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Experience health care designed
with you in mind

Care for ...

Routine checkups, complex treatments, and late-night questions
Building strength, reducing stress, and raising a family

New goals, old habits, and ongoing mental wellness

No matter what your priority is, ours is providing excellent care —
for the you who's feeling great, the you who needs support, and

every you in between.




Go where you
feel like your best self

We can help you get to your healthy place — no matter where it is. Care
at Kaiser Permanente feels easier and faster, with the help of connected
caregivers, more ways to get care, and support for the whole you.
Welcome to care for all that is you.

Learn more about:

Built to make your life easier ...
Care centered around YOU ...
Convenient Ways t0 get Care ...
Industry-leading clinical quality ...
Making the most of your membership........o
Care that meets you where you are ...

Your CalPERS Basic Plan and Kaiser Permanente
Senior Advantage (HMO)..........ee

Want to talk? We're here to help.

@ A Kaiser Permanente enrollment specialist can answer your questions — like
(D where to get care or what extra perks are included. Call 1-800-464-4000
(TTY 711). We're available 24 hours a day, 7 days a week (closed holidays).
Or, visit kp.org/allthatisyou to see how we make your care experience better.


http://kp.org/allthatisyou

PRIMARY CARE

HEALTH SPECIALTY
PLAN = - - CARE
TELEHEALTH PHARMACY

SERVICES }\ \/ ‘B AND LABS

Built to make your life easier

Combined care and coverage means your Kaiser Permanente doctors, hospitals,
and health plan benefits are all connected and committed
to providing you with exceptional care tailored to your needs.

It's easier access to It's predictable costs It's the right care,
top specialists and the and less paperwork. when you need it.
latest treatments.

i Find out how we can help you stay healthy and
keep doing what you love.
kp.org/allthatisyou



http://kp.org/allthatisyou

Care that's personalized

For the you who deserves to be understood

Kaiser Permanente doctors have one priority: your health. Your electronic health
record connects your care team with your health history, so your doctor can
plan the right care for your needs. They learn your lifestyle, risks, and goals to
understand what matters most to you and be your best health advocate.

[EIXPE Explore care that fits your life.
5 2 kp.org/connectedtocare

Your health Your doctor guides  Your health record Your care team lets
history lives on you through is available to you know when to
your electronic appointments you and your care schedule checkups

health record. and referrals. team 24/7. and tests.


http://kp.org/connectedtocare

Care that's convenient

For the you with a busy schedule

Visit kp.org or use our app to make a routine same-day or next-day
appointment in person, or talk to a clinician 24/7 by phone or video!’

No matter how you connect, you'll always talk with a medical professional
who can see your health history and pick up where you left off.

Do more in one visit

Many of our facilities have pharmacies A kot PeRMANENTE

and labs in the same building, so you Hi, Samantha

can see your doctor, get your tests, and

pick up your prescriptions all in one stop. B

Online Care
Get quick care through the app.

Your health at your fingertips

Call for Care
- Talk with a licensed care
provider by phone.

« Get 24/7 virtual care

« Email your care team

In-Person Care
Make an appaintment or find
care locations.

« View most lab results and doctor’s notes
« Refill most prescriptions

+ Check in for appointments FASSTOGMPANY ‘

« Pay bills and view statements AWARDS

Our mobile app won Fast Company’s 2022
See how the Design Company of the Year and the 2022
People’s Voice Webby award for Health
and Fitness Apps.

Kaiser Permanente
app puts you in control.
kp.org/mobile

You're covered while traveling

If you're planning to travel, we can help you manage your vaccinations, refill
prescriptions, and more. And once you're on the go, you're covered for urgent and
emergency care anywhere in the world — even at non-Kaiser Permanente facilities.


http://kp.org/mobile
http://kp.org

Care that's world class

For the you who expects the best

No matter your needs — mental
health, maternity, cancer care, heart
health, and beyond — you have access
to expert doctors, cutting-edge
technology, and the latest
evidence-based care.

[E*¥¥E Learn how our doctors

- 3 and specialists work

Bl for you.
kp.org/specialtycare

We're a national leader in screening rates and research, and we're
among the top-rated health plans in every state we serve.?3*

Kaiser Permanente members are:

"4 33% | 52%

more likely to survive more likely to survive
heart disease® colorectal cancer®

.‘.‘.

207

less likely to experience
premature death due
to cancer’

®

as high performing in one or more types of care.

ﬁ All 39 of our hospitals have been recognized by U.S. News & World Report
[ m []


http://kp.org/specialtycare

Care that's all encompassing

For the you who wants to explore all your health options

Kaiser Permanente members can get help with depression, anxiety, addiction,
and mental or emotional health — without a referral. You also have access to
self-care apps to help your overall mental wellness.??

Gl

@)

Calm Ginger myStrength

The number one app for Text one-on-one with an Build a personalized

sleep and meditation emotional support coach plan to strengthen your
anytime, anywhere'® emotional health

[ExEE]  Find out more about mental health care.
kp.org/mentalhealth

Resources for everyday wellness

Take advantage of classes, services, and programs to help you achieve your
health and fitness goals."

