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Housekeeping

@ All participants are muted.

You can use the meeting chat feature to ask questions. To ask
a question, type in the chat box and select the arrow in the

bottom right corner to send.

The presentation from today’s session will be emailed out after
this session.
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Access, Inclusion, And Reasonable Accommodation

The Ohio Department of Medicaid is committed to providing access, inclusion, and reasonable accommodation in its
services, activities, programs, and employment opportunities in accordance with the Americans with Disabilities Act
(ADA), Title VI of the Civil Rights Act, and other applicable laws.

Interpreter and
written information

To request an interpreter, written information in a language other than English or in other formats such as
large print, audio, and accessible electronic formats, or a reasonable accommodation due to a disability,
please contact Ohio Medicaid’s Civil Rights/ADA Coordinator at 614-995-9981/TTY 711, fax 614-644-1434, or
email: ODM _EEO EmployeeRelations@medicaid.ohio.gov. Requests should be made at least three
business days prior to the scheduled event.

Recording

Unless Ohio Medicaid’s Civil Rights/ADA Coordinator approves in advance, individuals may not record the
meeting using the recording function in Teams, GoToMeeting, Zoom, or any virtual meeting platform used
by the department, nor may individuals utilize artificial intelligence technologies to transcribe meetings.

®

Grievance

If you believe Ohio Medicaid has failed to provide these services or discriminated in another way, you can
file a grievance with Ohio Medicaid’s Civil Rights Coordinator or file a civil rights complaint with the U.S.
Department of Health and Human Services Office for Civil Rights, or both. Further information on these
processes and Ohio Medicaid’s compliance with civil rights and other applicable laws can be found in our
Notice of Nondiscrimination.
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Next Generation MyCare Plan Comparison

ODM has developed a plan comparison to show the value-added services for each of the Next Generation MyCare plans
and help members choose the best plan for them.

Next Generation MyCare Plan Comparison
Value-Added Services for Dual Benefit Members*
Assists members in selecting the plan best fit for their
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Delegation Strategies
Examples of how AAAs could be involved in care coordination depending on a Next Generation MyCare plan’s delegation.

Partial Delegation Example: Next Generation MyCare plans may serve as a member’s care coordinator. Next Generation
MyCare plans or AAAs may serve as a member’s waiver service coordinator or care coordinator for those age 59 and under. AAAs

serve as a member’s waiver service coordinator for those age 60 or older.

Age 59 and Under Age 60 or Older
Member and care team are supported by: Member and care team are supported by:

Care coordinator Waiver service coordinator Care coordinator Waiver service coordinator

Next Generation MyCare plan  Next Generation MyCare plan Next Generation MyCare plan  AAA waiver service
care coordinator waiver service coordinator care coordinator coordinator
Or

AAA waiver service
coordinator

Full Delegation Example: AAAs serve as a member’s waiver service coordinator and care coordinator.

Age 59 and Under Age 60 or Older
Member and care team are supported by: Member and care team are supported by:
AAA acting as a care AAA waiver service AAA acting as a care AAA waiver service
coordinator coordinator coordinator coordinator
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Delegation Strategies

How AAAs will be involved in care coordination and waiver service coordination for members on the MyCare Ohio waiver.

Age 59 and Under Age 60 or Older
Member and care team are supported by: Member and care team are supported by:

Care coordinator Waiver service Care coordinator Waiver service
coordinator coordinator

Anthem Blue Cross

All Available

and Blue Shield Counties Anthem Anthem Anthem AAA
Buckeye Health All Available
Plan Counties Buckeye Buckeye Buckeye AAA
Northeastern
Counties AAA AAA AAA AAA
Across State
CareSource
Remainder of
Available CareSource CareSource CareSource AAA
Counties
Molina Healthcare All Available Molina Molina Molina AAA

of Ohio

Counties
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Key Feedback Channels for Members and Providers

ODM has several feedback channels to gather member and provider feedback to allow them to contribute insights and
discuss their experiences.

Community Community visits and events with members, providers, and
Visits and advocates to share updates about the Next Generation MyCare
Events program and receive feedback on experiences.

General Monthly meeting that brings stakeholders together to share
Program information about the Next Generation MyCare program and seek
Feedgback Workgroup feedback from stakeholders to strengthen the program.

Advisory

Member S ) y . . R,
Key Experience urvey that provides members an opportunity to share feedbac

Feedback SUrvevs and insights to help improve the program.
Channels

Member
Appeals and
Issue Grievances

Resolution

Processes Provider Process that allows providers to dispute issues, share feedback,
and participate in ongoing enhancements.

