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Welcome to MO HealthNet Managed Care

You have been approved for MO HealthNet benefits and you are enrolled in a MO
HealthNet Managed Care health plan where you will get most of your benefits. Each MO
HealthNet Managed Care health plan member must have a Primary Care Provider (PCP).
A PCP manages a member’s health care. There are a few services that members in a MO
HealthNet Managed Care health plan will receive from MO HealthNet Fee-for-Service.

MO HealthNet Fee-for-Service members must go to a MO HealthNet approved
provider. You can do an on-line search to find a MO HealthNet approved provider

at https://dssapp.dss.mo.gov/ProviderList/sprovider.asp or you can call 1-800-392-2161
for a list of MO HealthNet approved providers.

Visually and Hearing Impaired Members

We have this handbook in an easy to read form for people with poor eyesight.
Please call us at 1-800-322-6027 for help. We have a special phone number for
people with poor hearing. Members who use a Telecommunications Device for the
Deaf (TDD) and American Sign Language can call 1-800-735-2966. These services are
available to you at no cost.

Keeping Your Insurance

It is very important you call the Family Support Division (FSD) Information Center at
1-855-373-4636 or visit our website at www.dss.mo.gov to access the FSD Program
Enrollment System online to let them know when your address changes. Important
letters and information will be mailed to the address you have provided. You or your
children could lose your MO HealthNet coverage if you do not respond to State
requests for information. Please make sure that you answer all mail from the State.

Interpreter Services

If you do not speak or understand English call 1-800-322-6027 to ask for help. We can
help if you do not speak or understand English.

« We will get you a translator, including American Sign Language services when
needed at no cost to you.

« We may have this book in your language.

« We will get a copy of the grievance and appeal rules in your language.
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Discrimination Is Against the Law

Missouri Care complies with all applicable federal civil rights laws. We do not exclude or treat
people in a different way based on race, color, national origin, age, disability or sex.

We have aids and services at no cost to you, to help people with disabilities communicate with
us. That includes help such as American sign language interpreters. We can also give you info in
other formats. Those formats include large print, audio, accessible electronic formats and Braille.

If English is not your first language, we can translate for you. We can also provide written info in
other languages.

If you need these services, call us at 1-800-322-6027. TTY users can call 1-800-735-2966. We're here
for you Monday—Friday from 8 am. to 6 p.m.

Do you feel that we did not give you these services? Or do you feel we discriminated in some
way? If so, you can file a grievance in person, by mail or fax. You can reach us at Missouri Care
Grievance Department, 4205 Philips Farm Rd., Suite 100 Columbia, MO 65201. You can reach us by
phone at 1-800-322-6027; TTY 1-800-735-2966. Our fax is 1-877-851-2043. If you need help filing
a grievance, a Missouri Care Representative can help you.

You can also file a civil rights complaint online with the U.S. Dept. of Health and Human Services,
Office for Civil Rights. Go to the Complaint Portal at http://ocrportal.hhs.gov/ocr/portal/lobby:.jsf.
File by mail to: U.S. Dept. of Health and Human Services, 200 Independence Ave. SW., Room 509F,
HHH Building, Washington, DC 20201. You can call them at 1-800-368-1019, 1-800-537-7697 (TTY).

You can get complaint forms at http://www.hhs.gov/ocr/office/file/index.html.

If English is not your first language, we can translate for you. We can also
give you info in other formats. That includes Braille, audio, large print and
provide American Sign Language interpreter services. Just give us a call toll-
free. You can reach us at 1-800-322-6027. For TTY, call 1-800-735-2966.

Si el espafol es su lengua materna, podemos brindarle servicios de
traduccién. También podemos proporcionarle esta informacion en otros
formatos, como braille, audio, letra de imprenta grande y servicios de
interpretacion de lenguaje de sefias americano. Simplemente [ldmenos sin
cargo al 1-800-322-6027. Los usuarios de TTY deben llamar al 1-800-735-2966.
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Néu Tiéng Viét la ngdn nglr chinh clia quy vi, ching téi ¢é thé thong dich cho
quy vi. Ching t6i ciing cé thé cung cap cho quy vi thdng tin & cac dinh dang
khac nhu ch ndi Braille, am thanh, ban in ¢& [én va cung cép dich vu thong dich
Ngon Ngtr Ky Hiéu My. Chi can goi chiing téi theo s6 mién phi. Quy vi co thé lién
lac vd&i chling ti theo s6 1-800-322-6027. DOi v&i TTY, hay goi 1-800-735-2966.

Ako su srpski ili hrvatski vas materinski jezik, mozemo vam ponuditi usluge
prijevoda. Prijevod mozemo isporuciti i u drugim formatima kao $to su
brajica (Brailleovo pismo), zvucni zapisi ili uvecani tisak. Pruzamo, osim toga,
i usluge tumaca americkog znakovnog jezika. Jednostavno nas nazovite na
besplatni broj telefona 1-800-322-6027. Za TTY nazovite 1-800-735-2966.

Wenn Deutsch lhre Muttersprache ist, konnen wir fur Sie Ubersetzen. Wir
kénnen Thnen auch Infos in anderen Formaten geben. Dazu gehort Braille,
Audio, Grofsdruck sowie die Bereitstellung von Dolmetscherleistungen

in amerikanischer Gebardensprache. Rufen Sie uns gebuhrenfrei an. Sie
erreichen uns unter 1-800-322-6027. Fur TTY wahlen Sie 1-800-735-2966.
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Ecnu pycckmit Baww nepblid A3blK, Mbl MoXem nepesectu an Bac. Mbl Takxe Moxem npefocTasuTb
MHGOPMALIMIO B PA3NUUHBIX GOpMaTaXx: Ha LPUGTe bpaiins, Ha ayaUOHOCUTENAX, PacneyaTaHHyH KpymHbIM
LIPUGTOM, a TaKXKe YCIyrut N0 aMepukaHCKomy CypaonepeBogy. [pocTo No3BoHMTe Ham no becnnaTHomy
Homepy 1-800-322-6027 Tonb3osatensm ITY cneyet 380HUTL Mo Homepy 1-800-735-2966.

Si votre langue maternelle est le frangais, nous pouvons faire la traduction.
Nous pouvons également vous fournir l'information dans des formats comme
le braille, en version audio et imprimé en gros caracteres ainsi que fournir les
services d'un interpréte gestuel en ASL (American Sign Language). Il suffit de
nous appeler au numéro sans frais 1-800-322-6027 (TTY 1-800-735-2966).

Kung ang Tagalog ay iyong unang wika, maaari naming isalin ito para sa iyo.
Maaari din naming magbigay sa iyo ng impormasyon sa iba pang pormat. Kasama
dito ang Braille, audio, malalaking letra at maglaan ng American senyas na wika na
serbisyong tagapagsalin. Bigyan lang kami ng isang tawag na libreng-toll. Maaari
mo kaming maabot sa 1-800-322-6027. Para TTY, tumawag sa 1-800-735-2966.

Als Pennsylvania-Duits uw moedertaal is, kunnen we voor u vertalen. Ook
kunnen we u informatie verstrekken in andere formaten, zoals braille, audio
en groteletterdruk, en u van dienst zijn met tolkdiensten in Amerikaanse
Gebarentaal. Aarzel niet om ons gratis nummer te bellen op 1-800-322-6027.
Voor TTY belt u 1-800-735-2966.

Sy o]y OB Oledbl 0153 (o yshilen .ouS daz 3 bk Sl o153 o LBL OB 6ok 0L uylé S
daz 3 Olods 5 Sy5 slalz (Gso sle Ll GLLoL slall Jold s Cuod (o) oulé @23 6,500 sl
wl& 1-800-322-6027 o)lois L uslss o aop S35 0Bl 1y b Jads .50 el oslal 0L 4 688
Ay S5 1y 1-800-735-2966 o5l Lkt TTY Lulé Gloas gl 0,50

Oromoon Afaan kee kan jalgabaa yoo ta'e, siif hiikuu ni dandeenya. Haala gara
biraatiinis odeeffannoo siif kennu ni daneenya. Kunis karaa sirrina barreefama
garo-dhabeeyyii, sagalee, maxxansa qubee gurgudaafi tajaajilawwan turjumaana
Afaan Mallattoo Ameerikaanootaa dhiyeessuutiin tau dandaa. Kallatiin karaa
bilbila kanfaltii maleetiin nuuf bilbilaa. Karaa 1-800-322-6027 tiin nu argu ni
dandeessu. TTY dhaaf ammoo, 1-800-735-2966 irratti bilbilaa.
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Se o Portugués for a sua lingua materna, nds podemos traduzir para si. Também
lhe podemos fornecer informacdes noutros formatos. Isso inclui Braille, dudio,
impressao grande e prestacao de servicos de intérprete de lingua gestual
americana. Entre em contacto connosco através do nimero gratuito. Pode
contactar-nos através do nimero 1-800-322-6027. Para TTY, digite 1-800-735-2966.
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ao(\ 7Yt ATAGTFD- 1-800-735-2966) =
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Welcome to Missouri Care — Your Plan for
Healthy Living

Congratulations, You Have Joined Missouri Care!

We're happy to have you as a member and we’'ll work hard to earn your trust. Missouri
Care has many primary care providers (PCPs), hospitals and clinics you can choose from.
We want to put you in charge of your own health care. The first step is to take good care
of yourself and your family. Let your PCP know if you have any health problems. The next
step is to read this handbook carefully. It will help you understand Missouri Care and your
benefits. If you have any questions, day or night, we're always available to help you. Call us
at 1-800-322-6027.

WWWw.missouricare.com Vi



Table of Contents

Welcome to MO HealthNet Managed Care...........eeneenneenseenseenseiissssssessssessssssseses i
Visually and Hearing Impaired MemDErs .............coiriieeeeeeisseseneseeeessssseeessssssssssssssesssssssnns [
KEEPING YOUI INSUFANCE ...t ssese s s sssse s s sssecsens i
INTEIPIETEN SEIVICES ...ttt i

Welcome to Missouri Care — Your Plan for Healthy Living ... vi
Congratulations, You Have Joined Missouri Carel ... reeeenneeeessssssnessssesnnns Vi

GLOSSAIY ..counvenierinerinerinesissesissesissesissessssesissesissesbssesassesasse bbb sttt bs sttt bssesbssees Xi

Important Missouri Care Phone NUMDETs..............oeineinncinciseeiseisesscsissesisesissessssesinse xviii

Important MO HealthNet Phone NUMDETs...........ereiecineeiserissenisesisesssessssessnsessnse Xix

Getting STArt@d WIth US........coceeeieiieiisetisesisesisesisesissesissessssessssessssessssessasessssessasessssessasessaess 1
Make Sure YOU Have ThESE M ... sseeseesessssssessssssssssssssessssssssssss e 2

Call NUIse AdVice LINE FIFSth ... ieeiecierisesiesisesisesisesisessssessssessssessssessssessssessasessssessasessaess 2
Need help making health-related deciSioNS? ... 2
[N AN EIMEIZENCY .ottt 2

Ten Questions Often Asked ADOUL MiSSOUNT Care.......eeeeeeeeeeeeeeeeeeeeeeeeeeeseseessessssssssnses 3

WEDSItE INFOIMALION ...t sise e ssssessssessssessasessssessssessssessssessasessssessssesses 4
WEDSITE FEATUIES ..oovvveeeeeee ettt esssss s s 5

MiSSOULT Care ID Card .......ceumeeeeereiierierieeeisesissesissesssessssessssessssessssessssessssessssessssessssessasessssessssessssees 6
Care You Get Using the MO HealthNet ID Card..........correrreinsssseeeeeesissssssreeeees 7

MEMDEE SEIVICES ......covoeeeerrieetiieciiesiiseteie i ssissessssssssisss i ssss s sbsssesbassssssssssssssasssssssssssssssssases 8

YOUE HEATN PLAN c.cvciiictiseesiscsiseesiseessssesissesssssesssssessssesssssssssssessssesssssssssssessssessens 1

TYPES OF CArC....oeuceeneeiieceietiieeiise i sissesessse s sssssessss st bbb bbbt 12
PrEVENTIVE SEIVICES......oiiieiiciieceiecrieceie i ssise s sssse i ssissessasee s s ssssesssssessisnenns 12
Health Care APPOINTMENTS .....errrrreeeeeeeemisissssssseeeesesseeesssssssss s sssssssssssssss s ssssssssnnes 12
DS =LY o] oo Y3 T o 13

WWWw.missouricare.com Vil



UFZENT A ..ottt 13

EMErgency MEICal SEIVICES......rrerrreeeeeciiiiis s seeeseesssssssss s ssssssssssssssss e 13
ER SEIVICES ..o b e 14
POST-StabiliZAtiON Car@...... ..ot 23
POSt-Stabilization Care SEIVICES........viiiieeeceeseneesseeiiisseee s ssssssssss s 23
YOUF PrimMary Care PrOVIAEN ... evneinneinssiisssisssissssisssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 24
What is a Primary Care Provider (PCP)? ... ...eeeneeeessssesssessssssssssssssssssssssssssssssssssnns 24
Choosing and Changing Your Primary Care Provider (PCP)......cccooovicimnrrreeeisennnnrieeennns 24
Check the PCP 0N YOUT ID Card ....cccreeeceeseeseseesisssssessssssssssssessssssssssssssssssssssssssssssssssnns 25
GettiNg MEICAl CAre ...t 25
TEAVEL DISTANCE .ovvvvrrieeeevii s eessss s 26
ACCESS TO A ..ottt 26
MEAICAL NECESSITY ..ovvvveiireveeiiii i eessss s sssssss s 26
PrOr AUTNOTIZATION ..ooovvvieie it 26
How Do | Cancel or Change an APpOintMENt? ........ccooveeeneeeeeeessenseseessssssssnessssssssssnnns 27
What If | Need to S€e @ SPECIAlIST? ... sssssssssssesssssssssssssssssssssnns 27
Access t0 Women's HEAItN SEIVICES.......ooviiceeeceiisseeeeeeisisesese s sesessssssssss s ssssssenns 27
Special Health Care NEEAS ... 28
TElEN@AITN SEIVICE ..ottt 28
SEIVICES ...t R R R R R R R R R R R R bR R R R 29
Your Health Benefits in MO HealthNet Managed Care............nrereeeeeeeiininnnns 29
Benefits and Coverage Chart. ... sssssssss s ssssssssss s sssssssssss 30
INETWOIK COVEIEA SEIVICES. ...couurrieecreerrreceeiiiiisssisssssseee s sessssssssssssss s ssssssssssssssss s ssssees 33
Medical Disability/MO HealthNet Fee-FOr-Service...........meeeessssenneee 33
WHat iS NOT COVEIEA? ....ovieeereeeeeiiiiiisissssseeees s seesssessssssss s ssssssssssssss s ssssssssssnnes 33
Change in BeNefits aNd SEIVICES. ..o vvvcrreeceisesseeeiisseeesseessssis s sssssssss s sssssssnns 34
WAL If I PrEZNANTT......cooooeiie st sssssssss s sssssss s sssssnnns 34
FAMILY PLANNING it 35
Immunization (Shot) Schedule for Children ... 35

