Member
Grievance Form

...
GRIEVANCE FORM, NON-MEDICARE N% KAISER PERMANENTE»







Nondiscrimination Notice

Discrimination is against the law. Kaiser Permanente follows State and Federal civil rights laws.

Kaiser Permanente does not unlawfully discriminate, exclude people, or treat them differently
because of age, race, ethnic group identification, color, national origin, cultural background,
ancestry, religion, sex, gender, gender identity, gender expression, sexual orientation, marital status,
physical or mental disability, medical condition, source of payment, genetic information,
citizenship, primary language, or immigration status.

Kaiser Permanente provides the following services:

e No-cost aids and services to people with disabilities to help them communicate better with
us, such as:

¢ Qualified sign language interpreters

¢ Written information in other formats (braille, large print, audio, accessible electronic
formats, and other formats)

e No-cost language services to people whose primary language is not English, such as:
¢ Qualified interpreters
¢ Information written in other languages

If you need these services, call our Member Service Contact Center at 1-800-464-4000 (TTY 711),

24 hours a day, 7 days a week (except closed holidays). If you cannot hear or speak well, please call
711.

Upon request, this document can be made available to you in braille, large print, audiocassette, or
electronic form. To obtain a copy in one of these alternative formats, or another format, call our
Member Service Contact Center and ask for the format you need.

How to file a grievance with Kaiser Permanente

You can file a discrimination grievance with Kaiser Permanente if you believe we have failed to
provide these services or unlawfully discriminated in another way. Please refer to your Evidence of
Coverage or Certificate of Insurance for details. You may also speak with a Member Services
representative about the options that apply to you. Please call Member Services if you need help
filing a grievance.

You may submit a discrimination grievance in the following ways:

e By phone: Call Member Services at 1 800-464-4000 (TTY 711) 24 hours a day, 7 days a
week (except closed holidays)

e By mail: Call us at 1 800-464-4000 (TTY 711) and ask to have a form sent to you

e In person: Fill out a Complaint or Benefit Claim/Request form at a member services office
located at a Plan Facility (go to your provider directory at kp.org/facilities for addresses)

e Online: Use the online form on our website at kp.org



You may also contact the Kaiser Permanente Civil Rights Coordinators directly at the addresses
below:

Attn: Kaiser Permanente Civil Rights Coordinator
Member Relations Grievance Operations

P.O. Box 939001

San Diego CA 92193

How to file a grievance with the California Department of Health Care Services Office of Civil
Rights (For Medi-Cal Beneficiaries Only)

You can also file a civil rights complaint with the California Department of Health Care Services
Office of Civil Rights in writing, by phone or by email:

e By phone: Call DHCS Office of Civil Rights at 916-440-7370 (TTY 711)
e By mail: Fill out a complaint form or send a letter to:

Deputy Director, Office of Civil Rights
Department of Health Care Services
Office of Civil Rights

P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413

Complaint forms are available at: http://www.dhcs.ca.gov/Pages/Language Access.aspx
e Online: Send an email to CivilRights@dhcs.ca.gov
How to file a grievance with the U.S. Department of Health and Human Services Office of
Civil Rights
You can file a discrimination complaint with the U.S. Department of Health and Human Services
Office for Civil Rights. You can file your complaint in writing, by phone, or online:
e By phone: Call 1-800-368-1019 (TTY 711 or 1-800-537-7697)

e By mail: Fill out a complaint form or send a letter to:

U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Complaint forms are available at:
http:www.hhs.gov/ocr/office/file/index.html

e Online: Visit the Office of Civil Rights Complaint Portal at:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.



Aviso de no discriminacion

La discriminacion es ilegal. Kaiser Permanente cumple con las leyes de los derechos civiles
federales y estatales.

Kaiser Permanente no discrimina ilicitamente, excluye ni trata a ninguna persona de forma distinta
por motivos de edad, raza, identificacion de grupo étnico, color, pais de origen, antecedentes
culturales, ascendencia, religion, sexo, género, identidad de género, expresion de género,
orientacion sexual, estado civil, discapacidad fisica o mental, condicion médica, fuente de pago,
informacién genética, ciudadania, lengua materna o estado migratorio.

