Biéu Mau Khiéu Nai va Khang Nghi

\'”’ Santa Clara Family Danh Cho Héi Vién SCFHP DualConnect
Pién Thoai: 1-877-723-4795 (TTY: 711)
’ WS ¢ Health Plan, Fax: 1-408-874-1962

Biéu mau nay khdng bat budc. Chuwong trinh DualConnect (HMO D-SNP) ctia Santa Clara Family
Health Plan (SCFHP DualConnect) c6 thé gitp quy vi dién vao biéu mau nay hodc quy vi cé thé thuc
hién khiéu nai hoac khang nghi bang I&i n6i bang cach goi dén Phong Dich Vu Khach Hang theo s6
1-877-723-4795 (TTY: 711), 7 ngay mdt tuan, tir 8 gi0 sang dén 8 gio tbi. Sé co nguoi goi dién cho
quy vi ngay sau khi chang tdi nhan dwoc biéu mau nay. Chung t0i sé hd tro quy Vi bang moi cach c6
thé va tra 1o bat ky cau hdi ndo tlr quy vi. Chiing téi cé thé hé tro quy vi bang bat clr ngdn ng nao.

Tén Hbi Vién:

S6 ID Héi Vién: Ngay Sinh:

Dia chi:

Sé Pién Thoai Nha: S6 Dbién Thoai Di Béng:
Tén ngudi dién biéu mau néu khac véi & trén:

Méi quan hé: S6 dién thoai:

Ngay gap van dé:

Miéu ta chi tiét van dé (st dung mat sau cla trang nay néu quy vi can thém ché tréng dé viét):

Quy vi mudn ai d6 sé& lam diéu gi cho van dé nay?

Quy vi c6 can hé tro ngdn ng khéng?

[1cé [ 1Khéng Toy chon ngén ngi:

Quy vi c6 gap phai van dé& nao can cham soc y té trong vong 72 gi¢ ké tiép hay quy vi dang dau nhirc
dir déi?

[]cé [ 1 Khéng

Chir ky*: Ngay:

* Néu dwoc ky b&i mét ngwei khong phai hdi vien, SCFHP can phai c6 ban sao cta mau don
Chi Pinh Pai Dién (Appointment of Representative, AOR) c6 chir ky hoac mét thng béao
twong tw bang van ban. Quy vi c6 thé tim ban sao biéu mau AOR trén trang mang cua ching
toi tai www.scfhp.com/dualconnect.

SCFHP USE ONLY

L1 Grievance L1 Appeal SCFHP RECEIPT DATE/TIME:
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http://www.scfhp.com/dualconnect

Quy vj c6 thé nhan tro gitp ttr S& Cham Séc Strc Khde C6 Quan Ly California (California
Department of Managed Health Care)

S& Cham Soc Sire Khoé C6 Quan Ly California cé trach nhiém quan ly cac chwong trinh dich vu
cham soc strc khde. Néu quy vi co khiéu nai vé chuong trinh bao hiém strc khae, quy vi nén goi dién
cho chuong trinh bao hiém strc khée clia quy vi trvéc theo sb 1-877-723-4795 va st dung quy trinh
khiéu nai cua chwong trinh triwérc khi lién lac véi sé. Viéc str dung quy trlnh khiéu nai khéng cam
bat ky quyén phéap ly hay bién phap khac phuc tiém an nao cé thé san c6 cho quy vi.

Néu quy vj can tror gidp vé khiéu nai lién quan dén mot tredong hop cép cuu, khleu nai chwa dwgc
chuwong trinh bao hiém strc khde clia quy vi gidi quyet théa dang, hay khiéu nai van chwa duorc giai
quyét sau hon 30 ngay, quy vi c6 thé goi cho S& dé dwoc hé tro.

