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How to Contact CalOptima

If you have questions or need help with your health care services, call CalOptima’s Customer
Service department at 1-714-246-8500, or toll-free at 1-888-587-8088, Monday through Friday,
from 8 a.m. to 5 p.m. We have staff who speak your language. TTY users can call 1-800-735-2929.
You can also visit our website at www.caloptima.org.

After-Hours Advice:

e Ifyou need after-hours medical advice, call your PCP’s office or the phone number on the
back of your health network or medical group card.

Medical Emergency:

e Dial 9-1-1 or go to the nearest emergency room for a true medical emergency.

Get Information in Other Languages or
Formats

Information and materials from CalOptima are available in large-size print and other formats
and languages. Please call CalOptima’s Customer Service department if you need information or
materials in another format or language.

New Address or Phone Number?

We need your correct address and phone number to contact you about your health care. If you
have a new address or phone number, please report it by calling:
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Your Orange County Social Services Agency eligibility worker

CalOptima’s Customer Service department
United States Postal Service at 1-800-275-8777

CalOptima Handbook

The most current CalOptima handbook is available upon request. To get a handbook, please

call CalOptima’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088,
Monday through Friday, from 8 a.m. to 5:30 p.m. We have staff who speak your language. TTY
users can call toll-free at 1-800-735-2929. You can also visit our website at www.caloptima.org.

Know Your Benefits and How to Get Care

CalOptima wants you to know your benefits and how to get care, including:

Covered and excluded services

Pharmacy procedures

Payment of services, such as co-payments or what to do if you receive a bill
Out-of-area services and benefit restrictions

No-cost language assistance services

Information about our providers and making an appointment with your primary care
provider

Care from a specialist, behavior health care services and hospital services
After-hours care

Emergency medical services

How to file a complaint or appeal

New medical technology

For more about your benefits and services, please read the member handbook. Or you can visit
our website at www.caloptima.org.

Facts about providers are on CalOptima’s online provider directory at www.caloptima.org.

You can also call CalOptima’s Customer Service department to get a copy of the member
handbook or provider directory.
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Do You Know About These Medi-Cal
Benefits and Services?

Women’s Health Services

Women can get preventive care, basic prenatal care, family planning and emergency services
without a referral or prior authorization. They can see any women’s health specialist (such as
an obstetrician/gynecologist or certified nurse-midwife) within their health network for basic
prenatal care, breast exams, mammograms and pap tests. Call your women’s health specialist
directly to make an appointment.

Out-of-Network Services

If you need covered health care services that are not available from your health network, you
may be able to get them out of network. Your health network will cover these services as long as
they are needed and are not available from your health network. If you need help with out-of-
network services, contact your health network.

Second Opinions

Your primary care provider (PCP) will help you get a second opinion when you ask for one or if
your PCP believes you should have one. The doctor who gives the second opinion will not take
over your case but will help you and your PCP decide on a treatment plan.

Prior Authorization

What is Prior Authorization?

Prior authorization, or PA, is an approval for special medical services given by your health
network. These services include:

e Specialty care

e Inpatient and outpatient hospital care

e Ancillary care, such as home health care

e Medical supplies

e Durable medical equipment (wheelchairs, walkers, etc.)

e Non-emergency medical transportation

The general response time for PAs is:

e Routine authorizations: 5 working days
e Urgent authorizations: 72 hours (or 3 calendar days)

Your PCP and your health network will decide if you need special medical services. Call your
health network if you have questions about PA.



2019 Annual Notices Newsletter

You can get preventive care, basic prenatal care, family planning and emergency services
without PA. Women can see any women’s health specialist (such as an obstetrician/gynecologist
or certified nurse midwife) within their health network for basic prenatal care, breast exams,
mammograms and pap tests without a referral or prior authorization. You can call your
women’s health specialist directly to make an appointment.

IT'S ALL ABOUT YOU!
Decisions About Your Health Care

If you need special medical services, our Utilization Management (UM) department will work
with your doctor to decide if the services are appropriate. We base our decisions on your
medical needs and Medi-Cal coverage. We do not reward our staff or your doctor if they do not
approve services. Your doctor or our staff do not receive financial incentives for their decisions
about your care.

As a CalOptima member, you have the right to ask about our UM process and decisions. If you
have questions, please call CalOptima’s Customer Service department at 1-714-246-8500 or toll-
free at 1-888-587-8088 to be connected with a staff member who can answer questions about
our UM process. TTY users can call 1-800-735-2929. Language services are available to help you
speak with our UM staff.

Organ or Tissue Donation

When you become an organ or tissue donor, you can help save or improve another person’s life.
To be an organ or tissue donor, you can:

e Answer the organ or tissue donation question on your Advance Directive form
e Get a donor sticker for your driver’s license, or
e Carry a donor card

For more information, visit www.donatelifecalifornia.org, or call toll-free at 1-866-797-2366.

