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BDCUTIVB StJllKARy

Legislative .equest

The state corporation commission's Bureau of Insurance
(Bureau) was requested by Senate Joint Resolution No. 120
(Appendix A), passed by the 1992 General Assembly, to study the
role of the Commonwealth in providing pUblic education and
citizen protection in issues surrounding health care insurance.
In its deliberations, the Bureau was asked to consider (i) the
development of a single claims form for health insurance; (ii)
regulatory oversight of the disclosure of criteria used in
payors' case decision making, and an appeals process for the
denial of claims; (iii) development of a health insurance
consumer guide for small businesses; (iv) the role of the Bureau
in the collection, analysis, interpretation, and evaluation of
provider and consumer problems related to health insurance; and
(v) development of a "health insurance hotline."

Develop.ent of a single Health IDsurance Clai.s Pora

The Bureau surveyed the top twenty-five (25) writers of
accident and sickness insurance policies in Virginia to determine
whether they would be in favor of the creation of a single health
insurance -claims. form. Out of nineteen (19) responses received,
twelve (12) companies said they would be in favor of this
proposal. Although the survey did not ask the respondents to
comment on a particular form, several companies mentioned on the
survey that they would not be opposed to the establishment of a
universal claims form as long as it was the HCFA-1500 (Appendix
B) for providers and the UB-82 for hospitals. These are national
forms that were developed by the Uniform Claims Form Task Force
and the National Uniform Billing Committee. The Health Care
Financing Administration co-chaired both of these groups together
with the American Medical Association and the American Hospital
Association, respectively. One company stated that the
development, implementation, and required use of uniform claims
forms could best be achieved by using the forms already developed
at the federal level. Several other companies stated that they
would be opposed to any form that was unique to Virginia.

The Bureau also surveyed one hundred (100) randomly selected
physicians licensed and living in Virginia to determine whether
they would be in favor of the development of a single health
insurance claims form. Out of thirty (30) responses received,
twenty-eight (28) said they would be in favor of such a proposal.
Although the survey did not ask the respondents to comment on a
partiCUlar form, several physicians stated that the HCFA-1500 is
currently being used as a national form.

Eighteen (18) advisory organizations representing provider
groups other than physicians were also surveyed. Out of sixteen
(16) responses received, fifteen (15) indicated that they would
be in favor of the creation of a universal claims form for health
insurance. Several organizations mentioned the HCFA-1500 and the
UB-82 claims forms.

-1-



The Bureau also researched the activities of the other
states to determine whether any other states had adopted a
standard health insurance claims form. Twenty-six (26) states
have either adopted a standard claims form or are considering it.
Thirteen (13) of these states either require or plan to require
insurers to accept the HCFA-1500 claims form from physicians, and
eleven (11) states either require or plan to require insurers to
accept the UB-82 claims form from hospitals. Nine (9) states
have adopted the claims form developed by the American Dental
Association (ADA) for dentists. Four (4) states have developed
their own claims form for pharmacists. The National Association
of Insurance Commissioners (NAIC) is also in the process of
setting up a working group to study this issue. Some preliminary
information obtained from the NAlC indicates that they will
probably recommend adopting the HCFA-1500 for physicians, the UB­
82 for hospitals, and the ADA form for dentists. They have not
decided what they will recommend for pharmacists.

Based on these findings, the Bureau recommends that all
accident and sickness insurers, health maintenance organizations,
health services plans, and dental and optometric services plans
licensed in the Commonwealth be required to accept as standard
claims forms:

(i) the HCFA-1500 claims form (or its successor) for
physician services and for services provided by chiropractors,
aUdiologists, speech pathologists, clinical nurse specialists who
render mental health services, physical therapists,
psychologists, clinical social workers, professional counselors,
podiatrists, optometrists, and opticians;

(ii) the UB-82 claims form (or its successor) for hospital
services: and

(iii) the ADA claims form developed by the American Dental
Association for dental services.

Payors should' not be prohibited, however, from accepting any
other claims form that has been determined to be acceptable by
both the provider and the payor.

Because there does not appear to be a national standard form
already developed for use by pharmacists, the Bureau does not
recommend establishing a pharmaceutical claims form that would be
unique to Virginia. The Bureau recommends that the standardized
format which is being developed by the American National
Standards Institute to facilitate the electronic submission of
claims be used by all insuring entities as soon as the ANSI X12
837 Health Care Claim Transaction form (Appendix C) has been
adopted. This form will be available for use by hospitals,
physicians, dentists, pharmacists, and other health care
providers.
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Disclosure of criteria Use4 in Payors' Case Decision Making and
Bstablishaent of an Appeals Process for Denials of Insurance
e1ai.s

The Bureau surveyed other states to determine whether they
require disclosure of criteria used in payors' case decision
making and appeals processes for the denials of insurance claims.
None of the responding states require disclosure of criteria used
in payors' case decision making and only one state requires
health maintenance organizations to have an appeals process for
the denial of claims. However, several states require appeals
processes for prospective and concurrent utilization review
denials.

The Bureau also surveyed the top writers of accident and
health insurance and private passenger auto liability insurance
in Virginia, Blue Cross and Blue Shield of the National Capital
Area (a health services plan), all Virginia-licensed health
maintenance organizations, and all Virginia-certified private
review agents~ The survey responses revealed that (i) most
respondents use criteria for screening and not for making
utilization review determinations; (ii) all allow their physician
or peer reviewers to override criteria if the criteria would
result in a utilization review determination that is contrary to
their jUdgment; (iii) many respondents are prohibited from
disclosing 'criteria by contractual terms imposed by the marketers
of the criteria; and (iv) many respondents use criteria that are
computerized and which consequently may be difficult to disclose.
The survey responses also revealed that many respondents have
appeal/reconsideration processes which are accessible to
insureds.

The Bureau also performed a review of the literature. The
literature offered support for both disclosure and nondisclosure
of criteria and offered support for establishment of appeals
processes.

Based on these findings, the Bureau does not recommend that
the Commonwealth of Virginia require disclosure of criteria used
in payors' case decision making to providers or consumers. The
Bureau does recommend that insurers, health services plans, and
health maintenance organizations that make prospective or
concurrent utilization review denials should be required to have
an appeals process for the appeal of these denials if the
insurer, health services plan, or health maintenance organization
makes the utilization review determination for its own insured,
member, subscriber, or enrollee.
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Development of a Consumer Guide for Saall Businesses

The current pUblications produced for consumers by the
Bureau of Insurance were developed for individual consumers. The
Bureau recognizes the need for information by small businesses
and considers it feasible to publish a consumer guide for that
segment. A draft of the guide is found in Appendix E of this
report.

B&Ddlinq of Provider and CODsumer Problea. and Concerns

The Bureau's Life and Health Market Regulation Division has
a Consumer Services Section which handles provider and consumer
problems and concerns related to health insurance. This section
investigates complaints, answers inquiries, and provides
information to consumers who call or visit the Bureau. Complaint
data is collected and analyzed on a monthly and yearly basis.
The Bureau will, within the next few years, be phasing in a new
computer system that will allow for more detailed tracking of
complaints and analysis of complaints and other trends. This new
system will also allow the Bureau to share complaint data with
other states through the National Association of Insurance
Commissioners.

The Bureau conducts seminars and makes presentations to
group~ who request information or who have special needs related
to health insurance. Consumer guides are also made available to
the pUblic. Questions concerning Medicare, Medicaid, or nursing
homes are referred to the Social Security Administration, the
Department of Medical Assistance Services, and the Department for
the Aging, respectively.

Because of its role in providing public education and
citizen protection, because of the periodic reviews it conducts
to analyze provider and consumer complaints, and because an
upgrade of the computerized record-keeping and analysis of
complaint data has already been planned, the Bureau recommends
no changes at this time in the way it collects, analyzes,
interprets, and evaluates provider and consumer problems and
concerns related to health insurance.

Develop.ent of a Health %nsurance Hotline

The state Corporation Commission makes an in-state, toll­
free hotline number available to the pUblic through which
insureds can call the Bureau's Life and Health Consumer Services
section to register a complaint or to discuss a problem related
to health insurance. Consumers needing assistance from other
state agencies are referred to the appropriate agency. The
Commission's toll-free number and the Bureau's direct number are
widely distributed. Several enhancements to the phone system
have already been made and several more are in the planning
stages for 1993. The Bureau recommends against the development
of an additional health insurance hotline since both a commission
toll-free hotline number and a Bureau direct number already
exist.
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INTRODUCTION

Legislative Request

The state Corporation commission's Bureau of Insurance
(Bureau) was requested by the 1992 General Assembly to study the
role of the Commonwealth in providing pUblic education and
citizen protection in issues surrounding health care insurance.
This study was di~ected by Senate Joint Resolution No. 120. The
study resolution asked the Bureau to give consideration to the
following:

(1) development of a single claims form for all health insurance
systems in the Commonwealth:

(2) regulatory oversight of the disclosure of criteria used in
payors' case decision making to providers and consumers, and an
appeals process for denial of insurance claims:

(3) development of a consumer guide for small businesses to
assist them in purchasing health insurance:

(4) the role of the Bureau of Insurance in the collection,
analysis, interpretation, and evaluation of provider and consumer
problems and concerns related to health insurance: and

(5) development of a "health insurance hotline" for Commonwealth
citizens by the Bureau or another state. agency.

Background

In 1991, the Virginia General Assembly requested the Board
of Health Professions to study the standards and ethics for
managed care systems. This request was made pursuant to House
Joint Resolution No. 399 (HJR 399). In response to HJR 399, the
Virginia Department of Health Professions established the Task
Force on Managed Health Care which included members of the Board
of Health Professions and other regUlatory boards within the
Department of Health Professions.

The Task Force on Managed Health Care conducted the 1991
study in consultation with over 45 advisory agencies and
organizations including other state regulatory agencies,
insurance industry representatives, provider organizations,
consumer organizations, and business and industry associations.
The purpose of the study was to determine the effects of managed
health care on health care cost, access, and quality. One of the
recommendations that came out of the stUdy was the proposal to
mandate a single claims form for all insurance systems. The
proposal to develop. a single claims form is being considered
within the scope of this report as well as in another study being
conducted by the Bureau in response to House Joint Resolution No.
241 (1992).
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A number of recommendations were made by the Task Force on
Managed Health Care including the following:

(1) The Commission on Health Care for All Virginians (now the
Joint commission on Health Care) should encourage the creation of
health insurance initiatives to spread insurance risks for those
in small groups;

(2) The Commission on Health Care for All Virginians, in
consultation with the Bureau of Insurance, should introduce and
support legislation to ensure the disclosure of criteria used in
payors' case decision making to providers and consumers;

(3) The Commission on Health Care for All Virginians, in
consultation with the Bureau of Insurance, should introduce and
support legislation to ensure that patients and providers
impacted by third-party health insurance decisions have access to
an appeals process that is timely, objective, understandable, and
assures quality care. Appeal processes should require the
involvement of objective parties external to the dispute whose
decisions should be bindingr

(4) The Commission on Health Care for All Virginians should
designate a single state agency and: define as one of its
objectives the COllection, analysis, interpretation, evaluation
and referral of provider and consumer problems and concerns
related to health insurance; and

(5) A "health insurance hotline" with a widely publicized toll­
free number should be included in the collection system mentioned
above.
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DBVBLOPKBHT OJ' A SIBGLB HEALTH l:BSURAlfCB CLlUIIS :rOU

Insurance company Survey

The first objective stated in the study resolution was to
give consideration to the development of a single claims form for
all health insurance systems in the Commonwealth. The Bureau
began its research by sending a survey to the top writers of
accident and sickness insurance policies in Virginia. These
companies were selected on the basis of premiums written.
Twenty-five (25) companies representing 82% of the market in
Virginia were surveyed. The purpose of the insurance company
survey was to determine the following:

(1) whether companies would be in favor of the creation of a
universal health insurance claims form:

(2) whether companies think it would be .feasible to develop a
universal claims form;

(3) whether it would reduce administrative costs for companies
or whether it would create additional costs:

(4) what types of problems companies would encounter if they
were required to convert to a universal claims form;

(5) what types of benefits would be derived from using such a
form;

(6) whether reimbursement would be handled on a more timely
basis if companies were required to use the same claims form;

(7) how many companies participate in a network for the
electronic transmission of health insurance claims and whether
the network is restricted to their company and their
participating providers; and

(8) how many companies that do not already participate in a
network for the electronic transmission of health insurance
claims would be willing to participate in such a network.

out of nineteen (19) responses received, twelve (12)
companies indicated that they would be in favor of the creation
of a universal health insurance claims form. Eleven (11)
companies said they thought it would be feasible to develop such
a form. Ten (10) companies indicated that administrative costs
would increase. Some of the explanations given for the expected
increased expenses had to do with the following concerns:

(i) each state might have its own unique claims form with
its own unique requirements;
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(ii)

(iii)

(iv)

(v)

one claims form may not develop all the information an
insurer needs to know to process a claim, and
additional costs might be incurred as a result of
having to follow up on the initial submission;

a state-specific form would result in computer systems
to accommodate modifications to the standard HCFA-lSOO
and UB-82 claims forms;

a new form would mean increased space for storage,
additional record-keeping, and restructuring of
administration kits;

a new form would mean increased processing time and
would increase the risk of errors.

In addition to increased costs, some of the companies noted other
problems a universal claims form could create:

(i)

(ii)

(iii)

(iv)

lack of data to enforce contracts;

future processing needs or reporting requirements might
not be taken into consideration when developing a new
form:

creation of a new form could delay the introduction of
advanced technological methods of reporting;

a universal claims form would be cumbersome and long
since it would have to be designed for all health care
procedures.

Thirteen (13) companies indicated on the survey that
reimbursement would not be handled on a more timely basis if
everyone were required to use the same claims form. However,
when asked what types of benefits a universal claims form could
offer, the following responses were given:

(i)

(ii)

(iii)

(iv)

(v)

(vi)

(vii)

increased consistency in the forms would result in less
confusion on the part of providers:

administrative costs would be reduced after all systems
and contracts have been changed;

processing time would be reduced:

errors would be reduced due to standard coding;

expenses would be reduced;

training would be facilitated as well as interpretation
of billings;

the move toward electronic data interchange would be
facilitated.
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Ten (10) companies that responded to the survey said they already
participate in a network for the electronic transmission of
health insurance claims; however, two of these compan~es

indicated that this network was restricted to their company
and/or their providers. Ten (10) companies that did not already
do so said they would be willing to participate in an open
network for the electronic transmission of claims.

Although the questionnaire did not ask the companies about
anyone particular claims form, a number of companies indicated
on the survey that they already accept the national HCFA-1SOO and
the UB-82 claims forms and that these could be used as the
standardized claims forms for Virginia. One company also
mentioned that although most states do not mandate use of the
HCFA-1500 and the UB-82 claims forms, many states have mandated
that insurance companies accept them for payment. Several
companies indicated that they would not be opposed to the
establishment .of a universal claims form.as long as it was the
HCFA-1500 for 'providers and the UB-82 for hospitals. Several
companies also indicated that they were advocates of electronic
claims submission and encouraged the development of a national
electronic claims format through the American National standards
Institute.

