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BACKGROUND/METHODOLOGY/OBJECTIVES 
 

The purpose of this study is to evaluate SCAN Health Plan of Arizona in terms of their performance as 

perceived by their Provider network.  The assessment includes measures focused on: 

 

 Network management and customer service 

 Training 

 Information offered to providers 

 Claims process 

 Referral and authorization process 

 Case Management 

 Provider tools 

 Translation services 

 Member issues 

 Health plan issues 

 Pharmacy and formulary 

 

A total of 1,197 providers were included in the survey mailing.  The survey packet consisted of a two page 

survey (one page front and back) and a personalized cover letter requesting participation.  One week 

following the survey mailing, a follow-up postcard was sent to all providers to remind them to participate in 

the survey.  As part of the available response methods for providers, an on-line survey option was included.  

Respondents were provided with a sample link to the survey at which point they were asked to enter their 4 

digit “password” and proceed to the survey. 

 

The surveys were mailed on June 26, 2009.  Four weeks were allowed to obtain all completed surveys, with 

a closing date of July 24, 2009. There were 51 post-office returns (undelieverables). A total of 204 

interviews were completed by providers resulting in a response rate of 18% (a 5% increase compared to the 

2007 study).  

 

 173 providers responded via mail. 

 Nineteen (19) providers responded to the survey via the on-line method.  (plus 1 received a few 

days after closing) 

 12 providers responded by fax. 
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Please note: in 2007 a total of 490 were mailed, with a response rate of 13% (65 surveys).   The small base 

(response) in 2007 reduced the possibility of establishing significant differences between 2007 and 2009 

results for most questions. 

 

 

Of the 204 completed surveys, the responses break down as follow by specialty: 
 
 

  

Mailing 

Frequency 

Mailing 

Percent 

Response 

Frequency 

Response 

Rate % 

ADULT FOSTER CARE 78 6.5 12 15.4 

ANCILLARY 82 6.9 8 9.8 

ASSISTED LIVING CENTER 40 3.3 17 42.5 

ASSISTED LIVING HOME 333 27.8 69 20.7 

BEHAVIORAL HEALTH 32 2.7 4 12.5 

DENTAL PROVIDER 9 .8 1 11.1 

HOME & COMMUNITY BASED 76 6.3 28 36.8 

HOSPICE 5 .4 1 20.0 

HOSPITAL/OUT PT/URGENT CARE 32 2.7 - 0.0 

PRIMARY CARE 170 14.2 21 12.4 

SKILLED NURSING FACILITY 48 4.0 15 31.3 

SPECIALIST 287 24.0 25 8.7 

TRANSPORTATION 5 .4 3 60.0 

Total 1,197 100.0 204 17.0 

 

 

All phases of this study were performed by North American Testing Organization. 

 

Note: Due to small sample sizes in the 2007 study, there were no significant differences in the top 2 

responses (strongly agree/agree) between the 2007 and 2009 results. 
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EXECUTIVE SUMMARY 
 

 

Note: The term “agree” indicates that the respondents “strongly agree and agree” with the statement. 

 

Network Management Services 

 

 

Overall, approximately three-quarters of providers are favorable to the Network Management services that 

are provided by SCAN.  Specifically, 73% of  the 181 providers who responded were in agreement 

(“strongly agree/agree”) that the Network Management services staff returned their calls promptly (this was 

identical to the 2007 survey in which 73% of the 56 respondents gave the same rating).  Slightly more, 77% 

of the 181 responding,  agree that the Network Management Services staff was able to answer their questions 

and resolve their issues to their satisfaction (again, this is an identical rating compared to the 77% “strongly 

agree”/agree” response in 2007).  In terms of the Network Management Services staff providing adequate 

training on SCAN policies and procedures to providers, 69% of those 173 responding agree with that 

statement compared to 79% in the 2007 survey.  Nine of out ten (91%) providers in 2009 and 2007 were in 

agreement that the staff was courteous when they called, with only 2% saying they disagree with this 

statement.    

