12. ENROLLMENT, DISENROLLMENT, AND EXEMPTION/EXCLUSION
PROCESS

Overview

The local social services districts in New York have assumed primary responsibility for The
Partnership Plan enrollment process. Under the existing Medicaid program, each LDSS was
responsible for the determination of Medicaid eligibility. LDSS operations, including policies
and staffing, have been enhanced to accommodate The Partnership Plan Program.

LDSS responsibilities now include development of enroliment materials, training of persons
providing “counseling” to beneficiaries, making face-to-face counseling sessions available,
processing enrollments, handling exemption requests and exclusion requests, effecting
disenrollments, and responding to member inquiries and complaints.

Upon selection of an MCO, or automatic assignment to one, members are contacted by the MCO
to complete the enrollment process. MCO responsibilities related to enrollment processes
include the following:

e Orientation meetings/phone calls

e Distribution of identification cards
e Distribution of member handbooks
e PCP selection process

e Responding to member inquiries

The New York State Department of Health is responsible for monitoring enrollment activities
and providing technical assistance to the LDSS and MCQOs, as necessary. All enrollment
activities must comply with the State’s policies and procedures, as described in this and other
chapters of the Protocol and related appendices.

LDSS Enrollment and Disenrollment Responsibilities

The Human Resources Administration (HRA) in New York City and the LDSS in other counties
have from the outset had primary responsibility for enrolling clients into MCOs. However, the
State and interested counties may contract with the Enrollment and Benefits Counselor
(Maximus) to assist in some portions of the enrollment process, including providing non-biased
enrollment counseling to families and/or individuals making an MCO selection.

The State DOH retains responsibility for ensuring that the enrollment process is appropriate to
meet the needs of clients and in accordance with State and Federal laws, regulations, policies,
and procedures. Prior to commencement of mandatory enrollment in any county or borough, the
State conducts a readiness review that specifically assesses each LDSS’s procedures, staffing
levels, staff training, and systems for conducting enrollment activities (see Protocol Chapter 28
for details on the readiness review process).
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LDSS activities are divided into the following sections:

e Enrollment

e Excluded/Exempt Populations
e Disenrollment

e Reporting

e Beneficiary Notification

Each of these activities is described below.
Enrollment

The LDSS, through its staff or with the assistance of the Enrollment and Benefits Counselor, is
responsible for the following enrollment activities:

e Development and distribution of enroliment materials

e Ensuring accessibility to face-to-face counseling sessions
e Developing and staffing the telephone inquiry line

e Training enrollment counselors and program staff

e Processing MCO enrollments

Enrollment Materials

Enrollment materials must be provided to the recipient at least 60 days prior to the date by which
clients must select an MCO. The enrollment materials must include the following information:

e Description of the program
e Description of who may be exempt or excluded from program participation
e Description of how to apply for an exemption or exclusion
e A listing of available MCOs
e Information on how to select an MCO
e Auvailability of face-to-face counseling sessions
e How to request additional information (e.g., through the telephone line)
e Enrollment (MCO selection) form
e How to enroll by mail, in person, or over the telephone
e Native Americans with Medicaid, as appropriate
e Medicaid Managed Care and HIV
e Benefits (covered and non-covered and how to access non-covered services)
e A summary of the following information:
o0 Cost sharing benefits, if applicable
0 Service area
0 Provider network
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Most, if not all, of the above-referenced information is now incorporated in the “You Have 60
Days to Choose a Health Plan” for NYC, Suffolk, Nassau, and the upstate mandatory program;
there is also a brochure for the upstate voluntary program entitled “Now You Can Choose a
Health Plan.”

In order to assist the LDSS, the State developed a model enrollment packet (you may request a
sample county packet from bigaadmin@health.state.ny.us). However, the LDSS may structure
the enrollment materials as it deems appropriate, provided the materials contain the required
information and that such information is presented in a clear and understandable manner. If the
local district makes any substantial changes to the State specified model enroliment packet, these
enrollment materials must be reviewed and approved by the State prior to distribution to clients.

