State/Molina Contract Service Level Agreements
Background
SLAs (Service Level Agreements) are performance measurements.  They are included in the contract between the State and Molina, and can be identified by their contract ID.  They can also be tied back to an RFP Requirement Number or to a Contract Rider.   Each month, Molina reports their SLA performance for the prior month.  The State QA team then reviews their report for accuracy and reports any discrepancies to State management.
SLAs measure either timeliness or accuracy of an action.  For example, there is an SLA that says that provider enrollment applications must be keyed with 99% accuracy.  That SLA does not cover the timeliness of the application process.  There is a separate SLA for timeliness.
Unless an SLA specifically refers to measuring performance by an average (like 99% accuracy), we expect Molina to report the actual number (150 letters mailed in one day.)

Volume

There are 132 SLAs in total.   Not all of them have a pass/fail rating every month.  For September 2011:

	70 
	Were reported as pass or fail

	26
	Had no activity.  For example, no forms were requested, or no help desk calls were received, so there is nothing to report.

	36
	Have “action items.”  These are generally SLAs that still need to have reports or processes finalized.  We are working on resolving all of these items.


When Molina fails an SLA, the Molina QA team implements an SLA improvement plan with a target date for reaching a “pass” status.  The Molina QA team meets with the Molina operations team to work on corrective action plans, and reports their findings regularly to the State QA team.
At the weekly MIHMS team meeting attended by both State and Molina management, Quality Assurance is a standing agenda item.  Both State and Molina QA managers report on SLA issues, progress and concerns.  
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