California Department of Managed Health Care
2008 Independent Medical Review Results by Health Plan
Report Definition

The Summary of 2008 Independent Medical Reviews (IMRs) by Health Plan:

e Details the number and types of IMRs closed during the 2008 calendar year. The total number of IMRs
resolved (2,067) includes 547 cases in which the health plan reversed its denial prior to the review process.
A total of 1,520 cases were reviewed by the Independent Medical Reviewers in 2008.

e Lists health plans licensed during the 2008 calendar year, the health plan’s average enrollment during the
year, the number of IMRs resolved for each health plan, the number of IMRs upheld or overturned by the
Independent Medical Review organization, and the number of IMRs that the health plan reversed or
withdrew. Enrollment data is provided for comparison purposes.

e Health plans are listed according to the name they were doing business as (dba) during 2008. In instances
where a health plan is known by more than one name, the dba name is shown first with the additional
name(s) in parentheses.

Enrollment Information Definition

The health plan enrollment figures were proved to the Department by the health plans in their quarterly financial
filings and reflect the average of quarterly enroliment figures provided for 2008 for the population of enrollees
within the Department’s jurisdiction. The following types of member enrollment categories were not used to
determine enrollment: Medicare Advantage members, “administrative services only” (ASO), and “plan to plan”
enrollment. Due to these excluded categories, certain enrollment reporting anomalies, or a health plan merger, a
plan may reflect zero enrollment yet reflect a number of IMRs.



California Department of Managed Health Care

2008 Independent Medical Review Results by Health Plan

Experimental/Investigational IMR Medical Necessity IMR ER Reimbursement IMR
Total IMRs = Total Plan Plan IMR Total Plan Plan IMR Total Plan Plan IMR
Plan Type and Name Members Resolved IMRs Upheld Overturned Reversed IMRs Upheld Overturned Reversed IMRs Upheld Overturned Reversed
Anthem Blue Cross 3,773,140 814 299 137 75 87 507 197 141 169 8 3 0 5
Blue Shield of California 2,124,980 537 166 80 75 11 358 158 162 38 13 2 6 5
Health Net of California Inc. 1,989,320 138 44 27 12 5 85 31 33 21 9 2 1 6
Kaiser Permanente 5,958,579 337 5 3 1 1 138 57 34 47 194 40 54 100
PacifiCare of California 1,007,041 74 1 1 0 0 64 34 11 19 9 3 2 4
Subtotal 14,853,060 1,900 515 248 163 104 1152 477 381 294 233 50 63 120
AETNA Health of California Inc. 384,210 42 5 2 2 1 22 14 8 0 15 5 7 3
CalOptima 345,630 1 0 0 0 0 1 0 0 1 0 0 0 0
Care 1st Health Plan 221,145 3 0 0 0 0 3 0 0 3 0 0 0 0
Cigna HealthCare of California Inc. 281,314 21 7 3 3 1 14 4 6 4 0 0 0 0
Community Health Group 105,991 2 0 0 0 0 2 0 1 1 0 0 0 0
Health Plan of San Joaquin 77,080 1 0 0 0 0 1 0 0 1 0 0 0 0
Health Plan of San Mateo 61,716 0 0 0 0 2 1 0 1 0 0 0 0
IEHP (Inland Empire Health Plan) 352,301 13 0 0 0 0 13 5 3 5 0 0 0 0
Inter Valley Health Plan 1 0 0 0 0 1 0 0 1 0 0 0 0
Kern Health Systems Inc. 95,467 2 0 0 0 0 2 1 1 0 0 0 0 0
Molina Medical Center 192,728 8 0 0 0 0 8 2 4 2 0 0 0 0
One Health Plan 30,349 4 1 1 0 0 3 0 1 2 0 0 0 0
Sharp Health Plan 43,808 7 0 0 0 0 7 4 3 0 0 0 0 0
Ventura County Health Care Plan 13,130 1 0 0 0 0 1 1 0 0 0 0 0 0
Western Health Advantage 75,768 9 3 2 1 0 6 2 3 1 0 0 0 0
Subtotal 2,280,637 117 16 8 6 2 86 34 30 22 15 5 7 3
ASHP 3,702,172 1 0 0 0 0 1 1 0 0 0 0 0 0
Subtotal 3,702,172 1 0 0 0 0 1 1 0 0 0 0 0 0
HAI-CA (Human Affairs International of California) 529,608 1 0 0 0 0 1 0 1 0 0 0 0 0
PacifiCare Behavioral Health of California Inc. 1,630,829 30 0 0 0 0 30 10 19 1 0 0 0 0
U.S. Behavioral Health Plan California 706,255 12 3 2 1 0 9 5 3 1 0 0 0 0
Vista Behavioral Health Plans 305,877 6 0 0 0 0 6 3 3 0 0 0 0 0
Subtotal 3,172,569 49 3 2 1 0 46 18 26 2 0 0 0 0

