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Transforming the health of the mcm...._"_.o<<m_.
community, one person at a time health plan.

CAHPS
(11.3/13)

HEDIS NCQA Standards

(21.3/37)

(49.5/50)

HEALTH PLAN

s

Sunflower is the first KanCare MCO to reach Commendable accreditation status
with NCQA, with a goal to achieve and maintain Excellent status

B
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LTSS SATISFACTION m_.:w?ﬂ. RESULTS WAIVER TYPE

IDD FE PD TA TBI Total
Number of Surveys Sent 4142 1790 2025 145 114 8216
Number of Surveys Returned 977 612 611 24 16 2240
Percent Returned 23.6% 34.2% 30.2% 16.6% 14.0% 27.26%
QUESTIONS IDD FE PD TA TBI
How satisfied are you with the help you receive from 94.3% Q7.2% 96.4% 95.8% 93.8% 95.50%
your Sunflower care manager? (Satisfied/Very Satisfied)
When you call your Sunflower care manager, do they 92.9% 95.1% 95.7% 100% 100% 96.74%
respond within 1 business day? (Sometimes/Always)
Does your Sunflower care manager respect your personal 97.9% 08.5% 98.3% 100% 100% 98.94%
beliefs and preferences during your discussions?
(Sometimes/Always)
Has your Sunflower care manager talked with you about 79.4% 90.3% 93.9% 95.7% 100% 91.86%
services that might meet your needs and goals?
(Somewhat/Very Much)
Overall, how satisfied are you with the Home & 96.1% 96.9% 95.3% 91.3% 100% 95.92%
Community Based Services you receive? (Satisfied/Very
Satisfied)
Do the people who are paid to help you do things in the 96.3% 95.9% 96.1% 95.7% 100% 96.80%
way you want them done? {Somewhat/Very Much)
How often do the people who are paid to help you treat 98.3% Q8.2% 98.2% 100% 100% 98.94%
you the way you want them to?
Overall, how safe do you feel with the people that help 98.5% 98.0% 98.5% 100% 100% 99.00%
you? (Safe/Very Safe)
How often do you do things with your friends, your 93.7% 74.2% 69.2% 87.0% 80.0% 80.82%
family or in your community? (Sometimes/Always)
If you scheduled transportation through Sunflower, how 93.1% 90.4% 87.2% 50% 0% 82.14%
satisfied are you with the transportation service you
received? (Satisfied/Very Satisfied)
Overall, how satisfied are you with the care you receive 97.3% 97.1% 97.9% 95 8%, 86.7% 94.96%
from Sunflower Health Plan?
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Support from our partners sunflower
| W health plan.

“We believe that Sunflower appreciates and supports the role of the CMHCs in the health care
delivery system. They have worked collaboratively with our members on Level of Care guidelines
and have continued the conversations around health homes programs.” - Association of Community
Mental Health Centers of Kansas, Inc.

“Sunflower has a team of well-trained, dedicated staff who understand the complex needs of
children involved in the foster care system. They work collaboratively to remove barriers and
improve access to timely, comprehensive care.” — KVC Kansas

“We are particularly impressed with the Sunflower Health Plan’s commitment to social
determinants of health... We are eager to work with the Sunflower Health Plan on efforts to merge
practice transformation with value-based payment.” — Kansas Association for the Medically
Underserved

RFP Letters of Support from: Senators David Haley, District 4; Jim Denning, District 8; Oletha Faust-Goudeau,
District 29; Association of Community Mental Health Centers of Kansas, Inc.; Shawnee Mission Health; Kansas
Pharmacists Association; KVC Kansas; Behavioral Health Association of Kansas; Central Kansas Foundation;
Community Living Opportunities; Valeo Behavioral Health Care; Mosaic; Kansas Association for the Medically
Underserved (KAMU)
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Question 1 | sunflower
health plan.

The State requests that Centene affirm that they will

comply with requirements in Section 5.1.

Sunflower affirms that they will comply with the requirements in Section 5.1
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Question 3 sunflower
health plan.

Can Centene please provide additional detail on nursing home population

tele-psychiatry pilot, particularly how the member is involved in the process?

The goal of the nursing home population tele-psychiatry pilot is to expand the availability
of psychiatric medication management to members in nursing facilities in rural, frontier

and underserved regions of the state.

* Consistent with our Integrated Service Coordination (ISC) model, the member is at
the center of the tele-psychiatry program and process

* We will engage the member and provide necessary supports to enable them to

actively participate.

* For example: to help empower the member and the member’s circle of support and family
members to ask questions about medication freatment, and promote informed decision
making, we will provide participants with a list of sample questions they may want to ask
their provider about the use of psychotropic medications.

e Implement the pilot in select ﬁmom_:_mm
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Question 5 sunflower
health plan.

Please describe the process for referrals for needed support beyond

service coordination.

No Wrong Door — regardless of how or where member needs are identified
(e.g. provider referral, customer service call, Health Screen), Sunflower will
connect the member with timely and appropriate services and supports

Key to Sunflower’s Integrated Service Coordination (ISC) model is our member
screening and assessment process

For members in ISC Level 1, a Member Services Representative (MSR) or
Community Health Worker (CHW) will make appropriate referrals for internal
and external programs and resources

For members in ISC Levels 2-4, referrals are captured and monitored through
the Plan of Service or Person-Centered Service Plan (Service Plan)

* The HRA and needs assessment form the basis for the development of the
individualized Service Plan, which documents member needs and referrals

* The SC is accountable for facilitating all referrals and ensuring members
receive services as documented in the Service Plan
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Question 5 cont. sunflower
health plan.

Please describe the process for referrals for needed support beyond

service coordination.

Referrals for services and supports include KanCare covered services, value-added

services, non-covered services, and other Sunflower programs and services. Examples of

the various processes involved in referring members include:

» For services that require prior authorization, the SC helps facilitate referrals and communicates
with providers and Sunflower’s Utilization Management (UM) team

e For LTSS members, the SC is responsible for authorizing all services in their Service Plan. As
part of the process, the SC will give the members a choice of providers and will directly submit
an authorization to UM for approval

* To help schedule appointments, MSRs, CHWSs, and SCs will have access to Appointment
Wizard, an online scheduling system that provides for real time appointment scheduling and text
appointment reminders

e For NEMT, members are referred to our transportation provider by supplying LogistiCare
contact information or participating in a three way call to help schedule transportation

* For community resources, MSRs, CHWSs, and SCs leverage our community resource database
and work with the Sunflower SDOHI Center of Excellence and integrated care team to identify
resources and facilitate outreach to meet the social and other communities needs of our
members

* Members may be referred to other Sunflower programs and services such as Interpreter
services, CentAccount member incentive programs, Disease Management, Lock-In, or outreach
by a CHW for difficult to engage members
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Care Management System sunflower

Person and Family Centeredness health plan.

e SCs will serve as the single point of contact for the member and their family

e SCs will work in collaboration with the member and the member’s identified
circle of support to assure the member is able to participate in the care planning
process to identify measurable physical health (PH), behavioral health (BH) and
functional and social support goals and develop interventions

* We identify the level of support the member needs to be an active participant in
the planning and designing of his or her Plan of Service or Person-Centered
Service Plan (Service Plan)

* The member will, through our planning process and the engagement of his/her
circle of support, identify his or her goals and preferences, which will become
the foundation for the Service Plan

» SCs will receive training and education on independent living and person and
family-centered service planning principles
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Care Management System sunflower
Promotion of Self-Care and Independence health plan.

e Our ISC model promotes member self-care, the member’s ability to self-direct their services, and
independence

e SCs assess if the member has all services in place necessary to maintain independence in a safe
and healthy environment, and that the member’s current residence is adequate to meet their needs

e Requests for additional assessments related to change in need or condition may also come from the
member or their legal guardian, KanCare, or other stakeholders

e Based on member preferences and assessed needs, the SC will make recommendations and
present choices to the member for alternative living arrangements and services available that
promote the least restrictive setting

* To proactively identify candidates interested in transition, we will utilize available transition data,
inclusive of Minimum Data Set (MDS) data (transition coordination contracts)

* For members with chronic conditions we provide tools and resources to support member self care
management

* Our Member Advocate provides peer-to-peer support to members who choose or are considering
self-direction to assist them with understanding their responsibilities, developing ads for caregivers,
assisting with finding sources of potential caregivers, where to obtain information and assistance on
tools for supervising their staff, and other assistance with self-direction
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Care Management System sunflower
Comprehensive Consideration of Physical, health plan.
Behavioral, and Social Determinants of Health and
Independence

* Key feature of Sunflower’s ISC model is our member screening and assessment
process designed to assess and address each individual member’s PH, BH, functional
and social needs

e SCs will work with the member and the member’s integrated care team to examine the
member’s whole person needs and develop a Service Plan reflective of all needs and
preferences

e SCs will engage the member in referrals and interventions based on all identified
Service Plan goals and action steps

* Key elements of the Service Plan include identified PH, BH, functional, environmental
and social support needs and approach to access covered benefits, value added
benefits, and referrals to community-based services

* Our SCs have access to an integrated care team reflective of the holistic needs of the
member
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Question /7 sunflower

health plan.

How will Centene handle assigning service coordinators for

Members that cross multiple populations?

Sunflower’s goal is to match every member with a Service Coordinator (SC) most appropriate for
the member’s individual needs based on SC qualifications and experience working with similar
populations

Given the complexity of our membership, it is possible members will cross multiple populations,
including, for example, members with physical health and behavioral health co-morbidities or youth
in foster care who are also enrolled on a HCBS Waiver

Our team-based Integrated Service Coordination (ISC) model is specifically designed to address
such circumstances

Our current system is to assign each member to a primary SC that is qualified to address the
member’s primary and longest-term need

Through our team-based model, the primary SC can then access RNs, licensed behavioral health
professionals and community health workers (CHWSs) with diverse backgrounds who can serve as
secondary SCs, supporting the primary SC and the member with services and needs related to their
area of expertise

The primary SC is the single point of contact who will coordinate and collaborate with the team to
ensure all member needs are met and specialized expertise leveraged

EXAMPLE
Member in foster care receiving IDD Waiver support
e Primary SC = IDD Waiver SC
e Team Support = Foster Care Team and BH clinicians
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Question 8 sunflower
health plan.

