3 | Hwé'ng dan nhan dich vu cham séc

s

health net
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Phé duyét trwdc (cho phép trudc)

D3i v&i modt sb loai dich vu chdm sdc, PCP hodc béc si chuyén khoa cta quy vi cAn dugc

Health Net cho phép truéc khi quy vi nhan dich vu chdm séc. Diéu nay dugc goi la xin phé duyét
trwdc hay cho phép truwdc. Diéu dé cé nghia |1a Health Net phadi ddm bao rang dich vu chdm séc
|3 can thiét vé mat y té (can thiét).

Dich vu can thiét vé mat y té& |a dich vu hop ly va can thiét dé bao vé tinh mang cla quy vi, ngdn
quy vi mac bénh ndng hodc khuyét tat, hodc gidam con dau dir déi do mdt bénh ly, bénh hoic
chan thuvong d3 dwoc chan doan gay ra. P6i vai cac hoi vién dudi 21 tudi, cac dich vu cla
Medi-Cal bao gom dich vu chdm séc can thiét vé mat y t& dé diéu tri hodc giip giam nhe mot
can bénh hodc tinh trang strc khde thé chat hodc tam than.

Cac dich vu sau day luén can dugc phé duyét trudce (cho phép trwdc), ngay ca khi quy vi nhan
céc dich vu d6 tir modt nha cung cdp dich vu chdm séc strc khoe trong hé thong cla Health Net:

* Nhéap vién, néu khdng phai trwvdng hop cap ctru

= Cacdich vu bén ngoai khu vic dich vu cla Health Net, néu khong phai |a trwong hop cap
ctru hodc chdm séc khan cap

= Dijch vu chdm sdéc dai han hodc dich vu diéu dudng chuyén mon tai mét co s& diéu dudng
(bao gdbm cac Co s&@ Cham s6c Ban Cap tinh danh cho ngudi [én va tré em cd hop déng véi
Don vi Chdm séc Ban Cap tinh thudc S& Quan ly Cham séc Strc khéde) hodc cac co s& chdm
sAc trung gian (bao gdbm Co s& Cham sdc Trung gian danh cho Ngudi khuyét tat Phat trién
(ICF/DD), ICF/DD-Phét trién chitc ning (ICF/DD-H), ICF/DD-Didu dwéng (ICF/DD-N))

= Chup chiéu hinh dnh nang cao

= Dijch vu chuyén chdy té trong trudrng hop khdng phai cap ciu

Dich vu xe clru thuong cap ctru khéng yéu cau phé duyét trudc (cho phép trudce).

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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Da&i vai cdc yéu cau phé duyét trudce (cho phép trudc) tiéu chuan, Health Net phai phan hoi yéu
cau cha quy vi nhanh nhat cd thé tuy theo tinh trang y t& cta quy vi, nhwng khéng muén hon
nam ngay lam viéc ké tir khi Health Net nhan duwoc théng tin ma ho d3 yéu cau va dugc xem 1a
can thiét mot cach hop ly dé duwa ra quyét dinh (phé duyét, thay déi hodc tir ch6i) d6i vai yéu
cau cla quy vi. Health Net phai phan hoi khdng mudn hon bay ngay theo lich ké tir khi

Health Net nhan dugc yéu cau cla quy vi.

N&u nha cung cap dich vu cham sdéc strc khde hodc Health Net xac dinh rang viéc tuan theo
khung thdi gian tiéu chuan cé thé gy nguy hiém nghiém trong dén tinh mang hoac strc khoe
cla quy vi, hodc kha ndng dat dworc, duy tri hodc phuc hdi chirc ndng téi da cta quy vi,

Health Net s& dwa ra quyét dinh phé duyét trudc (cho phép trudc) nhanh hon theo quy trinh
gap. Health Net s& phan hdi nhanh nhat cé thé tuy theo tinh trang y t& cla quy vi, nhung khéng
mudn hon 72 gid ké tir khi Health Net nhan dwoc yéu cau cta quy vi.

Trong mot sé trudng hop nhat dinh, Health Net cé thé can thém thong tin dé dwa ra quyét dinh
(phé duyét, thay d6i hodc tir chdi) d6i vdi yéu cau phé duyét trudce (cho phép trudc) cla quy vi.
Né&u diéu nay xay ra, Health Net sé cé thém t8i da 14 ngay theo lich dé dwa ra quyét dinh. Sau
khi Health Net nhan duogc théng tin can thiét, Health Net phai dua ra quyét dinh nhanh nhat cé
thé tuy theo tinh trang y t& cla quy vi, nhwng khéng mudn hon ndm ngay lam viéc d&i vdi cac
yéu cau tiéu chuin hodc 72 gid d8i vai cac yéu cau gip. Nha cung cap dich vu cham sdc sire
khoe cla quy vi cé thé yéu ciu gia han thoi gian dé Health Net phan hoi cac yéu cau tiéu chuan.
Quy vij c6 thé yéu cau gia han d&i vdi cac yéu cau tiéu chuan hodc gdp. Nhan vién y té hodc

lam sang, chang han nhu bac si, y ta va duoc si, sé xem xét cac yéu cau vé phé duyét truwdc
(cho phép trudc).

