


Kansas - Practice Perspectives on Payer Performance 

1. How satisfied are you with the amount of time it takes the payer to respond to your questions?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 3.0% (2) 6.1% (4) 7.6% (5) 45.5% (30) 34.8% (23) 3.0% (2) 4.06 66

Century Health Solutions (CHS) 1.6% (1) 3.1% (2) 15.6% (10) 17.2% (11) 3.1% (2) 59.4% (38) 3.42 64

CIGNA 9.4% (6) 26.6% (17) 34.4% (22) 14.1% (9) 10.9% (7) 4.7% (3) 2.90 64

Preferred Health Systems 3.1% (2) 15.6% (10) 17.2% (11) 48.4% (31) 12.5% (8) 3.1% (2) 3.53 64

UnitedHealthcare 43.1% (28) 27.7% (18) 4.6% (3) 15.4% (10) 4.6% (3) 4.6% (3) 2.06 65

Medicare Part B (traditional) 21.5% (14) 21.5% (14) 15.4% (10) 26.2% (17) 12.3% (8) 3.1% (2) 2.86 65

  answered question 66

  skipped question 1
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2. How satisfied are you with the accuracy and consistency of the payer's responses to your questions?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 6.3% (4) 6.3% (4) 4.8% (3) 41.3% (26) 39.7% (25) 1.6% (1) 4.03 63

Century Health Solutions (CHS) 1.6% (1) 4.8% (3) 19.0% (12) 9.5% (6) 6.3% (4) 58.7% (37) 3.35 63

CIGNA 9.5% (6) 14.3% (9) 39.7% (25) 19.0% (12) 11.1% (7) 6.3% (4) 3.08 63

Preferred Health Systems 1.6% (1) 11.1% (7) 25.4% (16) 38.1% (24) 19.0% (12) 4.8% (3) 3.65 63

UnitedHealthcare 41.7% (25) 20.0% (12) 13.3% (8) 13.3% (8) 5.0% (3) 6.7% (4) 2.14 60

Medicare Part B (traditional) 19.0% (12) 20.6% (13) 19.0% (12) 33.3% (21) 4.8% (3) 3.2% (2) 2.84 63

  answered question 63

  skipped question 4
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3. How satisfied are you with the payer's Web site as a means of conducting business transactions (i.e. claims submission, eligibility verification)?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 6.5% (4) 6.5% (4) 8.1% (5) 40.3% (25) 33.9% (21) 4.8% (3) 3.93 62

Century Health Solutions (CHS) 4.8% (3) 8.1% (5) 12.9% (8) 4.8% (3) 3.2% (2) 66.1% (41) 2.81 62

CIGNA 6.5% (4) 16.1% (10) 25.8% (16) 21.0% (13) 4.8% (3) 25.8% (16) 3.02 62

Preferred Health Systems 10.0% (6) 16.7% (10) 20.0% (12) 23.3% (14) 10.0% (6) 20.0% (12) 3.08 60

UnitedHealthcare 17.7% (11) 17.7% (11) 21.0% (13) 22.6% (14) 1.6% (1) 19.4% (12) 2.66 62

Medicare Part B (traditional) 16.4% (10) 16.4% (10) 26.2% (16) 24.6% (15) 9.8% (6) 6.6% (4) 2.95 61

  answered question 62

  skipped question 5
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4. How satisfied are you with the provider credentialing process?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 6.3% (4) 3.2% (2) 15.9% (10) 33.3% (21) 34.9% (22) 6.3% (4) 3.93 63

Century Health Solutions (CHS) 6.5% (4) 1.6% (1) 6.5% (4) 17.7% (11) 9.7% (6) 58.1% (36) 3.54 62

CIGNA 8.1% (5) 14.5% (9) 22.6% (14) 19.4% (12) 14.5% (9) 21.0% (13) 3.22 62

Preferred Health Systems 6.3% (4) 14.3% (9) 17.5% (11) 33.3% (21) 22.2% (14) 6.3% (4) 3.54 63

UnitedHealthcare 14.5% (9) 11.3% (7) 14.5% (9) 21.0% (13) 9.7% (6) 29.0% (18) 3.00 62

Medicare Part B (traditional) 15.9% (10) 19.0% (12) 23.8% (15) 23.8% (15) 7.9% (5) 9.5% (6) 2.88 63

  answered question 63

  skipped question 4
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5. How much leverage does your practice have during the contract negotiation process?

