
American Customer 
5a~Uonlndex-

American Customer Satisfaction Index 


. Report on the 


Civil Service and Federal Employees 

Retirement System 


Office of Personnel Management 


September 1999 

.I 



c.' 

,Table of Contents 
, 
, 

I Page 
,Introduction & Methodology 3 

a, IntroductIOn , 3 
b. Overview ofACSI Modeling 3. 

4,c. Customer Segment Choice 
d. Customer Sample 4 ' 
c. Questionnaire & Interviewing _... 4 ! 

f. Clu,tomer Responses and Respondent Profile 4 
g. Benchmarking . 5 • 

. II Results 6 
, : a. Model Indices 6,r- -b. Satisfaction (ACS1) 8, 
, i c_ Drivers of Satisfaction 8: 

d. Outcomes ofSatisfaction 9 
e. Using the Model 10 iI 
f. Perceived Satisfaction Change Since 1997 II I 

,Appendices 
, 

'A i Survey Questionnaire 12 : 
i B I Frequencies and Means of Swvey Questions 13. 

). ~ 

2 



< Chapter I 

Introduction & Methodology 

B. Introduction 

Thilty United States federal government agencies are participating for the first 
time in measurement of customer satisfaction as part of the American Customer 
Satisfaction Index (ACSI). ACSJ is the national indicator ofcustomer evaluations oCthe 
quality of goods and services available to U.S. residents. It is the only uniform, cross~ 
industry/government measure ofcustomer satisfaction. Since 1994 ACSI has measured 
satisfaction. its causes and effects, for seven economic seclors j 341ndustries, 
approximately 170 private secroT companies, two types of local government services, the 
U.S. Postal Service, and the Internal Revenue Service. Nowa substantial portion of 
federal government joins the ACSL This will allow benchmarking between the public 
and privau:: sectors and provide information Wlique 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 tum, on specific objectives (such as public trust). The 30 
agencies participating in ACSI serve 9Wib of federal government customers.! 

ACSI is produeed by • 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~equatjon. econometric model, shown in Figure I, Input 
to the cause and effect model comes from surveys ofcustomers ofeach measured 
company/agency. For private sector industries, company scores for satisfaction (ACSI) 
and other model components are weighted by company revenues to produce industry 
indices. Industry indices are weighted by revenues to product economic sector indices. 
The sector indices~ in tum, are weIghted by the sector's contribution to the Gross 
Domestic Product (GDP) to produce the national ACSL For the federal government 
agencies, each is weighted by the budget expended on activities for the chosen customer 
segment to produce a federal government ACSI. 

Th., 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 !lnIlually< 

) ! National Pannership for Reinventing Go~mment news release. May 26, !999. 
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Each federal government agency serves many segments of tile public. both those 
internal to government and external users. For the first year of ACS( measurement, each 
agency was asked to identifY a major customer user segment, central to its mission, for 
which to measure satisfaction. and the causes and effects of that satisfaction. 

c. Customer Segment Choice 

Thi" report is about the Office of Personnel ~anagement (OPM) in 1999. OPM 
chose as its customer segment federal retirees and survivor annuitants who had a 
transaction within the past year with Oll'M1s Civil Service and Federal Employees 
Retirement System, 

d. Customer Sample 

OPM provided a random list of2,996 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 Strategies, Inc. did 
a phone match from which a sample was drawn sufficient for the completion 0(260 
interviews. 

e. Questionnaire and lnten'iewing 

The questionnaire used is shown in Appendix A. It was designed to be agency~ 
specific in terms of activities and outcomes. and introductions to the questionnaire and to 
specific qu,~stion areas. However, it follows a format cornmon to aU the federal agency 
questionnaires:, that allows cause and effeet modeHng using the ACSI model. 

Customer interviews were conducted by telephone betv.'een August 4-August 7, 
1999. by professional interviewers of Market Strategies, Inc. working WIder monitored 
supervision from a eentral phone room, Interviewers used CA11 (computer~ass:isted~ 
telephone~interviewing) terminals programmed for the specific questionnaire. Four calls 
were made on each selected sample name, wIth calls condueted on both weekdays and 
weekend to reach the designated name. Ifan interview could not be completed in four 
calls, or if the designated person was screened out as not meeting the criteria described 
under Customer Segment Choice, the name above or below on the membership list was 
selected as a substitute and the four can proeess begun again. 

f. Customer Responses and Respondent Profile 

Customer responses to an questions are shown as frequency tables in Appendix B. 
Appendix B also 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 
charaeteristics. 

') 
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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:: 
Govemme!1t~wide Satisfaction" to be issued in late 1999. This report will show indices 
for all 30 measured government agencies. along with the most recently released ACSI for 
170 private sector companies and two types oflocal government services (police and 
solid waste disposal), 

! 
'/ 
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Chapter II 

ACSI Results 

•. Modellndiee, 

The government agency ACSI model is a variation of the model used to measure 
private sector companies, Both were deveJoped at the National 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 cwtomer segment 
measured. Each agency also identifi.ed the principal activities that interface with its 
customers, The effects of these activities on customer satisfaction/dissatisfaction are 
estimated by the model. 

Thus the model. shown in Figure I for the OPM should be viewed as a cause and 
effect model that moves from left to right, with satisfaction (ACSI) in the middle. The 
circles are rmdti·variable components that are measured by several questions (question 
topics are shown at the tips of the small arrows). The large arrows conneeting the 
components in the drdes represent the strength of the effect of the component on the left 
to the one to which the arrOw points on the right. These arrows represent Ilimpacts." 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 I. The meanings of the numbers shown in 
the model are the topic of the rest of this chapter. 

, 
) 
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b. Satisfaction: ACSI 

The ACSI is. weighted average of three questions, QII, Q12, and Q 13, in the 
questionnaire in Appendix A. The questions are answered On 1~1O scales, but the 
weighted average is transposed and reponed as an index on a 0-100 scale.:I The three 
questions measure: Overall satisfaction (Q 11); Fallen short ofor exceeded expectations 
(QI2); and Comparison to an ideal (QI3). The model does the weighting to maximize 
the effect of satisfaction on the agency outcome at the bottom right of the model in Figure 
I. 

The 1999 (:Uslomer satisfaction index (ACSI) for the OPM is 75 on a 0-100 
scale. This is 3 points hisher than the current:national ACS! of 72.0 at the end of the 
second quarter of 1999.. 

c. 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 fajrness of the benefit amount received; and [nformation 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, selfservice telephone 
system, and timeliness ofresponse to inquiries. Tfie indices for Information and Claim 
Process are weighted averages of these questions, 

Two other components ace major drivers ofsatisfaction. The first is the 
customer's expectations of the quality he/she would receive from the OPM -~ 
expectations prior to use or, for longer term users, prior to recent use (Ql). The second is 
his/her overall perception of the quality delivered after experience with OPM. (QIO). 

l1be confidence intt:rval for this agency's customt:rsegment is plus or minus 2.8 points on a 0-100 scale at 
the 95% confidence levt:1. 



i 
, Table I'. Drivers of Satisfaction 

Activities That Drive Satisfaction: 

CLAIM PROCESS 80 , 
,,, , 
,INFORMATlON 72 , 
,, . . .
Major Drivers of ,SatisfactIOn 