Health Net khéng can thiép dén quyét dinh tir chéi, thay d&i hodc phé duyét khoan dai tho hoac
dich vu clia ngudi xét duyét dudi bat ky hinh thirc nao. Néu Health Net khdong phé duyét yéu
cau, Health Net s& glri thu Thong Bdo Hanh Ddng (NOA) cho quy vi. Thu NOA s& cho quy vi biét
cadch nép don khang cdo néu quy vi khdng déng tinh vai quyét dinh nay.

Health Net sé lién lac v&i quy vi néu Health Net cdn thém thdng tin hodc thém thoi gian dé xem
xét yéu cau cla quy vi.

Quy vi khéng bao gi® can xin phé duyét trudc (cho phép trwdc) déi véi dich vu chdm séc cap
ctru, ngay ca khi dich vu d6 duoc cung cap ngoai hé théng clia Health Net hodc ngoai khu

vire dich vu cta quy vi. Trong d6 bao gdm dich vu sinh dé va chuyén da néu quy vi mang thai.
Quy vi khéng can duoc phé duyét trude (cho phép trudc) déi vai mot sé dich vu chdm séc nhay
cam nhat dinh. P& tim hiéu thém vé céc dich vu chdm séc nhay cdm, vui ldng doc muc

“Cham séc nhay cdm” & phan sau trong chuong nay.

Vui l1ong goi s6 1-800-675-6110 (TTY 711) néu quy vi cé thdc mac lién quan dén van dé phé
duyét trudc (cho phép trudec).

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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Y kién th hai

Quy vj cé thé mudn xin y kién thit hai vé dich vu chdm séc ma nha cung cap dich vu cham séc
strc khoe cla quy vi cho biét quy vi can hodc vé chan dodn hodc phac d6 diéu tri cha quy vi.
Vi du: quy vi cé thé muén xin y kién th& hai néu quy vi mudn ddm bao viéc chan dodn |a chinh
xac, quy vi khong chic rang minh can diéu tri hay phau thuat theo chi dinh hodc quy vi d3 c6
gang tuan theo mot phac do diéu tri va khong cé hiéu qua.

Health Net sé& tra tién cho y kién th& hai néu quy vi hodc nha cung cap dich vu chdm séc sirc
khoe trong hé théng cla quy vi yéu ciu va quy vi s& nhan dwoc y kién thi hai tir nha cung cap
dich vu chdm sdc strc khée trong hé théng. Quy vi khdng can xin phé duyét trudc (cho phép
trudc) tir Health Net khi xin y ki€n th hai tir nha cung cap dich vu cham sdc strc khde trong hé
théng. Néu quy vi mudn nghe y kién th hai, ching t6i sé gidi thiéu quy vi dé€n nha cung cap
dich vu chdm séc stre khde trong hé théng c6 da trinh d6 dé ho dua ra y ki€n thi hai cho quy vi.

DE yéu cau y kién thir hai va duoc tro gitip chon nha cung cap dich vu chdm séc strc khde, vui long
g0i s6 1-800-675-6110 (TTY 711). Nha cung cap dich vu chdm sdc strc khde trong hé théng clia quy
vi cling c6 thé gitp quy vi nhan duoc gidy gidi thiéu dé cd y kién thir hai néu quy vi muén.

Né&u khdng cé nha cung cap dich vu chdm séc strc khoe trong hé théng cla Health Net dwaray
kién th hai cho quy vi, Health Net s& tra tién dé nhan dugc y kién th hai tir nha cung cap dich
vu cham sdc strc khde ngoai hé thdng. Health Net s& thdng bdo cho quy vi biét liéu nha cung cap
dich vu chdm sdc strc khde ma quy vi chon dé dua ra y kién thir hai cé dugc phé duyét hay
khdng nhanh nhat cé thé tuy theo tinh trang y té cta quy vi, nhung khéng muén hon ndm ngay
lam viéc ké tir khi Health Net nhan dugc théng tin ma ho d3 yéu cau va dugc xem la can thiét
mot cach hop ly dé dua ra quyét dinh vé yéu cau cla quy vi. Health Net phai phan héi khong
mudn hon bay ngay theo lich ké tir khi nhan dwoc yéu cau cta quy vi.

N&u quy vi mac bénh man tinh, bénh n3ng hodc nghiém trong, hodc gap phai nguy co de doa
dén sirc khoe cua quy vi ngay 1ap tirc va nghiém trong, bao gdm nhwng khdng gidi han & viéc
mat mang, cut chan tay hodc mat chirc ndng cla co thé hodc bd phan co thé quan trong,
Health Net s& dua ra van ban quyét dinh trong vong 72 gid ké tir khi nhan duoc yéu ciu cla
quy vi.

Né&u Health Net tir chdi yéu cu xin y kién th hai cda quy vi, quy vi cé thé ndp don khiéu nai.

A

Pé tim hiéu thém vé khiéu nai, hdy doc muc “Than phién” trong Chuong 6 cla sé tay nay.

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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4.Quyén lgi va dich vu

Cac quyén lgi Medi-Cal do Health Net dai tho

Dich vu nha khoa

Né&u quy vi sdng tai quan Los Angeles hodc Sacramento: Medi-Cal s&t dung cidc Chuong trinh
Medi-Cal Dental (Chuong trinh chdm séc nha khoa c6 quan ly) dé cung cap cdc dich vu nha khoa
cho quy vi.

