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4. How to File a Grievance

What is a grievance? 
A grievance is any complaint, other than one that involves a request for an initial determination 
or an appeal as described in Section 5 of this manual.

Grievances do not involve problems related to approving or paying for Part D drugs.

If we will not pay for or give you the Part D drugs you want, you must follow the rules outlined 
in Section 5. 

What types of problems might lead to your filing a grievance? 
Problems with the service you receive from Member Services.  
If you feel that you are being encouraged to leave (disenroll from) the Plan. 
If you disagree with our decision not to give you a “fast” decision or a “fast” appeal. We 
discuss these fast decisions and appeals in Section 5. 
We don’t give you a decision within the required time frame. 
We don’t give you required notices.
You believe our notices and other written materials are hard to understand.
Waiting too long for prescriptions to be filled. 
Rude behavior by network pharmacists or other staff.
We don’t forward your case to the Independent Review Entity if we do not give you a 
decision on time.

If you have one of these types of problems and want to make a complaint, it is called “filing a 
grievance.”  

Who may file a grievance
You or someone you name may file a grievance. The person you name would be your 
“representative.” You may name a relative, friend, lawyer, advocate, doctor, or anyone else to act 
for you. Other persons may already be authorized by the court or in accordance with state law to 
act for you. If you want someone to act for you who is not already authorized by the court or 
under state law, then you and that person must sign and date a statement that gives the person 
legal permission to be your representative. To learn how to name your representative, you may 
call Member Services. 

Filing a grievance with our Plan
If you have a complaint, you or your representative may call the phone number for Part D 
Grievances (for complaints about Part D drugs) in Section 8. We will try to resolve your 
complaint over the phone. If you ask for a written response, file a written grievance, or your 
complaint is related to quality of care, we will respond in writing to you. If we cannot resolve 