» Acupuncture, massage therapy, and » Wellness coaching
chiropractic care  Online fitness with the ClassPass app

» Reduced rates on gym memberships

« Healthy lifestyle programs


http://kp.org/mentalhealth

Care that's dependable

For the you who wants a doctor you trust

Your health is a lifelong journey, and we want you to have the right doctor to go the
distance. We hire doctors and staff who speak more than one language and deliver
care that's sensitive to your culture, ethnicity, and lifestyle. And you can choose or

change your doctor anytime.

we'll help you with every step.
kp.org/newmember

EI?I'E;g'EI From finding the right doctor to transitioning care,

4

Dr. Weniger was relatable, kind, and thorough.
By the end of my visit, | knew | made the right choice

b

in Kaiser Permanente.

— Aimee, new member

Care near where you live and work

You're free to see different doctors at different locations. Browse your convenient
care options at kp.org/facilities.


http://kp.org/newmember
http://kp.org/facilities
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Your CalPERS Basic Plan

With your Kaiser Permanente health plan, your benefits include a wide range of
programs and support to help you stay healthy. And you get a streamlined approach
to care that helps you make choices and get things done — to help you get well and
get on with your life.

Highlights of your plan Convenient access

* Simple copays for most covered When you need care, it's easy to find a
services, including office visits and Kaiser Permanente location near your
most prescriptions home or work.

* Virtually no paperwork to fill out or bills

_ - Just visit kp.org/facilities or download
for the services you receive

our free Kaiser Permanente app' for your
* No deductibles to keep track of or smartphone or mobile device. Then use
percentages to figure out our convenient location finder to search

* No referrals for certain specialties, like by ZIP code or keyword.

optometry and obstetrics-gynecology

Enjoy reduced rates

Get reduced rates on a variety of health-related products and services through the
ChooseHealthy® program.” These include:

* Complementary care
As a CalPERS member, your acupuncture and chiropractic benefit includes a combined 20
visits per calendar year at a $15 copay for each visit when you choose a participating provider.
Visit ashlink.com/ash/kp for a list of providers or call 1-800-678-9133.

Separate from your plan coverage, through ChooseHealthy, you can also receive 25% off
participating providers’ regular rates for acupuncture, chiropractic care, and therapeutic
massage. For more information, visit kp.org/choosehealthy or call 1-877-335-2746.

* Fitness center memberships

The Active&Fit Direct™ program offers a network of 12,200+ participating gyms for
$28 a month (plus a one-time $28 enrollment fee). Additional “premium” locations are
available for additional fees. To learn more, go to kp.org/choosehealthy or call
1-877-335-2746 for more information.

Call us to learn more

For more information about your Basic Plan, visit kp.org/calpers or call our
D Member Service Contact Center at 1-800-464-4000 (TTY 711), 24 hours a day,
7 days a week (closed holidays).


http://kp.org/facilities
http://kp.org/calpers
http://ashlink.com/ash/kp
http://kp.org/choosehealthy
http://kp.org/choosehealthy

Kaiser Permanente
Senior Advantage (HMO)

If you qualify for Medicare, the Kaiser Permanente Medicare health plan might

be right for you.14 Our Medicare-eligible members enjoy health plans that

celebrate independence and well-being. Our plans give you more benefits and

services than Original Medicare alone, and at a great value.

Kaiser Permanente Medicare Advantage Plan Options for CalPERS retirees:

Help protect your pocketbook

Here are just some of the benefits and
services you can expect with our plan:

No copays for routine preventive care
A $175 eyewear allowance every

24 months

Low copays for appointments with

your personal doctor

Part D drug coverage — including drugs
through the coverage gap — with low
copays

No charge for hospital services, X-rays,
and lab tests

A cap on medical expenses for the year,
so your finances are always protected
Doctor’s office, lab, and pharmacy
services, often under one roof
Convenient online services, including
refilling most prescriptions and checking
most lab test results

Virtually no paperwork to fill out or bills
for services you get

Call us to learn more

Silver&Fit® program

Through the Silver&Fit program, Kaiser
Permanente Medicare health plan members
can choose from a variety of ways to help stay
fit and active. This includes exercise facility
memberships, fitness programs, educational
materials, social activities, and more.”

Enjoy meal delivery after
a hospital stay

Get fresh, chef-prepared meals delivered
to your home at no cost for 4 weeks after an
inpatient stay at a hospital or nursing facility.

Get a ride to the doctor

Schedule a ride to and from your doctor visits
and other medical services at no cost — up to
24 one-way trips each year.

Over-the-counter (OTC)
wellness benefit

You can get over-the-counter health and
wellness products delivered to your home
at no cost with a $70 quarterly benefit limit.

For more information about our Kaiser Permanente Medicare health plan,
=D call our Member Service Contact Center at 1-855-717-9598 (TTY 711),

8 a.m.to 8 p.m., 7 days a week.

1"
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CalPERS summary of benefits for 2024

These benefits reflect the contract year. For a complete explanation of benefits, exclusions, and
limitations, refer to the 2024 Combined Evidence of Coverage and Disclosure Form (Evidence of

Coverage). For details about changes to your prescription drug benefits, please see your Evidence

of Coverage, and check with your agency for information about your monthly premiums.