,, 
i CUSTOMER EXPECT A TIONS (Anticipated Quality) 73 

,,, , 
, , 

• PERCEIVED QUALITY (Experienced Quality) 79 

,
• 

The Claim Process index is very good at 80; annuitants gave OPM roughly the 
same soores for both the timeliness of the elaim process (mean of 8.2 on a 1·10 scale) and 
fairness of the benefit amoWll (mean of 8.1), Infonnation receives a significantly lower 
score at 72. Annuitants give adequate ratings on the elarity and accuracy of infonnation 
(mean of7.8) and the timeliness ofreeeiving a response to an inquiry (mean of 7.5), 
However, the overall score for infonnation is pulled doYm eonsiderahly by lower ratings 
on the aecessibility of information (mean of 7.1) and the ease of use and user friendliness 
of the toll~free self service telephone system (mean of6.9), which sooted the lowest mean 
of any of the questions pertaining to the drivers of satisfaction. Clearly annuitants find 
infonnation from OPM dear and somewhat timely, but there are problems accessing that 
information, particularly through OPM's telecommunications system, This is a key area 
for improvement 

Pen;eived Quality, an overall evaluation of experienced quality! has an adequate 
index score of 79, though this index is pulled doYm by the lower score for Infonnation. 
Customer Expectations are slightly lower at 73~ though in line with the overall Customer 
Satisfaction (ACSl) index of75. 

d. Outcomes of Customer Satisfaction 

CUi!omer ComJ:!laints 

Only II % ofarumitants indicated that they have eVer complained about OPM's 
Civil Service and Federal Employees Retirement System. Ofthcse almost all have 
complained formally in ""Titing or by telephone to OPM an average of4.1 times, while 
9% have also complained informally to OPM peTSOMel an average of3.2 times. 
AMuitants rated the handling oftheir most recent complaint at a 4.5 on a 1~10 scale. 
While the pereentage ofcomplainers is relatively small, those who have complained did 
not feel that their most recent oomplaint was handled particularly well, with 39% of 
complainers giving OPM the lowest mark on the scale. 

9 
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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 (QI5); and whether annuitants would be willing, if asked, to say positive things 
ahoul OPM (QI6). 

The index of Federal Retiree Trust is 75 on a ()..]OO scale. This is 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). Annuitants are rather eonfident in the futurc ofthe program, but 
not as likely to speak positively about OPM. ' 

e, Using the Model 

Now. it i,s time to look again at the OPM model in Figure I to examine the 
multivariate components in context and to look at the cffect'i, or "impact" of each 
component 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 oflnfonnation, Information scores 
significantly lower, and with a strong impact of3.2 on Perceived Quality is therefore the 
key area for improvement. 

Impact scores should be 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 tum, increase by 2,6 to become 77.6.' 

Perceived Quality has a very strong impact on Customer Satisfaction (ACSI). A 5 
point increase would raise satisfaction by 4, I points to 79.1, " The Customer Expectations 
component, which for many companies is a major driver ofPerceived Quality. has little 
or no effect on either quality or satisfaction in the OPM modeL Satisfaction has a very 
strong impact on Federal Retiree Trust at 4,6. 

Summaa 

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

1The computation is: Jmpaet of Perceived Quality on ACSl (Impact of Infonnation on Perceived 
Qu.tilyI5),or4.1 (3.115);2.6, 

" 
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regarding accessibiHty of information and the toll-free self service telephone system, 
which scored a significantly lower mean than the other indiCators. 

Cuslomer Satisfaction (ACSI) scores three points higher than the national ACS[ 
and is wellllbove 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 l70 companies. 

The importance of satisfaction to Federal Retiree Trust is demonstrated 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. Pereeived Satisfaction Change Since 1997 

Since this is the first year for ACSJ measurement of customer satisfaction for the 
30 measured federal agencies, It is not possible to do a trend analysis with data from 
several points in time. Therefore. for this first lime study. customers were asked to think 
aoout their current satisfaction. and compare that with their satisfaction with the same 
agency program two years prior. 

Table 2: How satisfied are you currently compared with two years ago? 
(l=Muc:h less satisfied than two years ago 

10=Much more satisfied than two years ago) 
) . 

, 1-4 
! 5~6 

7·8 

: 9·10 

I Did not useldon't know 
: Mean of those making companson (1·10 scale) 

% 
5,8 

27.3 
20A 
38.5 i 

8,1 

7.5 


Sinte 5.5 is the midpoint on a 1-10 scale. the mean score of 7.5 by those with 
experience with OPM's benefit program over the two year period is on the positive side. 
Thus satisfaction bas improved during that period. However, a significant 30% of 
customers feel their satisfaction is essentially unchanged . 

.... ) 
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1-1992070PM 
7126199 RRS version I 

Q990PM 

Office of Pel'6onnel Management 


ACSI Qu.stlonnalr. 

H99206 


Agency, OPM99 

MOVE IN CONTACT NAME FROM SAMPLE 


May I speak with [RESTORE CONTACT NAME)? 

Hello, I'm (NAME) calling on behalf of the University of Michigan. We ate COnducting research on how 
satisfied users are with services provided by federal government agencies and private companies as part 
of the American Customer Satisfaction Index. You may have read something about the American . 
Customer Satisfactfon Index in USA Today, the Wall Street Journal, Fortune magazine. or your lOCal 
newspaper. 

Today I want to ilsk you about services you receive from the Office of Personnel Management, as a Cillil 
Servi~, Postal, .Iudicial, or Congressional retiree or as the survivor of an employee of one of Ihese types 
of Federal emplOyment The purpose of the research is to help OPM improve its retirement services for 
you and others like you. Your answers are voluntary, but your opinions are lIery important for this 
research. Yout name wil! be he!d completely confidential and never connected to your answers. This 
intervieW will take 8~10 minutes and is authorized by Office of Management and 8udget Control No. 3090~ 
0271 

QA Just to confirm, have you or a spouse cUllently receive retiree benefits from the Office of 
Personnel Management? 

1 Ves {GOTO INTRO BEFORE 01} 
2 No { TERMINATE} 
3 Don't know {TERMINATE) 
4 Refused {TERMINATE} 

Now, I am going to ask you some Questions about OPM services with Which you have had experience." 

Q1. Before you retired or applied for survivor benefits, you probably knew something about the Office 
of Personnel Management retirement services. Now think back and remember your expectations 
of the overall Quality of the OPM services. Please give me a rating on a 10 polnt scale on which 
"1" means your expectations were "not very high" and "10" means your expectations were "very 
high." How would you rate your expectations of the overall Quality of OPM retirement services ~ 
retirees and survivors? 

[RECORD RATING 1.10) 

11 Don't know 

J 
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12 Refused 
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Now, let's think about applying for benefits." 


Q2. 	 How tlmety and efficient was the handling of your application? Again, we will use a 10 point scale 
on which M1" means ~not at aU timely and efficjent~ and -10" means "very timely and efficient" 
How timely and efficient was the handllng of your application for benefits? 

[RECORD RATING 1-10J 

11 000'1 know 

12 Refused 


03. 	 was the amount determined for your benefits fair according to your salary and years of service? 
Using a 10 point scale on which ~1~ means 'very unfair" and "'10" means ~very fair,~ how faIr was 
the amOl1nt of your benefits? 

