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Chapter 1

Introduction & Methodology

2. latroduction

Thirty United States federal govemment agencies are participating for the first
time in measurement of customer satisfaction as part of the American Customer
Satisfaction Index {ACSI). ACS! is the national indicator of customer evaluations of the
quality of goods and services available to ULS, residents. It is the only uniform, cross-
industry/govermnment measure of customer satisfaction. Since 1994 ACSI has measured
satisfaction, its causes and effects, for seven economic seciors, 34 industries,
approximately 170 private sector companies, two types of local govemment services, the
U.S. Postal Service, and the Internal Revenue Service. Now a substantial portion of
federal govemment joins the ACSI. This will allow benchmarking between the public
and private sectors and provide information unigue to each agency on how its activities
that interface with the public affect the satisfaction of user customers. The effects of
satisfaction are estimated, in turn, on specific objectives (such as public trust). The 30
agencies participating in ACSI serve 90% of federal government customers.'

ACSI is produced by a partnership of the University of Michigan Business
School, Arthur Andersen, and ASQ (American Society for Quality).

b. Overview of ACSI Methodology

ACSI uses a tested, multi-equation, econometric model, shown in Figure 1. Input
to the cause and effect model comes from surveys of customers of ¢ach measured
company/agency. For private sector industries, company scores for satisfaction (ACSI)
and other model components are weighied by company revenues t0 produce industry
indices. Industry indices are weighted by revenues to product economic sector indices.
The sector indices, in turn, are weighted by the sector’s contribution to the Gross
Domestic Product {GDP) to produce the national ACSI. For the federal govemment
agencies, each is weighted by the budgel expended on activities for the chosen customer
segment to produce a federal government ACSL

The ACSI is updated on a rolling basis with data from 1-2 sectors collected each
quarter and used to replace data collected the prior year. Each company or agency is
measured annually.

" National Pacnership for Reinventing Government naws release, May 26, 1999,
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Each federal government agency serves many segments of the public, both those
internal to government and external users. For the first year of ACSI measurement, each
agency was asked to identify a major customer user segment, ceniral to its mission, for
which (¢ measure salisfaction, and the causes and effects of that satisfaction.

¢. Customer Segment Choice

This report is about the Office of Personnel Management {OPM) in 1999, OPM
chose as its customer segment federal retirees and survivor annuitants who had a-
transaction within the past vear with OPM’s Civil Service and Federa!l Employees
Retirement System. x

i

d. Customer Sample

OPM provided a random list of 2,996 names with addresses drawn from the
Annuity Roll Payment System through which OPM authorizes monthly benefit payment
to approximately 2.5 million retirees and survivor annuitants. Market Suategies, Inc. did
a phone match from which 2 sample was drawn sufficient for the completion of 260
interviews.

e. Questionnaire and Interviewing

The questionnaire used is shown in Appendix A. It was designed to be apency-
specific in termas of activities and outcomes, and introductions to the questionnaire and to
specific question areas. However, it follows a format common to al] the federal agency
questiopnaires, that allows cause and effeet modeling using the ACS! model.

Customer interviews were conducted by telephone between August 4-Aupust 7,
1999, by professional interviewers of Market Strategies, Inc. working under monitored
supervision from a central phone room,  Interviewers used CATI (computer-assisted-
telephone-interviewing) terminals programmed for the specific questionnaire. Four calls
were made on each selected sample name, wath calls condueted on both weekdays and
weekend to reach the designated name. If an interview could not be completed in four
calls, or if the designated person was seregned out as not meeting the criteria deseribed
under Customer Segment Choice, the name above or below on the membership list was
selected as 4 substitute and the four call proeess begun again.

f.  Customer Responses and Respondent Profile

Customer responses to all questions are shown as frequency tables in Appendix B.
Appendix B alse shows the means of all scaled questions, Questions at the end of
Appendix B that start with the letter "D" are questions that profile respondent
characteristies,



g Benchmarking

Benchmarking of ACSI, and other model components measured in common for
multiple agencies, will be part of the report: "American Customer Satisfaction Index:
Government-wide Satisfaction” to be issued in late 1998, This report will show indices
for all 30 measured povernment agencies, along with the maost recently relessed ACSI for
170 private sector companies and two types of local government services {police and
solid waste disposal).
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Chapter I

ACS] Results

a. Model Indices

The government ageney ACSI model is a variation of the mode! used to measure
private seelor companies, Both were developed at the Nationa! Quality Research Center
of the University of Michigan Business School.  Whereas the model for private seetor,
profit-making, companies measures Customer Loyalty as the principal outcome of
satisfaction (measured by questions on repurchase intention and price tolerance), each
government agency, defined the outcome most important to it for the customer segment
measured. Each ageney also identified the principal activities that interface with its
customers. 1ne effects of these activities on customer satisfaction/dissatisfaction are
estimated by the model.

Thus the model, shown in Figure | for the OPM should be viewed as 4 cause and
effect model that moves from left to right, with satisfaction (ACS!) in the middle. The
circles are multi-variable components that are measured by several questions (question
fopics are shown at the tips of the small arrows). The large arrows conneeling the
components in the circles represent the strength of the effect of the component on the lefl
to the one to which the arrow points on the right, These ammows represent "impacts.” The
larger the number on the arrow, the more effect the component on the left has on the one
on the right,

The OPM model is shown as Figure 1. The meanings of the numbers shown in
the model are the topic of the rest of this chapter.


http:identifi.ed

Actensitle

Clariy 8
Accursey e,

Userdeitndly
{Talacom W
SyEtEm}

Timmiinuss

Timeliness

Feimess
{Benefit
Amount)

ACSI Model for Office of
Personnel Management

Segment: Federal retirees and survivor annuitants with a transaction in the past year

INFORMATION |

32

1.5

Crearall

CUSTOMER
COMPLAINTS |

PERCEIVED
QUALITY

11%

7%

/ CUSTOMER
SATISFACTION
acsy  J

75

FEDERAL.
RETIREE
TRUSTY

75

CUSTOMER
EXPECTATIONS

’ Comparison
Gonfimmd 1o deai
Liscordimm
Expoctations

Satstacton

73

Drvmrnt

Camplaint
Behavior

Gorfidence

Adeacacy


http:Ow:!'1II.11

b. Satisfaction: ACSI

The ACS] is a weighted average of three questions, Qi1, QI2, and Q13| in the
questionnaire in Appendix A. The questions are answered on 1-10 scales, but the
weighted average is transposed and reported as an index on a 0-100 scale.’” The three
gquestions measure: Overall satisfaction (Q11); Fallen short of or exceeded expectations
(Q12); and Comparison to an ideal (Q13). The model does the weighting 10 maximize
the effeet of satisfaction on the agency outcome at the bottom right of the model in Figure
; . . .

The 1999 customer satisfaction index (ACSI) for the OPM is 75 on a 0-180
scale. This is 3 ponts higher than the current'national ACSI of 72.0 al the end of the
second quarter of 1999,

¢. Drivers of Satisfaction

OPM identified two activities that interface with its customers: The Claim
Process, measured by a question concerning the timeliness of the process and a question
on the faimess of the benefit amount reeeived; and Information about the claim process,
measured by four questions — accessibility of information from OPM, clarity of that
information, ease of use and user friendliness of OPM’s toll-free, self service telephone
system, and timeliness of response to inquiries. The indiees for Information and Claim
Process are weighted averages of these questions,

Twao other components are major drivers of satisfaction. The first is the
sustomer's expectations of the quality he/she would receive from the OPM .
expectations prior (o use or, for longer term users, prior 1o recent use (Q1). The second is
his‘her overall perception of the quality delivercd after experience with OPM. (Q10).