Please provide proposed ratios for all populations.

Sunflower deploys a transparent and data-driven methodology for
determining Service Coordination ratios

Our staffing ratios for each Level of Service Coordination are driven by

multiple factors, including:
* Geographic disbursement of members (since this impacts the time

required for SC travel)

* The extent to which the areas are urban and/or remote or rural (since
this often impacts the density of members in one geographic area)

* The community setting in which members reside (e.g., facility setting or
living alone since this impacts member density as well as potential risk)

* The member’s level of risk (which influences the frequency of in-person
visits and the post visit documentation required)
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. sunflower
Question 9 health plan.

B. Can Centene provide their overarching strategy for ensuring compliance?

Technical Assistance for Providers that offer Service Coordination and HCBS Services:

* Making changes to the providers organizational structure

* Changing policy to only support persons in Service Coordination who don’t receive HCBS from the
provider

e Completely stopping one service or the other or separating services into different companies

Oversight and Monitoring:

* Sunflower SC reviews and approves member’s Service Plan completed by external Community SC

* Pre-contracting and pre-delegation audit that assesses for potential conflicts of interest

Training:

 Educate members during SC visits about the potential conflict of interest when they have chosen a SC
provider that also provides their HCBS services

* Offer and require training for external SCs to help them identify and address potential “red flag”
situations

* Continue to offer training for our SCs to identify when an external SC has a potential conflict of interest
and strategies to protect members from these conflicts

Ensuring Quality:

* Sunflower SC will route any identified quality of care concerns or member complaints to Sunflower’s
quality department and may provide information to member about rights and advocacy groups

* Submit AIRS report to the state as appropriate

Conflict of Interest Policy:

* Sunflower complies with the State’s existing Conflict of Interest policy regarding members who have

legal representatives who are paid caregivers for the member.
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Question 10 health plan.

Confirm and explain how Centene will meet the State's requirements regarding NEMT.

Sunflower confirms we will meet the State’s requirements regarding NEMT. Our 2017
performance results demonstrate outstanding access to transportation services.

NEMT Performance Monitoring Program
* Frequent engagement with LogistCare
* |nterfaces multiple times per week
* Monthly and quarterly scheduled meetings
* Local and onsite visits and corporate-led vendor audits

* Performance Data Collection m:a_>3m_<mwm |
* Measure Key Performance Indictors (KPIs) to monitor performance trends and identify any

improvement needs
e Validate LogistiCare’s performance through feedback from member grievances and member

feedback

* Continuous NEMT Process Evaluation and Best Practice Development
* Ongoing process evaluation and improvement of subcontractors
* As a result of member feedback and grievances received, we developed special processes and
procedures to assist members who experience in-transit issues, such as delayed service,
including a designated team to handle real-time member transportation needs
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Question 12 health plan.

Please confirm process for tracking and overseeing activity of Subcontractors.

Specific to customer service, subcontractors that provide this function on behalf
of Sunflower include LogistiCare, Envolve Dental, Envolve Vision, Envolve
Pharmacy, NIA and Nursewise (Member Only)

Multi-Layer Risk Management Approach

* Oversight Program to monitor adherence to performance standards and
reporting accuracy (e.g. 90% of calls resolved in initial contact)

e Subcontractor Oversight Team (cross-functional staff)
* Reports status of each subcontractor to Quality Improvement Committee

 Joint Oversight Committee meetings at least quarterly with subcontractor
and Sunflower representatives

* Subcontractor Monitoring Plan: annual plan that reflects the year’s
subcontractor monitoring

e Annual audit of subcontractor performance

* Monitoring compliance through our compliance management system
* Require monthly and quarterly dashboard reports from our subcontractors
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Question 13 sunflower
. health plan.

How does Centene incorporate identified SDOH needs

into the member's plan of care?

Capturing the various SDOH needs
Sunflower utilizes several methods for identifying Social Determinants of

Health and Independence (SDOHI) needs:

* Our current Health Risk Assessment includes questions about SDOH]

* Our person-centered support planning process includes questions about
each member’s existing and preferred lifestyle and self-identified barriers,
including SDOHI needs

* Sunflower is working collaboratively with KAMU, the Primary Care
Association of Kansas, on implementation of the PRAPARE model (Protocol
for Responding to and Assessing Patient Assets, Risks, and Experiences) at
community-based health centers (CHCs)

* Administered by providers, the PRAPARE assessment tool is designed
to assess for and address SDOHI, emphasizing measures that are
actionable

 All assessment results are used as the basis of each member
Service or Person-Centered Service Plan (Service Plan)

l

J

s Plan of
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Question 14 sunflower
health plan.

Please verify whether you establish policies and procedures for all activities |

described in the procurement for member and provider grievances and appeals
systems and processes.

Sunflower has established written policies and processes that complies
with the current State contractual requirements and Sunflower would make
any necessary updates to those policies and processes to ensure
compliance with KanCare 2.0.

All revisions and updates would be submitted to KDHE for review and
approval as per procedure prior to implementation.
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Question 16 health plan.

Please explain your SUD process.

Our Health Information Technology and Health Information Exchange activities comply
with 42 CFR part 2: Confidentiality of Alcohol and Drug Abuse Patient Records, and
the Substance Abuse & Mental Health Services Administration’s (SAMHSA) regulations
governing the Confidentiality of Substance Use Disorder Patient Records updated in

the Final Rule effective February of 2018.

SUD Process
* Member screening, assessment and referral

e The State’s Kansas Client Placement Criteria (KCPC) system is the bidirectional platform
used by our UM team to receive SUD service requests and communicate authorization

* Sunflower’s SUD Service Coordination program has demonstrated statistically significant
improvement in SUD treatment, initiation and engagement rates when compared to those
not in Service Coordination

HEDIS Measure Enrolled in Service Not enrolled in

Coordination Service Coordination

Initiation of SUD Treatment 49.6% 35.8%
Engagement in SUD Treatment 19.03% 11.81%
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Question 17 health plan.

Centene's response was not provided directly to Attachment H. Does Centene have

existing reporting that meets the detailed requirements in Attachment H, or does Centene
have plans to provide the required reporting with demonstrated timelines for compliance?

Sunflower can fully support the required reporting with demonstrated
timelines for compliance.

For all new reporting requirements we will have the reports and
infrastructure in place to meet the requirements by the contract start date.







KANCARE 2.0 BIDDER RESPONSE
ADDITIONAL QUESTIONS

sunflower
health plan

5.1.2
RFP BACKGROUND - REQUIREMENTS FOR CONTRACTOR(S) TO
DEMONSTRATE

1. The State requests that Centene affirm that they will comply with requirements in Section 5.1.

Centene’s affirms that they will comply with the requirements in Section 5.1
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KANCARE 2.0 BIDDER RESPONSE
ADDITIONAL QUESTIONS

sunflower
health plan.

5.1.3
RFP BACKGROUND - GEOGRAPHIC SERVICE AREA

2. The State requests Centene confirm that they will provide Statewide coverage.

Centene’s confirms that they will provide Statewide coverage.
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5.4.1.E
SERVICE COORDINATION

3. Can Centene please provide additional detail on nursing home population tele-psychiatry pilot,
particularly how the member is involved in the process?

TELE-PSYCHIATRY PILOT OVERVIEW

The goal of the nursing home population tele-psychiatry pilot is to expand the availability of psychiatric
medication management and education to members in nursing facilities. Sunflower utilizes claims,
assessments, and medication information gathered by the Service Coordinator from the nursing facility
to identify members who are taking psychotropic medications.

Consistent with our Integrated Service Coordination (ISC) model, the member is at the center of the
tele-psychiatry program and process. While in the nursing home, the member’s assigned Service
Coordinator engages the member and the member’s legal representative in virtual conversations with
the Psychiatrist. These consultations are designed to educate the member/legal representative about
psychotropic medications the member is taking or that have been recommended, the potential side
effects, detail about any plans to titrate medication and potential effects of the titration, and other
information the member/legal representative may want to make a well-informed decision about the
medication plan. As part of the program, we will engage the member and provide necessary supports to
enable them to actively participate. For example, to help empower the member and the member’s circle
of support and family members to ask questions about medication treatment, and promote informed
decision making, we will provide participants with a list of sample questions they may want to ask their
provider about the use of psychotropic medications.

We are currently working with Genoa, the Iargeét telepsych provider in the US and already working in
Kansas, to implement the pilot in multiple counties. As part of the model, Psychiatrists will consult with
the Nursing Facility physician staff, the member’s Primary Care Provider and the member and their
family/legal representative to evaluate the member’s medications with an aim to confirm or amend
treatment. This will include the decrease or tapering off of antipsychotics when appropriate.
Recognizing the high percentage of our members that are dual eligible, as part of our ISC model, we will
identify who the member’s Primary Care Provider and/or prescriber is and engage them through the use
of our Integrated Care Team, involving the Psychiatrist as appropriate. As part of our telemonitoring
component and ICT process, the Psychiatrist may case conference with the members PCP to discuss the
medication plan and make recommendations.
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4. How does Centene propose to receive reimbursement for telemonitoring?

OVERVIEW

The availability of additional funding through reimbursement for telemonitoring would allow Sunflower
to expand our programs to other populations and conditions. Today, 21 States offer remote patient
monitoring (RPM) and have some form of Medicaid reimbursement for RPM, many with restrictions
(i.e., only reimbursing to home health agencies, restricting the clinical conditions, limiting the type of
monitoring device and type of information that can be collected). Other factors involved in telehealth
coverage include practitioner licensure requirements, reimbursement variances between transmission v.
facility fee (or both), and the location of telehealth services.

