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COMMUNICATION — was the communication between your office and other types of providers offices
appropriate regarding frequency, timeliness, and completeness of information?.

Radiology Providers Frequent Enough
Radiology Providers Complete
Radiology Providers Timely

Lab Services Frequent Enough
Lab Services Complete
Lab Services Timely

Skilled Nursing Facilities Frequent Enough
Skilled Nursing Facilities Complete
Skilled Nursing Facilities Timely

Home Health Agencies Frequent Enough
Home Health Agencies Complete
Home Health Agencies Timely

Hospitals Frequent Enough
Hospitals Complete
Hospitals Timely

Case Management Servicess Frequent Enough
Case Management Services Complete
Case Management Services Timely

Behavioral Health Providers Frequent Enough
Behavioral Health Providers Complete
Behavioral Health Providers Timely

Medical Specialists Frequent Enough
Medical Specialists Complete
Medical Specialists Timely

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%  100%

« Communications questions are based on a “yes/no” scale.
« Home Health Agencies, Skilled Nursing, and Hospitals scored the lowest regarding frequency,
completeness and timeliness of communication. W, Cigna
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Network

4.00
3.50
3.00
2.50
2.00
1.50
1.00 : . . :
1. Quality of network | 2. Number of network | 3. Quality of network | 4. Number of network | 5. Quality of network | 6. Quality of network
PCPs PCPs specialists specialists hospitals ancillaries
2013 3.47 3.5 34 3.47 3.29 3.18
12014 3.58 3.44 3.38 3.25 3.26 3.34
2015 3.49 3.17 3.25 3.00 3.14 3.21
2016 371 3.74 3.67 3.63 3.55 3.59

» All areas regarding Network have increased since 2015
*  “Number of network PCPs” and “Number of Network Specialists” increased the most since 2015
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Network
4.00
3.50
3.00
2.50
2.00
1.50
1.00 . PSS S —— .
7. Access to behavioral 8. Satisfaction with 9. Availability of case 10. Availability of network | 11. Quality of your LMCHP
health professionals behavioral health program | management programs pharmacies lab vendor
2013 3.33 3.44 3.44 3.57 3.5
12014 3.27 3.23 3.39 3.56 3.35
m 2015 3.04 2.97 3.20 3.41 3.03
m 2016 3.62 3.68 3.70 3.77 3.43

» All areas regarding Network have increased substantially since 2015
» “Access to Behavioral Health Professionals” and “Satisfaction with Behavioral Health program”
increased the most
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Claims
4.00
3.50
3.00
2.50
2.00
1.50
1.00
12. Ease of the claims submission N . . 16. Overall satisfaction with
13. Timeliness of claim payments | 14. Accuracy of claim payments .
process claims process

2013 3.55 3.31 3.38 3.38

12014 3.37 3.3 3.24 3.31

m 2015 3.33 3.26 3.35 3.29

m 2016 3.55 3.47 3.58 3.53

» Satisfaction regarding claims has increased in all areas since 2015.
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4.00

3.50

3.00

2.50

2.00

1.50

Formulary

3.5

1.00
18. Quality of drug formulary 19. Non-formulary exception process 20. Ease :;::Z:E::&ig::;;:o get the
2013 35 3.38 3.5
12014 3.45 3.35 3.45
2015 3.16 3.08 3.38
2016 3.41 3.44 3.78

* Questions regarding Formulary all increased in 2016.
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Medical Director and Nurse Professionals

4.00
3.50
3.00
2.50
2.00
1.50
1.00 25. Satisfaction with Medical
22. Accessibility 23. Knowledge 24. Timeliness of Response ->d |‘s action wi edica
Director & Nurses
2013 3.53 3.56 3.5 3.63
12014 3.65 3.66 3.61 3.66
m 2015 3.70 3.73 3.69 3.73
m 2016 3.83 3.86 3.80 3.83

» All areas regarding Medical Directors and Nurse Professionals increased in 2016.
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Provider Relations Representative

4.00
3.50
3.00
2.50
2.00
1.50
1.00 30. Overall satisfaction with
26. Accessibility 27. Knowledge 28. Timeliness of Response ) vera. sats ac.lon wi
Provider Relations
2013 3.71 3.71 3.71 3.71
12014 3.6 3.58 3.57 3.63
m 2015 3.46 3.46 3.46 3.50
m 2016 3.75 3.75 3.69 3.75

» All areas regarding Provider Relations Representative increased since 2015.
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Utilization Management

4.00
3.50
3.00
2.50
2.00
1.50
1.00 32. Effici f LMCHP's referral
31. Ease of the referral/pre- - thcency o > referra L s 34. Overall satisfaction with UM
o . process, compared to other MA 33. Timeliness of UM decisions
authorization submission process . process
companies
2013 3.56 3.75 3.56 3.53
12014 3.45 3.43 3.47 2.47
m 2015 3.20 3.22 3.13 3.09
m 2016 3.61 3.63 3.60 3.58

« Utilization Management increase in all areas (ease, efficiency, timeliness, and overall satisfaction)
since 2015.
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Communication

4.00
3.71
3.50 3.58
3.29

3.00 ——

250 ——

200 —

1.50 ——

1.00 ; ; o — I
35. LMCHP communicates changes in 36. LMCHP provides timely turnarounds for | 37.LMCHP has utilization guidelines that are
benefits well to its physician partners. the paperwork | submit. clinically appropriate.

2013 3.29 3.58 3.71
12014 3.53 3.6 3.56
2015 3.32 3.35 3.45
2016 3.61 3.68 3.66

» All areas regarding communication increased from last year.
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4.00

3.50

3.00

2.50

2.00

Patient Care

1.50
1.00 62. My patient 63. My patient 66. My patient 68. 1 lationshi
. My patients . My patients . My patients are seen . I see my relationship
understand their LMCHP understand their LMCHP 65.1 recommepd LMCHP within 15 minutes of their | with LMCHP continuing on
) - ) to my patients. . . .
benefits. Prescription Drug benefits. appointment time. a long-term basis
2013 3.44 3.4 3.73 3.56 3.81
12014 3.16 3.2 3.79 3.19 3.85
m 2015 3.16 3.08 3.70 2.92 3.68
m 2016 3.58 3.57 3.81 3.53 3.78
» All areas regarding patient care increased since 2015.
SWwiez Cigna
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0.00

Overall Satisfaction and Likelihood to Recommend

9.35

69. Considering everything, | am satisfied with the experiences we
have with LMCHP.

70. 1 would recommend LMCHP to a physician who was interested
in contracting with a Medicare Advantage plan.

2013

9.35

9.5

12014

9.2

9.36

m 2015

8.64

8.80

m 2016

9.57

9.67

 Overall satisfaction and Likelihood to Recommend both increased since 2015.
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All Cigna products and services are provided exclusively by or through operating subsidiaries of Cigna Corporation, including Cigna Health and Life Insurance Company,
Cigna HealthCare of South Carolina, Inc., Cigna HealthCare of North Carolina, Inc., Cigna HealthCare of Georgia, Inc., Cigna HealthCare of Arizona, Inc., HealthSpring Life &
Health Insurance Company, Inc., HealthSpring of Tennessee, Inc., HealthSpring of Alabama, Inc., HealthSpring of Florida, Inc., Bravo Health Mid-Atlantic, Inc., and Bravo
Health Pennsylvania, Inc. The Cigna name, logos, and other Cigna marks are owned by Cigna Intellectual Property, Inc. Cigna-HealthSpring is contracted with Medicare for
PDP plans, HMO and PPO plans in select states, and with select State Medicaid programs. Enrollment in Cigna-HealthSpring depends on contract renewal.
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