Kaiser Permanente ofrece los siguientes servicios:

e Ayuday servicios sin costo a personas con discapacidades para que puedan comunicarse
mejor con nosotros, como lo siguiente:

¢ intérpretes calificados de lenguaje de sefias,

¢ informacion escrita en otros formatos (braille, impresion en letra grande, audio, formatos
electronicos accesibles y otros formatos).

e Servicios de idiomas sin costo a las personas cuya lengua materna no es el inglés, como:
¢ intérpretes calificados,

¢ informacion escrita en otros idiomas.

Si necesita nuestros servicios, llame a nuestra Central de Llamadas de Servicio a los Miembros al
1-800-464-4000 (TTY 711) las 24 horas del dia, los 7 dias de la semana (excepto los dias festivos).
Si tiene deficiencias auditivas o del habla, llame al 711.

Este documento estara disponible en braille, letra grande, casete de audio o en formato electronico a
solicitud. Para obtener una copia en uno de estos formatos alternativos o en otro formato, llame a
nuestra Central de Llamadas de Servicio a los Miembros y solicite el formato que necesita.

Como presentar una queja ante Kaiser Permanente

Usted puede presentar una queja por discriminacion ante Kaiser Permanente si siente que no le
hemos ofrecido estos servicios o lo hemos discriminado ilicitamente de otra forma. Consulte su
Evidencia de Cobertura (Evidence of Coverage) o Certificado de Seguro (Certificate of Insurance)
para obtener mas informacion. También puede hablar con un representante de Servicio a los
Miembros sobre las opciones que se apliquen a su caso. Llame a Servicio a los Miembros si
necesita ayuda para presentar una queja.

Puede presentar una queja por discriminacion de las siguientes maneras:

e Por teléfono: llame a Servicio a los Miembros al 1 800-464-4000 (TTY 711), las 24 horas
del dia, los 7 dias de la semana (excepto los dias festivos).



e Por correo postal: llamenos al 1 800-464-4000 (TTY 711) y pida que se le envie un
formulario.

e En persona: llene un formulario de Queja o reclamacion/solicitud de beneficios en una
oficina de Servicio a los Miembros ubicada en un centro del plan (consulte su directorio de
proveedores en kp.org/facilities [cambie el idioma a espafiol] para obtener las direcciones).

e En linea: utilice el formulario en linea en nuestro sitio web en kp.org/espanol.

También puede comunicarse directamente con el coordinador de derechos civiles (Civil Rights
Coordinator) de Kaiser Permanente a la siguiente direccion:

Attn: Kaiser Permanente Civil Rights Coordinator
Member Relations Grievance Operations

P.O. Box 939001
San Diego CA 92193

Como presentar una queja ante la Oficina de Derechos Civiles del Departamento de Servicios
de Atencion Médica de California (Solo para beneficiarios de Medi-Cal)

También puede presentar una queja sobre derechos civiles ante la Oficina de Derechos Civiles
(Office of Civil Rights) del Departamento de Servicios de Atenciéon Médica de California
(California Department of Health Care Services) por escrito, por teléfono o por correo electronico:

e Por teléfono: llame a la Oficina de Derechos Civiles del Departamento de Servicios de
Atencion Médica (Department of Health Care Services, DHCS) al 916-440-7370 (TTY 711).

e Por correo postal: llene un formulario de queja o envie una carta a:

Deputy Director, Office of Civil Rights
Department of Health Care Services
Office of Civil Rights

P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413

Los formularios de queja estan disponibles en:
http://www.dhcs.ca.gov/Pages/Language_Access.aspx (en inglés).

e En linea: envie un correo electronico a CivilRights@dhcs.ca.gov.
Como presentar una queja ante la Oficina de Derechos Civiles del Departamento de Salud y
Servicios Humanos de los EE. UU.

