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POLICY:
Kern Health Systems (KHS) will develop, implement, and continuously improve a utilization

management (UM) program that ensures appropriate processes are used to review and approve the
provision of medically necessary covered behavioral and medical services.® For those services which
require prior authorization, only KHS UM personnel, the KHS Chief Medical Officer or their
designee(s), and the KHS CEO may give authorization for payment by KHS. Services may not be
authorized by any other KHS personnel.

Contracted providers are required to obtain prior authorization, unless special circumstances require
use of a non-contracted provider, pre-arranged by KHS or determined by KHS to be emergent or
urgent in nature. In order to provide continuity of care, KHS will under certain conditions authorize
care by a non-contracted provider. See KHS Policy and Procedures #3.39 —Continuity of Care by
Terminated Providers and #3.40 — Continuity of Care for New Members for details.

The referral and authorization process will conform to the requirements outlined in the following
statutory, regulatory, and contractual sources:

¢+ Code of Federal Regulations Title 42 §8431.211; 431.213; and 431.214

California Health and Safety Code 881363.5; 1367.01; 1368.1; 1371.4; 1374.16

California Code of Regulations Title 28 §1300.70(b) and (c)

California Code of Regulations Title 22 §851014.1; 51014.2; and 53894

California Code of Regulations Title 22§ 51303 Investigational Services

2004 DHCS Contract Exhibit A-Attachment 5; Exhibit A-Attachment 9; Exhibit A-Attachment
13(8)

DHCS MMCD Letters 04006 (November 1, 2004) and 05005 (April 11, 2005)
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DEFINITIONS:
Request for Acute | Request for extension of approval for acute care services in hospitals
Continuing when both of the following conditions apply:
Services? A. The treating physician has determined that the member cannot

safely be discharged because acute care services continue to be
medically necessary for one of the following reasons:

1. Further acute care is needed for the purpose of treating the
condition or conditions for which the acute care was
originally approved for an acute admission requiring prior
authorization

2. Complications directly related to the diagnosis for which
acute care was originally approved have arisen and
necessitate further acute care

3. Further care is needed for an illness contracted during the
course of an approved acute admission if the illness most
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likely occurred because the patient was hospitalized

4. Further care is needed for the purpose of treating a
diagnosed condition(s) for which a length of stay was
previously approved after an emergency or urgent admission

5. Further diagnostic procedures and/or treatments are needed
after a previously approved emergency or urgent admission,
for which no length of stay was approved and the acute care
stay has been at least 5 days in duration at the time of the

request
B. The medical record contains documentation consistent with (A)
above.
Request for Non- Request for services received by KHS prior to or no later than 10
Acute Continuing | working days after expiration of the immediately preceding approved
Services?® authorization for services in the following categories:

A. Long-Term Care, specifically Skilled Nursing Facility, and
Subacute levels of care

B. Chronic Hemodialysis, including all related services

C. Hospice Care

D. All other non-acute services under the Medi-Cal program when the
treating physician substantiates on or with the request that the same
level or frequency of services should be continued because the
treatment goal approved on the original authorization has not been
achieved.

PROCEDURES:
1.0 TYPES OF SERVICES FOR WHICH AUTHORIZATION IS REQUIRED

Unless specifically excluded, all services must be authorized by KHS in accordance with KHS
referral policies and procedures. The following services do not require prior authorization:*

A. Primary care from a KHS contracted Primary Care Practitioner (PCP).

B. Emergency care®. (See KHS Policy and Procedure #3.31 — Emergency Services for
details and limitations.)

C. Maternity care. Authorization is required for specialty procedures in the OB/GYN area

(i.e., amniocentesis, hysterectomy, and LEEP). (See KHS Policy and Procedure #3.24 —
Maternity Care for details and limitations.)

D. Family planning services and abortion. (See KHS Policy and Procedure #3.21 — Family
Planning Services and Abortion for details and limitations.)

E. STD services. (See KHS Policy and Procedure #3.17 — STD Treatment for details and
limitations.)

F. HIV testing. (See KHS Policy and Procedure #3.18 — Confidential HIV Testing for
details and limitations.)

G. Sensitive Services®. (See KHS Policy and Procedure #3.20 — Sensitive Services for
details and limitations.)
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Initial Mental Health Assessment (See KHS Policy and Procedure #3.14 — Mental Health
Services for details and limitations.)

Outpatient Hospice Services (See KHS Policy and Procedure #3.43 Hospice Services for
details and limitations)

Urgent Care

Although the above services do not require authorization, submission of a Referral/Prior
Authorization Form and supporting documentation may be required for tracking purposes. See
KHS Policy and Procedure 3.25-P: Prior Authorization Procedures and Services and the
specific scope of service policy for additional information. Absence of an authorization
requirement does not relieve the provider of the requirements to use contracting providers (as
applicable) and verify eligibility.

1.1 Non-Contracted Providers

With the exception of Family Planning, HIV testing, Initial Mental Health Assessment,
and Sexually Transmitted Disease (STD) diagnosis and treatment, prior authorization is
required for all non-emergent services performed by non-contracted providers. All
requests for such services are reviewed by the KHS Chief Medical Officer, or their
designee(s) or UM staff.

See KHS Policies and Procedures #3.17 — STD Treatment, #3.18-Confidential HIV
Testing, and #3.21 — Family Planning Services and Abortion for additional information
on receiving the related services from non-contracted providers.

See KHS Policy 6.01-P Claims Submission and Reimbursement for additional
information on non-contracted providers.

2.0 VERBAL AUTHORIZATION
Providers and/or members can request verbal authorization for the services indicated in the following

table.
Type of Service Contact Information Decision and
Notification Timeline

Hospice Regular business hours: Response within 24

UM Department (661) 664-5083 or hours.’

toll free (800) 391-2000

After business hours:

24 —hour Telephone Triage Line (800)

391-2000. Must request to speak to

KHS administrator on call.
Non-urgent care | Regular business hours: Response within 30
following an UM Department (661) 664-5083 or minutes or the service is
exam in the toll free (800) 391-2000 deemed approved.®
emergency room

After business hours:

Kern Health Systems
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3.0

4.0

24 —hour Telephone Triage Line (800)

391-2000.
Post-stabilization | Regular business hours: Response within 30
UM Department (800) 391-2000 minutes or the service is

deemed approved.®
After business hours:

24 —hour Telephone Triage Line (800)
391-2000. Must request to speak to
KHS administrator on call.

Urgent Care 24 —hour Telephone Triage Line (800) | Prior authorization not
391-2000. required.
Urgent Referrals | Regular business hours: Response within 72 hours

UM Department (661) 664-5083 or from receipt
toll free (800) 391-2000

Telephone/verbal authorization must be followed by submission of a Referral/Prior Authorization
Form and supporting documentation.

UM staff follow-up verbal authorization decisions with written notification as outlined in Section 4.3
—Provider and Member Notification.

HOSPITAL AUTHORIZATION

For non-elective hospital admissions, notification of admission must be submitted to KHS as outlined
in KHS Policy and Procedure #3.33 — Hospital/Facility Authorization, Admission, and Discharge.
The admission face sheet may be used in lieu of a Referral/Prior Authorization Form. Authorization
requests will be processed in the same manner and as outlined in the Routine Authorization section or
Retrospective Review Decisions of this procedure as appropriate.

Prior authorization must be obtained for all elective hospital admissions.

ROUTINE AUTHORIZATION

KHS provides written notification to members of any termination or reduction in behavioral or
medical services and any denials, modifications, or delays of referrals. Services denied, delayed, or
modified based on medical necessity may be eligible for Independent Medical Review (IMR). See
KHS Policy and Procedure #14.51 — Independent Medical Review for details on the IMR process.

4.1  Request for Authorization

A routine authorization request is initiated by submission of a Referral/Prior Authorization
Form (See Attachment A) either via fax, mail or online submission. Participating providers
treating member must submit the request for authorization via the online submission process.
The request must include pertinent medical records and member data which support the
medical necessity of the services requested in the referral and will assist the specialist in the
assessment and delivery of services. KHS requests only the information reasonably necessary
to make a determination regarding the request.°
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The PCP or specialty provider treating the member must initiate referrals to qualified contract
providers for specialty care or services in a time frame appropriate to the acuity of the
member’s condition. Provider is defined as any professional person, organization, health
facility, or other person or institution licensed by the state to deliver or furnish health care
services.

Referral forms must be filled out completely, with all pertinent patient information and
supporting documentation. The signature of the contracted referring physician or contracted
mid-level must appear on the form unless submitted electronically via the online submission
process.

In order to submit a referral request online, the provider is required to have internet access and
as well as access to the KHS Provider Portal. The Provider Relations and MIS departments
will facilitate online authorization access and provide instructions on its use.

Completed Referral/Prior Authorization Forms and necessary medical records unable to be
submitted electronically should be submitted to the KHS Utilization Management Department
via fax or mail.

Utilization Management
Kern Health Systems
2900 Buck Owens Boulevard
Bakersfield, CA 93308

Fax: (661) 664-5190

The date of receipt for routine referralismajiomz1/authorization requests that are received by KHS
after 3:00 PM will be the next business day.!* The 3:00 cut off time does not apply to services
which require verbal authorization as described in Section 2.0 of this policy.

4.2 Utilization Review

Utilization review includes the actions outlined in the following table.
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Action Timeline Comments

Review by UM staff UM staff reviews the referral
against established KHS
guidelines.

Requests are classified as urgent
when the member’s condition is
such that he/she faces an
imminent and serious threat to his
or her health including, but not
limited to, the potential loss of
life, limb, or other major bodily
function, or the normal timeframe
for the decision making process
would be detrimental to the
member's life or health or could
jeopardize his/her ability to
regain maximum function??,

If a referral does not qualify as an
urgent referral, the provider will
be notified with a Re-
classification Letter stating the
referral does not meet the criteria
for an urgent review (See
Attachment K).

Review by Chief Required if the referral does not
Medical Officer, meet established criteria for
Medical Director, or medical necessity. This excludes
Physician Advisor administrative denials.
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Action

Timeline

Comments

Decision (defer,
approve, modify,
terminate/reduce, or
deny)

Routine: Five working
days of receipt.*®

Urgent: within 72 hours
from receipt of request (as
appropriate for the nature
of the member’s condition)
of the receipt of all
information reasonably
necessary and requested. 4

Concurrent Review for
Treatment Regimen
Already in Place: Five
working days or consistent
with urgency of medical
condition.®®

Standing Referral:
Within three business days
the date the request and
receipt of all appropriate

Requests needing additional
medical records may be deferred
according to the timeliness
standards outlined in Sections
4.2.1 and 4.2.1.1 of this
document. Urgent referrals are
not deferred, as requests for
additional information are
handled via telephone within 72
hours of receipt.

In the case of concurrent review,
care will not be discontinued until
the treating provider has been
notified of the decision and a care
plan has been agreed upon by the
treating provider that is
appropriate for the medical needs
of the member.!” The date of
action must be determined in
compliance with the notice
requirements outlined in Section

medical records and other | 4.3.2 of this document.
items of information
necessary to make the
determination. (See

Section 6.0)1°

4.2.1 Deferrals

Authorization requests needing additional medical records may be deferred, not denied,
until the requested information is obtained. If deferred, the UM Clinical Intake
Coordinator UM Clinical Intake Coordinator follows-up with the referring provider
within 14 calendar days from the receipt of the request if additional information is not
received. Every effort is made at that time to obtain the information. Providers are
allowed 14 calendar days to provide additional information'®. On the 14™ calendar
day from receipt of the original authorization request, the request is approved or denied
as appropriate.