Physician' survey

The Bureau also sent a survey to one hundred (100) randomly
selected physicians across the state. This list was provided by
the Department of Health Professions and included all physicians
licensed and living in Virginia. The same survey was sent to the
Virginia Medical Group Managers Association which'is a state
organization that represents administrators and office managers
of medical groups. The purpose of the physician survey was to
determine the following:

(1) whether physicians or their office managers would be in
favor of the creation of a universal health insurance claims
form;

(2) whether physicians or their office managers think it would
be feasible to develop a universal claims form;

(3) whether it would reduce administrative costs, and if so how,
or whether it would create additional costs;

(4) what types of problems physicians would encounter if they
were required to convert to a universal claims form;

(5) whether reimbursement would be handled on a more timely
basis if companies were required to use the same claims form;

(6) how many physicians participate in a network for the
electronic transmission of health insurance claims; and
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(7) how many physicians who do not already participate in a
network for the electronic transmission of health insurance
claims would be willing to participate in such a network.

out of thirty (30) responses received, twenty-eight (28)
physicians indicated that they would be in favor of the creation
of a universal health insurance claims form. Twenty-nine (29)
said they thought it would be feasible to develop such a form.
Twenty-one (21) physicians said they thought it would reduce
administrative costs. Estimates of cost savings varied, but the
majority of respondents indicated that the cost savings would be
the result of a reduction in staff time and a reduction of
supplies needed for processing claims. Five (5) physicians
indicated that the creation of a universal health insurance
claims form would pose special problems for them such as having
to redesign computer software and having to change current forms.
Nineteen (19) indicated that they thought reimbursement would be
handled on a more timely basis if everyone used the same claims
form. Ten (10) said they already participate in a network for
the electronic transmission of health insurance claims and twelve
(12) said they would be willing to participate in such a network.

Although the questionnaire did not ask the physicians about
anyone particular claims form, two respondents said the HCFA­
1500 should be used as a universal form. Two other respondents
said the HCFA-1500 is essentially used by everyone now. Another
respondent said the HCFA-1500 form was too complicated and time
consuming to be used.

Advisory organizatioD survey

The Bureau also sent a survey to eighteen (18) organizations
that served in an advisory capacity on the Task Force for Managed
Health Care. Most of the organizations selected for the survey
represented providers other than physicians. The following
organizations were surveyed:

Mental Health Association of Virginia
Psychiatric Society of Virginia
Virginia Academy of Clinical Psychologists
Virginia Association of Allied Health Professions
Virginia Association of Clinical Counselors .
virginia Chiropractic Association
virginia Counselor's Association
virginia Dental Association
Virginia Health Care Association
Virginia Health Care Coalition
Virginia Health Council
virginia Hospital Association
Virginia Nurses' Association
Virginia Pharmaceutical Association
virginia Psychological Association
Nat~onal Association of Managed Care Physicians
Health Insurance Association of America
Medical Society of Virginia
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The format of the advisory organization survey was very
similar to that of the physician and company surveys. The
purpose of the advisory organization survey was two-fold: (i) to
determine the impact that a single claims form would have from
the perspective of a variety of provider groups and (ii) to allow
associations that had participated on the Task Force on Managed
Health Care an opportunity to provide input for this study.

out of sixteen (16) responses received, fifteen (15)
organizations indicated that they would be in favor of the
creation of a universal health insurance claims form. Fourteen
(14) said they thought it would be feasible to develop such a
form. Fourteen (14) said they thought it would reduce
administrative costs. Eleven (11) said they thought claims
reimbursement would be handled on a more timely basis if everyone
used the same claims form. Four (4) favored the idea of
requiring all providers and insurance carriers to participate in
a network for the electronic transmission of health insurance
claims.

Two of these organizations said they favored the HCFA-1500
claims form and indicated that they would not be opposed to the
requirement of a standardized claims form as long as the form was
not unique to the Commonwealth of Virginia. One organization
mentioned that the UB-92 was in the process of being developed
and that ~his was an update of the current form most often used
by hospitals (UB-82). Two organizations said that while they
supported the movement toward electroBic data interchange, they
did not support mandates for participation in such a network.

state Survey

The Bureau contacted the Texas Department of Insurance to
obtain the results of a state survey the Texas Department had
conducted in May, 1992. This survey was sent to all state
insurance departments to determine (i) how many states have a
centralized claim processing center for insurance claims and (ii)
how many states have adopted a standardized health insurance
claims form. By the end of June, twenty-five (25) states had
responded to the survey and some preliminary information had
been gathered. According to the results of the survey, only one
state indicated that they had a centralized claim processing
center for insurance claims and eleven (11) states indicated
that they had either adopted a standardized claims form or had
legislation pending. In addition to the eleven (11) states that
had indicated on the Texas survey that their state had adopted a
standardized claims form or had legislation pending, the Bureau
learned that fifteen (15) other states were either considering
adopting a standardized claims form or had already adopted one.
The following shows a summary of the twenty-six states'
activities:
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Clai.. Pora
Adopted

Alabama
Arkansas
Florida
Indiana
Kansas
Kentucky
Mississippi
Nevada
New York
North Dakota
Oklahoma
Oregon
South Carolina
Tennessee
West virginia
Wisconsin

L.qi81atioD/Adop~ion

pen4iDq

California
Maryland
Michigan
Pennsylvania
Vermont
Wyoming

study in proqres8

Colorado
Maine
Montana
Texas

Among the states that have adopted a standardized health
insurance claims form or have legislation pending, thi'rteen (13)
states either require or plan to require insurers to accept the
HCFA-1S00 claims form from physicians. Eleven (11) states
require or plan to require insurers to accept the UB-82 claims
form ·from hospitals. The HCFA-1500 was developed by the Uniform
Claims Form Task Force which was co-chaired by the American
Medical Association and the Health Care Financing Administration
(HCFA) of the united states Department of Health and Human
Services. The UB-82 was developed by the National Uniform
Billing Committee which was co-chaired by the American Hospital
Association and the Health Care Financing Administration. Nine
(9) states indicated that a separate claims form is used for
dentists and pharmacists. Each of these states indicated that
the claims form developed by the American Dental Association is
used for dentists. There does not appear to be a widely used
form for pharmacists and only four (4) states indicated that a
standard pharmaceutical claims form had been developed in their
state.

DIe Proposal

The National Association of Insurance Commissioners (NAlC)
was also contacted to determine whether any consideration had
been given to developing a model claims form on a national level.
The NAlC is a~ organization of the chief regulatory officials of
all of the state insurance departments. Among other functions,
the NAlC provides a forum for the exchange of ideas and the
formulation of uniform policy through model insurance laws and
regulations. The NAle is considering the idea of developing a
model health insurance claims form. According to information
obtained from NAle staff, they are in the process of setting up a
worlcing' group, and will probably propose that the HCFA-1500 be
adopted as the model claims form for physicians and that the UB­
82 be adopted as the model claims form for hospitals. At this
time they are not sure which form they will suggest for
pharmacists, but they will probably suggest that the ADA form
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currently used by most dentists be adopted as the standard dental
claims form.

Survey of other Agencies

The Virginia Department of Medical Assistance Services was
contacted, as well as the United states Department of Health and
Human Services, to determine whether a universal claims form was
required to be used for services provided under Medicaid and
Medicare in Virginia. According to information obtained from the

. Virginia Department of Medical Assistance Services, the HCFA-1500
(12/90 Edition) is required to be used by physicians filing
claims under both Medicaid and Medicare. Other providers such as
mental health providers, podiatrists, and optometrists also use
the HCFA-1500 claims form. Hospitals are required to use the UB­
82 claims form. Dentists and pharmacists have their own separate
forms and do not use the HCFA-1500. According to information
obtained from ~he Social Security Admini~tration Office of the
united states Department of Health and Human Services, the HCFA­
1490 SC (2/87 Edition) is used by beneficiaries to file their own
Medicare claims. The Travelers Companies (the Part B Medicare
carrier for part of Virginia) confirmed that the HCFA-1500
(12/90) Form was the correct form to be used by physicians for
all services rendered to Medicare patients. The original
effective'date for this form was 1/1/92, but that date was
revised to become effective on 7/1/92. copies of these forms are
shown in Appendix B •.

The American National Standards Institute (ANSI) has also
been working on developing a standard health insurance claims
form. ANSI is the coordinator of national standards in the
United states and serves as the central body responsible for the
identification of a single consistent set of voluntary standards.
ANSI provides an open forum for identifying, planning, and
agreeing on standards. Within the ANSI organization, the
Accredited Standards Committee (ASC) X12 has been established to
develop standards to facilitate electronic data interchange. An
insurance subcommittee, which is called the X12N subcommittee, is
working on a proposal to combine into one form the HCFA-1500 and
the UB-82 (this will include changes incorporated into the UB-92
when that form is adopted). The new form is being referred to
within the ANSI organization as the ANSI X12 837 Health Care
Claim Transaction (see Appendix C). The X12N subcommittee
expects the ANSI X12 837 to be approved as a standard claims form
in October. This will be approved through the ANSI Consensus
Ballot process in which HCFA and approximately 800 other
providers and insurers participate. According to information
from ·the X12N subcommittee, the new form will be suitable for use
by dentists and pharmacists as well as physicians and hospitals.

Blectronic Claias processing

One means of standardizing claims administration is through
the use of electronic claims processing. Electronic claims
processing eliminates paper files and enables transactions to
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occur instantaneously. Electronic claims processing offers the
following advantages:

1. Standardisation. Claim and billing standards are uniform.

2. Accuracy. Clearinghouses ensure that data is accurate.

3. .educed costa. Providers can reduce administrative staff
and payors can reduce clerical staff.

4. Paster .ayaent. Providers can be paid daily. Bank accounts
can be credited through electronic funds transfer, thus
eliminating paper bills and mailings.

5. .raud Control. Fraudulent claim activity ~an be identified
more quickly and questionable practices flagged.

Companies are already entering the marketplace to provide
electronic claims processing services. According to information
submitted to the Bureau by the Mid-Atlantic Medical Counsel, over
fifty-six (56) public and private insurance payors participate in
electronic claims processinq~ The Mid-Atlantic Medical Counsel is
an orqanization that, in association with GTE Health Systems
Incorporated and the National Electronic Information corporation
(NEIC), offers electronic claims processing services to
physicians and health care providers in the Commonwealth and
throughout the Mid-Atlantic region. Their goals are to reduce
paper work and administrative costs, file claims within twenty­
four (24) hours of the date of service, report rejected claims
and refileamended claims forms within ninety-six (96) hours of
service, and have payment rendered within twenty-one (21) days of
service. The president of 'Mid-Atlantic Medical Counsel indicates
that both of these electronic claims clearinghouses (GTE and
NEIC) subscribe to the ANSI X12 standards set by the American
National Standards Institute. A list of NEIC participating
payors is shown in Appendix D of this report.

Blue Cross and Blue Shield of Virginia (BCBSVA) has also
developed a system for the electronic transmission of claims data
and payment using the ANSI 820 standardized remittance format.
The company plans to convert to the ANSI 835 format. Healthcare
Communication Services (BCS), which is a wholly owned subsidiary
of BCBSVA, serves as a health claims clearinghouse for Blue Cross
and Blue Shield plans. By establishing ~. paperless claims
submission process, the company is abl~ to operate more
efficiently through a reduction in postage expenses, a reduction
in check and envelope costs, a reduction in proces~ing errors,
improved processing time, and streamlined operations.

The concept of mandating the use of electronic claims
processing was also considered at the federal level. One of the
proposals in a bill recently introduced in Congress, the "Health
Insurance Purchasing Cooperatives Act" (5.2675), would have
reqtiired participating insurers to use electronic administration
of claims and billing. Under this proposal, a national health
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insurance data system would have been established and would have
consisted of (i) a centralized national data base for health
insurance and health outcomes information; (ii) a network of no
more than five regional health insurance data collection centers;
and (iii) a standardized, universal mechanism for electronically
processing health insurance and health outcomes data. A national
health board would have established uniform billing and claims
forms and mandatory reporting requirements including information
on member eligibility, benefits, use, outcomes, and efficacy. No
action was taken on this bill.

In a separate proposal put together by the Bush
Administration, a computerized health billing system would have
been implemented which would have given Secretary of Health and
Human Services Louis W. Sullivan the power to require insurers to
use standardized computer software and uniform claims formats.
The President's proposal anticipated a savings of $4 ~illion the
first year and $20 billion annually by the year 2000. No action
was taken on this bill.

The House Ways and Means Committee has also studied the
issue of computerization in health care administration. In
testimony given before the House Ways and Heans Subcommittee on
Health, Joseph T. Brophy, the co-chair of the Work Group on
Electronic Data Interchange (WEDI), cited the benefits of
electronic data interchange, but he warned Congress to "resist
the impUlse to legislate prematurely. II In his statement, the co­
chair advised the subcommittee that the government should ensure
the proper environment in which electronic data interchange can
flourish but should "refrain from micro-managing the process."
He also stated that rather than instituting penalties and
mandates, the government should provide incentives to encourage
the development of electronic data processing. 4

In a recent report issued by the United states General
Accounting Office (GAO), a recommendation was made to create a
national commission to study health care fraud and abuse. As
envisioned by the GAO, one of the directives of the commission
would be to develop recommendations to promote greater
standardization in claims administration. In doing so, some of
the obstacles which currently stand in the way of detecting and
preventing fraud would be removed. The GAO report pointed out
that, with 1,000 insurers processing four billion health care
claims a year and with providers and insurers using different
payment methods and billing standards, the health care system is
especially vulnerable to fraud and abuse. The commission would
be responsible for establishing ways to ease the exchange of
information without undermining legitimate patient and provider
privacy concerns. Also mentioned in the GAO report was the Forum
on Administrative Costs which convened in November, 1991, and
which proposed certain administrative reforms that included (i)
electronic billing using standardized formats and (ii)
computerized medical record systems for providers. work~ng

groups have been in the process of implementing these reforms.
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Despite the fact that over 450 claims forms are currently in
existence, most of the differences in data requirements are small
and many data fieles are identical; they are simply labeled with
different words. If payors and providers are willing to
subscribe to a universal set of data requirements,
standardization through the use of an electronic claims
processing system can cut processing costs by as much as 25-40
percent. This will sUbstantially reduce the claims processing
costs for insurers, hospitals, and Phy~cians who, in 1991, spent
$79.8 billion for claims processing. Three major health care
payors have already announced their support for standardization
in electronic data interchange through the use of the ANSI X12
format. These payors are the Blue Cross and Blue Shield
Association, Travelers, and HCFA (payors under Medicare). If
ANSI standards are adopted universally, the costs of healih care
claims administration can be reduced and quality improved.

-16-



DISCLOStJBB OP PAYORS' CUTBRXA TO PROVIDERS UD COBSUKBllS
UD BSTABLXSBKB!r1' OP All APPBALS PROCESS

POR TBB DENIAL OJ' CLAIKS

S'tate survey

One of the objectives cited in this study resolution was to
consider regulatory oversight of the disclosure of criteria used
in payors' case decision making to providers and consumers, and
an appeals process for denial of insurance claims. The Bureau
conducted a survey of all state insurance departments to
determine (i) whether any states require disclosure of criteria
used in claims or utilization review decision making to providers
or to consumers and (ii) whether any states require
appeals/reconsideration processes for the denial of insurance
claims or for utilization review non-certification denials.

A total o·f eighteen (18·) states responded to the survey.
Some of the respondents did not respond to the specific questions
asked in the survey, but instead submitted statutes and
regulations with a letter stating that the enclosed statutes and
regulations addressed the questions asked in the survey. In
these instances, and to obtain additional information, Bureau
staff abstracted the needed information by reviewing the
submitted information and through telephone conversations with
the responding state. The Bureau also contacted several Health
Departments in states that did not respond to the survey since
utilization review is sometimes regulated by Health Departments
instead of Insurance Departments. Two (2) of these states
submitted statutes and regulations on utilizatio~ review in
response to our request. Consequently, the information presented
here is based on information from twenty (20) states.