The LDSS must develop the enrollment materials in languages other than English whenever at
least five percent of potential enrollees in the district speak a language other than English as a
first language. In addition, verbal interpretation services must be made available to Partnership
Plan enrollees who speak a language other than English as a primary language. Procedures have
been developed to provide information about managed health care, including enrollment
information, to SSI recipients who are not required to report each year to local service district
offices for recertification

MCOs must also have mechanisms in place to communicate effectively with enrollees who are
vision or hearing impaired, e.g., the services of an interpreter, including sign language assistance
for enrollees who require such assistance, telecommunication devices for the deaf (TDD), etc.

Face-to-Face Counseling Sessions

The LDSS must inform prospective enrollees of their right to a face-to-face enroliment
counseling session and must make such a session available to any prospective enrollee upon
request. The sessions must be available in high-volume income maintenance offices (i.e., offices
with Medicaid caseloads in excess of 5,000 families) and/or other geographically accessible
locations. The LDSS may elect to establish a fixed schedule for enrollment counseling sessions.
In addition, clients have the right to enrollment counseling in a confidential setting. The LDSS
must provide such accommodations if requested.

The following information is provided to potential enrollees during the face-to-face counseling
session:

e A review of the enrollment form, emphasizing the importance of completing the form
accurately and thoroughly
e Anoverview of the program, including
- Advantages of managed care
- Timeframes for MCO selection
- Auto-assignment conditions
- Time periods for changing plans
- Good cause disenrollment provisions
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- Exemption and exclusion criteria

- Complaint and grievance process

- Guaranteed eligibility provisions

- Out-of-plan services (e.g. family planning)

- Lock-in period and process for changing plans for good cause

Information on providers participating in each available MCO

How to choose a plan and PCP: for enrollments resulting from face-to-face counseling,
where the enrollee has a preferred provider, the LDSS or Enrollment and Benefits
Counselor must verify that the provider participates in the MCO selected by the
prospective enrollee before processing the enrollment.

MCO covered services

Services which are still provided under “regular” Medicaid

A question and answer period

Telephone Inquiry Line

The LDSS must implement and maintain a telephone line for the purpose of assisting members
who have questions regarding MCO enrollment or other aspects of the program. The same
individuals responsible for other education and outreach activities may staff the telephone line.

Enrollment and Benefits Counselor Training

If an LDSS elects not to use Maximus (the State Contracted Enrollment and Benefits Counselor),
the County staff responsible for these functions must be adequately trained and have the
necessary resources to provide all of the following information:

Who must enroll and who may be exempted or excluded from participation
Exemption and exclusion process

Available MCOs

Information on six-month guaranteed eligibility and twelve-month lock-in
Available providers within each MCO

How to access services under managed care

How to access family planning services

What to do in an emergency

Description of services available through the Medicaid fee-for-service program
Disenrollment rights and time frames

How to register a complaint

Member’s appeal rights

Processing Enrollments

The LDSS and/or Enrollment and Benefits Counselor is responsible for the collection and
processing of enrollment applications and requests for exemption or exclusion from mandatory
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participation. Enrollments occur according to the schedule established by the State and LDSS.
Generally, MCO enrollment schedules are coordinated with re-certification interviews, thus
permitting individuals to obtain additional information and/or submit their enrollment forms
during their visit to the income maintenance or LDSS office.

The LDSS and/or Enrollment and Benefits Counselor collects and processes enrollment
information from each enrollee, including name, address, and MCO selection among others.
LDSS staff or the Enrollment and Benefits Counselor also seeks to learn whether the client has
any existing medical (e.g., pregnancy or chronic illness) or behavioral condition requiring
immediate follow-up by the MCO, so that an identifier can be attached to the client’s roster
information alerting the MCO to that fact. The State utilizes a health-access screening
questionnaire for this purpose. The New Enrollee Health Screening Questionnaire: Policy is
attached as Appendix 12.3a; the New Enrollee Health Assessment Form is attached as Appendix
12.3b.

