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What is Behavioral Healthcare?

Behavioral healthcare is an umbrella term and refers to a continuum of services for
individuals at risk of, or suffering from, mental, behavioral, or addictive disorders.
Behavioral health, as a discipline, refers to mental health, psychiatric, marriage and
family counseling, and addictions treatment, and includes services provided by social
workers, counselors, psychiatrist, psychologists, neurologists, and physicians. In this
publication, the term “employer-sponsored behavioral healthcare services” refers to all
employer-sponsored services that address mental health or substance abuse problems
including services offered through the health plan, disability management programs,
EAP, and health promotion or wellness programs. 

What is a Mental Illness?

Mental illness/behavioral health disorder (also known as mental disorder): is a health
condition that is characterized by alterations in thinking, mood, or behavior (or some
combination thereof), that is mediated by the brain and associated with distress
and/or impaired functioning. Mental disorders cause a host of problems that may
include personal distress, impaired functioning and disability, pain, or death. 

Serious emotional disturbance (SED): A diagnosable mental disorder found in
persons from birth to 18 years of age that is so severe and long lasting that it seriously
interferes with functioning in family, school, community, or other major life activities.

Serious mental illness (SMI): A SMI is defined as a diagnosable mental, behavioral
or emotional disorder that meets the criteria specified in the Diagnostic and Statistical
Manual of Mental Disorders (DSM-IV) and causes functional impairment that limits
one or more major life activities. Examples of individuals who meet these criteria
include those adults with: mood disorders (major depression, dysthymia, mania);
anxiety disorders (panic disorder, generalized anxiety disorder, phobia, post-traumatic
stress disorder); antisocial personality disorder, schizophrenia, and other non-affective
psychoses.

Serious and persistent mental illness (SPMI): Individuals with the most severe
types of Serious Mental Illness and who have the most severe functional limitations
can be said to have serious and persistent mental illness (SPMI). 

What is a Substance Abuse Disorder?

In this publication, a substance abuse disorder refers to either substance abuse or
substance dependence. Substance abuse is the problematic use of alcohol or drugs
occurring when an individual’s use of alcohol or drugs interferes with basic work,
family, or personal obligations. Substance dependence is a clinical diagnosis that is
made when an individual using alcohol or illicit drugs meets at least three of the six
criteria set forth in the DSM-IV for either alcohol or drug dependence including a
strong desire to use the substance, a higher priority given to use than to other
activities and obligations, impaired control over its use, persistent use despite
harmful consequences, increased tolerance, and a physical withdrawal reaction when
use is discontinued. Substance abuse and dependence can occur with the use of
alcohol, illicit drugs, and prescription medications. 

Sources: Department of Health and Human Services. Healthy People 2010. Chapter 18 – Conference Ed. Mental Health and
Mental Disorders. Referenced on the SAMHSA Website. Terminology of Mental Disorders.
http://www.mentalhealth.samhsa.gov/features/hp2010/terminology.asp. Accessed 8-24-05; World Health Organization. Lexicon of
alcohol and drug terms. Available at: http://www.who.int/substance_abuse/terminology/ who_lexicon/en/index.html. Accessed 
10-3-05.



Executive Summary

Introduction

The delivery of behavioral healthcare is relatively complex when compared to the delivery of
general medical care. The industry annually generates more than $104 billion in direct care
expenses and continues to experience rapid reorganization and realignment of services in
response to purchaser demands. Employer, federal, state, and local government purchasing
strategies continue to change in response to price and demand for behavioral healthcare
services.

The complexity of the behavioral healthcare provider market has resulted from a
combination of events and issues, including benefit design, payer and individual provider
expectations, and new provider entrants into the marketplace. Major trends, such as
consumer-driven healthcare, have and will continue to affect the delivery of behavioral
healthcare. Both payers and providers need to carefully analyze the influence these trends
have, and will continue to have, in shaping the delivery of care. 

Recently, there has been an increased focus on the effective delivery of behavioral health
services. The federal government as well as a number of other agencies and organizations have
released landmark reports that chronicle the promise of timely, high-quality, and evidence-
based behavioral health services for recovery, including the:

• Surgeon General’s Report on Mental Health (U.S. Department of Health and Human

Services; 1999). The first ever Surgeon General’s report on behavioral health presented
the evidence to support a wide range of effective treatment modalities. 

• President’s New Freedom Commission Report on Mental Health: Achieving the Promise

— Transforming Mental Health Care in America (U.S. Department of Health and

Human Services; July 2003). The taskforce, established by the President, examined the
failings and successes of the public mental healthcare system and established six goals for
improving behavioral healthcare in America. 

• Improving the Quality of Healthcare for Mental and Substance Abuse Conditions (The

Institute of Medicine; November 2005, Quality Chasm Series). This report describes a
multifaceted and comprehensive strategy for ensuring access, improving quality, and
expanding mental health and substance abuse treatment services.

Employers understand that behavioral health benefits are essential components of
healthcare benefits. Over the past few decades, employers have tried to improve the delivery
of behavioral healthcare services in a number of ways. Despite important progress, employers’
current approaches to managing cost and quality are insufficient. Standardized and integrated
programs addressing the delivery of behavioral healthcare services remain rare. And
unfortunately, it is not customary for employers to integrate behavioral healthcare benefits
offered through the health plan with behavioral health benefits offered through disability
management, employee assistance, or health promotion programs. The result is that employer-
sponsored behavioral benefits are fragmented, uncoordinated, duplicative, and uneven in
terms of access and quality. 



Employers have been at the forefront of quality improvement in healthcare and have
established quality measures, review processes, evaluation tools, and other means of
promoting the quality of the healthcare services they sponsor. Most employers have focused
their quality promotion efforts on general healthcare services. Now, employers need to focus
on promoting the quality of the behavioral healthcare services they sponsor. 

The National Business Group on Health (Business Group) has a strong history of
addressing employer-sponsored behavioral healthcare services. Yet, until now, the Business
Group has never released a comprehensive Guide on evaluating, designing, and implementing
behavioral health benefit design.

Purpose of the Guide: A Blueprint for Action

This Guide is a blueprint of actionable strategies and recommendations that will allow
employers to create and implement a system of affordable, effective, and high-quality
behavioral health services. The recommendations featured in this Guide are based on the
best-available administrative and clinical practices; these practices have years of evidence to
support their immediate and widespread implementation.

The findings and recommendations presented in this Guide provide a process for
employers to examine their current behavioral health benefits and services and to develop
contracting requirements to guide their selection of future health plans, Managed Healthcare
Organizations (MCOs), Managed Behavioral Healthcare Organizations (MBHOs), disability
managers, Pharmacy Benefit Mangers (PBMs), and Employee Assistance Vendors (EAPs). 

Specifically, this Guide provides information for employers to: 
• Improve coordination among health management programs and vendors. 
• Standardize the delivery of behavioral health services and programs, whether

developed in the general medical setting or the specialty behavioral health system.
• Include evidence-based treatment modalities in behavioral health benefit structures.
• Develop enhanced programs and measures of continuous quality improvement.
• Promote quality and accuracy in the practice of prescribing psychotropic drugs.
• Improve the efficacy of disease management programs for chronic medical conditions

by including behavioral health screening and treatment.

The goal of the Guide is to help employers:
• Increase employee health status
• Manage employee productivity
• Control the cost of healthcare and disability

Approach

The National Business Group on Health, funded by the Department of Health and Human
Services’ (DHHS) Center for Mental Health Services (CMHS), convened the National

Committee on Employer-Sponsored Behavioral Health Services (NCESBHS) in January
2004. The Committee was established to review the current state of employer-sponsored
behavioral health services and to develop recommendations to improve the design, quality,
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structure, and integration of programs and services. The Committee was also charged with
reviewing the recommendations of the President’s New Freedom Commission on Mental Health
and determining how they might apply to employer-sponsored behavioral health benefits and
programs. (For more information on the President’s New Freedom Commission Report on
Mental Health, please see Appendix A: The President’s New Freedom Commission Report

on Mental Health).
The Committee consisted of 25 benefits and healthcare experts including academic

researchers, disability management professionals, Employee Assistance Program (EAP)
professionals, healthcare benefits specialists, representatives from managed care and managed
behavioral health organizations, pharmacology experts, and medical directors and benefits
managers from Business Group member companies. Several members of the NCESBHS have
served on national boards, expert panels, and federal commissions dedicated to the
improvement of behavioral healthcare, including the Institute of Medicine Board, the
President’s New Freedom Commission on Mental Health, and the Surgeon General’s Report on
Mental Health. (See Appendix C: Acknowledgements for a list of Committee members and
their affiliation)

Summary of Key Findings 

The Committee’s review resulted in twelve key findings. They are summarized as follows:

1. Mental illness and substance abuse disorders are serious, common, and

expensive health problems. 

In 2001, mental health and substance abuse treatment costs totaled $104 billion and
represented 7.6% of total healthcare spending in the United States ($1.4 trillion).1 Unlike
other medical conditions such as heart disease or diabetes, the indirect costs associated
with mental illness and substance abuse disorders commonly meet or exceed the direct
treatment costs. 

