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Care guidelines

What'’s inside The beSt care

Do you know what drugs are covered under

your health plan? See Page 4 for details Tools for better health
about your prescription
drug benefits.

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,
cultural and social needs

At UnitedHealthcare®, we help coordinate your
care across all of your health care providers.

To do that, we receive and share important
information about you. This may include your
race, ethnicity, language you speak, gender
identity, sexual orientation and social needs. 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:

2 Health Talk

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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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

The benefits and services you don’t

have (exclusions)

What costs you may have for health care

How to find out about network providers

How your prescription drug benefits work

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 8 to request a copy.

Plan benefits
Caring for you

We want to make sure you get the care you
need when you need it. Do you need help
getting to your provider’s office? Call Member
Services at the phone number on Page 8

for help.

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. See
Page 8 for the phone number. 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.
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Prescriptions

Your drug
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
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covered drugs. You may need to use a generic
drug in place of a brand-name drug.

. 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.

. 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.

. Any costs to you. You do not have

copayments for prescriptions.
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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 8.
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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 8. TTY
services and language assistance
are available if you need them.
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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:

Health education and reminders

Maternity support and education

Support for substance use disorders

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 8.
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Primary care
Take charge

Preparing for your provider visit can help you get the most
out of it. So can making sure your provider knows about all
the care you get. Here are 4 ways you can take charge of
your health care:

1. Think about what you want to get out of the visit before
you go. Focus on the top 3 things you need help with.

2. Tell your provider about any drugs or vitamins you
take. Bring a written list. Or bring the actual medicines.
Mention who prescribed them for you.

3. Tell your provider about other providers you see.
Include behavioral health providers. Bring copies of any
test results or treatment plans from other providers.

4. If you were in the hospital or emergency room (ER),
see your provider as soon as possible after you go
home. Share your discharge instructions with them.
Proper follow-up may prevent another hospital admission
or visit to the ER.
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Language help
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 8.

Proporcionamos servicios gratuitos para
ayudarle a comunicarse con nosotros. Podemos
enviarle informacion en idiomas distintos al
inglés o en letra grande. Puede solicitar un
intérprete. Para solicitar ayuda, llame a la linea
gratuita de Servicios para miembros al numero
que aparece en la Pagina 8.

Chung t6i cung cap céc dich vu mién phi nham
gilip quy vi giao tiép vdi ching t6i. Chuing t6i ¢
thé gtri cho quy vi théng tin bang cac ngén ngir
khac khong phai la tiéng Anh hodc bang chir in
I6n. Quy vi c6 thé yéu cau cung cap dich vuphién
dich vién. P& yéu cau trg gilp, hay goi dién cho
b6 phan Dich vu thanh vién theo so dién thoai
trén Trang 8.

Mbl npegocTaBnisieM 6ecrnnaTtHble yCnyru,
YTO6bI NOMOYb BaM 06LLaTbCs C HaMU. Mbl
MOXeM OTMpaBnATb BaM UHPOpMaLMIO Ha
APYrux fi3blkax, KpoMe aHrMnMcKoro, unu
KPYMHbIM WpUPTOM. Bbl MOXXeTe NONPOCUTb
nepeBoyMKa. 3a NOMOLLbIO ObpaLLanTech

B OTAen o6CcnyXXmMBaHUSA y4aCTHUKOB MO
6ecnnaTHOMY HOMepY, KOTOPbIA MOXXHO HanTK
Ha cTp. 8.
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Mu HajjaeMo 6€3KOLITOBHI TOCTYTH, SIKi
JIOTIOMOXXYTb BaM IiTPUMYBaTy 3 HAaMM 3B A30K.
Mu Mo>keMo HajjicIaTy BaM iHpopMariito
iHImMMY MOBaMM, OKpIiM aHITIICHKOI, 200
HaJ/IPYKOBaHY Be/IMKNM 1ipudrom. Bu moxere
CKOPUCTATHCA MOCTyraMu nepeknafaya. [llo6
3BEPHYTUCS II0 IOTIOMOTY, 3aTenedoHyiTe

110 Bifilinny 06CMyroByBaHHA KIi€HTIB 3a
0e3KOIITOBHVM HOMEPOM Ha CTOpiHIi 8.
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Nagbibigay kami ng mga libreng
serbisyo para tulungan kang
makipag-ugnayan sa amin.
Maaari kaming magpadala sa

iyo ng impormasyon sa mga
wikang hindi Ingles o sa malaking
print. Maaari kang humiling

ng interpreter. Para humingi

ng tulong, pakisuyong tumawag
sa Mga Serbisyo sa Miyembro
nang walang bayad sa numero
ng telepono sa Pahina 8.
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Opioid overdose

Save a life

You can get Naloxone without a prescription

Naloxone is an opioid overdose reversal medication. It
can be used at home in case of emergency. It counters
the effects of an opioid overdose. You can get it at a
pharmacy without a prescription. Washington Apple
Health (Medicaid) will cover it.

