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Oklahoma Health Care Authority
Quality Advisory Committee

January 13, 2026
1:00 — 3:00 PM
OHCA Beaver’s Bend Conference Room

AGENDA

Please access via zoom:
https://www.zoomgov.com/webinar/register/WN 1LIBUMEKQtG5uf1PT3JNpQ
Telephone: 1-669-254-5252 Webinar ID: 160 688 2103

Welcome and rollcall — Teresa Huggins, Chairperson (5 mins)

Approval of November 18, 2025, Minutes — Teresa Huggins, Chairperson (5 mins)

Introduction of new QAC Member, Dr. Steven Gregg — Folake Adedeji, Chief Quality Officer (5
mins)

Managed Care Update — Stephanie Mavredes, Deputy State Medicaid Director (15 mins)

KFMC — External Quality Review Organization (EQRO) Update — Beth Nech, Senior Manager (30 mins)

QAC Subcommittee on Data & CE Operational Metrics Update/Discussion — Sarah Van Alstine, Sub
Committee Chair (15 mins)

QAC Subcommittee on Performance Improvement Projects Update/Discussion — Barbara O’Brien,
Sub Committee Co-Chair (15 mins)

QAC Subcommittee on Primary Care Spend Update/Discussion — Mark Woodring, Sub Committee
Chair (15 mins)

New Business — Teresa Huggins, Chairperson (5 mins)

Next Meeting — Teresa Huggins, Chairperson (5 mins)

March 10, 2026

Adjourn — Teresa Huggins, Chairperson (5 mins)



https://www.zoomgov.com/webinar/register/WN_1LlBuMEKQtG5uf1PT3JNpQ

SOONERSELECT
METRICS

AAAAAAAAAAAAAAAAAAAAAAAAAAA



SoonerSelect Updates Executive Summary

There are two data sets presented within this SoonerSelect Metrics packet. The first set of data is derived
from the Medicaid Management Information System (MMIS) and reflects paid month data. The second set
of data is derived from Contracted Entities (CEs) submitted reports and reflects rendered month data.

MMIS Data

Enrollment: Total overall enrollment for all SoonerSelect Programs was an average of 616,424 enrollees per
each month in Q2 (Oct-Nov). Children’s Specialty Program enrollment averaged 18,332 enrollees per month
in Q2.

The distribution of members between all plans remained consistent month-to-month throughout Q2 (Aug-
Oct) of state fiscal year (SFY) 2026:

e Dental: Liberty Dental 56%; DentaQuest 44%
¢ Maedical: Aetna 33%; Humana 33%; Oklahoma Complete Health 34%
¢ Children’s Specialty Program (CSP): Oklahoma Complete Health 100%

Utilization: Overall, the percentage of members utilizing SoonerSelect remained reasonably consistent
across September 25-November 25.

¢ Dental was at 7% in September and increased to 8% in October and remained at 8% in
November.

¢ Maedical was at 52% in September, increased to 58% in October and levelled out to 54% in
November.

e CSP was at 62% in September and increased to 73% in October and remained at 73% in
November.

Additionally, the percentage of SoonerSelect members utilizing the emergency department increased from 5%
in September to 7% in October and then decreased to 4% in November.

Contracted Entity (CE) Submitted Reports

The findings reflected below are attributed to the data set derived from the CE submitted reports for
September -October 2025:

Claims Activity: The following observations were made regarding claims payment activity:

¢ Dental: DentaQuest’s total claims paid count for Sept-Oct 2025 was 46,545; the average amount
paid per month was $5,614,058.51. Liberty Dental's total claims paid count for Sept-Oct. 2025 was
higher at 67,789 with an average paid amount of $8,225,461.48 per month.

¢ Maedical: Aetna’s total claims paid count for Sept-Oct 2025 was 561,546; with an average paid
amount of $57,889,849.08 per month. Humana's total claims paid Humana's total claims paid
count for the same period was slightly lower at 528,347 with an average paid amount of
$56,386,344.24 per month. Oklahoma Complete Health's total claims paid count for this period
was in between at 534,393 with a slightly lower average paid claims amount of $55,556,637.26 per
month.

e CSP: Oklahoma Complete Health's total paid claims count for Sept-Oct. 2025 was 95,507 with an
average paid claims amount of $16,359,866.25 per month.

Claims Timeliness: CEs are statutory and contractually required to ensure that ninety percent (90%) of

clean claims received from all providers are paid within fourteen (14) days of receipt. Furthermore, CEs

are also required to ensure ninety-nine (99%) of clean claims received from all providers are paid within
ninety (90) days.



e Dental: The data submitted for Sept.-Oct. 2025 shows both CEs are paying on average 99% of
clean claims within 14 days, which is above the required metric. For this time DentaQuest’s
average paid time in days was 5 days and Liberty Dental's average paid time in days was 6.5 days.

¢ Maedical: The data submitted for Sept.- Oct. 2025 shows the three CEs are paying on average The
submitted data shows the 3 CEs are paying on average 99% of clean claims within 14 days, which
is above the required metric. For this time Aetna and Humana's average paid time in days was 5
days while Oklahoma Complete Health's average paid time in days was 18 days.

e CSP: The data submitted for Sept.- Oct. 2025 shows Oklahoma Complete Health is paying an
average of 94.76% of claims within 14 days, which is above the required metric. For this time
Oklahoma Complete Health's average paid time in days was 20.5 days.

Dental Prior Authorizations: Between the years of 2019-2023, OHCA's prior authorization (PA) approval rate
for dental services ranged between 62%-78% while the PA denial rate for the same date range and set of
services ranged between 8-18%. It is noteworthy that OHCA is working to ensure consistency and accuracy
in CE reports. This work includes, but is not limited to, standardizing definitions for approved, denied,
canceled, etc. (The standard definitions that have been provided to CEs are provided below PA metrics.)
These changes will be seen in reports that will be received in December and will provide additional clarity
and more comparable metrics.

e Dental: DentaQuest received a total of 15,202 standard PA requests Sept.- Oct. 2025, with an
approval rate of 47.36%. While Liberty Dental received a total of 21,884 standard PA requests, with
an average approval rate of 69.92%. It should be noted that DentaQuest utilizes prepayment
review in lieu of prior authorization for many services, which may explain why they reported a
fewer number of approved PAs and a greater number of suspended/canceled PAs. DentaQuest
reported an average suspended (canceled) rate of 25.32% while Liberty Dental reported 0% for
Sept.-Oct. 2025.

