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Dyivectar of Qperidisns

Purpose
Toensure all grirvance cnrmplalints are handled in a soensateal manper naocordence with ol sprrapriale state,
tederal and LIEAL staadards.

Pilicy

It is the Polay of Aeesicans Heallh The of Korlhern vdiana, Ine, [PAP], that tho Sricvanoe pracass shall be in
encipllange walh eparimens ol Labor arcl State of Indiane goiceloae s, tmeframes and regulations, and alse
weltly ap e able LIRAL complelnt stamilairs,

DEFIMITIONS

Glriewance
Grigeanies are am adosings ralwe review regured Belere on appeal by the state of nidians.

Ao Inhiana Code 1007 28-2 -6 dellnes a prievanoe as oy dissais footion capressed by or an behalt ot
A covered individual regarding:

1. Adeterminaticn that a servica ar proposed servlce & oo appa e ate ae redical by neeessary
1. A determination that a cervice ar preposed savvice is exparimantial ar avestigatinng!.
1. The availabilty of 3 parricipating pravider,
A. The handling or pavyment of claims for heallh care sarvices.
t.  Matters pertaining tetke cortractval relaticnship Between:
. Acowvared individual and anansufer; ar
I A grog g policghoer aqd aninsurer; or
oo A ey decivwm b cescind ancaccident and sickness insurance policy and tor which

the covered indivigwal hasa oepsopmlizle ceomctation that astion will be taken to resohe
s recaw slder the matter that in the < cbjrel af desspkisfaction,
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POLICY & PROCEDURE

B. Per Indiana Code 27-8-28-16 (@) 41) and Indians Code 27 13 10-Sa) (1}, To- sach grlevance
rerelved, PHF will sand an acknowledzoment letter of the aneswance i weithng, ko the member
ar their desipnated represontative within throew (3] Bosineas idays.

. Pre-service lack of cartifrcation grovince will e cesaleesd o fiftoen 151 days, and onst-service
ariavances will b pzselved in vwenky [200 businacs daygs.

Decianated Fepresentline:

& indivicual the moemker hay appeinied 1o asssl o reprasent thamowith a arievance. Thizs parson may
includea, but pot ke lirsited b, physicioss, ulher providers, attorneys, friends, or family memeers. They must
idantify their designated representative fous n wating, though, inarder to prevent the disclosure of yow
medical infermatior 10 upauthoeized peeong.

Eiling T me Lemil
Al requests (er consideralion of an aduarse henafit determication must be receivad within 180 days of Ehe
distsr il 1he gdeerue benafll grtarmiaatan.

TOLL-FREE ACCESS §IC-27-13-10-5]

#112 praviilas a toll-fres telephane rumber '1-800-332-6257, Extons on 361} for [acal or long dictance callers
thicugh which mambers may obtain intormatior on theie tighls PHP CEillees e STRT L angsrage | me which
aravides accass to translation services staff whe speak o number of diferept languages and whe are avai abbz
trr assist the Grlevance and Sppeal Coordinater i speakivg witb eaeen e s OF pan-Toglisk-speaklng arlgin.

Procedure|s)

Gricvaners My ha submitted to PHM varbally or 'nowriting, cither by the ineacher ar by o pesen Lze erembher
lhas appointed inwriting as his or har designated represcrtolive, moluding o healtk care pravlaer. A grlevance
thal is initiated by the Indiana Depar:ment of Insurance {0000 wiil ol the grievans process 14 aorordance
wilh [LSH requiraiments. PHT shall raview this Policy & Progedure [or any appoepelate revislons nnan annaal
bass.

This Palicy & Frocedue dors not govam any issuwe govarsed or covered, inowhiale o in parl, By Do Indigna
Medival Malpractice Act. All suck claims mest be brought in accordane: wilh appheable lidia e law

B Beviewers — All grievance considerations will be congucted by @ rovies panel consisling of e Dellawing
*H¥ panel:

1. UR Murse & Cas= Manager
z. Dhresctor of Cperations
% [upector of Prosiclor pple menbation & Seuiies

G. Ay paar L of bhe gricoanan pracess, PHE' review pranel shall:

T Enr 4§
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POLICY & PROCEDURE

1 Provide the palent, proovider, or Fagilily repdering servlee 1he oppadamty to submit writtan
corrnnenty, devnme st resoeds, and oiher Infirrmatlan relatng tn the case.

