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Welcome to Molina Healthcare of California Partner Plan, Inc.
(Molina Healthcare)!

Here at Molina Healthcare, we’ll help you meet your medical needs. We care about your health.
2012/2013
Member Service Guide: Evidence of Coverage and Service Guide

Two Plan: Riverside and San Bernardino Counties
GMC: Sacramento and San Diego Counties

This document will be printed in English, Spanish, Arabic, Cantonese, Hmong, Russian and Vietnamese.

This Combined Evidence of Coverage/Disclosure Form and Member Service Guide contains only a
summary of the health plan. The health plan contract must be consulted to determine the exact terms and
conditions of coverage. You may review a copy of the health plan contract on request by contacting Molina
Healthcare. Please contact Member Services toll-free at 1 (888) 665-4621, Monday through Friday, 7:00am
to 7:00pm or information when necessary.

If you're a Molina Healthcare member, this booklet tells you what services you can get as a Molina
Healthcare member. If you're thinking about becoming a Molina Healthcare member, this booklet can help
you make a decision. You may call Molina Healthcare and request your own copy.

Medi-Cal Program
Molina Healthcare of California Partner Plan, Inc (Molina Healthcare)
A Knox-Keene Licensed Health Plan

If you have any questions about anything in this booklet, about Molina Healthcare, or if you need this
information in another language, large print, Braille, or audio, you may call or write to us at:

Molina Healthcare of California
Member Services

200 Oceangate, Suite 100

Long Beach, CA 90802

1 (888) 665-4621

If you are deaf or hard of hearing, you may contact us through our dedicated TTY line, toll-free, at 1 (800)
479-3310 or by dialing 711 for the California Relay Service.

www.molinahealthcare.com
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Getting Started

HELP FOR NON-ENGLISH
SPEAKING MOLINA
HEALTHCARE MEMBERS

Interpreter Request Cards: Why did | get
this card?

As a Molina Healthcare member, we have interpreter
services if you need them. You have access to
interpreter services on a twenty four (24) hour basis.
An interpreter request card is sent to all new members
after initial enrollment with Molina Healthcare.

You do not need to have a minor, friend, or family
member act as your interpreter. You may wish to say
things that you do not wish to share with a minor,
friend, or family member. Using an interpreter may
be better for you.

Keep this card in your wallet. If Molina Healthcare has
wrong information about your language needs, please
call Member Services toll-free at 1 (888) 665-4621.

What is printed on the card?

The English side of this card says what language you
speak. It also lets staff know that Molina Healthcare
will pay for your interpreter. The card tells staff how
to get you an interpreter.

The English text reads as follows:

Hello. I speak SPANISH (or another language). I
need an interpreter. My health care plan, Molina
Healthcare, will pay for an interpreter if you do not
have one here. Please call 1 (888) 665-4621 and state,
“I have a Molina patient and I need an interpreter.”

How do I use the card?
Show this card to staff at the following places:

o Your doctor’s office or clinic

iv

o Labs, clinics, or other medical service offices
o The pharmacy where you get your medicine
 The Emergency Room at a hospital

Show the English side of the card to the person
helping you. The office or pharmacy may have a staft
person who speaks your language. If they do not,
they will call a telephone interpreter service. You
will be able to discuss and get the information you
need using the telephone interpreter.

It may take a few minutes but do not
worry. Help is coming.

Call us if you have any questions.

Member Services toll-free at:
1 (888) 665-4621

If you are deaf or hard of hearing you may
contact us through our dedicated TTY line, toll-
free, at 1 (800) 479-3310 or by dialing 711 for the
California Relay Service

Your Privacy

Dear Molina Healthcare of California Partner Plan,
Inc. (Molina Healthcare) Member:

Your privacy is important to us. We respect and
protect your privacy. Molina Healthcare uses and
shares your information to provide you with health
benefits. Molina Healthcare wants to let you know
how your information is used or shared.
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This is not a Bill

If you need help understanding the enclosed information in your lan,guag: please call Molina Healthcare Member
Services at 1-888-665-4621.
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Getting Started

Your Protected Health Information

PHI stands for these words, protected health
information. PHI means health information that
includes your name, member number, or other
identifiers, and is used or shared by Molina
Healthcare.

Why does Molina Healthcare use or share our
members’ PHI?

« To provide for your treatment

« To pay for your health care

o To review the quality of the care you get

« To tell you about your choices for care

o To run our health plan

o To use or share PHI for other purposes as

required or permitted by law.

When does Molina Healthcare need your written
authorization (approval) to use or share your PHI?

Molina Healthcare needs your written approval to

use or share your PHI for purposes not listed above.

What are your privacy rights?

o Tolook at your PHI

« To get a copy of your PHI

o To amend your PHI

o To ask us to not use or share your PHI in
certain ways

o To get alist of certain people or places we
have given your PHI

How does Molina Healthcare protect your PHI?

Molina Healthcare uses many ways to protect PHI
across our health plan. This includes PHI in written
word, spoken word, or in a computer. Below are
some ways Molina Healthcare protects PHI:
o Molina Healthcare has policies and rules to
protect PHI.

Medi-Cal
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« Molina Healthcare limits who may see PHI.
Only Molina Healthcare staff with a need to
know PHI may use it.

« Molina Healthcare staft is trained on how to
protect and secure PHI.

» Molina Healthcare staft must agree in writing
to follow the rules and policies that protect
and secure PHI.

» Molina Healthcare secures PHI in our
computers. PHI in our computers is kept
private by using firewalls and passwords.

The above is only a summary. Our Notice of Privacy
Practices has more information about how we

use and share our members’ PHI. Our Notice of
Privacy is in the following section of this Member
Services Guide and is on our web site at www.
molinahealthcare.com. You may also get a copy of
our Notice of Privacy by calling our Member Services
Department at 1-888-665-4621.

NOTICE OF PRIVACY PRACTICES
MOLINA HEALTHCARE OF CALIFORNIA
PARTNER PLAN, INC.

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

Molina Healthcare of California Partner Plan, Inc.
(“Molina” or “we”) provides health care benefits to
you through the Medi-Cal program. Molina uses
and shares protected health information about you
to provide your health care benefits. We use and
share your information to carry out treatment,
payment and health care operations. We also use
and share your information for other reasons as

Effective as of March 1, 2013



allowed and required by law. We have the duty to
keep your health information private. We have
policies in place to obey the law. The effective date of
this notice is March 1, 2013.

PHI stands for these words, protected health
information. PHI means health information that
includes your name, member number or other
identifiers, and is used or shared by Molina.

Why does Molina use or share your PHI?

We use or share your PHI to provide you with
healthcare benefits. Your PHI is used or shared for
treatment, payment, and health care operations.

For Treatment.

Molina may use or share your PHI to give you, or
arrange for, your medical care. This treatment also
includes referrals between your doctors or other
health care providers. For example, we may share
information about your health condition with a
specialist. This helps the specialist talk about your
treatment with your doctor.

For Payment.

Molina may use or share PHI to make decisions on
payment. This may include claims, approvals for
treatment, and decisions about medical need. Your
name, your condition, your treatment, and supplies
given may be written on the bill. For example, we
may let a doctor know that you have our benefits. We
would also tell the doctor the amount of the bill that
we would pay.

For Health Care Operations.

Molina may use or share PHI about you to run our
health plan. For example, we may use information
from your claim to let you know about a health
program that could help you. We may also use or

Medi-Cal

share your PHI to solve member concerns. Your PHI
may also be used, to see that claims are paid right.
Health care operations involve many daily business
needs. It includes but is not limited to, the following:
« Improving quality
o Actions in health programs to help
members with certain conditions (such
as asthma)
« Conducting or arranging for
medical review

o Fraud and abuse programs
o Actions to help us obey laws.

o Address member needs, including solving
complaints and grievances.

We will share your PHI with other companies
(“business associates”) that perform different kinds
of activities for our health plan. We may also

use your PHI to give you reminders about your
appointments. We may use it to give you information
about other treatment, or other health-related
benefits and services.

When can Molina use or share your PHI without
getting written authorization
(approval) from you?

The law allows or requires Molina to use and share
your PHI for several other purposes including the
following:

Required by law.

We will use or share information about you as
required by law. We will share your PHI when
required by the Secretary of the Department of
Health and Human Services (HHS). This may be for
a court case, other legal review, or when required for
law enforcement purposes.

Effective as of March 1, 2013
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Getting Started

Public Health.

Your PHI may be used or shared for public health
activities. This may include helping public health
agencies to prevent or control disease.

Health Care Oversight.

Your PHI may be used or shared with government
agencies. They may need your PHI to check how our
health plan Is providing services.

Legal or Administrative Proceedings.

Your PHI may be shared with a court, investigator or
lawyer if it is about the operation of Medi-Cal. This
may involve fraud or actions to recover money from
others, when the Medi-Cal program has provided
your health care benefits.

When does Molina need your written
authorization (approval) to use or share your PHI?

Molina needs your written approval to use or share
your PHI for a purpose other than those listed in
this notice. You may cancel a written approval that
you have given us. Your cancellation will not apply to
actions already taken by us because of the approval
you already gave to us.

What are your health information rights?

You have the right to:

Request Restrictions on PHI Uses or Disclosures
(Sharing of Your PHI)

You may ask us not to share your PHI to carry out
treatment, payment or health care operations. You
may also ask us to not to share your PHI with family,
friends or other persons you name who are involved
in your health care. However, we are not required to
agree to your request. You will need to make your
request in writing. You may use Molina’s form to

Medi-Cal

make your request.

Request Confidential Communications of PHI

You may ask Molina to give you your PHI in a
certain way or at a certain place to help keep your
PHI private. We will follow reasonable requests, if
you tell us how sharing all or a part of that PHI could
put your life at risk. You will need to make your
request in writing. You may use Molina’s form to
make your request.

Review and Copy Your PHI

You have a right to review and get a copy of your
PHI held by us. This may include records used in
making coverage, claims and other decisions as a
Molina member. You will need to make your request
in writing. You may use Molina’s form to make your
request. We may charge you a reasonable fee for
copying and mailing the records. In certain cases we
may deny the request. Important Note: We do 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.

Amend Your PHI

You may ask that we amend (change) your PHI. This
involves only those records kept by us about you as
a member. You will need to make your request in
writing. You may use Molina’s form to make your
request. You may file a letter disagreeing with us if
we deny the request.

Receive an Accounting of PHI Disclosures
(Sharing of your PHI)

You may ask that we give you a list of certain parties
that we shared your PHI with during the six years
prior to the date of your request. The list will not
include PHI shared as follows:

Effective as of March 1, 2013
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for treatment, payment or health
care operations;

to persons about their own PHI;
sharing done with your authorization;

incident to a use or disclosure otherwise
permitted or required under applicable law;

as part of a limited data set in accordance with
applicable law; or
shared prior to April 14, 2003.

We will charge a reasonable fee for each list if you ask
for this list more than once in a 12-month period. You
will need to make your request in writing. You may
use Molina’s form to make your request.

You may make any of the requests listed above, or
may get a paper copy of this Notice. Please call our
Director of Member Services at 1 (888) 665-4621.

How Do I Complain?

If you believe that we have not protected your privacy
and wish to complain, you may file a complaint (or
grievance) by calling or writing us at:

Molina Healthcare of California Partner Plan, Inc.
Member Services

200 Oceangate, Suite 100

Long Beach, CA 90802

1 (888) 665-4621

We will not do anything against you for filing a
complaint. Your care will not change in any way.

OR you may call, write or contact the agencies below:

Privacy Officer

C/o Office of Legal Services

California Department of Health Care Services
P.O. Box 997413, MS 0011

Medi-Cal

ix

Sacramento, CA 95899-7413
(916) 440-7700
Email:privacyofficer@dhcs.ca.gov

Or

Secretary of the U.S. Department of Health and
Human Services

Office for Civil Rights

U.S. Department of Health & Human Services
50 United Nations Plaza - Room 322

San Francisco, CA 94102

(415) 437-8310; (415) 437-8311 (TDD)

(415) 437-8329 FAX

What are the duties of Molina?

Molina is required to:

Keep your PHI private.
«  Give you written information such as this on our
duties and privacy practices about your PHI.

Follow the terms of this Notice

This Notice is Subject to Change

Molina reserves the right to change its information
practices and terms of this notice at any time. If we
do, the new terms and practices will then apply to
all PHI we keep. If we make any material changes, a
new notice will be sent to you by US Mail.

Contact Information

If you have any questions, please contact the
following office:

Member Services
Molina Healthcare of California Partner Plan, Inc.
200 Oceangate, Suite 100
Long Beach, CA 90802
Phone: 1 (888) 665-4621
Effective as of March 1, 2013
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Introduction

THANK YOU FOR CHOOSING
MOLINA HEALTHCARE AS
YOUR HEALTH PLAN.

This Member Service Guide is called your
“Combined Evidence of Coverage and Disclosure
Form” or your “EOC.” This booklet tells you how you
can get services through Molina Healthcare. It also
tells you your rights and responsibilities as a Molina
Healthcare member and how to contact Molina
Healthcare. Please read this booklet completely and
carefully and keep it in a safe place where you can
get to it quickly. If you have special health care needs,
carefully read the sections that apply to you.

This Combined Evidence of Coverage and
Disclosure Form constitutes only a summary of
the health plan. The health plan contract must
be consulted to determine the exact terms and
conditions of coverage. You may review a copy of
the health plan contract on request.

Some of the words used in this booklet do not have
their usual meaning. Health care companies use these
words in a special way. Turn to page 50 to find words
that you are not used to, to see what they mean.

Molina Healthcare is here to serve you.

Call Molina Healthcare if you have questions or
concerns. Our helpful and friendly staff will be happy
to help you. We can help you choose a doctor, make
an appointment, or arrange for an interpreter. We
can also listen and respond to your questions (or
complaints!) about your benefits, Molina Healthcare,
your doctor, or any other Molina Healthcare services.

Call us toll-free at 1 (888) 665-4621 between 7:00

a.m. to 7:00 p.m. Monday through Friday. If you are
deaf or hard of hearing, call our dedicated TTY line
toll-free at 1 (800) 479-3310 or by dialing 711 for the
California Relay Service.

If you move from the address you had when you
enrolled with Molina Healthcare or change phone
numbers, please contact our Member Services
Department to update that information.

Sharing your updated address and phone number
with Molina Healthcare will help us get information
to you. This will allow us to send newsletters and
other materials, or to reach you by phone if we need
to contact you.

Please contact your Social Services case worker to
update this information.

ELIGIBILITY AND
ENROLLMENT

Who is eligible for Molina Healthcare?
You or your dependent child may enroll in Molina
Healthcare if:

1. You can get Medi-Cal benefits.

2. You live in one of the counties where Molina
Healthcare gives health care.

A dependent child may be:

« Your own child

« Your adopted child
« Your step-child

« Your foster child

« A child you support



How do I enroll in Molina Healthcare?

Your “county eligibility worker” can tell you if you
can get Medi-Cal benefits. If you can get Medi-

Cal benefits, you fill out an enrollment form.

The enrollment form comes from Health Care
Options. Health Care Options enrolls Medi-Cal
members into health plans. You can choose Molina
Healthcare from a list of health

plans. Then it takes up to forty-five (45) days before
you become a Molina Healthcare member.

How do I know if I am a Molina
Healthcare member?

You get a member identification (ID) card from

Molina Healthcare. Your ID card comes in the mail.

Your ID card lists your doctor’s name and phone
number. Carry your ID card with you at all times.
You must show your ID card every time you get
health care. If you lose your ID card, call Molina
Healthcare toll-free at 1 (888) 665-4621. We will be
happy to send you a new card.

What if | have a baby?

Your newborn baby is covered for the birth month
and for the month after birth under your Medi-
Cal. You must enroll your new baby in Molina
Healthcare for continued coverage.

To sign your new baby up for Molina Healthcare,
you must call your “eligibility worker” as soon as

possible after delivery to add your baby to Medi-Cal.

If you have any questions about enrolling your new
baby in Molina Healthcare, call Molina Healthcare
toll-free at 1 (888) 665-4621.

Program Transitions to Medi-Cal

If you have moved to Medi-Cal as a result of a
change in your Healthy Families Program (HFP)
coverage and you would like information about
your Medi-Cal services and benefits, call Member
Services at (888) 665-4621. They can tell you who
your doctor is or help you find a new doctor. They
can also answer your questions about Molina
Healthcare.

If you have been told you have to pay a premium,
you may visit your county office or call (800) 880-
5305 for more information.

If you have any questions about your Medi-Cal
eligibility, please call your Eligibility worker.

SUMMARY OF MAJOR
BENEFITS AND COVERAGE

This chart is intended to be used to help you
compare coverage benefits and is a summary only.
The evidence of coverage and plan contract should
be consulted for a detailed description of coverage
benefits and limitations. Some services are not
offered in all counties.

