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VII. Consumer Issues/Appeals & Fair Hearings 

The Arkansas Medicaid program uses its vendor, Arkansas Foundation for Medical Care (AFMC), to 
accept and process grievances and complaints for all program types, including TEFRA. However, 
AFMC has not had a process in place to categorize and filter grievances and complaints by the type 
of Medicaid program at issue. AFMC is establishing a tracking process that will allow for the 
identification of grievances and complaints related to the TEFRA program, and the Arkansas 
Department of Human Services (DHS) will report TEFRA-related grievances and complaints in the 
future. 

There were no audits, investigations, or lawsuits related to the TEFRA demonstration in 2020. 
 

Consumer Issues for Quarter Oct. – Dec. 2020 
 
For the Quarter Oct. – Dec. 2020, there were 14 appeal requests received by the Office of 
Appeals and Hearings 
 

Medicaid/MRT/TEFRA 2 Appeals received 
0 appeal requests found in favor of the client 
1 appeal request found in favor of the agency 
1 appeal request withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 
 
Medicaid TEFRA 2 Appeals received 
0 appeal requests found in favor of the client 
1 appeal request found in favor of the agency 
1appeal request withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 
 
TEFRA 10 Appeals received 
3 appeal requests found in favor of client 
2 appeal requests found in favor of agency 
5 appeal requests withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 
concerning consumer issues during the quarter Oct. – Dec. 2020 

 
Appeals & Fair Hearings for Demonstration Period Jan. 1 – Dec. 31, 2020 

 
Quarter Jan. – March 2020 

 
For the Quarter Jan. – March 2020, there were 16 appeal requests received in the Office of 
Appeals and Hearings: 

 
Medicaid/MRT/TEFRA 1 Appeals received 
0 appeal requests found in favor of the client 
0 appeal requests found in favor of the agency 
1appeal request withdrawn 
0 appeal requests abandoned by client 
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0 appeal requests open and pending 
 
Medicaid TEFRA 0 Appeals received 
0 appeal requests found in favor of the client 
0 appeal requests found in favor of the agency 
0 appeal requests withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 

 
TEFRA 15 Appeals received 
2 appeal requests found in favor of client 
6 appeal requests found in favor of agency 
5 appeal requests withdrawn 
2 appeal requests abandoned by client 
0 appeal requests open and pending  

 
Quarter April – June 2020 
 
For the Quarter April – June 2020, there were 13 appeal requests received in the Office of 
Appeals and Hearings: 

 
Medicaid/MRT/TEFRA 2 Appeals received 
0 appeal request found in favor of the client 
2 appeal requests found in favor of the agency 
0 appeal requests withdrawn 
0 appeal request abandoned by client 
0 appeal requests open and pending 

 
Medicaid TEFRA 0 Appeals received 
0 appeal requests found in favor of the client 
0 appeal requests found in favor of the agency 
0 appeal requests withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 

 
TEFRA 11 Appeals received 
1 appeal request found in favor of client 
5 appeal requests found in favor of agency 
4 appeal requests withdrawn 
1 appeal request abandoned by client 
0 appeal requests open and pending  

 
Quarter July – Sept. 2020 

 
For the Quarter July – Sept. 2020, there were 11 appeal requests received in the Office of 
Appeals and Hearings: 

 
Medicaid/MRT/TEFRA 5 Appeals received 
0 appeal requests found in favor of the client 
4 appeal requests found in favor of the agency 
0 appeal requests withdrawn 
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1 appeal request abandoned by client 
0 appeal requests open and pending 

 
Medicaid TEFRA 0 Appeals received 
0 appeal requests found in favor of the client 
0 appeal requests found in favor of the agency 
0 appeal requests withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 
TEFRA 6 Appeals received 
0 appeal requests found in favor of client 
3 appeal requests found in favor of agency 
3 appeal requests withdrawn 
0 appeal requests abandoned by client 
0 appeal request open and pending  

 
Quarter Oct. – Dec. 2020 
 
For the Quarter Oct. – Dec. 2020, there were 14 appeal requests received in the Office of 
Appeals and Hearings 

 
Medicaid/MRT/TEFRA 2 Appeals received 
0 appeal requests found in favor of the client 
1 appeal request found in favor of the agency 
1 appeal request withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 

 
Medicaid TEFRA 2 Appeals received 
0 appeal requests found in favor of the client 
1 appeal request found in favor of the agency 
1appeal request withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 
 
TEFRA 10 Appeals received 
3 appeal requests found in favor of client 
2 appeal requests found in favor of agency 
5 appeal requests withdrawn 
0 appeal requests abandoned by client 
0 appeal requests open and pending 

 
VIII. Budget Neutrality Monitoring Activities  
 

Quarter Oct. – Dec. 2020 and Demonstration Year Jan. 1 – Dec. 31, 2020 
 
A. See ATTACHMENT B that depicts the following:  
 

1. Overall TEFRA services cost by demonstration year 
 

2. TEFRA participant months by demonstration year 
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3. TEFRA monthly cost per person by demonstration year 
 

4. TEFRA cost savings by demonstration year 

DHS attests and certifies that the Budget Neutrality data contained in Attachment B is 
accurate and correct. 

