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Purpose of the G&A Training

This training will explain both the grievance
process and the appeals process that are
avallable to.the consumers we serve.

[ihe training provides basic information about
C.O.N.S:Uumer.s.o r 1 ght-st T 0
that you will'be ‘able to help:consumers
understand:then rightsand:lead :them to
places/people:that'can give them.more help If
they need:it.




Grievance & Appeals
Introduction

Since the late 1990s, both the federal government and the state
Michigan have laws that give consumers, guardians, or paren
minors the right to challenge whenever something happens w
their services and they disagree with It.

Iihe federal government set up these rights for consumers with
Medicaid.

fihe state set.up.similarirights for people who do not have
Medicaid.

dihese TightS apply to the-consumers we-sen/e in the
communtymental health’and supstance) abuse Systems



Grievance & Appeals Policy

The purpose of grievance & appeals processes s to provide
consumers with ways they can:

1) Ask for and receive a second opinion.

2) Ask for an appeal if the services they want are denied limited
taken away somehnow.

3) File a grievance:if-they are not happy with other parts.of their
Services/supports.
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AlliStatrstudents; and Volunteers inour systent. and our
atfiliatiofniare responsioie 1o making Sure consumers fave
tnese rights and nave thetinformation theymneed to-action

tnese rignts.



Grievance & Appeals
General Information

Providers or recipients who file a grievance or appeal are fr
from discrimination or retaliation.

Grievances and appeal process need to support resolving
peopl. edos: concermns & . 1 Mpr oV ¢

Iihe goal Is to resolve conceptillyas much as possible.

Recipients need to be informed of their right'to: file’ grievanc
or appeal at.any. time -they wish 'while receiving-services.

Recipients.:must-be givesasonable assistancéling an
appeal or:grievance (they must be provided with things like
interpreters; tolifreernumbensp TAX (1)) ID)



Grievance and Appeal Options

There are three basic options*** consumers have to express
concerns with their services:

. Second Opinion
. Grievance (always local)

. Local Level Appeal (called a LLocal Dispute Resolution Proce
for: both Medicaid and Needicaid-consumers)

. State Level' Appeal (calledia Medicaid:Fair.Hearing for
Medicaid-consumers and an Alternative Dispute Resolution
Process: for Noiviedicaid-consumers)

=2 iNese options would ‘occur When thelr concernsrenotrelated to'a
poSSsible violation of their rights that the O ficeof . ReCpient Rights
woulathandle




Second Opinion

£ Consumers must be offe@8econd Opinion
when they are denied being able to. enter men
health services at a CMH, or when they are
denied haospitalization. . This IS a requirement
the Michigan Mental Health Code.

£ A second opinion.must be provided by a
physician; ficensed psychologist; registered
erofeesion=l Suse, noaster:s | ssvchoksolst, |
o mastit’clesrei seial sieskert == S 0 (



Second Opinion (continued)

£ Consumers have 30 days to request second
opinion

£ For denial of servicel®@pinion must be done
within 5 business days

£ For denial of hospitalizatior®d @pinion must
e done within'3 working.days (orin: 24 :hours
emergency)

£A 29 Opinion 1S given by the CMH at no: cost
{0 consumer







Grievance

A Grievancel. s. a .. CoOnNsSuUmer 0s
when they are not happy with some part of the
Services or supports,

AND

It IS notrelated to something they: could appeal
a protected nightthat'would be handied by
RecipientRights.




Examples of a Grievance
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Grievance Process

A grievance can be filed by a consumer, guardian, oi
parent of a minor

A grievance can be filed verbally or in writing

Tihe grievance process is only done on the locdlyeve
the localcCMH

fihereis notime limit.on when a grievance can be file

Grievances are handled:by the: Customer/ Member
Services department of yourloecal CMHA

CustomepMember Serices must compiete the
grievance.in 60 'days & give . a wWritten response







Appeals

An . appeal s requast to teview a deczionthat

has been made about their services/service requesin
appeal can happen when:

- A consumer Is denied a service they asked for; OR

EAconsumer. .. doesnot get . th
(and . arenot  satisftied wit
asked:for); OR

[t takes lonocr than 14 days to answer a consumer’s recucst fora
service; OR

It takes longer.than 14, days'in providing a-service to'a consur
Wwihen it e Vo Vvertbe e n. fapproved
consumer agrees to'a:different start date); OR

- A Service ia consumeriis-already.getting.1s: suspencded; reduce
terminated.
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Consumeros. App

- Federal law gives Medicaid consumers appeal rights
all Medicaid services

- The state of Ml gives similar.appeal rights for al Non
Medicaid-consumers

- Consumers can request either.an appeal to-the local
CMH or to the state.

- Medicaid-consumers.can ask for-a local or state app:
N any order.

- Non-Medicaig-consumers ' must go through a local
appeal with ‘the CMHE hefore-the 'state will hear their
case.



Consumeros. App

- Only a consumer, guardian, or parent of a minor can
file an appeal

They have 90 days to file an appeal once they get nc

They can also ask someone 1o be Angirorized
Hearing Representative ((AHR). Tikis can:be anyone
they choose, who will present'thelr case at the appes
o.n:-t he -Jcomsumeros. behall
who they.choose as-their AHR: - They can still come |
the hearing eveniwith an AHR.

—consumers have the same-appeal rights with Medice
HMOQo's:,aitaantd  FI A/ DHS.




Access to Record

Consumers have the right to access their record In
order to prepare for .their appeal.

fihey should be able'to have copies without being
charged in preparing for their appeal. [ ir the
amount to be copied would ‘be a financial/staff
COSt 10 the agency,. please .contact the ©Office:of
Recipient RIGATS/Y/OUTSUPETVISOT foF further
consultationon whether there ishould e a charge:



Provi der os | . nvol

Providers can be involved in appeals in two ways:

1) They.can appeal, on behalf of a consumer, any
utihzation review decisions made by the Weitle}
Providers.can also -reqgueseanedited appaaia
consumeros. i fe, heal t h,

2) \With written. permission by:a consumer,:guardian,
parent.of & minor, a:provider. can be\arnorized
Hearng :Representator behalf of a consumer.

“=Providers.may also-be requested to attend
appeals to give mformation/testify: at the local or
state'lievel:appeal.
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Giving Notice

Whenever something positive or negative Is going to
happen. with a consumer S
cal l ed an oacti onao)., .t h:e
narent i rno;.. Y be given.a written notice C

Wihia .08

required to give notlce (most of the time thls will be




