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OPERATIONS MEMORANDUM #2025-07   
______________________________________________________________________ 
 
SUBJECT:   Denial Notices and Complaint and Grievance Reviews 

 
TO:  CHC Managed Care Organizations (MCOs)  
 
FROM: Bureau of Policy Development and Communications Management 
 
DATE:  May 22, 2025 
______________________________________________________________________ 
 
PURPOSE 
 

   Section V.B.1 of the CHC Agreement requires a CHC-MCO to use the template 
provided by the Department of Human Services (Department) when the CHC-MCO 
denies a service. This Operations Memorandum provides additional clarification related 
to denial notices, in-person review requirements, and requirements for Complaint and 
Grievance review committees. 
 
PROCEDURES 
 

Exhibit G of the CHC Agreement requires the CHC-MCO to give the Participant 
the opportunity to appear in person before a Complaint or Grievance review committee 
to present evidence and testimony and make legal and factual arguments. CHC-MCOs 
must ensure that any location where they hold in-person reviews is physically 
accessible for persons with disabilities and must be flexible when scheduling the review 
to facilitate the Participant’s attendance. Exhibit G also requires that CHC-MCO staff 
performing Complaint and Grievance reviews have the necessary orientation, clinical 
training, and experience to make an informed and impartial determination regarding 
issues assigned to them, and that the individuals participating in deciding a Complaint 
or Grievance must not be involved in or be a subordinate of an individual who was 
involved in any previous level of review or decision-making on the issue that is the 
subject of the Complaint or Grievance. 

 
When a CHC-MCO denies, in whole or in part, a request for a service or item, the 

CHC-MCO must issue a written notice of denial using the appropriate notice template 
provided by the Department. The denial notice includes that if a Participant disagrees 
with the decision, the Participant may file a Complaint or Grievance. Participants may 
attend the Complaint or Grievance review either in-person or remotely. The CHC-MCO 
must issue a notice of decision using the appropriate notice template provided by the 
Department.  
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The CHC-MCO must provide advance written notice of the review date, using the 
template specified by the Department. For in-person reviews, at least one member of 
the review committee must be physically present at the location where the review is 
being held. If the Participant cannot appear in person at the review and the Participant 
wants to participate in the review, the CHC-MCO must provide an opportunity for the 
Participant to communicate with the review committee by telephone or videoconference. 
If the Participant decides not to participate in the review, the meeting must be 
conducted with the same protocols as if the Participant was present.  

 
When a CHC-MCO issues a denial notice or a Complaint or Grievance decision 

notice, the CHC-MCO is not required to include the name of the individual who made 
the decision to deny services or participated in the review committee. Instead, the CHC-
MCO should include a description of the individual’s pertinent professional background, 
experience, and qualifications. For example, instead of stating that a decision was made 
by Dr. John Doe, the CHC-MCO may state that the decision was made by a Medical 
Doctor Board Certified in Internal Medicine. The CHC-MCO must maintain a written 
record that identifies the individual making the determination and must make that 
information available upon request by the Participant or Department.   

 
NEXT STEPS 
 

1. Review this information with appropriate staff and determine whether any 
changes need to be made to the locations where in-person reviews are 
conducted or the methods for conducting virtual reviews. 

2. Review processes for completing notice templates to determine whether you 
should change your practice of identifying/describing decision makers. 

3. Contact the Bureau of Policy Development and Communications 
Management if you have questions. 

 