Disclosure of Payors' criteria to Providers and Consumers

The survey revealed that none of the states reviewed require
broad disclosure of criteria used in claims or utilization review
decision making to providers or consumers. However, Maine has
just begun to ask medical utilization review entities to file all
utilization review criteria with the Maine Bureau of Insurance.
In a telephone conversation the Maine Bureau explained that they
have only recently begun requesting the criteria and that they
are having difficulty obtaining them because criteria disclosure
is not specifically addressed in the statute or the rule. The
Maine Bureau of Insurance further explained that if it received a
request for access to the criteria, and the medical utilization
review' entity did not wish the criteria disclosed on the basis of
confidentiality, the Attorney General would determine whether the
criteria are confidential and should be held in confidence.
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similarly, Texas's statute regarding health care utilization
review agents requires utilization review agents, insurers,
health maintenance organizations, and health services plans to
make available written screening criteria for review and
inspection by the Insurance Commissioner and copying as necessary
for the Commissioner to carry out his lawful duties under the
code. In a telephone conversation, the Texas Department of
Insurance explained that although the utilization review statute
protects the confidentiality of the criteria, if the Department
were to receive a request to view the criteria, the letter would
be forwarded to the Attorney General's office for a determination
as to whether this statutory protection is in conflict with any
other laws.

other states, while not requiring broad disclosure to
providers and consumers of criteria used in claims decision­
making, have instituted statutes and regulations concerning (i)
the input of appropriate providers in the establishment of
criteria; (ii) the use of criteria in performing utilization
review; and (iii) the disclosure, on a case-by-case basis, of the
clinical reasons for claims. denials on the basis of utilization
review. For example: .

A. Oklahoma's Hospital and Medical Services Utilization
Review Act requires that priv~te review agents, insurance
companies, not-for-profit hospital services, and medical
indemnity plans shall submit to the Insurance ·Department
"assurances that the standards and criteria to be applied in
review determinations are established with input from health care
providers representing major areas of specialty and certified by
the boards of the various American medical specialties."

B. Nebraska's Utilization Review Certification Act
requires that for an appeal of a decision not to approve or
certify for clinical reasons, the utilization review agents shall
provide an enrollee or attending physician on behalf of an
enrollee, upon request, timely access to the clinical bases for
the decision, including any criteria, standards, or clinical
indicators used as a basis for such recommendation or decision.

c. Minnesota's utilization review legislation (Which will
become effective January 1, 1993) requires that (for prior
authorization of services only):

[a] utilization review organization's decisions must be
supported by written clinical criteria and review
procedures. Clinical criteria and review procedures
must be established with appropriate involvement from
physicians. A utilization review organization must use
written clinical criteria, as required, for determining
the appropriateness of the certification request. The
utilization review organization must have a procedure
for ensuring the periodic evaluation.and updating of
the written criteria.
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D. Missouri's utilization review regulation requires that
the utilization review agent submit lIa summary of the process
Whereby utilization standards and procedures are established,
modified and updated." The Missouri Department of Insurance
further explained in a telephone conversation that this
information is considered confidential.

E. Conne~ticut's act concerning utilization review
requires each utilization review company to "utilize written
clinical criteria and review procedures which are established and
periodically evaluated and updated with appropriate involvement
from practitioners."

F. Arkansas's rules & regulations for utilization review
requires private review agents to assure that a consulting
physician shall be reasonably available by telephone to discuss
the medical basis (e.g., criteria, protocols, medical literature)
with the attending physician for a determination not to certify a
continued length of stay due to questions.of medical necessity or
appropriateness.

G. Montana's health utilization review statute requires
that those who perform utilization review must maintain with the
Commissioner:

[a] description of review criteria, standards, and
procedures to be used in evaluating proposed or delivered
health care services that, to the extent possible, must:

(a) be based on nationally recognized criteria,
standards, and procedures;

(b) reflect community standards of care ..• ;
(c) ensure quality of care; and
(d) ensure access to needed health care services.

H. Kentucky requires private review agents, as part of the
application process, to submit to the Cabinet for Human Resources
descriptions and names of review criteria upon which utilization
review decisions are based. In addition, Kentucky's utilization
review statute requires that the Cabinet for Human Resources
report annually to the General Assembly on the types of criteria
used to perform utilization review.

I. Texas's health care utilization review agents statute
requires utilization review agents to include in a notification
of adverse determination "a description of the source of the
screening criteria that were utilized as guidelines in making the
determination." In addition, in an appeal, the utilization
review agent is required to state the clinical basis for an
appeals denial and the specialty of the physician making the
denial. Texas also requires that each utilization review agent,
insurer, and health maintenance organization "shall utilize
written medically acceptable screening criteria and review
procedures which are established and periodically evaluated and
updated with appropriate involvement from physicians, including
practicing physicians, and other health care providers. If

-19-



Appeals Process for the Denial of Claims

Several states require entities that make utilization review
determinations to have either an appeals process or a complaint
process. Appeal requirements differ greatly from state to state
depending on the type of utilization review (for example,
prospective, concurrent, or retrospective), who the utilization
review is performed by (private review agents, insurers, health
maintenance organizations, or auto medical expense insurers), and
the setting of the care being reviewed (for example, hospital
care or non-hospital care).

Of the twenty (20) states reviewed, five (5) do not require
an appeals process. Of the remaining fifteen (15), two (2)
require an appeal process of private review agents only and one
(1) requires HMOs to provide an appeals process for the denial of
claims only (this state is the only one identified that has any
requirement for an appeals process for the denial of claims).
That leaves twelve (12) states that require appeals processes
under differing circumstances for utilization review conducted by
entities other than private .review agents.

Eight (8) of these twelve (12) require an appeals process
for prospective and concurrent utilization review, three (3) of
these twelve (12) require an appeals process only for prospective
and concurrent utilization review of hospital care, and one (1)
of these twelve (12) requires an appeals process for prospective
and concurrent utilization review of inpatient admissions to
facilities and outpatient admissions to surgical facilities. Of
the eight (8) that require an appeals process for prospective and
concurrent review, eight (8) make this demand of insurers, seven
(7) make this demand of HMOs, and six (6) make this demand of
auto medical expense insurers. In addition, one (1) requires
HMOs to have a complaint system that allows providers to file
complaints.

In the Commonwealth of Virginia, Insurance Regulation No.
37, Rules Governing Private Review Agents, requires private
review agents to have an appeals process when an adverse
utilization review decision is made. In addition, Chapter 43
(§38.2-4300 et seq.) Title 38.2 of the Code of Virginia and
Insurance Regulation No. 28, Rules Governing Health Maintenance
organizations, require that health maintenance organizations
establish and maintain a complaint system to provide reasonable
procedures for the resolu~ion of written complaints.
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Accident and Health Insurer Survey

The Bureau sent a survey to the top writers of accident and
health insurance policies in virginia (representing 78 percent of
total accident and health premiums written in Virginia) and to
Blue Cross and Blue Shield of the National Capital Area (the
largest health services plan in virginia). These companies were
selected on the basis of premiums written. Twenty-six (26)
companies were surveyed. sixteen (16) survey responses were
received. The purpose of the survey was to determine:

(i) 'whether accident and health insurers perform
utilization review, the role of criteria in the performance of
utilization review, and whether companies are prohibited from
disclosing criteria by contractual terms imposed by the marketers
of the criteria; and

(ii) whether accident and health insurers provide a formal
appeals/reconsideration process for the denial of claims and who
has access to the appeal/reconsideration.

Disclosure of Payors' Criteria to Providers and Consumers

1. Of the sixteen (16) respondents, nine (9) stated that they
perform utilization review.

2. When the nine (9) companies performing utilization review
were asked if the company uses criteria to perform utilization
review,

eight (8) companies responded "yes"
one (1) company responded "no."

3. When the eight (8) companies that use criteria to perform
utilization review-were asked whether the criteria are documented
in writing or are in a computer program,

eight (8) answered that the criteria are documented in
writing
three (3) answered that criteria are in a computer
program.

[Note that some companies had both written and computerized
criteria.]

4. When the eight (8) companies that use criteria to perform
utilization review were asked if the utilization review criteria
are used for screening (e.g., if care does not comply with
criteria, case is then referred to a peer reviewer who makes a
utilization review determination) or are used for making
utilization review determinations (e.g., by virtue of not
satisfying predetermined criteria, care is determined to be not
medically necessary or appropriate),

eight (8) responded that the criteria are used for
screening
one (l) company responded that criteria are used for
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making utilization review determinations.

[Note that one company uses criteria for both screening and for
making utilization review determinations.]

5. When the eight C8} companies that use criteria to perform
utilization review were asked if the companies' physician
reviewers or peer reviewers could override the criteria in any
given case if the criteria would result in a utilization review
determination that is contrary to their judgment,

eight (8) of the companies responded "yes"
none (0) of the companies responded "no."

6. When the eight (8) companies that use criteria to perform
utilization review were asked if they are prohibited from
disclosing the criteria by contractual terms imposed by the
marketers of the criteria,

three (3) responded "yes"
five (5) responded "no."

In summary, of the respondents that use criteria to perform
utilization review, all but one (1) use criteria to screen cases
for referral to a peer reviewer and not to make utilization
review 'determinations, and all allow their physician or peer
reviewers to override the criteria in any given case if the
criteria would result in a utilization review determination that
is contrary to their jUdgment. Three (3) are prohibited from
disclosing criteria by contractual terms imposed by the marketers
of the criteria. In addition, three (3) use computerized
criteria. Disclosure of computerized criteria may be difficult
because of their computerized form.

Appeals Process for the Denial of Claims

1. When the sixteen (16) companies were asked if the company
provides a formal appeals/reconsideration process for the denial
of claims,

fifteen (15) answered "yes"
one (1) answered "no."

2. When the fifteen (15) companies that provide a formal
appeals/reconsideration process were asked which of the followinq
(insureds, health care providers, others) have access to the
appeals/reconsideration process for the denial of insurance
claims,

fifteen (15) answered "insureds"
thirteen (13) answered "health care providers"
six (6) answered "others". The "others" identified
include attorneys representinq the insured, the
insured's representative, the group policyholder,
agents repr'esenting the policyholder, claims
administration personnel, and employers of insureds.
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[Note that some companies have indicated that several classes of
individuals have access to the appeals/reconsideration process.]

In summary, of the sixteen (16) respondents, fifteen (15)
provide a formal appeals/reconsideration process which is
accessible by insureds.

Ke4ical Expense Insurer survey

The Bureau sent a survey concerning medical expense coverage
to the top writers of private passenger auto liability insurance
in Virginia. These companies were selected on the basis of
premiums written. Twenty-five (25) companies (representing 82
percent of total private passenger auto liability insurance
premiums written in Virginia) were surveyed. Nineteen (19)
survey responses were received. The purpose of the survey was to
determine:

(i) whether medical expense insurers perform utilization
review, the role of criteria in the performance of utilization
review, and whether companies are prohibited from disclosing
criteria by contractual terms imposed by the marketers of the
criteria; and

(ii)·~hether medical expense insurers provide a fo~mal

appeal/reconsideration process for the denial of claims and who
has access to the appeal/reconsideration.

Disclosure of Payors' Criteria to Providers and Consumers

1. Of the nineteen (19) respondents, seven (7) stated that they
perform utilization review.

2. When the seven (7) companies performing utilization review
were asked if the company uses criteria to perform utilization
review,

seven (7) responded "no."
none (0) responded "yes."

In summary, of the respondents that perform utilization
review, none use criteria to perform utilization review.

Appeals Process for the Denial of Claims

1. When the nineteen (19) companies were asked if the company
provides a formal appeals/reconsideration process for the denial
of medical expense claims,

seven (7) answered "yes"
twelve (12) answered tlno." Two (2) of those answering
"no" stated that while no formal appeals process is
established, any provider requesting a review of a
determination will be granted a review.
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2. When the seven (7) companies that provide a formal
appeal/reconsideration process were asked which of the following
(insureds, health care providers, others) have access to the
appeals/reconsideration process for the denial of insurance
claims,

seven (7) answered "insureds"
six (6) answered "health care
seven (7) answered "others."
include insured's/claimant's
person involved, and personal

providers"
The "others" identified

attorney, attorneys, any
representatives.

(Note that some companies have indicated that several classes of
individuals have access to the appeals/reconsideration process.]

In summary, of the nineteen (19) respondents, seven (7)
provide a formal appeals/reconsideration process which is
accessible by insureds.

Health KaiDteDaDCe orqanizatioD survey

The Bureau sent a survey to all Virginia-licensed health
maintenance organizations (HMOs). Twenty (20) health maintenance
organizations were surveyed. Thirteen (13) survey responses were
received. The purpose of the survey was to determine:

(i) whether HMOs perform utilization review, the role of
criteria in the performance of utilization review, and whether
HMOs are prohibited from disclosing criteria by contractual terms
imposed by the marketers of the criteria; and

(ii) whether HMOs provide a formal appeals/reconsideration
process for the denial of claims, who has access to the
appeals/reconsideration, and whether the appeals/reconsideration
process results in· additional health services being recommended.

Disclosure of Payors' Criteria to Providers and Consumers

1. Of the thirteen (13) respondents, all thirteen (13) stated
that they perform utilization review.

2. When the thirteen (13) HMOs performing utilization review
were asked if the HMO uses criteria to perform utilization
review,

thirteen (13) responded "yes"
none (0) responded "no."
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3. When the thirteen (13) HMOs that use criteria to perform
utilization review were asked whether the criteria are documented
in writing or are in a computer program,

twelve (12) answered that the criteria are documented
in writing
two (2) answered that the criteria are in a computer
program.

[Note that one HMO has both written and computerized criteria.]

4. When the thirteen (13) HMOs that use criteria to perform
utilization review were asked if the utilization review criteria
are used for screening (e.g., if care does not comply with
criteria, case is then referred to a peer reviewer who makes a
utilization review determination) or are used for making
utilization review determinations (e.g., by virtue of not
satisfying predetermined criteria, care is determined to be not
medically necessary or appropriate),

thir~een (13) responded that criteria are used for
screening
three (3) responded that criteria are used for making
utilization review determinations.

[Note that three HMOs use criteria for both screening and for
making utilization review determinations.]

5. When the thirteen (13) HMOs th~t use criteria to perform
utilization review were asked if the HMOs physician reviewers or
peer reviewers could override the criteria in any given case if
the criteria would result in a utilization review determination
that is contrary to their jUdgment,

thirteen (13) responded "yes"
none (0) responded "no."

6. When the thirteen (13) HMOs that use criteria to perform
utilization review were asked if they are prohibited from
disclosing the criteria by contractual terms imposed by the
marketers of the criteria,

eight (8) responded "yes"
five (5) responded "no."

In summary, all of the respondents perform utilization
review and all use criteria to perform utilization review. All
but three (3) use criteria for screening only and three (3) use
criteria both for screening and for making utilization review
determinations. All allow their physician or peer reviewers to
override criteria in any given case if the criteria would result
in a utilization review determination that is contrary to their
jUdgment. Eight (8) are prohibited from disclosing criteria by
contractual terms imposed by the marketers of the criteria. In
addition, two (2) use computerized criteria. Disclosure of
computerized criteria may be difficult because of its
computerized form.
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Appeals Process for the Denial of Claims

1. When the thirteen (13) HMOs were asked if the HMO provides a
formal appeals/reconsideration process for the denial of claims,

thirteen (13) answered "yes"
none (0) answered "no. II

2. When the thirteen (13) HMOs that provide a formal
appeals/reconsideration process were asked which of the following
(members, health care providers, others) have access to the
appeals/reconsideration process for the denial of health
services,

thirteen (13) answered "members"
twelve (12) answered "health care providers"
two (2) answered "others." The "others" identified
include members' advocates and employer groups.

[Note that some HMOs have indicated that several classes of
individuals have access to the appeals/reconsideration process.]

3. When the thirteen (13) HMOs that provide "a formal
appeals/reconsideration process were asked if the
appeals/reconsideration process results in additional health
$ervice~ being recommended to their members frequently, some­
times, rarely, or never,

none ( 0) answered .,frequently"
eight (8) answered "sometimes"
three (3) answered "rarely"
two (2) answered "never."