 
Strongly Agree/Agree 2009 Base 2007 Base 

Network Management Services staff returns your phone calls 

promptly. 
73% 181 73% 56 

Network Management Services staff answers your questions and/or 

resolves your issues to your satisfaction. 
77% 181 77% 57 

Network Management Services has provided adequate training on 

SCAN policies and procedures. 
69% 173 79% 56 

The Network Management Services staff is courteous when you call. 91% 182 90% 57 

 

 

 

Claims 
 

Sixty-eight percent (68%) of those 190 providers responding agree that claims payments are received within 

a satisfactory time period (78% out of 58 respondents in 2007) and 72% said that the claims payments they 

received were accurate within a reasonable threshold level (compared to 79% in 2007).  Additionally, three-

quarters, 75%  of those 182 responding, agree that  when calling claims inquiry representatives, they found 

them to be responsive and helpful (the same as the 75% out of 53 respondents in 2007).  With regard to any 

claims disputes that were submitted, 64% of the 175 respondents agree that they were resolved within a 

satisfactory time period (compared to 69% out of 51 in 2007).  Seventy-nine percent (79%) of  providers 

agree that claim remittance advices are clear and understandable (compared to 83% in 2007).   
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Sixty-one percent (61%) of providers agree with the statement that they have received useful information on 

submitting their claims electronically (compared to 65% in 2007). 

 
Strongly Agree/Agree 2009 Base 2007 Base 

Your claims payments are received within a satisfactory time period. 

(Within 30 days from receipt of a clean claim.) 
68% 190 78% 58 

Claims payment accuracy is within a reasonable threshold level. 72% 191 79% 58 

Claims Inquiry representatives are responsive and helpful in resolving 

claims issues. 
75% 182 75% 53 

Your claims disputes are resolved within a satisfactory time period. 64% 175 69% 51 

Claim remittance advices are clear and understandable. 79% 185 83% 57 

You have received useful information on submitting your claims 

electronically. 
61% 161 65% 46 

 

 

Forms and Authorizations 

 

Seventy-two percent (72%) of the 162 respondents agree that the specialty referral forms were user friendly 

(compared to  sixty-two percent (62%) of the 42 responding in 2007).  Seventy-two percent (72%) agree that 

prior authorizations are returned within what they deem an acceptable time period (76% out of 50 in 2007).  

When prior authorizations were denied, 69% of providers agree that the reasons for the denial were clearly 

stated, as compared to 63% in 2007.   

 
Strongly Agree/Agree 2009 Base 2007 Base 

Specialty referral forms are user friendly. 72% 162 62% 42 

Prior authorizations are returned within an acceptable time period. 72% 171 76% 50 

Reasons for prior authorization denials are clearly stated. 69% 158 63% 41 

 

 

Case Management and Member Services 
 

Seventy-three percent (73%) of providers agree that their calls to a case manager were responded to 

promptly, as compared to 70% in 2007.    Seventy percent (70%) of the 2009 providers agree that case 

managers provide valuable assistance in the coordination of care with the member and family members. 

 

When calling member services, 81% of providers agree that the staff member responded to their inquiries in 

a professional and prompt manner, compared to 82% in 2007. 

Strongly Agree/Agree 2009 Base 2007 Base 

Case managers respond to your phone calls promptly. 73% 182 70% 57 

Case managers provide valuable assistance in the coordination of care 

with the member and family members.  
70% 179 NA NA 

Member Services staff respond to your inquiries in a professional and 

prompt manner. 
81% 180 82% 56 
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SCAN Website, Operations Manual and Translation Services 
 

Three-quarters (76%) of the providers in 2009 agree that the SCAN website provides useful information, 

such as provider operations manual, forms, provider directory search tool and plan updates.  In addition, 

three quarters (75%) agree that the Provider Operations Manual includes the necessary information to 

conduct business (71% out of 49 in 2007).    

 

Seventy-one percent (71%) of the providers in 2009 agree that the plan has effectively communicated how to 

access translation and interpretation services.  This represents a 10% increase compared to 2007 (61% out of 

46 responding). 

