 1.88 3.84 2.33 2.4
Rate ? % % % % %
Average
Speed of 30 or less 11 17 15 9 12
Answer in
Seconds
Receint Number of Paid
Month eceipts Claims
12 month avg= 12 month avg=
el 58913 52951
Sept 2010 66019 59436
Oct 2010 60968 51530
Nov 2010 63013 49142
Dec 2010 58994 51479
Jan 2011 48496 45213
Feb 2011 47105 45182
Mar 2011 68523 59652
Apr 2011 57811 48209
May 2011 57277 65096
June 2011 62180 65096
Jul 2011 49498 41445
Aug 2011 67071 53937
Sept 2011 49659 41899
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TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
n
Total Calls
N/A 2099 | 1872 | 2364 | 2072 | 1997 | 1493 | 20882y 1964 | 1984 | 2040 | 1743
ding
Calls Accepted @'W
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 28 1916 | 1920 | 2003 | 1704
pe)
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50 2.50 Zp?@C( 2.40 3.20 1.80 2.20
Rate % % % % % % &%ind % % % %
Average for I
Speed of Nort
Answer in 30 or less 34 34 28 26 27 29 @'A 31 26 26 23
seconds R.
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
acy
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2P3ferg 3199 | 2938 | 2864 | 2963
10
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 284erd 3107 | 2867 | 2809 | 2903
ct-fey
Abandonment 5% or less 2.20 1.88 3.84 2.33 2.47 2.32 Zs%Jne 2.88 2.42 1.92 2.02
Rate % % % % % % r‘;/?”ec % % % %
Average )
Speed of 30 or less 11 17 15 9 12 11 fiateg 13 13 11 11
Answer in
etc.
Seconds paead
. Number of Paid . . Mechanical
Receipts . Financial Accuracy
Month Claims Accuracy
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 re9e53% 99.98%
Oct 2010 60968 51530 199.81% 99.96%
Nov 2010 63013 49142 Giero, 99.97%
Dec 2010 58994 51479 b9‘9“81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 SH83% 99.99%
Mar 2011 68523 59652 B®E5% 99.97%
P e e
issue

S.




TARGETS Sept Oct Nov Dec Jan
Month 2010 | 2010 | 2010 | 2010 | 2011
Total Calls
N/A 2099 | 1872 | 2364 | 2072 1997
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50
Rate ° % % % % %
Average
Speed of 300rless | 34 | 34 | 28 | 26 | 27
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr
2010 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 2812 2841 2785 2794
Calls Accepted 2357 2759 2732 2720 2725
N/A
Abandonment 5% or less 2.20 1.88 3.84 2.33 2.47
Rate 0 % % % % %
Average
Speed of 30 or less 11 17 15 9 12
Answer in
Cmmmiaadla

The table above provides the package distribution for the entire adult population by service package over the past three years
and 9 months across all SPN providers. This data reflects authorizations for services to be provided. There have been some
distribution changes among individual SPNs but the only changes noted as a system are a downward trend in SP1 from
70%-63%, and an upward trend in SP2. SP3 and SP4 have shown little variability over this period of time.

SP1 — combinations of medication management, skills training, medication training, or routine case management. This package
is for stable adults with severe and persistent mental iliness.

SP2 — combination of medication management, skills training, medication training, routine case management and a
primary focus on individual therapy.

SP3 — combination of medication management and a comprehensive psychosocial rehabilitation program (encompasses
skills training, rehab, medication training, and case management).

SP4-Assertive Community Treatment (ACT) — national model of intensive community based wraparound and psychosocial
rehabilitation.

Attachment 3



Network Relations

TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July August | Sept
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 2011 2011
Total Calls
N/A 2099 | 1872 | 2364 | 2072 | 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743 2038 2024
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 | 1704 1986 196¢&
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50 2.50 2.20 2.40 3.20 1.80 2.20 2 60% 2.67
Rate ° % % % % % % % % % % % SR %
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23 28 29
Answer in
seconds
AVERA
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct GE
Providers Added
TARGETS Sept Oct Nov Dec Jan Feb Mar Apr Ma
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 201
Total Calls
N/A 2099 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964 | 198
Calls Accepted
N/A 2047 1808 2784 2000 1948 1454 2022 1916 192
Providers Removed
TARGETS Sept Oct Nov Dec Jan Feb Mar Apr Ma
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 201
Total Calls
N/A 2099 | 1872 | 2364 | 2072 | 1997 | 1493 | 2068 | 1964 | 198
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 192
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50 2.50 2.20 2.40 3.2(
Rate 0 % % % % % % % % %
Average
Speed of 30 or lecs 34 34 28 26 27 29 20 21 26




Case Rate Reconciliation Process

As part of the contract between ValueOptions and the Specialty Network Providers under the case rate model, the
providers are paid a monthly pre-payment at the beginning of each month as an estimated amount of the total
value that the providers were anticipated to earn for that period. Since this pre-payment is an estimate, there is a
required true up process to determine the actual number of members seen by the providers and the actual amount
of claims filed for the services to those members in order to arrive at the final earned payment amount for each
provider for each month. The overall timeframes for this process are as follows:

1 Reconciliations are performed quarterly for the 3 individual months of that period.

2 Since there is a 90 day claims filing period allowed in the provider contracts based on TDI filing
guidelines, the reconciliation process begins 90 days after the final month during the period in which the
reconciliation is to cover.