. % The confidence interval for this agency's customer segment is plus or minus 2.8 points on a 0-100 scale at
; _,J the 5% confidence Jevel.



Table 1: Drivers of Satisfaction

Activities That Drive satisiaction:

CLAIM PROCESS 30

INFORMATION 72

Major Drivers of Satisfaction

CUSTOMER EXPECTATIONS (Anticipated Quality) 73

PERCEIVED OUALITY (Experienced Ouality) 79

The Claim Process index is very good at 80; annuitants gave OPM roughly the
same seores for bath the timeliness of the elaim process (mean of 8.2 on a 1-10 scale) and
fairness of the benefit amount {mean of 8.1). Information receives a significantly lower
score at 72. Annpuitants give adequate ratings on the elarity and accuracy of information
{mean of 7.8) and the timeliness of receiving a response 1o an inquiry (mean of 7.5},
However, the overall seore for information is pulled down considerably by lower ratings
on the accessibility of information {mean of 7.1) and the ¢ase of use and user friendliness
of the tall-free self service telephone system (mean of 6.9), which seored the lowest mean
of any of the questions pertaining (o the drivers of satisfaction. Clearly annuitants find
information from OPM clear and somewhat timely, but there are problems accessing that
information, particularly through OPM’s {elecommunications system, This is a key area
for improvement,

Perceived Quality, an overall evaluation of experienced quality, has an adeguate
index score of 79, though this index is pulied down by the lower score for Information.
Customer Expectations are slightly lower at 73, though in line with zhe overall Customer
Satigfaction (ACS]) index of 75, ‘

d. Outeomes of Customer Satisfaction
ugtom mplaints

Only 11% of annuitants indicated that they have ever complained sbout OPM’s
Civil Service and Federal Employees Retirement System. Of these almost all have
complained formally in writing or by telephone to OPM an average of 4.1 fimes, while
9% have also complained informally 10 OPM personnel an average of 3.2 times.
Annuitants rated the handling of their most recent complaint at 2 4.5 on a 1-10 scale.
While the pereentage of complainers 15 relatively small, those who have complained did
not feel that their most recent complaint was handled particularly well, with 39% of
complainers giving OPM the lowest miark on the scale.




Federal Retiree Trust

The outcome the OPM wants from satisfied customers is Federal Retiree Trust.
Federal Retiree Trust for this modeling was measured by two questions: Confidence that
OPM will administer its benefit program for retirees and survivors efficiently in the
future (15); and whether annuitants would be willing, if asked, to say positive things
about OPM (Q16).

The index of Federal Retiree Trust is 75 on a 100 scale. This 15 an adequate,
though not high, outcome measure, with the question on confidence in the future -
efficiency of the benefit program scoring higher (mean of 7.8) than the question on
advocacy (mean of 7.3}, Annuilants are rather confident in the futurc of the program, but
not as likely to speak positively about OPM. -

¢. Using the Model

Now, it is time 1o ook again at the OPM model in Figure 1 to examine the
multivariate components in context and to look at the effects, or "impact™ of each
camponent on subsequent components.

Of the two activities, Claim Process scores higher at 80; however its “impact™ or
effect on Perceived Quality is less than half that of Information, Information scores
significantly lower, and with a strong impact of 3.2 on Perceived Quality is therefore the
key area for improvement.

Impact seores should he read as the effect on the subsequent component if the
component at the tail of the arrow were to be improved by 5 points. Thus, if Information
were improved by 5 points, Perceived Quality would go up from 79 TO 82.2. Cuslomer
Satisfaction (ACSI) would, in tumn, increase by 2.6 to become 77.6.

Perceived Quality has a very strong impact on Customer Satisfaction (ACSIL A5
point increase would raise satisfaction by 4.1 peints to 79.1. - The Customer FExpectations
somponent, which for many sompanies is a major driver of Perceived Quality, has little
ar no ¢ffect on erther quality or satisfaction in the OPM model. Satisfaction has a very
strong impact on Federal Retiree Trust at 4.6,

Summary

OPM receives a high score on its Claim Process and a significantly lower score
for its Information eomponent. Given the very strong impact of Information on quality
and its relatively low score, this is scen as the key area for improvement, particularly

? The computation is: Impact of Perceived Quality on ACS) {Impsct of Information on Perceived
Quality/sy, or 4.1 (32/5)=2.6

10



regarding accessibility of information and the 1oll ~free self service 1elephone system,

which scored a significantly lower mean than the other indicators.

Cusiomer Satisfaction (ACSI) scores three points higher than the national ACSI
and is well above average for a service provider. More specific benchmarking will be
contained in the government-wide satisfaction report covering both the 30 measured

federal agencies and 170 companies.

The importance of satisfaction to Federal Retiree Trust is demonstraied by the

strength of its impact score. An'increase in OPM’s ACSI index will produce an almost

identical increase in Federal Retiree Trust,

f. Perecived Satisfaction Change Since 1997

Since this is the {irst year for ACSI measurement of customer satisfaction for the

30 measured federal agencies, it is not possibie to do a trend analysis with data from

several points in time. Therefore, for this first time study, customers were asked to think
about their current satisfastion, and compare that with their satisfaction with the same

BECNCY Drogram two years priof.

{1=Much less satisfied than two years age
10=Much more satisfied than two years ago)

Table 2: How satisfied are you currently compared with two years age?

: %
14 5.8
5.6 273
7R 204
910 3835
Id not use/don’t know g1
Mean of those making companson (1-10 scale)

Since 5.5 is the midpoint on a 1-10 scale, the mean score of 7.5 by those with

75

experience with OPM’s benefit program over the two year period is on the positive side,
Thus satisfaction has improved during that period. However, a significant 30% of

customers feel their satisfaction is essentially unchanged.

|
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H99207 OPM

172699 RRS version |
GIOSOPM
Office of Parsonnel Management
ACSI Questionnaire )
HH9206
Agency. ORMSS

MOVE IN CONTACT NAME FROM SAMPLE

May 1 speak with [RESTORE CONTACT NAME}?

Hello, I'm (NAME) caliing on behaif of the University of Michigan, We are comdducting research oft how
sansfed users are wilh services provided by federal govermment agencies and private companies a8 parz
of the Amencan Custoreer Satisfaction indeXx. You may have read something about the American
Customer Satisfaction index in {J3A Today, the Wil Slres! Journal, Fodung magazine, or your lacal
nawspaper.

Today | want to 25k you about services you receive from the Office of Personnel Management, as a Clvil
Bervice, Postal, Judicial, or Congressional retiree or as the survivar of an employee of one of these fypes
of Federal employment. The purpose of the research is to help OPM improve its cetirement services for
you and others like you. Your answers are voluntary, bul your opiniong are very inportant for this
research. Your name wikk be held completely confidential and never connedted io your answers. This
interview will take 8410 minutes and is authorized by Office of Management gng Budget Control No. 3080-
027t

QA Lusttoconfirm, have you or a spouse cumrently receive retiree benefits from the Office of
Personnel Manageraent?

Yes {GOTO INTRO BEFORE Q1)
No { TERMINATE}

Don't know { TERMINATE}
Refused {TERMINATE}

PRPER TN

Now, | am gaing fo ask you some guestions about OPM services with which you have had experience. ..