Medical and CSP Prior Authorizations: Between the years of 2019-2023, the OHCA's prior authorization
(PA) approval rate for DME, medical, and therapy services ranged between 67% -69% while the PA denial
rate for the same date range and set of services ranged between 6% -12%. The CE PAs below represent ALL
PAs (medical, DME, Therapy, Pharmacy, and BH). It is noteworthy that OHCA is working to ensure
consistency and accuracy in CE reports. This work includes, but is not limited to, standardizing definitions
for approved, denied, canceled, etc. These changes will be seen in reports that will be received in December
and will provide additional clarity and more comparable metrics.

¢ Maedical: Aetna had 21,751 total PA requests for Sept.-Oct. 2025 with an average of 71.5% of PAs
approved and 21.5% denied per month. Humana had 25,505 total PA requests for Sept.-Oct. 2025
with an average of 77.5% of PAs approved and 21.5% of PAs denied per month. Oklahoma
Complete Health had 28,692 total PA requests for Sept.-Oct. 2025 with an average of 57% of PAs
approved and 26% of PAs denied per month.

e CSP: Oklahoma Complete Health had 3,982 total PA requests for Sept.-Oct. 2025 with an average
of 75% of PAs approved and 13% of PAs denied per month.

Standardized Definitions for Prior Authorization Reporting (provided to CEs by OHCA):

e Approved PA: Fifty percent (50%) or more of the units requested for a specific medical service,
treatment, or prescription have been reviewed and it has been determined that it will be covered
according to payer terms.

¢ Denied PA: Forty-nine-point nine percent (49.9%) or less of the requested units for specified
medical service, treatment, or prescription has been reviewed and it has been determined that it
will NOT be covered according to the payer.

e Canceled PA: The request has been withdrawn, voided, or closed before a final decision
(approval or denial) is issued.



¢ Pending PA: The request for a specific medical service, treatment, or prescription is currently
under review by the payer, and the final decision is yet to be determined.

Call Center Performance: CEs are required to meet multiple call center metrics for both their enrollee and
provider services call centers, including, but not limited to, the average wait time not exceeding thirty (30)
seconds. The following observations were made regarding call center activity:

¢ Dental: DentaQuest’s enrollee call center received a total of 3,755 calls for Sept.-October 2025,
while their provider call center received a total of 444 calls for the same period. DentaQuest's
average wait time in seconds for this period for the enrollee services call center was 20.5 seconds,
and 17 seconds respectively for their provider services call center. Liberty Dental's enrollee call
center received a total of 4,616 calls for Sept.-Oct. 2025, while their provider call center received a
total of 160 calls for the same period. Liberty Dental’s average wait time in seconds for this period
for the enrollee services call center was 22 seconds, and 17 seconds respectively for their provider
services call center.

¢ Maedical: Aetna’s enrollee call center received a total of 31,254 calls for Sept.-Oct. 2025, while their
provider call center received a total of 14,465 calls for the same period. Aetna’s average wait time
in seconds for this period for the enrollee services call center was 9.5 seconds, and 4.5 seconds
respectively for their provider services call center. Humana's enrollee services call center received
a total of 30,775 calls for Sept.-Oct. 2025, while their provider services call center received a total
of 10,893 calls for the same period. Humana's average wait time in seconds for Sept.-Oct. 2025 for
the enrollee services call center was 5.5 seconds, and 11.5 seconds respectively for their provider
services call center. Lastly, Oklahoma Complete Health's enrollee services call center received a
total of 18,338 calls for Sept.-Oct. 2025, while their provider services call center received a total of
13,900 calls for the same period. Oklahoma Complete Health's average wait time in seconds for
Sept.-Oct. 2025 for the enrollee services call center was 12.5 seconds, and 11 seconds respectively
for their provider services call center.

e CSP: Oklahoma Complete Health's CSP enrollee services call center received a total of 1,317 calls
for Sept.-Oct. 2025, while their provider call center received a total of 1,253 calls for the same
period. OCH'’s average wait time in seconds for Sept.-Oct. 2025 for the enrollee services call
center was 14 seconds, and 10.5 seconds respectively for their provider services call center.

Network Adequacy: The CEs are required to submit network adequacy reports on a quarterly basis to
ensure robust network planning, ongoing provider recruitment, and geographic coverage analysis. Metrics
used to determine network adequacy include, but are not limited to, ninety percent (90%) or more of
members meet the time/distance access standards for provider types designated by the contract. When
CEs are not meeting a metric of 90% or greater, they have the opportunity on a bi-annual basis CEs to
submit a network adequacy exception request to OHCA for review and decision. The exception request
process allows OHCA to assess plans networks against each other, as well as to OHCA's fee-for-service (FFS)
network to determine availability of that provider type in the request, as well as to show the ongoing efforts
CEs have made to attempt to expand their networks when a provider is available.

Credentialing & Re-Credentialing: Credentialing and re-credentialing help ensure provider quality,
network integrity, and access to care within the SoonerSelect Program. Dental CEs have been credentialing
providers since program implementation. Medical and CSP CEs began credentialing providers in July 2025
and are required to align and use a single Credential Verification Organization (CVO) that is certified by a
CMS-approved accrediting organization and approved by OHCA. The CVO used by Medical and CSP CEs is
Availity. Credentialing timelines are based on the receipt of a completed application, defined as submission
of all required information and documentation by the provider. The 45-day credentialing timeframe begins
only after a completed application is received and includes final approval, system loading, and claims
readiness. In limited circumstances, a CE may request a one-time 15-day extension, which OHCA reviews on
a case-by-case basis. Providers are re-credentialed every three (3) years in accordance with program
requirements.



