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Office of Long-Term Living Procurement Updates

e Community HealthChoices (CHC) Request for Applications (RFA)

On June 1, 2026, the Department of Human Services (DHS) cancelled the RFA for the re-
procurement of the CHC Program.

Additionally, on June 1, 2026, a Request for Information (RFI) was released on PA — eMarketplace
seeking information to assist DHS with suggested input and information concerning the current
CHC agreement for the anticipated re-procurement of the CHC Managed Care Organizations
(MCOs).

The public comment period for the RFI closed on July 15, 2026.

The CHC program will continue to operate under the current CHC-MCOs and agreements until
further notice.

All questions regarding the RFA and its content should be directed to Procurement at
RA-pwrfaquestions@pa.gov. All questions regarding the RFI should be directed to Procurement at

RA-PWRFICOMMENTS@PA.GOV .
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Community HealthChoices Participant
Grievances, Fair Hearings and External
Reviews for Calendar Year 2025

Presenter:
Colleen Miles — Medical Economist
Division of Quality Assurance
Bureau of Quality Assurance and Program Analytics
Office of Long-Term Living
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Overview of Grievance Data for Calendar Year 2025

OPS-004 Grievance Detail Reports Presentation

® Definition of a Grievance.
® (Quarterly data that details Participant Grievances (Received and Resolved).
® Top five Grievances decided by service type.

® Details related Grievances resolved in favor of Community HealthChoices (CHC) Managed
Care Organizations (MCO) or in favor of the Participant.

® The number of Grievances that met or did not meet Timeliness Requirements.

® A breakout of details related to Personal Assistance Services (PAS) Grievances resolved by
the CHC-MCO.

® Details related to State Fair Hearings and External Medical Reviews.
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Community HealthChoices (CHC) Participant Grievances

Grievance: A request to a Managed Care Organization (MCO) by a Participant or a health care
provider (with the written consent of the Participant), or a Participant’s authorized
representative to have the MCO reconsider a decision solely concerning the medical
necessity, appropriateness, health care setting, level of care or effectiveness of a health care
service.

If the Medical Assistance Managed Care Plan is unable to resolve the matter, a grievance may

be filed regarding the decision that:

disapproves full or partial payment for a requested health care service;
approves the requested health care service but at lesser scope or duration than requested; or

disapproves payment for a requested health care service but approves payment for a different health
care service

reduces, suspends, or terminates a previously authorized service.
* Pennsylvania
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Community HealthChoices (CHC) Participant Grievances (cont.)

A Grievance involves the Participant or their representative’s right to appeal the CHC
Managed Care Organization’s decision to deny a service request either fully or in part.

The Participant has the right to request all information utilized to make the denial decision
and submit new information to be reviewed by the Grievance Committee.

The Participant and/or their representative and any advocate may be present either in
person or telephonically during the Grievance review process. However, if the Participant
chooses not to attend the review will be conducted as if the Participant was present.

A Participant must file a Grievance within 60 calendar days from the date the Participant
receives written notice of decision to deny a request either fully or in part.
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Total Participant Grievances Received for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)

Total Grievances Received by Quarter (Q)

for Calendar Year (CY) 2025 Prior Year Comparisons

CHC-MCO Ql Q2 Q3 Q4 | CY 2025 | CY 2024 | Variance | Variance %
AHC/KF 2,998 | 2,680 | 2,405 | 2,898 | 10,981 | 10,727 254 2.4%
PHW 835 786 765 823 3,209 4,450 -1,241 -27.9%
UPMC CHC | 693 770 787 732 2,982 1,642 1,340 81.6%
Statewide | 4,526 | 4,236 | 3,957 | 4,453 | 17,172 | 16,819 353 2.1%

Summary data based on when the CHC-MCO received the Participant Grievance.
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Total Participant Grievances Received for Calendar Year 2025

UPMC Community HealthChoices (UPMC CHC)
Managed Care Organization (MCO)

AmeriHealth Caritas/Keystone First (AHC/KF)
Pennsylvania Health and Wellness (PHW)

Grievances Received Rate Per Ten Thousand (RPTT) Prior Year Comparisons
by Quarter (Q) for Calendar Year (CY) 2025
CHC-MCO Ql Q2 Q3 Q4 CY 2025 | CY 2024 | Variance Variance %
AHC/KF 167.5 148.8 132.7 159.0 533.4 507.5 25.9 5.1%
PHW 100.3 94.6 91.8 98.5 330.2 430.2 -100.0 -23.2%
UPMC CHC 48.9 54.1 54.9 50.8 180.1 96.6 83.5 86.4%
Statewide 112.6 | 104.9 97.5 109.1 374.8 355.5 19.3 5.4%

Summary data based on when the CHC-MCO received the Participant Grievance.

