Provider/Contractor Management (P/CM)
	P/CM:   Manage Contractor Communication

	*NOTE:  Business process does not apply to DBHDS (Central Office, CSBs or Facilities)

	Item
	Details

	Description
	The Manage Contractor Communication business process receives requests for information, appointments and assistance from contractor such as inquiries related to changes in Medicaid program policies and procedures, introduction of new programs, changes to existing programs, public health alerts, and contract amendments, etc. Communications are researched, developed and produced for distribution via the Send Outbound Transaction process.
NOTE: Inquiries from prospective and current contractors are handled by the Manage Contractor Communication process by providing assistance and responses to individual entities, i.e., bi-directional communication. The Perform Contractor Outreach process targets both prospective and current contractor populations for distribution of information regarding programs, policies and other issues.

	MITA

Reference
	Source Process Name: Manage Contractor Communication
Source Process Business Area: Contractor Management
References: Part 1 Appendix C, Business Process Model Details

Part 1 Appendix D, Business Process Capability Matrix Details
http://www.cms.hhs.gov/MedicaidInfoTechArch/04_MITAFramework.asp

	Sample Data
	Contractor Registry

Benefit Repository
	

	P/CM:  Manage Contractor Communication: Maturity Levels

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	At this level, the Manage

Contractor Communication

process is primarily

conducted via paper and

phone. Contractor

communications are likely

uncoordinated among multiple, siloed programs and not systematically triggered

by agency-wide processes; lacks data to appropriately

target contractors, may encounter obstacles to

delivery, e.g., incorrect or

lack of contact information.

Responses may be untimely, inconsistent and is labor intensive.
	At this level, the Manage Contractor Communication

process contractor

communications are primarily

conducted via paper and phone. However, states

begin using Websites to

provide contractor

information, and accept inquiries that can be

responded to online or by phone. Contractor

communications processes begin to be centralized to

achieve economies of scale. Despite some progress many responses continue to be

untimely and labor intensive.


	At this level, the Manage Contractor Communication

process contractor

communications are primarily

electronic, with paper used

only secondarily.

Communications are centralized ensuring agency-wide coordination and greater ability to measure the

efficacy of provider communications. Contractor

registries use standardized

contact data, including NPS

address standards, to alleviate postal delivery failures.


	At this level, the Manage

Contractor Communication

Process Level 4 may include support for contractor

communications via PHRs for

prospective and current members. Clinical data may

be incorporated into communications to improve quality of information and

include medical outcomes and results.


	At this level, the Manage

Contractor Communication

process Level 5 may support

collaborative discernment of

communication needs of

prospective and current contractors via PHRs.

Interoperability and data sharing agreements among

states will facilitate contractor

communications across state lines.



	Automation

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	All/mostly paper
	Internal processes mostly automated
	Internal agency processes/interfaces mostly automated
	External agency processes/interfaces mostly automated
	Non-state entity processes/interfaces mostly automated

	VA As Is
	
	
	
	

	VA To Be
	
	
	
	

	Standards

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Use few or no national standards
	Internal processes use national standards
	Internal agency processes/interfaces mostly use national standards
	External agency processes/interfaces mostly use national standards
	Non-state entity processes/interfaces mostly use national standards

	VA As Is
	
	
	
	

	VA To Be
	
	
	
	

	Cross Coordination

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Little/no coordination across processes or with other programs
	Internal agency

operational processes

coordinated
	Internal agency

program processes

coordinated
	External agency

program and

operational processes

coordinated
	Non-state entity

program and

operational processes

coordinated

	VA As Is
	
	
	
	

	VA To Be
	
	
	
	

	Client Data

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Little/no access to

client specific data
	Internal processes

have access to client

specific data
	Internal agency

processes have

access to client

specific data
	External agency

processes have

access to client

specific data
	Non-state entity

processes have

access to client

specific data

	VA As Is
	
	
	
	

	VA To Be
	
	
	
	

	Interoperability

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	None
	Limited

interoperability

internally or limited to

claims processing

systems
	Interoperability with

internal agency

systems other than

claims processing
	Interoperability with

external agency

systems other than

claims processing
	Interoperability with

non-state entity

systems

	VA As Is
	
	
	
	

	VA To Be
	
	
	
	