3 ValueOptions pulls the data sets for each of the months in the reconciliation period during the month
following the 90 day claims run out.

4 ValueOptions sends the data sets to the providers for their individual review and give a two week
period for providers to respond to the data sets provided.

5 If the providers submit formal disputes to the ValueOptions data, ValueOptions performs a secondary
review on those specific disputes over the next two weeks.

6 Once ValueOptions has completed the second review, ValueOptions releases the final calculations for
the period.

7 Any payments owed to providers are paid on the next monthly pre-payment and any recoupments are

withheld from the next monthly pre-payment.

The process for the data collection that makes up the data sets is as follows:

1 All members who have a valid Uniformed Assessment during the month in question are pulled.

2 A claims run is performed to match up those members with a valid claim that also have a valid
Uniformed Assessment.

3 Next any member who is in an all-inclusive program is removed from the pool along with all of those
encounters (for example ACT).

4 Next any member who has claims for a fee for service program but is still allowed in the case rate has
only those fee for service claims removed (for example jail diversion).

5 The final count of remaining members is then used to calculate, based on the current payment rates

within or above the baseline and upper limits, the actual amount earned for member counts by the provider.
This is then compared to the original pre-payment amount to see if the provider has a payment or
recoupment. If the provider saw more members than they were paid for, the provider would receive an
additional payment. If the provider saw fewer members than they were paid for, the difference would be
recouped.

6 Next the calculation for encountering is performed by taking the final amount earned by the providers
in Step #5 and multiplying it by 90%.

7 Then the actual encounters billed by the provider are matched up to the 90% encountering mark. If the
provider is over the target, no further action is taken. If the provider is below the 90% threshold, the
difference of actual encounters to the 90% mark is recouped.

8 The net amount of the membership calculated in Step #5 and the encounters calculated in Step #7 is
presented as the final additional payment earned or to be recouped.

Appendix A (page 1 of 2)
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TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls
N/A 2099 | 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 1704
Abandonment 5% or less 2.50 | 3.40 | 3.40 | 3.50 | 2.50 | 2.50 220 | 240 | 3.20 1.80 | 2.20
Rate ° % % % % % % % % % % %
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 2963
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903
Abandonment 5% or less 2.20 1.88 | 3.84 | 2.33 2.47 2.32 221 | 288 | 2.42 192 | 2.02
Rate ° % % % % % % % % % % %
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11 11
Answer in
Seconds
. Number of Paid . . Mechanical
Receipts . Financial Accuracy
Month Claims Accuracy
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

iii. a) Uniform Assessment Processing

Month

Apr 2010
May 2010
June 2010
July 2010
Aug 2010
Sept 2010
Oct 2010
Nov 2010

— —~ .~ o o~

UAs Received

11245
10478
11450
10573
11586
11132
10654

o — =~

Admin
Denials
341

319

115

128

133

171

162

165

—~ o~ o~




Notes: 1)
Case rate
members
row
represents
the total
number of
case rate
users
where a
case rate
was paid.
2) Case
rate
members
reconciliati
on row
represents
the dollar
amount
earned/(rec
ouped) by
the
providers
for that
month
above and
beyond
their
original
baseline
pre-payme
nt. 3) Case
rate
encounters
reconciliati
on row
represents
the dollar
amount to
be
recouped
from the
providers
for failure
to meet the
90%
encounterin
g targets of
total
earned
amount

for
mem
bers
serve
d. 4)
Overa
Il
encou
nter
%

row
repre
sents
combi
ned
perce
ntage
of all
claim
s as
comp
ared
to
earne
d
amou
nts
for
case
rate
mem
bers.
5) Net
Reco
nciliat
ion
row
repre
sents
the
net
payou
t/(rec
oupm
ent)
to
provid
ers
above
and
beyon
d
their
origin
al
baseli
ne
pre-p
ayme
nt.
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TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July A
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 ‘
Total Calls
N/A 2099 | 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 1704
Abandonment 5% or less 2,50 | 3.40 | 3.40 | 3.50 | 2.50 | 2.50 220 | 240 | 3.20 1.80 | 2.20 )
Rate ° % % % % % % % % % % % ‘
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct A
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 2963
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903
Abandonment 5% or less 2.20 1.88 3.84 2.33 2.47 2.32 2.21 2.88 2.42 1.92 2.02 ;
Rate ° % % % % % % % % % % %
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11 11
Answer in
Seconds
. Number of Paid . . Mechanical
Receipts q Financial Accuracy
Month Claims Accuracy
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

