PerformCARE’

Special Member Notice 2019

Important information for PerformCare members

We are here to help you!

PerformCare is available to answer questions you have about your
behavioral health plan, your services, and your benefits. You can call any
time! We have trained staff who can help you if you need behavioral

health services or if you have any questions about your plan.

We can help you:

« Find services.

« Find out what is covered.

« Find information about providers.

« Get language assistance.

« Know what to do in case of an emergency.

« File a complaint or grievance.

These and other topics can be found in your Member Handbook.
You can call Member Services to ask for a copy if you do not have
one. You can also download the handbook from our website at
http://pa.performcare.org/members/index.aspx.

Member Services numbers
for your county

Capital area
Cumberland, Dauphin,
Lancaster, Lebanon, and
Perry counties

Member Services
1-888-722-8646

Member Services
TTY/TDD 1-800-654-5984
or PA Relay 711

Franklin and Fulton counties

Member Services
1-866-773-7917

Member Services
TTY/TDD 1-800-654-5984
or PA Relay 711

Para recibir este boletin en espafiol, llame al nimero de teléfono de Servicios para el Miembro de su condado.



Here are a few topics you may be interested in:

Self-management tools

PerformCare cares about our Members’ health and
wellness. Our website has information about tools that

can help you manage your own physical and behavioral
health issues. Taking an active part in managing your own
health problems is important to recovery. PerformCare has
provided some information and tools to help you screen
for problems, reduce your risk, manage your symptoms,
and improve your health. PerformCare also offers links

to other helpful websites. The self-management tools are
based on the latest research and are updated regularly.
PerformCare also asks for Member input and listens to
what Members have to say. We offer information on topics
such as recovery, stress, depression, smoking cessation,
domestic violence, and childhood obesity. Our materials are
also available in paper form and can be requested by calling
Member Services. Our website address is
http://pa.performcare.org/members/index.aspx.

The tools are in the Health and Wellness section.

There are also on-line personal health record links
available for you to store all your medical and behavioral
health information in one area. http://pa.performcare.
org/members/resources/personal-health-records.aspx

PerformCare non-incentive statement

PerformCare and the people who work for PerformCare
will not say “no” or reduce the number, amount of time,
or type of service that a Member needs because of any
promised gift or money. In utilization management
(UM), we use a set of guidelines to help us decide if a
requested service is necessary. This is done to make sure
PerformCare Members get the right services and supports
at the right time, in the right amount, and for as long as
they need them. This is the sole reason for our decisions.
We do not give money or gifts to the people who work
for PerformCare and handle the UM decisions, including
saying “no,” and limiting or stopping services.

« People who work for PerformCare make UM
decisions by looking at whether the service and
care are right for the Member and whether the
Member joined HealthChoices.

« PerformCare does not give gifts to doctors or
other people for saying “no” to a Member’s
coverage oOr service.
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Quality improvement process

For Members and families who want more information
about what PerformCare does to improve both service
and care, please review our Quality Improvement (Ql)
program. You can learn more about the program in several
ways. You can:

« Call PerformCare and speak to someone in the QI
department. A QI staff person can be reached by
using the toll-free number assigned to your county.
If you are deaf or hard of hearing, call TTY/TDD
1-800-654-5984 or PA Relay 711.

« Visit PerformCare’s website. Information on the QI
program is available on the PerformCare website at
pa.performcare.org. To access the program, choose
the Member option. The QI section is under the
Resources and Information section.

« Request a paper copy of the QI Executive Summary,
which explains goals, projects, and outcomes, by
contacting a Member Services specialist at the
number for your county. If you are deaf or hard of
hearing, call TTY/TDD 1-800-654-5984 or
PA Relay 711.

Privacy rights statement

PerformCare’s Notice of Privacy Practices describes

how medical information about you may be used and
disclosed and how you can access this information.
Information about the notice is in the back of your
Member Handbook, which can be found on our website
at pa.performcare.org. You can also read the privacy
practice notices on our website. From the homepage,
select the Members tab and click the link to Members
Privacy Practices. Call PerformCare at the number for
your county if you have any questions about the notice or
how to obtain a copy.

