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2021 CAQH Index Overview

= Key Findings

= Transaction Findings

Industry Call to Action
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2021 CAQH Index Overview
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What Is the CAQH Index?

A national benchmarking
survey.

Tool to track and monitor
industry progress.

A collaborative initiative.

= Measures adoption of fully
electronic administrative
transactions.

= Estimates cost and time
savings opportunities.

» Estimates partially electronic
portal use.

= Estimates costs avoided
and spend.

» Tracks industry progress in
the ongoing transition from
manual to electronic
administrative transactions.

= Ninth annual report.

= Monitoring progress makes
it possible to identify
successes and to make
course corrections when
necessary.

= The CAQH Index Advisory
Council.

= Experts in administrative
transactions, data analysis
and healthcare
management.

= Represents providers,
health plans, vendors and
other industry partners.
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What is Tracked?

Patient
Encounter
is Scheduled

Eligibility and Benefit
Verification

Patient
Encounter
Occurs

Health Plan
Adjudicates
Claim

Provider
Submits Claim

=

Provider Referral*

Claim Submission

Attachments

Provider
is Paid by
Health Plan

Coordination of Benefits Claim Status Inquiry

Prior Authorization

Claim Payment

Remittance Advice

Acknowledgements

Mote: This diagram illustrates the administrative workflow in its simplest form. In practice, some transactions may occur multiple times or in multiple steps and be triggered by other events.
*Due to a low volume of data collected, the 2021 CAQH Index was unable to calculate benchmarks.
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2021 Supplemental Questions

= Methods for exchanging clinical and administrative information
— Prior authorization
- Claims

= |nteraction with FHIR for various use cases
- FHIR readiness
- Implementation costs

= Exchange of provider attribution status
- Volume associated with exchange methods

© 2018 CAQH, All Rights Reserved.
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Index Definitions

Transaction Costs
- Cost and savings estimates only account for labor time required to conduct the transaction. Systems
costs as well as pre- and follow-up work are not included.

Electronic Transaction
- Automated transaction conducted using the adopted HIPAA standard.

Manual Transaction
- Transaction requiring end-to-end human interaction, such as telephone, fax, and/or mail.

Partially Electronic Transaction
- Transaction includes web portals and interactive voice response (IVR) systems.

© 2021 CAQH All Rights Reserved CAQH.
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Financial Metrics

Cost Savings Opportunity
- The savings associated with switching from manual/partially electronic transactions to fully electronic
transactions.

Estimated Spend
- The amount of money medical and dental plans and providers spend on conducting a transaction by
modality (electronically, partially electronic, manually).

Electronic Spend
- Costs necessary to conduct the transaction.

Cost Avoided
- The amount of money that was saved by conducting an automated/electronic transaction instead of a
manual or partially electronic transaction.

© 2021 CAQH All Rights Reserved CAQH.
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2021 Transactions Reported

Overview of Reported Data and Benchmarks per Transaction, 2021 CAQH Index

e (] ‘ ¢ 4 ¢ 5 (] ¢ 203 20
Prior Autherization ] N/R 4 ¢ & 2013

Clalm Submission 4 L] [ [ ] ¢ [ [ ] [ 2013 2015
Attachments ¢ L) ¢ # ] 2014 2016
Acknowledgements L 4 2007 2071
sk 3 N/R ¢ ¢ 2015

Clalm Status Inquiry ¢ ¥ [ ] § ] [ [ ] ] 2013 2015
Claim Payment (] [ & & ¢ ¢ ] [ 2013 2015
Remittance Advice [ ] L) L] 4 ] ¢ 4 4 2013 2016
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2021 Data Collection Effort

= Timeframe: End of June to the middle of September

= (Covered Lives
- 61% Medical
— 44% Dental

' j Reporting Period:
= Provider response increased by 29% eporting Ferio

= Number of Transactions Reported by 2021 Participants (?alendar year 2020,
- Medical: 12B first year of COVID.

- Dental: 703 M

= Reportable Transactions
- 9 Medical
- 7 Dental

= Enhancements
- Report Design
- Content/Supplemental Questions

© 2021 CAQH All Rights Reserved CAQH.
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Key Findings
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2021 Key Findings

Federal and state policies aimed at curbing the spread of COVID, social distancing, remote work and
telemedicine impacted the administrative workflow.

= Adoption of electronic transactions improved for most medical transactions except attachments,
coordination of benefits and claim status inquiry and improved for all dental transactions. as health
care staff relied more on electronic processes during COVID.