iii. a) Uniform Assessment Processing



TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May
Month Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls Total Calls
N/A P099 N/¥872 |]22629 120322119364 |]12032 || 20897 || 19423 || 12888 || 20964 | | 17934
Calls Accepted | Calls Accepteq
N/A P047 N/1808 ||22647|| 20808 || 12284 || 126a@0 || 20228 | | 194564 | | 1222 || 20936 | | 17920
Abandonment Aggnglplrérsr;en Z'SQ‘V or3|'4% 32480 || 33500 || 23540 |] 23500 || 22260 || 22480 || 32220 || 12840 || 23220
Rate R3S %% N s || e || s || w6 || 86 || s || e || s || o
Average Average
Speed of S%%ed c!f
. or less 3430pr [24s 284 284 228 296 207 329 280 281 226
Answer in Answer in
seconds seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls TotaN¢Alls p410 N/2812 |]23410]]228%2 122841129295 || 29334 ||32929 | | 22335 || 283629 | | 22638
Calls Accepted CallsNA/%:epted P357 \l/2A759 27337 || 22289122232 || 283620 || 23725 | | 32861 | | 23870 || 28097 | | 22887
Abandonment Ag?ngr()lrérsr;en 2'28‘7 Or]].s% 32820 || 21388 || 23434 || 2823 || 2247 || 22882 || 22421 || 12088 || 22022
Rate Rafe % PTG | s || s || s || s || e || s || 86 || s || %
Average Average
f
Speed of Seeed 9fes | [1130briess || 151 || a7 || 125 || 10 || 12 || 12 || 132 || 123 || 113
Answer in Answer in
Seconds Seconds
Receint Number of Paid Fi ial A Me
eceipts . inancial Accuracy
1Y | Month Claims /
12 month avg= 12 month avg= o
TARG TARGETS 58913 52951 99%
Septp010 Sept 201066019 660195p436 594369452% 99.52%9498%
Octp010 Oct 20106P968 6096851530 515309481% 99.81%9496%
NovpR010 Nov 201068013 630134p142 49142992% 99.92%9497%
Decp010 Dec 201058994 5899451479 514799481% 99.81%9497%
Jam RO11 Jan 20114B496 484964p213 45213980% 99.80%9496%
AeBpo011 Feb 20114105 471054p182 45182983% 99.83%9499%
I\%$ D011 Mar 201168523 685235p652 596529495% 99.95%9497%
In Aprpo11 Apr 201157811 5781148209 48209955% 99.55%496%
pa I\/ﬁ]y D011 May 201157277 5727766096 65096%91% 99.91%996%
tie Juaig po11 June 20116p180 6218065096 650909488% 99.88%9497%
S:i Qi po11 Jul 20114p498 4949841445 4144594%4% 99.74%9497%
liz Ad¥po11 Aug 201167071 6707158937 539399 87% 99.87%9998%
ati septpo11 Sept 20114P659 4965941899 41899931% 99.91%9497%
on ty ns
ili. a) Uniform AseadrdeifoPnodsssingnent Processing
] Admi Admin
Month MonthUAs Received UAs ReBeldvetr .
enials Denials
Apr 2010 Apr 2145 112351 341
May 2010 May 200878 104389 319
June 2010 June 201050 114505 115

1. L. "4 /M

1. L. . N raaTYyn =~

a4 AT

10



TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July Aug
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 201
Total Calls
N/A 2099 1872 2364 | 2072 1997 1493 2068 1964 1984 | 2040 1743 20:
Calls Accepted
N/A 2047 1808 2284 1 2000 1948 1454 2022 1916 1920 2003 1704 19¢
Abandonment 5% or Ies;s 2.50 3.40 3.40 3.50 2.50 2.50 2.20 2.40 3.20 1.80 2.20 5 6
Rate ° % % % % % % % % % % % '
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23 2¢
Answer in
seconds
AVE
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct Gl
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A - 2410128121 2841 | 2785 1 2794 12929 12935 1 31991 2938 2864 | 2963 28¢
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903 27¢
Abandonment 5% or leds 2.20 1.88 3.84 2.33 2.47 2.32 2.21 2.88 2.42 1.92 2.02 24
Rate 0 % % % % % % % % % % % :
Average
Speed of .
. 30 or less 11 17 15 9 12 11 11 13 13 11 11 1:
Answer in
Seconds
. Number of Paid . . Mechanical
Receipts . Financial Accuracy
Month Claims Accuracy
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