WWWw.missouricare.com vViii



More Benefits for Children and Women in a MO HealthNet Category

Of Assistance fOr Pregnant WOMEN..........irreinserisssisssssssssssssssssssssssssssssssssssssssssssssssssssses 37
Independent Foster Care Adolescents Ages 21 Through 25.......ccoovvvvvveeeeeinnsssssssnnennreeeeee 40
Lead Screening for Children and Pregnant WOmMEN.............ccriecimnnnreeeeeissnnsssesssssse 41
INEWDOIN COVEIAEE ...coovrreeeivieeeeeiiise s sssssssss s 42
Nurse Visits for YOU and YOUI BabDy .....coco......crieiiiereceiisssssssesssssesssssssssssssssssssssssssss 42
FIFST STOPS oottt b e 43

Behavioral HEalth Care ...t sissssisssssssssssssssssssssssssssasssssssssessssssssness 44

Care ManageMENT SEIVICES.........iicierererenenissiessessessessesssssssssssssssssssessssssssssssssssssssssssssssssssss 44

Disease ManAZEMENT ..........iicrciinieneaescaessesssessesscsessesssssssssssssessesssssesssssssssssssssssssssssssses 45

CommuUnity ASSISTANCE LINE (CAL) ..uvvuurvereeierirserinerisesisesissesissessssessssessssessssesssssssssessssessssessssesssens 46

Pharmacy DIiSPENSING FEES.........cirinerineeirnerissesiasesissesissessssesissesissessssssssssssssessssesssssssssessssessssessssess 46

Second Opinion and Third OPINION ..........ieinseiiserisesissesissesisesisessssessssessssessssessssesssssssssens 47
Out-of-Network SECONd OPINION ... ssssssssssssssssssssssssssesssssees 47

Health Care AWay FrOm HOME ...ttt sisesissesissessssessssesissesssssssssessssessssessssens 47

What If | Don’t Have TranspOrtation?..........ceeceesiecessesissessssessssesssssssssesssssssssessssessssesses 47
EMErgency TranSPOITATION ... sssse i sisee s ssase i 47
Non-Emergency Medical Transportation (NEMT) .....cocovvvvecrrreieeeseeeessssssnesesessssssenee 48

Advocates for Family HEalth ...ttt sissesissesissessssessns 50

Consumer AdVisory COMMITTEE (CAC).......owuuereeereersserssserseesssesssssssssessssesssssssssessssssssssssssees 52

COMMUNITY MEETINGS ..eceeerieiiicrcinciniicicaeiseinescsessesssstsssssessssssssssssssssssssssssssssssessssssssssssssssssecs 53

GrieVanNCes ANA APPEALS ...ttt sssssessssesssssssssssssssssssesssssssssssssssssssssssssssssees 54
When Will We Make @ DECISIONT.......crerrrreeeeeeieemmmmmsssssseessssessssssssssssssssssssssssssssssssssssssssnsannsse 57

Important Information about MiSSOUri Care............uceenecinecinecesesessesissessssessssessssessssessanes 59

Fraud @Nd ADUSE.........oocvecrencricrrncreancnssersasensassessssesssssessassessssnesssssesssssssssnssssssssssssssnssssssssanecs 60
Changes YOU Need 10 REPOIT ......orrriieieereeeeiiseesseeeiissssseesessesssss s sssssssss s sssssssssssssssssssees 61
Changing to Another MO HealthNet Managed Care Health Plan........ccccooevvvvvcciinnnnrcrinenns 61
DISENTOIMENT c.covvvveeteeeeeiieesss e essesseessssssss s 62
TIANSTEION OF CAIE..ootutiiccrrrrreeevviiiisssssesseseee s ssessssssssssssss s sssssesss s 62

WWWw.missouricare.com iX



P SUTAINC ..ottt et et e e et et e e e s e et ese e e s eseeeasaeesesees s et esesensaseseseesaseseses s saseesasseseseasneasesenens 63

After an Accident, You May Get @ QUESTIONNAIIE .......ccooorrvvveevonnenrseecesissenesesssssssssessssssssnnes 64
EXPlanation Of BENEFILS ......c.ovceieiiceieceietiietiisesiisesissesssssesisssesssssesssssesssssesssssesssasesssssessisnecs 64
UTIlIZATION REVIEW .cuccoeereeceiceieciineceiseceisesessessisessssesssssesssasesssssesssssesssssesssssesssssesssasesssasessssssssssnecss 64
Plan Structure and Operations and How Our Providers Are Paid.........ccccocconecennecenecernecns 65

New Technology (Medical ProCeAUIES)..........ovviceimnreeeeeiesseseeiisssesssssssssssssssssssssssss 65

Missouri Care’s Quality IMprovement PrOgram ...........rrrrreeeeeemmmmmsssssssessssessssssssssnnns 65
Release for EthiCal REASONS..........cccuecueceieriieciineceinesisseessssesssssesssssesssasesssssesssssesssasessssnsssssseces 66
If YOU AFE BIlled ...oooecticciicsiscsisesessesissesssssesssssesesssesssssessssesssssesssasesssasesssanes 67
Decisions About YOUr HEalth Care..........cececiececeeineceisecsssesssssesssssecssasessssscssaneces 68

Advance Health Care DIr€CTIVE ...........erceeeseisiissssssssse s seessssssssssssssssssssssesssssssssssssssssnnns 68

Member Confidentiality and PriVaCy ... sessssssssseeseees 68
Member Rights and RESPONSIDIlItIEs..........ccuuuceuucrumecriecricriceiecriieeiieeeessesesnesssssessssesssaneces 69

Your Rights as a MO HealthNet Managed Care Health Plan Member ...............cccccccconnn. 69

Missouri Care Members Have Additional RIghts TO:.....ccoorrrereecieeiissssssseereeeseseeisnnnnnns 69

You Have a ReSPONSIDIlITY TO! ... seesssssesesseessssss s sssssssssssssssssssssss s ssssssssns 70

Important Information for Members of a Federally-Recognized
American Indian or Native Alaskan Tribe........iinecineeisesisecisesissssissesisssssssssssssssssesens 71

WWWw.missouricare.com X



Glossary

Words/Phrases

Adoption Subsidy - subsidy services supporting a family adopting a child. Financial, medical,
and support services for the child until age 18 or in some cases until age 21. These children
may choose to get their health care as a MO HealthNet Managed Care health plan member
or may choose to get health care through MO HealthNet Fee-for-Service using MO
HealthNet approved providers.

Advance Directive - An advance directive allows you to leave written directions about your
medical treatment decisions and/or ask someone to decide your care for you.

Appeal - is a way for you to ask for a review when your MO HealthNet Managed Care
health plan takes action to deny or give a limited approval of a requested service; deny,
reduce, suspend, or end a service already approved; or deny payment for a service; or fails to
act within required time frames for getting a service; make a grievance decision within thirty
(30) days of receipt of request; make an expedited decision within three (3) days of receipt
of request; or make an appeal decision within forty-five (45) days of receipt of request.

Co-payment - your share for cost of services provided. A set amount of money that
you will have to pay for the medical service you received. MO HealthNet Managed Care
members do not pay a co-pay.

DCN - Departmental Client Number - also known as your MO HealthNet number. This is
your identification number for MO HealthNet.

Durable medical equipment - Necessary medical equipment that your provider has ordered
for you, to assist you in and out of your home because of your medical condition.

Eligibility Group - members who receive benefits based on age, family size, and income.
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Words/Phrases

Emergency medical condition - a condition that requires medical attention right away.
Call 91 or go to the nearest emergency room even if it is not in your health plan network.

Emergency medical transportation - call 911 or the closest ambulance.

Emergency room care - Medical care that needs to be given right away to help care for
things like - pain, chest pain, stroke, difficulty breathing, bad burns, head wounds or trauma,
deep cuts/heavy bleeding; or gunshot wound.

Emergency services - in an emergency, go to the nearest emergency room even if it is not

in your health plan network or call 911. When you go the emergency room a health care
provider will check to see if you need emergency care. You can call the number listed on the
back of your MO HealthNet Managed Care health plan card anytime day or night if you have
questions about going to the emergency room. Call your PCP after an emergency room visit.

EPSDT - Early Periodic Screening, Diagnosis, and Treatment, also known as HCY.

Excluded services - are medical services that your MO HealthNet Managed Care health
plan does not pay for.

Grievance - a way to show dissatisfaction about things like: the quality of care or services
you received, the way you were treated by a provider, a disagreement you may have with
a MO HealthNet Managed Care health plan policy, or you do not agree to extend the time
for a decision of a grievance or an appeal.

Habilitation services and devices - are health care services that helps you keep, improve,
acquire, either partially or fully skills related to communication and activities of daily living,
such as: talking, walking, and hearing. These services include: physical therapy, occupational
therapy, speech-language pathology, and audiology. Medical devices, which include assistive
devices and durable medical equipment, are used with habilitation services to improve your
physical function and mobility.
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Words/Phrases

HCY Program - Healthy Children and Youth, also known as EPSDT.

Health insurance - MO HealthNet Managed Care Health Plan, is insurance that covers your
medical services. You may also have other health insurance from a job or another source in
addition to MO HealthNet, which helps you with paying for medical services. If you have
other health insurance besides MO HealthNet Managed Care, this is called your primary
insurance. This insurance company must pay for most of your health services before your
MO HealthNet Managed Care health plan pays.

Home health care - services provided in the member’s home who has an acute illness or
long term illness which can be managed at home. Services include skilled nurse visits, home
health aide visits, and medical supplies.

Hospice services - are services that can be given to an adult or child who is in the last
six months of their life. The goal of hospices is to provide pain relief and support to the
patient and family.

Hospitalization - when your doctor requires you to stay in the hospital for certain medical
services to be done or certain medical conditions where you have to be monitored so your
condition can be treated or does not get worse.

Hospital outpatient care - when you receive medical services that do not require staying in
the hospital. After you have a procedure you can go home.

Medically necessary - is the standard used to decide if a form of treatment is appropriate
for a physical or behavioral illness or injury; is going to improve the function of an injured
body part; or will able to slow the effects of a disability.
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Words/Phrases

MO HealthNet Approved Provider - a doctor, nurse, clinic, pharmacy, hospital, or other
providers enrolled with the MO HealthNet Division as a MO HealthNet approved provider.
MO HealthNet approved providers provide services in MO HealthNet Fee-for-Service.

You will show them your MO HealthNet ID Card. MO HealthNet approved providers are
sometimes also called MO HealthNet providers. You can do an on-line search to find a

MO HealthNet approved provider at: https://dssapp.dss.mo.gov/ProviderList/sprovider.asp
or you can call 1-800-392-2161 for a list of MO HealthNet approved providers.

MO HealthNet Fee-for-Service - a way to get some health care services that are not covered
by Missouri Care. These services may be covered by MO HealthNet Fee-for-Service. You can
go to any approved provider that takes MO HealthNet Fee-for-Service. Use only your MO
HealthNet ID Card. You may call 1-800-392-2161 to check on how to get these services.

MO HealthNet ID Card- the card sent to you when you are eligible for MO HealthNet.

& *  You must presentthis card eachtime you get medical serdces.

MO HealthNet +  You musttell the provider of services if you hawve other | nsurance.
Department of Social Services MuHealth Net + Some services may not becovered by MO HealthNet and you may have
to payfor services that are not covered.
. Participant Inquiries 1-800-392-2161 OR  1-573-751-6527
Name of Participant Fraud and Abuse 1-573-751-3285 OR ASK.MHD@DSS.MO.GOV

Possession of the card does not certify eligibility or guarantee

1 benef its.

Data of Birth MO HealthNet 1D Number + Restrictions may apply to some participants or for certain services.

KK XA=XRXX 9999999999 + Services arecovered as specifiedinthe Rules and Reg ulations of
the Family Support Division or the MO HealthN et Division.

= The holder of this card has made an assignment of rights to the
Department of Social Services for payment of medca care from a
third-party.

USE BY ANYONE WHOSE NAME IS NOT PRINTED ON THIS CARD IS

FRAUDULENT AND SUBJECT TO PROSECUTION UNDER THE LAW

MO HealthNet Managed Care - a way to get your MO HealthNet coverage from a MO
HealthNet Managed Care health plan. You must choose a MO HealthNet Managed Care
health plan or one will be chosen for you. You must also choose a Primary Care Provider.
Use your MO HealthNet Managed Care Card and your MO HealthNet ID Card to get
services. While you are waiting to get in a MO HealthNet Managed Care health plan

for health care, you get services from MO HealthNet Fee-for-Service. There are a few
services that members in a MO HealthNet Managed Care health plan will receive from MO
HealthNet Fee-for-Service. You may call 1-800-392-2161 to check on how to get services.
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Words/Phrases

MO HealthNet Managed Care Card - the card sent to you by your MO HealthNet
Managed Care health plan.

(" . . 4 N
MSSou rlcareo' MEMBERS: In an emergency, call 911 or go to the nearest hospital. For non-

AWellCare Company emergency care, always call your PCP. Benefits may be limited based on your

eligibility group. Si no habla ingles llamé al 1-800-322-6027 para ayuda.
Member Services, Language Line...........1-800-322-6027 (TTY 1-800-735-2966 or 711)
Behavioral Health, Dental, Vision, Transportation:........................1-800-322-6027
DCN #:12345678 24-Hour Nurse Advice Line: 1-800-919-8807
Member ID #: 98765432 Date of Birth: 07/04/1952 Behavioral Health Crisis Line: 1-800-322-6027
Member: John A. Doe Pharmacy Services:.............. ..1-800-392-2161 or 1-573-751-6527
............................................................................................ Care 1-800-322-6027
Report Fraud and Abuse Issues:.. 1-866-678-8355
PCP: Tom Smith CommUnity Assistance Line: 1-866-775-2192
PCP Phone: 813-888-8888 Effective Date: 05/01/2017 PROVIDERS: Prior authorization, call 1-800-322-6027. Details: www.missouricare.com”

. . SEND MEDICAL CLAIMS TO: Missouri Care, P.O. Box 31224, Tampa, FL 33631-3224
www.missouricare.com

\THIS ID CARD IS NOT A GUARANTEE OF ELIGIBILITY, ENROLLMENT OR PAYMENT.

VAN

Network - a group of health care providers set up by your MO HealthNet Managed Care
health plan that can see you for your medical care, treatment, and supplies.

Non-participating provider - is a health care provider that is not signed up as a network
provider for your MO HealthNet Managed Care health plan.

Out of Home Care/Alternative Care Services (Foster Care) - Alternative Care is the care
of children living in a home other than their birth parents. The juvenile court removes the
child from their home. The Children’s Division then sets a plan of services.

PCP - a Primary Care Provider is a health care provider who manages a member’s
health care.

Participating provider - is a health care provider that you can see because they are signed
up with your MO HealthNet Managed Care health plan.

Physician services - medical services provided to you by a provider who is licensed to
practice under state law.

Plan - a Health Plan that provides, covers, and arranges medical services that are needed by
its members for a fixed rate.
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Words/Phrases

Preauthorization or prior authorization - your MO HealthNet Managed Care health plan’s
method of pre-approving certain services.

Premium - an amount of money that is paid for someone to receive health care insurance.

Prescription drug coverage - a way for you to get coverage for your medications.
MO HealthNet Managed Care members prescription drug coverage is provided by
Fee-For-Service.

Prescription drugs - medications that require prescriptions or a doctor’s order.

Primary care physician - a health care provider who manages a member’s health care.

Primary care provider - a health care provider who manages a member’s health care.

Provider - a health care provider who manages a member’s health care.

