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Online Regulatory Compliance Platform and Services for Tracking and 
Summarizing Key Regulations for Medical Management Appeals

CEOCFO: Mr. Carneal, would you tell us about RegQuest?
Mr. Carneal: RegQuest, www.regquest.com, is an online regulatory compliance 
resource that tracks and summarizes key regulations for the health insurance industry. 
This concept goes back to my work as legislative council to the National Association of 
Insurance Commissioners (NAIC) and as an attorney with several trade groups. Over 
the past 25 years, I have completed dozens of surveys tracking and analyzing 
regulations that impact managed care and health insurance.

The secrete sauce behind RegQuest is that we collect and categorize key pieces of 
regulatory information and summarize our findings in an actionable format for an array of 
stakeholders including industry compliance specialists, regulators, consumers, 
advocates and other individuals who want to know more about how health insurance 
actually works.

CEOCFO: How do you summarize what is salient so that anyone can easily 
understand?
Mr. Carneal: A great example is when you have a health plan that makes a “medical 
necessity determination” about the appropriateness of recommended course of 
treatment by a provider for a patient. All the stakeholders have an interest in 
understanding how the decision-making process occurs which ultimately determines 
whether a health plan is going to pay for the treatment or not. Among other topics, 
RegQuest provides a one-stop resource to aid in understanding how the medical 
management system is regulated, including utilization management, external review, 
grievance procedures, and case management programs. By providing this information 
to all stakeholders, including the managed care personnel, medical directors, healthcare 
providers, insurance regulators, patients, investors, and others, we can better 
understand how “the corporate practice of medicine” impacts the delivery, coordination 
and reimbursement of care. In addition to summarizing key regulations, RegQuest also 
publishes cutting-edge regulatory and industry trend reports which focuses on key 
challenges and opportunities for each market segment.

CEOCFO: Which groups tend to use RegQuest the most?
Mr. Carneal: RegQuest was launched in 2015 as a resource for stakeholders that need to understand the many nuances 
in the complex web of medical management and insurance regulations. In some of my previous roles such as President 
and CEO of URAC and Vice President of Legal and State Affairs at the American Association of Health Plans (now AHIP), 
we produced manuals and trend reports, such as the Utilization Management Guide and the PPO Guide. These manuals 
quickly became out of date since they were only printed typically once and never updated after the initial publication. As 
we all know, regulations are constantly being adopted or changed in the healthcare and insurance fields. As a result, 
RegQuest solves this problem by providing an online version of the information which is updated several times a year and 
is actually peer-reviewed by the regulators. 

In addition, we are able to use the core information collected by RegQuest to help other clients, like The Kennedy Forum, 
which is promoting mental health parity coverage. Recently, the RegQuest team help build out a complimentary appeals 
tools for consumer and their attending providers that will be officially launched later this year (see www.parityquest.org). 

CEOCFO: What has been the reception since you started?
Mr. Carneal: The feedback is very positive because we are filling a gap and saving our clients time and expense by 
streamlining the process for everyone. In many cases, RegQuest is a unique source of information that is not otherwise 
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available. A primary objective is to provide key regulatory information and analysis to stimulate public policy insights and 
discussion. 

Earlier this year, for example, we released the Utilization Management Regulatory & Market Trends: 2016 Annual Report. 
It is a 62-page report that examines the utilization management system. There has been no similar update on the 
utilization management system in over a decade, and existing research completed in the 1980s and 1990s was 
sporadically done, at best. Next month we are producing a report analyzing the impact on external review regulations. To 
our knowledge, this will be the first 50 state and federal survey completed on this topic. 

Regulators, client and others have expressed appreciation that RegQuest is providing a unique and insightful resource for 
folks who want to learn more about certain aspects of health insurance regulations. 