2. Research has conclusively shown that depression and other mental illness and

substance abuse disorders are a major cause of lost productivity and

absenteeism.2,3,4

Mental illness causes more days of work loss and work impairment than many other
chronic conditions such as diabetes, asthma, and arthritis.3 Approximately 217 million
days of work are lost annually due to productivity decline related to mental illness and
substance abuse disorders, costing Unites States employers $17 billion each year.4 In total,
estimates of the indirect costs associated with mental illness and substance abuse
disorders range from a low of $79 billion per year to a high of $105 billion per year (both
figures based on 1990 dollars).5,6

3. Disability costs related to psychiatric disorders are high and continue to rise. 

Mental illness and substance abuse disorders represent the top 5 causes of disability
among people age 15-44 in the United States and Canada (not including disability caused
by communicable diseases) [Note: includes employed and unemployed populations].7

Further, mental illness and substance abuse disorders, combined as a group, are the fifth
leading cause of short-term disability and the third leading cause of long-term disability for
employers in the United States.8
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4. The efficacy of treatment for mental illness and substance abuse disorders is

well documented and has improved dramatically over the past 50 years.9

For most mental illnesses there is a range of well-tolerated and effective treatments. Current
research suggests that the most effective method of treatment is multimodal and combines
pharmacological management with psychosocial interventions such as psychotherapy.9

5. A significant proportion of individuals with behavioral health problems are

treated exclusively in the general medical setting, which has become the 

“de-facto mental healthcare system.”10 

Among patients diagnosed with a mental illness, 42% of those with clinical depression and
47% of those with generalized anxiety disorder (GAD) were first diagnosed by a primary
care physician.11 Approximately 22.8% of individuals treated for a mental illness or
substance abuse disorder12, and half (51.6%) of patients treated for depression, are treated
by a general medical provider such as a primary care physician.13 Further, it is estimated
that 11%-36% of patients presenting at primary care have a mental illness.11 Numerous
studies over the past two decades have found that the adequacy and quality of mental
healthcare delivered in the general medical setting is sub-optimal.12 In fact, the National

Co-morbidity Survey Replication (NCS-R) found that only 12.7% of individuals treated
in the general medical sector received minimally adequate care compared to 43.87% of
patients treated in the specialty mental health sector.12

6. Primary care physicians (PCPs) and other general medical providers are — 

and will continue to be — an integral part of behavioral healthcare in the 

United States. 

However, significant quality problems have been found with general medical providers’
screening, treatment, and monitoring practices. Many of the recommendations presented
in this Guide suggest programs, benefits, and practices that will support general medical
providers in the provision of high-quality behavioral healthcare services. 

7. Psychotropic drugs have become the major treatment modality in behavioral

healthcare whether prescribed by general medical physicians (e.g., primary care

physicians) or by behavioral health specialists (i.e. psychiatrists). 

The availability of prescription medications as a method of treatment has improved the
lives of many individuals with mental illness and substance abuse disorders. However, a
number of quality problems have been identified with current psychotropic medication
prescribing practices (e.g., pharmacological management is frequently the sole treatment
modality). Further, the escalating cost of psychotropic drugs is of concern to employers. 
In 1987, psychotropic medications were responsible for 7.7% of all mental healthcare
spending in the United States (including expenditures from private insurance, Medicare,
Medicaid, etc); by 2001, psychotropic drug spending was responsible for 21.0% of total
mental health spending.14 In 2001, private employers spent approximately 17% of their
total behavioral health expenditures on prescription medications.1

8. While employers have focused their attention on the management of high cost

chronic medical conditions (e.g., heart disease and type 2 diabetes), such

management efforts have not fully addressed the significant additional burden of

co-morbid mental illness. Access to specialty behavioral healthcare services is
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critical to delivering effective disease management services for chronic medical

problems. Therefore, limitations on behavioral healthcare benefits may limit the

efficacy of disease management programs for individuals with co-morbid medical

and behavioral health conditions. Disease management programs will not realize

their full potential without fostering better coordination between the general

medical healthcare system and the specialty behavioral healthcare system.

Research has shown that individuals with chronic medical conditions and untreated co-
morbid mental illness or substance abuse disorders are the most complicated and costly
cases. For example:     
• Healthcare use and healthcare costs are up to twice as high among diabetes and heart

disease patients with co-morbid depression, compared to those without depression,
even when accounting for other factors such as age, gender, and other illnesses.15,16

• Patients with mental illness and substance abuse disorders are often less responsive to
treatment. For example, depressed patients are three times as likely as non-depressed
patients to be non-compliant with their medical treatment regimen.17

• The presence of type 2 diabetes nearly doubles an individual’s risk of depression and
an estimated 28.5% of diabetic patients in the United States meet criteria for clinical
depression.16

• Approximately one in six patients treated for a heart attack experiences major
depression soon after their heart attack and at least one in three patients have
significant symptoms of depression.17

9. Access to specialty mental healthcare services is constrained due to benefit

design with higher co-pays, visit limits, and management of utilization. 

These additional financial limitations are not applied to psychotropic drug

benefits or to many behavioral health interventions delivered in the general

healthcare setting. 

This has created a perverse incentive for patients to a.) access mental healthcare from
general healthcare providers (where there are no visit limitations and co-pays are
significantly lower) and to b.) rely on psychotropic medication as an exclusive method of
treatment. 

10. Limiting behavioral healthcare services can increase employers’ non-behavioral

direct and indirect healthcare costs. 

One study found that limiting employer-sponsored specialty behavioral health services
increased the direct medical costs of beneficiaries who used behavioral healthcare services
by as much as 37%.18 Further, the specialty behavioral health service limitation
substantially increased the number of sick days taken by employees with behavioral health
problems. The study concluded that savings attributed to limiting behavioral health
benefits were fully offset by increased use of other medical services and lost workdays.18

11. Employers have tightly managed behavioral health benefits delivered by the

specialty mental healthcare system, but have not as yet implemented

comprehensive and integrated management programs to address quality and

costs for psychotropic drugs and behavioral health services delivered by general

medical providers. 

Specialty mental health services have been managed tightly by managed care systems over
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the past two decades. Utilization review techniques and other methods have reduced the
percent of total healthcare dollars employers spend on mental healthcare benefits. In fact,
private employers experienced a 50% decline in their mental healthcare premiums (not
including the cost of psychotropic drugs) during the 1990s: the average cost of private
employers’ behavioral healthcare premiums dropped from 6.1% of total claims costs in 1988
to 3.2% in 1998.19 Yet, employers have not adequately managed the cost or quality of
behavioral healthcare services delivered in the general medical setting despite the high
proportion of patients treated for behavioral disorders in the general medical setting.
Further, employers are not receiving good value for their investment in psychotropic drugs. 

12. The lack of coordination and integration among managed care vendors of

employers (MCOs, MHBOs, EAPs, PBMs, and others) has created significant

quality and accountability problems. 

Employers can address these problems by improving the design of their health insurance
benefit structures, and by requiring their behavioral health vendors and managers to coordinate
with one another. Figure 1.0 lists and explains the vendors and employers currently use to
manage their health, behavioral health, disability, and employee assistance benefits. 

FIGURE 1.0 EMPLOYER-SPONSORED HEALTH AND BEHAVIORAL HEALTH
BENEFITS AND MANAGERS
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Benefit or Program Services Offered Manager or Vendor

Employee Assistance Prevent intake, referral, and treatment
related to mental illness and substance
abuse

Human resources department, medical
department or other internal manager,
EAP vendor

Disability
Management

Short-term and long-term disability
management services

Internal or external (contracted)
disability managers

Health Plan Primary care, other non-psychiatrist
physician care, general inpatient and
outpatient care relating to all physical and
mental illnesses and substance abuse
disorders

Managed care organization (MCO)

Mental Health Plan Specialty mental health services (in-
patient psychiatric hospitalization,
psychiatrist visits, psychotherapy, etc)
specific to mental illness and substance
abuse disorders

Managed behavioral health organization
(MBHO) may be “carved-out” (hired
directly by an employer) or “carved-in”
(hired by an employer via their MCO)

Pharmacy Benefit Prescription medications (drugs for all
medical conditions, psychotropic drugs,
etc)

Pharmacy benefit manager (PBM)
may be “carved-out” (hired directly by
an employer) or “carved-in” (hired by
an employer via their MCO)

Wellness Program Prevention activities relating to mental
illness and substance abuse disorders

Medical department or external vendor



I. Recommendations Directed at Health Plan Benefits and Services

The key findings described above guided the development of the Committee’s

recommendations for the delivery of standardized and integrated behavioral health services. 
The recommendations featured in this Guide are meant to guide employers as they

develop their medical and behavioral health benefit plans. Employers are encouraged to add
these recommendations to contract language with Managed Care Organizations (MCOs),
Managed Behavioral Health Organizations (MBHOs), Pharmacy Benefit Managers (PBMs),
and/or Disability carriers as appropriate. Adoption of the recommendations will require
employers to change their vendor contract language and to make changes to their benefit
structures. Adoption of recommendations regarding best-practice implementation and quality
improvement measures will necessitate that employers instruct their MCOs, MBHOs, PBMs to
track patient and provider data. Wherever possible, the management vendors should
incorporate the recommended standards as a part of their normal provider performance
review. Employers should require these vendors to present their findings of these reviews
annually.

1. Recommendations to Improve the Delivery of Covered Behavioral Healthcare

Services in the General Medical Setting

a. Documentation and Monitoring — Document diagnosis upon initiation of
treatment.

b. Addressing the High-Risk of Co-Morbidity — Screen for depression and other
common behavioral health conditions among individuals with chronic medical illnesses.

c. The Importance of Tracking Patient Progress — Monitor patient progress with
standardized evidence-based instruments. Reimburse patient monitoring as a lab test.

d. Collaborative Care — Use the collaborative care model to address the needs of
patients with mental illness and/or substance abuse disorders who are receiving
treatment in primary care.

2. Recommendations to Improve Collaboration Between Providers in the General

Healthcare System and the Specialty Behavioral Healthcare System

a. Referrals to the Specialty Behavioral Healthcare System — Coordination of
care upon referral from primary care to specialty behavioral healthcare.

b. Improving the Collaboration Between Disease Management Programs,

General Medical Care, and Specialty Behavioral Healthcare — Employers
should require their disease management vendors, as part of their regular practice, to
periodically screen all patients enrolled in their respective programs for common
behavioral health conditions, and coordinate care with other providers as indicated. 
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3. Recommendations to Improve Benefit Design for Behavioral Health Screening

and Treatment Services

a. Equalizing Benefits Structures — Equalize medical and behavioral health benefit
structures

b. Reimbursement for Non-Psychiatrist Physicians — Reimburse primary care and
other non-psychiatrist physicians for screening, assessing, and diagnosing mental
illness and substance abuse disorders. [Rules and policies regarding the payment of
non-psychiatrist physicians (e.g., primary care physicians) for the treatment of mental
illness and substance abuse disorders should be well publicized to primary care
physicians, other non-mental health providers, and their clinical/business
administrators.]