In summary, all respondents provide a formal
appeals/reconsideration process that is accessible to members.
In addition, eleven (11) HMOs stated that the
appeals/reconsideration process has resulted in additional health
services being recommended to their members.

Private Revie. Agent Survey

The Bureau sent a survey to all Virginia-certified private
review agents (PRAs). Thirty (30) private" review agents have
been certified and all were surveyed. Twenty-two (22) survey
responses were received. The purpose of the survey was to
determine the role of criteria in the performance of utilization
review and whether PRAs are prohibited from disclosing criteria
by contractual- terms imposed by the marketers of the criteria.
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Disclosure of Payors' Criteria to Providers and Consumers

1. When the twenty-two (22) PRAs were asked if they use
criteria to perform utilization review,

twenty-one (21) responded "yes"
one (1) responded "no."

2. When the twenty-one (21) PRAs that use criteria to perform
utilization review were asked whether the criteria are documented
in writing or are in a computer program,

eighteen (18) answered that the criteria are documented
,in writing
ten (10) answered that criteria are in a computer
program.

[Note that some PRAs have both written and computerized
criteria.]

3. When the twenty-one (21) PRAs that use criteria to perform
utilization review were asked if the utilization review criteria
are used for screening (e.g., if care does not comply with
criteria, case is then referred to a peer reviewer who makes a
utilization review determination) or are used for making
utilization review determinations (e.g., by virtue of not
satisfying,predetermined criteria, care is determined to be not
medically necessary or appropriate),

twenty (20) responded that the criteria are used for
screening
two (2) responded that the criteria are used for making
utilization review determinations.

[Note that one (1) PRA uses criteria for both screenlng and for
making utilization review determinations.)

4. When the twenty-one (21) PRAs that use criteria to perform
utilization review were asked if the PRA's physician reviewers or
peer reviewers could override the criteria in any given case if
the criteria would result in a utilization review determination
that is contrary to their jUdgment,

twenty-one (21) responded "yes"
none (0) responded "no."

5. When the twenty-one (21) PRAs that use criteria to perform
utilization review were asked if they are prohibited from
disclosing the criteria by contractual terms imposed by the
marketers of the criteria,

eleven (II) responded "yes"
twelve (12) responded "no."

[Two (2) PRAs responded "yes' for some criteria and "no" for
other criteria. One (1) of the PRAs responding "yes" qualified
its response by stating that it can only disclose criteria on a
specific case by case basis. One (1) of the PRAs responding "no"
stated that the respondent is the marketer of the criteria and
that internal policy requires that the criteria not be
disclosed. ]
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In summary, all but one (1) of the PRAs use criteria for
performing utilization review and only two (2) use criteria for
making utilization review determinations. All allow their
physician or peer reviewers to override the criteria in any given
case if the criteria would result in a utilization review
determination that is contrary to their judqment. Eleven (11)
are prohibited from disclosing the criteria by contractual terms
imposed by the marketers of the criteria. In addition, ten (10)
use computerized criteria. Disclosure of computerized criteria

"may be difficult because of its computerized form.

Literature Review

The Bureau reviewed (i) the November 1991 Board of Health
Professions Task Force on Managed Health Care Report to the
Commission on Health Care for All Virginians, (ii) the June 1991
utilization Review Accreditation Commission National utilization
Review Standards, (iii) The Guidelines for Concurrent Review,
(iv) The Guidelines for Claims Submission. Review. and Appeals
Procedures, and (v ) "Should We Regulate 'utilization
Management'?", published in Health Affairs in Winter 1989 to
identify what positions are espoused in these documents with
respect to (a) disclosure of criteria to providers and consumers
and (b) 'an appeals process for the denial of claims.

Disclosure of Payors' criteria to Providers and Consumers

1. The Task Force's report provides support for nondisclosure
of review criteria and support for disclosure of review criteria.
Specifically, the report (on pages 48-49)· provides the following
factors supporting nondisclosure of criteria:

criteria are considered to be proprietary materials of
the insurer,
criteria are expensive to develop, and their disclosure
would provide an unfair advantage to competing health
benefit product companies,
disclosure would facilitate "gaming" of the system by
providers, and
insurers are prohibited from disclosing the third party
proprietary review criteria they use by contractual
terms imposed by the marketers of the criteria.

The report (on page 50) provides the following support for
disclosure of criteria:

disclosure would improve provider and patient
acceptance of and confidence in the standards with
which they are asked to comply, and
collaboration between payers and providers can improve
the validity of the criteria as community-level
measures of acceptable practice.
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2. The Utilization Review Accreditation Commission (URAC) was
established by the utilization review industry to encourage
efficient and effective utilization review processes and to
provide a method of evaluation and accreditation for utilization
programs on a national basis. URAC's Board includes
representatives of the provider, insurer, and utilization review
industries. URAC has developed minimum industry standards which
serve as the basis for its voluntary accrediting process. These
standards apply to prospective and concurrent utilization review
for inpatient admissions to hospitals and other inpatient
facilities and to outpatient admissions to surgical facilities.
The June 1991 standards state:

Each UR Organization shall have utilization review
staff who are ••• supported by written clinical
criteria... Clinical criteria and review procedures
shall be established with appropriate involvement from
physicians. [page 9]

UR organizations shall utilize: 1. written clinical
criteria, as needed, for the purpose of determining the
appropriateness of the certification: such criteria
shall be periodically evaluated and updated. [page 10]

3. The -Guidelines for Concurrent Review, which were developed
jointly by representatives of the American Hospital Association,
the American Managed Care and Review Association, the American
Medical Association, the Blue Cross and Blue Shield Association,
and the Health Insurance Association of America, and which focus
on inpatient utilization review programs, state:

Professionally accepted pre-established review criteria
should be used for concurrent review. Review criteria
should be periodically evaluated and updated. [page 3)

The claim administrator or the utilization review
organization should inform, upon request, designated
hospital personnel and/or the attending physician of
the utilization review requirements and the general
type of criteria used by the plan (eg., AEP or ISD-A
criteria, PAS norms).(page 3]

A review should be conducted by a physician advisor on
a determination not to certify a continued length of
stay due to questions of medical necessity or
appropriateness. A physician advisor should be
reasonably available by telephone to discuss the
medical basis for that determination (e.g., criteria,
protocols, medical literature) with the attending
physician. [page 4]
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4. "Should We Regulate 'utilization Management' ?", pUblished
in Health Affairs in winter 1989, states (on page 110) that the
Institute of Medicine's committee on utilization Management by
Third Parties reached the conclusion that "review criteria
should be publicly accessible rather than secret or
proprietary." However, it should be noted that the committee
did not endorse regulation but instead suggested criteria
disclosure as a nonregulatory direction for utilization
management. Reasons for disclosure include (i) providers and
patients should know the basis for utilization review decisions,
(ii) disclosing review criteria will expose them to additional
scrutiny and may result in increased educational impact, and
(iii) utilization review organizations should not compete on the
basis of criteria but should compete on the basis of data
systems, efficiency, and performance. Arguments against disclo­
sure include (i) disclosure is unfair to firms that have
invested in criteria development, (ii) disclosure will
discourage criteria development because firms will not be able
to fully reap the benefits of their investment but will have to
share them with competitors and, (iii) disclosure of. criteria
may facilitate "gaming" and may reduce the cost effectiveness of
utilization management. [pages 110-111]

Appeals Process for the Denial of Claims

1. The Task Force's report states (on page 51) that its
recommendation for an appeals process "is based upon general
principles of public protection."

2. The utilization Review Accreditation commission (URAC) was
established to encourage efficient and effective utilization
review processes and to provide a method of evaluation and
accreditation for utilization programs. URAC has developed
minimum industry standards which serve as the basis for its
voluntary accrediting process. These standards apply to
prospective and concurrent utilization review for inpatient
admissions to hospitals and other inpatient facilities and to
outpatient admissions to surgical facilities. These standards
state (on page 7) that:

[e]ach UR Organization shall .have in place procedures
for appeals of determinations not to certify an
admission, service or extension of stay. The right to
appeal shall be available to the patient or enrollee,
and to the attending physician.

3. The Guidelines for Claims Submission, Review and Appeals
Procedures, which were jointly developed by representatives of
the American Medical Association's Council on Medical Service,
the Blue Cross and Blue Shield Association's Provider Affairs
Committee, and the Health Insurance Association of America's
Medical Relations Committee, and which focus on inpatient
utilization review programs state that:
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[elvery claim administrator should establish and
maintain a procedure by which a claimant has a
reasonable opportunity to appeal a claim that is denied
for lack of medical necessity. [page 9]

4. The Guidelines for Concurrent Review, which were developed
jointly by representatives of the American Hospital Association,
the American Managed Care and Review Association, the American
Medical Association, the Blue Cross and Blue Shield Association,
and the Health Insurance Association of America, and which focus
on inpatient utilization review programs, state:

[i]n cases where a determination not to certify
continued length of stay is made, and the attending
physician believes the decision warrants immediate
reconsideration, the attending physician should have an
opportunity to request a reconsideration or an appeal
of the decision over the phone on an expedited basis.
Such reconsiderations which cannot be resolved may be
reconsidered in the standard appeals process. [page 5]

5. "Should We Regulate 'utilization Management'?", published
in Health Affairs in winter 1989, states (on page 111) that:

[s]ince overly burdensome or obscure appeal processes
could discourage physicians from challenging ques­
tionable decisions by review organizations, there is
much to commend more standard appeals mechanisms and
better materials to explain them.

However, it should be noted that the regulation of appeals
processes was not endorsed in this article.
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DEVELOPMENT OP A COHSUHEa GUJ:DE
POR SHALL BUSINESSES

The Bureau of Insurance was also directed to determine the
feasibility of developing a consumer guide for small businesses
to assist them in purchasing health insurance. The Bureau
recognizes that its current pUblications are geared to
individual consumers, and that recent changes in the health
insurance market, including legislative requirements, have
created a distinct difference in health insurance considerations
for small employers.

The Bureau, therefore, concludes that it would be advisable
to develop a guide to assist small businesses. A draft of a
potential guide is included as Appendix E of this report. The
final content of this document will be sUbject to further
review. Additionally, changes instituted pursuant to other
health insurance studies conducted in 1992, as well as resulting
1993 legislative changes, should be included in the guide that
is distributed to small businesses.

The publication would be available to the pUblic through the
current distribution network for consumer pUblications. The
guide would also be provided to the Virginia Employment
Commission, the Virginia Chamber of Commerce, the Department of
Economic Development, the Joint Commission on Health Care, and
other organizations in contact with small businesses.·
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ROLE OP THE BUREAU III BARDLIIIG
PROVXDER AND CO.BUKER PROBLEKS AND CONCERNS

One of the objectives cited in this study resolution was to
consider the role of the Bureau of Insurance in the collection,
analysis, interpretation, and evaluation of provider and consumer
problems and concerns related to health insurance. An overview
of the Bureau's, organizational structure should provide a
framework for understanding the Bureau's role in handling these
types of problems and concerns.

The Bureau is divided into four organizational divisions:
(i) the Life and Health Market Regulation Division; (ii) the
Property and casualty Market Regulation Division; (iii) the
Financial Regulation Division; and (iv) the Administration
Division. The Life and Health Market Regulation Division is
organized into seven sections, one being the Consumer Services
Section. This section handles telepho~e inquiries, written
complaints and inquiries, and walk-ins from the pUblic. The
professional staff of the Consumer Services Section consists of
one supervisor and five consumer service representatives. Any
type of consumer inquiry related to health insurance is referred
to 'this section.

The 'primary function of the Consumer Services Section is to
investigate complaints, answer inquiri~s, and provide information
to consumers who call in with questions and concerns. The
Consumer Services Section is currently handling between 4,000
and 5,000 complaints and inquiries per year. The Consumer
Services Section assists in the resolution of complaints and
recommends the initiation of disciplinary actions when
violations of statutes or regulations are discovered during the
complaint evaluation process.

Generally, it is preferred that complaints be received in
writing so that written authorization can be obtained to allow
the Commission to intervene in the dispute between the insured
and the company or agent. When written authorization has not
been obtained, independent jUdgment is used to determine whether
the Commission can intervene. When a complaint is received, the
Consumer Services Section sends a copy of the complaint letter
to the company or agent against whom the complaint has been
filed and requests the information necessary to evaluate the
complaint. When the requested information has been received, it
is evaluated and the appropriate response is made to the
complainant. Where violations of the law have occurred, the
Bureau takes appropriate disciplinary measures.

Inquiries can be handled by telephone or in writing.
Normally, a response to an inquiry does not necessitate contact
with the company or agent for resolution. An inquiry can be a
simple request for information, such as the address or telephone
number of a company or whether a company or agent is licensed in
Virginia. The Consumer Services Section also receives inquiries
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from providers. These generally involve unpaid or delayed
claims. The Consumer Services section views these as inquiries
rather than as complaints because, as providers are not usually
parties to the insurance contracts, the Bureau lacks the
jurisdiction to intervene in the collection process between
providers and patients and providers and insurers. In every
instance, however, the Bureau responds to these types of
inquiries with an appropriate explanation.

other sections within the Life and Health Market Regulation·
Division also play a role in the collection, analysis,
interpretation, and evaluation of problems and concerns related
to health insurance. The duties of the Forms and Rates Section,
the Agents Investigation Section, and the Market Conduct Section
are closely related to those of the Consumer Services section in
that the Consumer Services Section may refer special problems to
these other sections for further investigation, especially if it
finds that certain companies or agents are generating a large
number of complaints. The Market Conduct section also reviews
the number and types of complaints received by the Consumer
Services Section prior to conducting a market conduct examination
of an insurance company. In addition, the Consumer Services
section provides complaint information to the Financial
Regulation Division in conjunction with that division's
financial examinations of insurance companies.

Complaint data is compiled by the Consumer Services section
in a Monthly Complaint Analysis. This analysis includes a
General Complaint Report for each month and a final report for
the end of the fiscal year. These reports summarize the number
of complaints received, the number of complaints concluded, the
number re-opened, and the number re-closed. A breakdown of all
general complaints against insurance companies concluded during
the month is also summarized. This breakdown is provided by
type of coverage and indicates the number of complaints that
were justified or unjustified, the number of complaints where
the Bureau had no jurisdiction to intervene, the number of
complaints where no determination was made as to whether the
complaint was justified or unjustified, the number of inquiries
where information was furnished, and a general category for
miscellaneous complaints. The monthly analysis also provides a
listing of the five companies with the largest volume of
justified complaints. Justified complaints are further broken
down by the type of complaint. These are categorized according
to whether the complaint was claims related, service related,
underwriting .related, trade practices related, or other.
Monthly and year-to-date totals are provided. The Bureau also
generates a report showing the names of all companies and agents
that were subject to disciplinary action during the month. This
information is totaled for the year and provides the date the
action was taken, the type of action taken, the code section(s)
or rule .violated, and the subject of the violation.
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The Bureau actively carries out its role of providing public
education in the area of health insurance. The Bureau publishes
a "Virginia Health Insurance Consumer's Guide" as well as a
"Consumer's Guide to Insurance for Senior Citizens." The Bureau
also makes available other guides such as itA Shopper's Guide to
Long-Term Care Insurance" and itA Guide to Health Insurance for
People with Medicare." Consumers who have specific questions or
concerns with regard to Medicare, Medicaid, or nursing homes are
referred to the Social Security Administration, the Department
of Medical Assistance Services, or the Department for the Aging.
In addition, presentations are made on a regular basis to senior
citizen and other consumer groups. The Bureau serves as a
liaison with Area Agencies on Aging in cooperation with the
Virginia Department for the Aging. Information on Medicare
coverage, Medicare supplement policies, and long-term care
insurance is provided. Presentations are also given in
conjunction with pre-retirement seminars sponsored by the
Virginia Retirement System. Other organizations, such as the
Virginia Cooperative Extension Services ~nd various church and
civic organizations, also request the Bureau to conduct seminars
for senior citizens and others. Bureau staff is also available
to speak to any other groups which request information on health
insurance.
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DEVELOPHENT OF A HEALTH I:KSURAHCB HOTLI:NB

The final objective stated in the study resolution was to
consider the development of a "health insurance hotline" for
Commonwealth citizens by the Bureau or another state agency.
The state Corporation commission has, since 1978, provided an
in-state toll-free consumer hotline number (800-552-7945) which
is available to assist citizens who either need information or
who wish to file a complaint with reqard to any business
regulated by the state corporation Commisssion, including health
insurance. The Bureau of Insurance also has several direct
numbers, including one for the Life and Health Consumer Services
Section (804-786-7691). These numbers are distributed
throughout the Commonwealth in a number of different ways:

(1) Every health insurance policy delivered or issued for
delivery in the Commonwealth must contain the Commission's toll­
free hotline number for in-state calls as well as the Bureau's
direct number for out-of-state and local calls. The policy must
state that if the insured is unable to obtain satisfaction from
the company or agent, the insured may contact the Bureau of
Insurance. This information is required pursuant to Section
38.2-305 of the Code of Virginia.