Recognizing the value and return on investment demonstrated through remote patient monitoring,
Sunflower has invested in this technology in our medical management programs, including CHF and LTSS
as described briefly below.

sunflower Experience: CHF Telemonitoring Program

Sunflower partnered with Windsor Place’s in-home telemonitoring program to offer services to our
high-risk members with CHF. Part of the Kansas Heart and Stroke Collaborative, Windsor Home provides
in-home telemonitoring to 35 Sunflower members. CHF Telemonitoring Program targeted members
with a utilization pattern that suggested severe or sub-optimally managed:

% High total cost, primarily due to emergency room and inpatient utilization
* Billing:
e Disease Management Program; initial assessment & initiation of the program
e Disease Management Program; follow-up/reassessment per diem
* Preliminary Program Outcomes:
e 31% reduction in Emergency Room PMPM Spend
e 56.4% reduction in Inpatient PMPM Spend
e 19.2% reduction in Total PMPM Spend
*increase spend in Other Medical and Specialist

Sunflower Experience: HomeLink Technologies

In collaboration with Community Living Opportunities (CLO), Neighborhood Network and HomelLink
Support Technologies, Sunflower will partner with CLO to help fund a pilot which will include a model of
housing, telehealth and supervision support, and networked onsite living supports for members in LTSS.
The Neighborhood Network creates a support system for neighborhoods by using smart home
technology, remote coaches and clinicians, and professional neighbors or roommates to deliver
individualized care on demand or as scheduled.

RECOMMENDATIONS

Sunflower recommends the identification of specific CPT codes (with modifiers as applicable) for
standardized billing and claims submission related to telemonitoring. Based on lessons learned
described further below, having encounterable codes and a standard process will alleviate
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administrative burden for providers, Sunflower, and the State. Multiple codes or modifiers would be
needed to cover both the front-end expense for member set up, and following the initial set up, a per
diem reimbursement for ongoing telemonitoring. A per diem structure will allow for any necessary
changes to the level of monitoring based upon member change in condition. Possible codes, based on
existing codes and current experience, include: assistive technology, disease management, etc. As
proposed, services would be paid by Sunflower and submitted to KDHE and KDADS for inclusion in MCO
capitation adjustments. As proposed, services would be paid by Sunflower and included in paid claims
for capitation rate setting purposes.

LEVERAGING PREVIOUS EXPERIENCE

In order to facilitate past demonstration projects the State established specific codes for programs such
as the I/DD LTSS services pilot in 2013. In addition, Sunflower has worked with the State to establish
non-encounterable codes to better track and accumulate value added benefits including assistive
services. Having learned what works and what does not from these previous experiences, Sunflower will
work with the State to identify and establish codes to be used for tracking pilot telemonitoring
programs. As the programs are proven and considered for expansion, codes can be expanded and
authorized for encounter submission in order to properly track and fund these types of initiatives that
lead to better health outcomes for our members and Medicaid program cost savings.
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5.4.2
SERVICE COORDINATION - HEALTH SCREENING, HEALTH RISK ASSESSMENT
AND NEEDS ASSESSMENT

5. Please describe the process for referrals for needed support beyond service coordination.

NO WRONG DOOR

Sunflower promotes a no wrong door approach. Regardless of how or where member needs are
identified (e.g. provider referral, customer service call, Health Screen, etc.), Sunflower will connect the
member with the appropriate services and supports. Through warm transfer, service referral, service
coordination, or direct outreach, if we can’t provide the needed service or support, we connect the
member with the appropriate resources.

SCREENING AND ASSESSMENT TO IDENTIFY NEEDS

A key component of Sunflower’s Integrated Service Coordination (ISC) model is our member screening
and assessment process designed to assess and address each individual member’s physical health (PH),
behavioral health (BH), functional and social needs, including social determinants of health and
independence (SDOHI). We have established systems, policies and protocols in place to assess the whole
person needs of Sunflower members and provide appropriate follow-up, referrals and interventions to
address each individual member’s identified needs beyond service coordination.

For members whose Health Screen results indicate the need for a health risk assessment (HRA), the
member’s assigned Service Coordinator (SC) will outreach to the member to conduct the HRA within 30
days of the completion of the Health Screen, or sooner as directed by the HCBS Waiver or the State’s
policy for LTSS and BH. For all members that are identified to have BH and/or LTSS needs we will
complete the HRA within 14 days of enrollment. All screenings and assessments are tracked in our
TruCare care management system to ensure timely completion and appropriate follow up.

The HRA and needs assessment form the basis for the development of the individualized Plan of Service
or Person-Centered Service Plan (PoS/PCSP), alighing a member’s needs and preferences to services and
interventions. The PoS/PCSP includes services and supports that the member needs to stabilize or
improve his or her health, safety and well-being and address SDOHI. As part of Sunflower’s ISC process,
service needs are documented in each member’s PoS/PCSP and the member’s Service Coordinator (SC)
authorizes or facilitates authorization of the member’s PoS/PCSP and refers to needed services and
supports. For example, for LTSS members, the SC is responsible for authorizing the services. As part of
the process, the SC will give the members a choice of providers and will directly submit the
authorization to UM for approval.

The member’s SC is responsible for making or facilitating referrals for all needed supports and
services, including KanCare covered services and non-covered services. Members may also be referred
to other Sunflower programs and services. The various processes involved in referring members to
needed services and supports are highlighted in the examples below.

Covered and Value-Added Services
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Covered and Value-Added Services

In coordination and collaboration with the member and the member’s PCP, the PoS/PCSP will reflect
the need for covered services, including PH and BH services, primary and specialty care, inpatient and
outpatient treatments, and transportation and other covered supports. For services that require prior
authorization, the SC will help facilitate referrals and communicate with appropriate providers and our
Utilization Management (UM) department to secure appropriate approval. For example, the SC will
collaborate with UM about incoming requests and expediting authorization as appropriate to allow
services to begin timely. If the member does not currently have a PCP, the SC will assist the member
identify a new PCP and schedule an appointment. If the member needs a specialist or treatment
referral, the SC will assist in finding a specialist or appropriate treatment program/facility. For services
that do not require prior authorization, the SC will help the member identify an appropriate provider,
help schedule the appointment, help schedule transportation as needed, and then follow up with the
member to ensure the provision of services. Unique to our model, our SC will be able to directly
schedule appointments through Appointment Wizard, an on-line appointment scheduling system that
provides for real time appointment scheduling and text appointment reminders. Appointment Wizard
allows SCs to schedule appointments with participating providers and issue text or email reminders for
members. Staff can set-up appointments while on the phone or while meeting with members, without
the need for multiple calls to-and-from provider offices. In addition, Sunflower staff can securely attach
documentation to the member appointment for specific care gaps (e.g., EPSDT needs) to ensure a
thorough member office visit.

For members who need non-emergency transportation support, the SC can refer members to
Sunflower’s transportation provider, or for other transportation needs the SC can work in collaboration
with other members of the care team to locate and connect the member with community resources for
other types of transportation support or assistance. The level of support provided is reflective of
member needs, promoting independence but also ensuring members get the services needed. For
example, SCs will provide members with appropriate phone numbers and questions to ask in scheduling
services. If members are not comfortable scheduling the appointment on their own, the SC may do a
three-way phone call with the transportation provider.

If a member would benefit from a value-added service available through Sunflower, the SC will educate
the member on the availability of the added benefits and arrange for the provision of such services
through identified vendors or other resources.

Non-Covered Services and Community Resources

Our comprehensive provider and community network is designed to facilitate whole-person care,
continuity, quality, and member choice. This involves extending our referral base beyond the traditional
set of providers to include a robust network of community-based services and supports. A member’s
HRA may identify services and supports not available through KanCare, including those needed to
address SDOHI. The SC will leverage our community resource database and work with the Sunflower
team to help identify community resources to meet these non-covered needs. For example, our team is
comprised of the Director of SDOHI, Transitions Specialists, Housing Specialists and Employment
Supports Specialists and Member Advocates. These available staff promote community integration and
independence and provide technical assistance and supports to the member and the member’s SC,
both Sunflower and Community SCs.
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Services and supports can span a large range of resources, for example non-covered transportation,
meals, employment and housing supports, financial assistance to cover utilities, local support groups,
local social clubs or activities, peer supports, volunteer opportunities, non-covered home modifications,
and non-covered equipment or supplies. Based on individual member need, the SC will help facilitate
outreach to identified community resources and refer and follow up as appropriate.

We also partner with several community-based organizations, such as Heartland Regional Alcohol and
Drug Assessment Center (Heartland RADAC), to reach hard to locate and difficult to engage members.
Heartland RADAC utilizes a myriad of strategies and best practice to find and engage members who have
chronic or high-risk SUD issues and assist these difficult to engage members with locating affordable
housing, employment and recovery services.

Other Sunflower Programs and Resources

In addition to service coordination, members may be referred to or educated on other Sunflower
programs or services such as interpreter services; our CentAccount member incentive program; Lock-In;
Disease Management, including health coaching and self-management skills; and/or outreach by a
Community Health Worker for difficult to engage members. For members in ISC Levels 2-4, referrals are
captured and monitored through the PoS/PCSP. For members in ISC Level 1, a Member Services
Representative (MSR) or CHW will make appropriate referrals for internal and external programs and
resources, helping members to identify available resources and doing a warm transfer as appropriate.
MSRs and CHWs also have access to Appointment Wizard to make real time appointments with
participating providers. For high risk members without a cell phone, we can also connect with a free
smart phone through SafeLink or our own ConnectionsPlus program for members who don’t qualify for
SafeLink. These phones are pre-programmed with numbers for our Member Call Center, SCs and CSCs,
Nurse Advice Line, 911, PCP and other treating providers.

MONITORING AND FOLLOW UP

The SC will routinely review the PoS/PCSP with the member during each member contact, to ensure
receipt of recommended services and supports as outlined in the member’s individualized PoS/PCSP.
Contact method and frequency are driven by the member’s individual needs and level of risk. SCs also
monitor utilization reports to ensure members are receiving appropriate services and follow up
accordingly.
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5.4.6
SERVICE COORDINATION - MANAGED CARE ORGANIZATION SERVICE
COORDINATION ROLES AND RESPONSIBILITIES

6. Please describe your comprehensive approach to care management.

OVERVIEW

Our Integrated Service Coordination (ISC) model, inclusive of care management, incorporates the
evidence-based Integrated Care Management approach promoted by the Case Management Society of
America, treating the whole-person and integrating all physical health (PH), behavioral health (BH), long
term services and supports (LTSS), social and other services to create a system of care around each
individual.