Quy vi cling c6 thé héi da diéu kién dé dwoc Danh Gia Y Té Boc Lap (IMR). Néu quy vi héi da diéu
kién nhan IMR, quy trinh IMR sé& duyét xét mdt cach khach quan vé nhirng quyét dinh y t& do mét
chuong trinh bao hiém strc khde dwa ra lién quan dén sy can thiét vé mat y té cia mot dich vu hoéc
liéu phap diéu tri dwoc dé xuét, nhivng quyet dinh dai tho cho viéc diéu tri mang tinh nghién ctru hoac
ther nghiém, cling nhw nhirng tranh chip vé viéc chi trad cho céc dich vu y té khan cép hay cap cou.

S& ciing c6 sb dién thoai mién cudc (1-888-466-2219) va dudng day TTY (1-877-688-9891) danh
cho ngudi bj suy giam thinh giac va kha nang noi. Trang mang cda s& www.dmhc.ca.gov co cac
biéu mau khiéu nai, mau don dang ky IMR va cac huwéng dan trwc tuyén.

Débi v&i cac van dé khan cép, quy vi cé thé goi truéc cho S& ma khdng can ndp don khiéu nai cho
chwong trinh strc khée cua quy vi.

La ngudi thy hwdng Medi-Cal, quy vi co thé yéu cdu mot phién Diéu Tran Tiéu Bang. Néu quy Vi
quyét dinh yéu cau phlen diéu tran, quy vi phai thwc hién diéu nay trong vong 120 ngay theo lich ké
tlr ngay gri thdng bao cua quy vi. Vui long lién hé véi SCFHP dé nhan céc biéu mau quy vi can. Cac
biéu mau nay cling c6 san tai Co Quan Dich Vu X&a Hoi (Department of Social Services) ctia Quan
Santa Clara. Thong tin vé Diéu Tran Tiéu Bang ciing c6 s&n tai:

e Dién thoai: 1-800-952-5253
TTY: 1-800-952-8349

e Quathw: California Department of Social Services
State Hearings Division
PO Box 944243, MS 9-17-37
Sacramento, CA 94244-2430

Nhan trer gitip tte Medicare . o .
Quy vi c6 the goi trye tiep cho Medicare dé dworc tro giup cac van de. Day la hai cach de nhan tro
giup tr Medicare:

e Dién thoai: 1-800-MEDICARE (1-800-633-4227), 24 gid mbi ngay, 7 ngay méi tuan.
TTY: 1-877-486-2048. Cubc goi dwgrc mién phi.

e Trang mang: www.medicare.gov

Trang 2 /3



Quy vj c6 thé nhan tro gitp tte Té6 Chirc Cai Thién Chat Lwong (Quality Improvement
Organization, QIO)

Tiéu bang ctia chang ta cé mét td chire 6 tén 1a Td Hop Chadm Séc LAy Nguei Thu Hwéng va Gia
Dinh Lam Trung Tam (Beneficiary and Family Centered Care, BFCC) - Té Chirc Cai Thién Chéat
Lwong (QIO) cla Livanta. Day la mét nhdm cac bac si va chuyén gia y té khac nham gitp cai thién
chét lwong dich vu chdm soc cho nhirng ai tham gia chwong trinh Medicare.

Lién hé BFCC-QIO cua Livanta néu quy vi gap van dé vé chéat lwong dich vu cham séc ma quy vi
nhan duorc, néu quy vi nghi rang th&i gian ndm vién cla quy vi két thic qua sém hodc quy vi ngh|
rang cac dich vu cham séc strc khde tai nha, cham séc tai co' s& diéu dwéng ki ndng hoac co s&
phuc hdi chirc nang ngoai trd toan dién (comprehensive outpatient rehabilitation facility, CORF) cta
quy vi két thac qua sém. BFCC-QIO cua Livanta khoéng c6 két ndi véi chwong trinh ciia ching toi.