2. Take imke account all daear epd abweh, comients, recnsds, and all other information related ta the
casr lhat was submobH el et 4he grievance by patients, prowider, arddor facilities rendering
s Rds ), watitot ragard 10 wihethar sush infarmatian was swebmitted or consideredin toe initigl
carvideratinn af the casrfreqaest for certihcation

3. Heview that all PHM policias, prosadures, ang protocols were followed inshe original reviess of the
bBenafit deterrmnation.

C. All griavances will ba resolvad as soon possible orwithin baoaty 1201 buesiness days afinr the
grievanca is filed [whichever comas fitst], If the griecvance connot e regsaleed within the timeframe
cpecifed, PH? will notify lrue mermbor o= their designiabed represe olative, o weiting, of the delay and
the reasan tor the delay aud request anestopgion 1o exbenzion is aecessary, the grevance must be
recalved and & written decision ssaouo withen Len (100 business days.

0. The Gricvvanee wrd Appasa | Courdingbor will pravicde s Hem no fication of the detesminat.on of the
grievanie revloew witlin Tive (S ulays af the dec slon. The notira will Include the rationale tar the
ke e abign pracess, the policlas ar procoeduras used in the decision and the proce:: for seeking
[urther Frview. Goevance natlficatlos letters will also include the contact intormation tor PH®'s
Gnevance and fopeal Coordinatar,

r. all grisvances, including all corresponderca, cecision:. and roviewed records wil be
dacumentad and maintained in the casa tile by the GREVANCE SMLD APPEAL CODRRLIMNATOH
ansl trackad in tna grizvarce/apoeal log as requirad by 12 37 13 10 3.

F. All grievarces will be tracked on a quarkerly basiz by the Grigvanoe and &ppeal Coasdieates,
and analyzed Fertrending purposas by tho GO0 and fedical Dicec Lo, The analyses for frepding
parposas will e prawiced Loecshe Coalily Wb peoderent Comiottes ana quartely hasis.

References:

Grievanre Frocesr Cuidalines & Waork Charts
Lirieyance Acknowl=daerment Laitans}
Cinevanca Deosion Letrer:

Standiard el atiomn §:
27 13 11

QL TRADTE-1N

Fh LY BFarts ha and i

Aeccreditation Standard:
2hELS0A-11h) & <]
AL Core 12, HUM 31, HUK 22, HUR 33, UK 2, HUL 35, HURA 36, HURD 37, HUR 3B, TILIR 34
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FOLICY & PROCEDURE

Reviewed By:

Chief Qparating Ohlicer

Director of Medical Managernent
Crrector of Claims & Custurner Sefvce
Gricvance and &ppeal Coundmator
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Policy Title: éppeal Policy 2nd Procedure for FHPNIL aed PHPIC Qviginatlen Date: Sep 1, 14497

Palicy No.o GAaD013 Effective Date: 0171172019

Section: Quallty - Appeals

Approved By: Gail Doram, OO Mevishon Date: 303716, 03/05/16, 03717717
/11719
Approved Date: 3f17/17 Keview Date: B/12F13, 414515, 3/ 1/201K,

01/27/2020, 171173021

Purpose
Troeaswre all appeals and Independent Keviess Chganisalion (IECY] regquests are handlbed s coatsistes D indee in
A curdiznes Witk ol appropriaie sGale omd federal v and oo aeenedance with LKA standands,

Polbcy F-HLUIM 333k [}

1 & the Pokey of Phys=ician: Health Phoy aZ ot ncliarag Tee. (1D, rhean the scepeal process shall be o
cornphanwe will Pepacleged ol Laboe ang St o Td s goudelimes, SeonelTmss amd rspoCetioos, and alse with
wpprhcable LIAC stwwlerd s, FEIP wall mazintain o Bormeil pooceas e consider appeals for enodicel necessily
decisions Ml resulied ia s son-aulhorizaoor ol seredces iacluding the availubility of o sondacd appenl By nea-
urpent eases and expedited appenl Zor cases Involving urpest care. Cipen? acd stendard appeals s availaple

