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Healthy Families Program Grievance Report — 2007 and 2008

Introduction

Health, dental and vision plans participating in the Healthy Families Program (HFP) are
contractually required to report the number of grievances subscribers filed in the previous
calendar year (the “Annual Grievance Report’) by February 1 of each year. The data is self-
reported by the individual plans. Plans reported that all grievances have been resolved. This
report covers two calendar years: 2007 and 2008.

Major Findings

e Approximately one-half of one percent of HFP subscribers filed grievances with their
plans in 2007 and 2008 (0.43% and 0.51, respectively).

o For the health plans, the rate of grievances filed per 10,000 HFP members was 43 in
2007 and 51 in 2008. This in an increase of 19.32% between the two years.

o The five plans that had the highest grievance rates per 10,000 HFP members in 2007
also had the highest grievance rates in 2008: Anthem Blue Cross HMO, Care 1% Health
Plan, Community Health Plan, Kaiser Foundation Health Plan and L.A. Care Health
Plan.

e Even fewer subscribers filed grievances with their dental plans and vision plans (0.04%
and 0.02%, respectively).

e For dental and vision plans, there was virtually no change in the grievance rate between
the two years.

o MRMIB staff will be contacting the five health plans with the highest rates of grievances
to understand more about the recurring problems identified in this report. Plans report
that refusal to pay for treatment and insufficient payment issues are the predominant
grievances filed by HFP members enrolled in four of the plans with the highest rates of
grievances, while poor physician attitude and/or inappropriate physician care are the
predominate grievance areas in the other plan.

Health Plans

HFP subscribers enrolled in participating health plans filed 3,730 grievances in calendar year
2007. In calendar year 2008, the total was 4,602, a 23.38% increase over the preceding year.

Overall enroliment also increased in this time period. At the end of calendar year 2007,
enrollment was 866,017. It increased 3.4% to 895,440 at the end of 2008. Based on these
populations, subscribers filing grievances represented 0.43% of the total 2007 population and
0.51% of the 2008 population. The percentage of a plan’s subscribers filing grievances ranged
from 0.03% for Central Coast Alliance for Health to 1.66% for L.A. Care Health Plan.

Table 1 (p. 6) identifies each health plan’s enroliment, the number of grievances reported and
the rate of grievances per 10,000 members."

' The rate per 10,000 is a measurement used by the Department of Managed Health Care (DMHC) to compare the
results of consumer complaints about plans.
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Tables 2 and 3 (p. 7-10) detail each plan’s grievances for 2007 and 2008, respectively. Table 4
(pg. 11) shows the change in grievances from 2007 to 2008.2

In 2007, plans with the highest grievance rates per 10,000 members were:
¢ Anthem Blue Cross HMO — 94 (+119% of average rate)

L.A. Care Health Plan — 76 (+77% of avg.)

Care 1% Health Plan — 67 (+56% of avg.)

Community Health Plan — 56 (+30% of avg.)

Kaiser Foundation Health Plan — 52 (+21% of avg.)

In 2008, plans with the highest grievance rates per 10,000 members were:
L.A. Care Health Plan — 166 (+255% of avg.)

Community Health Plan — 147 (+188% of avg.)

Care 1°' Health Plan — 131 (+157% of avg.)

Anthem Blue Cross HMO 102 (+100% of avg.)

Kaiser Foundation — 60 (+18 of avg.)

For Both Years

o For Anthem Blue Cross HMO and EPO combined, Refusal to Pay for Treatment was the
most-cited grievance (both years), representing 26.3% of all grievances reported by
Anthem Blue Cross.

e The majority of grievances for Care 1 Health Plan, Community Health Plan and L.A.
Care Health Plan were related to Insufficient Payment (both years).

o More than half of all Kaiser Foundation Health Plan grievances were for either
Inappropriate Physician Care or Poor Physician/Staff Attitude.

In 2007, plans with the lowest grievance rates per 10,000 members were:
o Central Coast Alliance for Health (0)
e Health Plan of San Mateo (3)
o Community Health Group (5)

In 2008, plans with the lowest grievance rates per 10,000 members were:
e Central Coast Alliance for Health (3)
o CenCal Health (4)
o Community Health Group (5) and San Francisco Health Plan (5)

Results by Grievance Category

Total Health Plan Grievances by Category

2007 2008
Claims Related Grievances 28% 39%
Quality of Care Related Grievances 24% 27%
Accessibility Related Grievances 7% 10%
Benefit/Coverage Related Grievances 6% 5%
Referral Related Grievances 2% 2%
Grievances Classified as OTHER 34% 16%

2 Not all health plans have 10,000 members; however, for the purpose of this report, grievances are calculated using
a rate of 10,000 members.
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Claims Related Grievances

o There are seven reasons listed in this category. The majority of the grievances were for:
- Refusal to pay for treatment — 59.81% (2007); 60.61% (2008)
- Insufficient payment — 29.81% (2007); 33.15% (2008)
o Insufficient payment grievances increased sharply between the two calendar years for
Care 1° (266% increase), Community Health Group (196%) and L.A. Care (214%).

Quality of Care Related Grievances

e Grievances related to Quality of Care cover twelve issues including inappropriate
physician care, plan denial of treatment and inadequate facilities
¢ In 2007, the most cited reasons in this category were
- Poor physician/staff attitude (38.49%)
- Inappropriate physician care (26.98%)
- Plan denial of treatment (19.98%)
¢ In 2008, the most cited reason in this category were
- Poor physician/staff attitude (37.00%)
- Inappropriate physician care (22.37%)
- Plan denial of treatment (22.13%)

Accessibility Related Grievances

e Grievances in this category include excessive wait times, unavailability of primary care
providers and lack of specialist availability.
¢ In 2007, the most grievances in this category were for:
- Excessive wait times/appointment schedule times (43.08%)
¢ In 2008, the most cited grievance in this category was:
- Lack of specialist availability (53.88%)
o Between 2007 and 2008, Anthem Blue Cross HMO grievances for Lack of Specialist
Availability increased from 8 to 168, a 2,100% increase.

