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Behavioral Health Benefit

Sometimes an inpatient hospital stay is a necessary step

in getting help with a behavioral health challenge. Anxiety,
depression, bipolar, schizophrenia and other mental iliness
are common conditions. These conditions can be difficult
to manage alone and even harder if someone is also using
alcohol or drugs to cope.

If you are admitted to a hospital because of a behavioral
health condition, we will outreach to you. We will offer care

management services, so you get the follow up care you need.
We will also support you through your recovery. We can help
with follow up appointments and rides. We can also connect
you to education, community resources and other supports

you need. “Taking care of your

There is no cost to members to use this program. You can mental health is just as important as
choose not to participate. We are here to help. If you would looking after your physical health,
like more information, call us. To request this program, please because both help you feel your
call iCare Customer Care at 1-800-777-4376 (TTY: 711). best every day.”

Customer Care is available 24 hours a day, 7 days a week. Our

office hours are Monday through Friday, 8:30 a.m. to 5:00 p.m.

Mental Health Matters: It’s Okay to Ask for Help

At iCare, we know that taking care of your mental health is important. Just like we go to the doctor when we are sick
or hurt, it’s good to get help for our minds, too. Feeling sad, anxious, or stressed can happen to anyone, and it’s normal
to talk about it.

If you ever feel down or worried, remember that you are not alone. Talking to someone you trust, like a counselor,
doctor, or friend, can help. Getting treatment or support is a smart choice and can make you feel better. If you are
Spanish-speaking and need a Spanish-speaking behavioral health provider, the iCare provider search tool can help you
find providers who speak Spanish. If no Spanish-speaking providers are available in your area, telehealth may be an
option where a Spanish-speaking provider is available. You can also look for providers who speak other non-English
languages. Members are also eligible for free interpreter services for all health care appointments.

Let’s all work together to make mental health a normal part of life. If you have questions or need help, you can contact
your healthcare provider or visit www.icarehealthplan.org to find a provider.

“A mental illness is a medical condition that NAMI Wisconsin is a trusted community organization
disrupts a person’s thinking, feeling, mood, that supports people with mental health needs. If you,

ability to relate to others and daily functioning. gg;ﬁf{nﬁz”Mel}'ou know needs help or wants to learn more

Just as diabetes is a disorder of the pancreas, https://namiwisconsin.org
mental illnesses are medical conditions that Phone: 608-268-6000 (not a crisis line)

often result in a diminished capacity for coping Hours: Monday—Friday from 8 am —4 pm, CST

NAMI is not equipped to handle crisis calls. If you are
in a mental health crisis, call 988 to be connected to
a trained counselor. If you are in immediate physical

-National Alliance on Mental lliness (NAMI) danger, call 911 and ask for a mental health trained officer.

with the ordinary demands of life.”




Keep Your Contact and Insurance Information Current

If you have any life changes, including a change in address, job, tax status, or people in your household,

please report them to the Social Security Administration, iCare Customer Care, and the Wisconsin

Department of Health Services (DHS). We, and these agencies, need the most up-to-date information. If we

do not have your current information on file, you might miss benefit or renewal information or might not

know about programs and services that are important to you.

e To update your contact information, log in at access.wi.gov or use the MyACCESS mobile app. Or call your
local ADRC or Tribal ADRS. Find yours: https://www.dhs.wisconsin.gov/adrc/contacts.htm.

e Contact the Social Security Administration (SSA) by calling 1-800-772-1213 or visit www.ssa.gov.

e Contact iCare Customer Care by calling 1-800-777-4376 (TTY: 711).
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Consumer Assessment of Healthcare Providers and
Systems (CAHPS) Survey

Each year, some iCare members may get a survey called the CAHPS Survey. CAHPS
stands for Consumer Assessment of Healthcare Providers and Systems. This survey
asks about your healthcare experiences. It may ask about doctor visits, hospital care,
or how easy it was to get the care you needed. If you are chosen to take the survey,
you will get a list of questions about your care. The results of the CAHPS survey help
iCare, doctors, and other healthcare leaders learn more about member experiences.

Thank you for being a valued iCare member and for sharing your feedback.