[

L IefuesE, o ANy pacenl, poavider, of Beilisy reaclening secvive, 2SN TR b

Bufinitions

Appel

wl A wechil oo owrtlben ceguest L PHI By g consmoer, vederingg ahasican, ot proserbor to chanze il decision
repacding wn wlvzre bewefit determination, o a reqezst Tor apaeal as noalimed in the beember Coriliace of
Crvermge regareing cligilnlivye, Pxpocdited appedls will be eonpleted wathin B ooz, Appealy will Le

a

ceiclvzd within 15 calendar dags, (40005 Vs 1075

b Dhesigrion] Beprosantaiig

Anielivideal the creoiser Fisappoarted wooassist o sepresent e wieh we appeal. exmedited cppeal. nr
cxtemal appeal. This mecson may include, bul sat be inites 16, nhysicians, otwr providers, afieneys.,
Triends, or 21Ty memhers, They anost identify thein designated repees ztarive o oos 0 weiting, thougln, in
wrder by prevemi the diszloanre of sone medical iwhorrmaeioe fo arann ol oo,

o Bslermal Apg=sal CRarmehinces aedified as s lideperdenmn Beedo Oraarizdion]
Ana el prodess inowbich an NECE cevieas certain appel amd esmedited appead decizians PEIF moade and
determ.ings wleler so uphall or ceverse e,

fdy Vilivge e LEncL 10 1% 33 1 iin, 19 <10 35
Al varpestn for rcennsidestion of an deeess Do 0 detemoimalion most e receiaoed wiliin e followine
o ames oneg te adwerse e B Eeterpbimdion las been mele,

Page 1 ol
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P-HUM 33 hgiip I'-HL 310K

Lovel Beguesied (BT
Ulrieent A 2 hews
Appeal L&l lays
IS0y Foxnernal 120 diys
.'||!-|'||.':|'|:| | _

¢]  Fimal Intermal Adwerse TheneCL beferminacion
Fhe apholdmg ol an mleaass braefr Jetesamimation o the conclusenn ul b intemab appeils proges mon
Averse sonetil detcrminulion wlenil appeals proseys bas been decned exl:austed.

1 Ddepenade L Mewiew Cronization for 1R}
A acganiction lecnsged e e Indiana Ceparment of Tnsurianee be conduet @ man appeils.

w1 Ulrinemd Care Appeals P10 D0 1RGN

iy erpedited wpponl process allows fin an acocleratol review by PHD of a madicel necessioy denial cecision,
i vt bl e only whon o reaserabls ey persons Taelosees Tt Life, bealth, or ability booreach and noiclis
Frasimurn fooeriae woulel he secious e jeapardied Jdae oo stckwss, disease, copeditian, injury, ar disability,
o 0t Lhe apsoion 08 the esnbee™s ehysieinn wold suiect e menTes o severe ma’ o til camialr Te:
adecumtely managed 1 These corditiong are ver, oo Geeision @il e condened oy soon e posiak e, bl s o
Lhar 72 lwrrs Iren the Ties ol e seeicen egiest.

TULL-FREL ACCESS | [0-2T-13-10-5

TP prowindes o ool teleplome ancher (F-RI0-0E2-025 7 Loctengiom 3o0 0 e il e Bang-distaeee callees
Heaugh which el oy obbin infoenation on cheir vights, PRE anilizss Gie P& D Langiige Dioe whica
[wravides acoess 1ot lifen gwmices slalfwho speak @ number of Sifferee) anguages and sl are et e o
azaisd the Civisvwnce snd Appeal ©oardinatos isepsakiog with verahers ol man-bnglish-speaking ueiging

Procedure(s)
[4000s R5 L,
Apeals iy P sulanited o PHE veehally e oo seling, eitbier Ty He rembser e by apessoe e oereber bhag
apperizded Tnowericiog s his oo e desiproated representative, tneludiog o bt hoire coevider. Aozl T i
nirated Do cae Isdasna Deparurent of Desociogs (000wl Tolla e Lhe appeal process iz accordimes witt 701
requitcraents, PP shal perena [his Policy & =ocedune e any appoepniabe revisions on onannua bisis.