Benefit/Coverage Related Grievances

e Grievances in this category include cancellation of coverage, disenroliment problems
and subscriber dislike of benefit

o The number of grievances reported in this category was almost the same in 2007 as it
was in 2008.

e For both years, dispute over covered services was the most frequently cited reason,
representing over half of the grievances in this category each year.

Referral Related Grievances

e This category represents the smallest percentage of grievances; there are merely two
listed reasons in this category: plan refusal to refer and provider entity refusal to refer.

Grievances Classified as Other

e Over 90% of the grievances attributed to reasons other than those listed are from
Anthem Blue Cross EPO and Anthem Blue Cross HMO, as they utilize over one hundred
‘other’ reasons for grievance disposition. The ‘other’ category was used 50% less in
2008 than in 2007.

Table 5 (p. 12) shows the change in rate of grievances per 10,000 members from 2007 to 2008.
Managed Risk Medical Insurance Board — June 2009 3
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Dental Plans and Vision Plans

Table 6 (p. 13) identifies each dental and vision plan’s enroliment, the number of grievances
reported and the rate of grievances per 10,000 members.

Dental. HFP subscribers enrolled in participating dental plans filed 351 grievances in calendar
year 2007. In 2008, the total was 399, a 13.68% increase over the preceding year. This
represents a rate of four grievances per 10,000 HFP subscribers.

Safeguard Dental has the highest grievance rate for dental plans: eight per 10,000 members
(both years).

Vision. HFP subscribers enrolled in participating vision plans filed 114 grievances in calendar
year 2007. In calendar year 2008, the total was 151, a 32.46% increase over the preceding
year. For vision plans, the rate of grievances per 10,000 was one for 2007 and two for 2008.
Tables 7 and 8 (p. 14-15) detail each dental and vision plan’s grievances for 2007 and 2008,
respectively. Table 9 (p.16) shows the change in the rate of grievances per 10,000 members
between 2007 and 2008 for dental and vision plans.

Results by Grievance Category

Total Dental and Vision Plan Grievances by Category

Dental Plans Vision Plans

2007 2008 2007 2008
Quality of Care Related Grievances 34% 24% 50% 59%
Benefit/Coverage Related Grievances 24% 29% 17% 17%
Accessibility Related Grievances 12% 12% 4% 2%
Claims Related Grievances 2% 5% 4% 1%
Referral Related Grievances 1% 1% 0% 0%
Grievances Classified as OTHER 28% 30% 25% 21%

Quality of Care Related Grievances

o For dental plans, inappropriate provider care represented approximately 58% of the total
Quality of Care grievances for each of the calendar years.

e For vision plans, inappropriate provider care represented approximately 69% of the total
Quality of Care grievances for each of the calendar years.

Benefit/Coverage Related Grievances

o Dispute over covered services was the most-cited reason in this category, representing
88% of all grievances in this category in 2007 and 90% in 2008.

e For vision plans, this category represents 17% of total grievances for each year. Aimost
all are for dispute over covered services (19 in 2007, 21 in 2008).

Accessibility Related Grievances

e For each year, excessive wait time was the most-cited reason in this category (41 in
2007, 47 in 2008).
e For vision plans, only five grievances were filed in 2007, and three in 2008.

Managed Risk Medical Insurance Board — June 2009 4
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Claims Related Grievances

e For dental plans, the number of grievances in this category tripled (seven in 2007, 21 in
2008). Half of this category’s 2008’s dental grievances were for insufficient payment.
e Vision plans reported four grievances related to claims in 2007 and only one in 2008.

Referral Related Grievances

e The total for all dental and vision plans for the two calendar years is five grievances.

Grievances Classified as Other

e For both years, approximately 29% of the total dental grievances were for “other”
reasons. The maijority of “other” claims were reported by Delta Dental.

¢ In 2007, grievances for “other” reasons represented 25% of total vision-related
grievances. This percentage decreased to 21% for 2008.

Demographics

The proportion of grievances by demographic groupings is generally in line with enrollment
statistics. (Please refer to Table 10 on page 17 for demographic categories and percentages.)
¢ In an average of the two calendar years, Hispanics/Latinos represent 54% of the HFP
population, and 48% of the members filing grievances. Those identified as “Other” (19%)
represented 22% of the total number of grievances filed.
e 34% of the grievances reported were from the 36% of enrollees in the Los Angeles area.
e One area of disproportion lies in the category of Spoken Language. While 46% of HFP
enrollees are Spanish-speaking, they make up 40% of reported grievances, while the
42% of English speakers make up 52% of grievances.