Né&u quy vi sdng tai quan Sacramento, quy vi phai ghi danh vao méot Chuong trinh
Medi-Cal Dental (Chwong trinh cham séc nha khoa cé quan ly).

Dé& tim hiéu thém, h3y truy cdp Medi-Cal Health Care Options tai
https://www.dhcs.ca.gov/Pages/myMedi-Cal.aspx.

Néu quy vi sdng tai quan Los Angeles, quy vi cd thé tiép tuc st dung dich vu Medi-Cal Dental Tra phi
theo dich vu (FFS) hodc quy vi cé thé chon Chuong trinh Medi-Cal Dental (Chuong trinh cham séc nha
khoa cé quan ly). D& chon hodc thay déi chuong trinh nha khoa, h3y goi Medi-Cal Health Care Options
theo s 1-800-430-4263. Quy vi khong thé déng thai ghi danh vao chuong trinh PACE hodc SCAN va
mot Chuong trinh Medi-Cal Dental (Chuwong trinh cham sdc nha khoa cé quan ly).

Medi-Cal dai tho cho cac dich vu nha khoa, bao gém:

* Toan bd va mét phan rang gia " Tramrang

*  M3o ring (duc san/duwoc ché tac tai phong = Chinh hinh rang ham mat cho tré em du
thi nghiém) tiéu chuan

* Djch vu nha khoa chan doén va phong »  Piéu tri dng tly chan rang (trudc/sau)
nglta nhu tham kham, chup X-quang va vé * L3y caorangva lam lang mat gbc rang
sinh rang * Nhérang

* Dijch vu chdm séc cap clru dé kiém soat *  Florua boi b& mat rang
con dau

Né&u quy vi séng tai quan Los Angeles hodc quan Sacramento va cé thac mac hodc mudn tim
hi€éu thém vé cdc dich vu nha khoa, ddng thoi dang ghi danh vao Chuong trinh Medi-Cal Dental
(Chuong trinh cham séc nha khoa c6 quan ly), hdy goi cho Chuong trinh Medi-Cal Dental
(Chuong trinh cham séc nha khoa c6 quan ly) ma quy vi da duoc chi dinh.

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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Cac churong trinh va dich vu Medi-Cal khac

Céac dich vu khac quy vi c6 thé nhan duoc qua chwong trinh Medi-Cal Tra phi
theo dich vu (FFS) hoac cac chwong trinh Medi-Cal khac

Health Net khong dai tho cho mét s6 dich vy, nhung quy vi van ¢ thé nhan duorc cac dich vu d6
théng qua Medi-Cal FFS hodc céc chuong trinh Medi-Cal khac. Health Net s& diéu phdi vdi cac chuong
trinh khac dé quy vi c6 thé nhan duorc tat ca cac dich vu can thiét vé maty t&, bao gdm ca nhirng dich
vu thudc pham vi dai tho cda chuong trinh khac chr khdng phai cla Health Net. Phan nay liét ké mét
s8 dich vu nhu vay. D& tim hiéu thém, hay goi s6 1-800-675-6110 (TTY 711).

Dich vu nha khoa

Né&u quy vi séng tai cdc quan Amador, Calaveras, Inyo, Mono, San Joaquin, Stanislaus, Tulare
va Tuolumne, Medi-Cal Dental FFS gidng v&i Medi-Cal FFS ddi vdi cac dich vu nha khoa cda quy
vi. Truwde khi nhan dich vu nha khoa, quy vi phai trinh thé BIC Medi-Cal cho nha cung cdp dich vu
nha khoa. H3y dam bao rang nha cung cap dich vu cham séc sirc khde d6 chap nhan bdo hiém
Medi-Cal Dental FFS va quy vi khdng tham gia chuong trinh chdm sdc stre khoe cé quan ly dai
tho cac dich vu nha khoa.

Medi-Cal dai tho cho mét loat cac dich vu nha khoa théng qua Medi-Cal Dental, bao gom:

= Toan bd va mot phan ring gia * Tram ring

* Mo réng (duc san/dugc ché tac tai = Chinh hinh rdng ham mat cho tré em d0
phong thi nghiém) tiéu chuan

= Dich vu nha khoa chdn doan va phong » Dijéu tri 6ng tdy chan ring (trudc/sau)
nglra nhu tham kham, chup X-quang va = L4y cao rang va lam lang mat géc rang
vé sinh rang * Nhd rang

* Dich vu chdm séc cap ctru dé kiém soat = Florua bdi b& mit ring
con dau

N&u quy vi cé thac mac hodc mudn tim hiéu thém vé cac dich vu nha khoa, vui ldng goi cho
Medi-Cal Dental theo s6 1-800-322-6384 (TTY 1-800-735-2922 hodc 711). Quy vi cling ¢ thé
truy cép trang web clia Medi-Cal Dental tai dia chi https://www.dental.dhcs.ca.gov.

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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thiéu nién
Hoi vién 13 tré em va thanh thi€u nién dudi 21 tudi cd thé nhan dich vu chdm séc stirc khée dac
biét ngay sau khi ghi danh. Diéu nay dam bao cac em c6 thé nhan duwoc dich vu chdm séc phong

nglra, dich vu nha khoa va strc khoe tam than, bao gom ca dich vu hd tro phat trién va dich vu
chuyén khoa phu hop. Chuong nay giai thich vé céc dich vu nay.