Understanding Your Drug Benefit

Medications and Drugs

Information about your drug benefits is in the Members section of our website at
www.caloptima.org on the Pharmacy Program webpage. You can find:

e The Drug Formulary, also called the Approved Drug List

e Changes and updates to the Approved Drug List, made every 3 months

e The process for you or your doctor to ask for an approval for drugs not on the Approved
Drug List
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You can also use the CalOptima website to:

e View all your drugs covered by CalOptima

e See if there is a generic or other generic option for your drugs

e See if the drug(s) that you are taking may interact with other drugs
e Find out possible side effects of a drug

e Find out which pharmacies work with CalOptima

e See drugs that were recalled by the manufacturer

How to Use the Drug Formulary

CalOptima has a list of drugs covered (paid for) by CalOptima if you fill your prescription at a
pharmacy that works with CalOptima. This list is called the Approved Drug List. This list can be
found in the Members section at www.caloptima.org on the Pharmacy Program webpage. You
can also call CalOptima’s Customer Service department and ask us to mail the list to you. The
Approved Drug List will show:

e Alist of generic and brand-name drugs that we cover
e The limits for a covered drug

e The rules to change a drug to generic. If a drug is available in a generic, you must use the
generic drug first.

e Rules to try certain drugs first before we cover another drug for the same condition
e Rules that require you to have a certain condition first before a drug may be covered
e Rules that require you to use a different drug that has the same effect as another drug

Formulary Updates

The CalOptima Pharmacy and Therapeutics Committee reviews new drugs and new uses of a
drug on the Approved Drug List every 3 months. This Committee has pharmacists and doctors
who decide which drugs are included on the Approved Drug List. They also review the rules or
limits to put on a drug.

Pre-Approvals for Drugs Not on CalOptima’s Approved Drug List

If your doctor writes a prescription for a drug that is not on the Approved Drug List, your
doctor or your pharmacy must ask for an approval from CalOptima first. Your doctor or
pharmacy must use a Prior Authorization (PA) form. You can also ask us for an approval by
calling Customer Service or filling out the Online Drug Prior Authorization Request form

in the Members section at www.caloptima.org on the Pharmacy Program webpage. When
you complete and submit this form, CalOptima will work with your doctor to ask for all the
information needed to review your request.

Your doctor must provide us with your diagnosis and what drugs on CalOptima’s list you have
already tried. Your doctor must also tell us why the requested drug is medically required for
you and why drugs on our list cannot be used. For more information on the pre-approval
process, see your Member Handbook.
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How to Get More Information

CalOptima lets you know about pharmacy procedures and updates by mail or on our website if
we tell you that it is available online. (Online updates are every 3 months.) We will mail updates
to you if you do not have fax, email or internet access. We can also mail the information to you
about step therapy and how to ask for an exception.

To receive updates by mail or to learn more, contact CalOptima’s Customer Service department
toll-free at 1-888-587-8088, Monday through Friday from 8 a.m. to 5 p.m. TTY users can call toll-
free at 1-800-735-2929. We have staff who speak your language. Visit us at www.caloptima.org.

CalOptima is Here to Help You

You have the right to file a complaint if you are not happy with the care you are getting.

To File a Grievance or a Utilization Management (UM) Appeal

You can file a grievance if you are not happy with the care you are getting. You can file a UM
appeal if your health network or CalOptima does not approve or pay, stops, changes or delays
a service, and you do not agree. You can ask CalOptima to continue providing the service while
we process your appeal. To do so, call us within 10 calendar days of getting the UM notice

to stop or change a service you have already been getting. To file a grievance or UM appeal,
call CalOptima’s Customer Service department. Your CalOptima member handbook has more
information about your grievance and appeal rights.

If you need help filling out your grievance or appeal forms, CalOptima staff is here to help you.
If you speak another language, you may ask for an interpreter at no cost to you to help you file
your grievance or appeal. If you want someone else to represent you, you must give us written
notice.

To File a State Hearing

If you do not agree with your health network’s or CalOptima’s action or decision, you may ask
for a State Hearing at any time. To do this, contact the Department of Social Services (DSS)
within 90 days of the action or decision. A hearing is where you can present your concern
directly to the State of California. You may do this yourself or have another person do it for you.
DSS can get a free Legal Aid lawyer to help you.

To ask for a State Hearing, write to:

Department of Social Services
State Hearings Division

P.O. Box 944243, M.S. 9-17-37
Sacramento, CA 94244-2430

or

Call 1-800-952-5253. TTY users can call 1-800-952-8349.
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Protecting You and the Health Care System

What Is Health Care Fraud?

