	[image: ]
	Oregon Health Authority
2025 CCO Compliance Monitoring Review
Standard Review Tool
	


[image: ]
	[bookmark: _Hlk156484921][bookmark: _Hlk187826753]CCO Name: 
	Choose an item.















	Standard XIV—Member Information (42 CFR §438.10)

	Requirement
	Supporting Documentation
	Score

	[bookmark: _Hlk507154517]Information Requirements

	[bookmark: _Hlk507156005]The CCO provides all required information referenced in 42 CFR §438.10 to members and potential members in a manner and format that may be easily understood (6th grade reading level) and is readily accessible by members and potential members.

“Readily accessible” means electronic information and services which comply with modern accessibility standards such as section 508 guidelines, section 504 of the Rehabilitation Act, and W3C’s Web Content Accessibility Guidelines (WCAG) 2.0 AA and successor versions.

42 CFR §438.10(c)(1)
42 CFR §457.1207
Contract: Exhibit B Part 3 (4)(d)(4);(6)
OAR 410-141-3585 (3)
	HSAG Suggested Documents:
Policies and Procedures on member materials and dissemination of information to members 
Process/workflow for testing and ensuring accessibility of electronic documents and the CCO’s website
Mechanism to assess reading level of member materials and supporting evidence (e.g., screenshots of reading level of member materials)
	☐ Met
☐ Partially Met
☐ Not Met


	1. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:    

	Required Actions:    

	The CCO uses the definitions for managed care terminology developed by the State including:
a. Appeal, co-payment, durable medical equipment, emergency medical condition, emergency medical transportation, emergency room care, emergency services, excluded services, grievance, habilitation services and devices, health insurance, home health care, hospice services, hospitalization, hospital outpatient care, medically necessary, network, non-participating provider, physician services, plan, preauthorization, participating provider, premium, prescription drug coverage, prescription drugs, primary care physician, primary care provider, provider, rehabilitation services and devices, skilled nursing care, specialist, and urgent care.

42 CFR §438.10(c)(4)(i)
42 CFR §457.1207
Contract: Exhibit A; Exhibit B Part 3 (5)(a)
	HSAG Suggested Documents:
Policies and procedures on member materials and dissemination of information to members
Member materials, such as the member handbook
	☐ Met
☐ Partially Met
☐ Not Met


	2. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:      

	The CCO uses State-developed model member handbooks and member notices. 

42 CFR §438.10(c)(4)(ii)
42 CFR §457.1207
Contract: Exhibit A; Exhibit B Part 3 (5)(a)
	HSAG Suggested Documents:
Policies and Procedures on member materials and dissemination of information to members
Member materials, such as the member handbook
Member notice templates, such as adverse benefit determination (ABD) notices, grievance and appeal letter templates
	☐ Met
☐ Partially Met
☐ Not Met


	3. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO has in place a mechanism to help members understand the requirements and benefits of the plan.

42 CFR §438.10(c)(7)
42 CFR §457.1207
Contract: Exhibit B Part 3 (2)(f)
OAR 410-141-3585(3)
	HSAG Suggested Documents:
Policies and procedures on member materials and dissemination of information to members 
Internal protocols/training materials for staff
Member-facing communications
	☐ Met
☐ Partially Met
☐ Not Met


	
	Evidence as Submitted by the CCO:

	

	HSAG Findings:     

	Required Actions:     

	Language and Format
	
	

	The CCO makes its written materials that are critical to obtaining services, including at a minimum, provider directories, member handbooks, appeal and grievance notices, and denial and termination notices, available in the prevalent non-English languages in its service areas. 
a. Written materials that are critical to obtaining services are also made available in alternative formats upon request of the member or potential member at no cost.
b. Written materials that are critical to obtaining services  include taglines in the prevalent non-English languages in the State and in a conspicuously visible font size (18 font size) explaining the availability of written translation or oral interpretation to understand the information provided.
c. Written materials that are critical to obtaining services include information on how to request auxiliary aids and services.
d. Written materials that are critical to obtaining services include the toll-free and TTY/TDY telephone number of the CCO’s member/customer services unit.
e. Auxiliary aids and services must be made available upon request of the member or potential member at no cost.