Céac dich vu khac quy vi c6 thé nhan dwoc qua chwong trinh
Medi-Cal Tra phi theo dich vu (FFS) hodc cac chwong trinh khac

Kham nha khoa

Dung khan sach lau nhe viing nwdu cla tré hang ngay dé giit gin vé sinh sach s& vung nuéu. Khi
tré dwoc bon dén sdu thang tudi, tré s& bat dau moc rang. Quy vi can dat lich budi thdm kham
nha khoa d3au tién cho tré ngay sau khi tré moc chiéc rang dau tién hodc trudc khi tré mét tudi,
tuy theo méc thoi gian nao dén trudec.

Duwdi day la céc dich vu nha khoa Medi-Cal mi&n phi danh cho:

Tré tir 0-3 tudi

* L3n khdm nha khoa dau tién cla tré *  Trang pha véc-ni florua (sau thang mét
* L3n khdm nha khoa dau tién cla tré [an va d6i khi thuwong xuyén hon)
=  Khdm nha khoa (sdu thang mét lan va * Tramrang
ddi khi thudrng xuyén hon) * Nhdrang
= Chup X-quang * Dich vu nha khoa cép ctru
= V@ sinh rdang miéng (sau thang mét lan *  *Anthan (néu can thiét vé mat y té)

va doi khi thuwdong xuyén hon)

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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Tré tir 4-12 tudi

Khdm nha khoa (sdu thang mot [an va
doi khi thuong xuyén hon)

Chup X-quang

Trang phu véc-ni florua (sau thang mot
lan va déi khi thudng xuyén hon)

Vé sinh rdng miéng (sdu thang mot lan
va doi khi thuwdong xuyén hon)

Thanh thiéu nién tir 13-20 tugi

Khdm nha khoa (sdu thdng mot [an va

doi khi thuong xuyén hon)

Chup X-quang

Trang phu véc-ni florua (sau thang mot
lan va d6i khi thuwong xuyén hon)

Vé sinh rang miéng (sau thang mot lan
va do6i khi thwong xuyén hon)

Chinh hinh rang ham mat (niéng rang)

cho nhirng héi vién dd tiéu chuan

Tram rang ham

Tram rang

Diéu tri 6ng tly chan rang

Nhé réng

Dich vu nha khoa cép ctru

*An than (néu can thiét vé mat y té)

Tram rang

Mao rang

Diéu tri 6ng tly chan ring

Toan bd va mdt phan rang gia

L4y cao rang va lam lang mat géc rang
Nhé rang

Dich vu nha khoa cp ctru

*An than (néu can thiét vé mat y té)

* Nha cung cap dich vu chdm sdc strc khde can xem xét dung thudc an than hodc gdy mé toan than

néu ho quyét dinh va ghi rd trong ho so ly do gay té cuc bd khéng thich hop vé mat y té va dich vu
diéu tri nha khoa d3 duogc phé duyét trwdc hodc khéng can xin phé duyét trwdc (cho phép trudce).

Day 1a mot s8 ly do khéng thé st dung gy té cuc bd va cé thé sir dung thudc an than hodc gay

mé toan than dé thay thé:

Bénh trang lién quan dén thé chat, hanh vi, hé phat trién hodac cdm xuc khién bénh nhan
khong phan rng véi cac nd luc diéu tri clia nha cung cap dich vu cham séc strc khde

Céc thu thuat giai phau hodc phuc hdi chinh

Tré em chéng doi
Nhiém trung cap tinh tai vi tri tiém

Gay té cuc bo khong cdé tac dung giam dau

Né&u quy vi cé thac mac hodc mudn tim hidu thém vé cac dich vu nha khoa, vui ldng goi cho Pudng
day Dich vu Khéach hang clia Medi-Cal Dental theo s6 1-800-322-6384 (TTY 1-800-735-2922 hoac 711)
hodc truy cap https://smilecalifornia.org/.

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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6.Bdo cdo va giai quyét
van dé

Phién diéu tran cap tiéu bang

Phién diéu tran cap tiéu bang |a cudc gdp mat gitra Health Net véi mot tham phan tir S& Dich vu X3
hoi cha Tiéu bang California (CDSS). Tham phan s& gilp giai quyét van dé cla quy viva quyét dinh vé
viéc Health Net c6 dua ra quyét dinh chinh xac hay khdng. Quy vi cé quyén yéu cau Phién diéu tran
cap tiéu bang néu quy vi da ndp khang cdo 1én Health Net va quy vi van khong hai 1ong véi quyét dinh
clia chung t6i, hodc néu quy vi chua nhan dugc quyét dinh vé khang cdo clia minh sau 30 ngay.

Quy vi phai yéu cau Phién diéu tran cap tiéu bang trong vong 120 ngay ké tir ngay ghi trén thu Théng
bao giai quyét khang cdo (NAR). Tuy nhién, néu ching téi cho quy vi Hwéng bao hiém trong thoi gian
cho xt ly va quy vi mudn tiép tuc quyén Igi nay cho dén khi Phién diéu tran cap tiéu bang dua ra
quyét dinh, quy vi phai yéu cau Phién diéu tran cap tiéu bang trong vong 10 ngay ké tir ngay ghi trén
thu NAR hodc trudc ngay ma chiing téi thong bao sé ngirng cung cap dich vy, tly ngay nao dén sau.