Our ISC model, depicted in Figure 6.1, includes a comprehensive care management system and
approach that put the member at the center of all ISC activities with the support of a Service
Coordinator (SC), either in the community or within Sunflower’s ISC team, in accordance with Section
5.4.7 of the RFP. Regardless of who provides

ISC services, Sunflower’s role is to ensure a Figure 6.1 Integrated Service Coordination (ISC) Model
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PERSON AND FAMILY-CENTEREDNESS

Person and family-centeredness is a key attribute of our care management approach. SCs will serve as
the single point of contact for the member and will build trust through respectful discussions that
encourage member engagement in all phases, from identifying unmet need to evaluating the success of
services. The SC will work in collaboration with the member and the member’s identified circle of
support to assure the member is able to participate in the care planning process to identify measurable
PH, BH and functional and social support goals and develop interventions to address the identified
member goals. In addition to explaining our person and family-centered planning process, our SCs will
share a brief brochure that explains the importance of person-centered planning, including key
considerations to make the engagement process successful (e.g., the benefit of involving family, friends
and loved ones) and helpful open-ended questions to support the member’s identification of personal
goals, preferences, and service choices. We will ensure that our person-centered planning process is
effective by identifying, as part of the initial assessment and ongoing through routine in-person
meetings, the level of support the member needs to be an active participant in the planning and
designing of his or her Plan of Service or Person-Centered Service Plan (PoS/PCSP). The SC will assist the
member to identify friends, family, and community supports (e.g., friends from church or social groups,
ClLs, AAAs, CDDOs and/or Self Advocacy Coalition of Kansas) to support the member to assume an
active role. The member will, through our planning process and the engagement of his/her circle of
support, identify his or her goals and preferences, which will become the foundation for the PoS/PCSP.

As part of our care management approach, members determine, from their perspective, what it means
to be well and what is needed to achieve their desired goals. The role of the SC is to fully understand the
member and his/her needs, strengths, goals, and lifestyle preferences through standardized
assessments, motivational interviewing, Person Centered Thinking (PCT) strategies and active listening,
so we can provide assistance that is consistent with the member’s expressed preferences, values and
culture.

Additionally, as part of our initial and ongoing training program, SCs will receive training and education
on independent living and person and family-centered service planning principles. As an example of our
training curriculum, Sunflower’s PCT Training uses copyrighted training material developed by the
Learning Community for Person Centered Practices started in 1989 by Michael Smull and Susan Burke-
Harrison at the University of Maryland. PCT Training is built on the core concept of person-centered
practices, providing instruction to providers on how to discover what is important to and important for
the member, and how to support the member to find balance. The discovery is used to identify the
strengths, capacities, preferences, needs and desired outcomes of the member and the member’s
family, as appropriate. It encourages empowerment of the member to make their own informed
decisions, develop personally defined outcomes and set their own goals, and identify both community
and paid supports to achieve the life/outcomes they choose. The identified personally-defined
outcomes, the training supports, and the identified community services, personal care services,
therapies, treatments, and or other services, including linkages to services aimed at addressing SDOHI
(e.g. housing supports, food and nutritional security, employment supports), become part of the
member’s PoS/PCSP.

10
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COMMUNICATION AND ACTION

Timely, proactive and planned communications are critical features of our care management system.
Our case management platform, technology solutions and policies and procedures support
communication and coordination among members of the Integrated Care (IC) Team, provider network,
and contracted Community Service Coordination entities. For example, each PoS/PCSP will be accessible
to the Sunflower SC or Community SC and the member’s IC Team via TruCare, and our SC Portal; to
providers via the Provider Portal; and to the member (and family, caregivers or other supports as
authorized by the member) via the Member Portal. We also provide for Members and families a paper
copy of the PoS/PCSP, if it is there preference. Members are also able to review their PoS/PCSP with
their SC through our secure, web-based, TruCare mobile capabilities, which SCs can access through a
tablet during in-person member meetings.

Providers, specialists, hospitals, State agencies and HIEs will be able to interface with our Centelligence
data exchange capabilities. To further facilitate the sharing of clinical data to improve the quality,
timeliness, and cost of care, Sunflower will work with our hospital partners to receive Admission,
Discharge, Transfer (ADT) transactions. From a care management perspective, ADT transmissions allow
real time notifications to SCs of critical health care events, such as ED visits or inpatient admissions to an
inpatient facility. This notification enables the SC to contact the member’s PCP in a timely manner and
promotes coordination between the SC, PCP and hospital to determine and facilitate the appropriate
level of care of the member.

PROMOTION OF SELF-CARE AND INDEPENDENCE

Our ISC model promotes member self-care, the member’s ability to self-direct their services, and
independence. As part of our approach, we ensure all members receive the right care, at the right time,
and in their least restrictive setting of choice. Member choice is always an important factor, keeping in
mind the member’s safety and ensuring reasonable access to necessary care is not compromised.
Therefore, during each contact with the member, the SC will assess if the member has all services in
place necessary to manage his/her condition and maintain independence, and that the member’s
current residence is safe and adequate to meet his/her needs. For example, for members with chronic
conditions, as part of our ISC model, we offer Disease Management programs for asthma, congestive
heart failure (CHF), diabetes, hypertension, and obesity, that include health coaching and self-
management skills training. If it is assessed that an alternative setting may be needed, or a less
restrictive setting is an option, an evaluation will be made to ascertain if the member is able and/or
willing to transition from one environment to another, or what additional services might be needed to
maintain the member in a lower level of care. For members in a facility, SCs will ask the member
important open-ended questions to understand their transition interests (i.e., “Where do you want to
live?” and “What was life like prior to living in this facility?”). Transition is most successful when
members can see themselves elsewhere.

Throughout the care management process, SCs will educate members and their loved ones about the
member’s right to receive care in the least restrictive setting, evaluating the level and adequacy of the
current setting at least annually. Requests for additional assessment may also come from the member
or their legal guardian, KanCare, or other stakeholders for the member. To proactively identify
candidates interested in transition, we will utilize available transition data, inclusive of Minimum Data
Set (MDS) data. This data also documents member’s risk factors to inform transition plans and backup

11
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planning. Facility-designated SCs will build rapport with facility administrators, and partner with various
programs to provide community integration opportunities for members considering transition, including
the providers Sunflower has a VBP with for transition coordination services. Sunflower also offers peer-
to-peer support from our Member Advocate to individuals who want to learn more about self-directed
services, or who need assistance with successfully self-directing services.

CROSS-CONTINUUM AND SYSTEM COLLABORATION

Sunflower is committed to the integration of PH, BH, LTSS and the social services delivery systems to
support whole-person care. This is carried out through our ISC model and local SCs focused on ensuring
coordinated, integrated care across settings and disciplines. Sunflower has built upon our strong
foundation serving members in KanCare to develop a member-centric ISC model and system of care
framework (as illustrated in Figure 6.1 above). This framework is relationally based, with values that
focus on the member and addressing their holistic needs. We recognize that whole-person care must be
community-anchored, culturally competent, and self-determined, drawing from resources across the
community and across the continuum. Sunflower’s primary roles in supporting system collaboration
across the continuum of care are to support providers in delivering the best possible care to members,
promote accountability, deliver actionable information, make linkages across the system, and be a local,
accessible resource. Supporting our SCs are our organized System of Care (SOC) Liaisons and dedicated
staff, working collaboratively to identify and link to available resources in each community, including
access to systems SCs may not be familiar with. This includes liaisons to each of the HCBS waiver
programs, the WORK program, the judicial system and foster care. We also are currently building a
Center of Excellence for SDOHI, including team members who are subject matter experts in housing,
employment, access to food, utility assistance, transportation, and other SDOHI needs.

WHOLE PERSON CARE THAT ADDRESSES PHYSICAL, BEHAVIORAL, FUNCTIONAL AND SDOHI

A key feature of Sunflower’s ISC model is our member screening and assessment process designed to
assess and address each individual member’s PH, BH, functional and social needs. We have established
systems, policies and protocols in place to assess the whole person needs of Sunflower members and
provide appropriate follow-up, referrals and interventions based on screening and assessment results.
SCs will work with the member and the member’s IC Team and chosen circle of support to examine the
member’s whole person needs and develop a PoS/PCSP that address these identified needs. Specifically,
key elements of the PoS/PCSP include identified PH, BH, functional, environmental and social support
needs and an integrated approach to meeting these needs, including the provision of KanCare covered
benefits and services, value added benefits and services, and referrals to community-based services and
resources, if indicated.

PROMOTION OF COMMUNITY ACCESS AND PARTICIPATION

The core foundation of our model is to support and maintain members in the community and in the
least restrictive option that safely meets the member’s needs. This requires us to connect members to
housing, food, employment, education, social activities, and other peer and social supports as needed.
Sunflower’s ISC model and care management approach is holistic and supports maximum community
integration by working with members to identify and address both their medical and non-medical needs
(including SDOHI) through not only KanCare covered services, but non-covered services as well.

12
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Sunflower’s model promotes community participation and our process includes the identification of
members who may be at-risk for isolation or members who are experiencing barriers to living in the
community and fully participating in community activities. Sunflower has provided training to our SC
team on PCT and Motivational Interviewing with the goal of utilizing these strategies to support
members in facilitating the development of their personal goals and driving the action steps. We train
SCs to encourage members to choose the most integrated setting with persons they want to live with,
competitive employment as a first option, and full participation in community activities which they enjoy
or want to learn.

The PoS/PCSP is developed in conjunction with the member, the member’s authorized representative or
guardian, authorized family members, support circle, PCP, and other members of the health care team.
Member prioritized goals are established and barriers to meeting goals for community access and
participation are routinely identified, as well as possible solutions to the barriers. As part of our process,
the SC assists the member with identifying strategies for accomplishing his/her community participation
and integration goals and overcoming the identified barriers. Additionally, as part of the service
planning process, SCs take into consideration and assess for the availability of family or other natural
supports and the member’s risk for social isolation.