(2) The Bureau pUblishes five consumer guides. These cover
automobile insurance, homeowners insurance, health insurance,
and life insurance, and one guide is designed for the specific
needs of senior citizens. Each of these consumer guides
contains the Commission's toll-free hotline number as well as a
direct number for the Bureau of Insurance for local or out-of­
state calls. Consumer guides pertaining to life and health
insurance issues list the direct number for the Life and Health
Consumer Services Section (804-786-7691). These consumer guides
are distributed to libraries across the state and are also given
to individual consumers or consumer groups who call or write to
the Bureau of Insurance requesting basic insurance information
or educational material.

(3) The Commission's toll-free number is also shown in the "Blue
Pages of Government Listings" in the C&P Telephone Directory.
This is listed under corporation commission in the state
government pages. The Bureau's direct number for the Life and
Health Consumer Services Section is also listed. This number is
shown under the heading ."Complaints" under Life and Health
Insurance.

(4) The State corporation commission has recently begun to
distribute a plastic, wallet-sized reference card listing
consumer assistance phone numbers at the Commission. The toll­
free hotline number is featured prominently on one side of the
card. These reference cards are being given to divisions within
the .State Corporation commission and to consumer~oriented state
agencies and citizen groups.
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The Commission instituted the toll-free hot-line number in
1978. In 1988, the Telecommunications Device for the Deaf (TOO)
was installed. The TOO system allows deaf, hard-of-hearing, or
speech impaired people to "talk" by telephone to hearing people.
The Commission's TDO number is (804) 225-3806.

In June, 1991, the state corporation commission automated
the toll-free hotline number to accommodate more in-coming calls.
The caller now hears a message which tells him he has reached the
state corporation commission and instructs him to press a certain
number depending upon the nature of his call. For example, if
his inquiry or complaint is related to life, health, accident, or
medical insurance, he is instructed to press 2. If he presses
that number, his call automatically transfers to the Life and
Health Market Regulation Division. If personal assistance is
needed or if the caller has a rotary dial, he is advised to
remain on the line and an operator will assist him.

Several enhancements to the current' automated system are
being planned for 1993. One enhancement will be made possible
through the utilization of Automatic Call Distributing (ACD).
One of the advantages of ACD is that the operator will not have
to depress a switch to answer a call. The operator will wear a
headset and will be able to hear a certain tone at which time the
caller will automatically come on the line. This will enable the
operator to answer more calls.

Other enhancements to the current phone system will include
the use of "speed dial" which allows certain numbers to be
programmed for easier and faster transfer by the operator. Also,
if the operator transfers a call to a number that rings busy, the
call will be "stacked" and the caller will be able to stay on the
line instead of having to call back. This is referred to as
"queuing."

In addition, improved technology through the use of
computerization will allow the state Corporation Commission to
monitor and evaluate the number of incoming calls so as to
better meet the needs of the citizens of Virginia.
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RECOKKENDATIONS

Develop.ent of a S1nqle Health Insurance C1a1.8 Pora

Based on the findings contained in this report, the Bureau
of Insurance recommends that accident and sickness insurers,
health maintenance organizations, health services plans, and
dental and optometric services plans be required to accept
certain standardized claims forms but that they be allowed to
accept other claims forms as well.

Under this proposal, accident and sickness insurers, health
maintenance organizations, health services plans, and optometric
services plans would be required to accept the HCFA-1500 claims
form (or its successor) as a standard claims form for physician
services and for services provided by chiropractors,
audiologists, speech pathologists, clinical nurse specialists who
render mental health services, physical therapists,
psychologists, clinical social workers, professional counselors,
podiatrists, optometrists, and opticians. Payors would not be
prohibited, however, from accepting other claims fo~s if the
provider and the payor agreed upon a different claims form.

For hospital services rendered, accident and sickness
insurers, health maintenance organizations, and health services
plans would be required to accept the UB-82 claims form (or its
successor), but they would not be prohibited from accepting other
agreed-upon claims forms.

For dental services rendered, accident and sickness
insurers, health maintenance organizations, health services
plans, and dental services plans would be required to accept the
ADA form prepared by the American Dental Association, but another
claims form considered acceptable by both parties could also be
used.

Because there does not appear to be a national standard form
already developed for use by pharmacists, the Bureau does not
recommend establishing a pharmaceutical claims form that would be
unique to Virginia. The Bureau recommends that the standardized
format which is being developed by the ,American National
Standards Institute to facilitate the electronic submission of
claims be used by all insuring entities as soon as the ANSI X12
837 Health Care Claim Transaction form has been adopted. This
form will be available for use by hospitals, physicians,
dentists, pharmacists, and other health care providers.
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Proposed Language

The Bureau recommends that the following language be
incorporated as a new section under Chapter 3 of Title 38.2 of
the Code of Virginia to become effective on and after January 1,
1994:

538.2-322. Standardized Claims Forms. A. No accident and

sickness insurer, health maintenance organization, health

services· plan, or optometric services plan licensed in the

Commonwealth shall refuse to accept, as a standard claims fOrm

for physician services or for services provided by

chiropractors, optometrists, opticians, professional

counselors, psychologists. clinical social workers,

podiatrists, physical therapists. clinical nurse specialists

who rend~r mental health services, aUdiologists, and speech

pathologists. the standardized HCFA-1500 health insurance claims

form, or its successor as it may be amended from time to time.

However. nothing in this section shall prohibit an insurer.

health maintenance organization, health services plan. or

optometric services plan from accepting any other claims form.

8. No accident and sickness insurer, health maintenance

organization. or health services plan licensed in the

Commonwealth shall refuse to accept as a standard claims form

for hospital services the standardized U8-82 claims form, or its

successor as it may be amended from time to time. However,

nothing in this section shall prohibit an accident and sickness

insurer, health maintenance organization. or health services

plan from accepting any other claims form.

C. No accident and sickness insurer. health maintenance

organization. health services plan. or dental services plan
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licensed in the Commonwealth shall refuse to accept as a

standard claims form for dental services the standardized ADA

form prepared by the American Dental Association, or its

successor as it may be amended from time to time. However,

nothing in this section shall prohibit an accident and sickness

insurer, health maintenance organization, health services plan.

or dental services plan from accepting any other claims form.

D. The forms specified in this section may be modified as

necessary to accommodate the transmission and administration of

claims by electronic means.

Disclosure of Payors' criteria to providers and Consumers and
Bstablishment of an Appeals Process for the Denial of Claims

pisclosure of Payors' criteria to Providers and Consumers

In performing this study, the Bureau strove to determine
whether criteria used in payors' case decision making should be
disclosed to providers and consumers. It should be emphasized
that the type of disclosure this ~tudy and recommendation
contemplate is the disclosure of all criteria, and not disclosure
just for denials of claims on a case-by-case basis.

The Bureau of Insurance is unable to recommend that the
Commonwealth of Virginia require disclosure of criteria used in
payors' case decision making to providers or consumers. The
bases for this recommendation are as follows: (i) such criteria
are considered to be proprietary; (ii) most private review
agents, insurers, health services plans, and health maintenance
organizations that responded to our surveys use criteria. for
"screening" and not for making utilization review
determinations: (iii) many of the insurers, health services
plans, health maintenance organizations, and private review
agents that responded to our surveys are prohibited from
disclosing criteria by contractual terms imposed by the
marketers of the criteria; (iv) many respondents use criteria
that are computerized and which, consequently, may be difficult
to disclose: (v) neither URAC, The Guidelines for Concurrent
Review, nor The Guidelines for Conduct of Prior Authorization
Programs recommend that such criteria be disclosed: (vi) a re­
quirement by the Commonwealth for the disclosure of criteria
would not apply to self-insured single employer plans subject to
ERISA laws: and (vii). none of the states r~viewed require
di~closure to providers or consumers of the criteria used in
payors' case decision making.
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with respect to the Institute of Medicine's Committee on
Utilization Management by Third Parties' recommendation that
criteria should voluntarily be disclosed because providers and
patients should know the basis for utilization review decisions,
the Bureau would point out that most insurers, health services
plans, health maintenance organizations, and private review
agents responding to our surveys do not use criteria for making
utilization review determinations but instead use criteria for
screening.

Appeals Process for the Denial of Claims

The Bureau recommends that insurers, health services plans,
and health maintenance organizations that make prospective or
concurrent utilization review denials should be required to have
an appeals process for the appeal of these denials if the
insurer, health services plan, or health maintenance organization
makes the utilization review determination for its own insured,
member, SUbscriber, or enrollee. If an entity external to the
insurer, health services plan, or health maintenance organization
makes the utilization review determination, then Insurance
Regulation Number 37, Rules Governing Private Review Agents,
requires that the private review agent provide an appeals
process. A number of the states reviewed have a requirement
similar to that recommended here. The Bureau believes that given
the differences of opinion regarding what constitutes medically
necessary or appropriate care, an appeals process would be
beneficial. The Bureau does not recommend requiring an appeals
process for retrospective review at this time. Since
retrospective review would not result in withheld or delayed
care, other mechanisms, such as the court system~ already exist
to handle disagreements of this nature.

The Bureau, therefore, recommends that the General Assembly
consider amending the Code of Virginia to require that insurers,
health services plans, and health maintenance organizations that
make prospective or concurrent utilization review decisions must
make available on appeals process for the appeal of these
adverse decisions. "Adverse decision" means a utilization
review determination that a health service given or proposed to
be given was or is not necessary, appropriate, or efficient when
such determination may result in non-coverage of the health
service.
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Development of a Consumer Guide for Small Businesses

The Bureau concludes that it would be advisable to develop a
guide to assist small businesses. A draft of a potential guide
is included as Appendix E of this report. The final content of
this document will be subject to further review. Additionally,
changes instituted pursuant to other health insurance studies
conducted in 1992, as well as resulting 1993 legislative
changes, should be included in the guide that is distributed to
small businesses.

Bandlinq o~ Provider and Consumer Pro~lems and CODcerns

The Bureau's Life and Health Consumer Services Section
handles provider and consumer problems and concerns related to
health insurance. Complaint data is collected and analyzed on a
monthly and yearly basis. within the next few years, a new
computer system will be phased in. This will allow for more
detailed tracking and analysis of complaint data and other
trends. The Bureau conducts seminars and makes presentations to
groups who request information or who have special needs related
to health insurance. Consumer guides are also made available to
the pUbl~c. Because of its role in providing pUblic education
and citizen protection and because of the periodic reviews it
conducts to analyze the complaints it receives, the Bureau
recommends no changes at this time in the way it collects,
analyzes, interprets, and evaluates provider and consumer
problems and concerns related to health insurance.

Development of a Health Insurance Hotline

The state Corporation Commission makes an in-state, toll­
free hotline number available to the pUblic through which
insureds can call the Bureau's Life and Health Consumer Services
Section to register a complaint or to d~scuss a problem related
to health insurance. This toll-free number and the Bureau's
direct number are widely distributed. Several enhancements to
the phone system have already been made and several more are in
the planning stages for 1993. The Bureau reoommends against the
development of an additional health insurance hotline since both
a Commission toll-free hotline number and a Bureau direct number
already exist.
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SENATE JOINT RESOLUTION NO. 120

Requesting the Bureau of Insurance to considttr the Common-wetzlth'$ role in providing
public education and citizen protection in issues surrounding health care insurance.

Agreed to by the Senate, February 11, 1992
Agreed to by the House of Delegates, February 21, 1992

WHEREAS, citizens and consumer groups have voiced concerns to the Commission on
Health care for All Virginians regarding health care insurance; and

WHEREAS, the 1991 study of the Board of Health Professions of managed health care
systems raised consumer protection issues; and

WHEREAS, the number of uninsured and underinsured Virginians who lack basic bealth
insurance to their medical needs continues to grow; and

WHEREAS, small businesses in the Commonwealth are more likely to not provide
insurance, and in many cases lack the knowledge and skills to choose the appropriate
bealth insurance plan for their employees; nowt therefore, be it

RESOLVED, by the Senate, the House of Delegates concurring, That the Bureau of
Insurance be requested to consider the role of the Commonwealth in providing pubttc
education and cmzen protection in issues surrounding health care insurance.

In its deliberations the Bureau should include, but not be limited to. a consideration of:
J. Development of a single claims form for all health insurance systems in the

Commonwealth;
2. Regulatory oversight of the disclosure of criteria used in payors' case decision

makIng to providers and consumers, and an appeals process tor denial of insurance claims;
3. Development of a consumer guide for small businesses to assist them in purchasing

health insurance;
4. The role of the Bureau of Insurance in the collection, analysis. interpretation, and

evaluation of provider and consumer problems and concerns related to health insurance:
and

5. Development of a "bealth insurance notline" for Commonwealth citizens by the
Bureau or another state agency.

All agencies of the Commonwealth shall provide assistance to the Bureau for this work
as appropriate. ,

Tne Bureau of Insurance sball report its findings and recommendations by September 1,
1992, to the Commission on Health care for All Virginians, the Governor and the 1993
General Assembly as provided in the procedures of the Division of Legislative Automated
Systems for tbe processing of legislative documents.
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25. FEDERAL TAX I.D. NUMBER SSN EIN 26. PATIENT'S ACCOUNT NO. 27. ACCEPT ASSIGNMENT? 28. TOTAL CHARGE l~' AMOUNT PAID 30 BALANCE DUE
(For govt.c1C11ms. see back)

DO DYES 0 NO S $

31. SIGNATURE OF PHYSICIAN OR SUPPLIER 32. NAME AND ADDRESS OF FACILITY WHERE SERVICES WERE 33. PHYSICIAN·S. SUPPLIER'S BILLING NAME. ADDRESS. ZIP CODE
INCLUDING DEGREES OR CREDENTIALS RENDERED (If other than I'IOmeor office) & PHONE :I
(1certify that the statements on me reverse
applv 10 this bill and are made a part thereof.)

IGRP#
I,..