Enrollment & Utilization
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Enroliment & Utilization (Cont.)
Children's Specialty (S-SPC) Members Enrolled
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Enroliment & Utilization (Cont.)
Tribal Members Enrolled - Medical (S-SEL) & Children's Specialty (S-SPC)
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Enroliment & Utilization (Cont.)
Total SoonerSelect Members Served
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Enroliment & Utilization (Cont.)
Children's Specialty (S-SPC) Members Served
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Enroliment & Utilization (Cont.)
Percent of Total SoonerSelect Members Served
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Enroliment & Utilization (Cont.)
Percent of Children's Specialty(S-SPC) Members Served
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Utilization

Emergency Department - SoonerSelect Visits (Claims)

90K 80,804
80K

70K
60K
50K
40K
30K
20K
10K

OK

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2024 =—2025

Emergency Department - SoonerSelect Members Served

70K

7,2
60K 57,265
50K 42,439
40K 33,871 32,107 33,508 37002 25,062
27,139 y 25,339
30K 25,234 22,926
20K 12,670 14947 14,873 16313
7,725

10K

3 10,234
OK

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

e 2024 w2025

Page 8



Utilization (Cont.)

Emergency Department - Percent Total SoonerSelect Members Served
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Utilization (Cont.)
Total SoonerSelect Expenditures (Paid Date)
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Financials (Cont.)
Outpatient Hospital Expenditures
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Financials (Cont.)

Prescribed Drugs Expenditures
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Financials (Cont.)
Behavioral Health Expenditures
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Financials (Cont.)
Average Expenditure Per Medical (S-SEL) Members Served
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Financials (Cont.)

Average Expenditure Per Dental (S-DBP) Members Served
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Financials (Cont.)

Average Expenditure Per Child (18 & Under) Members Served
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Enrollment & Ulilization by MCE (Cont.)
Aetna Better Health - Members Served
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Enrollment & Ulilization by MCE (Cont.)
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Enrollment & Ulilization by MCE (Cont.)

Humana Healthy Horizons - Percent Enrolled Members Served
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Enrollment & Ulilization by MCE (Cont.)
Oklahoma Complete Health - Members Served
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Enrollment & Ulilization by MCE (Cont.)
OCH - Children's Specialty - Members Enrolled
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N,357 10,584 1,154 9
9,000 10,426
10,336
7,000
5,000
3,000
1,000 1,821
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
——2024 =—2025
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Enrollment & Ulilization by MCE (Cont.)

OCH - Children's Specialty - Percent Enrolled Members Served

80% 67.2% 72.8% 73.2% 73.3% 69.7% 71.5% O3 70.6%

70% 61.5%  59.6% 57.9%  ©24% ~F9.9%
co% 54.1%

50% 57.4%  57:0% 529
40%
30%
20%
10%

0%

52.7%
51.5%

9.2%
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2024 —2025

DentaQuest - Members Enrolled

284K 282K
282K 281K

280K
278K 276
276K
274K
272K
270K
268K
266K

275K

270K
269K 269K

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

e 2024 w2025
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Enrollment & Ulilization by MCE (Cont.)
DentaQuest - Members Served
62K 56,020
57K

52K
47K
42K
37K
32K
27K
22K 18,663
17K 12,164

12K

18,472
16,694 16,707 17,133 15,594

; 21,090
18,184 16,58 18,008

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2024 —2025

DentaQuest - Percent Enrolled Members Served

25%

20.1%

20%
15%

10% -
6.0% 6.1% 6.3% 5.7%

5%
4.5% 6.5%

0%
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

2024 —2025
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Enrollment & Ulilization by MCE (Cont.)
LIBERTY Dental Plan - Members Enrolled

355K 351K 350K
350K
z45K MK 343K 343K 343K 342K 342K 342K 342K
337K
340K 336K 335K 336K 342K 336K
335K 328K
330K
325K
320K 316K
315K
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
2024 ——2025
LIBERTY Dental Plan - Members Served
39,759

38K
33K
28K
23K
18K

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

——2024 —2025
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14%
12%
10%
8%
6%
4%
2%
0%

5.7%

Apr

12.1%

Jun

Enrollment & Ulilization by MCE (Cont.)
LIBERTY Dental - Percent Enrolled Members Served

Jul

Aug

Sep Oct

2024 —2025

Nov

Dec

Jan

Feb

Mar

$7.0M
$6.0M
$5.0M
$4.0M
$3.0M
$2.0M
$1.0M
0.0

$7.0M

$3.9M

$1.0M

$1.8M

Inpatient Behavioral Health Financials
Inpatient Psychiatric Facility Expenditures (Combines all IPF Specialties)

$1.7M  $1.7M

$W

Apr

May

Jun

Jul

Aug

Sep Oct

e 2024 2025
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$2.9M

$2.9M

Dec

Jan

Feb

$4.0M

$2.8M/
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Inpatient Behavioral Health Financials (Cont.)

Psychiatric Residential Treatment Facility (IPF Specialty) Expenditures (Subset of IPF)

$1,600,000 61.206.410
$1,400,000
$1,200,000 $1,003,61 2$1 ,106,740

$1,000,000 $735,110
664,356 '
$600,000 ' $392,989 /\/
400,000
) $550,292 441,229
$200,000 $0 $11,037 y $8501 $295,162 $350,664 $302,473
$- ?
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
—2024 =——2025
Psychiatric Hospital (IPF Specialty) Expenditures (Subset of IPF)
$7.0M $6.1M
$6.0M
$5.0M $4.4M
$4.0M $3.2M  $32M  $3.2M $3.0M
$3.0M $2.4M
. o i 2.2M $2.1M $1.9M
M ’
$2.0M $984165 $12M $1.3M $1.4M___—
$1.0M $413,509 $2.2M
$0
0.0
Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

e 2024 w2025
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Inpatient Behavioral Health Financials (Cont.)
Acute Psych Level Il (IPF Specialty) Expenditures (Subset of IPF)

$1,400,000 $1,265,699
$1,200,000
$1,000,000
$800,000
$600,000

$400,000 $
! 219,984
' 181,061 $190,516
$200,000 $136,446 $144,867 $91,912 $128,853 $ $ $152,626 $328.161

%,496 T30
so %0 $9,974Wy$51’599

$498,693

$1°6,598 $1°°,124

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
—2024 =——2025
‘ SoonerSelect VS OHCA Enroliment \
800K 1,043K 1041K 1030k 1,041k 1044k 1052K 1.051K 4044k 1,060K
750K '
1,020K
700K 1,000K
650K 980K
— T T 960K
636K 632K
600K  g24K 612K 612K 621K 624K 622K 618K 617K 617K 616K 5,0k
550K 920K
500K 900K

