College Health IPA

Provider Satisfaction Survey 2007

Summary Report


Methodology

The Provider Satisfaction Survey for 2007 was made available online using Survey Monkey.  Emails with the web link were sent to providers with registered email addresses.  The remainder of providers received written notification of the web link either through a check stuffer or postcard.

The survey was available from September 24, 2007 through December 6, 2007.

Response

A total of 179 responses were received, representing 9% of providers who submitted claims during 2007.  Respondents included providers, office managers, and billing managers.

Results

Respondents indicated a high level of satisfaction with:

· Timeliness of Phone Response

· Availability of Staff

· Knowledge of Staff

· Call Resolution

· CHIPA Communications (Newsletter and Website)

Areas of concern were:

· Processing of authorization requests

· Claims timeliness

· Reimbursement rates

· Lack of electronic access

Action Steps

In response to the Provider Satisfaction Survey, CHIPA has taken the following steps:

1. Completed call backs to all providers requesting a follow-up

2. Revised internal claims processes to improve accuracy and reduce denials

3. Improved inter-departmental communication

4. Implemented customer service training

5. Increased capacity for fax reception

6. Improved auditing of staff and data entry requirements

Additional actions will be implemented throughout 2008 and will include:

1. Enhancement of our Priority Office Designation (POD) referrals

2. Review of rate schedules

3. Electronic claims submission

A follow-up Provider Satisfaction Survey will be conducted during Fourth Quarter 2008.

