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Communication needs

We provide free services to help you
communicate with us. We can send you
information in languages other than
English or in large print. You can ask for
an interpreter. To ask for help, please call
Member Services toll-free at the phone
number on Page 6.
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Care Guidelines

The best care

Tools for better health

We give our providers tools, so they can best care
for our members. These tools are called clinical
practice guidelines. They share best practices on
how to manage illnesses and promote wellness.

The guidelines cover care for many illnesses and
conditions like diabetes, high blood pressure and
depression. They also give advice on how to stay
well with proper diet, exercise and vaccines. For
more information, visit uhcprovider.com/cpg.
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Health Equity

Safe and
secure

How we use and protect language
and cultural data

We receive information about you. This may
include your race, ethnicity, language you speak,
gender identity and sexual orientation. This data
and other personal information about you is
protected health information (PHI). We may share
this information with your health care providers
as part of treatment, payment and operations.
This helps us meet your health care needs.

Examples of how we may use this information
to improve our services include:
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e To find gaps in care

e To help you in languages other than English

e To create programs that meet your needs

e To tell your health care providers which
language(s) you speak

We do not use this data to deny coverage or limit
benefits. We protect this information in the same
way we protect all other PHI. Access is restricted
to those employees who need to use it. Our
buildings and computers are secured. Computer
passwords and other system protections keep
your data safe.

To find out more about how we protect

your cultural data, visit uhc.com/about-us/
rel-collection-and-use. For more information
on our health equity program, visit
unitedhealthgroup.com/what-we-do/health-
equity.html.
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Plan Benefits

Caring for you

We want to make sure you get the care you need when
you need it. If you need help getting to your provider’s
office, we can help. Our health plan offers transportation
benefits to get you to appointments. Call Member
Services at the phone number on Page 6 to learn more.

If you need to see a provider right away, you can get
after-hours care at urgent care centers. We also have
a NurseLine that you can call anytime — 24 hours a
day, 7 days a week. Virtual visits also are available.

To find a provider or look for urgent care center
locations near you, visit connect.werally.com/
state-plan-selection/uhc.medicaid/state. Or
use the UnitedHealthcare app.

Member Handbook

All about your health plan

Have you read your Member Handbook? It is a great source of information.
It tells you how to use your plan. It explains:

e Your member rights and
responsibilities

e The benefits and services
you have

e The benefits and services
you don’t have (exclusions)

e What costs you may have
for health care

e How to find out about
network providers

e How your prescription
drug benefits work

e What to do if you need care
when you are out of town

e When and how you can get care
from an out-of-network provider

e Where, when and how to get
primary, after-hours, behavioral
health, specialty, hospital and
emergency care

e Our privacy policy

e What to do if you get a bill

e How to voice a complaint or
appeal a coverage decision

e How to ask for an interpreter
or get other help with language
or translation

e How the plan decides if new
treatments or technologies
are covered

e How to report fraud and abuse
Get it all. You can read
the Member Handbook

online at myuhc.com/

communityplan/benefitsandcvg.
Or call Member Services toll-free
at the phone number on Page 6 to
request a copy.
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Prescriptions

Your drug

iStock.com/Ridofranz

benefits

What you need to know

Visit our website to learn about your prescription

drug benefits. It includes information on:

1. What drugs are covered. There is a list of

covered drugs. You may need to use a generic

drug in place of a brand-name drug.

2. Where to get your prescriptions filled. You
can find a pharmacy near you that accepts
your plan. You may also be able to get certain
drugs by mail.

3. Rules that may apply. Some drugs may only

be covered in certain cases. For example, you

might need to try a different drug first. (This
is called step therapy.) Or you might need

approval from UnitedHealthcare to use a drug.

(This is called prior authorization.) There also
might be limits to the amount you can get of
certain drugs.