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Total SoonerSelect (All) Members e OHCA Total Enroliment (Includes 10)
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Combined Charts
SoonerSelect Members Enrolled

660K 50K
640K e3eK 632K 45K

624K 621K 624K 622K 618K 617K 617K 616K

612K 612K

620K 632K 40K

620K 620K 628K
600K cri 608K 608K :;g'li i 587K :;gﬁ 583K 614K 612K 612K 612k 35K

\ L —
560K 25K
540K 20K
520K 19K 19K 19K 19K 18K 18K 19K 18K 18K 18K 18K 18K 15K
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 3Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25
Total SoonerSelect (All) Members e=S-SEL (Medical) Members Only
==S-DBP (Dental) Members Only ==S-SPC (Childrens Specialty) Members Only

SoonerSelect Members Served

400K 368K 363K

333K 333K 329K 338K 338K 324K 339K 320K 325K 342K 85K

350K T e
334K 329K 65K

308K
250K 294K 300K 297K 300K 293K 301K 285K 294K 305K 55K
200K gz s3k 6K 53K sok 5ok 45K
150K 48K 35K
42K 42K 40K 40K
100K 37K 25K
50K 15K
OK 14K 14K 13K 13K 12K 1K 1K 13K 1K 1K 13K 13K 5K
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25
Total SoonerSelect (All) Members =S-SEL (Medical) Members Only
= S-DBP (Dental) Members Only ==S-SPC (Childrens Specialty) Members Only
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Combined Charts
Percent SoonerSelect Members Served

80%
70%
60%
50%
40%
30%
20%

10%

70%

% 70% 71% 67%

73% 73%

73%

53% 55% 54% 54% 59% - 54% 58% 7 o 55%
3% 52% 537

51%

\

9%

Dec-24 Jan-25

. o 58% 58% o
53% 53% S4% 51% 51% 52% 50% 52% 54%
N r
% 7% 6% a% 9% 7% 8% 8% 7% 8% 8%
Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Total SoonerSelect (All) Members

===S-SPC (Childrens Specialty) Members Only

=S-SEL (Medical) Members Only

S-DBP (Dental) Members Only

30%

25%

20%

15%

10%

5%

Emergency Department

90K
80K
70K
60K
50K
40K
30K
20K
10K
OK

29

81K

32K

27K

34K

19K 22K
ex 50K 25 9% - 25K
9% 30 4% ? 4%
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25
==ED Visits Members Using ED

5%

Jun-25

Page 30

4%
Jul-25

5% 5%

Aug-25 Sep-25 Oct-25

Percent Total SoonerSelect Using ED

31K/\&|;K
7%

4%
Nov-25

30%

25%

20%

15%

10%

5%

0%



Combined Charts
Out of State Services (Non Border County)

25K $14.5M $16.0M
$14.0M
20K $12.0M
15K $10.0M
$8.0M
10K — K $6.0M
5K 8K 9K 9K 9K $4.0M
242 284 278 316 354 332 314 33] 332 299 383 322 $2.0M
oK 0.0

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Total Reimbursements

Total Members Served

Total Active Out of State Billing Providers

Expenditures

$80.0M $69.4M $74.5M

$70.0M ;
$60.0M $58.2M  $57.4M , . 39-9M

$49.6M .
$50.0M / . ¥53.8 R42. ; : : . $44.5M
$40.0M T $47IM ’ )

$44.3M
$30.0M
$20.0M $25.5M
$10.0M $16.4M $19.0M

0.0

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Prescribed Drugs  ===Physician Outpatient Hospital
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Combined Charts
Expenditures (Cont.)
$50.0M $48.0M

$45.0M
$40.0M $37.4M

$35.0M  $29.4 < = $29.6M $30.8M
$30.0M 33 O

$25.0M  $21.9M - . $31.6M $27.2M
$20.0M
$15.0M

$10.0M $16.3M $16.0M

$14M $14.3M
$5.0M $NIM  $TLOM g9 9 $10.4M $12.8M

0.0

$43.0M

$34.8M

$25.9M
$22.7M

$10.7M $14.0M  $13.4M

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Inpatient Services Dental Services Behavioral Health Services

$2,000 $1,902
$1,800
$1,600
$1,400
$1,200
$1,000
$800
$600
$400
$200
$0

$1,770

$745 $725 $791 $826 $807 $801 $784

$626
$449

$276 $274 $277 $282 $297 $270 $283 $280 $281 $292 $278
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

—SoonerSelect (All)

Medical (S-SEL) == Children's Specialty (S-SPC) Dental (S-DBP)
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Combined Charts
Aetna Better Health
210K 192K 62%
188K 195k 185K 188K 188K 188K 192K 187k 187K 187K 186K

190K 60%
58%

170K
56%
150K 54%
54% a0 o
130K 6 6

s mK 12K 52% X
nok 102K 52% 51% 103K 103K 50%
95K 95K 95K 97K 97K 94K 97K

90K 4%
70K 44%

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Members Enrolled Members Served Percent of Members Served

Humana Healthy Horizons

210K Jone
196K 5%
60% 189K 59%
L 57% °  50%
170K 5ou 5% S6% 52% 52% 55% 53% 54% 6
40%
150K
30%
130K
116K 18K K 20%
103K 105K 103k 104K 104K 103k 108K
oK 96K 98K .
90K oo

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Members Enrolled Members Served Percent of Members Served

Page 33



Combined Charts
Oklahoma Complete Health

220K —

200k 195K 191k 191k 194K 195K 199K 94k 197K 93k 192k g9 193K o0

180K — oo - o 56% — 193K : 0%

ok 0% s ’ 48%  49% ¢ 4% s

140K o
TOoK o

::Zi 98£._£3K s o O o 10K L e oo 122 //
80K o

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Percent of Members Served

Members Served

Members Enrolled

OCH - Children's Specialty

20K 19K 19K 100%
19K \WK 19K 18K 18K 19K 18K 18K 18K 18K 18K 90%
18K 80%
17K 70%
16K  70% 7% 70% 7% W\M%—W’% 60%
15K 14K 14K 61% 60% 58% 62% 50%
14K 13K 13K 13K 13K 13K 40%
13K 30%
12K 20%
1K 10%
10K 0%

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Percent of Members Served

Members Served

Members Enrolled
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Combined Charts
DentaQuest

