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.

A total of 30,229 calls were handled by the Service Center during Q3 ‘13.
6,431 non-crisis calls were received from members.
22,078 calls from were received from providers.
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Formal Complaints
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*Numbers above bars represent total number of complaints received during the given time period.

e There were 31 complaints received in Q3 ‘13.

« A total of 38 complaints were resolved in Q3 '13.

 86.8% (33) of these complaints resolved were within the required 30 day timeframe.

« The five (5) remaining complaints were resolved within the extension period between 31 and

45 days.
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Q3 ‘13 Member Complaints by Reason

A total of 24 member complaints were filed during Q3 ‘13.

Concerns Regarding:

* Provider-Clinical Issues (8)

* Provider-Attitude/Behavior Issues(6)
» Billing/Financial Issues (6)

o Authorization Issues (1)

e Transportation Issues (1)

* Quiality of Provider’s Office (1)

« Contractor’'s Performance (1)
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Q3 ‘13 Provider Complaints by Reason

A total of 7 provider complaints were filed during Q3 ‘13.

Concerns Regarding:

» Contractor’s Performance (5)
» Authorization Issues (1)

» Benefit Issues (1)
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Informal Complaints
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*Numbers above bars represent total number of informal complaints received during the given time period.

.

There were 25 informal complaints received in Q3 '13.
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Q3 ‘13 Member Informal Complaints
by Reason

A total of 18 informal complaints were filed by members during
Q3 ‘13.

Concerns Regarding:

e Provider-Clinical Issues (7)

* Provider Attitude/Behavior issues (4)
e Accessto Services (4)

« Contractor’'s Performance (2)

o Authorization Issues (1)
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Q3 ‘13 Provider Informal Complaints
by Reason

A total of 7 informal complaints were filed by providers during
Q3 ‘13.

Concerns Regarding:

« Contractor’s Performance (4)
e Authorization Issues (2)

« Billing/Financial Issues (1)
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Questions/Comments
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