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Good Morning Everyone.  I have a brief overview of claims administration for April 2025 and a Year over Year 2024 to 2025 data comparison for you.
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Presenter Notes
Presentation Notes
The three-month claims filed trend is 25,668 claims received with a monthly moving average of 8,556. This is a Year Over Year increase in claims filed of 11.15 % compared to the Feb-April 2024 period.  April 2025 Year Over Year claim volume is 6.19% higher than April 2024 
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Year Over Year Increase of 9,426 Claims 9.17%
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Presenter Notes
Presentation Notes
Year over year Claims filed shows program growth with an increase of 9,426 claims. This represents a 9.17% growth rate in claims filed Year Over Year from 2023-2024 to 2024-2025. The data presented includes 12,072 pregnancy cases with bonding as a 2nd reason from 2023-2024 and 11,381 pregnancy cases with Bonding as a 2nd reason from  the May to April 2024-2025.



Own Injury/ lliness

54,850 Claims
48.87% of Total Filed

Caregiver

15,217Claims
13.47% of Total Filed

Pregnancy/Childbirth

14,743 Claims
13.14% of Total Filed

Bonding

26,860 Claims
23.93% of Total Filed

Leave Reason by Gender May 2024-April 2025

58% 31,974

38% 20,750

62% 9,349
Other Leave Categories Claims Filed Percent of Total

35% 5,313

Adoption-Foster 296 0.26%
Bone Marrow 5 0.0045%
Military Leave 49 0.043%
Organ Donation 21 0.018%
Safe Leave 284 0.25%

51% 13,631 Total 655 0.584%

49% 13,073
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B Female H Male

All Leaves Percent by Gender: Female 62.39%, Male 35.03%, Choose not to Answer 2.4%, Non-Binary .16%
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Presenter Notes
Presentation Notes
This slide illustrates 12-month Claims by Leave Reason and percentage of claims filed by Gender statistical trends. The categories represented in the Bar Chart are the four largest leave reasons totaling 99.41% of claims filed. Other leave categories are in the chart on the right and total a little more than one half a percent of total claims filed. 

The bonding data presented includes 11,381 cases representing the bonding segment of pregnancy claims filed.



YOY 23-24 & 24-25 3-Month Claims Filed with Bonding Segment of Preghancy as a Separate Case
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Presenter Notes
Presentation Notes
This slide highlights the reporting impact of the successful customer service improvements made in streamlining Pregnancy and Bonding Cases into one case. 
Cases filed are shown in Blue and the associated Bonding segment of pregnancy cases filed are shown in Orange. 
The reporting of these incremental bonding cases more accurately demonstrate program growth and represent a 11.29% increase in cases filed in the 12-month period ended April 30, 2025. 
Counting the Bonding Segment of Pregnancy cases as separate cases provides a level playing field to compare year over year claim statistics and when comparing the CT Paid Leave program to other State Paid Leave Programs that count these cases separately. 



Adjudicated Claims Status

Year Over Year Adjudicated Claims
Jan-Dec 2023 and 2024

2024 Adjudication Including Bonding Segment

2024 Change
Change Approved 80,266 80.37%  5.49% * 0
2023 2024
Approved 63,782 74.88% 68,045 77.63%  2.75% 0 Denied 19,605 19.63%  5.49%
Denied 21,398 25.12% 19,605 22.37% 275% l * Cumulative change from 2023 Approval/Denial rates
Six Month Claims Adjudication Trend
Actual Including Bonding Segment
Change
Approved 35,552 79.38% 81.50% 2.18%'
Denied 9,236 20.62% 18.50% 2.18%1

As of 4/30/2025 % CTp I.
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Presenter Notes
Presentation Notes
Year over year adjudicated claims show a 2.75% Approval rate increase from 2023 to 2024.
When adding the bonding segment of pregnancy cases, Approved claims rise to over 80,000 and the approval rate rises an additional 2.74% to 80.37%. The Denial rate drops to 19.63%.

The six-month Nov 24 – April 25 period totaling 35,552 Approvals with an approval rate of 79.38%. When including the bonding segment of pregnancy cases, Approved Claims increase to 40,679 and the Approval rate increases to 81.50%. 



