
 
 

Community Health 
Advocates 
Consumer Guide for Health Insurance 
Complaints and Grievances 



 
 

COMPLAINTS AND GRIEVANCES 
 

Health care consumers have the right to file complaints (often called a grievance) 
with—and about—their insurance plans. The complaint process is separate from the 
appeals process when a plan denies a service. This guide provides an overview of 
where New Yorkers can go when they want to complain about their health care or 
their health insurance.  

Some reasons why consumers may want to file a complaint  

with their health plans: 

• Dissatisfaction with how an appeal or another interaction with the health plan 
was handled. For example, the plan agent provided incorrect information; 

• The plan did something wrong, such as a HIPAA (privacy) violation; 
• Problem with—or cannot find—an in-network provider;  
• Plan did not respond to a complaint or an appeal; 
• Plan did not provide documents after written request;  
• Plan did not reimburse the consumer or made the process too hard; 
• Plan did not comply with external appeal decision. 

 

For help filing a complaint, call our toll-free Helpline (888-614-5400, option 3) or 
find local CHA assistance with one of our partner organizations: Meet a CHA 
Advocate Near You - Community Health Advocates  

 

  

https://communityhealthadvocates.org/agency-finder/
https://communityhealthadvocates.org/agency-finder/
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Step 1: File a Complaint Directly with Your  
Insurance Plan 
 
Consumers can find out how to file a complaint with their health insurance plans in 
the plan contract or member handbook—often available online or by asking the plan. 
If you have an employer-sponsored plan, you can also contact your human resources 
department.  

PRO TIPS:  

1. Always keep copies of your complaints and supporting documents for your 
records! 
 

2. To authorize someone to help you communicate with your insurance company, 
fill out the Health-Insurance-Designee-Standard-NY-Form-Fillable.pdf and mail 
or fax it to your health plan. Your plan’s contact information should appear on 
your member ID card.  

https://www.dfs.ny.gov/system/files/documents/2024/02/Health-Insurance-Designee-Standard-NY-Form-Fillable.pdf
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When complaining to your insurance company does not work… 
 

Step 2: File a Complaint with a Government Agency 
The following information provides directions for reaching the correct government 
agency that oversees various types of health plans. Consumers can file complaints 
about their plans, the care received from a provider, and other issues regarding their 
health care in New York State.  
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Managed Care Plans 
The New York State Department of Health (NYS DOH) 

 

 

 
Anyone enrolled in a managed care plan can contact the NYS DOH:  

o For Medicaid Managed Care: call 1-800-206-8125 or email 
managedcarecomplaint@health.ny.gov 

o For Essential Plans: Essentialplancomplaints@health.ny.gov   
o For Child Health Plus Plans: CHPlus@health.ny.gov 

 

NYS DOH’s Consumer Health Care Information page contains general 
information and links to other departments for filing complaints about various 
care issues including funeral homes, hospitals, laboratories and home care. 
 
 
Managed long-term care complaints about care, or difficulties getting care, 
can be filed online at: If You Have a Complaint about MLTC, by calling 866-712-
7197, emailing mltccomplaints@health.ny.gov, or writing to: 

NYS Department of Health 
Bureau of Consumer Services 
99 Washington Avenue 
One Commerce Plaza, 16th Floor 
Albany, NY 12210 
 

 
 
 

Managed Care Behavioral Health complaints should be directed to: 
800-206-8125 or NYSDOH.BCS.Behavioral.Health.Complaints@health.ny.gov 
 

 

 
To express dissatisfaction with Workers’ Compensation PPO, call 1-518-474-
5515.  

mailto:managedcarecomplaint@health.ny.gov
mailto:Essentialplancomplaints@health.ny.gov
mailto:CHPlus@health.ny.gov
https://www.health.ny.gov/health_care/consumer_information/
https://www.health.ny.gov/health_care/managed_care/mltc/mltcomplaint.htm
mailto:mltccomplaints@health.ny.gov
mailto:NYSDOH.BCS.Behavioral.Health.Complaints@health.ny.gov
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Fully insured Plans  
New York State Department of Financial Services (DFS) 

 

Enrollees in Qualified Health Plans purchased 
on the Marketplace (Platinum, Gold, Silver, 
and Bronze) and some employer-sponsored 
plans can file a complaint against the 
insurance company with the DFS with the 
online complaint form at Department of 
Financial Services (DFS), or in writing by mail, 
with appropriate complaint form. (Check 
your insurance ID card for the words “fully-
insured” to determine whether your plan is 
regulated by DFS.) 