20%

310K 278K 95k 272k 275K 276K 281K 294k 277K ;K 270K 270K 270K ey
(s]

260K 16%
210K 14%
12%
160K 10%
8% 8% 6%

0, 7% 0,

60K 6% 6% 6% 6% 7% 6% ° 6% 7% 4%
17K 17K 17K 16K 19K 26K 16K 21K 19K 17K 21K 18K 2%

10K 0%

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Members Enrolled

Members Served

Percent of Members Served

LIBERTY Dental Plan

410K

20%

seok 342K 336K 337K 342K 344K 351K 343K 350K 343K 343K 342K 342K  18%
16%
310K
14%
260K 12%
210K W 6o
M%
10% o 8%
160K oo - 9% 9% 8% 9% 9% o
TI0K 2 T% 6% 7% 7% o
(]
60K €K 25K 25K 22K 34K 30K 25K 32K 29K 24K 29K 32K 5y
10K 0%
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Members Enrolled

Members Served
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Combined Charts
MCE Comparison - Members Enrolled

200K 199K
198K
196K
194K
192K
190K
188K
182K 185K

180K

197K

193K 192k 193K 193K

191K 191K

189K 189K 189K

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

Aetna

Humana Healthy Horizons = Oklahoma Complete Health

MCE Comparison - Members Enrolled (Cont.)

400K 100K
342K 336k 337K 342K 344Kk 351K 343k 350K 343k 343K 342K 342K 90K
350K BOK
300K 70K
60K
250K 278K 272k 272k 275K 276K 281K a4k 277K 7k 270k 270K 270K 5OK
40K
200K 30K
195K 190K 186K 186K 185K 185K 185K 184K 183K 182K 183K  18.4K
150K 20K
10K
100K 0K

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 3Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

DentaQuest = | IBERTY Dental == OCH Children's Specialty
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Combined Charts

MCE Comparison - Members Served

T8K
120K 116K
TI5K
110K
105K
100K
95K
90K
85K
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25
Aetna Humana Healthy Horizons = Oklahoma Complete Health
MCE Comparison - Members Served (Cont.)
40K 36K 100K
34K
35K 32K 32K 90K
30K 80K
30K
70K
25K 60K
20K K 2 50K
1K
15K 17K — 19K 19K 18k 40K
oK 17K 17K 16K 16K 17K 30K
14K 14K 13K 13K 12K 1K 1K 13K 1K 1K 13K 13K 20K
5K 10K
oK OK
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

DentaQuest

e |BERTY Dental
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Combined Charts
MCE Comparison - Percent Members Served

65%
63% 62%
(¢}
61%
59%
57%
55%
53%
51%
49%
47%
45%
Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25
Aetna Humana Healthy Horizons == QOklahoma Complete Health
MCE Comparison - Percent Members Served (Cont.)
30% 70% 71% 70% 71% 670 73% 73% 73% 80%
(o
o 70%
25% 61% 60% S8% 62% o
60%
[)
20% 50%
15% 40%
% 10%
9% 9% 0
10% w 7% . 9% 7% ° 8% 9% 9% 30%
6% ) 20%
6% 6% 6% 6% 7% 6% ° 7% 6% ° 7% 10%
0% 0%

Dec-24 Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25

DentaQuest = | IBERTY Dental == OCH Children's Specialty
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SoonerSelect Metrics Notes:

Enrollment is any point in time and any length of time enrolled during a month.
Enrolled member has a SoonerSelect eligibility (S-SEL, S-SPC, or S-DBP)

MCO based on PMP Provider Name.

Tribal count uses Tribal Verification Indicator field (Tribal Verified, Tribal Affiliation Only -
Name Listed, and Tribal Affiliation Only - Name Not Listed)

Claims are based on paid claims and paid date.

Claims by MCE based on 'MCE Name' field.

Claims are MCE related Claim Regions (30 - MCO Newday Claim; 68 - MCO Regular Adjustment).
Claims based on what MMIS has received from MCEs when query ran.

Inpatient Psychiatric Facility claims based on billing provider type 63 - Inpatient Psychiatric Facility.

Emergency department claims based on paid facility claims based on paid dates with
revenue codes between 450 and 459.

Out of state is paid claims based on paid dates. Billing provider is not in OK, and address
type is service. Results are filtered to just border counties (within 50 miles of border). Data
excludes non border county results and specialty pharmacy.



SoonerSelect ®

The following data is submitted by the Contracted Entities

(CEs) to OHCA's SoonerSelect Operations Department



Claims Activity and Timeliness Metrics

SoonerSelect Medical and Children’s Specialty Program - Claims Activity

Claims Activity Reporting Aetna Better Health Humana Healthy ons
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25

Total Paid Claims Count 260,781 255,488 287,814 273,732 247,722 273,755 253,536 274,811
Total Paid Claims Amount $56,425,621.11 | $55,774,711.06 | $61,708,865.24 | $54,070,832.91 $57,150,188.03 | $56,099,191.98 | $54,281,461.95 | $58,491,226.52

Total 837P 228,489 224,317 252,159 242,380 216,883 242,667 221,858 240,709

Total 8371 31,282 31,171 35,655 31,352 30,839 31,088 31,677 34,102
Total Denied Claims Count 63,507 55,146 57,479 57,053 35,393 32,071 30,140 33,564

# of Clean Claims Denied 62,259 53,967 56,497 54,502 35,284 31,970 30,049 33,449

# of Unclean Claims Denied 1,248 1,179 882 2,661 109 101 91 115
Adjustments Count 59,718 51,262 39,101 63,846 24,893 15,957 15,471 12,088
Adjustment Amount $22,919,685.50 | $22,919,685.00 | $19,143,315.00 | $22,848,261.00 $6,587,400.10 $5,341,045.89 $4,887,382.85 $5,439,991.95
Total Claims Adjudicated 324,288 310,634 345,283 330,785 269,401 287,014 266,804 285,184
Total Claims Not Adjudicated 115,481 105,715 66,936 164,252 33,773 22,679 25,376 34,213
Total Claims Adjudicated Amt. $56,537,935.02 | $56,271,934.74 | $61,997,967.97 | $54,152,467.83 $63,727,895.89 | $61,437,914.57 | $50,168,844.80 | $63,931,218.47