Referrals - a process used by a PCP to let you get health care from another health care
provider usually for specialty treatment. Missouri Care does not require a referral to see a
specialist that is in the Missouri Care network.

Rehabilitation services and devices - are health care services that help you keep, improve
and restore skills and functions for daily living that have been lost or impaired because
of an injury, illness or disability. These services include physical therapy, occupational
therapy, speech-language pathology, and psychiatric services that can occur in an
outpatient or inpatient setting. Medical devices, which include assistive devices and
durable medical equipment, are used with rehabilitation services to improve your
physical function and mobility.
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Words/Phrases

Skilled nursing care - is care given to you in a nursing home for a short period of time
because of an injury or illness. The staff taking care of you can be a nurse, speech therapist,
physical therapist, occupational therapist. The staff can help you with bathing, dressing,
and personal care, eating, and walking, these are rehabilitation services. Other services that
may be provided to you are social and educational activities, transportation if needed,
laboratory, radiology, and pharmacy services, hospice care-end of life and respite care.

Specialist - is a medical professional who has a lot of knowledge about your chronic illness. If
you have a chronic illness and are seeing a specialist for your medical care, you may ask your
MO HealthNet Managed Care health plan for a specialist to be your primary care provider.

Urgent care - urgent care appointments for physical or behavioral illness injuries which
require care immediately but are not emergencies such as high temperature, persistent
vomiting or diarrhea, symptoms which are of sudden or severe onset but which do not
require emergency room services, you must been seen within twenty-four (24) hours.
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Important Missouri Care Phone Numbers

-~

Service

Phone Number

When to Call:

Missouri Care Member
Services

1-800-322-6027

» General questions about
Missouri Care

e Change of address
» Change of phone number

24-Hour Nurse Advice Line
(health advice line)

1-800-919-8807

e For medical advice

» To decide if you need to go
to the emergency room

e Available 24/7

24-Hour Nurse Advice
Line for Children’s Mercy
Pediatric Care Network

1-855-670-2642

e For medical advice

« To decide if you need to go
to the emergency room
e Available 24/7

e Available in Western
Region only

Transportation

1-800-322-6027

« To arrange a ride to routine
health care appointments

 Call at least 3 days
before the appointment

« Call if you have to change
or cancel your ride

¢ Not all members have
this benefit

Dental Care

1-800-322-6027

e To make a dental
appointment

e Available to all members
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Service

Phone Number

When to Call:

Vision Care

1-800-322-6027

To make a vision appointment

Available to all members

Behavioral Health Care

1-800-322-6027

24/7 crisis line

For help in scheduling an
appointment

For any other behavioral
health needs

Important MO HealthNet Phone Numbers

Service

Phone Number

When to Call:

MO HealthNet Enrollment
Helpline

1-800-348-6627

For help with questions about
changing health plans

Pharmacy

1-800-392-2161
or locally at
1-573-751-6527

For questions about your
pharmacy benefit

This benefit is from MO
HealthNet Fee-for-Service

Family Support Division
Information Center

1-855-373-4636

If you have a change in family
size, income, availability of
insurance through employer,
address or phone number

You should also report these
changes online at
www.dss.mo.gov

For help with MO HealthNet
renewal
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Make Sure You Have These Items

We're looking forward to providing your health care needs. By now, you should have
received your Missouri Care new member packet as well as your ID card. Make sure to
check your ID card to see that the PCP listed is correct. If so, you're ready to start using
your Missouri Care benefits. If your PCP is not correct, or if you have any other questions
at all, please call Member Services at 1-800-322-6027.

Call Nurse Advice Line First!

Need help making health-related decisions?

Call the Nurse Advice Line, our 24-hour health advice line, 1-800-919-8807. If you are
a Children’s Mercy Pediatric Care Network member, call 1-855-670-2642. Nurses are
available 24 hours a day, 7 days a week to answer your health care questions.

When you call, a nurse will ask some questions about your problem. Give as many details
as you can. For example, where it hurts. Or what it looks and feels like. The nurse can
then help you decide if you:

 Can care for yourself at home

» Need to see a doctor or go to the hospital

Remember, a nurse is always there to help. Consider calling our Nurse Advice Line
before calling your doctor or going to the hospital. But if you think it is a real medical
emergency, call 911 first or go to the nearest emergency room.

In an emergency...

Call 911 or go to the nearest emergency room. We'll talk more about emergencies later
in this handbook.

If you're not sure if it's an emergency, you should call your primary care provider (PCP)
or the Nurse Advice Line before going to the emergency room (ER).

Our Nurse Advice Line does not take the place of your PCP. But if it’s late at night or
you can’t reach your PCP, the nurses can help you decide what to do. The nurses can
also give you helpful hints on how to feel better and stay healthy. When an earache is
keeping your child awake or you can't sleep because of a headache, you can call one
of our nurses for help.
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Call the Nurse Advice Line at 1-800-919-8807. If you are a Children’s Mercy Pediatric
Care Network member, call 1-855-670-2642.

Ten Questions Often Asked About Missouri Care

Health care decisions can be confusing. We want to help you understand how
our MO HealthNet Managed Care health plan works for you. Here are answers to
common questions.

1. What is a PCP?

A PCP is a primary care provider. In Missouri Care, your PCP is the doctor, nurse or
clinic that you choose from our network to be your main health care provider. It is very
important to see your PCP at least once per year. You should also be sure the correct
PCP is on your Missouri Care ID Card.

2. What if | need to see a specialist?

Your PCP can help you select a specialist in our network. In some cases, your specialist
can even be your PCP.

3. I don’t have a car. How do | get to my health care appointments?

Call for transportation at 1-800-322-6027. We will help arrange a ride at no cost to you.
Some member benefits do not cover transportation. To check if you have this benefit,
call Member Services at 1-800-322-6027.

4. What if someone in my family gets sick in the middle of the night?

Always call your PCP first unless it is an emergency. He or she will let you know what
to do. You may also call the Nurse Advice Line, our 24-hour health advice line at
1-800-919-8807 (toll-free). If you are a Children’s Mercy Pediatric Care Network
member, call 1-855-670-2642. Someone will be there to answer your questions —

24 hours a day, every day.

5. If my PCP can’t see me right away, should | go to the emergency room?

You have options such as urgent care or quick care clinics. These are often found in
many grocery and drug stores. They can help with routine illnesses after hours and can
provide prescriptions to get you well.

When should | go to the emergency room or call 9117 If you feel your life or a member
of your family’s life is in danger or at risk of permanent harm.
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6. What should | do if | get sick and I'm out of town?

Unless it is an emergency, call your Missouri Care PCP. He or she will help you decide
what to do. You may also call the Nurse Advice Line for help. You can talk to a nurse

24 hours a day, 7 days a week. Call 1-800-919-8807. If you are a Children’s Mercy Pediatric
Care Network member, call 1-855-670-2642. If you think it is an emergency, call 911 or go
to the nearest emergency room.

7. Will I have to pay for my prescriptions?

You will get your pharmacy benefits from MO HealthNet Fee-for-Service by using your
MO HealthNet ID Card. If you have questions about prescriptions, call MO HealthNet
Participant Services at 1-800-392-2161 or 1-573-751-6527. You can also read the Pharmacy
Dispensing Fee section on page 49 to learn more, including if you will have to pay for
your prescriptions.

8. Will | get an insurance card?

You will actually have two cards. One is your MO HealthNet ID Card and one is from
Missouri Care. You should have received a Missouri Care ID Card by now. Please see the
Missouri Care ID Card section on page 6 for more details. If you haven't received your
Missouri Care ID Card, just call Member Services at 1-800-322-6027.

9. What if | lose my card?

If you lose your Missouri Care card, just call Member Services at 1-800-322-6027.
We will send you another one right away. If you lose your MO HealthNet ID Card,
contact MO HealthNet Participant Services at 1-800-392-2161 or 1-573-751-6527.

10. Do | need an authorization to go to the emergency room?

A prior authorization is not required for emergency services. The emergency room is a
busy place meant for people with serious or life-threatening injuries or illnesses. If you
use the emergency room for non-emergency care, you may have to wait a long time to
be seen. Plus you may have to pay a fee if it's not an emergency.

Website Information

You can get up-to-date information about your MO HealthNet Managed Care health
plan on our website at: www.missouricare.com. You can visit our website to get
information about the services we provide, our provider network, frequently asked
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questions, contact phone numbers and e-mail addresses.

We can also send you a printed copy of the information on our website at no cost to
you within 5 business days of your request.

You may also get information about the MO HealthNet Program at www.dss.mo.gov/mhd.

Website Features

You may be able to find answers to your questions on our website.
Go to www.missouricare.com for information about:

e Our Member Handbook, Provider Directory or Find a Provider search tool

How we protect your privacy

Your member rights and responsibilities

Member newsletters

Information on member benefits and special programs
e Women’s health and pregnancy care

When you register for a secure online account, you can also:
« Update your address and phone number

e Request a change to your primary care provider (PCP)

e Order member materials like your ID Card, Member Handbook and
Provider Directory
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Missouri Care ID Card

You will receive a Missouri Care ID Card. Your ID card will show your health insurance ID
number, your name, your PCP’s name, and other information about your care. If anything
on the card is wrong, please call Missouri Care at 1-800-322-6027. Carry your Missouri
Care ID Card and your MO HealthNet ID Card with you at all times.

If you don’t have your Missouri Care ID Card, you can still get services. You need to bring
the documents you got from the State showing you are eligible for a MO HealthNet
Managed Care plan.

missouricare>

AWellCare Company

Your DCN number

™ DCN #: 12345678 .
Your Member ID number\* Member ID #: 98765432 Date of Birth: 07/04/1952 Your Date of birth
YOU r name /* Member: John A. Doe

e PCP: Tom Smith
Your PCP’s contact | ce phone: sm-assasss Effective Date: 05/01/2017 —_— ﬂ:
H H L www.missouricare.com E ectl ve Date
information /KTHIS 1D CARD ISNOT A GUARANTEE OF LIGEBLITY, ROLMENT OR PAYHENT.

Our Website

MEMBERS: In an emergency, call 911 or go to the nearest hospital. For non-
emergency care, always call your PCP. Benefits may be limited based on your
—.eliglbility group. Si no habla ingles llamé al 1-800-322-6027 para ayuda.

Member Services, Language Line...........1-800-322-6027 (TTY 1-800-735-2966 or 711) i
H O W tO Behavioral Health, Dental, Vision, Transportation:........................]-800-322-6027 | n fo r m at I O n y O U r
24-Hour Nurse Advice Line: 1-800-919-8807

Behavioral Health Crisis Line: 1-800-322-6027 P C P an d O'[' h er
C O n taCt U S Pharmacy Services: ... -800-392-2161 or 1-573-751-6527

Care 1-800-322-6027 H

Report Fraud and ADUSE ISSUES: ..., 1-866-678-8355 p rovi d ers nee d to

CommUnity Assistance Line: 1-866-775-2192 .

PROVIDERS: Prior authorization, call 1-800-322-6027. Details: www.missouricare.com” corre Ct ly b | l l fo r

SEND MEDICAL CLAIMS TO: Missouri Care, P.O. Box 31224, Tampa, FL 33631-3224

L P your care/serwces

You are the only person who can use your Missouri Care ID Card. Your Missouri Care
ID Card will help you get the health care services you need. You are responsible for
protecting all your insurance cards. Keep your ID card in a safe place just like you do
a driver’s license or any other form of personal ID. Do not misuse your card. Warning:
If you give away or loan your Missouri Care ID Card or MO HealthNet ID Card or
information printed on it, you could lose your MO HealthNet eligibility.
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Care You Get Using the MO HealthNet ID Card

You can get some health care that is not covered by Missouri Care. These services are
covered by MO HealthNet Fee-for-Service using MO HealthNet approved providers.
Missouri Care can help you find a MO HealthNet approved provider for that care.
Please let your Primary Care Provider (PCP) know about the care you get. This helps
your PCP take care of you. This care may include the following:

Pharmacy.

School-based services including physical therapy (PT), occupational therapy (OT),
speech therapy (ST), hearing aid, personal care, private duty nursing, or behavioral
health services included in an Individualized Family Service Plan (IFSP) or Individualized
Educational Program (IEP).

Visits by a health worker to see if lead is in your home.
Bone marrow and organ transplants.
SAFE/CARE exams for abused children.

Children who are in Alternative Care or get Adoption Subsidy get behavioral health/
substance abuse care through MO HealthNet Fee-for Service using MO HealthNet
approved providers. These children get their physical health care from Missouri Care.

Community Psychiatric Rehabilitation is a special program run by the Missouri
Department of Mental Health for the seriously mentally ill or seriously
emotionally disturbed.

Drug and alcohol treatment from a Comprehensive Substance Treatment and
Rehabilitation (CSTAR) provider. Call Missouri Care Member Services at 1-800-322-6027
for a list of CSTAR providers.

Targeted case management for behavioral health services.

Abortion - (termination of a pregnancy resulting from rape, incest, or when needed
to save the mother’s life).

Tobacco cessation.
Applied Behavior Analysis (AB) services for children with Autism Spectrum Disorder.
State public health lab services.
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Member Services

Missouri Care’s normal business hours are Monday through Friday, 8 am. to 6 p.m. Call
1-800-322-6027 for questions about being a Missouri Care member or to get help with
the care you need. You can call this number from anywhere at no cost to you, even if
you're out of town.

You can call if you have questions about being a Missouri Care member. You can also
call if you have a question about what kind of care you need or how to get care. Call
the Nurse Advice Line at 1-800-919-8807 to speak to our nurses. If you are a Children’s
Mercy Pediatric Care Network member, call 1-855-670-2642. They can help you get
care you need.

Missouri Care’s Member Services Department can:
 Help you choose or change a primary care provider (PCP) to be your
personal provider

 Educate you and your family about managed care, including the way you can get
services from managed care and the role of the primary care provider

« Explain your rights and responsibilities as a Missouri Care member

 Help you get services, answer your questions or solve a problem you may have with
your care

e Tell you about your benefits and services (what is covered and not covered)

« Explain how you can get specialty care, behavioral health and hospital services
 Help you make appointments

 Set up medically necessary transportation for Missouri Care members
 Handle, record and track your requests promptly and timely

e Tell you about your PCP’s medical and educational background, qualifications, office
locations and office hours

* Let you know what help may be offered to you and your family in the area you live

e Tell you about fraud and abuse policies and procedures, and help you report fraud
and abuse

« Give the following information to you when asking the names of providers

- Whether the provider currently participates in Missouri Care
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- Whether the provider is currently accepting new patients

- Any restrictions on services, including any referral or prior authorization
requirements you must meet to get services from the provider

Member Services needs your help too. Missouri Care values your ideas and suggestions
to change and improve our service to you. Do you have an idea on how we can work
better for you? Please call Member Services at 1-800-322-6027. Or write to:

Missouri Care

Attention: Member Services
4205 Philips Farm Rd., Suite 100
Columbia, MO 65201

Missouri Care has a newsletter just for our members. This newsletter is full of information
about different ways to stay healthy. Ideas for the newsletter often come from members
like you. If there is something you would like more information about, let us know. If you
have any questions, concerns or ideas, please call Member Services at 1-800-322-6027.
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Types of Care

Preventive Services

Missouri Care must provide coverage for preventive services rated ‘A’ or ‘B’ by the U.S.
Preventive Services Force http://www.uspreventiveservicestaskforce.org. If you have
health insurance other than MO HealthNet Managed Care, your other health insurance
may be responsible for the payment of these preventive services.