Managed Risk Medical Insurance Board — June 2009 5
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Table 1 - Health Plans 2007 and 2008 Summary

Plan Grievances Grievance Rate % of Plan's
Enrollment Reported Per 10,000 Subscribers
Health Plan for 2007 in 2007 Members Filing Greivances

Alameda Alliance for Health 7,838 11 14 0.14%
Anthem Blue Cross EPO 201,496 1,014 50 0.50%
Anthem Blue Cross HMO 134,404 1,259 94 0.94%
Blue Shield EPO and HMO (combined) 43,657 101 23 0.23%
CalOPTIMA 33,358 107 32 0.32%
Carelst Health Plan 10,334 69 67 0.67%
Cen Cal Health 2,417 4 17 0.17%
Central Coast Alliance for Health 3,226 0 0 0.00%
Community Health Group 25,949 13 5 0.05%
Community Health Plan 20,482 115 56 0.56%
Contra Costa Health Plan 3,494 5 14 0.14%
Health Net 119,431 193 16 0.16%
Health Plan of San Joaquin 9,830 16 16 0.16%
Health Plan of San Mateo 3,509 1 3 0.03%
Inland Empire Health Plan 50,365 83 16 0.16%
Kaiser Foundation Health Plan 119,579 627 52 0.52%
Kern Family Health 12,093 19 16 0.16%
L.A. Care Health Plan 3,801 29 76 0.76%
Molina 36,166 38 11 0.11%
San Francisco Health Plan 6,224 6 10 0.10%
Santa Clara Family Health Plan 15,123 18 12 0.12%
Ventura County Health Care Plan 3,241 2 6 0.06%
Totals 866,017 3,730 43 0.43%

Plan Grievances Grievance Rate % of Plan's

Enroliment Reported Per 10,000 Subscribers

Health Plan for 2008 in 2008 Members filing greivances

Alameda Alliance for Health 8,103 8 10 0.10%
Anthem Blue Cross EPO 207,067 1,198 58 0.58%
Anthem Blue Cross HMO 130,674 1,328 102 1.02%
Blue Shield EPO and HMO (combined) 46,100 187 41 0.41%
CalOPTIMA 33,953 114 34 0.34%
Carelst Health Plan 12,101 158 131 1.31%
Cen Cal Health 2,681 1 4 0.04%
Central Coast Alliance for Health 3,930 1 3 0.03%
Community Health Group 25,694 14 5) 0.05%
Community Health Plan 18,727 275 147 1.47%
Contra Costa Health Plan 3,609 4 11 0.11%
Health Net 124,771 217 17 0.17%
Health Plan of San Joaquin 11,160 29 26 0.26%
Health Plan of San Mateo 3,843 7 18 0.18%
Inland Empire Health Plan 48,604 81 17 0.17%
Kaiser Foundation Health Plan 130,014 784 60 0.60%
Kern Family Health 13,283 23 17 0.17%
L.A. Care Health Plan 5,181 86 166 1.66%
Molina 39,551 59 15 0.15%
San Francisco Health Plan 6,497 3 5 0.05%
Santa Clara Family Health Plan 16,005 19 12 0.12%
Ventura County Health Care Plan 3,892 6 15 0.15%
Totals 895,440 4,602 51 0.51%
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Table 2 — 2007 Health Plan Grievances

Health Plans -
S8150 |56 | @ | & |T:|8c|Ey48|Ese E2 (25 |22
_ | §5 301888 30| 2 | £5 | 55 |58S(558 E5 (52§55
Grievance Categories << |[<moul<mT| mw () OT [ OT [OOZ|OTO| O [oa|TxT T
Accessibility
Excessive Long Wait Time/

Appointment Scheduled Time 2 2 6 3 4 2 0 0 0 3 0 0
Lack of Primary Care Physician Availability 1 5 14 5 4 0 0 0 0 2 0 13
Lack of Specialist Availability 0 3 0 1 0 0 0 0 1 0 10
Lack of Telephone Accessibility 0 0 2 0 0 0 0 0 0 0 3
Lack of Language Availability 0 0 0 0 0 0 0 0 0 0 0
Category Total 3 10 28 10 9 2 0 0 0 6 0 26
Benefits/Coverage
Cancellation of Coverage 0 1 4 0 0 0 0 0 0 0 0
Disenrollment Problems 0 1 0 0 0 0 0 0 0 0 0
Dispute Over Covered Services 3 2 5 5 7 1 0 0 8 1 0 54
Subscriber Does Not Like Benefit 0 8 7 0 0 0 0 0 0 0 0 9
Non-Acceptance for Coverage 0 1 0 22 0 0 0 0 0 0 0 20
Category Total 3 13 16 27 7 1 0 0 8 1 0 90
Claims
Insufficient Payment 0 17 51 5 82 36 0 0 0 84 0 7
Premium Increased 0 0 0 0 0 0 0 0 0 0 0
Premium Refund Request 0 0 0 0 0 0 0 0 0 0 0
Refusal to Pay for Equipment 0 19 23 0 0 0 0 0 0 0 0 0
Refusal to Pay for Treatment 0 307 292 3 0 0 0 0 4 0 0 0
Slow Payments 0 3 4 5 0 0 0 0 0 1 0 5
Co-Payments 1 2 0 0 0 0 0 0 0 1 0 18
Category Total 1 348 370 13 82 36 0 0 4 86 0 30
Referral
Plan Refusal to Refer 0 1 3 0 0 0 0 0 0 0
Provider Entity Refusal to Refer 1 13 11 0 1
Category Total 0 2 16 0 11 0 0 0 0 0 1
Quality of Care
Experimental Investigative Procedure Denied 0 8 1 0 0 0 0 0 0 0 0
In-Area Emergency/Urgent Service Denied 0 2 1 6 0 0 0 0 0 0 0
Inadequate Facilities 0 0 1 0 0 2 0 0 0 0 3
Inappropriate Ancillary Care 0 0 0 2 0 0 0 0 0 11 0 0
Inappropriate Hospital Care 0 0 0 1 0 3 0 0 0 0 1 1
Inappropriate Physician Care 0 14 40 12 2 7 0 0 0 3 1 25
Out-of-Area Emergency/