Fraud, Waste, and Abuse

Do you think you did not get services iCare paid for? Do you think you may be a target of fraud, waste and/or abuse?
Do you know someone who is causing fraud, waste and/or abuse? If you think that someone engaged in any form of
health care fraud, waste and/or abuse, contact us:

» Go to our web site at www.iCareHealthPlan.org and click on “Report Fraud” at the top of the page. Write to iCare,
Attention: Compliance Officer, 1555 N. RiverCenter Drive, Ste. 206, Milwaukee, W1 53212.

» Call the Humana Ethics Help Line at 1-877-584-3539 (1-877-5-THE-KEY).
» Visit the Humana Ethics Help Line reporting website: www.EthicsHelpline.com.

When you contact us, providing us with as much information as possible helps us investigate. You can report and not
give your name or phone number, but this can make investigating more challenging.

Join the iCare Family Care Partnership Member Advisory
Committee!

iCare wants your help to make our health plan better for everyone. We are looking for members to join our

Member Advisory Committee. Consider joining if:

e You are an iCare member or help someone who is a member.

e You care about helping iCare respect, include, and support people of all races, ethnicities, abilities,
genders and languages.

* You can join three or four meetings each year. Meetings are held online (virtually), so you can join from
home. You can also join by phone.
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iCare’s Notice of Privacy Protections

During certain health or social assessments iCare conducts with members, we ask several health-related questions.
We also ask questions about your race, ethnicity, language, gender identify and sexual orientation. We have a diverse
group of members. Asking this information helps us provide all our members with the best health care possible. This
information is private and protected. We limit access to staff working with you. We require passwords to access your
information.

We train staff on how to keep your information private. We cannot use this information to deny you services,
coverage, and benefits. It is not used for underwriting. We use this information to look at health care disparities
among our members. We design intervention programs to improve the health of our members. We design and direct
educational materials to members who need them.

Your care management team also uses this information to provide appropriate services for you. When your provider
asks us to approve a service for you, we tell your provider about your preferred language.

You have the right to choose not to answer these types of questions. Your answers have no impact on your benefits
or the services you receive from iCare. You will not lose your benefits or services or have less benefits or services by
answering these questions.

If you want more information on how iCare uses or shares your information, please see our privacy policy on our
web at: www.icarehealthplan.org/Utility-Navigation/Privacy-Policy.htm. If you would like a paper copy of our privacy
policy, call Customer Care at 1-800-777-4376 to request a copy to be mailed to you.

Understanding Prior Authorization and the
Resource Allocation Decision (RAD) Process

You and your Care Team should use a step-by-step tool, the Resource

Allocation Decision (RAD) Tool, in making decisions about the services that are
needed to meet your outcomes. RAD lets you decide if the services are a good
value for the cost, and that they support your needs. You and your team look
at the options. The cheapest option is not always the best option.

Some health care services (for example, acute and primary services) need
approval from iCare before they can be provided. This approval is called a
prior authorization. Managed Care Organizations (MCOs) require prior
authorizations to manage resource use and ensure treatments match clinical
practice guidelines.

What is your role?

e Talk with your Care Team and explore the options available to meet your needs and goals.

What'’s next?

e Your Care Team will help you find service providers that can meet your needs.

e Ask your provider if the acute or primary service you need requires prior authorization.

e Make sure your provider has your current contact information in case additional information is needed.
What services may need prior authorization? Examples include:

Some hospital admissions, home health care services, certain medical equipment and supplies, some therapy
services and referrals to out-of-network providers may need prior authorization.

Important: Emergency services do not require prior authorization. If you have questions about prior authorizations or
the status of a request, call iCare Customer Care at 1-800-777-4376 (TTY: 711). We are here to help you achieve the
outcomes that are important to you.
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Flu Shot Reminder

Protect your family this flu season!

Prevention has its benefits. Get your shot today!

The Wisconsin Department of Health Services (DHS) offers
information about the flu and vaccines at:
www.dhs.wisconsin.gov/influenza/prevention.htm.

Influenza (flu) vaccines protect against the most common flu viruses of the season. Most vaccines are shots
(given with a needle) in the arm but sometimes a nasal spray is an option.