Puede presentar una queja por discriminacion ante la Oficina de Derechos Civiles del Departamento
de Salud y Servicios Humanos de EE. UU. (U.S. Department of Health and Human Services).
Puede presentar su queja por escrito, por teléfono o en linea:

e Por teléfono: llame al 1-800-368-1019 (TTY 711 o al 1-800-537-7697).

e Por correo postal: llene un formulario de queja o envie una carta a:



U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Los formularios de quejas estan disponibles en
http://www.hhs.gov/ocr/office/file/index.html (en inglés).

e [En linea: visite el Portal de quejas de la Oficina de Derechos Civiles en:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf (en inglés).
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Théng Bao Khéng Phan Biét Déi Xt

Phén biét dbi xir 13 trai voi phap luat. Kaiser Permanente tuan thi cac luat dan quyén cia Tiéu Bang
va Lién Bang.

Kaiser Permanente khong phan biét ddi xir trai phap luat, loai trir hay d6i xtr khac biét v6i nguoi
nao do vi ly do tudi tac, chung tdc, nhan dang nhom sic toc, mau da, nguén géc quéc gia, nén tang
van hoa, to tién, ton gido, gidi tinh, nhan dang gidi tinh, cach thé hién gidi tinh, khuynh hudng gidi
tinh, tinh trang hon nhan, tinh trang khuyét tat vé thé chét hodc tinh than, bénh trang, nguén thanh
toan, thong tin di truyén, quyén cong dan, ngdn ngit me dé hodc tinh trang nhap cu.

Kaiser Permanente cung cap cac dich vu sau:

e Phuong tién hd trg va dich vu mién phi cho nguoi khuyét tat dé gitp ho giao tiép hiéu qua
hon v6i ching t61, chang han nhu:

¢ Thong dich vién ngdén ngit ky hi¢u du trinh do

¢ Thong tin bang van ban theo cac dinh dang khac (chir ndi braille, ban in kho chit 16n, 4m
thanh, dinh dang dién tir dé truy cép va cac dinh dang khac)

e Dich vu ngén ngir mién phi cho nhitng nguoi c6 ngdn ngir chinh khong phai 13 tiéng Anh,
chdng han nhu:

¢ Thong dich vién du trinh do

¢ Thong tin dugc trinh bay bang cac ngdn ngit khac

Néu quy vi can r}hﬁng dich vu nay, xin goi dén Trung Tam Lién Lac ban Dich Vg Ho61 Vién cua
chung toi theo s6 1-800-464-4000 (TTY 711), 24 gio trong ngay, 7 ngay trong tuan (dong ctra ngay
1€). Néu quy vi khong thé nd1 hay nghe 1o, vui long goi 711 .

Theo yéu cau, tai liéu nay co6 thé duoc cung cip cho quy vi dudi dang chir noi braille, ban in kho
chit 16n, bang thu 4m hay dang dién tir. Dé 1y mot ban sao theo mot trong nhimg dinh dang thay
thé nay hay dinh dang khac, xin goi dén Trung Tam Lién Lac ban Dich Vu Hoi Vién cua ching toi
va yéu cau dinh dang ma quy vi can.

Cach dé¢ trinh phan nan véi Kaiser Permanente

Quy vi c6 thé dé trinh phan nan vé phan biét ddi xir voi Kaiser Permanente néu quy vi tin rang
chung t61 da khong cung cap nhitng dich vu nay hay phéan biét do1 xtr trai phéap luét theo cach khac.
Vui long tham khdo Churng Tir Bao Hiém (Evidence of Coverage) hay Chirng Nhdan Bao Hiém
(Certificate of Insurance) cia quy vi dé biét thém chi tiét. Quy vi cling ¢d thé ndi chuyén véi nhan
vién ban Dich Vu Hdi Vién vé nhiing lya chon 4p dung cho quy vi. Vui long goi dén ban Dich Vu
Hoi Vién néu quy vi can dugc trg giap dé dé trinh phan nan.