Physician services
Hospital services

Emergency care

X-rays and lab tests

Online service features
(Available at kp.org/calpers)

Prescription drugs

Routine preventive care

Mental health
Hearing services

Allergy services

Chiropractic/acupuncture

Silver&Fit® program

$15 per visit
No charge

$50 per Emergency Department visit (does not apply if you are held for observation
in a hospital unit outside the Emergency Department or if you are admitted directly

to the hospital as an inpatient)
No charge

Email your doctor’s office: No charge

Take a Total Health Assessment: No charge

View most lab test results: No charge

Schedule routine appointments: No charge

View portions of your medical record: No charge

Order most prescription refills: No extra charge for delivery

$5 generic/$20 brand, up to a 30-day supply from a Plan pharmacy™

$10 generic/$40 brand, up to a 100-day supply by mail-order service®
(delivery at no extra charge)*

Drugs prescribed for treatment of sexual dysfunction now covered at 50%
coinsurance for up to a 100-day supply from a Plan pharmacy or by mail-order
service (delivery at no extra charge) T

Office visits: No charge

Scheduled prenatal care and first postpartum visit: No charge
Well-child visits (0-23 months): No charge

Vaccines (immunizations): No charge

Eye refraction exam: No charge (no charge for eyeglasses or contact lenses
following cataract surgery)

Outpatient visits: $15 per individual visit; $7 per group visit

Inpatient psychiatric hospitalization: No charge

Routine preventive hearing tests: No charge

Hearing aid(s): $1,000 allowance every 36 months

Allergy injection visits: No charge
Allergy testing visits: $15 per visit

$15 per visit (up to a combined total of 20 chiropractic and acupuncture
visits per calendar year from American Specialty Health (ASH) network providers)

N/A


http://kp.org/calpers

CalPERS summary of benefits for 2024 (cont.)

Physician services
Hospital services

Emergency care

X-rays and lab tests

Online service features
(Available at kp.org/calpers)

Prescription drugs

Routine preventive care

Mental health
Hearing services
Allergy services

Chiropractic/acupuncture

Silver&Fit program

Kaiser Permanente Senior Advantage (HMO)

$10 per visit
No charge

$50 per Emergency Department visit (does not apply if you are held for
observation in a hospital unit outside the Emergency Department or if admitted
to the hospital as an inpatient within 24 hours for the same condition)

No charge

Email your doctor’s office: No charge

Take a Total Health Assessment: No charge

View most lab test results: No charge

Schedule routine appointments: No charge

View portions of your medical record: No charge

Order most prescription refills: No extra charge for delivery

$5 generic/$20 brand, up to a 30-day supply from a Plan pharmacy™

$10 generic/$40 brand, up to a 100-day supply by mail-order service™
(delivery at no extra charge)*

Drugs prescribed for treatment of sexual dysfunction now covered at 50%
coinsurance for up to a 100-day supply from a Plan pharmacy or by
mail-order service (delivery at no extra charge)

Office visits: No charge

Eye refraction exam and glaucoma screening: $10 per visit ($175
allowance for eyeglasses and contact lenses every 24 months; no charge
for eyeglasses or contact lenses following cataract surgery, in accord with
Medicare guidelines)

Outpatient visits: $10 per individual visit; $5 per group visit
Inpatient psychiatric hospitalization: No charge

Routine hearing tests: $10 per visit

Hearing aid(s): $1,000 allowance every 36 months

Allergy injection visits: $3 per visit

Allergy testing visits: $10 per visit

$15 per visit (up to a combined total of 20 chiropractic and acupuncture visits
per calendar year from American Specialty Health (ASH) network providers)

Exercise facility memberships, fitness programs, educational materials,
social activities, and more. No charge.

13


http://kp.org/calpers

CalPERS summary of benefits for 2024 (cont.)

Physician services
Hospital services

Emergency care

X-rays and lab tests

Online service features
(Available at kp.org/calpers)

Prescription drugs

Routine preventive care

Mental health
Hearing services
Allergy services

Chiropractic/acupuncture

Silver&Fit® program

Kaiser Permanente Senior Advantage Summit (HMO)

No charge
No charge

$50 per Emergency Department visit (does not apply if you are held for
observation in a hospital unit outside the Emergency Department or if admitted
to the hospital as an inpatient within 24 hours for the same condition)

No charge

Email your doctor’s office: No charge

Take a Total Health Assessment: No charge

View most lab test results: No charge

Schedule routine appointments: No charge

View portions of your medical record: No charge

Order most prescription refills: No extra charge for delivery

$5 generic/$20 brand, up to a 30-day supply from a Plan pharmacy™

$10 generic/$40 brand, up to a 100-day supply by mail-order service™
(delivery at no extra charge)*

Drugs prescribed for treatment of sexual dysfunction now covered at 50%
coinsurance for up to a 100-day supply from a Plan pharmacy or by
mail-order service (delivery at no extra charge)

Office visits: No charge

Eye refraction exam and glaucoma screening: No charge

($175 allowance for eyeglasses and contact lenses every 24 months; no charge
for eyeglasses or contact lenses following cataract surgery, in accord with
Medicare guidelines)

Outpatient visits: No charge

Inpatient psychiatric hospitalization: No charge

Routine hearing tests: No charge

Hearing aid(s): $1,000 allowance every 36 months

Allergy injection visits: No charge

Allergy testing visits: No charge

$15 per visit (up to a combined total of 20 chiropractic and acupuncture visits
per calendar year from American Specialty Health (ASH) network providers)

Exercise facility memberships, fitness programs, educational materials,
social activities, and more. No charge.

* Includes covered outpatient items in accord with our drug formulary guidelines. For certain drugs, you can get
prescription refills mailed to you through our Kaiser Permanente mail-order pharmacy. You should receive them
within 3-5 days. If not, please call 1-888-218-6245 for Northern California (TTY 711), Monday through Friday,

8 a.mto 6 p.m., or 1-866-206-2983 for Southern California (TTY 711), Monday through Friday, 7 a.m. to 7 p.m.