Most everyone 6 months and older should get a flu vaccine each season. This is especially important for older
adults and people with chronic conditions. There are several types of vaccine. Ask your
provider or pharmacist the best vaccine for you.

The flu vaccine cannot give you the flu. You may feel a little achy, have a low- grade fever, or soreness at the
injection site. This is a normal reaction to the vaccine.

Flu vaccines do not always protect you from getting the flu, but they are the best protection from getting
seriously ill from the flu. The flu causes thousands of hospitalizations and deaths each year.

Flu vaccines are free with your health insurance. You can get a flu vaccine at your provider office or pharmacy.
Need help finding a flu vaccine? Go to Vaccine Finder: vaccinefinder.org

More Services with Your Plan — No Cost to Participate!

24/7 Nurse Line
Staying healthy starts by asking questions and getting up-to-date information. When members need answers

the Nurse Advice Line is there 24 hours a day, 7 days a week. Call 1-800-679-9874.




Take Care of Your Health — -

Getting regular checkups, screenings and
immunizations may help prevent disease
and help your doctor identify health
problems early when they may be more
treatable. These important services are
included as part of this plan’s preventive
care. A few are listed below. Contact your
Care Team for more information about
your benefits and MORE covered
preventive care services. Your Evidence of
Coverage or EOC is also a great resource for
benefit information.

Always talk to your doctor about what is
right for you.

Annual Wellness Visit (AWA). A yearly appointment with your primary care provider (PCP) to create or
update a personalized prevention plan. This plan may help prevent iliness based on your current health and
risk factors. Keep in mind that the AWV is not a head-to-toe physical. If you need assistance with scheduling
your Annual Wellness Visit, contact your Care Team.

Mental Health Services. For people that have a behavioral health challenge like anxiety, depression, bipolar,
schizophrenia and other mental ilness, it can be difficult to manage alone and even harder if someone is
also using alcohol or drugs to cope. We’'re here to help. We will offer care management services so you can
get the treatment and follow up care you need. We will support you through your recovery.

Colorectal Cancer Screening. This preventive measure is recommended for people once they reach age 50.
Colonoscopies are standard for this screening; however, alternative testing may be an option for you. Talk to
your doctor to learn more.

Breast Cancer Screening. Mammograms are x-rays of the breasts to look for cancer. Most of the time people
survive breast cancer if it is found and treated early enough. Talk to your doctor about how often you should
get a mammogram. Doing self-breast exams are also important!

Diabetic Retinal Exam. Diabetic retinal exams can occur at the office of your ophthalmologist, optometrist,
or primary health care provider. The exam is quick and comfortable. It is recommended that all patients
living with diabetes have a retinal exam at least once per year. If diabetic retinopathy is identified, your
physician will discuss next steps with you, including a potential referral to an eye specialist, as needed.

Blood Pressure Test. A blood pressure test may be done as a part of a routine health checkup or as a
screening for high blood pressure (hypertension). Some people use home monitors to check their blood
pressure at home. Blood pressure screening is an important part of general health care. How often you
should get your blood pressure checked depends on your age and overall health.

x Did you know that October is National Breast Cancer Awareness Month?

We can help schedule the right screenings for you, including mammograms. Call us at 1-800-777-4376. TTY users
call 711. Customer Care is available 24 hours a day, 7 days a week. Our office hours are Monday through Friday, 8:30
a.m. to5:00 p.m., CT.




Having a Primary Care Provider is Important

It is important to have a primary care provider (PCP). A PCP is a doctor, nurse practitioner or a physician assistant who
helps you stay healthy and get better when you're sick. A PCP does the following:

» Helps you stay well! It is important to have at least one appointment a year with your PCP to talk about your
health and get a health exam. This helps prevent or treat health concerns before they are serious. It’s also where
you can ask an expert about your health questions.

» Is the first provider to treat any health problems such as chronic physical or mental health conditions, minor
illness such as infections, and help manage medications.

» Helps you find other providers when you need specialized care for a health condition.