Preventive Services Coverage

Missouri Care pays for you to have checkups and shots. It is very important that you see
your PCP at least once a year.

Health Care Appointments

Your health care providers must see you within 30 days when you call for a regular health
care and dental appointment. Call 1-800-322-6027 if you need help.

Pregnant women can see a health care provider sooner. In the first six months of
pregnancy, you must be seen within seven days of asking. In the last three months of
your pregnancy, you must be seen within three days of asking.

You should not have to wait longer than one hour from the time of your appointment.
For example, if your appointment time is 2:00 P.M., you should be seen by 3:00 P.M.
Sometimes you may have to wait longer because of an emergency. Please call Missouri
Care at 1-800-322-6027 if you have problems or need help with an appointment. It is
always important that you take all your health insurance cards to your appointments.

For urgent care appointments for physical or behavioral illness injuries which require
care right away but are not emergencies such as high temperature, persistent vomiting
or diarrhea, symptoms which are of sudden or severe onset but which do not require
emergency room services, you must been seen within twenty-four (24) hours.

Routine care with physical or behavioral symptoms such as persistent rash, recurring high
grade temperature, nonspecific pain, or fever, you must been seen within one (1) week or
five (5) business days whichever is earlier.

Routine care without physical or behavioral symptoms such as well child exams, and
routine physical exams, you must be seen within thirty (30) calendar days.

After care appointment within seven (7) calendar days after hospital discharge.
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Your health care provider will care for you if he or she can. Your health care provider
will send you to someone else if he or she is not able to see you that soon. It is always
important that you take all your health insurance cards to your appointments.

Dental Appointments

Appointments for dental services are the same as for regular and urgent health
care appointments.

Urgent Care

Sometimes you need medical care soon, but it is not an emergency. Call Missouri Care at
1-800-322-6027 for information about urgent care centers.

It's best to call or go to your PCP’s office for things that are not emergencies, like:
e High temperature
e Persistent vomiting or diarrhea
« Symptoms which are of sudden or severe onset but which do not require emergency

room services

You should call your PCP to be treated for these things. If you go to the emergency
room and it is not an emergency, you may have to pay for the care you get.

Emergency Medical Services

In an emergency, go to the nearest emergency room even if it is not in Missouri Care network
or call 9. When you go to the emergency room a health care provider will check to see

if you need emergency care. You can call 1-800-322-6027 anytime day or night if you have
questions about going to the emergency room. Call your PCP after an emergency room visit.

An emergency is when you call 911 or go to the nearest emergency room for things like
e Chest pain;

Stroke;

Difficulty breathing;

Bad burns;

Deep cuts/heavy bleeding; or

e Gunshot wound.

Emergency medical services are those health care items and services furnished that are
required to evaluate or stabilize a sudden and unforeseen situation or occurrence or a
sudden onset of a medical, behavioral health or substance use condition manifesting
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itself by acute symptoms of sufficient severity (including severe pain) that the failure to
provide immediate medical attention could reasonably be expected by a prudent lay
person, possessing average knowledge of health and medicine, to result in:

« Placing the patient’s physical or behavioral health (or with respect to a pregnant
woman, the health of the woman or her unborn child) in serious jeopardy; or

e Serious impairment of bodily functions; or

e Serious dysfunction of any bodily organ or part; or

e Serious harm to self or others due to an alcohol or drug abuse emergency; or

e Injury to self or bodily harm to others; or

 With respect to a pregnant woman who is having contractions:
- there is inadequate time to effect a safe transfer to another hospital before delivery; or
- transfer may pose a threat to the health or safety of the woman or the unborn.

If you aren’t sure about the medical condition, get help right away or call your PCP’s

office for advice. Ask for a number you can call when the office is closed. You can also
call Missouri Care’s Nurse Advice Helpline at 1-800-919-8807.

Get up-to-date ER Service Providers on our Website

To find the most current list of our in-network ER Service providers,
visit www.missouricare.com. Our Find a Provider tool has an up-to-date list.

ER Services

Below you will find a list of our ER in-network locations. They are listed first by region,
then in alphabetical order by city.

When should you go to the emergency room or call 9117 If you feel your life or a
member of your family’s life is in danger or in risk of permanent harm. Otherwise,
urgent care or quick care clinics may be better options.

Eastern Region
Includes: Franklin, Jefferson, Lincoln, Madison, Perry, Pike, St. Charles, St. Francois,
Ste. Genevieve, St. Louis, Warren and Washington counties, as well as St. Louis City

Alton Memorial Hospital Parkland Health Center Bonne Terre
2 Memorial Dr 7245 Raider Rd

Alton, IL 62002 Bonne Terre, MO 63628
1-618-463-7246 1-573-358-1400
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St. Luke’s Hospital

232 S. Woods Mill Road
Chesterfield, MO 63017
1-314-434-1500

Parkland Health Center Farmington
1101 W. Liberty St

Farmington, MO 63640
1-573-756-6451

Mercy Hospital Jefferson
1400 Hwy 61 S.

Festus, MO 63028
1-636-933-1000

Northwest Health Care
1225 Graham Rd
Florissant, MO 63031
1-314-953-6000

Madison Medical Center
611 West Main St
Fredericktown, MO 63645
1-573-783-1070

Pike County Memorial Hospital
2305 W. Georgia St

Louisiana, MO 63353
1-573-754-5531

Progress West Healthcare Center
2 Progress Point Pkwy

O’Fallon, MO 63368
1-636-344-1000

Washington County Memorial Hospital
300 Health Way

Potosi, MO 63664

1-573-438-5451

Ste. Genevieve County Memorial Hospital
800 Ste. Genevieve Dr

Ste. Genevieve, MO 63670

1-573-883-2751

CenterPointe Hospital
4801 Weldon Spring Pkwy
St. Charles, MO 63304
1-636-441-7300

Barnes-Jewish Hospital

1 Barnes Jewish Hospital Plaza
St. Louis, MO 63110
1-314-747-3000

Barnes-Jewish West County Hospital
12634 Olive Blvd

St. Louis, MO 63141

1-314-996-8000
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Christian Hospital Northeast
M33 Dunn Rd

St. Louis, MO 63136
1-314-653-5000

Des Peres Hospital

2345 Dougherty Ferry Road
St. Louis, MO 63122
1-314-966-9666

Mercy Hospital St. Louis
615 S. New Ballas Rd

St. Louis, MO 63141
1-314-251-6000

Missouri Baptist Medical Center
3015 N. Ballas Rd

St. Louis, MO 63131
1-314-996-5000

St. Alexius Hospital
3933 S. Broadway
St. Louis, MO 63118
1-314-865-7000

St. Anthony’s Medical Center
10010 Kennerly Rd

St. Louis, MO 63128
1-314-525-1000

St. Louis Children’s Hospital
One Childrens Place

St. Louis, MO 63110
1-314-454-6000

Barnes-Jewish St. Peters Hospital
10 Hospital Dr

St. Peters, MO 63376
1-636-916-9000

Missouri Baptist Hospital of Sullivan
751 Sappington Bridge Rd

Sullivan, MO 63080

1-573-468-4186

Mercy Hospital Lincoln
1000 E. Cherry St

Troy, MO 63379
1-636-528-8551

Mercy Hospital Washington
901 E. 5th St

Washington, MO 63090
1-636-239-8000
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Central Region

Includes: Adair, Andrew, Atchison, Audrain, Benton, Bollinger, Boone, Buchanan, Butler,
Caldwell, Callaway, Camden, Cape Girardeau, Carroll, Carter, Chariton, Clark, Clinton, Cole,
Cooper, Crawford, Daviess, DeKalb, Dent, Dunklin, Gasconade, Gentry, Grundy, Harrison,
Holt, Howard, Iron, Knox, Laclede, Lewis, Linn, Livingston, Macon, Maries, Marion, Mercer,
Miller, Mississippi, Moniteau, Monroe, Montgomery, Morgan, New Madrid, Nodaway,
Osage, Pemiscot, Pettis, Phelps, Pulaski, Putnam, Ralls, Randolph, Reynolds, Ripley, Saline,
Schuyler, Scotland, Scott, Shelby, Stoddard, Sullivan, Wayne and Worth counties

Northwest Medical Center Cooper County Memorial Hospital
705 N. College St 17651 B Hwy.

Albany, MO 64402 Boonville, MO 65233
1-660-726-3941 1-660-882-7461

General John J. Pershing Memorial Hospital | Cameron Regional Medical Center
130 E. Lockling Ave 1600 E. Evergreen St

Brookfield, MO 64628 Cameron, MO 64429
1-660-258-2222 1-816-632-2101

Carroll County Memorial Hospital Hedrick Medical Center

1502 N. Jefferson St 2799 N. Washington St

Carrollton, MO 64633 Chillicothe, MO 64601
1-660-542-1695 1-660-646-1480

Boone Hospital Center University Hospital

1600 E. Broadway One Hospital Dr

Columbia, MO 65201 Columbia, MO 65212
1-573-815-8000 1-573-882-4141

Women’s and Children’s Hospital Community Hospital Association
404 Keene St 26136 US Highway 59

Columbia, MO 65212 Fairfax, MO 64446

1-573-875-9000 1-660-686-2211
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Fulton Medical Center
10 S. Hospital Dr
Fulton, MO 65251
1-573-642-3376

Hannibal Regional Hospital
6000 Hospital Dr

Hannibal, MO 63401
1-573-248-1300

Pemiscot County Memorial Hospital
946 E. Reed St

Hayti, MO 63851

1-573-359-1372

Hermann Area District Hospital
509 W. 18th St

Hermann, MO 65041
1-573-486-2191

Capital Region Medical Center
1125 Madison Street

Jefferson City, MO 65101
1-573-632-5436

Twin Rivers Regional Medical Center
1301 First St

Kennett, MO 63857

1-573-888-8421

Northeast Regional Medical Center
315 S. Osteopathy

Kirksville, MO 63501

1-660-785-1100

Mercy Hospital Lebanon
100 Hospital Dr
Lebanon, MO 65536
1-417-533-6100

Samaritan Hospital
1205 N. Missouri St
Macon, MO 63552
1-660-385-8700

John Fitzgibbon Memorial Hospital
2305 S. 65 Hwy

Marshall, MO 65340
1-660-886-7431

Audrain Medical Center
620 E. Monroe St
Mexico, MO 65265
1-573-582-5000

Sullivan County Memorial Hospital
630 W. 3rd St

Milan, MO 63556

1-660-265-4212
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Moberly Regional Medical Center
1515 Union Ave

Moberly, MO 65270
1-660-263-8400

Lake Regional Health System
54 Hospital Dr

Osage Beach, MO 65065
1-573-348-8000

Piggott Community Hospital
1206 Gordon Duckworth Dr
Piggott, AR 72454
1-870-598-3881

Iron County Hospital
301 N. Highway 21
Pilot Knob, MO 63663
1-573-546-1260

Poplar Bluff Regional Medical Center
3100 Oak Grove Rd

Poplar Bluff, MO 63901
1-573-785-7721

Blessing Hospital
1005 Broadway St
Quincy, IL 62301
1-217-223-8400

Bothwell Regional Health Center
601 E. 14th St

Sedalia, MO 65301
1-660-826-8833

Mosaic Life Care
5325 Faraon St

St. Joseph, MO 64506
1-816-271-6000

I-70 Community Hospital
105 Hospital Dr
Sweet Springs, MO 65351
1-660-335-7463

Wright Memorial Hospital
191 lowa Blvd

Trenton, MO 64683
1-660-358-5700

Putnam County Memorial Hospital
1926 Oak St

Unionville, MO 63565
1-660-947-2411
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Western Region

Includes: Bates, Cass, Cedar, Clay, Henry, Jackson, Johnson, Lafayette, Platte, Polk, Ray,

St. Clair and Vernon counties

Ellett Memorial Hospital
610 N. Ohio St
Appleton City, MO 64724
1-660-476-2111

Belton Regional Medical Center
17065 S. 71 Hwy

Belton, MO 64012
1-816-348-1200

St. Mary’s Medical Center
201 N.W. RD. Mize Rd
Blue Springs, MO 64014
1-816-228-5900

Citizen’s Memorial Hospital
1500 N. Oakland Ave
Bolivar, MO 65613
1-417-326-6000

Bates County Memorial Hospital
615 W. Nursery St

Butler, MO 64730
1-660-200-7000

Golden Valley Memorial Hospital
1600 N. 2nd St

Clinton, MO 64735
1-660-885-5511

Cedar County Memorial Hospital
1401 S. Park St

El Dorado Springs, MO 64744
1-417-876-2511

Excelsior Springs City Hospital
1700 Rainbow Blvd

Excelsior Springs, MO 64024
1-816-630-6081

Cass Regional Medical Center
2800 E. Rock Haven Rd
Harrisonville, MO 64701
1-816-380-3474

Centerpoint Medical Center of
Independence

19600 E. 39th St

Independence, MO 64057
1-816-698-7000

Allen County Hospital
3066 N. Kentucky St
lola, KS 66749
1-620-365-1000

North Kansas City Hospital
2800 Clay Edwards Dr
Kansas City, MO 64116
1-816-691-2000
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Research Medical Center
2316 E. Meyer Blvd
Kansas City, MO 64132
1-816-276-4000

Research Medical Center — Brookside
6601 Rockhill Rd

Kansas City, MO 64131

1-816-276-7000

St. Luke’s Hospital Northland
5830 N.W. Barry Rd

Kansas City, MO 64154
1-816-891-6000

St. Luke’s Hospital of Kansas City
4401 Wornall Rd

Kansas City, MO 64111
1-816-932-2000

St. Joseph Medical Center
1000 Carondelet Dr
Kansas City, MO 64114
1-816-942-4400

The Children’s Mercy Hospital
2401 Gillham Rd

Kansas City, MO 64108
1-816-234-3000

Truman Medical Center Hospital Hill
2301 Holmes St

Kansas City, MO 64108
1-816-404-1000

Truman Medical Center Lakewood
7900 Lee’s Summit Rd

Kansas City, MO 64139
1-816-404-7000

Lee’s Summit Medical Center
2100 S.E. Blue Pkwy

Lee’s Summit, MO 64063
1-816-282-5000

St. Luke’s East Hospital
100 N.E. St. Luke’s Blvd
Lee’s Summit, MO 64086
1-816-347-5000

Lafayette Regional Health Center
1500 State St

Lexington, MO 64067
1-660-259-2203

Nevada Regional Medical Center
800 S. Ash St

Nevada, MO 64772
1-417-667-3355

Children’s Mercy Hospital Kansas
5808 W. N0th St

Overland Park, KS 66211
1-913-696-8000

Menorah Medical Center
5721 W. 119th St
Overland Park, KS 66209
1-913-498-6000
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Blue Valley Hospital Overland Park Regional Medical Center
12850 Metcalf Ave 10500 Quivira Rd

Overland Park, KS 66213 Overland Park, KS 66215

1-913-220-2866 1-913-541-5000

Ray County Memorial Hospital Western Missouri Medical Center

904 Wollard Blvd 403 Burkarth Rd

Richmond, MO 64085 Warrensburg, MO 64093
1-816-470-5432 1-660-747-2500

Southwestern Region

Includes: Barry, Barton, Christian, Dade, Dallas, Douglas, Greene, Hickory, Howell, Jasper,
Lawrence, McDonald, Newton, Oregon, Ozark, Shannon, Stone, Taney, Texas, Webster
and Wright counties

Ozarks Community Hospital Freeman Hospital East

101 Jackson St S.W. 932 E. 34th St

Gravette, AR 72736 Joplin, MO 64804
1-479-787-5221 1-417-347-1T1

Freeman Hospital West Barton County Memorial Hospital
1102 W. 32nd St 29 N.W. Ist Lane

Joplin, MO 64804 Lamar, MO 64759
1-417-347-1111 1-417-681-5100

Freeman Neosho Hospital Mercy Hospital Springfield
113 W. Hickory St 1235 E. Cherokee St
Neosho, MO 64850 Springfield, MO 65804
1-417-451-1234 1-417-820-2000
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Post-Stabilization Care

Post-stabilization care services means covered services, related to an emergency medical
condition that are provided after a member is stabilized in order to maintain the
stabilized conditions or to improve or resolve the member’s condition.