42 CFR §438.10(d)(3)
42 CFR §457.1207
Contract: Exhibit B Part 3 (4)(d)
OAR 410-141-3585 (5)(a-b)
	HSAG Suggested Documents:
Policies and procedures on member materials and dissemination of information to members
Provider directory (English and prevalent languages, as applicable)
Member handbook (English and prevalent languages, as applicable)
All member notice templates (English and prevalent languages, as applicable) 
	☐ Met
☐ Partially Met
☐ Not Met


	4. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO makes interpretation services available to each member free of charge. 
a. This includes oral interpretation and the use of auxiliary aids such as TTY/TDY and American Sign Language (ASL). 
b. Oral interpretation requirements apply to all non-English languages, not just those that the State identifies as prevalent.

42 CFR §438.10(d)(4)
42 CFR §457.1207
Contract: Exhibit B Part 3 (4)(d)(3)
OAR 410-141-3585 (10)
	HSAG Suggested Documents:
Policies and procedures on interpretation services
Executed interpretation services (oral and written) contract(s)
Workflow for obtaining oral interpretation services and auxiliary aids
	☐ Met
☐ Partially Met
☐ Not Met


	5. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO notifies members:
a. That oral interpretation is available for any language and written translation is available in prevalent languages;
b. That auxiliary aids and services are available upon request and at no cost for members with disabilities; and
c. How to access these services.

42 CFR §438.10(d)(5)
42 CFR §457.1207
Contract: Exhibit B Part 3 (4)(d)(3)
OAR 410-141-3585 (10)
	HSAG Suggested Documents:
Member materials, such as the member handbook
	☐ Met
☐ Partially Met
☐ Not Met


	6. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO provides all written materials for potential members and members consistent with the following:
a. Use easily understood language and format.
b. Use a font size no smaller than 12 point.
c. Be available in alternative formats and through the provision of auxiliary aids and services in an appropriate manner that takes into consideration the special needs of members or potential members with disabilities or limited English proficiency.

“Limited English proficient (LEP)” means potential members and members who do not speak English as their primary language and who have a limited ability to read, write, speak, or understand English may be LEP and may be eligible to receive language assistance for a particular type of service, benefit, or encounter.

42 CFR §438.10(d)(6)
42 CFR §457.1207
Contract: Exhibit B Part 3 (4)(d)
OAR 410-141-3585 (5)(a-b)
	HSAG Suggested Documents:
Member handbook, provider directory, and member notice templates (i.e., denial, appeal, grievance)
Tracking or reporting mechanism on use of interpretation services and auxiliary aids and services
	☐ Met
☐ Partially Met
☐ Not Met


	7. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	Information for Members 
	
	

	The CCO makes a good faith effort to give written notice of termination of a contracted provider to each member who received his or her primary care from, or was seen on a regular basis by, the terminated provider. Notice to the member must be provided by the later of:
a. Thirty calendar days prior to the effective date of the termination; or 
b. Fifteen calendar days after receipt or issuance of the termination notice.

42 CFR §438.10(f)(1)
42 CFR §457.1207
OAR 410-141-3585(13)(f)
	HSAG Suggested Documents:
Policies and procedures on member materials and dissemination of information to members
Workflow of provider termination process
Template notice to members of provider termination
Three examples of written notices to members of provider termination (include a copy of the notice of termination, with the date of notice)
Tracking or reporting mechanism that demonstrates timeliness written notices to members of provider termination
	☐ Met
☐ Partially Met
☐ Not Met


	8. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO makes available upon request, any physician incentive plans in place as set forth in 42 CFR §438.3(i).

