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MEMBER NEWS oz

Is your culture respected and understood? If not, speak up!

Your culture, beliefs, language, and values shape who you are. Some of our providers and all our

associates are trained and have learned about many cultures. This way they
can better understand your needs and how to approach your health and
_ wellness journey.

_ Your provider may not know about your cultural needs. Please speak
. up if you feel misunderstood or feel like your cultural needs are not
‘ being met.

— Ask your doctor to explain your treatment in words or
language you understand.

— Don't be afraid to ask about alternative treatment that
may be part of your culture.

— Make sure that you are asked about your cultural
needs. If not, share them and make sure that those
needs are included in your medical chart.

If you feel as though you are not receiving culturally
competent care, please let us know. Call an iCare
Member Advocate/Member Rights Specialist at
1-800-777-4376 extension 1076 (TTY: 711) to express what you need
and how you can feel understood.
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A special message from
Tony Mollica, iCare’s Chief Executive Officer:

Complete your Medicaid
renewal to keep your benefits!

Dear iCare BadgerCare Plus or Medicaid SSI Member:

During the COVID-19 pandemic, the federal government created temporary policies which allowed the
Wisconsin Department of Health Services (DHS) to temporarily change program rules to help protect the
health and safety of members. As a result, most members of our BadgerCare Plus or Medicaid SSI programs
have kept their benefits since March 2020. The federal government is now ending these temporary policies.

This means, for most members, if you don't complete your Medicaid renewal you will have a gap or
loss of your health care coverage.

WHAT TO EXPECT — WATCH YOUR MAIL, READ YOUR NOTICES, AND ACT!

To see if you can keep getting benefits through BadgerCare Plus or Medicaid SSI, you need to complete a
renewal. DHS will send members a packet in the mail 30 days (one month) before your renewal date. The
packet will include instructions on how to complete your renewal.

Please note: Your benefits will continue at least until your renewal deadline.

After DHS sends the renewal packet and you don't renew, they will send you a reminder by mail, by email or
text (if they have your cell or email information on file).

If you have a smart phone or mobile device and installed and logged into the MyACCESS Wisconsin app, and
set up permissions to receive push notifications, you will receive a reminder. If you are not, download and
install the app today! If you move during the renewal process, it's a great way to update your address and
receive push notifications on your mobile device when you need to take important actions with your account,
like your renewall

HOW TO COMPLETE YOUR RENEWAL

The easiest and fastest way to complete your renewal and keep your mailing information current is
online through your ACCESS account at www.access.wi.gov.

Create an account if you don't have one. Once you log-in, look for the benefits renewal “alert”.
You can also complete your Medicaid renewal, although it may take longer, by:

» Phone: You can renew by calling your income maintenance or tribal agency. Your agency’s phone number
can be found at www.dhs.wisconsin.gov/forwardhealth/imagency.

» In-person: Contact your local agency to set up an appointment. Wait times may be longer during this time.
Find your local agency at www.dhs.wisconsin.gov/forwardhealth/imagency.

» Mail: Fill out and mail a paper application to your agency. Your agency’s address can be found at
www.dhs.wisconsin.gov/forwardhealth/imagency.

Additional information about renewing can be found at www.dhs.wisconsin.gov/forwardhealth/apply.htm
Members should not renew coverage until they get their renewal notification. If you have already
completed your Medicaid renewal no action is needed.
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After you renew, you will get a letter telling you if you qualify for benefits. If you qualify, you may remain a
member of iCare.

If you are notified by DHS that you are not eligible to stay covered with BadgerCare plus or Medicaid SSI, you
have the right to a Fair Hearing about your benefits. DHS will include information on the Fair Hearing process
in your denial letter. Another option is to find a different health insurance plan. Ask your local agency for more
information.