As an additional tool, we currently administer a Quality of Life survey to measure and track the quality
of life of our members and intervene as appropriate. We will also train our SCs on the LifeCourse
framework so they are equipped with tools to help individuals and families think about what a good life
looks like for them and how to get there. We currently have a representative participating in the
LifeCourse Community of Practice, helping to develop the LifeCourse training course.

CORE COMPONENTS OF CARE MANAGEMENT

To support the implementation of our comprehensive system, core components of our care
management approach include:
# Initial identification of potential members for care management, identifying members through
eligibility, risk stratification and predictive modeling, and provider or self-referral
% Obtaining member agreement for participation in care management and service coordination
% |dentifying level of service coordination or care management needed, stratifying members into four
levels - Level | (Low- Member Education/Resourcing), Level Il (Moderate- Short Term/Transition of
Care Needs), Level lIl (Rising-Chronic Long Term Needs), and Level IV (High Risk/complex case
management)
% The assignment of a primary SC who may access other team members for specialized support
* A member screening and assessment process, utilizing a comprehensive set of health screening,
health risk assessments and needs assessment tools, to assess and address each individual
member’s PH, BH, functional and SDOH needs, completed at least annually or upon a change in
member status or condition

% A person-centered planning approach to help the member set goals related to areas of need and
lifestyle preferences, documented in the PoS/PCSP

# Establishing steps for completing goals in collaboration with the member and the member’s
identified circle of support, documented in the PoS/PCSP

13
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* Monitoring, reviewing and revising the PoS/PCSP to achieve progress as needed and upon member
request, meeting with members at a frequency driven by their individual need and level of risk

14
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5.4.8
SERVICE COORDINATION - QUALIFICATIONS FOR SERVICE COORDINATORS

7. How will Centene handle assigning service coordinators for members that cross multiple
populations?

Sunflower’s goal is to match every member with a Service Coordinator (SC) most appropriate for the
member’s individual needs. This is determined based on SC qualifications and experience working with
similar populations. Given the complexity of our membership, it is possible members will cross multiple
populations, including, for example, members with physical health and behavioral health co-morbidities
or youth in foster care who are also enrolled on a HCBS Waiver. Our team-based Integrated Service
Coordination (ISC) model is specifically designed to address such circumstances.

ASSIGNING SERVICE COORDINATORS

Our current system is to assign each member to a primary SC that is qualified to address the member’s
primary and longest-term need. For example, for members in long-term supports and services and/or
foster care, this would be a SC with direct experience serving these populations. Through our team-
based model, the primary SC can then access RNs, licensed behavioral health professionals and
community health workers (CHWs) with diverse backgrounds who can serve as secondary SCs,
supporting the primary SC and the member with services and needs related to their area of expertise.
The member’s primary SC assignment and secondary SC team members are logged into and tracked
within our TruCare care management system.

As previously indicated, Sunflower will contract with external SC providers for the populations identified
within the RFP. When a member’s primary SC is external to Sunflower, the Community SC will have the
same access to make referrals to Sunflower SCs and other Sunflower team members to be on the
member’s team. The Community SC will have access to bi-directional information sharing in TruCare
through the SC portal to make referrals and assign secondary SCs.

Sunflower is currently working to provide access to the SC portal for IDD and CMHC Targeted Case
Managers who work collaboratively with our SCs for members on the IDD and SED waivers. We will
then expand this access to other external Community SC providers in 2019.

15
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5.4.9
SERVICE COORDINATION — RATIOS

8. Please provide proposed ratios for all populations.

Our Integrated Service Coordination (ISC) model supports a member-centric approach where services
and supports are matched to the member based on intensity of needs, setting of care, and Level of
Service Coordination, as shown in Figure 8 Levels of Service Coordination.

We stratify members into four levels of Service Coordination - Level | (Low- Member
Education/Resourcing), Level Il (Moderate- Short Term/Transition of Care Needs), Level Il (Rising-
Chronic Long Term Needs), and Level IV (High Risk/complex case management). The core foundation
of our model is to support and maintain members in their community and in the least restrictive, most
clinically appropriate level of care, as well as connect members to housing, food, employment,
education, and other social supports as needed. As members’ care moves up or down the continuum,
they have access to ISC services, including care transitions, DM, recovery support, and community
linkages to address Social Determinants of Health and Independence (SDOHI). Service coordination
activities and tailored interventions may be delivered by Sunflower, providers, or the Community Service
Coordination entities.

Figure 8 Levels of Service Coordination
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Our member-centered, ISC recognizes that every member has different needs, commanding a varying
level of service and interventions. For example, while not every member will require Level 4-
Complex/High Risk level of services and interventions, any member, at some time, may need a higher
level of service and support, such as short term or intermittent coordination of services, disease
management or transition of care. Our model is designed to address the individual needs of the member
across the entire continuum of care and we recognize that members may move between levels of
service coordination at any time as their health needs and status change.

Our care coordination activities are deliberate for each level of care coordination. For example, care
coordination activities under Level 1 include primarily health and wellness education and resource
coordination activities, such as a PCP provision of education to a Level 1 member about age-appropriate
preventive exams, making a referral to a specialist for the exam if it cannot be performed in primary
care, and helping the member with resources to facilitate participation in the exam, such as providing
education about the exam to make the member more informed and comfortable, or assisting with
transportation. For members stratified into Level 2, 3, and 4 Service Coordinators have established
activities, including assessment, interventions and care planning strategies that provide services
coordination services that fit a member’s individual situation. For this reason, our case load ratios are
by Level of Service Coordination and not population.

CASELOAD RATIOS BY LEVEL OF SERVICE COORDINATION

Sunflower deploys a transparent and data-driven methodology for determining Service Coordination
ratios. Our staffing ratios for each Level of Service Coordination are driven by multiple factors, including
the geographic disbursement of members (since this impacts the time required for Service Coordinator
travel); the extent to which the areas are urban and/or remote or rural (since this often impacts the
density of members in one geographic area); the community setting in which members reside (e.g.,
facility setting or living alone since this impacts member density as well as potential risk); and the
member’s level of risk (which influences the frequency of in-person visits and the post visit
documentation required).

Our case load ratios also take into account our team based approach that includes the involvement of
Integrated Care Teams that support the member’s assigned SC. Sunflower provides multidisciplinary
expertise and consultation to support the member’s SC or CSC, and IC Team. This is comprised of
Medical Directors including PH, BH and LTSS Medical Directors; Pharmacists; Occupational, Physical, and
Speech Therapists; Board Certified Behavior Analysts, Certified Peer Support Providers, certified
Behavioral Support Facilitators, licensed social workers, Registered Nurses (RNs), Community Health
Workers (CHWs); and Program Specialists who manage certain initiatives/programs, such as our Start
Smart for Your Baby® perinatal management program. SCs also have access to Sunflower’s System of
Care (SOC) Liaisons that are cross-system trained and include our Foster Care Liaison, State Hospital
Liaisons, HCBS Program Liaisons, Educational Liaison, Criminal Justice Liaison, and Children and Youth
with Special Health Care Needs (CYSHCN) Liaison. These SOC Liaisons enhance member care by
supporting SCs and providers and working to identify and close system of care gaps and barriers, share
information, advocate, and facilitate linkages between the healthcare and community-based service
systems. Liaisons also act as a single point of contact to help resolve system issues, facilitating cross-
systems protocol improvement and supporting ongoing coordination.
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The following are our case load ratios by Level of Service Coordination. Our case load ratio requirements
for each Level of Service Coordination include ranges to account for the variables and factors described
above.

% Level 1: 1:500

® Level 2: 1: 80to 1: 150
* Level 3: 1: 60 to 1:80
® Level4: 1:40to 1:60

Sunflower systematically monitors our caseloads weekly, monthly and quarterly by the Service
Coordination Managers and Supervisors and adjusts as appropriate to coincide with ratio requirements.
Our process for managing caseloads is built on monitoring at all levels of Sunflower’s employed and
contracted Service Coordination workforce. We recognize appropriate caseloads must reflect both the
number and complexity of cases while remaining in compliance with KanCare Service Coordination
requirements. Provider and Community Service Coordination entities will independently manage
caseloads, utilizing Sunflower’s requirements and tools, and based on their level of experience with
support from Sunflower management team as needed. We will encourage Community Service
Coordination entities to work collaboratively with us to design appropriate caseload monitoring and
tracking reports, which will include any reports available through the State’s required EVV system.
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5.4.13
SERVICE COORDINATION — CONFLICT OF INTEREST

9.A. Can Centene provide details regarding what they will do to address issues related to Conflicts of
Interest once they are identified? :

In Compliance with 42 CFR 441.301(c)(1)(vi) and 441.730(b) regarding Conflict Free Case Management,
when a conflict of interest is identified with a member’s service coordinator who is employed by, or has
an interest in, the member’s HCBS provider, Sunflower will engage in one or more of the following
activities to mitigate the negative impact to the member:

# Educate members during SC visits about the potential conflict of interest when they have chosen a
SC provider that also provides their HCBS services

% Offer the member a choice of a Community Service Coordination provider that does not have a
conflict of interest.

% The Sunflower Service Coordinator for the member will either directly participate in meetings
during which the Person Centered Support Plan is developed or modified, or will contact the
member after to ensure the member/legal representative’s preferences and choices are honored
within the plan.

% |f the member/legal representative expresses concern with the Service Coordinator who has the
conflict of interest, the Sunflower Service Coordinator will complete the following steps:

e Report this as a grievance to our quality department

e Offer the choice of a different SC provider or if the member does not want a different SC
provider, will offer to have a discussion with the current SC provider and member

e Educate the member about assistance offered by the Disability Rights Center, Self-Advocacy
Coalition of Kansas, or other rights and advocacy groups; and assist the member, if desired, to
contact one or more of those organizations

If Sunflower identifies a trend of conflict of interest issues with a particular provider of service

coordination and HCBS, Sunflower may require the provider to submit a revised conflict of interest plan
with increased separation of service coordination and HCBS, participate in further training on conflict of
interest, and/or not provide service coordination and HCBS to the same members.

