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Attachment E

Arizona Service Center Training Program
Member & Provider Solutions Training, Centene Corporation

Our overarching goal is to provide eligible members with information about Medicaid that is accurate
and easily understandable. To achieve this goal, health plan staff that interface with members will be
trained and provided with appropriate tools and resources to ensure they are well positioned to assist
eligible members and their providers with guestions about their covered benefits, appeals and grievance
rights and responsibilities under Medicaid, and other topics and issues that are relevant to members and
providers. '

It is our standard operating procedure for all service center staff to participate in an initial and on-going
training specific to their job functions and responsibilities and subjects relevant to the populations and
services covered by the health plans supported at the service center. In addition to the targeted
training, staff will have access to resources such as training manuals, policies and procedures and job
aids to support them in addressing the unique needs and issues facing the dual eligible population.

The following is an overview of how service center employees are trained to assist health plan members.
Included below is an overview of our training program that encompasses methods for educating staff,
proposed dual eligible specific training curriculum, and processes to assess training effectiveness.

Methods for Educating Staff

Service Center staff require a combination of classroom, on-the-job, self-tutorial, and preceptor training.
In addition to initial training, ongoing training and education is provided for all employees to maintain
expertise, to increase proficiency and job knowledge, and to disseminate new information.

INITIAL TRAINING- The six-week training program includes four weeks in the classroom and two
weeks of hands-on training. The Trainer conducts training in a classroom setting, supplemented by
interactive, online modules in connection with Ongoing Training.

The classroom portion consists of three phases:

¢ Fundamentals which focuses on the common tools, techniques, and resources available to all
staff members of the department.

e Programs which provides a comprehensive review of covered services, program descriptions
and specific roles and responsibilities of staff and introduces supervised, hands-on training.

* Job Functions which reviews department and individual performance goals for all staff
members, specific roles and responsibilities, and related policies, procedures, and workflows.

Near the conclusion of the lob Functions phase, the Trainer will introduce hands-on training through
involvement in real-life and real-time situations for our Customer Care Professionals (CCPs). Senior staff
will conduct shadowing, during which they observe the new staff member’s technique and competence
and provide guidance and coaching. The duration of shadowing will depend on the skills and confidence
of each new staff member, who must demonstrate proficiency prior to graduating from the program
and independently performing his or her job.

During this final phase of training, the Trainer and Quality Specialist will begin call monitoring of CCPs via
our Uptivity application, which records calls and captures screen navigation to evaluate the
effectiveness of the interaction, efficiency of the CCP’s system navigation to obtain and document
information, and cultural appropriateness.

Centene also requires all staff to complete our Cultural Competency Training Program upon hire and
annually thereafter. This program is based on the National Standards for Cutturally and Linguistically
Appropriate Services in Health Care (CLAS Standards). Centene affiliates follow all 14 CLAS Standards.
The training reviews daily challenges facing many Members such as poverty, Limited English Proficiency
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(LEP), low literacy, limited mobility, behavioral health conditions, and lack of shelter, food, chiidcare,
and social supports.

We will require staff to participate in annual recertification training which is based on CLAS Standards,
and uses role-playing, presentations, and case discussions, with emphasis on developing skills to
communicate appropriately and address members’ linguistic and disability related needs and cultural
differences. Health plan staff will receive training on listening for members’ needs and anxieties, and
identifying potential life stressors that may affect how they do or do not access care. We also will
require biannual refresher training for staff with member contact. Staff will be trained on disability
sensitivity, using People First Language.

- The Arizona Service Center uses Centene University, a corporate wide learning
management system, complete with online courses available to all affiliates, to enhance our classroom
training. The tutorials provide on-demand, anytime learning, at a pace set by each individual. Examples
of course content applicable to addressing the unique needs of dual eligible members include
coordination of benefits, appeals and grievances policies and procedures.

The Centene University technology is flexible and intuitive and allows the Service Center to develop
course content, incorporate videos from external sources, create flexible scheduling including
parameters around frequency, duration, and our own required completion dates. In addition, courses
may include a real-time assessment with guided corrections as well as post-tests to evaluate staff
understanding of course content. The system provides a variety of management tools and individual
employee files containing certificates of completion, all of which aid in maintaining current,
individualized educational development plans for staff.

With Centene University, on an ongoing basis, our Trainers develop and deploy continuing education
modules such as on cultural competency, quality improvement programs and initiatives, new health
plan requirements, and a variety of other topics. The Service Center management team may require
ongoing training sessions regarding department wide emerging issues, trends, and health plan program
requirement changes in advance of their implementation. Centene University issues department
notifications of upcoming training to all staff, and provides management with electronic notices to
confirm that employees who are required to participate have in fact participated in the training within
the timeframe indicated, along with the results of any related test.

In addition, Centene uses Count 5’'s Q Mindshare change management tool to assist the Service Center
leaders in getting the correct information to the right agents at the appropriate time. This application
pushes appropriate information directly to selected agents’ desktops. Agents receive a notification that
new information needs to be reviewed. Content can be created within the application or accessed
externally, such as from Centene’s Cornerstone Learning Management System (LMS). Reporting is a key
feature of the Q Mindshare application, and Supervisors are able to view their team’s participation
rates, see their scores on assessments and use feedback as an opportunity to engage with their

agents. Agents have the ability to provide feedback in the form of both ratings and comments. In
addition, agents are able to access the information at a later time for reinforcement, if needed.
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