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vién man tudi cao nién
i BAO QAO K!-IIEU NAI
(KHONG thudc ho so 'y té cua ngudi tham gia)
Tén Ngweoi Tham Gia: On Lok PACE Sé: Trung Tam/Do6i Ngii:
Tén ho Tén goi
Ngay On Lok PACE tiép nhan khiéu nai:

Tén ngudi tro gitp ngudi tham gia ndp don khiéu nai nay:

O Nguw¢i dai dién cia ngudi tham gia

O Nhan vién On Lok PACE

Q Trung Tam Tro Gitp thudc S& Phu trach cac Chwong trinh Bao hiém Strc khée Quan ly cla
California (California Department of Managed Health Care, DMHC)

O Khac, xin néu cu thé:

Néu la ngudi dai dién ciia ngwdi tham gia, xin cho biét quan hé véi nguoi tham gia:

Xin mo ta day du vé khiéu nai do. (Bao gom ngay xay ra si viéc, dia diém xay ra st viéc, (nhikng)
nguoi Iiép quan, cac bu’(y‘c da dwoc thuwe hi(:an dé giadi quyét khiéu nai, va cac cé,u trich dan tryec tiép
khi c6 thé). Néu quy vi can thém khoang trong, xin dinh kém thém cac trang giay.

Chi ky ctia ngudi bao cao khiéu nai: Ngay:

O Néu quy vi tin rdng quy vi da bi phan biét dbi xt, vui 16ng xac dinh yéu t& ma nhirng hanh déng
phan biét d6i x&¢ dwoc dwa vao (xin danh dau tat ca nhirng chon lwa phu hop):
[]Ching Téc []MauDa []Nguén Géc Quéc Gia  [] Khac (xin néu cu thé):

O Nguoi tham gia da dwoc thdng tin vé quyén dwoc yéu cau tro giup hoan tat Bao Cao Khiéu Nai tw
S& Phu trach cac Chuong trinh Bao hiém Strc khde Quén ly cia California va da nhan dwoc
théng tin bang van ban vé quy trinh khiéu nai. Cé thé yéu cau tro giip bang cach lién lac S& Phu
trach cac Chwong trinh Bao hiém Strc khée Quan ly cha California theo s 1-888-466-2219.

Ngay sau khi bao cao dwec hoan thanh, vui long chuyén bao cao va bat ky trang bo
sung nao den Ban Dich vu Chwong trinh Bao Hiem Sirc khoe cua On Lok.
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QUAN TRONG: Néu ban can tro’ giup véi biéu mau nay, yéu cau hd tre ngdn ngir hodc mudn nodp
don khiéu nai qua dién thoai, vui Idng goi cho Ban Dich vu Chuong trinh Béo Hiém Strc sb 415-292-
8895 hodc sb dién thoai mién phi 1-888-996-6565 (TTY: 711 ). Ban cling c6 thé lién hé voi chung t6i
qua email tai memberservices@onlok.org hoac truy cap trang web cla chung toi tai
www.onlok.org/PACE dé nop don khiéu nai hodc nhan théng tin vé quy trinh khiéu nai ctia ching toi.
Tro gitp c6 sdn tir 8:30 sang-5:00 chiéu, tr Thir Hai dén Thir Sau.

Quy Trinh Khiéu Nai ctia S& Phu trach cac Chwong trinh Bao hiém Strc khée Quan ly cua
California