A service marked as “Two Plan Only” is for
members who live in Riverside or San Bernardino
counties. A service marked as “GMC Only” is for
members who live in Sacramento or San Diego
counties. If you have questions about a service, you
can call Molina Healthcare Member Services toll-
free at 1 (888) 665-4621.

All medical services covered below are provided at
no cost to eligible Medi-Cal program members.
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Introduction

Service Coverage

Deductibles and copayments
(Money some people have to pay to get a service)

You have no Co-payments or deductibles in Medi-Cal

Professional services
(General medical care provided by a licensed
medical person)

Shots (Immunizations), periodic health exams, vision exams
(by your PCP or an optometrist), hearing exams, prenatal/
postnatal care, pap smear including human papilloma virus
(HPV) screening test and vaccine, topical flouride varnish
(children under 6yrs, up to three (3) times in a twelve (12)
month period), routine diagnostic testing and lab services,
physician visits in a hospital, office visits, and allergy tests and
treatments.

Outpatient services
(Medical care services outside of the hospital)

Maternity care, diagnostic, therapeutic and surgical services
performed at a hospital or outpatient facility, use of operating
room, treatment room, ancillary services, surgically
implanted devices, and required drugs, radiation therapy,
chemotherapy, dialysis, x-ray, and laboratory services.
Physical therapy, occupational therapy, and speech therapy™.

Hospitalization services

Room and board, maternity and newborn care, use of
operating rooms and related ancillary charges, surgically
implanted devices, medically needed drugs, x-rays and lab
services, chemotherapy, and various diagnostic services.

Emergency health services

Emergency Room and Urgent Care Center services for

an illness or injury requiring immediate diagnosis and
treatment. No services are covered outside the United States,
except for emergency services requiring hospitalization in
Canada or Mexico.

Well-Baby care

Office visits, health examinations, shots (immunizations),
newborn hospital visits, and other office visits.

Ambulance services

Use of an ambulance in an emergency situation, or when
requested by your PCP to transfer you from one facility to
another.

Prescription drug coverage
(Your doctor may be able to get approval for a drug not on the
Molina Healthcare “Drug Formulary™)

¢ FDA approved drugs prescribed by a doctor that are listed in
our approved drug list or “Drug Formulary.”

e Drugs approved by Molina Healthcare’s committee of
pharmacists & doctors

e Drugs and devices for birth control.

For brand name or generic drugs:

¢ Up to a 30 day supply for brand name drugs and up to a 60
day supply for generic drugs through pharmacies with Molina
Healthcare.

Durable medical equipment
(Such as peak-flow meter, wheel chair, crutches etc...)

Equipment designed to serve a repeated medical purpose.
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Service Coverage

Home health services Health services provided by health care professionals. Long
term care is not covered.

Hospice care When elected by a terminally ill member.

Chiropractic* (GMC Counties only - With prior authorization, up to two (2) treatments per

limited to excepted members) calendar month

Acupuncture* (GMC Counties only - Acupuncture is covered when all other therapies have been

limited to excepted members) tried and failed.

*Please refer to Page 31-34 for a description of benefit limitations and applicable exceptions.

WHAT DO I DO FIRST? o Toll free number for prescription related

questions and the identifier for Molina

1. Look at your Molina Healthcare member ID Healthcare’s prescription benefit
card. Check that your name and date of birth are « Toll free number for hospitals’ to notify
correct. Your card will tell you the name of your Molina Healthcare of admissions for
doctor. This person is called your “primary care our members
doctor” or “PCP”. This is your main doctor. Your « Toll free number for emergency rooms to

notify Molina Healthcare of emergency room

ID card also contains the following information: R
admissions for our members

o Your name (Member)
o Your ID card is used by health care providers
« Your member Identification Number (ID#)

« Your date of Birth (DOB)

« Your primary care physician’s name (Provider)

such as your physician, pharmacist, hospital and
other health care providers to determine your
eligibility for services through Molina Healthcare.

« Your primary care physician’s office When accessing care you may be asked to present

phone number (Provider Phone) your ID card before services are provided.

« The name of the medical group your physician .
is associated with (Provider Group) 2. Molina Healthcare wants all new members
to see their primary care practitioner (PCP

 Molina Healthcare’s 24 hours Nurse Help P Y P (PCE)

Line toll-free number (Also known as a personal doctor) for an Initial

Health Assessment (IHA) to become involved

o The toll-free number to Nurse help Line
in their healthcare. This first meeting with

Spanish speaking members
your new doctor is important. This meeting
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helps you get to know your doctor and review or your child needs special care, your PCP will help
your health status. Your doctor will help you you get it. Your PCP and you work together to keep
to understand your medical needs. He or she you and your child healthy.

will inform you of ways to support staying
healthy. You should see your PCP for an IHA
within 120 days of becoming a member. or

If you want to know more about your PCP or other
Molina Healthcare doctors, call Molina Healthcare
Member Services toll-free at 1 (888) 665-4621. We can

within periodicity timelines established by the give you information about your doctor’s qualifications,

American Academy of Pediatrics (AAP) for ages h
such as
two and younger whichever is less.

It is important for you to be active in your »  medical school attended

healthcare by keeping your IHA and other « residency completed
appointments and being on time. If you are going

to be late or cannot keep your appointment, call ~ * board certification status
your doctor’s office.

languages your doctor speaks
Call your PCP and make an appointment for your

Initial Health Assessment. If you need to see a

specialist (for example, a heart doctor or cancer

doctor), your doctor will arrange it for you.

WHAT IS A PRIMARY
CARE DOCTOR?

(Primary Care Physician or “PCP”)

A PCP takes care of your health care needs. A PCP
knows you well. Call your PCP when you or your
child is sick and you do not know what to do. You do
not have to go to the emergency room unless you have
something that is so serious that your life is in danger.

You may think that you should not see your PCP
until you are sick. That is not true.

Get to know your PCP even when you are well. Go
for yearly check-ups to stay healthy. Go to your PCP
for check-ups, tests and test results, shots, and - of
course — when you are ill. Seeing your PCP for
check-ups allows problems to be found early. If you
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CHOOSING YOUR DOCTOR

(Choice of Physician and Providers)

To be covered, services must be given by

Molina Healthcare doctors, hospitals, specialists or
medical clinics that are assigned to you. Exceptions
include in the case of emergency services, out of area
urgent services, or those listed services that do not

need prior authorization found in the “What is a Prior
Authorization” section. Please see page 18 for exclusions
on the coverage of emergency services.

You can find the following in your provider
directory:

e names « accessibility of
o addresses provider office
« telephone numbers locations including
 languages spoken parking, restrooms,
o availability of service exam rooms, etc.

locations

The level of physical accessibility information of
provider offices is listed in our Provider Directories for:

e Basic Access o Limited Access

We also use the following Accessibility Indicator
symbols in our Provider Directories to further show
the areas of accessibility at a provider office:

P = Parking R = Restroom
EB = Exterior Building
IB = Interior Building

W = Waiting Room

E = Exam Room
T = Exam Table

S = Wheelchair
Weight Scale

You can also find whether or not a provider, including
doctors, hospitals, specialists, or medical clinics, is
accepting new patients in your Provider Directory.
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Our Provider Directory will help you get started
in making decisions about your health care. You
will find a listing of doctors and hospitals that are
available under Molina Healthcare’s health plan.
You will also learn some helpful tips on how to use
Molina Healthcare’s services and benefits.

How do I choose a primary care
doctor (PCP)?

It’s easy to choose a PCP. Simply use our Provider
Directory to select from a list of doctors. You may
want to choose one doctor who will see your whole
family. Or, you may want to choose one doctor for
yourself and another one for your family members.
Your Provider Directory was included in the
materials you got from Molina Healthcare. If you
did not get a Provider Directory please call Molina
Healthcare toll-free at 1 (888) 665-4621.

Your PCP knows you well and takes care of all your
medical needs. Choose a PCP as soon as you can.

It is important that you choose a PCP that you feel
comfortable with.

Call and schedule your first visit to get to know

your PCP. If you need help making an appointment, call
Molina Healthcare toll-free at 1 (888) 665-4621. Molina
Healthcare can also help you find a PCP that is best

for you. Tell us what is important to you in choosing

a PCP. We are happy to help you. Call the Member
Services Department if you want more information
about your Molina Healthcare doctor.

What if | don’t choose a primary
care doctor?

Molina Healthcare asks that you select a primary
care provider within 30 days of joining Molina
Healthcare. However, if you don’t choose a PCP,
Molina Healthcare will choose one for you.



CHANGING YOUR DOCTOR

What if | want to change my primary
care doctor?

You can change your PCP at anytime. All changes
completed by the 25th of the month will be in effect
on the first day of the following calendar month.
Any changes on or after the 26th of the month will
be in effect on the first day of the second calendar
month. But first visit your doctor. Get to know your
PCP before changing. Having a good relationship
with your PCP is important to your health care. Call
the Member Services Department if you want more
information about your Molina Healthcare doctor.

Can my doctor request that | change to a
different primary care doctor?

Your doctor may request that you be changed to
a different PCP for any of the following reasons:
« You are not following medical instructions
(Non-compliant behavior)
« You are being abusive, threatening or have
violent behavior
« Doctor-patient relationship breakdown

How do | change my primary
care doctor?

Call Molina Healthcare toll-free at 1 (888) 665-4621,
Monday through Friday, 7:00 a.m. to 7:00 p.m. You
may also visit Molina Healthcare’s website at www.
MolinaHealthcare.com to view our online list of
doctors. Let us help you make the change.

Sometimes you may not be able to get the PCP you
want. This may happen because:
« The PCP is no longer with Molina Healthcare.
o The PCP already has all the patients he or she
can take care of right now.
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What if my doctor or hospital is no
longer with Molina Healthcare?

If your doctor (PCP or specialist) or a hospital near
where you live is no longer with Molina Healthcare,
we will send you a letter to let you know. The letter
will tell you how the change affects you.

If your PCP is no longer with Molina Healthcare, the
letter will tell you who your new doctor is. If you
want a different doctor, you can choose one. Our
Molina Healthcare Member Services staff can help
you make a choice.

If you are undergoing Special Treatment and your
doctor or the hospital that you were getting
Special Treatment from is no longer with Molina
Healthcare, you may ask Molina Healthcare’s
permission to stay with the doctor or hospital you
are now seeing for continuity of care.

If you are a newly enrolled member undergoing
Special Treatment and your existing doctor or the
hospital you were getting Special Treatment from is

not associated with Molina Healthcare, you may ask
Molina Healthcare’s permission to stay with the doctor
or hospital you are now seeing for continuity of care.

Special Treatment means you are getting
medical treatment with a doctor or hospital
for one of these reasons:

« You have a serious chronic condition. “Serious
Chronic Condition” means a medical condition
due to a disease, illness, or other medical
problem or disorder that is serious in nature,
and that does either of the following:

o Persists without full cure or worsens
over an extended period of time.

 Requires ongoing treatment to maintain
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Accessing Care

remission or prevent getting worse.

If you have a Serious Chronic Condition,
you may stay with the doctor or hospital
for up to 12 months.

« You are pregnant. You may stay with the doctor
or hospital for the length of your pregnancy.

« You have had an acute condition. “Acute
Condition” means a medical condition that
involves a sudden onset of symptoms due to an
illness, injury, or other medical problem that
requires prompt medical attention and that has a
limited duration. You may stay with the doctor
or hospital for the length of the acute condition.

* Your child is a newborn or child up to age 36
months. Your child may stay with the doctor or
hospital for up to 12 months.

* You have a terminal illness. You may stay
with the doctor or hospital for the length of
the illness.

« You have received authorization for a surgery or
other procedure to be performed within 180 days
of the date your doctor or hospital will no longer
be with Molina Healthcare or within 180 days of
your enrollment with Molina Healthcare.

Eligibility is not based strictly upon the name of
your condition.

Your doctor or the hospital may not agree to
continue to provide you services. If that happens,
Molina Healthcare will assign you to a new doctor
or send you to a new hospital for care.

If you want to request that you stay with the same
doctor or hospital, call Molina Healthcare Member
Services toll-free at 1 (888) 665-4621. If you are deaf
or hard of hearing, call our dedicated TTY line toll-
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free at 1 (800) 479-3310 or dial 711 for the California
Relay Service. You can also ask for a copy of Molina
Healthcare’s policy that talks about staying with a
doctor or hospital.

If you have been getting care from a doctor or
hospital, you may have a right to keep the same
doctor or get care at the same hospital for a given
time period. Please contact Molina Healthcare’s
Member Services Department. If you have further
questions, you are encouraged to contact the
Department of Managed Health Care, which
protects HMO consumers, at its toll-free number, 1
(888) HMO-2219 {1 (888) 466-2219} or TDD number
for the deaf or hard of hearing toll-free, at 1 (877)
688-9891, or online at www.hmohelp.ca.gov.

Please note that you do not qualify for this temporary
continuity of care coverage if you were offered an
open network option or the option to continue with
your previous health plan, and instead you chose to
change to Molina Healthcare Health plan.

Notification to Members. If you are assigned to

a PCP or hospital that is ending a contract with
Molina Healthcare , then Molina Healthcare will
provide you 60 days advance written notice of such
a contract ending between Molina Healthcare and
PCP or acute care hospital.

HOW DO | GET MEDICAL
SERVICES THROUGH MOLINA
HEALTHCARE?

(Choice of Doctors and Providers; Facilities)

Please read the following information so you will
know from whom or what group of providers’ health
care services may be obtained.



Your Provider Directory was included in the materials you received from Molina Healthcare. This is a list of the

PCPs and hospitals that are available to you as a member of Molina Healthcare. We will mail you a new copy of

the list seven (7) calendar days after enrollment and annually thereafter. You may also visit Molina Healthcare’s

website at www.MolinaHealthcare.com to view our online list of doctors.

The first person you should call for any healthcare is your Primary Care Provider (PCP).

If you must get hospital or similar services, you must go to a facility that is with Molina Healthcare. For

more information about which facilities are with Molina Healthcare, call Molina Healthcare toll-free at 1

(888) 665-4621. We can also tell you where our facilities are located, and when they are open. You may get

emergency or out of area urgent care services in any Emergency Room. No services are covered outside the

United States, except for emergency services requiring hospitalization in Canada or Mexico.

Here is a chart to help you learn where to go for medical services. The services you may need are listed in the boxes

on the left. Find the service you need, look in the box just to the right of it and you will find out where to go.

Type of help you need Where to go. Who to call.

Emergency care

Emergency services are health services needed to evaluate
or stabilize an Emergency Medical Condition, which if not
immediately treated could result in serious injury or death.
Emergencies may involve, but are not limited to:

« Hard to breathe

« Seizures (convulsions)

« Unusual or excessive bleeding

« Unconscious

« Severe pain

 Might have been poisoned

« Overdose

 Might have broken bones

« Shock or diabetic shock

Call 911 or go to the nearest emergency room. Even when
you are outside of Molina Healthcare’s network, please call
911 or go to the nearest emergency room for emergency care.
No services are covered outside the United States, except for
emergency services requiring hospitalization in Canada or
Mexico.

Urgent care

Health services that cannot be delayed in order to prevent
serious deterioration of health from an unforeseen condition
or injury. Urgent care services may include, but are not
limited to:

o Cold or sore throat

« Ear pain / earache

Call your PCP or Molina Healthcare’s 24-Hour Nurse Advice
Line toll-free at 1 (888) 275-8750 for directions. For out-of-
area urgent care services you may also call 911 or go to the
nearest emergency room. No services are covered outside

the United States, except for emergency services requiring
hospitalization in Canada or Mexico.

A physical exam, wellness visit
or immunizations

Go to your PCP

Treatment for an illness or injury that is not
an emergency

Go to your PCP

Family planning services, such as:
« Pregnancy tests

« Birth control

« Sterilization

Any qualified provider of your choice. You do not need a prior
authorization to get these services.
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Accessing Care

Type of help you need Where to go. Who to call.

Tests and treatment for Sexually Transmitted Diseases
(STDs)

Any qualified provider of your choice. You do not need a prior
authorization to get these services.

To see an OB/GYN (woman’s doctor).

Women may go to any OB/GYN in their PCP’s network and
obtain out-of-plan Certified Nurse Midwife (CNM) services
without a prior authorization. Ask your doctor or call Molina
Healthcare Member Services if you do not know an OB/GYN
or CNM in your PCP’s network.

To see a specialist (for example, cancer or heart doctor)

Go to your PCP first. Your doctor will give you an approval
if needed.(except for emergent and out of area urgent care
services)

To have surgery

Go to your PCP first. Your doctor will give you an approval
if needed. (except for emergent and out of area urgent care
services)

To have a second opinion

Go to your PCP first. Your doctor will give you an approval to
a different doctor.

After-hours care

Call your PCP for an approval to an after-hours clinic or other
appropriate care center. You can also call Molina Healthcare’s
Nurse Advice Line toll-free at 1 (888) 275-8750. You also have
the right to interpreter services at no cost to you to help in
getting after hours care. Call toll-free at 1 (888) 665-4621.