* Due to certain enrollment reporting anomalies, or a health plan merger, a plan may reflect zero enrollment yet reflect a number of complaints.



California Department of Managed Health Care
2008 Complaint Results by Category and Health Plan
Report Definition

The Summary of 2008 Formal Member Complaints:

e Details the number and types of complaints closed by the Department during the 2008 calendar year. A member’s
complaint can include more than one issue. However, a complaint consisting of multiple distinct issues is counted as only
one complaint against the health plan.

e Lists health plans licensed during the 2008 calendar year, the number of complaints closed for each health plan, the health
plan’s average enrollment during the year, the number of complaints per 10,000 members, and the number of issues for
each complaint category. Enrollment data is provided for comparison purposes.

e Health plans are listed according to the name they were doing business as (dba) during 2008. In instances where a health
plan is known by more than one name, the dba name is shown first with the additional name(s) in parentheses.

e Complaints are classified in seven categories: Access, Benefits/Coverage, Claims/Financial, Enroliment, Coordination of
Care, Attitude/Service of the Health Plan, and Attitude/Service of the Provider.

Enrollment Information Definition

The health plan enrollment figures were provided to the Department by the health plans in their quarterly financial filings and
reflect the average of quarterly enrollment figures provided for 2008 for the population of enrollees within the Department’s
jurisdiction. The following types of member enrollment categories were not used to determine enrollment: Medicare Advantage
members, “administrative services only” (ASO), and “plan to plan” enrollment. Due to these excluded categories, certain
enrollment reporting anomalies, or a health plan merger, a plan may reflect zero enrollment yet reflect a number of complaints.

THIS INFORMATION IS PROVIDED FOR STATISTICAL PURPOSES ONLY. THE DIRECTOR OF THE DEPARTMENT
OF MANAGED HEALTH CARE HAS NEITHER INVESTIGATED NOR DETERMINED WHETHER THE COMPLAINTS
WITHIN THIS SUMMARY ARE REASONABLE OR VALID.



California Department of Managed Health Care

2008 Complaint Results by Category and Health Plan

Benefits/Coverage Claims/Financial Coordination Attitude/Service Attitude/Service
Access Issues Issues Issues Enrollment Issues of Care Issues of Health Plan of Provider

Complaints Complaints Per Per Per Per Per Per Per
Plan Type and Name Resolved Members per 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
Full Service - Enrollment Over 400,000
Anthem Blue Cross 1,046 3,773,140 2.77 17.00 0.05 373.00 0.99 475.00 1.26 75.00 0.20 19.00 0.05 170.00 0.45 4.00 0.01
Blue Shield of California 675 2,124,980 3.18 14.00 0.07 326.00 1.53 249.00 1.17 66.00 0.31 18.00 0.08 22.00 0.10 2.00 0.01
Health Net of California Inc. 373 1,989,320 1.88 12.00 0.06 206.00 1.04 109.00 0.55 35.00 0.18 14.00 0.07 22.00 0.11 4.00 0.02
Kaiser Permanente 1,516 5,958,579 2.54 63.00 0.11 376.00 0.63 577.00 0.97 103.00 0.17 409.00 0.69 97.00 0.16 87.00 0.15
L.A. Care Health Plan 1 771,865 0.01 1.00 0.01 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
PacifiCare of California 253 1,007,041 2.51 8.00 0.08 124.00 1.23 65.00 0.65 43.00 0.43 14.00 0.14 8.00 0.08 6.00 0.06