. Before you retired or applied for survivar benefits, you probably knew someihing about the Office
of Personnel Management retirement services. Now think back and rerember your expectations
of the overall quality of the OFM servicas, Please give me a rating on 8 10 point scale on whith
"1* means your expeclations were “nod veey high” and “10° means your expeciations were “very
high.” How would you mte your expeciations of the overall quality of OPM retirement services i
retirees and survivors?

[RECORD RATING 1.1

11 Oan't know



HO9G7 GPM
HA6/99 RRS version |

12 Refused




HY9207 OPM
7726799 REE version |

Now, lel's think abowm applying for benefits, .

Q2.

How timely and efficient was the handiing ¢f your application? Again, we will use a 10 point scate
on which 1" means "not at 8l imely and efficient” and "10" means “very timety and efficient.”
How timely and efficient was the handling of your application for benefits?

[RECORD RATING 1-10}

11 Don't know
12 Kefused

Q1.

Was the amournt delermined for your benefits fair asording to your salary and years of secvice?
Using & 10 point scale on which *1" means very unfair and “10" means “very fair,” how fair was
the amount of your benefits?

{RECORD RATING 1410Q]

tH Don't know
12 Rafused

And next, considering informalion svaiabla lo you from the Office of Personnal Management, .,

Q4.

How accessible is information from OPMY? Using g 10 point scale on which "1" means “very
difficult o get” ang "107 means “vely gasy to get,” how difficult or easy 1o get is information from
OPM?

IRECORD RATING 1-10]

4% Don't know
42 Refused

Q5.

Is information clear and accurate? Lsing a 10 point scale on which 1" means “not at all clear and
auceeate,” and “10" means “very clear and agcurate,” how cisar and acourale is information you
get from QPM?

[RECORD RATING 1-10)

11 flon't know
12 Refused

Q6.

Is the OPM toll-free, self service elaphone system aasy 10 use and user-fiendly? Using a 10
point scale on which “1" means "very difficull to use and nol at alt user-friendly” and "10" means
"very ensy 10 use and very usenfriendly,” how would you rate the OPM telecommunications
system?

IRECORD RATING 1.10]

11 o0t know
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H39207 OPM
726599 RRS version |

12 Refused

Q7. How timely is OPM in responding 10 your inquiries? Using a 10 poird scale on which “1" maans
*not imely and efficient” and “10 means “very timely and efiiciont,” how timely is OPM in
responding to your questicns?

[RECORD RATING 1-10)

11 RNort kanow
17 Refused

QB KNot Asked

GY  Not Asked

Mo Piease consider all your experiences in the past two years with the Office of Personne!
Management retirement services,, Using & 10 point scale, on which “1° means "not very high”
and "t0" means "very high,” how would you rate the overalf guality of OPM retirement services?

(RECORD RATING 1-10]
11 Don't ka}:w
12 Refused

Satisfaction inciudes many things. Lel's move on and faik aboul your overall salisfaction with OFPM,

{111, First, please consider all your experiences 1o date with the OPM relirement services, Usinga 10
point scale on which *1" means “very dissatishied” sl 10 means “very satisfied,” how satisfiad are
you with OPM retirement services?

IRECORD RATING 1-10]

11 Don't know
12 Refused

Q12.  Considering ali of your expectations, 1o what extent have OPM retirementi services falign short of
your expectations or exceeded your exgectations? Using 8 1) point scaie on which "1 now
means “falls short of your expectations” and 10" means “exceeds your expeciations,” jo what
extent have OPM relirement services falien short of or expesded your expeciations?

[RECORD RATING 1-10] .

11 Doe't kiow
2 Refused
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HYYHT OFM "
126/99 REX wersion |

Q3. Forget the OPM for a moment. Now, | want you to imagine an ideal organization providing
retirement beasfits. (PAUSE} How well do you think OPM compares with that ideal organization?
Please uge 8 10 point scale on which "1 means "not very ciose 10 the ideal™ and "10" means
“vary close {o the ideal”

IRECORD RATING 1-10)

11 Bon't know
12 Fefused

Next, { want you to think about any communication you may havss had with OF‘M regarding complemfs
ghout vour retirerment baneglits experience,

{314, Have you ever tomplained about DPM?

1 Yes

2 b

3 Dion'{ know
4 Retused

{IF Q14 = 1, ASK (114A — 14C; OTHERWISE GO TO Q15)

Q14A, How many times have you compiained formally to OP84, either in writing or by felephone?
{RECORD NUMBER 0.G98)
997  GE 967 times

968 Don't know
989 Refused

Q4B  And how many times have you comptained in talking to personnel of OPM?
[RECORD NUMBER 0-866]
997 . GE 997 times

g98 Don't know
898 Refused

M4C. How well, or poorly, was your most recent complaint handled? USéng a 10 point scate on which
“1* means "handled very poorly” and “10° means “handied very well,” how would you rate the
handiing of your compilaint? i

|RECORD RATING 1-10]

11 Don't knowiot relevantdid not use
12 Refused
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Q18

How confident are you that the Office ¢f Personnel Management will administer a benefit program
for retirges and survivors efficiently in the future? Using a 10 point soale on which “1” meaans "not
at all confident” and 10 means "very confident,” how confident are your that the Office of Personne!
Management will administer a benefit program for retirees and survivors gfficiently in the Rulure?

[RECORD RATING 1-10}

11 D't know
12 Rafused

018,

If asked, how wilting would you be {o speak positively about Office of Personne! Management
retirerment services (0 federal retirees and survivors of federal empioyeas? Using a 10 point scale
on which *1* means “not at all willing™ and *10” means “very willing,” how willing would you be io
speak positively about OPM? f

[RECORD RATING 1-10]

12 Don't know
12 Refused

Q17

Now thirtk ahout how satisfied you currently are with the OPM refirement services, Then think
about how satisfied you were with OPM retiremert services fwo years agt. Please use a 10 point
scale on which “1" means “much less satisfied than two years 9go” ard "10° means *much mom
satisfied than two years ago.” How would you rate your present satisfaction compared o two
years sgo?

{RECORD RATING 1-10]

13 Bon't know/Never used
12 Refused

Now, we need 10 ask 8 few demographic questions for the ACS! consumer profife, .,

;. What is your age, please?
IRECORD NUMBER OF YEARS 1-150]
8§98 Dot know
288 Relused
D2.  Whatis the highest level of format education you completed?

(READ CODES 1-5)

Legs Hhan high school

High sehoul gragusate

Some college or associate degree
College graduate

Post-Graduate

LA T P K
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6 Don't know
7 Rafused

b3

Are you of Hispanic, Lating or Spanish origin?