Post-Stabilization Care Services
Post-stabilization care is care given after a medical emergency. The goal of this care is to
maintain, improve or resolve a member’s condition after the emergency.
Missouri Care will pay for post-stabilization care that is:
 Received in or out of our network and is pre-approved by a Missouri Care provider
or representative

 Received in or out of our network that was not pre-approved by a Missouri Care
provider or representative but given to maintain, improve or resolve the member’s
condition if:

- Missouri Care doesn’t respond to a request for pre-approval within 30 minutes
- Missouri Care can't be reached

- The Missouri Care representative and the treating provider cannot reach an
agreement about the member’s care and a Missouri Care provider cannot be
reached to discuss the member’s care

Missouri Care does not pay for out-of-network post-stabilization care that was not pre-
approved when:
A Missouri Care provider can treat the member at the hospital and takes over the
member’s care
» A Missouri Care provider takes over the member’s care through transfer

« A Missouri Care representative and the treating provider reach an agreement
concerning the member’s care

e The member is discharged
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Your Primary Care Provider

What is a Primary Care Provider (PCP)?

You and each member of your family who is eligible for MO HealthNet Managed Care
can choose your own PCP from the Missouri Care Provider Directory. To get a Provider
Directory, call Member Services at 1-800-322-6027. We will send one to you within 48
hours of your request.

Your PCP is your primary health care provider. You, your PCP and Missouri Care will work
together as a team. We want to make sure you get the best health care possible. Your
PCP will arrange for the covered services you need.

Our PCPs are trained in different specialties. They include:

 Family and internal medicine

General practice
Geriatrics

Pediatrics
Obstetrics/Gynecology (OB/GYN)
Advanced Practice Registered Nurse services

There are also times when a specialist can be your PCP, if:

 You have a chronic condition and have a historical relationship with the specialist; and
e The specialist agrees in writing to assume the responsibilities of the PCP
It's important to have a good relationship with your PCP. Make sure you talk to your PCP
about any health problems or concerns you have. This way your PCP gets to know you
and can help you get the health care you need. Always follow your PCP’s instructions

about your health care. You should always see your PCP at least once a year for a
checkup, even if you feel well.

The PCP you have selected may not be taking new patients. If you have questions, call
Member Services at 1-800-322-6027.

Choosing and Changing Your Primary Care Provider (PCP)

You must choose a PCP. If you do not, we will choose one for you. Your PCP will manage
your health care. The PCP knows Missouri Care’s network and can guide you to specialists
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if you need one. You may ask for a specialist as your PCP if you have a chronic illness or
disabling condition. We will work out a plan to make sure you get the care you need.

You have a right to change PCPs in our MO HealthNet Managed Care health plan. There
are no limits on how often you may change your PCP. The PCP change will take effect
the same day you call Missouri Care. Children in state custody may change PCPs as often
as needed. To do this, call us at 1-800-322-6027.

Check the PCP on Your ID Card!

It is very important the PCP on your ID card is correct. If you do not
choose a PCP, we will choose one for you. If the PCP on your ID card
is not the one you are going to, please call Member Services to update
your information.

Getting Medical Care

Call your Primary Care Provider (PCP) when you need health care. Your PCP’s phone
number is on your Missouri Care ID Card. Your PCP will help you get the care you need
or refer you to a specialist.

These services do not need a PCP referral:

e Birth control or family planning - you may go to our providers or a MO HealthNet
approved provider. We will pay for this care, even if the provider is not in
Missouri Care.

 Behavioral health care - you may go to any of our behavioral health providers. Just
call this toll free number 1-800-322-6027.

e Local public health agencies (LPHA) - Children may go to local public health agencies
for shots. Members may go to LPHAs for tests and treatment of sexually transmitted
diseases and tuberculosis; HIV/AIDS tests; or for lead poisoning screening, testing
and treatment.

e Women’s health service - You may go to any of our OB/GYN providers.

 Dental health care — you may go to any of our dental health providers. Just call this
toll free number 1-800-322-6027.

e Vision care — you may go to any of our vision care providers. Just call this toll free
number 1-800-322-6027.

www.missouricare.com | 25



You may have to pay for services you get if:
 You choose to get medical services that are not covered by MO HealthNet
Managed Care;
 You go to a provider that is not a Missouri Care provider without prior approval
 You do not have prior approval for services that need it.

Travel Distance

Missouri Care wants to make sure that you can see a PCP when you are sick. Your PCP
will arrange for the covered services you need. We have PCPs that are within 30 miles of
your home. If you need to see a specialist, your PCP can guide you to one. If you have
questions, call Member Services at 1-800-322-6027.

Access to Care

Missouri Care must provide urgent care for physical or behavioral health illness within
24 hours, routine care with symptoms within five business days, or routine care without
symptoms within 30 calendar days. For maternity care there are special requirements.
Missouri Care must make providers available within 30 miles from where you live. If
there is not a licensed physical or behavioral health provider within your area, you will
have access to physical and behavioral health providers within 60 miles from where you
live. Call 1-800-322-6027 if you need help.

Medical Necessity

Missouri Care makes decisions based on medical necessity when a PCP orders some
services. That means our Medical Director may decide if the service meets medical
standards for the health condition.

Medical necessity is used to decide if a form of treatment is:

 Appropriate for a physical or behavioral illness or injury
« Going to improve the function of an injured body part
» Able to slow the effects of a disability

We make sure our decisions are based only on the appropriateness of care and your benefit
coverage. They are not based on financial rewards to those who make these decisions.

Prior Authorization

Sometimes your PCP is asked to call Missouri Care to get our approval to do some
services. That process is called prior authorization. You do not need prior authorization
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for emergency medical/behavioral health services.
If the request is approved:

e The PCP or specialist can treat as requested

If the request is denied:

 Missouri Care’s Medical Director will notify the provider why the request was denied

You will receive a letter from Missouri Care if a service is denied. The letter will explain
why the service was denied. It will also tell you how to request an appeal of the denial.
(Please see the Grievance and Appeals section for more details about how to request
an appeal.) Your PCP or specialist cannot bill you for denied services. If you get a bill for
denied services, please call us at 1-800-322-6027. You may also call us if you have any
questions about this process.

How Do | Cancel or Change an Appointment?

There may be times you need to cancel or change your appointment with your Missouri
Care provider. When this happens, please call his or her office at least 24 hours before
your appointment. This will give the provider more time to see other patients. If you
cancel an appointment, you should always try to make an appointment for another time
to ensure you receive the care you need.

What If | Need to See a Specialist?

Your PCP is in charge of arranging your health care needs. Your PCP can arrange for care
from other providers if needed. Be sure to follow your PCP’s guidance when you get care
from another provider. As long as your PCP has made arrangements, Missouri Care will
pay for medically necessary covered services. Prior authorization rules may apply.

Missouri Care does not require referrals for in-network providers. This includes specialists.

If Missouri Care does not have a health care provider in our network with appropriate
training or experience, we may refer you to an out-of-network provider.

If you have any questions about referrals, please call Member Services at 1-800-322-6027.

Access to Women’s Health Services

You are allowed to see women'’s health specialists (OB/GYNs) in Missouri Care’s network
for certain services. You may do this for covered routine and preventive health care
services. For these services, you do not need approval from your PCP or Missouri Care.
Services may include, but are not limited to prenatal care, breast exams, mammograms
and Pap tests.
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Special Health Care Needs

If you have a special health care need, call Missouri Care at 1-800-322-6027. Missouri
Care will work with you to make sure you get the care you need. If you have a chronic
illness and are seeing a specialist for your medical care, you may ask Missouri Care for a
specialist to be your PCP.

Telehealth Service

This service lets you visit with a provider by video so you can get care closer to home.
You don’t need to drive far to see a provider.

Telehealth works a lot like a normal office visit.

Q:
A

. Most people use the service when they need to see a specialist who doesn’t have an

> 0

>0 *»0

Q:
A

: Talk to your doctor to learn more about telehealth. You can also call Member Services

Telehealth providers are licensed in the state where they practice.
A consulting provider may ask a telepresenter to help with your visit.
Your information will be kept private.

Why should | use telehealth?

office nearby.

: Where do | go to see a telehealth provider?

In Missouri, you can only use this service at an originating site. This is often a doctor’s
office.

: Can | use my smartphone for a telehealth service?

No, services by videophone or webcam aren’t covered.

: How do | find a telehealth provider?

Telehealth providers can be found on the online Find a Provider tool. You can also call
Member Services at 1-800-322-6027 (TTY 1-800-735-2966) for help finding a telehealth
provider. You may also request a printed copy of our Provider Directory. If you
request a directory, it will be mailed within 48 hours of your request.

How can | learn more about telehealth services?

at 1-800-322-6027 (TTY 1-800-735-2966).
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Services
Your Health Benefits in MO HealthNet Managed Care

Some benefits are limited based on your eligibility group or age. The benefits that may
be limited have an “*” next to them. Some services need prior approval before getting
them. Call Missouri Care at 1-800-322-6027 for information about your health benefits.

e Ambulance

e Ambulatory surgical center, birthing center
e Asthma education

 Behavioral health and substance use

e Cancer screenings

 Dental services related to trauma to the mouth, jaw, teeth or other contiguous sites
as a result of injury; treatment of a disease/medical condition without which the
health of the individual would be adversely affected; preventive services; restorative
services; periodontal treatment; oral surgery; extractions; radiographs; pain evaluation
and relief; infection control; and general anesthesia.

e Durable medical equipment (DME)*

e Emergency medical, behavioral health, and substance abuse services and post-
stabilization services

e Family planning
e Home health services*

 Hospice, if you are in the last six months of your life. Children may receive hospice
services and treatment for their illness at the same time. The hospice will provide all
services for pain relief and support

 Hospital, when an overnight stay is required
 Laboratory tests and x-rays
« Maternity benefits, including certified nurse midwife

 Optical, services include one comprehensive or one limited eye examination every
two years for refractive error, services related to trauma or treatment of disease/
medical condition (including eye prosthetics), and one pair eyeglasses every two years
(during any 24 month period of time). Replacements within the 24 month period may
be available under certain conditions
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Personal care

Specialty care

Primary Care Provider (PCP) services

Transplant related services

Outpatient hospital, when an overnight stay is not required

Podiatry, limited medical services for your feet*

Transportation to medical appointments*

You may get these services from your MO HealthNet Managed Care health plan or a
local public health agency.

e Screening, testing, and treatment for sexually transmitted diseases

Screening and testing for HIV

Immunizations (shots) for children

Benefits and Coverage Chart

Screening, testing, and treatment for tuberculosis

Screening, testing, and treatment for lead poisoning

The chart below lists some common benefits and services. Managed Care members have
no co-payments. Call Missouri Care at 1-800-322-6027 if you have any questions. Call
Member Services for benefit limitations and/or authorizations. The benefits that may
be limited have an “*” next to them. To learn more, see the Your Health Benefits in MO
HealthNet Managed Care section.

Pregnant

Substance Use

Benefit/Services Children Adults
Female

Allergy Services $0 $0 $0

Ambulance — $.O; $0:; $0;

Emergenc meelicaly medically necessar medically necessar
gency necessary y y y y

Ambulatory $0 $0 $0

Surgical Centers

Behavioral

Health Services/ $0 $0 $0
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Pregnant

Benefit/Services Children Adults
Female

Birthing Center $0 Not applicable Not applicable

Cancer Screenings $0 $0 $0

Dental Services $0 $0 $0

Doctor Office

Services o b o

Durable Medical

Equipment™ $0 $0 $0

Emergency Room

Services ol ol ol

EPSDT — Early

and Periodic Not

Screening, soplicable $0 Not applicable

Diagnosis and PP

Treatment

Family Planning*

(sterilizations

not covered for $0 $0 $0

members under

age 21)

Hearing Aids $0 $0 Not applicable

Hearing Services $0 $0 Not applicable

Home Health

Services* 30 30 30
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Pregnant

Benefit/Services Children Adults
Female

Hospice — $0 $0 $0

Non-Institutional

Hospftal Services — $0 $0 $0

Inpatient

Hospital Services —

Outpatient $0 o o
Covered

, o by MO Covered by Covered by
E:iin?/ alr?;all); :is HealthNet MO HealthNet MO HealthNet
P Fee-for- Fee-for-Service Fee-for-Service

Service

Laboratory

Diagnostic and $0 $0 $0

Radiology Services

Mammogram $0 Not applicable $0

Maternity Care $0 Not applicable $0

Persgnal Care $0 $0 $0

Services

Podiatry Services* $0 $0 $0

Prevgntlve $0 $0 $0

Services

Prosthetic Devices $0 $0 $0
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Benefit/Services Pregnant Children Adults
Female

Therapy —

Physical, Speech, $0 $0 Not covered

Occupational

Transportation —

Non-Emergent* X X $0

Urggnt Care $0 $0 $0

Services

Vision $0 $0 $0

Network Covered Services

There could be a time when Missouri Care can’t provide a covered service in our
network. If that happens, you may be referred to a health care provider that is not in our
network. We will pay for services until a health care provider in our network is available
or you can begin to see an in-network provider. To ask for an out-of-network health
care provider, call Member Services at 1-800-322-6027. We will review and process your
request within two business days.

Medical Disability/MO HealthNet Fee-For-Service

If you get Supplemental Security Income (SSI), meet the SSI medical disability definition,
or get adoption subsidy benefits you may stay in MO HealthNet Managed Care or

you may choose to get MO HealthNet Fee-for-Service using MO HealthNet approved
providers. Call the MO HealthNet Managed Care Enrollment Helpline at 1-800-348-6627
for information and to make your choice.

What is Not Covered?

The services listed below are examples of services Missouri Care does not cover:
« Some services that have not been approved in advance by your PCP
 Sex-change operations and operations to reverse voluntary sterilization
* Services or items needed only for cosmetic reasons

« Services that Missouri Care’s Medical Director determines to be experimental or
provided primarily for research purposes
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e Personal care items, like toothbrushes, diapers, soap, ordering movies

 Missouri Care will not pay for any services not covered by MO HealthNet and not
approved by your PCP or Missouri Care

e Early elective childbirth before 39 weeks that is not medically necessary

Change in Benefits and Services

Missouri Care will send you a letter any time there is a change in your benefits. We will
send the letter so you get it at least 30 days before the change takes effect. The letter
will tell you if benefits have changed or stopped.