Total 3,864 15,624,925 2.47 115.00 0.07 1405.00 0.90 1475.00 0.94 322.00 0.21 474.00 0.30 319.00 0.20 103.00 0.07

Full Service - Enrollment Under 400,000

AETNA Health of California Inc. 91 384,210 2.37 2.00 0.05 44.00 1.15 27.00 0.70 15.00 0.39 3.00 0.08 3.00 0.08 2.00 0.05
Alameda Alliance for Health 4 95,164 0.42 1.00 0.11 1.00 0.11 1.00 0.11 0.00 0.00 2.00 0.21 0.00 0.00 0.00 0.00
Arta 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Aveta California, Inc. 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
CalOptima 0 345,630 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Care 1st Health Plan 4 221,145 0.18 1.00 0.05 0.00 0.00 3.00 0.14 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00

CareMore Health Plan 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00



Plan Type and Name

Central Coast Alliance for Health
Central Health Plan

of California, Inc.

Chinese Community Health Plan
Cigna HealthCare of California Inc.
Community Health Group
Community Health Plan

Contra Costa Health Plan

Easy Choice Health Plan, Inc.
GEMCare Health Plan, Inc.
Health Plan of San Joaquin
Health Plan of San Mateo
Heritage Medical Systems
Honored Citizens Choice Health
Plan, Inc.

IEHP (Inland Empire Health Plan)
Inter Valley Health Plan

Kern Health Systems Inc.

Lakeside Comprehensive
HealthCare, Inc.

Complaints
Resolved

43

17

Members

94,568

6,489

281,314

105,991

171,579

74,475

77,080

61,716

238,010

352,301

95,467

Complaints
per 10,000

0.00

0.00

1.54

1.53

0.09

0.99

0.81

0.00

0.00

0.00

0.00

0.00

0.00

0.03

0.00

0.00

0.00

Benefits/Coverage

Claims/Financial

Coordination

Attitude/Service

Attitude/Service

Access Issues Issues Issues Enrollment Issues of Care Issues of Health Plan of Provider
Per Per Per Per Per Per Per
Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 1.00 1.54 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
4.00 0.14 18.00 0.64 16.00 0.57 3.00 0.11 2.00 0.07 3.00 0.11 0.00 0.00
0.00 0.00 1.00 0.09 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 2.00 0.12 13.00 0.76 1.00 0.06 1.00 0.06 0.00 0.00 0.00 0.00
1.00 0.13 2.00 0.27 1.00 0.13 1.00 0.13 0.00 0.00 0.00 0.00 1.00 0.13
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 1.00 0.03 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00



Plan Type and Name

Maxicare of California, Inc

MD Care, Inc.

Medcore

Molina Medical Center

On Lok Senior Health Services

One Health Plan

Partnership HealthPlan of California

Positive Healthcare

Primecare Medical Network Inc.

ProMed HCA (Health Care
Administrators)

San Francisco Community
Health Authority

San Miguel Health Plan

Santa Barbara San Luis Obispo
Regional Health Authority

Santa Clara Family Health Plan

SCAN Health Plan

Scripps Health Plan Services Inc.

Sharp Health Plan

Complaints
Resolved

Members

192,728

758

30,349

92,196

773

177,960

55,260

416

174,637

106,611

6,810

23,135

43,808

Complaints
per 10,000

0.00

0.00

0.00

0.10

0.00

1.98

0.00

0.00

0.00

0.00

0.72

0.00

0.00

0.19

0.00

0.00

1.14

Benefits/Coverage

Claims/Financial

Coordination

Attitude/Service

Attitude/Service

Access Issues Issues Issues Enrollment Issues of Care Issues of Health Plan of Provider
Per Per Per Per Per Per Per
Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 2.00 0.10 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 2.00 0.66 2.00 0.66 2.00 0.66 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
1.00 0.18 1.00 0.18 0.00 0.00 0.00 0.00 2.00 0.36 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 1.00 0.09 0.00 0.00 0.00 0.00 1.00 0.09 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 5.00 1.14 0.00 0.00 0.00 0.00 1.00 0.23 0.00 0.00 0.00 0.00



