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WV Health Benefits Manager
Mountain Health Trust

May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Average
Call Received 1,661 1,793 2,073 2,100 1,960 2,171 1,819 1,986 3,505 2,520 2,456 2,349 2,199
Calls Answered 1,630 1,726 1,985 2,033 1,902 2,095 1,758 1,918 3,419 2,443 2,407 2,278 2,133
Abandon Calls 31 64 88 67 58 76 61 68 86 77 49 71 66
Abandonment Rate 1.87% 3.57% 4.25% 3.19% 2.96% 3.50% 3.35% 3.42% 2.45% 3.06% 2.00% 3.02% 3.05%
Average Length of Call 3:31 3:35 3:26 3:43 3:34 3:56 3:58 3:24 3:27 4:09 3:47 4:11 3:43
Average Enrollee Hold Time 0:07 0:06 0:06 0:06 0:06 0:07 0:07 0:10 0:10 0:07 0:11 0:07 0:08
Busiest Day of the Month 1-May 12-Jun 15-Jul 14-Aug 11-Sep 17-Oct 12-Nov 17-Dec 2-Jan 14-Feb 4-Mar 8-Apr -

Call Center Statistics
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies call volume and additional key statistics for the Mountain Health Trust Helpline.
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WV Health Benefits Manager
Mountain Health Trust

Date Op 4 Op 5 Op 6 Op 7 Op 8 Op 9 Op 10 Op 11 Op 4 Op 5 Op 6 Op 7 Op 8 Op 9 Op 10 Op 11
1-Apr 19 28 24 12 16 0 5 0 18 27 23 12 16 0 5 0
2-Apr 19 14 19 15 15 0 9 0 19 14 19 15 15 0 8 0
3-Apr 14 16 17 11 17 0 10 0 14 16 17 10 17 0 10 0
4-Apr 13 13 11 8 16 0 7 3 13 13 10 7 15 0 7 3

Week 1 65 71 71 46 64 0 31 3 64 70 69 44 63 0 30 3
7-Apr 19 21 21 16 6 4 11 7 18 21 20 14 6 4 10 7
8-Apr 35 16 31 26 26 5 10 28 34 15 31 26 26 5 10 28
9-Apr 5 40 27 24 32 0 16 29 5 39 24 23 30 0 16 28

10-Apr 0 39 30 18 21 1 11 20 0 38 28 18 20 1 11 20
11-Apr 19 19 16 17 13 1 10 16 17 18 16 15 13 0 10 15
Week 2 78 135 125 101 98 11 58 100 74 131 119 96 95 10 57 98
14-Apr 31 40 24 0 32 2 14 31 29 39 24 0 29 1 13 28
15-Apr 12 22 19 14 21 5 8 17 11 22 19 12 20 5 7 16
16-Apr 11 17 13 12 12 4 8 12 11 17 13 11 12 4 8 12
17-Apr 12 16 14 11 12 3 7 7 12 15 14 11 11 2 7 7
18-Apr 14 20 17 14 11 2 7 0 13 19 16 14 11 2 7 0
Week 3 80 115 87 51 88 16 44 67 76 112 86 48 83 14 42 63
21-Apr 15 11 17 10 13 2 7 11 15 11 17 9 13 2 7 11
22-Apr 15 16 15 12 9 3 8 9 15 16 14 11 9 3 8 8
23-Apr 9 17 12 11 12 3 5 11 9 17 12 10 12 3 5 11
24-Apr 9 16 15 13 13 3 8 13 9 16 15 13 13 3 8 13
25-Apr 8 16 12 10 10 1 7 9 8 16 12 10 10 1 7 9
Week 4 56 76 71 56 57 12 35 53 56 76 70 53 57 12 35 52
28-Apr 13 28 16 16 19 4 6 17 13 28 13 16 18 4 6 17
29-Apr 14 18 19 13 18 5 6 15 14 18 19 12 18 5 6 15
30-Apr 19 0 18 16 19 5 10 14 18 0 17 15 19 5 10 14
Week 5 46 46 53 45 56 14 22 46 45 46 49 43 55 14 22 46
Total 325 443 407 299 363 53 190 269 315 435 393 284 353 50 186 262