 
Strongly Agree/Agree 2009 Base 2007 Base 

The SCAN website provides useful information, such as provider 

operations manual, forms, provider directory search tool, and plan 

updates.   

76% 168 NA NA 

The Provider Operations Manual includes the necessary information 

to conduct business. 
75% 173 71% 49 

SCAN has effectively communicated how to access translation and 

interpretation services. 
71% 126 61% 46 

 

 

 

Member and Health Plan Issues 
 

Approximately one-third (32%) of those responding agree that the members they see today are sicker than 

they were three years ago.  Slightly more than half (54%) of the providers agree that they are more likely to 

contract with an AHCCCS plan, than they were three years ago.  Four out of ten (40%) agree that they are 

more likely to contract with an HMO plan if it is not for profit. 

 

 
Strongly Agree/Agree 2009 Base 

The members you see today are sicker than they were three years ago. 32% 124 

You are more likely to contract with an AHCCCS plan than you were three years ago.   54% 160 

You are more likely to contract with an HMO plan, if they are not for profit. 40% 131 
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Ancillary Provider Services 
 

Slightly less than 7 in 10 (69%) of those providers who responded agree that SCAN provides the support 

they need to care for SCAN members by having adequate access to specialists. 

 

Three-quarters (75%) agree that they have adequate access to lab services.   

 

Slightly less than three-quarters of those responding (73%) agree that they have adequate access to radiology 

services.   

 

Seventy-four percent (74%) agree that there was adequate access to home health services. 

 

Seventy-three percent (73%) agree there was adequate access to transportation. 

 

Seventy-three percent (73%) also agree that there is adequate access to pharmacy services. 

 

Seventy-two percent (72%) agree that there is adequate access to the DME services. 

 

Sixty nine respondents mentioned an “other” response in regard to support services. 

 

Strongly Agree/Agree 2009 Base 

SCAN provides the support you need to care for our members by 

having an adequate access to the following services: 
  

             Specialists 69% 124 

 Lab: 75% 125 

 Radiology: 73% 119 

 Home Health:     74% 128 

 Transportation: 73% 125 

 Pharmacy: 73% 121 

             DME: 72% 116 

             Other: 71% 69 
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Formulary and Therapeutics 
 

Nearly two-thirds (65%) of the providers responding are in agreement that the SCAN LTC and SCAN 

Health Plan AZ pharmacy formulary is sufficient in meeting the needs of their members.  More than seven in 

ten (71%) agree that they understand that they can contact the health plan pharmacy and therapeutics 

Committee if they have suggestions on how to improve the formulary. 

 

 

 
Strongly Agree/Agree 2009 Base 

The SCAN Long Term care and SCAN Health Plan Arizona pharmacy formulary is 

sufficient in meeting the needs of my members. 
65% 124 

I understand that I can contact the health plan pharmacy and Therapeutics Committee 

if I have suggestions on how to improve the formulary. 
71% 126 
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CONCLUSIONS 
 

 

In general, most providers continue to be favorable to the Network Management Services that are provided 

by SCAN.  The Network Management staff is courteous, phone calls are answered promptly and the staff is 

able to answer questions and resolve their issues to their satisfaction.   

 

In terms of Network Management Services supplying the providers with adequate training on SCAN’s 

policies and procedures, there is a 10% decrease in agreement between the 2007 and 2009 results, in 2007 

there was a 79% level of agreement vs. only 69% in 2009.  It is suggested that SCAN review the training 

procedures to identify why this decrease in agreement occurred. 

 

There has been a drop of 10% in the level of agreement between 2007 and 2009 with regard to claims being 

received within a satisfactory time period.  Notable drops in agreement have also been identified for claims 

payment accuracy within a reasonable threshold level (72% in 2009 vs. 79% in 2007), claims disputes being 

resolved within a satisfactory time period (64% in 2009 vs. 69% in 2007) and receiving useful information 

on submitting claims electronically (61% in 2009 and 65% in 2007).  It is suggested that SCAN review these 

issues to increase the levels of provider agreement.  Both the levels of agreement for claims disputes being 

resolved in a satisfactory time period and the usefulness of the information that is received on submitting 

their claims electronically are below 70%, both of these appear to be areas for improvement. 