Claims Activity Reporting

Oklahoma Complete Health (Med)

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Paid Claims Count 249,675 222,407 289,761 244,632 38,091 33,194 53,402 42,105
Total Paid Claims Amount $56,193,892.62 | $49,754,354.51 | $58,771,909.27 | $52,341,365.20 $10,139,193.74 | $7.665,500.54 $19,594,266.03 | $13,125,466.46
Total 837P 217,575 191,428 254,272 213,348 35,351 30,543 50,175 39,429
Total 8371 32,100 30,979 35,489 31,284 2,740 2,651 3,227 2,676
Total Denied Claims Count 46,910 44,984 42,333 36,674 16,092 5,432 4,470 3,521
# of Clean Claims Denied 42,716 41,640 37,687 32,614 16,284 4,996 3,863 2,987
# of Unclean Claims Denied 4,194 3,344 4,646 4,060 708 436 607 534
Adjustments Count 53,826 45,333 106,465 61,944 30,038 5,397 14,768 20,813
Adjustment Amount $1,446,438.08 -$100,608.72 $76,646.02 $44,487.82 $7,881,564.83 $43,649.26 $744,697.26 $4,151,790.12
Total Claims Adjudicated 296,585 267,391 332,094 281,306 55,083 38,626 57,872 45,626
Total Claims Not Adjudicated 15,804 62,504 51,975 65,843 1,890 10,126 7,653 13,644
Total Claims Adjudicated Amt. $56,193,802.62 | $49,754,354.51 | $58,771,909.27 | $52,341,365.20 $10,139,193.74 $7.665,500.54 $19,594,266.03 | $13,125,466.46

SoonerSelect Medical and Children’s Specialty Program - Claims Timeliness

Claims Timeliness Reporting

Aetna Better Health Humana Healthy Horizons

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent
# Adjudicated w/n 0-14 Days 323,588 | 99.78% | 310,321 | 99.80% | 344,776 | 99.85% | 328,573 | 90.33% | 280,664 | 99.74% | 303,727 | 99.77% | 280,213 | 99.56% | 305,156 | 100.00%
# Adjudicated w/n 15-30 Days 574 0.18% 217 0.07% 509 0.15% 709 0.21% 1,753 0.26% 1,433 0.23% 2,744 0.44% | 2,483 0.00%
# Adjudicated w/n 31-60 Days 59 0.02% 59 0.02% 8 0.00% 365 0.11% 22 0.01% 34 0.01% 86 0.01% 62 0.00%
# Adjudicated w/n 61-90 Days 24 0.01% 31 0.01% 0 0.00% 446 0.13% 1 0.00% 7 0.00% 24 0.00% 22 0.00%
# Adjudicated w/n 91-365 Days 39 0.01% 6 0.00% 0 0.00% 416 0.13% 3 0.00% 8 0.00% 78 0.00% 15 0.00%
# Adjudicated over 365 Days 4 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 1 0.00%
Average Paid Time (Days) 5 5 5 5 5 6 5 5
Claims Timeliness Reporting
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent
# Adjudicated w/n 0-14 Days 281,258 | 99.34% | 250,548 | 98.72% | 282,757 | 96.51% | 250,977 | 98.80% § 52,826 | 99.27% | 36,703 | 99.10% | 48,125 | 90.45% | 41,357 | 55.07%
# Adjudicated w/n 15-30 Days 694 0.25% | 2,638 | 1.04% | 1,716 | 0.57% | 1,042 | 0.41% 142 0.27% 263 0.71% | 4,253 | 7.88% 177 0.42%
# Adjudicated w/n 31-60 Days 615 0.22% 539 0.21% | 5702 | 1.88% | 1,347 | 0.53% 53 0.10% 44 0.12% 529 0.99% 151 0.36%
# Adjudicated w/n 61-90 Days 115 0.04% 27 0.01% 3,149 1.04% 4196 0.20% 15 0.03% 2 0.01% 299 0.56% 46 0.11%
# Adjudicated w/n 91-365 Days 433 0.15% 56 0.02% 32 0.01% 153 0.08% 177 0.33% 22 0.06% 0 0.00% 14 0.03%
# Adjudicated over 365 Days 2 0.00% 1 0.00% 1 0.00% 3 0.00% 1 0.00% 0.00% 0 0.00% 1 0.00%
Average Paid Time (Days) 7 7 20 16 8 e 17
SoonerSelect Dental - Claims Activity
Glaires Actviy Reporting
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Paid Claims Count 23,503 24,211 23,667 22,878 33,564 34,358 28,090 39,699
Total Paid Claims Amount $5,537,764.14 $5,731,890.40 $5,790,725.08 $5,437,391.94 $8,208,622.35 $8,463,505.36 $6,903,274.49 $9,541,648.47
Total Denied Claims Count 2,748 4,180 3,310 2,617 3.416 3,382 3,180 3,464
# of Clean Claims Denied 2,609 4,117 3,169 2,576 1,934 2,061 2,082 2,177
# of Unclean Claims Denied 49 63 141 41 1,482 1,321 1,108 1,287
Adjustments Count 98 39 53 76 460 415 300 398
Adjustment Amount $10,987.02 $11,023.56 $11,895.17 ($1,066.94) $84,887.41 $68,457.77 $56,387.53 $102,348.53
Total Claims Adjudicated 26,251 28,391 26,977 25,495 37,440 38,155 31,580 43,561
Total Claims Not Adjudicated 14,037 9,512 9,855 14,168 14,167 9,123 16,814 7,726
Total Claims Adjudicated Amt. $5,537,764.14 $5,731,890.40 $5,790,725.08 $5,437,391.94 $8,293,509.76 $8,631,963.13 $6,959,662.02 $9,643,897.00




SoonerSelect Dental - Claims Timeliness

Glaims Timeliness Reporing
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent | Number | Percent
# Adjudicated w/n 0-14 Days 31,039 | 99.73% | 28,403 | 98.61% | 27,500 | 98.81% | 30,282 | 99.81% | 33,257 | 94.00% | 36,083 |100.00%| 29,614 | 99.00% | 41,281 | 99.00%
# Adjudicated w/n 15-30 Days 84 0.27% 399 1.39% 332 1.19% 57 0.19% J 1,966 | 6.00% 37 0.00% 311 1.00% 305 1.00%
# Adjudicated w/n 31-60 Days 0 0.00% 0 0.00% 0 0.00% 0 0.00% 1 0.00% 0 0.00% 0 0.00% 0 0.00%
# Adjudicated w/n 61-90 Days 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00%
# Adjudicated w/n 91-365 Days 0 0.00% 0 0.00% 0 0.00% 0 0.00% 3 0.00% 0 0.00% 0 0.00% 0 0.00%
# Adjudicated over 365 Days 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00% 0 0.00%
Average Paid Time (Days) 4 4 5 5 7 6 7 6




