Responding to Consumer Complaints in DFS Connect
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Overview

This user guide covers how to navigate complaints as a PBM Representative. PBMs will use
DFS Connect to:

e Access and respond to complaints

o Request extensions for complaint responses

¢ Respond to requests for additional information from the Department of Financial
Services

You will know that you have a complaint to respond to or a request for additional information
from the Department when you receive an email with the subject ‘You have a new notification
in DFS Connect'.

You have a new notification in DFS Connect. nbox x 2 &

% @ «
tome «

There is a new notification in DFS Connect available for your review. Log in and select the notification bell to view the nofification.

If you have any questions or issues accessing DFS Connect, please contact the Department at
PBM@dfs.ny.gov.
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Responding to Consumer Complaints in DFS Connect

Accessing Complaints

From the DFS Connect Home Page

1. Click Complaints from the top navigation bar.

Q. Search for Articles, FAQ's & more:

Apply for License My Saved/Submited Applications My Licenses Action Center Complaints Annual Report

Q search..

2. Click the Complaint Matter # for the complaint you would like to respond to in the
Pending PBM Response section.

Home Apply for License My Saved/Submitted Applications My Licenses Action Center Complaints Annual Report More

Pending PBM Response

v
Complaint Matter # Date Initiated Complainant Pharmacy Name Filer Type Complaint Subject Status Response Due
Name Date
1/28/2025 - Patient/Consumer Formulary New 02/18/2025
C-25-1470-000058 2/19/2025 - Patient/Consumer Formulary New 03/11/2025
C-25-1485-000053 1/28/2025 Pharmacy ABC Pharmacist/Pharmacy Audits New 02/18/2025
C-25-1485-000056 1/29/2025 - Patient/Consumer Formulary New 02/19/2025
C-25-1470-000058 2/18/2025 - Patient/Consumer - New 03/11/2025
2/12/2025 Test Pharmacist/Pharmacy MAC Appeals New 03/04/2025
C-25-1485-000054 1/29/2025 - Patient/Consumer Formulary New 02/19/2025
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Responding to Consumer Complaints in DFS Connect

From a DFS Connect Notification

1. Click the New Complaints for Review notification to be taken to the complaints home
page.

Q,  searcn for Articles, FAQ's & more

Notifications

New Complaints for Review
One or more new compl e been sent for your
Apply for License My Saved/Submitted Applications My Licenses Action Center Complaints Annual Report review. Click this message to navigate to your Complaints
—_ home page and view your new complaints.

ﬂ Pending PBM Response

2. Click the Complaint Matter # for the complaint you would like to respond to in the
Pending PBM Response section.

Home Apply for License My Saved/Submitted Applications My Licenses Action Center Complaints Annual Report More

Pending PBM Response

v

Complaint Matter # Date Initiated Complainant Pharmacy Name Filer Type Complaint Subject Status Response Due
Name Date

C-25-1485-000049 1/28/2025 - Patient/Consumer Formulary New 02/18/2025
C-25-1470-000058 2/19/2025 - Patient/Consumer Formulary New 03/11/2025
C-25-1485-000053 1/28/2025 Pharmacy ABC Pharmacist/Pharmacy Audits New 02/18/2025
C-25-1485-000056 1/29/2025 - Patient/Consumer Formulary New 02/19/2025
C-25-1470-000058 2/18/2025 - Patient/ Consumer - New 03/11/2025
C-25-1470-000058 2/12/2025 Test Pharmacist/Pharmacy MAC Appeals New 03/04/2025
C-25-1485-000054 1/29/2025 - Patient/Consumer Formulary New 02/19/2025
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Responding to Consumer Complaints in DFS Connect

Responding to a Complaint

1. Review the details of the complaint.

My Licenses Action Center Complaints Annual Report

Apply for License My Saved/Submitted Applications

Post
©-25-1470-000058 Complaint Details
Pt - Draamoved ot mod oo e e snarean pate
Date Initiated Response Due Date

Complaint Description

02/19/2025 03/11/2025
| would like to submit a complaint that will be shared with the PBM.

