Consumer Assistance Referral Process

ocCl

e OCl receives consumer
call and evaluates issue

e Records case information
in tracking database

e Forwards Self Funded
Plan or Medicaid related
calls and client
information to ABC

e Advises certain consumer
of assistance for factual
disputes with health

insurers or independent
review help h

h

ABC for Health, Inc.

Other Referring
Agencies

e Records client info and
notes status as an OCl
referral in client database

e Conducts intake interview
and informs client of
ABC’s relationship with
ocCl

e Other agencies refer
to ABC cases that
meet the consumer
assistance project
priorities

e Conducts intake interview

e Assists/Refers client lets
OCl know, either way

e Send aggregate,
demographic, eligibility
data

h

e ABC perform casework

e Reports aggregate
progress regularly to OCI

e ABC Refers case to OCI if
there is an opportunity to
for OCl to address the it

® Refer cases to Senior
Benefits Specialists,
however this is not
available in all counties
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