CEOCFO: Have people been looking for a single source or are they stumbling upon it?
Mr. Carneal: The answer is both. Clearly, a need exists for a single and streamlined source of regulatory information in 
the way that RegQuest has been designed. We offer both online HTML and PDF-formatted versions of the key regulatory 
findings, 50 state summary tables, innovative trend reports, blogs and much more. As a result, many of our customers 
have come to us looking for this type of multi-dimensional resource in one convenient location. Many commercial insurers, 
self-funded health plans, and care management organizations utilize regulatory compliance specialists either in-house or 
through consultants. Accessing the RegQuest solution gives them an opportunity to consolidate these resources. As 
referenced above, RegQuest researchers go back to the regulators at least annually and ask them to peer review the 
information to ensure it is accurate and up-to-date. Our customers know the information is high quality, and cost efficient.

CEOCFO: You have a newly updated website. What is newer, better and easier?
Mr. Carneal: The new RegQuest website is more user-friendly, engaging, and dynamic. Our goal is to get the latest 
website look and feel in a 2.0 web format. Additionally, we want to form a community where individuals can learn about 
these key health insurance regulations and talk about them through our blogs and other online forums. We also are 
offering webinars and other ways to make RegQuest more interactive so when there are questions, we can work together 
to answer those queries.

CEOCFO: Is it strictly a subscription model or are people able to test the waters? What is the business plan?
Mr. Carneal: At this point, RegQuest is a module-based subscription service; however, we will certainly demo the 
RegQuest website to anyone who is interested. We also provide some information to the public-at-large. When we 
released the 62-page Utilization Management Annual Report, which goes into great detail and has great summary tables, 
we also released a shorter summary version that is available for free to anyone who wants it. Interested parties can go to 
www.RegQuest.com, fill out a simple form and they download the executive summary. Our goal is to fulfill our public 
mission by promoting best practices and encouraging public policy discussions for any controversial or emerging issues. 
Individuals who want to get down to the specifics at a state level, must subscribe. However, our subscription is very 
affordable.

In regards to RegQuest’s future business plans, we will continue adding new modules to the online tool to cover more 
areas impacting health insurance. In addition, the platform also can be used to offer non-health content as well. RegQuest 
will be looking for strategic partners and investors to see how we can continue to scale the regulatory compliance 
offerings. 

CEOCFO: How do you handle regulations that are not clear-cut? 
Mr. Carneal: Prior to 1990, insurance and managed care regulations were easier to track and understand because health 
plan and other types of insurance operations were more straight-forward. In today’s environment, insurance offerings 
have become more complex and dynamic including accountable care organization, value-based purchasing, and complex 
condition management offerings. As a result, regulations have become more complex and fragmented. 

Today, it is very hard for a patient, provider, health plan personnel, regulator or other stakeholder to understand how all 
the regulations work together. This makes non-compliance a critical issue. Unfortunately, in some instances, things get 
resolved through litigation or government agency fines, which is not the optimal way to establish proactive and consumer 
protections. 

“RegQuest provides a one-stop resource to aid in understanding how the medical management 
system is regulated, including utilization management, external review, grievance procedures, and 
case management programs.” - Garry Carneal, JD, MA
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Therefore, RegQuest attempts to provide a framework for stakeholders to understand when and where regulation applies 
in a given circumstance. For example, one thing that RegQuest does is quantify all the timelines that are associated with 
the insurance appeals process when coverage is denied. This includes the utilization management or UM internal appeal 
process, which has different timeframes whether the denial was made on a prospective, concurrent or retrospective basis, 
or based upon a standard or expedited review of the care that is requested. We also provide the timeframes for the 
external review process after the insurance appeals have been exhausted. 

CEOCFO: How are you reaching out to the communities that should be using RegQuest?
Mr. Carneal: Since the release of the Utilization Management Annual Report, we have launched a marketing and 
communications campaign to tell people what the value proposition is. RegQuest sells itself because it is such a needed 
resource for anyone in the industry and for regulators so they can get a broader understanding of the appeals process as 
a whole. We also are hoping to tap in the provider market, including hospital systems. RegQuest will continue to issue 
press releases when we launch new modules and trend reports. We also will continue to offer complimentary webinars on 
key topics (see “event” page at www.regquest.com for the latest webinars). 