4. Any costs to you. You may have copayments
for prescriptions.

Look it up. Find information on
your drug benefits at myuhc.com/

communityplan/pharmaciesandrx.
Or call Member Services toll-free at the phone
number on Page 6.
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Utilization Management

The right care

Utilization management (UM) helps
make sure you receive the right care
and services when you need them.
Our UM staff reviews the services your
provider asks for. They compare the
care and services your provider asks
for against clinical practice guidelines.
They also compare what is being
asked for against your benefits.

When the care is not covered under
your benefits, it may be denied. It may
also be denied when it does not meet
clinical practice guidelines. We do not
pay or reward our providers or staff
for denying services or approving less
care. If care is denied, you and your
provider have a right to appeal. The
denial letter will tell you how.

If you have any questions, call Member
Services toll-free at the phone

number on Page 6. TTY services and
language assistance are available if
you need them.
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Take Care: Preventive care to keep you healthy

Primary Care

Take charge Or bring the actual medicines. Mention who
prescribed them for you.

Preparing for your provider visit can help you get 3. Tell your provider about other providers

the most out of it. So can making sure your provider you see. Include behavioral health providers.

knows about all the care you get. Here are 4 ways Bring copies of any test results or treatment
you can take charge of your health care: plans from other providers.
4. If you were in the hospital or emergency
1. Think about what you want to get out of the room (ER), see your provider as soon as
visit before you go. Focus on the top 3 things possible after you go home. Share your
you need help with. discharge instructions with them. Proper
2. Tell your provider about any drugs or follow-up may prevent another hospital
vitamins you take. Bring a written list. admission or visit to the ER.
Health Tools

Stay well

Programs to help manage your health

UnitedHealthcare Community Plan provides
programs and services to help keep you well.
We also have services to help better manage
illnesses and other care needs. These are part
of our population health program. They

may include:

e Health education and reminders

e Maternity support and education

e Support for substance use disorders

e Programs to help you with complex health
needs (care managers work with your provider
and other outside agencies)

These programs are voluntary. They are offered
at no cost to you. You can choose to stop any
program at any time.

Learn more. You can find more
@ information about our programs

and services at myuhc.com/
communityplan/healthwellness. If you want
to make a referral to our care management

program, call Member Services toll-free at
the phone number on Page 6.
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Member Resources
Here for you

We want to make it as easy
as possible for you to get
the most out of your health
plan. As our member, you
have many services and
benefits available to you.

Member Services: Get

help with your questions

and concerns. Find a health
care provider or urgent care
center, ask benefit questions
or get help scheduling an
appointment, in any language
(toll-free).

1-800-349-1855, TTY 711

Our website: Our website
keeps all your health
information in one place. You
can find a health care provider,
view your benefits or see

your member ID card, wherever
you are.
myuhc.com/communityplan

UnitedHealthcare app: Access
your health plan information
on-the-go. View your coverage
and benefits. Find nearby
network providers. View your
member ID card, get directions
to your provider’s office and
much more.

Download on the App Store
or Google Play

6 Health Talk
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NurselLine: Get health advice
from a nurse 24 hours a day,
7 days a week, at no cost

to you (toll-free).
1-855-202-0992, TTY 711

Quit For Life: Get help quitting
smoking at no cost to you
(toll-free).

1-866-784-8454, TTY 711
quitnow.net

Transportation: Call at least
2 business days before your
appointment. There is no
limit on the number of rides
for covered services in NC.
There is also no mileage limit.
However, out-of-state trips,
trips over 75 miles, and trips
requiring meals and lodging
require prior authorization.
1-800-349-1855, TTY 711

Care Management: This
program is for members with
chronic conditions and complex
needs. You can get phone calls,
home visits, health education,
referrals to community
resources, appointment
reminders, help with rides

and more (toll-free).
1-800-349-1855, TTY 711

© 2023 United HealthCare Services, Inc. All Rights Reserved.