RPTT equals the number of Grievances divided by the number of Participants multiplied by 10,000. RPTT is a
“weighted” calculation that allows for comparisons across the CHC-MCOs.
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Total Participant Grievances Resolved for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)

Total Grievances Resolved by Quarter (Q)

for Calendar Year (CY) 2025 Prior Year Comparisons

CHC-MCO Ql Q2 Q3 Q4 |CY 2025 | CY 2024 | Variance | Variance %
AHC/KF 2,837 | 2,738 | 2,280 | 2,595 | 10,450 | 9,804 646 6.6%
PHW 835 786 765 823 3,209 4,450 -1,241 -27.9%
UPMC CHC | 659 797 817 793 3,066 1,794 1,272 70.9%
Statewide | 4,331 | 4,321 | 3,862 | 4,211 | 16,725 | 16,048 677 4.2%

A grievance is considered resolved based on the date the decision letter is mailed.
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Top Five Community HealthChoices (CHC) Participant Grievances for AHC/KF

AmeriHealth Caritas/Keystone First (AHC/KF) Top Five Grievances for Calendar Year 2025
Grievance Category (Service Type) Total Percent
Personal Assistance Services 9,340 90.2%
Pharmacy 323 3.1%
Dental — Other (Does not include Dental Benefit Limits) 180 1.7%
Outpatient Medical Services 162 1.6%
Home Adaptations 129 1.2%
Total Grievance Service Types Documented 10,356

CHC Managed Care Organizations (MCOs) report the data by Service Type when the grievance is
resolved. Note: This data is reflective of CHC-MCO facing 15t Level Grievances resolved within the
standard timeframe. No external (Bureau of Hearings and Appeals or Pennsylvania Insurance

Department) or expedited grievances.
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Top Five Community HealthChoices (CHC) Participant Grievances for PHW

Pennsylvania Health and Wellness (PHW) Top Five Grievances for Calendar Year 2025

Grievance Category (Service Type) Total Percent

Personal Assistance Services 2,973 93.8%

Home Adaptations 46 1.5%

Outpatient Medical Services 25 0.8%

Other — Long-Term Services and Supports 24 0.8%

Dental - Dentures (Does not include Dental Benefit Limits) 24 0.8%
Total Grievance Service Types Documented 3,170

CHC Managed Care Organizations (MCOs) report the data by Service Type when the grievance is
resolved. Note: This data is reflective of CHC-MCO facing 15t Level Grievances resolved within the
standard timeframe. No external (Bureau of Hearings and Appeals or Pennsylvania Insurance
Department) or expedited grievances. e
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Top Five Community HealthChoices (CHC) Participant Grievances for UPMC CHC

UPMC CHC Top Five Grievances for Calendar Year 2025

Grievance Category (Service Type) Total Percent

Personal Assistance Services 2,677 89.5%

Pharmacy 92 3.1%

Durable Medical Equipment 46 1.5%

Other — Physical Health 43 1.4%

Dental — Other (Does not include Dental Benefit Limits) 34 1.1%
Total Grievance Service Types Documented 2,990

CHC Managed Care Organizations (MCOs) report the data by Service Type when the grievance is
resolved. Note: This data is reflective of CHC-MCO facing 1%t Level Grievances resolved within the
standard timeframe. No external (Bureau of Hearings and Appeals or Pennsylvania Insurance

Department) or expedited grievances.
g
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Top Five Community HealthChoices (CHC) Participant Grievances Statewide

Statewide Top Five Grievances for Calendar Year 2025
Grievance Category (Service Type) Total Percent
Personal Assistance Services 14,990 90.8%
Pharmacy 433 2.6%
Dental — Other (Does not include Dental Benefit Limits) 227 1.4%
Outpatient Medical Services 219 1.3%
Home Adaptations 178 1.1%
Total Grievance Service Types Documented 16,516