42 CFR §438.3(i)
42 CFR §438.10(f)(3)
42 CFR §457.1207
Contract: Exhibit B Part 3(4)(h)

	HSAG Suggested Documents:
Policies and procedures on member materials and dissemination of information to members
List of physician incentive plans
Example of physician incentive plan provided to a member upon request
If the CCO does not have physician incentive plans, please state so under the CCO Description of Process
	☐ Met
☐ Partially Met
☐ Not Met


	9. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	Member Handbook
	
	

	The member handbook is provided to the member within 14 days of the CCO receiving notice of a member’s enrollment for new members and to members returning to the CCO 12 months or more after previous enrollment.  The member handbook is considered provided if the CCO:
a. Mails a printed copy of the information to the member’s mailing address; 
b. Provides the information by email after obtaining the member’s agreement to receive the information by email;
c. Posts the information on the CCO’s website and advises the member in paper or electronic form that the information is available on the internet and includes the applicable internet address, provided that members with disabilities who cannot access this information online are provided auxiliary aids and services upon request at no cost; or
d. Provides the information by any other method that can reasonably be expected to result in the member receiving that information.

42 CFR §438.10(g)(1)
42 CFR §438.10(g)(3)
42 CFR §457.1207
OAR 410-141-3585 (8)
	HSAG Suggested Documents:
Policies and procedures on member materials and dissemination of information to members
Member materials, such as member welcome packet
Mechanism for disseminating the member handbook (e.g., mailing of printed copy, mailing of welcome packet with link to member handbook on website, etc.)
Tracking mechanism for mailings of the member handbook or welcome notice
	☐ Met
☐ Partially Met
☐ Not Met


	10. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The member handbook includes all requirements listed in the Member Handbook Checklist. 

42 CFR §438.10(g)(2)
42 CFR §457.1207
Contract: Exhibit B Part 3 (5)(a)(1)
OAR 410-141-3585 (12)
	HSAG Suggested Documents:
HSAG will use the results of the completed Member Handbook Checklist
	☐ Met
☐ Partially Met
☐ Not Met


	11. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO gives each member notice of any change to the member handbook that the State defines as significant in the information specified in the member handbook, at least 30 days before the intended effective date of the change.

42 CFR §438.10(g)(4)
42 CFR §457.1207
Contract: Exhibit B Part 3 (4)(i)
OAR 410-141-3585 (13)(f)
	HSAG Suggested Documents:
Policies and procedures on member materials and dissemination of information to members
Workflow for member handbook changes
One example of a change to the member handbook and notice sent to members
Tracking mechanism for timely member notifications of significant changes
	☐ Met
☐ Partially Met
☐ Not Met


	12. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	Provider Directory 
	
	

	The CCO makes the provider directory available in paper form upon request and searchable electronic form. The provider directory must include the information from the Provider Directory Checklist.
42 CFR §438.10(h)(1-2)
42 CFR §457.1207
Contract: Exhibit B Part 3 (6)(e);(f)
OAR 410-141-3585(6)
	HSAG Suggested Documents:
HSAG will use the results of the completed Provider Directory Checklist
	☐ Met
☐ Partially Met
☐ Not Met


	13. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	Information included in the CCO’s paper provider directory is updated at least:
a. Monthly, if the CCO does not have a mobile-enabled electronic provider directory; or
b. Quarterly, if the CCO has a mobile-enabled electronic provider directory.

“Mobile-enabled” means a mobile website or application that makes provider directory information usable for smartphone or mobile technology users. 2020 Medicaid and CHIP Final Rule Federal Register Preamble, page 72800.

42 CFR §438.10(h)(3)(i)
42 CFR §457.1207
Contract: Exhibit B Part 3(6)(g)
OAR 410-141-3585(6)(m)
	HSAG Suggested Documents:
Policies and procedures for managing and updating the paper provider directory information
Workflow demonstrating internal process for updating the paper provider directory
Verification of a mobile-enabled electronic provider directory, if applicable
Three examples of paper provider directory updates showing date of notification and date of update (*HSAG may ask for additional examples/demonstrations during the site visit)
Tracking list of all provider terminations that occurred in 2024 by either party for any reason
	☐ Met
☐ Partially Met
☐ Not Met


	14. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	Information included in the CCO’s electronic provider directory is updated no later than 30 calendar days after the CCO receives updated provider information.