B. See ATTACHMENT C that depicts the monthly premium breakdown by premium class 
for the demonstration years 
 

IX. Financial/Budget Neutrality/Fiscal Issues  
 

Quarter Oct. – Dec. 2020 and Demonstration Year Jan. 1 – Dec. 31, 2020 
 

A. Financial issues including changes in appropriations, status of efforts to collect 
premiums, etc. 

 
See ATTACHMENT C that depicts the monthly premium breakdown by premium class 
for the demonstration years.  There have been no changes in the appropriation or 
funding status for this demonstration waiver. 

 
B. Anticipated fiscal problems or issues. 

 
There are no anticipated fiscal problems to report for the quarter or for the 
demonstration year 

 
C. Status of expenditures and obligations as they relate to the budget neutrality cap. 

 
See ATTACHMENT B that depicts the budget neutrality cost savings by demonstration 
year for the TEFRA demonstration. 
 
DHS attests and certifies that the Budget Neutrality data contained in Attachment B is 
accurate and correct. 

D. Utilization by county for the current quarter. 
 

See ATTACHMENT D 
 

X. Demonstration Evaluation  
 

Demonstration Evaluation Activities for Jan. – Dec. 2020 

Arkansas Foundation for Medical Care (AFMC), a contract agent with the Division of 
Medical Services, performed the TEFRA Beneficiary Satisfaction Survey. 

General Dynamics Information Technology, Inc. (GDIT), is the consulting analytic 
company that has provided TEFRA 1115 demonstration waiver evaluation deliverables 
since August 2017. GDIT will be producing the interim and summative evaluation reports 
for the TEFRA demonstration 05/09/18 – 12/30/22 renewal period, using results from the 
Beneficiary Satisfaction Survey and other data. 
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See ATTACHMENT E for a summary of GDIT activity reported by quarter and highlighted 
results on the four goals, evaluation hypotheses and drivers for CY2018 and CY2019 
performance periods. 

 

XI. Health Care Quality, Outcomes and Access 

The following sections provide preliminary TEFRA Beneficiary Satisfaction Survey 
findings on the overall quality and satisfaction, access and availability of services, 
and the outcome of care.  

Overall Quality and Satisfaction 

AFMC received surveys from 537 clients before the cutoff date of Dec. 1, 2020. Of 
these, 533 were eligible for analysis, resulting in a final analyzable response rate of 
33%. Participants were asked to rate their satisfaction with the following on a scale 
from 0 (“worst possible”) to 10 (“best possible”). The scores below represent an 
average of all responses received.  
 

 

Of the TEFRA clients who responded, the percentage below represents clients who 
indicated a high degree of satisfaction (a score of 8 or higher): 
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Access and Availability of Services 

Survey participants were asked how easy it was for them to get the health care and 
services they thought were necessary for their child.  

• 98.3% of respondents reported little or no problem getting a health care 
professional for their child with whom they are happy.  

• 98.3% of respondents reported little or no problem getting a referral for their child 
to see a specialist. 

• 93.1% of respondents reported little or no problem getting additional specialty 
items for their child. 

• 87.4% of respondents reported little or no problem getting any special medical 
equipment for their child. 

This portion of the survey asked respondents about the ease of getting various types of 
specialized therapy, including counseling, for their child.  

• 96.8% of respondents reported little or no problem getting speech therapy for their 
child. 

• 97.2% of respondents reported little or no problem getting occupational therapy for 
their child.  

• 98.5% of respondents reported little or no problem getting physical therapy for 
their child. 

• 85.8% of respondents reported little or no problem getting treatment or counseling 
for their child. 





 
TEFRA Waiver 
Quarterly (Oct. – Dec. 2020) & Jan. 1 – Dec. 31, 2020 Demonstration Annual Year-End Report 

 
Page 12 of 18 

 
 

Outcomes of Care 

The TEFRA survey includes both composite measures and rating questions. A 
composite measure combines the responses from two or more questions to obtain a 
single score. The composite measure scores represent the percentage of clients who 
responded favorably. For questions scaled as “never,” “sometimes,” “usually,” and 
“always,” a favorable response represents the proportion of clients who selected 
“usually” or “always.” For questions scaled as “a big problem,” “a small problem,” and 
“not a problem,” a favorable response represents the proportion of clients who selected 
“not a problem.” Rating questions are scaled from 0 to 10, where 0 represents “worst 
possible” and 10 represents “best possible.” The rating scores show the percentage of 
clients who rated the question favorably by selecting a rating of 8, 9, or 10.  