Your rights
You have the right to:

« Geta copy of your health and claims records.
« Correct your health and claims records.
e Request confidential communication.

e Ask us to limit the information we share.



o Getalist of those with whom we've shared
your information.

« Get a copy of this privacy notice.
« Choose someone to act for you.

o File a complaint if you believe your privacy rights
have been violated.

Your choices
You have some choices in the way we use and
share information as we:
« Answer coverage questions from your family
and friends.
o Provide disaster relief.

« Communicate through mobile and
digital technologies.

« Market our services and sell your information.

Our uses and disclosures

We may use and share your information as we:

« Help manage the health care treatment you receive.
e Run our organization.

« Pay for your health services.

o Administer your health plan.

« Coordinate your care among various
health care providers.

« Help with public health and safety issues.
« Do research.
o Comply with the law.

« Respond to organ and tissue donation requests and
work with a medical examiner or funeral director.

« Address workers’ compensation, law enforcement,
and other government requests.

« Respond to lawsuits and legal actions.

How we protect your information

We are dedicated to safeguarding your protected health
information (PHI). We set up policies and procedures to
make sure your PHI is secure. We keep your oral, written,
and electronic PHI safe using physical, electronic, and
procedural means. These safeguards follow federal and

state laws. Some of the ways we keep your PHI safe
include offices that are kept secure, computers that need
passwords, and locked storage areas and filing cabinets.
We have written policies and procedures requiring our
employees to protect PHI. The policies limit access to
PHI to only those employees who need the data to do
their jobs. Employees are also required to wear 1D badges
to keep unauthorized people out of areas where sensitive
data, such as PHI, are kept. Also, where required by law,
our affiliates and non-affiliates must protect the privacy
of data we share in the normal course of business. They
are not allowed to give PHI to others without your
written OK, except as allowed by law.

Out-of-network care

If you are already getting behavioral health treatment and
have enrolled in HealthChoices, you will probably not
need to go to a different provider. Ask your provider if
they are part of PerformCare’s network. If your provider
is in the network, you do not need to do anything else. 1f
they are not in the network, call PerformCare at our toll-
free number and tell us. You can find the PerformCare
number for your county in this notice, on our website, or
in your Member Handbook.

Remember: PerformCare will make every effort to ensure
our provider network can provide all covered services

for all members, including special needs populations.
PerformCare will use out-of-network providers if the
available network cannot provide covered services under
any of the following conditions:

« The member has special needs that cannot be
accommodated by the network.

« Network services are not accessible within time or
geographic standards, but are available through a
qualified non-network provider.

+ The member has experienced a behavioral health
emergency while outside of PerformCare’s service area.

PerformCare will contract on a case-by-case basis with
non-participating providers, using established rates for
the provision of services.

If you are unsure if your provider is in the PerformCare
network, call us and we can tell you. Our goal is to not
interrupt your treatment.



If you are being treated by a provider and
become enrolled with HealthChoices while
you are getting treatment, PerformCare
may be able to pay the provider for the
service for an amount of time known as a
“transition period.” This allows for transition
time before asking you to change to another
provider who is in the PerformCare network.
Transition payments can only be paid to
Pennsylvania Medicaid-enrolled providers.

If you need urgent or emergency services

An urgent situation means you or another responsible
person thinks you need care before the situation turns
into an emergency.

You can get care within 24 hours. Here’s what to do:

« Call PerformCare at the number listed for
your county.

« Contact any PerformCare provider.

« Call the County Crisis Intervention Line. To find
the crisis numbers for your county, go to the
Important Phone Numbers section at the end of
this notice.

If the provider cannot see you within 24 hours, they will

contact PerformCare. We will help you get the care you need.

If you feel unsafe to the point where you think you may harm

yourself or others, then you may need mental health inpatient
and should go directly to the nearest ER. Call 911 or the local

crisis number if you cannot remain safe until you get to the

nearest ER. You do not need to call us first.

