APPEALS AND GRIEVANCES:

Definitions:

Adverse Actions:

1.
Publicly funded Substance Abuse Provider:  An agency that specializes in substance abuse services (such as outpatient therapy; intensive outpatient therapy; short-term residential, long-term residential; acute detox) that are funded by PIHP/CA.
2.
Adverse Action:  When a substance abuse provider, CA, or AAR denies, suspends, reduces, or terminates a consumer’s service(s)

3.
Denies:  When a substance abuse provider, CA, or AAR decides not to approve (in other words “give”) a service.
4.
Suspends:  When a substance abuse provider, CA, or AAR decides to place a consumer’s service(s) on hold for awhile.
5.
Reduces:  When a substance abuse provider, CA, or AAR decides to decrease the amount of service that is being given to a consumer.
6.
Terminates:  When a substance abuse provider, CA, or AAR decides to end a service(s) that is being given to a consumer.
7.
Notice:   A letter that a substance abuse provider, CA, or AAR must send a consumer if an adverse action is being done (deny, suspend, reduce, or terminate).

Appeals:
(The PHIP resolves appeals)
1.
Appeal:  An activity that a consumer can request locally for a review of an adverse action done by the AAR, RCA, or substance abuse provider.

2.
Appeal Acknowledgement Letter:  A letter that the PIHP designee must send a consumer to inform the consumer that it is aware that an appeal has been requested.  Substance abuse providers are to be carbon copied these letters if applicable.
3.
Appeal Disposition Letter:  A letter that the PIHP designee must send a consumer to inform the consumer of the final result of the appeal request.  Substance abuse providers are to be carbon copied these letters if applicable.

Grievances:

(Only the PIHP can process grievances, as is it is centralized there in the AAM.)

1.
Grievance:  An activity that a consumer can request locally regarding a concern, question, or complaint about current service(s) being provided by their substance abuse provider, RCA, or AAR.  They are not related to appeals or recipient rights.  However, such information will be automatically forwarded to the correct party within the PIHP.  There is no wrong door.

2.
Grievance Acknowledgement Letter:  A letter that the PIHP designee must send a consumer to inform the consumer that it is aware that a grievance has been filed.  Substance abuse providers are to be carbon copied these letters if applicable.
3.
Grievance Disposition Letter:  A letter that the PIHP designee must send a consumer to inform the consumer of the final result of the grievance that was filed.  Substance abuse providers are to be carbon copied these letters if applicable.
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