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About the Survey

In partnership with the HealthCare Executive Group (HCEG), Change Healthcare commissioned a
survey to gather the opinions of payer organizations regarding their preparedness for the
implementation of the No Surprises Act on January 1, 2022.]

Goals

« Gaininsight on the impact the No Surprises Act will have on the healthcare industry
» Use insight to craft discussion, market and product/services strategies

Highlights

* Online survey

« Survey was fielded August — September 2021

« 116responses gathered

« Data collection and analysis by InsightDynamo, an independent market strategy and research
company serving the healthcare industry

1. CMS updated some compliance and enforcement dates to occur affer January 1, 2022. These updates happened during fielding.
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Executive Summary

» Creating Advanced Explanation of Benefits (AEOB), Transparency
and Price Comparison Tools, and Qualifying Payment Amounts
(QPA) will be difficult. More than 60% of respondents believe
implementing these actions will be difficult or extremely difficult.

« AEOBs and QPAs will impact customer service. 80% of respondents
feel their customer service organizations will see a moderate or
worse impact due to AEOB and QPA inquiries and complaints.

* Respondents are unsure of both how they will receive AEOB
requests and deliver AEOBs. More than 60% of respondents are
unsure, or are still deciding, how they will receive and respond to
AEOB requests.

 Partners and third parties will be utilized. More than 30% of payers
indicate they are using or are exploring external partners and third
parties to deliver their transparency solutions.

Key study highlights
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Delivering the required actions
of the No Surprises Act will be
difficult for payers.

Payer customer service
organizations will be impacted
by the No Surprises Act.

Payers are unsure, or are still
deciding, how they will process
requests for AEOBs.

Payer organizations will utilize
partners and third parties to
Implement their solutions.
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74% of respondents find 71 % think building and

implementing AEOBS will be launching price

extremely or somewhat difficulf comparison tools wil be
extremely or somewhat
difficult

And among

implementation teams 79% among

78% Implementation teams
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Nearly of
respondents find

Implementing creation of the

Qualifying Payment

Amount to be extremely
or somewhat difficult
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Over think
Implementing delivery
of AEOBs, and ID cards
will be extremely or

somewhat difficult
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Roughly of
respondents indicated
that they are

or third parties for
assistance in
transparency solutions
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1/3 of respondents
are working both
internally and
externally on

solutions to meet
AEOB requirements

Yet 1/4 await a final

ruling to meet AEOB
requirements
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Nearly 2/3 of payers ,
are still deciding how Over 2/ 3 sil

to deliver AEOBs to deciding how they
poatients and providers will receive AEOR
requests from

providers

EG ™ CHANGE

HEALTH CARE
EXECUTIVE GROUP




. Thank You

Appendix

© 2021 Change Healthcare LLC and/or one of its subsidiaries. All Rights Reserved. PROPRIETARY & CONFIDENTIAL

HEALTHCARE

(I#EG CHANGE

EXECUTIVE GROUP HEALTHCARE

10




Respondents

Nearly two-thirds of respondents were from commercial and private payer organizations

Commercial (Aetna, Cigna, 2887
UnitedHealthcare, etc.) .07

Private (Blue Cross Blue Shield) 25.9%

Other _ 24.1% Q. Which option below

best describes your
payer organizatione

Government 11.2%
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Respondents

Implementation vs. Executives C-suite
IT
Other
Claims Operations
Provider Network

Sales or Marketing
Compliance

Payment Integrity
Utilization Management

Finance

Membership

22%

21%

16%

16%

8%

7%

6%

B
B~
B~
R

Q. What is your primary role
within your organizatione
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Difficulty of Implementation

More than half of respondents find implementing actions will be difficult, with only creation
and distribution of updated ID cards seen as “easy”

Generate Advanced Explanation of Benefits (AEOB) 33% 41%
Build and Launch Price Comparison Tools 28% 43%

Creating Qualifying Payment Amount (QPA| 20% 38% Q. Please indicate how
easy or difficult it will be

for your organization to
implement these actions
by January 1, 2022.