4. Recommendations to Improve the Accuracy and Quality of Prescribing

Psychotropic Medications in the General Medical and Specialty Behavioral

Healthcare System

a. Adoption of a national best-practice guideline for the prescribing and

monitoring of psychiatric drug interventions — Require MCOs, MBHOs, and
PBMs to adopt a national best-practice guideline for the prescribing and monitoring of
psychiatric drug interventions.

b. Annual assessment of provider performance in relation to the nationally

accepted standard best-practice guideline chosen — Require MCOs, MBHOs,
and PBMs to annually assess their provider’s performance in relation to the nationally
accepted standard best-practice guideline they have chosen (4a). [Employers should
also require that their healthcare managers (i.e. MCOs, MBHOs, and PBMs) to provide
them with a summary of the data collected, problems that were identified, and the
performance plan improvement to address these problems, annually.]

c. Periodic Review of Formulary — Periodically review the formulary and make 
adjustments as necessary based on information garnered from the assessment
suggested in 4b.

5. Recommendations to Improve Behavioral Healthcare Services for Individuals

with Serious Mental Illness

a. Evidence-Based Treatment Modalities for the Seriously Mentally 

Ill (SMI) — Provide coverage for evidence-based treatment modalities for seriously 
mentally ill children and adults. Such evidence-based modalities include:
• Targeted clinical case management services;
• Assertive community treatment (ACT) programs;
• Therapeutic nursery services; and
• Therapeutic group home services.
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b. Providers of Evidence-Based Treatment Modalities for the Seriously

Mentally Ill (SMI) — Direct MCOs and MBHOs to add providers that can deliver the
evidence-based treatment modalities described in 5a to their networks.

c. Annual Review of Behavioral Health Treatment Modalities — Direct MCOs
and/or MBHOs to annually review behavioral health treatment modalities and make
recommendations about whether new treatment modalities should be added to
employers’ benefit structures.

II. Recommendations Directed at Disability Management 

Vendors and Services

6. Recommendations to Improve Employer Management of Behavioral Health

Disorders that Qualify for Short- and/or Long-Term Disability Benefits

a. Review short-term and long-term disability management programs and instruct
vendors to actively manage all behavioral health disability claims.
• Involve a behavioral health specialist in certification of psychiatric disability and

treatment planning.
• Involve a behavioral health specialist in the review of the treatment plan.
• Refer employees on disability for a psychiatric condition to EAP for return-to-

work assistance.

III. Recommendations to Improve Employee Assistance 

Program Services

7. Recommendations to Improve the Structure of Employee Assistance 

Programs (EAPs)

a. Reduce redundancies between EAPs and health plans by re-structuring EAPs. EAPs
should not duplicate services offered through the health plan (MCOs and MBHOs), but
should be re-structured, if necessary, to provide the following functions: 
• Support management in addressing issues of productivity and absenteeism that

may be caused by psychosocial problems. 
• Assist in the design and development of a structured program to deliver health

promotion and healthcare education tools that significantly affect employee and
beneficiary health and productivity and lead the effort to deliver behavioral
healthcare education programs.

• Functionally coordinate with other health services including health plan,
disability management, and health promotion.

b. Based on an analysis of current EAP services, the NCESBHS found that an important
function that EAPs provide is assessment and short-term counseling for individuals at
risk of mental illness and substance abuse disorders and those with problems of daily
living (e.g., divorce counseling, grief processes). In the restructuring of EAP, as
recommended in 7a, it is essential that these services be retained and provided by an
EAP or other entity.

c. Conduct periodic organizational assessments to evaluate the effects of work 
organization on employee health status, productivity, and job satisfaction.
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arrangement allowed beneficiaries to access help for problems, such as marriage and family
concerns, that did not meet medical necessity criteria for treatment, but could result in
diminished job performance. 

The Provision of Employee Assistance Services

Employee Assistance Programs (EAPs) are generally provided by employers or jointly by
employers and unions. EAP services are delivered in three ways:  

1. Internal programs provide on-site services staffed by company employees; 
2. External programs or contracted programs provide services in several locations,

generally convenient to employees, and are staffed by employees of the contracted
vendors; and

3. Supplemented internal programs combine contract providers and internal EAP Staff
to provide services on-site and off-site. 

Employees access EAP services through two avenues. First, managers can refer employees
to EAP services. In many companies, managers are trained to refer employees with declining
or deteriorating job performance to EAP for assessment. Second, employees may self-refer to
EAP services. Approximately 80% of EAP clients are self-referred, while 20% are management
referrals.25

Employee Assistance Providers

EAP providers represent a variety of professional identities including psychologists, social
workers, professional counselors, substance abuse counselors, nurses, and pastoral counselors.
However, the employee assistance profession has identified the skills and knowledge needed to
administer and deliver EAP services as unique from those of the other helping professions. In
1986, the Employee Assistance Professional Association developed a credentialing process that
established minimum requirements for EAP practitioners.26 The Certified Employee Assistance
Professional (CEAP) defines minimum requirement for providing EAP services. Like other
professional certification and licensures, an examination and continuing education is required.
Many states have passed separate licensure laws for the practice of EAP. 

According to the Society for Human Resource Management’s 2005 Benefits Survey Report,
EAPs are offered by approximately 75% of employers. The table below shows a slight increase
in the number of employers offering these programs. It also shows a corresponding decrease in
the number of employers providing behavioral health benefits.

FIGURE 3.1: PERCENT OF EMPLOYERS OFFERING EAP AND 
BEHAVIORAL HEALTH BENEFITS

Source: Society for Human Resource Management. 2005 Benefits Survey Report. Available at: www.shrm.org/hrresources/survey. Accessed 10-25-05.
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Percent of Employers Offering EAP and Behavioral Health Benefits

2001 2002 2003 2004 2005

Employee Assistance Programs 68% 68% 67% 70% 73%

Behavioral Health Benefits 77% 73% 71% 72% 72%



While the employee assistance profession has developed credentialing and accrediting
procedures, standardization is not uniform and there is room for improvement. Some programs
have expanded services to include work/life programs, preventive services, concierge services,
and counseling services. Some human resources departments define employee assistance as a
benefit, while others define it as a management tool. Gaps exist relative to integration with
labor/employee relations, disability management, health promotion, and health plans. 

Overlapping Services and Gaps in Care

The services offered by traditional Employee Assistance Programs have become duplicative
with the services offered by employer’s health plans, disability management programs, and
health promotion programs. This has created inefficiencies and accountability problems.
Simultaneously, other important behavioral health services such as prevention programs, early
intervention services, and workplace organizational assessments have been overlooked

Health plan costs are increasing and the current employee population is aging and
developing chronic health conditions. Employers are faced with the dilemma of controlling
both health plan costs and disability costs while maximizing employee productivity. Employers
will need to develop new strategies to more effectively integrate the services and programs
they offer in order to reduce waste and maximize the value of behavioral health services.
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Recommendations to Improve the 

Design, Delivery, and Purchase of Employer-

Sponsored Behavioral Healthcare Services

The recommendations featured in this chapter are meant to guide employers as they develop
their medical and behavioral health benefit plans. Employers are encouraged to add these
recommendations to contract language with Managed Care Organizations (MCOs), Managed
Behavioral Health Organizations (MBHOs), Pharmacy Benefit Managers (PBMs), and/or
Disability carriers as appropriate. Adoption of the recommendations will require employers to
change their vendor contract language and to make changes to their benefit structures.
Adoption of recommendations regarding best-practice implementation and quality
improvement measures will necessitate that employers instruct their MCO, MBHOs, PMBs to
track patient and provider data. Wherever possible, the management vendors should
incorporate the recommended standards as a part of their normal provider performance
review. Employers should require these vendors to present the findings of these reviews
annually.

The National Committee on Employer-Sponsored Behavioral Health Services (NCESBHS)
also recommends that quality improvement organizations such as the National Committee on
Quality Assurance (NCQA), the Utilization Review Accreditation Council (URAC), and the
Joint Commission on Accreditation of Healthcare Organizations (JCAHO) review their existing
quality standards related to behavioral healthcare and add the NCESBHS recommendations,
specific to quality improvement and tracking, if they are not already present. Specific changes
to NCQA’s MCO and MBHO Guidelines are suggested in Appendix B: Measuring Quality in

Behavioral Healthcare.



I. Recommendations Directed at Health Plan Benefits and Services

1. Recommendations to Improve the Delivery of Covered Behavioral Healthcare

Services in the General Medical Setting 

a. Documentation and Monitoring

PROBLEM: Too often, patients seen in the general healthcare setting are treated for a
behavioral health condition without proper documentation of the diagnosis for which they
are being treated. Specifically, there is often no documentation of a diagnosis, there is a
lack of association between a documented diagnosis and a prescribed treatment or
medication, or the diagnosis is inaccurate. This has been documented as a common
problem in primary care practice and among other non-psychiatrist physicians. The lack of
correlation between the treatment offered and an accurate diagnosis often leads to
improper treatment, costly care, and poor outcomes.
RECOMMENDATION:  Any physician or appropriately licensed clinician who administers
treatment for a mental health or substance abuse disorder, including the prescription of a
psychotropic drug, must document the diagnosis for which the treatment/medication is
being given in the patient’s medical record. To this end, health plans should require
providers to: 
• Register in the medical record the diagnosis(es) for which psychotropic medication(s)

are being prescribed;
• Provide information supporting the diagnosis, including time course and patterns of

symptom development, including current symptoms of severity;
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How to Use the Recommendations of the National Committee on 

Employer-Sponsored Behavioral Healthcare Services (NCESBHS)

Decision-makers should evaluate the recommendations of the NCESBHS in context of

their company’s needs.

• Benefit managers should use these recommendations to evaluate their current
benefit design.

• Benefit managers should use these recommendations to evaluate the practices of
their current and future healthcare managers (i.e. MCOs, MBHOs, PBMs).

• Benefit managers should use these recommendations to evaluate their current
and future disability management protocols and operations.

• Decision-makers should use these recommendations to define the scope of
services offered by their Employee Assistance Program (EAP).

• Decision-makers should use these recommendations to develop programs of
prevention and early intervention.

• Decision-makers should use these recommendations to develop the policies and
procedures for integrating health plans, EAP, disability management, and
prevention programs.

• Decision-makers should use these recommendations to develop plans for
evaluation.