e Dién thoai: 1-877-588-1123, 24 gid mbi ngay, 7 ngay mai tuan. o
TTY: 1-855-877-6668, so dién thoai nay danh cho nguwoi c6 van de vé thinh giac hoac
kha n&ng ndi. Quy vi phai c6 thiét bi dién thoai dac biét dé goi vao sé may nay

e Fax: Khang nghi: 1-855-694-2929
Tat ca cac danh gia khac: 1-844-420-6672

e Quathuw: Livanta BFCC-QIO
10520 Guilford Road, Suite 202
Annapolis Junction, MD 20701

e Trang mang: www.livanta.com

DualConnect clia Santa Clara Family Health Plan 1a mét chwong trinh HMO D-SNP ¢6 hop déng véi
M‘edicare va Medi-Cal. Viéc ghi danh tham gia DualConnect phu thudc vao tinh trang gia han hop
dong.
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."h’. Santa Clara Family

sy Health Plan. 606 BAO cHONG PHAN BIET DOI XU

Phan biét dbi xt 1a hanh vi trai phap luat. Santa Clara Family Health Plan DualConnect (HMO D-
SNP) (SCFHP DualConnect) tuan tha cac luat vé dan quyén cta Tiéu Bang va Lién Bang. SCFHP
DualConnect khéng phan biét dbi xt bat hop phap loai trr hay doi Xt voi moi ngudi mot cach khac
biét do gigi tinh, chdng téc, mau da, ton giao, tb tién, nguon goc quoc gia, nhan dang nhém dan toc,
tudi tac, tinh trang khuyét tat vé tinh than, tinh trang khuyét tat vé thé chét, tinh trang y té, théng tin di
truyén, tinh trang hén nhan, ban dang gi¢i hodc xu hwéng tinh duc.

SCFHP DualConnect cung cap:

e H6 tro va dich vu mién phi cho nguoi khuyét tat dé& gitp ho trao déi thong tin tét hon, nhu:
o0 Théng dich vién ngén ngir ky hiéu c6 kha nang
0 Théng tin bang van ban dwédi cac dinh dang khac (ban in chi Ién, am thanh, dinh dang

dién tlr c6 thé truy cap, cac dinh dang khéac)
e Dich vu ngdn ng mién phi cho nhixng ngudi c6 ngdbn ngir chinh khdng phai 1a Tiéng Anh,
nhuw:

0 Théng dich vién c6 kha nang
o0 Théng tin dang van ban bang cac ngdn ngi khac

Néu quy vi can cac dich vu nay, hay lién hé véi SCFHP DualConnect tir 8:00 sang dén 8:00 t6i,

7 ngay mét tuan bang cach goi dén sb 1-877-723-4795. Hoac néu quy vi khong thé nghe hoac noi rd
rang, vui 1dng goi dén 711. Khi c6 yéu cau, théng tin nay sé dwoc cung cap bang chir ndi braille, ban
in chi I&n, badng ghi am hodc dinh dang dién t&r. D& nhan moét trong sé cac ban sao & dinh dang thay
thé nay, vui long goi hoéc viét thu giri dén:

Santa Clara Family Health Plan
PO Box 18880

San Jose, CA 95158
1-877-723-4795 (TTY: 711)

CACH NOP PON KHIEU NAI

Néu quy vi tin rang SCFHP DualConnect da khéng cung cap nhirng dich vu trén hoac phan biét dOI
XUp bat hop phap theo cach khac dya trén gidi tinh, chang toc, mau da, ton giao, td tién, nguon gbc
quoc gia, nhan dang nhém dan toc, tudi tac, tinh trang khuyét tat vé tinh than, tinh trang khuyét tat vé
thé chéat, tinh trang y t&, thong tin di truyén, tinh trang hén nhan, ban dang gIO’I hoac xu hwdng tinh
duc, quy vi cé thé ndp don khiéu nai véi SCFHP DualConnect. Quy vi cé thé ndp don khiéu nai bang
cach goi dién, viét thw, tryc tiép, hodc qua hinh thire dién to:

e Qua dién thoai: Lién hé voi SCFHP DualConnect tir 8:00 sang dén 8:00 t6i, 7 ngay mét tuan
bang cach goi dén so 1-877-723-4795. Hoac, néu quy vi khdng thé nghe hoac ndi rd rang, vui
Iong goi dén 711.