4.2.1.1 Extended Deferral
The time limit may be extended an additional 14 calendar days if the member
or the Member’s provider requests an extension, or KHS UM Department can
provide justification for the need for additional information and how it is in the
Member’s interest. In cases of extension, the request is approved or denied as

8
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4.2.2

4.2.3

Kern Health Systems

appropriate no later than the 28" calendar day from receipt of the original
authorization request.

Modifications

There may be occasions when recommendations are made to modify an authorization
request in order to provide members with the most appropriate care.
Recommendations to modify a request based on medical necessity are first reviewed
by the Chief Medical Officer, Medical Director, Physician Advisor(s), or a licensed
health care professional who is competent to evaluate the specific clinical issues
involved in the health care services requested by the provider.

The referrals that qualify for a modification are:
A. Change in place of service
B. Change of specialty
C. Change of provider or
D. Reduction of service

Under KHS’s Knox Keene license and Health and Safety Code §1300.67.2.2 , KHS,
as a plan operating in a service area that has a shortage of one or more types of providers
IS required to ensure timely access to covered health care services, including applicable
time-elapsed standards, by referring enrollees to, or, in the case of a preferred provider
network, by assisting enrollees to locate, available and accessible contracted providers
in neighboring service areas consistent with patterns of practice for obtaining health
care services in a timely manner appropriate for the enrollee’s health needs. KHS will
arrange for the provision of specialty services from specialists outside the plan’s
contracted network if unavailable within the network, when medically necessary for
the enrollee’s condition.

KHS’s Knox Keene license permits KHS to arrange for the provision of specialty
services, which implies that the clause “if either the member or requesting provider
disagrees, KHS does not require approval to authorize the modified services.

In the case of radiology requests, modifications to the appropriateness of contrast in
performing the study may be changed based on accepted protocols that have been
developed by credentialed radiologist’s and approved by the PAC. These types of
modifications can be done without discussing the modification with the requesting
provider. Modifications to the type of study require a discussion and approval by the
requesting provider in accordance to KHS DHCS contract.

Denials

If initial review determines that an authorization request does not meet established
utilization criteria for medical necessity, denial is recommended. Only the Chief
Medical Officer, Medical Director, Physician Advisor(s), or a licensed health care
professional who is licensed in the state of California and who is competent to evaluate
the specific clinical issues involved in the health care services requested by the provider
may deny an authorization request based on medical necessity.'® See KHS Policy
3.73-1 Medical Decision Making for additional information.
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4.2.4
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Reasons for possible denial include:

Not a covered benefit

Not medically necessary

Continue conservative management

Services should be provided by a PCP

Experimental or investigational treatment (See KHS Policy #14.51-P, §1.1)
Member made unauthorized self-referral to provider

Inappropriate setting

Covered by hospice

IOGMmMoOOw>

Administrative Denials

Administrative denials are denials for requested services that are determined by a
qualified health professional that are not made, whole or in part, on the basis of medical
necessity.

Often times, these decisions are to facilitate services that are either a carve out from
benefits provided under Kern Health Systems health plan coverage or additional local
or out of area resources that will be financially responsible for the requested service
based on

diagnosis or other criteria.

The following denials will be considered Administrative in nature and can be denied
by the UM Clinical Intake Coordinator without prior review by the Chief Medical
Officer or their designee(s) for Medi-Cal:
¢ Referral to Kern Regional Center
% Referral to Mental Health
% Referral to Search and Serve
% Referral for CCS covered conditions
+ Referral for VSP services
“ Retrospective referral requests received more than sixty (60) calendar days
from date of service
+«+ Duplicate requests for services that have already been approved and not yet
utilized
¢+ Co-Signatures from provider or supervising provider for mid-level or resident
not on referral request.

KHS UM Clinical Intake Coordinators apply critical thinking skills and sound judgment
prior to performing an administrative denial. These administrative denials can only be
performed if they will not subject the member to a poor outcome based on the decision
for service. Administrative denials are exempt from the appeal process.

If the UM Clinical Intake Coordinator is unable to determine if the denial would
adversely affect the member or uncertain of the type of denial, the UM Clinical Intake
Coordinator should forward the denial to a Chief Medical Officer, or their designee(s)
for review and recommendations.
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4.3

4.2.5 Denials to Terminally Il Members
KHS is required to provide members and providers with notification of denial for a
prior authorization request for services within 5 business days or less. The
notification to the member will provide all of the following information:

a. Statement clearly explaining the specific medical and scientific reasons for
denying coverage.

b. Description of any alternative treatments, services, or supplies covered by
the plan, if any.

c. Information regarding member’s rights, including appeal and grievance
options and forms.

d. Copies of KHS grievance procedures or complaint form, or both. The
complaint form shall provide an opportunity for the enrollee to request a
conference as part of KHS grievance system provided under Section
1368(a)(3). See KHS Policy and Procedure #5.01-P: Grievance Process
for additional information.

A terminal illness is defined as an incurable or irreversible condition that has a high
probability of causing death within one year or less. Completion of covered services
shall be provided for the duration of a terminal illness, which may exceed 12 months
from the contract termination date or 12 months from the effective date of coverage for
a new enrollee.

Provider and Member Notification

Results of the utilization review for non-urgent referrals are communicated by UM staff to the
provider and member as outlined in the following table. Notification to providers is provided
via the method of submission, either online portal, mail, or facsimile.?

The term “Action,” has been replaced with “Adverse Benefit Determination.” The definition
of an “Adverse Benefit Determination” encompasses all previously existing elements of
“Action” under federal regulations with the addition of language that clarifies the inclusion of
determinations involving medical necessity, appropriateness, setting, covered benefits, and
financial liability.

An “Adverse Benefit Determination” is defined to mean any of the following actions taken by
KHS:

1. The denial or limited authorization of a requested service, including determinations
based on the type or level of service, medical necessity, appropriateness, setting, or
effectiveness of a covered benefit.

The reduction, suspension, or termination of a previously authorized service.

The denial, in whole or in part, of payment for a service.

The failure to provide services in a timely manner.

The failure to act within the required timeframes for standard resolution of
Grievances and Appeals.

For a resident of a rural area with only one MCP, the denial of the beneficiary’s
request to obtain services outside the network.

arwN

o
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7. The denial of a beneficiary’s request to dispute financial liability.

Beneficiaries must receive written notice of an Adverse Benefit Determination. KHS will
utilize DHCS-developed, standardized NOA templates for common scenarios (denial, delay,
modification, termination) and corresponding “Your Rights” attachments to comply with new
federal regulations. The following five distinct NOA templates accommodate actions that
MCPs may commonly take:

Denial of a treatment or service

Delay of a treatment or service

Modification of a treatment or service

Termination, suspension, or reduction of the level of treatment or service currently
underway

5. Carve-out of a treatment or service

Apwnh e

Effective July 1, 2017, KHS shall utilize the revised NOA templates and corresponding “Your
Rights” attachments. KHS shall not make any changes to the NOA templates or “Your Rights”
attachments without prior review and approval from DHCS, except to insert information
specific to beneficiaries as required.

Section 1557 of the Affordable Care Act (ACA) prohibits discrimination on the basis of race,
color, national origin, sex, age, or disability. On May 18, 2016, the United States Department
of Health and Human Services (HHS), Office for Civil Rights (OCR) issued the
Nondiscrimination in Health Program and Activities Final Rule to implement Section 1557.
Federal regulations require KHS to post nondiscrimination notice requirements and language
assistance taglines in significant communications to beneficiaries. “Nondiscrimination Notice”
and “Language Assistance” taglines templates provided by DHCS will be used by KHS to
make modifications or create new templates. DHCS review and approval must be obtained
prior to use. These templates must be sent in conjunction with each of the following significant
notices sent to beneficiaries: Adverse Benefit Determination, Grievance acknowledgment
letter, Appeal acknowledgment letter, Grievance resolution letter, and NAR.
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Result of Provider Notice Member Notice
Review
Approved Referring: Approved Referral/Prior | Notice of Referral Approval
Authorization Form (within 24 hours | (within 48 hours of the decision).
of the decision).? See Attachment B.
Specialist: Approved Referral/Prior
Authorization Form and any pertinent
medical records and diagnostics
(within 24 hours of the decision).
OR
Hospital: Hospital Notification
Letter (within 24 hours of the
decision). See Attachment to KHS
Policy and Procedure #3.33 -
Admission/Discharge Notification
and Authorization Process for
Contracted Facilities.
Deferred Referring: Copy of Notice of Notice of Adverse
Adverse Determination Letter and the | Determination Documents
Referral/Prior Authorization Form (within 2 business days of the
(within 24 hours of the decision)?2. decision).?®>  Documents include
all of the following:
OR +«+ Notice of Adverse
Determination - Delay letter.
Hospital: Requests for hospital (Attachment C)
services are not deferred. % Your Rights Under Medi-Cal
Managed Care (Attachment
G) Medi-Cal members only
+« Form to File a State Hearing
(Attachment H). Medi-Cal
members only

Kern Health Systems
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Result of Provider Notice Member Notice
Review
Modified Referring: Copy of Notice of Notice of Adverse

(Initial request
for a service or
treatment)

Adverse Determination Letter and
modified Referral/Prior
Authorization Form (within 24 hours
of the agreement).

Specialist: Modified Referral/Prior
Authorization Form and any pertinent
medical records and diagnostics
(within 24 hours of the agreement).

Determination Documents.
(within 2 business days of the
decision).?® Documents include
all of the following:
+* Notice of Adverse
Determination — Modify
(Attachment D)
+« Your Rights Under Medi-Cal
Managed Care (Attachment
G) Medi-Cal members only
% Form to File a State Hearing
(Attachment H). Medi-Cal
members only

Terminated or
Reduced
(Subsequent
request for a
continuing
service or
treatment that
was previously
approved)

Treating: Copy of Notice of
Adverse Determination Letter sent to
the member (within 24 hours of the
decision).

Notice of Adverse
Determination Documents.
(within 2 business days of the
decision and at least 10 days
before the date of action unless
falls under exceptions listed in
section 4.3.2 of this document).2®
Documents include all of the
following?’:
++ Notice of Adverse
Determination — Terminate
(Attachment F)
% Your Rights Under Medi-Cal
Managed Care (Attachment
G) Medi-Cal members only
+« Form to File a State Hearing
(Attachment H). Medi-Cal
members only
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Result of
Review

Provider Notice

Member Notice

Denied

Notice of Adverse

(Includes those
carve out
services that are

Referring: Copy of Notice of
Adverse Determination Letter (within
24 hours of the decision).?°.

Determination Documents
(within 2 business days of the
decision).*°Documents include

denied as not OR all of the following:
covered by +¢ Notice of Adverse
KHS).%8 Hospital: Hospital Notification Determination — Denial

Letter (within 24 hours of the
decision). See Attachment to KHS
Policy and Procedure #3.33 -
Admission/Discharge Notification
and Authorization Process for
Contracted Facilities.