2,349 Total Calls Answered 2,278

Date Op 4 Op 5 Op 6 Op 7 Op 8 Op 9 Op 10 Op 11 Op 4 Op 5 Op 6 Op 7 Op 8 Op 9 Op 10 Op 11
1-Apr 3:20 3:08 3:14 5:15 2:06 0:00 6:00 0:00 0:06 0:03 0:07 0:05 0:08 0:00 0:03 0:00
2-Apr 2:00 3:21 6:53 3:00 4:01 0:00 5:34 0:00 0:07 0:03 0:06 0:12 0:08 0:00 0:04 0:00
3-Apr 2:36 3:07 4:53 5:33 3:18 0:00 3:50 0:00 0:07 0:05 0:05 0:06 0:26 0:00 0:09 0:00
4-Apr 1:54 3:00 5:40 5:42 4:13 0:00 4:57 2:33 0:10 0:06 0:14 0:06 0:09 0:00 0:05 0:07

Week 1 2:27 3:09 5:10 4:52 3:24 0:00 5:05 2:33 0:07 0:04 0:08 0:07 0:12 0:00 0:05 0:07
7-Apr 3:06 3:16 4:05 4:23 5:00 2:07 6:11 4:11 0:06 0:12 0:05 0:05 0:06 0:08 0:05 0:05
8-Apr 3:00 3:19 6:29 4:32 4:46 6:20 6:10 4:15 0:09 0:14 0:06 0:05 0:18 0:07 0:06 0:11
9-Apr 2:25 3:25 5:52 4:05 3:57 0:00 5:56 4:44 0:08 0:06 0:09 0:05 0:08 0:00 0:10 0:08

10-Apr 0:00 3:00 5:32 4:47 3:20 4:09 7:45 3:40 0:00 0:07 0:06 0:05 0:08 0:11 0:05 0:04
11-Apr 2:40 3:44 7:34 4:20 5:01 0:00 5:10 4:21 0:06 0:04 0:06 0:05 0:08 0:00 0:05 0:04
Week 2 2:47 3:20 5:54 4:25 4:24 4:12 6:14 4:14 0:05 0:08 0:06 0:05 0:09 0:08 0:06 0:06
14-Apr 2:21 2:47 4:25 0:00 4:18 5:22 6:09 4:29 0:05 0:05 0:05 0:00 0:07 0:09 0:04 0:07
15-Apr 3:00 4:11 5:29 4:33 4:35 2:40 4:26 5:07 0:06 0:10 0:06 0:07 0:07 0:07 0:04 0:05
16-Apr 2:00 3:28 5:15 5:27 3:55 3:25 6:28 4:23 0:08 0:03 0:05 0:06 0:08 0:08 0:04 0:06
17-Apr 1:55 3:40 6:00 5:13 4:18 4:50 5:26 3:11 0:06 0:04 0:06 0:05 0:12 0:09 0:04 0:04
18-Apr 2:29 3:05 5:11 4:57 3:20 0:45 6:57 0:00 0:07 0:19 0:06 0:05 0:11 0:09 0:04 0:00
Week 3 2:21 3:26 5:16 5:02 4:05 3:24 5:53 4:17 0:06 0:08 0:05 0:05 0:09 0:08 0:04 0:04
21-Apr 2:43 3:00 5:50 3:33 3:32 7:03 6:23 4:27 0:07 0:34 0:07 0:05 0:08 0:09 0:06 0:05
22-Apr 3:13 3:56 5:33 3:55 3:22 10:07 5:25 6:03 0:07 0:06 0:07 0:06 0:07 0:12 0:04 0:05
23-Apr 2:11 3:05 4:50 4:20 3:25 5:07 7:00 3:27 0:05 0:03 0:09 0:05 0:08 0:08 0:04 0:05
24-Apr 2:44 3:50 4:33 4:32 5:32 4:07 5:03 4:08 0:07 0:04 0:06 0:05 0:07 0:08 0:13 0:04
25-Apr 2:03 2:44 4:08 3:40 5:20 3:54 5:00 3:44 0:07 0:03 0:09 0:05 0:10 0:08 0:04 0:05
Week 4 2:34 3:19 4:58 4:00 4:14 6:03 5:46 4:21 0:06 0:10 0:07 0:05 0:08 0:09 0:06 0:04
28-Apr 1:23 2:15 4:25 3:34 4:07 3:15 7:33 4:41 0:06 0:04 0:06 0:05 0:08 0:09 0:05 0:05
29-Apr 3:19 2:39 5:42 5:32 4:01 4:20 6:00 4:33 0:08 0:04 0:07 0:06 0:07 0:39 0:03 0:04
30-Apr 3:07 0:00 5:28 3:13 3:37 0:00 2:20 5:11 0:06 0:00 0:08 0:05 0:08 0:09 0:03 0:04
Week 5 2:36 2:27 5:11 4:06 3:55 3:47 5:17 4:48 0:06 0:04 0:07 0:05 0:07 0:19 0:03 0:04
Average 2:33 3:08 5:18 4:29 4:00 4:21 5:39 4:02 0:06 0:07 0:06 0:05 0:09 0:11 0:05 0:05