Individuals have a minimum of 60 days from receipt of the enrollment packet to select an MCO.
The LDSS sends a reminder mailing to individuals who have not selected an MCO at least 30
days before expiration of the choice period.

Individuals required to mandatorily enroll in an MCO who fail to select an MCO and have not
applied for an exemption or exclusion are assigned to an MCO according to the automatic
assignment process defined by the State (see following section for further details). The LDSS
delivers notice to such individuals that includes an explanation of a member’s rights to change
MCOs. Effective 4/1/02, all enrollees, including auto-assignees, have 90 days to change MCOs.

Each new enrollee also receives a letter from the MCO within 14 days of their effective date of
enrollment, which includes the following language:

“You have 90 days to change to a new health plan if you don’t like the one you chose or
were assigned to. If you do not change your plan in 90 days, you must stay in the plan
for nine months unless you have a good reason to leave the plan. This period is called
“lock-in”. A new lock-in is applied when a person changes plans, for whatever reason.
However, when a person switches from FHPlus to Medicaid Managed Care or vice versa,
but stays in the same plan, a new lock-in is not applied. If you want to change plans now
or have a good reason to change plans during the next nine months, call (name and phone
number).”

Enrollees are permitted to change plans during this “grace” period by calling the local district
“helpline” and are not required to come into the County office, although they may do so if they
choose.

Individuals enrolled in MCOs at the time of program start-up are sent a notification informing
them they have the option to remain with their current MCO or to select a new MCO. The
notification includes information on how enrollees can execute an MCO change if they so desire
and explains the process for applying for and receiving an exemption from mandatory
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participation. The notification also specifies that if a change request is not made before the end
of the month, the client is automatically left in his/her current MCO.

Case Additions

1. Newborns of enrolled mothers will be enrolled in the same plan of the mother, unless the
MCO does not participate in the Medicaid managed care program. If a pregnant woman
is enrolled in an FHPIus MCO that does not offer a Medicaid product, she will be asked
to choose one of the Medicaid MCOs operating in her area for the unborn. If the mother
fails to select a plan, the newborn will be assigned to the same Medicaid MCO in which
other family members (e.g. siblings) are enrolled. If there are no other family members
enrolled in a plan, the newborn will be assigned following auto-assignment rules.

2. Individuals being added to a Medicaid or Temporary Assistance case, if not otherwise
known to be excluded from Medicaid managed care, will be automatically enrolled into
the same plan as the other family members. If there are multiple persons currently
enrolled in more than one MCO, the case add will be enrolled into the Medicaid managed
care plan of the oldest family member that is enrolled in Medicaid managed care.

Newborn Enrollment

Children born to women eligible for and receiving Medical Assistance on the date of birth are
automatically eligible for Medicaid for one year. LDSS responsibilities regarding newborn
enrollment are as follows:

e Add eligible unborns to all cases that include a pregnant woman as soon as the pregnancy
is medically verified;

e Inthe event the LDSS learns of a pregnancy before the MCO, establish MA eligibility
and enroll the unborn in the mother’s MCO;

e Upon notification of the birth, update WMS with demographic data for the newborn, if
not already updated, and enroll the newborn in the mother’s MCO if not already enrolled:;

e Upon receiving notification of the birth of an infant who has not been pre-enrolled with
an MCO, retroactively enroll the newborn back to the first day of the month of birth, if
the mother was enrolled at that time;

e Notify the mother of the newborn’s enrollment effective date.

The State updates WMS with information received from hospitals regarding the newborn in
accordance with State law.