• Document attempts to obtain historical information from collateral sources when
appropriate; and

• Document obtaining receipt of information and coordination of care with previous
providers when feasible and appropriate.

b. Addressing the High-Risk of Co-Morbidity

PROBLEM: Individuals with certain chronic, general medical conditions are at high risk for
developing, or already have, co-morbid depression. Co-morbid depression and other
common mental health and substance abuse conditions can affect the severity of the
primary medical condition and/or reduce an individual’s ability to comply with his/her
treatment regimen. 
RECOMMENDATION: Anyone with a chronic or persistent (i.e. duration of 4-12 weeks or
longer) medical illness or symptom(s), that results in a functional impairment that lasts for
two weeks or longer, should be screened for depression. It is best-practice to screen
chronically medically ill patients for all common behavioral health conditions. But, due to
the lack of resources in some clinical practices, it is recommended that clinicians — at
minimum — screen for depression. It is important to remember that to make a diagnosis of
depression, other mental health and substance abuse disorders must also be considered.
There are several evidence-based screening instruments currently available; the National
Committee on Employer-Sponsored Behavioral Health Services recommends the 13-item
Emotional Health Inventory (EHI-13) or the nine-item Patient Health Questionnaire (PHQ-9). 

Patients with the following conditions or symptoms have been found to be at relatively
high risk for depression:

c. The Importance of Tracking Patient Progress

PROBLEM: Too often, when a patient is identified as having a mental health and/or
substance abuse disorder and begins treatment, his/her progress is not appropriately
monitored longitudinally. Similarly, patients’ treatment plans are often not reviewed or
updated. 
RECOMMENDATION: If a physician or other appropriately licensed provider makes a
diagnosis of a mental health condition or substance abuse disorder and initiates treatment
for this condition (including prescribing psychotropic drugs), s/he should be held
responsible for monitoring, on a regular basis, the patient’s clinical condition. The
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• Alzheimer’s disease

• Cancer

• Chronic back pain

• Chronic headaches

• Chronic insomnia

• Chronic obstructive pulmonary
disease (COPD)

• Chronic pelvic pain

• Coronary heart disease

• Diabetes

• End stage renal disease

• Fibromyalgia

• Hip fracture

• Irritable bowel syndrome

• Multiple sclerosis

• Organ transplants

• Parkinson’s disease

• Pregnancy (pre- and post-partum)

• Stroke



diagnosis, treatment plan, and updates should be documented in the patient’s medical
record. We recommend that clinicians consider monitoring patient progress using a
standardized and evidence-based instrument. There are several such instruments currently
available; the National Committee on Employer-Sponsored Behavioral Health Services
recommends the 13-item Emotional Health Inventory (EHI-13) or the nine-item Patient
Health Questionnaire (PHQ-9). If no progress has been made in the initial phase of
treatment (e.g., 4-12 weeks), the provider should consider changing the treatment strategy
or refer the patient to a behavioral health specialist. All treatment actions should be
documented in the medical record. 
• The monitoring instrument should be billable in the same fashion as a lab test by the

provider. In turn, health plans should consider reimbursing the physician (or other
appropriately licensed provider) who is the primary clinician for the treatment of the
behavioral health condition to administer and interpret the instrument. 

d. Collaborative Care

PROBLEM: Numerous research studies have shown that patients with mental illness and
substance abuse disorders, specifically depression, anxiety,1 and alcohol dependence
disorders, do not consistently receive the evidence-based care that is indicated when
delivered in the primary care setting. There is strong evidence supporting the use of
“collaborative care” for depression and anxiety disorders in primary care practice settings.
The key elements of collaborative care include:
• Patient screening and assessment for a behavioral health condition and development of

an initial treatment plan
• Patient education and behavioral activation
• Treatment (pharmacotherapy and/or psychotherapy)
• Follow-up/monitoring by care/disease manager
• Treatment adjustment (for patients whose symptoms are not improving)
• Referral to a behavioral health specialist when appropriate
• Consultation between a behavioral health specialist and the primary care team,

particularly patients whose symptoms are not improving
It is important to emphasize that employer-sponsored health plans typically cover most of
these key elements if they are delivered face-to-face by a licensed clinician. The main
exceptions are the coordination and monitoring of treatment by a case/disease manager,
particularly via telephone; and consultation between a behavioral health specialist and the
primary care treatment team, unless it involves face-to-face contact with the patient. (In
addition, few plans reimburse for supervision of case managers by primary care providers.)
More than ten large clinical trials, in a wide range of practice settings, have demonstrated
the feasibility of improving depression treatment and outcomes via collaborative care,
relative to usual care.
RECOMMENDATIONS: Collaborative care should be widely implemented, when patients
are treated for mental health or substance abuse disorders in part or in whole in the
primary care setting. To that effect:
• Employers should include collaborative care services as a part of the standard benefit

package, and require their management vendors (i.e. MCOs, MBHOs, and PBMs) to
operationalize the delivery and payment of the collaborative care program. 

• Individuals with high cost medical diseases (e.g., diabetes) should be enrolled in a
disease management program that formally includes a behavioral healthcare
component. 
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• Employers should set specifications for disease management programs in their disease
management vendor RFPs and contracts. Specifications should include providing
tailored behavioral healthcare services within disease management programs to
individuals with co-morbid physical and mental health conditions. 

• Employers should pay for case/disease management services for major depression and
anxiety disorders. Payment for case management and specialty consultation can be
implemented in various ways, depending on the practice setting. 

• Two major mechanisms for payment are recommended: use of a clinical Current
Procedural Terminology (CPT) code that would allow reimbursement for non face-to-
face clinical activities (including telephonic consultation with the patient and/or other
physicians) and/or administrative payments (such as a case rate) for the management
of care by entities such as MCOs, MBHOs, EAP vendors, or disease management
companies, etc.

Note: A CPT code, used for billing purposes, is any one of a set of codes intended to
describe services and procedures provided by a physician or other healthcare provider. 

2. Recommendations to Improve Collaboration Between Providers in the General

Healthcare System and the Specialty Behavioral Healthcare System

a. Referrals to the Specialty Behavioral Healthcare System

PROBLEM: There is a lack of coordination and follow-up between primary care physicians
and specialty behavioral healthcare providers after a referral is made. 
RECOMMENDATION: If the primary care physician refers a patient to specialty care for
the treatment of a behavioral health condition s/he is responsible for documenting,
assisting, and monitoring the referral. A referral includes giving the patient the name of a
specialist or an MBHO’s 1-800 number referral line. 
At minimum:

• The primary care physician should document in the medical record that the patient
was referred, the reason for the referral, and, if applicable, notify the MBHO that a
referral was made. 

• If the primary care physician continues to be involved in the general medical treatment
of the patient, s/he should continue to monitor the persons’ behavioral health condition
when they are seen for a general health condition.

Best Practice:

• The primary care physician, with the patient’s permission, should contact the specialty
care clinician and communicate the need for referral and any other relevant clinical
data.

• Assuming that the primary care physician’s office has the resources needed, they
should check with the specialist’s office to see if the patient was seen. Or, if the patient
was referred to his/her MBHO referral service, the primary care physician should
contact the MBHO to facilitate follow-up care. 

RECOMMENDATION: When a patient is referred to a behavioral health specialist for care,
and the primary care physician continues to be involved in the treatment process, the
specialist should contact the referring primary care physician and communicate (orally
and/or in written form) the patient’s status and the responsibilities of both parties for
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treatment and follow-up care. All communication should be consistent with HIPAA
requirements and any other state privacy or confidentiality guidelines.

b. Improving the Collaboration Between Disease Management Programs, General

Medical Care, and Specialty Behavioral Healthcare

PROBLEM: Too often, patients with chronic illnesses (who are particularly at risk for
depression and other common behavioral health disorders) are enrolled in disease
management programs, but are not assessed for co-morbid behavioral health disorders.
Further, disease management programs are rarely coordinated with enrollees’ other
medical and/or behavioral healthcare providers. 
RECOMMENDATION: Employers should require their disease management vendors, as
part of their regular practice, to periodically screen all patients enrolled in their respective
programs for depression and other common behavioral health disorders, and coordinate
care with other providers as indicated. 

3. Recommendations to Improve Benefit Design for Behavioral Health Screening and

Treatment Services 

a. Equalizing Benefits Structures 

PROBLEM: Most employer-sponsored health plans have higher co-pays and more
limitations on behavioral healthcare services than for general healthcare services, with the
exception of psychotropic drugs and behavioral healthcare treatments provided by non-
psychiatrist physicians in the general medical setting (e.g., primary care physicians). There
is ample evidence that these limitations present financial barriers to accessing needed
specialty behavioral health treatment services, especially less intensive services and
evidence-based services. Research indicates that many of the problems identified by the
National Committee on Employer-Sponsored Behavioral Health Services, such as the high
number of patients with mental illness and substance abuse disorders who do not receive
optimal care, could be in part related to the financial barriers associated with using
specialty behavioral healthcare services.2 Further, recent evidence has shown that the
employer costs associated with equalizing the amount patients must pay (i.e. out-of-pocket
costs) for behavioral healthcare and general healthcare are minimal.3

RECOMMENDATION: Employers should examine their medical/surgical and behavioral
health benefit structures and should assess the feasibility of eliminating or reducing the
financial barriers to using specialty behavioral healthcare services. Where possible,
employers should make patients’ out-of-pocket costs for behavioral healthcare services
comparable to general healthcare services (i.e. a patient’s co-pay to see a primary care
physician should be the same as the co-pay to see an appropriately licensed behavioral
healthcare specialist). 