CHC Managed Care Organizations (MCOs) report the data by Service Type when the grievance is
resolved. Note: This data is reflective of CHC-MCO facing 1%t Level Grievances resolved within the
standard timeframe. No external (Bureau of Hearings and Appeals or Pennsylvania Insurance
Department) or expedited grievances.
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Percent of Grievances in Favor of the Participant for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF)
Pennsylvania Health and Wellness (PHW)

UPMC Community HealthChoices (UPMC CHC)
Managed Care Organization (MCO)

Percent of Grievances in Favor (and Partially in Favor) of the Participant
by Quarter (Q) for Calendar Year (CY) 2025

CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 19.7% 21.3% 23.7% 20.5% 21.2%
PHW 39.6% 37.8% 33.6% 33.5% 36.2%
UPMC CHC 23.1% 23.8% 18.6% 17.4% 20.6%
Statewide 24.0% 24.8% 24.6% 22.5% 24.0%
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Percent of Grievances in Favor of the CHC-MCO for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF)
Pennsylvania Health and Wellness (PHW)

UPMC Community HealthChoices (UPMC CHC)
Managed Care Organization (MCO)

Percent of Grievances in Favor of the CHC-MCO by Quarter (Q) for Calendar Year (CY) 2025

CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 80.3% 78.7% 76.3% 79.5% 78.8%
PHW 60.4% 62.2% 66.4% 66.5% 63.8%
UPMC CHC 76.9% 76.2% 81.4% 82.6% 79.4%
Statewide 76.0% 75.2% 75.4% 77.5% 76.0%
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Personal Assistance Services Grievance Decisions for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)
Personal Assistance Services (PAS) Grievance Decisions by Quarter (Q)
for Calendar Year (CY) 2025
CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 2,583 2,453 2,018 2,294 9,348
PHW 792 737 716 765 3,010
UPMC CHC 587 722 731 693 2,733
Statewide 3,962 3,912 3,465 3,752 15,091

Data based on when the CHC-MCO resolved/decided the Participant Grievance. Note: This data includes
expedited PAS Grievances. —
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Personal Assistance Services Grievance Decisions (RPTT) for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF)
Pennsylvania Health and Wellness (PHW)

UPMC Community HealthChoices (UPMC CHC)
Managed Care Organization (MCO)

Personal Assistance Services (PAS) Grievance Decisions RPTT by Quarter (Q)
for Calendar Year (CY) 2025

CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 144.4 136.2 111.3 125.9 454.1
PHW 95.1 88.7 85.9 91.6 309.7
UPMC CHC 41.5 50.8 51.0 48.1 165.1
Statewide 98.6 96.9 85.4 91.9 329.4

Rate Per Ten Thousand (RPTT) equals the number of Grievances divided by the number of Participants
multiplied by ten thousand. RPTT is a “weighted” calculation which allows for data comparisons across

the CHC-MCOs.
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Personal Assistance Services Grievance Decisions by Outcome for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF)
Pennsylvania Health and Wellness (PHW)

UPMC Community HealthChoices (UPMC CHC)

Managed Care Organization (MCO)

Personal Assistance Services (PAS) Grievance Decisions by Outcome for Calendar Year 2025

In Favor of | Partially in Favor | Fully in Favor of Tc.)tal PAS
CHC-MCO .. . . Grievances
CHC-MCO of Participant Participant .
Decided
AHC/KF 7,663 1,004 681 9,348
PHW 1,965 774 271 3,010
UPMC CHC 2,211 292 230 2,733
Statewide 11,839 2,070 1,182 15,091
a Pennsylvania
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Grievance Decisions Timeliness for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF)

Pennsylvania Health and Wellness (PHW)

UPMC Community HealthChoices (UPMC CHC)
Managed Care Organization (MCO)

Grievance Decisions Timeliness by Quarter (Q) for Calendar Year (CY) 2025

CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 99.9% 99.9% 99.9% 99.8% 99.9%
PHW 96.6% 96.2% 99.0% 98.1% 97.4%
UPMC CHC 99.4% 99.6% 99.1% 99.2% 99.3%
Statewide 99.2% 99.2% 99.6% 99.4% 99.4%

Grievances timeliness requirements: The CHC-MCO must reach a decision and notify the Participant in 30
calendar days or less or 44 calendar days or less for Grievances where the Participant requests a 14-calendar

day extension.
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Community HealthChoices (CHC) State Fair Hearings and External Reviews

Fair Hearing and External Review Process

® The Participant may file a request for a Fair Hearing, a request for an external review, or
both a request for a Fair Hearing and a request for an external review.