Guaranteed Eligibility

Guaranteed Eligibility was implemented with the July 1, 1999 contract. Individuals enrolled in
MCOs are eligible for and may receive six months of coverage for the benefits offered through
their MCO. Should eligibility for medical assistance terminate during the first six months of
enrollment, enrollee(s) of full risk plans continue to receive those health care benefits for which
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their MCO is financially responsible through the end of their sixth month of coverage. Enrollees
of partial capitation programs receive services provided by or through their PCP. The only
exceptions to the benefit limit are family planning and pharmacy services. The family planning
free access policy continues, and pharmacy services are available through the fee-for-service
program through the end of the guarantee period.

There are, however, several exceptions to the eligibility guarantee. The guarantee period does
not apply if the individual is incarcerated, dies, moves out of state, or requests shortening of or
end to guarantee. Also, women with a net available income in excess of the medically necessary
income but at or below 200% of the federal poverty level who are eligible for Medicaid only
while they are pregnant, and through the end of the month in which the sixtieth day following the
end of the pregnancy occurs, are not eligible for the guarantee.

If, during the first six months of enrollment in an MCO, an enrollee becomes eligible for
Medicaid only as a spend-down, the enrollee is eligible to remain enrolled in the MCO for the
remainder of the six month period. During the six month guarantee period, an enrollee eligible
for spend-down and in need of wraparound services has the option of spending down to gain full
Medicaid eligibility for the wraparound services. In this situation, the local district monitors and
manually sets coverage codes as appropriate.

When an eligible individual loses and regains eligibility within a 90-day period, she/he is not be
entitled to a new six-month guarantee period for this re-enroliment to the same plan. However, a
switch to a new plan generates a new guarantee period and also a new lock-in period.

The guaranteed eligibility period is tracked through the eligibility system (WMS) and is
monitored by the local districts.

As indicated in the “Definitions and Acronyms” section, the definition of MCO includes HMOs,
PHSPs, partial capitation plans and the Special Needs Plans for the HIV population. Individuals
enrolled in any one of these types of MCOs are eligible for the guarantee.

Automatic Assignment Process

If an individual does not choose an MCO in the required time period, he/she is assigned
automatically using an algorithm that conforms to the New York State Managed Care Act. Each
night, the State updates on the information system its database of newly eligible and recertified
clients, including an assignment “tickler file” identifying the number of “choice” days remaining
for clients falling into a mandatory enrollment category. Once the tickler file reports that a
client’s choice period has expired, his/her record is matched against the full WMS database to
determine if he/she has chosen an MCO, or if other members on the same case are already
enrolled in an MCO. If neither of these conditions is met, the client is automatically assigned in
conformance with auto assignment guidelines (see Appendix 12.1). In New York City this
process is administered by the Enrollment and Benefits Counselor (Maximus).
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An individual is assigned to a plan only if it is geographically accessible as described in the
waiver and the RFP. A plan must have sufficient capacity in order to participate in the auto
assignment process. In accordance with State statute, in the first three years of mandatory

enrollment, plans affiliated with Article 28 facilities (predominately prepaid health services
plans) were guaranteed at least 25%, 22.5%, and 20% of the auto assignments, respectively.

As of June 2001, the auto-assignment algorithm was modified to include preference based on
plan quality performance, as authorized by statute. The revised methodology has been
implemented in counties that have completed one year of operation under The Partnership Plan.
A detailed description of the new algorithm is included in Appendix 12.1a.

The auto assignment process rejects individuals who are excluded or have been prospectively
exempted from mandatory enrollment. The excluded and exempt populations are identified by
demographics on WMS (for example, nursing home residents), or through exemption and
exclusion codes that are either file loaded to the Restriction/Exception Subsystem (for example,
persons who can be identified by prior utilization as HIVV+) or data-entered at the local district
after self- identification. Appendix 12.1contains more detailed information on the automatic
assignment information criteria.