= Qverall volume decreased for the medical and dental industries due to lower utilization.

= Spending on administrative transactions increased for the medical industry as manual transactions
became more expensive; decreased for the dental industry.

= Cost Savings opportunities increased for the medical industry as the gap in costs for electronic vs
manual transactions continues to increase.

= Cost Savings opportunities continue to decrease for the dental industry as electronic adoption
increased.

© 2021 CAQH All Rights Reserved CAQH.
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For Most Medical Transactions, Plan Adoption Increased

MEDICAL ADOPTION W27 W20s W20 W2020 W 200

98%
99%
BO%
BE%
B9%
B
©

N/R
N/R

=

Eligibility Prior Claim Attachments Acknowledgemnents| Coordination Claim Siatus Claim Remittance
and Benefit Authorization Submission of Benefits Inquiry Payment Advice
Venfication

MN/R = Not Reported
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Dental Plan Adoption Increased for all Transactions

DENTAL ADOPTION

Wz07 Bz W20 B 2020 Wl200

&=
g8
%E%EI

Eligibility and
Benefit Verification

iClaim
Submission

M/R = Mot Reportad

: o) SRR
& & . >
= 3 =
~e®ERT * ﬁ M o= i
o = o, = = it
Acknowledgements Claam Status Claim Remittance
Incpuary Payment Advice
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Overall Volume Decreased for the Medical and Dental Industries

MEDICAL VOLUME

433

DENTAL VOLUME

2013
Index

2014
Index

2015
Index

2016
Index

20017
Index

2018
Index

2019
Index

2020
Indax

202
Indax

2013
Index

2014
Indax

2015
Index

2016
Index

2017
Index

2018
Index

2019
Index

2020
Index

2021
Indax
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Spend increased for the Medical Industry; Decreased for the Dental Industry

MEDICAL SPEND DENTAL SPEND
$37.4
366
$5.7
£5.1
$4.4
$16.7
16
2013 | 2014 | 2015 2006 | 2017 | 2018 202 2006 | 2017 | 2008 | 2019 | 2020 | 202
Index | Index | Index | Index | Index | Index Indax Index | Index | Index | Index | Index | Index
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Medical Spend Increased and Cost Avoided Increased Through Automation (31 |

M Elecironic Spend + Ml Savings Opportunity = Estimated spend I Electronic Spend + Ml Savings Coportunity 4+ [ Cost Avoided = Estimated spend if all transactions were manual

$37.4 B annual estimated spend U . 076 $6,744 T
Benefit Verification 2071 $8,567 $9,763 £122,159

= Eligibility and benefit verification | ™ o 5.
spend represents 49% of total Prior Authorization -1 EEYTRTEz] s344
ann.ual medl_ca! spend * claim Submission. 2020 MRAAAAIELTZ] $8,984
= Claim submission spend R 54,439 $1,651 R
o
represents 16% of total annual O s-:: 55 T
medical spend Pl $137 $286 FL13
= Claim status inquiry and I =
remittance advice spend of Benefits 5 $140
o
represents 13% of total annual S .= s2.0 LD
medical spend REPYPY 51,509 $3,070 $16,10
) ¢ 2020 Ry R LY $963

Claim Payment
2021 B1RSk R Lhpd $1,568

i

Pl $3,203 $2,497 B 1: WLy
2021 BXEARINEY]  $7,248

Remittance Advice

Mote: May not be drawn to scale.
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Dental Spend and Costs Avoided Decreased Through Automation

M Electronic Spend + [l S2vings Opportunity = Estimated spend [l Electronic Spend + [l Savings Coportunity # [ Cost Avoided = Estimated spend if all transactions were manual

$4 .4 B annual estimated

spend
X Eigibilityand 2020 $590 $764 $2,663
= Eligibility and benefit Benefit Verification 2021 2L $2.567
verification spend _ 2020 $617 $263 $894
0 Claim Submission
represents 28% of total 2021 $413 | $266 $670
ann'ual denta! Spe'nd *Elaim Status Inqui 2020 MR =
= Claim status inquiry and e T $690 $942
remittance advice spend . ey s
o X Claimp . 2020 568 472 E7il]
represents 20% of total Sl
annual dental spend
Remittance Advice 2020 3657 §&e4
2021 $466 $439F1L0)
Mote: May not be drawn to scale.
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Savings Opportunities Increased for the Medical Industry; Decreased for Dental