Live and Work Well: Find
articles, self-care tools, caring
providers, and mental health
and substance use resources.
liveandworkwell.com

Healthy First Steps®: Get
support throughout your
pregnancy and rewards for
timely prenatal and well-baby
care (toll-free).
1-800-599-5985, TTY 711
uhchealthyfirststeps.com

Sanvello: This health and
well-being app has resources
like guided journeys, coping
tools and community support.
Download the app. Create an
account. Choose “upgrade
through insurance.” Search for
and select UnitedHealthcare.
Enter the information on your
member ID card.
sanvello.com

Go digital: Sign up for email,
text messages and digital

files to receive your health
information more quickly.
myuhc.com/communityplan/
preference

iStock.com/vernonwiley
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Auxiliary Aids and Interpreter Services

You can request free auxiliary aids and services, including this material and other plan information
in large print. Call 1-800-349-1855 (TTY/TDD 711).

If English is not your first language, we can help. Call 1-800-349-1855 (TTY/TDD 711). We can give
you, free of charge, the information in this material in your language orally or in writing, access to
interpreter services, and can help answer your questions in your language.

Spanish

Ayudas auxiliares y servicios de interpretacion

Puede solicitar ayudas y servicios auxiliares gratuitos, incluido este material y otra informacion del
plan en letra grande. Llame al 1-800-349-1855 (TTY/TDD 711).

Si el inglés no es su lengua nativa, podemos ayudarle. Llame al 1-800-349-1855 (TTY/TDD 711).
Podemos ofrecerle, de forma gratuita, la informacion de este material en su idioma de forma oral

0 escrita, acceso a servicios de interpretacion y podemos ayudarle a responder a sus preguntas en
su idioma.

Chinese — simplified

WEN TEMEFMRSS

Mol BRiERENHE TEMRS - 8/BAENANEMTRIERNARFR - BHE
1-800-349-1855 (TTY/TDD 711) -

MRAZEBAZTBHNERES - HNBEIREED) - 1BEE 1-800-349-1855 (TTY/TDD 711) - FA10]
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Viethamese
Dich Vu Phién Dich va Hé Tro' B6 Sung

Quy vi c6 thé yéu cau cac dich vu va hd tro bd sung mién phi, bao gdm tai liéu nay va théng
tin ké hoach khac dwéi dang ban in chir I&n. Goi dén 1-800-349-1855 (TTY/TDD 711).

Néu Tiéng Anh khéng phai 1a ngén ngir me dé clia quy vi, ching tdi cé thé gitp quy vi. Goi dén
1-800-349-1855 (TTY/TDD 711). Chuing t6i c6 thé cung cAp mi&n phi cho quy vi thng tin trong
tai liéu nay bang ngdn ngir ctia quy vi dwéi dang 161 néi hodc van ban, quyén tiép can cac dich
vu phién dich, va cé thé gilp tra I&i cac cau hdi ciia quy vi bang chinh ngén ngir ctia quy vi.

Korean

HX XIE U SEHAF MHA

Hote #8 Ex AR 8 MH[AE 28" 5 A2, O7|o= 2 2XtNe| Atz & 7|Et S

MEJF Ze L0 U&L|C} 1-800-349-1855 (TTY/TDD 711)H S 2 M3 A| 7| HEEFL|CY,

GO 7t E=0{7} Ot B Mg|7t =t=e| &L Ct. 1-800-349-1855 (TTY/TDD 711)H 2 =
HBtF=AIZ7| HHELICH X5|l= HoPH 52 E= AH2E 15| 02 & Xt5o| HEE,
2| &9 MH[A9| AHE S R & S8l E2[0 5t 2102 20| ot BHHE M-Sl

E 2| A&}
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French
Aides auxiliaires et services d’interprétation

Vous pouvez demander des aides et des services auxiliaires gratuits, y compris ce document
et d’autres informations sur le plan en gros caractéres. Composez le 1-800-349-1855
(TTY/TDD 711).