  No leverage
Slight 

leverage

Moderate 

leverage

Considerable 

leverage

Complete 

leverage

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 57.1% (36) 14.3% (9) 17.5% (11) 4.8% (3) 0.0% (0) 6.3% (4) 1.68 63

Century Health Solutions (CHS) 14.3% (9) 11.1% (7) 9.5% (6) 4.8% (3) 0.0% (0) 60.3% (38) 2.12 63

CIGNA 41.3% (26) 23.8% (15) 9.5% (6) 3.2% (2) 0.0% (0) 22.2% (14) 1.67 63

Preferred Health Systems 43.5% (27) 19.4% (12) 21.0% (13) 4.8% (3) 1.6% (1) 9.7% (6) 1.91 62

UnitedHealthcare 49.2% (31) 12.7% (8) 11.1% (7) 3.2% (2) 0.0% (0) 23.8% (15) 1.58 63

Medicare Part B (traditional) 85.7% (54) 0.0% (0) 7.9% (5) 0.0% (0) 0.0% (0) 6.3% (4) 1.17 63

  answered question 63

  skipped question 4
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6. How satisfied are you that the payer conducts 2-way, good-faith negotiations during the contracting process?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 27.9% (17) 9.8% (6) 23.0% (14) 14.8% (9) 8.2% (5) 16.4% (10) 2.59 61

Century Health Solutions (CHS) 9.8% (6) 3.3% (2) 13.1% (8) 6.6% (4) 4.9% (3) 62.3% (38) 2.83 61

CIGNA 21.7% (13) 20.0% (12) 26.7% (16) 6.7% (4) 0.0% (0) 25.0% (15) 2.24 60

Preferred Health Systems 22.0% (13) 13.6% (8) 23.7% (14) 11.9% (7) 3.4% (2) 25.4% (15) 2.48 59

UnitedHealthcare 41.0% (25) 3.3% (2) 21.3% (13) 1.6% (1) 0.0% (0) 32.8% (20) 1.76 61

Medicare Part B (traditional) 37.7% (23) 3.3% (2) 26.2% (16) 3.3% (2) 1.6% (1) 27.9% (17) 2.00 61

  answered question 61

  skipped question 6
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7. How willing is the payer to disclose the fee schedule used to reimburse your practice under the terms of your contract?

 
Completely 

unwilling

Moderately 

unwilling
Neutral

Moderately 

willing

Completely 

willing

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 31.7% (19) 18.3% (11) 5.0% (3) 25.0% (15) 20.0% (12) 0.0% (0) 2.83 60

Century Health Solutions (CHS) 10.0% (6) 1.7% (1) 10.0% (6) 10.0% (6) 11.7% (7) 56.7% (34) 3.27 60

CIGNA 20.0% (12) 11.7% (7) 18.3% (11) 16.7% (10) 11.7% (7) 21.7% (13) 2.85 60

Preferred Health Systems 10.2% (6) 10.2% (6) 22.0% (13) 23.7% (14) 27.1% (16) 6.8% (4) 3.51 59

UnitedHealthcare 20.0% (12) 18.3% (11) 13.3% (8) 15.0% (9) 11.7% (7) 21.7% (13) 2.74 60

Medicare Part B (traditional) 1.7% (1) 1.7% (1) 3.3% (2) 11.7% (7) 76.7% (46) 5.0% (3) 4.68 60

  answered question 60

  skipped question 7
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8. How satisfied are you that the payer fully discloses its payment policies?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 10.0% (6) 11.7% (7) 18.3% (11) 40.0% (24) 20.0% (12) 0.0% (0) 3.48 60

Century Health Solutions (CHS) 1.7% (1) 6.8% (4) 15.3% (9) 15.3% (9) 1.7% (1) 59.3% (35) 3.21 59