IRECORD RATING 1-10J 

11 Don't know 

12 Refused 


And next, considering information available to you from the Office of Personnel Management ... 

04, How accessible IS information from OPM? Using a 10 point scale on which "1" means "very 
difficult 10 get" and ~1cr means "very easy to get,' how difficult or easy to get is information from 
OPM? 

i 
.' [RECOHD RATING 1-10J 

11 
12 

Don't know 
Refused 

05. 	 ls information clear and accurate? Using a 10 poln1 Scale on which U1" means ~not at all clear and 
acclJrate: and "10" means ~very clear and accurate,· how clear and accurate is information you 
gellrom QPM? 

[RECORD RATING 1-10J 

11 Don't know 

12 Refused 


06. 	 Is the OPM toU·fTee, self service telephone system easy to use and user~friendly? Using a 10 
point scale on which "1~ meal'lS ·very difficoll to use and not at aU user-friendly" and ·10~ means 
"lJery easy to use and very user-friendly'- how would you rate the OPM telecommunications 
system? 

IRECORD RATING 1-10J 

11 Don't know 

3 
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12 	 Refused 

Q7. 	 How timely is OPM in responding to your InquIries? Using a 10 point scale on which ~1~ means 
~not timely' and effident~ and ~10 means "Very timely and efficient,~ how timely is OPM in 
responding to your quesiJons? 

(RECORD RATING 1-101 

11 Don't know 

12 Refused 


08 Not Asked 

09 Not Asked 

010 	 Please ,,cnsider all your experiences in the past two years with the Office of Personnel 
Management retirement services" Using a 10 point scale, on which "1~ means "not very high" 
and "10" means ''very high," how would you rate the overall quality of QPM retirement services? 

[RECORD RATING 1-101 

. 


11 Don't know 

12 Refused 


Satisfaction includes many thIngs Let's move on and talk abool your overall satisfaction with OPM. 

011, 	 First, please consider all your experiences to date with the OPM retirement seNices. Using a 10 
potnt scale on which "1" means "'very dissatisfed~ and 10 means ~very satisfied,~ how satisfiBd are 
you with OPM retirement services? 

[RECORD RATING 1-101 

11 	 Don't know . '-. 
12 	 Refused 

012. 	 Considering all of your expectations, to what extent have OPM retirement services fallen short of 
your expectations or exceeded your expectations? Using a 10 point scale on which "1" now 
means "fa1ls short of your expectations" and "10" means '-'exceeds your expectatfons," to what 
extent have OPM retirement services fallen short of or exceeded your expectations? 

[RECORD RATING 1-101 

11 Don't know 

12 Refused 


) 	
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013. 	 Forget the OPM fOr a moment. Now, I want you to imagine an ideal organization providing 
retirement benefits. (PAUSE} How well do you think OPM compares with that ideal organization? 
Please use a 10 point scale on which ''1'' means "not very clOse to the ideal," and "10" means 
"very ciose to the ideal." 

(RECORD RATING 1-10) 

11 Don't know 

12 Refused 


Next. I want you to think about any communication you may have had with OPM regarding complaints 
about your retirement benefits experience, . 

014. 	 Have you ever complained about OPM? 

1 'l'es 

2 No 

3 Don't know 

4 Refused 


{IF 014' " ASK 014A -14C; OTHERWISE GO TO 015) 

014A 	How many times have you complained formally to OPM. either in writing or by telephone? 

(RECORD NUMBER 0-996) 

997 GE 997 times 
998 Don't know 

999 Refused 


0148 And how many times have you complained in talking to personnel of OPM? 

(RECORD NUMBER 0-996) 

997 	 ,GE 997 times 
998 	 Don't know 
999 	 Refused 

014C. 	 How well,"or poorly, was your most recent complaint handled? Using a 10 poin1 scale on which 
"1~ means "handled very poorty· and "10~ means "handled very wen,~ how would you rate the 
handling ot your complaint? 

IRECORD RATING 1-10) 

11 Don't know/not relevantldld not use 

12 Refused 
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015. 	 How confident are you that the Office of Pefsonnel Management will administer a benefit ptogram 
for retirees and survivors efficiently in the future? Using a 10 point scale on which ~t' means ~nOl 
at all confident" and 10 means "very confident," how confident are you that the Office of Personnel 
Management will administer a benefit program for retirees and survivors efficiently in the future? 

[RECORD RATING \-\0) 

11 Don't know 

\2 Refused 


016. 	 If asked, how willing would you be to speak positively about Office of Personnel Management 
retirement services to federal retirees and survivors of federal employees? Using a 10 point scale 
on which "1" means "not at all willing" and ~10" means 'very willing," how willing wouk:! you be to 
speak positively about OPM? ; 

[RECORD RATING \-\0) 

12 Don't know 

12 Refused 


, 
, 

017. Now think .about how satiSfied you currently are with the OPM retirement services. Then Ihink 
about how satisfied you were with OPM retirement services two years ago, Please use a 10 point 
scale on which ~1' means "muCh less satisfied than two years ago" and ~10" means ~much more 
satisfied than two years ago." How would you rate your present satisfaction compared to two 
years ago? 

)RECORD RATING '-'OJ 

13 
12 

Don't know/Never used 
Refused 

Now. we need to asl< 8 few demoglilPhlc questions for the ACSI consumer profile ... 

01. 	 \Nhat IS your age, please? 

[RECORD NUMBER OF YEARS '-l5()J 

998 Don't know 
999 	 Refused 

02. 	 \Nhat is the highest level of format education you completed? 
(READ CODES 1-51 

1 Less than high school 
2 High school greduate 
3 Some college or associate degree 
4 College gred""le 
5 Post..Qraduate 

) 
7 
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6 Don't know 
7 R"efused 

03. Ate you of Hispanic, latino or SpaniSh origin? 

1 Yes 

2 No 

3 Don't know 

4 Refused 


04, 00 your consider your race{s) as: 
(READ CODES 1-5; ACCEPT MORE THAN ONE MENTION) 

1 
2 
l 
4 
5 
6 
7 
B 

White 
Black/African American 
American IndlanJAlaska Native 
AsIan 
Natfve Hawaiian or other Pacific Islander 
(DO NOT READ) O1her raco 
Don't know 
ReI... .., 

,I 

D5, What wa!} your total annual family income in 1998? 
(READ C;ODES 1-7) 

1 Under $20,000 
2 $20,000 bulless 'han $30,000 
3 $30,000 but less lhan $40,000 
4 40,000 but less than $60,000 
5 $60,000 but less than $60,000 
6 $60,000 bu' tess than $100,000 
1 $100,000 or more 
a Don't know 
9 Refused 

06, (REeOHD GENDER BY OBSERVATIONI 

1 
2 

Male 
Female 

APPEND SAMPLE VARIABLES IF THERE ARE ANY 
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ACSI OPM 99 


01 ~ Customer Expectations 

Value Label Value Freq:.lellcy Percent 
Valid 

Percent 
Cern 

Percell'!: 