Si votre langue maternelle n’est pas I'anglais, nous pouvons vous aider. Composez le
1-800-349-1855 (TTY/TDD 711). Nous pouvons vous fournir gratuitement les informations
contenues dans ce document dans votre langue, oralement ou par écrit, vous donner acces
aux services d’un interpréte et répondre a vos questions dans votre langue.



Hmon
Cov Khoom Pab Cuam thiab Kev Pab Cuam Txhais Lus

Koj tuaj yeem thov tau cov khoom pab cuam thiab cov kev pab cuam, suav nrog rau tej ntaub
ntawv no thiab lwm lub phiaj xwm tej ntaub ntawv kom muab luam ua tus ntawv loj. Hu rau
1-800-349-1855 (TTY/TDD 711).

Yog tias Lus Askiv tsis yog koj thawj hom lus hais, peb tuaj yeem pab tau. Hu rau
1-800-349-1855 (TTY/TDD 711). Peb tuaj yeem muab tau rau koj yam tsis sau nqi txog ntawm
tej ntaub ntawv muab txhais ua koj hom lus hais ntawm ncauj los sis sau ua ntawv, mus siv tau
cov kev pab cuam txhais lus, thiab tuaj yeem pab teb koj cov lus nug hais ua koj hom lus.

Arabic - UAE
duail 508 G aly dadll Jsa s Al il slea s aiioall 138 el 8 Loy dilaall Al Claeluall 5 ilenal) Calla eliSy
Al e
.1-800-349-1855 (TTY/TDD 711)
ALl e Juail sac luall LiSaid ¢ 35V eliad Cud 4 5ulani) A6l cilS 1)
U sl s GUS i gl lialy aiuaall 138 853 5) 1 il slaall ell s (f L€y ,1-800-349-1855 (TTY/TDD 711)
clinly Gl clla) e Jgeanl) 8 eline e LSy 5 Ulae dea il cileas )

Russian
BcnomoraTtenbHble cpeacTBa U A3blKoBasi nogaepxkka

Bbl MoXeTe 3anpocutb GecnnaTtHble BCrioMoraTenbHble cpeacTBa M yCryru, BKYas aToT
CNpaBOYHbIA MaTepuran u Apyryto MHMOPMaLMIo O NiaHe, HaneyYaTaHHy KpynHbIM LLPUGTOM.

[Mo3BOHMTE NO HOMEpPY
1-800-349-1855 (TTY/TDD 711).

Ecnn aHrnuicknn He siBnsieTca Bawmnm poaHbIM A3bIKOM, Mbl MOXXeM Bam nomoub. NMo3BoHuUTe
no Homepy 1-800-349-1855 (TTY/TDD 711). Mbl 6ecnnatHo npegoctasum Bam 6onee
noapobHyt MHOopMaLMO 3TOro CNPaBOYHOro MaTepmana B YCTHON UM NMCbMEHHOW hopme,
a TaKkke JOCTyn K A3bIKOBOMW MNOAAEPXKE N OTBETUM Ha BCe BOMPOCHI Ha Bawwem pogHoMm a3sbike.

Tagalog
Mga Auxiliary Aid at Serbisyo ng Interpreter

Maaari kang humiling ng libreng mga auxiliary aid at serbisyo, kabilang ang materyal na ito at
iba pang impormasyon ng plan sa malaking print. Tumawag sa 1-800-349-1855 (TTY/TDD
711).

Kung hindi English ang iyong unang wika, makakatulong kami. Tumawag sa 1-800-349-1855
(TTY/TDD 711). Maaari ka naming bigyan, nang libre, ng impormasyon sa materyal na ito sa
iyong wika nang pasalita o nang pasulat, access sa mga serbisyo ng interpreter, at
matutulungang sagutin ang mga tanong sa iyong wika.
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Khmer - Cambodian
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HAHMGIUNUE S HuNSSWINWSSASIY IBSIRISISHOuENS: SHNSAUS
HNINS ™I igis]sIsImu/pINgny wrigiugnisiinug 1-800-349-1855 (TTY/TDD 711) 4
uasiOmunuEdiauESIgSMMNSUWIUNHA IR MoSRSwHEATSY wiigiunisi
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German
Hilfsmittel und Dolmetscherdienste

Sie konnen kostenlose Hilfsmittel und Services anfordern, darunter diese Unterlagen und
andere Versicherungsinformationen in Gro3druck. Rufen Sie uns an unter
1-800-349-1855 (TTY/TDD 711).