CIGNA 13.6% (8) 25.4% (15) 28.8% (17) 15.3% (9) 3.4% (2) 13.6% (8) 2.65 59

Preferred Health Systems 6.7% (4) 16.7% (10) 26.7% (16) 38.3% (23) 6.7% (4) 5.0% (3) 3.23 60

UnitedHealthcare 30.0% (18) 21.7% (13) 13.3% (8) 20.0% (12) 0.0% (0) 15.0% (9) 2.27 60

Medicare Part B (traditional) 5.1% (3) 15.3% (9) 20.3% (12) 30.5% (18) 27.1% (16) 1.7% (1) 3.60 59

  answered question 60

  skipped question 7
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9. How well do you understand why your claims are denied or modified?

 
No 

understanding

Slight 

understanding

Moderate 

understanding

Considerable 

understanding

Complete 

understanding 

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 3.4% (2) 6.8% (4) 13.6% (8) 55.9% (33) 20.3% (12) 0.0% (0) 3.83 59

Century Health Solutions (CHS) 3.4% (2) 5.2% (3) 3.4% (2) 22.4% (13) 6.9% (4) 58.6% (34) 3.58 58

CIGNA 8.6% (5) 10.3% (6) 25.9% (15) 37.9% (22) 5.2% (3) 12.1% (7) 3.24 58

Preferred Health Systems 3.4% (2) 10.3% (6) 25.9% (15) 46.6% (27) 8.6% (5) 5.2% (3) 3.49 58

UnitedHealthcare 25.9% (15) 22.4% (13) 5.2% (3) 31.0% (18) 5.2% (3) 10.3% (6) 2.63 58

Medicare Part B (traditional) 3.4% (2) 11.9% (7) 27.1% (16) 39.0% (23) 16.9% (10) 1.7% (1) 3.55 59

  answered question 59

  skipped question 8
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10. How satisfied are you with the claims appeals process?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 10.5% (6) 17.5% (10) 17.5% (10) 33.3% (19) 19.3% (11) 1.8% (1) 3.34 57

Century Health Solutions (CHS) 5.3% (3) 5.3% (3) 17.5% (10) 8.8% (5) 1.8% (1) 61.4% (35) 2.91 57

CIGNA 12.5% (7) 19.6% (11) 37.5% (21) 10.7% (6) 3.6% (2) 16.1% (9) 2.68 56

Preferred Health Systems 8.8% (5) 10.5% (6) 36.8% (21) 35.1% (20) 1.8% (1) 7.0% (4) 3.11 57

UnitedHealthcare 42.9% (24) 14.3% (8) 12.5% (7) 10.7% (6) 1.8% (1) 17.9% (10) 1.96 56

Medicare Part B (traditional) 21.1% (12) 21.1% (12) 19.3% (11) 29.8% (17) 3.5% (2) 5.3% (3) 2.72 57

  answered question 57

  skipped question 10
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11. How satisfied are you with the promptness of claims payments?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 0.0% (0) 8.8% (5) 1.8% (1) 36.8% (21) 52.6% (30) 0.0% (0) 4.33 57

Century Health Solutions (CHS) 1.8% (1) 5.3% (3) 12.3% (7) 19.3% (11) 1.8% (1) 59.6% (34) 3.35 57

CIGNA 8.8% (5) 15.8% (9) 28.1% (16) 29.8% (17) 7.0% (4) 10.5% (6) 3.12 57

Preferred Health Systems 1.8% (1) 21.4% (12) 10.7% (6) 46.4% (26) 14.3% (8) 5.4% (3) 3.53 56

UnitedHealthcare 19.3% (11) 19.3% (11) 17.5% (10) 29.8% (17) 5.3% (3) 8.8% (5) 2.81 57

Medicare Part B (traditional) 5.4% (3) 12.5% (7) 8.9% (5) 41.1% (23) 28.6% (16) 3.6% (2) 3.78 56

  answered question 57

  skipped question 10
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12. How transparent to you are the cost and quality measures used by the payer for its physician rating and/or pay-for-performance programs?