(Attachment E)
% Your Rights Under Medi-Cal
Managed Care (Attachment
G) Medi-Cal members only
+« Form to File a State Hearing
(Attachment H). Medi-Cal
members only

The Notice of Adverse Determination letters together with the indicated enclosures contain all
of the required elements for both provider and member notice of delay, denial, or modification
including the following3!:

A.
B.

C.
D

m

The action taken

A clear and concise explanation of the reason for the decision (including clinical
reasons for decisions regarding medical necessity)

A description of the criteria/guidelines used

A citation of the specific regulations or plan authorization procedures supporting the
action®

Information on how to file a grievance with KHS including the Plan’s name address
and phone number

Information regarding a Medi-Cal member’s right to a State Fair Hearing including:

1. The method by which a hearing may be obtained

2. That the member may either be self-represented or represented by an authorized
third party such as legal counsel, relative, friend, or any other person

3. The time limit for requesting a fair hearing.

4, The toll free number for obtaining information on legal service organizations

for representation.
Information regarding the member’s right to an Independent Medical Review with
DMHC
DMHC required language regarding grievances*
The following information in cases of delay:

1. Disclosure of the information requested but not received, the expert reviewer
to be consulted, or the additional examinations or tests required in order to make
a decision
2. The anticipated date on which a decision may be rendered
15
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4.3.2
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Name and telephone number of the Chief Medical Officer, or their designee(s)®

Urgent Referrals

In the case of urgent referrals, the UM Clinical Intake Coordinator provides written
notification to the provider on the same day as the decision via facsimile or the online
portal.

Termination or Reduction of a Continuing Service That Was Previously

Approved?®

Use of the Notice of Adverse Determination — Terminate letter and the timeliness

guidelines outlined in this section apply in any of the following conditions:

A. KHS intends to reduce or terminate authorization for a medical service prior to
expiration of the period covered by the authorization.®’

B. KHS intends to take either of the following actions on a request for non-acute
continuing services as defined in the Definitions section of this document:®
1. Termination: Denial
2. Reduction: Approval at less than the amount or frequency requested and

less than the amount or frequency approved on the immediately
preceding authorization. There is no reduction if a shorter time period
of services than requested is approved, as long as the amount or
frequency of services during that period has not been reduced from the
previously approved level.

C. KHS intends to terminate (deny) a request for acute continuing services as
defined in the Definitions section of this document3°. There is no termination
if less than the full number of days requested is approved. Such notices must
be personally delivered to the member in his/her hospital room unless the
member’s treating physician has certified in writing that such personal delivery
may result in serious harm to the member. In such cases, the notice shall be
mailed to the member or his/her beneficiary.

Unless specifically covered by one of the exceptions below, KHS will mail the Notice
of Adverse Determination Documents to the member at least 10 days before the date
of action.*°

KHS will mail the Notice of Adverse Determination Documents to the member at least

5 days before the date of action if*:

A. KHS has facts indicating that action should be taken because of probable fraud by
the member; and

B. The facts have been verified, if possible, through secondary sources.

KHS will mail the Notice of Adverse Determination Documents not later than the date
of action if any of the following conditions apply*:
A. KHS has factual information confirming the death of the member
B. KHS receives a clear written statement signed by the member that:
1. The member no longer wishes services; or
2. The member gives information that requires termination or reduction of
services and indicates that he/she understands that this must be the result of
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supplying that information;

C. The member has been admitted to an institution where he is ineligible under the
plan for further services
D. The member's whereabouts are unknown and the post office returns KHS mail

directed to the member indicating no forwarding address (See 42 CFR Sec.
431.231 (d) for procedure if the recipient's whereabouts become known);

E. KHS establishes the fact that the recipient has been accepted for Medicaid
services by another local jurisdiction, State, territory, or commonwealth

F. A change in the level of medical care is prescribed by the member's physician;

4.3.2.1 State Fair Hearings Regarding Terminations or Reductions
In cases where a State Fair Hearing is pending for a terminated or reduced service,
authorization for services shall be maintained or begin as outlined in California Code
of Regulations Title 22 §51014.2.

Retrospective Authorization Request:
Retrospective authorization request may be submitted within sixty (60) calendar days of the date of

service for outpatient/office visits/procedures that are identified as an additional procedure performed
during an authorized visit or an unauthorized visit or procedure that is deemed urgent or emergent.
All supporting documentation must be included with the request. Any outpatient/office referral request
that requires prior authorization received by KHS with a date of service greater than sixty (60) calendar
days will be denied by the UM Clinical Intake Coordinator. UM Clinical Intake Coordinators will
review the retrospective request and approve if the information received meets medical necessity for
the services rendered, and the services were in conjunction with an approved visit or are identified as
urgent or emergent in nature. All retrospective reviews will be completed within 30 calendar days.
Failure to obtain prior authorization by the provider due to eligibility verification for previously
scheduled appointments are not considered urgent or emergent requests. A Notice of Adverse
Determination Denial Letter will be generated if the referral is denied. Providers are encouraged to
contact KHS UM department directly via phone at 1-800-391-2000 if an authorization is needed for
the same day. Most requests can be accommodated if documentation is received for review to
determine medical necessity.

If KHS is not notified of a hospital admission, the decision for authorization request may also be
submitted within sixty (60) calendar days from date of admission. All supporting documentation
must be included with the request for retrospective authorization. The UM Nurse RN will review the
retrospective request and approve if the information received meets medical necessity for the services
rendered. All retrospective reviews will be completed within 30 calendar days. Authorization for
payment may not be given if facility fails to notify KHS of admission and the admission is other than
emergent in nature. A Notice of Adverse Determination Denial Letter will be generated if the referral
is denied.

5.1 Claim Denials for Services Performed without Obtaining Prior Authorization:
Claims submitted by KHS contract and non-contract providers are matched against
authorizations entered into the claims payment system. Providers are required to determine a
member’s eligibility and obtain prior authorization before initiating non emergent services. If
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the provider fails to obtain prior authorization or retrospective authorization as defined in 5.0
for non-emergent services, the claim(s) for those services will be denied. Procedures and
services for which no authorization paperwork is required are described in KHS Policy and
Procedure 3.25-P:  Prior Authorization Procedures and Services.

Requests for retrospective payment for unauthorized services may be reviewed at the
discretion of the health plan, and the decision to review will be based on the documentation
submitted detailing the extenuating circumstances that explains why the prior authorization
request was not submitted. All such requests must include complete medical records.
Requests for retrospective authorization submitted only with records, will not be reviewed for
medical necessity; but, instead denied as prior authorization was not obtained.

Providers may submit a Claims Dispute in accordance with KHS Policy 6.04-P.

STANDING REFERRALS*

Occasionally a member will have a disease that requires prolonged treatment by or numerous visits to
a specialty care provider. Once it is apparent that a member will require prolonged specialty services,
UM may issue a standing referral to a specialist or specialty care center that has expertise in treating
the condition or disease for the purpose of having the specialist coordinate the members health care.
The referral shall be made if the primary care physician, in consultation with the specialist or specialty
care center if any, and the Chief Medical Officer or their designee(s) determines that this specialized
medical care is medically necessary for the enrollee. A standing referral is an authorization that
covers more visits than an initial consultation and customary follow-up visits and typically includes
proposed diagnostic testing or treatment without the primary care physician having to provide a
specific referral for each visit. A treatment plan may be deemed to be not necessary provided that a
current standing referral to a specialist is approved by KHS.

Conditions that may be best treated using a standing referral may be life-threatening, degenerative, or
disabling and include, but are not limited to, HIV and AIDS.

A standing referral and treatment plan may limit the number of visits to the specialist, limit the period
of time that the visits are authorized, or require that the specialist provide the primary care physician
with regular reports on the health care provided to the member. After the referral is made, the
specialist shall be authorized to provide health care services that are within the specialist's area of
expertise and training to the member in the same manner as the member's primary care physician,
subject to the terms of the treatment plan. It is only valid during periods when the member is eligible
with KHS.

A standing referral may be issued to contracted or non-contracted providers as deemed appropriate by
the Chief Medical Officer, or their designee(s). The ]Chief Network Administration Officer, or their
designee(s), omajwill negotiate letters of agreement for services not available within the network.
Members with a need for a standing referral are referred to providers who have completed a residency
encompassing the diagnosis and treatment of the applicable disease entity. Members with a need for
a standing referral to a physician with a specialized knowledge of HIV medicine are referred to an
HIV/AIDS specialist as outlined in KHS Policy and Procedure #4.01-P: Credentialing.

Determinations regarding standing referrals are made within three business days of the date of request
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and receipt of all appropriate medical records and other items of information necessary to make the
determination. Once a determination is made, the referral is made within four business days of the
date the proposed treatment plan, if any, is submitted to the plan Chief Medical Officer, or their
designee(s).*

6.1  Treatment Plan

The Chief Medical Officer or their designee(s) may require the treating provider to submit a
treatment plan setting forth the expected course of diagnosis and treatment including projected
number of visits, proposed therapies, requirements for communication between the treating
provider and PCP, and a means for assessing the patient. A treatment plan may be deemed
not necessary provided that the appropriate referral to a specialist or specialty care center is
approved by KHS or its contracting provider. The Chief Medical Officer, or their designee(s)
reviews the treatment plan for appropriateness and may use specialists to assist in the review
as needed.

CRITERIA AND GUIDELINES*

Review criteria are consistently applied. Review criteria include, but are not limited to:
MCG (Milliman Care Guidelines)

Hospice criteria

DME criteria

Level of care - skilled vs. custodial guidelines

Medi-Cal guidelines-DHCS/DMHC

Medicare guidelines

Internally developed criteria using evidence based, national clinical standards by KHS
licensed professional and processed through various internal committee for review, adoption, and
final implementation.

H. Up to Date

@MMoUOw»

KHS discloses or provides for disclosure to the commissioner, contract providers, or enrollees, the
process and criteria KHS uses to authorize, modify, or deny health care services under the benefits
provided by the Plan, including coverage for subacute care, transitional inpatient care, or care provided
in skilled nursing facilities.*

The criteria are:

A. Developed with the involvement of KHS committees made up of practicing health care providers
as outlined in KHS Policy and Procedure #3.04-1

Developed using sound clinical principals and processes as appropriate

Evaluated and updated if necessary at least annually

Disclosed to the provider and enrollee if used as basis for a decision to deny, delay, or modify
services in a specified case under review

OCOw

7.1 Disclosure of Criteria to the Public
KHS makes available to the public upon request, criteria or guidelines for specific procedures or
conditions requested. 4’ Beneficiaries may request, free of charge, copies of all documents and
records relevant to the NOA, including criteria or guidelines used.
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All requests for criteria/guidelines from the public are directed to the Chief Health Services
Officer or their designee. He/she speaks with the requestor and makes the necessary
arrangements to provide a copy of the criteria/guideline and cover letter. (See Attachment 1).
The request is logged in the Public Request for Criteria Log. (See Attachment J).

APPEALS PROCESS
Both providers and members may appeal a denied/modified referral.

Provider appeals must be submitted and are processed in accordance with KHS Policy and Procedure
#3.23-P: Practitioner/Provider Appeals Regarding Authorization. Member appeals must be
submitted and are processed in accordance with KHS Policy and Procedure #5.01-P: Grievance
Process.

DHCS has deemed it necessary to create two distinct “Your Rights” attachments to accommodate the
following scenarios:
1) Beneficiaries who receive a NOA and
2) Beneficiaries who receive a Notice of Appeal Resolution (NAR). A NAR is a formal letter
informing a beneficiary that an Adverse Benefit Determination has been overturned or upheld.

While the “Your Rights” attachment sent out to beneficiaries who receive a NOA will contain general
information on State Hearing and IMR rights, the notice will primarily inform the beneficiary on how
to request an Appeal with KHS. A State Hearing form will not be attached, as the beneficiary would
need to exhaust the MCP’s Appeal process first. Similarly, an IMR form will not be attached, as the
beneficiary would also need to exhaust the MCP’s Appeal process prior to requesting an IMR unless
the Department of Managed Health Care (DMHC) determines that an expedited review is warranted
due to extraordinary and compelling circumstances. Requirements pertaining to IMRs remain
unchanged.