Prior Authorization Metrics

SoonerSelect Medical and Children’s Specialty Program - Prior Authorizations

Expedited & Standard PAs Aetna Better Health Humana Healthy Horizons
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Overall PA Count 11,126 10,634 10,624 11,127 14,017 12,998 12,162 13,343
% Approved 70% 69% 71% 72% 79% T7% 78% 77%
% Denied 23% 23% 22% 21% 19% 21% 21% 2284
% Pending 1% 1% 0% 0% 0% 0% 0% 0%
% Completed Within
Contractually Allotted Base Time 93% 92% 92% 92% 8% 80% 0% 88%
% Completed Betweenthe 5% 6% % 7% 10% 9% 10% 12%
Contractually Allotted Base Time
% Completed A_fter Co_ntractually 1% 1% 1% 0% 0% 0% 0% 0%
Allotted Extension Period
Expedited & Standard PAs Oklahoma Complete Health (Med)
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Qverall PA Count 15,240 14,379 13,400 15,292 2,130 2,096 1,812 2,170
% Approved 58% 56% 56% 58% 76% 72% 73% 77%
% Denied 25% 27% 28% 25% 11% 13% 13% 13%
% Pending 0% 0% 0% 0% 0% 0% 0% 0%
% Completed Within
Contractually Allotted Base Time 86% 96% 954 949% 86% 95% 954 98%
% Completed Betweenthe 3% 3% 4% 4% 2% % 3% 2%
Contractually Allotted Base Time
% Completed A_fter Co_n‘[ractually 1% ™ 1% 1% 1% ™ 2% 19
Allotted Extension Period
SoonerSelect Dental - Expedited Prior Authorizations
Expedited PAs DentaQuest Liberty Dental Plan
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Overall PA Count 177 176 152 133 1 0 0 0
% Approved 20.94% 41.48% 45.39% 42.11% 100.00% 0.00% 0.00% 0.00%
% Denied 28.81% 21.02% 31.58% 26.32% 0.00% 0.00% 0.00% 0.00%
% Suspended (Canceled) 35.59% 37.50% 23.03% 31.57% 0.00% 0.00% 0.00% 0.00%
% Carried Over 5.65% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Total # Processed Within 24 hrs 177 173 152 122 1 0 0 0
% Processed Within 24 hrs 100.00% 98.36% 100.00% 91.97% 100.00% 0.00% 0.00% 0.00%
Total # Processed 24+ hrs with extension 0 0 0 0 0 0 0 0
% Processed 24+ hrs with extension 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Total # Processed 24+ hrs no extension 0 3 0 11 0 0 0 0
% Processed 24+ hrs no extension 0.00% 1.64% 0.00% 8.06% 0.00% 0.00% 0.00% 0.00%
SoonerSelect Dental - Standard Prior Authorizations
Standard PAs DentaQuest Liberty Dental Plan
Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Overall PA Count 8,116 7,546 7,435 7,767 12,454 10,504 10,424 11,460
% Approved 42.63% 46.37% 46.21% 48.51% 66.18% 72.86% 71.32% 68.51%
% Denied 29.81% 29.31% 27.91% 26.12% 28.18% 26.28% 25.48% 24.07%
% Suspended {Canceled) 25.86% 23.96% 25.82% 24.82% 0.00% 0.00% 0.00% 0.00%
% Carried Over 1.70% 0.36% 0.05% 0.55% 5.64% 0.87% 3.20% 7.43%
% Processed Within 24 hrs 94.00%% 99.30% 98.66% 99.71% 40.00% 95.73% 96.79% 97.20%
% Processed 72+ hrs with extension 0.00% 0.04% 0.34% 0.00% 4.00% 3.76% 3.09% 2.80%
% Processed 72+ hrs no extension 0.00% 0.51% 0.75% 0.23% 0.00% 0.51% 0.12% 0.00%




Call Center Metrics

SoonerSelect Medical and Children’s Specialty Program - Enrollee Call Center

Enrollee Call Center Aetna Better Health Humana Healthy Horizons

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Call Volume 21,705 16,814 14,569 16,685 16,064 15,283 15,494 15,281
Average Wait Time 1 6 1 8 4 6 8 5
(Seconds)
Abandonment Rate 1.86% 0.90% 0.98% 0.70% 0.20% 0.20% 0.54% 0.20%
Blocked Calls 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Service Level Report 92.00% 92.00% 93.00% 90.00% 98.00% 97.00% 96.00% 97.20%
Enrollee Call Center Oklahoma Complete Health (Med)

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Call Volume 9,698 8,423 9,335 9,003 693 595 678 639
Average Wait Time 9 9 1 1 12 6 10 18
(Seconds)
Abandonment Rate 0.51% 0.00% 0.00% 0.30% 0.05% 0.00% 0.14% 0.78%
Blocked Calls 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Service Level Report 97.00% 98.13% 99.00% 97.00% 95.00% 98.62% 98.23% 94.80%

SoonerSelect Medical and Children’s Specialty Program - Provider Call Center

Provider Call Center Aetna Better Health Humana Healthy Horizons

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Call Volume 7,905 6,984 7,038 7427 5,890 5414 5,213 5,680
Average Wait Time 6 4 4 5 5 1 13 10
(Seconds)
Abandonment Rate 0.78% 0.50% 0.17% 0.10% 0.70% 1.08% 1.11% 0.50%
Blocked Calls 0.00%6 0.00% 0.00%6 0.00% 0.00% 0.00% 0.00% 0.00%
Service Level Report 95.00% 58.00% 97.00% 96.00% 93.00% 91.00% 95.00% 97.00%

Provider Call Center Oklahoma Complete Health (Med)