The State monitors, on an ongoing basis, the level of auto-assignments by local districts. If at
any time the auto assignment rate rises above 40%, but remains below 50%, the State would
investigate the potential reasons for this level of auto-assigns. If the rate rises above 50%, the
State would develop a corrective action plan for the district, which would include targeted
initiatives for lowering the auto-assignment rate by increasing the level of self-selection. The
State consults with its contracted Enrollment and Benefits Counselor (Maximus) on the specific
efforts and initiatives to be undertaken to reduce the auto-assignment rate and make continuous
progress toward minimizing the number of persons so assigned. The State’s methodology for
calculating auto-assignment rates is attached as Appendix 12.2.

In New York City, the Enrollment and Benefits Counselor is involved in a wide variety of
outreach efforts in the community designed to enhance awareness of The Partnership Plan and
encourage individuals to select the MCO of their choice. Recipients receive multiple mailings,
including reminder notices encouraging self-selection. Plans are also permitted (within limits
discussed elsewhere) to assist individuals in completing enrollment materials. Counselors
encourage self-selection when providing counseling to recipients in face-to-face sessions or by
telephone.

The support of community-based organizations is also sought in spreading the word to
participants about the importance of reviewing materials, availing themselves of counseling, and
making the choice that best meets their family’s needs.

In the upstate counties, a variety of program approaches is used including the provision of
written materials and counseling emphasizing the importance of informed choice. Some districts
intend to do 100% face-to-face counseling; however, this may not be possible in all cases.
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Excluded/Exempt Populations

Certain individuals may be either excluded or exempted from mandatory participation in The
Partnership Plan. Excluded populations do not participate in The Partnership Plan. Exempt
populations are not required to participate; however, individuals designated as exempt may elect
to voluntarily enroll. Excluded/exempt populations are discussed in detail within Chapter 2 of
this protocol.

Excluded Populations

Some excluded populations can be identified through the eligibility system. The State and/or the
LDSS appends the eligibility records with an identifier that enables the Enroliment and Benefits
Counselor or the LDSS to determine whether an individual is excluded from participating. In
those cases where the State can determine in advance an individual's exclusion status, the system
flags the eligibility files to preclude any mailings regarding enrollment and to prevent auto-
assignment from taking place.

In those cases where an individual feels that s/he meets the criteria for an excluded category and
the eligibility system has not been pre-coded, the individual may provide information and
documentation to the LDSS to support the request. In addition, the LDSS may research the
individual's case file to determine if the individual meets the exclusion criteria. If the LDSS
agrees with the individual, the LDSS appends the individual’s eligibility record to reflect the
exclusion.

The LDSS or the Enrollment and Benefits Counselor initiates disenroliment of an enrollee whose
status changes to an excluded category. The enrollee receives a notice of disenrollment
including their right to request a fair hearing.

Exempt Populations

In some cases, the State and LDSS can identify exempt populations through existing claims and
eligibility data. The State and/or LDSS appends the eligibility records with an identifier that
enables the Enrollment and Benefits Counselor or the Local District to determine whether an
individual is exempt from mandatory participation. In cases where the State can determine in
advance an individual’s exempt status, the system “flags” these persons’ eligibility files to
prevent an auto-assignment from taking place. However, in the case of persons who may be
exempt but cannot be identified in advance, the algorithm assigns these individuals to an MCO
unless they actually apply for and receive an exemption from the LDSS (see below).

Individuals who are identified as exempt through analysis of existing aid category or through
claims data do not receive a notice indicating that the State has found them to be exempt from
mandatory participation. Exempt individuals are informed of their option to enroll in an MCO or
be waived from mandatory participation. These persons may be receiving the same enrollment
package as others being recertified or applying for assistance. This package includes
information on exemptions and who is eligible. However, the recipient’s case is electronically
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“flagged” as exempt which prevents auto-assignment. Exempt individuals so flagged do not
receive a reminder notice regarding the requirement to enroll in a managed care plan. If the
recipient chooses to enroll in a managed care plan, the worker inputting the enroliment
information gets a computer message that alerts them that an exemption code is on file; and if the
client chooses to disenroll at a later date, he/she will not be auto-assigned as long as that
exemption code remains.