Quy vi c6 thé dé trinh phan nan vé phan biét ddi xir bang cac cach sau day:

* Qua di¢n thoai: Goi dén ban Dich Vu Hoi Vién theo s6 1-800-464-4000 (TTY 711) 24 gi
trong ngay, 7 ngay trong tuan (dong ctra ngay 1¢)

e Qua thw tin: Goi ching t6i theo s6 1-800-464-4000 (TTY 711) va yéu ciu giri mau don
cho quy vi



e Truec tiép: Hoan tit mau don Than Phién hay Yéu Cau Thanh Toan/Yéu Cau Quyén Loi tai
van phong dich vu hoi vién ¢ mot Co S¢ Thuge Chuong Trinh (truy cap danh muc nha cung
cAp cua quy vi tai kp.org/facilities dé biét dia chi)

e Truec tuyén: Sir dung mau don truc tuyén trén trang mang cuia chung toi tai kp.org
Quy vi ciling c6 thé lién hé tryc tiép voi Pidu Phdi Vién Dan Quyén cua Kaiser Permanente theo dia
chi dudi day:
Attn: Kaiser Permanente Civil Rights Coordinator

Member Relations Grievance Operations
P.O. Box 939001
San Diego CA 92193

Ciach dé trinh phan nan véi Vin Phong Dan Quyén Ban Dich Vu Y Té California (Danh Riéng
Cho Nguoi Thu Huong Medi-Cal)
Quy vi cling c6 thé d¢ trinh than phién vé dan quyén v6i Van Phong Dan Quyén Ban Dich Vu Y Té
California bang van ban, qua di¢n thoai hay qua email:
e Qua dién thoai: Goi dén Van Phong Déan Quyén Ban Dich Vu Y Té (Department of Health
Care Services, DHCS) theo s6 916-440-7370 (TTY 711)
e Qua thu tin: Pién miu don than phién va hay gui thu dén:

Deputy Director, Office of Civil Rights
Department of Health Care Services
Office of Civil Rights

P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413

Mau don than phién hién co tai: http://www.dhcs.ca.gov/Pages/Language Access.aspx

e Truc tuyén: Gui email dén CivilRights@dhcs.ca.gov

Cich d¢ trinh phan nan v6i Vin Phong Dan Quyén ciia B Y T¢ va Dich Vu Nhan Sinh Hoa Ky.

Quy vi cling c6 quyén dé trinh than phién vé phén biét dbi xir v6i Vian Phong Dan Quyén cia Bo Y
Té va Dich Vu Nhan Sinh Hoa Ky. Quy vi ¢6 thé dé trinh than phién bing van ban, qua dién thoai
hodc truc tuyén:

e Qua dién thoai: Goi 1-800-368-1019 (TTY 711 hay 1-800-537-7697)
e Qua thw tin: Dién mau don than phién va hay gui thu dén:

U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Mau don than phién hién co tai
http:www.hhs.gov/ocr/office/file/index.html

e Truc tuyén: Truy cap Cong Thong Tin Than Phién ctia Van Phong Dan Quyén tai:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.

1M
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Language Assistance
Services

English: Language assistance
1s available at no cost to you,
24 hours a day, 7 days a week.
You can request interpreter
services, materials translated
into your language, or in
alternative formats. You can
also request auxiliary aids and
devices at our facilities.

Just call us at 1-800-464-4000,
24 hours a day, 7 days a week
(closed holidays). TTY users
call 711.

WS acldl Hlae Je Blae @l 3 8 gia 4y ) sill daa il XA ; Arabic
o cliall 35 A i 5l Ay gl Aes il dend il SIS g sauY) Gl
Lo Ll ja 83 gy dlia) Clacbus b Ll dli€ay (5 A0 sl
deludl Jlae e 1-800-464-4000 30 o Ly Juai) (5 s clile
il Cilgl) Ao caxiivad] (<Uanll AUl (3lie) & saus) ol A<
(T11) @0 e Qi) o

Armenian: 2tq jupnn L wig&wp ogunipini
npuwdwnnyb] 1kqyh hwupgnid® opp 24 dwd,
sowpwipn 7 on: Inip Jupnn kp wuwhwebky
putwynp pupguuish Swnuynipiniuutp, tp
1EqUny pupguudus Jud wyjptiinnpuipugha
Alwsuthny wuwwnpuwuwnyws yniplp: dnip twb
Jwpnnn Ep juunpl) odwinul) ogunipjniiutp b
uwppbp Ubp hwunwnnipinibtpnud:
NMupquutu quuquhwptp dkq 1-800-464-4000
hEnwjunuwhwdwpny® opp 24 dwd, pwpwipn 7 op
(nnt opkipht thwl k): TTY-hg ogunynnubtpp wykwnp
E quuquhwptu 711:

Chinese: 8 5:H 7 K, BEK 24 /MR ELS e B

T e REnT DLHES ORERg . ERAS ERRRE R

Fr RS & Bl g . B n] AAEIRAM M5 B

DA ER ST PR B T AR . JRAMAE 7 R, &R 24
/NREIEGD IS FT B AE 1-800-757-7585 1 2R H4% (HiR

HARE) o Hlfs % rEfem AR (TTY) fi & 555 711,

O ad8a 597 5 5l Celu 24 50 (JSb) Sl :Farsi
ax yle ciladd (gl il 55 e Lad ) L LRI o 44y a 34
Bl b 5 led (L) 4 Sl e i (oalid

s g ol LSS il 55 e (inen el S Gl A 0
Gicls 24 50 Gl S Gl 63 53 0 6 Gl Jae (g (S8,
o ladi 4y La by (eans (sla ) (sl ) alia 5,7 5 jolad
s el L (TTY) V5286 0S| 2,80 (ulai 1-800-464-4000
A% i 711

Hindi: 54T FRET 09T 3 TioaT 990, f3e 3 24 =2,
THTE & ATAl (o STee g AT U FATOA 6T Fqarei
F forw, fomT FRet T & |TeiET v Ot AT %
SATATE FHATH o [o1T, T AehiedTh STETT & o7 Sqare
T HqHA 5| AT SHTY FIALT-EAAT H TgTaeh ATeH1 37T
ST o (10 AT TG FT Toh! | T A g4
1-800-464-4000 97, T3 % 24 =<, AT & ATql faq
(it arer fam &2 Tgar 8) & F¢1 TTY STl
711 9% i FL|

Hmong: Muaj kec pab txhais lus pub dawb rau koj,

24 teev ib hnub twg, 7 hnub ib lim tiam twg. Koj thov
tau cov kev pab txhais lus, muab cov ntaub ntawv
txhais ua koj hom lus, los yog ua Iwm hom. Koj kuj
thov tau lwm yam kev pab thiab khoom siv hauv peb tej
tsev hauj Iwm. Tsuas hu rau 1-800-464-4000, 24 teev ib
hnub twg, 7 hnub ib lim tiam twg (cov hnub caiv kaw).
Cov neeg siv TTY hu 711.

Japanese: 1T Tl EBXIEEERIT, FHEK
BEBZHAWLLZITEY, BRY—EX, BAGEIC
RN &rRL H2WIEERZRIDERTHHIE
TEET, MY —ERPUFEEDEEERICDONT
H THEEWLITE T, BREIC 1-800-464-4000
FTHEFECTIZIV (BRHZREFEPENL) ,

TTY 2—H— 3 T IZHBFECLE 0,



Khmer: §§tuman Arafnigigan
24 1R yiy 71 AN W AT
Hnmmﬁiﬁjmmﬁn untjpansnittirumsun
[[p‘[?‘li:’ﬂ’“lﬁmmUmgihﬁSﬁj[iﬁJht]IQ:ln"l
HANMGIgAauRINNERUTMItSWEnA§sh
auiptAnmirsiFmnives i st
msfﬁ@mﬁ’mﬁﬁmﬁa MYIS 1-800-464-4000
08 24 I gRYWIE 7 GAnywomu
Geigunng)’ Hn[L‘U TTY 10T IR 7117

Korean: 8% 9! Aol #A|glo] A1 A<

MU 25 F 8 =2 o] &34 4= AdHF Yt A=
= |~ Fsle] o2 HH x5 = oA
2‘5(:;!/;1'9] ;(]-gg ‘8_7(46‘]-}\ 01)\1/]1“4_ 1:1:5], Xﬂ,/]
Ao BE7|G L 7|75 2 HE
AUt 2D = A7k #AGLo]
1-800-464-4000 2 © 2 7 3} 5} 4] A] .
TTY AF&A1H & 711.