Sunflower reviews all grievances related to conflicts of interest and works diligently with the Service
Coordinator to resolve those. Additionally, these may also be worked in parallel as a potential quality of
care concern. Potential quality of care concerns related are reviewed in accordance with Sunflower’s
established policy/procedure which allows for review by the Sunflower Peer Review Committee to
determine if further action is needed which may include up to the provider’s termination from the
Sunflower network. Additionally, any issues that arises to the level of an adverse incident will be
reported through the states Adverse Incident Reporting System.
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9.B. Can Centene provide their overarching strategy for ensuring compliance?

OVERARCHING STRATEGY FOR ENSURING COMPLIANCE WITH CONFLICT OF INTEREST

In GCompliance with, 42 CFR 441.301(c)(1)(vi) and 441.730(b), Sunflower will require its external Service
Coordination or Targeted Case Management providers to demonstrate that they don’t also provide or
have interest in a provider of HCBS services. However, we recognize that in many cases, the most
qualified providers, and sometimes only willing providers, are those that also provide HCBS services. We
also recognize that KDADS is currently working on a revision to the current state Conflict of Interest
policy that may include criteria for qualified providers, and may include a transition timeline. Sunflower
intends to comply with the new policy when implemented, and to assist with provider transition to
compliance.

If the only willing and qualified providers in a certain area are those that provide both Service
Coordination and HCBS services, Sunflower will require the provider(s) to submit a Conflict of Interest
Mitigation Plan demonstrating a business and staffing structure that is compliant. The mitigation plan
may include strategies such as not providing both Service Coordination and HCBS services to the same
member, having a different reporting structure for Service Coordinators and HCBS services staff and
managers, and/or establishing separate provider organizations with different boards of directors for
HCBS and service coordination.

For providers that offer both Service Coordination and HCBS services to the same members, Sunflower
will offer technical assistance for how the providers can move towards compliance with the CMS
requirement. This may include transition steps, such as:

1. first making changes to the providers organizational structure to separate lines of supervision,

2. then changing policy to only support persons in Service Coordination who don’t also receive HCBS
from the provider,

3. then completely stopping one service or the other, or separating services into different
companies.

Oversight and Monitoring

As part of our integrated service coordination model, Sunflower SC's review and approve member’s
PoS/PCSP completed by community service coordinators. When the CSC is employed by the members
provider of HCBS services, the Sunflower SC will have an independent conversation with the member
prior to authorizing the plan. We also as part of the contracting process conduct predelegation audits
that include assessment of potential conflict of interests.

Training

Sunflower will also offer and require training for external Service Coordinators to help them identify
potential “red flag” situations for which the conflict may negatively impact members, and strategies for
how to address. These situations may include when a provider may be guiding members to live in
certain types of living arrangements because of the provider’s staffing or financial need, or when the
Service Coordinator needs to offer a choice of other providers.
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Sunflower will continue to offer training for our Service Coordinators to identify when an external
Service Coordinator has a potential conflict of interest. We will train our Service Coordinators to
educate the member about potential conflict of interest with the member’s chosen providers, and to
offer the member a choice of providers of Service Coordination that are not employed by, or have in
interest in, the provider of HCBS services for the member. Further, Sunflower will train our Service
Coordinators on strategies to utilize to protect members from the negative impact of conflict of interest,
when the member’s external Service Coordinator is employed by or has in interest in an HCBS provider
the member utilizes. These strategies include:

* participating in and monitoring meetings when the Person Centered Support Plan is being
developed

* calling the member after support plan meetings to gauge level of satisfaction with the plan that
was developed,

' offering the member a choice of a service coordination provider that does not provide HCBS
services to the member

Ensuring Quality

The Sunflower Service Coordinator will route any identified quality of care concerns or member
complaints to Sunflower’s quality department. The Sunflower Service Coordinator may provide
information to the member about assistance offered through the Disability Rights Center, the Self-
Advocacy Coalition of Kansas or other rights and advocacy groups as would be helpful to the member.

Conflict of Interest Policy

Sunflower complies with the State’s existing Conflict of Interest policy regarding members who have
legal representatives who are paid caregivers for the member. This includes making sure that the legal
representative has either court permission to make decisions for the member and to be paid, or has an
Appointed Designated Representative who participates in service plan meetings to help make sure the
member’s preference are honored regarding HCBS services.
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5.5.5.5
PROVIDER NETWORK — NEMT STANDARDS

10. Confirm and explain how Centene will meet the State's requirements regarding NEMT.

Sunflower confirms that it will meet the State’s requirements regarding NEMT. Our approach to
complying with KanCare 2.0 NEMT service standards is built on a robust, ongoing, high-touch NEMT
performance monitoring program to ensure quality and compliance with KanCare 2.0 requirements by
our NEMT vendor, LogistiCare. LogistiCare has demonstrated reliability and responsiveness to member
needs with an ability to meet and, in many cases, exceed the goals set forth in the KanCare 2.0 contract.
More than 470 contracted providers serve every county in the state to drive members to and from
medical appointments. In 2017, member trip volume averaged 5,311 per month. According to
LogistiCare’s latest report of on-time performance, 92% of trips to medical appointments were on-time.
Our 2017 performance results demonstrate outstanding access to transportation services. Sunflower’s
NEMT performance monitoring program includes the following components.

FREQUENT ENGAGEMENT WITH LOGISTICARE

Sunflower interfaces multiple times per week with LogistiCare to address a variety of operational topics.
Additionally, we conduct regularly scheduled meetings with LogistiCare on a monthly and quarterly
basis. Our cross-departmental, monthly meetings with LogistiCare are designed to resolve any barriers
to transportation access and monitor service delivery. We conduct both local on-site visits and
corporate-lead vendor audits so we can review and improve service from the perspective of national
benchmarks, KanCare 2.0 requirements, and local needs. For example, these regular meetings
contributed to a decline in the volume of reported member grievances related to transportation. Our
annual site visits with LogistiCare allow us to review year-over-year performance and establish
benchmarks and performance improvement strategies for the following year.

PERFORMANCE DATA COLLECTION AND ANALYSIS

Sunflower analyzes and conducts ongoing reviews of a wide array of NEMT service data, including the
following key performance indicators (KPIs), to monitor LogistiCare’s performance trends, identify
improvement needs and develop solutions:

# Ridership by product

* Timeliness access standards for all trips, including urgent care and facility discharge trips, missed
appointments, and no shows

® Levels of service provided

® Call answering performance standards

® Call quality audit reports

® TP Claims payments timeliness

® Transportation complaints and grievances and resolution

In addition to the above data analysis, we validate LogistiCare’s performance using a variety of
mechanisms such as reviewing feedback collected from member grievances, member feedback provided
to our call center and case managers, and LogistiCare’s member calls audited by Sunflower’s call center.
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CONTINUOUS NEMT PROCESS EVALUATION AND BEST PRACTICE DEVELOPMENT

To complete the performance monitoring process cycle, Sunflower includes ongoing process evaluation
and improvement as a cornerstone of our NEMT performance monitoring program. Sunflower has an
enterprise-wide commitment to quality operations, efficient and effective delivery of services, and
continuous improvement. We require that commitment from all subcontractors and maintain policies,
procedures, and workflows to ensure cross-organizational involvement in and support to solution
improvement strategies. For example, as a result of member feedback and grievances received, we
developed special processes and procedures to assist members who experience in-transit issues, such as
delayed service, including a designated team to handle real-time member transportation needs. These
process adjustments have contributed to a year-over-year decline in transportation-related member
grievances filed.
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5.5.12
PROVIDER NETWORK - AVOIDING AND DISCLOSING POTENTIAL

CONFLICTS OF INTEBEST
11. Confirm that "State" means KDHE and KDADS.

Sunflower confirms that “State” is referring to KDHE and KDADS.
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5.6.5
PROVIDER SERVICES - CUSTOMER SERVICE CENTER — PROVIDER
ASSISTANCE

12. Please confirm process for tracking and overseeing activity of Subcontractors.

SUBCONTRACTOR OVERSIGHT AND TRACKING PROCESS

Sunflower provided a description of general subcontractor oversight processes in our response to
Section 5.5.13.F of the KanCare 2.0 RFP. Below we describe Sunflower’s subcontractor oversight and
tracking processes for subcontractors to which customer service center responsibilities are delegated.

Multi-Layer Risk Management Approach

Sunflower will implement a multi-layer risk management approach to monitoring and evaluating our
subcontractors’ performance, including those subcontractors to which we delegate customer service
center responsibilities such as LogistiCare, our Non-Emergency Medical Transportation (NEMT)
subcontractor. We confirm that Sunflower and all subcontractors responsible for customer service
center functions comply with all state requirements.

Following KDHE approval, Sunflower will leverage the Subcontractor Oversight Program of our parent
company, Centene, with monitoring and oversight processes are built upon lessons learned and proven
practices of our affiliate health plans. Sunflower, with support from Centene, will monitor subcontractor
adherence to performance standards and reporting accuracy. Our Subcontractor Oversight Program has
several components to promote communication and collaboration and ensure subcontractor adherence
to agency, state, federal and NCQA requirements. Key to our oversight model is a local, dedicated
Subcontractor Oversight team, which works in collaboration with the Quality and Compliance teams,
located at the Sunflower office.

Staffing for Monitoring and Oversight. Sunflower takes full accountability for the monitoring and
continuous evaluation of subcontractor compliance and performance through our multi-layer risk
management approach. A Cross-Functional team including Sunflower and Centene Compliance staff;
National Contracting; Information Technology staff; Sunflower and Centene Quality Improvement staff;
Sunflower Subcontractor Oversight Staff and functional business area staff, will carry out the mission of
our Subcontractor Oversight Program led locally by the Subcontractor Oversight Manager. The team will
use principles of risk management, compliance and continuous quality improvement to ensure
performance in accordance with Sunflower and KDHE requirements.

