Pennsylvania
Department of Human Services

COMMUNITY HEALTHCHOICES (CHC)

OPERATIONS MEMORANDUM # 2025-08

SUBJECT: REVISED-Participant Access to Documents Relevant to a Complaint or
Grievance Review

TO: Community Health Choices (CHC) Managed Care Organizations (MCOs)

FROM: Bureau of Policy and Communications Management

DATE: September29,2025 March 3, 2026

PURPOSE

The CHC Agreement, in Exhibit G — Complaint, Grievance, and Fair Hearing
Processes, indicates that CHC-MCOs must allow the Participant and the Participant’s
representative to have access to all relevant documentation pertaining to the subject of
a Complaint or Grievance sufficiently in advance of the time frame for resolution of the
Complaint or Grievance. This Operations Memorandum provides additional clarification,
specifying what information must be released to the Participant and their representative
and the acceptable time frame for the provision of those materials.

PROCEDURES

The CHC-MCO must provide access to information in the Participant’s case file to
the Participant and their representative, including:

a. Medical records.

b. Any documents or records relied upon, reviewed, or generated by
the CHC-MCO in connection with the Complaint or Grievance,
including:

i.  Any Medical Necessity criteria or information on coverage
limits relied upon to make a decision.

ii. Current and past Assessment materials, such as the
InterRAl, tasking tools, and Person-Centered Service
Plans.

iii.  Utilization management notes, clinical review notes, service
coordinator notes, or other internal notes or policies related to
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the subject of a Complaint or Grievance.

c. Any new or additional evidence considered, relied upon, or generated
by the CHC-MCO in connection with the Complaint or Grievance.

d. Transcripts, notes, or recordings of the Complaint or Grievance,
including any deliberation by the Complaint or Grievance review
committee. The CHC-MCO is not required to include the name of the
individual who made a decision to deny services or participated in the
review committee, unless specifically requested by the Participant.

CHC-MCOs must provide these materials to the Participant and their
representative within twe-{2) three (3) business days of their request for documents to
allow sufficient time to prepare for the review. Upon request, CHC-MCOs must provide
oral interpreter services. If the Participant requests that documentation be translated to
prevalent non-English languages designated by the Department and agrees to exercise
their option to extend the time frame for deciding the Complaint or Grievance by up to
fourteen (14) calendar days, the CHC-MCO must provide the written translated
documents within ten (10) calendar days of the request.

NEXT STEPS
1. Review this information with appropriate staff.
2. Contact the Bureau of Policy Development and Communications Management if

you have questions.



