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 Systems analysis and development 

 Information management 

 Claim processing and auditing 

 Clinical review 

 Provider and stakeholder education 

 Supporting operations 

 Professional, licensed experts. Our medical professionals are all properly licensed, certified, and 
credentialed and in good standing with licensing authorities. Licensure verification is documented 
below. 

 Experts in serving Arizona’s Medicaid RAC service needs. Our team members have an exceptional 
understanding of Arizona RAC and Medicaid programs, as we have been supporting AHCCCS for the 
past several years. 

 High-performing, engaged team already in place. Since we began providing services to AHCCCS, 
we have ensured that only qualified personnel serve on the project team. The upcoming engagement 
will be no exception.  

 Committed support teams. Our collaborative operations, quality assurance, and executive advisory 
teams will support our project management team. This backing will ensure that we deliver services that 
meet AHCCCS requirements in a timely manner. 

Our staff include certified coders, registered nurses, physicians, behavioral health clinicians, 
pharmacists, statisticians, pharmacy technicians, data miners, data analysts, and a panel of more 
than 900 board-certified clinicians and other specialists who represent nearly every recognized 
specialty. Our entire organization will support our project team. If the need for additional personnel to 
support this engagement arises, we will efficiently realign our staffing resources to meet that need. Our 
project management team, with the support and guidance of our executive advisors, will deploy the most 
effective approaches to achieve AHCCCS’s objectives. We commit to allocating the correct resources to 
this engagement.  

LICENSURE VERIFICATION 
HMS has established processes for reviewing and verifying the licensure of our claims reviewers: 
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 Respond to notifications and determinations, initiate questions, and request informal 
reconsiderations; providers can directly respond within the portal and send messages to our Provider 
Relations team related to questions and requests for reconsideration based on new information 

 Directly generate summary and detail Claim Status Reports from the portal via a drop-down menu 
that lets providers filter and directly generate a series of summary and detail reports related to their 
Recovery projects; these reports assist providers in working through outstanding claims and report 
internally on activity 

EASY-TO-USE PORTAL FULLY SUPPORTED BY THE PROVIDER RELATIONS TEAM 
Our Provider Portal is easy and intuitive for providers to use, but we do provide web-based training as 
well as an online manual to train providers on how to use the portal. Providers can also call our toll-free 
Provider Relations Line for assistance. 

Registered providers use a secure password to log in, and they can access the Provider Portal via a menu 
option. Once logged into the Provider Portal system, users land on their PROVIDER HOME page and have a 
variety of options.  

Our Provider Relations team fully supports the Provider Portal, and the portal creates a “virtual 
community” that allows our representatives and healthcare providers to work collaboratively and 
efficiently to complete review tasks. We use this tool to facilitate communication with providers, expedite 
their involvement in recoveries, and provide ongoing guidance and support throughout the review cycle.  

PROVIDER HOME PAGE 

For each provider, HMS establishes a HOME page within the Provider Portal that serves as a central point 
of operations, guiding individual providers to all applications available to them within the portal (Figure 
9.3-1). After accessing the portal by entering a valid user ID and password, providers are immediately 
directed to their HOME page, from which they can access individual screens to update their demographic 
data (e.g., address and contact information). Each HOME page also identifies and provides access to any 
projects that are currently open for that provider’s response online. 
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TRACK PROVIDER NOTIFICATIONS LETTERS 

As we identify improperly paid claims and receive approval for recovery, HMS generates Provider 
Notification Letters, which the Provider Portal automatically reflects. If providers have turned on the 
Email Alert function, the system generates an email directly sent to that contact (providers also always 
receive a hardcopy letter). Providers can directly go to the Provider Portal to view the Notification Letter 
as well as detail listings and claims.  

Providers can directly acknowledge receipt of the Notification Letter within the portal. Figure 9.3-3 
shows an example of this functionality. This saves time and avoids a telephone call from our Provider 
Relations team. 
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REVIEW DETAIL LISTINGS, RECIPIENT, AND CLAIM INFORMATION 

From the Notification Letter supplied in the portal, providers can drill down to see detail listings, 
recipient, and claim information associated with the identified overpayments or record requests. Figure 
9.3-4 shows a sample DETAILED OVERPAYMENT LISTING screen. 
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As illustrated in Figure 9.3-5, HMS’s Provider Portal enables providers to view relevant Medicaid 
recipient and claim data. The system also enables providers to search for claims, update claim status, and 
confirm the accuracy of the information entered in the portal. 
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TRACK RECOVERY CYCLE ACTIVITY/STATUS AND GENERATE REPORTS 

Providers can use the Provider Portal to track activity and status of each Recovery cycle, each claim 
within a Recovery cycle, and overall summary status, as shown in Figure 9.3-6.  

 

 

ELECTRONIC RECORD SUBMISSION 

We have developed our record request and intake processes through decades of experience in requesting 
Medical Records and other documentation for coding, COB, and clinical case review/audit. 

We understand the potential for this process to cause provider abrasion due to the cost and time 
requirements imposed on providers. Therefore, we strive to minimize such disruption through tailoring 
letters to request items specific to the claims under review. We are also flexible regarding requests for 
extensions (if permitted by program policy) and provide multiple options for submitting records (i.e., 
mail, fax, and electronic transmission). We encourage providers to submit records stored on a password-
protect CD/DVD or secure flash drive. If the provider has an electronic Medical Record system, our IT 
Department directly works with the provider to set up a secure process for the transfer of Medical 
Records. We have successfully established this process with a number of providers on behalf of our state 
agency clients.  
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9.3.2 AUDIT/REVIEW/COORDINATION 
RFP Reference: 7.1.2 

HMS will initiate the proper review (i.e., automated, semiautomated, or complex) and leverage our 
ReSults platform to manage all aspects of the review process. 