Process that allows members to request reviews of denied
services and formally express concerns about their plan or care.

Claims and
Gy wedeos Disputes

Next Generation MyCare



Next Generation MyCare Community Visit Program Feedback

ODM has held 38 community visits and events since March 2024 to educate members, providers, and advocates on the Next
Generation MyCare program and gather feedback for future program improvements.

What we’ve heard

O

Communication &
Outreach

* Use member preferred
channels and local
community organizations.

* Focus on consistent, clear,
and accessible messaging.

* Lower the reading level of
communications for better
understanding.

O

Access to Care/Choice

* Simplify the process for
members to choose plans
and clarify available
benefits.

* Support integrated care
and smoother transitions
when members move
between regions.

* Reduce administrative
burdens and approval
delays that might limit
member choice.

==

O

Transportation

* Improve transportation
reliability, make
scheduling faster, and
expand options.

* Provide clear guidance
around logistics (e.g.
pickup/drop-off and
provider wait time
compensation).

* Prioritize working with
local vendors and
strengthen oversight of
services.

O

Provider Network Clarity

* Address provider network
gaps through regular
reviews.

* Clarify provider
requirements, enrollment,
and contract processes.

* Clearly outline different
agreement types and
make information of
certified providers easy to
find.

O

Claims/Billing

 Streamline claims,
billing, and
authorization processes.

» Offer provider education
on new workflows and
clarify billing for all
service types.

* Strengthen prompt pay
policies and minimize
administrative burden.
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Next Generation MyCare Community Visit ODM Actions

ODM has held 38 community visits and events since March 2024 to educate members, providers, and advocates on the Next

Generation MyCare program and gather feedback for future program improvements.

Actions we’re taking

Provider Agreement Updates

ODM has updated the Next Generation MyCare Provider Agreement, the contract between ODM and the Next Generation MyCare plans, to include
updated requirements to enhance member and provider experience such as shorter prompt pay turnaround time and dedicated provider relations
staff for Home and Community-Based Services providers.

Website Updates
MyCare Medicaid webpages are regularly updated to share critical information about the Next Generation MyCare
program.

Resource Updates
ODM is continuously updating public facing documents to reflect the most up-to-date information.

Stakeholder Engagement
ODM is engaging various stakeholder groups to collect feedback and address questions in real time through community events,
member advocacy group meetings, and more.

Continuous Improvement
ODM incorporates feedback where applicable and appropriate. We encourage all stakeholders to submit feedback
through our channels.

@AM K
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Member Appeals and Grievances Process

Member Appeals and How to File One

An appeal is when a member asks their Next Generation MyCare plan
to review a decision to deny a service they or their doctor may have
requested. A member may have a representative, like a family member
or their doctor, submit an appeal for them.

They can find the member appeal form on their plan’s website. The

form will ask for:

*  Theirname and ID number as shown on their Next Generation
MyCare member ID card

*  Theirdoctor’s name

*  Thedate of the service

*  Thereason they disagree with the denial

* Anyotherinformation to support their request

Members can learn more about appeals in their Next Generation
MyCare plan’s member handbook. To get a copy of their member
handbook, find the appeal form, and submit a member appeal, they
should go to their Next Generation MyCare plan’s website.

*  Anthem Blue Cross and Blue Shield

*  Buckeye Health Plan

*  CareSource

*  Molina HealthCare of Ohio

Member Grievances and How to File One

A grievance is when a member is not happy with their Next
Generation MyCare plan or doctors. This can mean they are not
happy with the operations, activities, or behaviors of their plan or
doctors. They have the right to file a grievance without fear of
discrimination or negative treatment.

A member or their representative can file a grievance verbally or in
writing at any time with their plan. They can mail their letter to their
plan’s address listed on their website, or they can call their plan’s
Member Services to help them file a grievance over the phone.

Members can learn more about grievances in their plan’s member
handbook. To get a copy of their member handbook, find their plan’s
address, and to file a grievance, they should go to their Next Generation
MyCare plan’s website.