On an ongoing basis, Sunflower’s Subcontractor Oversight staff will work in collaboration with the
respective Sunflower business counterparts to monitor the day-to-day operations of the delegated
subcontractor. Depending on the delegated activities, the subcontractor reports and engages in routine
conversations with respective Sunflower business counterparts to ensure our members receive services
as outlined in the subcontractor agreement. Sunflower’s oversight and tracking processes for
subcontractors to which we delegate customer service center functions will include monitoring
compliance with service level requirements for operating a customer service center as outlined in the
KanCare 2.0 contract. Sunflower ensures subcontractors successfully complete a pre-delegation audit,
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reviews and analyzes data reporting submitted by subcontractors, and holds subcontractors accountable
to established performance standards. Sunflower’s subcontractor agreements require subcontractors to
be held to the same standards required of us by KDHE. For subcontractors such as LogistiCare, who
assume responsibility for customer service center functions, a Sr. Call Center Manager listens in on calls
with LogistiCare customer service representatives when performing annual site visits to monitor
performance against service level agreement expectations. Sunflower also has the ability to review
subcontractor customer service call recordings at any time if a concern regarding call quality is
identified. In addition, Sunflower business owners conduct Joint Oversight Committee (JOC) meetings
with the subcontractor and other Sunflower representatives as needed at least quarterly, or more
frequently if necessary, to review overall subcontractor performance and document activities in the
compliance management system. JOC meetings include a focused review of performance dashboards,
reports, member/provider complaints, upcoming business process changes, quality improvement
initiatives or other pertinent regulatory updates. Minutes are recorded and approved at each meeting.

Subcontractor Oversight staff, subsequent to JOC meetings, reports the status of each subcontractor to
the Quality Improvement Committee (QIC). In addition, we will maintain a written Subcontractor
Monitoring Plan that clearly defines the type and frequency of reporting and other monitoring to be
carried out throughout the contract period. We will have established specific criteria and will report
against such criteria to ensure that the subcontracted entity continues to have the ability to handle its
responsibilities. The reports will be submitted to Sunflower monthly and/or quarterly and will provide
information in areas such as:

®' Authorization approvals and denials

*:  Call center volume and accessibility

¢ Service utilization, claims processing

*  Member or provider inquiries, grievances, appeals, claims disputes, and provider complaints

On a monthly basis, Subcontractor Oversight staff, in collaboration with Sunflower Quality and
Compliance staff, will review required reports to ensure compliance with performance standards, and,
on a quarterly basis, provide performance reports to the QIC for review and recommendations as
needed. Annually, Sunflower will submit a Subcontractor Monitoring Plan that reflects the health plan’s
monitoring activities for the subsequent year for each healthcare service subcontractor. The
subcontractor monitoring plans are described further below.

Annual Subcontractor Audits. Leveraging the experience of Centene’s Corporate Compliance
Performance Office, Sunflower conducts annual audits of subcontractor performance. The annual audits
include a questionnaire, comprehensive desk audit and file review. As appropriate the annual audit also
includes an onsite visit at the subcontractor’s offices. Areas reviewed during the annual audit mirror the
areas reviewed during a pre-delegation audit as described above. Findings from the annual
subcontractor audits may result in the issuance of a Corrective Action Plan or the imposition of penalties
or other remedies. Observations from the annual audit will also inform the Subcontractor Monitoring
Plans. ‘

Monitoring Compliance through Technology. Sunflower uses a compliance management system to
automate and manage compliance with KDHE contractual requirements. Any contract compliance issue
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identified with a subcontractor is tracked in the system along with progress on any corrective action
plan. Sunflower staff will generate status reports from the system for quarterly review by the Quality
Improvement Committee and Board of Directors.

Through the use of our compliance management system, all parties have immediate access to critical
information such as:

% Subcontractor Oversight Program Descriptions and corresponding Policy & Procedures
*  Assessment reports

# Evidence of subcontractor adherence to performance standards (i.e. Dashboards)

% Minutes from key meetings (i.e. Joint Oversight Committee)

REPORTING SUBCONTRACTOR NONCOMPLIANCE

If a subcontractor is non-compliant to the extent that its ability to perform the duties and
responsibilities of the Subcontract, the Sunflower Compliance Officer and the Sunflower Senior
Executive will notify KDHE in writing. The notice will include a description of the corrective actions that
have been taken and Sunflower’s plan to ensure minimal impact to program operations with no adverse
impact to our Members. Sunflower will notify the State within five business days of discovering any such
non-compliance.

REMEDIES FOR SUBCONTRACTOR PERFORMANCE ISSUES

Sunflower will employ a progressive discipline approach with our subcontractors which involve early
communication of a deficiency related to reporting requirements, performance, or other contract
noncompliance or service issues. It is our intent to maintain quality service levels for our providers and
members and, in that effort; we strive to ensure positive results and correction at the earliest possible
stage. Our subcontractor agreements outline our ability to enforce performance requirements. Our
escalating enforcement activities are shown below.

‘ | Subcontract

| Termination

]

Penalties/Liquidated
Damages

e

Corrective Action
Plans

In addition, we include language requiring our subcontractors to self-disclose if they are aware of any
areas where they are not meeting requirements. We require monthly and quarterly dashboard reports
from our subcontractors demonstrating compliance with required performance metrics. Sunflower
expects all subcontractors to meet the same performance and service levels as outlined in the contract
with KDHE.
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Through these reports, as well as through routine calls and Joint Oversight Committee meetings, we can
identify concerns at an early stage and immediately and clearly communicate our concerns and our
expectations for how to correct concerns within a 30-day timeframe. If we do not see a correction of the
deficiency within that 30-day timeframe, we will then implement a Quality Improvement Plan (QIP).

Quality Improvement Plans

Sunflower’s Subcontractor Oversight staff will review the performance issue and will request a QIP, in
collaboration with the Corporate Compliance Performance Office, which includes:

* A summary of the performance issue or contract noncompliance that triggered the QIP

* The expected, measurable result indicating acceptable evidence for completion of the QIP

* Detailed action plan, including monitoring timeframes to complete activities required by the QIP
*' Due date for completion of the QIP

In addition to formally providing this request to the subcontractor, this information is also
communicated to the Sunflower President, National Contracting and the Quality Improvement Director.
Upon acceptance of the subcontractors proposed QIP, the QIP will be loaded into our compliance
management system. This innovative software stores contract requirements as well as documents to
demonstrate compliance, audit results, meeting minutes and relevant policies and procedures. Any
contract compliance issue identified with a subcontractor is tracked in the compliance management
system along with progress on any QIP. Sunflower staff will generate status reports from the system for
quarterly review by the Compliance Committee, QIC and Board of Directors.

Corrective Action Plans

If the QIP requirements are not met by the timeframe required, Sunflower will issue a formal request for
Corrective Action Plan (CAP) to the subcontractor and immediately notify KDHE of the CAP. The CAP
issued will formally define the standards that were violated or the service issue necessitating the
creation of the CAP, the expected measurable result, a detailed action plan and due date for completion
of the CAP. Details of the CAP are captured within the compliance management system so that progress
can be monitored and shared among all appropriate parties. In the event of significant and ongoing
performance issues or due to a request by KDHE, Sunflower will bypass the QIP and immediately request
a CAP from the subcontractor. Similar to a QIP, a CAP is monitored and tracked through the compliance
management system and ongoing updates are provided to Sunflower’s President, QIC, Compliance
Committee and Board of Directors.

Penalties/Termination of Contract

In most instances, performance deficiencies are corrected through our regular communications and
detailed plans for performance improvement. Should a deficiency persist with a subcontractor, our
subcontractor agreements include language that will allow for the enforcement of penalties if
performance is not corrected via a formal CAP. The Subcontractor Oversight Manager will track and
document subcontractor performance results against required standards. Subcontractor Oversight staff
will discuss the nonperformance issue with the subcontractor and notify the subcontractor of any
decision to invoke either a financial penalty or at times, a termination of the subcontractor agreement.
All penalties or requests to terminate Subcontractor Agreements will be reported promptly to KDHE. In
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the event of a termination, Sunflower will provide details of the transition plan for the services and new
subcontractor arrangement.

Example of Addressing Subcontractor Performance Issues: Transportation Grievances

Through our subcontractor oversight and quality improvement programs, Sunflower identified a
persistent issue with the volume of Member Grievances related to transportation services managed by
our subcontractor, LogistiCare. Although grievances were filed on less than one half of one percent of
the trips furnished by LogistiCare providers, Sunflower was receiving hundreds of transportation-related
grievances. Our Quality Improvement and Subcontractor Oversight staff addressed the issue with
LogistiCare during JOC meetings, and recommended that LogistiCare re-visit the use of gas/mileage
reimbursement as an alternative to brokered door to door transportation. LogistiCare modified their
processes to offer gas/mileage reimbursement when appropriate which resulted in higher member
satisfaction and a decrease in grievance volume. Also, because gas/mileage reimbursement is less costly
than brokered trips, cost savings were achieved. In one year alone, between 2015 and 2016, based on
changes implemented by LogistiCare, we achieved a 31% reduction in grievances.
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5.8.3.1
UTILIZATION MANAGEMENT - SOCIAL DETERMINANTS OF HEALTH AND
INDEPENDENCE

13. How does Centene incorporate identified SDOH needs into the member's plan of care?

Sunflower utilizes several methods for identifying Social Determinants of Health and Independence
(SDOHI) needs. Our current assessment tools, including our Health Risk Assessment Tools and Quality of
Life Assessement tool, includes questions about SDOH, and our person-centered support planning
process includes questions about each member’s existing and preferred lifestyle and self-identified
barriers, including SDOHI needs. Further supporting these efforts, we are working collaboratively with
KAMU, the Primary Care Association of Kansas, on implementation of the innovative Protocol for
Responding to and Assessing Patient Assets, Risks, and Experiences (PRAPARE) model at community-
based health centers (CHCs). The PRAPARE assessment tool is designed to assess for and address SDOHI,
emphasizing measures that are actionable. As part of implementation, we will work with CHCs to allow
individual member results to be shared with Sunflower and made available to the assigned Service
Coordinator (SC).

All assessment results are used as the basis of each member’s Plan of Service or Person-Centered
Service Plan (PoS/PCSP). The PoS/PCSP addresses physical health, behavioral health, functional needs,
emergency back-up planning, and SDOHI. Once a SDOHI need is identified, that need is captured in the
PoS/PCSP and the primary SC (either internal or external) discusses with the member, and member’s
team, options for addressing the need. Member goals and steps to achieving goals, including activities
related to SDOHI, are captured in the PoS/PCSP as agreed to by the member.