SIGNED DATE p,~

(APPROVED BY AMA COUNCIL ON MEOICAl SERVICE 8188) PLEASE PRINTOR TYPE
FORM HCFA-1500 (12'90)
FORM OWCP·1500 FORM RRB-1S00



APPROVED OMB NO. 0938·0:.179
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• FEDERAL TAX NO.
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UB·82 HCFA·1450 PAYER COPY ~ATNEX •DATE



FORM APPROVEO
OMS NO 0938·0008

PATIENT'S REQUEST FOR MEDICAL PAYMENT

IMPORTANT-SEE OTHER SIDE FOR INSTRUCTIONS
I PLEASE TYPE OR PRINT INFORMATION MEDICAL INSURANCE BENEFITS SOCIAL SECURITY ACT

NOTICE: Anyone who misrepresents or falsifies essential information requested by this form may upon conviction be subject to fine and rrncnsonment under
Federal Law. No Part B Medicare benefits may be paid unless this form IS received as required by existing Jawand regulations (20 CFR 422.510)

(---)

Telephone Number
(Include Area Code)

SEND COMPLETED FORM TO:

[

(Middle)

I

Patient's Sex

I
D Male
0 Female

.. D
Patient's Mailing Address (CiW, State. Zip Code)
Check here if this is a new address ------~

Name of Beneficiary trom Health Insurance Card
(Last) (First)

Claim Number from Health Insurance Card

2 I I I I I I I I I I

3
(Street or P,O. Box - Include Apartment Number)

3b

(City) (State) (Zip)

Describe the Illness or Injury tor which Patient Received Treatment Was condition related to:
A. Patient's employment

eYes C No
4b

4

8. Accident
[] Auto Cather

C NoDYes

Was patient being treated with
chronic dialysis or kidney transplant?

4c

a. Are you employed and covered under an employee health plan? [J Yes C No

b. Is your spouse employed and are you covered under your spouse's employee
health plan? DYes o No

5

c. If you have any medical coverage other than Medicare. such as private insurance. employment related insurance, State Agency
(Medicaid), or the VA, complete:
Name and Address of other insurance. State Agency (Medicaid). or VA office

Policy or Medical Assistance No.

Policyholders Name:

NOTE: If you DO NOT want payment information on this claim released. put an (X) here ~ 0
I AUTHORIZE ANY HOLDER OF MEDICAL OR OTHER INFORMATION ABOUT ME TO RELEASE TO THE SOCIAL SECURITY ADMINISTRATION
AND HEALTH CARE FINANCING ADMINISTRATION OR ITS INTERMEDIARIES OR CARRIERS ANY INFORMATION NEEDED FOR THIS OR A
RELATED MEDICARE CLAIM. I PERMIT A COPY OF THIS AUTHORIZATION TO BE USED IN PLACE OF THE ORIGfNAL. AND REQUEST PAY·
MENT OF MEDICAL INSURANCE BENEFITS TO ME.

Signature of Patient (It patient is unable to sign, see Block 6 on reverse) Date signed

6 6b

IMPORTANT
ATTACH ITEMIZED BILLS FROM YOUR DOCTOR(S) OR SUPPLIER(S) TO THE BACK OF THIS FORM

Form HCFA.l490S eSC)(2-87) DEPARTMENT OF HEALTH AND HUMAN SERVICES-HEALTH CARE FINANCING ADMI~ISTRATION



Dental Claim Form
Check one: Carrier name and address
o Dentist's pre--treatment estimate

o Dentist's statement of actual services

pi 1. Patient name 2. Relallonship 10 amplOyee 3. Sex ... ~lienl blrthela'e 5. " lUll lime SIUaenl
AI IlrSI m.i. lasl m f MM DO YYYV school
TI 0 self 0 chiles

I , I
-

I I 0 spouse 0 other crty
EI
N
T 6. Employee/subscriber nOime 7. EmplOyellisubscriber 8. Employee/subscribe, 9. Employer I company, 10. Group number

C
and ma,"nll aOdress SOC. sec. or I.C. number birlhclOile name anO address

0 104M DO VVyy
V
E

1 IR
A
G 11. Is patient covered by another 12-a. Nam. and address 01 c:arrier( s) 12-b. GrouP ne.ts) 13. Name and address 01other employer(s)
E dental plan?
I .. yes .~ no
N CI yes. complete 12-a.
F
0 Is patient coyere<! by a medical
R plan? . yes 'no
M
AI '4-a. Employee/subscriber name ".b._be'l 14-c. Employee/sllllscriber 15. RelationslllD 10 patient
TI (il aillerent than Dah.nrs) sec, sec. or 1.0.number bit1ltdate
I I 104M

I
DO

I
Vyyy CI sell CI parant

~I CI spouse 0 OIlier

I have "v'ew.c' tIM 'ollow'" t,..'-t ........ auth.tz. ral__ of an,. Int_tloft I ....Ity ....hori.....~I of Ih............fIt. ot,,--'_ ..,.a"" I. me dlrectl, to the,
"'atln,, I. Ih•• claim. I uncle,............. I a'" ...-pon...... 'ew all c_t. 0' deftt4I• .,..t_t. ....ow ..-d donlal ontlty.

... ~

Signed (Pallent. or parent if minor) Oat. Signed (Insur.d person) Dale

81
16. Name 01Billing Oenll$t or Dental Entily 24. Is tr.almanl resll" No Yes II yes. enler brie' dueriplion and dalas.

01occupational
illness or injury?

tl 17. Acldress where payment should be remitted 25. Is tr.atment resull

LI
01auto acciclanl?

I I
N I City, Stale. Zip 26. Other accident?

:1
£.
N! 18. aentlst Soc. Sec:. or r.l.H. 19. De"llstllce"se no. I 20. Oen',s' phone no. 27. II prosthesis. is !his (II no, reltson "'or replac.mentl I 28. Dcue01poorT j initial placement? placement
I
S f

T

I
21. First visit dale I 22. Place ottrea1menl I 23. Radiographs or INo resIHow 29. Is trealment for II sarvices alr.eely Date appliances Mos. trealment

current se,.es Olliee Hosp,· ECF Ollter mOdelS enclosed? many'? or1hoclonfi<:s?

I
commenced plaCed remaining

1 I I enle,:

toentily miSSIng leeCh with -x" 30. Examination and treatment plan - Lisl in order 1rom 100111 no. 1 through tDOlhno. 32 - Usechalling syslem sllown. For
administrative

FACIAl ToolII Surface Description 01service Date se,vlce P,ocedure Fe. use only, or (InCluding x-raY', prophylaxis, male,•• ,s usea• • re.) perform.d number

i\
lener Mo. Day Ve"

~1 I I I
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I I I
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I
31. Remarks tor unusual services

I

I

I

1

I hereoy certify th.llhe procedur.. aal"dlcal" by dele b... been c:_~et"..nd Ill•• tbe 'Ha .ubml"'" Total Fee I
al'. the .elu.' 'H. I h.... d1.rved and Intend 10 collect '01' tho•• proc.d...... . Charged

I
~

Signed (Treallng Dentist) License Number Dale Max. Allowable

Deductible ..,
Carrier %

CAmerican Dental Association, 1990 Carrier payS

J510 Patient payS

-
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ASC X12-ELECTRONIC DATA INTERCHANGE (EDI)
Accredited Standards Committee
oparatmq under the procedures of the
American National Standards Institute

Document No..

JUly 3, 1992

Ms. Joarme scott
Bureau of .IDsurcmce
P.o. sax 1157
Ric1'l!lond, VA 23209

Dear Jfs. SCott:

X12N Insurance Subcommittee
Lee Barrett - Chairman

The Travelers
One Tower squara- 5 FP
Hartford, CT 06183

TEL: 203 2n·7&47 FAX: 203 277·2107

In accordance' with your request to Lee Barrett, eDC10sed please fiDd a
copy ot Bealth cam Claim TrarJsaction 837.

Please let me tDcw it you Deed further infozmatian.

Sincerely,-t1 ..
~th-~
H:iJte BraddoD
203 277-9389



.837 Health Care Claim

HEALTH CARE CLAIM· 837

FUNCTIONALGROU~HE
ThisDraftStandardforTrial Usecontains theformatandestablishesthe data contents
of the Health Care Claim Transaction Set {837} for use within the context of an
Electronic Data Interchange (EDI) environment. This standard can be used tosubmit
health care claim billing information from providers of heaJth care services to payers,
either directlyor via intermediary billersandclaims clearinghouses. It can alsobe used
to transmit health care claims and billing payment information between payers with
different payment responsibilities where coordination of benefits is required.
Forpurposes of thisstandard, providers ofhealth careproductsor servicesmay include
entities suchas physicians. hospitals andothermedical facilitiesor suppliers, dentists,
andpharmacies. Thepayerreferstoa thirdpartyentity thatpays claims oradministers
the insurance productor benefit or both. For example, a payer may be an insurance
company, health maintenance organization (HMO), preferred provider organization
(PPO), govemmentagency(Medicare. Medicaid. Civilian Healthand MedicalProgram
of the Uniformed Services .(CHAMPUS), ete.). or an entity such as a third party
administrator (TPA) or third party organization (TPO) that may be contracted by one
of those groups.

LOOPAEPEAT

1000110 NTE

LOOP REPEAT

2000l100! NTE
I
I

2010/2 i INTE

t

i

3



837· HEALTH CARE CLAIM

045 SeR Subscriber Information M 1 21001999991 NTE
050 DTP Date or Time or Period 0 5

055 NM1 Individual or Organizational Name 0 1 2110/,tO, ;NTE
060 N2 Additional Name Information 0 2

065 N3 Address Information 0 2

070 N4 Geographic Location 0 1

075 DUG Demograchic Information 0 '1

oao PER Administrative Communications 0 2
Contact

085 REF Reference Numoers 0 5

080 PAT Patient Information M , 22001991

095 NM1 IndivlQuai or Organizationai 0 1 22101101 NTE
Name

100 N2 Additional Name Information 0 2

105 N3 Address information 0 ~•
'110 N4 Geographic Location 0 1

115 DUG Demograpnic information 0 1 1

120 PER Administrative Communications 0 2
Contact

125 REF Reference Numbers 0 5

130 CLM Health C:aim M '1 230011 00 i
135 DTP Date or Time or Period 0 40

140 CL1 Claim Codes 0 1

145 DN1 Orthodontic lni~rmation 0 1

150 DN2 Tooth Summary 0 35

155 PWJ( PaperworK 0 10

160 CN1 Contract Information 0 1

165 DSB Disability Information 0 1

170 UR Peer Review Organization or 0 1
Utilization Review

175 AMT Monetary Amount 0 40

180 REF Reference Numbers 0 10

185 K3 File Information 0 10 :NTE
i

190 NTE Note/Speciallnstruction 0 4 INTE
195 CR1 Ambulance Certification 0 1 !NTE

200 CR2 - Chiropractic Certification 0 1 i
I I

205 CR3 Durable Medical Equipment 0 1 I

Certificaticn !

210 CR4 Enterai or Parenteral Therapy 0 3
Certification

215 CR5 Oxygen Therapy Certification 0 1

220 ·CRC Certification Conditions 0 3

225 PC Procedure Codes 0 25

4 TRANSAcnON SET DEVaOPMENT • 2 JUNE 1992



HEALTli CARE CLAIM· 837

230 AM1 Informational Values 0 25

235 CO2 Multi·varuec Characteristics 0 30

240 QTY Quantity 0 10

245 LS Lecc Heacer 0

250 NM1 !ncivlcuat or Orgamzational c 1 2310/91 NTE
Name

255 PRV ?-ov~cer Information 0 1

260 N2 ACdlt:cr.al Name Intormation 0 2

265 N3 Adcress Information 0 2

270 N4 :;ec~raonlc Location 0 1

275 PER Acr~m~lstrative o 2
:orr.~L,;nications Cor-tac:

280 l..E Loco Tralier 0 1

285 LX ASSlgr.ec NumDer 0 2400/10000i NTE

290 SV1 ?-ctess.onal Service 0 1

295 SV2 Institutional Service 0 1

300 SV3 Dental SeNiee 0 1

305 SV4 Drug SeNlce 0 1

310 UN :lem Icentrfication 0 1 24101101 NTE
315 CTP ?-:c:r:g Information 0 1

320 SV5 Durac.e Meolcai Equipment 0 1
SeMce

325 SV6 Ane5t~esla Service 0
330 SV7 DrugAc!udieation 0

335 CD2 Muttl- 'Jaiueo Characteristics 0 5

340 PWK Paoerwork 0 10

345 CR1 Amcular.ce Certification 0 1 ;NTE

350 CR2 Chiropractic Certification 0 5

355 CR3 Duraoie Medical Equipment 0 1
Certification

360 CR4 =~teraJ cr Parenteral 0 3
Theracy Cartification

365 CRS Oxygen Therapy Cenificat:on 0 1

370 esc Ca~:T:cation Conditions 0 3

375 DTP Date or "Time or Period 0 15

380 QTY Quantrty 0 5

385 eN1 Contrac: Information 0 1

390 REF Referer:ce Numbers 0 10
395 -AUT Monetary Amount 0 15

400 K3 File In'icrmation 0 10 NTE
405 NTE Note,Soec:ai Instrudion 0 10 INTE
410 PS1 Purchase Service 0 1

415 1.5 Loco Header 0 1

TRANSAcnON SET DEVELOPMENT· 2 JUNE1992 5



837 • HEALTH CARE CLAIM

420 NM1 lncivrcual cr 0
On;anizatlonal Name

425 PRY P~ovlcer Information 0

430 N2 Acciticnai Name 0
!ntcrmanon

43S N3 Accress Information 0

440 N4 Gec~raOhic Location 0

445 PER Acrrurustrative 0
Communications Contact

450 LE Lccc ;~alier 0

455 LS Lcco Neacer 0

460 NM1 inCIVlc:.oSJ or Organizational 0
Name

465 N2 Aaci~:or.al Name InformatIon 0

470 N3 Aacress information 0

475 N4 Gec;racnlc Location 0

480 PER AamInI$Uat1V8 0
C~mmunications Contact

ASS SBR Suosc::oer Information 0

490 CA1 C:alm ~c!uoication 0

495 AUT Monetary .'~mount 0

sao DMG Der.-:c;racnic Information 0

505 DTP Date cr Time or Perloe 0

510 REF Reierer.ce Numbers 0

515 LE Lcec Traiier 0

520SE Transaction Set Trailer M

Notes & Comments - Table 1

1

1

2

1

2

,

I ~ ,

24201101
! ~

! ,

i

:NTE

POS._NO.__TV_P_E_ TEXT~ _

020 NTE Loop 1000 ccntams sl.:omitter and receiver information. If any intermediary receivers cnange or aee

eata in any way. :l"ler. ::-:ey add an occurence to the ICOD as a form of identification. T!'1e aeeee looe
ccearence must oe :r.e .ast oc=urence of the Joep.

6 TRANSAcnON SET DEVELOPMENT • 2 JUNE 1992
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HEALTH CARE CLAIM. 837

Notes & Comments - Tabje 2
POS.
~.....!!!!- ;.;TEX'T:;;.;..;.. _

005 NTE A sample 01 the overali structure ot Taole 2 of the 837 Transaction Set is:
2000 PROVIDER (Billing P:,ovider)
2100 SUBSCRIBER
2200 ?ATrENT
2300 CLAIM
2400 SERVICE L1NE{S)
2500 INSURANCE
2300 C:.AIM
24100 SE~VICE LlNE(S)
2200 PATIENT
2300 CLAIM
2400 SERVICE L1NE{S)
2500 INSURANCE
21 CO SUBSCRIBER
2200 PATIENT

2300 CLAIM
2300 CLAIM
2000 PROVIDER {Billing Provider)
2100 SUBSCRIBER
2200 PATIENT
2300 CLAIM
2400 SE~V!CE lINE{S)
2500 INSURANCE
2100 SUBSCRIBER
2200 PATIENT
2300 CLAIM

015 NTE Loop 2010 contains providerinformation:
• Billing Provider lnfcrmation
• Pay-To Provider

04S NTE Loop 2100 contains information aboutthe subscriber of the current insurance carrier.