42 CFR §438.10(h)(3)(ii)
42 CFR §457.1207
Contract: Exhibit B Part 3(6)(g)
OAR 410-141-3585(6)(m)
	HSAG Suggested Documents:
Policies and procedures for managing and updating the electronic provider directory information
Workflow demonstrating internal process for updating the electronic provider directory
Three examples of electronic provider directory updates showing date of notification and date of update (*HSAG may ask for additional examples/demonstrations during the site visit)
Tracking list of all provider terminations that occurred in 2024, by either party for any reason
	☐ Met
☐ Partially Met
☐ Not Met


	15. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO’s provider directory is made available on the CCO's website in a machine-readable file and format as specified by the Secretary.

45 CFR §180.20 defines “machine-readable” format as a digital representation of data or information in a file that can be imported or read into a computer system for further processing. Examples of machine-readable formats include, but are not limited to, XML, JSON, and CSV formats.

42 CFR §438.10(h)(4)
42 CFR §457.1207
Contract: Exhibit B Part 3(6)(j)
OAR 410-141-3585 (6)(m)
	HSAG Suggested Documents:
Confirmation of machine-readable provider directory (e.g., .JSON format)
Link to the machine-readable provider directory on website
	☐ Met
☐ Partially Met
☐ Not Met


	16. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	Formulary 
	
	

	The CCO makes available in electronic or paper form the following information about its formulary:
a. Which medications are covered (both generic and name brand).
b. What tier each medication is on.

42 CFR §438.10(i)(1-2)
42 CFR §457.1207
Contract: Exhibit B, Part 2 (7)(e)(7)
OAR 410-141-3585(7)
	HSAG Suggested Documents:
Copy of formulary in Word or PDF format (excerpts are acceptable)
	☐ Met
☐ Partially Met
☐ Not Met


	17. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	The CCO’s formulary drug list is made available on the CCO’s website in a machine-readable file and format as specified by the Secretary.

45 CFR §180.20 defines “machine-readable” format as a digital representation of data or information in a file that can be imported or read into a computer system for further processing. Examples of machine-readable formats include, but are not limited to, XML, JSON, and CSV formats.

42 CFR §438.10(i)(3)
42 CFR §457.1207
Contract: Exhibit B, Part 2 (7)(e)(7)
OAR 410-141-3585(7)
	HSAG Suggested Documents:
Confirmation of machine-readable formulary (e.g., .JSON format)
Link to the machine-readable formulary on website
	☐ Met
☐ Partially Met
☐ Not Met


	18. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     

	Electronic Materials and Communications
	
	

	Member information required in 42 CFR §438.10 may not be provided electronically unless the CCO meets all of the following:
a. The format is readily accessible.
b. The information is placed in a location on the CCO’s website that is prominent and readily accessible.
c. The information is provided in an electronic form which can be electronically retained and printed.
d. The information is consistent with the content and language requirements of 42 CFR §438.10.
e. The member is informed that the information is available in paper form without charge upon request and provides it upon request within five business days.

“Readily accessible” means electronic information and services which comply with modern accessibility standards such as section 508 guidelines, section 504 of the Rehabilitation Act, and W3C’s Web Content Accessibility Guidelines (WCAG) 2.0 AA and successor versions.

42 CFR §438.10(c)(6)
42 CFR §457.1207
Contract: Exhibit B Part 3 (4)(d)(6)
OAR 410-141-3585 (5)(c)
	HSAG Suggested Documents:
Policies and Procedures on member materials and dissemination of information to members
Member materials, such as member handbook
List of all materials that are only provided electronically
Link to website
	☐ Met
☐ Partially Met
☐ Not Met


	19. 
	Evidence as Submitted by the CCO:

	

	HSAG Findings:      

	Required Actions:     



	Standard XIV—Member Information

	Met
	=
	#
	X
	1.0
	=
	#
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	=
	#
	X
	0.5
	=
	#
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	=
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	0.0
	=
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