Optum #HHSA /4,

Quy trinh khiéu nai danh cho thanh thiéu nién va gia dinh
nhan dich vu ttr cac nha cham séc sirc khée trong mang
lwéi cua TERM

Khach hang duoc chuwong trinh Phic loi Gia dinh va Tré em (Ch||d and Family Well- Belng,
CFWB) Quén San Diego va Co quan Quan ché Tré vj thanh nién Quan San Diego gi¢i thiéu
de danh gia strc khde tam than va khach hang duvoc CFWB gIO’I thiéu dé diéu tri strc khde tam
than nhan dich vu thong qua mang Iwdi cac nha cham séc sire khde cia Chuong trinh quan ly
ngudn lwc diéu tri va danh gia (Treatment and Evaluation Resource Management TERM) cua
Optum. V@i tw cach la khach hang, quy vi co quyen dwoc nhan cac dich vy nay tr mét nha
ch@m soc stre khoe tadm than da diéu k|en Quy vi cling c6 quyen bay t6 moi quan ngai cla
minh néu nhan thay c6 diéu gi khong dn véi dich vu chdm séc—vi du: quy vi cam thay khoéng
hai long vé&i viéc diéu tri hodc cdm thay minh dang bi déi x&¢ khéng ton trong.

LOI KHIEU NAI LA Gi?

L&i khiéu na| la viéc thé hién sw khong hai long v&i cac dich vu. Bang cach gtvi 16i khiéu nai,
quy vi co thé yéu cau duyét xét mdi quan ngai ctia minh vé dich vu chadm séc strc khée tam
than quy vi dang nhan.

NH(’NG CACH DE GIAI QUYET VAN BE CUA QUY VI

Néu quy vi cdm thdy quan ngai voi dich vu minh dang nhan t nha cham séc stre khde trong
mang lwdi cia TERM, cach dé nhat va nhanh nhat dé giai quyet moi viéc la thwdng xuyen trao
doi trwe tlep v&i nha cham séc stre khoe cla quy vi hoac véi Nhan vién dich vu bao vé hoac
Can bd quan ché ctia CFWB. Quy vi cling co thé sty dung Quy trinh g|a| quyet khiéu nai
Optum TERM dé giup giai quyét mbi quan ngai cia quy vi bang cach givi 16i khiéu nai.

TOI CO THE GUI BANG CACH NAO?

=  Gwibang van ban — Quy Vi hay dién MAu khiéu nai nha chdm séc strc khde clia TERM
danh cho thanh thiéu nién va gia dinh , c6 trén trang mang ctia Optum tai
www.optumsandiego.com (sau khi truy cap trang mang, hay di chudt sang trang BHS
Provider Resources (Nguon lwe nha cham séc strec khde BHS), nhap vao TERM
Providers (Nha cham séc strc khoe cia TERM), sau do chon thé Grievances (Lo khiéu
nai)). Hwéong dan vé cach glri mau dén Optum bang fax hodc thw qua dwong bwu dién
c6 trong biéu mau.

»  GWi qua dién thoai — D& dwoc hé tro, vui long goi theo sb 1-877-824-8376, Tuy chon 1.
QUYEN CUA QUY VI TRONG QUY TRINH NAY

= Khong bj phan biét déi x&r hodc x& phat khi gtvi 161 khiéu nai
* DPuwoc bao vé théng tin bdo mat
»  Puwoc déi xir dang hoang va tén trong, bang ngdn nglr ma quy vi co thé hiéu

TRQ GIUP VE QUY TRINH

DPé dwoc hé tro gul i khiéu nai ve céac dich vu strc khde tadm than do nha cham séc sirc khde
trong mang lwéi ctia TERM cung cép, vui ldng goi theo sb 1-877-824-8376 va chon Lwa chon 1.
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Néu quy vi 1a ngwdi thu hwéng Medi-Cal, quy vi nén lién hé véi Trung tam vé gido duc va bénh
vc quyén loi stre khde cho nguoi tiéu dung (Consumer Center for Health Education and
Advocacy, CCHEA), day la mét chwong trinh do Legal Aid Society of San Diego, Inc. diéu hanh.