Consumer Assistance Unit 
NYS Department of Financial 
Services 
One Commerce Plaza 
Albany, NY 12210 
1-800-342-3736; NYC: 212-
480-6400 

 

 

 

 

 
 
  

https://www.dfs.ny.gov/consumer/fileacomplaint.htm
https://www.dfs.ny.gov/consumer/fileacomplaint.htm
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Self-insured Plans  
U.S. Department of Labor’s Employee Benefits  

Security Administration (EBSA) 
 

Self-insured plans, often known as ERISA plans, are employer-sponsored plans. Many 
employer-sponsored and Union plans (but not all) are governed by federal law. COBRA 
coverage is governed by federal law. These plans are regulated by the U.S. 
Department of Labor’s Employee Benefits Security Administration (EBSA). Employers 
providing self-insured plans tend to be larger in size (over 100 employees) and operate 
in several states. Consumers can confirm whether their employer-sponsored health 
plans are self-insured with their human resources department. 

Once the online EBSA complaint form is completed, an EBSA Benefits Advisor will 
make contact regarding the complaint. To reach EBSA by phone, call 1-866-444-
3272. To mail information, use the contact information below for your region: 

Eastern New York and NYC 
EBSA- New York Regional Office 
201 Varick Street, Room 746 
New York, NY 10014 
 
Central and Western New York 
EBSA-Boston Regional Office 
J.F.K. Federal Building 
15 Sudbury Street, Room 575 
Boston, MA 02203 

 

 

 

 
  

https://www.askebsa.dol.gov/WebIntake/Home.aspx
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Medicare 

An overview of the complaint process and specific guidance for durable medical 
equipment and end-stage renal disease complaints can be found here: Medicare 
Online Complaint Information.   

• For Medicare Health or Drug Plan complaints: Medicare Complaint Form  
o If you need help within 10 days: Call 1-800-MEDICARE (1-800-633-4227). 

TTY users can call 1-877-486-2048. (1-800-MEDICARE is available 24 hours 
a day, 7 days a week, except some federal holidays.) 

• For Quality of Care complaints (or appeals) visit: QIOWebsite or call 866-815-
5440; fax: 855-236-2423; TTY 711. 

 

 

 

  

https://www.medicare.gov/claims-appeals/file-a-complaint-grievance/filing-complaints-about-your-health-or-drug-plan
https://www.medicare.gov/claims-appeals/file-a-complaint-grievance/filing-complaints-about-your-health-or-drug-plan
https://www.medicare.gov/my/medicare-complaint
https://www.commencehealthqio.cms.gov/en
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Hospitals 

• You can file an online complaint about care at a specific facility at: Complaints 
about NY State Hospitals and Diagnostic & Treatment Centers. You can also print 
the form and submit it by mail or call 1-800-804-5447. 

 

• For questions or concerns about a hospital’s decision regarding financial 
assistance (HFA) visit: Patient Financial Assistance Letter or email 
HFAL@health.ny.gov.  For additional questions about HFA, or to file a complaint by 
phone, call: 1-800-804-5447.   

 
 

 

  

https://apps.health.ny.gov/surveyd8/facility-complaint-form
https://apps.health.ny.gov/surveyd8/facility-complaint-form
https://health.ny.gov/facilities/hospital/financial_assist/
mailto:HFAL@health.ny.gov
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Nursing Homes, Hospice and Adult Care 

• Nursing Home Complaint Form is used to file nursing home complaints about issues 
such as resident abuse, neglect, mistreatment, and so forth. Call the Nursing 
Home Complaint Hotline to submit a complaint over the phone: 1-888-201-4563. 

o The Nursing home complaint form is available in several languages. The 
completed form can be submitted by the following methods:  

• By Mail:  
NYSDOH DRS/SNHCP 
 Mailstop: CA/LTC 
 Empire State Plaza 
 Albany, NY 12237 

• By Fax: 518-408-1157 

• By Email: nhintake@health.ny.gov  

• Complaints about Adult homes and Assisted Living facilities can be reported to 
the intake program at: 1-866-893-6772. 

