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Final Partner Integration Schedule

. Cohort 1

October 2025

Adams, Denver, Mesa,
Arapahoe, Douglas

Developmental Pathways,
RM Health Plans, RM
Human Services, The

Resource
Exchange, jefferson

‘ Cohort 2

November 2025

Weld, Larimer,
Boulder, Pueblo, El
Paso

Foothills Gateway,

Garfield, Las Animas,

Montrose, Weld
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‘ Cohort 3

December 2025

Alamosa, Broomfield,
Chaffee, Delta, Eagle,
Elbert, Fremont, Garfield,
Gunnison/Hinsdale

Northeastern, Otero,
Prowers, Community
Connections, A&l Avenues

Cohort 4 @) Cohort5

January 2026 February 2026

La Plata/San Juan, Mineral/Rio
Huerfano/Las Grande, Routt,
Animas, Montrose, Saguache,

Morgan, Otero,
Park, Ouray/San
Miguel

Summit, Teller,
Logan, Moffat,
Montezuma

ey

@ Cohort 6
March 2026

Kiowa, Kit Carson,
Lake, Lincoln,
Prowers, Phillips,
Pitkin, Rio Blanco,
Sedgwick,
Washington, Yuma

Cohort 7
April 2026

Archuleta, Baca,
Bent, Cheyenne,
Clear Creek,
Conejos, Costilla,
Crowley, Custer,
Dolores, Gilpin,
Grand/Jackson

. Partner Integration Completed

May 2026

All County and
CMA's are
integrated into the
HCPF Escalation's
queue in Salesforce




Service Level Agreements




SLA - Ticket Assigner

Days of the Week to Assign
(Business Days Only) Priority Levels to be Assigned Owner Effective Date
Monday - Friday @ 9:00am Urgent, High, Medium, Low Ticket Assigner - Jul 1, 2025

(excluding State & Federal Holidays)

Monday - Friday @ 11:00am Urgent, High, Medium, Low Ticket Assigner -~ Jul 1, 2025
(excluding State & Federal Holidays)

Monday - Friday @ 1:00pm Urgent, High, Medium, Low Ticket Assigner - Jul 1, 2025
(excluding State & Federal Holidays)

Monday - Friday @ 3:00pm Urgent, High, Medium, Low Ticket Assigner - Jul 1, 2025
(excluding State & Federal Holidays)

*Any ticket received after 3:00pm will be assigned the following business day at 9:00am
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SLA - Tier 1

Priority Level

Urgent

High

Medium

Low

Initial Response
Requirements

(Confirmation Email
to Submittor - Using

Template)
Within 4 hours of

ticket assignment - if

required (i.e., NOT
EDO)

Within 1 business
days of ticket
assignment

Within 2 business
days of ticket
assignment

Within 3 business
days of ticket
assignment
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Tier 1 Resolution
Requirements
(Must attempt to
resolve each
ticket by Tier 1
users)

Within 2 business
days

Within 4 business
days

Within 14 business
days

Within 21 business
days

Tier 1 transfer to
Tier 2 for
resolution (When
a ticket needs to
be reassigned to
Tier 2 SMEs)

Within 1 day of
identifying Tier 2
SME is needed

Within 1 day of
identifying Tier 2
SME is needed

Within 2 days of
identifying Tier 2
SME is needed

Within 2 days of
identifying Tier 2
SME is needed

Priority Level
Definition &
Examples

- Used only for
Executive,
Governor’s Office,
etc. ..

- Member has no
access to care

- Lack of
Medication access

- Pending access to
care issue

- Internal requests
- Everything else

Owner

Tier1 ~

Tier1 ~

Tier 1 -~

Tier 1 -~

Effective Date

Jul 1, 2025

Jul 1, 2025

Jul 1, 2025

Jul 1, 2025
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T1: Pending Initial Review =~ ——— Tt:In Progress With Ticket Owner

—> T1: County/CMA Review

T2: Pending Initial Review
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— T1: Successfully Resolved
E
— T1: Not Successfully Resolved
E
Reassigned
tol1:
Pending
Initial Review
E
—> T1: Successfully Resolved
E
— T1: Not Successfully Resolved




SLA - Tier 2

Tier 2 Resolution
Requirements (Must
attempt to resolve each
ticket received by Tier 1

Priority Level users) Priority Level Definition & Examples Owner Effective Date
Urgent Within 2 business days - Used only for EDO, Executive, Governor’s Tier2 -~ Jul 1, 2025
Office, etc...
High Within 4 business days - Member has no access to care Tier 2 - Jul 1, 2025
- Lack of Medication access
Medium Within 7 business days - Pending access to care issue Tier2 - Jul 1, 2025
Low Within 14 business days - Internal requests Tier 2 -~ Jul 1, 2025

- Everything else
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T1: Pending Initial Review <

E
S — T2: Successfully Resolved
: - ; T2: In Progress With Ticket
T2: Pending Initial Review g
Owner
£
— T2: Not Successfully Resolved
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Tier 1 Checklist for
Counties & CMAs




Old Process

» County escalations specialists completing
checklist and sending to counties with ticket

assignment, included:

0 Salesforce Ticket Details
0 CBMS

0 CBMS Program Specific

0 County Action ltem
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New Process

Tier 1 (HCPF Specialists, Counties, & CMAS)

Tier 1 Resolution Description Tier1 Date Assigned
Is this being reassigned to Tier 2?7 (Yes-Partially
Resolved/Yes-No Resolution/No) Tier 1 Priority
Tier 2 SME Area Tier 1 Priority Level (formula)
Tier2 Date Assigned Tier 1 Resolution Due Date
CMA Research County of Incident (Copy)
CMA Action ltem CMA (Copy)

County Research

County Action ltem
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The Ask?

* CMAs please be thinking about the items that should be
completed by Tier 1 Specialists prior to them assigning
you a ticket in Salesforce

* We will add these items to the Tier 1 process to ensure
you are getting what you need!

* Please send any thoughts, ideas, items directly to me
Sarah.Rogers@state.co.us and | will compile a
centralized list which we will review next meeting.
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Follow-Up from Action

[tems
8/1/2025 Meeting




Next Friday, Aug. 29, 2025
Meeting

9:00am-9:50am




Questions?
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