If you would like information about other levels of care, like
outpatient, partial hospitalization, or substance use treatment,

go to our website to obtain care:

http://pa.performcare.org/members/benefits/covered-

services.aspx

Out-of-town emergency care

If you are away from home and have a behavioral
health emergency or a life-threatening situation, go to a
hospital emergency room. We will pay for the service if
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you have to go into the hospital. Please let the hospital
know you are a member of PerformCare and which
county you live in. Ask the hospital to call PerformCare
as soon as possible to let us know about the emergency.
You should not get a bill. Please call us right away if you
do get a bill.

Member rights

As a member of PerformCare, you have rights and
responsibilities, which are listed below. We invite you to
call us using the toll-free number for your county if you
need help understanding your rights and responsibilities.
Your rights and responsibilities are also in your

handbook.

You have the right to:

o Receive information. Each member has the right to
receive information about PerformCare, our policies
and procedures, our services, our practitioners and
providers, and your rights and responsibilities.

 Dignity and privacy. Each member is guaranteed
the right to be treated with respect and with due
consideration for their dignity, right to privacy, and
right to confidentiality.

o Receive information on available treatment
options. Each member is guaranteed the right to
receive information on medically necessary available
treatment options and alternatives, presented in a
manner appropriate to the member’s condition and
ability to understand, regardless of cost or benefit
coverage.

e DParticipate in decisions. Each member is guaranteed
the right to participate in decisions regarding their
behavioral health care, including the right to refuse
treatment. You can be a part of your treatment
team by asking questions and getting answers
before and during your treatment and by involving
family members and other important people in your
treatment.

o Refuse treatment. Each member can refuse
treatment as part of making decisions regarding their
care. You have the right, under these circumstances,
to get an explanation of what may happen if you
don’t get treatment.

o Ask for a therapist who understands your
language and culture.



¢ Receive needed services at convenient times
and places.

o Receive emergency care within one hour.
e Receive urgent care within 24 hours.

o Receive care within seven days of your request
for routine care requests.

PerformCare providers must provide
services within seven days for routine
(non-emergency) needs, within 24 hours
for urgent situations, and within one hour
for an emergency situation.

Self-referral for care management

PerformCare’s Care Managers help us provide the best
care for our members. Care Managers work with adults
and children. They also work with therapists, doctors,
social workers, and others involved in a member’s care.
Care Managers aren't just in charge of managing care

for members. They make sure that members are getting
the services that fit their needs. They also make sure that
members are getting the right kind and amount of care. At
times, they may call the member to talk about how things
are going.

If you feel you would benefit from care management,
please go to our website and enter a request on the
Secure Contact Form at https://pa.performcare.org/
securecontact/index.aspx.

This form is secure and will only be seen by PerformCare
staff. This email box is not monitored 24 hours per day.
If you or your family member is in an emergency
situation, particularly situations involving risk of harm
to self or others, please call 911 or go directly to an
emergency room for assistance. If you are deaf or hard of
hearing, please note this in the Comment box of the form
so the Care Manager can use the PA Relay when they call
you. If you or your family member needs an interpreter,
please also note this and the language that you speak in
the Comment box.

If you do not have access to a computer, you can call the
Member Services number in your area and request to be
referred to Care Management.

Provider information

As a member of PerformCare, you have the right to
obtain care from behavioral health providers. You can
access providers by using our online provider directory
at http://pa.performcare.org/members/find-a-provider.
aspx, or by calling the Member Services number for your
area. You can ask for information about the provider,
including:

« Name, address, and phone number.
« Professional qualifications.

« Specialty.

o Board certification status.

If you have special needs, such as a language request, or
are hard of hearing, PerformCare can help you find the
right provider. PerformCare will help you find the closest
provider to your home.