T Episodic drugs prescribed for the treatment of sexual dysfunction are covered up to a maximum of 8 doses in any

30-day period or 27 doses in any 100-day period.


http://kp.org/calpers

1. When appropriate and available. If you travel out of state, phone appointments and video visits
may not be available due to state laws that may prevent doctors from providing care across state
lines. Laws differ by state. 2. When appropriate and available. If you travel out of state, phone
appointments and video visits may not be available due to state laws that may prevent doctors from
providing care across state lines. Laws differ by state. 3. High deductible health plans may require
a copay or coinsurance for phone appointments and video visits. 4. Available on most prescription
orders; additional fees may apply. For more information, contact the pharmacy. 5. Robert Pearl and
Brian Wayling, “The Telehealth Era Is Just Beginning,” Harvard Business Review, May-June 2022.
6. Theodore R. Levin, MD, et al., "Effects of Organized Colorectal Cancer Screening on Cancer
Incidence and Mortality in a Large, Community-Based Population,” Gastroenterology, November
2018.7.Elizabeth A.McGlynn, PhD, et al., "“Measuring Premature Mortality Among Kaiser Permanente
Members Compared to the Community,” July 20, 2022. 8. The apps and services described above
are not covered under your health plan benefits, are not a Medicare-covered benefit, and are not
subject to the terms set forth in your Evidence of Coverage or other plan documents. The apps
and services may be discontinued at any time. 9. Calm and myStrength can be used by members
13 and over. The Ginger app and services are not available to any members under 18 years old.
10. See note 6. 11. The ChooseHealthy program is not insurance. You should check any insurance
benefits you have before using this discount program, as those benefits may result in lower costs
to you than using this discount program. The ChooseHealthy program provides for discounts from
participating specialty health care providers. You are obligated to pay for all services from those
providers, but will receive a discount from those participating providers for services included in
the program. The ChooseHealthy program also provides access to the Active&Fit Direct program,
which provides discounted access to fitness centers. The ChooseHealthy program does not make
any payments directly to those participating providers or to the Active&Fit Direct program. The
ChooseHealthy program has no liability for providing or guaranteeing services and assumes no
liability for the quality of services rendered. Discounts on products and services available through the
ChooseHealthy program are subject to change; please consult the website for current availability.
The programs described above are provided by ChooseHealthy, Inc. and American Specialty Health
Fitness, Inc., both subsidiaries of American Specialty Health Incorporated (ASH). ChooseHealthy and
Active&Fit Direct are trademarks of ASH and used with permission herein. Other names and logos
may be trademarks of their respective owners. Not all services may be available in all areas, and the
program may be changed (including monthly and enrollment fees and/or the introductory period)
or discontinued at any time. 12. See note 6. 13. The ChooseHealthy program is not insurance. You
should check any insurance benefits you have before using this discount program, as those benefits
may result in lower costs to you than using this discount program. The ChooseHealthy program
provides for discounts from participating specialty health care providers. You are obligated to pay
for all services from those providers, but will receive a discount from those participating providers
for services included in the program. The ChooseHealthy program also provides access to the
Active&Fit Direct program, which provides discounted access to fitness centers. The ChooseHealthy
program does not make any payments directly to those participating providers or to the Active&Fit
Direct program. The ChooseHealthy program has no liability for providing or guaranteeing services
and assumes no liability for the quality of services rendered. Discounts on products and services
available through the ChooseHealthy program are subject to change; please consult the website
for current availability. The programs described above are provided by ChooseHealthy, Inc. and
American Specialty Health Fitness, Inc., both subsidiaries of American Specialty Health Incorporated
(ASH). ChooseHealthy and Active&Fit Direct are trademarks of ASH and used with permission
herein. Other names and logos may be trademarks of their respective owners. Not all services may
be available in all areas, and the program may be changed (including monthly and enrollment fees
and/or the introductory period) or discontinued at any time. 14. Kaiser Permanente is an HMO plan
with a Medicare contract. Enroliment in Kaiser Permanente depends on contract renewal. You must
reside in the Kaiser Permanente Medicare health plan service area in which you enroll. 15. Silver&Fit®
is a federally registered trademark of American Specialty Health, Inc. 16. Meal service only available
once per benefit year. 17. Kaiser Permanente internal data, 2019; “12 Trends Influencing the Future
of Workplace Benefits,” Aflac, 2018; U.S. Bureau of Labor Statistics, 2018.
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Nondiscrimination Notice

Discrimination is against the law. Kaiser Permanente follows State and Federal civil rights laws.

Kaiser Permanente does not unlawfully discriminate, exclude people, or treat them differently
because of age, race, ethnic group identification, color, national origin, cultural background,
ancestry, religion, sex, gender, gender identity, gender expression, sexual orientation, marital status,
physical or mental disability, medical condition, source of payment, genetic information,
citizenship, primary language, or immigration status.

Kaiser Permanente provides the following services:

e No-cost aids and services to people with disabilities to help them communicate better with
us, such as:

¢ Qualified sign language interpreters

¢ Written information in other formats (braille, large print, audio, accessible electronic
formats, and other formats)

e No-cost language services to people whose primary language is not English, such as:
¢ Qualified interpreters
¢ Information written in other languages
If you need these services, call our Member Service Contact Center at 1-800-464-4000 (TTY 711),

24 hours a day, 7 days a week (except closed holidays). If you cannot hear or speak well, please call
711.

Upon request, this document can be made available to you in braille, large print, audiocassette, or
electronic form. To obtain a copy in one of these alternative formats, or another format, call our
Member Service Contact Center and ask for the format you need.