 
No 

transparency

Slight 

transparency

Moderate 

transparency

Considerable 

transparency

Complete 

transparency

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 10.5% (6) 7.0% (4) 15.8% (9) 19.3% (11) 1.8% (1) 45.6% (26) 2.90 57

Century Health Solutions (CHS) 7.1% (4) 5.4% (3) 7.1% (4) 1.8% (1) 0.0% (0) 78.6% (44) 2.17 56

CIGNA 21.1% (12) 8.8% (5) 14.0% (8) 3.5% (2) 0.0% (0) 52.6% (30) 2.00 57

Preferred Health Systems 17.5% (10) 10.5% (6) 15.8% (9) 10.5% (6) 0.0% (0) 45.6% (26) 2.35 57

UnitedHealthcare 28.1% (16) 5.3% (3) 10.5% (6) 7.0% (4) 1.8% (1) 47.4% (27) 2.03 57

Medicare Part B (traditional) 12.3% (7) 3.5% (2) 29.8% (17) 12.3% (7) 5.3% (3) 36.8% (21) 2.92 57

  answered question 57

  skipped question 10
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13. What is your overall current satisfaction with the payer?

 
Completely 

dissatisfied

Moderately 

dissatisfied
Neutral

Moderately 

satisfied

Completely 

satisfied

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 3.5% (2) 15.8% (9) 3.5% (2) 42.1% (24) 35.1% (20) 0.0% (0) 3.89 57

Century Health Solutions (CHS) 1.8% (1) 5.3% (3) 14.0% (8) 12.3% (7) 7.0% (4) 59.6% (34) 3.43 57

CIGNA 8.8% (5) 24.6% (14) 33.3% (19) 19.3% (11) 5.3% (3) 8.8% (5) 2.87 57

Preferred Health Systems 7.0% (4) 12.3% (7) 28.1% (16) 38.6% (22) 8.8% (5) 5.3% (3) 3.31 57

UnitedHealthcare 45.6% (26) 21.1% (12) 14.0% (8) 10.5% (6) 3.5% (2) 5.3% (3) 2.00 57

Medicare Part B (traditional) 14.0% (8) 24.6% (14) 19.3% (11) 31.6% (18) 7.0% (4) 3.5% (2) 2.93 57

  answered question 57

  skipped question 10
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14. Over the past 6 to 12 months, how would you describe the change, if any, in your overall satisfaction with the payer? 

 
Significant 

decline
Mild decline No change

Mild 

improvement

Significant 

improvement

Not applicable 

or no 

experience 

with payer

Rating

Average

Response

Count

BCBS of Kansas 12.3% (7) 5.3% (3) 68.4% (39) 12.3% (7) 1.8% (1) 0.0% (0) 2.86 57

Century Health Solutions (CHS) 0.0% (0) 3.5% (2) 36.8% (21) 1.8% (1) 0.0% (0) 57.9% (33) 2.96 57

CIGNA 7.0% (4) 14.0% (8) 63.2% (36) 8.8% (5) 0.0% (0) 7.0% (4) 2.79 57

Preferred Health Systems 1.8% (1) 5.3% (3) 71.9% (41) 15.8% (9) 0.0% (0) 5.3% (3) 3.07 57

UnitedHealthcare 19.3% (11) 19.3% (11) 52.6% (30) 3.5% (2) 0.0% (0) 5.3% (3) 2.43 57

Medicare Part B (traditional) 28.6% (16) 12.5% (7) 48.2% (27) 7.1% (4) 1.8% (1) 1.8% (1) 2.40 56

  answered question 57

  skipped question 10

15. How many full-time-equivalent (FTE) physicians are in your medical practice? 

 
Response

Average

Response

Total

Response

Count

 Number of FTE physicians   19.82 1110 56

  answered question 56

  skipped question 11
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16. Which option best describes the majority owner of your medical practice?

 
Response

Percent

Response

Count

Government   0.0% 0

Hospital/integrated delivery system 17.5% 10

Insurance company or Health 

Maintenance Organization
  0.0% 0

Management Services Organization 

or Physician Practice Management 

Company

1.8% 1

Physicians 71.9% 41

University or medical school 1.8% 1

Other 7.0% 4

  answered question 57

  skipped question 10
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