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Call Volume 7,792 7,107 6,962 6,938 479 608 605 648
‘:‘S":Criiz:;raiﬂime 14 12 11 11 11 12 10 11
Abandonment Rate 0.63% 0.01% 0.81% 0.51% 0.42% 0.01% 0.01% 0.46%
Blocked Calls 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Service Level Report 94.00% 94.14% 94.28% 91.30% 95.00% 95.64% 94.21% 95.20%
SoonerSelect Dental - Enrollee Call Center

Enrollee Call Center DentaQuest Liberty Dental Plan

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Call Volume 3,083 2,724 1,894 1,861 2,776 2,311 2,347 2,269
Average Wait Time (Seconds) 8 12 14 27 14 17 19 25
Abandonment Rate 0.26% 0.00% 0.00% 0.37% 0.61% 0.01% 0.02% 0.96%
Blocked Calls 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Service Level Report 98.00% 66.29% 94.40% 87.00% 95.00% 95.00% 61.60% 86.00%
Overflow Call Center % of Calls 1.95% 1.00% 0.62%

SoonerSelect Dental - Provider Call Center

Provider Call Center

Jul-25 Aug-25 Sep-25 Oct-25 Jul-25 Aug-25 Sep-25 Oct-25
Total Call Volume 398 432 232 212 90 58 88 72
Average Wait Time (Seconds) 6 14 8 26 19 21 20 14
Abandonment Rate 0.00% 0.00% 0.00% 0.47% 2.22% 0.02% 0.02% 0.00%
Blocked Calls 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Service Level Report 98.00% 96.30% 98.70% 89.15% 93.00% 92.00% 91.76% 98.60%
Overflow Call Center % of Calls 12.07% 3.40% 1.00%




Network Adequacy

SoonerSelect Medical

Category Aetna Better Health Humana Healthy Horizons Oklahoma Complete Health (Med)
[20% threshold)
Adutt PCP 1
Child PCP
Adult Mental Health

Child Mental Health

k.
TR
K
~ 7

OBGYN

i




SoonerSelect Children’s Specialty Program

Category | |
(20% threshold)

Child PCP

Child Mental Health

Psychiatrists -




SoonerSelect Dental

DentaQuest Liberty Dental Plan

(90% threshold)
Adutt PCD ‘
Child PCD ‘
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External Quality Review Update

2025 Compliance Review

SoonerSelect Quality Advisory Committee
January 13, 2026

| HeALTH IMPROVEMENT PARTNERS



Presentation Overview

 Recap of Compliance Review Activity
o Activity overview
o Regulatory areas reviewed
o Description of 2025 methodology

* Presentation of findings
o Strengths
o Recommendations for quality improvement

e Discussion




Review of Compliance with Medicaid and CHIP

Managed Care Regulations

This EQR activity is conducted
to ensure CE policies,
procedures, and practices
comply with the federal
regulations required of those
delivering services within
Medicaid managed care.

A full review is required every
three years and may be

completed over the course of
the three years.

For SoonerSelect, regulatory

review is split across years 1,
2, and 3.



Year 1 (2024)

 Disenrollment: Requirements and
Limitations

* Enrollee Rights Requirements

o Information Requirements and
included related requirements

* Emergency and Post-stabilization
Services

» Coverage and Authorization of Services

» Provider Selection documentation
review

1/8/2026




Year 2 (2025)

- Coordination and Continuity of Care
(includes case review)

- Grievance and Appeal Systems (includes
case review)

o Timely and Adequate Notice of
Adverse Benefit Determination

o Handling of Grievances and
Appeals

o Expedited Resolution of Appeals

o Information to Providers and
Contractors

o Continuation of Benefits
* Health Information Systems

1/8/2026




Year 3 (2026)

* Availability of Services
» Adequate Capacity and Services

* Provider
credentialing/recredentialing/denied
credentialing case review

 Confidentiality

 Subcontractual Relationships and
Delegation

* Practice Guidelines

* Quality Assessment and Performance
Improvement

1/8/2026




Year 2 Methodology (2025)

* Perform the Preliminary Review (Pre-Site Visit)
o Documentation review
o Case review
= Coordination of Care
= GGrievances
= Appeals
e Conduct CE Site Visit
« Compile/Analyze Findings, Report to OHCA (Post-Site Visit)

o Strengths

o Opportunities for Improvement

o Recommendations




Year 2 (2025) Findings: Strengths

«2%  Knowledgeable Staff: Strong expertise in Medicaid services and member support

() Commitment to Innovation: Exploring new technologies and automation

2, | Comprehensive Training Resources: Extensive learning platforms for staff

M99 Community Impact: Partnerships addressing social determinants of health




Year 2 (2025) Findings: Grievance and Appeal System

Opportunities for Improvement Recommendations

Work with members and providers to obtain records

Send acknowledgement, notification, and resolution letters
within the required timeframes, ensure resolution letters

Staff education and internal CE process ) L
include findings

improvements for grievances

Ensure member communications include clear instructions on
grievances processes, are written at appropriate reading level,
and adhere to necessary accessibility requirements

Ensure written consent from the member is received on appeals
filed by providers or authorized representatives on behalf of the
member

Staff education and internal CE process Send acknowledgement, notification, and resolution letters
improvements for appeals within the required timeframes, ensure appropriate dates are
captured

Ensure member communications are written at appropriate
reading level and adhere to necessary accessibility requirements




Year 2 (2025) Findings: Coordination of Care

Opportunities for Improvement

Recommendations

Staff education and internal CE process
improvements

Conduct at least 3 outreach attempts to complete health
risk screenings, document outreach attempts

Complete screenings within 30 days of enrollment, finalize
care plans within 15 days

Document screening and care plan outreach and
completion in the EHR

Provide written notice of care manager assignment with
contact details and expected outreach schedule




Discussion

v
&=

How can the CEs
improve health risk
screening rates for new
members?

m

What challenges do
providers face when
members transition
from hospital to home
or between levels of
care?

How can the CEs better
support providers
during these
transitions?

What barriers exist to
effectively coordinate
care between
providers, specialties,
and facilities?

.

What challenges do you
encounter when filing
appeals on behalf of
members?




Thank you

Beth Nech
EQRO Senior Manager
bnech@kfmc.orq

Orkfme

HEALTH IMPROVEMENT PARTNERS

Better health outcomes for everyone.
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