How to file a grievance with Kaiser Permanente

You can file a discrimination grievance with Kaiser Permanente if you believe we have failed to
provide these services or unlawfully discriminated in another way. Please refer to your Evidence of
Coverage or Certificate of Insurance for details. You may also speak with a Member Services
representative about the options that apply to you. Please call Member Services if you need help
filing a grievance.

You may submit a discrimination grievance in the following ways:

e By phone: Call Member Services at 1 800-464-4000 (TTY 711) 24 hours a day, 7 days a
week (except closed holidays)

e By mail: Call us at 1 800-464-4000 (TTY 711) and ask to have a form sent to you

e In person: Fill out a Complaint or Benefit Claim/Request form at a member services office
located at a Plan Facility (go to your provider directory at kp.org/facilities for addresses)

e Online: Use the online form on our website at kp.org


http://kp.org
http://kp.org/facilities

You may also contact the Kaiser Permanente Civil Rights Coordinators directly at the addresses
below:

Attn: Kaiser Permanente Civil Rights Coordinator
Member Relations Grievance Operations

P.O. Box 939001

San Diego CA 92193

How to file a grievance with the California Department of Health Care Services Office of Civil
Rights (For Medi-Cal Beneficiaries Only)

You can also file a civil rights complaint with the California Department of Health Care Services
Office of Civil Rights in writing, by phone or by email:

e By phone: Call DHCS Office of Civil Rights at 916-440-7370 (TTY 711)
e By mail: Fill out a complaint form or send a letter to:

Deputy Director, Office of Civil Rights
Department of Health Care Services
Office of Civil Rights

P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413

Complaint forms are available at: http://www.dhcs.ca.gov/Pages/Language Access.aspx
e Online: Send an email to CivilRights@dhcs.ca.gov
How to file a grievance with the U.S. Department of Health and Human Services Office of
Civil Rights
You can file a discrimination complaint with the U.S. Department of Health and Human Services
Office for Civil Rights. You can file your complaint in writing, by phone, or online:
e By phone: Call 1-800-368-1019 (TTY 711 or 1-800-537-7697)

e By mail: Fill out a complaint form or send a letter to:

U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Complaint forms are available at:
http:www.hhs.gov/ocr/office/file/index.html

e Online: Visit the Office of Civil Rights Complaint Portal at:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.
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Aviso de no discriminacion

La discriminacion es ilegal. Kaiser Permanente cumple con las leyes de los derechos civiles
federales y estatales.

Kaiser Permanente no discrimina ilicitamente, excluye ni trata a ninguna persona de forma distinta
por motivos de edad, raza, identificacion de grupo étnico, color, pais de origen, antecedentes
culturales, ascendencia, religion, sexo, género, identidad de género, expresion de género,
orientacion sexual, estado civil, discapacidad fisica o mental, condicion médica, fuente de pago,
informacion genética, ciudadania, lengua materna o estado migratorio.

Kaiser Permanente ofrece los siguientes servicios:

e Avyuda y servicios sin costo a personas con discapacidades para que puedan comunicarse
mejor con nosotros, como lo siguiente:

¢ intérpretes calificados de lenguaje de sefias,

¢ informacidn escrita en otros formatos (braille, impresion en letra grande, audio, formatos
electronicos accesibles y otros formatos).

e Servicios de idiomas sin costo a las personas cuya lengua materna no es el inglés, como:
¢ intérpretes calificados,

¢ informacion escrita en otros idiomas.

Si necesita nuestros servicios, llame a nuestra Central de Llamadas de Servicio a los Miembros al
1-800-464-4000 (TTY 711) las 24 horas del dia, los 7 dias de la semana (excepto los dias festivos).
Si tiene deficiencias auditivas o del habla, llame al 711.

Este documento estara disponible en braille, letra grande, casete de audio o en formato electronico a
solicitud. Para obtener una copia en uno de estos formatos alternativos o en otro formato, llame a
nuestra Central de Llamadas de Servicio a los Miembros y solicite el formato que necesita.

Como presentar una queja ante Kaiser Permanente

Usted puede presentar una queja por discriminacion ante Kaiser Permanente si siente que no le
hemos ofrecido estos servicios o lo hemos discriminado ilicitamente de otra forma. Consulte su
Evidencia de Cobertura (Evidence of Coverage) o Certificado de Seguro (Certificate of Insurance)
para obtener mas informacion. También puede hablar con un representante de Servicio a los
Miembros sobre las opciones que se apliquen a su caso. Llame a Servicio a los Miembros si
necesita ayuda para presentar una queja.

Puede presentar una queja por discriminacién de las siguientes maneras:

e Por teléfono: llame a Servicio a los Miembros al 1 800-464-4000 (TTY 711), las 24 horas
del dia, los 7 dias de la semana (excepto los dias festivos).



e Por correo postal: llamenos al 1 800-464-4000 (TTY 711) y pida que se le envie un
formulario.

¢ En persona: llene un formulario de Queja o reclamacion/solicitud de beneficios en una
oficina de Servicio a los Miembros ubicada en un centro del plan (consulte su directorio de
proveedores en kp.org/facilities [cambie el idioma a espafiol] para obtener las direcciones).

¢ En linea: utilice el formulario en linea en nuestro sitio web en kp.org/espanol.