Urgent Service Denied 0 0 0 3 0 0 0 0 0 0 0 0
Plan Denial of Treatment 0 108 55 0 1 0 1 0 0 1 0 0
Plan Inappropriate Care 0 7 0 0 0 2 0 0 0 0 0 0
Poor Physician/Staff Attitude 0 18 11 4 4 5 3 0 1 3 1 1
Provider Entity Denial of Treatment 0 1 0 1 2 0 0 0 0 3 0 4
Provider Entity Inappropriate Care 0 0 1 1 0 0 0 0 0 0 0 12
Category Total 0 158 110 30 9 19 4 0 1 21 3 46
Other Grievances
Category Total 4 485 733 5 0 0 0 0 0 1 2 0
Total All Categories 11 1,014 | 1,259 101 107 69 0 13 115 193
Grievance Rate per 10,000 Members 14 50 94 23 32 67 16 5 56 14 16
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Table 2 — 2007 Health Plan Grievances (continued)

Health Plans
o c|a o & 50| & oa So g o ® 0 =
££3s50/2ds58s| 5|85 | £ | _of|sZs|585(200
. . 598 5%5|825538 55| <S5 | 3 |555|5E5/535(553
Grievance Categories TS5 TS| SwT(¥uT| X¥T | JT = louIlouIT|(>SO0T|C0r
Accessibility
Excessive Long Wait Time/

Appointment Scheduled Time 2 0 18 62 0 1 0 1 3 0 109
Lack of Primary Care Physician Availability 1 0 4 37 0 0 3 0 1 0 90
Lack of Specialist Availability 0 0 5 12 0 0 1 0 0 0 M
Lack of Telephone Accessibility 0 0 0 6 1 0 1 0 0 0 13
Lack of Language Availability 0 0 0 0 0 0 0 0 0 0 0
Category Total 3 0 27 117 1 1 5 1 4 0 253
Benefits/Coverage
Cancellation of Coverage 0 0 0 2 0 0 0 0 0 0 14
Disenrollment Problems 0 1 0 3 0 0 0 0 0 0 5
Dispute Over Covered Services 1 0 10 34 1 1 0 0 4 0 137
Subscriber Does Not Like Benefit 0 0 0 0 0 0 1 0 0 0 25
Non-Acceptance for Coverage 1 0 0 2 0 0 0 0 0 0 46
Category Total 2 1 10 41 1 1 1 0 0 0 227
Claims
Insufficient Payment 4 0 0 0 0 21 0 0 0 0 307
Premium Increased 0 0 0 0 0 0 0 0 0 0 0
Premium Refund Request 0 0 0 0 0 0 0 0 0 0 0
Refusal to Pay for Equipment 0 0 0 0 0 0 0 0 0 0 42
Refusal to Pay for Treatment 1 0 3 0 0 0 0 1 4 1 616
Slow Payments 0 0 0 0 0 0 0 0 0 0 18
Co-Payments 1 0 0 24 0 0 0 0 0 0 47
Category Total 6 0 3 24 0 21 0 1 4 1 1,030
Referral
Plan Refusal to Refer 0 0 0 9 4 0 0 0 0 0 17
Provider Entity Refusal to Refer 0 0 27 3 6 0 0 0 0 0 62
Category Total 0 0 27 12 10 0 0 0 0 0 79
Quality of Care
Experimental Investigative Procedure Denied 0 0 0 0 0 0 0 0 0 0 9
In-Area Emergency/Urgent Service Denied 0 0 0 0 1 0 0 0 0 0 10
Inadequate Facilities 0 0 0 25 0 0 0 0 0 0 31
Inappropriate Ancillary Care 0 0 0 0 0 3 0 0 0 0 16
Inappropriate Hospital Care 0 0 0 2 0 0 0 0 1 0 9
Inappropriate Physician Care 3 0 9 118 0 2 2 0 1 0 239
Out-of-Area Emergency/

Urgent Service Denied 0 0 0 0 0 0 0 0 0 0 3
Plan Denial of Treatment 2 0 0 5 3 0 0 0 1 0 177
Plan Inappropriate Care 0 0 0 13 0 0 0 0 0 0 22
Poor Physician/Staff Attitude 0 0 7 268 1 1 10 1 2 0 341
Provider Entity Denial of Treatment 0 0 0 0 2 0 0 0 1 0 14
Provider Entity Inappropriate Care 0 0 0 0 0 0 1 0 1 0 15
Category Total 5 0 16 431 7 6 13 1 6 0 886
Other Grievances
Category Total 0 0 0 2 0 0 19 3 0 1 1,255
Total All Categories 16 1 83 627 19 29 38 6 18 2 3,730
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Table 3 — 2008 Health Plan Grievances

Health Plans -
o | | 8|28 | B Z BE| % |33
3glel g8 £ T = 38| 5 - 8|3 5o oI zz
92 |g0 (g0 |B=| o £ |05 |EyclEsel ES (S _|SS
_ | §5 301888/ 30| 2 | £5 | 55 |58S(558 E5 (52§55
Grievance Categories << |[<moul<mT| mw () OT [ OT [OOZ|OTO| O [ooa|TxT T
Accessibility
Excessive Long Wait Time/