4:11 Average Queue Time 0:07

Average Call Time Average Queue Time

Average Call Time

Daily Operator Statistics
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report details the number of calls received, number of calls answered, average talk time, and average queue time by operator for each day
of the reporting month.

Number of Calls Received Number of Calls Answered

Total Calls Received

Run Date: 5/1/2014
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WV Health Benefits Manager
Mountain Health Trust

May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Average
Average Calls Answered per Day
Operator 4 15 13 15 15 16 20 20 24 38 28 29 15 21
Operator 5 18 16 18 17 18 21 26 0 22 30 32 21 20
Operator 6 9 13 13 12 13 15 15 16 29 26 27 18 17
Operator 7 15 17 18 17 19 23 22 24 35 29 7 14 20
Operator 8 11 17 16 14 15 15 17 18 30 26 29 16 19
Operator 9 0 0 0 0 0 0 8 16 27 17 0 3 12
Operator 10 3 4 4 4 4 5 4 4 7 0 6 8 4
Operator 11 0 0 0 0 0 0 0 0 0 0 0 15 15
Average Call Time
Operator 4 2:28 2:59 2:38 2:48 2:50 3:08 2:57 2:46 2:40 2:40 2:33 2:33 2:45
Operator 5 3:13 3:47 3:23 3:24 3:07 3:25 2:59 0:00 3:32 3:36 3:07 3:08 3:03
Operator 6 5:38 5:29 5:17 5:42 4:31 5:34 5:04 5:18 4:28 5:16 5:02 5:18 5:13
Operator 7 2:58 2:54 2:55 3:21 0:00 3:30 3:29 3:19 3:03 3:08 3:37 4:29 3:03
Operator 8 4:28 4:06 3:57 4:27 4:18 4:45 5:12 4:36 3:51 4:14 3:57 4:00 4:19
Operator 9 0:00 0:00 0:00 0:00 0:00 0:00 5:15 5:05 4:00 6:03 0:00 4:21 4:07
Operator 10 2:37 2:30 2:27 2:32 3:04 3:15 2:50 2:42 2:37 0:00 4:23 5:39 2:53
Operator 11 0:00 0:00 0:00 0:00 0:00 0:00 0:00 0:00 0:00 0:00 0:00 4:02 4:02
Average Queue Time
Operator 4 :07 :06 :05 :07 :07 :08 :08 :09 :16 :07 :10 :06 :08
Operator 5 :05 :05 :05 :05 :04 :05 :05 :00 :06 :07 :13 :07 :06
Operator 6 :07 :07 :06 :06 :06 :08 :08 :23 :12 :10 :11 :06 :09
Operator 7 :04 :04 :04 :05 :05 :07 :08 :11 :10 :06 :08 :05 :06
Operator 8 :07 :06 :07 :08 :07 :07 :10 :12 :12 :10 :17 :09 :09
Operator 9 :00 :00 :00 :00 :00 :00 :03 :11 :07 :03 :00 :11 :07
Operator 10 :05 :04 :04 :05 :06 :05 :05 :07 :05 :00 :09 :05 :05
Operator 11 :00 :00 :00 :00 :00 :00 :00 :00 :00 :00 :00 :05 :05

Monthly Operator Statistics
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report details the average number of calls handled, average call time, and average queue time by operator for each of the past
12 months.