iii. a) Uniform Assessment Processing

Month

UAs Received

Admin
Denials
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Gr Gr
TARGETS Sept Oct Nov TARGETS Sept Oct Nov Dec
Month 2010 | 2010 | 2010] Month 2010 | 2010 | 2010 | 2010
16 |r | 16
Total Calls otal Calls
N/A 209§1 1872 | 2364] | 2072 | 1997 | 1498i/h 2068 26%4 18834 p2e40] 20723
0. 0.
Calls Accepted 6 Calls Acdepted 5
N/A 2045 | 1808 | 2284 | 2000 | 1948 § 1458/h 2022| |26926] 18620 |22803] |2ac04
% %
Abandonment 59 or less 2505 | 3.40 | 3.40] AmaBdohniend 250 1220 25a0| |3220] |3.280] |3320
Rate ° %o | % % | Rates % 7 Y% ‘0 || s || o6 || o5
Average 9 verage| 8
Speed of 60 p o o1
P . 30 or less 346 | 34 28 epd 27 290rfes20 | I”381 | | 326 | | 226 | | 2@3
Answer in 66 nswerjn 66
seconds 16 econds] 02
TARGETS Dec Jan Feb TARGETS Dec Jan Feb Mar
2010 | 2011 | 2011 2010 | 2011 | 2011 | 2011
L3 =
Total Calls N/A 2410 | 2812 | 2841 |rdtms:a||s2794 29281/h 2935| 28109 22928| 22454] |229%3
Q [
97 97
Calls Accepted N/A 235% | 2759 | 2732| karAcdeptes 286%1/\2870 ha3p7| |228%7] 2309 [22203
Abandonment 5% o less 220 | 1.88 | 3.84] hiaddlohnieat 232 | 2.21| [2288| |1382| |3.892] [222
Rate ° % % % | Rate % 7 Yo Il oo || ooe || oo || %o
Average verage
f
Speed of 30 or less 11 17 hais |FP%699 12 | 3aorfessn || 123 || 123 || 131 || a2
Answer in J|t nswer jn
Seconds . econdq
Receiot Ny Receint Number of P
eceipts ecelipts 4
Month P Month P Clal
12 month avg= 1 12 month avg= 12 month a
TARGETS 58913 TARGETS 58913 52
Sept 2010 66019 '(') 59436dpt 2010 99.52% | 66019 99.98% | 59
Oct 2010 60968 | ut 51530(ct 2010 99.81% | 60968 99.96% | 51
Nov 2010 63013 | P2 49142Npv 2010 99.92% | 63013 99.97% | 49
Dec 2010 58994 mc 51479ec 2010 99.81% | 58994 99.97% | 51
Jan 2011 48496 | Se 45213 jan 2011 99.80% | 48496 99.96% | 45
Feb 2011 47105 | ™! 45182Feb 2011 99.83% | 47105 99.99% | 45
Mar 2011 68523 LZ 59652Mar 2011 99.95% | 68523 99.97% | 59
Apr 2011 57811 | ur 482094pr 2011 99.55% | 57811 99.96% | 48:
May 2011 57277 | S 65096vfay 2011 99.91% | 57277 99.96% | 65
June 2011 62180 ;; 65096uhe 2011 99.88% | 62180 99.97% | 65
Jul 2011 49498 | ck 41445 Jul 2011 99.74% | 49498 99.97% | 41.
Aug 2011 6708 | a9 53937Aig 2011 99.87% | 65971 99.98% | 53
Sept 2011 49659 | ¢, 4189%dpt 2011 99.91% | 49659 99.97% | 41
Ho 1 Ho |
ur ur
ili. a) Uniform Assessment Processing s e iii. a) Uniform Assessment Processing
ar M Admi ar Admin
Month UAs Received € on .Month UAs Received .
ba i Denials ba Denials
Apr 2010 11245 Ze of 341 Apr 2010 1124? 341
May 2010 10478 on M 319 May 2010 1047 319
CRImggpElis Hunt 44450 @ @y 115 Cqlin Qg Flis Hunt 1145 115
Kaufman Navarro m 20 Kaufman Navarro m
RAEMZPLRdefined 10573 eﬂ 11 128 RtV efined 10573 128
Aug 2010 11586 133 Aug 2010 1158 133
Sept 2010 11132 171 Sept 2010 11132 171
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TARGETS | Sept | oct | Nov | D TARGETS | Sept | Oct | Nov | I
Month 2010 | 2010 | 2010 | 2d Menth 2010 | 2010 | 2010 | 2
Total Calls >0 Tofal Calls po
N/A 209 | 1872 | 2364 | 2d72 | 71997 | 149 2068 103p21442
7
Calls Accepted 56 Calls Accepted i
N/A 2047 | 1808 | 2284 | 2do0 | 1948 | 14j 2008 h2qo22p41{02
19
Abandonment | . | 2501 340 | 3.40 | 3E@bbraisomenz.s0 | 220 | RB.402p®
Rate ? %(1)- % % bRale % % ° 9l €3 9 A
Average 49 Avfrage
Speed of % Speed_of
. 30 or less 3441 34 22n| % 27 | 24 poaoes 2k I
Answer in 59 ) Angpwer in
seconds 0. ild sedonds
TARGETS Dec Jan Feb M TARGETS Dec Jan Feb \
2010 | 2011 | 2011 | 20 2010 | 2011 | 2011 | 2
an |
Total Calls N/A 2410 | 2812 | 2841 | 278Fofabaals | 293 2925 | 31924) 24328 23 648'1]25 62
5 .
Calls Accepted 2357 | 2759 | 2782 | 27420afls e phe2i( 2870 | 34023p24627p24027p22402
N/A na N/A
Abandonment | | 220 | 188 3.8te | 2 pAbhnAidiAmpent.3 o221, L 2pRo2p. SltB. 42p2
Rate ’ % % ot ‘oRare % A ° Qe 6 9 b 9 s % b
Average ;Dvb; Avgrage
Speed of 30 or less 11 17 | 1se| HSPEYSf | 1] Boasiess 31k 43 1 41 b 1o
Answer in Ho Anpwer in
Seconds ur Seqonds
Receipts Numbe Receipts Numb
Month s Month 5
12 month avg= 12 moy] 12 month avg= 12 mo
TARGETS 58913 TARGETS 58913
Sept 2010 66019 e 59436 | Sept 2010 |99.52% 66019 |99.98%
Oct 2010 60968 for 51530 Oct 2010 |99.81% 60968 |99.96%
Nov 2010 63013 o 49142 |  Nov 2010 [99.92% 63013 |99.97%
Dec 2010 58994 M 51479 Dec 2010 |99.81% 58994 |99.97%
Jan 2011 48496 on 45213 Jan 2011 |99.80% 48496 |99.96%
Feb 2011 47105 oo | 45182 Feb2011 [99.83% 47105 [99.99%
Mar 2011 68523 M We | 59652 | Mar2011 |99.95% 68523 |99.97%
RBr 20T e o 57811 ay 1 | 48209 | CApr 2001 :@.Ewg . 57811 [99.96%
Myl brbiefined 57277 c7en | 65096 | uMawigei1 [99.91% 57277 [99.96%
litimma TN11 10N y rrNnnr livemasr TN11 nNn ooon/ 10N nNn N0/
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11 sit