Dia chi: 1764 San Diego Avenue, Suite 200
S dién thoai (mién phi): 877-734-3258
TTY: 877-735-2929
Trang mang: www.lassd.org

CCHEA luén san sang giup d& giai quyét cac Quyén ctia ngwoi tiéu dung* sau day:

= Nhan dich vu tir cac chuyén gia da diéu kién

= Nhan théng tin vé théng tin bao mat dwoc lwu gitk cha quy vi

= Nhan théng tin vé sw chadm séc va cac dich vu ctia quy vi, bao gdm ca nhirng lwa chon
= Tham gia vao viéc duwa ra quyét dinh vé& sy cham sdc va cac dich vu cla quy vi

»  Puwoc déi x&r cong bang va bao vé cac quyén

=  Puwoc khiéu nai hodc than phién vé cac dich vu nhan dwgc ma khong so bi tra dia

=  GWi don khang cao néu quy vi bi tir chdi, giam hodc ngung cung cép dich vu

* Puoc tai xubng tlr trang mang ctia LASSD vao ngay 24 thang 04 nam 2024
https://www.lassd.org/cchea-brochure/

CAC MOI QUAN NGAI VE TRUONG HOP KHAC

Néu quy vi la thanh thiéu nién hodc thanh vién trong gia dinh cé6 mébi quan ngai vé nhan vién xa
hoi hoac méi quan ngai vé trwdng hop khac, vui long lién hé véi giam sat vién/ngwdi quan ly
trwdc. Néu can dwoc hd tro thém, quy vi cd thé goi cho Van phong Bao vé quyén lgi, chwong
trinh Phuc loi Gia dinh va Tré em clGia S& Y té va Dich vu Nhan sinh Quan San Diego theo s6
619-338-2098.

Vin phong Bao vé quyén loi: ) o
» Nghién ctru cac chinh sach va thu thuat dé ho trg giadi quyét khiéu nai
= Pang ky va theo ddi khiéu nai vé chwong trinh Phuc lgi gia dinh va tré em

» Tién hanh cac cudc duyét xét ndi bd cho cac khiéu nai lién quan dén chinh séach,
tha thuat va thye tién cong tac xa hoi

= Tao diéu kién giai quyét khiéu nai mot cach khong thién vi, khach quan

= Chuyén cac phat hién va khuyén nghi I&n cho ban quan ly d& ddm bao rang cac chinh
sach va thyc tién dap wng duoc luat phap Tiéu bang va Lién bang, dong thdi nhat
quan v&i s&* ménh va muc tiéu cda chwong trinh Phuc loi gia dinh va tré em

" Cung cép théng t|n va g|a| dap céac thdc mac lién quan dén CFWB, ddng thdi cung
cép théng tin nguén lwc vé cac co quan va’hodc dich vu khéng thuéc CFWB.
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MAU KHIEU NAI NHA CHAM SOC SUC KHOE CUA TERM
DANH CHO THANH THIEU NIEN VA GIA PiNH SU DUNG )
KHI NHAN DICH VU DO NHA CHAM SOC SUC KHOE CUA TERM CUNG CAP*

Vui long dién day du biéu mau nay. Quy vi c6 thé danh mady hodc viét tay. B1eu mau ndy khong bit budc pha1 guri
khiéu nai. Quy vi cang cung cAp nhiéu thong tin thi vi¢c dicu tra va gidi quyét khiéu nai kip thoi cang tré nén dé
dang hon. Nhén vién cta Optum TERM c6 thé goi dién cho quy vi dé xin thém thong tin. Quyét dinh cubi cing
lién quan dén khiéu nai nay s& dugc chia sé cho quy vi biét, nhung thong tin chi tiét s& duoc bao mat.

