Pacific PACE

gl Welbe Health 50 Alessandro Place, Suite A20
Pasadena, CA 91105

(800) 851-0966

INFORMATION FOR PARTICIPANTS ABOUT THE GRIEVANCE
PROCESS

All of us at Pacific PACE share responsibility for your care and your
satisfaction with the services you receive. Our grievance procedures are
designed to enable you and/or your representative to express any concerns
or dissatisfaction you have so that we can address them in a timely and
efficient manner. At any time, should you wish to file a grievance, we are
available to assist you. If you do not speak English, a bilingual staff
member or translation services will be available to assist you with the
process.

You will not be discriminated against because a grievance has been

filed. Pacific PACE will continue to provide you with all the required
services during the grievance process. The confidentiality of your
grievance will be maintained throughout the grievance process and
information pertaining to your grievance will only be released to authorized
individuals.

1. A grievance is defined as a complaint, either written or oral,
expressing dissatisfaction with the services provided or the quality of
participant care. A grievance may include, but is not limited to:

a. The quality of services a PACE participant receives in the

home, at the PACE Center or in an inpatient stay (hospital,

rehabilitative facility, skilled nursing facility, intermediate care
facility or residential care facility);

b. Waiting times on the phone, in the waiting room or exam room,;
Behavior of any of the care providers or program staff;
Adequacy of center facilities;

Quiality of the food provided;
Transportation services; and
A violation of a participant’s rights
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2. Arepresentative means a friend, family member or caregiver that
you have designated to act on your behalf, or a person legally identified
as power of attorney for health care, conservator, or guardian.



I. Filing of Grievances
The information below describes the grievance process for you and/or
your representative to follow should you and/or your representative wish
to file a grievance.

A. You can verbally discuss your grievance either in person or by
telephone with Pacific PACE Program staff such as your Social
Worker, Nurse, and/or the Center Manager of the center you attend.
The staff person will make sure that you are provided with written
information on the grievance process and that your grievance is
documented on the Grievance Report form. You will need to provide
complete information of your grievance so the appropriate staff
person can help to resolve your grievance in a timely and efficient
manner. If you wish to submit your grievance in writing, please send
your written grievance to:

Quality Improvement Department
Pacific PACE

50 Alessandro Place, Suite A20
Pasadena, CA 91105

B. You may also contact our Quality Improvement Coordinator at (800)
851-0966 to request a Grievance Report form and receive
assistance in filing a grievance. For the hearing impaired (TTY/TDD),
please call (800) 735-2922. Our Quality Improvement Coordinator
will provide you written information on the grievance process.

C. The staff person who receives your grievance will help you document
your grievance (if your grievance is not already documented) and
coordinate investigation and action. ALL information related to your
grievance will be held in strict confidence and will not be disclosed to
program staff or contract providers, except where appropriate to
process the grievance. No reference that you have elected to file a
grievance with Pacific PACE will appear in your medical record.

D. You will be sent a written acknowledgement of receipt of your
grievance within 5 calendar days. Where necessary, the Quality
Improvement Coordinator or designee will acknowledge your
grievance by telephone and will clarify information provided on the
Grievance Report Form or will obtain and document additional facts



related to your grievance. Investigation of your grievance will begin
immediately to find solutions and take appropriate action.

The Pacific PACE staff will make every attempt to resolve your grievance
within 30 calendar days of receipt of your grievance. If you are not satisfied
with that resolution, you and/or your representative have the right to pursue
further action.

In the event resolution is not reached within 30 calendar days, you and/or
your representative will be notified in writing of the status and estimated
completion date of the grievance resolution.

Il. Expedited Review of Grievances

If you feel your grievance involves a serious or imminent threat to your
health, including, but not limited to, potential loss of life, limb or major
bodily function, severe pain, or violation of your participant rights, if an
expedited review is approved by the Medical Director, the Quality
Improvement Department staff or designee will expedite the review
process to a decision within 72 hours of receiving your verbal and/or
written grievance and request for expedition. In this case, you will be
immediately informed by telephone of:

I. The receipt of your request for expedited review, and

ii. Your right to notify the Department of Social Services of your

grievance through the State hearing process.

lll. Resolution of Grievances
Upon Pacific PACE’s completion of the investigation, and reaching a
final resolution of your grievance, you will receive written notification that
will provide you with a report describing the reason for your grievance, a
summary of actions taken to resolve your grievance, and options to
pursue if you are not satisfied with the resolution of your grievance.

IV. Grievance Review Options
A. If, after completing the grievance process, or participating in the
process for at least 30 calendar days, you and/or your representative
are still dissatisfied with the resolution of your grievance, you may
pursue the other options described below. Note: If you feel that
waiting 30 calendar days represents a serious health threat, you and/or
your representative need not complete the entire grievance process nor
wait 30 calendar days to pursue the options described below.



I.If you are covered by Medi-Cal only or by Medi-Cal and Medicare,
you are entitled to pursue your grievance with the Department of
Health Care Services, by contacting or writing to:

Ombudsman Unit

Medi-Cal Managed Care Division

Department of Health Care Services

P.O. Box 997413, Mail Station 4412

Sacramento, CA 95899-7413

Telephone:1-888-452-8609
TTY:1-800-735-2922

ii.State Hearing Process:

a. At any time during the grievance process, per California
State law, you may also request a State hearing from the
California Department of Social Services by contacting or writing
to:

California Department of Social Services

State Hearings Division

P.O. Box 944243, Mail Station 19-37

Sacramento, CA 94244-2430

Telephone:1-800-952-5253

Facsimile:(916) 229-4410

TDD:1-800-952-8349

b. If you want a State Hearing, you must ask for it within 90
days from the date of receiving the letter for resolved

grievance. You and/or your representative may speak at the
State hearing or have someone else speak on your behalf such
as someone you know, including a relative, friend, or an
attorney. You may also be able to get free legal help. Attached
is a list of Legal Services offices, if you would like legal services
assistance.