Gr Gr
TARGETS Sept Oct Nov TARGETS Sept Oct Nov Dec !
Month 2010 | 2010 | 2010 || Month 2010 | 2010 | 2010 | 2010 | 2
err e .
55 55
Total Calls Total [alls
N/A 20%9 1872 | 2364 }|2072 | 1997 1493 N/2068 121@ 19822 1| 22384 §1:2072 | 1
8 1
Calls Accepted 52 Calls Accepted 70
N/A 2044 | 1808 2384 ||2000 | 1948 1454 N/2022 || 13044 || 18208 || 20234 |]:2000 | 1
11 Ta 11 |
Abandonment 5% or less 2.50 3.40 30 Abangoamen 2.5§)(y or%'zg 224%8 || 33240 || 13340 3.50 2
Rate ° B % | e || Raite]| % % Pr'% wel | oo || oo %
54 ta 68
e T e
P . 30 or less 328 | 34 alg ?%e .27 2930 pr 1265 38|l = || 26
Answer in 8 h NSWer in 9
seconds 0. 0 seconris 0.
TARGETS Dec Jan Feb TARGETS Dec Jan Feb Mar /
2010 | 2011 | 2011 2010 | 2011 | 2011 | 2011 | 2
Total Calls N/A 2410 | 2812 ﬁﬁ_l 7l Lallzod P929 N/2035 || 32980 || 22382 || 288411 |]. 2785 | 2
Calls Accepted 2357 | 2759 &%2 20306 Aceépteq p861 | 2870 || 32857 || 285659 || 28132 |} 2720 | 2
N/A 0 N/A
Abandonment 5% or less 2.20 1.88 %154 ABandodrén 2'3§ty or%'z% 22820 1| 21488 || 13924 2.33 2
Rate ° % % | % ||rste] % % P '% % || % || % %
Average Pa Average
Speed of 300rless | 11 | 17 % Sgeed of 130priess || 1 || 7 || s 9
Answer in Answegr in
Seconds e SecorLs
po Num P Number of Paic
eceipts eceipts .
Month g Month s Claim:
12 month avg= 12 n 12 month avg= 12 month avg:
UEieinls 58913 e 58913 5295
Sept 2010 66019 trl i 59436 |Sept 2010 99.52% 66019 99.98% 5943¢
Oct 2010 60968 \,\l,; gh 51530 | Oct 2010 99.81% 60968 99.96% 5153(
eV Bt} EMis Hunt 63013 | ay | 49142 | K8URBR  EModleos | 63013 | 99.97% 4914
INAUTTTTAar IﬂVGIIU MUCURVWAIT INauirrrart IﬂVClIIU T\UURVV T I
Deg.2010 58994 | 2Uen 51479 | Deg 2010 81% | 58994 | 99.97% 5147
Jan 2011 48496 y 45213 | Jan 2011 99.80% 48496 99.96% 45217
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TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | Jun
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 201
Total Calls
N/A 2099 | 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964 | 1984 | 204
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 1916 | 1920 | 20C
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50 2.50 2.20 2.40 3.20 1.8
Rate ° % % % % % % % % % %
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sey
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 201
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 28¢
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 28C
Abandonment 5% or less 2.20 1.88 | 3.84 | 2.33 247 | 2.32 221 | 2.88 | 2.42 1.9
Rate ° % % % % % % % % % %
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11
Answer in
Seconds
Receint Number of Paid Financial Accur Mecha
Month eceipts Claims ancial Accuracy Accu
12 month avg= 12 month avg= o
TARGETS 58913 52951 99%
Sept 2010 66019 59436 99.52% 99.
Oct 2010 60968 51530 99.81% 99.
Nov 2010 63013 49142 99.92% 99.
Dec 2010 58994 51479 99.81% 99.
Jan 2011 48496 45213 99.80% 99.
Feb 2011 47105 45182 99.83% 99.
Mar 2011 68523 59652 99.95% 99.
Apr 2011 57811 48209 99.55% 99.
May 2011 57277 65096 99.91% 99.
June 2011 62180 65096 99.88% 99.
Jul 2011 49498 41445 99.74% 99.
Aug 2011 67071 53937 99.87% 99.
Sept 2011 49659 41899 99.91% 99.