In certain cases, the State and LDSS may lack the information necessary to determine in advance
whether the individual is exempt from participation. Accordingly, the State has developed an
exemption application to enable such individuals to apply for exemption from participation. The
LDSS collects and processes applications for exemption from mandatory participation in The
Partnership Plan. The exemption application forms and criteria for approving or denying
requests are provided by the State to the Local Districts. Exemption forms, including the “look-
alike” screening form, are available to beneficiaries through the LDSS. Copies of the exemption
and exclusion applications are available upon request at bigaadmin@health.state.ny.us.

Eligible MCO enrollees may apply for an exemption at any time. However, if the person is
enrolled in an MCO, s/he may be required to access services through the MCO until the LDSS
and State have had the opportunity to process the application and disenroll the individual from
an MCO.

Disenrollment

The LDSS is responsible for informing members of their rights to change MCOs. These rights
must be defined in the enrollment confirmation notice sent to individuals after they have selected
a plan or been auto-assigned.

Members are permitted to change MCOs without cause during their first 90 days of enrollment,
regardless of whether they choose an MCO or are auto-assigned. After the 90 day switch
window, members are “locked into” their MCO for the remainder of their first year (nine
months). The only exception to the lock-in is if “good cause” for disenrollment can be shown
prior to that time as defined by regulation.

Disenrollment requests are processed to take effect on the first day of the following month if the
request is made before the fifteenth day of the month, or on the first day of the second following
month if the request is made on the fifteenth day of the month or later. An expedited
disenrollment process is available in certain circumstances. See Chapter 23 for a description of
this process. Enrollees may request to disenroll directly with the LDSS, and do not have to
approach the MCO for a disenrollment form. The LDSS has a standard disenrollment form for
such requests. Recipients may call the State’s hotline, the local district or the Enrollment and
Benefits Counselor (NYC) to request a disenrollment form. The form, once completed and
signed, may be returned to the local district/broker by mail or in person. Individuals may also
come in to the local district/broker offices and request assistance in completing the disenrollment
form. Disenrollment forms may not be submitted to the MCO for processing.
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MCO members are disenrolled automatically upon death or loss of eligibility (subject to any
remaining applicable “six months guaranteed eligibility” coverage). For purposes of capitation
payments to the MCQOs, all such disenrollments are effective at the end of the month in which
they occur.

Individuals whose eligibility or health status changes such that they meet the exclusion criteria
are disenrolled at the end of the month in which their status change occurs. The only exception is
for persons who move to a category from which voluntary enrollment is still permitted (exempt).
In those cases, the individuals (e.g. HIV+) are left in their MCO and are free to request
disenrollment, as described below. Retroactive disenrollments are used only when absolutely
necessary. Circumstances warranting a retroactive disenrollment are rare and include when a
member is later determined to have entered or stayed in a residential institution under
circumstances which render the member excluded from managed care, to have been incarcerated,
to be an SSI infant less than six months of age, or to have died, as long as the MCO was not at
risk for provision of benefit package services for any portion of the retroactive period. In New
York City, members who are not in guaranteed status and who move out of the MCQO'’s service
area but not outside of the City of New York (i.e., move from one borough to another), are not
disenrolled unless the member requests a disenrollment or transfer.

Individuals are not permitted to disenroll from an MCO absent meeting one of the specified
disenrollment conditions. If disenrollment occurs based on good cause, the individual may be
required to select another MCO or may be disenrolled into the Medicaid fee-for-service program,
depending on what is determined to be in his/her best interests and the best interests of the
program.

When necessary, the LDSS has the capability to disenroll a member more quickly, by manually
processing the disenrollment through the Prepaid Capitation Plan Information Subsystem.
Through the manual process, the LDSS is able to advance a disenroliment to the first of the
following month, regardless of when in the month the processing takes place or, in extreme
circumstances, retroactive to the first day of the month in which the request was made.