The TEFRA survey includes five composite measures and six rating questions. The 
TEFRA composite measures include:  

• Getting care quickly: Measures a client’s access to timely urgent and nonurgent 
care 

• How well doctors communicate: Measures how well doctors listen, explain, spend 
enough time with, and show respect for what clients have to say  

• Customer service: Measures how often clients got the help they needed and were 
treated with courtesy and respect by TEFRA’s customer service representatives  

• Special equipment and supplies: Measures a client’s access to additional specialty 
items and special medical equipment  

• Special therapies: Measures a client’s access to speech, occupational, and physical 
therapy 
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The following chart shows the top provider types serving TEFRA beneficiaries, as 
measured by the number of claims filed for services provided to TEFRA beneficiaries in 
2020. 

 

0 40,000 80,000 120,000 160,000

71 - CHMS/EIDT

B5 - SPEECH/LANGUAGE THERAPY GENERAL

B4 - OCCUPATION THERAPY GENERAL

56 - PRESCRIPTION SERVICES

B3 - PHYSICAL THERAPY GENERAL

E4 - SPEECH/LANGUAGE THERAPY CHMS/EIDT

E3 - OCCUPATIONAL THERAPY CHMS/EIDT

55 - PHYSICIAN SERVICES

E2 - PHYSICAL THERAPY CHMS/EIDT

AE - AUTISM-EPSDT

PE - PEDIATRIC OUTPATIENT HOSPITAL

C7 - SPEECH/LANGUAGE THERAPY SCHOOL BASED

C6 - OCCUPATIONAL THERAPY SCHOOL BASED

12 - DURABLE MEDICAL EQUIPMENT (DME)/OXYGEN

C5 - PHYSICAL THERAPY SCHOOL BASED

51 - OUTPATIENT HOSPITAL

36 - MENTAL HEALTH CLINIC - RSPMI

93 - DME-EXPANSION-EPSDT

C9 - PERSONAL CARE SERVICES SCHOOL BASED

70 - SURGERY

79 - THERAPY - INDIVIDUAL/REGULAR GROUP

14 - CHS (EPSDT) - IMMUNIZATIONS

44 - OPTOMETRIST/OCULARIST

2020 Claims for TEFRA Beneficiaries

2020 Claims for TEFRA Beneficiaries
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Table below gives the percentage of beneficiaries < 19 years of age who are utilizing 
therapy services during the measurement period by a) speech, b) occupational, and 
c) physical therapy services) for CY2018 and CY2019 
 

 

XII. TEFRA Beneficiaries with Third Party Liability  
 

TEFRA Beneficiaries with Third Party Liability for Quarter Oct. – Dec. 2020 
 

Oct. – Dec. 2020 Quarter 
 

During the quarter Oct. – Dec. 2020, there were 4,411 TEFRA beneficiaries with Third 
Party Liability (TPL) 

 
TEFRA Beneficiaries with Third Party Liability for Demonstration Year Jan. 1 – Dec. 
31, 2020 

 
 TEFRA beneficiaries with Third 

Party Liability (TPL) 
Jan. – March 2020 Quarter 4,146 
April – June 2020 Quarter 4,188 
July – Sept. 2020 Quarter 4,310 
Oct. – Dec. 2020 Quarter 4,411 

 
XIII. Enclosures/Attachments 
 

Attachments A-1: Lists the outreach activities performed by Arkansas Foundation for 
Medical Care (AFMC) during the quarter 

 
Attachments A-2: Lists the outreach activities performed by Arkansas Foundation for 

Medical Care (AFMC) during the demonstration year 
 
Attachment B: TEFRA budget neutrality monitoring – Overall services costs by 

demonstration year 
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 TEFRA budget neutrality monitoring – participant months by 
demonstration year 

 
 TEFRA budget neutrality monitoring – monthly cost per person by 

demonstration year 
 
 TEFRA budget neutrality monitoring – cost savings by demonstration 

year 
 
Attachment C: TEFRA family income/monthly premium amount/monthly premium 

class breakdown by month & by demonstration year 
 
Attachment D: Paid amount & unduplicated recipient count by recipient county 
 
Attachment E: A summary of General Dynamics Information Technology’s activity 

reported by quarter and highlighted results on the four goals, evaluation 
hypotheses and drivers for CY2018 and CY2019 performance periods. 

 
Attachment E-4 Eligibility Procedures, Medical Service Policies, Application 
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XIV. State Contacts 
 

Nell Smith 
Assistant Director 
Arkansas Department of Human Services 
Division of Medical Services 
700 Main Street 
Little Rock, AR 72203 
Telephone:   
E-mail:  
 
Elizabeth Pitman 
Deputy Director 
Arkansas Department of Human Services 
Division of Medical Services 
P. O. Box 1437, Slot S-401 
Little Rock, AR 72203-1437 
Telephone:   
E-mail:  

 
 
Date 4th Quarter (Oct. – Dec. 2020) and Jan. 1 – Dec. 31, 2020 Annual Year End Report 
Submitted to CMS 
 

March 31, 2021 
 
 