Conversely, the “Your Rights” attachment sent out to beneficiaries who receive a NAR that upholds
the original Adverse Benefit Determination will not contain information on how to file a request for
an Appeal as the beneficiary will have already exhausted the MCP’s Appeal process. The notice will
primarily inform the beneficiary on how to request a State Hearing and/or IMR. State Hearing and
IMR application forms will be attached as appropriate.

SPECIALIST SERVICES

Upon receipt of authorization from KHS, the specialist provides the authorized medical services
within the normal scope of the designated specialty. In compliance with access standards, specialists
should contact members to schedule appointments for care following the receipt of authorizations.

9.1 PCP Notification
The specialist is required to communicate the assessment, findings, and recommended treatment
plan to the member’s PCP in writing in a timely manner as the patient's condition warrants.

It is the responsibility of the PCP to contact the specialist should the PCP disagree with the
diagnostic or treatment plan of the specialist and/or additional services authorized by the plan.
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In the case of continued disagreement between the PCP and the specialist, the specialist and/or
PCP should contact the KHS Chief Medical Officer, or their designee(s), who will take
appropriate action.

9.2 Requests for Authorization of Additional Services
Specialists must initiate a referral for all services not authorized on the initial referral form that
require prior authorization as outlined in KHS Policy and Procedure 3.25-P:  Prior
Authorization Procedures and Services. Referrals from specialists are handled in the same
manner as referrals from PCPs.

9.3 Specialty Consultations via Telemedicine

Telemedicine is the use of medical information exchanged from one site to another via electronic
communications to improve the member’s clinical health status through the use of two way
video, email, smart phones, wireless tools and other forms of telecommunications technology.
No prior authorization is required for all consultations performed utilizing telemedicine and
limited to those KHS contracted providers who have demonstrated adequate office space,
availability of a patient navigator, and suitable telemedicine equipment to connect with a remote
medical group.

REFERRAL GUIDELINES FOR SPECIFIC TYPES OF CARE

Prior authorization requirements for specific services can be found in the scope of services policy.
Procedures and services for which no authorization paperwork is required are described in KHS Policy
and Procedure 3.25-P: Prior Authorization Procedures and Services.

10.1 Coordination of Covered Services
KHS shall arrange for the timely referral and coordination of covered services if a member’s
provider has a religious or ethical objection to perform various types of services.

The UM Department will arrange and coordinate the services by referring the member to
another provider who does not have religious or ethical objections in providing

the covered services. The process for the coordination of care shall not generate additional
expenses to DHCS.

DOCUMENTATION, TRACKING, AND MONITORING #
Letters regarding authorization requests, including those sent by KHS to both members and providers,
are retained as outlined in KHS Policy and Procedure #10.51-1: Records Retention.*°

KHS tracks all referral requests through the KHS computerized MIS system. Requests are entered
into the system at the time of authorization. The UM Department maintains adequate staffing to
manage referrals in a timely manner.

For referrals that contain requests for medications, the KHS UM Clinical Intake Coordinators will
review guidelines for appropriateness. Referrals may be routed to the Pharmacy department, as
appropriate, for determination of medical necessity. The Pharmacy department will notify the UM
department within 24-hours of the decision.

On occasion, referrals will be routed to the Health Education department for further review. Health
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Education will notify the UM department within 24-hours of the results of the review.

If a potential quality of care is identified during review of medical records for prior authorization or
concurrent review requests, the UM staff will notify the QI department via currently defined processes
for review. After the initial screening is completed, the QI RN drafts a summary of findings. The nurse
will assign the review to the QI Medical Director or their physician designee to determine whether a
Quality of Care Issue exists and to take action. The QI Medical Director or their physician designee
reviews the records for internal or external quality of care issues and opportunities for improvement.
The QI nurse works with the QI Medical Director or their physician designee for any follow up actions
requested. Follow up action may include both internal and external opportunities for improvement.
Internal issues will be discussed with the relevant department(s) and a mitigation plan developed as
appropriate. The QI nurse and QI Medical Director or their physician designee will coordinate for
external quality of care issues to identify who will communicate with the external provider and the
necessary follow up actions. See KHS Policy and Procedure #2.70 — Potential Inappropriate Care
(PIC) for details on the QI PIC review process.

Where indicated a referral to KHS’s other medical management programs such as Case Management
will be made to manage complex or challenging member issues.

It is the PCPs responsibility to track referrals and follow-up care. To assist in this effort KHS
provides the PCP with access to view submitted ]referrals\[owu\[sms] through an online provider portal.
Providers/vendors are able to monitor the referrals received, closed and decision dates. The PCP
should investigate all open authorizations and follow up with the member as necessary. PCP follow-
up and documentation is monitored by the Quality Improvement Department through facility site
review.%!

KHS will conduct random audits quarterly to document department compliance with documentation
of provider notification within 24 hours of decision by method of submission.

KHS will conduct random audits quarterly for purposes of compliance with the referral process and
identifying any correspondence issues. Issues will be brought to the attention of the Director of
Utilization Management for corrective action.

An Inter-Rater Reliability (IRR) process is deployed to evaluate and ensure that UM criteria

are applied consistently for UM decision-making. Bi-annually, both physicians and staff

involved with making UM decisions participate in the IRR process. Results are reported to
Compliance Department, Chief Medical Officer, and Chief Health Services Officer.

Semiannual random audits are conducted by the Director of Compliance to ensure staff compliance
requirements related to member and provider notification of deferred, modified, and denied referrals.
A sample of thirty deferred, thirty modified, and thirty denied referrals are reviewed semi-annually.
Any unjustified non-compliant trend is discussed with the responsible UM Clinical Intake
Coordinator. Results of the audit are reported as outlined in Section 14.0 — Reporting.

KHS monitors under- and over-utilization of services through various aspects of the UM process.
Through the referral authorization process, the UM Clinical Intake Coordinator/UM Nurse monitors
under and over-utilization of services and intervenes accordingly. The UM department monitors
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underutilization of health service activities through collaboration with the QI department.

Concerns for possible overutilization or fraud, waste, or abuse by a provider are evaluated using
various reports and analytics. Appropriate follow up is completed to ameliorate any identified
adverse trends and may include any of the following:

a. Provider education on criteria and/or documentation requirements.

b. Discussion with provider or provider’s staff on concerns or trends noted.

c. Referral to Physician Advisory Committee and/or Fraud, Waste, Abuse Committee.

d. Provider corrective action plan (CAP) as outlined in KHS Policy and Procedure #4.40-P

Corrective Action Plans.

PCP FOLLOW-UP AND DOCUMENTATION
It is the responsibility of the PCP to follow-up with the specialist to ascertain the results of care and
fulfill the responsibilities of PCP.

PCP office staff should coordinate and confirm the specialist appointment and notify the patient either
in person or by phone. The PCP should call the specialist if necessary and must complete a referral
slip for office staff to schedule an appointment for the patient. The patient should be provided with
the specialist's name, address, and phone number. If prior authorization is required for the
appointment, office staff should date a copy of the referral slip and place in a tickler file system for
future follow up. Upon receipt of authorization, the appointment should be scheduled and patient
notified.

PCP office staff should call specialists to follow-up on appointments. Any missed appointments
should be documented in the member’s medical record. PCP office staff should contact the member
to encourage him/her to reschedule the appointment. Contacts with the member should be
documented in the member’s chart.

A log of all external referrals should be maintained to ascertain receipt of consult reports. The
specialist should be contacted if the report is not received in a timely manner.

Documenting emergency and follow-up care in the patient medical record and monitoring and follow-
up of on-going conditions, medications, and abnormal diagnostic reports are responsibilities of the
PCP. PCPs should review all diagnostic tests (lab, x-ray, etc.) and consult reports within 10 days of
receipt. The PCP should initial and date all diagnostic test results and consult reports prior to filing
in the medical record. PCP staff should follow-up on all diagnostic test results not received in a
timely manner.

The PCP shall work in a cooperative manner with KHS and Utilization Management personnel to
monitor and manage hospital admissions (either by the PCP, designated hospitalist or treating
specialist), continued stay, and hospital discharge planning and documentation of same.

REPORTING
Reports are submitted as outlined in the following table.

Reported To Report Due Date Responsibility
QI/UM Committee | Results of UM referral audits | Semi-annually | Director of Utilization
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Reported To Report Due Date Responsibility

Management
QI/UM Committee | Results of QI audit of referral | Quarterly Director of Quality
follow up by PCP as described Improvement, ome]

in Section 11.0 -
Documentation, Tracking, and
Monitoring

140 DELEGATED OVERSIGHT
KHS is responsible for ensuring that their delegates comply with all applicable state and federal laws
and regulations, contract requirements, and other DHCS guidance, including applicable APLs, Policy
Letters, and Dual Plan Letters. These requirements must be communicated by KHS to all delegated
entities and subcontractors.

ATTACHMENTS:
Attachment A: Referral/Prior Authorization Form
Attachment B: Notice of Referral Approval®
Attachment C: Notice of Action - Delay®3
Attachment D: Notice of Action - Modify>*
Attachment E:  Notice of Action - Denial®®
Attachment F:  Notice of Action - Terminate®®
Attachment G:  Your Rights Under Medi-Cal Managed Care®’
Attachment H: Form to File a State Hearing®®
Attachment I:  Public Letter — Criteria Request
Attachment J:  Public Request for Criteria Log
Attachment K: Re-classification Letter

REFERENCE:

2021-05: Minor revision to language in section 4.2.3 by Director of Utilization Management. 2021-04: Revisions by Director of
Utilization Management per DMHC policy checklist review. 2020-10: Revisions by Director of Utilization Management to
specify behavioral and medical services. 2020-08: Revisions by Director of Utilization Management for retrospective
authorization timeframes and per DMHC Routine Survey (Audit) findings regarding denials to terminally ill members, Notice of
Action (NOA) attachment updated to reflect current KHS address.  2018-11: Updated per APL-18-013 Hepatitis C Virus
Treatment Policy by Administrative Director of Health Services. 2018-05: Revisions by Administrative Director of Health
Services per Mega Regulations and DHCS contract updates. Types of Services updated, titles updated, attachments updated.
Additional language added in November 2017 on modified services. ! 2016-09: Recommendation by Dr. Bennetts to remove
reference to Policy 3.44 in §4.2.3. during the DMHC 1115 Waiver SPD/DMHC Routine Survey (Audit). 2015-03:
Administrative Director of Health Services removed NO prior authorization references. 2014-08: Formatting changes to policy,
no material changes. Notice of Action letters (NOAS) revised as a result of the DHCS 2013 Medical Audit ending in 2014- CAF-
9. “Your Right’s Forms” updated to ensure continued compliance. Translation changes made to comply with MMCD APL
05005. 2013-07: Revision provided by Chief Operating Officer concerning retrospective authorization request. Policy
approved by KHS Board of Directors July 2013. 2004 DHS Contract Exhibit A-Attachment 5(1)

2 22 CCR §51003(c)(2)

3 22 CCR §51003(c)(1). List only includes applicable services.

4 2004 DHS Contract Exhibit A — Attachment 5 (2)(F)

> HSC §1371.4; 2004 DHS Contract Exhibit A-Attachment 5(2)(F)

5 New DHS Contract 03-76165 does not contain any definition for sensitive services nor does it include sensitive services in the
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list of no prior auth services (A-5(2)(F)). The DHS/DMHC Medical Audit (YE Oct03) Finding 1.2.2 is based on the old contract
provision 6.5.9.4. Decision was made to go ahead and make policy comply with old contract.