 

When calling in with a claims inquiry respondents reported that the staff continues to be responsive and 

helpful and the remittance advice for a claim was clear and understandable.   

 

As far as referrals are concerned, there has been improvement since 2007 in the areas of specialty referral 

forms being user friendly and clearly stated reasons for prior authorization denials. 

 

There is a slight drop in the level of agreement regarding prior authorizations being returned within a 

reasonable time period, although the agreement level is still above 70%. 

 

Case management continues to be a relatively strong area for SCAN.  Case managers tend to respond to 

phone calls promptly and they provide valuable assistance in the coordination of care with the member and 

family members.  The levels of agreement are in the low seventies (%), so they do lend themselves to some 

degree of improvement. 
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Member Services staff continue to be quite strong in their ability to handle inquiries in a professional and 

prompt manner.   

 

More than seven out of ten providers are in agreement with the services surrounding the SCAN website, 

operations manual and translation services.  All three areas received levels of agreement of 71% or higher.  

These include the SCAN website providing useful information, provider operations manual including the 

necessary information to conduct business and SCAN has effectively communicated how to access 

translation and interpretation services.  It should be noted that the latter service (translation services) showed 

a 10% improvement since 2007. 

 

In terms of member and health plan issues, nearly one third of respondents feel that the members they see are 

sicker today than they were three years ago.  More than half of the providers feel they would be more likely 

to contract with an AHCCCS plan than they were three years ago, and four in ten are more likely to contract 

with an HMO plan.  These questions were not asked in 2007, so there is no point of comparison for an 

increase or decrease in the level of agreement. 

 

The ancillary provider services including Pharmacy, Home Health, Lab, Radiology, Transportation and 

DME all received levels of agreement clustered in the 71% to 75% range.  Specialists (added in 2009) 

received a 69% level of agreement in terms of SCAN providing the support providers need to care for SCAN 

members by having adequate access to specialists. 

 

The formulary and therapeutics services received average levels of agreement.  Slightly more than seven in 

ten providers understand that they can contact the health plan pharmacy and Therapeutics Committee if they 

have suggestions on how to improve the formulary.  An area for improvement is the ability of the pharmacy 

formulary to meet the needs of the provider’s members.  This latter service only received a 65% level of 

agreement. 
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RECOMMENDATIONS  
 

Generally, SCAN is doing a good job in giving their providers adequate levels of service and information, 

however, there are a few areas where SCAN can improve to better serve those providers within their 

network.  It should be noted that most ratings are in the 70% to 75% range, and therefore leave room for 

improvement. 

 

Overall, Network Management is doing a fairly good job of meeting provider’s needs.  One area for 

improvement is supplying the providers with adequate training on SCAN’s policies and procedures.  There 

seems to be a lapse in this process since 2007. 

 

Certain claims issues continue to be areas for improvement.  The length of time for receiving claims 

payments, having disputes handled in a satisfactory time period, and claims payment accuracy are lagging 

behind the other claims services and issues.  Reducing the time period  and accuracy for these items would 

likely go far to improve overall provider satisfaction in the claims area.  In addition, further training and 

useful materials regarding submitting their claims electronically should be issued to the providers as this 

measure received the lowest overall score in the claims area. 

 

The “user-friendliness” of specialty referral forms and the reasons for prior authorization denials appear to 

have improved since 2007.  Although consideration might be given to reducing the time period for returning 

prior authorization forms. 

 

It is evident that case managers are performing reasonably well in terms of answering calls in a prompt 

manner and providing valuable assistance in the coordination of care with the member and family members.  

However, some additional effort may be considered to improve provider satisfaction in these two areas. 

 

In comparison to case managers, member services staff tends to perform better in terms of responding to 

inquiries in a prompt manner.  

 

While most ancillary providers services rated relatively high, adequate access to specialists may need to be 

reviewed to help make them more accessible to providers. 

