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Reflect and Connect

Dear Members,

As we enter the new year, | want to extend my heartfelt
gratitude to each of you for being part of our Health Plans.
We see the unique strengths you bring, shaped by your own
story.

We are committed to honoring your individual needs,
providing compassionate and personalized care and supporting your health and well-being throughout the year. It
is our goal to ensure you live your best life with access to the highest quality providers.

It is the perfect time to reflect, connect, and celebrate all that we have overcome together. We appreciate your
trust in us and remain dedicated to serving you with respect, dignity, and understanding. On behalf of our entire

team, | wish you and your loved ones a joyful, peaceful, and healthy season.

Thank you for allowing us to be part of your story.

Warmest regards,

Anthony Mollica
VP, Medicaid Regional President
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It is not too late to get
your flu shot

It is not too late to get your flu shot. Flu season is
right around the corner. With the holidays
approaching, it is time to get your shot to protect
you and your loved ones.

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.

Everyone 6 months and older, with rare exceptions, should get a flu vaccine each season, including pregnant
people. This is especially important for older adults and people with chronic conditions. There are several
types of vaccines. Ask your provider or pharmacist what is the best vaccine for you.

Important facts about the flu vaccine:
» It does not 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.
» It does not always protect you from getting the flu, but it is 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: https://www.vaccines.gov/find-vaccines/

For more information, talk with your provider, pharmacy or go to https://www.dhs.wisconsin.gov/influenza/
prevention.htm.

You can also call iCare Customer Care at 1-800-777-4376 (TTY: 711).

Informacién en Espafiol: https://www.dhs.wisconsin.gov/influenza/gripe-prevencion.pdf

Consumer Assessment of Healthcare Providers and Systems
(CAHPS) Survey

Each year, some iCare members get a survey called the CAHPS Survey. This survey asks you about your
healthcare experiences, like visits with your doctor or care at a hospital. By answering the survey, you can
share what you think about your care and help make healthcare better for everyone. If you are picked to take
the survey, you will get a list of questions about your care. Your answers help doctors, health plans, and other
leaders find ways to improve healthcare. Your participation is completely voluntary, and your answers will not
affect your plan benefits or what you pay for them.



You can get help from your Aging and Disability Resource
Center (ADRC) or Tribal Aging and Disability Resource
Specialist (ADRS)

If you have questions about aging or
living with a disability, your local
ADRC or Tribal ADRS can help.

The ADRC and Tribal ADRS provide
information on a variety of programs
and services. This includes long-term
care options. You can get services by
calling your local ADRC or Tribal ADRS
on the phone, scheduling a home
visit, or by visiting their office in
person. The ADRC and Tribal ADRS
handles enrollment and
disenrollment for the Partnership
Program.

Visit www.dhs.wisconsin.gov/adrc/contacts.htm or call 844-WIS-ADRC (844-947-2372) for help finding your local
ADRC or Tribal ADRS.

Health Equity

All iCare members have the right to access high-quality and respectful health care.

“Health equity is the state in which everyone has a fair and just opportunity to attain their highest level of
health.” (Reference: www.cdc.gov)

At iCare we have a diverse group of members. We know some members experience discrimination in
health care and do not get access to resources to be their healthiest. Our goal is to make sure everyone
can access high-quality and respectful health care. You can help us with this goal.

When you complete your health risk screening, we ask you questions about yourself. We ask for
information about your race, language, ethnicity, gender identity, sex assigned at birth, sexual
orientation, and pronouns, such as “she, her, his, him, they, them.” We ask for this information because
we do not want to assume we know the answer. We want you to feel respected and safe expressing
yourself. When we have this information, we can help connect you with health care that is respectful of
your needs. We know answers to these questions are personal. You may not feel comfortable sharing and
that is okay. It is important you know:



You have the right not to answer any question.

It is legal to ask the questions, but you are not required to answer them.

Your answers cannot be used to deny coverage or benefits. There is no change to your benefits

based on your answers or if you decide not to answer.

» Your information is private. iCare protects all of your personal information.

» Only your iCare Care Team can access your personal information and only when they are
assisting you with care or care management.

» When we use the information to identify health differences, we group it together. No individuals

are identified.
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Provider language information

You can call Customer Care at 1-800-777-4376 (TTY: 711) to ask about the languages spoken by
your provider.