Health care fraud is when a provider or person plans to do something dishonest, knowing that
it could result in an illegal benefit for them or another person.

These are examples of possible health care fraud:

e Using someone else’s CalOptima ID card

e Getting a bill for services or medicines covered by CalOptima
e Getting unneeded services from your provider

e Getting a bill for services you did not receive

e Getting a bill for supplies (like a wheelchair) that was not ordered by your provider or was
not sent to you

e Getting medicines from your provider that you don’t need
e Selling medicines to someone else that was prescribed to you

Fraud hurts all of us. If you suspect fraud, please report it by calling CalOptima’s Compliance
and Ethics Hotline at 1-877-837-4417. You do not have to give your name to report fraud.

What Is HIPAA?

HIPAA stands for the Health Insurance Portability and Accountability Act. It is a set of rules that
hospitals, health plans and health care providers have to follow. HIPAA helps staff make sure
that all medical records, medical billing and patient accounts meet strict standards. CalOptima
does not keep your medical records from your doctor. If you would like copies of your medical
records, please contact your doctor or primary care provider (PCP) office.

How Does CalOptima Keep Protected Health Information Safe?

Keeping your Protected Health Information (PHI) safe is very important to us. CalOptima staff
members are trained to handle your PHI in a secure and private way. Our staff has agreed in
writing to keep your information private. Only those who need to see your PHI to arrange or
pay for covered health services are allowed to use your PHI.

Papers that have your PHI are kept securely locked in the CalOptima office. When we no longer
need your PHI, these papers are shredded so that no one can read them.

We have built-in security in our computer system to keep anyone else from seeing your PHI. If
your PHI is sent in an email or on an electronic device, CalOptima uses a system to scramble
your PHI so that only those who are allowed to have your PHI can unlock the scramble so it can
be read. For a copy of our Notice of Privacy Practices, visit our website at www.caloptima.org or
contact CalOptima’s Customer Service department.
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Need Help From a Case Manager?

If you have health problems that are hard to manage, you may need help from a case manager.
Case managers are nurses who can help you:

e Learn how to take care of your health

e Work with your doctors to manage your health care treatment

e Prepare a plan of care

e Solve problems with getting care

Your doctor can help you get case management services, or you can call your health network or
CalOptima’s Customer Service department.

Did You Know?

If you go to the emergency room, to keep your condition from getting worse, your doctor at the
hospital may give you a 72-hour supply of medicine without a prior authorization. Also, your
pharmacist may give you up to a 10-day supply of a medicine that was prescribed to you by
your doctor at the hospital without a prior authorization.

If you are not happy with the care, service or treatment you received, you also have the right to
file a complaint by doing one of these things:
e Fill out the online grievance form at www.caloptima.org

e (all the Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088; TTY
users can call toll-free at 1-800-735-2929

e Come into our office at 505 City Parkway West, Orange, CA 92868

e Fill out the printed Grievance Form or send a letter to CalOptima, 505 City Parkway West,
Orange, CA 92868

CalOptima’s Quality Improvement Program
Goals and Accomplishments

Every year, we tell our members, providers and community partners about the goals of our
Quality Improvement (QI) Program. We also share our accomplishments we have made in the
past year. This is how we let people know about our activities, achievements and projects with
the QI Program. Go to our website at www.caloptima.org to read the 2018-2019 QI Program
and Progress in Meeting Goals.

If you would like a hard copy of the QI Program and Progress in Meeting Goals, call CalOptima’s
Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088. TTY users can call
toll-free at 1-800-735-2929.
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CalOptima Standards of Access
to Care — 2019

A brief description of the access standards for CalOptima Medi-Cal members:

Access to Emergent/Urgent Medical Care and Telephone Access:

Covered Services

Standards of Care

Emergency Services

Immediately, 24 hours a day, 7 days a week

Urgent Care Services

Within 24 hours of request

Telephone Triage

Telephone triage shall be available 24 hours
a day, 7 days a week. Telephone triage or
screening waiting time shall not exceed 30
minutes.