V. Home Health Hotline
If you have a question or concern regarding Pacific PACE’s home health
services, we recommend that you first discuss the matter with your Nurse
or Social Worker. However, please be informed that the State of
California has established a confidential toll-free telephone number to
receive questions or complaints about home health services. The hotline
number is: (916) 263-5800 Monday through Friday, from 9:00 a.m. to
5:00 p.m.



VI. WelbeHealth’s Internal Procedures:
Pacific PACE will assure that every grievance is handled in a uniform
manner and that there is communication among the different individuals
who are responsible for reviewing or resolving grievances. In addition,
Pacific PACE will maintain appropriate documentation, so the information
can be utilized in Pacific PACE’s Quality Improvement Program. This
process ensures that all participant concerns are addressed and
resolved.

VIl. Non-Discrimination Notice
Pacific PACE complies with applicable Federal civil rights laws and does not
discriminate, exclude people, or treat them differently on the basis
of race, ethnicity, national origin, religion, age, sex, mental or physical
disability, sexual orientation or source of payment for your health care.

Pacific PACE provides free aids and services to people with disabilities to
communicate effectively with us, such as:
. Qualified sign language interpreters
. Written information in other formats (large print, audio,
accessible electronic formats, other formats)

Pacific PACE also provides free language services to people whose
primary language is not English, such as:

. Qualified interpreters

. Information written in other languages

If you need these services, contact the Pacific PACE Quality Improvement
Coordinator at (800) 851-0966

If you believe that Pacific PACE has failed to provide these services or
discriminated in another way on the basis of race, ethnicity, national origin,
religion, age, sex, mental or physical disability, sexual orientation or source
of payment, you can file a grievance with the Pacific PACE Quality
Improvement Coordinator, at

50 Alessandro Place, Suite A20

Pasadena, CA 91105

You can file a grievance in person or by mail. If you need help filing a
grievance, Pacific PACE’s Quality Improvement Coordinator 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.nhs.gov/ocr/portal/lobby.jsf
« By mail or phone at:
U.S. Department of Health and Human Services
200 Independence Avenue, SW
Room 509F, HHH Building
Washington, D.C. 20201
1-800-368-1019, 800-537-7697 (TDD)
. Complaint forms are available
at http://www.hhs.gov/ocr/office/file/index.html.

If you speak any language other than English, language assistance
services, free of charge, are available to you. Call (800) 225-5254

Spanish: ATENCION: si habla espariol, tiene a su disposicion servicios
gratuitos de asistencia lingiistica. Llame al (800) 225-5254.

Chinese: ;& : MRREAERPX, BB BEEBESIEMRT.
T (TTY : 1(800) 225-5254) ,
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I

Vietnamese: CHU Y: Néu ban néi Tiéng Viét, ¢ cac dich vu hé tro' ngon
nglr mién phi danh cho ban. Goi so 1-(800) 225-5254.

Tagalog: PAUNAWA: Kung nagsasalita ka ng
Tagalog, maaari kang gumamit ng mga serbisyo ng tulong sa wika nang w
alang bayad. Tumawag sa 1-(800) 225-5254.

Korean: F9|: st=20{ & AIESIA|= 42, o|_101 XY MHAZ 222 0|8
Stal 4= AELIC 1-(800) 225-5254 HO = HMats| FHA|L,
Armenian: NFCUNMYNHE3NFL' Greb fununwd Gp hwytptu, wwyw dtq

wuydwn Ywpnn Gu inpwdwnnpyt) |Gguywu wpwygniejwu
SwnwyjnpjnLbuutn: 2wuqwhwntp 1-(800) 225-5254

Persian:ass: 84 S i gl 2 ae Ogasd &) gy ) OI5G1) Ledh (510 pa)
23 . U 1-(800) 225-5254 (st 3,50


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

Russian: BHUMAHWE: Ecnu Bbl roBOpuUTE Ha PYCCKOM £3blKe, TO Bam
AocTynHbl 6ecnnartHble ycnyru nepesoga. 3BoHUTe 1-(800) 225-5254.

Japanese: ;TEEIE : HREZESINDH5E. BHOSEXIEZCHANL
F=1Z17E 9, 1-(800) 225-5254 T, HB/EEICTITELK LY,

Arabic: Jusil | claall ell il g5 Ay salll sacluall Cileads b Aalll S Chaat i€ 13 +iks gale
1(800) 225-5254.

Panjabi: fourrs fe6: ﬁgﬁfﬁwa‘téa@ﬁ, ?W%Wﬁ@mw
He3 BumHy J1 1-(800) 225-5254 '3 I |

Mon-Khmer,

Cambodian: wtitas sfedemuniant manigr, suntgwitnman unwisAnayns Amsmemntidand i giedy 1-
u

(800) 225-5254.

Hmong: LUS CEEV: Yog tias koj hais lus Hmoob, cov kev pab txog lus,
muaj kev pab dawb rau koj. Hu rau 1-(800) 225-5254.

Hindi: &9 < af¢ 3 fedl Siard 8 df 3 fod gort & 1o TgrrdT 9amd 3
U g1 1-(800) 225-5254 TR HId B |

Thai: Buu: dhamwamun meaaaunsalsuinsthowmdonnens lans Ins 1-
(800) 225-5254.