iii. a) Uniform Assessment Processing

Month

UAs Received

Admin
Denials






TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July Aug
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 20!
Total Calls
N/A 2099 | 1872 | 2364 | 2072 | 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743 20:
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 | 1704 19¢
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50 2.50 2.20 2.40 3.20 1.80 2.20 2 6
Rate ° % % % % % % % % % % % '
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23 2¢
Answer in
seconds
AVE
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct G
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 2963 28
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903 27¢
Abandonment 5% or less 2.20 1.88 3.84 2.33 2.47 2.32 2.21 2.88 2.42 1.92 2.02 2.4
Rate ° % % % % % % % % % % % -
Average
Speed of .
. 30 or less 11 17 15 9 12 11 11 13 13 11 11 1.
Answer in
Seconds
Receiot Number of Paid Fi ial A Mechanical
Month eceipts Claims inancial Accuracy AT
12 month avg= 12 month avg= 0 0
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

iii. a) Uniform Assessment Processing

Month

Apr 2010
May 2010
June 2010
July 2010
Aug 2010
Sept 2010
Oct 2010
Nov 2010

UAs Received

11245
10478
11450
10573
11586
11132
10654
11203

Admin
Denials
341

319

115

128

133

171

162

165



TARGETS Sept | Oct Nov | Dec Jan Feb Mar | Apr
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011
Total Calls
N/A 2099 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916
Abandonment 2.50 3.40 3.40 3.50 2.50 | 2.50 2.20 2.40
5% or less
Rate % % % % % % % %
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107
Abandonment 5% or less 2.20 1.88 3.84 2.33 2.47 2.32 2.21 2.88
Rate 0 % % % % % % % %
Average
Speedof 30 or less 11 17 15 9 12 11 11 13
Answer in
Seconds
Receint Number of Paid Fi ial A
T eceipts Claims inancial Accuracy
12 month avg= 12 month avg= o
TARGETS 58913 52951 99%
Sept 2010 66019 59436 99.52%
Oct 2010 60968 51530 99.81%
Nov 2010 63013 49142 99.92%
Dec 2010 58994 51479 99.81%
Jan 2011 48496 45213 99.80%
Feb 2011 47105 45182 99.83%
Mar 2011 68523 59652 99.95%
Apr 2011 57811 48209 99.55%
May 2011 57277 65096 99.91%
June 2011 62180 65096 99.88%
Jul 2011 49498 41445 99.74%
Aug 2011 67071 53937 99.87%
Sept 2011 49659 41899 99.91%

iii. a) Uniform Assessment Processing

Month

Apr 2010
May 2010
June 2010
July 2010
Aug 2010
Sept 2010
Oct 2010
Nov 2010

UAs Received

11245
10478
11450
10573
11586
11132
10654
11203

Admin
Denials
341

319

115

128

133

171

162

165
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TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July Al
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 2
Total Calls
N/A 2099 | 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743 2
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 1704 1
Abandonment 5% or less 2.50 3.40 3.40 3.50 2.50 2.50 2.20 2.40 3.20 1.80 2.20 )
Rate ° % % % % % % % % % % % '
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct A\
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 2963 2
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903 2
Abandonment 5% or less 2.20 1.88 3.84 2.33 2.47 2.32 2.21 2.88 2.42 1.92 2.02 2
Rate ° % % % % % % % % % % % ‘
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11 11
Answer in
Seconds
Receint Number of Paid Financial A Mechanical
Month eceipts Claims inancial Accuracy TR
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

iii. a) Uniform Assessment Processing

Month

Apr 2010
May 2010
June 2010
July 2010
Aug 2010
Sept 2010
Oct 2010

UAs Received

11245
10478
11450
10573
11586
11132
10654

Admin
Denials
341

319

115

128

133

171

162



* There
have been
several
changes to
the
TCOOMMI
budget: 1)
Juvenile
ICM has
moved to
FTE
reimbursem
ent model
effective
9/1/11 2)
Adult
Residential
has moved
to FTE
reimbursem
ent model
effective
11/1/11
(FFS
9/1/11-10/3
1/11) 3)
Adult ICM
and Jail
Diversion
have
moved to
FTE
reimbursem
ent model
effective
11/1/11
under 1
funding
stream
(FFS
9/1/11-10/3
1/11)



TARGETS Sept TARGETS Sept Oct Nov Dec Jan
Month 2010 || Month 2010 | 2010 | 2010 | 2010 | 2011
Total Calls Total falls
N/A 2099 1872 2364 072 I|/A997 12980 || 206R || 12884 || 1832 || 238V
Calls Accepted Calls Accepted
N/A 2047 1808 2284 D000 Il/A948 217 122214 || 1300 || 2008
Abandonment 5% or less 2.50 2AB8ndoBmeant 3.!/58y )r%.S(S) 25D || 324D || BZ40 || BXD || 28D
Rate ° % || rRate | % %P '% % Il % | % | » | =
Average Average
Speed of 30 or less 34 Z?zfed ofe ||sobriexs | m | 20 | s || = || =
Answer in nswer in
seconds seconfls
TARGETS Dec TARGETS Dec Jan Feb Mar Apr
2010 2010 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 || 2222l £als41 | R785 III/A794 2070 || Z8R || 3299 || 2985 || 2884
Calls Accepted N/A 2357 || T4B Aceapied 720 Ill/ins 28587 || 28750 || 3182 || 28820 || 28025
No Abandonment 2.20 AB&8ndodrBény [2.3 %.47 230 || 228 || B8R || 248 || 29Y
5% or less % pr g;s
rth Rate % R#te % % b %6 %6 %6 %6 %6
ST Average Average
Speed of Speed of
A ; 30 or less 11 Aff '15 930prias || m | ww || = || 3 | m
Answer in nswer in
R Seconds Secongds
Ex . Number of Paid .
Recq Receipts Clai Fi
pe Month Month aims
12 month 4§ 12 month avg= 12 month avg=
nd
U TARGETS 58 TARGETS 58913 52951
Sept 2010 64019 Sept 201694436 6608®.p2% 59430 .p8%
re Oct 2010 6968 Oct 20163530 6096%.B1% 51539.p6%
S Nov 2010 64013 Nov 201@9142 6308®.p2% 4914 .p7%
Dec 2010 54994 Dec 20163479 58999.B1% 514®.p7%
Jan 2011 44496 Jan 201894213 48499 B0% 45208 .p6%
Feb 2011 44105 Feb 20114182 471@%.B3% 4518B.p9%
Mar 2011 64523 Mar 20154652 6852®.p5% 5965B.p7%
Apr 2011 54811 Apr 20114209 5788D.p5% 48209 .p6%
May 2011 54277 May 201594096 5728B.p1% 6509%.p6%
June 2011 64180 June 20159096 621809.B8% 65090.p7%
Jul 2011 49498 Jul 20114445 49498 V4% 41489 .p7%
Aug 2011 64071 Aug 20154937 670BD.B7% 5393D.p8%
Sept 2011 49659 Sept 20143899 49699.p1% 41899 .p7%