(FFAFT)

Laotian: N7vgoeciiocivwignSlmlosteSyen
CHWID, OEWD0 24 30lw9, 7 SVHBIRO. Y
F90905292SVO3NIVVLIBWIFI, LoiccUcoN:
FCTVWIFIZE9UIV, B WSLECLLSD.
VIVFIVIOZDUENOVFOBCT L) (AT ULNOV
01999 DFENIVOINIV289WONCSNT WIICC Y
MIWONCEIN 1-800-464-4000, 1z 24 F0109, 7
SvHot0 (BoduBNcg). ¢lgzme TTY tu
711.

Mien: Mbenc nzoih liouh wang-henh tengx nzie faan
waac bun muangx maiv zuqc cuotv zinh nyaanh meih,
yietc hnoi mbenc maaih 24 norm ziangh hoc, yietc
norm liv baaiz mbenc maaih 7 hnoi. Meih se haih tov
heuc tengx lorx faan waac mienh tengx faan waac bun
muangx, dorh nyunge horngh jaa-sic mingh faan benx
meih nyei waac, a'fai liouh ginv longe benx haaix hoc
sou-guv daan yaac duqv. Meih corc haih tov longc
benx wuotc ginc jaa-dorngx tengx aengx caux jaa-sic
nzie bun yiem njiec zorc goux baengc zingh gorn
zange. Kungx douc waac mingh lorx taux yie mbuo
yiem njiec naaiv 1-800-464-4000, yietc hnoi mbenc
maaih 24 norm ziangh hoc, yietc norm liv baaiz mbenc
maaih 7 hnoi. (hnoi-gec se guon gorn zangc oc).

TTY nyei mienh nor douc waac lorx 711.

Navajo: Doo bik’é asiniiéégéc') saad bee ata’ hane’ bee

th’ée’go 44doo tsosts’iji aa at ¢é. Ata’ hane yidiikit,
naaltsoos t’a4 Diné bizaad bee bik’i’ ashchiigo, éi
doodago hane’ bee didiits’iitigii yidiikit. Hane’ bee
bik’i” di’diitiitigii d66 bee hane’ didiits’iitigii
bina’iditkidgo yidiikil. Koji hodiilnih 1-800-464-4000,
t’44 atahji’, jiigo doo th’ée’go 44doo tsosts’iji ga’at’é.
(Dahodilzingéne’ doo nida’anish dago éi da’deelkaal).
TTY chodayoot’inigii kojj dahalne’ 711.

Punjabi:mmmé,%ﬁé24 ’-lié, Je3 T

7 fos, T3HMT Aeet 3973 B QusET 31 3H
WEee JIT8E B, A fA 2 grgne fe yus
JI& BH 9631 93 A JI IH A gfenet fig
& ATfed AOat w3 Guags B 963t a9 Aae I
oH fHIE 7S 1-800-464-4000 3, fes © 24 W2, Ie3
T 7 fos (8 @8 fos st Ifder J) 26 31 TTY
T QUUTT 96 @& 711 ‘3 26 FI|

Russian: Ms1 6ecrinatHo obecnieurBaeM Bac ycimyramu
nepeBosia 24 yaca B CyTKH, 7 AHEH B Henenmo. Bel MoxeTe
BOCIIOJIb30BAThCS [IOMOIBIO YCTHOTO MEPEBOUHKA,
3alpOCUTB NIEPEBOJ] MATEPUATIOB Ha CBOM SI3BIK MIIU
3aIpOCUTh UX B OJJHOM U3 aIbTEPHATUBHBIX (DOPMATOB.
MBI Taxke MOYKEM TIOMOYb BaM € BCIIOMOTaTeIbHBIMHU
CpelCcTBaMH U allbTepHATUBHBIMU (hopmaramu. [Ipocto
1o3BoHuTe Ham 1o Tennedony 1-800-464-4000, kotopbiit
JIOCTyTIEH 24 yaca B CyTKH, 7 THEW B HEACIO (Kpome
npa3THAYHbIX JHei). [Tonp3oBatenu muanu TTY moryT
3BOHUTH 10 HOMepy 711.