Yes

No

2on't know
Retused

E N

{30 your consider your race{s} as:
{READ CODES 1.5; ACCEPT MORE THAN ONE MENTION)

White

Black/African Amotican

American IndianfAlaska Native

Aslan

Nativa Hawailatt or ather Paclic istander
{80 NOT READ) Other race

Dan't know

Refused

0ol O W Btk RO e

D5

R

What was your total annual family income in 19087
{READ CODES 173

Under $20,000

20,000 but less than $30,000
$30.000 bist less than $40,000
40,000 but less than $60.000
$60,000 byt fess than $80,000
$80,000 but fess than $100.000
$100,000 or rmore

Bon't know

Refysed

€O w4 e NS

[RECCORD GENDER BY OBSERVATION]

4 Maie
2 Femaie

APPEND SAMPLE VARIABLES IF THERE ARE ANY
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ACSI GPM 50

21 ~ Customear Expectationsg

valig fum
Yalue Label Value TFreguency Percent Percent Pergent
i 8 3.1 3.l 3.1
2 2 1.2 1.2 4.3
3 6 2.3 2.4 6.7
4 B 31 i1 9.8
5 25 4. % $.8 1.6
6 13 5.0 5.1 4.7
7 37 14,2 14.5% 23.2
8 ki 29.2 29.8 £3.0
5 K3 l1.9 12.2 B1.2
id 48 18.% 18.8 158,90
Don't know/Refused 53 5 1.9 Missing
Total 260 80,0 160.0
Mear 7.424
Valid cases 255 Mizzing cases 3
{2 - Clais Process/Timeliness ]
Valid Cum
Value Label Yalue Freguency Percent Pezcent Percent
1 11 4.2 4.3 4.3
2 5 1.9 1.9 6.2
3 3 1.2 1.2 1.4
; 4 3 1.2 1.2 8.6
5 7 2.7 2.7 11.3
6 12 .6 4.7 16.0
7 4 7.7 s 23.7
g 45 17.3 17.5 41,2
3 47 16,2 16.3 57.46
14 163 41.9 £Z.4 16,0
pon't know/Refused &3 3 1.2 HMissing
Total 260 182.0 104,86

Mazan 8,237

Valid zsses 257 Migsing cases 3
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ACSIOPM 9%

03 ~ Dlsim Process/Falrness {Benefit Anounnt

value Label

Dontt know/Refosaed

Mean g.11%8

valid cases 255

Value Fraguency Percent

04 ~ Information/Accessibility

i

vaiid Cum
Percent Parcent

i & 3.1 il 3.1

Z K 1.2 1.2 5.3

3 7 2.3 2. 7.1

4 6 2.3 2.4 9,4

5 17 6.5 6.7 16.1

& il 4.2 4.3 2.4

7 13 5.0 5.1 25,8

& 47 18,1 iB .4 43.8

9 27 14.2 14.5 58.4

10 1046 30,8 11.6 10¢.0
4% 5 1.5 Missing
Total 260 igo.o 0.6

Missing cases 5
Yalid R

Value Label

fgn't know/Refased

Mean T.0673

iar

YValid oases 23

Valuve Frequency Percent

i 19
2 9
3 3
4 3
5 az
& 9
7 24
g Y
3 2%
$ 44] 65
25 27
Total 26l

Miszing cases

Percent Perocent

7.3 8.2 B.2
3.5 3.8 12.0
1.8 2.1 14.2
1.% 2.1 1.3
12.3 13.7 30,0
3.5 3.8 33.5
0.6 11.2 45.1
15.2 15.8 0.9
10.4 ii.2 2.1
25.0 27,4 160.4
10.4 Missing
160.8 i00.0

al
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0% -~ InformationiUlarity & Acturscoy

Value Label

Don*t know/Refused

Maan T.817

¥alid cases 252

Value Frequency Percent
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086 - Information/Ussr~fziendly {Telecom system)

Yaiue lLabel

Don't know/Refused

Mean &. BRO

Valid cases 182

Value Frequency Percent

WP OED W LD -3 R LB e L B

W et

Total

Missing cases

i7

&
13

3
18

9
15
34
22
53

Y
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Loy m = BECE L S5 08 -SSRV ] SO -

B D

Vaiid Cum
Percent Percent
i. & 3.8
2.0 5.6
2.4 7.9
2.1 .3
6.3 16.7%
5.6 i2.4
2.9 32.1
21.4 53,46
12.7 66,3
3.7 i8G.0
Missing
80,0
Valid Cum

Fercent Poroant

#.9 .9
K iz.@
6.8 18.8
4.7 23.3
4.4 az.8
4.7 37.8
7.2 45.3
16,86 80.9
11.5 72.4
27.6 100.40
Missing
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Value Label

Don't know/Refused

Mear 7.538

¥alid cases 211

Value Frequency Percent
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Total

Missing cases
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Yalue Labszi
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Mean B.12%
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3.6 1.6
1.9 5.5
1.4 10,9
1.9 1.8
£.5 25.3
£.3 25.46
9.9 34.6
19.9 54.5
15.2 69,7
3.3 10,8
Missing
106.9
Valid Cum

Percent. Percent

2.4 2.4
1.2 3.6
1.2 4.9
£.0 11.3
7.3 18.6
8.1 26.7
24.3 51.0
15.4 66,4
33.6 igg. 0
Missing
106.9
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Q11 - Gverall Satisfaction

validg Cum
¥Yalue Label Value Freguency Pergent Percent Percent
i ) 3.5 3.5 3.5
2 é & .8 4.3
3 2 .8 .8 5.1
4 4 1.5 i.% 6.8
5 19 1.3 - 14.9
& 19 T3 7.4 21.4
7 20 7.7 7.8 29.2
g 31 i%.8 1.8 49.0
9 33 12.7 12.8 £€1.%
19 88 37.7- g1 Igh.G
Don't know/Refused b5 2 1.2 Misaing
. Total 260 100.0 166.90
Mean 8.051
Valid cases 257 Missing cases 3
QL2 -~ Conflem/Disconfirm Bxpectations
Valig um
Yalue Label Value Freguengy Percent Percent Percent
1 1o 3.8 3.9 3.8
2 1 A -4 4.3
3 4 1.5 1.5 5.8
4, 4§ 1.5 1.6 7.4
5 50 1%.2 19.5 26,8
& 20 E 7.8 34.86
. 7 28 10.8 10, % 45.5
8 58 22.3 22.%6 58.1
g 28 10.8 1G.9 78.0
ig 54 20.8 21.90 igg. ¢
Don't know/Refused 48 3 1.2 Missing
Total 260 166.0 16%.9

Mean 7.245

Valid cases 257 Missing cases 3
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Q13 - Comparison to Ideal.

Valiid Cum
Yalue Label Yalue Freguency Percent Percent Percoent
i il 4.2 4.4 .4
2 H -4 .4 4.8
2 ? 2.1 Z.8 7.6
4 3 1.2 1.2 8.8
5 { 29 i1.2 11,6 26.5
: 6 24 5.2 8.6 1E
7 30 1.5 1z2.9 42.2
B 52 20.8 26.9 £3.1
2 8 0.8 11.2 4.3
19 64 24.6 25.7 igg.o
Don't know/Refused 9% i1 4.2 Misging
Total 289 00,0 1040.C
Mean T.442
Valid cases 239 Missing cases 1l
214 « Domplaints
valid Lum
Value Label Yalue Freguency Percent Percent Parcent
1 33 12,7 12.7 1z.7?
2 227 87.3 87,3 10¢.9
Total 260 i00.0 148.9
Yalid zases 260 Miszing cases 0
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14A = Fermai Complaints

Valug label Yyalue Ereguency
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Total 260
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{148 - Complaints to Personnel

Vaiue Label Vaiue Freguendy Percent
G 1 3.8

1 B 3.1

2 4 1.5

3 s .8

4 1 .4

5 1 .4

& 4 1.5

iG .1 4

iz 1 .4

27 i 4

. 227 87,3

Total 260 100.0

Mean 3.152

Valid cases 3 Missing cases

237

Yalid Cum
Peroent Percent

36.3 30.3
24.2 4.5
1Z.1 £6.7
6.1 3z2.7
3.0 75,8
3.0 6.8
iz2.1 40,8
3.9 83.8
3.0 97.0
3.0 190.0
Missing
106.0
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2140 ~ Complaint Handling

