Pon Phan Nan cua Hoi Vién

(Member Grievance Form)

DON PHAN NAN, KHONG LIEN QUAN DEN MEDICARE .o,
(GRIEVANCE FORM, NON-MEDICARE) % KAISER PERMANENTE .






Théng Bao Khéng Phan Biét Déi Xir

Phén biét d6i xtr 14 trai voi phép luat. Kaiser Permanente tuan thi cac luat dan quyén cua Tiéu Bang
va Lién Bang.

Kaiser Permanente khong phan biét dbi xir trai phap luat, loai trr hay d6i xur khac biét voi nguoi
nao do vi ly do tudi tac, chung toc, nhan dang nhom séc toc, mau da, ngudn gbc qudc gia, nén tang
vin hoa, to tién, ton gido, gidi tinh, nhan dang gidi tinh, cach thé hién gioi tinh, khuynh huong gioi
tinh, tinh trang hon nhan, tinh trang khuyét tat vé thé chat hodc tinh than, bénh trang, nguén thanh
toan, thong tin di truyén, quyén cong dan, ngdén ngit me dé hodc tinh trang nhap cu.

Kaiser Permanente cung cap céc dich vu sau:

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

¢ Thong dich vién ngdn ngir ky hi¢u du trinh do

¢ Thong tin bang vin ban theo cac dinh dang khac (chir ndi braille, ban in khé chit 1on, am
thanh, dinh dang dién tir d€ truy cap va cac dinh dang khac)

e Dich vu ngdn ngit mién phi cho nhitng ngudi c¢6 ngdn ngir chinh khong phai 1a tiéng Anh,
chang han nhu:

¢ Thong dich vién du trinh do
¢ Thong tin duoc trinh bay bang cac ngon ngit khac

Néu quy vi can nhimg dich vu nay, xin goi dén Trung Tam Lién Lac ban Dich Vu Héi Vién cua
ching t61 theo s6 1-800-464-4000 (TTY 711), 24 gio trong ngdy, 7 ngay trong tuan (dong clra ngay
1€). Néu quy vi khong thé noi hay nghe 1o, vui long goi 711 .

Theo yéu cau, tai liéu nay c6 thé dugc cung cap cho quy vi dudi dang chir ndi braille, ban in kho
chit 16n, biang thu am hay dang dién tir. D¢ 1dy mot ban sao theo mot trong nhiing dinh dang thay
thé nay hay dinh dang khac, xin goi dén Trung Tam Lién Lac ban Dich Vu Hoi Vién cua chung toi
va yé€u 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 v6i Kaiser Permanente néu quy vi tin rang
chung tdi da khong cung cap nhirng dich vu nay hay phéan biét doi xu trai phap luat theo cach khac.
Vui long tham khao Chumg Tir Bao Hiém (Evidence of Coverage) hay Chirng Nhan Bao Hieém
(Certificate of Insurance) cua quy vi dé biét thém chi tiét. Quy vi ciing 6 thé noi chuyén voi nhén

vién ban Dich Vy Hoi Vién vé nhimg lya chon ap dung cho quy vi. Vui long goi dén ban Dich Vu
Hoi Vién néu quy vi can duogc tro gitp dé dé trinh phan nan.

Quy vi c6 thé d¢€ trinh phan nan vé phan bi¢t doi xtr 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 gio
trong ngay, 7 ngay trong tuan (dong cura ngay I¢)

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



e Truec tiép: Hoan tat mau don Than Phién hay Yéu Cau Thanh Toan/Yéu Cau Quyén Loi tai
véan phong dich vu hoi vién ¢ mét Co S6 Thude Chuong Trinh (truy cép 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 ctia chung t6i tai kp.org

Quy vi ciing 6 thé lién hé tryc tiép voi Diéu Phdi Vién Dan Quyén cua Kaiser Permanente theo dia
chi duoi day:

Attn: Kaiser Permanente Civil Rights Coordinator

Member Relations Grievance Operations

P.O. Box 939001
San Diego CA 92193

Cich 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 ciing ¢ thé dé trinh than phién vé dan quyén v6i Van Phong Dan Quyén Ban Dich Vu Y Té
California bang van ban, qua dién 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 thw tin: Dién mau don than phién va hay giri 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 c6 tai: http://www.dhcs.ca.gov/Pages/Language Access.aspx

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

Cich dé trinh phan nan véi 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 d6i xtr voi Van Phong Déan Quyén cia Bo Y
Té va Dich Vu Nhén Sinh Hoa Ky. Quy vi ¢6 thé d¢ trinh than phién bang van ban, qua dién thoai
hodc tryc tuyén:

¢ 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 giri 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 cta Vin Phong Dan Quyén tai:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.


https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
http:www.hhs.gov/ocr/office/file/index.html
mailto:CivilRights@dhcs.ca.gov
http://www.dhcs.ca.gov/Pages/Language_Access.aspx
https://kp.org/facilities
http://kp.org/

Language Assistance
Services

English: Language assistance
is 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.
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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 Iwm yam kev pab thiab khoom siv hauv peb tej
tsev hauj lwm. 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.
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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 nyungc horngh jaa-sic mingh faan benx
meih nyei waac, a'fai liouh ginv longc 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, yictc 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 asiniléégé(') saad bee ata’ hane’ bee

.....

th’ée’go 44doo tsosts’iji ag at é. Ata’ hane yidiikit,
naaltsoos t’44 Diné bizaad bee bik’i’ ashchiigo, éi
doodago hane’ bee didiits’iitigii yidiikit. Hane’ bee
bik’i’ di’diitiitigii do6 bee hane’ didiits’iitigii
bina’iditkidgo yidiikit. Kojj hodiilnih 1-800-464-4000,
t’aa atahjj’, jiigo doo tt’ée’go 4ad6o tsosts’iji g3 at’é.
(Dahodilzingéne’ doo nida’anish dago éi da’deelkaal).
TTY chodayoot’inigii kojj dahalne’ 711.

Punjabi: & faft 393 &, fea 2@ 24 W@, g3 ©
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Russian: Ms1 6ecriatHo obGecrnieuriBaeM Bac ycmyramu
nepeBoza 24 yaca B CyTKH, 7 IHEH B Henemo. Bl Moxere
BOCIIOJTE30BaThCS TOMOIIIBIO YCTHOTO TIEPEBOIUHKA,
3aIPOCHUTH MEPEBOJT MATEPUAIIOB HA CBOM SI3BIK HJIH
3alPOCUTH UX B OJTHOM K3 aJIbTePHATHBHBIX ()OPMATOB.
MBI Takke MOYKeM IIOMOYb BaM C BCIIOMOTaTeNIbHBIMU
CpeNCTBaMHU U albTepPHATHBHBIMU (hopmaTamu. [Ipocto
no3BoHuTe HaM 10 Tenedony 1-800-464-4000, kotopbiii
JOCTYIEH 24 Jaca B CyTKH, 7 THEH B HeACIO (KpoMe
npa3qHUIHbIX gHel). [Tomp3oatem muann 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.



Thai: fudnsehumdasuasnsinass 24 2l

7 FusiodUan anuanunsn valdusnisau
walenansllumunwasnns wis lusduuuduls
AaINsnUegUnIniuazasosiothumas Idiiautusng
Twauzhumdoevaus Taulusm 1511 1-800-464-4000
naon 24 g1l 7 fusioduen (uariuiungasiwnis)
(1o TTY Tlws 711

Ukrainian: ITocnyru nepexnaaadya HaJaroTbCs
0E3KOIITOBHO, L1JI0A000BO, 7 IHIB HAa THKIEHb. Bu
MOeTe 3pOOUTH 3aIUT Ha IMOCITYTH YCHOTO
nepeKagaya, OTPUMaHHS MaTepialliB y epeKiaii
MOBOIO, SKOIO BOJIOJIETE, a00 B AIbTEPHATUBHUX
¢dopmarax. Takox BE MOXKETE 3pOOHTH 3aIUT Ha
OTpUMaHHS AOTIOMDKHHUX 3aC00iIB 1 MPUCTPOIB y
3aKJia/iax Haroi Mepexi kommadiit. [Ipocto
3arenedonyiite Ham 3a HomMepoM 1-800-464-4000.
Mu nparroeMo 1iio1000B0, 7 AHIB Ha THXK/ICHB
(xpim cBATKOBHX THIB). HoMep muist kopucTyBadiB
Teneraina: 711.

Vietnamese: Dich vy thong dich dugc cung cép mién
phi cho quy vi 24 gio mdi ngay, 7 ngdy trong tuan. Quy
vi ¢6 thé yéu cau dich vu théng dich, tai liéu phién dich
ra ngdn ngi ctia quy vi hodc tai liéu bang nhiéu hinh
thirc khac. Quy vi cling c6 thé yéu cau cac phuong tién
tro gitp va thiét bi b tro tai cac co so ciia chung toi.
Quy vi chi can goi cho chung tdi tai s6 1-800-464-4000,
24 gio mdi ngay, 7 ngdy trong tudn (trir cac ngay 18).
Nguoi dung TTY xin goi 711.