24-Hour Nurse Advice Line

If you have questions or concerns about you or your family’s health, call our 24-Hour Nurse Advice Line
toll-free at 1 (888) 275-8750 or if you are deaf or hard of hearing access Nurse Advice with the California
Relay Service by dialing 711. The Nurse Advice Line is staffed by Registered Nurses. They are open 24 hours

a day, 365 days a year.

Our doctor’s office should give you an appointment for the listed visits in this time frame:

APPO C PDE

For PCP’s

Urgent care appointments

Within 24 hours of the appointment request

Routine or non-urgent care appointments

Within 4 working days of the appointment request

Well-child preventive care appointments

Within 7 working days of the appointment request

Adult preventive care appointments

Within 20 working days of the appointment request

Non-urgent care with a non-physician behavioral
health care provider appointments

Within 10 working days of the appointment request

Appointment Type For SCPs

When you should get the appointment

Urgent care appointments

Within 24 hours of the appointment request

Routine or non-urgent care appointments

Within 10 working days of the appointment request
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WHAT IS A PRIOR
AUTHORIZATION?

“Prior Authorization” is a request for service from
your doctor. Molina Healthcare’s Medical Directors
and your doctor review the medical necessity of
your care before the care or service is given to
ensure it is appropriate for your specific condition.

You do not need a Prior Authorization for the
services below:

« Emergency or Urgent Care Services

« Nurse midwife services

» Female members may self-refer to an OB/GYN
who is in their PCP’s network.

« Family Planning Services

o HIV Testing & Counseling

» Minor Consent Services

o Sexually transmitted diseases

The examples listed below are services that you
must have a a Prior Authorization approval for
(except for emergent and urgent care services):

o All Inpatient Admissions

« Cardiac and Pulmonary Rehabilitation

« Certain high dollar injectable drugs and
medications not listed on the Molina Drug
Formulary)

 Chiropractic Services (GMC Counties only -
limited to excepted members)

« Cosmetic, Plastic and Reconstructive
Procedures

» Dental General Anesthesia for dental
restorations in members 7 years old or older

« Dialysis - Notification only

« Diapers, Incontinence products

« Dermatology Procedures

o Durable Medical Equipment that costs more
than $500

o All customized Orthotics / Prosthetics and
braces (for example special braces, shoes or
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shoe supports) wheelchairs ( for example
manual, electric or scooters) and hearing aids

o Enteral Formulas and Nutritional Supplements
and related Supplies

« Experimental and Investigational Procedures

» Genetic Counseling and Testing not related to
pregnancy

« Home Health Care

« Home Infusion

o Hospice Inpatient Care

« Imaging (special testing such as CR, MRI,
MRA, Cardiac Scan and Pet Scan)

» Neuropsychological Testing and Therapy

« Outpatient rehabilitation services (Physical,
Occupational and Speech Therapy)

« Office Based Podiatry (foot) Surgery

« Outpatient Hospital / Ambulatory Surgery
Center Procedures subject to exceptions*

« Pain Management Services and Procedures

o Sleep Studies

o Transplant evaluation and related services

» Transportation (non-emergent medically
necessary ground and air ambulance, for example
— Medi-Van, Wheel Chair Van, Ambulance, etc.)

«  Wound Therapy (including Wound Vacs and
Hyperbaric Wound Therapy)
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*Call Molina Healthcare Member Services at
1 (888) 665-4621 if you need to verify if your
service needs Prior Authorization or not.

If you do not get an approval before services are
done, you may have to pay for the service.

Approvals are given based on medical need. If

you have questions about how a certain service is
approved, call Molina Healthcare toll-free at 1 (888)
665-4621. If you are deaf or hard of hearing, call
our dedicated TTY line toll-free at 1 (800) 479-3310
or dial 711 for the California Relay Service. We will
be happy to send you a general explanation of how
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that type of decision is made or send you a general
explanation of the overall approval process if you
request it. Routine prior authorization requests will
be processed in five (5) business days from receipt
of all information and no longer than fourteen

(14) days from the receipt of the request. Medical
conditions that may cause a serious threat to your
health are processed within seventy-two (72)

hours from receipt. Molina Healthcare processes
requests for urgent specialty services immediately
by telephone. Prior Authorizations can be processed
more quickly when medically needed.

Molina Healthcare does not reward doctors for

not giving approvals or penalize them for giving
approvals. We do not give bonuses or other financial
gifts to our doctors that encourage them to give you
less care than you need.

If a service is not medically necessary or is not a
covered benefit, request for the service may be denied.
You will get a letter telling you why it was denied. You
or your doctor may appeal the decision. The denial
letter will tell you how to appeal. These instructions
are also noted on pages 43-44 of this handbook.

Standing Approvals

If you have a condition or disease that requires
specialized medical care over a prolonged period

of time, you may need a standing approval. If you
receive a standing approval to a specialist, you will
not need to get authorization every time you see
that specialist. Also, if your condition or disease is
life threatening, worsening, or disabling, you may
need to receive a standing approval to a specialist or
specialty care center. They have the expertise to treat
the condition or disease. To get a standing approval,
call your primary care provider. Your primary

care provider will work with Molina Healthcare’s
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physicians and specialists to ensure you receive a
treatment plan based on your medical needs. If

you have any difficulty getting a standing approval,
call Molina Healthcare toll-free at 1 (888) 665-4621
or call our dedicated TTY for the deaf or hard of
hearing toll-free at 1 (800) 479-3310 or dial 711 for
the California Relay Service. If, after calling the plan,
you feel your needs have not been met, please refer to
Molina Healthcare’s complaint process on page 43.

Second opinions

You or your PCP may want another doctor to
review your condition. This doctor looks at your
medical record and may see you. This new doctor may
suggest a plan of care. This is called a second

opinion. If you ask for a second opinion, Molina
Healthcare will let you know in one day if the
second opinion was approved. Whenever possible,
you will get the second opinion within seventy-two
(72) hours.

If Molina Healthcare approves the second opinion,
you will get an appointment to see another doctor
who can treat your health condition. Molina
Healthcare will arrange for you to see a doctor
outside of Molina Healthcare, if a qualified doctor
within the plan cannot give you a second opinion.

If Molina Healthcare denies the second opinion, you
will get a letter from us telling you why it was denied.
You or your doctor may appeal the decision. The letter
from Molina Healthcare will tell you how to appeal.

Here are some, but not all the reasons why you may
get a second opinion:

* Your symptoms are complex or confusing. Your
doctor is not sure the diagnosis is correct.

« You have followed the doctor’s plan of care for a
while and your health has not improved.



* You are not sure that you need surgery or think
you need surgery.

* You do not agree with what your doctor thinks
is your problem. You do not agree with your
doctor’s plan of care.

« Your doctor has not answered your concerns
about your diagnosis or plan of care.

You and your doctor will get a written report of
the second opinion. The second doctor will write a
report of what he or she finds.

EMERGENCY AND URGENT
CARE SERVICES

How do I get emergency care?

Emergency care is available twenty-four (24) hours
a day, seven (7) days a week for Molina Healthcare
members.

What is an emergency?

Emergency health care services are health services
needed to evaluate or stabilize an Emergency
Medical Condition, which is a medical or
psychiatric medical condition having acute

and severe symptoms (including severe pain) If
immediate medical attention is not received, it could
result in any of the following:

o Placing the patient’s health in serious danger.
o Serious damage to bodily functions.
« Serious dysfunction of any bodily organ or part.

Emergency health care also includes emergency
contraceptive drug therapy.
Turn to page 25 for more information.

Emergency health care includes Urgent Care
services that cannot be delayed in order to prevent
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serious deterioration of health from an unforeseen
condition or injury.

If you think you have an emergency:
o Call 911 right away.

« Go to the closest hospital or emergency room.

When you go for emergency care (ER), carry your
Molina Healthcare Member ID card.

d1e) 3ulIssaddy

If you are not sure if you need emergency care, call
your PCP. Or call our 24-Hour Nurse Advice Line
toll-free at 1 (888) 275-8750. The Nurse Advice Line
is staffed by Registered Nurses (RNs). You can call
the Nurse Advice Line 24 hours a day, 365 days

a year. If you are deaf or hard of hearing please use

California Relay Service by dialing 711.

Hospital emergency rooms are only for real
emergencies. These are not good places to get non-
emergency care. They are often very busy and must
care first for those whose lives are in danger. Please do
not go to a hospital emergency room if your condition
is not an emergency.

If you need medical help after hours, but it is not an
emergency, call your PCP. Call our 24-Hour Nurse
Advice Line toll-free at 1 (888) 275-8750. They can
help you at any hour of the day or night.

Please call Molina Healthcare as soon as you can
when you get emergency care.

Call us toll-free at 1 (888) 665-4621. If you are deaf
or hard of hearing, call our dedicated TTY line toll-
free at 1 (800) 479-3310 or dial 711 for the California
Relay Service.

o Tell us if you called 911 or

o Tell us if you accessed emergency care.

You may ask the hospital or emergency room staff to
call Molina Healthcare for you.
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What if I'm away from Molina
Healthcare’s service areas and | need
emergency care?

Go to the nearest emergency room for care. Please
contact Molina Healthcare within 24 hours or when
medically reasonable of getting urgent or emergency
care. Call toll-free at 1 (888) 665-4621. If you are
deaf or hard of hearing, call our dedicated TTY

line toll-free at 1 (800) 479-3310. When you are
away from Molina Healthcare’s service area, only
urgent or emergency care is covered. No services
are covered outside the United States, except for
emergency services requiring hospitalization in
Canada or Mexico.

After-hours or urgent care

Urgent Care services are available when you are
within or outside of Molina Healthcare’s Service
Area. However, no services are covered outside
the United States, except for emergency services
requiring hospitalization in Canada or Mexico.
Urgent Care Services are those services needed
to prevent the worsening of one’s health from an
unforeseen medical condition or injury. You have
the right to interpreter services at no cost to you to
help in getting after hours care. Call toll-free at 1
(888) 665-4621.

Sometimes you or your child gets ill after hours. If
you can, wait until the next day when the doctor’s
office is open, you can also call our Nurse Advice
Line toll-free at 1 (888) 275-8750. Our nurses can help
you any time of the day or night. They will tell you
what to do or where to go to be seen. You can also
ask your PCP the name of the urgent care center
that you are to use in these cases. It is best to find
out ahead of time. Ask your doctor the name of the
urgent care center and the name of the hospital that
you are to use.

COMPLEX CASE
MANAGEMENT

Living with health problems and dealing with the
things to manage those problems can be hard.
Molina Healthcare has a program that can help.
The Complex Case Management program is for
members with difficult health problems that need
extra help with their health care needs.

The program allows you to talk with a nurse about
your health problems. The nurse can help you learn
about those problems and teach you how to better
manage them. The nurse may also work with your
tamily or caregiver and provider to make sure you
get the care you need. There are several ways you
can be referred for this program. There are also
certain requirements that you must meet. This
program is voluntary. You can choose to be removed
from the program at any time.

If you would like information about this program,
please call Member Services. The phone number is
listed on the back of your ID Card.

PREGNANCY

What if | am pregnant?

If you think you are pregnant—or as soon as you know
you are pregnant—please call for an appointment to
begin your prenatal care. Early care is very important
for you and your baby’s health and well being.

You may choose any of the following for your
prenatal care:
« Licensed Obstetrician/Gynecologist
(OB/GYN)
« Certified Nurse Midwife (CNM)
o Nurse Practitioner (trained in women’s health)



You can make an appointment for prenatal care
without seeing your PCP first. You must pick an
OB/GYN, Nurse Practitioner or Nurse Midwife
trom your PCP’s network. You also have the right to
obtain out-of-plan Certified Nurse Midwife services.
If you need help choosing an OB/GYN or if you have
any questions, call Molina Healthcare toll-free at 1
(888) 665-4621, Monday through Friday from 7:00
a.m. to 7:00 p.m. We will be happy to assist you.

Molina Healthcare offers a special program called
Motherhood Matters to our pregnant members. This
program provides important information about diet,
exercise and other topics related to your pregnancy.
For more information, call the Motherhood Matters
Program toll-free at 1 (877) 665-4628, Monday
through Friday, 8:30 a.m. to 5:30 p.m.

MORAL OBJECTION

Some hospitals and providers may not provide some
of the services that may be covered under your plan
contract that you or your family member might
need: family planning, birth control, including
emergency contraception, sterilization, including
tubal ligation at the time of labor and delivery, or
abortion. You should obtain more information
before you enroll. Call your doctor, medical group,
or clinic, or call Member Services toll-free at 1 (888)
665-4621 to make sure that you can get the health
care services that you need.

ADVANCE DIRECTIVE

An Advance Directive is a form that tells medical
providers what kind of care you want if you cannot

speak for yourself. An Advance Directive is written
before you have an emergency. This is a way to keep
other people from making important health decisions
for you if you are not well enough to make your own.
A “Durable Power of Attorney for Health Care” or
“Natural Death Act Declaration” are

types of Advance Directives. You have the right to
complete an Advance Directive. Your PCP can answer
questions about Advance Directives.

You may call Molina Healthcare to get information
regarding State law on Advance Directives, and
changes to Advance Directive laws. Molina
Healthcare updates advanced directive information
no later than ninety (90) calendar days after
receiving notice of changes to State laws.

For more information call Molina Healthcare’s
Member Services toll-free at 1 (888) 665-4621. If you
are deaf or hard of hearing, call our dedicated TTY
line toll-free at 1 (800) 479-3310 or dial 711 for the
California Relay Service.
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Benefits

WHAT IS COVERED UNDER MY
PLAN?

This section tells you what medical services Molina
Healthcare covers. In order for a service to be
covered, it must be medically necessary. You have
the right to appeal. Turn to page 46 for information
on how you can have your case reviewed (see
Independent Medical Review).

Your care must not be experimental or part of a
study (investigational). However, you may ask to

be part of experimental or investigational care. Go
to page 47 for information. Molina Healthcare also
may cover routine medical costs for members in
cancer clinical trials. Go to page 28 to find out more.

Preventive Care and Services

Molina Healthcare wants you and your children to
stay healthy. Many health problems can be stopped
if they are found early. Other problems, like getting
measles, can be prevented.

Preventive Care for Children
and Adolescents

These preventive care services are covered and
recommended for all children and adolescents:
« Complete health history
o Physical exam including growth assessment
« Nutritional health assessment
« Vision screening
« Dental screening

« Topical Fluoride Varnish (for children under 6
years of age, up to three (3) times in a twelve (12)
month period)

» Hearing screening
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o Immunizations*

« Laboratory tests, including tests for anemia,
diabetes, cholesterol and urinary tract infections

o Tuberculosis (TB) screening
o Sickle cell trait screening, when appropriate
« Health education

» Meeting with the parent, guardian or
emancipated minor to talk about the meaning of
the exam

o Any service provided by the State of California’s
Child Health and Disability Prevention Program
(CHDP). Please contact your child’s PCP for
more information about these services.

« Lead blood level testing

Parents or legal guardians of members ages 6
months to 72 months are entitled to receive from
their PCP; oral or written anticipatory guidance
on lead exposure, This includes how children
can be harmed by exposure to lead, especially
lead-based paint. When your PCP does a blood
lead-screening test it is very important to follow-
up and get the blood test results.

Contact your PCP for additional questions.

o Child Health and Disability Prevention (CHDP)
Services

All Child Health and Disability Prevention
(CHDP) services from birth to age 21 are
covered, This includes all of the following:

 well child physical exams (including vision
and hearing screening in the PCP’s office)

« health and development history

 periodic physical examination

o developmental assessment

e immunizations



« nutritional assessment

o speech and hearing screening
 specific laboratory procedures
e vision screening

These services follow the current accepted
practice for Preventive Pediatric Health Care.
These have been adopted from the American
Academy of Pediatrics, the CHDP Program, the
U.S. Preventive Services Task Force, Advisory
Committee on Immunization Practices and the
American Academy of Family Physicians.

«Comprehensive Perinatal Services Program
(CPSP) Services

All Comprehensive Perinatal Services Program
(CPSP) services are covered. This includes:
perinatal, delivery and postpartum care,

health education, nutrition assessment and
psychological services. (See also Pregnancy and
Maternity Care)

«Early and Periodic Screening, Diagnostic, and
Treatment (EPSDT) Services

Early and Periodic Screening, Diagnostic, and
Treatment (EPSDT) services are covered for
members under the age of 21, including those
with special health care needs.

*If you take your child to your local health
department or the school has given your child any
shot(s), make sure to give a copy of the updated shot
record (immunization card) to your child’s PCP.