Don't know/ReJ:used 

1 
2 
3 , 
5 
6 
7 
8 
9 

10 
99 

Total 

B 
3 
6 
B 

25 
:3 
37 
76 
31 

'"5 
-~---~-

260 

3.1 
1.2 
2.3 
:'L ;. 
9.6 
5.0 

14.2 
:2 9.:2 
11. 9 
IB.5 
1.9 

------
100.0 

3, : 
1.2 
2.4 
3.1 
9.8 
5. 1 

14. b 
29. B 
12.' 
IB.B 

Missing 
------ 

100.0 

3.1 
4.3 
6.7 
9.8 

19.6 
24,7 
39.2 
69.0 
81. :2 

1;)0.0 

Mean 7.424 

Valid cases 255 Missing cases 5 

" l 02 1- Clair.: Process/T.lme iness 

Value Label Value Frequency Percen:: 
Valid 

Percent 
Cum 

Per:cent 

Don't know/Refused 

•• 
2 
3 , 
5 
6 
7 
a 
9 

10 
99 

Total 

:1 
5 
3 
3 
7 

12 
20 
45 
42 

109 
3 

------~ 

260 

, • 2 
1.9 
1.2 
1.2 
2.7 
•. 6 
7.7 

17.3 
16.2 
41.9 
1.2 

------
10;).0 

4.3 
1.9 
1.2 
1.2 
2.7 
, . 7 
7.8 

17.5 
16.3 
42.4 

Missing 
------

100.0 

4.3 
6.2 
7. , 
8.6 

11.3 
16.0 
23.7 
41,2 
51.6 

100.0 

Hear. 8,237 

Valid cases 257 MisI'nng cases 3 

. ,}, 
" .. , 



-------

------- ------- -------

ACSIOPM99 

Q3 - Claim Process/2airness (Benefit A:7,ounti 

Valid Cum 
V.,lue Label Value Frequency Percent Percent Percent 

1 B 3.1 3.1 3.1 
2 3 1.2 1.2 4.3 .,3 2.7 2.7 7.1 
4 6 2.3 2.4 9. 4 
5 1'1 6.5 6.7 16.1 
6 11 4.2 '4.3 20.4 
7 13 5.0 5.1 25,5 
8 47 IB.1 :S.4 43,9, 37 14 .2 H.5 58,4 

10 1'06 40.S 41. 6 100,0 
Don't know/Refused 99 5 1.9 Miss~n9 

--~-~---~-----

Total 260 100.0 100.0 

Mean ILllS 

Valid cases 255 Missing cases 5 

04 - In£ormaL~on/Accessibi1ity 

Valid Cum 
Value Label V.,1ue Frequency Percent Percent Percent 

1 19 7.3 8.2 8.2 
2 9 3.5 3. 9 12.0 
3 5 1.9 2.1 14 .2 
4 5 1.9 2.1 16.3 
5 32 12.3 13.7 30.0 
6 9 3.5 3.9 33.9 
7 26 :0.0 11. 2 45.1 
8 37 ILl 15.9 60,9 
9 26 10.0 ':1.2 72.1 

10 65 25.0 27.9 lCO.O 
I)on't know/Refused 99 27 10.4 Missing 

Total 260 100,0 100.0 

Mean 7.073 

Valid cases 233 Missing cascs 27 

\. ) 

2 



------- ------- -------

------- ------- -------

ACSl OPM 99 

Q5 - Information/Clarity & Accuracy 

Valid Cum 
Value Label Value Frequency Percent Percent Percent 

1 9 3.5 3.6 3.6 
2 S :.9 2.0 5,6 
3 6 2.3 2. , 7.9, 
 6 2.3 2. , 10.3 
5 16 6.2 6.3 16.7 
6 14 5.4 5.6 22.2 
? 25 9.6 9.9 32.1 
a 20.8 21.4 53.6 
9 "32 12.3 12. '1 66.3 

10 'as 32.7 33.7 100.0 
Don't know/Refused '9 a 3. 1 Hissing 

Total 260 100.0 100,0 

Mean 7,817 

Valid cases 252 Missing cases 8 

Q6 - :::r.forrcstion/User-fr':'endly {Telecorr. sys~em} 

Valid Cum 
Value I,abel value frequency Percent Percent Percent 

1 17 6.5 B.9 8.' 
2 6 2.3 3.1 12.0 
3 13 5.0 6.8 18.8 
4 ),5 4.? 23.4•5 18 6 .• 9.• 32.S 
6 3.5 '.7 37.3•7 15 5.S 7.8 45.3 
8 30 11.5 15. 6 60.9 
9 22 8.5 11.5 72.4 

10 53 20.4 21.6 100.0 
Don',:: know/Refused 99 63 26.2 Missing 

Total 260 100,0 100,0 

Mean 6.880 

Valid cases 192 Missing cases 68 

) 

l 



ACSJOPM99 

01 - Information/Timeliness 

Valid Cum 
Value Label Value Frequency Percent Percen::: Percent 

1 
2 
3, 

16

• 
3, 

6.2 
1.5 
1.2 
1.5 

7.6 
1.9 
1.. 
1.9 

7.6 
9.5 

10.9 
12, a 

5 18 6.9 •. 5 2: . 3 
6 9 3.5 '.3 25.6 
7 19 7.3 9.0 34.6 
S 42 16.2 19.9 54.5 
9 32 12.3 15.2 69.7 

10 164 24.6 30.3 100.0 
Don't know/Refused 99 49 ------ lB.8 MiSSing 

------------~ 

Total 260 10C.O 100.0 

Mean 1.536 

Valid cases 211 Missing casea "9 

010 - Overall Quality 

Valid :':um 
Value Label value ~requency Percent Percent Percent 

1 6 2.3 2.4 2.' 
3 3. 1.2 1.2 3.6 
4 3 1. 2 . 1.2 4.9 
5 16 6.2 6.5 11. 3 
6 1S 6.9 7.3 18.6 
7 20 7.7 B.l 26.7 
B 60 23. 1 24.3 51.0 
9 38 14.6 15.4 66.4 

10 B3 31.9 33.6 100.0' 
Don't know/Refused 99 13 ------

5.0 

------
Missing 

------
Total 260 100.0 1:'30.0 

Mean 8.126 

Valid cases 247 Missing cases 13 

4 



------- ------- -------

ACSIOPM 99 

011 - Overall Satisfaction 

valid Cum 
Value Label Value Pr<aquency Percent Percent Percent 

1 9 3,5 3,5 3.5 
2 2 ,8 , a 4.3 
3 2 ,8 ' a 5.1 
4 4 : ,5 1.£ 6,6 
5 19 7,3 7.' 14 ,0 
6 19 7,3 7,' 21. 4. 
7 2O 7.7 7,8 29.2 
8 51 :9.6 19.8 49.0 
9 33 l2.7 12, S 61. 9

10 98 37.7 ' 38.1 lOO.C 
Don't know/Refused 99 3 1.2 Missing 

------ ----------~--

Total 260 100.0 100.0 

Mean B,051 

Valid cases 257 Missing cases 3 

- - ~ - - - - - - - - - - - - - - - - - - - - - - - - - - - - 

Q12 - Confi~/Disconfirm Expectations 

Valid Cum 
Value Label Value Freq'.lency Percen,: Percent Percent 

1 10 3,8 3,9 3.9 
2 1 ,4 , , 4,3,3 1.5 1.6 5.6 
4, 4 1.5 1.6 7.4 
S 50 19'.2 19,5 26" 
6 20 7.7 7,8 34.6 
7 2a 10.8 10.9 45.5 
B sa 22.3 22,6 69.1 
9 28 10,B 10.9 79.0 