Né&u quy vj can tro giup dé dam bdo minh dugc tiép tuc Hwdng bao hiém trong thdi gian chd xir
ly cho dén khi cé quyét dinh cudi cing trong Phién diéu tran cap tiéu bang, hay lién hé vdi
Health Net 24 gi& mdt ngay, 7 ngay trong tuan bang cach goi s6 1-800-675-6110. Néu quy vi
khong thé nghe hodc ndi rd, vui long goi TTY 711. Nguwdi dai dién dwoc dy quyén hodc nha cung
cap dich vu chdm séc strc khoe cha quy vi cling c6 thé yéu cau Phién diéu tran cap ti€u bang cho

quy vi néu cé van ban cho phép cla quy vi.
Déi khi quy vi cé thé yéu cau Phién diéu tran cap tiéu bang ma khdng phai qua quy trinh khang céo.

Vi du, néu Health Net khong théng bdo cho quy vi diing cach hodc kip thoi vé céc dich vu cua

quy Vi, quy vi cé thé yéu ciu Phién diéu tran cap tiéu bang ma khong phai qua quy trinh khing

cdo. Pay duoc goi la Tam hét phuwong an xtr ly hanh chinh. Tam hét phuong an xt ly hanh chinh

c6 thé 1a nhirng trwdng hop sau:

* Chung t6i khdng gli thu Théng bao hanh ddng (NOA) hodc NAR cho quy vi bang ngén ngit
uu tién clda quy vi

= Chung t6i cé sai sét anh hudng dén bat ky quyén nao cha quy vi

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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glal quy

= Chung t6i khéng glti thu NOA cho quy vi

»  Chung t6i khéng glri thu NAR cho quy vi

=  Thu NAR cuta ching téi cd sai sot

* Chung t6i khong dua ra quyét dinh vé khang cdo cha quy vi trong vong 30 ngay

* Chung t6i d3 xac dinh trwdng hop cta quy vi 1a trudng hop khan cdp, nhung khéng phan hoi
khang cdo cta quy vi trong vong 72 gi¢

Quy vij c6 thé yéu cau Phién diéu tran cap tiéu bang theo nhirng cach sau:
* Qua dién thoai: Goi t&i Ban Diéu tran cap Tiéu bang ctia CDSS theo s8 1-800-743-8525
(TTY 1-800-952-8349 hoic 711)

Qua duong buwu dién: Bién vao mau don duoc glri kém véi thdng bao giai quyét khang
cdo cla quy vi va glri dén:

California Department of Social Services
State Hearings Division

744 P Street, MS 09-17-433
Sacramento, CA 95814

*  Trwc tuyén: Yéu cidu mét phién diéu tran qua kénh truc tuyén tai www.cdss.ca.gov
Qua email: Dién vao mau don duoc glri kém véi thong bao gidi quyét khang cdo cla quy vi
va glri qua email dén Scopeofbenefits@dss.ca.gov

o Luuy: N&u quy vi glti mau don qua email, cé nguy co 1a ngudi khac khong phai Ban biéu
tran cap Tiéu bang c6 thé chdn email cla quy vi. Hay can nhac st dung phuong phap bao
mat hon dé glri yéu cau cla quy vi.

Qua fax: Dién vao mau don dwoc giri kém véi thong bdo giai quyét khang cao clia quy vij va
glti fax dén Ban Diéu tran cap Tiéu bang theo s6 1-916-309-3487 hodc s6 fax mién cudc
1-833-281-0903

Néu quy vi can tro gilp yéu cau Phién diéu tran cap tiéu bang, ching tdi ¢ thé gitp quy vi. Ching toi
c6 thé cung cap mién phi dich vu ngdn ngit cho quy vi. Vui long goi dén s6 1-800-675-6110 (TTY 711).
Tai phién diéu tran, quy vi s& cho tham phan biét Iy do quy vi khéng déng y véi quyét dinh clia Health Net.
Health Net s& cho thdm phan biét ching téi da dua ra quyét dinh nhu thé nao. C6 thé mat téi 90 ngay dé
tham phan quyét dinh trudng hop cla quy vi. Health Net phai tuan thu quyét dinh ctia thdm phan.

Né&u quy vi mudn CDSS dua ra quyét dinh nhanh vi thoi gian chd dgi Phién diéu tran cap tiéu
bang s& gdy nguy hiém téi tinh mang, sirc khde hodc kha nang dam bao chirc nang day du cda
quy vi, quy vi, nguoi dai dién duoc dy quyén cta quy vi hodc nha cung cip dich vu cham séc strc
khde clia quy vi cd thé lién lac véi CDSS va yéu cau Phién diéu tran cap tiéu bang gap (nhanh).
CDSS phai dua ra quyét dinh khéng qua ba ngay lam viéc sau khi nhan dugc ho so day da vé
truong hop cla quy vi tir Health Net.

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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7.Quyen va trach nhiem
Quy vi c6 mdt s8 quyén va trach nhiém nhat dinh véi tv cdch 13 hdi vién cla Health Net.

Chuong nay gidi thich vé cac quyén va trach nhiém nay. Chuong nay ciing bao gém cac théng
bdo phap ly vé viéc quy vi cd quyén vdi tu cach 1a hoi vién cda Health Net.