Expedited Disenrollment Process

The State has in place an expedited MCO disenrollment process administered by local districts in
cases where SDOH or the local district determines that there is an urgent medical need to
disenroll the member without delay or when there is reason to believe that an enroliment was not
consensual. Individuals who are to be disenrolled from managed care based on their HIV, ESRD
or SPMI/SED status are categorically eligible for an expedited disenrollment based on urgent
medical need. Also, homeless individuals in a homeless shelter in New York City and other
districts where homeless individuals are exempt, are categorically eligible for an expedited
disenrollment.

The expedited disenrollment process is administered by the local districts in cooperation with
the SDOH Office of Managed Care. Individuals may initiate a request for an expedited
disenrollment by contacting the local district’s managed care office or the enrollment broker,
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where applicable. MCOs may also refer their members to the local district or the enrollment
broker if the MCO believes an expedited disenrollment is appropriate. Within twenty-four
hours, a representative of the local district or the enrollment broker will contact the individual
and obtain any additional information that may be required. The local district or enrollment
broker will make a determination based upon the documentation provided. If the local district
representative or enrollment broker believes the expedited disenrollment is warranted, the
change will be processed within 48 hours.

If the representative believes an expedited disenrollment based on urgent medical need is not
necessary, the concurrence of the Medical Director within the DOH Office of Managed Care will
first be obtained and then the enrollee will be notified, or the Medical Director’s office may order
the expedited disenrollment.

In New York City, complaints of non-consensual enrollments, including complaints received by
the enrollment broker or the SDOH, will be referred to the City DOH Division of Health Care
Access and Improvement (HCAI) for expedited investigation. HCAI will make a presumptive
determination. Conclusive proof will not be required, but HCAI will attempt to make some
verification of the complaint to ascertain that the member did not sign an enrollment form nor
authorize anyone else to sign the form by talking to the complainant and comparing the
complainant’s signature with the signature on the enrollment form, if possible. Upon HCAI’s
determination, HRA and the enrollment broker will be asked to expedite the disenroliment.

Expedited disenrollments based on urgent medical need will be effective the first day of the next
month after determination except where medical need requires an earlier disenroliment.
Expedited disenrollments based on non-consensual enrollment will be effective retroactive to the
first day of the month of enrollment. Expedited disenrollments for homeless individuals will be
effective on the first day of the month in which the disenrollment was requested.

Just (or ‘Good ) Cause Disenrollment

Whether handled on an expedited or a routine basis, all managed care enrollees retain the right to
disenroll from an MCO when “cause”, as determined by the local district, exists. All just-cause
disenrollments will be determined through a formal request filed with the local district by the
member. Such requests may be made orally or in writing. However, if filed orally, the State will
summarize the request in writing and require the individual to sign it. Just-cause for
disenrollment will be generally defined as follows:

A) The Contractor has failed to furnish accessible and appropriate medical care services
or supplies to which the Enrollee is entitled under the terms of the contract under
which the Contractor has agreed to provide services. This includes, but is not limited
to the failure to:

I) provide primary care services;

I1) arrange for in-patient care, consultation with specialists, or laboratory and
radiological services when reasonably necessary;

I11) arrange for consultation appointments;
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B)

C)

D)

E)

F)

G)

H)

J)

IV) coordinate and interpret any consultation findings with emphasis on continuity of
medical care;

V) arrange for services with qualified licensed or certified providers;
VI) coordinate the Enrollee's overall medical care such as periodic immunizations and

diagnosis and treatment of any illness or injury; or

The Contractor cannot make a Primary Care Provider available to the Enrollee within
the time and distance standards prescribed by SDOH; or

The Contractor fails to adhere to the standards prescribed by SDOH and such failure
negatively and specifically impacts the Enrollee; or

The Enrollee moves his/her residence out of the Contractor’s service area or to a
county where the Contractor does not offer the product the Enrollee is eligible for; or

The Enrollee meets the criteria for an Exemption or Exclusion as set forth in 2(b)(xi)
of this Appendix; or