OSS NTE Loop 2110 comains nameand address informationtor:
• Subscriber
• Subscriber's CiJrrent Insurance Carrier
• Subscriber's Sc~ooj or Employer

095 NTE LOCD 2210 contains i"Iame and address informationfor:

• Patient
• Patient's Legal Representative
• Party Responsiblefor the Patient

185 NTE The K3 segmentcontains iniormation specific to any Federal, Stateor Planchanges.

190 NTE The NTE segment contains diagnosisdescriptiOn intormationana certification narrative Iniormatlon.

195 NTE The CR1 through CAS and CRCcertificationsegmentsaopear on boththe claim level ana the service
line level because certifications can be submitted fer all serviceson a claimor for incivldual services.
Cerfication informaticn at the Claim levelapplies to all servicelines of ~he claim, unless overriddenby
certification informat:cnat the service line level.

250 NTE Loop 2310 contains iniormation aboutthe provider rendering the service(s). This crevicer name and
address information will applyto all service lines of the claim, uniessoverridden by provider
iniormation at the service line level.This informationcan also be facility identification informationor
oxygen therapy facility information.

TRANSAcnONSETDEVELOPMENT·2JUNE'H2 7



837 • HEALTH CARE CLAIM

Notes & Comments - Table 2

NTE

NTE

NTE

NTE

NTE·

460

400

405

420

490

POS.
_NO_. _T'I'_'_E_ ....;TE.XT~ _

285 NTE LOOD2400 contains Service Line information.

310 NTE Loop 2410 contains comoouno drug components. cuantrnes ane prices.

345 NTE The CR1 through CRS ane CRe certification segments acpear on both the ciaim level anc the service

line jevel because cenmcancns can be suomrtteo for ail services on a claim or for :naivlc:,;al services.

Certification intorr~atIO:'1 at the claim ievel acplies to ail service lines of :r.e claim. unress overndden oy

certification inrcrmanon at me service line level.

The K3 segment ccntams information specific to any F9ceral, State. or P!an changes.

The NTEsegment ccrrarns cenification narrative information.

Loop 2420 ccrnainsr-tcrrnanon about the orovicsr reneering the service oetaiieci on ~~e service jine.

These segments cvernce ,he Information in the clalm-ievel segments (within ~ooc 23~ Ci..f :he entity

identifier codes :n sac:": segment are the same. This information can also oe eurenasec service

;ntcrmatlon or oxyger: :neracy facility information.

Loop 2500 contains .nsuranca information about:

• Paying and Other insurance earners for that Sucsc:"lcer

• Subscriber of the Other Insurance 'Carriers

• Senool or Emcloyer information for that Subscriber

• Segments NM1 - N4 contain name and address information of the insurance carriers ~eterenceci in

the aoove note.

'The CA1 segmem ccntams crossover data.

B TRANSAcnON SETDEVElOPMENT • 2 JUNE1992
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MID-ATLANTIC MEDICAL COUNSEL

NEIC PARTICIPATING PAYORS
14-Feb-92

Acotdis Benefits of Florida

Aetna Health Plans - PPO

Aetna Life &: Casu:Jlty Comp:my

American Genera} Group

American Healthnet - Texss

American Postel Workers Union (APWU)

Enthem-FJorida Health Network

Anthem Group Services

Anthem Health Plan

Anthem Life Insurance

Benefit Trust Life Insurance Company

CIGNA (Connecticut Genera! Life)

CIGNA Health Plan - HMO

CNA Insurance Companies

CNA Mai/handlers

Confederation Life Insurance company

Confed Admin Services Inc

Connecticut General Life Insurance

EBA - Employee Benefit America

EQUICOR (CIONA)

Florid» Health Network

General American Life Insurance Company

Georga Power Co.

Great Southern Life (Modern American Life lnsur/lnce Company)

Great- Western Life Assurance Company ofAmeriCil

The Guardial Life Insurance Company ofAmerica

Gulf Group Services

HeN - Health Csr« Network - Milw:lUkec

Health Economics Corporation

Health Net - California

He:Jlth Net - Ksnsas City, Mo

-Heslthpoint Corporation

Healthy Choice

ICH Corporation

John Hancock Mutual Life Insurance Company

John Hancock Health Security Program

John Hancock Preferred Health PLan

Liberty Life Insurance Compnay

Life Insurance ofGeorgia



NEIC PARTICIPATING PAYORS - CONT.

Med Connect> Chicago

Metropoliun Life Insurance Company

Modern. American Life Insurance Company

Mutual ofOmaha Insurance Company

Mutually Preferred

The New England

New York Life Insurance Company

Pacific Mutual Life lnsursnce Company
Pacific Hulth Systems

Philadelphia American Life Insurance Company

The Phoenix

Phoenix Mutual Life

PMG

Pcferred One - Minneapolis

Princip;ll Financial Group (formerly Bankers Life ofIowa)

Principal Mutual Life Insurance Company

Provident Life snd Accident Insurance Company

Provident Life lind Accident insurance Company ofAmerica

Provident Life and Casualty Insurance Company

Prudential Life Insurance

Sagamore - South Bend Indiana

SJnus - 51. Louis, Missouri

S:Jnus PPO
Stale Mutual Life Insurance Company ofAmerica

The Tnvelers

United Benefit Life Insurance

United ofOl1UJha



APPENDIX E



DRAFT

A Guide to Health Insurance
For Small Employers



I. INTRODUCTION

There are different ways to insure your employees for
sickness or injury. Many types of health insurance are
available at differing prices. Some policies pay most of the
cost of health care bills for any serious injury or illness.
others pay only some of the bills or only for certain injuries
or illnesses. Some policies pay an amount directly related to
the actual health care costs. Others pay a set amount for each
day of hospitalization without regard to the actual bill.
Health insurance should be carefully selected to make sure that
it adequately protects the needs of the insureds.

This guide has been developed to assist the small employer
in making decisions about health insurance for his business. A
small employer is defined in the Virginia Insurance Code as one
with at least two unrelated employees but less than 50 employees.
The majority of the employees must be living in Virginia.

Group health insurance covers a number of people under one
policy. The group policy is issued to the group policyholder to
cover the members of the group. A group policyholder is usually
an employer, a labor union, an association, or other
organization.

There are a number of advantages to obtaining group
insurance for your employees. Usually the premium paYments for
group insurance are lower than for an individual policy because
insurance companies can administer group plans more economically.
An insured person's dependents are often eligible for coverage
under the group policy.



II. TYPES OF POLZCIBS AND BBBBFITS

A. Basic Xedical Expens. Insurance
(Hospital/Xedical/surgioal Insurance)

Hospital insurance usually pays for some portion of the
hospital room and board. It may also pay some expenses for
other hospital services such as operating room use, laboratory
tests and x-rays.

Medical/surgical insurance pays a benefit for surgical
operations (either in the hospital or doctor's office) and may
also pay benefits for fees for the assistant surgeon and
anesthesiologist. It also pays benefits for the doctor's fee
for in-hospital medical visits when someone is hospitalized for
medical care other than surgery.

Most bas~c policies have time a~d dollar limits on
benefits. For example, a policy may pay $150 per day for
hospital room and board for 31 days. Or, a policy may pay a
fixed percentage (say 80%) of all covered hospital costs for a
stated number of days.

Payments for surgical expenses are usually based on a
surgical' fee schedule so that a stated amount is paid for a
specified operation.

Some polices may provide for the payment of "usual,
customary, and reasonable" charges. This means that the company
can determine what it will pay for a service.

B. Major Medical Insurance

Since all basic policies stop paying benefits when certain
time limits or dollar limits are reached, major medical policies
provide additional protection against the high costs of serious
or continuing illnesses and injuries.

These policies usually provide broader coverage than basic
policies. They may cover the costs of blood, drugs, and out of
hospital costs, such as doctors' visits. Benefits are paid
longer, and dollar limits are higher in comparison to basic
policies.

Major medical policies usually have a yearly deductible (an
amount tha~ the insured individual must pay before the insurance
company begins paying benefits). Then they usually pay 80% of
covered expenses above the deductible. The insured individual
pays the remaining 20% under a participation clause (sometimes
called a co-insurance or co-payment clause).



After the insured individual has paid a stated amount under
the participation clause, some policies pay 100% of any
remaining covered expenses.

Many companies offer polices that combine basic and major
medical plans into one policy. These policies are often called
comprehensive policies.

C. Limited Handated Benefit Policies

Recently the Virginia General Assembly passed legislation
that allows a policy to be sold to individuals and groups with
less than 50 employees, that does not include all of the
statutorily required benefits that other medical, surgical and
major medical contracts must include. Those contracts are
sometimes referred to as "limited mandated benefit contracts."
The cost of this type of contract is generally lower than for
other contracts.

Your group would have to have been without coverage for
twelve months or the entire time your group has been in
operation if you have not"been in business 12 months to be
eligible for this coverage.

The'policy must include basic levels of primary, preventive
and hospital care. The policy must include at least the
following:

o 30 days of inpatient hospitalization coverage each
year

o Prenatal care

o Obstetrical care

o Well-baby and well-child care

o At least two physician office visits per calendar year
for primary and preventive care.

The policy is not required to directly reimburse each of
the provider categories included under other medical surgical
contracts. It is not required to include coverage for mental,
emotional or nervous disorders or alcohol and drug dependence.

There are a few companies offering this contract in Virginia
at the present- time. You can obtain more information about each
company's contract from the company or agent.

It is important to remember that the coverage is limited.
However, depending on your employees and your company's
financial situation it,may be a viable option for you.



D. Dental Insurance

You might consider providing dental coverage to your
employees in addition to basic medical expenses and major medical
coverage.

Dental insurance provides coverage to help pay for routine
dental care and dental injuries. It is usually offered as group
insurance.

Benefits include the payment of reasonable costs for
preventive services such as routine examinations and cleaning of
teeth. For fillings, x-rays and other general services, plans
usually pay 80% of the reasonable cost for the service; the
insured pays the rest. For other restorative services (such as
crowns and dentures) plans usually pay half of the reasonable
costs and the insured pays the rest. Some plans also pay
orthodontic benefits.

B. Alternate "'Type. of Coverage

Small employers should shop carefully when looking for
health insurance. You can obtain coverage from any of a number
of 'companies operating in Virginia. You may be able to obtain
similar,coverage at a lower price if you shop around.

You can consider attempting to obtain coverage under a
traditional indemnity contract. Under these contracts the
insured individual is reimbursed a set percentage based on the
usual, customary and reasonable payment for the services that
are received. The individual insured can obtain medical
services from any doctor or other health care provider that
insurers are required to reimburse.

sometimes coverage may be available to your group through
another type of coverage. Preferred Provider Organizations
(PPOs) and Health Maintenance Organizations (HMOs) are different
from traditional indemnity insurance. Coverage may be available
to you through a PPO or HMO at a lower price.

Preferred Provider organizations (PPOs)

Preferred provider organizations (PPOs) are a relatively new
concept in health care. To form a PPO, an employer or insurance
company directly contracts with hospitals or doctors (the
preferred providers) to furnish services at rates that are lower
than usual. with a PPO, the individual insured is usually able
to choose any doctor or hospital, but if he does not go to a
preferred provider, he will have to pay more in the form of a
deductible and a copayment.

Health Maintenance organizations (HMos)

Health maintenance organizations (HMOs) are not insurance,
but are another way to provide for meeting health care costs.



HMOs are organized systems for health care that provide services
directly to members. (In comparison, insurance companies provide
reimbursement for health care services; and other types of
prepaid plans, such as Blue Cross and Blue Shield, contract with
hospitals and doctors to provide services.) Usually, BKO members
must receive health care services at the HMO facility or from the
BKO physicians.

An HMO provides or arranges for health care services such
as routine office visits, diagnostic tests (laboratory tests and
x-rays), hospital care, surgical care, emergency care, and
preventive services (such as check-Ups) for enrolled members and
their families who have paid a predetermined fee.

Some HMOs employ physicians who treat patients at an HMO
center. Other HMOs contract with groups of physicians or
individual physicians who maintain their own health center or
individual offices where they treat HMO patients.

Before joining aD BXO you should consider:

o What kinds of services are available from the HMO
compared to the services covered by your present
insurance policy or by a policy you are considering
buying?

o How much will you have to pay for the HMO as compared
to what you have to pay for the insurance plan,
including deductibles?

o Is the location-of the HMO facility or physicians'
offices convenient?

o Are your group members willing to use doctors chosen
by an HMO instead of doctors of their own choice?

o If members need emergency medical care when they are
out of town, will the HMO pay for the services?

You should also visit the HMO and ask any questions you have
on how it works.

F. MUltiple Employer Welfare Arrangements (KBWAs)

A MUltiple Employer Welfare Arrangement (MEWA) is defined
in Virginia to. mean any plan or arrangement which is established
or maintained for the purpose of offering or providing coverage
for health care services to the employees of two or more
employers, or to their beneficiaries. MEWAs, or MUltiple
Employer Trusts (METs) as they are sometimes called, have been
used for many years as a way for small employers to provide
health and welfare benefits to their employees. Basically, a
MEWA combines two or more employers into a large group for the
purpose of obtaining health care coverage on terms similar to
those available to large corporations. Generally, large groups



can purchase health care coverage at a lower price than small
groups. As a result, the premiums you pay to purchase health
care coverage may be affected by the size of the group involved.

In previous years there has been some confusion over the
extent to which state insurance regulation could be applied to
the operation of a MEWA. The confusion stemmed from a
"preemption" provision included in the federal Employee
Retirement Income Security Act of 1974 (ERISA). The
"preemption" provision appeared to limit the ability of the
states to regulate the operation of a MEWA. However, amendments
to ERISA· in 1983, clarified the ability of the states to
regulate the operation of MEWAs. Accordingly, since 1983,
MEWAs, regardless of their status under ERISA, are subject to
some level of state regulation.

The Bureau revised its regulation of MEWAs in 1992. MEWAs
are subject to all of the provisions of the Insurance Code.
MEWAs are now. required to be fully ins~red before they can
operate in Virginia unless the MEWA is licensed as an insurance
company, health maintenance organization, health services plan,
or dental or optometric services plan.

Even a fully insured MEWA must provide detailed information
to the Bureau before it can operate in Virginia. The
information must include proof that there is direct coverage of
all covered benefits by an insurance company licensed and in
good standing in virginia or that there is an arrangement or
provision of services on a direct basis for an HMO, health
services plan, or dental or optometric plan licensed in this
Commonwealth.

Many of the problems associated with MEWAs in the past are
addressed by Virginia's regulation. Prior to the clarification
of federal regulation, some MEWAs claimed exemption from state
regulation and operated with insufficient funding and inadequate
reserves. At some point in their operations across the country
a number of MEWAs have been unable to pay claims because of a
lack of funds.

Virginia's requirements that a MEWA be fully insured by a
company in good standing in Virginia or meet the requirements
imposed to be licensed as an insurer in Virginia were instituted
to provide protection to employers and their employees.

It is important to know if a MEWA is licensed to operate in
Virginia if you are considering joining one. Contact the Bureau
of Insurance before you make your final decision.

All states do not have requirements as stringent as
Virginia's. The MEWA could be operating in a state that
requires less protection for policyholders. Or, the MEWA could
be operating without meeting the requirements of any state.



Joining a MEWA may be attractive to you because of a lower
cost, but remember to ask questions about how long the MEWA has
been in operation and how many members they have and who those
members are. Try to get information from other members about
how their claims have been handled.

G. Limited Contracts

There are other types of policies that companies may offer
to you and your employees. These policies should not be expected
to pay for the majority of the costs for illnesses or injuries.
You may wish to allow your employees to decide for themselves if
they want any of the following types of coverage, in addition to
their major medical and basic medical expense coverages.

