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Your Rights and Responsibilities as a Santa Clara Family Health Plan
Cal MediConnect Plan (Medicare-Medicaid Plan) Member

When you are a member of Santa Clara Family Health Plan (SCFHP) Cal MediConnect,
you have certain rights and responsibilities. Rights are what you can expect to receive,
including needed treatment and information. Responsibilities are what we expect you to
do as a member of the plan.

Your rights and responsibilities as a member of SCFHP Cal MediConnect can be found
in Chapter 8 of your Member Handbook.

You also have these rights and responsibilities:

e Aright to a candid discussion of appropriate or medically necessary treatment
options for your conditions, regardless of cost or benefit coverage.

e Aright to make recommendations regarding the organization’s member rights
and responsibilities policy.

e A responsibility to understand your health problems and participate in developing
mutually agreed-upon treatment goals, to the degree possible.

If you have questions, call Customer Service at 1-877-723-4795, Monday through
Friday, 8 a.m. to 8 p.m. TTY users should call 1-800-735-2929 or 711.

Santa Clara Family Health Plan Cal MediConnect Plan (Medicare-Medicaid Plan) is a
health plan that contracts with both Medicare and Medi-Cal to provide benefits of both
programs to enrollees.
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Discrimination is Against the Law

Santa Clara Family Health Plan (SCFHP) complies with
applicable Federal civil rights laws and does not
discriminate on the basis of race, color, national origin,
age, disability, or sex. SCFHP does not exclude people or
treat them differently because of race, color, national
origin, age, disability, or sex.

SCFHP:

e Provides free aids and services to people with
disabilities to communicate effectively with us, such
as:

o Qualified sign language interpreters

o Written information in other formats (large print,
audio, accessible electronic formats, other
formats)

e Provides free language services to people whose
primary language is not English, such as:
o Qualified interpreters
o Information written in other languages

If you need these services, contact Customer Service at
1-877-723-4795, Monday through Friday, 8 a.m. to 8 p.m.
Pacific Time (PT). TTY/TDD users call 1-800-735-2929 or
711.
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If you believe that SCFHP 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:

Attn: Grievance and Appeals Department
Santa Clara Family Health Plan

6201 San Ignacio Avenue

San Jose, CA 95119

Phone: 1-877-723-4795

TTY/TDD: 1-800-735-2929 or 711

Fax: 1-408-874-1962

Email: CalMediConnectGrievances@scfhp.com

You can file a grievance in person or by mail, fax, or email. If you need help filing a
grievance, a Customer Service representative is available to help you.

You can also file a civil rights complaint with the U.S. Department of Health and Human
Services, Office for Civil Rights electronically through the Office for Civil Rights
Complaint Portal, available at https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or
phone at:

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

Room 509F, HHH Building

Washington, DC 20201

Phone: 1-800-368-1019

TDD: 1-800-537-7697

Complaint forms are available at hittp://www.hhs.gov/ocr/office/file/index.html.
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Language Assistance Services

English: ATTENTION: If you speak English, language assistance services, free of charge, are
available to you. Call Customer Service at 1-877-723-4795, Monday through Friday, 8 a.m. to 8 p.m.
TTY/TDD users should call 1-800-735-2929 or 711. The call is free.

Espafol (Spanish): ATENCION: Si habla espafiol, tiene a su disposicién servicios gratuitos de
asistencia linguistica. Llame a Servicio al Cliente al 1-877-723-4795, de lunes a viernes, de 8 a.m. a
8 p.m. Los usuarios de TTY/TDD deben llamar al 1-800-735-2929 o al 711. La llamada es gratuita.

Tiéng Viét (Vietnamese): CHU Y: Néu ban noéi Tiéng Viét, cé cac dich vu hd tro ngdn ng mién phi
danh cho ban. Hay goi Dich Vu Khach Hang theo sb 1-877-723-4795, tir thir Hai dén th&r Sau, 8 givy
sang dén 8 gi® tdi. Nhirng nguwdi st dung TTY/TDD goi dén sb 1-800-735-2929 hoadc 711. Cudc goi
dwoc mién phi.

th (Chinese): /3 & : RS > R RTHRIVIES KRS © 152 1-877-723-4795 4K
FARZES » T/ER A S F—% E A5 - 8:00 £ [ 8:00 - TTY/TDD A Figai s 1-800-735-2929 =,
71 o XERTHEIE -

Tagalog - Filipino (Tagalog): PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng
mga serbisyo ng tulong sa wika nang walang bayad. Tumawag sa Serbisyo para sa Customer sa
1-877-723-4795, Lunes hanggang Biyernes, mula 8 a.m. hanggang 8 p.m. Dapat tumawag ang mga
TTY/TDD user sa 1-800-735-2929 o 711. Libre ang tawag.

gh=7o] (Korean): 2]:%t=r0] 5 AF‘%WL -, o] A M| 25 FRE 0] 85k ¢ AF U
AL ARE FRAA 24 8 AINE S.F 8 AAbolol 1-877-723-4795 H 0.2 17 AfH] 2 BA o
A3}s] T4 AL TTY/TDD AHS- 1= 1-800-735-2929 W H4= 711 Wl o 2 A 3}s) AW