» Is your health advocate. A PCP develops a long-term relationship with you so they better understand your health
care needs and can help guide you through the health system.

iCare pays for appointments to see a PCP. If you need help finding a PCP, you can call iCare customer service or look
on the iCare website for a provider that is close to you and who speaks your language: https://www.icarehealthplan.
org/Find-a-Provider.htm

iPor qué tener un proveedor de cuidado primario es muy importante!

Es importante tener un proveedor de cuidado primario (PCP, por sus siglas en inglés). Un PCP es un médico,
profesional de enfermeria practicante o un asistente médico que le ayuda mantenerse sano y a mejorarse cuando se
enferma. Un PCP hace lo siguiente:

» jLe ayuda a mantenerle sano! Es importante tener al menos una cita al aio con su PCP para hablar sobre su
salud y hacerse un examen de salud. Esto ayuda a prevenir o tratar problemas de salud antes de que sean graves.
También es donde puede consultar a un experto sobre sus preguntas de salud.

» Es el primer proveedor que trata cualquier problema de salud, como afecciones crénicas de salud fisica o mental,
enfermedades menores como infecciones, y ayuda a administrar los medicamentos.

» Le ayuda a encontrar otros proveedores cuando necesita cuidado especializado para una afeccion médica.

» Es su defensor de salud. Un PCP desarrolla una relacion a largo plazo con usted para que comprenda mejor sus
necesidades de cuidado de la salud y pueda guiarle a través del sistema de salud.

iCare paga por las citas para ver a un proveedor de cuidado primario. Si necesita ayuda para encontrar un PCP, puede llamar al
servicio de atencion al cliente de iCare o buscar en el sitio web de iCare un proveedor que esté cerca de usted y que hable su
idioma: https://www.icarehealthplan.org/Find-a-Provider.htm.

- ‘;" 0 ! & We can help you find a provider that speaks

=% /4 [ (e your language. If you need assistance at your
assistance cards that you can print and take

with you. See page 9 to learn about
“I Speak” cards.
They can also be found on our website at:
www.icarehealthplan.org/
Members/Education/

Language-Assistance-Resources.htm
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Complex Chronic Conditions

Having a high quality of life while managing multiple chronic conditions is a huge challenge. Examples of chronic
conditions are:

» Diabetes

» COPD We can help you overcome barriers to your health goals.
» Hypertension If you need help with provider referrals or care

» Chronic heart disorders coordination, iCare Customer Care

» Chronic kidney disorders is a phone call away.

» Autoimmune disorders

» Cancer
» Mental illnesses and/or substance use disorders

If you have a chronic health condition, it requires juggling many different providers and treatments. You also need
to know how those treatments work together. It can be hard to understand. Our case management teams are here
to help.

Your care team will work with you to assess your needs. They may also may help you establish health goals and
overcome barriers to those goals. They can assist with provider referrals and care coordination. They can also assist
with referrals to community resources.

There is no cost to members to use this program. To find out more, please call iCare Customer Care at 1-800-777-
4376. TTY users call 711. Customer Care is available 24 hours a day, 7 days a week. Our office hours are Monday
through Friday, 8:30 a.m. to 5:00 p.m.

Balance Billing

As a member, you should not be
billed by providers for covered
services.

If you get a bill, please send a copy
of the invoice to advocate@icare-
healthplan.org or contact a
Member Advocate at
1-800-777-4376 or 414-231-1076
for help.

For more information,

you can review your Member
Handbook, which explains your
rights and protections.




Medicaid Member Handbook Update

We want you to have easy access to resources that can help you get the most from your benefits. The member
handbook is a useful tool to know about and use. With the member handbook you can learn about your health
plan and what’s available to you.

The handbook covers topics like:

» Member rights and responsibilities. » How to request interpreter or language services
This statement is available on our website too. Visit and/or materials in formats to meet special needs.

www.iCareHealthPlan.org/MedicaidMemberRights. | Liow to file 3 grievance or appeal.

» How to use your plan to get health care. Examples
include choosing a primary care provider or how to get
hospital or behavioral health services.

» Cultural competency.

» Privacy Notice.

» Covered and non-covered benefits.

The member handbook is updated every year. You can view the member handbook on our website at www.
icarehealthplan.org/MemDocs. Or you can request that a copy be mailed to you at no cost.