10 5. 20,8 21. 0 100.0 
Don't know/Refused 99 3 1.2 Hissing 

Total 260 100,0 100.0 

Mean 7.245 

Valid cases 257 Missing cases 3 

) 



ACSJQPM99 

013 - Comparison to Ideal· 

VaEd Cum 
Value L<lbel Val'Je Frequency Percent: Percent Percent 

1 
2 

11 
1 

4.2 
., 4 . , ., 4., 

4.' 
3, 7 

3 
2.7 
1.2 

2.6 
1.2 

7.6 
S.$ 

S ( 29 11.2 11.6 20.5 
<; 2' 9,2 9.6 30.1 
7, 30 

52 
11, 5 
20.0 

12.0 
20.9 

42.2 
63.1 

9 ,28 1::1.3 11 ,2: 14.3 
10 '6' 24.6 25.1 100.0 

Oon't know/Refused 99 11 , . 2 
------

Missing---------~---

Total 260 100.0 100.C 

Mean 7.4 <1 2 

Valld C<lSeS 249 Missing cases 11 

0:4 ~ Complain'.;;s 

Valid Cum 
Value Label Value Frequency Percent Percen'.;; Percent 

1 33 12.7' 12.7' 12.1 
2 22'1 87.3 31.3 100,0 

------ ------ ------
Total 260 100.0 1CO.0 

Valid cases 260 Hissing cases o 

) 

6 



------- -------

•• 

• • 
• • 
• • 

------- ------- -------

- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -

ACS10PM99 

Q14A - formal Complaints 

Value Label 	 Value frequency 

0 3 

1 10 

2 4 

3

•
5 1 


3
• 
,6 


9 ·• 
12 
 •• 
20 	 1 


1
'4 
227 


------~ 

Total 260 


Mean 4.121 

Valid cases 33 Missing cases 221 


Q14B - Complaints to Personnel 

Val:ue Label 	 Value frequency 

0 10 

1 8 

2 4 


,3 2 

1 


5 1 

6 4 


10 1 

12 1 

27 
 • 

227 


Total 260 


Mean 3.152 

valid cases 33 MissJ..ng cases 227 


?ercent 

1.2 
3.B 
1 ."" 
1.5 
1.2 
·, 

1.5 
·,
·,
·, 
·, 

87.3 

100, ° 

Percent 

3.S 
3.1 
1.5 

·, 
·, 

1.5 

a7.'3 

100,0 

Valid 

Percent 


9.1 
30.3 
12.1 
12.1 

9.1 
3.0 

12.1 
3.0 
3.0 
3.0 
3.0 

Missing 

10Q,0 


Valid 

Percent 


30.3 
24.2 
12.1 

6.1 
3.0 
3.0 

12.1 
3.0 
3.0 
3.0 

Mi$~ing 

100,0 

Cum 

Percent 


9.1 
39,'; 
51. 5 
63.6 
72.7 
75. B 
87.9 
90.9 
93.9 
97,0 

100,0 

Cun: 

Percent 


30.3 
54.5 
66.7 
72.7 
75.S 
iiLS 
90.9 
93.9 
97.0 

10C.0 

1
. 
1 




ACSJOPM99 

Q14C - Complaint Handling 

Valid Cum 
Value Label Value Frequency Percent Percent Percent 

1 12 4.6 38,1 38.1 
2 4 1.5 12.9 51. 6 
3 
5 
6 
7 
8 

1 
1 
1 

• 
4 

.4 

• • 
· , 
· , 

1.5 

3,2 
3,2 
3,2 
3,2 

12.9 

54.8 
58.1 
61.3 
64,5 
11,4 

9 3 1.2 9,/ 61,1 
10 4 1.5 :2.9 lCO.O 

227 81.3 Missing 
Don't know/Refused 99 2 .S Missing 

------ ---------~---

Total 260 100.0 100,0 

Mean 4.516 

valid cases 31 Missing cases 229 

Q15 - Federal Retiree Trust/Confidence 

Valid Cum 
Value Label Value Frequency Percent Percent:: Percent 

1 7 2.7 2,8 2.8 
2 3 1.2 1.2 4.0 
3, 10 

2 
3.8 

.8 
4.8 

.9 
1.9 
8.7 

5 19 1.3 1.5 16.2 
6 17 6.5 6.1 22.9 
1 32 12.3 12.6 35.6 
8 50 l~L 2 19.8 55.3 
9 31 14 .2 14 .6 70.0 

10 76 29.2 30.0 100.0 
Don't know/Refused 99 1 2.1 Missing 

------ ------ ------
Total 260 100,0 100.0 

Mean 7.761 

Valid cases 253 Missing cases 1 

8 



ACSIOPM99 

Q16 - Federal Re~iree Trust/Advocacy 

Value Label Value Frequency Percent 
Valid 

Percent 
C"'"

Percent 

1 17 6.S 6.7 6.7 
2 B 3.1 3.1 9.8 . , 3, 7, 2.7 

L, 
2.8 
L6 

12.6 
14 .2 

5 26 10.0 10.2 24.4: 
6 1S 6.2 6.3 30.7 
7. 27 10 . ..; 10,6 41. 3 
6 " 16.9 17,3 :>8.7 
9 

10 
26
in 

10.S 
29.6 

11.0 
30.3 

61).7 
100.0 

Don't know/Refused 99 6 ------ 2.3 
------

Missing 
----~--

Total 2S0 100.0 100.0 

Mean 7,319 

Valid cases 25, Missing cases 6 

017 - Current Satisfaction vs. 2 Years Ago 

Value Label Value Frequency Percent 
valid 

Percent 
C"'"

Percent 

1 7 2.7 2.9 2.9 
2 
3, 

2 , 
2 

.8 

L' 
.8 

. 8 
1.7 

.8 

3.8 
5.' 
6.3 

5 57 21.9 23.8 30.1 
6 H 5.' 5.9 36.0 
7 13 5.0 5. , 41. <1 

6 ,0 15.4 16.7 58.2 
9 27 10.4 11.3 69.5 

10 73 26.1 30.S 100.0 
Don't know/Refused 99 21 8.1 Missing 

------ --------~----

Total 260 100.0 100.0 

Mean 7.464 

Va::'id, cases 239 Missing cases 21 

9 



ACSIOPM99 

01 - Age 

Valid Cum 
Value Label' value Frequency -Perce!1t Percent Percent 

36 
38 
43 
51 

1 
1 
1 
2 

·, 
·, 
·, 
.8 

·, 
·, 
·, 
.S 

., 

. a 
1.2 
1.9 

52 
53 

1 
2 

·,
.S 

·, 
.8 

2.3 
3.1 

54 5 1.9 1.9 5.0 
55 6 2.3 2.3 7.3 
56 7 2.7 2.7 10,:) 
57 6 2.3 2.3 12.3 
58 9 3.5 3.5 15.8 
59 7 2.7 2.7 18.5 
60 9 3.5 3.5 21. 9 
61 13 5.0 5.0 26.s< 
62 16 6.2 6.2 33.1 
63 17 6.5 6.5 39.6 
6' 14 5 .• 5.' 4S.0 
65 20 7.7 7.7 52.7 
66 11 4.2 4.2 56.9 
67 8 3.1 3.1 60.0 
69 10 3.8 3. , 63.8 
69 13 5.0 5.0 69.8 
70 4 1.5 1.5 70.4 
71 
n 

13, 5.0 
3.1 

5 . D 
3.1 

75.4 
1B.5 

73 7 2.7 2.7 8L2 

" S 3.1 3.1 B4 .2 
75 12 4.6 4.6 BB.8 
1. 
77 

4 
3 

: • 5 ..• ,• 1.5 
1.2 

90,4 
91. 5 

78 3 1.2 1.2 92.7 
19 
80 
81 
83 

2,
•· · 

.S 

.8 
1.5 

• • 

.8 

.8 
1.5 

• • 

93.5 
94.2 
95.8 
96.2 

Don't know 
Refused 

85 
88 
89 

998 
999 

2 
1 
1 
1 
5 

.8 
• • 
·, 
·, 

1.9 

.8 
·, 
• • 
.4 

1.9 

96.9 
97.3 
97.7 
98.1 

10D.C 
------ ------~ ----- -. 