Appointment Scheduled Time 2 2 0 5 0 0 0 8 1 9
Lack of Primary Care Physician Availability 0 7 8 16 4 0 0 0 0 2 0 11
Lack of Specialist Availability 0 59 168 2 2 0 0 0 0 0 0
Lack of Telephone Accessibility 0 0 2 0 0 0 0 0 0
Lack of Language Availability 0 0 0 0 0 0 0 0
Category Total 2 68 183 27 8 5 0 0 0 10 1 27
Benefits/Coverage
Cancellation of Coverage 1 0 0 0 0 0 0 0 0 0
Disenrollment Problems 1 4 1 0 1 0 0 0 1 0
Dispute Over Covered Services 1 4 6 10 0 0 0 9 1 0 85
Subscriber Does Not Like Benefit 0 11 5 0 0 0 0 0 0 0 1
Non-Acceptance for Coverage 0 2 10 0 0 0 0 0 0 5
Category Total 3 19 12 16 11 1 0 0 9 2 0 97
Claims
Insufficient Payment 0 100 59 83 96 0 1 0 165 0 33
Premium Increased 0 0 0 0 0 0 0 0 0
Premium Refund Request 0 0 0 1 0 0 0 0 0
Refusal to Pay for Equipment 0 10 9 35 0 0 0 0 0 0 0
Refusal to Pay for Treatment 0 552 492 0 0 0 0 0 3 0 0
Slow Payments 0 8 8 0 0 0 0 0 4 0 16
Co-Payments 0 1 2 5 0 0 0 0 0 0 0 5
Category Total 0 671 570 51 83 97 0 1 3 169 0 56
Referral
Plan Refusal to Refer 0 3 5 0 0 0 0 0 0
Provider Entity Refusal to Refer 11 25
Category Total 1 0 0 16 0 25 0 0 0 1 0 2
Quality of Care
Experimental Investigative Procedure Denied 0 8 1 0 0 0 0 0 0 0
In-Area Emergency/Urgent Service Denied 0 1 5 12 0 1 0 0 0 0 0 0
Inadequate Facilities 0 0 3 0 2 0 0 0 0 3
Inappropriate Ancillary Care 0 0 0 0 0 0 0 0 0 51 0 0
Inappropriate Hospital Care 0 0 0 0 0 0 0 0 0 0 0
Inappropriate Physician Care 0 16 25 16 8 10 0 0 0 7 0 20
Out-of-Area Emergency/

Urgent Service Denied 0 0 0 0 0 0 0 0 0 0 0
Plan Denial of Treatment 0 172 74 0 1 0 0 0 0 0
Plan Inappropriate Care 0 10 2 0 0 0 0 0 2 0 2
Poor Physician/Staff Attitude 2 13 27 24 3 13 0 0 1 3 2 1
Provider Entity Denial of Treatment 0 0 0 0 0 0 0 0 0 2
Provider Entity Inappropriate Care 0 2 2 0 0 0 0 0 0 7
Category Total 2 222 139 58 11 31 1 0 1 64 2 35
Other Grievances
Category Total 0 218 419 19 1 0 0 0 1 29 1 0
Total All Categories 1,198 | 1,328 187 114 158 14 275 4 217
Grievance Rate per 10,000 Members 10 58 102 41 34 131 4 3 5 147 11 17
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Table 3 — 2008 Health Plan Grievances (continued)

Health Plans
o c|a o & 50| & oa So g o ® 0 =
££359leds58s| b5 |85 | £ | _o£|s2s|388Lus
. . 588595525238 55| <5 | 3 |568|5E5/538 =58
Grievance Categories TS5 TS| SwT(¥uT| X¥T | JT = louI|louI|(>SO0T| Car
Accessibility
Excessiye Long Wait Time/ _ ‘
Appointment Scheduled Time 1 1 9 63 0 2 4 1 1 0 119
Lack of Primary Care Physician Availability 0 0 4 22 0 2 0 0 0 2 78 ‘
Lack of Specialist Availability 0 0 4 12 1 0 0 0 0 0 250 | J
Lack of Telephone Accessibility 1 1 0 1 0 0 0 0 0 0 15 ‘
Lack of Language Availability 0 0 0 0 0 0 0 0 0 1 2 ‘
Category Total 2 2 17 98 1 4 4 1 1 3 464 ‘
Benefits/Coverage
Cancellation of Coverage 0 0 0 7 0 0 0 0 0 0 14 777‘
Disenrollment Problems 1 0 0 3 0 0 0 0 0 0 13 ‘
Dispute Over Covered Services 1 1 8 21 1 3 0 0 4 0 159 ‘
Subscriber Does Not Like Benefit 0 0 0 0 0 0 1 0 1 0 19 ‘
Non-Acceptance for Coverage 0 0 0 11 0 1 0 0 0 0 29 ‘
Category Total 2 1 8 42 1 4 1 0 5 0 234 ‘
Claims
Insufficient Payment 9 0 0 0 0 45 0 0 0 0 600 ‘
Premium Increased 0 0 0 0 0 0 0 0 0 0 0 ‘
Premium Refund Request 0 0 0 2 0 0 0 0 0 0 3 ‘
Refusal to Pay for Equipment 0 0 0 0 0 0 0 0 0 0 21 0 ‘
Refusal to Pay for Treatment 0 1 10 0 2 0 0 0 0 0 1,097 ‘
Slow Payments 0 2 1 0 1 0 0 0 0 0 40 ‘
Co-Payments 1 0 0 35 0 0 0 0 0 0 49 ‘
Category Total 10 3 11 37 3 45 0 0 0 0 1,810 | J
Referral
Plan Refusal to Refer 0 0 11 1 0 0 0 0 21 ‘
Provider Entity Refusal to Refer 0 0 36 3 0 0 0 0 1 0 81 ‘
Category Total 0 3% | 14 1 0 0 1 0 102 |
Quality of Care
Experimental Investigative Procedure Denied 1 0 0 0 0 0 0 0 0 11 ‘
In-Area Emergency/Urgent Service Denied 0 0 0 0 0 0 0 1 0 20 ‘
Inadequate Facilities 0 0 0 44 1 0 0 0 0 53 ‘
Inappropriate Ancillary Care 0 0 0 0 0 23 0 0 0 0 74 ‘
Inappropriate Hospital Care 0 0 1 5 1 0 1 0 0 0 9 ‘
Inappropriate Physician Care 0 0 4 164 6 4 3 0 0 0 283 ‘
Out-of-Area Em.ergency./ ‘
Urgent Service Denied 0 0 0 0 0 0 0 0 1 0 3
Plan Denial of Treatment 8 0 0 13 6 0 0 0 6 0 280 ‘
Plan Inappropriate Care 0 0 0 18 1 2 0 0 0 0 38 ‘
Poor Physician/Staff Attitude 1 0 4 347 1 4 18 0 4 0 468 ‘
Provider Entity Denial of Treatment 4 0 0 0 1 0 0 0 0 0 12 ‘
Provider Entity Inappropriate Care 0 0 0 0 0 0 1 0 0 0 14 ‘
Category Total 14 0 9 591 17 33 23 0 12 0 1,265 ‘
Other Grievances
Category Total 0 1 0 2 0 0 31 2 0 727 ‘
Total All Categories 29 7 81 784 23 86 59 3 19 (] 4,602 ‘