Thac Mac, Méi Quan Ngai, Yéu Cau Dich Vu hoac Cam Giac Khéng Hai Long vé Hoat Péng
Cham Séc hoac Dich Vu

Muc tiéu ctia Kaiser Permanente la mang lai cho héi vién muc dé hai long cao nhat c6 thé. Mdi bac si, nhan vién va
tinh nguyén vién déu co trach nhiém tao ra trai nghiém cham séc vai chat lugng xuat sac cho méi hoi vién vao méi
lan s&r dung dich vu. Quy vi sé dugc gidi quyét moi moi quan ngai hodc khia canh nao dé khién quy vi khéng hai
long. D6 la uu tién hang dau clia ching téi cho du quy vi nhan dich vu cham séc & bat ky dau.

Vui long trao déi véi truéng khoa dich vu néu quy vi c6 thac mac, méi quan ngai hodc khong hai long vé hoat dong
cham séc hodc dich vu ma quy vi nhan dugc. Néu quy vi mudn yéu cau dich vy, 1én tiéng hodc than phién hay nép
yéu cau thanh toan quyén lgi, quy vi c6 thé ndp don cho Chuong Trinh Bao Hiém Stic Khoe bang cach dién thong
tin vao mau don dugc cung cap dudi day.

Cach Nop BDon Phan Nan
Quy vi c6 thé nép don phan nan vé bat ky van dé gi. Trong dan phan nan, quy vi phai giai thich rd van dé ctia quy vi,
chang han nhu vi sao quy vi cho rang ching téi da dua ra mét quyét dinh sai lam hodc vi sao quy vi khéng hai long
vGi cac dich vu ma quy vi nhan dugc. Quy vi phai phan nan bang 16i néi hoac bang van ban trong vong 180 ngay ké
tlr ngay xay ra su viéc khién quy vi khéng hai Iong. Tuy nhién, néu quy vi la hoi vién ctia Medi-Cal, quy vi ¢ thé ndép
dan phan nan bat ky lic nao. Quy vi c6 thé ndp don phan nan theo bat ky cach thic nao sau day:

¢ GUi qua dudng buu dién t&i Kaiser Foundation Health Plan:

Member Case Resolution Center (D&i vGi cac don phan nan tiéu chuan khong cap bach/khan cap)
P.O. Box 9390011
San Diego, CA 92193-90011

HOAC
Expedited Review Unit (D3i vGi cac don phan nan cap bach/khan cap khi thai gian xét duyét thong thudng (a)
6 thé gay rui ro nghiém trong cho tinh mang, stic khoé hay kha nang phuc héi chiic nang cia quy vi & muc téi
da, (b) theo y kién clia bac si co hiéu biét vé bénh trang clia quy vi, sé khién cho quy vi phai chiu dau dén di doi
dén ndi khong thé dugc ki€ém soat hoan toan néu khong cé cac dich vu dugc trinh bay trong don phan nan nay
hoac (c) mét nha cung cap dich vu cham soc stic khde thong bao cho ching téi biét rang van dé do rat cap bach)
P.O. Box 1809
Pleasanton, CA 94566

® GUi dén ngudi dai dién Dich Vu Héi Vién tai Phong Dich Vu Héi Vién & dia phuong clia quy vi

® Phan nan bang I6i néi véi Trung Tam Lién Lac Dich Vu Hoéi Vién, 24 gid mdi ngay, bdy ngay mét tuan,
trir cac ngay lé

Tiéng Anh: 1-800-464-4000
Tiéng Tay Ban Nha: 1-800-788-0616
Céc phuong ng(t Trung Hoa: 1-800-757-7585

TTY: 711

® Phan nan truc tuyén qua trang mang ctia chung téi tai kp.org (bang tiéng Anh)




&% KAISER PERMANENTE.

DON THAN PHIEN HOAC PON YEU CAU QUYEN LOI/YEU CAU THANH TOAN —

Khéng Lién Quan Dén Medicare California
Tén Hoi Vién/Bénh Nhan S6HOSOYTE

Dia Chi Pudng/Phé Thanh Phé Ma Buu Chinh

S6 Dién Thoai Goi Ban Ngay S6 Pién Thoai Khac Ngay Sinh

Tén Ngudi Nop Don: (Néu khéc vai tén & trén, Mé&i Quan Hé S6 Dién Thoai Goi Ban Ngay

Mau Tuyén B6 Ngudi Dai Dién Bugc Uy Quyén sé duoc
gui cho hoi vién qua dudng buu dién dé dién thong tin):

Khoa/Pia Diém va Co S& Y Té nai xay ra van dé: Ngay Xay Ra Van bé
Vui lona mé ta ban chat van dé (dinh kém cac trana b6 suna néu can):

Vui long qidi thich qud trinh quy vi da c6 gdna qidi quyét van dé nay.