We also send you letters about your PCP. You will get a letter if your PCP has moved
his/her clinic. We will also send you a letter if your PCP no longer accepts Missouri
Care members.

Call Member Services at 1-800-322-6027 if you have questions about changes in
benefits or services.

What If I'm Pregnant?

Missouri Care takes special care of our pregnant members. If you think you are pregnant,
call us right away. You should also call the Family Support Division Information Center.
You can reach them toll-free at 1-855-373-4636. You can also visit their website. Go to
www.dss.mo.gov to access the FSD Program Enrollment System online.

When you call us, Member Services will help you:

e Choose a PCP or OB for your pregnancy care (also called prenatal care)
 Get into special programs for pregnant members

« Choose a PCP for your baby and a PCP for you after your six-week checkup following
the birth of your baby

Early and regular prenatal care is very important for your health and your baby’s health.
Your PCP/OB will give you:

« Regular prenatal care and services

Information about special classes for moms-to-be

Information about family planning services (including birth control pills, condoms,
tubal ligation)

Information about what to expect during your pregnancy, good nutrition, exercise

Other helpful advice for moms-to-be
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As soon as your baby is born, Missouri Care will help take care of all of the medical care
you and your baby may need.

Family Planning

All MO HealthNet Managed Care health plan members can get family planning services
no matter what age. These services will be kept private. You may go to a Missouri Care
provider or a MO HealthNet Fee-for-Service approved provider to get family planning
services. You do not need to ask Missouri Care first. Missouri Care will pay for your
family planning services.

Immunization (Shot) Schedule for Children

Immunizations (shots) help prevent serious illness. This record will help keep track when
your child is immunized. If your child did not get their shots at the age shown, they
still need to get that shot. Talk to your PCP about your child’s immunizations (shots).
Children must have their immunizations (shots) to enter school.

Immunization Record

Age Shot (Immunization) Date Received
Birth HepB*

2 months DTaP, Hib, IPV, PCV, RV, HepB

4 months DTaP, Hib, IPV, PCV, RV, HepB*

6 months DTaP, Hib, IPV, PCV, RV, HepB

12-15 months Hib, PCV, MMR, Varicella, HepA

www.missouricare.com | 35




Immunization Record

Age Shot (Immunization) Date Received
15-18 months DTaP**
19-23 months HepA

4-6 years DTaP, IPV, MMR, Varicella

7-10 years .

Catch-up Tdap, HepB, IPV, MMR, Varicella, HepA

11-12 years Tdap, MenACWY (1 dose), HPV (3 doses)

1112 years :

Catch-up HepB, IPV, MMR, Varicella, HepA

13-18 years Tdap, MenACWY (1 dose, Booster at 16),

Catch-up HPV, HepB, IPV, MMR, Varicella, HepA
HPV —(3 doses) MMR*** Tdap***,

1920 years Varicella**

Every year Influenza (after 6 months)

*If the birth dose of HepB is given, the 4-month dose may be omitted.
**Can be given as early as 12 months, if there are 6 months since third dose.
***Recommended unless your health care provider tells you that you cannot safely
receive it or that you do not need it.
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More Benefits for Children and Women in a MO HealthNet Category
of Assistance for Pregnant Women

A child is anyone less than twenty-one (21) years of age. Some services need prior
approval before getting them. Call 1-800-322-6027 to check. Women must be in a MO
HealthNet category of assistance for pregnant women to get these extra benefits.

Asthma program

Comprehensive day rehabilitation, services to help you recover from a serious head injury.
Dental services.

Diabetes education and self management training.

Hearing aids and related services.

Podiatry, medical services for your feet.

Vision — Children get all their vision care from the health plan. Some pregnant women
will get their vision care from the health plan which includes one (1) comprehensive or
one (1) limited eye exam per year for refractive error, one (1) pair of eyeglasses every
two years, replacement lens(es) when there is a .50 or greater change, and for children
under age 21, replacements frames and/or lenses when lost, broken or medically
necessary, and HCY/EPSDT optical screen and services.

MO HealthNet has a special program to provide medically necessary services to
children. The program is called Early Periodic Screening, Diagnosis and Treatment (EPSDT)
or Healthy Children and Youth (HCY). Your Primary Care Provider (PCP) can give your
child these EPSDT/HCY services. Some examples of EPSDT/HCY services include:

- Child’s medical history.

- An unclothed physical exam.

- Blood and/or urine tests.

- Immunizations (shots).

- Screening and testing lead levels in blood.

- Checking the growth and progress of the child.

- Vision, hearing, and dental screens.

- Dental care and braces for teeth when needed for health reasons.
- Private duty nurses in the home.

- Special therapies such as physical, occupational, and speech.
- Aids to help disabled children talk.

- Personal care to help take care of a sick or disabled child.
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- Health care management.

- Psychology/counseling.

- Health education.

An EPSDT/HCY Health Screen helps children stay healthy or find problems that may
need medical treatment. Your child needs to get regular checkups. Children between 6
months and 6 years old need to get checked for lead poisoning. You may use the chart
below to record when your child gets a health screen or lead poison screen.

Health Screen & Lead Poison Assessment Record

Age

Date of Health Screen

Date of Lead Poison Screen

Newborn

By one month

2—3 months

4-5 months

6—8 months

9—11 months

1214 months

15-17 months

18—23 months

24 months

Your child needs a Blood Lead
Level at 12 and 24 months
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Health Screen & Lead Poison Assessment Record

Age Date of Health Screen Date of Lead Poison Screen

3 years

4 years .
Your child needs a Blood Lead
Level each year until age 6 if in
a high-risk area.

5 years

6—7 years

8-9 years

1011 years

12-13 years

14-15 years
A Blood Lead Level is

1617 years recommended for women of
child-bearing age.

18—19 years

20 years
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Important tests your child needs are shown on the chart below. Please note these are
not all the tests your child may need. Talk with your child’s PCP.

Age Test
Birth PKU Test
1-2 Weeks PKU and Thyroid Tests
12 months TB Test, Blood Count, Blood Lead Level
2 years Blood Lead Level Test
Blood lead test if there are any possible lead exposures such as
3 vears an older home or by parent job or hobbies related to lead. Blood
Y lead level test required if lives in or visits a high-risk area. Ask your
doctor if you are unsure if your child is at risk.
Blood lead test if there are any possible lead exposures such as
4 vears an older home or by parent job or hobbies related to lead. Blood
y lead level test required if lives in or visits a high-risk area. Ask your
doctor if you are unsure if your child is at risk.
Blood lead test if there are any possible lead exposures such as
5 vears an older home or by parent job or hobbies related to lead. Blood
y lead level test required if lives in or visits a high-risk area. Ask your
doctor if you are unsure if your child is at risk.
Blood lead test if there are any possible lead exposures such as
3 e an older home or by parent job or hobbies related to lead. Blood

lead level test required if lives in or visits a high-risk area. Ask your
doctor if you are unsure if your child is at risk.

Independent Foster Care Adolescents Ages 21 Through 25

Independent foster care adolescents with a Medical Eligibility code of 38 and who are

ages 21 through 25 will receive a comprehensive benefit package for children in State care

and custody. EPSDT screenings will not be covered.
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Lead Screening for Children and Pregnant Women
There are many other ways your child can be lead poisoned. Call 1-800-322-6027 if you
have questions about lead poisoning.
Some of the ways your child may be at risk for lead poisoning include:
* You live in or visit a house built before 1978 or
e Someone in your house works as a
- plumber,
- auto mechanic,
- printer,
- steel worker,
- battery manufacturer,
- gas station attendant, or
- other jobs that contain lead.
High levels of lead can cause brain damage and even death. Lead in children is a common

health concern that can impact their ability to learn, behavior and health through their
adult life.

o All children through six years of age must be tested annually if they live in or visit a
high-risk area (Missouri state law requirement).

e Children not living in or visiting a known high risk area may still need lead testing if
questions the Primary Care Provider (PCP) ask parents about lead, show there is a
possible lead source the child is in contact with.

o All children must be tested at one year and two years of age even if the child lives in
a non-high risk area.

o All children between one and six years of age must be tested if they have never been
previously tested.

A lead screen has two parts. First, the Primary Care Provider (PCP) will ask questions to
see if your child may have been exposed to lead. Then the PCP may take some blood
from your child to check for lead. This is called a blood lead level test. All children at one
year old and again at two years old must have a blood lead level test. Children with high
lead levels in their blood must have follow up services for lead poisoning.

High lead levels in a pregnant woman can harm her unborn child. If you are pregnant or
thinking about becoming pregnant, talk with your PCP or obstetrician to see if you may
have been exposed to lead and need to have a blood lead test. Lead can be passed to

the baby during pregnancy and breast feeding.
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Newborn Coverage
If you have a baby you must:

o Call the Family Support Division (FSD) Information Center at 1-855-373-4636 or visit
our website at www.dss.mo.gov to access the FSD Program Enrollment System online
as soon as possible to report the birth of your child. The State will give your baby an
identification number, known as a DCN or MO HealthNet number;

o Call Missouri Care at 1-800-322-6027; and

e Pick a PCP for your baby in Missouri Care’s network.

Your baby will be enrolled in Missouri Care. Call the MO HealthNet Managed Care
Enrollment Helpline at 1-800-348-6627 if you want a different MO HealthNet Managed
Care health plan for your baby. This is the only phone number you can use to change
your baby’s MO HealthNet Managed Care health plan. You cannot change MO HealthNet
Managed Care health plans for your baby until after your baby is born and has a MO
HealthNet number. The Family Support Division staff cannot change your baby’s MO
HealthNet Managed Care health plan.

To be sure your baby gets all the services he or she needs, continue to use your current
MO HealthNet Managed Care health plan and PCP until the new MO HealthNet Managed
Care health plan is effective. If you want to change your baby’s MO HealthNet Managed
Care health plan it will be, at most, 15 days before the new MO HealthNet Managed Care
health plan is effective.

Nurse Visits for You and Your Baby

You and your Primary Care Provider (PCP) may agree for you to go home early after
having a baby. If you do, you may get two nurse visits in your home. You may get the
home health nurse visits if you leave the hospital less than 48 hours after having your
baby, or less than 96 hours after a C-Section. The first nurse visit will be within two days
of leaving the hospital. The second nurse visit is within two weeks of leaving the hospital.
You may be able to get more nurse visits if you need them.

At a home visit, the nurse will:
e Check your health and your baby;
 Talk to you about how things are going;
» Answer your questions;
« Teach you how to do things such as breastfeeding; and
Do lab tests if your PCP orders them.
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First Steps

Missouri Care can help your family get services from the First Steps Program. First
Steps is Missouri’s early intervention system for infants and toddlers, birth to age 3,
who have delayed development or diagnosed conditions that are associated with
developmental disabilities.

Children are eligible for First Steps if they have a significant delay (50% or greater delay in
development) in one or more of the following areas:

o Cognition (learning);

e Communication (speech);
 Adaptive (self-help);

e Physical (walking); or

e Social-emotional (behaviors).

Children are referred to First Steps through:
e Physicians;
 Hospitals, including prenatal and postnatal care facilities;
 Parents;
e Child-care programs;
e Local educational agencies, including school districts and Parents as Teachers;
o Public health facilities;
 Other social service agencies;
« Other health care providers;
e Public agencies and staff in the child welfare system, including foster care;
e Homeless family shelters; or
e Domestic violence shelters.
An assessment is done to establish eligibility and determine the needs of the child. The

assessment is provided at no charge to the family and is arranged by the regional System
Point of Entry (SPOE) office in which the child and family lives.

Once a child is determined eligible, the services are determined by an Individualized
Family Service Plan (IFSP) team. Missouri Care can refer you to First Steps, or you may call
First Steps at 1-866-583-2392 if you have any questions.
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Behavioral Health Care

Missouri Care will cover your behavioral health needs. A PCP referral is not needed
for behavioral health care. You may go to any behavioral health provider on Missouri
Care’s list of providers. Be sure to go to a behavioral health provider in our network.
Behavioral health care includes care for people who abuse drugs or alcohol or need
other behavioral health services. Call 1-800-322-6027 to get behavioral health services
and for help finding a provider within our network.

Children who are in Alternative Care or get Adoption Subsidy get behavioral health care
through MO HealthNet Fee-for-Service using MO HealthNet approved providers. These
children get their physical health care from Missouri Care.

Care Management Services

You may ask for an assessment for care management services at any time by calling
Missouri Care at 1-800-322-6027.

Missouri Care will offer care management services for members who are:

* Pregnant,

o All children with elevated blood lead levels, and

e Children in foster care.
Within thirty (30) days of enrollment, Missouri Care will offer a care management
assessment for new members with the following conditions:

e Cancer;

e Chronic pain;

e Hepatitis C;

e HIV/AIDS:

e Individuals with special health care needs including autism spectrum disorder;

o Sickle cell anemia;

 Diabetes;

e Asthma;

» COPD;

» Congestive heart failure;

 Organ failure; and

« Serious mental illness (schizophrenia, schizoaffective disorder, bipolar disorder, PTSD,
recurrent major depression, and substance use disorder).
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Members experiencing the following events will also receive a care management
assessment and be offered care management services:

* Three (3) or more emergency department visits in any given quarter;

« An admission to a psychiatric hospital or residential substance use
treatment program;

« A readmission or a hospital stay of more than two (2) weeks.

How Care Management can help you

Care Management helps members with special needs. It pairs a member with a care
manager. The care manager is a registered nurse (RN) or licensed behavioral health worker
who can help you with issues such as:

« Complex medical and behavioral health needs, including but not limited to cancer,
chronic pain, HIV/AIDS, anxiety disorders

Solid organ and tissue transplants

Chronic illnesses such as asthma, diabetes, hypertension and heart disease

Children with special health care needs

Lead poisoning

Pregnancy needs

We're here to help you! For more information about Care Management, please call us at
1-800-322-6027. This no-cost program gives you access to a registered nurse or licensed
behavioral health worker Monday—Friday from 8 am. to 6 p.m.

You may ask for an assessment for care management services at any time. Call Missouri
Care at 1-800-322-6027.

Disease Management

Have you been diagnosed with major depression, asthma, diabetes, COPD or CHF? Would
you like to understand your disease better? Missouri Care has a Disease Management
Program to help you. Call us at 1-877-393-3090 to help you manage your disease.

Do you or your child have asthma or diabetes or suffer from major depression? Missouri
Care can help you and/or your child learn to manage these chronic conditions and lead a
healthier life.

You can learn about these programs by visiting our website at www.missouricare.com.
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How do | become eligible to participate?

There are two ways Missouri Care members may be enrolled in a disease management
program. One way is if you are diagnosed with any of these chronic conditions. The
other way is if you are at risk for any of these conditions. You can also ask your provider
to ask for a referral. Would you like to know more about our Disease Management
Programs? Please call us at 1-877-393-3090.

What if | don’t want to take part?

You have the right to make decisions about your health care. If we contact you to take
part in one of our programs, you may refuse.

If you are already taking part in one of our programs, you may choose to stop at any
time by contacting us at 1-877-393-3090.

CommUnity Assistance Line (CAL)

Missouri Care offers a CommuUnity Assistance Line (CAL). It is available at no cost to
anyone, including people who are deaf and hard of hearing. Call the CAL to learn about
social services in your area. These may include things like help paying for utilities and rent,
access to healthy food, reduced-cost or no-cost child care and more. The CAL number is
1-866-775-2192. Hours of operation are from 8 a.m. to 5 p.m. Central Time.