Run Date: 5/1/2014
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May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
CoventryCares of WV Enrollments

Phone Enrollments 99 142 162 145 184 217 217 267 310 229 196 273 2,441
Written Enrollments 152 152 181 191 168 205 218 204 354 337 294 267 2,723
Newborn Enrollments 307 271 320 357 288 342 227 303 436 326 449 416 4,042

Total Coventry Enrollments 558 565 663 693 640 764 662 774 1,100 892 939 956 9,206
The Health Plan Enrollments

Phone Enrollments 77 91 88 110 68 106 92 129 160 163 117 99 1,300
Written Enrollments 112 119 125 110 98 124 145 175 331 327 217 242 2,125
Newborn Enrollments 116 129 152 185 137 173 135 176 185 152 147 171 1,858

Total Health Plan Enrollments 305 339 365 405 303 403 372 480 676 642 481 512 5,283
UniCare Enrollments

Phone Enrollments 189 283 270 270 222 346 322 372 440 305 276 270 3,565
Written Enrollments 217 217 242 257 207 357 335 330 527 546 398 450 4,083
Newborn Enrollments 347 382 415 356 410 356 281 311 446 439 390 444 4,577

UniCare Enrollments 753 882 927 883 839 1,059 938 1,013 1,413 1,290 1,064 1,164 12,225
PAAS Enrollments

Phone Enrollments 14 20 18 18 22 20 18 20 59 26 27 15 277
Written Enrollments 12 7 6 13 8 25 18 13 19 10 11 11 153

PAAS Enrollments 26 27 24 31 30 45 36 33 78 36 38 26 430

Total Enrollments 1,642 1,813 1,979 2,012 1,812 2,271 2,008 2,300 3,267 2,860 2,522 2,658 27,144

Enrollments By Plan
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the number of enrollments by plan and by type of enrollment.

Run Date: 5/1/2014
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May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Average
Members Auto-assigned 2,685 2,250 2,444 2,150 2,329 3,608 2,538 4,454 4,053 4,182 1,941 4,153 3,066
Members Eligible for Auto-assignment 3,727 3,825 4,428 3,656 4,131 5,760 4,369 7,073 6,696 6,618 3,709 7,594 5,132
Auto-Assignment Rate 70.21% 58.82% 55.19% 58.81% 56.38% 62.64% 58.09% 62.97% 60.53% 63.19% 52.33% 54.69% 59%
Change Rate <1% <1% <1% <1% <1% <1% <1% <1% <1% <1% <1% <1% -