Call Customer Care at 1-800-777-4376 (TTY: 711) or use the Hard Copy Request Form on our website
www.icarehealthplan.org/hardcopy to request one today.

. Self-Directed Supports
& iCare Family Care Partnership members — both Medicaid only and Dual
members (Medicaid and Medicare) — may arrange and purchase some long-
term care supports and services for themselves through Self-Directed Supports
(SDS). SDS may offer a person a way to have more control. You make and take
responsibility for your own decisions about how you want to live your life and
receive suport to achieve those outcomes.
The guiding principles of SDS
¢ Dignity and Respect: the right to be treated with dignity and to be
respected as individuals.
e Choice and Control: The freedom to choose how, where and with
whom you will live.
® Responsibility for Finances and Actions: Use and arrange natural and formal
supports safely and effectively. Funds must be used for supports and services
that will help you achieve your outomes.

Steps Involved with SDS

Creating a Member-Centered Plan

Developing an Individual Budget

Shopping and Arranging for Supports and Services

Hiring and Paying Providers

e Monitoring Services and Budget

If you are interested in learning more about SDS, talk to your Care
Team. Your Care Team will assist you and provide you with information. ¥
You can also find out more at: www.icarehealthplan.org/Members/
Plans-Benefits/FCP/SDS.htm




Language Resources: “l Speak” Cards

We want all our members to have access to language resources that can help you, especially if you speak another
language other than English.

Language resources are available on our website.
A language resource we would like to share is the “l Speak” language identification cards. We offer them in an easy-
to-print format in ten languages, along with a blank version for you to write in your language. These are the “l Speak”
language cards we have available on our website.

» Arabic » Burmese » Chinese » Hmong » Lao

» Russian » Somali » Spanish » Ukrainian » Vietnamese

Below, we have included a blank “I Speak” card that you can use. Just write in your language on the blank line. Bring
the card to your health care appointments to let others know that you speak another language and need language
assistance. For example, show the card to the receptionist at your doctor or dentist’s office to let them know you
require an interpreter to help you communicate.

The “I Speak” cards and other language resources, are on our website at: www.icarehealthplan.org/Members/
Education/Language-Assistance-Resources.htm

INDEPENDENT CARE HEALTH PLAN
iCare is a wholly-owned subsidiary of Humana

your appointment.

e Call customer service to set up an interpreter two weeks before
¢ 1-800-777-4376

language so | can best use your services.
interpreter, please call customer service at 1-800-777-4376.

If you need an interpreter for a health care appointment, we can help:
e TTY: 1-800-947-3529

Even if you speak some English, you can still ask for an interpreter.

Asking for an interpreter will help you get the best care.

If you do not speak English, you have the right to receive language
Cut out (or take a picture of) the cards above.

help for free.
Show the card to the person you are working with to help them

understand your needs.

| Speak

Under Title VI of the Civil Rights Act of 1964, agencies that receive
any federal funds are required to provide language assistance to those

that need it, at no cost. For health care services, | can get help with
interpretation through my health plan. To learn more or set up an

Please find an interpreter who can speak my

When Getting Health Care Services

»
»
»
»
»
»
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Auxiliary aids and services, free of charge, are available to you.
1-800-777-4376 (TTY: 1-800-947-3529), available 24 hours a
day, 7 days a week (Standard office hours: Monday - Friday,
8:30 a.m. - 5:00 p.m. Central time).

Independent Care Health Plan (iCare), a wholly-owned subsidiary of Humana,
complies with Section 1557 by providing free auxiliary aids and services to people
with disabilities when auxiliary aids and services are necessary to ensure an equal

opportunity to participate. Services include qualified sign language interpreters, video
remote interpretation, and written information in other formats.

English: Call the number above to receive free language assistance services.

Espanol (Spanish): Llame al nUmero que se indica arriba para recibir servicios
gratuitos de asistencia lingtiistica.

Hmoob (Hmong) Hu rau tus xov tooj saum toj sauv kom tau txais kev pab txhais lus
dawb.