Spanish: Tenemos disponible asistencia en su idioma
sin ningun costo para usted 24 horas al dia, 7 dias a la
semana. Puede solicitar los servicios de un intérprete,
que los materiales se traduzcan a su idioma o en
formatos alternativos. También puede solicitar recursos
para discapacidades en nuestros centros de atencion.
Solo llame al 1-800-788-0616, 24 horas al dia, 7 dias a
la semana (excepto los dias festivos). Los usuarios de
TTY, deben llamar al 711.

Tagalog: May magagamit na tulong sa wika nang wala
kang babayaran, 24 na oras bawat araw, 7 araw bawat
linggo. Maaari kang humingi ng mga serbisyo ng
tagasalin sa wika, mga babasahin na isinalin sa iyong
wika o sa mga alternatibong format. Maaari ka ring
humiling ng mga karagdagang tulong at device sa
aming mga pasilidad. Tawagan lamang kami sa
1-800-464-4000, 24 na oras bawat araw, 7 araw bawat
linggo (sarado sa mga pista opisyal). Ang mga
gumagamit ng TTY ay maaaring tumawag sa 711.
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Thai: fusnsthowdasununninasa 24 42 lug

7 FusodUon aauanansn waldusnnsanu
walenansiflumunvainns wis lusUuuudu e
AaNINsnvaaUnsaluaznaiosfiovnmnde ldfiquiusns
Teeughumdovous Taulnsmn 1519 1-800-464-4000
naom 24 Fhlug 7 Jusioduendt (uAriuiunyaswns)
i1 TTY Twlns 711

Ukrainian: [Tocnyru nepexiagada HaalOThCs
0OE3KOIITOBHO, 111710100080, 7 IHIB Ha TIKACHL. Bu
MO>KeTe 3pOOHTH 3aITUT Ha MTOCIYTH YCHOTO
nepeKajgada, OTPUMaHHS MaTepialiB y epekiai
MOBOIO, SIKOIO BOJIOJIi€TE, 00 B alIbTepHATHBHUX
dopmarax. Takok BU MOXKeTe 3pO0OUTH 3aITUT Ha
OTpPUMAaHHS JIOTIOMDKHHX 3aCO01B 1 IPUCTPOIB Y
3aK/Iajax Hamoi Mepexi kommnaiil. IIpocto
3arenedoHyiite Ham 3a Homepom 1-800-464-4000.
Mu npartoemMo 1101006080, 7 AHIB HA THXK/ICHbD
(kpiM CBSITKOBUX JIHIB). HOMep Jij1sl KOpUCTyBadiB
Teneraina: 711.

Vietnamese: Dich vu thong dich duoc cung cap mién
phi cho quy vi 24 gid mdi ngay, 7 ngay trong tuan. Quy
vi ¢ thé yéu cau dich vu thong dich, tai liéu phién dich
ra ngon ngit cia quy vi hodc tai liéu bang nhiéu hinh
thirc khac. Quy vi ciing c¢6 thé yéu cau cac phuong tién
tro gitip va thiét bi bo tro tai cac co s¢ ctia chiing toi.
Quy vi chi cin goi cho chung t6i tai sb 1-800-464-4000,
24 gid mdi ngay, 7 ngay trong tuan (trir cac ngay 18).
Nguoi dung TTY xin goi 711.
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Questions, Concerns, Service Request, or Dissatisfaction with Care or Service

Kaiser Permanente’s goal is to provide the highest possible member satisfaction. Each physician,
employee, and volunteer is responsible for creating an outstanding care experience for every member,
every time. This includes responding to any concerns or dissatisfaction that you might have. Our highest
priority is to resolve every concern or dissatisfaction wherever you receive care.

Please ask to speak to the manager of the department if you have a question, concern, or are dissatisfied
regarding the care or service you received. If you prefer to request a service, voice an issue or complaint,
or file a benefit claim, you may file it with the Health Plan using the form provided here.