Valid Cum
Value Label Value Freguency Fercent Pergant Psrcent
i 12 §.8 38 38.7
2 4 1.5 12.8 51,6
3 1 .4 3.2 54.8
5 1 .4 3.2 58.1
6 1 | 3.2 61.3
7 i -4 3.2 64.5
8 4 1.5 12.9 7.4
9 3 1.2 G, 87.1
10 A 1.8 1208 i0G.0
2271 87.3 Missing
Don*t know/Refused 95 2 .8 Missing
Total 2848 184.90 i60.0
Mean §.51¢
Valid cases 31 Missing cases 229
¢l% - Federal Retirge Trust/Confidence
Valid Cum
¥alue Labal Value Freguency Percent Fercent Percent
i 7 2.7 2.8 2.8
2 3 1.2 1.2 4.9
3 10 3.8 .0 7.9
4 ya .4 8 8.7
5 19 T.3 7.5 16.2
6 17 £.5 .7 22.8
7 32 i2.3 12.6 35.6
g 50 i%.2 19.8 55.3
b 37 14.2 14.6 0.0
i0 Th 29.2 30.0 100.0
pon't know/Refused 8g 1 2.7  Missing
Total 280 10G.9 106.0

Mean 7.7671

Valid cases 253 Minzing cases ?
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016 -~ Federal Retiree Trust/hdvocacy

value Label

Bion't know/Refused
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Yaive lLabel

Dan'e know/Refused

Mearn 7.464

Yalid cases 235

2 Years hgo

value Freguency FPercent
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Missing cases
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6.7 6.7
3.1 9.8
2.8 12.6
1.6 14.2
6.2 2.4
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3.3 160.&
Missing
100.0
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Fercent Percent
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Ci - Age
Valid Cam
Value Label Value Freguancy ‘Percent Percent Perzent
ag 1 .4 o4 4
g 1 -4 .4 @
43 1 .8 .4 1.2
51 2 LB .8 1.8
5z 1 .4 .4 2.1
' 53 Z .8 .8 3.1
54 5 1.9 i.% 5.6
85 & 2.3 2.3 7.3
58 7 2.7 2.7 16.0
57 T8 2.3 2.2 12.3
58 o 1.% 3.5 15.8
59 ? 2.1 2.7 ig.5
a0 3 3.5 3.5 2:.%8
&1 13 5.0 5.0 26.3
82 1€ 6.2 6.2 331
63 17 6.5 8.3 3%.8
64 14 5.3 5.4 45.0
65 20 1.7 7.7 52.7
£6 i1 4,2 4.2 56.9
&7 8 3.1 3.1 €0, 0
&8 10 3.8 3.8 63.8
€9 i3 5.0 5.6 oH, 8
TG 4 1.8 i.3 T0.4
71 13 5.0 5.9 15.4
T2 | 3.1 3.3 8.5
73 7 2.7 2.7 81.2
4 B 3.1 3.1 B4.2
35 Hrd 4.6 4.5 g8.8
A I 4 1.5 1.5 96, 4
17 3 1.3 1.2 91.5
74 3 1.2 1.2 82.7
79 2 .8 i - 33.5
g9 p .8 .8 24.2
81 4 1.5 1.5 3%.8
83 i | .4 96,32
8% 2 .8 .8 96.53
a8 1 .4 .4 97.3
a9 1 4 4 91.7
Pon't know god 1 - A a8 1
Refused : 3849 5 1.3 1.9 164.40
Total 260 igg.o 180.0
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D2 - Education

. Valid Cum
Yalue Label Yalue Freguency Pergent Persent Persent
Less than high schoo 1 11 4.2 4.2 4.2
High sohool graduate 2 58 - 22,7 22.% 26.8
Seme college Or asso 3 bz L 38,2 39.2 66.2
Colliege graduate ¢ L3 . 272.3 22,13 88.5
Post-Graduate 5 28 10.8 19.8 9%.2
Refused . ; 45 2 B .8 16¢.6
Total 280 * 165,86 100. 8
Valid cases 280 Misging cases ‘ o,
D3 -~ Hizpanic, Latine, ¢r Spanish Origin
Valid 2um
Value Label value Freguency Percent Percent Parcent
Yes i K 2.1 2.7 2.7
Ko P4 252 &6, 9 96. 8 99.¢
Don't know 98 1 .4 4 100.06
Total 280 100.0 i06.90
Valid cases 260 Missing cases 9
D401 - Rase
Yalid Cum
Value Label Value Frequency Percent Percent Percent
#hirte 1 220 §4.8 B4.8 84¢.6
Black/hfrican BAmeric 2 24 9.2 9.2 8%.8
American Indian/Alas 3 5 1.5 1.9 85.8
Asian 4 2 LB .8 $€.5
Hative Hawaiian or o 5 1 .4 .4 96.9
{06y NOT REARY (rher & 4 1.8 1.5 gg. 5
Dontt know 28 1 L4 d a8 .8
Refused &g 3 1.2 .2 160G
Total 260 bR 11 04! 180,46

Valid cases 2640 ¥issing cases 0
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D402 -~ Rage
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3 1
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Total 289
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¢
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3 i
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0é « Gender

Yalue Label

Male
Female

¥alid cases

280

Yalug Freguency

Total

Misging cases
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FPercent
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190.0

Valig
Percent

&7.7
2.3

B

166.9

Cum
Paroent

87,7
180. 4

i3



i ".’.
e =

kS

e .
o TR -
oo R o
Sy o vy
¥ !




gﬁ R
fnﬁi‘éﬁfdl\dethudolo

pé%%%ﬁ

E ‘jll S %igg Sirice AnffintvgB gan’ &' zf?z.;"%
VB g %Remementﬁciz{m&f

i TNy

atd’i%?atd.?hom Semee s
._ TR %
gh }V:then&’mb lems: 5;:&‘ %

: 4

%ﬁﬁ b '*% % i-.n- é
: _ *&;4&& L__g_ Lt
imeliness: ofﬂ%g

mmﬁgﬁr«qﬁ‘wrm "

W off T

larity. aud

T R P e
NN efits:
23 .‘»«.u;m LM :r’*‘“:*W;g;*E&‘“-gjﬁ_ P e mﬁm"ﬁm 3

M:Service’ “Than:Othérs
. - 5 “W”rgg
agg‘Aﬁci ccessed ¢




e Ty
G W,

Aig

e L, L

B

.
)

J— PRI AN e
S e e g e e g s

T v e

[} [

B
-f}‘h

Hogisa

oz ik

AR W ; =
nydy «'”‘f;ﬁ;
e

R i i
s .$ S ET it
shdusidaty

o g ‘

-




i

1

'
it
nl
ki
2F
et
4
3

¥R
R e B
el SR




Hug

.j';:" ‘.__‘ !

nd M e g

W
i
e L
Ee G
St
[r .
w
W
Lo~
A~
it
o™
tw

Menu

11}

Ma




it

g
:

i

pprhe

R

L. A
ST ey

l.!/ﬁ

- . T

: h
P §
e ey N4

k3

Ll
A

T

&

A

- eniley ey

Py

-
B

e
it}
A 5

i
]
2”":’;{'

ik T&”

,ab!e of C_nt_ema |

e

3% .
i kBT

Jw .¢w.u.\ ) F .
bzt . a.:iw. M»\w‘
Fulidy 1 3
SN

)

VR

b




{s |







:;iﬂwg“%_w:g%w :

$: ARG e

S

;;

iz

T
i

11 o {1{1 *ﬁr Lﬂi%
‘ ”f&’@-* oy

‘22543--'
3

;ssg;#' 3 -3..4"»«-:5’;..‘» Q:z ;s
24 ,5;
sz L",»% "“9« o

W
*(m? ’:}za\” e g o)

&tiﬁj i)) 4 E.,

s 4519 1 ww -

LR




SIS m.«..
AT
R

A
E

PRI

Tnage

; PR
]

R M
e Iy AR PUT e wiy
PO TR ...l.l..rkxm. . L \.Lﬁw

B
e

T e, b

. m . RTL ..w._..
ELE L)

x ALy
I TR

* ;

=

i

ST e

Mv +
=
ot

iy 3
-




able of Contents

> i

Menu

in

};1







-’nf‘?:"" i

K

X )glg,

Ty

2l

H .
Mgy g S




v 5%

.,
A S L »rﬁ:%

T R ST el T

Menu

g




7

T el




LI .w«. -

~HE

e T et

i

W
~dand
<
-
L
=
e
A
Lo
=
ol
B ]
=
=
e

2

T R







-
e
" AL‘

: pacit £y

. PRI A k4 H .