2
I|-I

This licy & Freccdone doss s goven any dssue governesd orgineefed, iwsols or npart, By 220 Iedidm
Sledical Mahpelioe S A amh claims must be brocght in asouzdanes wittspptecihle i L.
[N T R TN IR L | PR Y R
[ A ke o Lok uf e Neslian modineamaon lefer is sent 1 the megquestine providers and we the moguest
ariginatnes ineiudine Gaviies remdering sereieds) and pacents, i wil! conlain a stalement alloveing 150
Jis B womember do s Lan eppeal lur mecomsicdsatin ol e ellowing,
v Pan-cersifioetion delermenatc,

e 2 0 &
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oA satemen seol te the paiens, previder sl Guedily renderiz e sevicelz) that ey oy
sl wrikken cotnments, dacuments. mscondz, wod uther snfoegeadion peeling 1o che ease.
ot hienanion ol The weem benr's apsacal ciehss,

24050 5500

When an appeul 15 recerved inoceepuase g nun serifcidion Sre-servioch determinalion, she Griewancs
arnd fuppeals Coordinator snd e Medical Diceeior w2 within Ueabenibae ihay, Sarwaal the appeal 1200
et peancl Within 3 tusinoss davs &n acknowledpmen: Detlee well beosent Do s iownbe sl T
e s gt peprgscnrative, Soee Proecss Cuidelize Appoal Hearing Wuskllove, (50 Ll nage Nor
Appeinds thal gizn be candw el in g=raund,

Mele 2z edent Madical Reviewsr - Al eppeal consmleratiuns wi'D e copelugted by Cliciz ar Fedzzal
Ligarings sl A ppeal Sevices, o URAC accrediled compiny, wheo stall secien appeal considestions m
hea e ponfessiomt s wihin:
oA shnal peeig;
oo Hold enoonrestrictel, st e o seelilization fo practice medicine o a health protession in s
stale ot torrilory of the §Eniled sttes; P10 AT 350
o LInTesy cxprovsly allowad oy state or Dedersl e or repulatwen, one located i srade o lerritoey o
e Llnited States wluen conducting wrapmeals consaderaion, B2 G50
c A el geelified by e speeTully Beard approved by the Soaoerican Bozel of Mediva S e iualiies
s1xoclors af Muedivine s o e Advasars Hoand of U=tcopaibiz Bpeialists Zom the mejor areas ul
Thnzcil sereioss Cor Rockar ol st e Madicanel) o :
i Tae Ackvisory Board o Dsteupatlioc Specialis] Do thoe ot arsas ol elinizal services
Sdewdors of oslepathe wedicine); or
i, The Aratican Cktal Asaociations CATIAT specizby Deasdz or e Aerean Bl of
(T TIEED |']'l.:||'.i.x1|"r-.' (ALY oy
i 1o Arerican Boge ] of Pudiahce Swgery CAPR ar the Americon Board of Podmiric
Pedacing (APPSR A5 a0,
e e in lhe sEive prolession and o ossnzilae specally s tepiva oy masape e spedical eonditicn,
[raenduze, o ozativent us avaally dosned aapropriae 15 3 i
Are ncillur the andivid s, wisa made the origiagd Cack of Cerilicatioe decisio, oz 3 subsndids
o suh i e, wond 11108
g W loowl Tuchuw e gosadelines, s e this ol

At 0fthe Appueals proccss, FHP md che independent needical i esesse covsidenng thee A ppeal shiadl
v BFugwida rhe pacione, provider, or Fcilite rengenng seevive the opperuzity o el L wevien

conned s, dosimenls weeonds, wrd snher indormacon welacng to the case 2-10%] 5 1.