 

SCAN may want to review the pharmacy formulary in terms of it being sufficient to meet the needs of the 

members.  Fewer than two-thirds of the providers agreed that the pharmacy formulary meets the needs of its 

members.
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 Overall, the percentage of providers that agree that Network Management Services staff returned their 

phone calls promptly has remained consistent with 2007 findings (73%).  However, this year there were 

fewer providers that “strongly agreed” with this statement in comparison to 2007.  In 2009, there are 

fewer providers that “disagree” that Network Management Services staff returned their phone calls 

promptly when compared to 2007 (9% vs. 16%). 

 

 

Q1. - Network Management Services staff returns your phone calls promptly. 
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          181 – 2009 

 

 

     

 
* Bars in the chart may not add up to 100% or be identical to the text due to rounding. 
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Q1. - Network Management Services staff returns your phone calls promptly. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Similar to 2007, approximately three-quarters of the respondents (77%) agree that Network Management 

Services staff answered their questions and/or resolved their issues to their satisfaction.  Again, there is a 

decline in those providers that “strongly agreed” and in increase in those who “agree” in comparison to 

2007.  One in ten (10%) providers disagree and feel that Network Management staff did not answer their 

questions or resolve their issues to their satisfaction. 

 

Q2. - Network Management Services staff answers your questions and/or resolves your issues to your 

satisfaction. 
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Q2. - Network Management Services staff answers your questions and/or resolves your issues to your 

satisfaction. (by facility/specialty) 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Providers in 2009 are less likely to agree that Network Management Services has provided them with 

adequate training on SCAN policies and procedures.  Sixty-nine percent (69%) of providers this year 

agree that they received adequate training on SCAN policies and procedures while 79% in 2007 agreed 

that they received adequate training.  This year there were significant increases in the percentage of 

providers that are “neutral” on this topic and “disagree” that they received adequate training. 

 

Q3. - Network Management Services has provided adequate training on SCAN policies and 

procedures. 
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Q3. - Network Management Services has provided adequate training on SCAN policies and 

procedures. (by facility/specialty) 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Ninety-one percent (91%) of providers agree that the Network Management Services staff is courteous 

when they call.  This has remained relatively consistent with 2007 (90%).  The percentage of providers 

that agree the Network Management Services staff was not courteous when they called decreased by half, 

with only 2% feeling this way (4% in 2007). 

 

Q4. - The Network Management Services staff is courteous when you call. 
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Q4. - The Network Management Services staff is courteous when you call. (by facility/specialty) 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 The percentage of providers agreeing that their claims payments were received within a satisfactory time 

period decreased by 10% when compared to 2007 (68% vs. 78%).  Significantly fewer respondents in 

2009 “strongly agree” that they received their payment within a reasonable timeframe.  The percentage 

of respondents that disagree with this statement increased by 5% overall, going from 12% in 2007 to 

17% in 2009. 

 

Q5. - Your claims payments are received within a satisfactory time period.  (Within 30 days) 
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Q5. - Your claims payments are received within a satisfactory time period.  (Within 30 days) 

 (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Dropping by 7% since 2007, 72% of providers overall, agree that their claims payment accuracy is within 

a reasonable threshold level.  Providers this year were significantly less likely to have “strongly agreed” 

with this statement (34% vs. 48%).  Disagreement was in line with the 2007 results with 13% disagreeing 

that their claims payment accuracy was within a reasonable threshold level.  Significantly more providers 

this year than in 2007 are “neutral” when it came to claims payment accuracy. 

 

Q6. - Claims payment accuracy is within a reasonable threshold level. 
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Q6. - Claims payment accuracy is within a reasonable threshold level. (by facility/specialty) 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Agreement among providers in regards to Claims Inquiry representatives being responsive and helpful in 

resolving claims issues has remained unchanged since 2007 with three-quarters (75%) of providers 

agreeing that representatives are responsive and helpful.  Again, consistent with 2007, 12% of providers 

disagree that their calls to Claims Inquiry representatives were responsive and helpful in resolving claims 

issues. 