Preventive Care for Adults and Seniors

These preventive care services are covered and
recommended for all adults, including seniors:

 Medical history and physical exam

« Blood pressure check
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o Cholesterol check
o Breast exam for women (based on your age)
o Mammogram for women (based on your age)

« Pap smear for women (based on your age) and
health status including human papilloma virus
(HPV) screening test

« Tuberculosis (TB) screening

« Colorectal cancer screening (based on your age)

« Osteoporosis screening for women (based on
your age)

o Immunizations

o Laboratory tests for diagnosis and treatment
(including diabetes and STD’)

o Health education
o Family planning services

o Prenatal and postpartum care
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Maternity Care

Molina Healthcare covers these maternity services:

o Prenatal and postartum care
 Complications of pregnancy

o Alpha-Fetoprotein (AFP) screening, paid for by
the State of California

« Inpatient hospital care for forty-eight (48) hours
after a normal vaginal delivery or ninety-six (96)
hours following a delivery by Cesarean Section
(C-Section). Longer stays need to be authorized
by Molina Healthcare.

If your doctor, after talking with you, decides to
discharge you and your newborn before the 48 or 96
hour time period, Molina Healthcare will cover post
discharge services.

Molina Healthcare also offers a follow-up visit by
a nurse within forty-eight (48) hours of leaving the
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hospital. This visit includes parent education,
training in breast or bottle-feeding, and a visit with
the baby and mom to make sure you are doing okay.
The nurse will give you and the baby a physical
check-up as needed.

You and your doctor will decide whether the follow-up
visit will be at your home, at the hospital, or at your
doctor’s office. This will be decided after considering
your family’s transportation needs, and any other
important factors.

NOTE: Please work with your doctor to be sure that
your baby gets all necessary services.

FAMILY PLANNING

Family planning services are provided to Members
of childbearing age to help them determine the
number and spacing of children. These services
include all methods of birth control approved by
the Federal Food and Drug Administration. Asa
member, you pick a doctor who is located near you
to receive the services you need. Our Primary Care
Physicians and OB/GYN specialists are available
for family planning services. For family planning
services, you may also pick a doctor or clinic not
connected with Molina Healthcare. You can do

this without having to get permission from Molina
Healthcare. Molina Healthcare pays the doctor or
clinic for the family planning services you get. There
is no limitation on the family planning services
done outside of Molina Healthcare’s network.

Family planning services include:

« Health Education and counseling to help you
make informed choices and to understand birth
control methods.
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« Limited history and physical examination.

« Laboratory tests if medically indicated as part of
deciding what birth control methods you might
want to use.

« Prescription birth control supplies, devices, Birth
control pills, Depo-Provera.

« Follow-up care for any problems you may have
using birth control methods issued by the family
planning providers.

« Emergency birth control supplies when filled
by a contracting pharmacist, or by a non-
contracted provider, in the event of a medical
emergency.

« Voluntary sterilization services, including tubal
ligation (for females) and vasectomies (for males).

« Pregnancy testing and counseling

« Diagnosis and treatments of sexually
transmitted diseases (STDs) if
medically indicated.

« Screening, testing and counseling of at-risk
individuals for HIV, and referral
for treatment.

For information on Family Planning Services
available to you in your area, call the State
Department of Health Services, Office of Family
Planning, toll-free at 1 (800) 942-1054.

Note: Some hospitals and other providers may

not provide some of the family planning services
that may be covered under your plan contract.
These could include: family planning counseling,
and birth control services including emergency
contraception, sterilization (including tubal ligation
at the time of labor and delivery), or abortion. You
should get more information before you enroll.



Call your doctor, medical group, or clinic, or call
Member Services toll-free at 1 (888) 665-4621 to
make sure that you can get the health care services
that you need.

Pregnancy Terminations

Abortions are legal in California. Most abortions
are done in a few hours and you do not need to
stay in the hospital. If you do have to stay in the
hospital you need approval (prior authorization).
This approval is not for the abortion. The approval
is simply for the hospital stay. Abortion services
include the use of Mifepristone (Mifeprex),
commonly known as RU-486. Pregnancy
termination (abortion) services do not need to be
done within Molina Healthcare’s provider network.

Therapeutic Formulas

Therapeutic Formulas are special formulas for
babies/children who have food allergies and/or poor
health and who are not able to eat regular food.

This type of formula is covered by Molina
Healthcare when it is needed to prevent sickness and
promote normal growth.

Your doctor must give your baby/child an exam to
make sure that the special formula is needed. You
cannot get this formula from the Women, Infants
and Children Supplemental Nutrition Program
(WIC). Your doctor will send a request for the
formula to Molina Healthcare doctors to review.

Molina Healthcare doctors have a list of approved
special formulas and the supplies needed to give
them.

If in an emergency your baby needs a special
formula, your doctor may order the special formula
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and the supplies needed to give it. This can be done
before a request is approved by Molina Healthcare.

Enteral Nutrition Products

Molina Healthcare covers medically needed enteral
nutrition products that are given through a

feeding tube, for adult members 21 years of age or
older. Molina Health care does not cover products
taken by mouth for inborn errors of metabolism
and intestinal malabsorption diagnoses. For
members under the age of 21, Molina covers enteral
nutrition products even if they are not given
through a feeding tube.

Your doctor must give you an exam to make sure
that an enteral nutrition product is needed. You
cannot get enteral nutrition products from WIC.
Your doctor will send a request for the enteral
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nutrition product to Molina Healthcare doctors
to review. You must have approval from Molina
Healthcare before you can get enteral nutrition

products. Approval from Molina Healthcare for
enteral nutrition products is not needed in cases of
emergencies.

Hospital Care

You must have an approval to get hospital services.
However if you get services in a hospital or you are
admitted to the hospital for emergency or out-of-
area urgent care services, your hospital stay will
be covered. This happens even if you do not have
an approval. Please note however, that no services
are covered outside the United States, except for
emergency services requiring hospitalization in
Canada or Mexico. Covered hospital services
include:

» Room charges (in a room of two (2) or more)
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 Meals, including special diets which are abnormalities; trauma; infection; tumors; or
medically necessary disease. This surgery is needed to improve

« General nursing care, with special duty nursing function or create a normal appearance to the

as medically necessary extent possible

« Anesthesia, and general anesthesia and « Discharge planning, including the planning of

associated facility charges and outpatient continuing care

services in connection with dental procedures. *Please refer to Page 31-34 for a description of
This applies when the use of a hospital or benefit limitations and applicable exceptions.

surgery center is necessary because of your

medical condition or because of the severity of Prescription Drugs and Medications
the dental procedure. Prescription medications are covered when:

» Surgical procedures o They are ordered by your doctor or another

« Operating room, intensive care, cardiac care, doctor treating you or your child and the drug is
and recovery room listed on the Molina Drug Formulary

« Laboratory and x-ray services « They are ordered or given while you are in an

« Medications emergency room or hospital

o Chemotherapy o They are given while you are in a rest home,

o Treatment by x-ray, radium or other radioactive nursing home, or convalescent hospital and

they are ordered by a Plan Doctor for a covered
substance

o _ service and you got them through a pharmacy
o Administration of blood and blood products that is in the Molina Pharmacy Network.

» Hemodialysis (artificial kidney) « They are prescribed by a family planning doctor

« Physical therapy, occupational therapy, and or other provider whose services do not require
speech therapy* an approval.

 Mastectomies (removal of a breast), lymph When you have an emergency and need drugs,
node dissections (cut and/or removal), and Molina Healthcare will provide you with up to a 72
reconstructive surgery and/or prosthetic (artificial) ~ hour supply of the drug. This will give you time to
devices to restore symmetry (balance). The length fill your prescription. You have the right to submit

of stay in the hospital for mastectomies and lymph  a grievance if you do not get medically needed
node dissections will be determined by your doctor ~ medications after an emergency visit at one of

after talking with you. The length of stay will be Molina Healthcare’s contracted hospitals.

based on sound clinical principles and processes. o _
Prescriptions are covered through Molina

» Reconstructive surgery which is surgery Healthcare’s contracted pharmacies within

performed to correct or repair abnormal parts of  .ji i, Prescriptions are covered outside of

the body caused by birth defects; developmental . ctate of California (out of area) for emergency
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or urgent services only. Please see page 18 for
exclusions on the coverage of emergency services.

If you have trouble getting a prescription filled at
the pharmacy please do not pay for the prescription.
Call Molina Healthcare Member Services toll-free
at 1 (888) 665-4621 for assistance. If you are deaf or
hard of hearing, call our dedicated TTY line toll-free
at 1 (800) 479-3310 or contact us with the California
Relay Service by dialing 711.

If you need an interpreter to communicate with
the pharmacy about getting your medication, call
Molina Healthcare toll-free at 1 (888) 665-4621.
You may view a list of pharmacies on Molina
Healthcare’s website, www.MolinaHealthcare.com.

Generic Medications

Generic drugs have the same ingredients as brand
name drugs. To be FDA (government) approved the
generic drug must have the same active ingredient,
strength and dosage (formulation) as the brand
name drug. Companies making a generic drug have
to prove to the FDA that the drug works just as well
and is as safe as the brand name drug. If your doctor
orders a brand name drug and there is a generic
available, Molina Healthcare will cover the generic
medication. If your doctor says that you must have
the brand name drug instead of the generic, he/she
must submit a prior authorization request to Molina
Healthcare’s Pharmacy department.

Stop-Smoking Drugs

Molina Healthcare covers drugs to help you stop
smoking. You must also enroll in and complete a
certified stop-smoking program to get them. You
can learn more about your choices by calling Molina
Healthcare’s Health Education Department toll-free
at 1 (866) 472-9483, Monday through Friday. Your
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PCP helps you decide which stop-smoking drug is
best for you. You can get up to a three-month supply
of stop smoking medication.

Drug Formulary (Approved Drugs)

Molina Healthcare uses a list of approved drugs
that doctors can order for you. This is called a
“Drug Formulary.” The list is made up by a group
of doctors and pharmacists. They meet every three
(3) months to talk about the drugs that are in the
formulary. They review new drugs and changes

in health care, in order to find the most effective
drugs for different conditions. Drugs are added or
taken off the Drug Formulary based on changes in
medical practice, medical technology, and when
new drugs come on the market.

You can look at our Drug Formulary on our web
site at www.molinahealthcare.com. You may call
Molina Healthcare and ask about a drug. Call toll-
free 1 (888) 665-4621, Monday through Friday, 7:00
a.m. through 7:00 p.m. If you are deaf or hard of
hearing, call toll-free 1 (800) 479-3310 or dial 711 for
the California Relay Service. You can also ask us to
mail you a copy of the Drug Formulary. Remember
that just because a drug is on the Drug Formulary
does not guarantee that your doctor will prescribe it
for your particular medical condition.

Remember, that if your doctor orders you a drug
that is not listed on the Drug Formulary that he

or she feels is best for you, your doctor can ask

for it through Molina Healthcare’s Pharmacy
Department. Molina Healthcare will let your doctor
know within twenty-four (24) hours or one business
day. If the request is approved, we will contact your
doctor. We will send a letter to you and your doctor
stating why the drug was denied.

If you are taking a drug that is no longer on our
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Drug Formulary, your doctor can ask us to keep
covering it by sending us a prior authorization
request for the drug. The drug must be safe and
effective for your medical condition. Your doctor
must write your prescription for the usual amount of
the drug for you.

Birth Control Medications and Devices
(birth control choices)

Molina Healthcare covers all FDA-approved birth
control choices. Call Molina Healthcare’s Health
Education Department toll-free at 1 (866) 472-9483
if you want to learn more about your choices. Here
are some facts to consider:

« A doctor provides some methods such as Depo-
Provera injections.

« Or you can get a prescription from your doctor.
These may be for birth control pills or the
diaphragm.

« You can get emergency birth control (emergency
contraceptive drug therapy) from a pharmacy.
It is recommended that you see a doctor before
getting it, but it is not required. You must take
it within seventy-two (72) hours after - sexual
intercourse. This should be used if you did not
use a birth control method, or if you think you
used a method that did not work.

Prior Authorization Monthly
Prescription Process

Medicines (drugs) are an important part of health
care. They help you get well when you are sick. You
need to take drugs safely. You should talk to your
doctor to make sure that the drugs you take work
well and are safe together.

To be sure that your medicines are safe when taken
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together, Molina Healthcare needs your doctor to
request for you to take more than six (6) prescription
drugs per month. Your doctor will need to fill out a
form to approve more than six (6) in a month. This
will help your doctor make sure the drugs you take
make you healthy and do not cause any problems.

If you have HIV, AIDS, cancer, or have had a transplant
you will not need this request form. Molina will tell
your doctor if a form needs to be filled out for you.

If you have any questions about your drugs, please
ask your doctor. If you have any other questions,
call Molina Healthcare’s Member Services at 1 (888)
665-4621. If you are deaf or hard of hearing, call our
dedicated TTY line toll-free at 1 (888) 479-3310 or by
dialing 711 for the California Relay Service.

Pharmacy Home Program

Molina Healthcare wants to make sure that you
stay safe and healthy. This is why we created the
Pharmacy Home Program.

You may get a letter from Molina Healthcare if you
get a controlled substance at more than one drug
store. The purpose of this letter is to let you know

that you may become a candidate for the Pharmacy
Home Program.

If you get a prescribed controlled substance at more
than two (2) drug stores in a two (2) month period,
you may then be enrolled in the Pharmacy Home
Program. The Pharmacy Home Program will

allow you to choose a drug store to receive all non-
emergency drugs. The drug store that you choose will
provide your drugs for a twelve (12) month period.

You may request to change your selected drug store



if you move or change workplaces. You may request
to stop the Pharmacy Home Program if you qualify
to be excluded. You may also request to stop this
program at the end of the 12 month period.

If you have any questions about the Pharmacy Home
Program, please call Molina Healthcare’s Member
Services at 1 (888) 665-4621.

Physician services

These services are covered:

« Prevention, diagnosis, and treatment of illness
or injury

« Visits to the doctor’s office

« Routine pediatric and adult health exams

« Specialist consultations when referred by your
PCP (for example, a heart doctor or cancer doctor)

« Injections, allergy tests and treatments when
provided or referred by your PCP

« Physician care in or out of the hospital

« A variety of preventive care services, including
health education, consultations, CHDP program
examinations and well-child care

« If you are a female member, you may also choose
to see an Obstetrician/Gynecologist (OB/GYN)
in your PCP’s network for routine examinations
and prenatal care. You do not need an approval
from your PCP, but you may ask him or her to
recommend the name(s) of an OB/GYN for you.

Chiropractic* (Geographic Managed
Care Counties only

Sacramento & San Diego - limited to
excepted members)

You must have prior authorization (approval) for

chiropractic care. Chiropractic is for treatment of
the spine by means of manual manipulation, and is
limited to two (2) treatments per calendar month.
X-rays should be provided by your primary care
doctor prior to approval.

*Please refer to Page 31-34 for a description of benefit
limitations and applicable exceptions.

Acupuncture* ( GMC Counties only -
(Sacramento & San Diego) limited to
excepted members)

Acupuncture is covered when all other therapies have
been tried and failed.

*Please refer to Page 31-34 for a description of benefit
limitations and applicable exceptions.

Vision Services
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These vision services are covered by
Molina Healthcare:

« Routine eye exams by a physician or
an optometrist.

« Contact lenses when medically necessary
*Please refer to Page 31-34 for a description of benefit
limitations and applicable exceptions.

Laboratory, X-ray, and Prescribed Services

These services are covered when
medically necessary:

o Laboratory tests

o X-ray procedures

o Other medically necessary tests, such as
electrocardiograms (EKG) and electro-
encephalograms (EEG)

» Durable medical equipment, such as crutches



Benefits

and wheelchairs
o Allergy testing and treatment
« Audiology and hearing aids*
« Blood and blood plasma

« Prosthetic devices (e.g. artificial arms, legs,
hands)

o Circumcisions

« Physical therapy, occupational therapy, or
speech therapy*

« Podiatry (foot/feet) services*

» Mastectomies (removal of breast), lymph
node dissections (cut and/or remove), and
reconstructive surgery and/or prosthetic
(artificial) devices to restore symmetry (balance)

« Reconstructive surgery, meaning surgery
performed to correct or repair abnormal
structures of the body caused by birth defects,
developmental abnormalities, trauma, infection,
tumors, or disease to improve function or create
a normal appearance to the extent possible

« Medically accepted cancer screenings

o Screening, diagnosis, and treatment of breast
cancer

o Screening and treatment of Phenylketonuria
(PKU)

*Please refer to Page 31-34 for a description of
benefit limitations and applicable exceptions.

Cancer Clinical Trials

Molina Healthcare covers routine medical costs for
members participating in cancer clinical trials. You
will never be enrolled in a clinical trial without your

consent. To qualify for such coverage a member must:
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« Be diagnosed with cancer
« Be accepted into an approved clinical trial for cancer
o Be referred by a contracted Molina Healthcare doctor

« Received prior authorization or approval from
Molina Healthcare

Treatment provided must be approved by one of the
following: 1) the National Institute of Health, the Federal
Food and Drug Administration, the U.S. Department
of Defense, or the U.S. Department of Veterans Affairs,
or 2) involve a drug that is exempt under the federal
regulations from a new drug application.