Vui 1ong giri biéu miu da hoan thanh cho Optum TERM:
Fax: 877-624-8376
bia chi giri thu: Optum TERM, PO Box 601340, San Diego, CA 92160-1340

LUU Y: Cac d6i tac chuyén nghiép va cac bén lién quan co biéu miu khleu nai riéng. Neu quy vi la nhan vién
cua CFWB, vui long tham khao Cam nang vé chinh sach cia CFWB dé dugc chi dan vé cach giri don khiéu nai
vé nha cham soc strc khoe ciia TERM.

THONG TIN VE QUY VI/INFORMATION ABOUT YOU
Tén/Name: So dién thoai (kém ma khu vwc)/Phone number (with area code):

Dia chi e-mail/E-mail address:
Dia chi giri thu/Mailing address:
Mobi quan hé ciia quy vi v6i Khach hang/Your relationship to the Client:

[1Tsi 1a khach hang huong dich vu. Tdi 1a (danh déu vao mot muc)/I am the client who received services.
I am a (check one): [ Thanh thiéu nién/Youth ~ [] Cha me/Parent

[ ai 12 cha me dé cta thanh thiéu nién nhan dich vy ma t6i cam thy quan ngai./I am the biological parent of
a youth who received the services that I have concerns about.

[ 76i 1a nguoi chiam soc cua thanh thiéu nién nhan dich vu ma toi cam thay quan ngai./I am the caregiver of a
youth who received the services that I have concerns about.
Téi la/lama L] Nguoi than/Relative [ Thanh vien trong dai gia dinh, khong phai ho hang/
Cha me nudi/Foster parent Non-related, extended family member

Tén cia nhan vién xa hi cia Chwong trinh phic lgi gia dinh va tré em hodc Can by quén ché tré vi
thanh nién lién quan dén truong hep nay/Name of the Child and Family Well-Being social worker or
Juvenile Probation Officer for this case:

THONG TIN VE KHACH HANG/INFORMATION ABOUT CLIENT

Tén cia khach hang/Client’s name: Ngay sinh/Date of birth:

Dich vu tri liéu hodic d4anh gia 12 mét phin cia (danh diu vao mét hodc ci hai lwa chon)/
Therapy or evaluation services were part of a (check one or both):

[] Truong hop cia CFWB/CFWB case || Truong hop Quan ché tré vi thanh nién/Juvenile Probation case

THONG TIN VE NHA CHAM SOC SUC KHOE/INFORMATION ABOUT PROVIDER

Tén nha chim soc strc khoe/Provider’s name: S6 dién thoai/Phone number:
Co quan (néu nha chim séc strc khée 1am viéc trong mt t chirc)/Agency (if provider worked in an organization):

Mobi quan ngai vé (danh diu vao mgt hoic ca hai lhra chon)/The concerns are about a (check one or both):
[]Nha trj liéwTherapist [_] Péanh gia vién thuc hién danh gia vé tam ly/Evaluator who did a psychological evaluation



MAU KHIEU NAI NHA CHAM SOC SUC KHOE CUA TERM DANH
CHO THANH THIEU NIEN VA GIA DINH SU DUNG ,
KHI NHAN DICH VU DO NHA CHAM SOC SUC KHOE CUA TERM CUNG CAP*

LUU Y: Biéu mau nay s€ dugc chia sé v6i nha chdm soc suc khoe. Cac dich vy danh cho quy vi hoac gia dinh
quy vi s&¢ KHONG bj anh huodng néu quy vi gu’l khiéu nai. Néu quy vi cam thay quan ngai vé nhiing héu qua
tiéu cuc, quy vi c6 thé lién hé voi nhan vién xa hoi cia CFWB hodc Can bd quan ché tré vi thanh nién./
NOTE: This form will be shared with the provider. Services for you or your family will NOT be affected if
you file a complaint. If you are concerned about negative consequences, you may contact the CFWB social
worker or the Juvenile Probation Officer.