How to File a Grievance

You can file a grievance for any issue. Your grievance must explain your issue, such as the reasons why
you believe a decision was in error or why you are dissatisfied with the services you received. You must
submit your grievance orally or in writing within 180 days of the date of the incident that caused your
dissatisfaction. However, if you are a Medi-Cal member, you may submit your grievance at any time. You
may submit a grievance in any one of the following ways indicated below:

¢ By mail to Kaiser Foundation Health Plan:

Member Case Resolution Center (For non-urgent/emergent standard grievances)
P.O. Box 939001
San Diego, CA 92193-9001

OR

Expedited Review Unit (For urgent/emergent grievances when the non-urgent timeframe (a) could
seriously jeopardize your life, health, or ability to regain maximum function, (b) would, in the opinion
of a physician with knowledge of your medical condition, subject you to severe pain that cannot be
adequately managed without the services that are subject of the grievance or (c) a provider has told
us that the matter is urgent)

P.O. Box 1809
Pleasanton, CA 94566

* To a Member Services representative at your local Member Services Department

* Orally, to the Member Services Contact Center, 24 hours a day, seven days a week,
excluding holidays

English: 1-800-464-4000
Spanish: 1-800-788-0616

Chinese dialects: 1-800-757-7585

TTY: 711

e Online, through our website at kp.org

California Department of Health Care Services Office of the Ombudsman
(For Medi-Cal members)

You may also call the California Department of Health Care Services Office of the Ombudsman. They
can offer help and tell you more about your rights and responsibilities. Call them at 1-888-452-8609.
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&% KAISER PERMANENTE.

COMPLAINT OR BENEFIT CLAIM/REQUEST FORM — Non-Medicare  California

Member/Patient Name

Medical Record Number

Address Street City ZIP Code
Daytime Telephone Number Alternate Telephone Number | Birth Date
Name of Person Filing: (If different than above, a Relationship Daytime Telephone Number

Statement of Authorized Representative form will
be mailed to the member for completion):

Department/Location and Medical Facility where issue occurred:

Date Issue Occurred

Please describe the nature of the issue (attach additional sheets if needed):

Please explain how you tried to resolve this issue.

What would you consider a proper solution to this issue?

Signature

Date

For Program Representative Use Only

Name of Program Representative

Facility

Date Received

16 DO NOT FILE IN PATIENT CHART



Department of Managed Health Care Complaint Process*

The California Department of Managed Health Care is responsible for regulating health care service
plans. If you have a grievance against your health plan, you should first telephone Kaiser Foundation
Health Plan at 1-800-464-4000 and use your health plan’s grievance process before contacting the
department. Utilizing this grievance procedure does not prohibit any potential legal rights or remedies
that may be available to you. If you need help with a grievance involving an emergency, a grievance that
has not been satisfactorily resolved by your health plan, or a grievance that has remained unresolved
for more than 30 days, you may call the department for assistance. You may also be eligible for an
Independent Medical Review (IMR). If you are eligible for IMR, the IMR process will provide an impartial
review of medical decisions made by a health plan related to the medical necessity of a proposed
service or treatment, coverage decisions for treatments that are experimental or investigational in nature,
and payment disputes for emergency or urgent medical services. The department also has a toll-free
telephone number (1-888-466-2219) and a TDD line (1-877-688-9891) for the hearing and speech
impaired. The department’s internet website www.dmhc.ca.gov has complaint forms, IMR application
forms, and instructions online.

* Not available to Medi-Cal members in Cal-Optima, Gold Coast Health Plan, and Partnership HealthPlan
of California

If you have an issue that involves an imminent and serious threat to your health (such as severe pain
or potential loss of life, limb, or major bodily function), you can contact the California Department of
Managed Health Care directly at any time without first filing a grievance with us.

Please mail this form to the P.O. Boxes listed on page 15 for processing. If you prefer, you may file a
grievance online at kp.org, in person at your local Member Service office, or by phone by calling
1-800-464-4000.
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GRIEVANCE FORM, NON-MEDICARE
09574-001 (03-23) ENGLISH, FOR SPANISH USE -201, CHINESE -202, TAGALOG -203, VIETNAMESE -204,
KOREAN -205, KHMER -206, HMONG -207, RUSSIAN -208, FARSI -209, ARMENIAN -210, ARABIC -211,
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