The National Committee on Employer-Sponsored Behavioral Health Services supports
employer’s movement to voluntary parity (i.e. equalizing benefits) given the evidence of
clinical benefit and the evidence that introducing parity does not increase overall
healthcare costs if the behavioral healthcare services offered are appropriately managed.
Plans may also include incentives that reduce out-of-pocket costs to beneficiaries that are
fully compliant with recommended treatment guidelines and case management/disease
management services.
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b. Reimbursement for Non-Psychiatrist Physicians

PROBLEM: Non-psychiatrist physicians (and other appropriately licensed non-behavioral
health clinicians) are sometimes not (or perceive they will not be) reimbursed for
screening, assessing, and diagnosing mental health and substance abuse disorders as a
primary or secondary condition. These realities and perceptions discourage some general
healthcare physicians from addressing behavioral health conditions in their patient
population. Other practitioners address behavioral health conditions in their practice, but
do not code the activity appropriately for fear of lack of reimbursement. 
RECOMMENDATION: Non-psychiatrist physicians (and other appropriately licensed non-
mental clinicians) should be reimbursed for screening, assessing, and diagnosing mental
health and substance abuse disorders as a primary or secondary condition. Physicians and
other appropriately licensed providers should be paid for issuing primary or secondary
mental health and substance abuse diagnoses by their contracted entity (e.g., MCO for
PCPs). Capitated arrangements with providers need to clearly include the screening,
diagnosing, and referring of patients with behavioral health disorders in the scope of
practice. Health plans should distribute clear information to relevant providers. 
• Given the current multiplicity of approaches as to whether non-behavioral healthcare

specialists (e.g., primary care physicians) are reimbursed for treatment services for
behavioral health disorders (as opposed to the initial screening and diagnosis) health
plans should be clear as to their policy regarding payment to primary care physicians,
medical specialty providers, and other non-behavioral health providers for follow-up
treatment sessions billed under behavioral health CPT codes. These policies should be
well publicized to primary care physicians and other non-mental health providers and
their clinical/business administrators.

4. Recommendations to Improve the Accuracy and Quality of Prescribing

Psychotropic Medications in the General Medical and Specialty Behavioral

Healthcare System 

a. Adoption of a national best-practice guideline for the prescribing and

monitoring of psychiatric drug interventions

PROBLEM: There is a lack of standardization and the use of best-practices in the
prescribing of psychotropic drugs and the monitoring of patients prescribed these drugs. 
RECOMMENDATION: There are a number of national practice guidelines that recommend
best-practices for the use of these medications; but no single guideline has been accepted
universally as of yet. Employers would like for all of their MCO, MBHO, and PBM’s to adopt
a nationally accepted standard best-practice guideline for the prescription and monitoring
of psychiatric drug interventions. The National Business Group on Health encourages its
MCO and MCHO members to adopt a single best-practice standard. 

b. Annual assessment of provider performance in relation to the nationally

accepted standard best-practice guideline chosen 

RECOMMENDATION: Employers should require their healthcare managers (i.e. MCOs,
MBHOs, and PBMs) to annually assess their provider’s performance in relation to the
nationally accepted best-practice guideline they have chosen. Employers should also
require their healthcare managers (i.e. MCOs, MBHOs, and PBMs) to provide them with a
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summary of the data collected, problems that were identified, and the performance plan
improvement to address these problems, annually. This will require formal tracking to
determine both compliance and non-compliance issues. 
The annual plan should address the following:
• Psychotropic drug prescription patterns of providers and the psychotropic drug use

patterns of patients within the plan(s). All drug classes should be categorized by
physician (or licensed practitioner) prescription pattern including: antidepressants,
antipsychotics, anti-anxiety agents, stimulants, anti-manic agents, and other drug
classes that are used predominately for the treatment of behavioral disorders.
Prescribers should be identified as to whether they are within the norm of national
best-practice standards for both dosage level and diagnostic appropriateness. An
emphasis should be placed on identifying and evaluating providers that under-
prescribe or over-utilize in relationship to guidelines for each diagnostic category. As
the majority of some psychotropic drug classes are prescribed by non-psychiatrists,
both primary care providers and psychiatrists need to be assessed. Both providers and
patients who are not within the ranges of national best-practice standards should be
identified and a plan for practice improvement should be presented annually.
Recommended interventions should involve all healthcare management vendors (i.e.
MCOs, MBHOs, and PBMs). It is critical that the management entities responsible

for the management of non-drug interventions, both medical and psychiatric, be

involved in the oversight of the psychotropic drug improvement interventions

and that those managers have behavioral health expertise sufficient to assist in

the implementation and management of this plan.

• Patient usage data by drug class should also be collected. Dosage levels, duration of
medication use, diagnostic fit, and adherence to the prescribed medication regimen
should be reviewed using nationally accepted best-practice standards. 

• Physician adherence to specified plan recommendations regarding the use of
medications for specific diagnoses. For example, if a national best-practice standard
cautioned against use of antidepressants without a mood stabilizer for patients with
bipolar spectrum disorders, this would be a focus of review. 

In addition, the scientific literature has identified a number of quality problems in the
prescription of psychotropic drugs. Employers should encourage their MCOs, MBHOs, and
PBMs to address some of these issues in their annual survey and practice improvement
plan: 
• Increasing use of stimulant medication among children and adolescents for the

treatment of Attention Deficit and Hyperactivity Disorder (ADHD) and Attention
Deficit Disorder (ADD). 

• Issues surrounding the prescription and use of anti-depressants among pediatric
populations. 

• The frequent prescription of psychotropic drugs without adequate explanation to the
patient of why the medication is being prescribed, how to use it, what the medication
is likely to do, how long it will take to work, and common side-effects.

• The prescription of multiple medications of the same class without an adequate
rationale (e.g., crossing over medications when tapering one and starting another for a
documented reason; use when history indicates failed adequate single medication-in-
class trials, etc).
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• Inadequate assessment by the provider of reasons for patient non-compliance with
medication including adequacy of patient education, clinician-patient relationship,
financial barriers, side-effect profiles, and coordination with other psychosocial
treatments.

c. Periodic Review of Formulary

RECOMMENDATION: The formulary should be reviewed and adjustments to the
formulary should made based on information garnered from the review findings (described
in 4b) with emphasis on medications that, when appropriately used, result in the best
patient outcomes and controlled total healthcare costs. Favorable formulary positions
should be based on a medication’s ability to reduce total healthcare costs and disability —
not only the price of the medication.

5. Recommendations to Improve Behavioral Healthcare Services for Individuals with

Serious Mental Illness 

a. Evidence-Based Treatment Modalities for the Seriously Mentally Ill (SMI)

PROBLEM: Historically, the scope of employer-sponsored benefits has been limited to
traditional treatment services such as office-based professional services, partial
hospitalization, and acute inpatient care. This benefit structure has been appropriate for
many persons with mild to moderate impairment from their behavioral health disorders.
However, employers provide healthcare coverage for a number of children and adults 
with Serious Mental Illness and substance abuse disorders that have not responded to
traditional treatment services. Fortunately, there are a number of evidence-based
treatment programs designed for these populations. These programs have been in place for
decades and have been paid for primarily by Medicaid and state mental health agencies.
Numerous outcome studies have demonstrated the effectiveness of these evidence-based
treatment programs. Typically, these programs are intermediate level programs that deliver
more intensive care than traditional outpatient services, but are less restrictive and less
costly than inpatient care and have been shown to have better patient outcomes. In order
for beneficiaries to gain access to these preferred evidence-based treatment modalities,
employers need to 1) include these treatment modalities in their benefit plan, and 2) add
to their network the appropriate providers and programs to deliver these services. 
RECOMMENDATION: There are several evidence-based treatment modalities for
individuals with Serious Mental Illnesses and/or substance abuse disorders. At minimum,
employers should provide coverage for the full-range of evidence-based treatment
modalities listed below, including; targeted clinical case management, assertive community
treatment programs, therapeutic nurseries, and therapeutic group homes. 

The inclusion of evidence-based treatment services in standard benefit plans requires
alternate or flexible benefit structures. We suggest two approaches:
• Decide on a case-by-case exception basis, using a pre-determined severity of illness

criterion to determine which patients would benefit from these treatment services.
• Employers can add these services to their standard benefit plan and allow all those

who meet medical necessity criteria to use the benefit.
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The recommended evidence-based treatment modalities include:
• Targeted Clinical Case Management: Case management can be implemented as part of

a disease management program within the health plan(s) or it may stand alone as a
feature to promote the coordination of care for those patients who have not responded
to traditional treatment services. It is recommended that, at minimum, case
management services include:  
– Outreach services
– Assessment services
– Treatment plan development
– Arrangements for service delivery (e.g., referrals)
– Monitoring of services 

• Assertive Community Treatment (ACT) Programs: At minimum, ACT/PACT programs
should include: 
– Services that are targeted to a specific group of individuals with Serious Mental

Illness
– A comprehensive and flexible range of treatment services tailored to the patient’s

needs, that would include case management, medication management,
psychosocial rehabilitation, and crisis intervention services all provided by the
same treatment team

– Interventions provided in vivo rather than in hospital or clinic settings
– Services that are available on a 24–hour basis
– A small staff to patient ratio

• Therapeutic Nursery Services or Therapeutic Behavioral Services (TBS): TBS is an
intensive treatment program provided by a team of multi-disciplinary team of providers
and lead by a physician. Therapeutic nursery service programs should provide a range
of services including assessment, behavioral intervention, medications (if appropriate)
and case management, based on a treatment plan. Therapeutic nursery services are
generally for children aged 5-8 years who have serious behavior problems.

• Therapeutic Group Homes: At minimum, therapeutic group home interventions should
include the following components: a group home led by specially trained staff that
provides an array of therapeutic interventions including individual psychotherapy,
group therapy, and behavior modification therapy. Therapeutic group homes are
generally for adolescents who cannot be effectively treated at home, but do not require
inpatient hospitalization. 

b. Providers of Evidence-Based Treatment Modalities for the Seriously 

Mentally Ill (SMI)

RECOMMENDATION: Employers should direct their MCOs or MBHOs to add providers
that can deliver the above referenced evidence-based practices to their networks. Many of
these providers primarily serve the public behavioral healthcare system (e.g., Medicaid)
and may be better equipped to provide acute and long-term care for seriously and
chronically ill children and adults. 

Employers should supplement their existing inpatient provider network with facilities
that have a range of 24-hour acute care and/or crisis programs tailored to seriously
mentally ill children and adults. Some of these programs are operated by community
mental health centers that may not be a part of employers’ current networks. 
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The National Business Group on Health has worked with the National Council for
Community Behavioral Healthcare (the group that represents many of these providers) to
assist in the enrollment of these providers in private sector networks.

c. Annual Review of Behavioral Health Treatment Modalities

PROBLEM: Under 5a we have listed some, but not all, of the evidence-based practices that
have been identified for the treatment of mental illness and substance abuse disorders.
There are a number of other identified evidence-based treatments not listed and still other
interventions that are emerging as best-practices.
RECOMMENDATION: Employers should ask their MCOs and or MBHOs to annually review
behavioral health treatment modalities and make recommendations to them about whether
these new treatment modalities should be added to their benefit structure. 