In the following paragraphs, we describe the components of our ReSults platform that acts as our case 
management and Provider Portal systems, which allow us to perform the following tasks: 

  Track all case activity 

  Track anticipated recoveries, overpayments adjusted, and final recoveries in an accounts receivable 
(A/R) application 

  Make entries associated with each case 

  Track overpayments/underpayments identified and communicated to the PI Unit 

  Document case-related communications 

  Generate case-related review tools, letters, and attachments 

  Provide standard and ad hoc reports 

  Obtain electronic records from providers 

HMS’S COMPREHENSIVE CASE MANAGEMENT TOOL 
We will manage cases and track audit and review findings through our ReSults solution. AHCCCS will 
have access to ReSults data and reports so that it can review our efforts and results. Figure 9.3-8 
illustrates the functionality of ReSults, which we describe below. 
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RESULTS CASE WORKFLOW ENABLES TRACKING FOR FULL CASE LIFECYCLE 
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RESULTS FACILITATES CLEAR PROVIDER COMMUNICATION 
 

 

 
  

 

 
  

AHCCCS PERSONNEL WILL HAVE ACCESS TO RESULTS DATA 

 

  

  
  

 
  

 
 

  

  
   
   
  
  

 
  
  

HMS understands the value of clear, 
comprehensive communications with 
project stakeholders. ReSults 
provides easy access to the RAC-
related data required by Arizona 
providers. 
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The Record Request Letter identifies the specific medical record or other documentation required by 
HMS to review each claim for improper payment. Throughout the record request process, we will ensure 
that all affected parties (i.e., HMS and the providers) adhere to Arizona’s regulations and policies 
concerning medical record requests. We will research and incorporate AHCCCS-approved requirements 
and letter formats into this process, customizing each letter to specify request details and response 
instructions. 

HMS has developed our record request and intake 
processes through decades of experience in requesting 
medical records and other documentation for coding, 
COB, and clinical case review/audit. We will work with 
AHCCCS to set limits on the number and frequency of 
medical records to be reviewed. 

 
 
 
 

 
 

 
 

 

HMS understands that there is a limit on the number of record requests that a provider can logistically 
process in a given period. We also understand that providers may receive requests from other vendors and 
State or federal agencies. With this in mind, we work with clients to structure projects so that we do not 
overburden providers. HMS will work with AHCCCS to develop and implement any necessary record 
request limits, and we will configure our case management system to flag any request in excess of a 
provider’s predefined limits. 

 
 

  
 

  

  
 

HMS requests only records that are necessary for review so we minimize the burden on providers. Each 
claim loaded to the case management system has an improper payment reason code that identifies why 
that claim was selected for review. For each reason code, we maintain a table of documentation 
components required to review that type of case. 

HMS has intentionally designed our 
RAC processes to place the least 
amount of burden on providers while 
effectively asserting AHCCCS’s right 
to recover improper payments. 
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HMS can configure record requests to specify the appropriate records required for the review (based on 
the type of issue being reviewed). This helps ensure that we request only necessary records. Upon receipt, 
we can quickly identify portions of the requested sections that may be missing. 

TRACKING MEDICAL RECORD REQUESTS 
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Our audit team reviews the claim and supporting documentation. It then issues a final finding—either 
upholding or overturning the preliminary findings. If we uphold the decision, we issue a Final Notice of 
Recovery Letter. This letter includes the finding rationale, identifies the overpayment, and details the next 
steps that the provider can take to appeal the finding through the appeal process. If we overturn our 
preliminary findings, we issue a Finding Overturned Letter, close out the claim, and report the results as 
part of our monthly reporting process.  

FORMAL APPEALS SUPPORT  
 
 

 
 
 

 

  

  

  
  

   

  

 
 

 

  

  

  

  

 
 

 
  

PARTICIPATION IN HEARINGS 
We will work with AHCCCS and its legal representatives to meet all requirements pertaining to hearing-
process participation. Typically, our audit team members participate in hearings as required via 
teleconference. We will discuss in-person participation requirements on a case-by-case basis. Our team 
members have experience in contributing to pre-hearing conferences and providing witness-testimony 
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services for our clients. Audit team members will be available to answer questions, explain the review 
process and finding rationale, and defend our determinations. 

MAINTENANCE OF COMPREHENSIVE DOCUMENTATION THAT SUPPORTS OUR FINDINGS  
 
 

 
 

  

  

   

  

  

  

Our comprehensive approach to recovery audit and appeals support provides the information needed by 
AHCCCS, at the right time. Based upon HMS’s experience, providers have appealed approximately 33% 
of all Medicaid RAC audits. We have actually seen providers appeal underpayment findings, too, in what 
appears to be an automatic appeal strategy leveraged by select providers across select states. Despite the 
high volume of appeals, actual experience across state, federal and health plan recovery audit clients 
indicates only seven percent of all findings have actually been overturned. Stated differently, 93% of 
Medicaid RAC findings are, in fact, accurate. Provider appeal activity has clogged state appeals 
processes, hampered the roll-out of additional audits, and significantly increased administrative costs for 
both the state and the RAC contractor. We are confident in our findings and the ability to support the 
appeals for each of our states. We will need to collaborate with AHCCCS on how to approach the 
provider community in order to minimize the appeal volume. 
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