* Anthem Blue Cross and Blue Shield

* Buckeye Health Plan

e CareSource

* Molina HealthCare of Ohio
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fmmp.buckeyehealthplan.com%2Fbenefits%2Fmember-handbook.html&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C15b1e70baf354cde956e08ddf05d6fb5%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638931006277161885%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=8cwG1kELpJ81khVgLAlN%2FmZbIRb06eiUPmQ3fAMTWZc%3D&reserved=0
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.caresource.com%2Foh%2Fplans%2Fmycare-snp&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C15b1e70baf354cde956e08ddf05d6fb5%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638931006277175451%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=XkPuTo5u2xHK8LAktUdFjQmUXuJF5nXIJoi8yolMQGA%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.caresource.com%2Foh%2Fplans%2Fmycare-snp&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C15b1e70baf354cde956e08ddf05d6fb5%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638931006277175451%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=XkPuTo5u2xHK8LAktUdFjQmUXuJF5nXIJoi8yolMQGA%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.molinahealthcare.com%2Fmembers%2Foh%2Fen-us%2Fhp%2Fmycare%2Fduals%2Fenroll.aspx&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C15b1e70baf354cde956e08ddf05d6fb5%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638931006277188602%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=y3ZSrZwJQTDadpRKmQEsYkTU071I0ZRStvXBF6C7cqE%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.molinahealthcare.com%2Fmembers%2Foh%2Fen-us%2Fhp%2Fmycare%2Fduals%2Fenroll.aspx&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C15b1e70baf354cde956e08ddf05d6fb5%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638931006277188602%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=y3ZSrZwJQTDadpRKmQEsYkTU071I0ZRStvXBF6C7cqE%3D&reserved=0
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.molinahealthcare.com%2Fmembers%2Foh%2Fen-us%2Fhp%2Fmycare%2Fduals%2Fenroll.aspx&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C15b1e70baf354cde956e08ddf05d6fb5%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638931006277239290%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=x258tGU4blSca%2FuBYhp7%2BuR1ILAiyG771F9FY0fGLcQ%3D&reserved=0

Provider Claims Dispute and Prior Authorization Denials Process

When providers receive a prior authorization denial, they When providers receive a claim denial, they can:

have the option to: « Utilize the provider claim dispute resolution process
* Request a peer-to-peer review, or (PCDR).

* Request a provider appeal. Once providers have completed the PCDR process, If the
A member appeal and a provider appeal can be decision to deny is upheld, they can request an EMR.

requested at the same time and the processes can run
parallel to each other; however, they are two separate
and distinct appeal processes. Providers are required to
exhaust the provider appeal process prior to requesting
an External Medical Review (EMR).
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External Medical Reviews

If denial is due to medical necessity, then EMR may be an option for providers once they have exhausted
the provider appeal process and/or completed the PCDR process.

External Medical Review

EMR is the review process conducted by an independent, EMR entity that is initiated by a provider who
disagrees with a Next Generation MyCare plan’s decision to deny, limit, reduce, suspend, or terminate a
covered service for lack of medical necessity. The EMR is available at no cost to providers.

Providers will submit EMR requests and provide documentation via the EMR entity’s portal. After receiving
written notification of the internal appeal for a claim or prior authorization dispute, they have 30 calendar
days to request EMR through the online portal along with submission of required documentation.

Providers can find the peer-to-peer, provider appeals, and PCDR processes within the Next Generation
MyCare plan’s provider manual and within the External Medical Review (EMR) Provider Authorization
Denial Grid or MCE Claims Denial Resource Grid, respectively.
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.gainwelltechnologies.com%2Fpermedion%2F&data=05%7C02%7CAbigail.Lefton%40das.ohio.gov%7C6b72c81e4c724f2b3b1d08ddb24d3676%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638862766881257973%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=%2FOKk15f9Zu1KREiFq4IvFaITCilraU5JjQ8ZL3SAoNI%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fdam.assets.ohio.gov%2Fimage%2Fupload%2Fmedicaid.ohio.gov%2FProviders%2FProviderTypes%2FManaged%2520Care%2FExternal_Medical_Review_Provider_Prior_Authorization_Denial_Grid_V7.pdf&data=05%7C02%7CAbigail.Lefton%40das.ohio.gov%7C6b72c81e4c724f2b3b1d08ddb24d3676%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638862766881299939%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=PbVlVMdo83FqAPNmeLqZTu%2FEomYIamIA2s%2FqT3XnJS8%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fdam.assets.ohio.gov%2Fimage%2Fupload%2Fmedicaid.ohio.gov%2FProviders%2FProviderTypes%2FManaged%2520Care%2FExternal_Medical_Review_Provider_Prior_Authorization_Denial_Grid_V7.pdf&data=05%7C02%7CAbigail.Lefton%40das.ohio.gov%7C6b72c81e4c724f2b3b1d08ddb24d3676%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638862766881299939%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=PbVlVMdo83FqAPNmeLqZTu%2FEomYIamIA2s%2FqT3XnJS8%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fdam.assets.ohio.gov%2Fimage%2Fupload%2Fmedicaid.ohio.gov%2FProviders%2FManagedCare%2FMCO_Claims_Denial_Resource_Grid_V2.pdf&data=05%7C02%7CAbigail.Lefton%40das.ohio.gov%7C6b72c81e4c724f2b3b1d08ddb24d3676%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638862766881273534%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=3zf3qXkT%2FggWDaOQlOtVRSXf4JZO9kj2b6Ggszvb9jU%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fdam.assets.ohio.gov%2Fimage%2Fupload%2Fmedicaid.ohio.gov%2FProviders%2FManagedCare%2FMCO_Claims_Denial_Resource_Grid_V2.pdf&data=05%7C02%7CAbigail.Lefton%40das.ohio.gov%7C6b72c81e4c724f2b3b1d08ddb24d3676%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638862766881286885%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=L%2BItNN1Tjc0Y2CsQ5Hbm8gBNTkLAikrEsgL4CzUHrGQ%3D&reserved=0
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Consumer Assessment of Healthcare Providers and Systems Consumer
Experience Survey