Take iatoviceor m all decwementa, eon e ek, reccaclz, and 205 ather inloeoedion relced e the case

thiet wogz subritled il e apgsd by peients, poosizles, acdfor Facilines cordenng service(s],

widaoul tegard Lo sesssther such ineneation was subanithal oo cetsileesd Soihe initial

consideratinn aF e caseTeguest lor ceplivation, =110 22

o

Fur walyappesl cgse they agcepn, e @2ppeal reviowsr will atest hrougel seitlen cicumsntidacea St they
Tt i g of ieez g o eeilanion thal cepically mannees the nedica] condizion, procedcre.
trestmcm, or igsue ander revew, and carnent, releeant sopecenes zolor koewodee o render o
tcriminglion Doy the case mndar tevies 11300 37 0 o b

Fage 3ul i
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[

.

[ Tl pesie akdng, cae gracal is o provider of care on o physician, e Tndependenl el Revizwe
oy elmews oospeznk Jjpeetly wilh that paeson oF Sisfher reasresenlatre,

EEPY [ O e VR T e LY N i

i the cane ol 2 standurd appeas. the Indeperndes] Baedical Revigwer wil provade a decizion witzin 4
wirle el days of receipt of the request S apzeal imeluding written oo Tication of 1he el JLoczsioe o
sl paticnl ancd afeding, plivsician or ather ordesing orovider o Tl rendering e,

Polfvined 35 I Fid 1000 B

[ 1he case of 1he erpediced wppeil, e Chied Ozt G gnsuies O Moedical Tirecbor
goanmunicaies 1he Indeaendent badical Reviewsrs decizion ko 1F2 arigiearw of Hig appsal wcchin 12
Fgrs &3 can bl daes] e the initintion oF the Apacal g PHE Written conlizmtsee of T espedicel
appud’ delerminilion will e peovTied wishin tees calendar s o the pelicnl, and s oo e designiled
representative, I wppluehle and e asicnding, plesicTan e b erderizg procader o Gacility rewderiye
saervion, Information meay e comeeve] veal™s ol Tollieanl gpowilhoa welcten condinmation.

L I A TR L W TS IR TR L 1
e peesssive appeal ekt be coedieted 2nd resolyed witha 25 calencar diys. Lhe Greance il
Appesal Coordersloe sl prosige ocadile apposl ceapoose within £ husiness days al resolutzon whch
wil. include The Eallowine:
o The principal measonds) Ter the deterrmnat o T cplold e voe-eelidicatioeg 2210 0
oA stureree al thid the clinicel sutiog e wsed inomaking te appas:d dec’sion sill by pooeided i
WA, upen egiszat; and P-HT55 D
o htenmatinn alweat wlbilione:l apac techanisms, Bavwilaale Quouph e Blin sponsos e AN
ERY DI
v I westanee of i Tt Level el PUIT weill b lement e decision of $ke five lowel oimicsl
appal i vverturns e oibial dezial, P10 Gl

[T RES IR AT

alermel Buevise (IROF: T the evedt ol enotiaued Seoiul che menrber peee liie o wrillen ossoest Tus an
T Catermal Apzeal ] will FII wirthise 120 days ofter thesy reecive the netice of the Aapeal or Bapedited
Appedl decision, [ accordazee with Inaiinm e, TRO S will b sssigned nnod seqocitia? hegs Miougs a
Bl of cestiZied review sroenidions marmatned by e dize ezag oo of Cioaeies, The dgrmeel
ol L1 wil] B neste oo 1M Examn the appeoved Jiston the TR webeile, T vl acoes il vely on
spprapsiide sliomwal gapetive ‘0 readzring, independenl review deeermioadions, -15E0AT 22

-5 35 i

Riandand Ly Upon seceipt ol thie LREF L el apgsel e ae kmnwelodpermene Teer will be a2t 2o

the: e ber andfor mambaer's desigiled represe-tattes witiin 3 bosineesdass, The pesan o
cipacrticn appealing will Te provaded with veratten notilization ul the Tei” defe st amd Hhe nntice
will Tl The gacional for <ae Zinal determintion ad the preces Toe seeking, Tuclber s ol
availalls The IRCT sl wender & decisian witlin 13 buziness davs cer append B 2k, o ficadian ol
e degision will Y osenr oo e opgiober andica 1he members desigomed ropzesenlntive by Lhe TRCE aondior
PII* withen T2 huurs ul Tiss degision 115 Gl 47 r