Auto-Assignment
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the percent of members that were auto-assigned to a MCO.  This report also shows the change rate.
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Run Date: 5/1/2014
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Changes to an MCO May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
CoventryCares of West Virginia
Auto-Assigned 3 7 7 7 8 3 5 11 8 19 4 12 94
Provider Not in Plan 78 65 110 90 99 91 41 36 51 57 81 75 874
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 2 0 0 0 0 1 1 0 4 2 1 1 12
Doctor: Recommended 8 4 22 22 15 17 7 3 3 2 14 19 136
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 2 6 6 5 3 7 4 5 4 11 12 5 70
Other 2 1 5 5 8 11 1 3 6 5 1 3 51
Total Changes To CoventryCares of WV 95 83 150 129 133 130 59 58 76 96 113 115 1,237
The Health Plan
Auto-Assigned 0 0 2 2 1 0 3 6 3 11 6 6 40
Provider Not in Plan 8 19 17 16 6 11 15 16 15 14 24 13 174
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 1 1
Doctor: Recommended 5 1 4 0 1 1 4 0 1 2 1 3 23
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 6 2 3 5 5 4 2 8 5 6 7 10 63
Other 0 0 3 0 1 0 2 5 1 0 0 4 16
Total Changes To The Health Plan 19 22 29 23 14 16 26 35 25 33 38 37 317
UniCare
Auto-Assigned 7 18 16 10 8 11 18 22 14 17 19 20 180
Provider Not in Plan 85 73 65 101 104 120 92 80 54 96 100 97 1,067
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 3 0 0 0 1 3 0 0 0 2 4 4 17
Doctor: Recommended 4 3 25 12 6 18 18 14 14 8 20 19 161
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 4 7 6 12 0 3 3 2 13 6 12 5 73
Other 3 1 1 4 4 5 0 5 4 0 0 5 32
Total Changes To Unicare 106 102 113 139 123 160 131 123 99 129 155 150 1,530
PAAS
Auto-Assigned 2 0 0 1 1 2 1 0 4 0 0 1 12
Provider Not in Plan 4 2 5 6 5 3 12 10 20 22 15 15 119
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Doctor: Recommended 0 0 3 0 3 0 1 2 2 1 2 2 16
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 0 0 0 1 0 0 0 0 0 0 2 1 4
Other 0 0 0 0 0 0 3 0 0 0 0 0 3
Total Changes To PAAS 6 2 8 8 9 5 17 12 26 23 19 19 154

Changes To an MCO
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the number of members that were assisted in transferring to a MCO, detailed by MCO and reason for transferring.

Run Date: 5/1/2014
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Changes from an MCO May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
CoventryCares of West Virginia
Auto-Assigned 7 10 9 10 6 9 18 17 15 17 20 22 160
Provider Not in Plan 86 77 72 102 103 113 101 90 81 116 111 104 1,156
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 3 0 0 0 1 3 0 0 0 2 4 5 18
Doctor: Recommended 4 1 31 8 9 17 19 15 11 9 21 23 168
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 6 6 6 14 1 2 3 5 8 7 16 7 81
Other 2 1 1 2 4 5 2 3 4 0 0 5 29
Total Changes from CoventryCares of WV 108 95 119 136 124 149 143 130 119 151 172 166 1,612
The Health Plan
Auto-Assigned 3 10 12 4 6 4 1 12 8 9 4 6 79
Provider Not in Plan 14 22 13 21 17 25 14 9 8 18 23 19 203
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 1 0 0 0 0 0 0 0 0 0 0 0 1
Doctor: Recommended 0 4 0 8 0 2 0 2 6 1 2 1 26
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 1 4 4 2 1 6 2 2 6 4 3 4 39
Other 2 0 0 4 1 2 0 5 0 0 0 2 16
Total Changes from The Health Plan 21 40 29 39 25 39 17 30 28 32 32 32 364
UniCare
Auto-Assigned 2 5 4 6 6 3 8 10 6 21 5 11 87
Provider Not in Plan 75 56 108 88 93 86 44 42 50 50 83 75 850
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 1 0 0 0 0 1 1 0 4 2 1 0 10
Doctor: Recommended 12 3 23 18 16 11 11 2 3 3 14 18 134
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 5 5 5 7 6 6 4 8 8 12 13 10 89
Other 1 0 8 3 8 8 2 5 7 5 1 5 53
Total Changes from UniCare 96 69 148 122 129 115 70 67 78 93 117 119 1,223
PAAS
Auto-Assigned 0 0 0 0 0 0 0 0 0 0 0 0 0
Provider Not in Plan 0 4 4 2 1 1 1 1 1 5 3 2 25
Doctor: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
Hospital: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 0 0
MCO: Not Satisfied 0 0 0 0 0 0 0 0 0 0 0 1 1
Doctor: Recommended 1 0 0 0 0 6 0 0 0 0 0 1 8
Managed Care County 0 0 0 0 0 0 0 0 0 0 0 0 0
Written Enrollment 0 0 0 0 0 0 0 0 0 0 1 0 1
Other 0 1 0 0 0 1 2 0 0 0 0 0 4
Total Changes from PAAS 1 5 4 2 1 8 3 1 1 5 4 4 39

Changes From an MCO
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the number of members that were assisted in transferring from a MCO, detailed by MCO and reason for transferring.