e Béng van ban: Pién day du thong tin vao mau don than phién hoac viét thw va gt dén dia chi:

Attn: Grievance and Appeals Department
Santa Clara Family Health Plan

6201 San Ignacio Ave

San Jose, CA 95119

e Truc tiép: Hay dén van phong bac si clia quy vi hodc SCFHP DualConnect va cho biét quy vi
muon ndp don khiéu nai.
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e Bang phuwong thirc dién ti: Truy cap trang web ctia SCFHP DualConnect tai dia chi
www.scfhp.com/dualconnect.

VAN PHONG DAN QUYEN - SO DICH VU CHAM SOC SU’C KHOE CALIFORNIA
(CALIFORNIA DEPARTMENT OF HEALTH CARE SERVICES)

Quy Vi cling co thé ndp don khiéu nai vé dan quyén véi Van Phong Dan Quyén clia S& Dich Vuy
Cham Soc Stre Khoe California qua dién thoai, viet thw hoac bang phwong tién dién to:

e Qua dién thoai: Goi s6 916-440-7370. Néu quy vi khong thé nghe hoac néi tét, vui long goi 711
(Dich Vu Tiép Am Vién Thong).

e Bang van ban: Hay dién thdng tin vao mau don than phién ho&c gl thw dén:

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

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

Céc biéu mau khiéu nai c6 san tai http://www.dhcs.ca.qov/Pages/Language Access.aspx.

e Bang phuwong thirc dién t&: Gri email t&i CivilRights@dhcs.ca.gov.

VAN PHONG DAN QUYEN — BQ Y TE VA DICH VU NHAN SINH HOA KY (U.S. DEPARTMENT OF
HEALTH AND HUMAN SERVICES)

Néu quy vi tin rang quy vi da bj phan biét dbi xir dwa trén chung tdc, mau da, nguon gbc quoc gia,
tudi tac, tinh trang khuyet tat hay gi&i tinh, quy vi cling co thé nop don khiéu nai vé dan quyéen voi
Van Phong Dan Quyén cta Bd Y Té va Dich Vu Nhan Sinh Hoa Ky bang cach goi dién, viét thuw,
hoac qua phwong tién dién to:

e Qua dién thoai: Goi sb 1-800-368-1019. Néu quy vi khéng thé nghe hoac nai tét, vui 1dng goi
TTY/TDD 1-800-537-7697.

e Bang van ban: Hay dién thdng tin vao mau don than phién ho&c gl thw dén:

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

Room 509F, HHH Building

Washington, D.C. 20201

Mau don khiéu nai c6 thé tai vé tai http://www.hhs.gov/ocr/office/file/index.html.

e Bang phuwong thirc dién tl: Truy cap Cdng Thong Tin Than Phién cla Van Phong Dan Quyén
tai https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.
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"”’ Santa Clara Family

‘i Health Plan.

English — ATTENTION: If you need help in your language call 1-877-723-4795 (TTY: 711). Aids and
services for people with disabilities, like documents in braille and large print, are also available. Call
1-877-723-4795 (TTY: 711). These services are free of charge.

Language Assistance Services

Mensaje en espafiol (Spanish) — ATENCION: si necesita ayuda en su idioma, llame al
1-877-723-4795 (TTY: 711). También ofrecemos asistencia y servicios para personas con
discapacidades, como documentos en braille y con letras grandes. Llame al 1-877-723-4795
(TTY: 711). Estos servicios son gratuitos.

Khau hiéu tleng Viét (Viethamese) — CHU Y: Néu quy vi can tro gitp bang ngbn nglr cia minh, vui
long goi sb 1-877-723-4795 (TTY: 711). Chung ti cling hd tro va cung cap céac dich vu danh cho
ngudi khuyét tat, nhw tai liéu bang chi ndi Braille va chir khé I&n (chir hoa). Vui long goi s
1-877-723-4795 (TTY: 711) . C4c dich vu nay déu mién phi.

