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Member & Provider Communications

Experience Period

Jul-20

Aug-20

Sep-20

Oct-20

Nov-20

Dec-20

Medicare | Medicaid | BCBSVT|[ MVP | Total | Medicare | Medicaid [ BCBSVT| MVP | Total | Medicare | Medicaid [ BCBSVT| MVP | Total | Medicare | Medicaid [ BCBSVT| MVP |Total* | Medicare | Medicaid | BCBSVT| MVP |[Total* | Medicare | Medicaid | BCBSVT| MvVP | Total
1. Inquiries
Member Inquiries
Opt-Out Requests (opted out officially) 0 0 0 7 7 1 2 0 13 16 0 0 0 3 3 0 0 0 5 5 0 0 0 0 0 0 13 0 0 13
General OneCare Questions 1 0 0 2 3 0 0 1 0 1 0 1 0 0 1 0 0 2 1 3 0 0 1 0 1 1 0 0 0 1
PAJEligibility Process 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Total Member Inquiries 1 0 0 9 10 1 2 1 13 17 0 1 0 3 4 0 0 2 6 8 0 0 1 0 1 1 13 0 0 14
Provider Inquiries
General OneCare Questions 0 2 0 0 2 0 3 0 0 3 0 0 0 0 0 0 1 0 0 1 0 0 0 0 0 1 4 0 1 6
PA/Eligibility Process 3 1 0 0 4 0 0 0 0 0 0 2 0 0 2 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Contracting 2 0 10 0 12 1 0 0 0 1 0 0 0 0 0 1 0 17 0 18 0 0 0 0 0 1 0 1 0 2
Total Provider Inquiries 5 3 10 0 18 1 3 0 0 4 0 2 0 0 2 1 1 17 0 19 0 0 0 0 0 2 4 1 1 8
Total Member & Provider Inquiries 6 3 10 9 28 2 5 1 13 21 0 3 0 3 6 1 1 19 6 27 0 0 1 0 1 3 17 1 1 22
3. Complaints/Grievances & Appeals
Member Complaints 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Provider Complaints 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Member Grievances & Appeals 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Provider Grievances & Appeals 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

**This report includes all forms of communication (Phone, Email, In-Person, Written)

*Please note: Reporting reflects system
outage Oct 28 — Dec 4 2020