7 2004 DHS Contract Exhibit A-Attachment 5(3)(1)

8 CCR Title 22853855(a); 2004 DHS Contract Exhibit A-Attachment 5(3)(C)

® CCR Title 22853855(a); 2004 DHS Contract Exhibit A-Attachment 5(3)(B)

10 HSC §1367.01(g)

11 Per management request.

12 Definition of urgent request from HSC 1367.01(h)(2)

13 HSC §1367.01(h); 2004 DHS Contract Exhibit A-Attachment 5(3)(G)

14 HSC §1367.01(h)(2). Requirement is 72 hours, but per A. Watkins, urgent referrals are processed within 48 hours.

15 HSC 1367.01 (h)(1); 2004 DHS Contract Exhibit A-Attachment 5(3)(D)

16 HSC 1374.16(c)

17 HSC 1367.01 (h)(3)

18 14 day requirement found in DHS Contract 03-76165 Exhibit A-Attachment 5 (3)(G). CCR Title 22 Section 53894(b)
superceded by the more strict 14 day requirement.

19 HSC 81367.01(e); 2004 DHS Contract Exhibit A-Attachment 5(2)(A)

20 HSC §1367.01(h)(4)

21 HSC §1367.01(h)(3)

22 \Written notice required. HSC §1367.01(h)(3)

23 Written notification required. HSC §1367.01(h)(3) and (4)

24 Written notification required. HSC §1367.01(h)(3) and (4)

25 Written notification required. HSC §1367.01(h)(3) and (4)

2 \Written notification required. HSC §1367.01(h)(3) and (4); 42 CFR 8431.211 — 10 day prior to action requirement.

27 Although the NOA Letter does not indicate any enclosures, it is not clear why the requirements to provide notice would not
apply cases of termination or reduction. As such, KHS will include the same enclosures as included with the other types of NOA
letters.

28 (8/31/05). KHS previously sent carve out letters instead of denial notices. DHS has stated that they do not see an exemption
for carve out services in SB59 and will not approve ICE’s request to substitute a carve out letter for the NOA. ICE has
recommended that Plans use the NOA for carved out services.

29 Written notification required. HSC §1367.01(h)(3) and (4)

30 Written notification required. HSC §1367.01(h)(3) and (4)

31 HSC §1367.01(h)(4) and (5) and 1367.24(b); CCR Title 22 §53894

32 DHS Contract 03-76165 Exhibit A — Attachment 5 (2)(C)

33 Required for member notice only. CCR Title 22 §53894(d)(3)

34 Required for member notice only. HSC §1367.24(b)

3 Only required for provider notice. Although it is not required for member notice, since provider notice is a copy of the
member notice, the information is included in the member notice. HSC 81367.01(h)(4)

36 MMCD Letter 04006 page 3 #5.

37 22 CCR §51014.1(c)

% 22 CCR 8§51014.1(e)

% 22 CCR §51014.1(f)

40 42 CFR §431.211

# 42 CFR §431.214

42 42 CFR 8431.213. Two exceptions in the regs regarding skilled nursing facilities are not included in this policy.

43 AB1181(Escutia 1998); HSC §1374.16; DHS Contract 03-76165 Exhibit A-Attachment 9(5)

4 HSC 1374.16(c)

4 DHS Contract 03-76165 Exhibit A — Attachment 5 (2)(B)

46 Health and Safety Code §1363.5

47 Health and Safety Code §1363.5

48 DHCS Contract Exhibit A — Attachment 9 (4)

49 HSC 81367.01(j)

50 DHS Contract 03-76165 Exhibit A — Attachment 5 (2)(G)

51 CAP response for DHS/DMHC Medical Audit (YE Oct03).

52 Must include specific service approved (HSC §1367.01(h)(4)

53 Exact letter required by MMCD 04006 and 05005.

54 Exact letter required by MMCD 04006 and 05005.

5 Exact letter required by MMCD 04006 and 05005. 25
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%6 Exact letter required by MMCD 04006 and 05005.
57 Exact letter required by MMCD 04006 and 05005.
58 Exact letter required by MMCD 04006 and 05005.
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Referral/Prior-Authorization Form

Kem Famlly Phone: 661/664-5083
Health Care Fax: 661/664-5190

%ﬂm@@

Of Kern Health Systems (

Please Check Type: QO Routine U Urgent/Expedited
Please Check Product: 0 KFHC Medi-Cal

PLEASE PRINT Member Information: (Complete in full)
Patient Name: Alternate Contact Information:
Address City State Zip Daytime Phone
KFHC Member ID# DOB: Age: CCS Eligible Condition: YES NO
Alternate ID# CCS Open Case #:
PLEASE PRINT Facility / Provider Information: (Complete in full)
Requesting Provider: Phone: Fax:
Address:
Provider Signature: Date:
Requested Service(s): ICD10 Code(s)
CPT Code(s)
UPatient Request Facility
UAllergy UWEndocrine UHem/Onc UWNeurology U Orthopedics UPodiatry QuUrology
UcCardiology UENT UHome Health UNeurosurgery WPain Mgmt URadiology WOther
UDermatology QGE/GI OMental Health QOB/GYN QPharmacy URheumatology
UDME QGeneral Surgery QNephrology QOphthalmology QO Physical Therapy QPulmonology
Requested Provider: Phone: Fax:
Address:

INFORMATION BELOW MUST BE COMPLETED TO PROCESS SERVICE REQUEST
Diagnosis / Clinical Problem: KFHC Date Rec’d Stamp

Clinical History / Date of Onset:

To facilitate processing of request, please attach clinical documentation including progress notes, reports, labs, imaging, etc. (Total
additional pages )

For Kern Family Health Care Use ONLY:

UApproved UDenied OModified OWithdrawn QODelayed QDuplicate Request WDisenrolled

Auth #
U Commentary/UM Criteria Not Met:
Reviewer Signature Date:
PCP:

AUTHORIZATION CONTINGENT UPON ELIGIBILITY ON DATE OF SERVICE Eligibility Date:

HIPAA Notice: The information contained in this form may contain confidential and legally privileged information. It is only for the use of the individual or entity named above. If the recipient of this form is not the recipient
addressed on the form, you are hereby notified that any dissemination, distribution, or copying of the attached document (s) is strictly prohibited. If you have received this in error, please immediately notify the sender by
telephone and return the form to the sender.



Kern Family -
Health Care

Notice of Referral Approval/Aviso de Aprobacion de la Referencia
Month DD, YYYY

MEMBER NAME Member ID Number: MEMBER #
STREET ADDRESS
CITY, STATE ZIPCODE

Dear Member,

The following service have been recommended by your doctor and approved by Kern Family
Health Care.

*Procedure: CODE, DESCRIPTION

*Name of Provider: PROVIDER NAME
STREET ADDRESS

CITY, STATE ZIPCODE
PROVIDER PHONE NUMBER (XXXXXXXXXX

* Approval/Authorization #: AUTH NUMBER
* Expiration Date of Referral: MM/DD/YYYY

If you have not already been contacted, please call the above provider to schedule your
appointment or procedure. Authorization is valid if you are still an eligible member with Kern
Family Health Care on the date of service.

We hope you will call Kern Family Health Care at 800-391-2000; if you have any questions
about your referral authorization.

Thank you,
Kern Family Health Care

IMPORTANT: Can you read this letter? If not, we can have somebody help you read it. You may
also be able to get this letter written in your language. For free help, please call Kern Family
Health Care's Member Service Department at 800-391-2000 right away.

SPANISH: IMPORTANTE: ¢ Puede leer esta carta? Si no, nosotros le podemos ayudar a leerla.
Ademas, usted puede recibir esta carta escrita en su propio idioma. Para obtener ayuda
gratuita, llame ahora mismo al Departamento de Servicios para Miembros al 800-391-2000.

2900 Buck Owens Boulevard Bakersfield, CA 93308-6316 Fax (661) 664-5190



Kern FamilyTM
Health Care

NOTICE OF ACTION
About Your Treatment Request - Delay

Today’s Date

Member name Treating Provider
Address Address
City, State, Zip City, State, Zip

Identification Number: KHS ID

RE: [Service requested]

[Name of requesting provider] has asked Kern Family Health Care to approve [Service requested].
We cannot make a decision yet. This is because [Insert a clear and concise explanation of the
reasons for the delay, indicating what further information is needed and/or additional steps need be
taken. If further information is being requested, input the deadline for receipt of information.]

We expect to let you know the decision on date. You will get another letter letting you know the
decision at that time.

You may appeal this decision. The enclosed “Your Rights” information notice tells you how. It also
tells you where you can get free help. This also means free legal help. You are encouraged to send
in any information that could help your case. The “Your Rights” notice tells you the cut off dates to
ask for an appeal.

The State Medi-Cal Managed Care “Ombudsman Office” can help you with any questions. You may
call them at 1-888-452-8609. You may also get help from your doctor, or call us at (661) 632-1590
inside Bakersfield, or (800) 391-2000 outside of Bakersfield.

This notice does not affect any of your other Medi-Cal services.

Medical Directors Name Nurse Name
Medical Director Case Manager
(661) 664-5083 (661) 664-5083

Enclosed: “Your Rights under Medi-Cal Managed Care”

2900 Buck Owens Boulevard Bakersfield, CA 93308-6316 Fax (661) 664-5190



Kern FamilyTM
Health Care

NOTICE OF ACTION
About Your Treatment Request - Modify
Today’s Date

Member name Treating Provider
Address Address
City, State, Zip City, State, Zip

Identification Number: KHS ID

RE: [Service requested]

[Name of requesting provider] has asked Kern Family Health Care to approve [Service requested].
We cannot approve this treatment the way it is. This is because [Insert: 1. A clear and concise
explanation of the reasons for the decision 2. A description of the criteria or guidelines used,
including a reference to the specific regulations or plan authorization procedures that support the
action; and. 3. The clinical reasons for the decision regarding medical necessity].

We will instead approve: [Service approved]

You may ask for free copies of all information used to make this decision. This includes a copy of the
actual benefit provision, guideline, protocol, or criteria that we based our decision on. To ask for this,
please call Kern Family Health Care at (661) 632-1590 inside Bakersfield, or (800) 391-2000 outside
of Bakersfield.

You may appeal this decision. The enclosed “Your Rights” information notice tells you how. It also
tells you where you can get free help. This also means free legal help. You are encouraged to send
in any information that could help your case. The “Your Rights” notice tells you the cut off dates to
ask for an appeal.

The State Medi-Cal Managed Care “Ombudsman Office” can help you with any questions. You
may call them at 1-888-452-8609. You may also get help from your doctor, or call us at (661) 632-
1590 inside Bakersfield, or (800) 391-2000 outside of Bakersfield.

This notice does not affect any of your other Medi-Cal services.

Medical Directors Name Nurse Name
Medical Director Case Manager
(661) 664-5083 (661) 664-5083

Enclosed: “Your Rights under Medi-Cal Managed Care”

2900 Buck Owens Boulevard Bakersfield, CA 93308-6316 Fax (661) 664-5190



Kern FamilyTM
Health Care

NOTICE OF ACTION
About Your Treatment Request - Deny

Today'’s date

Member name Treating Provider
Address Address
City, State, Zip City, State, Zip

Identification Number: KHS ID

RE: [Service requested]

[Name of requesting provider] has asked Kern Family Health Care to approve [Service
requested].This request is denied. This is because [Insert: 1. A clear and concise explanation of the
reasons for the decision; 2. A description of the criteria or guidelines used, including a reference to
the specific regulations or plan authorization procedures that support the action; and. 3. The clinical
reasons for the decision regarding medical necessity].