B{RPXARIE (Chinese) — 1R : IREHFZEUGCREIBIRHEED) - BB 1-877-723-4795
(TTY: 711) , BOAERBENEEATHNEFRS - AINXENEZERAZRHEE - 25 FA
BY - BB ER 1-877-723-4795 (TTY: 711), XLERFZEHZ R -

Tagalog — ATENSIYON: Kung kailangan mo ng tulong sa iyong wika, tumawag sa 1-877-723-4795
(TTY: 711). Mayroon ding mga tulong at serbisyo para sa mga taong may kapansanan,tulad ng
mga dokumento sa braille at malaking print. Tumawag sa 1-877-723-4795 (TTY: 711) . Libre ang
mga serbisyong ito.

‘ (Arabic) dxally Jledll
ety e badl Und 55 1-877-723-4795 (TTY: 711) = Jeaild el saelusall ) cinial 13) L) a5
cilardll oda 1-877-723-4795 (TTY: 711) = el usSl) il 5 Jy s 4y yhay 4 55l laiiasall Jio il ) 5 53 GalaiSl

[wytptu yhnwy (Armenian) — NFCUYYNEG@ENEL: Gt Qtq oqunipynLu E hwpywdnp Qb
lGayny, quugwhwnbp 1-877-723-4795 (TTY: 711) : Ywl Lwl. odwlnwy Uhgngutin nL
SwnwynLeynLlluEn hw2dwunwunieintu nlubgnn wuédwug hwdwp, ophuwy™ Fpwyth gpnuunhwny nu
fun2npwwnwn tnwwagnpywsd Untpbn: 2Qwluqwhwnbpl-877-723-4795 (TTY: 711) : Ujn
dwnwynrpjnLtuutpu wuydwn Gu:

UNIEN UM anNi8i (Cambodian) — GamM: i0HM (81 MINSW Man IUIHS gy
sidnisiiug 1-877-723-4795 (TTY: 711(4 NS SH 1UNAY U RS0/
SGMARIIIITNHSIR U O[ENUNSOMITE S UAR It H ANyt
AHIGIFCSRHINY SINNURIUS 1-877-723-4795 (TTY: 711(4 ivhmgsidiS:ESARIgIS]w

ol o) 4 llas(Farsi)
et 5SS a8 (il 1-877-723-4795 (TTY: 711)0 casS <l 0 S 3 ) 4 2l d e K s g
1-877-723-4795 (TTY: L.l dgn s 50 ¢S5 s n bigla 5 ipdad slaads aiile «Cud slasa (51510 3l i) (a2 suaida
g a3l BG)) lexd Gyl 2,80 il 711)

fgdt SIS (Hindi) — &I & 3R 3MUDT U= HTT & TGTIdT B TSN § ol 1-877-723-4795
(TTY: 711 (R HId D | SHRIGAT GTe AT b oY TG R HaTd o st ok a1 fife & off g
U § | 1-877-723-4795 (TTY: 711 (R B B | T Jad (1 - Yewb &
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Nge Lus Hmoob Cob (Hmong) — CEEB TOOM: Yog koj xav tau kev pab txhais koj hom lus hu rau
1-877-723-4795 (TTY: 711). Muaj cov kev pab txhawb thiab kev pab cuam rau cov neeg xiam oob
ghab, xws li puav leej muaj ua cov ntawv su thiab luam tawm ua tus ntawv loj. Hu rau
1-877-723-4795 (TTY: 711). Cov kev pab cuam no yog pab dawb xwb.