P11 5 32 ket

gt TREY: In delerenizations oo ewses nvolving wigent caee e TRGY will palify sl rendar 4he

et pdin within 72 Lnuvs Teom e date Lhe consucoer itiated 2w indepeooenl seviews, Flee TIRDD will
olify the ek ler within 72 hes ol e Socision Tor argent or exzedized appowls. P-LER 5811000

P ooyl
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The IR0 revicwer may naol ave Been tavoived in the original determinzion wnder sppezl. BHE i respossble
ok any i livietal ol of the TROCES e 2l Appeal) for EGdly-insred asd Indipe Individual membess, The
penzrnbier & vegpeiner] 9 goapreng willo b SR b peseeiding o aurhesiging, the elease o7 any nesicssaey
ezl anfursad i e TEUS Daasn' Ualreoedy prosiclesd s ACallvimes dursg e Ealemal fgpssl process, e
mcmibor i permotled wosobamit any relevinl e rmation be the BRCE The LRED wrt] el bave any dins|
firgncial interesl o PP or e oatcome of the independecl sevisw, The delesnivcicer, of Lhe TR0 §s hancding
ne THE 20T S e 0™ 2

12, All Appeais el b cocorded in g case Bl by U Orievance aod Sppssl Connsdaniator,

13. The Appeals record 25 eonczinesd inrhe aaplizable ease fle which cantiizs, ab minimuo:

v T e a e paicne, poveader, aoddor Bcility rendecng servica(s); 2= 1005 -0

o Cupies ol all correspadence fiorn the paligul, prosdder, elior Gesilice readonang sovicez) and
conTespundence toon e corevecied Rulependent Modiead e seevie o e praliznd, proyden
ardror lac Ty rencdating serciceds) tecerdicg the appoil; -0 4T 10

i Ihagcs of all appeal seviows, decumertation of acticss laken. axd final rosa laticn or
delerminatiang: and 15 10 5741

o i e o s iEI'.h. ||1':;|'|pm-|.| '::-||!-.:|.!|'-:iil'|t-. LI I I |

o Mace and credemdials ol the cEnivel peer than zeets The gaalilcagions inslamckamg P10 1%
==L X ke

1L AN Appeuls will me tracked ona quartecly hasiz by he Creicecnes and A pposl Cooesinubor, and g lvied
loe wrend ng, prirpeses 3 the CO00 and Medical [Tezckor, The anal eii of Appeals Sor bencine pusposes
wepll F:CII'\':I_I:,!I_I Liv [ e {|J|_|:_||il:r' E||.|||:'|_|'|.'|.1r|||:||l; ool ol n |||.|r1|'1-r_"r'|';' |vasis

P12 uttipses Climx wnd Federid Hearines aod Appeal Sarcices, o LEAC Accraditad ey, W liawee e
Inclapeadent Medical Roviowers roview all appeal cuses unZess recuesied o pecson. o sppewl 5 requested for
a1 i peasnan appedl, o panel i selecoed b review The case. Clii or Fedecal Tleaciog and Appesl Bervios, will
ke e tedien ] determimalion ad PP s Booed e i deeizioen de 2o foa e o gontracl, Pledse poce this
shicemaen? un by appelies lecappesls, all TR 5 CLgwmal Sopealsh ol e sesigred oo seyuentis] Basis dusghoa
list oot covtilied revise orsaniznwns oriibiingd by The ol Depadmend ol Tnsnanes,

Wl appenTs ane conducted dothe ofTiee e mencher anddor the appointed autboticed Logel represaianive will e
sl tocaitend ehie appeal heazing, The nieabar or desiprited repoese Madve will preseont infarmacon oo the appel
picinsl aned answier any gqueslions & e e gepeal paoe™s geastions o eomsplered T maan®es oo appoiet
Jesignated representiative will ik o i, The appeal ool weill thien imske i detemcitinon
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