También puede comunicarse directamente con el coordinador de derechos civiles (Civil Rights
Coordinator) de Kaiser Permanente a la siguiente direccion:

Attn: Kaiser Permanente Civil Rights Coordinator
Member Relations Grievance Operations

P.O. Box 939001

San Diego CA 92193

Como presentar una queja ante la Oficina de Derechos Civiles del Departamento de Servicios
de Atencion Médica de California (Solo para beneficiarios de Medi-Cal)

También puede presentar una queja sobre derechos civiles ante la Oficina de Derechos Civiles
(Office of Civil Rights) del Departamento de Servicios de Atencion Médica de California
(California Department of Health Care Services) por escrito, por teléfono o por correo electronico:

e Por teléfono: llame a la Oficina de Derechos Civiles del Departamento de Servicios de
Atencion Médica (Department of Health Care Services, DHCS) al 916-440-7370 (TTY 711).

e Por correo postal: llene un formulario de queja o envie una carta a:

Deputy Director, Office of Civil Rights
Department of Health Care Services
Office of Civil Rights

P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413

Los formularios de queja estan disponibles en:
http://www.dhcs.ca.gov/Pages/Language Access.aspx (en inglé€s).

e En linea: envie un correo electronico a CivilRights@dhcs.ca.gov.
Como presentar una queja ante la Oficina de Derechos Civiles del Departamento de Salud y
Servicios Humanos de los EE. UU.

Puede presentar una queja por discriminacion ante la Oficina de Derechos Civiles del Departamento
de Salud y Servicios Humanos de EE. UU. (U.S. Department of Health and Human Services).
Puede presentar su queja por escrito, por teléfono o en linea:

e Por teléfono: llame al 1-800-368-1019 (TTY 711 o al 1-800-537-7697).

e Por correo postal: llene un formulario de queja o envie una carta a:
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U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Los formularios de quejas estan disponibles en

http://www.hhs.gov/ocr/office/file/index.html (en inglés).

En linea: visite el Portal de quejas de la Oficina de Derechos Civiles en:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf (en inglés).


http://www.hhs.gov/ocr/office/file/index.html
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
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Attn: Kaiser Permanente Civil Rights Coordinator
Member Relations Grievance Operations

P.O. Box 939001

San Diego CA 92193
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Deputy Director, Office of Civil Rights
Department of Health Care Services
Office of Civil Rights

P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413
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o EBEE : $TE:51-800-368-1019 (TTY 71151-800-537-7697)
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U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201
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Théng Bao Khéng Phan Biét Déi Xt

Phan biét ddi xir 13 trai v&i phap luat. Kaiser Permanente tun thu cac ludt dan quyén cia Tiéu Bang
va Lién Bang.

Kaiser Permanente khong phan biét dbi xir trai phap luat, loai trir hay dbi xur khac biét voi nguoi
nao do vily do tudi tic, chung toc, nhan dang nhom sic tdc, mau da, ngudn gdc qudc gia, nén tang
vin hoa, to tién, ton gido, gidi tinh, nhan dang gidi tinh, cach thé hién gioi tinh, khuynh hudng gioi
tinh, tinh trang hon nhan, tinh trang khuyét tat vé thé chit hodc tinh than, bénh trang, ngudn thanh
toan, thong tin di truyén, quyén cong dan, ngdn ngir me dé hodc tinh trang nhap cu.

Kaiser Permanente cung cap cac dich vu sau:

e Phuong tién hd tro va dich vu mién phi cho ngudi khuyét tat dé giup ho giao tiép hiéu qua
hon v6i ching t6i, chang han nhu:

¢ Thong dich vién ngon ngit ky hi¢u du trinh do

¢ Thong tin bang van ban theo cac dinh dang khac (chir ndi braille, ban in kho chit 16n, 4m
thanh, dinh dang dién tir d€ truy cap va cac dinh dang khac)

 Dich vu ngén ngit mién phi cho nhirng ngudi c6 ngdn ngit chinh khong phai 1a tiéng Anh,
chang han nhu:

¢ Thong dich vién du trinh do
¢ Thong tin dugc trinh biy bang cac ngdn ngit khac

Néu quy vi can 1}hfmg dich vu nay, xin goi dén Trung Tam Lién Lac ban Dich Vg Ho6i Vién cua
chung 61 theo s6 1-800-464-4000 (TTY 711), 24 gi¢ trong ngay, 7 ngay trong tuan (dong cira ngay
1€). Néu quy vi khong thé noéi hay nghe rd, vui long goi 711 .

Theo yéu cu, tai lidu nay c6 thé dugc cung cip cho quy vi dudi dang chit ni braille, ban in khd
chir 16n, biang thu 4m hay dang dién tir. Dé iy mot ban sao theo mot trong nhiing dinh dang thay
thé nay hay dinh dang khac, xin goi dén Trung Tam Lién Lac ban Dich Vu Hoi Vién cta ching t6i
va yéu cau dinh dang ma quy vi can.

Cach dé¢ trinh phan nan véi Kaiser Permanente

Quy vi ¢ thé dé trinh phan nan vé phan biét ddi xir véi Kaiser Permanente néu quy vi tin rang
chung t6i da khong cung cdp nhimg dich vu ndy hay phan biét dbi xir trai phap luat theo cach khac.
Vui long tham khao Chitng Tir Bio Hiém (Evidence of Coverage) hay Chitng Nhén Bdo Hiém
(Certificate of Insurance) cua quy Vi dé biét thém chi tiét. Quy vi ciing co thé ndi chuyén voi nhan
vién ban Dich Vu Héi Vién vé nhiing lia chon ap dung cho quy vi. Vui long goi dén ban Dich Vu
Hbi Vién néu quy vi can duogc tro gitp dé dé trinh phan nan.