All approvals and authorization requirements that
apply to routine care for members not in clinical trials
also apply to routine care for members in clinical
trials. Contact Molina Healthcare or your PCP for
further information.

Durable Medical Equipment (such as
crutches and wheelchairs)

o Durable medical equipment is covered when
medically necessary.

o Durable medical equipment is a physical
accessory designed to serve a repeated medical
purpose in your home. It is generally not useful
to you in the absence of illness or injury. It
does not include accessories primarily for your
comfort or convenience.

o If you need durable medical equipment, Molina
Healthcare will rent or purchase the equipment.

* You must have a prior authorization (approval)
to get durable medical equipment if the cost of
the equipment is greater than $500.

« Reasonable repairs, maintenance, delivery and
related supplies are also covered. You may be



responsible for repairs if they are due to misuse
or loss.

 Equipment must be provided through a vendor

that is contracted with Molina Healthcare.

Covered Equipment Includes (but is not
limited to):

« Oxygen and oxygen equipment
« Blood glucose monitors

« Apnea monitors

o Pulmoaides and related supplies

« Nebulizer machines, face masks, tubing, peak
flow meters and related supplies

« Spacer devices for metered dose inhalers

« Colostomy bags, urinary catheters and supplies.

Diabetic Equipment and Supplies

Molina Healthcare covers the following equipment
and supplies for the treatment of diabetes, when
medically necessary:

« Blood glucose monitors and blood glucose
testing strips

« Blood glucose monitors designed to assist
members with low vision or who are blind

o Insulin pumps and all related necessary supplies
» Ketone urine testing strips
o Lancets and lancet puncture devices

« Pen delivery systems for the administration of
insulin

« Podiatric devices to prevent or treat diabetes-
related foot problems

« Insulin syringes

« Visual aids, excluding eyewear, to assist those
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with low vision with the proper dosing of
insulin.

Transportation Services

Emergency Medical Transportation

Emergency transportation (ambulance), or
ambulance transport services provided through the
“911” emergency response system, will be covered
when medically necessary.

Non-Emergency Medical Transportation

Non-emergency medical transportation to medical
facilities is covered when your medical and physical
condition does not allow you to take regular means
of public or private transportation (car, bus, air, etc).
This requires that you also have a written prescription
from your doctor. Examples of non-emergency
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medical transportation include, but are not limited
to, litter vans and wheelchair accessible vans. You
must have prior approval for these services before the

services are given.

Non-Emergency Non-Medical
Transportation

Non-emergency non-medical transportation

is available if the member is recovering from
serious injury or medical procedure that prevents
them from driving to medical appointment. The
member must have no other form of transportation
available. The physician (Primary Care Physician or
Specialist confirms that the member requires non-
emergency non-medical transportation to and from
appointment on a specified date.

Non-Emergency non-medical transportation for
members to medical services can be supplied by a
passenger car, taxi cabs, or other forms of public/
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private transportation. Call at least (2-3) working
days before your appointment to arrange this
transportation.

If you need non-emergency non-medical
transportation, please call your PCP or Molina
Healthcare’s Member Services Department to see if
you qualify for these services. You must have approval
to get these services before the services are given.

Minor Consent Services (Services that do
not require a parent’s consent)

Under California law, members between the ages
of 12 years and 18 years can receive services for the
following reasons without permission from their
parent or guardian:

« Sexual assault, including rape

« HIV testing

o AIDS treatment

« Drug or alcohol abuse

» Pregnancy

o Abortion (pregnancy termination)

o Family planning

o Sexually transmitted diseases

« Outpatient mental health services under
certain circumstances.

If the member requests these services, it will remain
confidential between the provider and the member.
Information will not be shared with the parent or
guardian without the minor’s consent. As a member,
you pick a doctor who is located near you and who
will give you the services you need. Our Primary

Care Physicians and OB/GYN specialists are available

for these services. You may also pick a doctor or

clinic not connected with Molina Healthcare without

having to get permission from Molina Healthcare.

Molina Healthcare pays the doctor or clinic for
minor consent services. There are no limitations on
the minor consent services done outside of Molina
Healthcare’s network. For more information or call
Member Services toll-free at 1 (888) 665-4621.

Care in a Skilled Nursing Facility

Skilled nursing facility (SNF) services are covered
when medically necessary and referred by your PCP.
Covered SNF services include:

» Room and board

« Physician and nursing services

o Medications

o Injections
Care in a skilled nursing facility is covered for the
month of admission and the following month. You
will then be covered by Regular Medi-Cal (fee-for-
service program). You must have approval for these

services before the service begins. You will continue
to get care without interruption.

Home Health

These home health care services are covered when
medically necessary and referred by your PCP:

o Part-time skilled nursing services

o Nurse visits

o In-home medical care services

« Physical therapy, occupational therapy, or
speech therapy*

o Medical social services

« Home health aide services

o Medical supplies

 Necessary Medical appliances

You must have approval for these services before the
service begins.



*Please refer to Page 31-34 for a description of your child will no longer be eligible for CCS.
benefit limitations and applicable exceptions.

Community Based Adult Services (CBAS)

Hospice Care CBAS is a service you may qualify for if you have
If you are terminally ill, these services are covered: health problems that make it hard for you to take
care of yourself and you need extra help. If you

qualify to get CBAS, Molina Healthcare will send

you to the center that best meets your needs. If there

o A semi-private room in a hospice facility

« The services of a dietician

» Nursing care is no center in your county, Molina Healthcare will
 Medical social services make sure you get the services you need from other
¢ Home health aide and homemaker services prOViderS. At the CBAS center You can get diﬁerent

« Physician services services. They include:

o Drugs « Skilled nursing care

o Medical supplies and appliances « Social services

« Respite care for up to seven (7) days. Respite is o Meals EDU
short-term inpatient care provided in order to « Physical therapy c‘_:gh
give relief to a person caring for you « Speech therapy 5;'

« Counseling services for you and your family + Occupational therapy

« Development of a care plan for you

« Short term inpatient care CBAS centers also offer training and support to

Pain control your family and/or caregiver.

« Symptom management You may qualify for CBAS if:

» Physical therapy, occupational therapy, and « You used to get these services from an Adult

Day Health Care (ADHC) center and you were
approved to get CBAS

speech-language pathology. When provided for

the purpose of symptom control, or to enable

the patient to maintain activities of daily living )
« Your primary care doctor refers you for CBAS

and basic functional skills ]
and you are approved to get CBAS by Molina

The hospice benefit is for people who are diagnosed Healthcare

with a terminal illness (life expectancy of twelve « You are referred for CBAS by a hospital, skilled

(12) months or less). They can choose hospice care nursing facility or community agency and you

instead of the traditional services covered by the are approved to get CBAS by Molina Healthcare
plan. Please contact Molina Healthcare for .
further information. You must receive approval for Indian Health Services

all Inpatient Hospice Care Services. o ) ) ]
All eligible Native Americans have the right to

If your child has a terminal illness covered by California ~ receive medical services through Indian Health
Children’s Services (CCS) and you choose hospice care, Service facilities. You do not need an approval from
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your PCP. Molina Healthcare will pay the facilities
for covered services. You also have the right not to
enroll in a health plan, or disenroll from a health
plan without cause. If you need help locating an
Indian health clinic, please call Member Services
Department toll-free at 1 (888) 665-4621.

Federally Qualified Health Center

If you want to get care from a Federally Qualified

Health Center (FQHC), you can be assigned to an
FQHC that has a contract with Molina Healthcare
or you can get an approval from your PCP.

Third Party Injuries

If a third party (another person) injures you, Molina
Healthcare will arrange for Covered Services. DHCS
may seek to recover the cost of those services from
the third party. DHCS may require that you assist

in this regard. If you receive money from the third
party, you must pay DHCS for the value of any
services provided by Molina Healthcare.

Healing by Prayer or Spiritual Means
(Geographic Managed Care Counties
only-Sacramento & San Diego)

“Healing by prayer or spiritual means” is a covered
service when done by a Christian Science Practitioner.

WHAT IS NOT COVERED?

Exclusions

Molina Healthcare does not cover some services.
However, Molina Healthcare does not limit benefits
covered by Medi-Cal. If you need any of these
services, Medi-Cal may disenroll you from Molina
Healthcare. You will still get your Medi-Cal benefits,
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but from the Regular Medi-Cal (fee-for-service
program). Below is a list of those services. For
assistance with the Regular Medi-Cal (fee-for-
service program) eligibility or benefits, you may
contact the Department of Health Care Services
Medi-Cal Managed Care Ombudsman toll-free
at 1-888-452-8609. You may also contact Molina

Healthcare for help.

« Major Organ Transplants
Your doctor will decide if you need one. He or she
will then help you get the care you need from the
Regular Medi-Cal (fee-for-service program) or
the California Children Services Program (CCS).
Major organ transplants are:

» bone marrow transplants

» heart transplants

= liver transplants

= lung transplants

» heart/lung transplants

» liver/small bowel transplants
= small bowel transplants

If you need a kidney transplant, you may choose
to stay with Molina Healthcare.

o Long Term Care
Services to members who are hospitalized
for longer than the month of admission plus
the following month in a skilled nursing,
intermediate care, or long term care facility
are not covered by Molina Healthcare. These
services are covered under Regular Medi-Cal
(fee-for-service program). If you need long
term care, you will be disenrolled from Molina
Healthcare in order to get these services.

o Medi-Cal Home and Community Based
Waiver Programs
These services are provided by the Department



of Health Care Services and include In-Home services through county mental health programs
Operations, In-Home Medical Care, Skilled will continue to be covered)*

Nursing Facility, Model Waiver and AIDS Waiver. )
« Dental Services*

Services that are not Covered by Molina
Healthcare or Regular Medi-Cal

o Services outside the United States, except for

emergency services requiring hospitalization in
These services will not be provided by Molina Canada or Mexico.

Healthcare or Regular Medi-Cal (fee-for-service . .
5 ( *There are exceptions for the services not covered by

rogram): . . . .
program) Molina Healthcare or Medi-Cal which are noted with
«Experimental or investigational drug, device, or an asterisk. Please see the section titled “What are
procedures (unless approved) the exceptions?” on page 32 for further information.

 Cosmetic surgery, except when .
SETY, EXCEPT WS What are the Exceptions?
needed to repair trauma or disease-

related disfigurement The benefits and services noted with an asterisk will

_ . NOT change for Medi-Cal beneficiaries who are: =)

o Personal comfort and convenience items g
o Private duty nurses (except when medically « Under the age of 21; or %

necessary) « Living in a skilled nursing facility (Level A or B; @
« Elective circumcisions this includes subacute care facilities); or
o Acupuncture and chiropractic services for « Pregnant. (If you are pregnant, you can continue

GMC Counties (Sacramento & San Diego) only to receive pregnancy-related benefits and

- limited to excepted members* (this is not a services. You can also receive other benefits

benefit for any members in Two Plan Counties and services listed above to treat conditions

(Riverside/San Bernardino), no exceptions) that, if left untreated, might cause difficulties

. . for the pregnancy. This includes dental exams,
« Sports physicals required by school or .
) cleanings, and gum treatment. Dental and other
recreational sport . .
benefits and services may also be available up to

« Completing forms for disability, 60 days after the baby is born;) or
WIC, DMV
« Receiving benefits through the California

« Speech therapy services* Children’s Services program; or

« Podiatric Services* « Receiving benefits through a Program of All-

Inclusive Care for the Elderly.

* AUdiOI?gY S'ervices n'ot‘ P erformed/RresSribed by If you do not meet the above exceptions, you can
a physician in a physician office setting still receive the reduced benefits.

» Psychology services (psychiatry services, and all You can still receive some or all of the reduced
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benefits, and certain dental services if you are:

« Receiving the services through the Genetically
Handicapped Persons Program; or

« Receiving the benefits through the county
mental health program; or

o Receiving the benefits through the Medicare
Part B program; or

« Receiving the services directly from a physician.

You should contact your physician or dentist if you
have any questions about these changes.

There are some benefits and services that you can
still get if you do not meet the exceptions.

* You can receive the benefits and services noted
with an asterisk if an emergency condition
occurs and the benefit is required to treat the
emergency condition.

« Some medical and surgical services provided
by a dentist will continue to be covered. Check
with your dentist for more information.

» Some of the benefits and services noted with an
asterisk may be provided in:

= hospital outpatient departments and clinics
» Federally Qualified Health Centers
= Rural Health Clinics
» Indian Health Services
» through home health agencies
Check with your primary health care provider for
an approval.

« Some of the benefits and services noted with
an asterisk may be continued. This can happen
if you are 21 years of age and older and began
a course of treatment before you turned 21
(medically necessary benefits would be covered
for under continuity of care). Check with your
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PCP for more information.

« Some of the benefits and services noted with an
asterisk may be continued if you are undergoing
a course of treatment prior to July 1, 2009 that
extends past July 1 until such a time as the
course of treatment is completed.

« Your county health department may be able to
provide you some of the benefits and services no
longer covered by Medi-Cal.

« If you are age 21 or older, only speech therapy
services for the treatment of acute conditions for
trauma and stroke are available through Molina
Healthcare.

« If you are age 21 or older, only podiatric services
for diabetic members with peripheral neuropathy
(problems with the nerves usually in the hands and
feet) are available through Molina Healthcare.

You have the right to appeal a denial of any
requested services. Turn to page 46 for information
on an Independent Medical Review and page 47 for
information on an Independent Medical Review for
Denials of Experimental/Investigational Therapies.

WHAT MAY NOT BE
COVERED?

Limitations

Molina Healthcare may not cover other services.
You will remain a Molina Healthcare member,
but Regular Medi-Cal (fee-for-service program)
provides this care. We will help you get these
services if you need them:



o California Children’s Services (CCS) Your PCP does not provide the
The CCS program is a State program for following services:
children up to age 21 with special needs. It pays

. . . o Psychiatrist services
the cost of medical care for those special medical Y

needs. Some examples of special needs include: « Psychiatric inpatient hospital services
= Cleft lip or palate « Psychologist services
= paralysis « Specialty mental health services
" serious eye problems « Rehabilitative services
= HIV
= Cerebral Palsy « Marriage counseling services
»  Sickle Cell Disease o Family and child counseling services
= Cancer « Licensed clinical social worker services

Your PCP will help you apply for the program
. o p Y PPYY . prog . o Alcohol and Drug Treatment
it your child is eligible. CCS will let you know if _ « . .
o Molina Healthcare covers “crisis intervention

your child is accepted. o _
services” and hospital care for acute drug

.H ,if her alcohol
If your child is eligible for CCS care, your child overdose. However, | y0}1 need any'ot eracono
. . and drug treatment services, you will be referred
remains a Molina Healthcare member. Your

child will have a CCS doctor or doctors for the

sjiyouag

to the County alcohol and drug treatment

. This incl ification for alcohol
special needs. Your child’s Molina Healthcare program. This includes detoxification for alcoho

doctor gives all other medical care. This means or drugs.

your child will see the Molina Healthcare PCP « Dental Services

for all well child exams and shots. Molina Molina Healthcare does not provide your dental
Healthcare still provides your child with your services. Dental care may be covered by Regular
other health care. Medi-Cal. Your PCP will do a dental screening

and refer you to a dentist for dental care. Please
call Denti-Cal at 1 (800) 322-6384 for dental
related coverage and service questions.

You can learn more about the CCS Program by
calling Molina Healthcare

toll-free at 1 (888) 665-4621.

o Treatment of Tuberculosis (TB
o Mental Health (Health of your mind or feeling catme to_ ube cu‘os s (TB)
. Your PCP will tell you if you need care for
of well-being) ) ]
. . tuberculosis. If you need care, you will be sent to
Molina Healthcare does not cover hospital care

. . the local health department.
and most outpatient mental health care. Medi-

Cal fee-for-service or the County Mental Health « Women, Infants and Children (WIC)
Department provides these services. Your doctor Supplemental Food Program
may treat some mental health conditions (such o Local Education Agency Services

as depression). « Childhood Lead Poisoning Case Management
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Services
« Most HIV/AIDS and Psychotherapeutic drugs

« Prayer or spiritual healing services under
specific circumstances

If you are a Medi-Cal /Medicare Member, it is
important that you know that Medicare, not Medi-
Cal will pay for most of your prescription drugs. For
more information please contact Molina Healthcare
Member Services toll-free at 1 (888) 665-4621. If you
are deaf or hard of hearing, call Molina Healthcare’s
dedicated TTY line toll-free at 1 (800) 479-3310 or
dial 711 for the California Relay Service. You can also
call Medicare toll-free at 1 (800) MEDICARE. TTY
users call toll-free 1 (877) 486-2048. You can also visit
the Medicare website at www.Medicare.gov.

