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Managed Care Operations Memorandum 
General Operations 

MCOPS Memo # 11/2025-011 

Date: November 05, 2025 

Subject: Member Access to Documents Relevant to a Complaint or Grievance Review 

To: All HealthChoices Physical Health MCOs (PH-MCOs) - Statewide  

From: Gwendolyn Zander, Director, Bureau of Managed Care Operations, Office of Medical 
Assistance Programs 

 

Purpose: 

To provide clarification to HealthChoices PH-MCOs regarding what information must be 
released to the Member and their representative and the acceptable time frame for the 
provision of those materials.   

Background: 

The HC Agreement, in Exhibit GG – Complaint, Grievance, and Fair Hearing Processes, 
indicates that PH-MCOs must allow the Member and the Member’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  

Discussion: 

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

a. Medical records. 

b. Any documents or records relied upon, reviewed, or generated by the 
PH-MCO in connection with the Complaint or Grievance, including any 
Medical Necessity guidelines used to make a coverage decision or 
information used to determine medical necessity of the service or item 
being requested that resulted in the denial. 

c. Any new or additional evidence considered, relied upon, or generated by 
the   PH-MCO in connection with the Complaint or Grievance. 
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d. Transcripts, notes, or recordings of the Complaint or Grievance, including 
any deliberation by the Complaint or Grievance review committee. 

 
 PH-MCOs must provide these materials to the Member and their representative, free 

of charge, within two (2) business days of their request for documents to allow sufficient 
time to prepare for the review. Upon request, PH-MCOs must provide oral interpreter 
services. If the Member 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 PH-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. Review your policies and procedures to determine whether any revisions are required 

to align with this memorandum. If revisions are required, they must be submitted to 
the Department for review and approval within 30 days of the effective date of this 
memorandum 

Obsolete: 

N/A 

Attachment: 

N/A 

 
Questions or concerns must be directed to the appropriate BMCO Contract Manager. 
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