If you have questions about the renewal process, visit www.dhs.wisconsin.gov/forwardhealth/renewals.htm
or call your local agency at the phone number listed on your renewal packet. If you have questions about your
BadgerCare Plus or SSI Medicaid benefits package or coverage, call Member Services at 1-800-362-3002.

iCare is here for you and your family during this change. We are proud to serve thousands of members in
Wisconsin. And now, as part of the Humana family, we can offer you even more. If you have questions about
your benefits or coverage with iCare, we have staff that can help. Call the iCare Member Retention Hotline at
414-272-5621 (TTY: 711). The Member Retention Team is available Monday through Friday, 8:30 a.m. to 5:00 p.m.

Sincerely,

Tony Mollica
iCare Chief Executive Officer

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 web site too. Visit ~ and/or materials in formats to meet special needs.
www.iCareHealthPlan.org/MedicaidMemberRights. | Low to file a grievance or appeal.

» How to use your plan to get health care. Examples | _jtural competency.
include choosing a primary care provider or how to

get hospital or behavioral health services. » Privacy Notice (see page 10 for more information).

» Covered and non-covered benefits.

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

Call Customer Service at 1-800-777-4376 (TTY: 711) or use the Hard Copy Request Form on our web site
(www.icarehealthplan.org/hardcopy) to request one today.
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Complete Your Health Risk Screening

The Health Risk Screening (HRS) is a questionnaire given by phone or by paper copy you fill out and return to
iCare. It asks you about your health history and if you have any health care conditions.

Our Care Team will ask you to complete the HRS when you join iCare (within the first 60 days after you join).
We do this so we can help match your current health care needs with the right providers, treatments, tests,
and medications.

It is required that Medicaid SSI members take the HRS every year. This gives iCare the opportunity to check in
to see how you are doing. We also want to know if any new health issues pop up so we can help you get the
care you need. When it's your time to complete your annual HRS, iCare will contact you.

BadgerCare members may also take the HRS every year, although it is not required.
It is important that you talk with us so that you can get the care and services you need.

If you have any questions about your iCare Medicaid benefits or would like to schedule a time to talk about
your health care needs, please call 1-800-777-4376 (TTY: 711).

What is 988?

988 is the three-digit number for the National Suicide Prevention Lifeline. This shorter phone number will
make it easier to remember and access mental health services. You can call, text, or chat 988 to be connected
to trained counselors. The counselors will listen, understand how your problems are affecting you, and
provide support. The 988 line is available at no cost. It is available 24/7. The previous Lifeline phone number
(1-800-273-8255) will always remain available to people in emotional distress or suicidal crisis. To learn about
988, visit www.988lifeline.org/.

Nurse Advice Line is Here for You!

Questions about your health can come up any time. You can use the 24/7 Nurse Advice Line when you
can't speak to your primary care provider (PCP). A nurse can talk to you about your symptoms and answer
questions about your health or medications. If you are sick or injured, they can also help you decide if you
should go to your PCP, urgent care, or the emergency room. Call the Nurse Advice Line at 1-800-679-9874.
Calls are free!
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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
in your plan’s benefits. There are more covered preventive benefits. Contact your Care Coach for more
information. Always talk to your doctor about what is right for you.

Mental Health Services. For people that have a behavioral health challenge like anxiety, depression, bipolar,
schizophrenia and other mental iliness, 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 your 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
women survive breast cancer if it is found and treated early enough. Talk to your doctor about how often you
should get a mammogram.

Flu Shot. Influenza (flu) vaccines protect against the most common flu viruses of the season. Most everyone
six 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. Flu vaccines are free with your health insurance. You can get a flu vaccine at your provider
office or pharmacy. The Vaccine Finder is a good resource for help, information and to find a vaccination site.
Visit www.vaccines.gov/find-vaccines/.




Prescription Changes

During COVID, BadgerCare Plus and Wisconsin Medicaid had policies in place to make it easier for members
to get their medicines. Those policies ended on December 1, 2022.

What you need to know:

» You may not be able to refill your medicines early.

» You may only be able to get a one-month (30-day) supply of some of your medicines.
» You may have a limit on the number of tablets allowed in a month for your medicines.
Ask your pharmacist if your medicines have changed.

DHS Expands Free COVID-19 Testing Program

Wisconsin households can get two free at-home COVID-19 self-test kits every month through the Say Yes!
COVID Test web site www.sayyescovidhometest.org/. Each test kit includes five rapid antigen tests.

