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6003-G

MEMBER INQUIRY ¥AND GRIEVANCE_RESOLUTION-PROEESS

REVISION DATE: xx/xx/2023, 4/29/2020, 8/14/2019, 4/10/2019,
6/10/2016, 3/2/2015
EFFECTIVE DATE: July 31, 1993

REFERENCES: 45 CFR Part 164, 42 CFR Part 438, Subpart F, 42 CFR
8§ 438.408(a) and (b), A.A.C. Chapter 34: R9-34-202, R9-34-209,
R9-34-210 and R9-34-212, 42 CcFRPart 438, Subpart F. 42 CFR§§
438-408{ayand{b}Y AHCCCS Contract, Section D, Program
Requirements, Network-20; Grievance and Appeal System, AHCCCS
Contract, Section F, Attachment Fl1Seetion+t.

PURPOSE

This policy outlines the Division’s responsibilities when an Inquiry is

received or a gGrievance is filed with the Division’s Customer Service

Center L Heemelares Members i i Cepmens Plecbe L I qees
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DEFINITIONSPDefinitions

A\Y

n”

1.

“Business Days” means 8:00 a.m. to 5:00 p.m., Monday

A\

through Friday, excluding holidays listed in A.R.S. § 1-301.

”

ithin the Efuncti LA : e

2.

“Complainant” means the person(s) expressing the
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dissatisfaction or requesting to file a grievance.

“Functional Area” means a business unit or department

within the Division.

“Grievance” means a verbal or written expression of

dissatisfaction with any matter, other than an adverse

benefit determination.

“Grievance Manager” means the individual who is assigned

to work with the complainant through resolution.

“Inquiry” means a question received by the Customer

Service Center.

“Planning Team” means a defined group of individuals

comprised of the Member, the Responsible Person if other

than the Member, and, with the Responsible Person’s

consent, any individuals important in the member’s life,

including extended family members, friends, service

providers, community resource providers, representatives

from religious/spiritual organizations, and agents from
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other service systems.
8. “Member” means the same as “Client” as defined in A.R.S.
§ 36-551.
2 - =
|| I F e ::EEF'S care SEHEF thaﬂ aha Ad”ere Be.ﬁe.ﬁ_t

n H - ” . ’

i cfact it edi .

9. “Quality of Care Concern” or "QOC Concern” means an

allegation that any aspect of care or treatment, utilization of

behavioral health services, or utilization of physical health

care services that:

a. Caused or could have caused an acute medical or

psychiatric condition or an exacerbation of a chronic

medical or psychiatric condition; and

b. May ultimately cause the risk of harm to a member.

State-Onlyand-ArizenatonrgTerm-Care-System-Member Inquiry and
Grieeivance Resolution Process—6003-G

Page 4 of 18




74

75

76

77

78

79

80

81

82

83

84

85

86

87

88

89

90

MM Division of Developmental Disabilities

DEPFARTMIENT OF

ECONOMIC SECURITY Operations Manual
Your Partner For A Stronger Arizona Chapter 6000
Administrative Operations
Grievanceand-Appeals

10.  “Resolution System” means the application within Focus

used to document Member and Provider Grievances.

2-11. “"Responsible Person” means the parent or quardian of a

minor with a developmental disability, the quardian of an

adult with a developmental disability or an adult with a

developmental disability who is a Member or an applicant

for whom no quardian has been appointed.

3-12. “Support Coordinator” means the same as “Case Manager”

under A.R.S. § 36-551.

POLICY
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exists:

A. INTAKE TRIAGE

1. The Division’s Customer Service Center (CSC) shall receive

Inquiries and Grievances by:

a. Phone - 1-844-770-9500 option 1, or

b. Email - DDDCustomerServiceCenter@azdes.gov, or

C. Mail - DES/DDD Customer Service Center

1789 W. Jefferson St.

Mail Drop 2HB3

Phoenix, AZ 85007

d. Referral from Division staff
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106 2. The CSC shall evaluate each phone call, -er-email, or letter

107 received to determine if the correspondence is a Quality of

108 Care Concern (QOC), an Inquiry, or a Grievance.

109 3. The CSC, when a QOC has been identified, shall:

110 a. Notify the appropriate Ffunctional Aarea

111 immediately, but no later than the close of the next

112 business day, when an imminent health, -ersafety,

113 or clinically urgent risk exists.

114 b. Inform the individual whothat contacted the CSC that

115 the concern will be elevated as a QOC and that the

116 QOC triage process will be followed per Division

117 Medical Policy 960.

118 4. The CSC shall respond to the Inquiry or inform the

119 individual whothat contacted the CSC that they will be

120 contacted within five Business Days when the Inquiry or

121 ComplaintCoemplain is related to the Division, its contracted

122 entities, or authorized services.
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123 5. The CSC shall not disclose any confidential information in

124 accordance with 45 CFR Part 164 Health Insurance

125 Portability and Accountability Act (HIPAA) and in

126 accordance with A.R.S. § 36-2917.

