
The Proof is in the Pudding Part II
Beneficiary Retention

Craigan L. Gray, MD, JD, MBA
Chief Medical Officer

Amy H. Kotch, MHA 
Lead Business Consultant



A Tale of Two Brothers

Bill Chris



Bill
• 76 years old

• Emergency Room user

• Long-time smoker

• Recently improved health

• 18 months since PCP visit

• No flu shot



Chris
• 80 years old

• Regular PCP visits

• Non-smoker

• Received flu shot



• Emergency Room visit

• Secondary infection

• 7-day inpatient stay

• Multiple prescriptions

• Follow-up visit to PCP

• PCP visit

• No secondary infection

• In-home recovery

Bill Chris



What is the

right
data?



Beneficiary 
Retention
Continuous beneficiary assignment to 
the ACO for one entire calendar year

Churn Rate
The rate of lost attribution



Churn is a 
symptom

not a
disease



Why does churn rate matter?
• Different beneficiary assignment methodologies

• Continuous assignment for retrospective assignment 

• Ensuring proper management and utilization of primary care

REGARDLESS OF TRACK, IT’S IMPORTANT TO DECREASE CHURN!



Assumption I

If I decrease churn, I can lower total cost of care.

Low Churn Rate Low Variability Greater 
Predictability



Proof I
Whole ACO

Continuously Assigned Population

Non-Continuously Assigned Population



Proof I
Whole ACO

Continuously Assigned Population

Non-Continuously Assigned Population



Assumption II

Visit 
Frequency

Early detection 
of disease

Patient 
Noncompliance

Patient Trust

Exacerbation

If I decrease churn, I can better manage chronic conditions.



Proof II 
• Chronic condition management
• Chronic condition quality compliance 
• Early-caught exacerbations 

Whole ACO

Continuously Assigned Population

Non-Continuously Assigned Population

Diabetes
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Proof II 
Whole ACO
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Non-Continuously Assigned Population

Diabetes Heart Failure COPD



Proof II 
• Chronic condition 

management
• Chronic condition 

quality compliance 
• Early-caught 

exacerbations 

Whole ACO
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Non-Continuously Assigned Population

Diabetes
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Proof II 
• Chronic condition 

management
• Chronic condition 

quality compliance 
• Early-caught 

exacerbations 

Whole ACO

Continuously Assigned Population

Non-Continuously Assigned Population

COPD



Assumption III

Churn

Patient 
Satisfaction



Proof III CAHPS
= 

Comprehensive Assessment of Healthcare Providers and Systems

Timely Care

Provider 
Communication

Patient Ratings

Specialist 
Access

Health 
Promotion & 
Education

Shared Decision 
Making

Health & 
Functional 

Status

Patient 
Resources 

Stewardship



Proactive Management Practices
Identify where each provider stands in maintaining beneficiary retention.



Proactive Management Practices

Identify those 
at risk of leaving 
or losing attribution 
from not being seen.



Proactive Management Practices
Identify those at 
risk of leaving 
due to plurality of 
services.



Summary

• Beneficiary retention is an important KPI

• Manage your current population, and ensure decreased churn before 

advancing to the growth phase.

• This is population health. Be proactive!



Continuous Performance Improvement



Wherever the art of medicine is
loved,

there is also love of 

humanity.



Questions? 

Dr. Craigan L. Gray, MD, JD, MBA 
cgray@salient.com

Amy H. Kotch, MHA 
akotch@salient.com 
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