Self-testing allows for quick results to help people make decisions about their health. It also helps to prevent
spreading the virus to others. Here are some tips:

» Take a test right away if you have symptoms of COVID-19.
» Test five days after you have been exposed to someone with COVID-19 even if they had a vaccine.

» Stay home for at least five full days if you test positive. Separate yourself from others and notify your close
contacts.

» Contact a doctor, community health center, pharmacy, or the DHS free telehealth service to see if COVID-19
treatments may be recommended for you.

» If you test negative, you may need to take multiple tests over a span of a few days to reduce the risk of
unknowingly spreading COVID-19.

» When using a self-test, practice repeat testing.

Stay up to date on vaccines and booster doses for the best protection against COVID. Get tested and stay
home if you have symptoms. Seek treatment if you are at risk of getting sick. Visit the DHS web site
(www.dhs.wisconsin.gov/covid-19/index.htm) for more information about COVID-19.
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Behavioral Health Services

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.

There is no cost to members to use this program. You can choose not to participate. We are here to help.

If you would like more information, call us. To request this program, please call Customer Service at
1-800-777-4376 (TTY: 711). Customer Service 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.

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, hypertension, 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. They will work with you to assess your needs. There are
different levels of care management. Your team will help identify and place you in the level that is best for you.
Your care team 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. It is an optional program. You can choose not to participate.
If you join the program, you can opt out at any time.

To find out more, please call iCare Customer Service at 1-800-777-4376. TTY users call 711. Customer service
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.
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Concerned About Your Child’s Development?

As your child grows, they develop new skills. Skills such as taking their first step, smiling for the first time, and
crawling are called milestones. A missed milestone could be a sign of a problem. That's why it is important for
your children to have a well-child visit. Seeing their doctor regularly helps them stay healthy, even if your child
doesn't seem to have any health problems. During visits with your child’s doctor you can ask questions and
get advice.

Well-child visits are covered by iCare for BadgerCare Plus members. There is no cost to you. Your children
need to be seen by their Primary Care Provider or Pediatrician for a well-child visit at the following ages:

» Newborn. » 4 months of age. » 15 months of age.

» 3-5 days of age. » 6 months of age. » 18 months of age.

» 1 month of age. » 9 months of age. » 24 months of age (2 years old).
» 2 months of age. » 12 months of age. » Every year from ages 3-21.

During a well-child visit, your provider will perform a screening to take a closer look at how your child is
developing or ask you questions about your child.

You may have your own questions you want to ask the doctor about your child. iCare recommends you ask
about:

Lead Screenings — If your child is under 2 years old, ask your doctor to do a lead screening. Children with
high blood lead levels or even low levels, can have problems with learning, understanding information, paying
attention and hearing. Lead also affects a child’s developing brain. Your child should be screened for blood
lead levels at 12 and 24 months of age.

Immunizations — Children should also receive their immunizations. Babies need immunizations like DTap,
Polio, Varicella, MMR, Flu, HepA and HepB, PCV, Rotavirus and Hib. Adolescents (ages 7-18) should get their
HPV, Tdap and Meningococcal. Other shots might be necessary if your child needs to catch up on missing
vaccines or if certain health or lifestyle conditions put them at increased risk for serious diseases.

As a parent, you know your child best. If your child is not meeting the milestones for their age or you think
there could be a problem with the way your child plays, learns, speaks, acts, or moves, talk to your child's
provider, and share your concerns. Don't wait. Acting early can make a real difference!

Fo.. .
n

.O
L

—
-
—
Bl
-
&

44




iCare Mom and Baby Program

The iCare for Mom and Baby program offers care management services to pregnant members who need
support during pregnancy and postpartum. We will work together to identify your needs and goals for care.
iCare case management services can assist with the following:

» Referrals to providers. » Care coordination with your providers.

» Referrals to community services. » Breastfeeding and newborn needs.

» Education on before and after delivery care. » Other goals or needs you have related to your
with one of our nurses. health and the health of your baby.