Supporting the PoS/PCSP and progress on SDOHI related goals, the SC discusses with the member, and
the member’s team, who will take responsibility for completing each step for each goal. For example,
this may include the SC assisting the member with contacting a community organization, or provider.
Or, it may include another person in the member’s circle of support assisting the member with exploring
local resources. It may also include a referral to Sunflower’s SDOHI Center of Excellence team for
consultation supports.

Member progress on PoS/PCSP goals and activities, including covered and non-covered services, is
monitored by the SC through regular contacts with the member to review each goal and determine if
progress is being made or if the goal or steps need to be revised. Through this process, the member may
identify a barrier to receiving covered services that is a direct result of a SDOHI. For example, the
inability to keep medication refrigerated due to utilities being shut off. Members have the choice to
change or modify their PoS/PCSP at any time. Once a member has met a goal, the SC will assist the
member to determine other goals the member may want to work on to further address a need,
eliminate a barrier, or to address a different need or barrier. In addition, Sunflower has a quality of life
dashboard comprised of member report data on different quality of life metrics including employment,.
living arrangement and community access.
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) THE PRIVARY CARE ASSOCIATION OF KANSAS

Joint Committee on KanCare Oversight
April 23, 2018

Chairman Hawkins and members of the committee — My name is Denise Cyzman, and | am the
Executive Director of the Kansas Association for the Medically Underserved, also known as KAMU. |
am here today to share an example of our collaborative work with Sunflower Health Plan.

First of all, | would like to express our appreciation to Chris Coffey for meeting with KAMU over the
past two years to support Kansans' access to quality, appropriate health care and preventive
services, in culturally-appropriate and community-based clinics. It was during conversations last fall
that KAMU proposed three initiatives that Sunflower might collaborate with us. Sunflower was
interested in our approach to utilize the community health worker model to facilitate practice
transformation.

For the purpose of this project, practice transformation will include the integration of evidence-
based best practices into clinic workflow, conducting educational and training events for the
clinic staff as well as for targeted population and individualized technical assistance. This
approach includes integrating and utilization of a social determinant of health collection tool
(PRAPARE?), which has been nationally tested among community health centers.

Sunflower Health Plan will work with KAMU and the clinic to select targeted improvement
measures, goals and establish quality improvement payments for reaching outcome goals.

This collaborative approach will leverage the efforts of the health plan, the clinic and KAMU to
develop sustainable process improvements; support clinic efforts to improve health literacy
through a culturally sensitive approach, while promoting a transition toward a value-based
payment structure.

We thank Sunflower for their support of innovative approaches to care and working together to
examine how together we can provide support to the clinics as they strive to enhance the
healthcare system and improve the health of their communities. We look forward to working
with them on this and other projects in the future.

1 Additional information on the PRAPRE tool is found at: http://www.nachg¢.org/research-and-data/prapare/
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ATTACHMENT D:4.1,4.2,4.4.1,4.4.2,45.1,4.5.2,5.1,5.2,5.5.2
GRIEVANCE AND APPEALS

14. Please verify whether you establish policies and procedures for all activities described in the
procurement for member and prévider grievances and appeals systems and processes.

ESTABLISHED POLICIES AND PROCEDURES

Sunflower has established written policies and processes that complies with the current State
contractual requirements and Sunflower would make any necessary updates to those policies and
processes to ensure compliance with KanCare 2.0. Those revisions/updates would be submitted to KDHE
for review and approval as per procedure prior to implementation.

32



This page intentionally left blank



ADDITIONAL GUESTIONS o ﬁun[tﬁwler
¢ health plan

5.14.1
CLAIMS MANAGEMENT - TIMELY CLAIMS PROCESSING

15. Does Centene meet the contractual requirement for the State's definition of clean claims?

Sunflower has adopted the State of Kansas’s definition of clean claim: A clean claim means the definition
set forth in 42 C.F.R 447.45, as amended. As of the effective date of a contract, such definition is a claim
that can be processed without obtaining additional information from the provider of services or from a
third party. It includes a claim with errors originating from the state’s claims system. It does not include
a claim from a provider who is under investigation for fraud or abuse, or a claim under review for
medical necessity.

(This is also referenced in our provider manual for provider reference and consistent with the
information in the RFP. This is aligned with standard federal definition of a clean claim in which Centene
follows for the enterprise).
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5.15.1
INFORMATION SYSTEMS - HEALTH INFORMATION TECHNOLOGY AND HEALTH
INFORMATION EXCHANGE

16. Please explain your SUD process.

Sunflower Health Plan recognizes the importance of protecting members’ right to privacy and
confidentiality. Our Health Information Technology and Health Information Exchange activities comply
with 42 CFR part 2: Confidentiality of Alcohol and Drug Abuse Patient Records, and the Substance Abuse
& Mental Health Services Administration’s (SAMHSA) regulations governing the Confidentiality of
Substance Use Disorder Patient Records updated in the Final Rule effective February of 2018.

SUD PROCESS AND IMPACTING CARE

Utilization Management (UM) team, to receive SUD service requests and communicate authorization
with providers. It is a longitudinal record that provides information about this activity over time to those
who access the system. The KCPC biopsychosocial assessment provides critical and updated member
information that Sunflower uses to improve health outcomes. With member consent, information is
shared with providers and supports a comprehensive view of the member’s experience and treatment
they have received.

Our UM Team apply the KCPC when reviewing authorization requests for SUD services from our
providers. Our UM Team document their application of KCPC in TruCare for purposes of ensuring that
we consistently apply KCPC, and for any State auditing or reporting purposes. Additionally, UM team
members place referrals to care coordinators who are responsible for member and provider outreach.
Our care management program prioritizes members who are at higher risk, such as, pregnant with
substance use, intraervenious drug use, residential services, etc. Sunflower’s SUD Care coordination
program has demonstrated statistically significant improvement in SUD treatment, initiation and
engagement rates when compared to those not in care coordination as shown in the table below.

Measurement Year 2016

HEDIS Measure Enrolled in Care Not enrolled in
Coordination Care Coordination

Initiation of SUD Treatment 49.6% 35.8%

Engagement in SUD Treatment 19.03% 11.81%

*statistically significant

USE OF HIT AND HIE TO DRIVE CARE MANAGEMENT STRATEGY
MyStrength

Sunflower augments the SUD process described above with MyStrength, a customizable self-care
website resource offering tools and resources for anxiety, depression, and substance use disorders. This
tool allows the member to track their moods and feelings on a daily basis to actively engage in their
recovery as well as proactively identify patterns that might indicate a potential relapse trigger. The
MyStrength site also encourages members to take advantage of self-assessments that are available to
gain better understanding into managing their own care. Sunflower currently recommends MyStrength
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to all members to ensure everyone has access to an evidence based behavioral health self-management
tool. Sunflower members who participate in MyStrength have statistically significant higher rates of

initiation and engagement in substance use disorder treatment than members who do not participate in
MyStrength as shown in the table below:

x

Measurement Year 2016

HEDIS Measure MyStrength Users Non-users
Initiation of SUD Treatment 54.72% 38.24%
Engagement in SUD Treatment 28.93% 12.7%

*statistically significant

Expanding on MyStrength

The MyStrength member interface improves has proven successful outcomes to interface with the
member and facilitates recovery. Although providers can refer members to MyStrength, they are
unable to see their patients’ MyStrength activity. Sunflower will expand on MyStrength this effective
Health Information Technology to close the loop with the member’s provider through the MyStrength
provider portal. This Health Information Exchange will allow the member’s provider to see the
member’s activity, support their progress and identify opportunities to strengthen the impact of their
treatment.

LIFT and SUD Segmentation

Our SUD Segmentation Model features a proprietary algorithm that infuses best-in-class clinical and
analytical expertise with evidence-based information and claims data. The algorithm blends financial
and clinical risk, and considers behavior patterns and prior treatment to place individuals into unique
SUD segments. Having access to real time or near real time data will further improve our ability to
identify and intervene quickly and allows Sunflower to anticipate needs to formulate a true population

health approach.
High Cost

SUD Member

No Treatment (All Dx+Rx)
High Cost

iC

A Some Treatment (All Dx+Rx)

Our Centelligence platform also
allows us to appropriately identify
interventions or prevention
techniques that are tailored to the
member based on the member's risk

Member

level. For example, to better inform Non-High Cost
service coordination interventions SUD Member
and clinical programs, we recently (All Dx+Rx)
implemented a proprietary SUD Harmful Use Members

segmentation profile. Using (Rx Abuse and No SUD Dx)
evidence-based criteria and claims S R T e

data, this complex data model Nicotine Only SUD Dx
allows us to stratify individuals into

one of six SUD segments based on No SUD
utilization, clinical severity and cost. (No SUD Dx or Rx Abuse)

The resulting clinical and business
intelligence provides both individual and population based analytics to segment members into SUD risk
streams for appropriate and timely follow up and service coordination interventions. For example,
interventions for individuals in the highest cost segment involve intensive treatments such as a
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combination of medication management and case management. In contrast, interventions for segment
6 are focused on prevention. The overall segmentation program offers a measurement framework to aid
identifying high opportunity interventions as well as a mechanism to measure intervention efficacy as
well as population health improvement over time.

|/

LIFT - Learn. Identify. Follow. Treat

LIFT predictive models specialize in early identification and prevention, before a high-risk individual’s
substance abuse worsens. Proactive identification of members that are likely to migrate from one
segment to another allows targeted interventions.
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ATTACHMENT H
DATA COLLECTION AND REPORTING

17. Centene's response was not provided directly to Attachment H. Does Centene have existing
reporting that meets the detailed requirements in Attachment H, or does Centene have plans to
provide the required reporting with demonstrated timelines for compliance?

Sunflower can fuly support the required reporting with demonstrated timelines for compliance. For all
new reporting requirements, Sunflower will have the reports and infrastructure in place to meet the
requirements by the contract start date.
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