Total 260 lOC.O 100.0 

Valid cases 260 Missing cases 0 

J 
I 



-------

-------

-------

------- -------

•• ------- -------

------- -------

J 
, 

ACSIOPM99 

02 - Education 

Value Label 

Less than high schoo 
High school graduate 
Some college or asso 
College graduate 
Post-Graduate 
Refused 

Valid c;;!.ses 260 


D3 - Hispanic, Latino, 

Value Label 

Yes 
No 
Don't: know 

Valid cases 260 


0401 - Race 

Value Label 

White 
Black/Africar. Americ 
American Indian/Alas 
Asian 
Native Hawaiian or 0 

{DO NOT READ) C~her 

Don't kr.ow 
Refused 

Valid cases 260 


Percent 

'-2 
22.7 
39.2 
22,3 
10.8 


.8 


' 100.0 

Percent 

2.7 
96.9 

100.0 

Percent 

84.6 
9.2 
1.9 


.8 


., 
1.5 

, , 
1.2 

100.0 

Valid Cum 

Percent Percent 


'.2 '.2 
22.7 26.9 
39,2 66.2 
22,3 88.5 
lO.e 99.2 

100.0· a 
100,0 

valid Cum 
Percent Percen":: 

2.7 2.7 
96,9 99,6 

·, 100,0 

100.0 

Valid c= 
Percent Percer.t 

84 • 6 04.6 
9.2 93.8 
1.9 	 95.8 

.8 96.5 
·, 96.9 

1.5 98.5 
·, 98,8 

1.2 100.0 

100.0 

Val1,:e 

1 

2 


,3 


5 

99 


Total 


Frequency 

11 

59 


:D2 

58 

28 


2 


260 


Missing cases o 

or SpaniSh Origin 

ValUe 

1 

2 


9a 

Total 

Missing 

Value 

1 

2 

3
, 
5 

6 


98 

99 


Total 

Frequer.cy 

7 

252 
.• 
260 


cases 0 


Frequency 

220 

24 


5 

2 


,1 


1 

3 


260 


~issing cases C 

II 

http:Frequer.cy


------- ------- -------

- - - - - - - - - - - - - - - - - - - - - - - - - - -

------- ------- -------

------- ------- -------

ACSIOPM99 

Valid Cum 
Value Label Value Frequency Percent Percent Percent 

Black/African Arneric 2 1 ., 50.0 50.0 
American India~/Alas 3 1 ., SO. a 100. a 

258 99.2 Missing 

Total 260 100.0 100.0 

Valid c?ses 2 Missing cases 258 

, 

0403 - Race 

Valid Cum 
Value Label Value Frequency Percent Percent Percent 

American Indian/Alas 3 1 .4 100.0 100.0 
259 99.6 Missing 

Total 260 100,0 100.0 

Valid cases 1 Missing cases 259 

05 - Income 

Valid Cu."ll 
Value Label Value Frequency Percent Percent Percent 

Under $20,000 1 19 7.3 7.3 7.3 
$20 1 000 but lfl$S tha 2 51 19.6 19.6 26.9 
530,000 but l(!ss tho 3 55 21.2 21.2 413, 1 
40,000 but less than 4 61 23.S 23.5 71.5 
$60 1 000 but le'ss tha 5 2' 9.2 9.2 80.8 
S80,000 but less tho G 8 3.1 3.1 63.6 
S100,OOO or m(fre 7 11 '.2 4.2 S8,1 
Don't know 98 13 5.0 5.0 93,1 
Refused 99 18 6.9 6.9 100.0 

Total 260 100.0 10e.O 

Valid cases 260 Missing cases 0 

12 



ACSI OPM 99 

'. 

D6 ~ Gender 

Value Label 

Male 
Female 

Value 

2 

Total 

F!:"equency 

17. 
8, 

------
260 

Percent 

67,7 
32,3 

-----
100, a 

Valid 
Percent 

67.7 
32,3 

------
100,0 

Cum 
li'e!:"cent 

61,1 
100.0 

Valid cases 260 +!~!lsing cases o 

13 
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One Hundred Fifth Congress of The Vniled Slates ofAmerica 

A T THE SECOND SESSION 
Begun and held at the City of Washington on Tuesday, the twenty-seventh day ofJanuary, One 


Thousand, nine hundred and ninety-eight! 


ANACT 


Be it enacted hy the Senate and House ofRepresenlatives afthe United State.'i (~fAmerica in 
Congress assembled. 

[DOCID: f:h1836enr.txtl 
H.R.1836 

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-se'/enth day of January, one thousand nine hundred and ninety

eight 

An Act 

To amend chapter 89 of title 5, United States Code, to improve 

administration of sanctions against unfit health care providers under 

the federal ~mployees Health Benefits Program, and for other purposes. 


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

SECTION 1. SHORT TITLE. 

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

SEC. 2. DEBARMENT AND OTHER SANCTIONS. 
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(a) Arnendments.--Section 8902a 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 (8); 
(ii) by striking the period at the end of subparagraph 

(e) and inserting "; and"; and 
(iii) by adding at the end the following: 

"(D) -:he term 'should know' means that a per~on, 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 specif.i.c intent to defraud is required;"; and . 

(8) in paragraph (2) (A), by striking "subsection (b) or 
(c)" 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 nonprocurement activity 
(within the meaning of section 2455 of the Federal Acquisition 
Streamlining Act of 1994) ."; 

(3) by redesignating subsections (c) through (i) as subsections 
(d) through (j), respectively, and by inserting after subsection 
(b) the f:)llowing: 
"(c) The Office may bar the following providers of health care 

services from participating in the program under this chapter: 
"( 1) .Il..ny provider-

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

"(8) that surrendered such a license while a 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 connectior 
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 Office 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 comrnitted 
acts described in subsection (dl. 

Any determination under paragraph {4l 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 

http://www.currentlegal.comlLegaINews/uspI19981105-266.html 11113/00 
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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 a,n appropriate specialty shall be consulted."; 

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

"(1) 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 applicable charge limitations 

under section 8904(b); or 
"(e) an item or service furnished Q.uring a period iOn which, 

the provider was debarred from participation under this chapter 
pursuant to a determination by the Off~ce 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) i:t:. subsection (g) (as so redesignated by paragraph (3) )-
(A) by striking" (g) (l)" and all that follows thrcugh the 

end of paragraph (1) and inserting the following: 
"(g) (I) (A) Except as provided in subparagraph (8), 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). 