R e b oA
- h

AR

L U - S )
" . 5 7
.;&M?k%e’“?@-‘mm :Em,..ﬁ. =t o A
. ¥

$
SeSHLE
Mon * W o,
Fo S

I U
S I




: m.vxw e

A 3 B 3y B il

B Mx v N X ; \\ 4% .v“w wﬁ.\.\w& 5
~

5
sy 27

¥

7 a

"

wh

vg .«<:*:- .
R g

¥

iy, Aed

ontents

-
"

Lable of C

LRy ;
1 ke




" "Quicklaw America: U.S. Public Law 105-266 Page 1 of 8

Previgpus_Document Bottom Mext_ Document
PUBLIC LAWS OF THE UNITED STATES OF AMERICA

As Published by Quicklaw America Inc,
Copyright © 2000 Quicklaw America Inc.
No Claim to Original U.S. Government Works.

|[{This document is U.S. Pub. L. 105-266, which became Law October 19, 1998. In tile Statutes at
Large, it begins at 112 Stat. 2363 ||

One Hundred Fifth Congress of The United States of America

AT THE SECOND SESSION
Begun and held at the City of Washington on Tuesday, the twenty-seventh day of January, One
Thousand, nine hundred and ninety-eight/

AN ACT

Be it enacted by the Senate and House of Representatives of the United States of America in
Congress assembled,

{(DOCID: f:hl836enr.txt]
H.R.1B36

One Hundred Fifth Congress
of the
United States of America
AT THE SECOND SESSION
Begun and held at the City of Washington on Tuesday,
the twenty-seventh day of January, one thousand nine hundred and ninety-
eight
An Act
To amend chapter B9 of title 5, United States Code, to improve
administration of sanctions against unfit health care providers under

the Federal ZImployees Health Benefits Program, and for other purposes.

Be it enacted by the Senate and House of Representatives of the
United States of Rmerica in Congress assembled,

SECTICN 1. SHORT TITLE.

This Act may be cited as the "Federal Employees Health Care
Protection Act of 1998".

SEC. 2. DEBARMENT AND CTHER SANCTIONS.
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{a} Amendments.--Section 8902z of title 5, United States Code, is
amended--

{1) in subsection {a)--

{A) in paragraph {l}--

{i) by striking "and”™ at the end of subparagraph (B}

{ii} by striking the period at the end of subparagraph
{C) and inserting "; and"; and

{iii}) by adding at the end the following:

"(D) the term ’'should know' means that a person, with respect
to information, acts in deliberate ignorance of, or in reckless
disregard of, the truth or falsity of the information, and no proof
of specific intent to defraud is required;"; and . '

(B} in paragraph (2)({A), by striking "subsection (b} or
fc)" and inserting "subsection (b}, (c)}, or (d)":

{2) in subsection {b)--

{A) by striking "The Office of Personnel Management may
bar" and inserting "The Office of Personnel Management shall
bar", and

{3) by amending paragraph (5) to read as follows:

"(5) Any provider that is currently debarred, suspended, or
otherwise excluded from any procurement or nonprogurement activity
{within the meaning of section 2455 of the Federal Acquisition
Streamlining Act of 1984).";

{3) by redesignating subsections (¢) through (i) as subsections
{d) through {j), respectively, and by inserting after subsection
{(b) the following:

"(c) The Office may bar the following providers of health care
services from participating in the. program under this chapter:

"{l} Any provider--

"{A) whose license to provide health care services or
supplies has been revocked, suspended, restricted, or not N
renewed, by a State licensing authority for reasons relating to
the provider's professional competence, professional
performance, or financial integrity; or

"(B) that surrendered such a license while & formal
disciplinary proceeding was pending before such an authority,
if the proceeding concerned the provider's professional
competence, professional performance, or financial integrity.
"{2) Any provider that is an entity directly or indirectly

owned, or with a control interest of 5 percent or more held, by an
individual who has been convicted of any offense described in
subsection (b}, against whom a civil monetary penalty has been
assessed under subsection ({(d), or who has been debarred from
participation under this chapter.

"{3) Any individual who directly or indirectly owns or has a
control interest in a sanctioned entity and who knows or should
know of the action constituting the basis for the entity's
conviction of any offense described in subsection (b}, assessment
with a civil monetary penalty under subsection (d), or debarment
from participation under this chapter.

"{4) Any provider that the Office determines, in connection
with claims presented under this chapter, has charged for health
care services or supplies in an amount substantially in excess of
such provider's customary charge for such services or supplies
{unless the QOffice finds there is good cause for such charge), or
charged for health care services or supplies which are
substantially in excess of the needs of the covered individual or
which are of a quality that fails to meet professionally recognized
standards for such services or supplies.

"{5) Any provider that the Office determines has committed
acts described in subsection (d)

Any determination under paragraph {4) relating to whether a charge for
health care services or supplies is substantially in excess of the
needs of the covered individual shall be made by trained reviewers
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based on written medical protocols developed by physicians. In the
event such a determination cannot be made based on such protocols, a
physician in an appropriate specialty shall be consulted."”;

{4) in subsection (d) (as so redesignated by paragraph (3)) by
amending paragraph {1} to read as follows: .

"(l) in connection with claims presented under this chapter,
that a provider has charged for a health care service or supply
which the provider knows or should have known involves--

"[(A) an item or service not provided as claimed;

"{B) charges in violation of appllcable charge llmltathnS
under section 8904(b), or

"{C} an item or service furnished durlng a period in which
the provider was debarred from participation under this chapter
pursuant to & determination by the Office under this section,
other than as permitted under subsection (g)(2)(B) ;"

{5) in subsection {f) (as so redesignated by paragraph (3)) by
inserting after "under this section”™ the first place it appears
the following: " ({where such debarment is not mandatory}";

{6) in subsection {g) (as so redesignated by paragraph (3)}--

{A) by striking "({(g){1)"™ and all that follows thrcugh the
end of paragraph (1} and inserting the following:

"{g) {1) (A) Except as provided in subparagraph (B}, debarment of a
provider under subsection {b) or (c) shall be effective at such time
and upon such reasonable notice to such provider, and to carriers and
covered individuals, as shall be specified in regulations prescribed by
the Office. Any such provider that is debarred from participation may
request a hearing in accordance with subsection (h){1}.