Theo quy vi, gidi phap phu hap dé gidi quyét van dé nay la gi?

Chr ky (Signature) Ngay (Date)

For Program Representative Use Only

Name of Program Representative Facility

Date Received

DO NOT FILE IN PATIENT CHART



Quy Trinh Than Phién ctia S& Cham S6c Stic Khde C6 Quan Ly*

S& Cham Séc Suic Khoe Co Quan Ly California cé trach nhiém quan ly cac chuong trinh dich vu cham séc stc khoe.
Néu quy vi c6 phan nan vé chuong trinh bao hiém stic khée ciia minh, trudc tién quy vi nén goi dién cho

Kaiser Foundation Health Plan theo s6 dién thoai 1-800-464-4000 va s dung thu tuc phan nan clia chuong trinh bao
hiém stic khoé ctia quy vi trudc khi lién lac véi S6. Viéc st dung tha tuc phan nan nay khong nghiém cam bat ky quyén
han phap ly hodc bién phap khac phuc tiém nang nao c6 thé c6 sén cho quy vi. Néu can hé trg phan nan lién quan dén
mot trudng hgp cap clu, don phan nan chua dugc chuong trinh bao hiém stic khde clia quy vi gidi quyét théa dang
hodc don phan nan chua dugc giai quyét sau hon 30 ngay, quy vi c6 thé goi dién thoai dén S& dé dugc trg giup.

Quy vi cling c6 thé du diéu kién dugc Xét Duyét Y Khoa Déc Lap (Independent Medical Review, IMR). Néu quy vi du
diéu kién nhan IMR, quy trinh IMR nay sé xét duyét mot cach cong bang cac quyét dinh y khoa do chuang trinh bao
hiém stic khée dua ra 6 lién quan dén tinh can thiét vé mat y khoa clia dich vu hodc phép diéu tri dugc dé nghi,
cac quyét dinh bao hiém déi véi cac phuong phap diéu tri mang tinh thi nghiém hoac diéu tra nghién ctru va
nhing tranh chédp vé viéc thanh toan cho cac dich vu cdp clru hodc y té€ khan cdp. S& cling ¢é s6 dién thoai mién phi
(1-888-466-2219) va dudng day TDD (1-877-688-9891) cho ngudi khiém thinh va khiém ngén. Trang mang clia

Sé www.dmhc.ca.gov (bang tiéng Anh) cé mau don than phién, mau don xin IMR va hudng dan truc tuyén.

* Khdng danh cho hoéi vién Medi-Cal trong chuaong trinh Cal-Optima, Gold Coast Health Plan va Partnership
HealthPlan of California

Né&u quy vi ¢ van dé lién quan dén mot moi de doa sap xay ra va nghiém trong anh hudng dén sic khoe ctia quy vi
(chdng han nhu dau dén dit doi hay c6 thé mat mang, mat chan tay hodc mat chic nang chinh clia co thé), quy vi co
thé lién hé truc ti€p véi S& Cham Soc Suc Khde Co Quan Ly California bat ci luc nao ma khong can ndp don phan nan
trudc vai ching toi.

Xin gti dan nay t&i Hop Thu trén trang 8 dé dugc xt ly. Néu mudn, quy vi c6 thé ndp don phan nan truc tuyén tai
kp.org (bang tiéng Anh), ndp truc tiép tai phong Dich Vu Hoi Vién & dia phuong hodc ndp qua dién thoai bang cach
goi s6 1-800-464-4000.
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GRIEVANCE FORM, NON-MEDICARE
09574-204 (12-21) VIETNAMESE FOR ENGLISH USE -001, SPANISH-201, CHINESE-202, TAGALOG-203,
KOREAN -205, KHMER -206, HMONG -207, RUSSIAN -208, FARSI -209, ARMENIAN -210, ARABIC -211,

[ ¥ °
HINDI -213, JAPANESE -214, LAOTIAN -215, NAVAJO -216, PUNJABI -217, THAI -218 §\"”/é I<AISER PERMAN EN-I-E ®
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