Quy vi c6 thé dé trinh phan nan vé phéan biét dbi xtr bang cac cach sau day:

e Qua dién thoai: Goi dén ban Dich Vu Hoi Vién theo s6 1-800-464-4000 (TTY 711) 24 gio
trong ngay, 7 ngay trong tuan (dong cura ngay 1¢)

e Qua thw tin: Goi chung t6i theo s6 1-800-464-4000 (TTY 711) va yéu cau giri mau don
cho quy vi
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e Truec tiép: Hoan tit mdu don Than Phién hay Yéu Cau Thanh Toan/Yéu Cau Quyén Loi tai
van phong dich vu hoi vién 6 mét Co S6 Thuoc Chuong Trinh (truy cap danh muyc nha cung
cap cua quy vi tai kp.org/facilities dé biét dia chi)

e Truec tuyén: Str dung mau don truc tuyén trén trang mang ctia chung t6i tai kp.org
Quy vi ciing c6 thé lién hé tryc tiép voi Piéu Phdi Vién Dan Quyén cua Kaiser Permanente theo dia
chi dudi day:
Attn: Kaiser Permanente Civil Rights Coordinator
Member Relations Grievance Operations

P.O. Box 939001
San Diego CA 92193

Ciéch dé trinh phan nan véi Vin Phong Dan Quyén Ban Dich Vu Y Té California (Ddanh Riéng
Cho Nguoi Thu Huong Medi-Cal)
Quy vi cling c6 thé d¢ trinh than phién vé dan quyén v6i Vin Phong Dan Quyén Ban Dich Vu Y Té
California bang van ban, qua di¢n thoai hay qua email:
e Qua dién thoai: Goi dén Van Phong Déan Quyén Ban Dich Vu Y Té (Department of Health
Care Services, DHCS) theo s6 916-440-7370 (TTY 711)
e Qua thur tin: Dién miu don than phién va hay giri thu dén:

Deputy Director, Office of Civil Rights
Department of Health Care Services
Office of Civil Rights

P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413

Mau don than phién hién c6 tai: http://www.dhcs.ca.gov/Pages/Language Access.aspx

e Truec tuyén: Gui email dén CivilRights@dhcs.ca.gov

Cich dé trinh phan nan véi Vin Phong Din Quyén ciia B Y Té va Dich Vu Nhén Sinh Hoa Ky.

Quy vi cling ¢6 quyén dé trinh than phién vé phan biét dbi xir v6i Vian Phong Déan Quyén cia Bo Y
Té va Dich Vu Nhan Sinh Hoa Ky. Quy vi c6 thé dé trinh than phién bang vin ban, qua dién thoai
hoic truc tuyén:

¢ Qua dién thoai: Goi 1-800-368-1019 (TTY 711 hay 1-800-537-7697)
e Qua thw tin: Dién miu don than phién va hay giri thu dén:

U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Mau don than phién hién co tai

http:www.hhs.gov/ocr/office/file/index.html

e Truec tuyén: Truy cip Cong Thong Tin Than Phién cta Van Phong Dan Quyén tai:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.
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Multi-Language Insert
Multi-language Interpreter Services

English: We have free interpreter services to answer any questions you
may have about our health or drug plan. To get an interpreter, just call us
at 1-800-443-0815 (TTY 711). Someone who speaks English/Language can help
you. This is a free service.

Spanish: Tenemos servicios de intérprete sin costo alguno para responder
cualquier pregunta que pueda tener sobre nuestro plan de salud o medicamentos.
Para hablar con un intérprete, por favor llame al 1-800-443-0815 (TTY 711). Alguien
gue hable espaiol le podra ayudar. Este es un servicio gratuito.

Chinese Mandarin: H 150t 5 S (PRI PE IR 55, BB ADAR M7 2 5 Tt e b 25 W) IR [ ) AT (] B8 1],
WA B R IR 55, 1580 1-800-443-0815 (TTY 711), HATTHYH SC TIE A GRSk B8 )
f®, XD Riss.

Chinese Cantonese: &% B S BEY IR @ v iEAF AT BE M), &It B St e B il ik
Y. WFERAEIRTYS, G2 H 1-800-443-0815 (TTY 711), Fal"ahrh iy A Bl S8 s A iR gt E
B, 58 & —HN B R,

Tagalog: Mayroon kaming libreng serbisyo sa pagsasaling-wika upang masagot
ang anumang mga katanungan ninyo hinggil sa aming planong pangkalusugan o
panggamot. Upang makakuha ng tagasaling-wika, tawagan lamang kami sa
1-800-443-0815 (TTY 711). Maaari kayong tulungan ng isang nakakapagsalita ng
Tagalog. Ito ay libreng serbisyo.

French: Nous proposons des services gratuits d'interprétation pour répondre a
toutes vos questions relatives a notre régime de santé ou d'assurance-
médicaments. Pour accéder au service d'interprétation, il vous suffit de nous
appeler au 1-800-443-0815 (TTY 711). Un interlocuteur parlant Frangais pourra vous
aider. Ce service est gratuit.

Vietnamese: Chung t6i cé dich vu thdng dich mién phi dé tra 18i cac cau hoi vé
chudng suic khée va chudng trinh thuéc men. Néu qui vi can thong dich vién xin
goi 1-800-443-0815 (TTY 711) sé cd nhan vién ndi ti€ng Viét gilp d3 qui vi. bay la
dich vu mién phi .