Thong bao hanh dong

Health Net sé& gti thuw Thong bdo hanh déng (NOA) cho quy vi bat cr khi ndo Health Net tir chéi,
hoan lai, chdm dirt hodc sira d6i mot yéu cau vé dich vu cham sdc sirc khde. Néu quy vi khong
doéng y vai quyét dinh cla Health Net, quy vi ludn c6 thé ndp don khang cdo |én Health Net. Vui
long tham khao phan “Khang cdo” trong Chuwong 6 cla s tay nay dé biét thdng tin quan trong
vé quy trinh nép don khdng cdo. Khi Health Net gri NOA cho quy vi, thu s& théng bdo cho quy
vi vé tat ca cac quyén ma quy vi cd néu quy vi khdng déng y vdi quyét dinh cda ching téi. Néu
quy vi nhan dugc thdng bao nay tir bat ky bén ndo khac ngoai Health Net hodc nha thau phu
cla Health Net, hdy lién hé ngay vdi Health Net.

Néi dung trong théng bdo

Né&u Health Net can cl toan bd hodc mot phan vao tinh can thiét vé mat y té dé duwa ra quyét
dinh tir chdi, tri hodn, thay d6i, chadm drt, tam dirng hodc cat giam dich vu clia quy vi, NOA cua
quy vi phai ghi ré n6i dung sau:

* N&idung vé hanh dong ma Health Net du dinh thyc hién

* Loigiai thich rd rang va ngan gon vé ly do dua ra quyét dinh cla Health Net

* Health Net d3 quyét dinh nhu thé nao, bao gdbm céc quy tdc ma Health Net d3 sir dung

* Lydoyté& dé dua ra quyét dinh d6. Health Net phai dién gidi rd rang tinh trang cla quy vi
khong dap (rng cac quy tac hodc hudng dan nhu thé nao.

* Théng tin vé quyén cla quy vi trong viéc yéu cau ban sao mién phi clia tat ca cac tai liéu va
ho so lién quan dén NOA.

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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Ban dich

Health Net phai dich day d0 va cung cap thong tin bang van ban cho hdi vién bang cac ngdn
nglr thwong dung, bao gom tat ca cac thong bdo khi€u nai va khang céo.

Théng bdo da dwoc dich day dd phai ghi ré ly do y té€ khién Health Net dua ra quyét dinh tir
chdi, tri hodn, thay d&i, chdm dit, tam dirng hodc cat giam yéu cau cung cap dich vu chdm séc
stre khoe.

Né&u khong cé ban dich sang ngdn ngit quy vi thwong dung, Health Net phai hd tro thong dich
bang ngdn nglt quy vi thudng dung dé quy vi hiéu dwoc thong tin nhan duorc.

LTRO66518EV00

Hay goi d&n ban dich vu hoi vién theo s6 1-800-675-6110 (TTY 711). Health Net ludn san
sang ho trg quy vi 24 gie mot ngay, 7 ngay trong tuan. Cudc goi nay mién phi. Hodc goi t&i
Pudng day Tiép am California theo s6 711. Truy cap truc tuyén tai www.healthnet.com.
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Health Net tuan tha cac luat dan quyen hién hanh cla Tiéu bang va Lién bang va khong phan biét déi
X, loai trtr moi ngwoi hoac dbi xtr v&i ho khac biét vi chiing téc, mau da, quac tich, tudi tac, tinh trang
khuyét tat tinh than, tinh trang khuyét tat thé chéat, gi¢i tinh (bao gdm ca tinh trang mang thai, khuynh
hwéng tinh duc va ban dang gidi), ton gido, tb tién, nhan dang nhém dan téc, tinh trang strc khde,
théng tin di truyén, tinh trang hén nhan hoac gidi tinh.

Health Net:

e Cung cép tro gitp va cac dich vu mién phi cho nhirng nguoi khuyét tat dé giap ho giao tiép hiéu
qua vo&i chung t6i, chang han nhuw:
e Thong dich vién ngbn ngl¥ ky hiéu co trinh do
e Thong tin bang van ban & céc dinh dang khac (ban in kho Ién, am thanh, cac dinh dang
dién t& co thé truy cap va cac dinh dang khac)
e Cung cép cac dich vu ngén ngl mién phi mot cach kip théi cho nhirng ngwdi ma ngdn ngiy
chinh khong phai la tiéng Anh, nhu:
e Thong dich vién co trinh dé
e Théng tin dwoc viét bang cac ngdn nglr khac
e Néu quy vican nhirng dich vu nay, vui long lién hé v&i Trung tam Lién lac Hoi vién cua
Health Net theo s0 1-800-675-6110 (TTY: 711), 24 gio m6t ngay, 7 ngay mai tuan,
365 ngay moi nam.

Theo yéu cau, tai liéu nay co6 thé dwoc cung cap cho quy vi dwéi dang chiv ndi Braille, ban in khé 1&n,
b&ng ghi am hodac tai liéu dién t&r. D& nhan dwoc ban sao bang mét trong nhirng dinh dang thay thé
nay, vui long goi dién thoai hoac gtri thw t&i:

Health Net

Post Office Box 9103, Van Nuys, California 91409-9103

Customer Contact Center 1-800-675-6110 (TTY: 711)

Tiép am California 711

Néu quy vi cho rang Health Net d& khéng thé cung cap nhirng dich vu nay hoac phan biét déi xir theo
cach khac dwa trén chiing tdc, mau da, quéc tich, do tudi hodc gidi tinh (bao gdm ca tinh trang mang
thai, khuynh hwéng tinh duc va ban dang gidi), tinh trang khuyét tat tinh than, tinh trang khuyét tat thé
chét, ton gido, t6 tién, nhan dang nhém dan tdc, tinh trang strc khde, théng tin di truyén, tinh trang hén
nhan hodc gi&i tinh, quy vi cé thé ndp don khiéu nai téi Diéu phdi vién 1557.

