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1) What is the CTM? 
The Complaints Tracking Module (CTM) is a module within the Health Plan 
Management System (HPMS).  It is the Centers for Medicare and Medicaid 
Services’ (CMS) central repository for complaints received from various CMS 
sources, including, but not limited to, 1-800-Medicare call centers and regional 
offices.  Part D sponsors are required to resolve complaints in the CTM for which 
they will be held accountable on various complaint performance measures. 

 
2) What is the difference between CTM complaints and grievances? 

The difference is in how they are received.  Grievances are received directly by 
the plan from the beneficiaries.  Plans are required to report grievances to CMS 
through HPMS per the Part D Reporting Requirements.  Conversely, CTM 
complaints are received by CMS (through 1-800-Medicare call centers, phone 
calls to the CMS regional offices, etc.) and then entered in the CTM for resolution 
by either the plan or by CMS.  CMS does not require plans to report CTM 
complaints because CMS has direct access to the complaint data.  It is 
recommended that plans track grievances separately from CTM complaints.   
 

3) How do I get access to the CTM? 
The Medicare Compliance Officer for the organization must submit a CTM 
Access Request Form to ctmaccess@cms.hhs.gov.  The CTM Access Request 
Form is attached to this document. 
 

4) What is the turn around time for complaints resolution? 
For complaints flagged with an issue level of immediate action/need, plans are 
required to resolve them within two calendar days.  Please contact your CMS 
regional office for turn around time for all other complaint issue levels. 
 

5) Which date does CMS use to measure performance and turn around time 
frames?  
CMS uses the contract assignment/reassignment date.  This date is when the 
complaint is assigned to the contract.  It is also known as the contract entry date 
in the plan download file.   

 
6) Do you have guidance for the plans on how to use the CTM? 

Yes, CMS posts the updated versions of the CTM Plan Standard Operating 
Procedure s (SOP) on HPMS.  It is recommended that all Plans review this 
document thoroughly and follow the procedures provided. Further information is 
provided in the User’s Guide, which is available on the CTM Start Page as a link 
under Documentation. 
 

7) Who may I contact for specific issues and/ or questions? 
Submit your question(s) to the CTM mailbox at ctm@cms.hhs.gov.  If your issue 
is regarding a specific CTM complaint, please include the complaint ID.  If you 
have a technical problem using HPMS or the CTM, please contact the HPMS 
Help Desk at hpms@cms.hhs.gov.  If you have a technical problem with the 
Gentran/Connect:Direct files that plans receive daily, please contact the MMA 
Help Desk at 1-800-927-8069 or mmahelp@cms.hhs.gov. 
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Complaints Tracking Module (CTM) Access Request Form

Please read and follow instructions on page 2 carefully before submitting your request. 


DO NOT alter the format of this form.


Authorizing Individual Information


		Name 

		



		Email address 

		



		Phone number 

		



		Attestation

		As the Medicare Compliance Officer for the contract(s) listed below, I attest that the named user(s) below is/are authorized to have access to the protected health information (PHI) housed in the Complaints Tracking Module (CTM) and has/have fulfilled all privacy/ confidentiality training as required by the Health Insurance Portability and Accountability Act of 1996 for contracts listed below.



		

		Input your initials in the space provided to the LEFT to confirm your attestation.





Contract Information

Contract numbers begin with an “H”, “S”, “E”, or “R” and are followed by 4 numeric digits 


(Do not include dashes or spaces between these digits).  


If you are requesting access for multiple contracts, separate them using a comma followed by a space 


(E.g., H1234, S2345, H3456).  All users named below will have access to the contracts listed in this section.

		Contract Number

		





User Information

Enter up to a maximum of 20 users.  If your plan is requesting access for more than 20 users, please submit additional forms.  If your plan is requesting access for less than 20 users, leave the remaining rows blank.  To indicate that CTM access must be removed for an existing user, please mark an “X” in the “Remove User” column next his/her name. Leaving the “Remove User” column blank for a user indicates that CTM access is requested for that user.  


		

		HPMS User ID

		Name

		Email address

		Phone number

		Remove


User



		1 

		

		

		

		

		



		2 

		

		

		

		

		



		3 

		

		

		

		

		



		4 

		

		

		

		

		



		5 

		

		

		

		

		



		6 

		

		

		

		

		



		7 

		

		

		

		

		



		8 

		

		

		

		

		



		9 

		

		

		

		

		



		10 

		

		

		

		

		



		11 

		

		

		

		

		



		12 

		

		

		

		

		



		13 

		

		

		

		

		



		14 

		

		

		

		

		



		15 

		

		

		

		

		



		16 

		

		

		

		

		



		17 

		

		

		

		

		



		18 

		

		

		

		

		



		19 

		

		

		

		

		



		20 

		

		

		

		

		





Completed forms must be submitted by each organization’s Medicare Compliance Officer as a Microsoft Word document attachment via email to CTMACCESS@cms.hhs.gov, with “Plan CTM Access” in the subject line.  

Complaints Tracking Module (CTM) Access Request Procedure


Please read and follow instructions carefully before submitting your request. 


Requests that do not meet the form requirements will be returned to the requestor for resubmission.


Instructions for submitting an access request:

· Completed forms must be submitted by each organization’s Medicare Compliance Officer as a Microsoft Word document attachment via email to CTMACCESS@cms.hhs.gov, with “Plan CTM Access” in the subject line.  


User access to the Complaints Tracking Module (CTM) will only be granted or removed upon your organization’s Compliance Officer’s authorization. Your Medicare Compliance Officer is listed in Health Plan Management System (HPMS). CMS recommends each organization verify that the Medicare Compliance Officer and his/ her contact information listed in HPMS are valid regularly. 


· Users requesting CTM access must have an existing unique HPMS ID (a.k.a. RACF ID) before CTM access can be requested and granted because HPMS access is separate from CTM access. (The HPMS ID is a four digit unique alpha-numeric identifier assigned to each HPMS user.)


· If needed, requestors may enter multiple contract numbers by separating them with a comma followed by a space.  Note: Contract numbers start with an “H”, “R”, “E”, or “S” and are followed by 4 numeric digits.

· Request forms may contain up to a maximum of 20 users.  If your plan is requesting access for more than 20 users, please submit additional forms. Requestors should limit CTM access to staff who is involved with casework resolution on behalf of the contract(s).  


· All users named on the request form will be granted access to (or removed access from) the listed contracts on the form.

· To remove CTM Access for a user, use this form to indicate removal where designated and submit the completed form as instructed.


Accessing CTM:


· To access CTM, log into HPMS, select “Monitoring” from the home page and then select “Complaints Tracking”.

· In most instances, user access will be available within one week after CMS receives authorization from your organization’s Medicare Compliance Officer. 


Notes: 


(1) Please check for access five (5) business days after the date CMS confirms receipt of the request. CMS will not notify users when CTM is available.


(2) Please contact the CTM mailbox regarding issues only if a valid form was submitted, and access is not available after six (6) business days.
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