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Objectives

= Share findings from 2014 provider survey

= Discuss department activities to reduce
provider burden

= Highlight provider support and outreach
efforts
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Survey Purpose

Assess WA providers’ perceptions about
treating injured workers and working with L&I in
regard to:

= Goal 2: Help workers heal and return to work
= Goal 3. Make it easy to do business with L&l
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2014 Provider Survey

= Providers and provider staff
= Web or phone

= Areas of focus
— Satisfaction
— Trust
— Willingness to treat
— Role in Return to Work (RTW)
— Compare to other payers
— Awareness of resources
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Overall satisfaction treating L&l patients

“How satisfied is your office in treating patients with L&l claims?”
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Satisfaction (by provider type)

90% | 819

80% 79% 5% 74% 0
0 o 73% 72%
70% 64%
60% 99 5506 540
50%
40%
30%
20%
10%
0%
«® X eQ fo& g\é & &
Q@o & Q°b® ST AT DN e
© > & NS N \\c‘? S ©
O ,'\\O(\ ;\,\:\\0 . \é}® Q‘b é0\)
> L L $
(,c’\)Q Qﬁ Q‘Q 0O
) 0@0 o&\

® Percent Very satisfied / Somewhat satisfied

General Practice (GP); Family Practice (FP); Internal Medicine (IM)
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Satisfaction and Trust
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m Satisfaction = Trust

Satisfaction: Very satisfied / Somewhat satisfied responses “How satisfied is your office in treating patients with L&l claims?”
Trust: Strongly agree / Somewhat agree responses “L&l is an organization | can trust”
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Willingness to treat

Does your office treat all L&I patients If yes, does your office want to
who approach you for care? increase the number of L&l patients
you treat?
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Provider role in Return to Work (RTW)

“How much of a role should providers play in helping patients return to work?”
Significant, RTW is one of the goals of — 770
treating injured workers (n=419) 0

A moderate amount, as in completing - 13%
work assessments (n=70) 0

A little, as providers should focus on . 10%
medical treatment (n=56) 0

None (n=2) | 0%
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Comparison to other payers

L&I bill payment process,
compared to other payers

L&l fee schedule, compared
to other payers

L&l paperwork compared to
personal injury/disability
insurers

Reporting and paperwork,
compared to other payers

I
e

IS S o

0% 20% 40% 60% 80% 100%

10

m Much better /
A little better

m About the
same

m A little worse /
Much worse

| don't know

Washington State Department of

Labor & Industries




Perceived usefulness of L&l Resources

Claim Manager 89%
Provider Hotline 85%
Quick Fee Schedule Look-Up 83%
Claim & Account Center 81%
Interactive Voice Response 80%
Electronic Correspondence.. 76%
Medical Treatment Guidelines 75%
Explanation of Benefits Look-Up 74%
Pharmacy Drug Look-Up 73%
Prior authorization request form 71%
Coverage decisions 66%
Payment policies 61%
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Process improvements

= Authorizations
= Documentation
= |everaging technology
= Ongoing LEAN projects
— Credentialing
— Provider Hotline
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Provider support and outreach

= Workshops / education
= Provider account representatives

= Centers for Occupational Health and
Education

= Self-insured employers
= Facilitating difficult cases
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Link to survey presentation from
Data Recognition Corporation:

http://www.Lni.wa.gov/Claimsins/Files
[Providers/ProviderSurvey2014.pdf
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