ATTACHMENT 4

art “Contractor’s Technical Proposal”, Mental
2{3,‘;, Serv?c':‘; oF Health and Substance Use Disorder
Program Contract C000743

P .
d\z"
ML Ow
DFSDR TUNITY

NI L (L e T
0 gl WY

A Carelon Behavioral Health Response to:

New York State Department of Civil Service
Request for Proposals for Mental Health and
Substance Use (MHSU) Disorder Program

Technical Proposal

May 3, 2023 Master (USB)





















Empire Plan Mental Health and Substance Use Disorder Program
May 3,2023

Customized Behavioral Health Technology. We built our information technology platform from the
ground up to serve the specialized needs of the behavioral health management business. Our platform
integrates all core business functions, and we have continued to build a robust infrastructure fully capable
of ongoing support of the contract and meeting all security requirements and service-level agreements.
Carelon’s enhanced capabilities support all necessary inbound and outbound file feeds, such as 834
eligibility files, accumulator, and claims files. As the incumbent, we can ensure the continued quick and
accurate flow of data that reflects the customized process in place to the benefit of the Department.
Carelon’s IT staff offers the Department experienced professionals who are well versed in implementing and
maintaining data interfaces with your systems and are accustomed to the level of service and IT capabilities
required by the Department.

Carelon knows every call is important. The Carelon Telephony infrastructure has been upgraded to ensure
call center efficiency and availability to meet all performance guarantees, while providing superior member
service experience. Carelon has strong duplication and replication at every step, and in the event of failure
of either of our telephony carriers, we can switch to a backup plan promptly. This capability ensures that
Carelon can keep call center operations running whether an issue arises within Carelon or externally with a
carrier.

Active involvement with community organizations. Carelon is actively
involved in the local community, partnering with, and supporting local
organizations. We support a wide range of efforts aimed at improving
behavioral health in New York and the quality of life in the community we
share. We strive to be a strong partner working to give back and improve
our communities.

As an example, Carelon works closely with the National Association on
Mental Illlness NYS (NAMI-NYS) as sponsors and participants in many of
their local initiatives. We also work with the Alzheimer's Association of
Northeastern NY, sponsoring their Annual Caregivers Conference.

Many of our employees live and work in the Capital Region and volunteer
with local organizations as well as donate to many important causes

American Red Cross including the Homeless and Traveler's Aid Society (HATAS) & Young

Eastern New York Women's Christian Association (YWCA) clothing collection; the Read

Region Chapter Across America Day Book Drive; and the Back to School Drive where

Sound the Alarm. ( employees donated school supplies for local teachers and
children.

Lastly, to better support the communities we serve, Carelon sponsors a Social Determinants of Health
outreach vehicle to serve residents of the state of New York. We use this vehicle to support behavioral
health awareness campaigns and local events and to bring resources directly to the community where our
members live, work, and play. Examples of outreach efforts include hosting food and coat drives,
sponsorship for a local NAMI chapter walk, participation at local community sporting events, and delivering
crisis response after a potentially traumatic event. In May 2023, Carelon will be hosting Mental Health
Awareness weekend at Citi Field. The van will be on the plaza with several activation activities, and May 6
will be Mental Health Awareness Night at the ballpark.
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Standard Implementation Life Cycle
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Please note that the implementation life cycle diagram is reflective of Carelon’s standard implementation approach and methodology. Some steps and deliverables

may not be applicable in this case (dependent on additional scope items that may be required for 1/1/24.)
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The home page will feature a prominent provider search feature, an online intake and assessment, and the ability to

connect to a telehealth provider.
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Highly qualified, experienced training personnel, call
center management, and support staff are responsible
for the initial training of new staff members. We take a
phased-in approach to releasing trainees to the call
center. During formal training, they begin to handle live

“Received a call from a member who
wanted to compliment Lilas. The member
indicated that she was “so helpful, patient,
and a fabulous customer service

calls with one ¢ one mentoring to ensure the quality of representative.” The member continued to
the member experience. Call center management, quality say that Lilas took her time with her and
auditors, and senior level CSRs continue dedicated on- gave her the information that she needed
the job mentoring until the trainee successfully passes as she gets confused sometimes when
their quality ramp-up period. calling the insurance companies.”

In addition to training on our customer service

procedures, CSRs are taught how to recognize urgent, or crisis calls, and to implement Carelon’s standard
protocol for clinical and/or crisis intervention. CSRs have real time access to Empire Plan specific benefit
plan information through our central repository of all client information; this includes plan benefits, eligibility
information, and additional client specific information.

We recognize the complex nature of the inquiries received from individuals with serious behavioral health
conditions. All CSRs go through clinical sensitivity training, which provides the groundwork for recognizing
and identifying the diverse types of calls generated to a behavioral health line. This training provides our
staff with key phrases and indicators which signal when a warm or no hold transfer to a dedicated Clinical
Care Manager is required.