 

 

Q7. - Claims Inquiry representatives are responsive and helpful in resolving claims issues. 
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Q7. - Claims Inquiry representatives are responsive and helpful in resolving claims issues.  

(by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 The percentage of providers that agree that their claims disputes are resolved in what they consider a 

satisfactory time period has decreased by 5%, while disagreement has increased by 5% since 2007.  

Significantly fewer providers this year in comparison to 2007 “strongly agreed” that their claims disputes 

were resolved within a satisfactory time period (29% vs. 43%).  Seventeen percent (17%) disagree that 

their claims disputes were resolved within a satisfactory time period. 

 

Q8. - Your claims disputes are resolved within a satisfactory time period. 
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Q8. - Your claims disputes are resolved within a satisfactory time period. (by facility/specialty) 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Approximately eight out of ten (79%) providers agree that claim remittance advice is clear and 

understandable – a slight decrease since 2007(82%).  In line with 2007 results, less than ten percent of 

the providers (8%) disagree that claim remittance advices were clear and understandable. 

 

Q9. - Claim remittance advices are clear and understandable. 
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Q9. - Claim remittance advices are clear and understandable. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 This year providers were less likely to disagree with the statement that they have received useful 

information on submitting their claims electronically (19% in 2009 and 24% in 2007).  Providers this 

year were significantly more likely to hold a “neutral” opinion about receiving useful information on 

submitting claims electronically than in 2007, while 61% agreed they have received useful information 

about submitting claims electronically (a 4% decrease overall). 

 

Q10. - You have received useful information on submitting your claims electronically. 
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Q10. - You have received useful information on submitting your claims electronically. 

(by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 The percentage of providers agreeing that specialty referral forms are user friendly has increased by 10% 

since 2007.  More than seven in ten (72%) providers agreed that the specialty referral forms were user 

friendly while less than one in ten (8%) providers disagreed that they were user friendly. 

 

Q11. - Specialty referral forms are user friendly. 
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Q11. - Specialty referral forms are user friendly. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 More than seven in ten providers (72%) agree that prior authorizations are returned within an acceptable 

time period.  This represents a decrease of 4% since 2007.  Overall disagreement has increased slightly 

since 2007 with 11% of providers disagreeing that prior authorizations are returned within an acceptable 

time period (8% in 2007). 

 

Q12. - Prior authorizations are returned within an acceptable time period. 
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Q12. - Prior authorizations are returned within an acceptable time period. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Overall, providers this year were more likely to have agreed that reasons for prior authorization denials 

were clearly stated when compared to 2007 results (69% vs. 63%).  Increasing by 4% since 2007, 11% of 

providers disagreed and felt that reasons for prior authorization denials were not clearly stated and 20% 

had a neutral opinion. 

 

Q13. - Reasons for prior authorization denials are clearly stated. 
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Q13. - Reasons for prior authorization denials are clearly stated. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Overall agreement among providers when asked if case managers respond to their phone calls promptly 

has increased by 3% since 2007, but there were significant changes in the strength of the level of 

agreement (73% vs. 70%).  This year, providers were significantly less likely to “strongly agree” with 

this statement and significantly more likely to “agree” with this statement. Consistent with 2007 findings, 

twelve percent (12%) of the providers disagree that case managers respond to their phone calls promptly. 

 

Q14. - Case managers respond to your phone calls promptly. 
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Q14. - Case managers respond to your phone calls promptly. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Seven out of ten (70%) providers agree that case managers provide valuable assistance in the 

coordination of care with the member and family members while 10% disagree. One-fifth (20%) of 

providers held a neutral opinion when it came to the value of case managers when coordinating care. 

 

 

Q15. - Case managers provide valuable assistance in the coordination of care with the member and 

family members. 
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Q15. - Case managers provide valuable assistance in the coordination of care with the member and 

family members. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 In line with results from 2007, eighty-one percent (81%) of providers were in agreement that Member 

Services staff responded to their inquires in a professional and prompt manner.  Six percent (6%) 

disagreed that Member Services staff responded to their inquiries in a professional and prompt manner 

while 13% expressed a neutral opinion. 