" (B} Unless the Office determines that the health or safety of
individuals receiving health care services warrants an earlier
effective date, the Office shall not make a determination adverse to a
provider under subsection (¢} (5} or (d) until such provider has been
given reasonable notice and an opportunity for the determination to be
made after a hearing as provided in accordance with subsection
{h} {1).";

(B) in paragraph (3}--
{i) by inserting "of debarment" after "notice"; and
{ii) by adding at the end the following: "In the case
of a debarment under paragraph (1), {2), {3), or (4) of
subsection (b), the minimum period. ¢f debarment shall not
be less than 3 years, except as provided in paragraph
(4} (B) (1i)."; .
{C) in paragraph (4) (B} (i)} {I} by striking "subsection (b)
or (c)" and inserting "subsection (b}, (¢}, or {d}"; and
{C) by striking paragraph ({6};

(7} in subsection {(h) f{as so redesignated by paragraph (3)) by
striking "{(h}{1}" and all that follows through the end of
paragraph (2) and inserting the following:

"(h){1) Any provider of health care services or supplies that is
the subject of an adverse determination by the QOffice under this
section shall be entitled to reasonable notice and an opportunity to
request a hearing of record, and to judicial review as provided in this
subsection after the Office renders a final decision. The Qffice shall
grant a request for a hearing upon a showing that due process rights
have not previously been afforded with respect to any finding of fact
which is relied upon as a cause for an adverse determination under this
section. Such hearing shall be conducted without regard to subchapter
II of chapter 5 and chapter 7 of this title by a hearing officer who
shall be designated by the Director of the Office and who shall not
otherwise have been involved in the adverse determination being
appealed. A reguest for a hearing under this subsection shall be filed
within such period and in accordance with such procedures as the Qffice
shall prescribe by regulation.

"(2) Any provider adversely affected by a final decision under
paragraph (1) made after a hearing to which such provider was a party Y
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may seek review of such decision in the United States District Court
for the District of Columbia or for the district in which the plaintiff
resides or has his or her principal place of business by filing a
notice of appeal in such court within 60 days after the date the
decision is issued, and by simultaneously sending copies of such notice
by certified mail to the Director of the Office and to the Attorney
General. In answer to the appeal, the Director of the 0Office shall
promptly file in such court a certified copy of the transcript of the
record, if the Office conducted a hearing, and other evidence upon
which the findings and decision complained of are based. The court
shall have power to enter, upon the pleadings and evidence of record, a
judgment affirming, modifying, or setting aside, in whole or in part,
the decision of the Office, with or without remanding the case for a
rehearing. The district court shall not set aside or remand the
decision of the Office unless there is not substantial evidence on the
record, taken as whole, to support the findings by the Office of a
cause for action under this section or unless action taken by the
Office constiftutes an abuse of discretion."; and

(B) in subsection (i) (as so redesignated by paragraph (3)})--

{A) by striking "subsection (c}" and inserting
"subsaection (d)"; and
(B) by adding at the end the following: "The amount of a

penally or assessment as finally determined by the Cffice, or

other amount the Office may agree to in compromise, may be.

deducted from any sum then or later owing by the United States

to the party agalnst whom the penalty or assessment has been

levied.".

(b} Effective Date.--

{1} In general,--Except as provided in paragraph (2}, the
amendments made by this section shall take effect on the date of
the enactment of this Act.

(2) Exceptions.--(A) Paragraphs {2}, {3), and (5) of section
B902a(c) of title 5, United States Code, as amended by subsection
fa) (3}, shall apply only to the extent that the misconduct which is
the basis for debarment under paragraph (2}, (3}, or {(5), as
appllcable occurs after the date of the enactment of this Act.

{B) Pdragraph {1) (B} of section BB302a({d) of title 5, United
States Code, as amended by subsection (a) {4}, shall apply only with
respect to charges which violate section 8904 (b} of such title for
items or services furnished after the date of the enactment of this
Act.

{C)} Paragraph (3) of section 8902a(g} of title 5, United States
Code, as amended by subsection ({(a){6) [B), shall apply only with
respect to debarments based on convictions occurring after the date
of the enactment of this Act.

SEC. 3. MISCELLANEQUS AMENDMENTS RELATING TO THE HEALTH BENEFITS
PRCGRAM FOR FEDERAL EMPLOYEES.

{a) Definition of a Carrier.--Paragraph {7) of section 8901 of
title 5, United States Code, is amended by striking "organization;”
and inserting "organization and an assoclation of organizations or
other entities described in this paragraph spensoring a health benefits
plan;"”

{b) Service Benefit Plan.--Paragraph {l) of section 89%03 of title
5, United States Code, is amended by striking "plan,” and inserting
"plan, which may be underwritten by participating affiliates licensed
in any number of States,”

{c) Preemption.--Section B%802(m) of title 5, United States Code, is
amended by striking "(m) (1)" and all that follows through the end of
paragraph (1} and inserting the following:

"{m) {1} The terms of any contract under this chapter which relate
to the nature, provision, or extent of coverage or benefits {including
payments with respect to benefits] shall supersede and preempt any
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$rate or local law, or any regulatiso igsued thereunder, which ralates
to nealth insurance or pians.".

SEC. 4. CONTINUED HEALTH INSURANCE COVERAGE FOR CERTAIN INDIVIDUALS.

{a} Enrcllment in Chapter 8% Plan.--For purposes of chapter 8% of
title 3, Uniyed States Code, any period of snyrolimenf--

{1} in & hezlth banefits plan administered by the Federal

Deposit Insurance Corporation before the termination of such plan -

on or hefcre January 2, 1989; or

(2} subject to subsechion (¢, in & health benefits plan (not
ungder chapter 8% of such title} with respect Lo which the
aligibility of any employess or retired amployees of the Board of

Governors of the Federal Reserve System terminates on o before

. January 2, 1553,
shall be deemed to be a period of enrollment in a health benefits plan
utidér chapier 8% of such ritle.

.{b) Continued Coverage.--{1) Subiect to subssction (¢}, any
irndividual whe, gn or befors Januvary 2, 199%, is snrolled in & health
penefivs plan described in subsectien {a}{l] or {2} may enroll in an

pproved health benefits platr under chapter 8% of title 5, United
States Code, either as an individual or fer self and family, if, afterx
taking into account ine provisions of subsection {(a), such individual--
{A} meets whe regulremenis of such chapter for eligibility to
become so enrolled as an employse, anoultant, or former spouse
{within the meaning of such chapter); or
{B3) would meet those requirements 1f, o the extent such

requlrements involve githar retirement system under guch bitle 5,

sueh individual satisfies similar reguirements ar provisions of the

Retirement Flan fur Bmployees of the Federal Ressrve System.

Any determination under subparagraph (B) shall be made under guldelines
which the Office ¢f Personnel Menagement shall establish in
consultation with the Beard of Governors of the Federal Reserve System.

{2) Sebisut to subsagiion (¢}, any individual whe, on or before
Janoary 2, 1399, is entitled te continugd coverage udnder & health
henefits plan described in subsection {a8i{i} or (2} shall be desmed 1y
be santitled to continued coverage under section B¥Ss of title 5,
United States Coda, but only for the same remalning peried as would
have besn allowalle under the health benefits plan in whigh such
individual was enrcliled on or before January 2, 19%9, 1f-—

{AR} sugh individual had remained enrglled in suth plan; and
{B} such plan Zid not terminate, Or the eligibility of such
individual with respscr to such plan did not terminate, as

described in subsegtion {a}.