Quy vi c6 thé ndp don khiéu nai qua dién thoai, tryc tiép, qua duong buwu dién, fax hodc email.
Néu quy vi can tro gitp nép don khiéu nai, Dieu phoi vién 1557 cua ching téi san sang tro giup.

e Qua dién thoai: Goi s6 855-577-8234 (TTY: 711), Thir Hai-Tht Séu, 8 gid sang dén 8 gid toi (EST)

e Qua fax: 1-866-388-1769

e Bang van ban: Viét thu va glri dén Health Net 1557 Coordinator, PO Box 31384, Tampa, FL 33631

e Bang phuong tién dién tl: Giri email dén SM_Section1557 Coord@centene.com Théng bao nay
c6 trén trang web cua Health Net: https://www.healthnet.com/content/healthnet/en_us/
disclaimers/legal/non-discriminationnotice-medi-cal.html

e Truc tiép: Dén van phong bac si cdia quy vi hodc Health Net va néi rang quy vi muén ngp don
khiéu nai.
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Quy vi cling c6 thé ndp don than phién vé dan quyén cho Van phong Dac trach Dan quyén thudc S&
Quan ly Cham so6c Strc khde cua Tieu bang California qua dién thoai, gtri thw hodc bang phwong tién
dién to:

Qua dién thoai: Goi s6 916-440-7370. Néu quy vi khdng thé néi hodc nghe rd, vui long goi sb 711.
Bang van ban: Pién théng tin vao mau don than phién hoac viét thw va gvi dén dia chi 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.

Pon than phién sén c6 tai http://www.dhcs.ca.gov/Pages/Language Access.aspx

Bang phwong tién dién ttr: Giri email dén dia chi CivilRights@dhcs.ca.qgov

Quy vi ciing cé thé nép don than phién vé dan quyén véi Van phong Bac trach Dan quyén thudc Bd Y
té va Dich vu Nhan sinh Hoa Ky qua dién thoai, bang van ban hodc phwong thire dién t& théng qua
Céng théng tin Than phién ctia Van phong Dac trach Dan quyén tai dia chi
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, hodc qua dwéng buwu dién hay goi dién dén sé:

Bang van ban: U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Qua dién thoai: 1-800-368-1019, 1-800-537-7697 (TDD)

Bang phuwong thirc dién tl: Mau don than phién dwoc dang tai tai
https://www.hhs.gov/ocr/complaints/index.html.
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English: If you, or someone you are helping, need language services, call 1-800-675-6110 (TTY: 711).
Aids and services for people with disabilities, like documents in braille and large print, are also available.
These services are at no cost to you.

455 1-800-675-6110 (TTY: 711) aé ks Juaild dy salll cilanal) ) dalay caiaebuey o 58 (it (5l ) il i< 13 :Arabic
Al gy cleadll sda 855 5 S deliday s ol 38 ylay 4 g clatiall Jie Bl Y 5 5d GalaiBl cilaasll s clac L) Lyl
QRIS
Armenian: Gpt nnip jud nplk dkhp, nid nnip oqunid tp, niukh (Equljut ogunipjut unphp,
quiiquhwptp 1-800-675-6110 (TTY 711): Zwpuwinuunipjnih niikgnn dwpnluig hwdwp hwuwibkh
il oqunipymilt bt Swnuympeniiikp, husybu ophtal thuunupnpbp ppugny jud unpnp wugugpnipyudp:
Uju dwnwjnipiniubpp dkq hwdwp wmtddwp Eu:
Cambodian: (U0 S1OLM USIAMENSTEUGSSNRNW Himiuhigsmon gggiunisiiug
1-800-675-6110 (TTY: 711)% NSt SHINNSYINHEIUENULESIRUOMI SGNMARMNINMHSIANU
SHMHMAPISISSAUSEUNSHRIR NS SIS I SEUNSHAIENWESSSIN
Chinese (Simplified): 41 R & BCE E IEE R I /& 25 5 M55, TS 1-800-675-6110 (TTY: 711),
T SR [ SRR L BN 55, B3 SONUR RO o IR 55 T 3 v s 3R it
Chinese (Traditional): Z1 SR EECEIEEE BV HAM A FFEE S IRES » 352(EE 1-800-675-6110 (TTY: 711) ©
59N > BRI N AR BB AR » BIATE STRIRF RO - B B Te it -
el 1-800-675-6110 (TTY: 711) 5 ke b cals il ) lard 4y i i€ e SaS 5l 4048 5 S0 38w L led R :Farsi

e (510 (M cledd cpl sl duzaye JiE (Y laa (o) wcadoa s 5 i i LS lae anile iladd 5 LSS 2y 80
NIRRT PER

Hindi: I 31ueh!, a1 foreent 310 Hiee ot @ 8 38, 9N 81T iR, o) et ot 1-800-675-6110 (TTY: 711)1

feheT QT o fT TeTar S T, S ‘St A A a1 ffe % aeao, of Sues ¥ 3 AT 79s: fAT 7w Suesy |
Hmong: Yog hais tias koj, los sis ib tus neeg twg uas koj tab tom pab nws, xav tau cov kev pab cuam txhais lus,
hu rau 1-800-675-6110 (TTY: 711). Tsis tas li ntawd, peb kuj tseem muaj cov khoom siv pab thiab cov kev pab
cuam rau cov neeg xiam oob ghab tib si, xws li cov ntaub ntawv uas tuaj yeem nkag cuag tau yooj yim thiab

cov ntaub ntawv luam tawm uas pom tus niam ntawv loj. Cov kev pab cuam no yog muaj pab yam tsis xam nqi
dab tsi rau koj them li.