 

 

Q16. - Member Services staff respond to your inquiries in a professional and prompt manner. 
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Q16. - Member Services staff respond to your inquiries in a professional and prompt manner. 

(by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 More than three-quarters (76%) of the providers agree that the SCAN website provided them with useful 

information, such as the provider operations manual, forms, provider directory search tool, and plan 

updates.  Six percent (6%) of the providers felt the SCAN website did not provide them with enough 

useful information and 19% were “neutral” in their opinion of SCAN’s website. 

 

Q17. ï The SCAN website provides useful information, such as provider operations manual, forms, 

provider directory search tool, and plan updates. 
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Q17. ï The SCAN website provides useful information, such as provider operations manual, forms, 

provider directory search tool, and plan updates. (by facility/specialty) 
 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Seventy-five percent (75%) of the providers agree that the Provider Operations Manual includes the 

necessary information needed to conduct business.  This has increased by 4% since 2007.  Decreasing by 

half since 2007, only five percent (5%) of the providers disagreed and felt that the Provider Operations 

Manual does not include the necessary information they need to conduct business. 

 

Q18. - The Provider Operations Manual includes the necessary information to conduct business. 
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Q18. - The Provider Operations Manual includes the necessary information to conduct business. 

(by facility/specialty) 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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¶ Increasing by 10% since 2007, seventy-one percent (71%) of providers agree that SCAN has effectively 

communicated how to access translation and interpretation services (61% in 2007).  Thirteen percent 

(13%) disagreed and felt that SCAN has not effectively communicated how to access translation and 

interpretation services.  17% expressed a neutral opinion. 

 

Q19. - SCAN has effectively communicated how to access translation and interpretation services. 
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Q19. - SCAN has effectively communicated how to access translation and interpretation services. 

(by facility/specialty) 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Nearly one-third (32%) of the providers surveyed stated that the members they see today are sicker than 

they were three years ago while 27% disagreed with this statement.  Forty-one percent (41%) of the 

providers felt that their members were neither sicker nor healthier than they were 3 years ago. 

 

 

 

Q20. - The members you see today are sicker than they were three years ago. 
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Q20. - The members you see today are sicker than they were three years ago. (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Approximately half (54%) of the providers reported that they would be more likely to contract with an 

AHCCCS plan now than they were three years ago.  Sixteen percent (16%) disagreed and were not more 

likely to contract with an AHCCCS plan, while 29% were “neutral”. 

 

 

 

Q21. ï You are more likely to contract with an AHCCCS plan than you were three years ago. 
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Q21. ï You are more likely to contract with an AHCCCS plan than you were three years ago. 

(by facility/specialty) 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Base:   Assisted Living Home (56) 

 Home and Community Based (22) 

 Primary Care (19) 

  Specialist (19) 

 

 

 

 

 
* Caution should be used when evaluating results with base sizes of less than 20 

 

61%

55%

37%
42%

0%

20%

40%

60%

80%

100%

Assisted Living Home Home/Community

Based

Primary Care Specialist

2009

 

P 

= significant difference (A=Assisted Living, H= Home/Community Based, P= Primary Care, S = Specialist) 



SCAN HEALTH PLAN ARIZONA PROVIDER STUDY 2009, August 26, 2009   
  

62 

 When asked if they would be more likely to contract with an HMO plan if they were not for profit, 40% 

of providers agree, while 15% disagree with this statement.  Forty-six percent (46%) of providers had a 

neutral opinion when it came to contracting with an HMO that was not for profit. 