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.

»Member rights and responsibilities. »>How to request interpreter or language services and/
This statement is available on our web site too. Visit or materials in formats to meet special needs.
www.iCareHealthPlan.org/MedicaidMemberRights. >How to file a grievance or appeal.

»How to use your plan to get health care. Examples > Cultural competency.

include choosing a primary care provider or how to

»Privacy Notice.
get hospital or behavioral health services. y

»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/MembDocs. 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.

iCare Family Care Partnership members 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 support to achieve those outcomes.

With the help of your care team, you will establish your budget and stay within it. Your budget will be based on the
amount of services necessary to support the outcomes identified in the assessment and planning process. At your
request, you could receive monthly reports of services provided, costs and balance of budget.

Your Care Team will be there to support you, but you are at the center of your care plan, which means you can start,
stop, or change your SDS plan at any time depending on what’s right for you. If you decide you want to change your
SDS plan, contact your Care Team.

If you want to stop self-directing, you will still have the support of the Family Care Partnership program.
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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

»Hypertension

»Chronic heart disorders

»Chronic kidney disorders

»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.

Our case management teams will work with you to assess your needs. 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. 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.

Fraud, Waste, and/or Abuse [E

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.



Multi-Language Insert
Multi-language Interpreter Services

English: We have free interpreter services to answer any questions you may
have about our health or drug plan. To get an interpreter, just call us at
1-800-777-4376. Someone who speaks English Language can help you. This
is a free service.

Spanish: Tenemos servicios de intérprete sin costo alguno para responder
cualquier pregunta que pueda tener sobre nuestro plan de salud o
medicamentos. Para hablar con un intérprete, por favor llame al 1-800-777-
4376. Alguien que hable espanol le podra ayudar. Este es un servicio
gratuito.

Hmong: Peb muaj kev pab txhais lus dawb los teb cov lus nug uas koj muaj
txog peb txoj kev npaj khomob lossis tshuaj. Yog xav tau ib tug neeg txhais lus,
hu rau peb ntawm 1-800-777-4376. Ib tug neeg uas hais lus Hmong lwm yam
lus tuaj yeem pab koj. Qhov no yog ib gho kev pab dawb.

Chinese Mandarin: HAl 152 0t 5 o RIER 55, &S WM 25 R 1 R sl 25 W (R B ) (4]
B i), WURIRTE SRR S, EE0R 1-800-777-4376, AT S LA N RAR SR
;IR e TR IR,

Chinese Cantonese: &% H M ol SEYy IR vl BEAr A BeR, At Ffie it 5 &1y
R IR, WERNEIRE, HE0% 1-800-777-4376, FofMakrh ey A B4 & A R
feED), 2 S NI,

Tagalog: Mayroon kaming libreng serbisyo sa pagsasaling-wika upang
masagot ang anumang mga katanungan ninyo hinggil sa aming planong
pangkalusugan o panggamot. Upang makakuha ng tagasaling-wika,
tawagan lamang kami sa 1-800-777-4376. Maaari kayong tulungan ng
isang nakakapagsalita ng Tagalog. Ito ay libreng serbisyo.

French: Nous proposons des services gratuits d'interprétation pour répondre
a toutes vos questions relatives a notre régime de santé ou d'assurance-
médicaments. Pour accéder au service d'interprétation, il vous suffit de nous
appeler au 1-800-777-4376. Un interlocuteur parlant Francgais pourra vous
aider. Ce service est gratuit.

Vietnamese: Chung tdi c6 dich vu théng dich mién phi dé tra 18i cac cau hoi
vé chudng sic khoe va chuong trinh thuéc men. Néu qui vi can thong dich
vién xin goi 1-800-777-4376 s€ c6 nhan vién noi ti€ng Viét gitp d3 qui vi.
DPay 1a dich vu mién phi .