MEDICAL COST SAVINGS OPPORTUNITY

$17.6

DENTAL COST SAVINGS OPPORTUNITY
334

316

£20 %20 $ 2.6
2012 | 2014 | 2015 200 | 2007 | 2018 | 2019 | 2020 | 202 2012 | 2014 | 2015 200 | 2007 | 2018 | 2019 | 2020 | 202
Index | Index | Index | Index | Index | Index | Index | Imdex | Index Index | Index | Index | Index | Index | Index | Index | Index | Index
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The Gap: Average Per Transaction Medical Costs for Electronic and Manual

Transactions

B Elactronic B Manual

i $5.3
$4.00 $3.6 :

§2 $2.0 $5.3 334 $35.4 THE CAP IS

INCR E_A SING

$2.00

$0.21 $0.25 $0.37 $0.33 $0.39 $0.59 $0.61 $0.49 $0.53
¢ B a—=

2013 ‘ 2014 ‘ 2005 ‘ 2016 ‘ 2007 ‘ 2018 2019 2020 ‘ 202

Index Indiex Index Indax Index Index Index Index Indeax

© 2021 CAQH All Rights Reserved
21

CGAQH

Explorations



Medical Average Cost per Transaction and Savings Opportunity

Biggest cost savings opportunities:
- Claim status inquiry ($16.65)
- Eligibility and benefit verification ($15.09)

Manual

Eligibility and Benefit

Verification Partial $ 0.03 $ 362 $ 365 $0.00 $ 267 $ 267
= On average, each manual transaction costs the :'“‘um zz: :zz ::: e
industry $7.28 more than each electronic transaction. e oo o o - - .
Electronic § 007 § 343 % 350
= Medical indUStry could save as much as $5822 for a R Manual $ 110 $ 396 $ 506 $ 101 $ 292 $ 393
single patient encounter by conducting all T eeaome 5009 s e s
transactions electronically. Attachments N S 2o o0 e
) $41 82 for prOVIderS ::ndu:mc z IO:J: S I]‘Jj: z 11:2 $ 1n N/A 3 1
) $1 6.40 for plans 3:::;‘“““"’ Partial $ 0.23 N/A $ 023 $0.00 N/A $ 000
Electronic $ 023 N/A $ 023
= Cost Savings opportunities associated with moving s ase e s ¢ ies swn CER)
from partially electronic portals to fully electronic CoimStatusinqury _ Parta $ 003 s 169 5 472 5000 s 35 s 3
transactions: Electronic $ 0.03 $ 154 $ 157
- Prior authorization ($650) S Manual $ 0.49 § 364 § 413 § 041 $ 196 § 237
- Claim status inquiry ($3.15) Slectronic - §008 Bes s
- Eligibility and benefit verification ($2.67) R B L L R
Remittance Advice Partial § 007 § 283 § 270 $0.00 § 132 § 132
Electronic § 007 $ 13 % 138
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Dental Average Cost per Transaction and Savings Opportunity

Biggest savings opportunities:
- Claim status inquiry ($10.76)
- Eligibility and benefit verification ($9.12)

= On average, each manual transaction costs Manua $ 330 § 683§ 1013 § 327 $ 585
the industry $511 more than each electronic EE::L'::?“““"‘ Partial $ 0.03 $ 415 $ 418 $ 0.00 $ 317 $ 317
transaction. Electronic $ 0.03 $ 098 $ 100

Manual % 0.44 $ 335 £ 379 $ 034 § 229 £ 2863

= Dental industry could save as much as claim Submission ectonic | $ 070 s 106§ 16
$25.55 for a single patient encounter by Manual 5 130 § 885 5 uB § 327 s 740
CondUCtIng a” transaCtlonS eleCtronlca”y Claim Status Inquiry Partial $ 0.03 $ 370 § 373 $ 0.00 § 234 § 234

- $18.35 for providers Electronic $ 0.03 $ 136 $ 139
) $720 for plans Manual $ 019 $ 259 § 278 $ 018 $ 126 § 144
cl
. . . . aim Payment Electronic $ 0.00 § 133 £ 134
= Savings associated with moving from
. . . Manual $ 0J6 $ 2N ¥ 287 $ 014 % l46 % 160
partially electronic portals to fully electronic
. Remittance Advice Partial $ 0.02 $ 275 § 277 $ 0.00 $ 150 $ 150
transactions: : :
ETIT . . . Electroni 0.02 1.25 1.27
- Eligibility and benefit verification ($3.17) s :
- Claim status inquiry ($2.34)
© 2021 CAQH All Rights Reserved CA\O_H
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Medical Time Savings Opportunities

On average, manual transactions require

12 minutes more
than fully electronic transactions.

