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Total Number of Service Center Calls
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 There were 6, 396 non-crisis calls from members in Q3 ‘12.
» There were 23, 518 calls from providers in Q3 ‘“12.
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Formal Complaints

Connecticut BHP

A suoporfing Health and Re



Number of Complaints/Grievances
Recelved
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# of Complaints

CY'08 Q3'11 Q1'12 | 02'12 | Q3'12

M Adult Member Complaints 7 16 11 14 4 7 5 5 21 28 10 5 43
i Youth Member Complaints| 24 12 8 20 6 5 2 7 20 4 2 8 14
i Provider Complaints 16 16 9 6 1 10 12 17 40 22 6 6 34

*Pattern fill = Calendar Year / Solid fill = Quarterly data

* There were 19 complaints received in Q3 “12.

« Atotal of 15 complaints were resolved in Q3 '12. 100% of complaints resolved during Q3 '12
were within the required 30 day timeframe.
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Q3 ‘12 Member Complaints by Reason

Concerns Regarding:

« Provider-Clinical Issues (9)

« Contractor’s Performance (3)

« Transportation (1)
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Q3 ‘12 Provider Complaints by Reason

Concerns Regarding:

« Contractor's Performance (4)

« Authorization issues (1)

 Billing and Financial Issues (1)
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Average Number of Days to Resolve
Complaints
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|—¢—Complaint8 13.03 17.84 16.28 2003 18.45 13.52 1224 17.00
*Blue Data Points = Calendar Year/ Red Data Points = Quarterly

* In Q3 ’12, the average resolution time of 17.00 days continues to be within the
required 30 day timeframe.
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Informal Complaints
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Number of Informal Complaints Received
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Q1'11 0211 Q3'11 0411 Q1'12 02'12 03'12 YTD 12
M Adult Member Complaints 7 2 1 6 2 11 17 14 1 32
 Youth Member Complaints 3 5 2 1 0 8 3 0 0 3
i Provider Complaints 4 3 11 9 16 39 16 b 4 26
*Pattern fill = Calendar Year / Solid fill = Quarterly data

* There were 5 informal complaints received in Q3 '12.
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Q3 ‘12 Member Informal Complaints by
Reason

Concerns Regarding:

Provider-Clinical Issues (1)
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Q3 ‘“12 Provider Informal Complaints by
Reason

Concerns Regarding:

« Contractor’s Performance (3)

« Provider-Clinical Issues (1)
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Questions/Comments
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