 

 

 

Q22. ï You are more likely to contract with an HMO plan, if they are not for profit. 
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Q22. ï You are more likely to contract with an HMO plan, if they are not for profit. (by 

facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Approximately seven out of ten providers (69%) agree that SCAN provides members adequate access to 

Specialists.  Six percent (6%) of the providers disagree and feel SCAN did not provide their members 

with adequate access to Specialists.  This service was ranked the lowest among all services rated. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  SPECIALISTS 
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Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  SPECIALISTS (by facility/specialty) 

 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Base:   Assisted Living Home (49) 

 Home and Community Based (9) 

 Primary Care (16) 

  Specialist (17) 

 

 

 

 

 
* Caution should be used when evaluating results with base sizes of less than 20 

 

84%

67%

50%
47%

0%

20%

40%

60%

80%

100%

Assisted Living Home Home/Community

Based

Primary Care Specialist

2009

 

PS 

= significant difference (A=Assisted Living, H= Home/Community Based, P= Primary Care, S = Specialist) 



SCAN HEALTH PLAN ARIZONA PROVIDER STUDY 2009, August 26, 2009   
  

66 

 Three-quarters (75%) of the providers agree that SCAN provided adequate access to Lab services to its 

members.  Very few providers thought that SCAN didn’t provide enough access to Lab services to their 

members (2%) while 23% expressed a “neutral” opinion. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  LAB 
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Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  LAB (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Seventy-three percent (73%) of providers agree that SCAN provides adequate access to Radiology 

services, one-quarter (25%) are “neutral”, and only 2% disagree and feel that SCAN does not provide 

adequate Radiology services to its members. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  RADIOLOGY 
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Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  RADIOLOGY (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 More than seven out of ten providers (73%) agree that SCAN provides adequate access to Home Health 

services in order to care for their members.  Once again, very few providers feel that SCAN does not 

provide adequate access to Home Health services (2%) while 25% are “neutral”. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  HOME HEALTH 
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Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  HOME HEALTH (by facility/specialty) 
 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 In regards to Transportation, 73% of providers agree that SCAN provides enough support to care for their 

members by providing adequate access to Transportation services, while 5% disagree.  More than one-

fifth (22%) of the providers neither agree nor disagree that SCAN provided adequate access to 

Transportation services. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  TRANSPORTATION 
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Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  TRANSPORTATION (by facility/specialty) 
 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Approximately three-quarters (73%) of the providers surveyed agree that SCAN provides adequate 

Pharmacy services to their members.  Only three percent (3%) report that they feel SCAN doesn’t 

provide enough Pharmacy services to their members.  One-quarter (25%) of the providers expresse a 

neutral opinion in regards to Pharmacy services. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  PHARMACY 
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Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  PHARMACY (by facility/specialty) 
 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Seventy-two percent (72%) of providers feel that SCAN does provide enough support to care for their 

members in terms of providing adequate DME services while 3% do not.  More than one-quarter (26%) 

neither agree nor disagree. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  DME 
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Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  DME (by facility/specialty) 
 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 Providers also rated “Other” services provided by SCAN.  Seventy-one percent (71%) of providers that 

mentioned an “other” service agree that SCAN provides an adequate amount of access to it, 3% disagree, 

and 26% are “neutral”. 

 

Q23 - SCAN provides the support you need to care for our members by having an adequate access to 

the following services:  OTHER 
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 Nearly two-thirds (65%) of providers agree that the SCAN Long Term care and SCAN Health Plan 

Arizona pharmacy formulary was sufficient in meeting the needs of their members.  Few members (6%) 

disagree and feel that the pharmacy formulary was inadequate.  Three out of ten providers neither agree 

nor disagree that the pharmacy formulary was sufficient. 

 

Q24. - The SCAN Long Term care and SCAN Health Plan Arizona pharmacy formulary is sufficient 

in meeting the needs of my members. 
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Q24. - The SCAN Long Term care and SCAN Health Plan Arizona pharmacy formulary is sufficient 

in meeting the needs of my members. (by facility/specialty) 
 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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 When questioned whether or not they knew that they could contact the health plan pharmacy and 

Therapeutics Committee with suggestions on how to improve the formulary, 71% knew they were able to 

do so while 8% did not. 

 

Q25. ï I understand that I can contact the health plan pharmacy and therapeutics Committee if I have 

suggestions on how to improve the formulary. 
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Q25. ï I understand that I can contact the health plan pharmacy and therapeutics Committee if I have 

suggestions on how to improve the formulary. (by facility/specialty) 

 

 

(Chart reflects % of those who “Strongly Agree or Agree”) 
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