You may ask for free copies of all information used to make this decision. This includes a copy of the
actual benefit provision, guideline, protocol, or criteria that we based our decision on. To ask for this,
please call Kern Family Health Care at (661) 632-1590 inside Bakersfield, or (800) 391-2000 outside
of Bakersfield.

You may appeal this decision. The enclosed “Your Rights” information notice tells you how. It also
tells you where you can get free help. This also means free legal help. You are encouraged to send
in any information that could help your case. The “Your Rights” notice tells you the cut off dates to
ask for an appeal.

The State Medi-Cal Managed Care “Ombudsman Office” can help you with any questions. You
may call them at 1-888-452-8609. You may also get help from your doctor, or call us at (661) 632-
1590 inside Bakersfield, or (800) 391-2000 outside of Bakersfield.

This notice does not affect any of your other Medi-Cal services.

Medical Directors Name Nurse Name
Medical Director Case Manager
(661) 664-5083 (661) 664-5083

Enclosed: “Your Rights under Medi-Cal Managed Care”

2900 Buck Owens Boulevard Bakersfield, CA 93308-6316 Fax (661) 664-5190



Kern FamilyTM
Health Care

NOTICE OF ACTION
About Your Treatment Request - Terminate

Today’s Date

Member name Treating Provider
Address Address
City, State, Zip City, State, Zip

Identification Number: KHS ID

RE: [Service requested]

You are currently getting [Service to be terminated]. We cannot approve this treatment anymore. This
is because [Insert: 1. A clear and concise explanation of the reasons for the decision 2. A
description of the criteria or guidelines used, including a reference to the specific regulations or plan
authorization procedures that support the action; and. 3. The clinical reasons for the decision
regarding medical necessity].

Payment for this treatment will stop on: date

You may ask for free copies of all information used to make this decision. This includes a copy of the
actual benefit provision, guideline, protocol, or criteria that we based our decision on. To ask for this,
please call Kern Family Health Care at (661) 632-1590 inside Bakersfield, or (800) 391-2000 outside
of Bakersfield.

You may appeal this decision. The enclosed “Your Rights” information notice tells you how. It also
tells you where you can get free help. This also means free legal help. You are encouraged to send
in any information that could help your case. The “Your Rights” notice tells you the cut off dates to
ask for an appeal.

The State Medi-Cal Managed Care “Ombudsman Office” can help you with any questions. You
may call them at 1-888-452-8609. You may also get help from your doctor, or call us at (661) 632-
1590 inside Bakersfield, or (800) 391-2000 outside of Bakersfield.

This notice does not affect any of your other Medi-Cal services.

Medical Directors Name Nurse Name
Medical Director Case Manager
(661) 664-5083 (661) 664-5083

Enclosed: “Your Rights under Medi-Cal Managed Care”
2900 Buck Owens Boulevard Bakersfield, CA 93308-6316 Fax (661) 664-5190



YOUR RIGHTS
UNDER MEDI-CAL MANAGED CARE

IF YOU DO NOT AGREE WITH THE DECISION MADE FOR YOUR MEDICAL TREATMENT,
YOU CAN FILE AN APPEAL. THIS APPEAL IS FILED WITH YOUR HEALTH PLAN.

HOW TO FILE AN APPEAL

You have 60 days from the date of this “Notice of Action” letter to file an appeal. But, if you are
currently getting treatment and you want to continue getting treatment, you must ask for an
appeal within 10 days from the date this letter was postmarked or delivered to you, OR before the
date your health plan says services will stop. You must say that you want to keep getting
treatment when you file the appeal.

You can file an appeal by phone, in writing, or electronically:

o By phone: Contact Kern Family Health Care between 8:00 a.m. to 5:00 p.m. by calling (661)
632-1590 inside Bakersfield, or 1-800-391-2000 outside Bakersfield. Or, if you cannot hear
or speak well, please call 711.

o In writing: Fill out an appeal form or write a letter and send it to:
Kern Family Health Care
2900 Buck Owens Boulevard
Bakersfield, CA 93308

Your doctor’s office will have appeal forms available. Your health plan can also send a
form to you.

o Electronically: Visit your health plan’s website. Go to http://www.kernfamilyhealthcare.com

You may file an appeal yourself. Or, you can have a relative, friend, advocate, doctor, or attorney
file the appeal for you. This person is called an “authorized representative”. You can send in any

type of information you want your health plan to review. A doctor who is different from the doctor

who made the first decision will look at your appeal.

Your health plan has 30 days to give you an answer. At that time, you will get a “Notice of Appeal
Resolution” letter. This letter will tell you what the health plan has decided. If you do not get a

letter within 30 days, you can:

o Ask for an “Independent Medical Review” (IMR) and an outside reviewer that is not
related to the health plan will review your case.

o Ask for a “State Hearing” and a judge will review your case

Please read the section below for instructions on how to ask for an IMR or State Hearing.



EXPEDITED APPEALS

If you think waiting 30 days will hurt your health, you might be able to get an answer within 72
hours. When filing your appeal, say why waiting will hurt your health. Make sure you ask for an
“expedited appeal.”

IE YOU DO NOT AGREE WITH THE APPEAL DECISION

If you filed an appeal and received a “Notice of Appeal Resolution” letter telling you that your health
plan will still not provide the services, or you never received a letter telling you of the decision
and it has been past 30 days, you can:

o Ask for an “Independent Medical Review” (IMR) and an outside reviewer that is not
related to the health plan will review your case

o Ask for a “State Hearing” and a judge will review your case

You can ask for both an IMR and State Hearing at the same time. You can also ask for one
before the other to see if it will resolve your problem first. For example, if you ask for an IMR first,
but do not agree with the decision, you can still ask for a State Hearing later. However, if you ask
for a State Hearing first, but the hearing has already taken place, you cannot ask for an IMR. In
this case, the State Hearing has the final say.

You will not have to pay for an IMR or State Hearing.

INDEPENDENT MEDICAL REVIEW (IMR)

If you want an IMR, you must first file an appeal with your health plan. If you do not hear from your
health plan within 30 days, or if you are unhappy with your health plan’s decision, then you may
then request an IMR. You must ask for an IMR within 180 days from the date of the “Notice of
Appeal Resolution” letter.

You may be able to get an IMR right away without filing an appeal first. Thisisin cases
where your health is in immediate danger or the request was denied because treatment is
considered experimental or investigational.

The paragraph below will provide you with information on how to request an IMR. Note that the term
“grievance” is talking about both “complaints” and “appeals.”

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 your
health plan at 1-800-391-2000 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,
2



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 an 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.

STATE HEARING
If you want a State Hearing, you must ask for one within 120 days from the date of the “Notice of

Appeal Resolution” letter. You can ask for a State Hearing by phone or in writing:

o By phone: Call 1-800-952-5253. This number can be very busy. You may get a message
to call back later. If you cannot speak or hear well, please call TTY/TDD 1-800-952-8349.

o In writing: Fill out a State Hearing form or send a letter to:

California Department of Social Services

State Hearings Division
P.O. Box 944243, Mail Station 9-17-37
Sacramento, CA 94244-2430

Be sure to include your name, address, telephone number, Social Security Number, and the
reason you want a State Hearing. If someone is helping you ask for a State Hearing, add
their name, address, and telephone number to the form or letter. If you need an interpreter,
tell us what language you speak. You will not have to pay for an interpreter. We will get you
one.

After you ask for a State Hearing, it could take up to 90 days to decide your case and send you
an answer. If you think waiting that long will hurt your health, you might be able to get an answer
within 3 working days. Ask your doctor or health plan to write a letter for you. The letter must
explain in detail how waiting for up to 90 days for your case to be decided will seriously harm
your life, your health, or your ability to attain, maintain, or regain maximum function. Then, make
sure you ask for an “expedited hearing” and provide the letter with your request for a hearing.

You may speak at the State Hearing yourself. Or, you can have a relative, friend, advocate,
doctor, or attorney speak for you. If you want another person to speak for you, then you must tell
the State Hearing office that the person is allowed to speak on your behalf. This person is called
an “authorized representative.”


http://www.dmhc.ca.gov/
http://www.dmhc.ca.gov/

You may be able to get free legal help. Call the Greater Bakersfield Legal Assistance at (661) 325-
5943. You may also call the local Legal Aid Society in your county at 1-888-804-3536.



~ SUS DERECHOS
BAJO ATENCION ADMINISTRADA DE MEDI-CAL

SIUSTED NO ESTA DE ACUERDO CON LA DECISION’TOMADA PARA SU TRATAMIENTO
MEDICO, USTED PUEDE PRESENTAR UNA APELACION. ESTA APELACION ES
PRESENTADA CON SU PLAN DE SALUD.

COMO PRESENTAR UNA APELACION

Usted tiene 60 dias de la fecha de esta carta de “Aviso de Accidn” para presentar una apelacion.
Pero, si usted esta actualmente recibiendo tratamiento y desea continuar recibiendo el
tratamiento, tiene que solicitar una apelacion dentro de los 10 dias de la fecha en que esta
carta fue marcada con el sello postal o entregado a usted O antes de la fecha en que su plan de
salud dice que los servicios van a terminar. Usted tiene que decir que desea seguir recibiendo
tratamiento cuando presente la apelacion.

Usted puede presentar una apelacion por teléfono, por escrito o electronicamente.

. Por teléfono: contacte a Kern Family Health Care entre las 8:00 a.m. y las 5:00 p.m.,
llamando al (661) 632-1590 en Bakersfield o al 1-800-391-2000 fuera de Bakersfield o si no
puede oir o hablar bien, por favor llame al 711.

« Por escrito: llene un formulario de apelacién o escriba una carta y enviela a:

Kern Family Health Care
2900 Buck Owens Boulevard
Bakersfield, CA 93308

La oficina de su doctor va a tener formularios de apelacion disponibles. Su plan de salud
puede enviarle también un formulario.

. Electréonicamente: visite la pagina web de su plan de salud. Vaya a
http://www.kernfamilyhealthcare.com/.

Usted mismo puede presentar una queja o puede tener a un pariente, amigo, defensor, doctor o
abogado que presente la apelacion por usted. A esta persona se le llama "representante
autorizado". Usted puede enviar cualquier tipo de informacién que desee que su plan de salud
revise. Un doctor que es diferente que el doctor quien tomé la primera decision, va a ver su
apelacion.

Su plan de salud tiene 30 dias para darle una respuesta. En ese momento, usted recibird una
carta de “Aviso de Resolucion de la Apelacidén”. Esta carta le dira lo que el plan de salud ha
decidido. Si usted no recibe una carta dentro de los 30 dias, usted puede:

e Solicitar por una “Revision Médica Independiente” (IMR, por sus siglas en inglés) y una
persona de fuera, que no esta relacionada con el plan de salud, va a revisar su caso.

e Solicitar por una “Audiencia Estatal” y un juez va a revisar su caso.

Por favor lea la seccion siguiente para las instrucciones de cémo solicitar una IMR o una Audiencia
Estatal.



APELACIONES DE URGENCIA

Si usted cree que esperar 30 dias va a dafiar su salud, usted puede tener una respuesta dentro de
las 72 horas. Cuando presente su apelacion, diga por qué el esperar va a dafiar su salud.
Asegurese de solicitar por una “apelacion de urgencia”.