AUt setas Fadyh

Zugkpkl (Armenian): NECUNCNRESNRL Bphk junumd kp hwykpkl, wyw (kqiuljwi ogim pjui
Swnwympniutpp 2kq Juupudwnpykt widwp: Quiuquhwptp Zwdwhinpputph vywuwpldw
Ykuwnpnt 1-877-723-4795 htnwinuwhwiwpny kplyniowpphhg nppup 8 a.m.-hg 8 p.m.-n:
TTY/TDD oqunnutpp whwp E quiuquhwpki 1-800-735-2929 Jud 711: Quuqt wiy&wp L

Pycckun (Russian): BHUMAHWE: Ecnn Bel roBopute no-pyccku, Bel MmoxeTe 6ecnnatHo
BOCMONb30BaTbCA yCryraMmu nepeBoaynka. 3BOHUTE B CyX0y NoaaepXKu KIMeHTOB N0 HOMepY
1-877-723-4795 ¢ noHegenbHUKa no natTHUuy ¢ 8:00 go 20:00. Jinua, nonbayowmeca Tenetannom /
TEeNeKoOMMYHMKaLMOHHbIMK ycTponcTBamu ansa myxux (TTY/TDD), moryT cBsizaTbCa N0 HOMepam
1-800-735-2929 nnn 711. 3BOHKM BecnnaTHble.

. (Persian, Farsi):
sobed 3ok ) Lt i yiad 53 O8I ) sm 4n Gl e e Qg e S (e Cumaa ol Gl 4 S s
= TTY/TDD 008 2580 (ulai (5 5 Gy b e 8 U mua 8 Ciclus ) dsen L 4siliso sW )5, 4795-723-877-1
) 8l el o) 2,80 Gl 711 1 2929-735-800-1 o badi (33 yba ) il 53
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HZAEE (Japanese): ;I EEIH: BERBZESNIEE. BROEE Y —ERZTFIRAWLETEYT, BiE
ANSEIER. 51 8 B ~41% S BFICHIEDHRAT—H—E R (1-877-723-4795) T T &K L&Y,
TTY/TDD CHIFBM AL, 1-800-735-2929 =1 711 ITEBIEL TS, EERRIIEHTT,

Hmoob (Hmong): LUS CEEV:Yog koj hais lus Hmoob, peb muaj kev pab txhais lus pub dawb rau
koj. Hu Rau Lub Chaw Pab Cuam Neeg Qhua rau ntawm 1-877-723-4795, hnub Monday txog Friday,
8 teev sawv ntxov txog 8 teev tsaus ntuj. Tus xov tooj rau cov neeg TTY/TDD hu rau 1-800-735-2929
lossis 711. Yog tus xov tooj hu dawb.

YA (Punjabi): fimirs fe€. 3 3T YAt 8982 I3, 37 37 AT AT 3973 B He3 Qussy I Irad
AT § AT 3 H99T9, ARI 8 3 I3 8 71 39 3, 1-877-723-4795 '3 % 3| TTY/TDD TI3T Tiowt
& 1-800-735-2929 At 711 '3 I8 FIa Tel I g % He3 I Il

4 ali(Arabic): /
a0 e eDleall daniy Joail | Ulse @l Aalia 4 galll sae Lusall cilasd (8 ey jall Aall) Chaats i 13-4k gale
e JeaY) giay pand) Calanal JLat¥) S/ atll Cillgl) ardivs 5 8 S o 8 chanall ) Y e 4795-723-877-1
Ulae Juail 711 51 2929-735-800-1 a3,
R (Hindi): &7 & 3PR 39 @) aterd €, o 3mueh fT s11er #egrrar dare f:geh 39T g
T HHIR 9 YA, Gag 8 To1 A T & 8 To1 deh WMgeh T FT 1-877-723-4795 U Hiel T
THa &1 TTY/TDD 39RTeRarait s 1-800-735-2929 AT 711 UX shiel el ATRT| Shicl ﬁr:eﬁﬁ gl

mune (Thai): Sou: minnumanmene sifiusmsanusiomdenidunilaglilia 15 Tnsdadedousmsgnai
1-877-723-4795 ldnauaiuduminaiuans na108.00 u. 719 20.00 u. Fl% TTY/TDD awsninsdase 147
1-800-735-2929 w3a 711 Tavlitia 14310

181 (Mon-Khmer, Cambodian): {UBtABRgAMA: pAISitinnAgRSuNwMAaNig:
NS SWIgAM AN SR LG SINAEMNWRRAMG Y whigré i shnidismuinse
1877 723 4795 MGIAMS MgSS BrGeaup ik 8 {fin 815 8ANGY HMifd TTY/TDD
BRRGIRGNURAIUS 1 800 735 2929 U 711 9 MiUTgIdgARnRaig

wagae90 (Lao): Bugau: Haraucdawasanas, So8nausoefiodauwagad wuaaldianmay.
Tzﬁfmmﬂ&]wﬁﬁmn@nﬁﬂfﬁtﬁ 1-877-723-4795, (89:00li08nay 7 Sudeafo, G9ues 8 TugBama 8
TU9KR9. @mé TTY/TDD wuulditomacd 1-800-735-2929 § 711. nautnwuuinus.
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