Make Provider Changes Every 90 Days 14% KLYA

Delivery of AEOB, ID Cards, Notifications, etfc. 13% 42%

Creation and Distribution of Updated ID Cards K579 KA KyyA

m Extremely Difficult m Somewhat Difficult m Neither Easy Nor Difficult Somewhat Easy Extremely Easy
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Difficulty of Implementation

Executives generally believe implementing actions will
be less difficult than do their implementation tfeams

Executives

Build and Launch Price Comparison

Tools 37% 32% 21%

Generate Advanced Explanation of

Benefits (AEOB) 167 58% 1%

Creating Qualifying Payment

Amount 16% 37% 32%

Make Provider Changes Every 90
Days

Delivery of AEOB, ID Cards,
Nofifications, etc.

Create and Distribute Updated ID
Cards

1%

07

0% 21% 32%

m Exfremely Difficult mSomewhat Difficult ®mNeither Easy Nor Difficult mSomewhat Easy ® Exiremely Easy

Q. Please indicate how easy or
difficult it will be for your

organization to implement these

actions by January 1, 2022.

Implementation

4 27% 52% 11%2

K/ 39% 14% 2

23% 36% 27%

16%

14%
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30%

45% 23%

57 11% 30%
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Impact on Customer Service

Respondents believe most actions will significantly impact customer service

Explanations or complaints related to AEOBs

Requests for AEOBs Q. How much of an impact

will the following customer-
services requests have on

Complaints on Qualifying Payment Amounts (QPAs) 18% your orgcmizo’rion?

Questions on ID Cards 57474

B Extremely High Impact m High Impact ® Moderate Impact Very Low Impact No Discernable Impact
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Usage of Partners or Third Parties

Respondents report a mixed approach to providing transparency solutions, with many

unsure of their approaches

ENo mYes mUnsure

5 5 5 5
(40] ¥p) ¥p) o
(4] (4]
5 5
o~ o~
N N
5
<t
AN
PHASE 1: MACHINE-READABLE FILES PHASE 2 & 3: SELF-SERVICE PORTAL

44%

32%

AEOB
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Q. Are you looking to
partners or third parties
for assistance in providing
your transparency
solution for the following?
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Stage of AEOB Development

Nearly one-quarter of respondents are waiting on the final ruling. One-third of respondents
are working both internally and externally on a solution.

Q. At which stage is
your company in
meeting the AEOB
requirements (select
all that apply)?

Working Internally on Working with External Researching Internal Researching External Working Both Waiting on the Final
a Solution Partners on a Solution Solutions Solutions Internally and Ruling
Externally on a
Solution

EG  CHANGE
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Stage of AEOB Development

solution is the next most popular option.

120%
100%
80%
0% 10%
40% 35%
10% 20%
207 1027; — 12%
22 e - . 14% e - .
O% (o) (o]
Working Internally on Working with External Researching Internal Researching External
a Solution Partners on a Solution Solutions Solutions
®m Commercial Private Government

20%

29%

Working Both

Internally and

Externally on a
Solution

Most respondents are waiting on the final ruling. Working both internally and externally on a

60%
Q. At which stage is your
company in meeting the
AEOB requirements (select
35% all that apply)¢

Waiting on the Final
Ruling

© 2021 Change Healthcare LLC and/or one of its subsidiaries. All Rights Reserved. PROPRIETARY & CONFIDENTIAL

EG  CHANGE

HEALTHCARE 18
EXECUTIVE GROUP




AEOB Delivery

More than 60% of respondents do not know, or are still deciding on, their delivery options. Of
the remaining organizations, portal and print are the most likely options.

Q. What AEOB delivery
options will you offer

your patients/providers
(select all that apply)?

7%

Text Portal Print Do Not Know/SHill

Email
Deciding

EG  CHANGE
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Receiving AEOB Requests

Nearly 70% of respondents do not know, or are still deciding on, their reception options. Of
the remaining respondents, portal and API are the most likely options.

69%

Q. How are you planning
to receive AEOB requests
from providers (select all

- Opplwe
0% 5% 7%
X12 837 5010, X12 837 8010 APl (FHIR or Email Portal Mailed Letter Do Nof
The Current File Other Types) Know/Still
Format Deciding
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Year-Round Networking & Learning

{*EG eEG qeEG

Focus Area Blog Industry

Social
Media

Executive Executive

Networking Leadership

www.hceg.org @Health Care Executive Group
connect@hceg.org

617-302-6224

HEALTHCARE
@hcexecgroup

bit.ly/hcegnewslir @ E G

EXECUTIVE GROUP
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https://www.linkedin.com/company/healthcare-executive-group
https://www.twitter.com/HCExecGroup
https://bit.ly/hcegnewsltr