II. Recommendations Directed at Disability Management 

Vendors and Services

6. Recommendations to Improve Employer Management of Behavioral Health

Problems that Qualify for Short- and/or Long-Term Disability Benefits

a. PROBLEM: A wide variety of procedures exist for addressing behavioral health disability
claims. Some employers have standardized protocols, but other employers do not require
the evaluation of a beneficiary for as long as two months after the disability claim was
received. Similarly, several large disability management vendors, when interviewed by
members of the NCESBHS, stated that absent specific employer directives they routinely
approve two months of disability benefits for depression. Further, many individuals with
mental illnesses are recommended for disability benefits by general healthcare physicians
without ever being evaluated by a behavioral healthcare specialist. 
RECOMMENDATION: Employers should review their short and long-term disability
management programs and develop a more proactive and integrated approach for
managing disability related to behavioral health disorders. The goals of the approach are
to: (1) minimize the medical and economic impact through early intervention, (2) ensure
proper evaluation, diagnosis, and treatment, and (3) to coordinate medical personnel,
disability managers, other managed care entities, and employee assistance staff. 
• Given the severity of any psychiatric condition that warrants disability benefits, we

recommend that employers require their disability management vendors or other
appropriate management vendors to refer patients recommended for disability benefits
by a general healthcare physician to a behavioral healthcare specialist for evaluation
and/or treatment within two weeks of their application for disability. Concurrently, all
individuals on the disability rolls for a behavioral health condition should be referred to
a behavioral health specialist. All communication should be consistent with HIPAA
requirements and any other relevant privacy or confidentiality guidelines.

• Employers should also require their disability management vendors or other
appropriate management vendors to ensure that a treatment plan has been established
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for any patient on disability for a behavioral health condition. It is imperative that
someone with behavioral health expertise review this treatment plan.

• Employees disabled because of a behavioral health disorder should be referred to EAP,
if present. EAP professionals, working with the employee and the employee’s
supervisor, can address the psychosocial issues associated with the employee’s return
to work. All communication should be consistent with HIPAA requirements and any
other relevant privacy or confidentiality guidelines.

III. Recommendations to Improve Employee Assistance 

Program Services

7. Recommendations to Improve the Structure of Employee Assistance 

Programs (EAPs)

a. PROBLEM: Over time, some of the services offered by EAPs have overlapped the services
provided by MCOs and/or MBHOs. This redundancy may be cost-ineffective for employers
and confusing to beneficiaries trying to access care for a behavioral health problem. In
addition, employers have a need for many services that full-service EAPs are well suited to
provide. 
RECOMMENDATION: EAPs should not duplicate services offered through the health plan
(MCOs and MBHOs), but rather be re-structured, if necessary, to provide the following
functions:
• Support management in addressing issues of productivity and absenteeism that may be

caused by psychosocial problems 
– Support effective supervisory practices
– Assist employees with deteriorating performance relating to behavioral or other

health problems
– Address work-related issues influencing disability or return to work
– Assist in the identification of stress-related problems that may be a result of work

organization
– Assist the organization in its response to drug-free workplace policies and

regulations and disaster and terrorism preparedness as is relates to psychosocial
issues

– Serve as an internal consultant to management regarding issues of employee
behavioral health 

• Assist in the design and development of a structured program to deliver health
promotion and healthcare education tools that significantly affect employee and
beneficiary health and productivity and lead the effort to deliver behavioral healthcare
education programs

• Functionally coordinate with other health services including health plan, disability, and
health promotion
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b. RECOMMENDATION: Based on an analysis of current EAP services, the NCESBHS found
that an important function that Employee Assistance Programs (EAP) provide is
assessment and short-term counseling for individuals at risk of a behavioral health disorder
and those with problems of daily living (e.g., divorce counseling, grief processes). In the
restructuring of EAP, as recommended in 7a, it is essential that these services be retained
and provided by an EAP or other entity. 

c. RECOMMENDATION: Employers should conduct an organizational assessment to evaluate
the effects of work organization on employee health and job satisfaction. Employee
assistance staff should work closely with Human Resources and Organization Development
personnel to structure appropriate interventions when necessary.
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APPENDIX A: 

Overview of the President’s New Freedom

Commission on Mental Health

Achieving the Promise: Transforming Mental Health Care in America, 

Final Report of the President’s New Freedom Commission on Mental Health

July 2003

In April 2002, The President’s New Freedom Commission on Mental Health was established.
The Commission was charged to conduct an in-depth study and review of the prevalence of
mental illness, treatment services, and treatment funding. The Commission’s Interim and Final
Reports concluded that the behavioral healthcare delivery system’s fragmentation leads to
unnecessary and costly disability, homelessness, school failure, and incarceration. The report
further profiled delivery system failures including:

• Fragmentation and gaps in care for children;
• Fragmentation and gaps in care for adults with serious mental health problems;
• High unemployment and disability for people with Serious Mental Illness;
• Lack of care for older adults with mental illnesses; and
• Lack of national priority for mental health and suicide prevention.

The Commission’s final report, Achieving the Promise: Transforming Mental Health

Care in America, outlines the characteristics of a new and responsive behavioral healthcare
delivery system with six primary goals.

Goal 1: Americans Understand that Mental Health is Essential to Overall Health

Research demonstrates that mental health is key to overall physical health. The World Health
Organization has identified mental illness as the leading cause of disability worldwide. Good
mental health improves the quality of life for people with serious physical illnesses and may
contribute to longer life in general. 

Unfortunately, several obstacles to achieving this goal remain. For example, stigma
frequently surrounds mental illness, prompting many people to hide their symptoms and avoid
treatment. Stigma is particularly pronounced among older adults, ethnic and racial minorities,
and residents of rural areas. Suicide also presents serious challenges. Suicide is a serious
public health challenge that has not received the attention and degree of national priority it
deserves. Many Americans are unaware of suicide’s toll and its global impact. It is the leading
cause of violent deaths worldwide, outnumbering homicide and war-related deaths.

To address these problems the Commission recommends implementing a national
campaign to reduce the stigma associated with seeking care and a national strategy for suicide
prevention. This will entail:

• Targeted public education initiatives to increase understanding of mental illness and to
encourage help-seeking behaviors.

• Targeted public education to increase awareness about the effectiveness of mental
health services and encourage people to seek treatment, thus reducing the stigma and
discrimination associated with mental illness.

• Media-oriented and other types of mental health awareness campaigns to inform the
public about where and how to obtain help.



• Swiftly implementing and enhancing the National Strategy for Suicide Prevention to
serve as a blueprint for communities and all levels of government.

The Commission also urged social service agencies, research institutions and the
government to address mental health issues with the same urgency as physical health. In order
to accomplish this the Commission recommends reviewing existing scientific literature and
initiating new studies. The Commission also notes that flexible, accountable financing
regulations that will pay for effective treatments and services is an essential aspect of
transforming mental healthcare in America.

Goal 2: Mental Healthcare is Consumer and Family Driven

The New Freedom Commission found that our current mental health system is in shambles.
The mental healthcare system is comprised of all of the agencies and services used by those
with mental illnesses for the purpose of identification, diagnosis, treatment, management,
rehabilitation, and support. These include: housing services, rehabilitation services, education,
child welfare, substance abuse services, general healthcare, criminal justice, and juvenile
justice. Financial assistance and health benefit programs for the mentally ill include Social
Security Supplemental Income (SSI), Social Security Disability Income (SSDI), and Medicaid
and/or Medicare. When functioning properly, these different agencies and programs would be
coordinated and would deliver the best possible services to all those in need. However, these
services are fragmented and disjointed. Consumers are overwhelmed and confused when they
attempt to access and integrate mental healthcare, support services, and disability benefits
across the multiple, disconnected programs that span federal, state, local and private agencies.
Too often, services and programs for the mentally ill are driven by financing rules and
regulations rather than best-practice strategies. 

Individuals with mental illnesses face many challenges in the current system:
Unemployment

• As a group, individuals with mental illness suffer from one of the highest rates of
unemployment in the nation, despite the fact that most individuals with mental illness
want to work and feel they could work with the adequate support. Due to the high rate of
unemployment many individuals with mental illness live in poverty. This is especially
problematic because the stress and dangers associated with poverty (homelessness,
substance abuse, victimization, etc) can further exacerbate mental illness by impeding
treatment.

• Due to restrictions and regulations, SSI/SSDI recipients with mental illness who rely on
Medicaid for healthcare and medications find that returning to work actually lowers their
income level as they are no longer eligible to receive their much needed medical benefits
from Medicaid. Those individuals who lose their Medicaid coverage and cannot afford their
medications or other treatments out-of-pocket are forced to stop treatment or quit
working and re-enter the SSI/SSDI rolls. 

Lack of affordable housing

• People with Serious Mental Illnesses are at a higher risk for homelessness. The mentally ill
represent a disproportionate number of the homeless, especially the chronically homeless.
This problem stems in part from a lack of adequate housing. Affordable and safe housing is
difficult for people with mental illness to access due to discrimination, lack of support, a
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history of substance abuse or a criminal record, and/or an inability to provide rental history
information. 

Criminal justice system and custodial care

• People with Serious Mental Illnesses are overrepresented in jails throughout the United
States. Incarcerated individuals with mental illnesses often do not receive the treatment
they need due to inadequate mental healthcare services in jails.

• Youth with Serious Mental Illnesses are also overrepresented in the juvenile justice system. 
• When parents cannot pay for the long-term treatment of a seriously mentally ill child, they

are sometimes forced to give up custody and turn their child over to the state in order for
the child to receive the treatment s/he needs. Such action is traumatizing for both parent
and child, places a financial burden on state agencies, and can put the child at risk for
neglect, abuse, and adjustment problems. 

To address these problems the New Freedom Commission recommends the creation of a
Comprehensive State Mental Health Plan that would create a new partnership among federal,
state, and local governments. This plan would organize and oversee mental health services, be
given flexibility in the use of federal funds, and would be held accountable for improving
services and outcomes. In addition, the Commission recommends that the Department of
Health and Human Services (DHHS) develop a cross-department mental health agenda with
the goal of better aligning federal policy on mental health treatment and support services. 