A medical provider practice could save 82

minutes on average for a patient requiring all

seven transactions by switching from manual to
fully electronic.

A medical provider practice could save 25

minutes on average for a patient requiring

four® transactions by switching from partial to fully
electronic.

* Eligibility and benefit verification, prior authorization, claim status inquiry, remittance advice

Claim Status Inquiry
22 minutes

Eligibility and Benefit
Verification

21 minutes

Prior Authorization
16 minutes
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Dental Time Savings Opportunities

On average, manual transactions require

seven minutes more
than fully electronic transactions.

A dental provider practice could save 33

minutes on average for a patient requiring all

five transactions by switching from manual to fully
electronic.

A dental provider practice could save 13

minutes on average for a patient requiring

three” transactions by switching from partial to fully
electronic.

* Eligibility and benefit verification, claim status inquiry, remittance advice

Claim Status Inquiry
14 minutes

Eligibility and Benefit
Verification

10 minutes

Claim Submission
4 minutes

© 2021 CAQH All Rights Reserved ,
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Transaction Findings
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Eligibility and Benefit Verification
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Eligibility and Benefit Verification: Medical and Dental Plan Adoption by Mode

89%
84% 84%

15% 15%

% 1% 1%

2019 H2020 W 202

1%
64%

51%

35%
29%

22%
14%
1% 7%

Partially Electronic
(Web Portals, IVR)

Fully Electronic
(ASC X12N 270/271)

MEDICAL

Fully Manual
(Phone, Mail, Fax, Email)

Fully Manual
(Phone, Mail, Fax, Email)

Partially Electronic
(Web Portals, IVR)

Fully Electronic
(ASC X12N 270/271)

DENTAL

© 2021 CAQH All Rights Reserved
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Eligibility and Benefit Verification: Medical and Dental Industry Estimated Volume by

Mode

M Eiectronic M Partially Electronic [l Manual

17,283 446 - 438 |
15,726 g 403 o
14,202
274 28
243 238
2859 - m\m i
763 831/
2019 2020 2021 2019 2020 2021
MEDICAL DENTAL

Note: Data represents plans and providers.
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Prior Authorization
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Prior Authorization: Medical Plan Adoption by Mode

54%

26%

Fully Electronic Partially Electronic
(ASC X12N 278) {(Web Portals, IVR)

33% 34% 35%

Fully Manual
(Phone, Mail, Fax, Email)

Wz019 W2020 W 2021
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Prior Authorization: Medical Industry Estimated Volume by Mode

M Electronic M Partially Electronic [l Manual

N
]

L

BE B

2019 2020 2021
MEDICAL
Mote: Data represents plans and providers.
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Claim Submission

© 2021 CAQH All Rights Reserved ( /\( !H
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Claim Submission: Medical and Dental Plan Adoption by Mode

2019 W2020 202

96% 96% 97%

80% 829 84%

4% 4% 3%

Fully Electronic Fully Manual Fully Electronic Fully Manual
(ASC X 12N 837) (Phone, Mail, Fax, Email) (ASC X 12N 837) (Phone, Mail, Fax, Email)

MEDICAL DENTAL

© 2021 CAQH All Rights Reserved CAQH
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Claim Submission: Medical and Dental Industry Estimated Volume by Mode

[l Electronic [l Manual

7 7
m m_ 689
548
372 42 B S 638 E— —ia- —=
2019 2020 2021 2019 2020 2021
MEDICAL DENTAL

MNote: Data represents plans and providers.
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Attachments
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Attachments: Medical Plan Adoption by Mode

80% 78% 79%

20% 22% 2%

Fully Manual
(Mail, Fax, Email)

Fully Electronic
(ASC X12N 275, HL7 CDA)

MEDICAL

H200 H2020 W20

84% 81%

16% 19%
v o W

Fully Manual

Fully Electronic ‘
(Mail, Fax, Email)

(ASC X12N 275, HL7 CDA)
DENTAL
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Attachments: Medical Industry Estimated Volume by Mode

[l Electronic [l Manual

= 33 o 832
190
145
2 = s /R O
N/R
2019 2020 2021 2019 2020 2021
MEDICAL DENTAL
N/R = Not Reported
Mote: Data represents plans and providers.
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Acknowledgements: Medical and Dental Plan Adoption by Mode