Run Date: 5/1/2014
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May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
Asthma 56 64 88 69 64 90 94 95 120 132 96 113 1,081
Diabetes 12 16 15 13 16 23 11 35 12 15 20 20 208
Heart Condition 20 22 17 17 20 29 40 34 34 36 19 34 322
Newborn 770 788 897 900 837 873 649 787 1,066 916 989 1,038 10,510
Smoker 107 127 112 140 150 178 327 361 348 315 212 232 2,609
Planned Surgery 9 15 12 14 4 19 16 15 14 16 15 14 163
Pregnancy 194 221 259 222 168 206 131 154 352 162 186 193 2,448
Smokeless Tobacco 11 7 7 9 8 5 33 37 41 29 19 18 224
Other 80 88 109 99 78 121 134 163 232 222 239 173 1,738
Total 1,259 1,348 1,516 1,483 1,345 1,544 1,435 1,681 2,219 1,843 1,795 1,835 19,303

Health Risk Assessment
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the number of members who self identified as having one of the conditions listed below.

Run Date: 5/1/2014
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May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
BMS 4 4 3 5 6 5 5 3 7 9 5 5 61
Change Center 38 37 44 56 49 60 43 27 51 53 63 67 588
Client Services 17 15 26 9 26 21 9 9 56 36 24 26 274
DHHR 24 35 31 35 45 40 17 21 25 29 23 27 352
MCO 107 110 117 129 129 80 116 64 85 93 98 133 1,261
Medicaid Advocate 5 9 5 9 5 5 13 13 7 10 8 3 92
Molina 65 54 75 78 67 78 39 33 176 135 192 192 1,184
Other Agency 22 14 16 28 25 17 18 11 39 29 43 31 293
PAAS 0 1 1 0 0 0 0 0 0 0 0 3 5
Physician/Pharmacist 0 0 0 0 0 0 0 0 0 0 0 0 0
Total 282 279 318 349 352 306 260 181 446 394 456 487 4,110
Third Party Liability (TPL)
TPLs Received 34 36 38 40 19 22 30 27 105 71 69 89 580

Referrals
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies agencies that members were referred to by AHS.

Run Date: 5/1/2014
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May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
Medicaid Redesign
Booth/Display 9 5 5 9 4 9 3 0 0 0 0 0 44
Conference 2 2 0 0 0 1 0 0 0 0 0 0 5
Drop-in 283 186 252 209 213 264 98 202 299 7 1 0 2,014
Follow-up 5 5 3 8 10 4 26 30 23 1 0 0 115
Inquiry 4 2 4 10 5 16 3 5 26 0 0 0 75
Issue 9 5 5 3 6 14 3 4 9 0 1 0 59
Meeting 28 12 18 25 22 24 10 3 14 1 0 0 157
Presentation 2 2 6 2 1 4 0 1 1 0 0 0 19
Referral 0 0 0 0 0 9 13 2 0 0 0 0 24
Scheduled Appointment 0 0 0 0 0 0 0 3 6 0 0 0 9
Mountain Health Trust
Booth/Display 9 5 5 9 4 10 4 2 0 1 3 12 64
Conference 2 2 0 0 1 1 2 0 0 3 3 0 14
Drop-in 319 258 260 246 227 312 179 226 97 249 279 224 2,876
Follow-up 6 5 3 8 13 14 35 31 2 21 30 14 182
Inquiry 7 5 5 10 5 16 5 5 0 29 22 25 134
Issues 9 10 5 3 6 21 11 4 0 18 13 5 105
Meeting 28 12 18 25 22 26 20 3 7 15 22 31 229
Presentation 2 2 6 2 1 5 6 1 1 1 2 0 29
Referral 0 0 0 0 1 16 26 2 0 0 0 0 45
Scheduled Appointment 0 0 0 0 0 0 3 4 2 6 1 1 17

Field Activities
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the number and type of field visits conducted during the reporting month.