Giai thich mdi quan ngai ciia quy vi vé cac dich vu dwoc nhén (thém trang dé giai thich néu cin)/
Explain your concerns about the services that were received (add additional pages if needed):

LUU Y: Quy vi khong can phai c6 gang g1a1 quyét cac m01 quan ngal vO1 nha chdm soc strc khoe trude khi gui
khiéu nai. Tuy nhién, chiing t6i cam thay viéc dugc biét ring quy vi da cd gang thao luan vé cac van dé nay la rat
httu ich./NOTE: You do not have to try and resolve the concerns with the provider before filing a complaint.
However, it is helpful to know if you have tried to discuss these issues.

Quy vi da trao ddi véi nha chiim séc strc khoe vé cac moi uan ngai nay chwa?/
Have you spoken to the provider about these concerns? ROi/Yes [ ] Chua/No

Néu tra 1oi “Roi”, hiy liét (nhirng) ngay di lién h¢/If “Yes”, provide the date(s) of contact:
Hay mo6 ta ndi dung trao ddi véi nha chim séc stre khoe lién quan dén moi quan ngai ctia quy vi ciing nhw

phan hdi ciia nha chim séc sirc khée/Describe what you told the provider regarding your concerns and the
provider’s response:

Hay liét ké bat ky tai liéu nao ma quy vi dang c6é ma c6 thé givip quy vi gidi thich mdi quan ngai ciia
minh/Describe any documentation you have that can help explain your concerns:

Quy vi ¢6 nghi ring Optum TERM di c6 tai liéu nay khéng?/Do you think that Optum TERM already
has this document? Cé/Yes [ ] Khong/No

Néu chon “Khéng”, vui 10ng giri tai liéu cung véi biéu miu nay./If “No”, please submit the documentation
with this form.

Néu quy vi khong thé chia sé thong tin nay, hiy giai thich 1y do tai sao/If you cannot share this
information, explain why:

Vui long cung cap (cac) tén va (cac) s6 dién thoai cua nhung ngu(n khac (nha cham soc strc khoe chuyén diéu
tri, thanh vién trong gia dinh, ddi tic chuyén gia) san sang chia s¢ thong tin bd sung vdi Optum TERM./Please
prov1de the name(s) and phone number(s) of other people (treatment providers, family members, professional
partners) that are willing to share additional information with Optum TERM.

Tén/Name of person: S6 dién thoai/Phone number:

Tén/Name of person: S6 dién thoai/Phone number:

Tén cua quy vi (vui long ghi r6)/Your Name (please write clearly):

Chir ky cua quy vi/Your Signature:

Ngay/Date:

Quy vi s€ nhan dugc thong bao trong vong ba ngay 1am viéc, thong bao nay xac nhin ring Optum TERM
da nhan du’Uc khiéu nai cia quy vi./You will receive notice within three working days confirming that
Optum TERM received the complalnt



	LỜI KHIẾU NẠI LÀ GÌ?
	NHỮNG CÁCH ĐỂ GIẢI QUYẾT VẤN ĐỀ CỦA QUÝ VỊ
	TÔI CÓ THỂ GỬI BẰNG CÁCH NÀO?
	QUYỀN CỦA QUÝ VỊ TRONG QUY TRÌNH NÀY
	TRỢ GIÚP VỀ QUY TRÌNH
	NGƯỜI THỤ HƯỞNG MEDI-CAL
	CÁC MỐI QUAN NGẠI VỀ TRƯỜNG HỢP KHÁC
	THÔNG TIN VỀ QUÝ VỊ/INFORMATION ABOUT YOU
	THÔNG TIN VỀ KHÁCH HÀNG/INFORMATION ABOUT CLIENT
	THÔNG TIN VỀ NHÀ CHĂM SÓC SỨC KHỎE/INFORMATION ABOUT PROVIDER