We pay the bills for services we have approved.
You are not supposed to pay for any behavioral
health services that we approve. If you ever get
a bill from our providers, please call and tell us.
You can also send the bill to:

PerformCare
8040 Carlson Road
Harrisburg, PA 17112

Complaints and grievances

If you are unhappy with PerformCare or your provider
or you do not agree with a decision PerformCare made
about the delivery of your care, you can do something
about it by filing a complaint or a grievance. 1f you prefer,
you can also choose someone to file on your behalf.

What is a complaint?

A complaint is when you tell us you are unhappy with
PerformCare or your provider, or you do not agree with a
decision made by PerformCare. Here are some examples
of a complaint:

+ You are unhappy with the care you are getting.

« You are unhappy that you cannot get the service
you want because it is not a covered service.

« You are unhappy that you have not received
services you have been approved to receive.



What is a grievance?

A grievance is what you file when you do not agree with
PerformCare’s decision that a service you or your provider
asked for is not medically necessary or appropriate.

You can file a grievance if PerformCare does any of

these things:

« Denies a service you have requested fully or denies
part(s) of a service you requested.

« Denies, suspends, or terminates a service you have
been receiving.

« Approves less than what was asked for.

« Approves a different service from the one that was
asked for.

PerformCare’s providers must provide
services within seven days for routine
appointments and specialty referrals. If a
treatment plan is approved, services must
be provided according to the prescribed
treatment plan.

You can call or write PerformCare to find out what you can do if you are unhappy
with PerformCare, or if you or your provider do not agree with a decision that we made.

Staff is available to tell you what your rights are and what actions you can take if you are unhappy with your
care or your provider, or if you are dissatisfied with a decision PerformCare made. If you would like more details
about complaints, grievances, independent external reviews, and fair hearings, or if you have any questions
about any of this information, call PerformCare Member Services for your area and let us know how we can
help you. For more information, you can also go to our website at http://pa.performcare.org/members/
resources/complaints.aspx, or to your Member Handbook.

Capital area
Cumberland-Perry, Dauphin, Franklin and Fulton counties
Lancaster, and Lebanon counties Member Services

Member Services 1-866-773-7917

1-888-722-8646
Member Services
TTY/TDD 1-800-654-5984
or PA Relay 711

Member Services
TTY/TDD 1-800-654-5984
or PA Relay 711

Para recibir este boletin en espaiiol, lame al nimero de teléfono de Servicios para el Miembro de su condado.
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Discrimination is against the law

PerformCare complies with applicable federal civil rights laws and
does not discriminate on the basis of race, color, national origin,
age, disability, or sex. PerformCare does not exclude people or
treat them differently because of race, color, national origin, age,
disability, or sex.

PerformCare:

« Provides no-cost aids and services to people with disabilities
to communicate effectively with us, such as:

- Qualified sign language interpreters.

- Written information in other formats (large print,
audio, accessible electronic formats, other formats).

« Provides no-cost language services to people whose primary
language is not English, such as:

- Qualified interpreter services.
- Information written in other languages.

If you need these services, contact the PerformCare Member
Services number for your county.

Capital Area (Cumberland, Dauphin, Lancaster, Lebanon,
and Perry counties)

Member Services: 1-888-722-8646

TTY/TDD: 1-800-654-5984 or PA Relay 711

North Central Area (Franklin-Fulton county)
Member Services (Franklin-Fulton): 1-866-773-7917
TTY/TDD: 1-800-654-5984 or PA Relay 711

We are available 24 hours a day, 7 days a week.

If you believe that PerformCare has failed to provide these

services or discriminated in any way on the basis of race, color,
national origin, age, disability, or sex, you can file a complaint with
PerformCare and send it to us at:

o PerformCare, 8040 Carlson Road, Harrisburg, PA 17112.

+ You can file a complaint by mail, fax, or phone. If you need
help filing a complaint, PerformCare Member Services is
available to help you. Call the Member Services number
for your county located above or fax to PerformCare at
717-671-6555.