Filer Type: Patient/Consumer
Complaint Subjeci(s): Formulary

Most Recent Activity v Search this v.
Desired Resolution y earch this fe. @

" This s the resolution | am looking for
Request Extension (Customer) updated this record. v

Submitted By: PBM Response
§ A A ) . to CVS Caremark Queue
il Enter your response 1o this complaint. Provide any actions you have taken or will take in
response to the complaint. Your response will be shared with the Complainant

Phone
1l Like ® Comment

Salesforce Sans v 12 v B I Y5

— = mlT Write a comment

(Customer) created this case. v

Supporting Documents (optional

2, Upload Files  Or drop files View more de

1l Like #® Comment

2. Type your response to the complaint.

Apply for License My Saved/Submitted Applications My Licenses Action Center Complaints Annual Report

Post
C-25-1470-000058 Complaint Details
Pt D oved ot o o s difren e snarean pate
Date Initiated Response Due Date

Complaint Description

021972025 03/11/2025
1 would like to submit a complaint that will be shared with the PBM.

by

Filer Type: Patient/Consumer
Complaint Subject(s): Formulary

) ‘ Most Recent Activity w Search this fe. Y- ¢
Desired Resolution

5 This is the resolution | am looking for.

Submitted By: PEM Response Case Qwner
. . to CVS Caremark Queue
Enter your response to this complaint. Provide any actions you have taken or will take in

Email.
Phone response to the complaint. Your response will be shared with the Complainant
1l Like #® Comment
Salesforce Sans v | 12 + B I U 5 ==
= m|T, write a comment
(Customer) created this case. v

‘Supperting Documents (optional)

., UploadFiles  Or drop files View more def

1l Like ® Comment
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Responding to Consumer Complaints in DFS Connect

3. Upload supporting documents to the response if needed.

Apply for License My Saved /Submitted Applications My Licenses Action Center Complaints Annual Report

Post

C-25-1470-000058 Complaint Details

Complaint Subject(s)
) _ Share an update.. Share
Formalary - Drug romoved o moved t a difernt or

Date Initiated Response Due Date )
021912025 031172025 Complaint Description:
1 would like to submit a compl

that will be shared with the PBM.

Filer Type: Patient/Consumer

Complaint Subjeci(s): Formulary Desired Resolution Most Recent Activity v Search this fe. v- e

” This is the resolution | am looking for.
Request Extension (Customer) updated this record. -

wner
to CVS Caremark Queue

Submitted By: PBM Response

Enter your response to this complaint. Provide any actions you have taken or will take in

Email
Phone response to the complaint. Your response will be shared with the Complainant
1oy Like ® Comment
Salesforce Sans v 12 v~ B I ul& =
. write a comment
. (Customer) created this case -

ﬂ 00002413

Or drop files View more details

wolike @ Comment

Supporting Documents (optional

4. Press Submit to send the response to the complainant.

Apply for License My Saved/Submitted Applications My Licenses Action Center Complaints Annual Report

Post
C-25-1470-000058 Complaint Details
Complaint Subject(s) ——
Formulary - Drug removed or moved to a different fier nupoe
Date Initiated Response Due Dale ) »
021912025 031172025 Complaint Description

1 would like to submit a complaint that will be shared with the PBM.

Filer Type: Patient/Consumer y

Complaint Subject(s): Formulary Decired Resolut Most Recent Activity v Searcn this fe. vy- e
esired Resolution

5 This is the resolution | am looking for.

Submitted By: PEM Response

to CVS Caremark Queue
Enter your response to this complaint. Provide any actions you have taken or will take in @

Email.
Phone response to the complaint. Your response will be shared with the Complainant.
Like Ce it
Salesforce Sans v 12 v B I M|5 == = vhLice @ Comment
= m | T Write a comment
(Customer) created this case. -
G 00003413
Supporting Documents (optional)
., UploadFiles  Or drop files View more details
1l Like ® Comment
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Requesting Extension for Complaint Response

1. Click Request Extension

Apply for License My Saved/Submitted Applications My Licenses Action Center Complaints Annual Report

Post
€-25-1470-000058 Complaint Details
Complaint Subject(s) ) Shrs an upate
Formulary - Drug removed of moved to a different tier
Date Initiated Response Due Dale ) .
021972025 0371112025 Complaint Description
| would like to submit a complaint that will be shared with the PBM. Sort by:
Filer Type: Patient/Consumer
i s): Most Recent Activity v Search this fe... -
Complaint Subject(s): Formulary Decrod Resolution y earch this fe. Y-
This is the resolution | am looking for.
e (Customer) updated this record. =
30n

Submitted By:

Case Owner

PBM Re
esponse to CVS Caremark Queue

Email Enter your response to this complaint. Provide any actions you have taken or will take in
Phone response to the complaint. Your response will be shared with the Complainant.
1l Like ® Comment

Salesforce Sans v 12 v | B|I U & = IE0F
== = [ Iﬂ (3 Write a comment.

9 (Customer) created this case. -

2moage
a 00003413
Supporting Documents (optional
& Upload Files  Or drop files View more details
i lke @ Comment
~

2. Provide the reason for the extension request and click Submit.

Request Extension

Enter the reason why you are requesting an extension. Once you submit this extension request,
your response due date will be extended by 30 days and the complaint submit will be notified of
your extension raquast

*Reason for Extension

New Response Due Date
Apiil 10,2025
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Responding to Consumer Complaints in DFS Connect

3. The page will refresh, and the status of the complaint will update to Extension Message
Sent, and the Response Due Date will be extended by 30 days.