• Complaints about Home Care and Hospice can be reported to: 1-800-628-5972. 

 

  

https://apps.health.ny.gov/surveyd8/nursing-home-complaint-form
https://apps.health.ny.gov/surveyd8/nursing-home-complaint-form
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New York State Attorney General’s Office 

You can file a complaint with New York State Attorney General’s office. Please note, 
some issues may be resolved more quickly by complaining to the plan or the plan 
regulator.  

 
 
 
File a complaint: Health care issues | 
New York State Attorney General 
Follow link for complaints regarding 
insurance, hospitals, nursing homes and 
other issues. 

 

NYS Attorney General Civil Rights 
Complaint Form  
Use this complaint form for unequal 
treatment on the basis or race, creed, 
color, national origin, sexual 
orientation, disability, pregnancy-
related condition predisposing genetic 
characteristics, and so forth. 

 

 

 

 

Office of the Medicaid Inspector General  

Office of the Medicaid Inspector General (OMIG) – Handles Medicaid fraud, abuse, 
illegal or inappropriate acts, or unacceptable practices. Consumers can file 
complaints online or call the OMIG Fraud Hotline at 1-877-87 FRAUD (1-877-873-
7283). 

 

  

https://ag.ny.gov/file-complaint/health-care
https://ag.ny.gov/file-complaint/health-care
https://pcf.ag.ny.gov/form/CIVIL
https://pcf.ag.ny.gov/form/CIVIL
https://omig.ny.gov/about-us/about-omig
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NYS DOH Office of Professional Medical Conduct (OPMC) 

Complaints about Professional Misconduct 

Provider Complaint Guide – This document explains how and where to 
complain about professional misconduct (see section 2, New York State 
Department of Health Office of Professional Medical Conduct).  For questions, call 
OPMC at 800-663-6114.  

More online guidance can be found here: File a Complaint.  Complaint form should 
be mailed to: 

New York State Department of Health 
Office of Professional Medical Conduct 
Central Intake Unit 
Riverview Center 
150 Broadway, Suite 355 
Albany, NY 12204-2719 

Examples of complaint reasons: 

o Gross incompetence or gross negligence 
o Permitting or aiding an unlicensed person to practice 
o Refusing patient care because of race, creed, color or national origin 
o Failing to return or provide records on request 
o Being physically or sexually abusive 
o Performing unnecessary work or unauthorized services 

 

 

 

http://communityhealthadvocates.org/wp-content/uploads/2022/08/Complaint_Process-ZV-1.pdf
https://www.health.ny.gov/professionals/doctors/conduct/file_a_complaint.htm
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U.S. Department of Health and Human Services 
 

Conscience, Religious Freedom, and Health Care Complaints  
Federal Level 

 
For discrimination in health care provision related to conscience, religious freedom, or 
coercion to violate conscience or religious beliefs, complaints can be filed with the 
U.S. Department of Health and Human Services (HHS): Filing a Conscience or Religious 
Freedom Complaint | HHS.gov  
 

• Civil Rights and Health Care complaints: civil rights discrimination on basis of 
race, color, national origin, disability, age, sex, or religion by a State or local 
government health care or social services agency. Complaints can be filed with 
HHS: Filing a Complaint | HHS.gov  

 
 

• File health information privacy or security complaints: HIPAA Complaint 
Process | HHS.gov, or email: OCRcomplaint@hhs.gov 

 
 

• General information about the HHS Complaint Portal: U.S. Department of 
Health & Human Services - Office for Civil Rights  

 
 

 

 

 

https://www.hhs.gov/conscience/complaints/index.html
https://www.hhs.gov/conscience/complaints/index.html
https://www.hhs.gov/civil-rights/filing-a-complaint/index.html
https://www.hhs.gov/hipaa/filing-a-complaint/complaint-process/index.html
https://www.hhs.gov/hipaa/filing-a-complaint/complaint-process/index.html
mailto:OCRcomplaint@hhs.gov
https://ocrportal.hhs.gov/ocr/cp/complaint_frontpage.jsf
https://ocrportal.hhs.gov/ocr/cp/complaint_frontpage.jsf



