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QUALITY AND RISK ADJUSTMENT

1. Quality and Risk Adjustment Performance Improvement

▪ Cozeva - Interactive Online Quality/RAF Platform

2. Medicare Annual Wellness Program 

▪ Wrap up of 2023

▪ Launch of 2024

3. Improving CAHPS/Member Experience

▪ Importance of Adhering to Appointment Access and Availability

▪ Importance of Managing Member Expectations

▪ Access and Availability – 2023 Survey Results 
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Quality Improvement Strategy

PROGRAM GOALS (TRIPLE AIM)

Improve Health 
Outcomes

Improve Patient 
Experience Lower Cost

Improve Health Outcomes
• Comprehensive, timely and accurate diagnosis of patient health 

conditions →Risk Adjustment Factor (RAF)
• Timely care and services → HEDIS/Stars

Improve Patient Experience
• Access and availability of primary, specialty and ancillary care
• Care is coordinated and rendered with focus on patient 

perception and satisfaction in mind →CAHPS

Lower Cost
• Medication Adherence → Stars
• Timely coordination/handoff between inpatient and outpatient 

providers avoiding unnecessary readmissions →HEDIS/Stars
• Examples – outpatient medication reconciliation upon 30 days of 

IP discharge; follow up within 7 days or ER visit for members with 
multiple chronic conditions →HEDIS/Stars
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QUALITY IMPROVEMENT AND RISK ADJUSTMENT – HOW TO IMPROVE?

Practitioner engagement – provide readily available actionable data and scores → COZEVA

• Bonus incentives based on quality performance and member retention
• Providers have line of sight, year round, on quality and RAF performance → COZEVA!!
• On-board providers to the Cozeva platform and ensure daily use to close chronic condition and care 

gaps. 
• Retrospective chart procurement and coding 2022 and 2023 (retro) → submit data to plans
• Prospective chart procurement and coding 2024 →submit data to plans
• Year-round practitioner training on using Cozeva coding, member experience, HEDIS/Stars (clinical care 

management)
• Year-round monitoring of quality performance for individual practitioners

Improve RAF and quality score →increase growth and revenue

Implement best practices to engage and support individual practitioners to improve RAF and quality/CAHPS 
scores
• Face-to-face practitioner in-service – action plan
• Follow up check-ins to assess progress 
• Real-time monitoring of performance – scores for RAF, AW, HEDIS, Stars, MCAS Compliance rates 
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QUALITY WHEEL
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1. Cozeva

▪ Cozeva now live

▪ Access Cozeva 
through 
CapConnect

▪ PCPs or office 
staff affiliated with 
a PCP will have 
access to Cozeva
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Conifer Cozeva Roll Out – Effective 3/15/2024
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Conifer Cozeva - Provider View

Coded RAF: 0.664
Potential RAF: 1.084
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Conifer Cozeva – Patient View  for one FC Provider
Each row represents Medicare HMO patient 
assigned to this provider X

First row highlighted
1. Most recent date of visit 6/16/2023
2. Care gap count of 21 indicates total 

number of chronic conditions and 
HEDIS/quality gaps that must be 
addressed

3. Coded RAF of 0.674 represents 
demographic RAF score based on age 
and gender

4. Coded Clinical RAF of 0.000 indicates that 
for 2024 service year, there was no HCC 
Dx submitted via claims/encounters

5. Potential RAF of 4.864 is derived from 
diagnoses submitted by any/all providers 
in prior years and suspected/inferred 
diagnoses based on member’s clinical 

data 
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Conifer Cozeva: Individual Patient View
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Conifer Cozeva: Training and Resources

Conifer will also conduct individual and group 
training sessions

Look for the training schedule on CAPConnect

Conifer Cozeva training deck along with a 
recording is posted to CAPConnect
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2. Annual Wellness Program 2024

▪ Customized pre-filled 2024 
Annual Wellness Visit forms 
available in early April 2024

▪ Annual Wellness Visit forms 
are not required but may be 
used as a guide

▪ Only need to submit a 2024 
patient chart
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Annual Wellness Program 2024
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Annual Wellness Program 2024

AW 2024 Training Deck – posted to CAP 
Connect
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Annual Wellness Program 2024
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2023 Service Year - Successes

Observed overall increase for CalOptima OneCare RAF for 2023 service year. 

Attributable to medical record review and coding AND launch of 2023 Medicare Annual Wellness Program

Individual provider performance – 
random sample
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3. OVERVIEW OF MEMBER EXPERIENCE/CAHPS

• CAHPS Core Questionnaire consists of questions related to - 

• Access to Care

• Communication with provider or health care team

• Coordination of care

• Customer service

• Overall rating

• Plans have the option of adding supplemental questions. Number of 
questions can range from 39 -100+

• Some variation by line of business

• Core questions do not change frequently
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Member Experience - CAHPS
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DMHC ACCESS STANDARDS – ALL LOBS
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PCP APPOINTMENT ACCESS DURING OFFICE HOURS
Survey fielded Q4 2023 – Q1 2024
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PCP APPOINTMENT ACCESS DURING OFFICE HOURS
Survey fielded Q4 2023 – Q1 2024
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SPECIALIST APPOINTMENT ACCESS DURING OFFICE HOURS
Survey fielded Q4 2023 – Q1 2024
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SPECIALIST APPOINTMENT ACCESS DURING OFFICE HOURS
Survey fielded Q4 2023 – Q1 2024
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AFTER HOURS ACCESS - Survey fielded Q4 2023
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AFTER HOURS ACCESS - Survey fielded Q4 2023
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QUESTIONS?

Contact the Conifer/Family Choice QI Team

▪ By email: qualityprograms@coniferhealth.com

▪ By phone: 866-629-0137

Additional contacts

Rodney Truong, Manager, QI and Data Science

Rodney.truong@coniferhealth.com

Anita Yun, Business Analyst

Anita.yun@coniferhealth.com

mailto:qualityprograms@coniferhealth.com
mailto:Rodney.truong@coniferhealth.com
mailto:Anita.yun@coniferhealth.com
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