Sollte Englisch nicht Ihre Muttersprache sein, kdnnen wir Ihnen behilflich sein. Rufen Sie uns
an unter 1-800-349-1855 (TTY/TDD 711). Wir kdnnen Ihnen die in diesen Unterlagen
enthaltenen Informationen kostenlos mundlich oder schriftlich in Ihrer Sprache zur Verfugung
stellen, Ihnen einen Dolmetscherdienst vermitteln und Ihre Fragen in lhrer Sprache
beantworten.



Hindi
rfaftes TrETaar SR guTiET Jemg

AT 5 T ST a7 T B S o iz & R ST af g sttt e sit et w s e o | 1-800-
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Lao (Laotian)
NIV OOCY_ SCI L AT NIVL J NIVVIBCCVWIII

U IWIIWI0E NIVY DB BT L €I NIWL D NIWO 21990 CLLWS , 0L
0 9NENTFIVY . WIT 2 D VT DI2IYEED U DO ow Lime . sy
1-800-349-1855 (TTY/TDD 711).
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Japanese

{#HBNE - BRY—EX
COERPCZEOMDOETERRE ATANETERT 4L BEO@BZIECY —EXZE
BT AHEMNTEET - 1-800-349-1855 (TTY/TDD 711)IZEBFEL T =£& 0y »

REENBEETHEVWAIXIHE S FZELY, 1-800-349-1855 (TTY/TDD 711)ICEBEEL TL &
LY, COEMICREBSNTLDFERE. BEROSECAETFEEEITENTHEAT
LT, BRY—ERADT IR ZRHML. EEHROCERBICLEEHRDEETHE
ZLET,
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Notice of non-discrimination

UnitedHealthcare Community Plan of North Carolina complies with applicable federal civil rights
laws and does not discriminate based on race, color, national origin, age, disability, creed, religious
affiliation, ancestry, sex, gender identity or expression, or sexual orientation. UnitedHealthcare
Community Plan of North Carolina does not exclude people or treat them differently because of race,
color, national origin, age, disability, creed, religious affiliation, ancestry, sex, gender, gender identity
or expression, or sexual orientation.

UnitedHealthcare Community Plan of North Carolina provides free auxiliary aids and services to
people with disabilities to communicate effectively with us, such as:

* Qualified American Sign Language interpreters

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

UnitedHealthcare Community Plan of North Carolina provides free language services to people
whose primary language is not English, such as:

* Qualified interpreters

* Information written in other languages
If you need these services, call 1-800-349-1855 (TTY/TDD 711).

If you believe that UnitedHealthcare Community Plan of North Carolina has failed to provide these
services or discriminated in another way based on race, color, national origin, age, disability, or sex,
you can file a grievance with:

Civil Rights Coordinator
UnitedHealthcare Civil Rights Grievance
P.O. Box 30608

Salt Lake City, UT 84130

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

Online: ocrportal.hhs.gov/ocr/portal/lobby.jsf

By mail:
U.S. Department of Health and Human Services
200 Independence Avenue SW, Room 509F, HHH Building
Washington, D.C. 20201

By phone: 1-800-368-1019 (TDD: 1-800-537-7697)
Complaint forms are available at hhs.gov/ocr/office/file/index.html.

The NC Medicaid Ombudsman program can provide you with free, confidential support and
education about the rights and responsibilities you have under NC Medicaid. Call 1-877-201-3750
or visit ncmedicaidombudsman.org.