Home Apply for License My Saved/Submitted Applications My Licenses Action Center
C-25-1470-000058 Complaint Details
Complaint Subject(s)

Extension Message Sent Formulary - Drug removed or moved to a different tier
Date Initiated Response Due
02/19/2025 Date Complaint Description:

04/10/2025 | would like to submit a complaint that will be shared with the PBM.

Filer Type: Patient/Consumer ) )
Complaint Subject(s): Formulal Desired Resolufion:

P ) ' i This is the resolution | am looking for.
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Responding to Consumer Complaints in DFS Connect

Responding to Requests for Additional Information

1. Click the Additional Information Required for PBM Complaint Response notification.

Apply for License

Q  search for Articles, FAQ's & mare

My Saved/Submitted Applications My Licenses Action Center

Complaints Annual Report

Additional Information Required for PBM Complaint
Response

Thank you for your respanse to PBM Complaint €-25-
1470-000058 . We are seeking additional clarification on
your response to this complaint. Click an this netification
to view the complaint and our request

2. Review the correspondence from the Department.

Home Apply for License

C-25-1470-000058

| Extension Message Sent |

Response Due Date
03/11/2025

Date Initiated
02/19/2025

Filer Type: Patient/Consumer
Complaint Subject(s): Fermulary

Submitted By:

Email
Phone

My Saved/Submitted Ap

My Licenses Action Center

Complaint Details
Complaint Subject(s)
Formulary - Drug removed or moved to a different tier

Complaint Description
| would like to submit a complaint that will be shared with the PBM

Desired Resolution:
This is the resolution | am looking for

PBM Response
Enter your respense fo this complaint. Provide any actions you have taken or will take in
response to the complaint. Your response will be shared with the Complainant.

12 *+ B|I U

r

Salesforce Sans v

Complaints Annual Report

More v

Post
Share an update.
Sort by:
Most Recent Activity Search this fe... vy-| @
ComplaintsMember (New York State DFS) v

7m ago

provided in the complaint.

Thank you for your response to PBM Complaint C-25-1470-000058
dated 2/18/2025. We are seeking additional clarification on the issue

Please note that pursuant to Insurance Law section 2904(a)(3) CVS
Caremark is required to submit a reply to each and every inquiry noted
above to the Department promptly and truthfully. Pursuant to
Insurance Law section 2904(b), CVS Caremark is required to submit a

Here is my response

Supporiing Documents (optional)

& Upload Files O droj

L e

Expand

i Like

Post

@ Comment

Write a comment

This record was updated.

p files 2h ago
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Home

Responding to Consumer Complaints in DFS Connect

3. Update your response and click submit. This will share your new response with the
complainant and DFS.

Apply for License

C-25-1470-000058

| Extension Message Sent |

Date Initiated
02/19/2025

Response Due Date
03/11/2025

Filer Type: Patient/Consumer
Complaint Subject(s): Farmulary

Submitted By:

Email
Phane

My Saved/Submitted Applications

My Licenses Action Center

Complaint Details
Complaint Subject(s)
Formulary - Drug removed or moved to a different tier

Complaint Description
| would like to submit a complaint that will be shared with the PBM.

Desired Resolution
This is the resolutien | am loeking for.

PBM Response
Enter your response to this complaint. Provide any actions you have taken or will take in
response to the complaint. Your response will be shared with the Complainant.

Salesforce Sans v | 12 vy B I U |5 = IEE

L i

Here is my response

Supporting Documents (optional)

o, Upload Files  Ordrop files

Complaints

Annual Report More v

Post
Share an update.
Sort by:
Most Recent Activity Search this fe. h <
Member (New York State DFS) v

o

Thank you for your response to PBM Complaint C-25-1470-000058
dated 2/18/2025. We are seeking additional clarification on the issue
provided in the complaint.

Please note that pursuant to Insurance Law section 2904(a)(3) CVS
Caremark is required to submit a reply to each and every inquiry noted
above to the Department promptly and truthfully. Pursuant to
Insurance Law section 2904(b), CVS Caremark is required to submit a

Expand Post

1y Like

0 Write a comment..

® Comment

This record was updated.
2hago

4. The page will refresh, and the status of the complaint will update to Response Sent.

C-25-1470-000058

Complaint Details
Complaint Subject(s)

Response Sent |

Date Initiated
021972025

Response Due Date

03/11/2025 Complaint Description:

I would like to submit a complaint that will be shared with the PEM.
Filer Type: Patient/Consumer

Complaint Subject(s): Formulary

Desired Resolution:

Formulary - Drug removed or moved to a different tier

This is the resolution | am looking for.
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