127 6. The CSC shall provide the individual whothat contacted the

128 CSC with the contact information for the appropriate

129 organization(s) when the Inquiry or Complaint is not

130 related to the Division, its contracted entities, or

131 authorized services.

132 ——The CSC, when a Grievance is filed, shall provide the

133 individual whothat contacted the CSC with their Grievance

134 number and inform them they will be assigned a Grievance

135 Manager who will work with them through resolution-whenr

136 a-Grievanece-isfil

137 /. Eed.

138  B. INQUIRY RESOLUTION

139 1. The CSC shall monitor Inquiries to ensure the individual
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who contacted the CSC is assisted timely.

2. The CSC shall maintain tracking logs that record the

receipt, relevant information, and resolution of Inquiries.

3. The CSC shall request technical assistance when an Inquiry

cannot be resolved timely.

4, The CSC shall resolve the Inquiry _and provide the

individual who contacted the CSC with a

response. - NFORMAL
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C. FORMAL GRIEVANCE RESOLUTION

e initi he t L , he DDE
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1. The CSCustomer-ServiceCenter Bivisien-shallwilt provide

the Ceomplainant with ackrewledge-a verbal receipt of

thea gGrievance_at the time the Grievance #-is made and

when requested by the Complainant, provide a written
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P26 receipt of thea Grievance.-in-writing.-when-electronically;

D27 erathy—verbalyhoweverifreguested-by-the

P28 complainantResponsible Person., electronically or in

P29 writg-

230 2. The CSC Bivisien-shall documentreeerd the Rreceipt of the

P31 Ggrievances-withatl-berecerded-_and the substance of the

P32 Grievance- in the Division’s Resolution System-Fracking

P33 System.

P34 +-——The CSC shall provide updates to the complainant on the

P35 progress of the Grievance.

P36 faeCesterrorSopren Confor sball com oot aebioes Faleors

P37 N = e e eyt e e s o e et = e e e

P38 f Z 7 i i o

P39 MRt BT s Syt oo = K K o = M = = s o e

P40 ot £ S o whev v e e =

P41 3. The CSCbivisien- shallwilt ensure that-the persenperson

D42 completing the Grievance investigation and-decisionmaker

P43 N e e e e
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P44 determinationcisionona-gGrievanee-has no involvement

P45 was-het—velved-in any previous level of review or

P46 decision-making_regarding the Grievance.

b7 TheC ServiceC hateval | arioriti

P48 each-Grievancefor-health-and-safety risks,and-forward-te

P49 the-appropriatefunctional-area—as-seen-aspeossible; butne

250 later-than24-heurs-whentmminenthealth-ersafetyrisks

P51 exist

5o 4 Wi be Divisi : : ' enial

53 ‘ itied e . | . I

P54 rvelves—elinicalissuestHThe DivisionThe CSCustemer

P55 Service-Center shall-when-applicablewill- ensure that

P56 healthcare professionals; whe-make-decisions;-have the

P57 appropriate clinical expertise to complete an investigation

P58 and te-make the decision when:

P59 a. AFheCustomer Service-CenterDivision—receivesa

P60 Grievance regarding a denial of an expedited

P61 resolution of appeal is received, or
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P62 a=b. A Grievance thatinvolves clinical issues.

P63 5. The CSCustomer-Serviee—€enter shall ensure all applicable

P64 documentation, including all aspects of care, is reviewed

P65 prior to making a decision.

P66 6. The CSCustomer-Serviee—E€enter shall engage additional

P67 Functional Areas when necessary to resolve the Grievance.

P68 7. The CSC ustomer-Service-Centerbivision-shallwilt resolve

P69 theprovide a written notice of the glrievance resotution—s

P70 the-complatnantdecisien-within 10 bBusiness d€Days, but

P71 not to exceed 90 days, after the CSCBivision receives the

D72 Grievance.—eadsaotmetoreeederrototetbar S0

P73 calendar-days:—afterthe Divisionreeceivesthe-gGrievanee:

P74 8. The CSC shall contact the Complainant to inform them of

P75 the resolution.

P76 9. The CSCBivision shall mail athe-Grievance disposition

P77 closure letter to the Complainant within 10 Business Days

P78 of resolution.
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10. The CSC shall provide a Grievance disposition closure
letter that includes -thatinelgydes-a summary of the
Grievance submitted and the resolution.
11. The CSC shall not provide the resolution in the Grievance

disposition closure letter when the Grievance is closed due

to a QOC escalation.

The CSC shall ensure documentation of the Grievance,

investigation steps, and actions taken for resolution are

documented in the Division’s Resolution System.the

lation ] includedinthe tettar
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E. SUPPLEMENTAL INFORMATION
1. Refer to Division Operations Policy 446 for Grievances and
Investigations concerning persons designated with a
Serious Mental Illness.
E-F. For Provider Inquiries and Grievances, refer to Division

Operations Policy 6003-H.
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