CEOCFO: What feedback have you gotten from people who have tried the system?
Mr. Carneal: Our users love the system, and appreciate the value we provide. Additionally, we regularly “demo” 
RegQuest to prospective clients and other interested parties. Individuals are pleased with what they see. Of course, the 
RegQuest team is always looking for ways to improve the online regulatory reporting tool. We are committed to continuing 
to upgrade the product. With its low subscription fee per module, users have told us they are getting a lot of bang for their 
buck. 

CEOCFO: What are the barriers to someone putting together a similar project or offering?
Mr. Carneal: My hope is that similar resources are brought to the market. There is some much ground to cover. However, 
the information that RegQuest has summarized thus far would be hard to re-produce elsewhere because of my 25-year 
career, which included drafting many of the NAIC model managed care regulations when I served as Legislative Counsel 
in the early 1990’s and developing the quality accreditation programs when I ran URAC. 

To the best of my knowledge, the modules that we have put together—the first two focusing on utilization management 
and external review, which are currently available, and a module on grievance procedures, which will be released in a few 
months—are unique regulatory research projects. Very little research has been published on those topics over the years. 
In addition, each module probably represents over 1,000 hours of research time, so to replicate our work would be 
expensive and time-consuming. 

We also have two or three new regulatory modules scheduled in our pipeline. RegQuest will continue to have fresh and 
helpful information periodically uploaded into the system. 

CEOCFO: What is next for you?
Mr. Carneal: In addition to the on-going and sometimes controversial presidential nomination process, I notice a fair 
amount of partisan activity between the insurance industry and consumer advocates when it comes to some key medical 
management issues. To everyone’s defense, including the regulators themselves, insurance regulation has become very 
complex, and sometimes not very functional. My hope is that RegQuest can play its small part in providing key unbiased 
information about how to improve the healthcare system. 

For example, once we have completed the grievance procedure model, RegQuest will have all of the key data points to 
create algorithms to automate key areas of the internal and external appeals process. If we offer this information to EHR, 
utilization management, and case management software systems, we can begin to help consumers, their attending 
providers and the industry itself. We have huge opportunities to streamline workflows, improve transparency and make 
the system work for everyone. Stay tuned! 

CEOCFO: What were the challenges with the technology?
Mr. Carneal: In terms of the RegQuest website (www.regquest.com), we have decided to make the information 
accessible in a variety of formats, including a traditional PDF version that a user can download and an HTML version that 
is more interactive. The site also offers a state map as the navigation tool, where you can quickly find the information you 
are looking for. Our goal has been to ensure that the navigation experience was seamless for the user.
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In terms of appeal tools, like the one we developed for The Kennedy Forum (www.parityquest.org), we are just beginning 
a journey that can help revolutionize how medical necessity decisions are made by health plans and how appeals work. In 
addition, there are many new emerging technologies in care management, brain fitness, and so on need to be monitored 
closely. 

CEOCFO: How is RegQuest fulfilling an important need?
Mr. Carneal: I have had many jobs in my career, working for the industry, for consumers, for regulators. As a result, I 
have been able to look at the health care system through many different viewpoints. I think everyone in the industry is 
concerned about how complex healthcare is becoming, and the overwhelming number of regulations and statutes that 
impact every facet of the industry. 

RegQuest is helping industry representatives, regulators and others better assess how health plans make medical 
necessity determinations. RegQuest also is providing a new and innovative platform to help better understand the “rules 
of the road,” and eventually spur efforts to revolutionize how appeals are filed and processed when there is a denial of 
care. RegQuest will cover more issues in the near future as well. 

Ultimately, RegQuest’s mission is to: 1) promote a more rational and evidence-based healthcare system; 2) improve 
clinical and financial outcomes; 3) create a more effective regulatory and appeals system; 4) lower the costs of regulatory 
compliance; and 5) empower more informed public policy decisions. 

Interview conducted by: Lynn Fosse, Senior Editor, CEOCFO Magazine

For more information visit: www.regquest.com
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