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Grievances in December 2024 more than doubled by 276% compared to last year same period.

109



600

500

400

300

200

100

[1 Complaint - Exempt Grievance

e%
X X J
[ 7\ )
cchealth.org
101
127
91
9 10
Dec Jan
Qtr4d
2023

214

19
Feb

Qtrl

356
344
147 LE
Mar Apr

268

120

May
Qtr2

364

118

Jun

Grievance Topics
12/2023 - 12/2024, By Month

292

111

RIS

Jul

2024

380
333 372
329
303 280
118 99 Lt 70 92
1 7 16 4
Aug Sep Oct Nov Dec
Qtr3 Qtr4

[ Complaint: Mbr refused to file Grievance [1Expedited Grievance [ Grievance

110



500

400

300

200

100

osTa @Y@
T H [ X X )
[ 7\ )
cchealth.org
112
101 —f—
o = &
5 42
53 30 =
Dec Jan Feb
Qtrd Qtrl
2023

\~.|

273

104

121

Mar

309

91

125

Apr

1 Access

an

233

63

94

268

92

119

May
Qtr2

Jun

[0 Quality of Care

Grievance Issue Types
12/2023 - 12/2024, by Month

279
251
66
51
100 121
Jul Aug
Qtr3

2024
[1Quality of Service

226

264
238
86
80
108 135
Sep Oct
1 Other Types

74

86

Nov

Qtrd

Top two drivers or 80% of grievances are Quality of Service & Access grievance issue types,
while Quality of Care makes up the difference at ~18% of total grievances.

380

19

202

69

90

Dec

111



. conTrA cosTA @98 Top 5 Grievances — Quality of Care
EALTH oge 12/2023 - 12/2024, by Month
cchealth.org
60
0 12
10 13
" 8 14 69
9 11 6
4 4
30 . 6 6 4 E - 3 13
2 2 5
3 18 4 5
20 1
’s 6 6 " 11 13 2 13 22
3 7 16 14
10 1 9 3
7 12 L 11 14 12 5 11 11
7 1 8 7 7
0 3
Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Qtrd Qtrl Qtr2 Qtr3 Qtrd
2023 2024

[1Diagnosis/Treatment [ Inapropriate Provider Care ] Lack of MD Continuity [ Medication Refill Issue [ Treatment Explanation

Inappropriate Provider Care & Medication Refill Issue make up 40% of Quality of Care sub-topics.
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CONTRA COsTA @90 Top 10 Grievance Sub-Topics
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Billing Issues remain #1 grievance sub-topics in last few quarters of 2024 with Q4
24 showing 34% improvement compared to Q2 ’24. 113
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Moving average per quarter shows spike in grievances in Q2’ 24 for both CCHP Commercial & Medi-Cal members.
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74% of total appeals are Medi-Cal member related, with 15% of those appeals expedited.
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88% decrease in Standard Member Appeal of Services Denied in December 2024 compared to start of that quarter.

In contrast, Expedited Member Appeals doubled.
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~60% of appeals are overturned.
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Moving average per quarter shows downward trend in Q4 '24 for appeals per CCHP Medi-Cal member.
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