e% -
Il HEALTH @S Membership

cchealth.org

Membership
300,000
230,000 575 837
280,000
270,000
260,000 269,585
250,000
240,000
230,000
220,000
210,000
200,000
§8I I FTIJIIIIFIIIIIIT I G Q
2882 EEPEREESRI S8 588

Source: CCHP Population Health Dashboard (Power Bl) as of 3/19/2025
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Count of CRM #
Total Appeals
40
13 35
35 31 31 31

30
23
25
20
15
10
Mar | Apr = May | Jun Jul Aug Sep @ Oct Nov | Dec Jan Feb
2024 2025
Years (Receive Time) ."¥ Months (Receive Time) ~ Receive Time ~ + -

Source: TAP2393 CRM Appeals Report
Date Range: 3/1/2024 — 2/28/2025

Appeals
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H LTH ©e® Appeals (continued)

cchealth.org

Count of CRM # Count of CRM #

Appeals by Topic Appeals by Benefit Type
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Expedited appeals are defined as appeals where waiting for a standard decision may _9\51‘\ @*Q\ @@" & Q‘}@“
seriously put the health of the member at risk (like if they are currently in the hospital or Qoé\ o"@ < S O&Q

urgently need medication) -
Benefit Type .

Source: TAP2393 CRM Appeals Report
Date Range: 3/1/2024 — 2/28/2025
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cchealth.org

Count of CRM # Count of CRM #
Appeals by Outcome - Percentage Appeals by Outcome
80% 4% 23% 76% 24% 250
70% 65%
201
200
60%
50%
150
40% Response Type .YV
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30% 35% —o—Upheld 100
20% — 26% 2T oy 26%
10% 50
0%
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2024 2025 Overturned Upheld
Years (Receive Time) W Months (Receive Time) ~ Receive Time ~ + - Response Type W

Source: TAP2393 CRM Appeals Report
Date Range: 3/1/2024 — 2/28/2025
Filter: Removed “Other” outcomes (member cancelled or not yet resolved)
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Count of COMM ID

Total Grievances

800 539

408 433

500
400
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100

Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2024

Years (Receive Time) .Y Months (Receive Time) ~ Receive Time ~

1.7 grievances per 100K member
California Medi-Cal average is 3.1 grievances per 100K member

Source: TAP2392 CRM Grievance Summary
Date Range: 3/1/2024 — 2/28/2025
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Jan

357
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2025

Grievances

Count of COMM ID

Grievances by Issue Type
300

240

250

200
Griev Issue v
150 =@ CCESS
=== Other Issues
100 =@ Quality of Care
=@ Quality of Service
50
0
Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb
2024 2025
Years (Receive Time) 'Y Months (Receive Time) ~ Receive Time v + -

Access examples: physical access, provider availability, language access

Quality of Care examples: inappropriate care, provider grievances

Quality of Service examples: case management, provider/staff attitude, member materials
Other Issues examples: Referrals, billing, appeal timeliness
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[l HEALCTH ©e° Advice Nurse

Call Volume
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- Total
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- - Callbacks
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Source: Call Center Dashboard (Qlik)
87
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Team Filter: AN — Advice Nurse
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