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Dear Provider,
This week, we are sharing the following provider update — see below to learn more.

Reminder: Provider Satisfaction and Access Surveys

In May, our contracted survey vendor, Press Ganey, began submitting several surveys of
participating providers that will assist Sentara Health Plans in identifying and prioritizing service
improvements, allocating resources, and meeting the National Committee for Quality Assurance
(NCQA) and government regulatory requirements.

Appointment Access and After-Hours Survey

This required survey determines how well providers meet our appointment access standards
and after-hours coverage requirements. Press Ganey will perform by phone the appointment
access and after-hours coverage survey during office hours for a random sample of providers.
Current appointment standards are listed in the Sentara Health Plans Provider Manuals and
after-hours coverage requires that a person or recording be in place to immediately direct
patients for emergency care. If a person is directing patients for emergency care, they must
provide the patient an opportunity to indicate that it is an emergency prior to placing the call on
hold. The call cannot be placed on hold without giving the patient an opportunity to speak.

Provider Satisfaction Survey

A random sample of provider offices will receive mail, an email, and/or a phone call from our
vendor, Press Ganey, asking them to participate in our Provider Satisfaction Survey. This
survey asks providers to rate the services Sentara Health Plans gives to our providers and is an
excellent tool for anonymous feedback and suggestions for operational areas within the health
plan. We encourage your participation.

Provider Satisfaction and Access Surveys 061424



Sincerely,

Your Sentara Health Plans Team

Reqister for upcoming provider webinars
View current policy and operations changes
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https://secure-web.cisco.com/184helM2zyxoYWbiSlU-_xSYP1hs7GB5Rl069NKfsnbY7-QYKcl4UMhrH1JzCiQ0-8EK4mVVrJ2RGH0E8oOS7DG0NoLhq7u1yfVebIph-Qw7uey_onfSJcQlXax5lI9WKjJlTqFEZEcW0ryDaSAci0Rx2CC__sEq1IH-uAYECfGCn1VLvqJCSiW46n5Zq1fVJhPc7lTVJCGM1lsAf1ptUMmxPYgdWU2uyJ6jThuwtVyBkVpB1KkA4MNw4Fcx3YnTovZYGjMkwxEQWSSiW3e4qqKklUj1E7D6FXx9Z0tsxpIv_xRG_MEuihoNfy9ttw7Mx/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D54c42bf28811cb85e919de09a03373afdf581a1ee3e40e58303f3aeab0c5a93475c6704d001321652240677b7c9c0372e3224c74011c30ef
https://secure-web.cisco.com/1hxV6kmKRAtwPcR4h7TRPzaPVQrsEKL5jUBdsZ-ixMIyxBZeL97Orea2EmOcgLKwaYWyzQ__jyElPoByV6J3yrhGVn9tQ9eog0UR4BNXKgIfpcQvdQCIYG3VPhgEWfTbuP9_ZB3dIuBnN2iJfX20iWSuNsI-n7uHiBZaMJBiaw5jZSaIVGyNgSB7XQyeoA97Eyne3lmAOipuxX48oQXNCVJOnCLrCJLYmF-Mtm5I57UMvkvrGod669lYna3cOTig4Y0TvSLkVmlprz-suJ6sisBfT7fbrGQGlz98MScYkJ9rePcva4-BnSnmQhhaRr4r4/https%3A%2F%2Fclick.email.sentarahealthplans.com%2F%3Fqs%3D54c42bf28811cb85b912cdd4bf07d3546e6ed1534c5133612bb69f38e08a1607b272cfbb4d6a27d6595439fdd3b58612b440cb4b36f3445a