Benefits/Coverage Claims/Financial Coordination Attitude/Service Attitude/Service

Access Issues Issues Issues Enrollment Issues of Care Issues of Health Plan of Provider
Complaints Complaints Per Per Per Per Per Per Per

Plan Type and Name Resolved Members per 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
Simnsa Health Care 0 19,813 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Talbert Health Plan 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
UCSD (University of California
San Diego) Senior Health Plan 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
UHP Healthcare 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Universal Care 3 6,339 4.73 0.00 0.00 1.00 1.58 2.00 3.16 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Valley Health Plan 1 66,924 0.15 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.00 0.15
Ventura County Health Care Plan 0 13,130 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Western Health Advantage 20 75,768 2.64 2.00 0.26 11.00 1.45 4.00 0.53 0.00 0.00 2.00 0.26 1.00 0.13 2.00 0.26

Total 212 3,692,554 0.57 12.00 0.03 93.00 0.25 69.00 0.19 22.00 0.06 15.00 0.04 7.00 0.02 6.00 0.02
ACN Group of California, Inc. 3 361,859 0.08 0.00 0.00 3.00 0.08 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
ASHP 4 3,702,172 0.01 0.00 0.00 4.00 0.01 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Basic Chiropractic Health Plan 0 130 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Landmark Healthplan of California
Inc. 0 134,721 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00

Total 7 4,198,882 0.02 0.00 0.00 7.00 0.02 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00



Benefits/Coverage Claims/Financial Coordination Attitude/Service Attitude/Service

Access Issues Issues Issues Enrollment Issues of Care Issues of Health Plan of Provider

Complaints Complaints Per Per Per Per Per Per Per
Plan Type and Name Resolved Members per 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
Access Dental Plan 0 259,720 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
AETNA Dental of California Inc. 12 248,967 0.48 0.00 0.00 6.00 0.24 3.00 0.12 0.00 0.00 3.00 0.12 0.00 0.00 1.00 0.04
Affinity Dental Health Plan 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
California Benefits Dental Plan 0 19,930 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
California Dental Network, Inc. 1 29,229 0.34 0.00 0.00 1.00 0.34 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
CENTAGUARD Dental Plan 0 27,981 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Cigna Dental Health
of California Inc. 19 204,581 0.93 0.00 0.00 5.00 0.24 13.00 0.64 0.00 0.00 3.00 0.15 0.00 0.00 0.00 0.00
DDS Inc./DDSI
(Dedicated Dental Systems Inc.) 1 18,671 0.54 0.00 0.00 0.00 0.00 1.00 0.54 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Delta Dental Plan of California 155 12,730,226 0.12 4.00 0.00 73.00 0.06 61.00 0.05 2.00 0.00 24.00 0.02 5.00 0.00 4.00 0.00
Dental Choice of California Inc. 0 335,932 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Dental Health Services 0 66,262 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Healthdent of California Inc. 0 5,148 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Managed Dental Care 2 136,436 0.15 0.00 0.00 2.00 0.15 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Mida Dental 5 240,345 0.21 0.00 0.00 2.00 0.08 3.00 0.12 0.00 0.00 1.00 0.04 0.00 0.00 0.00 0.00
Newport Dental Centers 0 66,764 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00

Preferred Dental Plan 3 133,578 0.22 1.00 0.07 0.00 0.00 1.00 0.07 1.00 0.07 0.00 0.00 0.00 0.00 0.00 0.00



Benefits/Coverage

Claims/Financial

Coordination

Attitude/Service

Attitude/Service

Access Issues Issues Issues Enroliment Issues of Care Issues of Health Plan of Provider