Additional training is provided based on needs identified through quality or inquiry audits, workgroups, or
resulting from national, procedural, or client specific change requests or updates. Our internal quality
monitoring processes are described in further detail below.

Internal Controls and Reviews Ensuring Quality Service


































5.7 Enrollment Management

As the current MHSU Disorder vendor for the Department, Carelon’s enrollment management services will
continue to meet or exceed the requirements in Section 3.6 Enrollment Management.

1.

The Offeror must provide a narrative describing in detail the proposed processes that will be utilized
to manage enrollment data as specified in Section 3.6 of this RFP, including the following:

wrollment Managen
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a. Offeror's testing plan to ensure that the initial enrollment load and daily enrollment transition
files for the Plan are accurately updated to Offeror's system and that such files interface
correctly with Offeror’s claims system. The testing plan must include:

The quality controls that are performed before the initial and ongoing enrollment
transactions are loaded into the claims adjudication system.

i How the Offeror’s system identifies transactions that will not load into Offeror’s
enrollment system. How exceptions are identified that will cause enrollment
transactions to fail to load into Offeror’s enrollment system. What steps are taken to
resolve the exceptions, and the turnaround time for the exception records to be added
to Offeror’s enrollment file.

iii. How the Offeror will ensure that enrollment and eligibility transactions that do not load
into the Offeror’s system will be manually reviewed and reported back to the
Department within one Business Day.

b. Offeror's system capabilities for retrieving and maintaining enrollment information within
twenty-four hours of its release by the Department as well as:

i. How Offeror’s system handles retroactive changes and corrections to enrollment data;

ili. How Offeror’s enrollment system captures the information necessary to produce the
reports entitled “Claims and Credits Paid by Agency” and “Quarterly Participating
Agency Claims” required in the Reporting Section of this RFP; and

\Y2 How Dependents are linked to the Enrollee in the Offeror’s enrollment system and
claims processing system, including a description on how Offeror’s enrollment and
claims processing system can administer a social security number, Employee
identification number, and an alternate identification number assigned by the
Department; and any special requirements to accommodate these three identification
numbers.







are HIPAA compliant.




Offeror’s ability to meet the administrative requirements for National Medical Support Orders
and dependents covered by a QMCSO, including storing this information in Offeror’s system, so

that information about the Dependent is only released to the individual named in the QMCSO.
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c. Describe how Offeror’s claims processing system collects overpayments from Offeror's MHSU

Provider network.

d. Describe how the Offeror will analyze and monitor claim submissions to promptly identify errors,
fraud, and abuse, and report such information in a timely fashion to the State in accordance
with a State-approved process. Confirm the MHSU Disorder Program shall be charged only for
accurate (i.e, the correct dollar amount) claims payments of covered expenses.
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We describe the Detection, Investigation, and Resolution components of our program in detail below in part
a

a. Describe the audit program Offeror would conduct for the MHSU Disorder Program including a
description of the criteria Offeror uses to select MHSU Providers/Facilities to audit and a
description of the policy that Offeror follows when an audit detects possible fraudulent activity
by a MHSU Provider, Facility or Member. Include all types of audits performed and offered by
Offeror's organization.







Provide examples of how Offeror’s payment integrity algorithms and software have prevented or
detected major cases of fraud, waste, and abuse for other large clients.

Below we provide examples of how our payment integrity algorithms and software have detected major
cases of potential fraud, waste, and abuse affecting Empire Plan members.

Example One







onitoring the provider group’s

481k to resolve the

c. Describe the corrective action, monitoring, and recovery efforts that take place when Offeror
finds that a MHSU Provider or Facility is billing incorrectly or otherwise acting against the
interests of Offeror’s clients. Please indicate whether Offeror has a fraud and abuse unit within
Offeror's organization and describe its role. In the extreme case of potentially illegal activity,
identify procedures that the Offeror has in place to address illegal or criminal activities by a
MHSU Provider or Facility and confirm Offeror will pursue litigation on the Department’s behalf

when necessary.
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5.10 Appeal Process

Carelon’s appeal process will continue to meet or exceed the requirements of Section 3.9 Appeal Process

The Offeror must provide a narrative describing in detail the proposed processes that will be utilized
s as specified in Section 3.9 of this RFP, including the following:



































































At least thirty calendar Days prior to the commencement of Full MHSU Disorder Project Services, and
throughout the term of the Contract, the Offeror must possess a Participating MHSU Provider/Facility
network that meets or exceeds the accessibility standards set forth in Section 3.10 of this RFP. To
demonstrate satisfaction of this requirement, the Offeror must submit all information required below
based on the Geo-Coded Census file provided by the Department in Enrollment by ZIP Code & Geo
Access Network Report File (Attachment 22), containing the NYBEAS enrollment file that will ensure all
Offerors perform their analyses consistently.

