CALIFORNIA

LGBTQ

HEALTH AND HUMAN
SERVICES NETWORK

L4
*

G

Gender
Affirming
Professionals

How to File a Health Care Complaint in California
A Quick Guide for Patients and Advocates
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If your health insurance denies care, delays treatment, or you experience discrimination in health care, you

have the right to take action.

Filing a complaint can feel overwhelming, especially if you've already been dealing with frustration or
harm. But it can be worth it. Complaints can help you get the care you need, hold systems accountable,
and protect members of the community from going through the same experience.

Note: it's normal to feel anxious about filing a complaint. You have rights in health care and insurance
coverage. Filing a complaint with your insurance or Californian state agency is not the same as filing with
federal authorities, and it is a common and protected process.

WHEN SHOULD YOU FILE A COMPLAINT?

You may want to file if:
e Your insurance denies medically necessary
treatment
e Care is delayed or refused
e You're denied gender-affirming care
* You are treated unfairly by a provider, hospital, or
health plan

BEFORE YOU FILE

Preparing your information can make the process
much easier. Try to gather:

¢ A short description of what happened

e Names of people or organizations involved

* Medical records, emails, or documents

» Names of witnesses (if any)
You can still file even if you don't have everything yet.

WHERE TO FILE

There are three main places to file complaints, and
they each serve a different purpose:
* Your Health Plan (Insurance Company)
o Handles complaints about coverage
decisions, delays, or services
o This is usually your first step
e California Department of Managed Health Care
(DMHC)
o Oversees health plans and can step in if your
insurance handled your complaint unfairly.
o They can also arrange an Independent
Medical Review (IMR
* California Civil Rights Department (CRD)
o Handles complaints about discrimination in
health care and other settings

Sometimes, you may need to file with more
than one of these.

EXAMPLE SITUATIONS

e Denied medical treatment: Start with your
health plan, then file with DMHC if
unresolved

» Delayed or refused care: Start with your
health plan, then file with DMHC if
unresolved

e Discrimination by a provider or hospital: File
with CRD Sond possibly your health plan or
DMHC too

* Denied gender-affirming care: Start with
your health plan, then file with DMHC if
unresolved (and possibly CRD if
discrimination is involved)

WHAT COUNTS AS DISCRIMINATION?

Discrimination in health care means being
treated unfairly or differently because of who
you are.

e Gender identity or expression

e Race or ethnicity

e Disability

e Sexual orientation

e Language, income, or other protected

characteristics

EXAMPLES

e A provider refuses to treat you
e You receive lower-quality care than others
e Staff make inappropriate or biased
comments
, ¢ You are denied services that others receive /
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STEP 1: FILE A COMPLAINT WITH YOUR STEP 2: FILE A COMPLAINT WITH THE STATE

HEALTH PLAN (DMHC)

) ) If your complaint isn’t resolved, you can file with:
Before going to the state, you must file a

grievance with your health insurance company. ool patentetiMapgaed

Health Care (DMHC)

How to do It Th i laints and protect patient
. [ ]
e Call the number on the back of your insurance ey review compldints and protect patients
card when health plans act unfairly

e Ask how to file a grievance 2 R DT LS

e Or use your plan’s website
Online (fastest - Click here):

Common Health Plans Fax: 916-2565-524

Kaiser Permanente (Click here) g'lct:llsztDeio;tr:ensto%f eleigfRel lsellin (el Ei
Urgent (CA): 888-987-7247 chmf\;tou'ceA 05814

CalOptima (Mgdi-CqI) (Click here) « Forms in other languages:

Customer Service: 888-587-8088 o Click here for more information.

Inland Empire Health Plan (IEHP) (Click here) Independent Medical Review (IMR)

Customer Service: 855-433-4347 e Doctors outside your insurance review your
Covered California (Click here) case to decide if care was wrongly denied
Customer Service: 800-300-1506 * When tofile:

o Usually after 30 days

Not Sure What Insurance You Have? e Immediately if your situation is urgent

e Check your insurance card

e Search for your health plan by clicking here. If Someone Is Helping You File
Submit the Authorized Assistant Form so they

can represent you.
e Click here for more information.

Filing a Civil Rights Complaint
If you experienced discrimination, file with:
California Civil Rights Department (CRD)
How to file: FREE HELP

Online: Click here. Health Consumer Alliance

:rt:woar;f:cia?;if;ﬁz‘r‘@coIcivilriqhts ca.gov healthconsumer.org (o click here)
i ) = 888-804-3536

Mail: 651 Bannon Street, Suite 200
Sacramento, CA 95811

Locations: Click here. Community Legal Aid SoCal
communitylegalsocal.org (or click here)
714-571-5200
- N
HELPFUL TIP .
Keeps copies of the following: Trans Rights Resources
« Complaints Lawyers for Good Government (Click here)
e Emails and letters Advocates for Trans Equality (Click here)

¢ Any documents you submit or receive



https://ccrs.calcivilrights.ca.gov/s/
mailto:contact.center@calcivilrights.ca.gov
https://calcivilrights.ca.gov/locations
https://healthconsumer.org/
https://www.communitylegalsocal.org/
https://transrights.lawyersforgoodgovernment.org/
https://transequality.org/trans-health-project
https://healthy.kaiserpermanente.org/support/submit-a-complaint
https://caloptima.org/en/health-insurance-plans/medi-cal/your-rights
https://ehp.org/en/browse-plans/covered-california/grievances-and-appeals-process
https://coveredca.com/support/file-an-appeal-or-complaint
https://wpso.dmhc.ca.gov/hpsearch/viewall.aspx
https://wpso.dmhc.ca.gov/imrcomplaint/c=1&lang=en
https://dmhc.ca.gov/FileaComplaint
https://dmhc.ca.gov/Portals/0/Docs/HC/AccessibleAAFormEnglish.pdf
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