S& Phu trach cac Chuo’ng trinh Bao hlem Strc khée Quan ly ctua California co trong trach dat quy
che va kiém soat cac chwong trinh bao hiém y t&. Néu quy vi co khleu nai déi voi chuo’ng trinh bao
hiém clia quy vi, trwdc hét quy vi nén lién lac voi chwong trinh béo hiém cha quy vi tai s6 415-292-
8895 hoac 1 -888-996-6565 (TTY: 711) va lap tha tuc khiéu nai v&i chwong trinh bao hiém cla quy Vi
trwéc khi quy vi lién lac dén S& Phu trach cac Chuwong trinh Bao hiém Strc khée Quan ly cia
California. Tién hanh tha tuc khiéu nai nay sé khong lam quy vi bi thiét thoi vé bat cl quyén loi luat
phap nao, hay lam cho quy vi_bi mét di nhung quyet dinh hay gidi phap thuan loi vé phuc loi y té
danh cho quy vi. Néu quy vi can duoc gilp do de khiéu nai vé phuc o clia mét trvdng hop cham
soc khan cap, hoac quy Vi can duoc giup d& dé khiéu nai cla quy vi da khong duoc chwong trinh bao
hiém strc khoe g|a| quyet mot cach thoa dang, hoac quy Vi can duoc glup d& vé khiéu nai cha quy vi
da qué 30 ngay ma van chuwa dwoc giai quyét, quy vi co thé lién lac v&i S& Phu trach cac Chuong
trinh Bao hiém Strc khée Quan ly ctia California d& dwoc gitip d&. Ngoai ra, quy Vi co thé hoi da diéu
kién dé lap tha tuc Tai xét Y khoa Ddc lap (Independent Medical Review, IMR). Néu quy vi hoi di
dleu kién dé dwoc tai xét qua thd tuc IMR, thi tuc IMR nay sé tai xét mot cach khach quan nhirng
quyét dinh y khoa do chwong trinh bao hiém strc khde dwa ra, va nhirtng quyét dinh nay hodc lién
quan dén nhu cau can thiét vé mat y té ciia mot dich vu y te hay phuo’ng phap tri liéu duwoc de nghi,
hoac lién quan den viéc dai tho cho nhung phwong phap diéu tri cé tinh cach thi nghlem hoac diéu tra,
hoac quyet dinh ve nhirng tranh chap vé tién thanh toan cho nhirng dich vu cham séc cép cliru hay
cham séc khan cép. S& Phu trach cac Chwong trinh Bao hiém Stc khée Quan ly cla California cé
thiét lap mot duwong day dién thoai mién phi (1 888-466-2219) va mét dwong day dién thoai TDD (1-
877-688-9891) danh cho ngudi khiém thinh. Trang mang ctia B6 Phu trach cac Chuong trinh Bao
hlem Stre khoe tai http://www.dmhc.ca.gov cung cap truc tuyén mau don khiéu nai va ban chi dan
dién don, mau don lap tha tuc IMR va ban chi dan.

For On Lok PACE Staff Use Only:

On Lok PACE staff member who received the grievance: ___ Health Plan Services Dept. __ Social Worker ___ Other
Report received by the On Lok PACE staff member identified above: Date

U Health Plan Services Department notified of the grievance by telephone or e-mail: Date

U Health Plan Services Department telephoned acknowledgment of receipt to the participant (within 5 calendar
days): Date Time

QO Health Plan Services Department sent a written acknowledgment to the participant (within 5 calendar days):
Date

O Chief Medical Officer is notified of the grievance concerning medical care or urgent grievance:
Date Time

O Contract Manager for the Department of Health Care Services (DHCS) is notified of the grievance:
Date Time

Thirty calendar days from the day that the grievance was received, either:

O The grievance has been resolved. The Chief Medical Officer or the Senior Director of Health Plan Services has
sent a report describing the problem’s resolution, the basis for the resolution, and the review process if
dissatisfaction continues to the participant and/or the participant’s representative. OR

U The grievance is pending. A report with a brief explanation of the reasons for the delay has been sent to the
participant and/or the participant’s representative and the Contract Manager for the DHCS.
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Expedited Review: Grievance involves an imminent and serious threat to the health of the participant
U The participant and/or the participant’s representative are immediately notified by telephone of the receipt of the
request for an expedited review.

U The participant and/or the participant’s representative are notified of their right to notify the DHCS, the DMHC,
and the Department of Social Services of the grievance.

QL No later than 3 days from receipt of the grievance, a written statement of the final disposition or pending status
of the grievance is sent to the participant and/or the participant’s representative, the DHCS, and the DMHC.
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