Call us with questions about the program. We are here to offer support to you and your baby.

There is no cost to members to use this program. It is an optional program. You can choose not to participate.
If you join the program, you can opt out at any time.

To find out if you are eligible for the iCare for Mom and Baby program, call Customer Service at
1-800-777-4376 (TTY: 711). We will ask you a few questions about your pregnancy to determine your specific
needs and eligibility.

Family Planning

Are you planning to grow your family? iCare provides private family planning services to all members,
including minors. If you do not want to talk to your primary care provider (PCP) about family planning, call
Customer Service. We will help you choose an iCare family planning doctor who is different from your PCP.
We encourage you to get family planning services from an iCare doctor so that we can better coordinate all
your health care. However, you can also go to any family planning clinic that will accept your ForwardHealth ID
card, even if the clinic is not part of iCare.
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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, WI 53212.
» Call the Humana Ethics Help Line at 1-877-584-3539 (1-877-5-THE-KEY).

» Visit the Humana Ethics Help Line reporting web site: 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.

iCare’s Privacy Policy or Notice

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. The Privacy Notice was updated in February 2023. To read the
Privacy Notice, visit www.iCareHealthPlan.org/privacy. You can get a hard copy of our Privacy Notice. Ask us to
mail you a copy by calling Customer Service at 1-800-777-4376 (TTY: 711).

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 North RiverCenter Drive,
Suite 206, Milwaukee, Wisconsin 53212. Call us at 1-800-777-4376 ext.1076 (TTY: 711). Our office hours are
Monday through Friday, 8:30 a.m. to 5:00 p.m. If you do not have any questions, you do not have to do
anything.

Need Help with Your Internet Service Bill?

Is it hard to afford internet service? There is a long-term government program that may help. It is called the
Affordable Connectivity Program. Your household income should be below 200 percent of the Federal Poverty
Guidelines to be eligible. Or you need to have a member of the household who meets at least one of the

rules listed on www.fcc.gov/acp. The program can also help Tribal communities. There may be more help for
people living on Tribal lands.

Go to www.affordableconnectivity.gov/ to apply or print out a mail-in application. If you are approved, contact
your internet service provider and have the discount applied to your bill. You will need to sign up for service

if you don't have an internet service provider. Some companies may have their own application that they will
ask you to complete. For more information and full details, visit www.affordableconnectivity.gov or call 1-877-
384-2575.
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ATTENTION: If you speak English, language assistance services, free of charge, are available to you.
Call 1-800-777-4376 (TTY: 1-800-947-3529).

ATENCION: Si habla espaiiol, tiene a su disposicion servicios gratuitos de asistencia lingiiistica.
Llame al 1-800-777-4376 (TTY: 1-800-947-3529).

LUS CEEV: Yog tias koj hais lus Hmoob, cov kev pab txog lus, muaj kev pab dawb rau koj.
Hu rau 1-800-777-4376 (TTY: 1-800-947-3529).

AR NMRGCERERBRN, BAUREBEESES BRB.:BEE, 1-800-777-4376
(TTY: 1-800-947-3529).

ACHTUNG: Wenn Sie Deutsch sprechen, stehen Ihnen kostenlos sprachliche Hilfsdienstleistungen zur Verfiigung.
Rufnummer: 1-800-777-4376 (TTY: 1-800-947-3529).

a8 | shai) Agilae B gl aclise oK1 g5 ¢y jall () ianii 5 1) sl
(3529-947-800-1 : o iila) 4376-777-800-1
BHUMAHMUE: Ecnu BbI roBOpUTE HA PyCCKOM SI3bIKE, TO BaM JOCTYITHBI OeCIIaTHBIE YCIyTH NiepeBoia. 3BOHUTE
1-800-777-4376 (Ttenerain: 1-800-947-3529).
F9|: er=018 Aol e 82, 20 A MB|2 S =22 0|85k & ASLICH
1-800-777-4376 (TTY: 1-800-947-3529) B10 = M3loff =HA|L.