SINO ESTA DE ACUERDO CON LA DECISION DE LA APELACION

Si usted presenta una apelacion y recibe una carta de “Aviso de Resolucion de Apelacion”
informandole que su plan de salud todavia no le proporcionaréa los servicios o que nunca recibié
una carta informéandole de la decision y ya han pasado 30 dias, usted puede:

e Solicitar una “Revision Médica Independiente” (IMR, por sus siglas en inglés) y una
persona de fuera, que no esta relacionada con el plan de salud, va a revisar su caso.

e Solicitar por una “Audiencia Estatal” y un juez va a revisar su caso.

Usted puede solicitar ambos, una IMR y una Audiencia Estatal al mismo tiempo. También
puede solicitar una antes que la otra, para ver si se resuelve su problema primero. Por ejemplo, si
usted solicita por una IMR primero, pero no esta de acuerdo con la decision, todavia puede solicitar
una Audiencia Estatal mas tarde. Sin embargo, si solicita por una Audiencia Estatal primero, pero
la audiencia ya ha tenido lugar, ya no puede solicitar por una IMR. En este caso, La Audiencia
Estatal tiene la Ultima palabra.

Usted no tiene que pagar por una IMR o Audiencia Estatal.

REVISION MEDICA INDEPENDIENTE (IMR, POR SUS SIGLAS EN INGLES)

Si usted quiere una IMR, tiene que presentar primero una apelacion con su plan de salud. Si usted
no tiene noticias de su plan de salud dentro de los 30 dias o si esta descontento con la decision de
su plan de salud, entonces puede solicitar una IMR. Tiene que solicitar por una IMR dentro de los
180 dias de la fecha de la carta del “Aviso de la Resolucién de Apelacion”.

Usted puede obtener una IMR de inmediato, sin presentar primero una apelacién. Esto es en
los casos que su salud esta en peligro inmediato o que la solicitud fue denegada, porque el
tratamiento es considerado experimental o de investigacion.

El parrafo siguiente va a proporcionarle con la informacién de como solicitar una IMR. Tenga en
cuenta que el término “quejas” esta hablando de “apelaciones”.

El Departamento de Atencion Médica Administrada es responsable de regular los planes de
servicio de cuidado de salud. Si usted tiene una queja en contra de su plan de salud, deberia
llamarlos primero al 1-800-391-2000 y usar su proceso de quejas del plan de salud antes de
contactar al Departamento. Utilizando este procedimiento de quejas no prohibe ningun derecho
legal potencial o remedios que pueden estar disponibles para usted. Si necesita ayuda con esta
gueja involucrando una emergencia, una queja que no ha sido resuelta satisfactoriamente por su
plan de salud o una queja que se ha mantenido sin resolver por mas de 30 dias, usted puede
llamar al Departamento para asistencia. También puede ser elegible para una Revisién médica



Independiente (IMR, por sus siglas en inglés). Si usted es elegible para una IMR, el proceso de la
IMR va a proporcionar una revision imparcial de las decisiones médicas tomadas por el plan de
salud, relacionadas a la necesidad médica del servicio propuesto o el tratamiento, las decisiones
cubiertas para los tratamientos que son experimentales o por naturaleza de investigacion y las
disputas de pago por emergencia o los servicios médicos urgentes. El Departamento también
tiene un numero de teléfono gratuito (1-888-466-2219) y una linea TDD (1-877-688-9891) para la
discapacidad auditiva y del habla. El sitio web del Departamento (www.dmhc.ca.qgov) tiene
formularios de quejas, formularios para aplicaciones de la IMR e instrucciones en linea.

AUDIENCIA ESTATAL

Si desea una Audiencia Estatal, tiene que solicitarla dentro de los 120 dias de la fecha de la carta
“Aviso de Resolucién de la Apelacion”. Puede solicitar una Audiencia Estatal por teléfono o por
escrito:

e Por teléfono: llame al 1-800-952-5253. Este numero puede estar bien ocupado. Usted
puede recibir un mensaje para que llame mas tarde. Si no puede hablar o escuchar bien,
por favor llame TTY/TDD 1-800-952-8349.

« Por escrito: llene un formulario de Audiencia Estatal o envia una carta a:

California Department of Social Services
State Hearing Division

P.O. Box 944243, Mail Station 9-17-37
Sacramento, CA 94244-2430

Asegurese de incluir su nombre, direccion, numero de seguro social y la razén por la que
guiere una Audiencia Estatal. Si alguien le esta ayudando a solicitar una Audiencia Estatal,
aflada su nombre, direccion y ndmero de teléfono en el formulario o carta. Si necesita un
intérprete, diganos qué idioma habla. No tiene que pagar por un intérprete. Le daremos uno.

Después de solicitar la Audiencia Estatal, podria tomar hasta 90 dias para decidir su caso y se le
envie una respuesta. Si usted cree que esperar tanto tiempo puede dafar su salud, puede
obtener una respuesta dentro de los 3 dias habiles. Solicite a su doctor o al plan de salud que le
escriban una carta. La carta tiene que explicar en detalle como esperar hasta 90 dias para que su
caso sea decidido va a dafiar seriamente su vida, su salud o su habilidad de lograr, mantener o
recuperar la funcion maxima. Entonces, asegurese de solicitar por una “audiencia de
emergencia” y proporcionar la carta con su solicitud para una audiencia.

Usted mismo puede hablar con la Audiencia Estatal o puede tener a un pariente, amigo, defensor,

doctor o abogado que hable por usted. Si usted quiere otra persona que hable por usted, entonces
tiene que decirle a la oficina de la Audiencia Estatal que la persona tiene permiso de hablar en su

nombre. Esta persona se llama “representante autorizado”.


http://www.dmhc.ca.gov/
http://www.dmhc.ca.gov/

AYUDA LEGAL

Usted puede obtener ayuda legal gratuita. Llame a Greater Bakersfield Legal Assistance al (661)
325-5943. También puede llamar al Legal Aid Society en su condado al 1-888-804-3536.




HOW TO FILE A GRIEVANCE

If you believe that Kern Family Health Care has failed to provide these services or discriminated in
another way on the basis of race, color, national origin, age, disability, or sex, you can file a
grievance with Kern Family Health Care. You can file a grievance by phone, in writing, in person,
or electronically:

o By phone: Contact Kern Family Health Care between 8:00 a.m. to 5:00 p.m. by calling (661)
632-1590 inside Bakersfield, or 1-800-391-2000 outside Bakersfield. Or, if you cannot hear
or speak well, please call 711.

o In writing: Fill out a complaint form or write a letter and send it to:

Kern Family Health Care
2900 Buck Owens Boulevard
Bakersfield, CA 93308

o In person: Visit your doctor’s office or Kern Family Health Care and say you want to file a
grievance.

o Electronically: Visit Kern Family Health Care’s website at
http://www.kernfamilyhealthcare.com/.

OFFICE OF CIVIL RIGHTS

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights by phone, in writing, or electronically:

« By phone: Call 1-800-368-1019. If you cannot speak or hear well, please call TTY/TDD 1-800-
537-7697.

o In writing: 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.

o Electronically: Visit the Office for Civil Rights Complaint Portal at
https://ocrportal.hhs.gov/ocr/portal/lobby.|sf.



http://www.hhs.gov/ocr/office/file/index.html
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf

COMO PRESENTAR UNA QUEJA

Si usted cree que Kern Family Health Care ha fallado en proporcionar estos servicios o ha
discriminado de alguna otra manera en base a raza, color, origen nacional, edad, discapacidad o
sexo, usted puede presentar una queja con Kern Family Health Care. Puede presentar una
queja por teléfono, por escrito, en persona o electrénicamente:

« Por teléfono: contacte a Kern Family Health Care entre las 8:00 a.m. a las 5:00 p.m.

llamando al (661) 632-1590 en Bakersfield o al 1-800-391-2000 fuera de Bakersfield o si no
puede oir o hablar bien, por favor llame al 711.

o Por escrito: llene un formulario de quejas o escriba una carta y enviela a:

Kern Family Health Care
2900 Buck Owens Boulevard
Bakersfield, CA 93308
o En persona: visite la oficina de su doctor o de Kern Family Health Care y diga que desea
presentar una queja.

o Electronicamente: visite el sitio web de Kern Family Health Care en
http://www.kernfamilyhealthcare.com/.

OFICINA DE LOS DERECHOS CIVILES

Usted también puede presentar una queja de los derechos civiles, con el Departamento de Salud y
Servicios Humanos, Oficina para los Derechos Civiles, por teléfono, por escrito o electronicamente:

« Por teléfono: llame al 1-800-368-1019. Si no puede hablar o no puede oir bien, por favor llame
al: TTY/TDD 1-800-537-7697.

o Por escrito: llene un formulario de quejas o0 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.qgov/ocr/office/file/index.html.

o Electronicamente: visite el portal de quejas de la Oficina para los Derechos Civiles en
https://ocrportal.hhs.gov/ocr/portal/lobby.sf.



http://www.hhs.gov/ocr/office/file/index.html
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf

. ™
Kern Family
Health Care
NONDISCRIMINATION NOTICE

Discrimination is against the law. Kern Family Health Care follows Federal and State laws. Kern Family Health
Care does not unlawfully discriminate, exclude people, or treat them differently because of sex, race, color,
religion, ancestry, national origin, ethnic group identification, age, mental disability, physical disability, medical
condition, genetic information, marital status, gender, gender identity, or sexual orientation.

Kern Family Health Care Provides:

¢ Free aids and services to people with disabilities to help them communicate better, such as:
v" Qualified sign language interpreters

+ Written information in other formats (large print, audio, accessible electronic formats, other formats)
¢ Free language services to people whose primary language is not English, such as:
v Qualified interpreters
v’ Information written in other languages
If you need these services, contact Kern Family Health Care between 8:00 a.m. - 5:00 p.m. Monday through
Friday by calling 1-800-391-2000. Or, if you cannot hear or speak well, please call 711.

HOW TO FILE A GRIEVANCE

If you believe that Kern Family Health Care has failed to provide these services or unlawfully discriminated,
excluded, or treated you differently because of sex, race, color, religion, ancestry, national origin, ethnic group
identification, age, mental disability, physical disability, medical condition, genetic information, marital status,
gender, gender identity, or sexual orientation, you can file a grievance with Kern Family Health Care. You can
file a grievance by phone, in writing, in person, or electronically.

e By phone: Contact Kern Family Health Care between 8:00 a.m. - 5:00 p.m. Monday through Friday by
calling 1-800-391-2000. Or, if you cannot hear or speak well, please call 711.

¢ In writing: Fill out a complaint form or write a letter and send it to:

Kern Family Health Care
2900 Buck Owens Blvd
Bakersfield, CA 93308

¢ In person: Visit your doctor’s office or Kern Family Health Care and say you want to file a grievance.
¢ Electronically: Visit Kern Family Health Care’s website at https://www.kernfamilyhealthcare.com

OFFICE OF CIVIL RIGHTS
You can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office for
Civil Rights by phone, in writing, or electronically:
e By phone: Call 1-800-368-1019. If you cannot speak or hear well, please call TTY/TDD 1-800-537-
7697.
¢ In writing: 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
¢ Electronically: Visit the Office for Civil Rights Complaint Portal at
https://ocrportal.hhs.gov/ocr/portal/lobby.]st
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AVISO DE NO DISCRIMINACION

La discriminacién es contra la ley. Kern Family Health Care cumple con las leyes federales y estatales. KFHC
no discrimina ilegalmente, no excluye a las personas ni las trata de forma diferente por motivos de sexo, raza,
color, religion, ascendencia, pais de origen, identificaciéon con un grupo étnico, edad, discapacidad fisica o
mental, condicién médica, informacién genética, estado civil, género, identidad de género u orientacion sexual.
Kern Family Health Care ofrece:

* Ayudas y servicios gratuitos para las personas con discapacidades para ayudarlas a comunicarse mejor, como:
v’ intérpretes calificados en lenguaje de sefias;
~ informacion escrita en otros formatos (letra grande, audio, formatos electrénicos accesibles y otros
formatos).
e Servicios lingiiisticos gratuitos para las personas cuyo idioma principal no es el inglés, como:
v’ intérpretes calificados;
v" informacion escrita en otros idiomas.
Si necesita estos servicios, comuniquese con Kern Family Health Care llamando al 1-800-391-2000 de lunes a
viernes entre las 8:00 a.m. y las 5:00 p.m. O si no puede escuchar o hablar bien, por favor llame al 711.