iii. a) Uniform Assessment Processing iii. a) Uniform Assessment Processing

Month UAs Received Month Adr:mn UAs Received Adr.nm
Denials Denials

Apr 2010 11245 ApB42D10 11245 341

May 2010 10478 Ma31%010 10478 319

June 2010 11450 Junkl3010 11450 115

July 2010 10573 July2Z®10 10573 128

Aug 2010 11586 Aug33010 11586 133

Sept 2010 11132 Seyd72010 11132 171

Oct 2010 10654 ocenio 10654 162

Nov 2010 11203 Noi6x010 11203 165
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Month

TARGETS

Sept
2010

Oct
2010

Nov
2010

Dec
2010

Jan
2011

Feb
2011

Mar
2011

Apr
2011

May
2011

June
2011

July
2011

Total Calls

N/A

2099

1872

2364

2072

1997

1493

2068

1964

1984

2040

1743

Calls Accepted

N/A

2047

1808

2284

2000

1948

1454

2022

1916

1920

2003

1704

Abandonment
Rate

5% or less
To

Ll

2.50
%

3.40
%

3.40
%

3.50
%

2.50
%

2.50
%

2.20
%

2.40
%

3.20
%

1.80
%

2.20
%

Average
Speed of
Answer in

______ o

S

30 or less

34

34

28

26

27

29

20

31

26

26

23
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Sep-10  Oct-10  Nov-10  Dec-10  Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11

Sep-10 Oct-10 Nov-10 Dec-10 Jan-11 Feb-11 Mar-11 Apr-11 May-11 Jun-11 Jul-11 Aug-11






TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July Au
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 2
Total Calls
N/A 2099 | 1872 | 2364 | 2072 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743 2
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 1704 1
Abandonment 5% or less 2.50 | 3.40 | 3.40 | 3.50 | 2.50 | 2.50 220 | 240 | 3.20 1.80 | 2.20 5
Rate ° % % % % % % % % % % % '
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23
Answer in
seconds
A\
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug | Sept Oct l
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 2963 2
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903 2
Abandonment 5% or less 2.20 1.88 | 3.84 | 2.33 2.47 2.32 221 | 2.88 | 2.42 192 | 2.02 )
Rate ° % % % % % % % % % % % '
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11 11
Answer in
Seconds
. Number of Paid . . Mechanical
Receipts . Financial Accuracy
Month Claims Accuracy
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

iii. a) Uniform Assessment Processing

Month

Apr 2010
May 2010
June 2010
July 2010
Aug 2010
Sept 2010
Oct 2010
Nov 2010

™M YN 1N

UAs Received

11245
10478
11450
10573
11586
11132
10654
11203

AN rN

Admin
Denials
341

319

115

128

133

171

162

165

~ AN
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LAB Report 2011
JUN JUL AUG SEPT Oct

TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July A
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 ’
Total Calls
N/A 2099 | 1872 | 2364 | 2072 | 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743
RajsAiarenfeetdllects
Reasons
Mislabeled Specimens
Requisition Mismatch
Unlabeled Specimen Clotted
Container Leaking
Contaminated Hemolyzed
Improperly Collected
Improperly Handled QNS
Specimen not received
Specimen not suitable for test
Tube Overfilled Tube Under
filled Duplicated Order
Lab Complaint Detail
TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July August | S
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 2011 2
Total Calls
N/A 2099 | 1872 | 2364 | 2072 | 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 1743 2038 2
Calls Accepted
N/A 2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 | 1704 1986 1
Abandonment 5% or less 250 | 340 | 340 | 350 | 250 | 250 | 2.20 | 2.40 | 3.20 | 1.80 | 2.20 2 60% 2
Rate ° % % % % % % % % % % % SRR
Average
Speed of 30 or less 34 34 28 26 27 29 20 31 26 26 23 28
Answer in
seconds
AVERA
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug Sept Oct GE
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 2963 2860
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 2903 2791
Abandonment 5% or less 220 | 1883 | 384 | 2.33 247 | 232 | 221 | 2.88 | 2.42 192 | 2.02 2.41%
Rate 0 % % % % % % % % % % % e
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11 11 12
Answer in
Seconds
Number of Paid Mechanical
i : : chment 12
Month Receipts Claims Financial Accuracy ST
S 12 month ave= 12 month ave=




Exhibit D - Service Outcomes Incentives

A quarterly incentive of $2.25 per Case Rate User will be paid in total for each quarter in which five of the eight
service outcome minimums below are achieved during the quarter. Once achieved, an individual outcome target is
reset to the actual-achieved, and thus must be exceeded in future quarters to obtain the quarterly incentive. If 5 of 8
quality measures are not met, a quarterly penalty of $2.25 per case rate user during thathquarter will be assessed.
Service outcomes under this section shall be calculated and reported to Metrocare by the 15" of the month that follows
the end of the quarter. Payments are due by the fifth day of the subsequent month.