Access to Primary Care:

Covered Services

Standards of Care

Urgent Appointments that DO NOT Require
Prior Authorization

Within 48 hours of request

Non-Urgent Primary Care

Within 10 business days of request

Routine Physical Exams and Wellness Visits

Within 30 calendar days of request

Initial Health Assessment (IHA) or Individual
Health Education Behavioral Assessment
(IHEBA)

Within 120 calendar days of Medi-Cal
enrollment

Access to Specialty and Ancillary Care:

Covered Services

Standards of Care

Urgent Appointments that DO Require Prior
Authorization

Within 96 hours of request

Non-Urgent Specialty Care

Within 15 business days of request

First Prenatal Visit

Within 10 days of request

Non-Urgent Ancillary Services

Within 15 business days of request

Access to Behavioral Health Care:

Covered Services

Standards of Care

Routine Care with a Non-Physician Behavioral
Health Provider

Within 10 business days of request

Follow-up routine care with a non-
physician behavioral health care provider
(i.e. psychologists, Licensed Clinical Social
Workers (LCSW), Marriage and Family
Therapists (MFT)

Within 20 calendar days of initial visit for a
specific condition
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Covered Services Standards of Care

Follow-up Routine Care with a Non-Physician | Within 30 calendar days of initial visit
Behavioral Health Provider

To see our Standards of Access to Care, please visit www.caloptima.org and go to the Medi-Cal
“Member Documents” webpage, then choose the link for “Other Important Documents.”

Member Rights and Responsibilities

Your rights

CalOptima members have these rights:

e Be treated with respect and dignity by all CalOptima, health network and provider staff
e Privacy and to have your medical information kept confidential

e Getinformation about CalOptima, our health networks, our providers, the services they
provide and your member rights and responsibilities

e Choose a PCP within CalOptima’s network
e Get information about the qualifications of our network providers

e Talk openly with your health care providers about medically necessary treatment options,
regardless of cost or benefit

e Help make decisions about your health care, including the right to say “no” to medical
treatment

e Voice complaints or appeals, either verbally or in writing, about CalOptima or the care we
provide

e Get oral interpretation services in the language that you understand
e Make an advance directive

e Access family planning services, Federally Qualified Health Centers, Indian Health Service
Facilities, sexually transmitted disease services and emergency services outside CalOptima’s
network

e Ask for a State Hearing, including information on the conditions under which your State
Hearing can be expedited

e Have access to your medical record, and where legally appropriate, get copies of, update or
correct your medical record

e Access minor consent services

e Get written member information at no cost in braille, large-size print a print and other
formats upon request and in a timely manner appropriate for the format being requested

e Be free from any form of control or limitation used as a means of pressure, punishment,
convenience or revenge

e Get information about your medical condition and treatment plan options in a way that is
easy to understand

e Make suggestions to CalOptima about your member rights and responsibilities

10
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e Freely use these rights without negatively affecting how you are treated by CalOptima,
providers or the state

Your responsibilities

CalOptima members have these responsibilities:

e Knowing, understanding and following your member handbook

e Understanding your medical needs and working with your health care providers to create
your treatment plan

e Following the treatment plan, you agreed to with your health care providers

e Telling CalOptima and your health care providers what we need to know about your medical
condition so we can provide care

e Making and keeping medical appointments and telling the office when you must cancel your
appointment

e Learning about your medical condition and what keeps you healthy
e Taking part in health care programs that keep you healthy
e Working with and being polite to the people who are partners in your health care

Take an Active Role in Your Health!

CalOptima has an online health assessment to help you see how you can improve your health
and quality of life. After you take the digital survey and submit your answers, you will get a low,
moderate or high health score. You will also get details on areas for you to work on, as well as
resources to help you make healthier choices. This survey is intended for CalOptima members
ages 18 and older.

To take the health assessment, please visit CalOptima’s Member Portal at
member.caloptima.org. For more interactive self-management tools click on “Health Tips” on
our home page or go to the Health and Wellness section.

We are here to help. Please call us at 1-714-246-8895 if you have a question. We will be happy to:

e Malil a print version of the health assessment to you

e Help you fill it out over the phone

e Talk to you about your results

At CalOptima, we believe in the importance of providing services in a way that our members

can easily understand. We have the health assessment in other languages or in other formats,
such as braille or large print.

Please call CalOptima Customer Service at 1-714-246-8500 or toll-free at 1-888-587-8088, Monday
through Friday from 8 a.m. to 5 p.m. TTY users can call toll-free at 1-800-735-2929. We have staff
who speak your language. Visit us at www.caloptima.org.

11
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Sign Up Today for Our Member Portal!

Your Online Access to CalOptima

CalOptima recently launched our new member portal. The member portal is a secure online
website that gives you 24-hour access to your health information.

You can access CalOptima’s new member portal on a computer, tablet or smart phone device.
Other languages will begin rolling out in fall 2019.

Take an active role in your health care. Register https://member.caloptima.org today!
To make changes online go to the member portal at www.caloptima.org.
The new self-service options make it easier and faster for you to:

e Update your personal information

e Request a new ID card

e Print a copy of your ID card

e Change your health network or primary care provider (PCP)

e Ask CalOptima Customer Service a question

e View the history and status of your prescriptions and referrals (coming in mid-2020)
e Complete your annual Health Assessment Survey

Health Management Programs

CalOptima offers health management services at NO COST to our members. We add eligible
members to selected programs based on their health records or a doctor referral. Eligible
members can also choose to sign up. When enrolled into a program, members may receive
information in the mail from CalOptima or get a call from one of our staff. We are here to help
you improve your health.