The Commission also recommends that a consumer and family driven model should be
established for all mental health services. In a consumer-driven system consumers choose the
programs and providers that they feel will help them the most. According to the Commission,
“consumers must stand at the center of the system of care and consumers’ needs must drive
the care and services that are provided.” Specifically, each adult and child with a mental illness
should have an individualized plan of care that describes the services and support they need to
reach recovery. Providers should develop these care plans with the full participation of
consumers and families and take into consideration the needs and preferences of consumers.
Consumers and families should also be involved in the planning and evaluation of mental
health services. Finally, the Commission recommends the protection and enhancement of
consumer and family rights including an end to unnecessary institutionalization and
discrimination in employment and housing, a reduction in the use of seclusion and restraints,
and remedying the forces that cause parents to trade custody for care. 
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Goal 3: Disparities in Mental Health Services Are Eliminated

Minority populations are underserved in the mental healthcare system. Unfortunately,
minorities are less likely to have access to available mental health services, are less likely to
receive needed mental health services, often receive poorer quality care, and are significantly
under-represented in mental health research.

In addition to the barriers faced by the general population in seeking, accessing, and
maintaining care, minorities face additional barriers including mistrust, racism, and
discrimination. Minorities also have different help-seeking behaviors and beliefs about illness,
health, and treatment. 

Individuals who live in rural areas also lack access to quality mental healthcare services.
This causes them to enter care later in the course of disease than their urban counterparts and
thus enter care with more serious and disabling symptoms. The advanced state of disease in
the rural mentally ill requires more expensive and intensive treatments, increasing overall
costs.

To address these problems the Commission recommends that states address and monitor
racial and ethnic disparities in access, availability, quality, and outcomes of mental health
services. This would include setting standards for culturally competent care, collecting data to
identify points of disparity, evaluating services for effectiveness and consumer satisfaction, and
establishing benchmarks and performance measures. The Commission also recommends
recruiting and retaining racial and ethnic minorities in mental health professions, including
mental health research, and establishing workforce- training programs to target multicultural
populations. To address the needs of rural communities the Commission recommends that the
Department of Health and Humans Services (DHHS) convene a cross-agency workgroup to
examine rural workforce issues.

Goal 4: Early Mental Health Screening, Assessment, and Referral Services Are Common

Practice

For consumers of all ages, early detection, assessment, and linkage with treatment and
supports can prevent mental health problems from compounding and poor life outcomes from
accumulating. Early intervention can have a significant impact on the lives of children and
adults who experience mental health problems. Emerging research indicates that intervening
early can interrupt the negative course of some mental illnesses and may, in some cases, lessen
long-term disability. Without intervention, child and adolescent disorders frequently continue
into adulthood.

In a transformed mental healthcare system, the early detection of mental health problems
in children and adults - through routine and comprehensive testing and screening - will be an
expected and typical occurrence. At the first sign of difficulties, preventive interventions will
be started to keep problems from escalating. 

The Commission specifically recommends promoting the mental health of young children
through:

• Early detection and treatment of mental disorders. This can result in a substantially
shorter and less disabling course of illness.

• A coordinated, national approach to these issues that will help eliminate social and
emotional barriers to learning and will promote success in school and in other
community settings.

• Information, supports, and treatment for parents of children with mental illness.
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To adequately meet the mental health needs of children, school health programs must be
expanded and improved. Collaboration between families and professionals is needed to
develop, evaluate, and disseminate effective approaches for providing mental health services
and supports to youth in schools along a continuum of care. To this end the Commission
recommends that:

• Federal, state, and local child-serving agencies fully recognize and address the mental
health needs of youth in the education system.

• School mental health programs improve educational outcomes by decreasing absences,
decreasing discipline referrals, and improving test scores.

• The Commission concedes that mental illnesses and substance abuse disorders often
occur simultaneously. Integrated treatment strategies offer the best hope for
individuals with co-occurring illnesses. 

• Implementing systematic screening procedures will identify mental health and
substance use problems and treatment needs in all settings in which children, youth,
adults, or older adults are at high risk for mental illnesses, or in settings in which a
high occurrence of co-occurring mental and substance use disorders exists.

• Integrated treatment can improve client engagement, reduce substance abuse, improve
mental health status, and reduce relapses for all age groups. 

• Primary healthcare plays an important role in screening for mental disorders across
the lifespan and can connect patients to treatment and support systems. The
Commission recommends that collaborative care models be widely implemented in
primary healthcare settings and reimbursed by public and private insurers. 

The Commission also notes that the federal government should better coordinate the
funding and the clinical care provided by publicly funded community health clinics to
consumers with multiple conditions, including physical, mental, and co-occurring substance
use disorders.

Goal 5: Excellent Mental Healthcare is Delivered and Research is Accelerated

While research has yielded important advances in knowledge of mental illness etiology,
prevention and treatment, “the delay is too long before research reaches practice.” Further,
even when innovations become widely available at the community level, too often the clinical
practice is highly uneven and inconsistent with the original treatment model that was
developed. Evidence-based practices (EBPs) are available, but they do not reach all who could
benefit from them. Emerging best practices — those practices that are promising but less
thoroughly researched — are also available, but they too are underutilized by providers. EBPs
are limited in practice settings due to unfavorable reimbursement policies, lack of workforce
training, and the shortage of qualified mental health professionals.

Research on specific mental health topic areas is lacking and should be promoted,
including research on minority disparities in mental healthcare, the effect of long-term
medication use, the impact of trauma, and the acute care of mental illnesses. Research on the
treatment of mental illness and on the recovery process in mental illness should be supported,
funded, and “sped-up.” 

To further advance prevention and treatment, the Commission recommends that mental
health researchers and professionals work to bridge the gap between science and service. The
Commission recommends that the DHHS provide leadership to implement and evaluate
evidence-based practices through demonstration projects nationwide with the goal of
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advancing knowledge, disseminating findings, facilitating workforce development, and ensuring
financial support. The Commission also recommends changing reimbursement policies to
support providers in the use of EBPs. 

Goal 6: Technology is Used to Access Mental Healthcare Information

New technology that aids in administering medications can reduce medical errors and prevent
death or unnecessary injuries. Unfortunately, the technology and communications
infrastructure in public and private mental healthcare lags far behind other healthcare sectors.

In a transformed mental health system, advanced communication and information
technology will empower consumers and families and will be a tool for providers to deliver the
best care. Consumers and families will be able to regularly communicate with the agencies and
personnel that deliver treatment and support services and that are accountable for achieving
the goals outlined in the individual plan of care. Information about illnesses, effective
treatments, and the services in their community will be readily available to consumers and
families. Improving access to mental healthcare is especially needed in underserved, rural, and
remote areas. To be ultimately useful, systems must be carefully designed to produce care that
is safe, effective, patient-centered, timely, efficient, and equitable.

The Commission recommends that DHHS lead a review of how to best deliver and finance
e-health and telemedicine services in consultation with private payers, insurers, state agencies,
and other federal programs. Health technology and telehealth should be used to improve
access to and coordination of mental healthcare, especially for Americans in remote areas or in
underserved populations. The Commission notes that:

• Encouraging the use of computers and video cameras, sending e-mail reminders,
transmitting results by telephone, and assisting provider follow-up in underserved,
rural, and remote communities could significantly improve care for individuals of all
ages who have multiple chronic health conditions, including severe illness or disability. 

• Ensuring that reimbursement policies become flexible enough to allow evidence-based
practices to be implemented will improve access. 

• Coordinating both traditional clinical care and e-health visits will improve quality of
care.

• Services delivered through new technology should be sustained to promote continuity
in care.

To further advance the role of technology in providing quality mental healthcare services,
the Commission recommends developing and implementing integrated electronic health
records and personal health information systems. Studies show that electronic health records
improve the quality, accountability, and cost-effectiveness of healthcare services. Providers
urgently need universal electronic access to the latest evidence-based practice guidelines, best
practice models, ongoing clinical trials, scientific research, and other health information. 

To address the inadequacies of the current system, the Commission recommends that
DHHS and Veteran’s Affairs (VA) lead a voluntary public-private initiative to design and adopt
a secure, privacy-protected, electronic health record and a system of health information
exchange for providers to share information with the approval of consumers.

Summary of the President’s New Freedom Commission on Mental Health

Solutions for the Future

The President’s New Freedom Commission on Mental Health found that the current mental
health system is in disarray.
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• Mental health services are fragmented
• Gaps in mental health service exist for both adult and child/adolescent populations
• Serious mental illness too frequently results in unemployment and disability
• Older adults have a substantial unmet need for mental health services
• Mental health is not given the priority in research, funding, and attention that is

deserves

The report identified three main barriers that prohibit Americans from getting the mental
healthcare services that they need:

1. The stigma that surrounds mental illness
2. The unfair limitations and financial barriers placed on mental health benefits in private

health insurance that limit service use
3. The fragmented mental healthcare service delivery system 

Mental health benefits need revision in order to adequately serve the needs of Americans.
When designed effectively, improved and expanded mental health service coverage does not
lead to higher costs. Appropriate and high-quality services can be incorporated into a health
plan without raising the overall cost for the employer. The U.S. Department of Health and
Human Services (DHHS), Substance Abuse and Mental Health Services Administration
(SAMHSA) and the Center for Mental Health Services (CMHS) recommend the following
benefit design features to improve mental health service delivery without increasing total
costs:
• Cover a wide range of clinically effective services and treatments including inpatient,

outpatient, intensive outpatient, residential setting and partial day programs, and
medication. In addition, allow patients to trade days of inpatient hospitalization for
intermediate treatment services when deemed clinically appropriate. Substituting short
periods of care at high costs (inpatient care) for longer periods of less costly care
(outpatient or residential care) will improve treatment outcomes by extending the period
of care while not increasing overall cost.

• Reduce enrollee cost-sharing requirements to promote access to care. Progressively tiered
patient co-insurance programs can increase access by determining the patient’s out-of-
pocket costs based on how many visits they have per period. For example, the first three
visits could be covered, the subsequent 10 visits could require a co-pay of $20 and the 10
visits after that could require a co-pay of $30. This encourages patients to seek first time
services by reducing their out-of-pocket costs, but discourages excessive use by raising the
price for visits after the critical time period.