Clinical Outcome Measures —

a) Time in community rates - Greater than 30% of Members with a recent history of
psychiatric-related hospitalizations showed a reduction in hospitalizations during the current quarter;
that is, greater than 30% of the Members in Active Care who scored 2 or greater on this Dimension in
either of the past two quarters showed an improvement in their score during the current quarter.

b) Consumer employment — Greater than 47% of adult Members with a recent history of
employment problems showed a reduction in problems during the current quarter; that is, greater than
47% of the adult Members in Active Care who scored 2 or greater on this Dimension in either of the
past two quarters showed an improvement in their score during the current quarter.

c) Criminal Justice involvement Greater than 22% of adult Members with a recent history of
criminal justice involvement showed a reduction in involvement during the current quarter; that is,
greater than 22% of the adult Members in Active Care who scored 2 or greater on this Dimension in
either of the past two quarters showed an improvement in their score during the current quarter.

d) Physician engagement — Face-to-face follow-up within 7 days with a physician for Members
discharged from the hospital is greater than or equal to 90%.

e) Housing stabilization — Greater than 35% of adult Members with a recent history of housing
instability showed an improvement in housing stability during the current quarter; that is, greater than
35% of the adult Members in Active Care who scored 2 or greater on this Dimension in either of the
past two quarters showed an improvement in their score during the current quarter.

f) Functioning — Greater than 25% of adult Members with a recent history of functional impairment
showed an improvement in function during the current quarter; that is, greater than 25% of the adult
Members in Active Care who scored 2 or greater on this Dimension in either of the past two quarters
showed an improvement in their score during the current quarter.

g) Co-occurring Substance use — Greater than 47% of adult Members with a recent history of co-
occurring substance use showed a reduction in use during the current quarter; that is, greater than 23%
of the adult Members in Active Care who scored 2 or greater on this Dimension in either of the past
two quarters showed an improvement in their score during the current quarter.

h) School behavior — Greater than 15% of child/adolescent Members with a recent history of school
behavior problems showed an improvement in school behavior during the current quarter; that is,
greater than 15% of the child/adolescent Members in Active Care who scored 2 or greater on this
Dimension in either of the past two quarters showed an improvement in their score during the current
quarter.
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TARGETS Sept Oct Nov Dec Jan Feb Mar Apr May | June | July
Month 2010 | 2010 | 2010 | 2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls
2099 | 1872 | 2364 | 2072 | 1997 | 1493 | 2068 | 1964 | 1984 | 2040 | 174:
Calls Accepted
2047 | 1808 | 2284 | 2000 | 1948 | 1454 | 2022 | 1916 | 1920 | 2003 | 170/
Abandonment 5% or less 2.50 | 3.40 | 3.40 | 3.50 | 250 | 250 | 2.20 | 2.40 | 3.20 1.80 | 2.20
Rate ° % % % % % % % % % % %
Average
Speed of
. 30 or less 34 34 28 26 27 29 20 31 26 26 23
Answer in
seconds
TARGETS Dec Jan Feb Mar Apr May Jun Jul Aug | Sept Oct
2010 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011 | 2011
Total Calls N/A 2410 | 2812 | 2841 | 2785 | 2794 | 2929 | 2935 | 3199 | 2938 | 2864 | 296:
Calls Accepted N/A 2357 | 2759 | 2732 | 2720 | 2725 | 2861 | 2870 | 3107 | 2867 | 2809 | 290s
Abandonment 5% or less 2.20 1.88 | 3.84 | 2.33 2.47 2.32 221 | 2.88 | 2.42 1.92 | 2.02
Rate ° % % % % % % % % % % %
Average
Speed of
. 30 or less 11 17 15 9 12 11 11 13 13 11 11
Answer in
Seconds
Recelpt Number of Paid Fi ial A Mechanical
T eceipts Claims inancial Accuracy ATER
12 month avg= 12 month avg= o o
TARGETS 58913 52951 99% 98%
Sept 2010 66019 59436 99.52% 99.98%
Oct 2010 60968 51530 99.81% 99.96%
Nov 2010 63013 49142 99.92% 99.97%
Dec 2010 58994 51479 99.81% 99.97%
Jan 2011 48496 45213 99.80% 99.96%
Feb 2011 47105 45182 99.83% 99.99%
Mar 2011 68523 59652 99.95% 99.97%
Apr 2011 57811 48209 99.55% 99.96%
May 2011 57277 65096 99.91% 99.96%
June 2011 62180 65096 99.88% 99.97%
Jul 2011 49498 41445 99.74% 99.97%
Aug 2011 67071 53937 99.87% 99.98%
Sept 2011 49659 41899 99.91% 99.97%

iii. a) Uniform Assessment Processing

Month

Apr 2010
May 2010
June 2010

UAs Received

11245
10478
11450

Admin
Denials
341

319

115