If you no longer want to be part of a health management program and prefer to stop* getting
mailings or calls about your condition, please call us at 1-714-246-8895. We are here to help you
Monday through Friday from 8 a.m. to 5 p.m. TTY users can call toll-free at 1-800-735-2929. We
look forward to helping you improve your health!

Program Name

Child Asthma Health Program

Adult Asthma Health Program

Diabetes Health Program

Bright Steps Maternity Health Program

Shape Your Life Childhood Obesity Program

* The request to stop getting information from us, will only apply to Health Management mailings.
You will still get materials that CalOptima is required to mail you.

12
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Call The Nurse Advice Phone Line
to Get Health Advice

If you need health advice, first call your doctor or your health network. We want you to be able
to get answers to your health questions when you or your loved ones are sick, not feeling good
or injured. If you cannot reach your doctor, you can talk to a nurse by phone.

Call the CalOptima Nurse Advice Phone Line toll-free at 1-844-447-8441 to help you. TTY users
can call toll-free at 1-844-514-3774. The Nurse Advice Phone Line is open 24 hours a day, 7 days a
week at no cost to CalOptima members. We have staff that speak your language.

If you think you are having a medical or psychiatric emergency, call 9-1-1 or go to the nearest
hospital.

The Nurse Advice Phone Line is only for health advice. It does not have access to your medical
records, referrals or prior authorizations. You should call your doctor or health network for that
information.

The nurse can help you get the facts you need to decide your next steps, like:

e Figure out your symptoms and what you can do

e Give you facts about non-urgent and urgent care

e Provide advice on self-care at home

e Refer you to an authorized network urgent care center or hospital
e Explain your condition or your diagnosis

e Help you know facts about your medication

e Provide interpreter services by phone

Notice of Privacy Practices

CalOptima provides you access to health care through the Medicare and/or Medi-Cal program.
We are required by state and federal law to protect your health information. After you become
eligible and enroll in our health plan, Medicare and/or Medi-Cal sends your information to us.
We also receive medical information from your doctors, clinics, labs and hospitals in order to
approve and pay for your health care.

This notice describes how medical information about you may be used and disclosed and how
you can get access to this information. Please review it carefully.

Your Rights

When it comes to your health information, you have certain rights.
This section explains your rights and some of our responsibilities to help you.

13
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Get a copy of your health and claims
records

= You can ask to see or get a copy of your

health and claims records and other
health information we have about you.
You must make this request in writing.
You will be sent a form to fill out and we
may charge a reasonable fee for the costs
of copying and mailing records. You must
provide a valid form of identification in
order to view or get a copy of your health
records.

We will provide a copy or a summary of
your health and claims records, usually
within 30 days of your request.

We may keep you from seeing certain
parts of your records for reasons allowed
by law.

CalOptima does not have complete
copies of your medical records. If you
want to look at, get a copy of, or change
your medical records, please contact
your doctor or clinic.

Ask us to correct health and claims records

You have the right to send in a written
request to ask that information in your
records be changed if it is not correct or
complete. You must make your request in
writing.

We may refuse your request if the
information is not created or kept by
CalOptima, or we believe it is correct and
complete but we’ll tell you why in writing
within 60 days.

If we don’t make the changes you ask, you
may ask that we review our decision. You
may also send a statement saying why
you disagree with our records, and your
statement will be kept with your records.

Request confidential communications

You can ask us to contact you in a specific
way (for example, home or office phone)
or to send mail to a different address.

We will consider all reasonable requests,
and must say “yes” if you tell us you would
be in danger if we do not.

14
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Ask us to limit what we use or share

You can ask us not to use or share
certain health information for treatment,
payment, or our operations.

We are not required to agree to your
request, and we may say “no” if it would
affect your care.

Get a list of those with whom we’ve shared
information

You can ask for a list (accounting) of

the times we’ve shared your health
information for six years prior to the date
you ask.

You have the right to request a list
(accounting) of what information was
shared, who it was shared with, when it
was shared and why.

We will include all the disclosures except
for those about treatment, payment, and
health care operations, and certain other
disclosures (such as any you asked us to
make).

Get a copy of this privacy notice

You can ask for a paper copy of this notice
at any time, even if you have agreed to
receive the notice electronically. We will
provide you with a paper copy promptly.

You can also find this notice on our
website at www.caloptima.org.