10



Healthy Families Report Grievance Summary

Table 4 — Change in Health Plans’ Grievance Rate 2007 — 2008

Grievance Rate
per 10,000 Members

Grievance Rate
per 10,000 Members

Grievance Categories 2007 2008 Percentage Change
Accessibility
Excessive Long Wait Time/

Appointment Scheduled Time 1 1 0%
Lack of Primary Care Physician Availability 1 1 0%
Lack of Specialist Availability 0 3 ~
Lack of Telephone Accessibility 0 0 0%
Lack of Language Availability 0 0 0%
Category Total 3 5 66.7%
Benefits/Coverage
Cancellation of Coverage 0 0 0%
Disenrollment Problems 0 0 0%
Dispute Over Covered Services 2 2 0%
Subscriber Does Not Like Benefit 0 0 0%
Non-Acceptance for Coverage 1 0 -100%
Category Total 3 3 0%
Claims
Insufficient Payment 4 7 75%
Premium Increased 0 0 0%
Premium Refund Request 0 0 0%
Refusal to Pay for Equipment 0 0 0%
Refusal to Pay for Treatment 7 12 71.4%
Slow Payments 0 0 0%
Co-Payments 1 1 0%
Category Total 12 20 66.7%
Referral
Plan Refusal to Refer 0 0 0%
Provider Entity Refusal to Refer 1 1 0%
Category Total 1 1 0%
Quality of Care
Experimental Investigative Procedure Denied 0 0 0%
In-Area Emergency/Urgent Service Denied 0 0 0%
Inadequate Facilities 0 1 ~
Inappropriate Ancillary Care 0 1 ~
Inappropriate Hospital Care 0 0 0%
Inappropriate Physician Care 3 3 0%
Out-of-Area Emergency/Urgent Service Denied 0 0 0%
Plan Denial of Treatment 2 3 50%
Plan Inappropriate Care 0 0 0%
Poor Physician/Staff Attitude 4 5 25%
Provider Entity Denial of Treatment 0 0 0%
Provider Entity Inappropriate Care 0 0 0%
Category Total 10 14 40%
Other Grievances
Category Total 10 8 -20%
Grievance Rate per 10,000 Members 43 51 18.6%
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Table 5 — Health Plans’ Grievances Percentage Change 2007 — 2008

Health Plans
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2007 Plan
Enrollment 7,838 | 201,496 | 134,404 | 43,657 33,358 10,334 2,417 3,226 | 25,949 | 20,482 3,494
2008 Plan
Enrollment 8,103 | 207,067 | 130,674 | 46,100 33,953 12,101 2,681 3,930 | 25,694 18,727 3,609
A Y From 2007 3.38% 2.77% 2.78% 5.60% 1.79% | 17.10% | 10.92% | 21.82% | -0.01% | -8.57% 3.29%
2007 Grievances
Reported 11 1,014 1,259 101 107 69 4 0 13 115 5
2008 Grievances
Reported 8 1,198 1,328 187 114 158 1 1 14 275 4
A Y From 2007 | -27.27% | 18.15% 5.48% | 85.19% 6.54% | 129.9% -75% ~ 7.69% | 139.13% -20%
Grievance Rate per
10,000 Members
2007 14 50 94 23 32 67 17 0 5 56 14
Grievance Rate per
10,000 Members
2008 10 58 102 41 34 131 4 3 5 147 11

Health Plans
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2007 Plan
Enrollment 119,431 9,830 3,509 50,365 | 119,579 12,093 3,801 36,166 6,224 15,123 3,241
2008 Plan
Enrollment 124,771 11,160 3,843 | 48,604 | 130,014 13,283 5,181 39,551 6,497 16,005 3,892
A Y From 2007 4.47% | 13.53% 9.52% | -4.57% 8.73% 9.84% | 36.31% 9.36% 4.34% 5.83% | 20.09%
2007 Grievances
Reported 193 16 1 83 627 19 29 38 6 18 2
2008 Grievances
Reported 217 29 7 81 784 23 86 59 3 19 6
AY From 2007 | 12.44% | 81.25% 700% 2.41% | 25.04% | 21.05% | 296.55% | 63.89% -50% | -5.56% 200%
Grievance Rate per
10,000 Members
2007 16 16 3 16 52 16 76 11 10 12 6
Grievance Rate per
10,000 Members
2008 17 26 18 17 60 17 166 15 5 12 15
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Healthy Families Program Grievance Report
Table 6 - Dental Plans and Vision Plans 2007 and 2008 Summary

