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Annual Call Volume
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CY 2010 CY 2011 CY 2012 CY 2013 CY 2014
i Crisis 311 2,982 2,566 3,064 4,546
& Member 32,068 24,890 27,012 26,889 26,639
© Provider 38,031 88,386 100,879 94,026 89,892
All Calls 70,410 116,258 130,457 123,979 121,077

= Annually, call volume has decreased by 7.2% with nearly 3, 000
fewer calls.

* From a high of 130,457 in CY 2012 to our current call volume of
121,077 in CY 2014.
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Annual Formal Complaint Volume

00 20A-D: Annual Number of Complaints/Grievances Received
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CY'10 cYy'11 CY'12 CY'13 Cy'14
Total Complaints 40 81 103 142 198

i Adult Member Complaints/Grievances 14 21 53 87 115
M Youth Member Complaints/Grievances 20 20 14 25 37
H Provider Complaints/Grievances 6 40 36 30 46

» Since 2010, there has been an overall increase in the annual
volume of complaints/grievances.

» The increase is primarily driven by an increase in the number of
complaints related to access to care and clinical issues.

\"/ VALUEOPTIONS®

2® Connecticut BHP

CONNECTICUT




Quarterly Call Volume
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Q4'12 Q1'13 Q2'13 Q3'13 Q4'13 Q1'14 Q2'14 Q3'14 Q4'14
i Crisis 559 647 747 720 950 1,008 1,064 1,428 1,046
& Member 6,284 7,509 7,544 6,431 5,405 6,047 5,966 8,560 6,066
® Provider 24,330 24,321 24,902 23,078 21,725 22,375 22,866 22,829 21,822
Total Calls 31,173 32,477 33,193 30,229 28,080 29,430 29,896 32,817 28,934

= After reaching the highest number of calls for 2014 in Q3 (32,817),
there was an 11.83% decrease to the lowest number of calls for the
yearin Q4 ’14 (28,934).

= While member and crisis calls resumed rates consistent with Q1 and
Q2, provider calls decreased to the lowest number for the year in
Q4 (21,822).
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Quarterly Formal Complaint Volume

20A-D: Quarterly Number of Complaints/Grievances Received
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Q4'12 Q1'13 Q2'13 Q3'13 Q4'13 Q1'14* Q2'14 Q3'14 Q4'14

[uAdult Mbr Complaints/Grievances 10 21 17 19 21 23 34 42 16
|  Youth Mbr Complaints/Grievances 0 6 4 10 18 13 3 3
| ® Provider Complaints/Grievances 2 11 10 4 12 11 6 17
[ Complaints/Grievances Totals 12 38 31 31 35 53 58 51 36

*Implementaton of revised tracking and reporting procedures for complaints/grievances.

= |n 2014, the quarterly volume reached a high of 58 in Q2 ’14 and

since then has trended down reaching a low of 36, which is similar

to the volume seen in Q4 13 (35).
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Member/Provider

Formal Complaints by Reason

Annual Number of Complaints/Grievances by Reason
2011 2012 2013 2014
Complaint with VO
staff/process 7 8 27 23
Provider 5 3 21 18
Adult Member - 2 4 2
Youth Member 2 3 2 3
Clinical Issues 26 41 43 49
Provider - - 1 3
Adult Member 14 32 33 36
Youth Member 12 9 9 10
Access Issues 3 11 10 41
Provider 1 1 2 7
Adult Member - 10 5 29
Youth Member 2 - 3 5
Reimbursement/Billing/Clai
ms Issues 1 13 3 29
Provider 1 9 - 1
Adult Member - 3 23
Youth Member - 1 3 5
Benefit Issues 8 3 14 7
Provider 3 2 2 2
Adult Member 5 1 12 1
Youth Member - - - 4
Provider Network
Accuracy/Incorrect Referrals 1 3 3 0
Provider - - - -
Adult Member 1 3 3 -
Youth Member - - - -
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Member/Provider

Formal Complaints by Reason cont.

Annual Number of Complaints/Grievances by Reason

2011 2012 2013 2014
Transportation Issues 0 4 8 35
Provider - 1 3 19
Adult Member - 2 3 8
Youth Member - 1 2 8
Authorization Issues 31 17 3 1
Provider 31 17 1 1

Adult Member - - 1
Youth Member - - 1 -
Provider Attitude/Behavior 6 0 29 13
Provider - - - 1
Adult Member 2 - 24 10
Youth Member 4 - 5 2

Quality of Practioner's Office 2

Provider - - -

Adult Member - - 2

Youth Member -
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Annual Informal Complaint Volume

Number of Informal Complaints Received
250 Annually
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CY '10 CY'11 CY '12 CY '13 CY'14
TOTAL INFORMAL COMPLAINTS 14 58 71 104 222

kd Adult Member Complaints 7 11 39 46 136
i Youth Member Complaints 3 8 5 18 20
M Provider Complaints 4 39 27 40 66

= Since 2010, there has been an annual increase in the
number of informal complaints received.

* The increase seen in 2014 is largely driven by benefit
concerns.
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Quarterly Informal Complaint Volume

Number of Informal Complaints Received
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Q1'13 Q2'13 Q3"'13 Q4'13 Q1'14* Q2'14 Q3'14 Q4'14
TOTAL INFORMAL COMPLAINTS 28 34 25 17 72 72 56 22
Ld Adult Member Complaints 11 16 13 6 42 40 38 16
i Youth Member Complaints 6 2 5 7 5 6
M Provider Complaints 11 16 7 23 27 12

*Implementation of revised tracking and reporting procedures for complaints/grievances

= |n 2014, the quarterly volume reached a high in Q1 and Q2

but has since trended down.

= Q4 2014 has similar volume seen in Q4 2013
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Member/Provider

Informal Complaints by Reason

Annual Number of Informal Complaints/Grievances

by Reason
2013 2014
Complaint with VO staff/process 20 25
Provider 16 17
Adult Member 3 7
Youth Member 1 1
Clinical Issue 26 27
Provider 5 2
Adult Member 14 23
Youth Member 7 2
Access Issue 16 41
Provider 3 -
Adult Member 8 35
Youth Member 5 6
Reimbursement/Billing/Claims Issue 12 15
Provider 4 -
Adult Member 6 11
Youth Member 2 4
Benefit Issues 1 70
Provider - 42
Adult Member 1 26
Youth Member - 2
Provider Network Accuracy/Incorrect Referrals 3 24
Provider - -
Adult Member 3 21
Youth Member - 3
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Member/Provider

Informal Complaints by Reason cont.

2013 2014

Transportation Issues 10 6
Provider 6 2

Adult Member 4 4

Youth Member - -

Authorization Issues 8 4
Provider 6 3

Adult Member 1 -

Youth Member 1 1

Provider Attitude/Behavior 8 10
Provider - -

Adult Member 6 9

Youth Member 2 1

Quality of Practioner's Office 0 0
Provider - -

Adult Member - -

Youth Member - -
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Questions?
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