If you have any questions about your coverage,
please call Molina Healthcare toll-free at 1 (888) 665-
4621. If you are deaf or hard of hearing, call Molina
Healthcare’s dedicated TTY line toll-free at 1 (800)
479-3310. Or contact the Department of Health Care
Services, Medi-Cal Managed Care Ombudsman
Office toll-free at 1 (888) 452-8609.

WHEN WILL MY
MOLINA HEALTHCARE
MEMBERSHIP END?

(Termination of Benefits)

Your Membership with Molina
Healthcare Will Stop if:

« You are no longer eligible for Medi-Cal.

o You move out of Molina Healthcare’s service area.
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« You decide to end your membership and
disenroll from Molina Healthcare.

* You are incorrectly assigned to Molina
Healthcare by the Health Care Options (HCO)
Program. HCO is the group within DHCS who
is in charge of the Medi-Cal Choice Program.

If you move out of Molina Healthcare’s service area,
or you decide to end your membership with Molina
Healthcare, it takes fifteen (15) to forty-five (45) days
for your membership to end once you have notified
Health Care Options. If you are no longer eligible
for Medi-Cal, you will receive information from
your eligibility worker.

Molina Healthcare may request your
disenrollment if:

You allow someone else to use your Molina
Healthcare benefits or member ID card.

« You become abusive or violent and
threaten the safety of anyone who works with
Molina Healthcare.

« You prevent Molina Healthcare, or anyone
working with Molina Healthcare, to provide care
to you or other members.

« There is a breakdown in your relationship with
your doctor and Molina Healthcare does not have
another doctor for you to see. This may not apply
to members refusing medical care.

If Molina Healthcare requests for you to be
disenrolled, we will send you a letter letting you
know. At that time, you can appeal the request.
Molina Healthcare will let you know at least ten (10)
days before the disenrollment is effective.

If you claim that we ended your right to receive
covered services because of your health status
or requirements for health care services, you



may request a review. To request a review call the
Department of Managed Health Care by calling toll-
free at 1 (800) 400-0815. You may also call the Medi-
Cal Ombudsman toll-free at 1 (888) 452-8609 and
you may file a request for a Medi-Cal Fair Hearing
by calling toll-free 1 (800) 952-5253.

How Do I Disenroll from
Molina Healthcare?

You may request disenrollment from Molina
Healthcare without cause at any time. The
disenrollment would be subject to any restricted
disenrollment period.

To request a disenrollment application form, call
Health Care Options toll-free at 1 (800) 430-4263
(Spanish-speaking members can call 1 (800) 430-
3003). A disenrollment form will be mailed to

you. Disenrollment requests are reviewed by the
State for final determination. It will take fifteen
(15) to forty-five (45) days to process your request
before becoming effective. Your disenrollment
application form includes your anticipated effective
date of disenrollment. You must continue to
receive your medical care from your PCP until your
disenrollment is effective.

We want you to be happy with your health care. If
you decide to disenroll from Molina Healthcare,
please call Molina Healthcare toll-free at 1 (888)
665-4621. We want to know why you have decided to
change health plans.

How Do I Disenroll Quickly?

In some cases, you can ask for the disenrollment
process to be done more quickly. The following
Members can call Health Care Options toll-free at
1 (800) 430-4263 (Spanish-speaking Members can
call toll-free 1 (800) 430-3003). They will assist you
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with your disenrollment. Some reasons for a quick
disenrollment include:

« Children who receive services under the
Foster Care or Adoption Assistance Programs.

o Members with special health care needs, such
a major organs transplants, who receive these
services through fee-for-service Medi-Cal.

o Members of another health plan who were
enrolled in another Medi-Cal, Medicare or
commercial managed care plan.

» American Indians have the right to disenroll from
Molina Healthcare without cause at any time.

What about Transitional
Medi-Cal Coverage?

sjiyouag

You have the right to apply for Transitional Medi-
Cal (TMC) if you lose your cash aid due to higher
earnings. TMC is also known as “Medi-Cal for

working people.” TMC is only for principal wage
earners or caretaker relatives and their children who
lose their regular Medi-Cal benefits. This can happen
because of increased earnings from employment,
marriage, or a spouse returning to the home. If you
meet the requirements for TMC, you may continue no-
cost Medi-Cal coverage for up to twelve (12) months
continuously, for a total of twenty-four (24) months.

If you lose your current Medi-Cal eligibility, you
should ask your eligibility worker whether you
qualify for TMC right away. If you qualify for TMC,
you may continue your membership with Molina
Healthcare or the health plan of your choice.
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WHAT ARE MY RIGHTS
AND RESPONSIBILITIES AS
A MOLINA HEALTHCARE
MEMBER?

These rights and responsibilities are posted in

doctors’ offices and on the Molina Healthcare web
site: www.MolinaHealthcare.com.

Your Rights y

You have the right to:

« Be treated with respect and recognition of your
dignity by everyone who works with Molina
Healthcare.

« Get information about Molina Healthcare,
our providers, our doctors, our services and
members’ rights and responsibilities.

o Choose your “main” doctor from Molina
Healthcare’s network (This doctor is called your
primary care doctor or personal doctor).

« Be informed about your health. If you have an
illness, you have the right to be told about all
treatment options regardless of cost or benefit
coverage. You have the right to have all your
questions about your health answered.

« Help make decisions about your health care.
You have the right to refuse medical treatment.

« You have a right to Privacy. We keep your
medical records private.*

« See your medical record including the results of
your Initial Health Assessment (IHA). You also
have the right to get a copy of and correct, your g

medical record where legally ok *.

« Complain about Molina Healthcare or your
care. You can call, fax, e-mail or write to Molina
Healthcare Member Services.

» Appeal Molina Healthcare’s decisions. You have y

the right to have someone speak for you during
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your grievance.

Ask for a State Fair Hearing by calling toll-free

1 (800) 952-5253. You also have the right to get
information on how to get an expedited State
Fair hearing quickly.

Disenroll from Molina Healthcare (Leave the
Molina Healthcare Health Plan).

Ask for a second opinion about your

health condition.

Ask for someone outside Molina Healthcare to
look into therapies that are experimental or being
done as part of exploration.

Decide in advance how you want to be cared for in
case you have a life-threatening illness or injury.
Get interpreter services on a 24 hour basis at no
cost to help you talk with your doctor or us if you
prefer to speak a language other than English.
Not be asked to bring a minor, friend, or family
member with you to act as your interpreter.

Get information about Molina Healthcare,

your providers, or your health in the language
you prefer.

Ask for and get materials in other formats such
as, larger size print, audio and Braille upon
request and in a timely fashion appropriate for
the format being requested and in accordance
with state laws

Receive instructions on how you can view
online, or request a copy of, Molina Healthcare’s
non-proprietary clinical and administrative
policies and procedures.

Get a copy of Molina Healthcare’s list of
approved drugs (drug formulary) on request.
Submit a grievance if you do not get medically
needed medications after an emergency visit at
one of Molina Healthcare’s contracted hospitals.
Have access to family planning services, Federally
Qualified Health Centers, Indian Health Services



Facilities, sexually transmitted disease services,
and Emergency services outside of Molina
Healthcare’s network according to federal laws.

« Get minor consent services

« Not to be treated poorly by Molina Healthcare,
your doctors or the Department of Health Care
Services for acting on any of these rights.

» Make recommendations regarding
the organization’s member rights and
responsibilities policies.

« Be free from controls or isolation used to
pressure, punish or seek revenge.

« File a grievance or complaint if you believe
your linguistic needs were not met by Molina
Healthcare.

*Subject to State and Federal laws

Your Responsibilities
You have the responsibility to:

o Learn and ask questions about your health
benefits. If you have a question about your
benefits, call toll-free at 1 (888) 665-4621.

« Give information to your doctor, provider, or
Molina Healthcare that is needed to care for
you.

« Be active in decisions about your health care.

o Follow the care plans for you that you have
agreed on with your doctor(s).

« Build and keep a strong patient-doctor
relationship. Cooperate with your doctor and
staff. Keep appointments and be on time. If
you are going to be late or cannot keep your
appointment, call your doctor’s office.

« Give your Molina Healthcare and State card
when getting medical care. Do not give your
card to others. Let Molina Healthcare or the
State know about any fraud or wrongdoing.

« Understand your health problems and
participate in developing mutually agreed-upon
treatment goals as you are able.

Be Active In Your Healthcare
Plan Ahead
« Schedule your appointments at a good time for you
o Ask for your appointment at a time when the
office is least busy if you are worried about
waiting too long
« Keep a list of questions you want to ask your doctor
« Refill your prescription before you run out of
medicine
Make the Most of Doctor visits
o Ask your doctor questions
« Ask about possible side effects of any medication
prescribed
« Tell your doctor if you are drinking any teas or
taking herbs. Also tell your doctor about any
vitamins or over —-the-counter medications you
are using
Visiting Your Doctor When You are Sick
Try to give your doctor as much information as you can.
« Are you getting worse or are your symptoms
staying about the same?
« Have you taken anything?
If you would like more information, please call
Molina Healthcare Member Services Department
toll-free at 1 (888) 665-4621, Monday through
Friday, between 7:00 a.m. and 7:00 p.m.
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MOLINA HEALTHCARE IS
ALWAYS IMPROVING SERVICES

Molina Healthcare makes every effort to give you
the best health care possible. Molina Healthcare’s
formal process to make this happen is called the
“Quality Improvement Process.” Molina Healthcare
does many studies through the year. If we find areas
for improvement, we take steps that will result in
higher quality care and service.

If you would like to learn more about what we are
doing to improve, please call Molina Healthcare toll-
free at 1 (888) 665-4621 for more information.

MEMBER PARTICIPATION
COMMITTEE

We want to hear what you think about Molina
Healthcare. Molina Healthcare has formed the
Member Participation Committee to hear your
concerns.

The Committee is a group of people just like you
that meets once every three (3) months and tells us
how to improve. The Committee can review health
plan information and make suggestions to Molina
Healthcare’s Board of Directors. If you want to join
the Member Participation Committee, please call
Molina Healthcare toll-free at 1 (888) 665-4621,
Monday through Friday, 7:00 a.m. to 7:00 p.m. If
you are deaf or hard of hearing, call our dedicated
TTY line toll-free at 1 (800) 479-3310 or dial 711
for the California Relay Service. Join our Member
Participation Committee today!

YOUR HEALTHCARE PRIVACY

Your privacy is important to us. We respect and
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protect your privacy. Molina Healthcare uses and
shares your information to provide you with health
benefits.

Please read our Notice of Privacy Practices at

the front of this booklet. The Notice has more
information about your healthcare privacy rights
and how we use and share your Protected Health
Information (PHI).

PHI means health information that includes your
name, member number or other identifiers, and is
used or shared by Molina Healthcare.

NEW TECHNOLOGY

Molina Healthcare is always looking for ways to
take better care of our Members. That is why Molina
Healthcare has a process in place that looks at new
medical technology, drugs, and devices for possible

added benefits.

Our Medical Directors find new medical
procedures, treatment, drugs and devices when they
become available. They present research information
to the Utilization Management Committee where
physicians review the technology. Then they suggest
whether it can be added as a new treatment for
Molina Healthcare members.

For more information on new technology, please call
Molina Healthcare Member Services.

WHAT DO | HAVE TO PAY FOR?

You do not have to pay any co-payments or
deductibles for covered medical services. However,
you may have to pay for medical services when:



« You ask for and get medical services that are not
covered by Medi-Cal, such as cosmetic surgery.

« You ask for and get health care services from
a doctor or hospital that is not with Molina
Healthcare without getting an approval from
your PCP or Molina Healthcare that are not
Emergency or out of area Urgent Care services.

« You ask for and get health care services outside
the United States, except for emergency services
requiring hospitalization in Canada or Mexico.

If Molina Healthcare fails to pay a Molina Healthcare
provider for giving you covered services, you are

not responsible for paying the provider. California
State Law requires Molina Healthcare to put this
statement into all of its contracts with providers. This
is not true for providers who are not contracted with
Molina Healthcare. For information on how to file a
grievance if you receive a bill, please see below.

What if | have paid a medical bill or
prescription?

(Reimbursement Provisions)

If you have paid for a covered service or prescription
that was approved or does not require approval,
Molina Healthcare will pay you back. You will need
to mail or fax us a copy of the bill from the doctor,
hospital or pharmacy and a copy of your receipt.

If the bill is for a prescription, you will need to
include a copy of the prescription label. Mail this

information to Molina Healthcare Member Services.

The address is on the first page of this booklet.

After we receive your letter, we will respond to you
within thirty (30) days. If your claim is accepted,

we will mail you a check. If not, we will send you a
letter telling you why. If you do not agree with this,
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you may appeal by calling Molina Healthcare toll-
free at 1 (888) 665-4621, Monday through Friday,
7:00 a.m. to 7:00 p.m.

HOW DOES MOLINA
HEALTHCARE PAY FOR
MY CARE?

Molina Healthcare contracts with providers in
many ways. Other Molina Healthcare network
providers are paid a flat amount for each month
that you are assigned to their care, whether you see
the provider or not. There are also some providers
who are paid on a fee-for-service basis. This means
that they are paid for each procedure they perform.
Some providers may be offered incentives for giving
quality preventive care. Molina Healthcare does
not provide financial incentives for utilization
management decisions that could result in referral
denials or under-utilization. For more information
about how providers are paid, please call Molina
Healthcare’s Member Services Department toll-free
at 1 (888) 665-4621, Monday through Friday, 7:00
a.m. to 7:00 p.m. You may also call your provider’s
office, your provider’s medical group or IPA for this
information.

3DIAIDS

EDUCATION AND
INFORMATION ABOUT
HEALTH AND DISEASE

Molina Healthcare offers many tools to help keep

you and your family healthy. You may ask for
brochures on many topics such as:

« Eating healthy

o Preventive Service Guidelines



Services

(“Grow and Stay Healthy”)
« Reducing stress
« Starting an exercise program
 Choosing a birth control method
o Drug and alcohol use
» Weight management
 Asthma
« Diabetes
« Cholesterol management
« High blood pressure

We also offer programs to help you manage any current
health condition. This may include pregnancy, asthma,
stop smoking, weight management or diabetes. If you
want to learn about these programs, a Molina Care
Manager may contact you. You can also enroll in any of
these programs by calling the Molina Healthcare Health
Education Department at 1 (866) 472-9483, between
8:30 a.m. and 5:30 p.m., Monday through Friday.

INTERPRETER SERVICES

Do you speak a language other
than English?

Many people do not speak English or are not
comfortable speaking English. Please tell your
doctor’s office or call Molina Healthcare if you prefer
to speak a language other than English. Molina
Healthcare can help you find a doctor that speaks
your language or have an interpreter help you.

Molina Healthcare offers both telephonic and face-
to-face interpreter services to help you with:

« Making an appointment

« Talking with your doctor or nurse
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« Getting emergency care in a timely manner
« Filing a complaint or grievance
« Getting health education services

« Getting information from the pharmacist about
how to take your medicine (drugs)

o Asking for a face-to-face or telephone interpreter
to talk about of medical conditions and
treatment options

Tell your doctor or any one who works in his or her
office if you need an interpreter. You may also ask for
any of the documents that Molina Healthcare sends
you in your preferred written language. Members
who need information in a language other than
English or an accessible format (i.e. Braille, large
print, audio) can call Molina Healthcare’s Member
Services Department at 1 (888) 665-4621.

Molina’s Bridge2Access Program™

Access services for seniors and people with
disabilities. Health and wellness is the same for
persons with or without disabilities and activity
limitations. The Bridge2Access®™ program

is designed to improve access to health care
services. We will help you find a doctor that meets
your access needs. We will also provide a sign
language interpreter or information in Braille,
audio, large font or electronic formats at no cost

to you. Contact Member Services to coordinate
your access needs at 1 (888) 665-4621; TTY at
1(800) 479-3310 or use the California Relay Service
at 711. For more information look us up online

at www.molinahealthcare.com and click on the
Bridge2Access logo.



MOLINA HEALTHCAREFE’S
OMBUDSMAN/
BRIDGE2ACCESS
CONNECTIONS PROGRAM

If you are not getting the help you need, you

may also call the Ombudsman/Bridge2Access
Connections Program. You can call Molina
Healthcare’s Ombudsman/Bridge2 Access
Connections Program toll-free at 1 (877) 665-4627.
You may also write a letter to the Ombudsman/
Bridge2Access Connections Program. Send your
letter to this address:

Molina Healthcare

Ombudsman/Bridge2Access Connections

Program

200 Oceangate, Suite 100

Long Beach, CA 90802
A person from the Ombudsman/Bridge2Access
Connections Program will talk with you and give
you the help you need. Molina Healthcare wants to
give you the best customer service. This program
does not take the place of the grievance process.
Any problem with a Plan Provider or Molina
Healthcare will be handled as a grievance. The
Ombudsman/Bridge2 Access Connections Program
Program can help you get the answer to a question
or concern that you may not have received from
Member Services.