Run Date: 5/1/2014
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May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
Phase 2 233 183 196 268 182 277 208 171 517 412 188 559 3,394
Phase 4 1,275 1,013 1,056 1,419 1,215 1,740 1,138 1,170 3,747 3,102 1,370 4,225 22,470
Phase 8 720 550 541 811 671 962 589 604 2,109 1,487 682 2,061 11,787
Phase 10 0 0 0 0 0 0 0 0 0 0 0 0 0
Phase 12 112 77 70 121 92 108 117 118 0 0 0 0 815
Phase 14 713 584 534 859 708 695 709 808 0 0 0 0 5,610
Phase 18 476 408 351 594 497 489 463 484 0 0 0 0 3,762
Phase 20 0 0 0 0 0 0 0 0 0 0 0 0 0
Phase 22 30 30 25 48 34 157 44 53 0 0 0 0 421
Phase 24 213 168 178 261 226 1,407 342 436 0 0 0 0 3,231
Phase 28 141 107 118 161 164 850 233 263 0 0 0 0 2,037
Phase 30 0 0 0 0 0 0 0 0 0 0 0 0 0
Total 3,913 3,120 3,069 4,542 3,789 6,685 3,843 4,107 6,373 5,001 2,240 6,845 53,527

Mailings
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the number of enrollment packets that were sent to members in each of the last 12 reporting months.

Run Date: 5/1/2014
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May-13 Jun-13 Jul-13 Aug-13 Sep-13 Oct-13 Nov-13 Dec-13 Jan-14 Feb-14 Mar-14 Apr-14 Total
Mountain Health Trust
Attempted: Not Known 32 29 29 25 32 40 18 51 29 30 23 27 365
Box Closed 0 0 0 0 0 0 0 0 0 0 0 0 0
Insufficient Address 1 6 21 12 12 18 8 17 8 3 13 10 129
Moved/Left No Address 3 3 1 7 10 0 3 1 10 2 4 2 46
No Mail Receptacle 5 1 0 2 8 6 3 14 3 7 4 7 60
No Such Number/Address 12 16 14 15 15 22 10 27 14 16 18 15 194
Not Deliverable as Addressed 7 0 0 5 0 0 0 0 0 0 0 0 12
Other 2 0 0 1 0 0 0 0 0 0 0 0 3
Refused 2 4 3 3 4 5 4 2 3 1 2 1 34
Return to Sender 44 47 71 64 68 83 50 130 95 139 105 67 963
Unable to Forward 26 25 35 43 50 46 31 56 54 48 43 30 487
Unclaimed 17 33 28 25 25 19 26 33 27 14 18 1 266
Vacant 2 4 3 9 1 7 2 5 11 3 2 5 54
Total 153 168 205 211 225 246 155 336 254 263 232 165 2,613
Mountain Health Choices
Attempted: Not Known 24 7 13 13 7 23 6 2 0 0 0 0 95
Box Closed 0 0 0 0 0 0 0 0 0 0 0 0 0
Insufficient Address 3 0 10 8 9 7 3 0 0 0 0 0 40
Moved/Left No Address 2 0 1 1 11 0 3 0 0 0 0 0 18
No Mail Receptacle 3 2 0 2 4 2 2 0 0 0 0 0 15
No Such Number/Address 7 1 4 17 6 16 6 0 0 0 0 0 57
Not Deliverable as Addressed 16 6 16 5 1 5 0 1 0 0 0 0 50
Other 0 0 2 0 0 0 0 0 0 0 0 0 2
Refused 1 0 3 0 2 3 0 0 0 0 0 0 9
Return to Sender 22 4 30 25 19 30 26 0 0 0 0 0 156
Unable to Forward 17 8 10 25 19 18 14 0 0 0 0 0 111
Unclaimed 3 3 9 11 13 11 18 1 0 0 0 0 69
Vacant 3 3 2 5 2 0 0 0 0 0 0 0 15
Total 101 34 100 112 93 115 78 4 0 0 0 0 637

Returned Mail
Reporting Period: 4/1/14 - 4/30/14

Report Description: This report identifies the number of pieces of returned mail and the reason why the mail was returned.

Run Date: 5/1/2014
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