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• Denials
A denial is the Behavioral Health Managed Care Organization’s (BH-MCO’s) 
decision to partially or fully deny the frequency, amount, or type of service 
request submitted by a Member, their Representative, or a provider. 

• Grievances
A grievance is when a Member or their representative, including their provider, 
asks the BH-MCO to review a decision about whether a service is necessary, 
appropriate, or effective for the Member’s care.

• Complaints
A complaint is a formal expression of dissatisfaction with any aspect of the 
operations, activities, or behavior of a Medicaid Managed Care plan or its 
providers regardless of whether remedial action is requested.

Data Categories
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Denial Data
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Why does my BH-MCO have to approve or deny my services?

A key responsibility of the BH-MCO, similar to that of a commercial or employer 
offered insurance provider, is to “prior authorize” or review services before they 
begin and make certain that the requested services meet medical necessity 
criteria.

Can a BH-MCO deny my services?

 Yes, a BH-MCO can deny or approve requested services. The BH-MCO reviews 
medical and behavioral health criteria to decide what service is best for you or 
your loved one. If it is decided that the criteria for service(s) are not met, the 
BH-MCO may approve another service that meets your clinical need. 

Does OMHSAS monitor the BH-MCO to make sure they are correctly 
approving or denying service?

 Yes, OMHSAS Quality Management (QM) and Operations staff review denial 
data quarterly. The QM staff also review a sample of denial letters annually. 

Service Prior Authorization
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Grievances Data
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What if I disagree with the decision to deny my request for services?

A Member, their representative, or their provider may file a grievance within 60 days of 
the BH-MCO decision. 

What is a Grievance?

A Grievance is when a Member,  their representative, or their provider, asks the BH-MCO 
to review a decision about whether a service is necessary, appropriate, or effective for the 
Member’s care.

How do I file a Grievance and what happens after I file?

You can file a grievance by calling or writing a letter to your BH-MCO. The BH-MCO will 
hold a meeting within 30 days of the filing. You may attend the meeting in person, by 
telephone, or via video conference. You may also bring a family member, friend, or lawyer 
to help you during the meeting. A committee of 3 or more people, which includes a 
licensed doctor or licensed psychologist, and at least one person who does not work for 
the BH-MCO, will meet to decide your Grievance. This is called the "Grievance review". The 
BH-MCO staff members on the committee were not involved and do not work for 
someone involved in the issue you filed your Grievance about.

Grievances
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Service Denials for CY 2022-2024

Note: A single denial event may include 

multiple service type denials.  The data 

represented here reflects total service 

type denials and not total denial events.
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Grievances by Service Group
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MH Grievances by Service Group
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SUD Grievances by Service Group
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Grievances by Primary Nature of Dispute
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Complaints Data
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What is a Complaint?

A complaint is a formal expression of dissatisfaction with any aspect of the 
operations, activities, or behavior of a Medicaid Managed Care plan, or its 
providers, regardless of whether remedial action is requested.

What are the levels of Complaints?

– Level 1 Complaints – All complaints are initially reported as a level 1 complaint 
and investigated by the BH-MCO.

– Level 2 Complaints – A level 1 complaint for which a member is not satisfied 
with the outcome can become a level 2 complaint.  Level 2 complaints are 
reviewed by a 2nd level Complaint Review Committee of 3 or more individuals.  

– External Review Complaints – Complaints made to the Pennsylvania 
Department of Insurance (PID).  

NOTE: Complaints can be expedited when an Individual's health and safety may be in jeopardy.  

4/1/2025 13

Complaints
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Complaints by Service Group
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MH Complaints by Service Group  
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SUD Complaints by Service Group
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Complaints by Primary Dispute Reason

NOTE: CY 2024 data reflects Q1-Q3 only.
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MH Complaints by Primary Dispute
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SUD Complaints by Primary Dispute
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