Complaints Complaints Per Per Per Per Per Per Per
Plan Type and Name Resolved Members per 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
Smile Care 5 29,363 1.70 0.00 0.00 0.00 0.00 4.00 1.36 1.00 0.34 1.00 0.34 0.00 0.00 0.00 0.00
United Dental Care 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Western Dental Plan 10 589,085 0.17 0.00 0.00 3.00 0.05 5.00 0.08 0.00 0.00 5.00 0.08 0.00 0.00 1.00 0.02
Total 231 15,498,798 0.15 5.00 0.00 103.00 0.07 96.00 0.06 4.00 0.00 42.00 0.03 5.00 0.00 6.00 0.00

Golden West Vision-Dental Plan 7 160,954 0.43 0.00 0.00 2.00 0.12 3.00 0.19 0.00 0.00 3.00 0.19 0.00 0.00 0.00 0.00
PMI 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Safeguard Health Plans Inc. 34 910,753 0.37 0.00 0.00 12.00 0.13 16.00 0.18 0.00 0.00 9.00 0.10 4.00 0.04 1.00 0.01
SmileSaver/Signature Vision 0 0 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Total 41 1,071,707 0.38 0.00 0.00 14.00 0.13 19.00 0.18 0.00 0.00 12.00 0.11 4.00 0.04 1.00 0.01

EYEXAM of California, Inc. 0 360,503 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
FirstSight Vision Services, Inc. 0 219,741 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
For Eyes Vision Plan 0 15,456 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
March Vision Care, Inc. 1 490 20.41 0.00 0.00 1.00 20.41 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Max Vision Care, Inc. 0 1 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Medical Eye Services Inc. 0 55,702 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00



Complaints
Plan Type and Name Resolved
Pearle Visioncare Inc. 0
Sterling Visioncare 0
Vision First Eye Care Inc. 0
Vision Plan of America 0
Vision Service Plan 4

Pharmacy

Complaints

Members per 10,000
27,941 0.00
54,212 0.00
1,679 0.00
25,622 0.00
6,684,760 0.01

7,446,107

Benefits/Coverage

Claims/Financial

Coordination

Attitude/Service

Attitude/Service

Access Issues Issues Issues Enrollment Issues of Care Issues of Health Plan of Provider

Per Per Per Per Per Per Per
Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 1.00 0.00 0.00 0.00 2.00 0.00 0.00 0.00 1.00 0.00 0.00 0.00

Envision Insurance Company 0

Total 0

Discount Dental

New Dental Choice 0

Total 0

Psychological

Avante Behavioral Health Plan 0
Cigna Behavioral Health of

California Inc. 1
CONCERN:

Employee Assistance Program 0

HAI-CA (Human Affairs
International of California) 0

29,527 0.00
234,392 0.04
130,890 0.00
529,608 0.00

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00



Plan Type and Name

Holman Professional Counseling

Centers

Horizon Health EAP - Behavioral

Services

Managed Health Network

Merit Behavioral Care of California

Inc.

PacifiCare Behavioral Health of

California Inc.

Robert T. Dorris & Associates

U.S. Behavioral Health Plan
California

ValueOptions of California Inc.

Vista Behavioral Health Plans

VMC Connect

Total

Complaints
Resolved

34

10

49

Members

149,845

404,409

3,036,024

1,630,829

16,861

706,255

420,159

305,877

93,444

7,688,120

Complaints
per 10,000

0.00

0.00

0.01

0.00

0.21

0.00

0.14

0.00

0.07

0.00

0.06

Benefits/Coverage

Claims/Financial

Coordination

Attitude/Service

Attitude/Service

Access Issues Issues Issues Enrollment Issues of Care Issues of Health Plan of Provider
Per Per Per Per Per Per Per
Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000 Count 10,000
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 2.00 0.01 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 18.00 0.11 14.00 0.09 0.00 0.00 2.00 0.01 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 5.00 0.07 4.00 0.06 0.00 0.00 1.00 0.01 0.00 0.00 1.00 0.01
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 2.00 0.07 0.00 0.00 0.00 0.00 1.00 0.03 0.00 0.00 0.00 0.00
0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
0.00 0.00 27.00 0.04 19.00 0.02 0.00 0.00 4.00 0.01 0.00 0.00 1.00 0.00