If you think you or a loved one could be at risk of an
overdose, talk to your provider or pharmacist to get
this medication.

Labor and delivery
Doula benefits for you

You have options for birthing:

e A hospital birth with an OB

¢ A midwife-attended birth in a hospital, birthing center
or at home

e A new doula support pilot program

We now offer the services of a doula, who is a nonmedical
person trained to help birthing people with information and
emotional and physical support before, during and after
childbirth. If you’re interested in a doula, please request one
at thedoulanetwork.com. You may also call 1-800-599-5985,
TTY 711, to talk with our Healthy First Steps® team.
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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).
1-877-542-8997, 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™

NurseLine: Get health advice
from a nurse 24 hours a day,
7 days a week, at no cost

to you (toll-free).
1-877-543-3409, TTY 711

UHC Doctor Chat: Connect to
a doctor virtually for treatment,
prescriptions or answers to
your questions. This service is
available 24 hours a day, 7 days
a week, at no cost to you.
uhcdoctorchat.com

8 Health Talk

Quit For Life: Get help
quitting smoking at no cost
to you (toll-free).
1-866-784-8454, TTY 711
myquitforlife.com/uhcwa

Transportation: Call Member
Services to ask about your
transportation benefit through
the Washington Health

Care Authority (HCA). The

list of brokers who can
arrange transportation can

be found at hca.wa.gov/
transportation-help.
1-877-542-8997, 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).
1-877-542-8997, TTY 711

© 2024 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

Assurance Wireless: Get
unlimited high-speed data,
minutes and texts each month.
Plus an Android™ smartphone
at no cost to you. Call to get
an application mailed to you.
1-888-321-5880, TTY 711

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

iStock.com/Mindful Media
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UnitedHealthcare Community Plan complies with all Federal civil rights laws that relate to healthcare
services. UnitedHealthcare Community Plan offers healthcare services to all members without
regard to race, color, national origin, age, disability, or sex. UnitedHealthcare Community Plan does
not exclude people or treat them differently because of race, color, national origin, age, disability, or
sex. This includes gender identity, pregnancy and sex stereotyping.

UnitedHealthcare Community Plan also complies with applicable state laws and does not
discriminate on the basis of creed, gender, gender expression or identity, sexual orientation, marital
status, religion, honorably discharged veteran or military status, or the use of a trained dog guide or
service animal by a person with a disability.

If you think you were treated unfairly because of your sex, age, race, color, disability or national origin,
you can send a complaint to:

Civil Rights Coordinator
UnitedHealthcare Civil Rights Grievance
P.O. Box 30608, Salt Lake City, UTAH 84130

UHC_Civil_Rights@uhc.com

You can call or write us about a complaint at any time. We will let you know we received your
complaint within two business days. We will try to take care of your complaint right away. We will
resolve your complaint within 45 calendar days and tell you how it was resolved.

If you need help with your complaint, please call 1-877-542-8997, TTY 711,8a.m. - 5p.m,,
Monday - Friday.

You can also file a complaint with the U.S. Dept. of Health and Human Services.

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

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

Phone:
Toll-free 1-800-368-1019, 1-800-537-7697 (TDD)

Mail:

U.S. Dept. of Health and Human Services

200 Independence Avenue SW, Room 509F, HHH Building
Washington, D.C. 20201

If you need help with your complaint, please call 1-877-542-8997, TTY 711.

We provide free services to help you communicate with us. Such
as, letters in other languages or large print. Or, you can ask for an
interpreter. To ask for help, please call 1-877-542-8997, TTY 711,
8 a.m. - 5 p.m., Monday - Friday.
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UnitedHealthcare Community Plan cumple con todos los requisitos de las leyes Federales de los
derechos civiles relativas a los servicios de los cuidados para la salud. UnitedHealthcare Community
Plan ofrece servicios para los cuidados de salud a todos los miembros sin distincién de su raza,
color, origen nacional, edad, discapacidad o sexo. UnitedHealthcare Community Plan no excluye

a personas ni les da un tratamiento diferente basado en su raza, color, origen nacional, edad,
discapacidad o sexo. Esto incluye su identificacion de sexo, su estado de embarazo o el estereotipo
sexual que tengan.

UnitedHealthcare Community Plan también cumple con los requisitos de las leyes estatales
pertinentes y no discrimina en base a sus creencias, sexo, expresion de sexo o identidad,
orientacion sexual, estado civil, religion, veterano dado de alta honorablemente o por su actual
condicion militar o por el empleo de perros o animales entrenados como guias o para servicios
necesarios para una persona con una discapacidad.

Si usted piensa que ha sido tratado injustamente por razones como su sexo, edad, raza, color,
discapacidad u origen nacional, puede enviar una queja a:

Civil Rights Coordinator
UnitedHealthcare Civil Rights Grievance
P.O. Box 30608, Salt Lake City, UTAH 84130

UHC_Civil_Rights@uhc.com

Usted puede llamarnos o escribirnos sobre una queja en cualquier momento. Le informaremos
que recibimos su queja dentro de dos dias habiles. Trataremos de atender su queja de inmediato.
Resolveremos su queja dentro de 45 dias calendario y le informaremos cdmo se resolvio.