• Use the same design for mental health and substance abuse, benefit to reduce confusion,
stop patients and physicians from making inappropriate diagnoses to maximize coverage,
and allow for simultaneous treatment of co-existing conditions. 

• Cover intermediate services only from network providers to ensure access to appropriate
services, but discourage service misuse or abuse. 

• Encourage the use of network providers in PPO and POS plans by providing patients with
financial incentives and ensuring that network providers are easily accessible and provide
high-quality care.

• Provide catastrophic coverage for enrollees. While most enrollees will have minimum costs
associated with mental illness, some, especially those with chronic conditions, will have
catastrophic costs and will need coverage to continue treatment.
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APPENDIX B: 

Measuring Quality in Behavioral Healthcare 

Measuring Quality in Behavioral Healthcare

Metrics for quality in behavioral healthcare are limited for children, adolescents, and adults.
Behavioral healthcare metrics are relatively new to National Committee on Quality Assurance
(NCQA’s) HEDIS measures.1 In 2004, the original HEDIS mental health measures (adopted in
2001) were expanded to include quality measures relating to chemical dependency and
substance abuse disorder treatment. Currently, the HEDIS measures include:2

• Mental Health Utilization – Inpatient Discharges and Average Length of Stay
• Mental Health Utilization – Percentage of Members Receiving Services
• Follow-up After Hospitalization for Mental Illness
• Antidepressant Medication Management
• Chemical Dependency Utilization – Inpatient Discharges and Average Length of Stay
• Chemical Dependency Utilization – Percentage of Members Receiving Services

While these additions improved the comprehensiveness of the HEDIS measures, there are
still improvements to be made and the current HEDIS measures are not extensive enough to
adequately document and track progress in treatment or service delivery. 

The National Committee on Employer-Sponsored Behavioral Health Services

(NCESBHS) recommends that quality improvement organizations such as the National
Committee on Quality Assurance (NCQA), the Utilization Review Accreditation Council
(URAC), and the Joint Commission on Accreditation of Healthcare Organizations (JCAHO)
review their existing quality standards related to behavioral healthcare and add the NCESBHS
recommendations, specific to quality improvement and tracking, if they are not already
present. 

As an example, the NCESBHS reviewed the 2006 NCQA MBHO and MCO Guidelines and
suggested clarifications and additions. These changes are highlighted below.

Please note that guidelines detailed below are summaries of the current NCQA MBHO

and MCO guidelines. For a complete listing of the 2006 NCQA MBHO guidelines please

refer to www.ncqa.org. Items highlighted in yellow are proposed additions to current

guidelines drafted by the National Committee on Employer Sponsored Behavioral Health

Services and do not necessarily reflect the views of the NCQA. 



NCQA MCO and MBHO Guidelines (2006)2

MBHO QI3: Health Services Contracting
The organization’s contracts with individual practitioners and providers, including

those making Utilization Management (UM) decisions, specify that contractors cooperate

with the organization’s Quality Improvement (QI) program. 

INTENT

The organization’s contracts with practitioners and providers foster open communication
and cooperation with QI activities. 

ELEMENT A — Practitioner Contracts 

Contracts with practitioners specifically require that: 
• Practitioners cooperate with QI activities 
• The organization has access to practitioner treatment records, to the extent permitted

by state and federal law 
• Practitioners maintain the confidentiality of enrollee information and records. 
• Practitioners provide evidence of coordination of care between mental health

professionals, primary care providers, and/or other medical care physicians in the
treatment record.

MBHO QI6: Enrollee Satisfaction 
The organization implements mechanisms to assess and improve enrollee satisfaction.

INTENT

The organization monitors enrollee satisfaction with its services and identifies potential
areas for improvement. 

ELEMENT B — Scope of Survey 

The organization’s satisfaction survey addresses at least the following factors: 
• Services 
• Accessibility 
• Availability 
• Acceptability
• Coordination of care*

Explanation and Exceptions: 

The organization may measure satisfaction across the full range of its operations or include
the specified factors. The organization must have evidence of systematic methods to assess
enrollee satisfaction annually for each of the following components:

• Organizational services 
• Accessibility, availability and acceptability of behavioral healthcare practitioners 

programs and services
• Consumer’s satisfaction with the type and quality of coordinated care services
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Evidence includes data collection, aggregation of results and analysis of findings.
Regardless of who is responsible for data collection and initial analysis, the results must be
reported through the QI program.

The organization’s satisfaction survey will include measures that reflect opportunities for
coordination between mental health services, general medical care (in the primary care or
specialty medical care setting), and social services.

MCO QI9: Continuity and Coordination of Behavioral Healthcare 
The organization monitors the continuity and coordination of care that enrollees receive

and takes actions, as necessary, to ensure and improve continuity and coordination of

care. 

INTENT

The organization uses information at its disposal to coordinate transitions in behavioral
healthcare across the delivery system and assures continuity of care upon termination of
behavioral healthcare practitioner contracts.

ELEMENT A — Identify Opportunities for Improvement

At least annually, the organization identifies and acts on opportunities to improve
coordination of behavioral healthcare by: 

• Collecting data 
• Conducting quantitative and causal analysis of data to identify improvement

opportunities 
• Identifying and selecting an opportunity for improving the exchange of information

across the continuum of behavioral health services 
• Identifying and selecting an opportunity for improving access and follow-up to

appropriate behavioral health practitioners in the network 
• Taking action on the opportunity for exchange of information across the continuum of

behavioral health services 
• Taking action on the opportunity for improving access and follow-up to appropriate

behavioral health practitioners in the network 
• Using evidence-based tools to screen for mental health conditions during routine

medical interviews*
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MBHO QI10: Continuity and Coordination Between 

Behavioral Health and Medical Care 
The organization collaborates with relevant medical delivery systems or primary care

physicians to monitor and improve coordination between behavioral health and medical

care. [Note: If the organization does not have any formal relationship with the medical

delivery system through contracts, delegation, or otherwise, NCQA considers this

standard non-applicable.] 

INTENT

The organization collaborates with relevant medical delivery systems or PCPs and uses
information at its disposal to coordinate behavioral health and medical care.

ELEMENT A — Data Collection 

At least annually, the organization has collected data about the following opportunities for
collaboration between medical and behavioral healthcare: 

• Exchange of information 
• Appropriate diagnosis, treatment and referral of behavioral health disorders commonly

seen in primary care
• Appropriate uses of psychopharmacological medications 
• Management of treatment access and follow-up for enrollees with coexisting medical

and behavioral disorders 
• Primary or secondary preventive behavioral health program implementation. 
• Use of evidence-based tools for screening

Explanation:

Clinical literature indicates that behavioral and medical disorders can interact to affect an
individual’s health. The MBHO may perform medical/behavioral collaboration activities across
MCO clients. 

Screening Opportunities

An emphasis is to be placed on screening for the most common and treatable mental
health conditions seen in primary care: depression, anxiety, and substance abuse disorders.

MBHO and MCO QI13: Standards for Treatment 

Record Documentation 
The organization requires treatment records to be maintained in a manner 

that is current, detailed and organized, and which permits effective and 

confidential patient care and quality review.

INTENT

The organization establishes treatment record standards to facilitate communication,
coordination and continuity of care and to promote efficient, confidential and effective
treatment.

88 An Employer’s Guide to Behavioral Health Services



ELEMENT A — Treatment Record Criteria 

The organization has policies and distributes the policies to practice sites that address: 
• Confidentiality of treatment records 
• Treatment record documentation standards 

– including a requirement that collaborative care activities between mental 
health and primary care/specialty medical care must be documented in the 
medical record

• An organized treatment record keeping system and standards for the availability of
treatment records 

• Performance goals to assess the quality of treatment record keeping with an emphasis
on providing evidence that there has been collaboration between the primary care and
mental healthcare system 

MCO UM10: Evaluation of New Technology
The organization evaluates the inclusion of new technologies 

and the new application of existing technologies in the benefits package. 

This includes behavioral health procedures, pharmaceuticals and devices.

INTENT

The organization has a formal mechanism to evaluate and address new developments in
technology and new applications of existing technology for inclusion in the benefits package to
keep pace with changes and to ensure that enrollees have equitable access to safe and
effective care. 

ELEMENT B — Description of the Evaluation Process 

The organization’s written evaluation process includes: 
• The process and decision variables that the organization uses to make determinations 
• A review of information from appropriate government regulatory bodies 
• A review of information from published scientific evidence 
• A process for seeking input from relevant specialists and professionals who have

expertise in the technology including, when relevant, behavioral health specialists and
professionals  

MBHO and MCO UM11: Assessing Satisfaction With the Utilization

Management (UM) Process
The organization evaluates enrollee and practitioner satisfaction with the UM process. 

INTENT

The organization continually assesses its customer’s satisfaction with the UM process to
identify areas of improvement. 

ELEMENT A — Assessing Satisfaction 

The organization annually assesses satisfaction with the UM process by: 
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• Collecting and analyzing data on enrollee satisfaction for improvement opportunities
including collaboration of care between behavioral health and primary care/specialty
medical care  

• Collecting and analyzing data on practitioner satisfaction for improvement
opportunities including collaboration of care between behavioral health and primary
care/ specialty medical care 

• Taking action designed to improve enrollees’ satisfaction based on its assessment of
enrollee data 

• Taking action designed to improve practitioner satisfaction based on its assessment of
practitioner data 

MCO UM13: Procedures for Pharmaceutical Management
The organization ensures that its procedures for pharmaceutical management, if any,

promote the clinically appropriate use of pharmaceuticals. 

INTENT

The organization develops and regularly reviews and updates policies and procedures for
pharmaceutical management based on sound clinical evidence. 

ELEMENT A — Policies and Procedures 

The organization’s policies and procedures for pharmaceutical management include:
• The criteria used to adopt pharmaceutical management procedures
• A process that uses clinical evidence from appropriate external organizations
• An expectation that MCOs and/or PBMs make psycho-pharmacy data available to

MBHOs

Explanation:

Regarding data sharing

• MCOs and MBHOs and PBMs should share claims data for the treatment of behavioral
health conditions whether delivered within primary care or the specialty mental
healthcare system.
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