Japanese: CEHEFIXCBEENYR— L TWEANEEY—EREZRELT BEA(E.
1-800-675-6110 (TTY: 711) E THMBLEHEL T, BAVWESEHELBDAD=HIZ, EFPKEFD
XELGEDMHE - Y—EXRLRELTVET, TN —EXRIIEHTRHESIATHET,
Korean: 7] 3} 'To= A7} =931 Q)= o] Ao An] 27t & 9 3FA]H 1-800-675-6110 (TTY: 711)

H o7 Agtsl] FAA Q. A7t A= FEoNA B As 2 Au] 2 AL 8 &) Q)=
AFHUT o] AH| A= TR 2 o] 83 = dFY

Laotian: (anawy, § gné‘iu?m"ﬁgzrh‘zhwﬁﬂi’)géamﬁa, A99naudanavcdwaga, tn 1-800-675-6110 (TTY: 711).
vaniy, woncSadglgusnaugoucdie was nauddnaugadugiviinaudnios, Sy consIwduiioBnIauyy «as
fuesmantod. naudSnaucgadcluiigoucenautoeitbcgenacns.
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Mien: Beiv hnangv meih ganh a’fai meih tengx ga’hlen mienh, se gorngv giemx zugc longc tengx porv waac
bun muangx, mborqv finx lorz 1-800-675-6110 (TTY: 711). Mbenc dugv maaih jaa-dorngx aengx caux gong
tengx waaic fangx mienh, beiv zoux sou benx nzangc-pokc bun hluo aengx caux domh nzangc. Naaiv deix
gong-bou jauv-louc mv zugc heuc meih ndortv nyaanh cingv.

Punjabi: 7 3T H ffA € 3Hl Hee 39 9J J, & 9 AT’ & 793 J, 31 1-800-675-6110 (TTY: 711) '3 TS
I3 WUTTH B B A3 w3 RS = I 9% €0 TAz=n w3 23 fijc & ussn Ia| feg A= 3973
T He3 I&|

Russian: Eciv Bam UM 4enoBeKy, KOTOPOMY Bbl NOMOraeTe, HEO6X0AMMbI yCyrv NnepeBoaa, 3BOHUTE NO
TenepoHy 1-800-675-6110 (TTY: 711). Kpome TOro, mbl NnpeaocTaBisem maTepuasbl U YCayru ana Aofemn c
OrpaHUYEHHbIMW BO3MOXKHOCTAMMU, HaNPUMepP AO0KYMEHTbI, BbINOAHEHHbIE WpndTOoM bparna nam KpynHbim
wpurdTOM. ITM yCNyrm npesocTaBaatoTca becnaaTHo.

Spanish: Si usted o la persona a quien ayuda necesita servicios de idiomas, comuniquese al 1-800-675-6110
(TTY: 711). También hay herramientas y servicios disponibles para personas con discapacidad, como documentos
en braille y en letra grande. Estos servicios no tienen ningun costo para usted.

Tagalog: Kung ikaw o ang taong tinutulungan mo ay kailangan ng mga serbisyo sa wika, tumawag sa
1-800-675-6110 (TTY: 711). Makakakuha rin ng mga tulong at serbisyo para sa mga taong may mga kapansanan,
tulad ng mga dokumentong nasa braille at mga malaking print. Wala kang babayaran para sa mga serbisyong ito.

o

Thai: vinAaVZaAuiaaIEM&a Ha9n1sU3NTAIUANET TNT 1-800-675-6110 (TTY: 711) uanandided
ANNILLURALATUTATEWILEVIWWANINW 12U lanansTusdunudnesiusaduazmAnwaualue usns
a1l lufienTdanad nsuaa

Ukrainian: Akwo Bam abo noaunHi, sikin BM gonomaraere, noTpibHi nocnyrm nepeknaay, tenedoHyite Ha
Homep 1-800-675-6110 (TTY: 711). Mu TaKOK HagaEMO maTepianu Ta NOCAYrn ANs noaein 3 obmexkeHMmm
MOX/IMBOCTAMM, AK-OT AOKYMeHTU WwpudTom bparina abo HagpyKkosaHi Bennkum wpudtom. Lii nocnyrm ana
Bac 6e3KOLITOBHI.

Vietnamese: Néu quy vi hodc ai d6 ma quy vi dang gitp d& can dich vu ngén ngit, hdy goi 1-800-675-6110
(TTY: 711). Chang tdi cling cé san cac trg gitp va dich vu danh cho ngudi khuyét tat, nhu tai liéu bang chir néi
Braille va ban in khé lén. Quy vi dwoc nhan cac dich vu nay mién phi.
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