The line is staffed by a team of CommUnity Liaisons. Some staff are deaf or hard of
hearing themselves. They use video relay chat to help those who are also deaf and hard
of hearing. The video relay number is 1-855-628-7552.

Please note that if you do get assistance, you may have to report it to the Family
Support Division.

Pharmacy Dispensing Fees

Pharmacy Dispensing Fees - Children under age 19 do not have to pay a pharmacy
dispensing fee. Members age 19 and older pay a pharmacy dispensing fee for each drug
they get. This fee is $0.50 up to $2.00 for each drug. The amount of this fee is based
on the cost of the drug. You should never pay a fee of more than $2.00 for each drug.
Remember, if you get more than one drug at the same time, you will pay these fees for
each drug you get.

You will not pay a dispensing fee when the medicine is for an emergency, family planning,
a foster child, EPSDT/HCY services, or a pregnancy related reason.
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You will be able to get your prescription even if you cannot pay. You will still owe the
fee and must pay it like your other bills.

Second Opinion and Third Opinion

You may want an opinion from a different health care provider. In such cases, you must
ask your PCP or Missouri Care to get a second opinion. Missouri Care will pay for it.

You may get an opinion from a third provider if your PCP and second opinion provider
do not agree. Missouri Care will pay for a third opinion. It is always important that you
take all your health insurance cards to your appointments.

Out-of-Network Second Opinion

You have the right to a second opinion from a different health care provider. Missouri
Care will pay for a second opinion from a provider in our network. We can also help you
get a second opinion from a provider who is not in our network. This would be done at
no cost to you.

Health Care Away From Home
e If you need urgent health care when you are away from home, call your PCP or
Missouri Care at 1-800-322-6027 for help.

e In an emergency, you do not need to call your PCP first. Go to the nearest
emergency room or call 9.

« Call your PCP after an emergency room visit.
 Get your follow up care from your PCP.

 Routine health care services must be received from your PCP when you
get back home.

e All services outside the United States and its Territories are not covered.

What If | Don’t Have Transportation?

Emergency Transportation
Call 911 or the closest ambulance.
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Non-Emergency Medical Transportation (NEMT)

NEMT stands for Non-Emergency Medical Transportation. NEMT can be used when you
do not have a way to get to your health care appointment without charge. We may use
public transportation or bus tokens, vans, taxi, or even an ambulance, if necessary to
get you to your health care appointment. Missouri Care will give you a ride that meets
your needs. You do not get to choose what kind of car or van or the company that will
give you the ride. You may be able to get help with gas costs if you have a friend or a
neighbor who can take you. This must be approved before your appointment.

Who can get NEMT services?

You must be in Missouri Care on the day of your appointment.

Some people do not get NEMT as part of their benefits. To check, call member
services at 1-800-322-6027.

Children who are under age 17 must have an adult ride with them.

We will only pay for one child and one parent/guardian and/or an attendant if your
child is under age 21 and needs to be away from home overnight or needs someone
to be with him/her. We will not pay for other children or adults.

Your medical appointment requires an overnight stay.

Volunteer, community, or other ancillary services are not available at no cost to you.

What health care services can | get NEMT to take me to?

The appointment is to a health care provider that is in Missouri Care or takes MO
HealthNet Fee-for-Service.

The appointment is to a service covered by Missouri Care or MO HealthNet Fee-for-
Service.

The appointment is to a health care provider near where you live. If the provider is
far away, you may need to say why and get a note from your PCP. There are rules
about how far you can travel to a health care appointment and get a ride.

Some services already include NEMT. We will not give you a ride to these services.
Examples are: Some Comprehensive Substance Treatment Abuse and Rehabilitation
(CSTAR) services; hospice services; Developmental Disability (DD) Waiver services;
some Community Psychiatric Rehabilitation (CPR) services; adult day care waiver
services; and services provided in your home. School districts must supply a ride to a
child’s Individual Education Plan (IEP) services.

The NEMT program can take you to a durable medical equipment (DME) provider
only if the DME provider cannot mail or deliver your equipment to you.
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How do | use the NEMT program?

Call 1-800-322-6027. You must call at least three days before the day of the appointment
or you may not get NEMT. You may be able to get a ride sooner if your health care
provider gives you an urgent care appointment. You can call this number 1-800-322-6027.
If you have an emergency, dial 911, or the local emergency phone number.
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Advocates for Family Health

Advocates for Family Health is an ombudsman service. An ombudsman is a problem solver
who can advise you and help you. Advocates for Family Health can help you if:

You need help understanding your rights and benefits under MO HealthNet
Managed Care.

You feel your rights to health care are being denied.

You are not able to solve the problem by talking to a PCP, a nurse, or your MO
HealthNet Managed Care health plan.

You need to talk to someone outside of your MO HealthNet Managed Care
health plan.

You want help when filing a grievance.

You need help when appealing a decision by your MO HealthNet Managed Care
health plan.

You need help getting a State Fair Hearing.

You can get legal help at no cost to you by contacting the legal aid office for your
county below:

Legal Aid of Western Missouri

Serves the following counties: Andrew, Atchison, Barton, Bates, Benton, Buchanan,
Caldwell, Camden, Carroll, Cass, Clay, Clinton, Daviess, DeKalb, Gentry, Grundy, Harrison,
Henry, Hickory, Holt, Jackson, Jasper, Johnson, Lafayette, Linn, Livingston, McDonald,
Mercer, Morgan, Newton, Nodaway, Pettis, Platte, Putnam, Ray, Saline, St. Clair, Sullivan,
Vernon and Worth.

Advocates for Family Health Legal Aid of Western Missouri
4001 Blue Parkway, Suite 300

Kansas City, MO 64130

816-474-6750

Toll free 1-866-897-0947

Fax: 816-474-9751
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Mid-Missouri Legal Services

Serves the following counties: Audrain, Boone, Callaway, Chariton, Cole, Cooper,
Howard, Miller, Moniteau, Osage, and Randolph.

Advocate for Family Health Mid-Missouri Legal Services
1201 W. Broadway

Columbia, MO 65203

573-442-0116

Toll free 1-800-568-4931

Fax: 573-875-0173

Legal Services of Eastern Missouri

Serves the St. Louis City and the following counties: Adair, Clark, Franklin, Jefferson,
Knox, Lewis, Lincoln, Macon, Marion, Monroe, Montgomery, Pike, Ralls, Schuyler,
Scotland, Shelby, St. Charles, St. Louis, Warren and Washington.

Advocates for Family Health Legal Services of Eastern Missouri
4232 Forest Park Avenue

St. Louis, MO 63108

314-534-1263

Toll free 1-800-444-0514 ext. 1251 (outside St. Louis City/County)
Fax: 314-534-1028

Legal Services of Southern Missouri

Services the following counties: Barry, Bollinger, Butler, Cape Girardeau, Carter, Cedar,
Christian, Crawford, Dade, Dallas, Dent, Douglas, Dunklin, Gasconade, Greene, Howell,
Iron, Laclede, Lawrence, Madison, Maries, Mississippi, New Madrid, Oregon, Ozark,
Pemiscot, Perry, Phelps, Polk, Pulaski, Reynolds, Ripley, St. Francois, Ste. Genevieve, Scott,
Shannon, Stoddard, Stone, Taney, Texas, Wayne, Webster and Wright.

Advocates for Family Health Legal Services of Southern Missouri
809 North Campbell

Springfield, MO 65802

417-881-1397

Toll free 1-800-444-4863

Fax: 417-881-2159
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Consumer Advisory Committee (CAC)

Your opinion matters! Join MO HealthNet Managed Care for a Consumer Advisory
Committee (CAC) meeting. Share your thoughts and feedback on MO HealthNet
Managed Care services and providers.

The mission of the Consumer Advisory Committee (CAC) for MO HealthNet Managed
Care is to empower consumers to be actively involved in their healthcare.

Email us at:
e MHD.ManagedCareCAC®@dss.mo.gov or call

* 1-800-392-2161 or 573-526-4274.
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Community Meetings

We are meeting in your community!

At Missouri Care, our members are our reason for being. That's why we want to
hear from you.

Member feedback gives us the opportunity to learn from you. How do you feel
about your health plan and the health care you're getting? We can talk about

e Your benefits

Your doctors

Member Services

How to change your PCP

Reasons for making and keeping appointments

Your Missouri Care handbook

Member rights

 Events in your area

Anything else? We can talk about that too. Our goal is to offer a comfortable setting where
you can share your thoughts. Join us and other Missouri Care members in your community.
We'll provide healthy refreshments for the event. You tell us what’s on your mind.

Join a Missouri Care Community Advisory meeting by calling 1-800-322-6027.

We hope we hear from you — and see you — soon!
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Grievances and Appeals

You may not always be happy with Missouri Care. We want to hear from you. Missouri
Care has people who can help you. Missouri Care cannot take your benefits away
because you make a grievance, appeal, or ask for a State Fair Hearing.

There are two ways to tell Missouri Care about a problem:

Grievance or Appeal

A Grievance is a way for you to show dissatisfaction about things like:
» The quality of care or services you received;
» The way you were treated by a provider;

A disagreement you may have with a MO HealthNet Managed Care health plan policy;
or

* You do not agree to extend the time for a decision of a grievance or an appeal.

An Appeal is a way for you to ask for a review when your MO HealthNet Managed Care
health plan:

Takes action to:

 Deny or give a limited approval of a requested service;
 Deny, reduce, suspend, or end a service already approved; or
e Deny payment for a service;

Or fails to:

e Act within required time frames for getting a service;
» Make a grievance decision within thirty (30) days of receipt of request;
e Make an expedited decision within three (3) days of receipt of request;
» Make an appeal decision within forty-five (45) days of receipt of request.
Missouri Care must give you a written Notice of Action if any of these actions happen.

The Notice of Action will tell you what we did and why and give you your rights to
appeal or ask for a State Fair Hearing.

You have some special rights when making a grievance or appeal

1. A qualified clinical professional will look at medical grievances or appeals.
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2. If you do not speak or understand English, call 1-800-322-6027 to get help from
someone who speaks your language.

3. You may ask anyone such as a family member, your minister, a friend, or an
attorney to help you make a grievance or an appeal.

4. If your physical or behavioral health is in danger, a review will be done within
3 working days or sooner. This is called an expedited review. Call Missouri Care
and tell Missouri Care if you think you need an expedited review.

5. Missouri Care may take up to 14 days longer to decide if you request the change of
time or if we think it is in your best interest. If Missouri Care changes the time we
must tell you in writing the reason for the delay.

6. If you have been getting medical care and your MO HealthNet Managed Care
health plan reduces, suspends, or ends the service, you can appeal. In order for
medical care not to stop while you appeal the decision you must appeal within
10 days from the date the notice of action was mailed and tell us not to stop the
service while you appeal. If you do not win your appeal you may have to pay for
the medical care you got during this time.

7. You may request enrollment in another MO HealthNet Managed Care health plan
if the issue cannot be resolved.

How to Make a Grievance or Appeal or Ask For a State Fair Hearing

1. Grievance - You may file a grievance on the telephone, in person, or in writing. Call
Missouri Care at 1-800-322-6027 to file a grievance.

« Missouri Care will write you within 10 days and let you know we got your
grievance.

« Missouri Care must give written notice of a decision within 30 days.
2. Appeal - You may file an appeal orally or in writing to Missouri Care. Unless

you need an expedited review, you must complete a written request even if
you filed orally.

e You must appeal within 90 days from the date of our Notice of Action.
« For help on how to make an appeal, call Missouri Care at 1-800-322-6027.
 Send your written appeal to:

Missouri Care
4205 Philips Farm Rd., Suite 100
Columbia, MO 65201
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Missouri Care must write you within 10 days and let you know we got
your appeal.

Missouri Care must give written notice of a decision within 45 days unless
it is an expedited review.

3. State Fair Hearing — You have the right to ask for a State Fair Hearing when your
MO HealthNet Managed Care health plan takes an action or when your appeal is
not decided in your favor. You may ask for a State Fair Hearing orally or in writing.
Unless you need an expedited review you must complete a written request even if
you asked orally.

You must ask for a State Fair Hearing within 90 days from the date of the MO
HealthNet Managed Care health plan’s written Notice of Action or Appeal
Decision Letter.

For help on how to ask for a State Fair Hearing, call the MO HealthNet Division
at 1-800-392-2161.

If you do not speak or understand English, or need American Sign Language, call
1-800-392-2161 to get help from someone who speaks your language at no cost

to you. Members who use a Telecommunications Device for the Deaf (TDD) can
call 1-800-735-2966. These services are available to you at no cost.

You can send your written request to Participant Services Unit, MO HealthNet
Division, P.O. Box 6500, Jefferson City, MO 65102-6500, or fax to 573-526-2471.

You will be sent a form to complete. Once you send the form back, a date will
be set for your hearing.

You may ask anyone such as a family member, your minister, a friend, or an
attorney to help you with a State Fair Hearing.

A decision will be made within 90 days from the date you asked for a hearing.

If your physical or behavioral health is in danger, a decision will be made within
3 working days. This is called an expedited hearing. Call 1-800-392-2161 if you
think you need an expedited hearing.

If you have been getting medical care and your MO HealthNet Managed Care
health plan reduces, suspends, or ends the service, you can ask for a State Fair
Hearing. In order for medical care not to stop you must ask for a State Fair
Hearing within 10 days of the date the written notice of action was mailed and
tell us not to stop the service while you appeal. If you do not win, you may have
to pay for the medical care you got during this time.
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When Will We Make a Decision?
MO HealthNet Managed Care allows 45 days for Missouri Care to decide on an appeal.
Missouri Care will decide within 30 days after we receive the request.

MO HealthNet Managed Care requires that you appeal within 90 days of the Notice
of Action.

Missouri Care will allow you to appeal within 180 days from the date of the Notice
of Action.

Fax your Grievance/Appeal to Missouri Care. If you would like to fax your Grievance/
Appeal to Missouri Care, you may fax it to 1-877-851-2043.
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Fraud and Abuse

Committing fraud or abuse is against the law.
Fraud is a dishonest act done on purpose.

Examples of member fraud are:

o Letting someone else use your MO HealthNet Managed Care health plan card(s) or
MO HealthNet ID Card.

 Getting prescriptions with the intent of abusing or selling drugs.

An example of provider fraud is:

e Billing for services not provided.
Abuse is an act that does not follow good practices.

An example of member abuse is:

« Going to the emergency room for a condition that is not an emergency.

An example of provider abuse is:

e Prescribing a more expensive item than is necessary.

You should report instances of fraud and abuse to:

Missouri Care
1-866-678-8355

or

MO HealthNet Division
Participant Services
1(800) 392-2161

For Participant Fraud or Abuse contact:

Department of Social Services

Division of Legal Services, Investigation Unit
1(573) 751-3285

Send email to MMAC.reportfraud@dss.mo.gov
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For Provider Fraud or Abuse contact:

Missouri Medicaid Audit & Compliance Investigations
1(573) 751-3285 or 1(573) 751-3399
Send email to MMAC.reportfraud@dss.mo.gov

Changes You Need to Report

If you move, it is important that you report your new address by calling the Family
Support Division (FSD) Information Center at 1-855-373-4636 or visit our website at
www.dss.mo.gov to access the FSD Program Enrollment System online, and the MO
HealthNet Managed Care Enrollment Helpline at 1-800-348-6627. Then call Missouri Care
at 1-800-322-6027. Your MO HealthNet Managed Care coverage may be affected. If we
do not know where you live, you will miss important information about your coverage.
Changes you need to report to the FSD Information Center at 1-855-373-4636 include:

 Family size (including the birth of any babies);

Income;
Address:

Phone number; and

Availability of insurance.