Plan Grievances Grievance Rate % of Plan's
Enrollment Reported Per 10,000 Subscribers
Plan for 2007 in 2007 Members Filing Greivances
DENTAL
Access Dental 129,725 44 3 0.03%
Delta Dental 423,662 137 3 0.03%
HealthNet Dental 61,833 27 4 0.04%
Premier Access 25,468 5 2 0.02%
Safeguard Dental 143,693 118 8 0.08%
Western Dental 81,636 20 2 0.02%
Totals 866,017 351 4 0.04%
VISION
Eye Med Vision Care 71,227 0 0 0.00%
Safeguard Vision 66,148 3 0 0.005%
Vision Service Plan (VSP) 728,642 111 2 0.02%
Totals 866,017 114 1 0.01%
Plan Grievances Grievance Rate % of Plan's
Enrollment Reported Per 10,000 Subscribers
Plan for 2008 in 2008 Members Filing Greivances
DENTAL
Access Dental 131,052 51 4 0.04%
Delta Dental 431,412 155 4 0.04%
HealthNet Dental 73,587 50 7 0.07%
Premier Access 28,179 16 6 0.06%
Safeguard Dental 137,883 105 8 0.08%
Western Dental 93,326 22 2 0.02%
Totals 895,439 399 4 0.04%
VISION
Eye Med Vision Care 95,019 3 0 0.003%
Safeguard Vision 83,757 8 1 0.01%
Vision Service Plan (VSP) 716,663 140 2 0.02%
Totals 895,439 151 2 0.02%
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Table 7 — 2007 Dental/Vision Plan Grievances

© o s
o _ § g — | g¢@ g - | E_ | 4% H S § E‘ a7FT
Grievance Categories <o a Io o< | wo | 20| F2 ws | oS [Sn2F2
Accessibility
Excessive Long Wait Time/

Appointment Scheduled Time 10 7 1 1 7 5 31 0 0 1 1
Lack of Provider Availability 0 0 2 0 0 1 3 0 0 1 1
Lack of Specialist Availability 2 3 0 0 1 6 0 0 2 2
Lack of Telephone Accessibility 0 1 0 0 0 0 1 0 0 0 0
Lack of Language Availability 0 0 0 0 0 0 0 0 1 1
Category Total 10 10 6 1 7 7 41 0 0 5 5
Benefits/Coverage
Cancellation of Coverage 0 0 0 1 0 1 0 0 0 0
Disenrollment Problems 0 5 0 0 0 0 5 0 0 0 0
Dispute Over Covered Services 11 5 0 4 48 4 72 0 0 19 19
Subscriber Does Not Like Benefit 0 0 1 0 0 1 2 0 0 0 0
Non-Acceptance for Coverage 1 1 0 1 1 4 0 0 0
Category Total 11 11 2 4 50 6 84 0 0 19 19
Claims
Insufficient Payment 0 1 1 0 0 0 2 0 0 1 1
Premium Increased 0 0 0 0 0 0 0 0 0 0 0
Premium Refund Request 0 0 0 0 0 0 0 0 0 0 0
Refusal to Pay for Equipment 0 0 0 0 0 0 0 0 0 1 1
Refusal to Pay for Treatment 0 1 0 0 0 0 1 0 0 0 0
Slow Payments 0 0 0 0 0 0 0 0 0 1 1
Co-Payments 0 2 2 0 0 0 4 0 0 1 1
Category Total 0 4 3 0 0 0 7 0 0 4 4
Referral
Plan Refusal to Refer 1 2 0 0 0 0
Provider Entity Refusal to Refer 0 0
Category Total 1 2 0 0 0 0 3
Quality of Care
Experimental Investigative Procedure Denied 0 0 0 0 0 0 0
In-Area Emergency/Urgent Service Denied 0 0 0 0 1 2 3
Inadequate Facilities 0 0 0 0 0 0 0
Inappropriate Ancillary Care 0 1 0 0 0 0 1
Inappropriate Hospital Care 0 0 0 0 0 0 0
Inappropriate Provider Care 0 31 0 0 34 5 70
Out-of-Area Emergency/

Urgent Service Denied 0 0 0 0 0 0 0
Plan Denial of Treatment 0 0 0 0 0 0 0
Plan Inappropriate Care 0 0 0 0 0 0 0
Poor Staff Attitude 11 8 3 0 5 0 27
Provider Entity Denial of Treatment 2 1 0 0 0 3
Provider Entity Inappropriate Care 3 1 12 0 0 0 16
Category Total 14 43 16 0 40 7 120
Other Grievances
Category Total 8 67 0 0 21 0 97
Total All Categories

14



Healthy Families Program Grievance Report
Table 8 — 2008 Dental/Vision Plan Grievances

Members

? s T - S8 g 3 §
. . oo © Qo o | 50| 23| ol L | 58 25?2 o |E®
Grievance Categories <0 o o o< [7/ M =] 2o =g} w > wsS [Sn2 F O
Accessibility
Excessive Long Wait Time/