Consumer experience surveys were previously conducted only for dual benefit members. Next Generation
MyCare plans are now required to conduct annual surveys of member experience and satisfaction for all
members, including Medicaid-only members.

* The Consumer Assessment of Healthcare Providers and Systems (CAHPS) Consumer Experience Surveys are annual
surveys conducted by Medicaid managed care plans and MyCare Ohio Plans to survey member experience and
satisfaction with care using and independent survey organization.

* Ohio Medicaid issues three Program-specific reports each year to provide a comprehensive analysis of the data.

* Ahigh-level overview and key findings are contained in an Executive Summary Report, while detailed analyses and
findings are presented in a Full Report. A Methodology Report offers a detailed description of the analytical
methodology.

* Visit the Medicaid Ohio webpage to view the annual Executive Summary Reports and Full Reports.
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https://medicaid.ohio.gov/about-us/qs/cahps-consumer-experience-surveys

Interactive Discussion




y o

Interactive Discussion

0

. As open enrollment continues, are there any questions or concerns you

What feedback channels have you or your members found most
helpful when engaging with ODM staff and communicating feedback?

What feedback channels have you or your members found most

helpful when engaging with MyCare Ohio plans and communicating
feedback?

are hearing about the Next Generation MyCare program roll out?
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Next Generation MyCare Program Webinar

Next Generation MyCare Program Overview
for Members

Next Generation MyCare Program Overview

for Providers

Public webinar to share information with providers about
the Next Generation MyCare program, what is means for
them, what steps they may need to take, impacts to
members, and how they can continue to provide them with

Public webinar to share information with members about
the Next Generation MyCare program, what is means for
them, and what steps they may need to take ahead of the
new program.

care.

* November 14, 2025 * November 21, 2025
* 10a.m.-11a.m. * 3p.m.-4p.m.
Click here to register. Click here to register.

* Program Overview

* Member Benefits, Changes, and Impacts
* Open Enrollment Overview

* Next Generation MyCare Materials

* Care Coordination

Program Overview

Provider Benefits, Changes, and Impacts
Member Key Information

Care Coordination
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fattendee.gotowebinar.com%2Fregister%2F4020514250778194267&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C6ad4c8a0b6dd425a0b7908ddfb7da361%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638943239207540998%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=pD5gJq60zwgc0sz0NRU%2FcXbb65WCsIEXD0Q7Ha%2B1Kuc%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fattendee.gotowebinar.com%2Fregister%2F1313039435147437918&data=05%7C02%7CRebecca.Vitale%40medicaid.ohio.gov%7C6ad4c8a0b6dd425a0b7908ddfb7da361%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C638943239207564160%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=HFchgctHsNZIH%2FGzRPuyKXVoSAizMa7k6BPoZZgfG34%3D&reserved=0

Wrap-up and Next Steps




Next Steps

@ Check your email for information ahead of next meeting.

e Share information about the Next Generation MyCare program with your community.

G Think of questions or topics for the discussion during these meetings and enter them via chat
or email the Managed Care Integrated Care Policy email
(IntegratedCarePolicy@medicaid.ohio.gov).

To share additional questions or comments related to the Next Generation MyCare program:
* Email us at: MyCareConversionQuestions@medicaid.ohio.gov
* Send us a letter to:

Ohio Department of Medicaid

MyCare Ohio program

PO Box 182709

Columbus, OH 43218-2709
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