Changing to Another MO HealthNet Managed Care Health Plan

You may change MO HealthNet Managed Care health plans for any reason during the
first 90 days after you become a MO HealthNet Managed Care health plan member.

You will also be able to change during your annual open enrollment time. Call the MO
HealthNet Managed Care Enrollment Helpline at 1-800-348-6627 for help in changing MO
HealthNet Managed Care health plans.

You may be able to change MO HealthNet Managed Care health plans after 90 days.
Some reasons for changing include but are not limited to the following:

e Your PCP or specialist is no longer with Missouri Care and is in another MO
HealthNet Managed Care health plan. This applies to PCPs or specialists you have
seen at least once in the last year or you have seen most recently except in the
case of an emergency.

» To help you keep all of your family members in the same health plan.
 The health plan does not have a provider that handles your health care needs.
» Negative actions from a health plan or provider that impact your ability to get care.
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Missouri Care cannot make you leave our MO HealthNet Managed Care health plan
because of a health problem.

Disenrollment
You may be disenrolled from Missouri Care if:

 You lose your eligibility for MO HealthNet Managed Care

e You move out of Missouri Care’s service area

You do not follow your PCP’s orders for your health care or continually miss your
PCP’s appointments, without calling or telling the PCP

You ignore your Missouri Care and MO HealthNet Managed Care responsibilities

You let someone else use your Missouri Care benefits and services

You are abusive or threaten Missouri Care staff or providers
You decide to change MO HealthNet Managed Care health plans
 You request a home birth service

If you're having problems with your health care, please call Member Services. We'll write
to you and try to contact you at least three times within 90 days. You may change
health plans if you're not happy with the care you're getting. If you'd like to know how
to change your MO HealthNet Managed Care health plan, call the Enrollment Help Line
at 1-800-348-6627.

Missouri Care wants to work with you to help resolve any problems you may have. If
you cannot work with Missouri Care, the State may change your MO HealthNet Managed
Care health plan.

Transition of Care

Getting the care you need is very important to us. That is why we will work with you
to make sure you get your care when:

e You're leaving another health plan and just starting with us

e One of your providers leaves our network

e You leave our health plan to go to another one

 You're transitioning to adulthood and need help choosing an adult primary
care practitioner

We want to be sure you can still see your doctors and get your medications. If you
move from another health plan to ours, you will not need prior authorizations for
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medical or behavioral care for a period of time. This is true whether you see an
in-network or out-of-network provider. That time frame is 60 days after your start
date with us or until you are able to safely transfer to an in-network provider. This
will help you to move to our plan smoothly with no interruption in your care.

Please call or have your provider call us if any of the following apply to you. We can
be reached at 1-800-322-6027.
If you:
e See a specialist
 Get therapy (for example, occupational or physical therapy)
 Use durable medical equipment, like oxygen or a wheelchair
- Receive in-home services (for example, wound care or in-home infusion)

- Are pregnant and in your third trimester

Insurance

You have MO HealthNet Managed Care health care coverage through Missouri Care. You
may have other health insurance, too. This may be from a job, an absent parent, union,
or other source. If you have other health insurance besides MO HealthNet Managed
Care, that insurance company must pay for most of your health services before Missouri
Care pays. If your other health insurance covers a service not covered by MO HealthNet
Managed Care, you will owe your provider what your insurance does not pay. It is
important that you show all your insurance ID cards to your health care provider.

All adults must show their MO HealthNet ID Card and their MO HealthNet Managed
Care health plan card to receive non-emergency care.

Missouri Care and your other health insurance policy have rules about getting health
care. You must follow the rules for each policy. There are rules about going out-of-
network. Some services need prior approval. You may have to pay for the service if you
don't follow the rules. For help, call Missouri Care at 1-800-322-6027.

If you have health insurance other than MO HealthNet Managed Care or your insurance
changes, details about your insurance are needed. Have your insurance card with you
when you call the following numbers. You must call:

e Missouri Care at 1-800-322-6027; and
 the MO HealthNet Managed Care Enrollment Helpline at 1-800-348-6627; or

o the Family Support Division (FSD) Information Center at 1-855-373-4636, or you may visit
our website at www.dss.mo.gov to access the FSD Program Enrollment System online.
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You must report insurance you get through your job or you could lose your MO
HealthNet benefits. MO HealthNet has a program that can pay the cost of other health
insurance. The name of the program is Health Insurance Premium Payment (HIPP).

o Call the Family Support Division (FSD) Information Center at 1-855-373-4636, or you
may visit our website at www.dss.mo.gov to access the FSD Program Enrollment
System online if your job has health insurance.

o Call Third Party Liability (TPL) at 573-751-2005 to ask about the HIPP program.
You must call Missouri Care at 1-800-322-6027 or the Family Support Division (FSD)

Information Center at 1-855-373-4636, or you may visit our website at www.dss.mo.gov
to access the FSD Program Enrollment System online within 30 days if:

e You get hurt in a car wreck;
e You get hurt at work;
e You get hurt and have a lawyer; or

e You get money because of an accident.

After an Accident, You May Get a Questionnaire

By law, we must sometimes ask you for more information after you get treatment after
an accident or injury. You may get a questionnaire if this happens.

It is important that you fill out this questionnaire. We will send them until you respond.
Your answers are important even if you were not in an accident. You may also call with
your answers. To do this call 1-800-877-6876.

Explanation of Benefits

You may request an explanation of benefits (EOB) from Missouri Care. An EOB will
consist of a list of services that were billed to Missouri Care. This list will contain paid
and unpaid claims. For any unpaid claims, the list will give the reason the claim was
not paid. You can also find this information in the member portal of our website

at www.missouricare.com.

Please call Member Services at 1-800-322-6027 if you see a service on your EOB that you
did not receive.

Utilization Review

Missouri Care makes sure that you get the right care. To do this, we may review the
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requests we receive for some of your medical services. These reviews may take place:
« Before you receive services
« While you receive services
 After you have received services

We may also review the services you were supposed to receive but did not. Getting the
right care at the right time will help you be healthy.

You may have questions or want to talk about how we made a decision. If so, you can
contact Missouri Care at 1-800-322-6027. Ask to speak with someone in Utilization Review.

Plan Structure and Operations and How Our Providers Are Paid

You may have other questions about how our plan works. Questions like:

e What's the make-up of our company?

e How do we run our business?

« How do we pay the providers who are in our network?

« Does how we pay our providers affect the way they authorize a service for you?
» Do we offer rewards to the providers in our network?

If you do have questions, call us and we'll answer them for you. Call Member Services
at 1-800-322-6027.

New Technology (Medical Procedures)

Missouri Care is always looking at new medical procedures and services. We do this

to make sure you get safe, up-to-date and high-quality medical care. A team of health
care providers looks at new health care methods. Then the team decides if these
should become covered services. Investigational services and treatments that are being
researched and studied are not covered services.

To decide if new technology will be a covered service, Missouri Care will:

e Study the purpose of each technology
e Review medical literature
 Determine the impact of a new technology

 Develop guidelines for how and when to use the technology

Missouri Care’s Quality Improvement Program

We want to make sure you have access to high-quality health care services that are safe
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and make you healthier! Missouri Care’s Quality Improvement Program reviews your
care. We check the quality of care you receive. Our Quality Improvement Program
wants to make sure you have:

e Easy access to quality medical and behavioral care

A checkup every year

Health management programs that meet your needs

Help with any chronic conditions or illnesses you have

Support when you need it most, like after hospital admissions or when you are sick

High satisfaction with your health care providers and with the health plan

One of the ways we measure quality of care is through HEDIS®. HEDIS stands for
Healthcare Effectiveness Data and Information Set. It was developed by the National
Committee for Quality Assurance. The data help us track important health information.
We look at things like how often our members see their PCP, take their asthma-control
medications or have important health screenings.

Missouri Care also wants to make sure you are happy with the services you get from
your health care provider and from us. To do this, we look at CAHPS® data. CAHPS
stands for the Consumer Assessment of Healthcare Providers and Systems. This survey
asks questions to see how happy you are with the care you receive. Please know that
the survey is anonymous. No one can see who the answers came from. Also, your
benefits will not change whether you take the survey or not.

Missouri Care looks at the results of HEDIS and CAHPS. We share these results with
you and our providers through means such as newsletter articles. We work with our
providers to make sure the services they give you and the services we give you add to
your health care in a good way.

You can learn more about Missouri Care’s Quality Improvement Program, including what
we do to improve your care. You may also ask for hard copies of information about our
Quality Improvement Program. Please call us at 1-800-322-6027. We'll be happy to help you.

HEDIS is a registered trademark of the National Committee for Quality Assurance (NCQA).

Release for Ethical Reasons

Missouri Care may not, for moral and religious reasons, provide or pay for a service for
which it is required to provide or pay for.

If so, Missouri Care will let you know how and where else to get the service.
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If You Are Billed

Missouri Care will pay for all covered MO HealthNet Managed Care services. You should
not be getting a bill if the medical service you got is a covered MO HealthNet Managed
Care benefit. If you choose to pay for a service, you must agree in writing that you will
be responsible for the payment before getting the service. The written agreement must
show the date and service. It must be signed and dated by you and the provider. The
agreement must be made before you receive the service. A copy of the agreement must
be kept in your medical record.

You will not have to pay for covered health care services even if:

 The State does not pay your MO HealthNet Managed Care health plan;

 Your MO HealthNet Managed Care health plan does not pay your provider;

« Your provider’s bill is more than your MO HealthNet Managed Care health plan will pay;
e Your MO HealthNet Managed Care health plan cannot pay its bills.

You may have to pay for services you get if:

e You choose to get medical services that are not covered by MO HealthNet Managed
Care; or

 You go to a provider that is not a Missouri Care provider without prior approval.

If you get a bill, do not wait! Call our Member Services office at 1-800-322-6027. Missouri
Care will look into this for you.
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Decisions About Your Health Care

Advance Health Care Directive

You have the right to accept or refuse any medical care. A time may come when you are
too sick to talk to your PCP, family, or friends. You may not be able to tell anyone what
health care you want. The law allows adults to do two things when this happens.

« An advance directive allows you to leave written directions about your medical
treatment decisions.

« An advance directive also allows you to ask someone to decide your care for you.

If you do not have an advance health care directive, your PCP may not know what health
care you want. Talk to your PCP or call Missouri Care at 1-800-322-6027 for information
on an advance health care directive. Your PCP must keep a written and signed copy of
what care you want. An advance directive becomes part of your medical record.

If there is a problem with things not being done the way they should with an advance
directive, and the concerns are related to abuse, neglect or exploitation of a Missouri
resident age 60 plus or 18-59 with a disability, you may file a complaint with the Missouri
Department of Health and Senior Services at 1-800-392-0210 or write them at P.O. Box
570, Jefferson City, Missouri 65102. You may email at: info@health.mo.gov.

Advance Health Care Directives are available from the Missouri Bar, PO Box 119,
326 Monroe, Jefferson City, Missouri 65102 or you may call them at (573) 635-4128
or download forms from their website at: www.mobar.org.

Member Confidentiality and Privacy

We want to remind you that Missouri Care may use your information for health plan
activities. Also, you can look at your records, get a copy of them or change them. Your
health care information will be kept private and confidential. It will be given out only if
the law allows or if you tell Missouri Care to give it out.

As a Missouri Care member, you have the right to ask for limits on the use or release of
your health information. You may also deny the release of your health records, other
than when they are used for treatment, payment or health care operations. You may ask
that we change your health information. Also, you may ask Missouri Care to give you a
list of when we have disclosed your health information.

If you have questions about this, call Member Services at 1-800-322-6027.
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Member Rights and Responsibilities

Missouri Care believes that our members are important. Below is a list of member rights
and responsibilities. If we both agree to follow them, it will help us work together.

Your Rights as a MO HealthNet Managed Care Health Plan Member

You have the right to:

Be treated with respect and dignity.

Receive needed medical services.

Privacy and confidentiality (including minors) subject to state and federal laws.
Select your own PCP.

Refuse treatment.

Receive information about your health care and treatment options.
Participate in decision-making with practitioners about your health care.

Have access to your medical records and to request changes, if necessary.
Have someone act on your behalf if you are unable to do so.

Get information on our Physician Incentive Plan, if any, by calling 1-800-322-6027.
Be free of restraint or seclusion from a provider who wants to:

- make you do something you should not do;

- punish you;

- get back at you; or

- make things easier for him or her.

Be free to exercise these rights without retaliation.

Receive one copy of your medical records once a year at no cost to you.

Missouri Care Members Have Additional Rights To:

Voice grievances or appeals about Missouri Care or the care it provides

Make recommendations regarding Missouri Care’s member rights and
responsibilities policy
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Receive information about Missouri Care, its services, its providers and their rights
and responsibilities

An open discussion of appropriate or medically necessary treatment options for their
conditions regardless of cost or benefit coverage

You Have a Responsibility To:

Read and follow this handbook

Show your Missouri Care ID Card and your MO HealthNet ID Card to each health
care provider before you get medical services

Know the name of your PCP and be sure the correct one is on your ID card
Keep your address and phone number current with Missouri Care and MO HealthNet.

Get approval from your PCP before you get services from any other provider unless
it is an emergency. There are exceptions, like family planning. Call Member Services at
1-800-322-6027 if you have questions.

Make appointments ahead of time for all PCP visits or transportation
Be on time for appointments or cancel the day before your appointment

Give your PCP your past health information that he or she may need to give you
care. Your PCP needs to see shot (immunization) records for members up to age 21.

Tell your PCP if you do not understand your medical care so you can help decide
upon your treatment goals

Follow your PCP’s instructions and guidelines

Tell Missouri Care and the Family Support Division Information Center if you have
changes or your family has changes that will change your eligibility

Pay for services you get without approval from Missouri Care or your PCP

Tell Missouri Care and the Family Support Division Information Center if you have an
accident at work, car accident, or are involved in a personal injury, tort, product
liability or malpractice lawsuit

Give a copy of your living will or advance directives to your PCP to include with your
medical records

www.missouricare.com | 70



-

Important Information for Members of a Federally-
Recognized American Indian or Native Alaskan Tribe

Is your child a member of a federally-recognized American Indian or Native Alaskan tribe?
If so, you will not have to pay a premium for your child’s health care coverage.

To stop owing a premium, send a copy of the proof of your child’s tribal membership
to the Participant Services Unit by mail, fax, or email. Be sure to include your child’s
MO HealthNet identification card number. You may call the Participant Services Unit
at 1-800-392-2161 if you have questions about your premium.

Mail: MO HealthNet Division
Participant Services Unit
P.O. Box 6500
Jefferson City, MO 65102-6500

Phone: 1(800) 392-2161
Fax:  (573) 526-2471

Email:  Scan your records and email to Ask. MHD@dss.mo.gov.
Type the words Participant Services Unit in the subject line of your email.

Proof of membership can be a copy of a tribal membership card or letter issued by
a tribe that is recognized by the United States Department of the Interior, Bureau of
Indian Affairs.
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