An Offeror will need to obtain sensitive information from the Department. Upon receipt of a completed,
notarized Confidentiality and Non-Disclosure Agreement (Attachment 11), the Department shall provide
the Offeror with Enrollment by ZIP Code and Geo Access Network Report File (Attachment 22) and
Utilized Provider File (Attachment 34). The confidentiality and non-disclosure agreement must be
submitted by an Offeror requiring access to Enrollment by ZIP Code and Geo Access Network Report File
(Attachment 22) and Utilized Provider File (Attachment 34).

The Offeror may execute custom MHSU Provider contracts contingent on award or existing agreements
that can be made applicable to the Plan, or a combination thereof. All Providers in the file must be
credentialed by the Offeror. The Offeror must agree to provide documentation, including unredacted
MHSU Provider contracts, to the Department upon request to demonstrate satisfaction of this
requirement. No Enrollee may be excluded from the Offeror's Geo network analysis, even if no Provider is
within the pre-defined access standards.

1. To fulfill the requirements of this Section and Section 3.10 of the RFP, the Offeror must:

Carelon has completed the requested analyses as detailed below in part a to d.

In addition, Carelon’s continued integration with Elevance Health will result in additional network growth for
Empire Plan members. Our partnership with Elevance Health will help create additional capacity of
clinicians/facilities to enhance member access across the United States.
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Below, we show a mockup of what this landing page will look like for Empire Plan members:
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Building a Telehealth Ecosystem

Along with the telehealth platform described above, to meet access needs and provide the best member
experience, Carelon believes having a telehealth ecosystem with multiple provider groups is critical. We
have added and are in the process of adding several national telehealth groups to our network. Our
experience shows that by creating this ecosystem, it allows us to ensure there is a sufficient supply of
providers resulting in shorter wait times for appointments.

To provide more choices for Empire Plan members, our Medical Director and Clinical team are working
closely with Carelon’s Digital Product Development team to evaluate additional telehealth provider groups
who treat subspecialties such as substance use, eating disorders, Obsessive Compulsive Disorders, and

5.11 Provider Network 134
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Describe the process and procedure the Offeror proposes to use for Pre- certification of benef

plain the proposed staffing levels and qualifications of staff responsible for Pre-certification
including whether some or all of the same staff will be utilized for predetermination of benefits
and Pre-certification of benefits, or if these will be separate functioning units. Describe how the
Medical Director of the MHSU Disorder Program will be involved in the predetermination and

Pre- certification process.
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Care Planning and Progress Monitoring

After completing the assessment goals, the Case Manager—in collaboration with the members, caregivers,
and providers—creates an individualized member-centric plan of care/recovery plan. The care plan
considers the member and caregivers' goals, preferences and desired level of involvement as well as
identifying barriers to meeting goals or adhering with the plan.

The care plan identifies measurable short- and long term
goals, barriers to meeting them, the resources needed for
the member to achieve them, and clear objectives and
timeline for completion. Goals will address acute and
immediate needs and identify what is needed for the called because she was a light in the
member to maintain optimal functioning. When possible, forest”

the Case Manager engages the member, family, and

natural support to ensure goals are realistic and achievable, To that end, the Case Manager regularly
evaluates the goals for ongoing effectiveness. This process allows the Case Manager to determine whether
the care plan is appropriate for the member's needs or if it requires modification and updates. The Case
Manager revises the care plan with member input to reflect treatment progress, barriers, new priorities, and
changing health status.

“l don't think | could honestly put into
words the amazing job Carly did. She was
soothing, reassuring, and | thank God she

c. Describe the methods Offeror utilizes to measure effectiveness for MHSU services. Do not include
any reference to specific monetary savings.

We will continue to ensure that Empire Plan members receive the most appropriate, least restrictive
treatments and support to meet their identified clinical needs and increase community tenure. We are
attentive to each member’s holistic life situation, including medical illness, social needs,
strengths/weaknesses, and resources available for promoting recovery. Our objective is to efficiently ensure
access to all medically necessary care and support transitions to less restrictive services as clinically
appropriate.

Measuring Member Satisfaction

In keeping with Carelon’s commitment to help people live their lives to the fullest potential, Carelon is
committed to a member experience that includes access to effective, efficient, and compassionate
Customer Service and Clinical experts. We measure the quality of the member experience through:

e Member Satisfaction Survey Results: Carelon conducts a member experience survey to identify areas
for improvement as a key component of our Quality Management Program. We will use the results of
our surveys to improve service delivery. Carelon’s Quality Management Department contracts with an
independent research and survey firm to objectively measure client, member, and provider experiences
and attitudes towards Carelon’s services each year.

This survey provides Carelon with information regarding many aspects of the member’s experience with
Carelon as well as with our provider network. The survey asks about the Clinical Referral Line referral
process and the member’s experience with scheduling an appointment with a participating provider.
We use the information received from the survey to educate providers about helping them continuously
improve their performance in meeting the treatment needs of members. In 2022, 95 percent of
respondents said Carelon staff members were polite, courteous, and respectful and 96 percent of

Section 5: Technical Proposal
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