Appointment Scheduled Time 5 9 3 1 17 6 4 0 0 0 0
Lack of Provider Availability 0 0 2 0 0 2 4 0 0 0 0
Lack of Specialist Availability 0 0 1 0 0 1 2 0 2 0 2
Lack of Telephone Accessibility 0 0 0 0 0 0 0 0 0 1 1
Lack of Language Availability 0 0 0 0 0 0 0 0 0 0 0
Category Total 5 9 6 1 17 9 47 0 2 1 3
Benefits/Coverage
Cancellation of Coverage 0 0 1 0 0 0 1 0 0 0 0
Disenrollment Problems 0 2 0 0 0 0 2 0 0 0 0
Dispute Over Covered Services 19 13 1 14 52 9 108 0 0 21 21
Subscriber Does Not Like Benefit 0 1 2 0 0 0 3 0 0 5 5
Non-Acceptance for Coverage 0 1 1 0 0 0 2 0 0 0 0
Category Total 19 17 5 14 52 9 116 0 0 26 26
Claims
Insufficient Payment 0 0 10 0 0 0 10 0 0 0 0
Premium Increased 0 0 0 0 0 0 0 0 0 0 0
Premium Refund Request 0 0 0 0 0 0 0 0 0 0 0
Refusal to Pay for Equipment 0 0 0 0 0 0 0 0 0 0 0
Refusal to Pay for Treatment 0 1 0 0 0 0 1 0 0 0 0
Slow Payments 0 2 1 0 0 0 3 0 0 0 0
Co-Payments 0 5 2 0 0 0 7 1 0 0 1
Category Total 0 8 13 0 0 0 21 1 0 0 1
Referral
Plan Refusal to Refer 0 0 0 0 0 1 1
Provider Entity Refusal to Refer 0 0 1 0 0 0 1
Category Total 0 0 1 0 0 1 2
Quality of Care
Experimental Investigative Procedure
Denied 0 0 0 0 0 0 0
In-Area Emergency/Urgent Service Denied 0 0 0 0 0 0 0
Inadequate Facilities 0 1 3 0 0 0 4
Inappropriate Ancillary Care 0 1 0 0 0 0 1
Inappropriate Hospital Care 0 0 0 0 0 0 0
Inappropriate Provider Care 0 31 2 0 17 3 53
QOut-of-Area Emergency/

Urgent Service Denied 0 0 0 0 0 0 0
Plan Denial of Treatment 0 0 0 0 0 0 0
Plan Inappropriate Care 0 0 0 0 0 0 0
Poor Staff Attitude 10 4 3 0 0 0 17
Provider Entity Denial of Treatment 0 0 0 0 0 0 0
Provider Entity Inappropriate Care 2 0 17 0 0 0 19
Category Total 12 37 25 0 17 3 94
Other Grievances
Category Total 15 84 0 1 19 0 119
Total All Categories
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Table 9 — Change in Dental and Vision Plans’ Grievances Rate 2007 — 2008
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2007 Plan
Enrollment 129,725 423,662 61,833 25,468 143,693 81,636 71,227 66,148 728,642
2008 Plan
Enrollment 131,052 431,412 73,587 28,179 137,883 93,326 95,019 83,757 716,663
A Y From 2007 1.03% 1.83% 19.01% 10.64% -4.04% 14.32% 33.40% 26.62% -1.64%
2007Grievances
Reported 44 137 27 5 118 20 0 3 111
2008 Grievances
Reported 51 155 50 16 105 22 3 8 140
A Y From 2007 15.91% 13.14% 85.19% | 220.00% | -11.02% 10.00% ~ | 166.67% 26.13%
Grievance Rate per
10,000 Members
2007 3 3 4 2 8 2 0 0 2
Grievance Rate per
10,000 Members
2008 4 4 7 6 8 2 0 1 2
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Table 10 - Demograhic Comparisons of HFP Members

Healthy Families Program
Demographics of Families Enrolled

ETHNICITY

Percentage of HFP | Percentage of Total | Percentage of HFP | Percentage of Total

Population - 2007 Grievances - 2007 Population - 2008 Grievances - 2008
Hispanic / Latino 54.10% 49.57% 54.28% 47.18%
Other 18.93% 19.78% 20.28% 23.76%
Asian / Pacific 13.30% 7.03% 9.89% 7.37%
White 8.52% 17.76% 10.30% 16.58%
Did Not Identify 2.63% 2.69% 2.69% 2.03%
African American 2.36% 2.60% 2.27% 2.85%
American Indian 0.15% 0.57% 0.29% 0.23%

Overall 100% 100% 100% 100%
Healthy Families Program
Demographics of Families Enrolled
SPOKEN LANGUAGE

Percentage of HFP | Percentage of Total | Percentage of HFP | Percentage of Total

Population - 2007 Grievances - 2007 Population - 2008 Grievances - 2008
Spanish 46.71% 40.69% 45.57% 39.33%
English 39.68% 50.72% 45.71% 53.42%
Chinese 4.85% 1.74% 2.93% 1.63%
Other Language* 4.36% 4.71% 2.73% 3.64%
Viethamese 2.73% 0.75% 1.86% 1.22%
Korean 1.68% 1.39% 1.20% 0.77%

Overall 100% 100% 100% 100%

Healthy Families Program
Demographics of Families Enrolled

REGION
Percentage of HFP | Percentage of Total | Percentage of HFP | Percentage of Total
Population - 2007 Grievances - 2007 Population - 2008 Grievances - 2008
1 (Northern) 1.49% 8.65% 9.36% 7.22%
2 (Valley) 15.34% 19.25% 18.18% 22.09%
3 (Bay Area) 10.89% 6.51% 9.66% 6.54%
4 (South Coast) 10.41% 9.70% 12.58% 8.87%
5 (Los Angeles) 36.20% 33.72% 25.58% 34.17%
6 (South) 25.67% 22.17% 24.64% 21.11%
Overall 100% 100% 100% 100%

(*) The term "Other Language" is defined as including - Arabic, Armenian, Cambodian, Farsi, French, Hebrew,
Hmong, Italian, Japanese, Lao, Llacano, Mien, Polish, Portuguese, Russian, Samoan, Tagalog, Thai and Turkish.
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