German: Unser kostenloser Dolmetscherservice beantwortet Ihren Fragen zu
unserem Gesundheits- und Arzneimittelplan. Unsere Dolmetscher erreichen Sie
unter 1-800-443-0815 (TTY 711). Man wird Ihnen dort auf Deutsch weiterhelfen.
Dieser Service ist kostenlos.

Form CMS-10802 -‘7,.
(Expires 12/31/25) Y% KAISER PERMANENTE.
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Korean: BALE o5 W3 H= oFF B e Do gaf =8|zt 75 59 AH| A&
AFetal AF U 9 M ~E o] g3t 3} 1-800-443-0815 (TTY 711) ¥ .= 2] 3]
FAAL. @} dh gL Roh =Y AQYT o] Mu At R gy
Russian: Ecnv y Bac BO3HMKHYT BOMNPOCbI OTHOCUTENIbHO CTPaxoBOro uim
MeANKaMeHTHOro nnaHa, Bbl MOXeTe BOCMNO0/1b30BaTbCs HaWMMK becnnaTHbIMU
ycnyramMmu nepeBogvymkoB. YTobbl BOCMONb30BaTbCA yCAyraMm nepesoaymka,
NO3BOHUTE HaM No TenedoHy 1-800-443-0815 (TTY 711). BaM oKaXeT NoMoLlb
COTPYAHWK, KOTOPbLIA FOBOPUT MO-pyCccKkn. [laHHaga ycnyra 6ecnnatHas.

Lol 4591 O Aacally b AL ol e el Aalaall 5y sl aa il Clasi o5 L : Arabic
Lo padd o i 1-800-443-0815 (TTY 711) e L Juai¥) (5 g clle Ll ¢5 )58 an jie e J puanll
Ailae desd ol e liues G jall i
Hindi: THR R 1 Gal &1 Aol HaR T bt Ui IRY Hofard o ierd gAR U™ Jud
U YT IUAR B, Th GHTIT TR R+ PHIer, S 8H 1-800-443-0815 (TTY 711) TR HIH HY
DS Afad S fg<! Siedl 8 3! Hag B Uohdl 8. I8 U Jud 94l 6.

Italian: E disponibile un servizio di interpretariato gratuito per rispondere a
eventuali domande sul nostro piano sanitario e farmaceutico. Per un interprete,
contattare il numero 1-800-443-0815 (TTY 711). Un nostro incaricato che parla
Italianovi fornira I'assistenza necessaria. E un servizio gratuito.

Portuguese: Dispomos de servigos de interpretacao gratuitos para responder a
qualquer questao que tenha acerca do nosso plano de saude ou de medicacao.
Para obter um intérprete, contacte-nos através do nimero 1-800-443-0815 (TTY 711).
Ird encontrar alguém que fale o idioma Portugués para o ajudar. Este servico é
gratuito.

French Creole: Nou genyen sevis entepret gratis pou reponn tout kesyon ou ta
genyen konsenan plan medikal oswa dwog nou an. Pou jwenn yon entépret, jis
rele nou nan 1-800-443-0815 (TTY 711). Yon moun ki pale Kreyol kapab ede w.

Sa a se yon sevis ki gratis.

Polish: Umozliwiamy bezptatne skorzystanie z ustug ttumacza ustnego, ktéry
pomoze w uzyskaniu odpowiedzi na temat planu zdrowotnego lub dawkowanialekow.
Aby skorzysta¢ z pomocy ttumacza znajacego jezyk polski, nalezy

zadzwonic¢ pod numer 1-800-443-0815 (TTY 711). Ta ustuga jest bezptatna.

Japanese: 4jit DT HE R & K ALEE T T BT 5 DEMICBEZ T Ao 12,
IR OAERY —E 20BN T T WE T, WR 2 ZHIC % %I,

1-800-443-0815 (TTY 711) IZ BHGi < 723 vv, HAGEZGET A B ZiZwz L ¥, 2l
MRt — v 27,
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Complete care to help you live
a fuller, healthier life

With Kaiser Permanente, you have a trusted partner who considers your
health a priority and makes it easier to get the care you need. That's why
members stay with Kaiser Permanente nearly 3 times as long as other
health plans.™

Want to learn more?

Scan the QR code or visit
kp.org/calpers for more information.

Talk to an enrollment specialist today about specialty
care, extra perks, and more.

Call 1-800-324-9208 (TTY 711),
Monday through Friday, 7 a.m. to 6 p.m. PT.

Visit kp.org/allthatisyou to see how we can make your care
experience better, no matter what stage of life you're in.

Current members with questions can call our
Member Service Contact Center, 24 hours a day,
7 days a week (closed holidays).

1-800-464-4000 (English and more than
150 languages using interpreter services)

1-800-788-0616 (Spanish)
1-800-757-7585 (Chinese dialects)
711 (TTY)

Kaiser Foundation Health Plan, Inc.
1950 Franklin St., Oakland, CA 94612

kp.org/calpers 8% KAISER PERMANENTE.

1127892226 July 2023 ©2023 Kaiser Foundation Health Plan Inc.


http://kp.org/allthatisyou
https://mybenefits.kaiserpermanente.org/calpers/?kp_shortcut_referrer=kp.org/calpers
https://mybenefits.kaiserpermanente.org/calpers/?kp_shortcut_referrer=kp.org/calpers
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