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• Request for 90-day supply of prescription drugs versus 30-
day supply

• Level 3 drug usage and 30-day supply
• Complaint about who makes decisions on what drugs to

prescribe, Navitus or the physician
• Concern with information provided on change to Navitus

1
2
1

1

Disability Benefits 1
Issues:

• Income Continuation Insurance denial (lack of clinical
evidence)

1

Other 1
Issue:

• Life insurance cancellation 1

Formal Written and Informal Complaints:

In May, June and July, the ombudspersons handled over 200 informal and formal complaints
regarding insurance programs.  The majority of these complaints involved health insurance,
disability programs and the pharmacy benefit.  The following highlights the variety of issues
handled by the ombudspersons.

Number
Health Insurance Complaints 65 (32%)

Health Maintenance Organizations
Most Common Issues:
• Non-covered Services (23%)
• Eligibility and Enrollment (23%)
• Billing (20%)

40

Standard Plans (all)
Most Common Issues:
• Referrals/Prior Authorizations (20%)
• Billing (20%)
• Eligibility and Enrollment (12%)

25

Pharmacy Benefit Complaints 76 (38%)
Most Common Issues:
• Copayment Reduction (25%)
• General Program Design (22%)
• Non-covered Drugs (14%)
• Prior Authorizations (12%)
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Disability Program Complaints 56 (28%)
Income Continuation Insurance

Most Common Issues:
• Overpayments (30%)
• Payment/Check Error (14%)
• Initial Claim Processing (11%)
• Integration of Benefits (9%)

46

Disability Retirement (§ 40.63) 2
Duty Disability (§ 40.65) 1
Long-Term Disability Insurance 7

Other Program Type Complaints (Life, ERA, EPIC, Spectera)* 5 (2%)

*It is not common to receive a large number of complaints regarding these programs because
the availability of ombudsperson assistance isn’t as widely known, and most of the programs
are not under contract with ETF, rather approved for payroll deduction by the Board.

We will be available at the Board meeting to address any questions you have regarding this
report.  Thank you.
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