German: Unser kostenloser Dolmetscherservice beantwortet Ihren Fragen
zu unserem Gesundheits- und Arzneimittelplan. Unsere Dolmetscher
erreichen Sie unter 1-800-777-4376. Man wird Ihnen dort auf Deutsch
weiterhelfen. Dieser Service ist kostenlos.
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Korean: @Al 95 By &= ‘2?% By #al Ao g =glux F85 T
B AE AFstal Yg5UTh B9 Ar)| A2 o] &8¢ ©3} 1-800-777-4376
Ho g T FHAL. 6&%013 st 93 A 2o =2 AUt o] AH|AE
FRZ 99y

Russian: Ecnn y Bac BO3HUKHYT BONPOCbI OTHOCUTENIbHO CTPaxoBoro unmu
MeAMKAMEHTHOro MnfliaHa, Bbl MOXETe BOCMNOJ/Ib30BaTbCs HalWMMM 6ecnnaTHbIMU
ycnyramm nepesoavynkoB. YTobbl BOCMNOMb30BaTbCS yC/yraMu nepesoayvnka,
no3BoHUTe HaM no TenedoHy 1-800-777-4376. BaM oKaxeT NOMOLLb
COTPYAHMUK, KOTOPbIN rOBOPUT No-pycckun. laHHasa ycnyra 6ecnnatHas.

931 Jsan Sl daally Glami Al (ol e Alad Al (5 8l aa yiall Ciledd 2383 L) ; Arabic
et 4376-777-800-1 e by Juat¥l s g clile gl ¢5 ) 8 an e Ao J pasll Ll
Ailas daad o0 dliac b 4 jall Gaathy e adld

Hindi: §HR WY T7 <dl b1 AieH1 b aR H 3{1aeh febt Hf 73 & Sare 3 & forg gaR
U YU gHITaT Tami Iuas §. T gHIRT U & & fole, o gH 1-800-777-4376 TR
B 3. BIg Afad ol fZ<l SIAdT § HUD! Hag B Gl 8. 98 Uh Jud 9dT &.

Italian: E disponibile un servizio di interpretariato gratuito per rispondere a
eventuali domande sul nostro piano sanitario e farmaceutico. Per un
interprete, contattare il numero 1-800-777-4376. Un nostro incaricato che
parla Italianovi fornira I'assistenza necessaria. E un servizio gratuito.

Portuguese: Dispomos de servicos de interpretacao gratuitos para
responder a qualquer questdo que tenha acerca do nosso plano de saude ou
de medicagao. Para obter um intérprete, contacte-nos através do nimero 1-
800-777-4376. Ira encontrar alguém que fale o idioma Portugués para o
ajudar. Este servico é gratuito.

French Creole: Nou genyen sévis entepret gratis pou reponn tout kesyon ou
ta genyen konsénan plan medikal oswa dwog nou an. Pou jwenn yon
entepret, jis rele nou nan 1-800-777-4376. Yon moun ki pale Kreyol kapab
ede w. Sa a se yon sevis ki gratis.

Polish: Umozliwiamy bezptatne skorzystanie z ustug ttumacza ustnego,
ktory pomoze w uzyskaniu odpowiedzi na temat planu zdrowotnego lub
dawkowania lekéw. Aby skorzystaé z pomocy ttumacza znajgcego jezyk
polski, nalezy zadzwoni¢ pod numer 1-800-777-4376. Ta ustuga jest
bezptatna.

Japanese: it O FE (EEELRRER & SEGL ALEE T T CICBET 5 ZHEMICBE 2T 5
o, MRIOHRT—E 22 H ) F T3 WET, MR E THmIC L 51213,
1-800-777-4376 IZ BHEFI C 723 vv, HAGEZGET AN E 292wl 9, L3 E
BtoY— v 2T,
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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 website at
https://www.iCareHealthPlan.org. You can get a hard copy
of our Privacy Notice 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

Independent Care Health Plan (iCare), which insures iCare Family Care
Partnership (HMO D-SNP), is an HMO with a Medicare contract and a contract
with the State Medicaid program. Enrollment in iCare Family Care Partnership
depends on iCare's contract renewal. Questions? Call 1-800-777-4376

(TTY: 711) for more information.

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.
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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
Specialist at iCare, Attention: Member Advocate/Member
Rights Specialist, 1555 N. RiverCenter Dr., Ste. 206,
Milwaukee, WI 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.

If you have a Marketing complaint, please call 1-800-MEDICARE (1-800-633-
4227, TTY: 1-877-486-2048) or call iCare. When you call, it is important to
provide the agent or broker name, if possible.