You can also file a civil rights complaint with the U.S. Department
of Health and Human Services, Office for Civil Rights, electronically
through the Office for Civil Rights Complaint Portal, available at
ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at:

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

Room 509F, HHH Building

Washington, DC 20201

1-800-368-1019, 1-800-537-7697 (TDD)

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

Multi-language interpreter services

English: ATTENTION: If you speak English, language assistance services, at no
cost, are available to you. Call the Member Services number for your county.

Spanish: ATENCION: si habla espafiol, tiene a su disposicién los
servicios de asistencia lingiiistica sin costo alguno. Llame al niimero de
Servicios al Miembro de su condado.

Chinese Mandarin: 732 : WIS &L W@ TG/ EE, AT NESRGL

F AR F RIS . HECLEITEE K2 AR L.

Chinese Cantonese: J3 & * {ISEHEHERE » Mo Ie & #GESED
fR¥s - sHEUE AT TS B IRTS 2GR -

Vietnamese: CHU Y: Néu ban néi Tiéng Viét, ¢6 cac dich vu hd trg ngén
ngit mién phi danh cho ban. Goi s6 Dich Vu Thanh Vién danh cho quan
cuia ban.

Russian: BHUMAHME: EcJiu BbI roBOpUTE HA PYCCKOM SI3bIKE, TO BAM
JOCTYNHBI GecIIaTHbIE YCJIYTH NepeBoaa. 3BOHUTE M0 HOMepy TesaedoHa
Member Services 1Jis1 Balero okpyra.

Pennsylvanian Dutch: Wann du Deitsch schwetzscht, kannscht du
mitaus Koschte ebber gricke, ass dihr helft mit die englisch Schprooch.
Ruf selli Nummer uff.

Korean: =2|: St=2(HE AIE0tAl= &2,
Ol E5ta!l &= USLICH Aot IIREIQ 3| & AMHIAZ HAE

o X MEIASE RE2=2
ISHA AL
Italian: ATTENZIONE: nel caso la lingua parlata sia I'italiano, sono

disponibili servizi di assistenza linguistica gratuiti. Chiamare il numero
dei Servizi per i soci relativo alla propria contea.
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Arabic:
pB s Juall laally Gl ) g5 4 ill) Bac Ll ciladd Gl ey jal) A3 Casati i€ )3) 1A% gala
aly Galdl) oSl dasd

French: ATTENTION : si vous parlez francais, des services d'aide
linguistique vous sont proposés gratuitement. Appelez le numéro des
Services aux membres pour votre comté.

German: ACHTUNG: Wenn Sie Deutsch sprechen, stehen lhnen
kostenlos sprachliche Hilfsdienstleistungen zur Verfiigung. Rufen Sie die
Servicenummer fiir Mitglieder in Ihrem Land an.

Gujarati: Yoll: B AR Al GlAdl &, Al MR HIE eunl
UslAdl Al [(:yes Guctodl 8. dHdl siGadlett o uldlly
deR UR Hlot 3.

Polish: UWAGA: Jezeli m6éwisz po polsku, mozesz skorzystac z bezplatnej
pomocy jezykowej. Zadzwon pod numer obslugi czlonkowskiej
odpowiedni dla Twojego kraju.

Haitian Creole: ATANSYON: Si w pale Kreyol Ayisyen, gen sévis ¢d pou
lang ki disponib gratis pou ou. Rele nimewo Sévis manm pou konte w.

Mon-Khmer Cambodijan: Lﬁlﬁﬁj iUﬁjsmHﬁS[iﬂlﬁ mﬁﬂigi
Hﬁmﬁi ULmﬁjiﬁjﬁﬁSUﬁﬁﬁm fNiin [ﬁﬁSﬁﬁiﬁVI ﬁi
(.ijfljﬂi mSiﬂjgiﬁjﬁﬁiﬁiﬁjmﬁﬁﬁjiﬁ]ﬁiﬁigﬁjﬁjﬁﬁﬂﬂﬁaﬁ“]

Portuguese: ATENCAO: Se fala portugués, encontra-se disponivel
servigos de assisténcia linguistica gratuitos. Ligue para o niimero de
Servigos aos Membros do seu pais.
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