WHAT IF 1 HAVE A
COMPLAINT?

If you have a problem with any Molina Healthcare
services, we want to help fix them. You can call any
of the following toll-free for help:
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« Call Molina Healthcare toll-free at
1 (888) 665-4621, Monday through Friday, 7:00
a.m.- 7:00 p.m. Deaf or hard of hearing members
may call our toll-free TTY number at 1 (800)
479-3310. You may also contact us by calling the
California Relay Service at 711.

o Call the Medi-Cal Ombudsman toll-free at 1
(888) 452-8609.

o Call the California State Department of
Managed Health Care (DHMC) toll-free at 1
(888) HMO-2219 (1-888-466-2219) or TDD 1
(877) 688-9891.

o Call Health Care Options toll-free at 1 (800) 430-
4263 to change plans.

« File a request for a Medi-Cal Fair Hearing by
calling toll-free 1 (800) 952-5253 or TDD 1 (800)
952-8349.

See below for more details on how to get your
complaints resolved.

COMPLAINTS

Please call Member Services at Molina Healthcare
toll-free at 1 (888) 665-4621. If you are a deaf or hard
of hearing member, call our dedicated TTY line toll-
free at 1 (800) 479-3310. You may also send us your
problem or complaint in writing. Our address is:

Molina Healthcare
Grievance and Appeals Unit
200 Oceangate, Suite 100
Long Beach, California 90802

You may not always be happy with the care and
services given by your doctor. We want to know
about your problems and complaints. You may file a

CRIVVETS
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grievance in person, in writing, by e-mail, fax, TTY
or telephone. You may file a complaint (grievance),
in writing or verbally, directly with Molina
Healthcare or at any of our provider’s offices.

Grievance forms are in the office of each primary
care provider (doctor). These forms can also be
downloaded and printed from Molina’s website at www.
molinahealthcare.com/medicaid/members/ca/quality/
griev_form.html. You may also send us your problem
or complaint online. The website address is www.
molinahealthcare.com.

If you receive a Notice of Action from Molina
Healthcare, you have three (3) options for filing

a grievance. A Notice of Action is a formal letter
telling you that a medical service has been denied,
deferred, or modified.

+ You have ninety (90) days from the date on the
Notice of Action to file an appeal with Molina
Healthcare. You may file an appeal in person, in
writing, by e-mail, fax, TTY or telephone. We
will send you a letter acknowledging receipt of
your appeal within five (5) calendar days. All
levels of Molina Healthcare’s grievances and
appeal procedures will be completed in thirty
(30) calendar days.

« You may request a state fair hearing from the
Department of Social Services (DSS) within
ninety (90) days. Please see the State Fair
Hearing section in this Member Services Guide.

« You may request an Independent Medical
Review (IMR) from the Department of
Managed Health Care (DMHC). Please see the
Independent Medical Review section in this
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Member Services Guide.

You can also file a grievance that is not about a
Notice of Action. You must file your grievance
within one hundred eighty (180) days from the day
the incident or action occurred which caused you to
be unhappy.

If you are currently receiving a medical service that
was authorized by Molina Healthcare before, you
may continue to receive the same medical service
while the grievance or appeal is being resolved.

In case you wish to use the services of the California
Department of Health Care Services (DHCS) to
address your concerns, complaints, or grievances,
you can call the Medi-Cal Managed Care
Ombudsman Programs at 1-888-452-8609, Monday
through Friday, between 8:00 a.m. and 5:00 p.m.
Deaf or hard of hearing members may contact the
Ombudsman Program by using the California Relay
Service by calling 711.

Expedited Review

If your grievance involves an imminent and

serious threat to your health, Molina Healthcare will
quickly review your grievance. Examples of imminent
and serious threats include, but are not limited to,
severe pain, potential loss of life, limb, or major bodily
function. Molina Healthcare will issue a formal verbal
and written response no later than seventy-two (72)
hours after your first contact with us.

When you contact Molina Healthcare, you will be
informed of your right to contact the Department
of Managed Health Care. You do not have to file
a grievance with Molina Healthcare before you
contact the Department of Managed Health Care.



Department of Managed Health
Care Assistance

The California Department of Managed Health
Care is responsible for regulating health care
services plans. If you have a grievance against your
health plan, you should first telephone your health
plan toll-free at 1-888-665-4621, and use your
health plan’s grievance process before contacting
the department. Utilizing this grievance procedure
does not prohibit any potential legal rights or
remedies that may be available to you. If you need
help with a grievance involving an emergency, a
grievance that has not been satisfactorily resolved
by your health plan, or a grievance that has
remained unresolved for more than thirty (30) days,
you may call the department for assistance. You
may also be eligible for an Independent Medical
Review (IMR). If you are eligible for IMR, the

IMR process will provide an impartial review of
medical decisions made by a health plan related

to the medical necessity of a proposed service

or treatment, coverage decisions for treatments

that are experimental or investigational in nature
and payment disputes for emergency or urgent
medical services. The department also has a toll free
telephone number

(1-888-HMO-2219) 1-888-466-2219 and a toll-free
TTD line (1-877-688-9891) for the hearing and
speech impaired. The department’s Internet website
http://www.hmohelp.ca.gov has complaint forms,
IMR applications forms and instructions online.

State Fair Hearing

In addition to the grievance processes offered by
Molina Healthcare, you have the right to request a
Fair Hearing from the State of California at anytime
during the process. You have a right to request a
Fair Hearing even if you haven’t filed a complaint
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or grievance with Molina Healthcare and/or if a
health care service you or your doctor requested has
been denied, delayed, or modified. You may request
a State Fair Hearing by contacting the California
Department of Social Services (CDSS) within ninety
(90) days after the order or action complained of.

If you are currently receiving a medical service

that is going to be reduced or stopped, you may
continue to receive the same medical service until
the hearing if you request the hearing within ten (10)
days from the date the denial letter was postmarked
or personally delivered to you, or before the date of
medical service you need.

You may write or call CDSS, toll-free, at any time
during the grievance process, at the following
address and telephone number:

California Department of Social Services State
Hearings Division

P.O. Box 944243, Mail Station 9-17-37
Sacramento, CA 94244-2340

1 (800) 952-5253 (Voice)

1 (800) 952-8349 (TDD)

1 (916) 651-5210 or (916) 651-2789 (Fax)
http://www.dss.cahwnet.gov/shd/PG1110.htm

You have the right to bring someone who knows

CRIVVETS

about your case to attend the hearing with you, if you
wish. You may also seek legal counsel to represent
you. For more information on obtaining free legal aid,
contact CDSS at their toll-free number.

Expedited State Fair Hearing

You or your provider may request an Expedited State
Hearing by calling, writing or faxing Department
of Social Services, Expedited Hearing Unit,

744 P Street, MS 19-65, Sacramento, CA 95814,
Fax: 1 (916) 229-4267. You may also call Member



Services

Services toll-free at 1 (888) 665-4621, and we will
help you complete your request over the phone.
Molina Healthcare or your provider must tell you
that taking the time for a standard resolution could
seriously put your life or health or ability to attain,
maintain or regain maximum function at risk.
When the Expedited Hearing Unit decides that your
appeal satisfies the expedited criteria and when all
necessary clinical information has been received by
the Unit, the expedited hearing will be scheduled.
If the criteria are not met, it will be scheduled for a
routine State Fair Hearing as described above.

Department of Health Care Services
(DHCS) Medi-Cal Managed Care
Ombudsman Program

The California Department of Health Care Services
(DHCS) Medi-Cal Managed Care Ombudsman
Program is to assist in the mediation of disputes
between providers Medi-Cal Managed Care
members and their health plans as well as plan
providers, and to attempt to resolve these disputes
informally outside of the formal grievance and
appeals processes. If you wish to use the services of
the DHCS to address your concerns, complaints, or
grievances, please call the Medi-Cal Managed Care
Ombudsman Program toll-free at 1 (888) 452-8609,
Monday through Friday, between the hours of 8:00
a.m. and 5:00 p.m. Deaf or hard of hearing members
may contact the Ombudsman Program by calling
the California Relay Service at 711.

INDEPENDENT
MEDICAL REVIEW

You may request an independent medical review
(“IMR”) of a disputed healthcare service from the

Department of Managed Health Care (DMHC) if you
believe that healthcare services have been improperly
denied, modified, or delayed by Molina Healthcare

or one of its contracted providers. A “disputed
healthcare service” is any healthcare service eligible
for coverage and payment that has been denied,
modified, or delayed by Molina Healthcare or one of
its contracted providers, in whole or in part because
the service is not medically necessary.

The IMR process is in addition to any other
procedures or remedies that may be available to you.
The IMR process is not available if you have already
filed for a State Fair Hearing. You pay no application
or processing fees of any kind for IMR. You have the
right to give information in support of the request
for an IMR. Molina Healthcare will give you an
IMR application form with any disposition letter
that denies, modifies, or delays healthcare services.
A decision not to take part in the IMR process may
cause you to lose any statutory right to take legal
action against Molina Healthcare regarding the
disputed health care service.

Eligibility: Your application for an IMR will be
reviewed by the DMHC to confirm that:

1. A. Your provider has recommended a healthcare
service as medically necessary, or
B. You have received urgent care or
emergency services that a provider determined
was medically necessary, or

C. You have been seen by a Plan Provider
for the diagnosis or treatment of the medical
condition for which you seek medical review;

2. The disputed healthcare service has been denied,
modified, or delayed by Molina Healthcare or
one of its contracting providers, based in whole
or in part on a decision that the healthcare
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service is not medically necessary: and

3.You have filed a grievance with Molina
Healthcare or its contracting provider and the
disputed decision is upheld or the grievance
remains unresolved after thirty (30) days. You are
not required to wait for a response from Molina
Healthcare for more than thirty (30) days.

If your grievance requires Expedited Review
you may bring it immediately to the DMHC’s
attention. You are not required to wait for
response from Molina Healthcare for more

than three (3) days. The DMHC may waive the
requirement that you follow Molina Healthcare’s
grievance process in extraordinary and
compelling cases.

If your case is eligible for IMR, the dispute will be
submitted to a medical specialist who will make an
independent determination of whether or not the
care is medically necessary. You will get a copy of the
assessment made in your case. If the IMR determines
the service is medically necessary, Molina Healthcare
will provide the healthcare service.

For non-urgent cases, the IMR organization
designated by the DMHC must provide its
determination within thirty (30) days of receipt of
your application and supporting documents. For
urgent cases involving an imminent and serious
threat to your health, including but not limited

to, serious pain, the potential loss of life, limb, or
major bodily function, or the immediate and serious
deterioration of your health, the IMR organization
must provide its determination within three (3) days.

For more information regarding the IMR process,
or to request an application form, please call Molina
Healthcare toll-free at 1 (888) 665-4621. If you are
deaf or hard of hearing, call our dedicated TTY line
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toll-free at 1 (800) 479-3310 or call the California
Relay Service at 711.

INDEPENDENT MEDICAL
REVIEW FOR DENIALS

OF EXPERIMENTAL/
INVESTIGATIONAL THERAPIES

You may also be entitled to an Independent Medical
Review of our decision to deny coverage for
treatment we have determined to be experimental or
investigational.

« The treatment must be for a life-threatening or
seriously debilitating condition.

« We will notify you in writing of the opportunity
to request an Independent Medical Review
of a decision denying an experimental/
investigational therapy within five (5) business
days of the decision to deny coverage.

« You are not required to participate in the
Plan’s grievance process prior to seeking

an Independent Medical Review of our
decision to deny coverage of an experimental/
investigational therapy.

3DIAIIS

o The Independent Medical Review will be
completed within thirty (30) days of the
Department of Managed Health Care’s receipt of

your application and supporting documentation.
If your doctor determines that the proposed
therapy would be significantly less effective if
not promptly initiated, the Independent Medical
Review decision shall be rendered within

seven (7) days of the completed request for an
expedited review.
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EFFECTIVE JANUARY 18, 2011

TIMELY ACCESS TO NON-
EMERGENCY HEALTH CARE
SERVICES

The California Department of Managed Health Care
(DMHC) adopted new regulations (Title 28, Section
1300.67.2.2) for health plans to provide timely access
to non-emergency health care services to members.
Health care service plans must comply with these
new regulations by January 18, 2011.

Please call Molina Healthcare’s Nurse Advice

Line at 1-888-275-8750, 7 days a week, 24 hours a
day to access triage or screening services. Molina
Healthcare provides (or arranges) access to covered
health care services in a timely manner.

AMERICANS WITH
DISABILITIES ACT

The Americans with Disabilities Act (ADA)
prohibits discrimination on the basis of disability.
The Act requires Molina Healthcare and its
contractors to make reasonable accommodations for
patients with disabilities.

Physical Access:

Molina Healthcare has made every effort to ensure
that our offices and the offices of Molina Healthcare
doctors are accessible to persons with disablilities.
If you are not able to locate a doctor who meets
your needs, please call Molina Healthcare toll-free
at 1 (888) 665-4621 or call our dedicated TTY line
toll-free at 1 (800) 479-3310 and a Member Services
Representative will help you find another doctor.
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Access for the deaf or hard of hearing:

Let us know if you need a sign language interpreter
at the time you make your appointment. Molina
Healthcare requests at least 72 hours advance notice
to arrange for services with a qualified interpreter.
It is our goal to have an interpreter meet you at the
doctor’s office. Call Molina Healthcare Member
Services through our TTY Number toll-free at 1 (800)
479-3310, or by using a California Relay Service.

Access for persons with low vision
who are blind:

This Evidence of Coverage (EOC) and other
important plan materials will be made available in
accessible formats for persons with low vision or
who are blind. Large print and enlarged computer
disk formats are available and this EOC is also
available in an audio format. For accessible formats,
or for direct help in reading the EOC and other
materials, please call Molina Healthcare toll-free at
1 (888) 665-4621. Members who need information
in an accessible format (larger size print, audio,
and Braille) can ask for it from Molina Healthcare’s
Member Services Department.

Disability Access Grievances:

If you believe Molina Healthcare or its doctors have
failed to respond to your disability access needs, you
may file a grievance with Molina Healthcare.

NON-DISCRIMINATION

Molina Healthcare does not discriminate in hiring
staft or providing medical care on the basis of
pre-existing health condition, color, creed, age,
national origin, ethnic group identification, religion,
handicap, disability, sex or sexual orientation.



If you think you have not been treated fairly please
call Member Services toll-free at 1 (888) 665-4621.

ORGAN OR TISSUE
DONATION

The State’s Legislature has asked Molina Healthcare
to tell you that you can become an organ or tissue
donor. Medical advancements in organ transplant
technology have helped many patients. However, the
number of organs available is much smaller than the
number of patients in need of an organ transplant.
You may choose to be an organ tissue donor by
contacting the Department of Motor Vehicles to
obtain an organ donation card.

CRIVVETS

left blank intentionally

Esta pagina se deja en blanco en forma intencional

49



Other

DEFINITIONS

The following definitions of words that appear
in this Evidence of Coverage may help you to
understand this booklet.

AUTHORIZATION or AUTHORIZED
a decision to approve specialty or other medically

means

necessary care for a member by the member’s
PCP, medical group, or Molina Healthcare. An
Authorization is usually called an “approval.”

BENEFITS AND COVERAGE means the
healthcare services that you are entitled to receive
from Molina Healthcare.

EVIDENCE OF COVERAGE AND DISCLOSURE
FORM means this booklet, which has information
about your benefits. Also called the Member Service
Guide or Evidence of Coverage.

DURABLE MEDICAL EQUIPMENT is medical
equipment that serves a medical purpose and is
intended for repeated use. Examples are: oxygen
equipment, blood glucose monitors, apnea monitors,
nebulizer machines, insulin pumps, wheelchairs,
and crutches.

DURABLE POWER OF ATTORNEY FOR
HEALTH CARE (DPAHC) a written directive
designating a person to make health care decisions
if the individual cannot make decisions for himself
or herself.

EMERGENCY means the acute onset of a medical
condition or a psychiatric condition that has acute
symptoms of sufficient severity, such that a prudent
lay person who possesses an average knowledge of
health and medicine could reasonably expect that the
absence of immediate medical attention could result
in 1) placing the health of the member in serious
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jeopardy, 2) serious impairment to bodily functions,
or 3) serious dysfunction of any bodily organ or part.

EXPERIMENTAL means any medical service
including procedures, medications, facilities, and
devices that Molina Healthcare has determined have
not been demonstrated as safe or effective compared
with conventional medical services.

INDEPENDENT PHYSICIAN ASSOCIATION
(IPA): An IPA is a company that organizes a group
of Doctors, Specialist, and other providers of health
services to see Molina Healthcare Members. Your
Doctor, along with the IPA, takes care of all your
medical needs. This includes getting authorization
to see Specialist Doctors or medical services such as
lab tests, x-rays, and/or hospital admittance. In some
cases, Molina Healthcare is your IPA.