"(8) Unless the Office determines that the health or sa'fety of 
individuals receiving health care services warrants an earlier 
effective date, the Office shall not make a determination adverse to a 
provider under subsection (c) (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 
{hi {II."; 

(8) 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,of debarment shall not 
be less than 3 years, except as provided in paragraph 
(4) (8) (ii) ""; 
(C) in paragraph (4) (8) (i) (I) by striking "subsection (b) 

or (c)" and inserting "subsection (b), (c), or (d)"; and 
(D) by striking paragraph (6); 

(7) in subsection (h) (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) (l) Any provider of health care services or supplies that is 

the subject of an adverse determination by the Office 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 Office 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 request for a hearing under this subsection shall be filed 
within such period and in accordance with such procedures as the Office 
shai'l 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 
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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 i:,sued, 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 Office shall 
promptly file in such court a certified copy of the transcript of the 
record, if th(~ Office conducted a hearing, and other evidence upon 
which the findings and decision complained of are based. The court 
shall have pO\~er 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 distri.ct 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 constitutes an abuse of discretion."; and 

(B) in subsection (i) (as so redesignated by paragraph (3) )-
(J~) by striking "subsection (c) ". and inserting 

"subsQction (d)"; and 
(B) by adding at the end the following: "The amount of a 

penalty or assessment as finally determined by the Office,' 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 against whom the penalty or assessment has been 
levied." . 

(b) Effective Date.-
(1) In general.--Except as provided in paragraph (2), the 

amendmenL, 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 Bection 
8902a(c) of title 5, United States Code, as amended by sUbsection 
(a) (3), shall apply only to the extent that the misconduct which is 
the basis for debarment under paragraph (2), (3), or (5), as 
applicable, occurs after the date of the enactment of this Act. 

(B) Jparagraph (1) (B) of section 8902a(d) of title 5, united 
States Code, as amended by subsection (a) (4), shall apply only with 
respect to charges which violate section B904(b) of such title for 
items or ~lervices 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. MISCELLANEOUS AMENDMENTS RELATING TO THE HEALTH BENEFITS 
PROGRAM FOR FEDSRAL EMPLOYEES. 

(a) Definition of a Carrier.--Paragraph (7) of section 8901 of 
title 5, United States Code', is amended by striking "organi::ation;" 
and inserting "organization and an association of organizations or 
other entities described in this paragraph sponsoring a health benefits 
plan;" . 

(b) Service Benefit Plan.--paragraph (1) ot section 8903 of title 
5, United Stat.es Code, is amended by striking "plan," and inserting 
"plan, which may be underw.::'itten by participating affiliates licensed 
in any number of States,". 

(c) Preemption.--Section 8902(m) ot 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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State or ':ocal ':aw, or any regulation lssued thereunder, w~ich relates 
to health insurance or ;:;lans.". 

S::::C. 4. CONTINt;ElJ HSA"'TH INSURANCE COVERAGE FOR CERTAIN :NDIV.J:DOALS. 

{a) Enrcllment in Chapter 89 Flan.--For purposes of chapter 89 of 

title 5, United States Code, a:1y period of enrollment-

ill in a heal th benefits plan ad.minis::ered by the federal 

Deposit Insurance Corporation before the termination 0: such plan 

on or before January 2, :999; or 


(2) subject to su~sec::ion (cl, in a health benefits plan (net 

under chapter 89 of S'.lch title) with respect to which the 

eligibility of any employees or retired employees of the Beard of 

Governors of the Federal Re$erve Sys::em terQina tes on or before 

January 2, 1999, 


shall be deemed to be a period of enrollment in a health benefits plan 
cnder. chapter 89 of such ~itle . 

. (b) Continued Coverage.--!l) Subject to subsection (c), any 

individual who, on or before January 2, 1999, is e7trolled ir: a health 

benefits plan described ir: Subsection la) {l; or (2) may enroll in an 

approved h8alth benefits plan under chapter 89 of title 5/ United 

States ecce, either as an individual or for self and xamily, if, afte.r 

takl.r.g in::o account the provisions cf SUbsection (a), such ~r.dividual--

{Ai meets the reqcirements of such chapter for. eligibility to 

become so enrolJed as an employee, annuitant, or' former spo'Jse 

(within the meaning of such chapter); or 


(8) would meet those requirements if, to the ex:ent s-Jch 
requirements involve either ret~rement syste!T\ u7tder such title 5, 
such individual satisfies s~milar .requirements or provisions of the 
Retirement. Plan :or Employees of the !Tederal Reserve System. 

Any d~termi:'1at:ion under subparagraph (B1 shall ee made under :;,uidelines 

which the Office of Personnel Manag~~nt shall establish in 

consultation with the Board of Governors of the Federal aeserve Syste~. 


(2) St:bjec:: to s·.Jbsection (e) I any individual whc, on or before 

January 2, 1999, is entitled to ccntinued coverage ~ncer a health 

benefits plan described in sucsection (al (li or (2; shall be deemed to 

be entitled ::0 continued coverage under section 8905a of title 5. 

United States Code, but only for th~ same re..'laining period as would 

have been allowaole under the health benefits plan in which such 

individual was enrolled on or before January 2, 1999, if- 

{Ai such ir.dividual had remained enrolled in such plan; and 
lSi such plan did oot terminate, or the eligibility of such 


individual with respect to such plao did no:. terminate, as 

described in subsec::~on (ai. 

(3) Subject to subsection jC), any individual (other than an 


individual under paragraph {2ii who, on or before January 2/ 1999, is 

covered. uneer a health benefits plan described in subsection (a) (1) or 

(2) as an unman'ied deper.dent child, but who does not then qualify for 

coverage under chap;:er 89 of ti':le 5, United States Code, as a family 

member {within the meaning of such chap':er) shall be deemed to be 

entitled to continued coverage under seccion E905a of such t~tle, to 

the same e:.::tent. and in the same manner as if sach individual had, on or 

bexore .January 2, :999, ceased to meet the requirements for be.lnq 

ccnside.red an unmarried depender.t child of ar. enrollee ur.d'3-r !'iuch 

chapter, 


(4) CcverQge under chapter 89 of title 5, U~ited States Code, 

pursuant to 6.n enroJlmen':. under this ~ection shall become effective on 

':anuary J, 1999 or s:lch earlier date i'!~ established by the Office of 

Persoone: Management after consultaticr. with tht: Federal ::eposl.t 

Insurance Corpcratio:1 or th·3 Board of Gove.rnors of tt.e federal Reserve 

System, as appropriQte. 


Ie) Bligibility for F2HBJ? :"~mited to Individuals Losing Eligibility 

Under Former Health Plan.-~Noth::.r.g in s·.1bsec::ion (a) :2i or any 

paraqraph of st:bsection (b) ;to the extent such parag::::aph relates to 
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LIe plan described in subsection (<i) (2)) sr.all be considered to apply 

with respect to any ~ndividual wl'.ose eligibili:::y for coverage under 

such plan does" not irnIOL.m:::arily tenanate on or before ,January 2, 

'..999. 