COMO PRESENTAR UNA QUEJA

Si considera que KFHC no le ha prestado estos servicios o que lo ha discriminado ilegalmente, excluido o
tratado de forma diferente por motivos de sexo, raza, color, religion, ascendencia, pais de origen, identificacion
con un grupo étnico, edad, discapacidad fisica o mental, condicién médica, informacién genética, estado civil,
género, identidad de género u orientacién sexual, usted puede presentar un queja ante Kern Family Health Care.
Puede presentar una queja por teléfono, por escrito, en persona o por correo electronico.

¢ Por teléfono: Comuniquese con Kern Family Health Care llamando al 1-800-391-2000 de lunes a
viernes entre las 8:00 a.m. y las 5:00 p.m. O si usted no puede escuchar o hablar bien, por favor llame al
711.

e Por escrito: Llene un formulario de quejas o escriba una carta y enviela a:

Kern Family Health Care
2900 Buck Owens Blvd
Bakersfield, CA 93308
e En persona: Visite el consultorio de su doctor o a Kern Family Health Care y diga que quiere presentar
una queja.
¢ Electronicamente: Visite el sitio web de Kern Family Health Care en
https://www .kernfamilyhealthcare.com




OFICINA DE DERECHOS CIVILES

También puede presentar una queja de derechos civiles ante la Oficina de Derechos Civiles (Office for Civil
Rights) del Departamento de Salud y Servicios Humanos de EE.UU. (U.S. Department of Health and Human
Services) por teléfono, por escrito o electronicamente:

¢ Por teléfono: Llame al 1-800-368-1019. Si usted no puede hablar o escuchar bien, por favor llame a
TTY/TDD al 1-800-537-7697.
e Por escrito: Llene un formulario de quejas 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 estdn disponibles en http://www.hhs.gov/ocr/office/file/index.html

¢ Electronicamente: Visite el Portal de Quejas de la Oficina de Derechos Civiles en
https://ocrportal.hhs.gov/ocr/portal/lobby.]st
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LANGUAGE LANGUAGE ASSISTANCE TAGLINE
English ATTENTION: If you speak a language other than English, language assistance
services, free of charge, are available to you. Call 1-800-391-2000 (TTY: 711).
Espaiiol ATENCION: Si habla espaiiol, tiene a su disposicion servicios gratuitos de asistencia
(Spanish) lingtiistica. Llame al 1-800-391-2000 (TTY: 711).
By el el Al 55 A sl Bac Loaal) Clada ld GAalllS3) Canati i€ 13) ;s el
L
(Arabic) (711 2835 aall Ciila &8 5) 2000-391-800-1
stk @ NRTUALNRESNRL Bph unumd bp huybpbt, wyw dkq widgwp Jupnn ki wpudwungpgby
W P. Equljut wowlgnipju Swnwynipniuubp: Quuquhwupkp 1-800-391-2000 (TTY (ht n wmwnh wy
(Armenian) ) 711):
(otifge siniemanSunn manigr, wndgwignman swnwiefnagn Amsmenintidyny g ginly 1-800-391-2000 (TTYI
At :
(Cambodian) 711
L LB FERE + AR PR P+ T DA B SR - SAELE 1-800-391-2000
(Chinese) (TTY:711)
P 1- 1230 e pal d Ladi ) n O8G0 g L) gt S (o S ol g4 S e
(iTarsi) A8a 04l 800-391-2000 (TTY: 711)
L5 B 3 Al 3T et a8 dt STk forg g 7 W werrdr dard 3uersd § 1-800-391-2000 (TTY:
(Hindi) 711) ® i =l
Hmoob LUS CEEV: You fi o . .
: Yog tias koj hais lus Hmoob, cov kev pab txog lus, muaj kev pab dawb rau koj.
(Hmong) Hu rau 1-800-391-2000 (TTY: 711).
HAGE ARHIE: BAREZESNLGE. BHOSEXIXEZ CRAWEETET, 1-800-
(Japanese) 391-2000 (TTY: 711) £¥T., FBEICTITEHK LIS,
=04 o RO E AFESIAIS B2, 2101 N MHIAS 222 0185H4! & USLICH 1-
(Korean) 800-391-2000 (TTY: 711) Ho 2 X 3lol FA Al 2.
WISI1990 ETJOQ?'U::]?’O? U)zl)'CO?b)‘)i’i‘) 290, NIVLINIVQOBOCWOOIVWII, EOE)UCEJJ
(Lao) 89, cconDwan o, Ins 1-800-391-2000 (TTY: 711).
) s fie€: 7 3 Urrst 8582 J, 3t 37 &9 AT A 393 B8 Hes Gussy I 1-
s
(Punjabi) 800-391-2000 (TTY: 711) '3 IS FJ|
Pycckuii BHUMAHME: Ecau Bbl rOBOpUTE Ha PyCCKOM SI3bIKE, TO BaM JIOCTYIHbI O€CIIaTHbIE
(Russian) yeiyru nepeBoga. 3Bonute 1-800-391-2000 (teneraiin: 711).
Tagalog PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng mga serbisyo
(Filipino) ng tulong sa wika nang walang bayad. Tumawag sa 1-800-391-2000 (TTY: 711).
2’1;:1“; Fou: dguyanmu neguannsaldusmsmemdonanld Tns 1-800-391-2000 (TTY: 711).
ai
Tiéng Viét CHU Y: Néu ban noi Tiéng Viét, co cac dich vu hd tro ngdn ngir mién phi danh cho

(Vietnamese)

ban. Goi sé 1-800-391-2000 (TTY: 711).




FORM TO FILE A STATE HEARING FROM A MANAGED CARE DENIAL

You can ask for a State Hearing by calling: 1-800-743-8525. TDD users, call
1-800-952-8349. You can also request a hearing in the following ways:

- You can request a hearing ONLINE at WWW.DSS.CA.GOV
- You can fill out this form and FAX it to State Hearings at 916-651-2789

- You can fill out this form and EMAIL it to SCOPEOFBENEFITS@DSS.CA.GOV

(Note: If you send it by email, please understand there is a risk that someone other than the

State Hearings Division could intercept your email. Please consider using a more secure
method of sending your request.)

You can also MAILL this State Hearing Request to:

California Department of Social Services
State Hearings Division

P.O. Box 944243, MS 9-17-37
Sacramento, CA 94244-2430

For free help filling out this form, call the legal help phone number listed on the
attached ‘Your Rights’ Notice

I do not agree with the decision about my health care. State the treatment,
drug, equipment, or service that the doctor requested. | disagree because:

(If you need more space, use another piece of paper and attach it to this one.)

PLEASE PROVIDE THIS INFORMATION ABOUT THE BENEFICIARY
(This is the person who was denied medical benefits)

NAME:

DATE OF BIRTH:
ADDRESS (Where you can get mail):

TELEPHONE NUMBER:

Do we have your permission to communicate with you by email? [ JYES [ ] NO

If Yes, what is your EMAIL ADDRESS:

Please provide your Medi-Cal BIC Card Number and Zor Social Security Number if you

have one

Do you have Straight Medi-Cal (Fee for Service) or Managed Care?

If Managed Care, what is the name of your HEALTH PLAN:



mailto:SCOPEOFBENEFITS@DSS.CA.GOV
mailto:SCOPEOFBENEFITS@DSS.CA.GOV

Page 2: PLEASE ANSWER EVERY QUESTION THAT APPLIES TO THE BENEFICIARY

My Doctor requested this health benefit on this date:

The Health Plan denied this health benefit on this date:

| have appealed the case to the Health Plan: YES[ ] On what date? NO[ 1]

The Health Plan gave an answer to the appeal: YES[ ] On what Date? NO[ 1

Did you ask the Health Plan for an expedited (72 Hour) appeal? [ J]YES [ ]NO
Did the Health Plan decide the appeal in 72 Hours? [ JYES [ ] NO

I NEED THESE FOR MY HEARING (Check these Boxes if they apply to you):

|:| | need an Expedited Hearing because my situation is urgent. My case must be

decided very quickly and I cannot wait for up to 90 days. This is what will happen without

a quick decision:

EXPLAIN WHY YOU CANNOT WAITUP TO 90 DAYS. If you do not explain, your
case will not be expedited and will be scheduled on the normal calendar. You can
submit a letter from your doctor or plan to show why you cannot wait.

|:| Continued Services / Aid Paid Pending: Please continue my treatment until the

Judge decides my case. (Describe the treatment that you want to continue and say what

date the plan stopped it or is planning to stop it):

|:| I want a Free Interpreter. My language or dialect is:

|:| | have a disability and want a reasonable accommodation to help me participate

in my hearing. The accommodation(s) | want is:

|:| I want someone else to speak for me (represent me) at the hearing. She/he can

see my medical records that relate to this hearing and come to the hearing. The person |

have chosen to speak for me is:

Name: Phone Number:
Address:
My signature: Today’s Date:

SEND THIS FORM WITH A COPY OF THE LETTER (NOTICE OF APPEAL
RESOLUTION) YOU RECEIVED FROM YOUR PLAN IF YOU HAVE IT. (IF YOU

WANT A COPY OF THIS FORM FOR YOURSELF, COPY IT BEFORE YOU SEND IT.)
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FOG- 8.1
Bernardo Ochoa
Member Health Educator

Date:

Re: Public Letter — Criteria Request

Dear,

Attached is a copy of the criteria that you requested on [insert date mm/dd/yyyy]. The materials
provided to you are guidelines used by Kern Family Health Care to authorize, modify, or deny
care for persons with similar illnesses or conditions. Specific care and treatment may vary

depending on individual needs and the benefits covered under your contract.

The criteria are guidelines only. Kern Family Health Care strongly advises that you discuss

your health care needs with your provider.
Sincerely,

Kern Family Health Care

Utilization Management Department

2900 Buck Owens Boulevard Bakersfield, CA 93308-6316 Phone (661) 664 — 5083

ATTENTION: If you speak a language other than English, language assistance services, free of charge, are
available to you. Call 1-800-391-2000 (TTY: 711).

ATENCION: Si habla espafiol, tiene a su disposicion servicios gratuitos de asistencia lingtiistica. Llame al
1-800-391-2000 (TTY: 711).

TR AR RS TR DR B EGE S RIS - 552 1-800-391-2000 (TTY: 711)
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Date:

Dear Provider,

The attached referral does not meet the criteria for an urgent expedited
review process within our utilization department. It has been re-classified as
routine and will be processed within five business days.

This 1s 1 accordance with Kern Health Systems policy 3.22 regarding
referrals and authorizations and as defined i the Health and Safety Code
1367.01(h)(2), which states, “requests are classified as urgent when the
member’s condition 1s such that he/she faces an imminent and serious threat
to his or her health including, but not limited to, the potential loss of life,
limb, or major bodily function, or the normal timeframe for the decision
making process would be detrimental to the member’s life or health or could
jeopardize his/her ability to regain maximum function.”

Nurse Case Manager
(661) 664-5083
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