Race and Ethnicity Data

8/1/2023-4/30/25

Race Statistics Responses Percent of Responses Approved % Denied %

Response Rate 32.68%

American Indian or Alaska Native 437 0.79% 71.43% 28.57%
Asian 3,107 5.61% 82.32% 17.68%
Black or African American 6,759 12.21% 74.37% 25.63%
Native Hawaiian or Other Pacific Islander 102 0.18% 60.64% 39.36%
White 39,111 70.65% 81.48% 18.52%
Prefer not to answer 4,329 7.82% 77.32% 22.68%
Other-Multiple Category Responses 1,516 2.74% 70.58% 29.42%
Number of Responses 38,602 100.00%

Ethnicity Statistics

Responses

Percent of Responses

Approved %

Denied %

Response Rate 31.79%

Hispanic or Latino 10,173 18.89% 76.14% 23.84%
Not Hispanic or Latino 40,889 75.92% 80.92% 19.08%
Prefer not to answer 2,718 5.05% 79.18% 20.82%
Other-Multiple Category Response 78 0.14% 67.57% 32.43%
Total Number of Responses 53,858 100.00%

A % CTPL



Presenter Notes
Presentation Notes
The Race and Ethnicity data was collected on an opt in basis beginning in August of 2023. The data reported are cumulative statistics from August 2023 through April 2025. The opt in response rate for Race and Ethnicity is 33 and 32%, respectively. Approval and denial rates are relatively consistent with overall program rates although there are a couple of categories that have lower approval rates. To the extent those differences are not skewed by low response rates, we think additional outreach efforts in 2025 by the Community Education Coordinators may help to improve some approval percentages. (If discussion-I would stress low opt in response rate-means the data may not be entirely reliable. The outreach efforts being made through the Community Education Coordinators is aimed at underserved communities.



Claim Payments 52 Week Trend
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Last 26 weeks: Weekly Payments Averaging $8.57 million/week
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Presenter Notes
Presentation Notes
The weekly payments trendline graph shows significant weekly payment growth to an average $8.57 Million Dollars per week over the last 26 weeks. The trend is being driven by three components. A year over year increase in claims filed of 9.17%, an increase in the approval rate of 5.49% and two increases in weekly benefit rates tied to minimum wage increases. These minimum wage increases compound to a 9.26% increase in weekly benefit rates. Some lower weekly payment data in December of 2024 and January 2025 reflect a seasonality in claims filed we have consistently seen over the last three years in leaves taken in November and December. 
 


Approved Insights

YTD 2022 thru | YTD 2023 thru | YTD 2024 thru | YTD 2025 thru Cumulative YOY 24 to 25

4/30/22 4/30/23 *4/30/24 **4/30/25 since 1/1/22 Percentage
Increase
Unigue 12,297 23,164 28,182 32,619 157,983 15.74%
Employees
Total Days Paid 615,940 988,709 1,154,749 1,265,534 10,769,282 9.59%
Total Request $60,464,166 $101,430,008 $127,131,610 $146,730,995 $1,157,458,440 15.42%
for Funds

46.54% were paid the max weekly benefit
Of benefits paid Average Daily Amount
for leaves of a 34.79% were paid between the min & max

week or longer
since Inception: ;3 560/ were paid below the minimum *$104.96

*New max $941.40 as cases with == Jan 1, 2024-start dates are paid
**New max $981 as cases with >= Jan 1,2025-start dates are paid

Approved Insights: Volume and total based on all payments since inception; averages and % based on gross payments made between $0.01-$9817 only
Average Daily Amount: Sum of all gross payments since inception $0.01-$981 divided by total days payable in those payments
&
, ,' AYYD



Presenter Notes
Presentation Notes
The number of Unique Employees paid by CTPL has risen to almost 158,000 and the Total amount the program has paid to Connecticut workers is now over 1.15 Billion Dollars. 
2024 total payments increased by  22.58% compared to 2023. YOY YTD payments are up 15.42% thus far in 2025.
Average weekly payments over the last 26 weeks have risen to $8.57 Million per week. All payment metrics show significant growth from 2023 to 2024 and 2024 to 2025. 




Call Metrics

Month over Month Call Volume by IVR Skill
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Presenter Notes
Presentation Notes
Call center call metrics show the average number of monthly calls into the call center over the last 12 months was 30,400 per month. 89% of call were answered in 30 seconds or less. While YOY claim volume was up over 6% call volume for April 2025 was down by 9%. Claimant call types received by type of customer service skill were 62% for Existing Claim Service, 30% for New Claims and 8 % for Payment inquiries. 