(d: Transfers ~o the Employees Health Benefits P~nd.--;r.e Federal 

Deposit Insurance Corporation and the Board of Governors of the federal 

Reserve Systen shall transfer to the Employees Health Benefits fund 

under section 89D9 of ~itle 5, United States Code, amounts determined 

by the Director of the oEfice of Personnel Management, after 

cons'Jltat.i.on with :::he Feden'll Deposit Insurance Corporation and :::he 

Board of Governors of the federal Reserve Syste:n, to be necessary to 

relmburse the ~und fo~ the cost of p~oviding benefits ~nder this 

section not otherwise ~aid for.by the individuals covered by this 

sectiOn. The amo~nts so =ransferred shall be held in the Fund and used 

b'r' tr.e Office of Personnel Management in addition to amOU:1ts availAble 

under section 8906('1) (l} of such title. 


(e) Administration and Regula:':io!)s.--The Oific(! of Personnel 

Managerr.ent - 

(1) s!lall adminl.ster the provisions of: this section to provide 
for-

{J\) ,a periOd of notice a:1d open e;:)rollment for individ~als 
affected by this sectio;:); and 

(B) i.O :,apse of health coverage for indivictuals who enroll 
in a bealth be:1efl.ts plan under chapter 89 of title 5, Unl.teci 
State;; Code, in accordance with this SeCtion; and 
(2) may prescribe regulatlons ::0 i:7,plerrent this sectiOn. 

SEC. S. FULL Ir:SCLOSURE IN HEALTH PLAN CONTRACTS. 

The OffiCtl of Personnel Management shall encourage carriers 

offering health benefits plans described by sectior. 8903 or stlction 

8903a of title 5, United States Co~e. wi~h respect to contractual 

arrangements made by s'..lch carrHirs with any person for purposes of 

obta~~ing diSCOunts frorr providers for health care services or supplies 

:t>rnished to ind'"-viduals enrolled .tn such plan, to seek aSS'..lrance tha~ 


the conditions for such discounts are ft>lly disclosed to the providers 

who grant. them, 


SEC. 6. P20VISIONS RELA'r!NG TO CERTAIN PLANS THAT HAVE DISCONTINUED 

THEIR PARTICIPATION IN FEIlBP. 


(a) Authodty to Reacimit.- 
(l) 1:n general.--Chapt.er 89 of title S, United St.at.es Code, is 

amended by inserting after section 8903a the following: 

"Sec. B903b, Authority t.o readmit an e:7.ployee orgar:ization plan 

"(al In the event that a plan descr::.bed by section 8903(3) Or 

8903a is discon~i:l"ued 'Jnder this chapter (other than in the 

ci~c~mstar:ce described in section 8909id}), that discontinuation shall 

be disregarded, for purposes or any determination as t.o that p::'an's 

eligibility to be considered an approved plan under this chapt.er, but 

only fOr p~rpQses of any COO'lt.ract year :'ate= chan the third contract 

year begirO'linc; after ~':lclt plan is MO discontinued. 


"(b) A contract for a plan appnwed under th.:.s section .shall 

t:equire the Cil~rier--

"(11 to demonst.rate experiecce in service delivery within a 

managed care system (including provider networks) throughout the 

Or.ited St.iltes; and 


"(2) if U:e carrier involved would not otherwise be s':lbject to 
t.he requirement set forth in sec~ion 8303a (c) ::.: f to satlSfy s:.lch 
requirement.", 

:2) C(mforming aJ'l',ef'.dmer'.t.--':;'he analysis for chapter 89 of titltl 
5, Unl.ted Sta~es Code, is amended by inserting after the item 
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relating :0 section ag03a t:he following: 

"89030. Al:thocity to :-eadmit an employee organizaLlo:1 plan.", 


(3) Applicability.- 
(A) In general.--The am8ncime:1ts ",ade by this s\Jbsectio:\ 

shall apply as of the date of the enactment of this Act. 
including with respect to any plan which has beer. disco:1tinued 
as of such date, 

m) 7ransition rule. --For purposes of applying section 
8903b(ai o~ title 5, U!1ited States Code {as amended by this 
subsection) with respect to any plan seeking to be readmitted 
for purposes of any contract year beginr.i!1g before January 1, 
2000, such section shall be applied by substituti:1g "second 
contract year" for "third contract year", 

(b) Treatne:\t of Lr.e Con~ingency Reserve of a Discontinued ?lan.-
(1) III general.--Subsection (e) of section 8909 of ti~le 5, 


Uni:::ed Stntes Code, is amended by striking "(el" and inser::ing 

"Ie} 0)" (lnd by adding a': the end the following: 

"{2i Any ,;rediting required under paragraph (1) pt:csuant to the 


discon:::inuation of eny plan unde= this chapter shall be completed by 

the end of the second contract year beginning after such pla~ is so 


. discontinued. 

"(3) The Office shall prescribe regula::ions in accordance with 


whiCh this subsection shall be applied in the case of any plan wt:.ich is 

discontinued before being credited with ::he full amount to wtich it 

would o~herwise be entitled based on :te discontinuation of any other 

plan.". 


(2) Transition rule,--In the CdDe of any amOunts remaining as 

of the date of ::.he enactmen: of this Act in the continger.cy reserve 

of a disc":1tinued plen. such amounts shall be disposed of in 

accorcance with section 8909(e) of ti':le 5, United States Co:ie, as 

amended by th~E .subsection, by-

:A) the deadline set fonl". in section 8909 (ej of such tide 
(as S0 amended); or 

(D) if later, the mnd of the 6-month perio:i beg~nning o~ 
such date of enactment. 

SEC. 7. ~Lrv:IMUM PHYSICIANS CO~PARAB:::LITY ALLOWA.\ICE PAYABLE, 

(s) :n General.--Paragraph (2) of section 5948(a) of ti::le 5, 

United States Code, is amended by striking "520,000" and inserting 

"$30,COO". 


(b) Autho.r:ity ::0 Modify Existing l\greerr,er.ts,- 
{1) In general,--A~y service agreement under sec::ion 5948 of 


title 5, United Sta~es Code, which is in effect on the da::e of the 

enac::ment of this Ac:: may, with respec::. to any period of service 

remaining in such agreement, be modified based o~ the a~endment 


~ade by subsection (al. 

(2) :"~mita:::ion.--A fI'l.odification taking effect under ~his 


subsection in any year shall not ca'..lse an allowa:tce to be increased 

::0 a rate which, if applied throughout such year, would cause the 

limita:::ion under sec:ion 5948(aiI2) of such tlt1e [as amended by 

this section}, or any other epplicable limitatio:t, to be exceeded. 

tel Rule of Construction, --Nothing i:t thJS section shall be 


considered to authorize additional or supplemental appropriations for 

the fiScal year in which occurs the date of ::he enactmen~ of this Act. 


SEC. 8. CLARIFICATION RE~TING TO SECTION 8902{K). 

Section 8902(k) of :::1tle 5, United States Code, is amended-
(1) by redeslgnating paragraph (2) as paragraph (3); and 
(2) by inserting after paragraph (1) the following: 

.. (2) t-;othirg in this subsectio:t shall be co:tsidered to preclude a 

hea:th benefits plan from providir.<; direct access or direct. paymen:: or 
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reimbursement to a provider in a health care practice' or profession 
other than a practice or profession listed in paragraph (1), if such 
provider is li,censed 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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