It is determined by the LDSS, the SDOH, or its agent that the Enrollment was not
consensual; or

The Enrollee, the Contractor and the LDSS agree that a change of MCOs would be in
the best interest of the Enrollee; or

The Contractor is a primary care partial capitation provider that does not have a
utilization review process in accordance with Title I of Article 49 of the PHL and the
Enrollee requests Enrollment in an MCO that has such a utilization review process; or

The Contractor has elected not to cover the Benefit Package service that an Enrollee
seeks and the service is offered by one or more other MCOs in the Enrollee’s county
of fiscal responsibility; or

The Enrollee’s medical condition requires related services to be performed at the
same time but all such related services cannot be arranged by the Contractor because
the Contractor has elected not to cover one of the services the Enrollee seeks, and the
Enrollee's Primary Care Provider or another provider determines that receiving the
services separately would subject the Enrollee to unnecessary risk; or

K) An FHPIus Enrollee is pregnant.
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MCOs may seek to disenroll a member under two circumstances:

e The member engages in conduct or behavior that seriously impairs the MCQO’s ability to
furnish services to either the member or other members, provided that the MCO has made
and documented reasonable efforts to resolve the problems presented by the member.

e Consistent with 42 CFR § 438.56 (b), the MCO may not request disenrollment because of
an adverse change in the member’s health status, or because of the member’s utilization
of medical services, diminished mental capacity, or uncooperative or disruptive behavior
resulting from the member’s special needs (except where continued enrollment in the
MCQO’s MMC or FHPIlus product seriously impairs the MCQO’s ability to furnish services
to either the member or other members.

e Once a member has been disenrolled at the MCQO’s request, he/she will not be re-enrolled
with that same MCO again in the future, unless the MCO first agrees to such enrollment.
The local district may require that these individuals be returned to the fee-for-service
program.

The MCO must file a formal request with the local district including the following information
and documentation:

e A letter that describes in detail the circumstances leading to the request;

e Documentation of the plan’s efforts to resolve the member’s problems or address the
situation;

e Affidavits, as appropriate, from plan providers and/or staff.

The local district upon receipt and review of this request and all accompanying information, will
contact the enrollee to obtain his/her perspective and obtain their input. Following its
investigation, the local district will render a decision, which if unfavorable to the client
(disenrollment ordered over the client’s objections) may be appealed through the Fair Hearing
process.

State- or LDSS-Ordered MCO Changes

The SDOH has the right, upon notice to the LDSS, to limit, suspend or terminate enroliment
activities by the MCO and/or enrollment into the MCO’s plan upon ten (10) days written notice
to the MCO, specifying the action(s) contemplated and the reason(s) for such action(s).

The State or LDSS may disenroll members from any MCO found to be in violation of service
accessibility or financial solvency standards. Under these circumstances, individuals are given
notice and permitted to select a different MCO.
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Automatic Re-enrollment into MCOs

Individuals with mandatory enrollment status who are disenrolled from an MCO due to loss of
eligibility, and who regain their eligibility within three months or less, will automatically be
prospectively re-enrolled with the same MCO (subject to available capacity in the MCO). In this
case, the original guarantee and lock-in period continue.

MCO Notification of Disenrollments

The Roster, along with any changes sent by the LDSS to the MCO in writing or electronically,
serves as official notice to the MCO of the disenrollment of an enrollee.

The LDSS consults with the MCO regarding any retroactive disenrollment that would be
effective prior to the first day of the month of the disenrollment request, except for SSI infants or
in cases where it is clear that the MCO was not at risk for the provision of covered services. In
all cases of retroactive disenrollment and at the time of disenrollment, the LDSS must notice the
MCO of the MCO'’s responsibility to submit to the SDOH Fiscal Agent voided premium claims
for any months of retroactive disenrollment in which the MCO was not at risk for the provision
of covered services.

Reporting

The local districts report, and the State monitors, the following information and statistics on a
monthly basis in a f