Choose someone to act for you

If you have given someone medical power
of attorney or if someone is your legal
guardian, that person can exercise your
rights and make choices about your health
information.

We will make sure the person has this
authority and can act for you before we
take any action.

File a complaint if you feel your rights are
violated

You can complain if you feel we have
violated your rights by contacting us using
the information in this notice.

We will not retaliate against you for filing
a complaint.

15
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Self-pay restriction = If you pay the whole bill for a service,
you can ask your doctor not to share the
information about that service with us.
If you or your provider submits a claim
to CalOptima, we do not have to agree
to a restriction. If a law requires the
disclosure, CalOptima does not have to
agree to your restriction.

For certain health information, you can tell us your choices about what we share.

If you have a clear preference for how we share your information in the situations described
below, please contact us. In most cases, if we use or disclose your PHI outside of treatment,
payment or operations, we must get your written permission first. If you give us your
permission, you may take it back in writing at any time. We can’t take back what we used or
shared when we had your written permission, but we will stop using or sharing your PHI in the
future.

In these cases, you have both the right and | = Share information with your family, close

choice to tell us to: friends, or others involved in payment for
your care
= Share information in a disaster relief
situation
In these cases we never share your = Psychotherapy Notes: We must obtain
information unless you give us written your authorization for any use or
permission: disclosure of psychotherapy notes except

to carry out certain treatment, payment or
health care operations.

= Marketing purposes

= Sale of your information

Our Uses and Disclosures

Your information may be used or shared by CalOptima only for a reason directly connected
to Medicare and/or Medi-Cal program. The information we use and share includes, but is not
limited to:

Help manage = We can use your health information Example: A doctor
the health care and share it with professionals who are sends us information
treatment you treating you. about your diagnosis
receive and treatment plan
SO we can arrange
additional services.

16
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Run our = We can use and disclose your information | Example: A We use
organization to run our organization and contact you health information
when necessary. about you to develop
We are not allowed to use genetic better services for you.
information to decide whether we will
give you coverage and the price of that
coverage.
Pay for your health We can use and disclose your health Example: We share
services information as we pay for your health information with the
services. doctors, clinics and
others who bill us for
your care. We may
also forward bills to
other health plans
or organizations for
payment.
Administer your We may disclose your health information | Example: DHCS
plan to the Department of Healthcare Services | contracts with us to
(DHCS) and/or the Centers for Medicare provide a health plan,
& Medicaid Services (CMS) for plan and we provide DHCS
administration. with certain statistics.

How else can we use or share your health information?

We are allowed or required to share your information in other ways — usually in ways that
contribute to the public good, such as public health and research. We have to meet many
conditions in the law before we can share your information for these purposes.

Help with public health and safety issues

medications

= Preventing disease

We can share health information about you
for certain situations such as:

= Helping with product recalls

= Reporting adverse reactions to

Reporting suspected abuse, neglect, or
domestic violence

Preventing or reducing a serious threat to
anyone’s health or safety

Comply with the law

We will share information about you if
state or federal laws require it, including
with the Department of Health and
Human Services if it wants to see that
we’re complying with federal privacy law.
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Respond to organ and tissue donation = We can share health information
requests and work with a medical about you with organ procurement
examiner or funeral director organizations.

= We can share health information with a
coroner, medical examiner, or funeral
director when an individual dies.

Address workers’ compensation, law We can use or share health information about
enforcement, and other government you:
requests

= For workers’ compensation claims

= For law enforcement purposes or with a
law enforcement official

= With health oversight agencies for
activities authorized by law

= For special government functions
such as military, national security, and
presidential protective services

Respond to lawsuits and legal actions = We can share health information

about you in response to a court or
administrative order, or in response to a
subpoena.

Comply with special laws = There are special laws that protect some
types of health information such as
mental health services, treatment for
substanceuse disorders, and HIV/AIDS
testing and treatment. We will obey these
laws when they are stricter than this
notice.

= There are also laws that limit our use and
disclosure to reasons directly connected
to the administration of CalOptima’s
healthcare programs.

Our Responsibilities

e We are required by law to maintain the privacy and security of your protected health
information.

e We will let you know promptly if a breach occurs that may have compromised the privacy
or security of your information.

e We must follow the duties and privacy practices described in this notice and give you a copy
of it.

e We will not use or share your information other than as described here unless you tell us we
can in writing. If you tell us we can, you may change your mind at any time. Let us know in
writing if you change your mind.
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Changes to the Terms of This Notice

CalOptima reserves the right to change its privacy notice and the ways we keep your PHI safe. If
that happens, we will update the notice and notify you. We will also post the updated notice on
our website.