B$m3&": (Burmese) 3290 92000000002 32032 S 056500CHEP: LIS 3200050 VS:
L ° ° " S ‘? JLQ{P" 61 PSP L‘?"
%cﬂorgor% GST&CL%(S]II

ARG (Simplified): IEAJLUAFT EERYEBIES B LGRS REBRIE S hBIARSS .

Soomaali (Somali): Wac lambarka kore si aad u hesho adeegyada caawimaada luugada
oo bilaash ah.

WIFID90 (Lao): LnmICUIND*FLE99CUH) CWBSLUINIVROBCVIDOIVWITILSS .
ol dygall Bacluall Sloss Lle Jaandl olef caslall a8y Ll :(Arabic) du sl

Tiéng Viét (Vietnamese) Goi s6 dién thoai & trén dé nhan cac dich vu ho trg ngén
ng{f mién phi.

Pycckuin (Russian): MNo3BoHUTE MO BbilLeyKa3zaHHOMY HOMEPY, YTObbl MOAY4YUTb
6ecnnaTHyo A3bIKOBYO NOALEPKKY.

Srpsko-hrvatski (Serbo-Croatian) Nazovite gore navedeni broj ako Zelite besplatne
usluge jezi¢ne pomoci.

YKpaiHcbKa (Ukrainian): 3atenedoHyinte 3a BKazaHM BULLLE HOMEPOM ANS1 OTPUMaHHA
6€3KOLTOBHOI MOBHOI NiATPUMKMN.

This notice is available at www.icarehealthplan.org.

WIHMEKWEN_Approved
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Health and Wellness or Prevention
Information

iCare’s Privacy Policy

The law says we must keep your health information private. The iCare Privacy Notice tells you what
information we collect and how we use it. This Notice is posted to our web site at iCareHealthPlan.org/
Privacy. You can get a hard copy of our Privacy Notice. Ask us to mail you a copy by calling Customer Care

at 1-800-777-4376 (TTY: 711), 24 hours a day, 7 days a week.

We have the right to change the terms of the Notice at any time. The new Notice will be effective for all
health information we have. Until changes are made to the Notice, we will comply with this version. We will
notify you if there are changes to this Notice and how to obtain the updated version of the Notice.

Complaints

You can tell us if you think your privacy rights were not honored. This is called a complaint. You will not be
treated any differently if you file a complaint. You can file a complaint by calling our Member Advocate/
Member Rights Specialist at 1-800-777-4376 ext. 1076. You can put your complaint in writing and mail it to
iCare, Attention: Grievance and Appeals Dept. Our address is: 1555 N. RiverCenter Dr., Ste. 206,
Milwaukee, WI 53212. If you need help filing the complaint, the Member Advocate/Member Rights
Specialist can help you. You may also file a complaint with the Secretary of the Department of Health and
Human Services by writing to Office of Civil Rights, Department of Health and Human Services, 200
Independence Ave. SW, Washington, D.C. 20201.

Questions

If you have questions about the Privacy Notice you can write or call our Member Advocate/Member Rights
Specialists at iCare, Attention: Member Advocate/Member Rights Specialist, 1555 N. RiverCenter Dr., Ste.
206, Milwaukee, W1 53212, phone: 1-800-777-4376 ext. 1076. Our office hours are Monday — Friday, 8:30
a.m.—5:00 p.m., CST. If you do not have any questions, you do not have to do anything.

Doctors, nurses, and other health care staff review the stories in each iCare newsletter. However, this information
should never take the place of your doctor’s advice and opinions. Always talk with your doctor first when deciding the
best course of action to take for your health.

iCare provides free aids and services to people with disabilities and people whose primary language is not English to
communicate effectively with us, such as qualified interpreters (including sign language) and written information in
other formats (large print, audio, accessible electronic formats, braille, other formats) and languages. If you need these
services contact Customer Care at 1-800-777-4376 (TTY: 711), 24 hours a day, 7 days a week. Our office hours are
Monday — Friday, 8:30 a.m. —5:00 p.m., CST.

iCare complies with applicable federal civil rights laws and does not discriminate, exclude or treat people differently
because of their race, color, national origin, age, disability, sex, sexual orientation, gender, gender identity, ancestry,
ethnicity, marital status, religion or language. IC2989 C_DHS Approved 9/28/26