Si usted necesita ayuda con su queja, por favor llame al 1-877-542-8997, TTY 711,de8a.m. a
5 p.m., de lunes a viernes.

Usted también puede presentar una queja con el Departamento de Salud y Servicios Humanos de
los Estados Unidos.

Internet:
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf

Formas para las quejas se encuentran disponibles en:
http://www.hhs.gov/ocr/office/file/index.html

Teléfono:
Llamada gratuita, 1-800-368-1019, 1-800-537-7697 (TDD)

Correo:

U.S. Department of Health and Human Services

200 Independence Avenue SW, Room 509F, HHH Building
Washington, D.C. 20201

Si necesita ayuda para presentar su queja, por favor llame al 1-877-542-8997, TTY 711.

Ofrecemos servicios gratuitos para ayudarle a comunicarse con nosotros. Tales como, cartas en
otros idiomas o en letra grande. O bien, puede solicitar un intérprete. Para pedir ayuda, por favor
llame al 1-877-542-8997, TTY 711, de 8a.m. a5 p.m., de lunes a viernes.



English:
If the enclosed information is not in your primary language, please
call UnitedHealthcare Community Plan at 1-877-5642-8997, TTY 711.

Hmong:
Yog cov ntaub ntawv no tsis yog sau ua koj hom lus, thov hu rau UnitedHealthcare Community Plan
ntawm 1-877-542-8997, TTY 711.

Samoan:

Afai o fa’amatalaga ua tuuina atu e le’o tusia i lau gagana masani, fa’amolemole fa’afesoota’i mai le
vaega a le UnitedHealthcare Community Plan ile telefoni 1-877-542-8997,

TTY 711.

Russian:
Ecnn npunaraemasa nHpopmauma npeacrassieHa He Ha Bawem pogHOM sA3blKe, MO3BOHUTE
npepcrasutento UnitedHealthcare Community Plan no ten. 1-877-542-8997, tenetann 711.

Ukranian:
AKwo iHpopmauito, Lo A0AAETLCA, NOAAHO He Bawoto pigHO MOBO, 3aTenedoHyTe NPeaCTaBHUKY
UnitedHealthcare Community Plan 3a TenedpoHom 1-877-542-8997, Tenetanin 711.

Korean:
SE¢8 ot Xt2 71 st 2=20{2 &H|E|o] QK| ot o™ 1-877-542-8997,

TTY 7112 UnitedHealthcare Community Plan0i] T3t &1 A|2.

Romanian:
Daca informatiile alaturate nu sunt in limba dumneavoastra principala, va rugam sa sunati la
UnitedHealthcare Community Plan, la numarul 1-877-542-8997, TTY 711.

Amharic:
+PLLH PAM- A28 NE1RP hALYF ANAP NTLN+A® NAN €D C ML UnitedHealthcare Community
Plan £ 2MX:1-877-542-8997 2N+ A+AGFD-/TTY: 711

Tigrinya:
tthhtt Hoe ANGF NEILTRI® ATHHEN LR NANZTNI® NH, HNON €84 NAN TN
UnitedHealthcare Community Plan 2@-/: 1-877-542-8997% 10T +/TTY:711

Spanish:
Si la informacidn adjunta no esta en su lengua materna, llame a UnitedHealthcare Community Plan
al 1-877-542-8997, TTY 711.



Lao:
ﬁ‘)é,Lgm?)c‘%oéou‘)i?)‘ﬁccﬂvwamﬁvcﬁeagm‘m, nNQUNVMI UnitedHealthcare Community Plan tico
1-877-542-8997, TTY:711.

Vietnamese:
Néu ngdn ngir trong thdng tin dinh kém nay khéng phai 1a ngdn ngit chanh cda quy vi, xin goi cho
Unitedhealthcare Community Plan theo sé 1-877-542-8997, TTY 711.

Traditional Chinese:
HHEHERVEES A BN R EE(HHEES - 552 UnitedHealthcare Community Plan - EEEE5EE
By 1-877-542-8997 (JHE[EEELR (TTY) & 711)

Khmer:
[reusuiifn I UIMIATIS SR HESMARNIUWIY Ayl OTRINsuAMEUnitedHealthcareCommunity Plan 1

n521-877-542-8997 ﬁJmiﬁﬁgﬁTTY: 7114

Tagalog:
Kung ang nakalakip na impormasyon ay wala sa iyong pangunahing wika, mangyaring tumawag sa
UnitedHealthcare Community Plan sa 1-877-542-8997, TTY 711.

Farsi:
Juala il o el ol b UnitedHealthcare Community Plan b lal cadlued Led ad s) b ) 4 o gy Sile Sal 4S80 &) a2
TTY: 711 QL5386 ) i ) alu s 1-877-542-8997 12wl



