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organization (IRO) and is not required to follow our internal appeal procedures. See below for more information 

about the independent review. 

After our internal review of your appeal, we will send a written decision, including: 

• A statement of the specific medical, dental, or contractual reasons for the resolution;

• The clinical basis for the decision

• A description of or the source of the screening criteria that were utilized in making the determination

• The professional specialty of the provider who made the determination

• Notice of the appealing party’s right to seek review of the adverse determination by an IRO under 28

TAC 19.1717

• A copy of a request for a review by an IRO form;

• Procedures for filing a complaint as described in 28 TAC 19.1705 (f).

Exhaustion of Internal Appeals: We will not require exhaustion of our internal appeals process if: (a) we fail to 

meet our internal appeal process timelines, or (b) the claimant with an urgent care situation files an external 

review before exhausting our internal appeal process, or (c) we decide to waive the appeal process requirements. 

B. Independent Review

If we deny the appeal (continue to deny the services or treatment described above), the member or someone acting 

on the member’s behalf and the provider of record have the right to request a review by an IRO. The IRO does not 

have an affiliation with your payor (insurance company or health plan), your health care providers, or the URA.  

To request the independent review, fill out the enclosed form and return it to the address or fax number listed in 

Section III above. The patient, parent, or the patient's legal guardian must sign the consent to release medical 

information to the IRO (included as part of the IRO form).  We will notify the Texas Department of Insurance of 

the request for an Independent Review within one working day from the date the IRO request is received. The 

Texas Department of Insurance will randomly assign an IRO to review the matter. We will provide all required 

information to the IRO within three working days after the date we receive a request for IRO review. We will bear 

the costs of the Independent Review and will comply with their benefit decisions.  

V. Complaint Procedures

The enrollee, an individual acting on behalf of the enrollee, or the provider of record may file an oral or a written 

complaint regarding our utilization review process or procedures by using the contact information listed above.  

We will respond to your complaint within 30 calendar days.   

You always have the right to file a complaint with the Texas Department of Insurance 

P.O. Box 12030 

Austin, TX 78711-2030 

Web: http://www.tdi.texas.gov 

Toll Free: 1-800- 252-3439 

Fax: 512- 490-1007 
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