How to Contact us to Use Your Rights

If you want to use any of the privacy rights explained in this notice, please write us at:

Privacy Officer
CalOptima

505 City Parkway West
Orange, CA 92868
1-888-587-8088

Or call CalOptima’s Customer Service Department at: 1-714-246-8500

Toll-free at 1-888-587-8088
TTY: 1-800-735-2929

If you believe that we have not protected your privacy and wish to file a complaint or grievance,
you may write or call CalOptima at the address and phone number above. You may also contact
the agencies below:

California Department of U.S. Dept. of Health and Human Services
Health Care Services Office for Civil Rights

Privacy Officer Regional Manager

C/0O: Office of HIPAA Compliance 90 7th Street, Suite 4-100

Department of Health Care Services San Francisco, CA 94103

P.O. Box 997413, MS 4722 Email: OCRComplaint@hhs.gov
Sacramento, CA 95899-7413 Phone: 1-800-368-1019

Email: privacyofficer@dhcs.ca.gov Fax: 1-415-437-8329

Phone: 1-916-445-4646 TTY: 1-800-537-7697

Fax: 1-916-440-7680
Use Your Rights Without Fear

CalOptima cannot take away your health care benefits nor do anything to hurt you in any way if
you choose to file a complaint or use any of the privacy rights in this notice.

This notice applies to all of CalOptima’s health care programs.

Nondiscrimination Notice

Discrimination is against the law. CalOptima follows Federal civil rights laws. CalOptima does
not discriminate, exclude people, or treat them differently because of race, color, national
origin, age, disability, or sex.
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CalOptima Provides:

e Free aids and services to people with disabilities to help them communicate better, such as:
v Qualified sign language interpreters

v Written information in other formats (large print, audio, accessible electronic formats,
other formats)
e Free language services to people whose primary language is not English, such as:
v" Qualified interpreters

v Information written in other languages

If you need these services, contact CalOptima at 1-714-246-8500, or toll-free at 1-888-587-8088,
Monday through Friday, from 8 a.m. to 5:30 p.m. Or, if you cannot hear or speak well, please call
TTY at 1-800-735-2929.

How to File a Grievance

If you believe that CalOptima has failed to provide these services or discriminated in another
way on the basis of race, color, national origin, age, disability, or sex, you can file a grievance
with CalOptima. You can file a grievance by phone, in writing, in person, or electronically:

e By phone: Contact CalOptima between 8 a.m. and 5:30 p.m. by calling toll-free at
1-888-587-8088. Or, if you cannot hear or speak well, please call TTY at 1-800-735-2929.
e In writing: Fill out a complaint form or write a letter and send it to:
CalOptima Grievance and Appeals
505 City Parkway West
Orange, CA 92868
e In person: Visit your doctor’s office or CalOptima and say you want to file a grievance.
e Electronically: Visit CalOptima’s website at www.caloptima.org.

Office of Civil Rights

You can also file a civil rights complaint with the U.S. Department of Health and Human
Services, Office for Civil Rights by phone, in writing, or electronically:

e By phone: Call 1-800-368-1019. If you cannot speak or hear well, please call TTY
1-800-537-7697.
e In writing: Fill out a complaint form or send a letter to:

U.S. Department of Health and Human Services
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.

e Electronically: Visit the Office for Civil Rights Complaint Portal at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.
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Language Assistance

English
ATTENTION: If you speak another language, language assistance services, free of

charge, are available to you. Call 1-888-587-8088 (TTY: 1-800-735-2929).

Espaiiol (Spanish)
ATENCION: Si habla espafiol, tiene a su disposicidn servicios gratuitos de asistencia
linguistica. Llame al 1-888-587-8088 (TTY: 1-800-735-2929).

Tiéng Viét (Vietnamese) i i
CHU Y: Néu quy vi néi Tiéng Viét, cé cac dich vu ho trg ngdn ngit mién phi danh cho quy
vi. Goi s6 1-888-587-8088 (TTY: 1-800-735-2929).

Tagalog (Tagalog - Filipino)

PAUNAWA: Kung ikaw ay nagsasalita sa wikang Tagalog, may mga serbisyo sa
pananalita na makakatulong sa iyo na maari mong gamitin nang walang bayad.
Tumawag sa 1-888-587-8088 (TTY: 1-800-735-2929).

st=20{ (Korean)
FO|: =20 E AIESHA| = 2, A0 X[ MH[AE 222 02514 £ JE&L|C} 1-888-587-8088
(TTY: 1-800-735-2929) HO = Ho}sl] FAA| 2.