98% 99%

100%

2010 2020 W 2021

N/R N/R ﬁ 1% N/R 0% 0% N/R N/R N/R N/R 0% N/R N/R 0%
Fully Electronic Partially Electronic Fully Manual Fully Electronic Partially Electronic Fully Manual

(ASC X12N 277CA/999) (Web Portals, IVR)

MEDICAL
N/R = Not Reported

(Phone, Mail, Fax, Email)

(ASC X12N 277CA/999)

(Web Portals, IVR)

DENTAL

(Phone, Mail, Fax, Email)
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Coordination of Benefits (COB)
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Coordination of Benefits (COB): Medical Plan Adoption by Mode

Bzo1e Pzo020 20
86% 89% 87%

14% 1% 13%
Fully Electronic Partially Electronic Fully Manual
(ASC X12N 837) (Web Portals, IVR) (Phone, Mail, Fax, Email)
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Coordination of Benefits (COB): Medical Industry Estimated Volume by Mode

G

[l Electronic [l Partially Electronic [l Manual

__m_
116

B 19 18
0, 0 0|
2019 2020 2021

MEDICAL

0 =<1 million
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Claim Status Inquiry
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Claim Status Inquiry: Medical and Dental Plan Adoption by Mode

HMz010 W2020 W20

72%
70% 68%
59%
46% 48%
37%
= 30% 23%
25%
22% 19%
17%
1%
5% 6% 49
Fully Electronic Partially Electronic Fully Manual Fully Electronic Partially Electronic Fully Manual
(ASC X12N 276/277) (Web Portals, IVR) (Phone, Mail, Fax, Email) (ASC X12N 276/277) (Web Portals, IVR) (Phone, Mail, Fax, Email)
MEDICAL DENTAL
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Claim Status Inquiry: Medical and Dental Industry Estimated Volume by Mode

I Electronic [l Partially Electronic [l Manual

1,703
1,429 1.363
524 611 m m
- £ 1
= m 168 =
2019 2020 2021 2019 2020 2021
MEDICAL DENTAL
Mote: Data represents plans and providers.
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Claim Payment
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Claim Payment: Medical and Dental Plan Adoption by Mode

2010 2020 W 2021

87% 87%

84%

76%
70%

13%

Fully Manual
(Phone, Mail, Fax, Email)

Fully Electronic

Fully Electronic Fully Manual
(ACH/EFD (Phone, Mail, Fax, Email) (ACH/EFT)

MEDICAL DENTAL
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Claim Payment: Medical and Dental Industry Estimated Volume by Mode

M Electronic Il Manual

M
763 o
—
B —3- —m
195 o 86 g
2019 2020 2021 2019 2020 2021
MEDICAL DENTAL

Mote: Data represents plans and providers.
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Remittance Advice
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Remittance Advice: Medical and Dental Plan Adoption by Mode

Wzo019 2020 2021

17%
73% 73%
64%
57%

51%
47%

39%
31%

229 25% 25%
29 A% Sk 1% 2% 2%
Fully Electronic Partially Electronic Fully Manual Fully Electronic Partially Electronic Fully Manual
(ASC X12N 835) (Web Portals, IVR) (Phone, Mail, Fax, Email) (ASC X12N 835) (Web Portals, IVR) (Phone, Mail, Fax, Email)
MEDICAL DENTAL
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Remittance Advice: Medical and Dental Industry Estimated Volume by Mode

M Electronic 1M Partially Electronic 1l Manual

3,799

a7 462 0
3,327
2019 2020 2021 2019 2020 2021
MEDICAL DENTAL
Mote: Data represents plans and providers.
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Industry Call to Action

= (Capitalize and Expand on Automation
- During the pandemic automation increased as staff dealt with social distance regulations and modified
office conditions.
- Expand on these efforts to address the remaining more complex manual needs that currently drop outside
of automated processes.

= Adapt Processes to Support Telemedicine
- Standards and operating rules need to address regulations and continued use of telemedicine.

= Ensure Interoperability Across Systems
— Build on industry initiatives to drive interoperability.
— Consider new processes and workflows to address new business needs highlighted during the pandemic.

© 2021 CAQH All Rights Reserved CAQH.
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Questions
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The 2021 CAQH Index report is available now at
www.caqghindex.orq.

A recording of this webinar will also be available at
this location within a week of the webinar.
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http://www.caqhindex.org/
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