HAZEREE (Japanese) — B HAETCOMEHADERIGEL 1-877-723-4795 (TTY: 711) AHEEES
&\, RFOERPYFOILARREE, BEFAWVESEFEEOHDEHOY-LATAELTWEY, 1-877-723-
4795 (TTY: 711) ABBEEZSV, IN6DOY-E A ER TIRRELTVNET,

SH=0f Ef 12+Q1 (Korean) — R 2| AtSH: FBto| Qo2 =28
(TTY: 711) Ho 2 EOISHHA|R. FAtLE 2 &KXt 2 E At 20| Fo

MH|A L 0|8 7hsTHL|Ct 1-877-723-4795 (TTY: 711) HO 2 EOISIMA| 2. 0|23t MH
FE= MSELCt

cNlowazaro (Laotian) — Uznao avvciegnivaoivgosciislvwagrgeguow ol umacs
1-877-723- 4795 (TTY: 711). §9500920908CHDCCENIVVINIVFIIVHVLWNIL

cavcan SﬁvmcUDanzavvvcco :5L0BLlne WitnmacS 1-877-723-4795 (TTY: 711).
mvu:JmDcog‘mumagc:sem?ame?og.

Mien — LONGC HNYOUV JANGX LONGX OC: Beiv taux meih giemx longc mienh tengx faan benx
meih nyei waac nor douc waac daaih lorx taux 1-877-723-4795 (TTY: 711). Liouh lorx jauv-louc
tengx aengx caux nzie gong bun taux ninh mbuo wuaaic fangx mienh, beiv taux longc benx
nzangc-pokc bun hluo mbiutc aengx caux aamz mborgv benx domh sou se mbenc nzoih bun longc.
Douc waac daaih lorx 1-877-723-4795 (TTY: 711). Naaiv deix nzie weih gong-bou jauv-louc se
benx wang-henh tengx mv zuqgc cuotv nyaanh oc.

Urrel IBTEs (Punjabi) — s fe6: 7 30§ e s fig Hee S 33 I 3T I8 94
1-877-723-4795 (TTY: 711). WUTJH B et ATTE3T w3 A, ﬁléﬁ%»@ﬂ’élwéﬁﬂ
TH3TeH, < BUSHU I68| 18 9d 1-877-723-4795 (TTY: 711). fog Ae<i He3 I8

Pycckun cnoraH (Russian) — BHUMAHWE! Ecnn Bam Hy)XHa NOMOLLb Ha BalleM POAHOM SA3bIKe,
3BOHUTE 1Mo Homepy 1-877-723-4795 (nnHna TTY: 711). Takke npegocTaBnsAwTCA CpeacTea u
ycnyru Ans nogen ¢ orpaHNYeHHbIMU BO3MOXHOCTAMM, HanpumMep SOKYMEHTbI KPYMHbIM LWPUETOM
nnu wpudtom bpannsa. 3BoHnTe no Homepy 1-877-723-4795 (nuHna TTY:711). Takue ycnyru
npenocTaBnsTca becnnartHo.

winladmwnlug (Thai) — Tusensu mnnaudasmsanutsmdaiunuvasnnl
ﬂ‘:;mﬂwsﬁwﬂylﬂﬁﬁmmam 1-877-723-4795 (TTY: 711) uenannil dansoslimnusiomdouazusmssing o
A wsuuAraidauRng 1w lnaNseing 4 AiludnusiusadiazienansinuwWshussnusuualna

Asaun Insdwyi lWiinunsiae 1-877-723-4795 (TTY: 711) lifienh Ioansdwsuusmamani

Mpumitka ykpaiHcbkoto (Ukrainian) — YBATA! Akwo Bam noTpibHa gonomora BaLLo pPigHO
MOBOI0, TenedoHynTe Ha Homep 1-877-723-4795 (TTY: 711). Iltogn 3 0GMEXEHMMN MOXKITMBOCTAMM
TaKoX MOXYTb CKOpUCTaTUCH AOMNOMDKHUMM 3acobamu Ta nocnyramu, Hanpuknag, otpyumarti
OOKYMEHTU, HaZpyKoBaHi WwpudTom bpannsa Ta Benuknm wpndtom. TenedoHynte Ha HoMep
1-877-723-4795 (TTY: 711). Lli nocnyrn 6e3KOLTOBHI.
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