Hospital Confinement IDdemnity Insurance

Hospital confinement indemnity insurance pays a fixed amount
(an indemnity) per day, per week or per month when you must stay
in a hospital. The benefits paid are not based on your actual
expenses. You should use ·this type of policy to supplement
rather than sUbstitute for basic medical expense insurance
policies. Four types of limited benefit insurance are:

o Cancer and other specified disease insurance

o Skilled nursing home insurance

o Accident only insurance

o Intensive care insurance.

Cancer and other specified Disease Insurance

Specified disease insurance policies only pay benefits for
certain diseases, usually for cancer or health disease. Some of
these policies pay benefits based upon actual medical expenses
for treatment of the specified disease. others pay a certain
indemnity for hospital confinement and outpatient treatment for
the specified disease(s), or pay a one-timed fixed lump sum
indemnity benefit payment. Some policies provide a combination
of benefits.

Cancer policies pay benefits for the actual treatment of
cancer, and some policies may pay benefits for any other
conditions or-disease caused or aggravated by cancer or the
treatment of cancer.



Accident Only Insurance

Accident only policies cover death, loss of limb or sight,
disability, or hospital and medical care due to an accident.
They vill not pay benefita when you are sick. For example~ an
accident only pOlicy would pay benefits for a broken leg but
would not pay benefits if you had appendicitis.

ID~ensive Care Insurance

Intensive care insurance policies provide coverage only
while you. are in an intensive care unit (ICU) of a hospital.

Disabili~y Income Insurance

Disability income insurance pays a weekly or monthly income
benefit if you are disabled due to a covered injury or sickness.
This type of insurance can provide an income to partially replace
wages lost when a person is unable to work for an extended time.
Policies are available to cover disability due to an accident
only, or due to either accident or sickness.

Disability income policies have elimination periods before
benefits become payable. The elimination period starts after you
have become disabled for a covered disability. The longer the
elimination period, the lower the premium will be.

The period of time for which benerits are payable can also
vary considerably. Benefit periods may depend on whether the
disability was caused by accident or sickness. A short term
policy may provide benefits for 13, 26 or 52 weeks. A long term
policy may provide for lifetime accident benefits and sickness
benefits to age 65. The longer the benefit period, the higher
the premium will be.

A disability income policy generally requires that you be
totally disabled before benefits become payable. The definitions
of total disability vary from policy to policy. Some definitions
require only that you be unable to perform your normal job, while
others require that you be unable to perform any work you are
suited for by education or experience.

A partial disability benefit may provide or may be available
on an optional basis. Some partial disability coverages pay
benefits for a partial disability immediately followinq a period
of total disability.

The amount of monthly benefit provided by a disability
income pOlicy may be stated as a percentage of income or as a set
dollar amount. The amount of benefit for which you can qualify
is usually based on a percentage of your gross earnings, normally
around 60%.



Some policies may reduce your benefit by any amount that you
receive from Social Security so that your disability benefit and
Social Security benefit together will provide a specified income.
Some companies will consider possible Social Security benefits
when they decide the amount of benefits for which you qualify.

Limited occupational therapy and vocational rehabilitation
benefits may also be provided by a disability income policy.



%%1. waitinq Periods, Pre-existing conditions,
and other Exclusions

These prov~s~ons limit the insurance company's obligation to
pay benefits. All health insurance policies have a list of
certain things (exclusions) they will not pay for. The longer
the list, the less coverage the policy provides. Policies with
fewer exclusions -may be more expensive than policies with more
exclusions. Make sure you understand what will and will not be
covered.

A. Waitinq Periods

If a policy has a waiting period (sometimes called a
"probationary period") benefits will not be paid for expenses
arising during a certain number of days after the policy is in
effect. Accidents are usually covered from the first day the
policy is in effect. Some policies have a waiting period of 15
to 30 days before any illness will be covered. waiting periods
of not more than six months may be required for certain diseases
or medical conditions such as hernia, adenoids, and varicose
veins unless emergency treatment is required.

Policies covering pregnancy usually have a waiting period
before benefits will be paid for costs incurred in a birth. If
one of your employees anticipates needing maternity coverage,
check the policy language very carefu1ly. Ask your agent for
details on pregnancy benefits.

B. pre-existinq Conditions

Many policies usually will not pay benefits until a certain
time period has passed for a health condition you had when you
bought the policy. This type of health condition is known as a
"pre-existing"condition. Pre-existing conditions exclusions are
intended to prevent a person with an illness or injury from
buying a policy and then obtaining treatment to be paid for under
the policy.

You should know the meaning of any provisions excluding
benefits for pre-existing conditions. Also, you should know how
long the provision will exclude benefits for pre-existing
conditions. These provisions are the reason that many claims are
denied.

Do not think that because the application asks no questions
about health or medical history or the policy requires no
physical examination, the policy will cover conditions that your
group already has. It will not!



Policies may define pre-existing conditions differently. A
pre-existing condition can be defined as the existence of
symptoms that would cause an ordinarily careful person to seek
treatment, a condition for which medical treatment was received
or recommended, or one that shows itself within a certain time
period.

Under some definitions a condition would be considered "pre­
existing" even if you did not know that you had the condition
before you bought your policy. Also, you need to know how many
years the policy will go back in looking for pre-existing
conditions. Some policies may go back as far as birth, others
go back two years. For a small employer group contract issued
or renewed after July 1, 1992, any preexisting-conditions
provision may not limit, deny or exclude coverage for a period
beyond twelve months following the insured's effective date of
coverage and may only relate to conditions manifesting
themselves in such a manner as would cause an ordinarily prudent
person to seek medical advice, diagnosis, care, or treatment or
for which medical advice, diagnosis, care, or treatment was
recommended or received during the twelve months immediately
preceding the effective date of coverage or as to pregnancy
existing on the effective date of coverage.

Policies vary as to how long they exclude benefits for pre­
existing'conditions. Usually, policies will not pay for pre­
existing conditions for one or two years after the effective date
of the policy, but some policies may have longer or shorter
periods. If a small employer group policy is issued or renewed
after July 1, 1992, it will not be able to extend the period
beyond 12 months (unless the new insurer provides open
enrollment).

A policy may exclude a certain medical condition from
coverage.

Shop for a policy with the shortest possible exclusion for
pre-existing conditions.

c. other Exclusions

In addition to exclUding pre-existing conditions, health
insurance policies usually exclude illness or injury resulting
from:

o War or military service

o Attempted suicide or intentionally self-inflicted
injuries (regardless of mental problems)

o Aviation (under certain circumstance)

o Injury or illness covered under worker'$ compensation

o Treatment provided in government hospitals.



understanding the Policy Language

certain general provisions are required by law, but policy
lanquage can be very different. You should read and understand
any pOlicy that you are considering buying. You should also
read your own policy after it is issued. Simplified language
and large type must be used in individual and certain small
group accident and sickness policies. It should be easier for
you to read your policy than it used to be.

(1) Other Insurance Provisions and Coordination of Benefits
Provisions

These provisions prevent mUltiple or excessive payments for
a given medical expense or loss of income.

Individual policies may have "other insurance" provisions
that limit the amount of insurance that a person can have with
the same insurance company •. These provisions allow a person
either to have" a set maximum amount of insurance or to collect
benefits only on one policy. The person has the right to choose
which policy will pay benefits, and the insurance company will
cancel all other policies and refund all premiums paid for them.

Some individual policies have an "insurance with other
insurers" provision. A policy with this provision will pay only
a portion of the benefits if a person has other valid policies
providing coverage and if the insurer had no notice of the other
policies.

Coordination of benefits provisions in group policies limit
the total benefits payable under two or more group policies so
that benefits do not exceed the actual amount of medical expenses
incurred or wages lost. Coordination of benefits is
particularly important when both the husband and wife each have
obtained family coverage under group policies offered by
employers. Group policy benefits may not be reduced because
benefits are payable under an individually underwritten health
insurance policy. Individual policies may reduce the amount of
benefits payable if benefits are payable under other insurance.

Your employees should check their policies and group
certificates to see if they have these provisions and if they
have duplicate coverage. Your employees may be paying several
premiums for coverage of limited value.

(2) Renewal Provisions and Changing of Premium Rates

You should also know if your policy mayor may not be
renewed on the renewal date. The renewal provision is usually on
first page of the policy. Since a policy is written for a
limited time, usually a year, it must be renewed at the end of



each term. The type of renewal prov1s10n affects the cost of a
policy. For example, when a company issues a noncancellable
policy, it assumes a greater risk and has to charge more. The
following chart summarizes the basic types of renewal
provisions.

TYPE OF PROVISION

Term or Nonrenewable

optionally Renewable

Conditionally Renewable

Guaranteed Renewable

Noncancellable

MEANING

Policy cannot be renewed.

Policy can be renewed.
Insurance company can
decide not to renew but
may only cancel at
certain times, such as
when premiums are due.
Premium rates can be
changed.

Insured can renew until
a specified age subject
to the insurance
company's right to
decline renewal under
conditions specified in
the contract. Usually
renewal would not be
denied if the insured's
health had deteriorated.
Premium rates can be
changed.

Insured has the right to
renew until a specified
age. Premium rates can
be changed for a class
of insureds, but not
just for an individual.

Insurance company cannot
change, cancel or refuse
to renew the pOlicy if
premiums are paid on
time. Premium rates
cannot be changed. The
policy can provide for
scheduled rate increases
as the insured gets
older.

If your small employer contract is issued or renewed after
July 1, 1992 it must be guaranteed renewable.



IV. Recent cbanqes in small Employer Health Insurance

Legislation went into effect in July of 1992 to provide
additional requirements for health insurance policies issued to
small employer groups.

The new requirements provide that:

o An insurer may not limit, deny or exclude coverage for
a pre-existing condition for more than 12 months
.following the insured's effective date of coverage;

o If a person was covered under an individual or group
coverage of at least equal value, prior to obtaining
new coverage under a small employer group contract,
the new contract must provide a credit for the amount
of time the person was covered under the previous
contract

(Example: You change your coverage from one insurance
company to another, you have an employee that had a
back injury that was not covered for nine months under
the old policy. The new policy can exclude the pre­
existing back condition for three months, not for 12
months.);

o The policies must be renewed -if you want them renewed,
unless you do not pay premiums, go out of business,
abuse or misuse providers, or you or your employees
commit fraud or misrepresentation;

o Contracts may not include coverage for only some
eligible employees or dependents. No eligible
employees or dependents can be excluded because of
their health status.



v. Thinqs to Remember

o Make sure your employees sign up properly if they want
coverage for their spouse and children. The
insurer should be notified if there are changes in the
family such as an expected child, an adoption, a child
reaching 18 or marrying, a marital separation or
divorce. Many contracts require that the insurer be
notified within 30 days when children are added to the
family or other changes occur. Help your employees
remember the requirements in your contract.

o Remember to make premium payments on time

o You can reduce the cost of your group policy by using
deductibles, co-payments, and waiting periods. Many
contracts pay 80% of the cost of services and the
insured pays the other 20%. You can reduce to cost of
your premium by increasing the percentage of the
claims that you and your employees pay.

Health insurance policies are available from many insurance
companies and Blue Cross and Blue Shield associations. Shop
carefully because policies and plans differ in cost, coverage,
and claims service.

Coverage under a group policy usually begins after a
waiting period specified in the policy. Many policies require a
person to have been employed full time and actively working for
a month before coverage begins. The date that coverage ends is
also dependent on the group contract. Coverage may end on the
date employment or membership in the group ends or 30 days after
the employment or membership ends.

As an employer and a group policyholder, you have the
option of selecting to continue coverage to your employees for
90 days after eligibility would normally end. The employee
would have to apply to you to extend the coverage and pay the
premium for the 90 days prior to termination. The other option
you can choose is to allow your employees to convert to an
individual policy without having to pr~vide· evidence of
insurability (unless §38.2-3416 exempts the insurer). The
application for the policy must be made and the first premium
must be paid to the insurers within 31 days after the
termination.

The premiums that your former employee would have to pay
for a converted policy will be higher than the cost for the
employee under your group policy.

You should look for a company that will pay your claims
promptly, fairly, efficiently, and courteously. When you are
shopping for insurance 'ask your relatives, frienqs, and business
associates what kind of service their companies have given them.



Most companies use agents or sales representatives to sell
their policies to groups. Ask other employers you know and
respect if they would recommend their agent. An agent should
be:

o Reliable, helpful, and able to answer any questions
you may have about a policy

o Available in the future to answer additional questions

o Able to help you file your claims.

Most agents are honest, but remember:

o An agent cannot change the contents of a policy: only
the insurance company can.

o If the agent fills out the application for you, read
it carefully and completely before signing.

The Bureau of Insurance recommends that you bUy a policy
from a company licensed in virginia. The Bureau can be of
greater help if you have a problem with a company licensed in
Virginia. If you have questions about companies or agents,
contact the Bureau. The Bureau cannot recommend a specific
company.or agent, but the Bureau can tell you if a company or
agent is licensed in Virginia.

If you choose to join a group that is based in another
state remember, it is that state's laws that will apply and not
Virginia's.



VI. IHStJRAHCB COKPLAIRTS

A. Know Your Rights

The General Assembly has enacted laws to protect consumers
by regulating insurance company practices.

o Insurance companies are not allowed to discriminate
unfairly as to the rates of kinds of coverage
available to consumers.

o Claims must be paid promptly and fairly.

o Consumers have a right of access to certain
information collected by insurance companies,
including information on adverse underwriting
decisions.

An adverse underwriting decision is an action taken by a
company or agent to:

o Refuse you coverage,

o Terminate your coverage,

o Offer you coverage that differs from what you applied
for,

o Or offer the coverage you applied for at a different
premium rate than was quoted to you when you applied.

For example, if you apply for insurance and are refused
coverage, the insurance company must tell you why or tell you
that upon written request you may receive an explanation.

There are exceptions to consumer information rights, such
as when fraud might be involved.



B. When a Problem Occurs

(1) Contact Your Agent or Company First

If you believe your insurance company has improperly
refused to issue or renew your policy, or refused to pay all or
part of a valid claim, you have a right to question and
complain. Your first step should be to contact your agent or
company represent~tive. Many times a mistake has been made, and
it will be corrected upon inquiry.

When contacting your agent or company, give:

o Your name
o Your address
o Your telephone number

o Your policy and/or certificate number
o The type of policy

o The nature of your complaint

A complaint by letter is best. Always keep a photocopy of
your letter.

If you, or one of your employees, decide to complain by
telephone, keep a written record of:

o The date and time of the call
o The name of the person talked to at the company
o What was said during the call.

(2) Help From the Bureau of Insurance

If you do not receive a prompt, courteous and satisfactory
response from your agent or company, you may need to get help to
resolve your problem.

The state corporation Commission's Bureau of Insurance
provides professional information and complaint services to all
residents of Virginia.



Here are ways to take advantage of these services:

To Call If you live in Richmond:

If you live in Virginia
but outside of
Richmond, you may
call the toll-free
state corporation
Commission (SCC)
"Hot Line" number:

786-7691

1-800-552-7945

To Get
Help In
Person

Visit the sec's
Bureau of Insurance
in downtown Richmond
at:

The Jefferson Building
Corner of Bank and
Governor streets
(1220 Bank street)
Richmond, Virginia 23209

The Bureau of Insurance Will:

o Thoroughly investigate the complaint
o See that you get a clear response to your questions
o cut through red tape
o Correct misunderstandings.

But the Bureau Cannot:

o Force a favorable action on the complaint if it is not
supported by facts and law

o Provide legal services that are sometimes required to
settle complicated problems.

If the Bureau is unable to resolve the problem, we will
tell you why. If the law and facts are on your side, we will
try to see that your rights are protected and that your
complaint is resolved in a satisfactory manner.


	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	