CTPL Digital Insights

Total Registered Users Intaka — Claim Submission Digital Program To
Communications Date
* 16,792 registrations were 25,000
completed in Q1 2025 7a% 74%  Email opt in for 22,027
20,000 17 266 18,056 13,248 7% Communications 85% 264,532
» 224,219 program ' s 73% 73%
registrations since December 15,000 :z:
2021 (Program to date) 72%  Text Message opt In 21,275 237,796
10,000 7,068 % 7,196 6,656 6,731 T1% 82%
71%
Portal Behaviors 5,000 70% |
B 70 265 e Portal Messages Program To
= InQ1 2025, 77,290 unique —_ — — £9% Date
users logged into the portal Q2-2024 G3-2024 Q4-2024 Q1-2025 ]
Received 21,546 271,311
mm Phone (#) e Web (#) s Phone (26) Web (35
*  Users averaged 5 logins
during Q1 2025 S : X X
Top 5 Activities Completed in Portal — By Click Portal Messages Received Quarterly
*  The average stay on the
portal was 80 secs per user Q1 - 2025 Q1-2025
during Q1 2025 00,000 632,606 22,000 —
600,000 ,
= 111,527 new documents 500,000 21,500
were uploaded through the 400,000 1,000 20567 20,764
portal in Q1 2025; over 300,000 20,500 — - 20,2
596k form downloads since iﬁﬁg 120,408 43722 56,701 64,102 '
1/12/24 - H - — - 20,000
Case Detail Docurmnent Portal Mew Intake Payment 19,500
Upload Messages Q2-2024 03-2024



Presenter Notes
Presentation Notes
This slide illustrates customers’ electronic filing, portal usage and electronic communication. 

Online claim filing has steadily increased to 74% of claims filed. Opt-in for email and text messaging is very high at 85% and 82% percent, respectively. Portal messaging is a highly utilized mode of communicating for claimants who prefer the ease of messaging their case manager.

CTPL’s redesigned web site Claims section features a streamlined layout with easier access to improved claims filing and benefit information. CTPL website enhancements combined with Aflac Portal enhancements are helping drive our efforts to inform and educate claimants and employers on claims filing and process requirements. 

These IT improvements have helped facilitate increased approval rates and lower denial rates. The Authority’s  internal customer service personnel and Aflac personnel are now driving customers to these enhanced resources, and we are seeing improved claims outcomes as a result.



& LANGUAGE

wWes22 Connecticut

Paid Leave

)
How CT Paid Leave Works Claims For Businesses and Employers
ABC Healthcare Inc
Registration Number: FEIM Mumbser: DBaA:
000186749 23-9547841

Return to My Account
Account Iinfo Contacts Inquiries Private Plan Pavment Methods Outstanding Items Claims
Employee Claims infFormation is accessible only to individuals who have been previously authorized by their organization/company and

provided the appropriate credentials by the CT Paid Leave Authority. In order to request access, please follow the instructions Found
on Step 5 of the | am an Employer page.

3  Employee Claims (Case Number) -

Please note that claim information is not available before a decision has been issued For the claim (e.g. approval, denial, exhaustion).
Pending claims will not be shown. In addition, claims older than 12 months will no longer be visible in the portal. IF yvou have questions
about a specific claim or claim status, please submit a Contact Us request with the Contact Reason: Benefit Questions.

CLAIM CASE MUMBER FIRST MAME LAST NAME CLAIM DECISION CLAIM START DATE CLAIM END DATE
75740719 Royal waller Denied Mar 26, 2024 Apr 30, 2024
58093376 John Fisher Denied Mar 29, 2024 May 17, 2024
83958931 ‘wWilbur Copeland Approved Jan 2,2024 May 31, 2024

CTPL



Presenter Notes
Presentation Notes
IT has recently deployed Employer-Employee Claims Access data for employers on the CT Paid Leave website. The slide image mockup illustrates the employer list view of their employees claims over the most recent 12-months. Employers are now able to register their authorized employee benefit administrators to obtain access to  employee CTPL leave information including, Leave Reason, Leave Type, Leave Dates, Claim Status and any Payments made on individual claims.  
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Presenter Notes
Presentation Notes
The slide image illustrates Employer view of an individual employee claim including related claim payments.
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