QUARTERLY GRIEVANCE SUMMARY REPORT

	
	
	Volume per Month
	Percentage of Total Membership per Month

	Category
	Proposed Definition for Grievance
	Month 1
	Month 2
	Month 3
	Month1
	Month2
	Month 3

	Billing
	Any grievance related to a member being billed or having to pay for a service.  However, if the member is indicating that they cannot access providers and/or services they currently need due to the billing issue, then the difficulty accessing care category should be utilized.
	
	
	
	
	
	

	Difficulty Accessing Care
	Any grievance related to members ability to access care from needed providers.  This would include lack of participating providers, and an inability obtaining referrals and prior authorization to additional providers.
	
	
	
	
	
	

	Member Eligibility
	Any grievance regarding membership eligibility and verification issues related to membership on a month in question.
	
	
	
	
	
	

	ID Card Issue
	This would include not receiving ID cards.  Any problems with the cards including errors identified on the issued card.
	
	
	
	
	
	

	MCO Administrative Grievance
	This category includes grievances regarding the plans beneficiary call centers, case management issues with the plan, the plans policies or procedures, nurse help lines, and any additional benefits the plan offers.
	
	
	
	
	
	

	Medical Treatment Grievance 
	Any grievance related to a member’s dissatisfaction with the medical care provided or perceived as not provided or perceived as inappropriate care.  However, if the member is indicating that they cannot access providers and/or services they currently need due to the treatment issue, then this would be classified as difficulty accessing care.
	
	
	
	
	
	

	Provider Office and Staff Grievance
	Any grievance related to a member’s dissatisfaction with a provider that is not related to the medical care.  This would include a lack of a caring attitude, rude staff, office staff not responsive, etc. However, if the member is indicating that they cannot access providers and/or services they currently need due to the dissatisfaction, then this becomes an access grievance.
	
	
	
	
	
	

	Other Issues
	Any other issues not fitting in the categories referenced above.
	
	
	
	
	
	