® The Participant or Participant’s representative may file a request for a Fair Hearing within
120 calendar days from the mail date on the written notice of the CHC Managed Care
Organization (MCQO)’s decision.

® A Participant who files a request for an external review that disputes a decision to
discontinue, reduce, or change a service or item that the Participant has been receiving
must continue to receive the disputed service or item at the previously authorized level
pending resolution of the external review, if the request for external review is made
orally, hand delivered, faxed, or post-marked within 15 calendar days from the mail date

on the written notice of the CHC-MCOQ'’s decision.
* Pennsylvania
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State Fair Hearing Requests Filed for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)
State Fair Hearing Requests Filed by Quarter (Q) for Calendar Year (CY) 2025
CHC-MCO Q1 Q2 Q3 Q4 CY 2025
AHC/KF 304 293 244 182 1,023
PHW 34 26 35 55 150
UPMC CHC 51 39 65 31 236
Statewide 389 358 344 318 1,409
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State Fair Hearings Withdrawn Before Decision for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)
State Fair Hearings Withdrawn Before Decision by Quarter (Q) for Calendar Year (CY) 2025
CHC-MCO Q1 Q2 Q3 Q4 CY 2025
AHC/KF 274 247 217 161 899
PHW 30 25 30 43 128
UPMC CHC 41 27 33 47 148
Statewide 345 299 280 251 1,175
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State Fair Hearing Decisions for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)
State Fair Hearings Decisions by Quarter (Q) for Calendar Year (CY) 2025
CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 30 46 27 21 124
PHW * * * 12 22
UPMC CHC 10 12 32 34 88
Statewide * * * 67 234

* Information suppressed to comply with Data Governance Confidentiality Requirements
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State Fair Hearing Decisions in Favor of the Participant for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)
State Fair Hearing Decisions in Favor of the Participant by Quarter (Q)
for Calendar Year (CY) 2025
CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 10 * 11 * 34
UPMC CHC * * * * 12
Statewide 13 * 13 14 *

* Information suppressed to comply with Data Governance Confidentiality Requirements
gy
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State Fair Hearing Decisions in Favor of the CHC-MCO for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF)

Pennsylvania Health and Wellness (PHW)

UPMC Community HealthChoices (UPMC CHC)
Managed Care Organization (MCO)

State Fair Hearings in Favor of the CHC-MCO by Quarter (Q) for Calendar Year (CY) 2025

CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 20 39 16 15 90
PHW * * * 11 21
UPMC CHC * 12 30 27 *
Statewide 31 * * 53 *
* Information suppressed to comply with Data Governance Confidentiality Requirements |
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External Review Decisions for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)

Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)

External Review Decisions by Quarter (Q) for Calendar Year (CY) 2025

CHC-MCO Q1 Q2 Q3 Q4 CY 2025
AHC/KF 919 736 775 611 3,041
PHW 143 133 191 148 615
UPMC CHC 120 175 187 170 652
Statewide 1,182 1,044 1,153 929 4,308
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External Review Decisions in Favor of the Participant for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)
External Review Decisions in Favor of the Participant by Quarter (Q)
for Calendar Year (CY) 2025
CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 267 244 223 191 925
PHW 45 43 65 46 199
UPMC CHC 25 35 44 48 152
Statewide 337 322 332 285 1,276
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External Review Decisions in Favor of the CHC-MCO for Calendar Year 2025

AmeriHealth Caritas/Keystone First (AHC/KF) UPMC Community HealthChoices (UPMC CHC)
Pennsylvania Health and Wellness (PHW) Managed Care Organization (MCO)

External Review Decisions in Favor of the CHC-MCO by Quarter (Q)
for Calendar Year (CY) 2025

CHC-MCO Ql Q2 Q3 Q4 CY 2025
AHC/KF 652 492 552 420 2,116
PHW 98 90 126 102 416
UPMC CHC 95 140 143 122 500
Statewide 845 722 821 644 3,032
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Questions/Comments
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