FE2dh3Z (Chinese)
AR MELERERDX, EUREESESERTE AT E 1-888-587-8088
(TTY: 1-800-735-2929) °

Cukpbku (Armenian)

NRCUALNRE3NKL" Epb fununtd bp Awibipbu, www dbq wudbwp Ywpnn Gu
npwdwnpyb] Ggulwt wowlgnipjwu Swnuwinipintuubp: Quugqwhwntp
1-888-587-8088 (TTY (Atnwunhuw)’ 1-800-735-2929):

Pycckuii (Russian)
BHUMAHUE: Ec/ii BBl TOBOPUTE Ha PYCCKOM A3bIKe, TO BaM [JOCTYIIHBI OeCIlyIaTHbIE
yCJIyTHu epeBoja. 3BoHUTe 1-888-587-8088 (Tesreraiim: 1-800-735-2929).

(Farsi) , .

oslads by aanly o palyd lads glyy o Ealy Oygay Sl OMagud i 50 655 )l (L) @y 5] lan gl
2035 ol (TTY: 1-800-735-2929) 1-888-587-8088

BHZEE (Japanese)
AERIE HABXE NG5 . ENOSEBXZEX AWV IT£Y, 1-888-587-8088
(TTY: 1-800-735-2929) £ T.HBEEIC TITELLIETLY,

Hmoob (Hmong)
LUS CEEBTOOM: Yog tias koj hais lus Hmoob, muaj cov kev pab txhais lus, pab dawb rau
koj. Hu rau 1-888-587-8088 (TTY: 1-800-735-2929).
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Uraret (Punjabi)
gfis 2f: 7t 3t Jardt 88 J, 37 3 efg HafesT Aer 3073 B¢t Hes Bumsay J1 1-888-587-8088
(TTY: 1-800-735-2929) ‘3 IS &3 |

(Arabic) dusl!
a8y Lle ol .oyl U 3895 dygalll acluall Sloss o)l el d8l1 Sases eS 13] i gale
(TTY: 1-800-735-2929) 1-888-587-8088

241 (Hindi)
&2 ¢ : gfe 3y 3=l Sierd &, at smudh forg 3ok wToT TgTaar YaTd Iuctsy &1 1-888-587-8088
(TTY: 1-800-735-2929) WR chicT e |

mulng (Thai)

doansiia: Snngayani Ine, gueusalfusmsanuiromaenanim, Taglidenldiela 4 1dlae, Tns 1-888-587-8088

(TTY: 1-800-735-2929).

i2i (Cambodian)

GANSG NS 1ﬁﬁsmj§ﬁ§uﬂmmmf§1 tﬁjmﬁgmi’gﬁmmﬁmng%’mmm;iﬁiﬁfnmﬁ
ﬁ‘ﬁa‘ﬁ"igﬂ @Bgiﬁfgl‘iﬁﬁ‘lélmg 1-888-587-8088 (TTY: 1-800-735-2929)¢

w5139 (Lao)

ILN: NINIVCSWIF1210, MIUFWInTgNILUSnIugoutisnivwigilaovvigunata. Tnma
1-888-587-8088 (TTY: 1-800-735-2929).

22



2019 Annual Notices Newsletter

This page is left blank.

23



[0 CalOptima

el Better. Together.

P.O. Box 11063
Orange, CA 92856-8163

2019 Annual Notices Newsletter

Look Inside!
- After-Hours Advice

- Sign Up Today for Our Member Portal!
Your Online Access to CalOptima

- Nurse Advice Phone Line

N

Health Management Programs

- CalOptima’s Quality Improvement Program Goals and
Accomplishments 2018-2019

- Notice of Privacy Practices

N

Member Rights & Responsibilities

- Know Your Benefits and How to Get Care

PRI-040-107 E (08/19)



	2019 Annual Notices Newsletter
	How to Contact CalOptima
	Get Information in Other Languages or Formats
	New Address or Phone Number?
	CalOptima Handbook
	Do You Know About These Medi-CalBenefits and Services?
	Prior Authorization
	Decisions About Your Health Care
	Organ or Tissue Donation
	Understanding Your Drug Benefit
	CalOptima is Here to Help You
	Protecting You and the Health Care System
	Need Help From a Case Manager?
	CalOptima Standards of Accessto Care — 2019
	Member Rights and Responsibilities
	Take an Active Role in Your Health!
	Sign Up Today for Our Member Portal!
	Health Management Programs
	Call The Nurse Advice Phone Lineto Get Health Advice
	Notice of Privacy Practices
	Nondiscrimination Notice
	Language Assistance




Accessibility Report





		Filename: 

		2019-12_Medi-Cal_Newsletter_E_508.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found no problems in this document.





		Needs manual check: 0



		Passed manually: 2



		Failed manually: 0



		Skipped: 2



		Passed: 28



		Failed: 0







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Passed manually		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Passed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Passed manually		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Skipped		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Passed		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Skipped		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Passed		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Passed		Appropriate nesting










Back to Top

