Technical Proposal
I. Proposed Solution

Attachment 1.C.14-1 Enrollee Grievances and Appeals

CM = Care Manager KDMS = Kentucky Department for
Enrollee Grievance and Appeal Submission Process AOR = Appointment of Representative Medicaid Services
G&A = Grievances and Appeals LAR = Legally Authorized Representative

Cl = Critical Inquiry

Grievance & Appeal Submission Intake Process

* Translation services ¢ Video interpretation (
e Teletype (TTY) * CM may assist Y Oral or written grievance/
* Translation of the Enrollee in appeal received and logged
written materials writing their Submission Vi o
grievance/appeal ubmission via onsite visit —
y = .
-
Grievance Appeal
( E & Submission via Call Center —
Can file J /
grievance -
or appeal
Submission to a CM, or other :
. . — Moved to review phase
Enrollee facing associate
J
Enrollee/LAR Subcontractor
. —> Y Submission via written -
Can file V4 communication
grievance )
or appeal
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Technical Proposal
I. Proposed Solution

Attachment 1.C.14-1 Enrollee Grievances and Appeals

CM = Care Manager KDMS = Kentucky Department for
Enrollee Grievance Process AOR = Appointment of Representative Medicaid Services
G&A = Grievances and Appeals LAR = Legally Authorized Representative

Cl = Critical Inquiry

Intake Process Within 5 Business Days 30 Days

!

No AOR form or legal

documentation was

received, the case is
closed.

-
. . . . Grievance research
. . .Grlevance is logged in Is the grievance Acknowledgment letter —> completed by G&A
Grievance received inventory management submitted by BT -
> sent to Enrollee/LAR — specialist; inclusive of
system and reviewed Enrollee/LAR? clinical review when
J J necessary.
l Y,
-
AOR form or other
legal documentation Grievance is resolved
included?
J l Y,
e
- . Notice of disposition is
G&A specialist obtains sent to Enrollee/LAR,
AOR form or legal which includes next
documentation? >
level appeal rights
Y,

Enrollee/LAR
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Technical Proposal
I. Proposed Solution

Attachment 1.C.14-1 Enrollee Grievances and Appeals

Enrollee Appeal Process

3 Within 72 Hours

Appeal is submitted
by Enrollee or LAR?

Humana
receives
appeal

. Is this an
Appeal Is expedited
reviewed

appeal?

=

If an AOR
form is not
received the

P

If letter is not from Enrollee
and AOR form or other legal
documentation is not included or
on file, then AOR form is sent.

CM = Care Manager

AOR = Appointment of Representative
G&A = Grievances and Appeals

Cl = Critical Inquiry

Within 5 Business Days

KDMS = Kentucky Department for
Medicaid Services

LAR = Legally Authorized Representative

30 Days

=2

Acknowledgment

letter is sent

s

> G&A specialist
completes research;
inclusive of
obtaining MD review

\

when necessary.

Upon disposition
the G&A specialist
will ensure that the

AOR form or other
legal documentation

authorization(s)
are updated and
claim(s) reprocessed

case is closed { included? J when applicable.
pending J
receipt of v <
the form. *

G&A Specialist receives expedited ( ) ) .
appeal and completes research: Notice of disposition
inclusive of obtaining MD review. o is sent to Enrollee/

Upon disposition, the G&A specialist G&A specialist LAR, which includes

will ensure that all authorization(s) obtains AOR right to file a

are updated when applicable. form or legal State Fair Hearing
) documentation? with KDMS
* J
r l

Oral notice of disposition is given . . e
by hour 72 unless the Expedited ’\il??ecr?t?;%:/sr?t?r?:gh&n
Appeal is relatedhto an ongoing Enrollee, LAR, or CM

emergency or denial of continued ==l and includes the No AOR form or

hospitalization in which case . . ) legal documentation
it will be given in accordance rlgsr;;ttg Ifla:?r?-lxgai?rlmtm was received, the
with the medical/immediacy & case is closed.
y ) Enrollee/LAR
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Technical Proposal
I. Proposed Solution

Attachment 1.C.14-1 Enrollee Grievances and Appeals

Enrollee Grievance Received from the State

Cl coordinator
logs the grievance
into system
and assigns the
grievance to a Cl
representative. An
acknowledgment
of receipt is
sent to KDMS.

MCO RFP #758 2000000202

Was the grievance
submitted by the
Enrollee/LAR?

CM = Care Manager
AOR = Appointment of Representative

G&A = Grievances and Appeals

Cl = Critical Inquiry

KDMS = Kentucky Department for
Medicaid Services

A 4

Acknowledgment letter
with AOR form is sent
to the Enrollee/LAR

s s
Cl representative
Acknowledgment —0 researches the
letter sent to the issue and engages
Enrollee/LAR > the Enrollee/LAR
as necessary
s s

Cl representative
determines a resolution
and oversees the
implementation of
resolution including
claims adjudication

LAR = Legally Authorized Representative

Within Required KDMS Timeframes

7

-

Grievance is resolved

v

Is the AOR form or other
legal documentation
included?

o)

A

Attachment I.C.14-1

Resolution call is
made and letter is sent
directly to the Enrollee

if the AOR form or
legal documentation
is not received timely

0%

Resolution call is placed
to the Enrollee/LAR and
resolution letter is sent

Enrollee/LAR

AN
0aod

KDMS
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