CHU Y: Néu ban néi Tiéng Viét, co cac dich vu hd tro ngon ngir mién phi danh cho ban.
Goi so 1-800-777-4376 (TTY: 1-800-947-3529).

Wann du [Deitsch (Pennsylvania German / Dutch)] schwetzscht, kannscht du mitaus Koschte ebber gricke, ass dihr
helft mit die englisch Schprooch. Ruf selli Nummer uff: Call 1-800-777-4376
(TTY: 1-800-947-3529).

WA N0: mmmmwﬂmma znwmmo“lamwuamuaaaLmsoﬂwwﬂaﬂ‘EQTQSULaymﬂ
T 1-800-777-4376 (TTY: 1-800-947-3529).

ATTENTION : Si vous parlez francais, des services d'aide linguistique vous sont proposés gratuitement. Appelez le
1-800-777-4376 (ATS: 1-800-947-3529).

UWAGA: Jezeli mowisz po polsku, mozesz skorzysta¢ z bezplatnej pomocy jezykowej. Zadzwon pod numer 1-800-
777-4376 (TTY: 1-800-947-3529).

@ S afg 3y et aerd & a3 forg Jor & o ggrrdt darg suersr €1 1-800-777-4376 (TTY: 1-800-947-3529) W wie &< |

KUJDES: Nése flitni shqip, pér ju ka n€ dispozicion shérbime té asistencés gjuhésore, pa pagesé. Telefononi né 1-800-
777-4376 (TTY: 1-800-947-3529).

PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng mga serbisyo ng tulong sa wika nang walang
bayad. Tumawag sa 1-800-777-4376 (TTY: 1-800-947-3529).

DIGTOONI: Haddii aad ku hadasho afka Soomaaliha, adeegyada caawimada luqadda waxaa laguu heli karaa iyagoo
bilaash ah. Wac 1-800-777-4376 (TTY: 1-800-947-3529).

coeelglg) §920E0 - 2082005 [gEwroomze|pan[gddlon 208sea05 3293[g¢ omamoomimpdes; 0§eaont
Qqp2 9§$Ea0pbn 1-800-777-4376 (TTY: 1-800-947-3529) 0p¢ e&seal a3l

PAZNJA: Ako govorite srpsko-hrvatski imate pravo na besplatnu jezi¢nu pomoé.
Nazovite 1-800-777-4376 (telefon za gluhe: 1-800-947-3529).
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Health and Wellness or Prevention
Information

Are you a Dual Member?

Are you a “dual member"? Being a “dual member” means that you
have a Medicare and Medicaid health plan. A dual eligible health plan
helps your benefits work together. You may be eligible to be an iCare
dual member. To be a dual member with iCare, you need to have iCare
Medicaid and eligible for Medicare.

If you become eligible for Medicare, iCare may mail you a letter. The
letter will explain your Medicare coverage options. One choice is

to become a member of iCare Medicare Plan (HMO D-SNP). iCare
Medicare Plan includes health care and prescription drug coverage.

Or you can also choose to get your Medicare coverage through another
Medicare Advantage plan or Original Medicare. In both cases, you may
need to enroll in a separate prescription drug plan. Remember it is
your choice!

To learn about your Medicare options, Visit Medicare.gov. Call
1-800-MEDICARE (1-800-633-4227) 24/7. Tell them you got a letter
saying you have Medicaid now and are going to be eligible for
Medicare. Ask for help with your Medicare choices. TTY users should
call 1-877-486-2048. If you have questions about your iCare Medicaid
SSI Plan benefits, please call Customer Service. If you have questions
about being an iCare dual member, call an iCare Member Retention
Specialist, Monday through Friday, 8:30 a.m. to 5:00 p.m.

at 414-272-5621.

Independent Care Health Plan 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.

Independent Care Health Plan 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 Service at 1-800-777-4376 (TTY: 711), 24 hours a day, 7 days a
week. Our office hours are Monday through Friday, 8:30 a.m. to 5:00 p.m., CST.

Doctors, nurses, and other health care professionals on iCare’s staff review the articles 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.
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