{3} Subject Lo subsection {¢), apy individual {other than an
individueal under paragraph {21} who, on or before Januvary 2, 1948, is
coversd under & healih benefits plan described in subsection (a1 {1} or
{2} as an unmarried dependeny c¢hild, bur who does not then gualify for
poverage under chapter %9 of title 35, United States Code, as a family
member {within the meaning of such chapier) shall be deemad tc he
entitled Yo continued coverage under secgrion 8%03a of sugh title, to
the game extent and in the same manner as if such individual had, on or
before January 2, 19%5%, ceased L0 meel the requirements for being
considered sn unmarried dependent child of an enrelliee under such
chapter.

{4} Cooverage under chapker 8% of tinle 5, United Btates Code,
pursuani to an enrollment under this section shall begoms effactive on
January 3, 1895 or such sarlier date as established by the Cffice of
Personnel Managemenit afger consoliation with the Federal Deposit
Ingurance Corporation or the Board of Governors of the Federal Raserve
System, as sappropriate.

. icy Eligibility for FEHEP Limited to Individuals Losing Eligibility
dnder Former Health Plan,~-~Nothing in subsection (a) {2} ¢r any
patagraph of subsectian (bh) {to the sxtent such paragraph relates Lo
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the plan described in subsection (a){2}} shal) be considered to apply
with respect to any indivicdual whose eligibility for coversgs undey
such plan does not involuntarily ferminate on oy before January &,
1999,

{d} Transfers to the Emplovess Health Benefics fund.--The Federal
Deposit Insurance Corporation and the Board of Governors of the Federal
Reserve Systen shall transfer to the Employess tlealth Benefits fund
under section B308 of title &, United States Code, amounts determined
Ly the Director of the 0ffice of Personnel Management, after
consulidtion with the Federal Depesit lnsurance Corporation and the
Board of Governors of the Federal Reserve System, te be nedessary te
reimburse the Fund for the cost of providing benafits under this
section not otherwise paid for by the individuals govered by this
sectlion. The amounts s0 iransferred shall be held in the Fund and osed
by the Qffice of Personnel Mansgemeni in addition o amounis available
undeyr section 83061g) {1} of such tivle.

{e} Administration and Regulations.--The Gffice of Personnel
Managemenhw~

{1} shall administer the provisions of this section to provids
forew-
™ {A) a period of notice and open enrellment for individuals
affected by this section: and

{B) no lapses of health coverage for individuals who enroll .
in o beslith benefits plan under chaplter 8% of title 5, United
Stataes Code, in acoordance with this seqrion; and
{2} may prescribe regulations to implement this section,

SEC. 5. FULL DISCLOSURE IN HEALTH PLAN CONTRACTS.

The Qffice of Personnel Management shall encourage carriers
offering haallh benefits plans described by section #9083 or section
8903a of title 5, United States Code, with respest Lo contractual
arrangementa made by such cayriers with sny person for purposes of
obtaining discounts from providers for health cars services or suppliss
furnished Lo individuals sniolled in such plan, (o seek assurance that
the conditions for such disgounis are fully disclesed to the providers
who grant them.

SEC. 6. PROVISIONS BELATING TO CERTAIN PLANS THAT HAVE DISCONTINUED
' THEIR PARTICIPATION IW FEHEP.

{a) Authority to Readmit,--
{11 In general.--Chapter B9 of title 5, United States {ode, is
amended by inserting after ssotion 83853z the following:

“Sec. BYO3b. Avthority to readmit an employee organizavion plan

*{a} In the gvent that & plan described by section 8803(3) or
G032 is disgontimeed under this chapter {other than in the
cirzcemstance described in section B90%(d))}, that discoentinuation shall
be disregarded, for purposes of any determination a8 to that plan's
eligibility t¢ be considered an approved plan under this chaprer, byt
only for purpozes of any contract year later than the third contract
yedar beginning afrer such plan is so discentinued,

bl A contract for a plan approvaed undsr this seotion shall
require the oarrier—-

{11 to demonstrate experience in servige delivery within a
managed care system [(ingcluding pyrovider networks) throughout the
Drnited States; and

*{2} if the carrier involved would not otherwiss he subject uo
the requirement set forth in section 8303a{clil:, Lo sarisfy such
requiramant.”, :

(2) Conforming amandment.~-The analysis for chaprer 8BS of citvlie
5, United States Code, is amended by inserting after the itenm
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‘relating to section 8%03s the following:
“2803h, Authority to readmii an employss organization plan.”

{3) Applicanility.-~

(A} In general.~-The amendments made by this subsection
shall apply &s of the date of the enactment of this Act,
ingluding with respect to any plan which nag beer discontinued
as of such date.

{8} Transition rule.--For purposes of applying section
8903k {al of title &, United States Code {as amendaed by this
subsestion) with reﬁpect to any plan seeking to be readmitted
for purposes of any coniract year basginning befare Jdanuary i,
2660, such section shall be applied by substituting “second
contract year” for “thipd contragt year®.

ith) Treatment of the Contingency Regerve of a Discontinued £lan.--

{1} I general.--Bubsection {e} of section #%0% of title S,

United States Code, is smended by striking "{e}” and inserting

"{ei {li" and by adding at the end the following:

"{2} Any crediring required under paragraph {1} pursuant to the
discontinuation of any plan under this chapter shall be completed by
the and of the gecond contract year beginning after such plan is s0

Cdiscontinuad,

#{3) The DFffice shall prescribe yegulations in accordance with
which this subsection shall be applied in the case of any plan which is
discontinued before being credized with the full amount to which it
would ciherwise be antiltled based on the discontinuation af any other
plan.”. i

{2} Transition rule,--In the case of any amdunts remaining as
of the date of the enactment of thisz Act in the contingengy reserve
f a discontinued plan, zuch amounts shall be dizposed of in
accordance with section B%8%{e} of title 5, United Srates Code, as |
amendad Dy this subsection, hyw-

(A} the tsadlipe sel forzh in seotion 83%09(e) of such title
{as sc amended): or

i 4f later, the end of the 6G-month pariod beginning on
such date of enactment.

SEC. 7. MAKIMUM PHYSICIANS COMPARABILITY ALLOWANCE PAYABLE.

{a) In General.~~Faragraph (2} of section 3348{g} ol ritie 3,
United Steres Code, is amended by striking "3520, 880" and inserting
TL3G, 000",

i} Authority o Modify Existing Agreements, -«

‘1} In general.--Any service agreement under section 53948 of
tictle 8, United States Code, which is in effsct on the date of rhe
enacement of this ACT may, with respect £ any period of service
remaining in such sgreement, bhe modified hased on the amendment
made by suhsegtion (a}.

{2) Limitarion.--A modification taking effect under this
subsection in gny year shall not cause gn allowance to be increased
1o a rate which, if applied throughour such year, would gause Lhe
limivazion under section 5448{s1 42} of sug¢h title (a5 amended by
thie seorion), or any cther applicable limitation, to be exceeded.
{c) Ruls of Construction,--Nothing in this section shall be

consigered to auphorize additional or supplemental appropriations for
the fiscal yesar in which otcurs the date »f the enactment of this Act,

BEC. 8. CLARIFICATION RELATING TC SRCTION 8%0Zix).

Section 8302(k) of vivie 3, United States Code, 1is amended--
{11 by redesignating paragraph {2} a8 paragraph (3); and
{2} by insgerting after paragrash [1) the followirng:
12y ¥othimg in this subsection shsll be considered te precluds a
haalth benefits pian from prev iding direct access or dire¢i payment or
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reimbursement to a provider in a health care practige or profession
other than a practice or profession listed in paragraph (1), if such
provider is licensed or certified as such under Federal or State
law,".

Speaker of the House of Representatives.

Vice President of the United States and
President of the Senate.
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