MEDICALLY NECESSARY means healthcare
services which are reasonable and necessary

to protect life, to prevent significant illness or
significant disability, or to alleviate severe pain
through the diagnosis or treatment of disease,
illness or injury.

MOLINA HEALTHCARE OF CALIFORNIA
PARTNER PLAN (“MOLINA HEALTHCARE”)
means the corporation licensed to provide prepaid
medical and hospital services under the Knox-Keene
Health Care Services Plan Act of 1975, and contracted
with the Department of Health Care Services.

MEMBER means a Medi-Cal eligible person who is
enrolled with Molina Healthcare by the Department
of Health Care Services.

NATURAL DEATH ACT allows an adult to sign
a declaration declining life sustaining treatment
including artificially administered nutrition and



hydration, if the adult becomes terminally sick or
permanently unconscious

NON-PARTICIPATING PROVIDER refers to
those physicians, hospitals, and other providers
that have not entered into contracts with Molina
Healthcare.

PARTICIPATING PROVIDER refers to those
providers that are employed by Molina Healthcare
or have entered into contracts with Molina
Healthcare to provide covered services to members.

POST-STABILIZATION SERVICE means covered
services, related to an emergency medical condition
that are given after a Member is stable in order to
maintain the stable condition, or, to improve or treat
the Member’s condition.

PRIMARY CARE DOCTOR (also “Primary Care
Physician” or “PCP” or “Personal Doctor”) is the
doctor who takes care of all your health care needs.
Your primary care doctor has all your medical
history. Your primary care doctor makes sure you
get all needed health care services. A primary care
doctor may refer you to specialists or other services.
A primary care doctor may be one of the following
types of doctors:

o Family or General Practice doctors who usually
can see the whole family.

« Internal Medicine doctors, who usually only see
adults and children 14 years or older.

o Pediatricians, who see children from newborn to
age 18 or 21.

« Obstetricians and Gynecologists (OB/GYNs)

REFERRAL means the process by which the
Member’s primary care doctor directs him/her
to seek and obtain Covered Services from other

providers.

SERVICE AREA means one of the various
geographic areas that Molina Healthcare serves
under approval of the Department of Health Care
Services and Department of Managed Health Care.

SPECIALIST PHYSICIAN means any licensed,
board-certified, or board-eligible physician who
practices a specialty and who has entered into a
contract with Molina Healthcare to deliver covered
services to members.

TRIAGE OR SCREENING The evaluation of

a member’s health by a doctor or nurse who is
trained to screen for the purpose of determining the
urgency of the member’s need for care.

URGENT CARE SERVICES means those services
needed to prevent the serious deterioration of one’s
health from an unforeseen medical condition or injury.
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California
Immunization
F\ Registry

Immunization Registry Notice to Patients and Parents

Immunizations or ‘shots’ prevent serious diseases. Keeping track of shots you have received can be hard.
It's especially hard if more than one doctor gave them. Today, doctors use a secure computer system
called an immunization registry to keep track of shots. If you change doctors, your new doctor can use the
registry to see the shot record. It's your right to choose if you want shot records shared in the California
Immunization Registry.

How Does a Registry Help You?

o Keeps track of all shots, so you don’t miss any or get too many

e Sends reminders when you or your child need shots

e Gives you a copy of the shot record from the doctor

o Can show proof about shots needed to start child care, school, or a new job

How Does a Registry Help Your Health Care Team?

Doctors, nurses, health plans, and public health agencies use the registry to:

= See which shots are needed = Prevent disease in your community
= Remind you about shots needed = Help with record-keeping

Can Schools or Other Programs See the Registry?

Yes, but this is limited. Schools, child care, and other agencies allowed under California law may:
= See which shots children in their programs need

= Make sure children have all shots needed to start child care or school

What Information Can Be Shared in a Registry?
= patient’s name, sex, and birth place = limited information to identify patients
= parents’ or guardians’ names = details about a patient’s shots

What's entered in the registry is treated like other private medical information. Misuse of the registry can be
punished by law. Under California law, only your doctor’s office, health plan, or public health department
may see your address and phone number.

Patient and Parent Rights

It's your legal right to ask:

e not to share your (or your child’s) registry shot records with others besides your doctor”
e not to get shot appointment reminders from your doctor’s office

e to look at a copy of your or your child’s shot records

¢ who has seen the records or to have the doctor change any mistakes

If you DO want your or your child’s records in the registry, do nothing. You're all done.

If you DO NOT want your doctor’s office to share your immunization information in the registry: Please
request an “Decline or Start Sharing/Information Request Form” from your doctor’s office.

For more information about your rights, call (800) 578-7889 (toll free)

* By law, public health officials can also look at the registry in the case of a public health emergency.
California Department of Public Health: Med Office IZ Registry Disclosure Letter rev 1/08 IMM-891 E/S
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Information on a Computer Record of Vaccines

san diego

m::;.mw Vaccines are very important for health, but keeping track of them can be difficult,

especially if a person has seen more than one doctor. An immunization registry stores

vaccine (or “shot”) records electronically. You have the right to choose if you want your or your child’s shot
record shared in a California Immunization registry. Please read this form to help you decide. If you have
questions, please call the Help Desk at (619) 692-5656.

How Does a Registry Help You?
e Helps to make sure that a person doesn’'t miss any shots or get too many shots
e Reminds you by mail or telephone when you or your child needs shots
e Allows you to get a new copy of the shot record from the doctor quickly
e Makes sure your child has all of the shots needed to start child care or school

How Does a Registry Help Your Health Care Team?

Doctors, nurses, health plans, and public health agencies may use the registry to:
= See which shots you or your child needs
= Remind you about the shots you or your child needs
= Help protect you, your child, and the public from diseases

Schools, child care centers, family child care homes, WIC programs, foster care agencies, and welfare
departments may use the registry to:

= See which shots are needed for children in their programs

= Make sure that these children have all of the shots needed to start child care or school

What Information Can Be Shared in a Registry?
Registry shot records include:
= Aperson’s name, sex and place of birth
= parents’ or guardians’ names (for child under 18 years of age)
= other information allowed by law to help identify a person
= details about shots given to you or your child

Only doctors, nurses, health plans, and public health departments may see a person’s address or phone
number in the registry. Other programs cannot see a person’s address or phone number. The information
in the registry is protected like other private medical information.

Your Rights as a Patient/Parent
It's your legal right to agree or refuse at any time share your or your child’s shot records in a registry.

If you DO want your or your child’s records in the registry, you don't have to do anything. You have the
legal right to look at your shot records, to know who has seen the records, and to have your doctor change
any mistakes in the records.

If you DO NOT want your or your child’s immunization information shared in the reqlstrv please request a
“SDIR Stop/Start Sharing Request” from the clinic staff.

California Department of Public Health, Immunization Branch
12225 (8/07) ! e !
Statewide Immunization Information System
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MOTS 44 pROVIDER'S DISCLOSURE TO  SHoTs FoR ToTs KIDS

/ PATIENT OR 909 12" Street
PARENT/GUARDIAN ON Suite 200
N ( IMMUNIZATION RECORD Sacramento, CA 95814

KIDS TN SHARING

NIATION DATASESTEN (per Health & Safety Code Section 120440)

Your health care provider, Molina Healthcare of California, uses a computer system that
helps keep track of your child’s immunizations (shots). Your doctor can use this computer
system to: (1) share information about your child’s shots with other doctors or clinics that your
child may visit, (2) give the right shots at the right time and, (3) remind you when a shot is
needed.

Molina will share some information on your child with the Shots for Tots KIDS (Kids
Immunization Registry Data System) and the state health department, unless you refuse to
allow it. Shots for Tots KIDS may share this information with other doctors, clinics, or
hospitals your child goes to for care, if they ask for it. The only information Molina will share
with Shots for Tots KIDS is:

¢ Your child’s name, your child’s birthplace, vaccines he or she has received, any
serious reaction he or she had to a vaccine, your address and telephone number,
and other non-medical information if needed to make sure it is the correct person’s
record.

The doctors, clinics or hospitals which get this information can use it only to:

¢ Help decide which vaccines your child needs;

+ Send or telephone a reminder when a vaccine is due;

¢ Tally numbers of patients who are or are not up-to-date on their vaccines (without
patient names, addresses, etc., included).

Shots for Tots KIDS may also share the same information, without your address or phone
number, with the following, if they request it: schools, child care centers, WIC supplemental
food clinics, the CalWORKSs public assistance program, health care plans, and other persons
or entities when disclosure is otherwise specifically authorized by law. These persons and
entities can use that information only for the reasons listed above, and (a) for schools or child
care centers, to help you prove your child has had the vaccines required for entry, (b) for WIC
clinics, to let you know if your child has vaccine doses due, and (c) for health care plans, to
help process insurance payments.

All of these people and groups listed above who ask for and get this information are
required by law to keep it confidential and use it only for the reasons listed above.
Also, you have these rights:

To refuse to have us share any of this information now or at any time;

To refuse to get reminder notices when vaccines are due;

To look at your child's record and correct any errors;

To get the names and addresses of anyone with whom this information is shared.

L IR IR R 2

If you have additional questions, please call Shots for Tots KIDS at (916) 447-7063,
extension 332 or Molina Healthcare Member Services at (888) 665-4621.

F/registry/service bureau/disclosure (8-06-03)
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Health Education Services

Molina Healthcare’s Health Education
Department is committed to helping you
stay well.

Find out if you are eligible to sign up for one of

our programs. Ask about other services we provide
or request information to be mailed to you. The
following are a list of programs and services Molina
Healthcare has to offer you.

Call toll-free 1 (866) 472-9483 (Monday through
Friday, 8:30 a.m. - 5:30 p.m.).

Smoking Cessation Program

This program offers smoking cessation services

to all smokers interested in quitting the habit.
Specialized services are available for teens, pregnant
smokers and tobacco chewers. The program is
done over the telephone. You will also be mailed
educational materials to help you stop the habit. A
smoking cessation counselor will call you to offer
support. You will also be given a telephone number
that you can call anytime you need help.

Breathe with Ease’™ Asthma Program
This program is for children and adults ages 2 and
above with asthma. You and/or your child will learn:

« About asthma triggers

« About early warning signs

« How to use asthma medicines correctly

» How to work with the doctor to prevent asthma
flare-ups
» How to use a peak flow meter and an inhaler

with a spacer

You will also receive newsletters, an allergen-proof
pillow cover, and other resources to help you take
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better control of asthma.

Healthy Living with
Diabetes™ Program

This program is for adults age 18 and above with a
diagnosis of diabetes. You will learn:

o About the types of diabetes

« About diabetes self-care (meal planning, exercise
tips, diabetes medicines and much more)

o How to work with doctors and other members of
the healthcare team to keep diabetes under good
control

You can learn all of this at home, by telephone, or
in classes. You will also receive newsletters and
other information to help you take better control of
diabetes.

Weight Control Program

This program is for members who may need help
controlling their weight.

The weight control program is provided for members
17 years and older. You will learn about healthy
eating and exercise. This program is for members
who are ready to commit to losing weight. Once

you have understood and agreed to the program
participation criteria, you can enroll in the program
and attend classes in your area.

Newsletters

As a Molina Healthcare member you will get
educational newsletters. They will be sent to you
at least two times a year. The articles are written
on topics requested by members like you. The tips



included will help your family stay healthy.

Health Education Materials

Molina Healthcare offers a variety of easy-to-read
educational materials. Many are available in different
languages. Some of the topics are on nutrition, stress
management, child safety, asthma, and diabetes. You
can get any of these materials by asking your doctor.
You can also call the Health Education Department
at 1 (866) 472-9483.

Cultural and Linguistic Services

Molina Healthcare can help you talk with your
doctor about your cultural needs. We can help

you find doctors who understand your cultural
background, social support services and help with
language needs. Please call Molina Healthcare’s
Member Services Department at 1 (866) 665-4621.
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Welcome to Motherhood Matters*™ from

Molina Healthcare

A Prenatal Care Program for Pregnant
Women

Pregnancy is an important time in your life. It can
be even more important for your baby. What you
do during your pregnancy can affect the health and
well being of your baby - even after birth.

Motherhood Matters is a program for pregnant
women. This program will help women get the
education and services they need for a healthy
pregnancy. You will be mailed a workbook and
other resources. It is offered in six languages.

You will be able to talk with our caring staft about
any questions you may have during the pregnancy.
They will teach you what you need to do. If any
problems are found, a nurse will work closely with
you and your doctor to help you. Being a part of this
program and following the guidelines will help you
have a healthy pregnancy and a healthy baby.
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Your Baby’s Good Health Begins When
You Are Pregnant

You Learn...

» Why visits to your doctor are so important.
« How you can feel better during pregnancy.
« What foods are best to eat.

» What kinds of things to avoid.

« Why you should stay in touch with
Molina Healthcare’s staff.

» When you need to call the doctor right away.

Other Benefits

Health Education Materials — These
include a pregnancy book and trimester specific
materials.

Referrals — To community resources available for
pregnant women.



HOW WILL MOTHERHOOD MATTERS WORK FOR YOU?

Pregnancy Term Activity Purpose

« To get to know you better
o Offer support/answer questions
o Identify any problems

Motherhood Matters’ staff member will

Ist Trimester (0-13 weeks) call you for your initial assessment

Motherhood Matters’ staff member will | « To check how you are doing

2nd Tri 14-2 k
nd Trimester (14-27 weeks) call you for your second assessment o Answer any questions

3rd Trimester (28-40 weeks) Motherhood Matters’ staff member will |  To check how you are doing

call you for your third assessment » Answer any questions
Motherhood Matters’ staff member « To remind you to visit your doctor
After Birth (2 weeks after due date) will call you for your after delivery after birth
assessment o To check how you’re doing
You will receive gifts in the 1st and 2nd trimester Call Now

and one at post partum, after completing a risk Motherhood Matters is a simple program to follow

assessment over the phone. and can really help you and your baby throughout

If any problems are found, a nurse will work closely your pregnancy. To find out more, just call Molina
with you and your doctor to help you. Healthcare’s Motherhood Matters toll-free at 1 (877)
665-4628.

Keep all of your doctor appointments and
participate in the calls. This gives you the best
chance at having a healthy baby. If you cannot make
a doctor’s appointment, please call to reschedule. If
you need help with this, call Molina Healthcare’s
Motherhood Matters’ toll-free number at 1 (877)
665-4628 and we can help you.

19410
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YOUR HEALTHCARE
QUICK REFERENCE GUIDE

Department/Program

Type of help needed

Number to call/
Contact information

Molina Healthcare
Member Services Department

If you have a problem with any of Molina Healthcare's services,
we want to help fix them. You can call our Member Services
Department for help or to file a grievance or complaint Monday
through Friday from 7:00am to 7:00pm. When in doubt, call us
first.

Member Services Toll Free:
1 (888) 665-4621
TTY line for the deaf or hard
of hearing: 1 (800)479-3310 or dial 711
for the California Relay Service

To request any information on wellness including, but not limited

Health Education to, nutrition, smoking cessation, weight management, stress 1 (866) 472-9483
management, child safety, Asthma, and Diabetes.
Molina Healthcare The Ombudsman/Bridge2 Access Connections Program can help

Ombudsman/Bridge2Access
Connections Program

you get the answer to a question or concern that may not have
received from Member Services.

1 (877) 665-4627

Motherhood Matters

Molina Healthcare offers a special program called Motherhood
Matters to our pregnant members. This program provides
important information about diet, exercise and other topics related
to your pregnancy.

1 (877) 665-4628

Nurse Advice Line
24-Hour, 7 days a week

If you have questions or concerns about your or your family’s
health. The Nurse Advice Line is staffed by Registered Nurses.

1 (888) 275-8750

Department of Health Care

To assist in the mediation of disputes between providers, Medi-
Cal Managed Care members and their health plans as well as plan

(916) 255-5259
TTY/TDD for deaf or hard
of hearing: 1 (877) 735-2929

Semics (DHCY) Oniuismn s
utsi grievance and appeals pr : 1 (888) 452-8609
Secretary of the U.S. (415) 437-8310

Department of Health and
Human Services

If you believe that we have not protected your privacy and wish to
complain, you may call to file a complaint (or grievance).

TDD for deaf or hard of hearing: (415)
437-8311

Office for Civil Rights FAX: (415) 437-8329
Medicare is health insurance offered by the federal government 1 (800)MEDICARE
. ) TTY for deaf or hard
Medicare to most people who are 65 and older. Medicare helps pay for .
. of hearing: 1 (877) 486-2048
healthcare, but does not cover all medical expenses. 5
www.Medicare.gov
The enrollment form for Molina Healthcare comes from Health
Health Care Options Care Options. Health Care Options enrolls Medi-Cal members English: 1 (800) 430-4263

into health plans. Contact them for enrollment or disenrollment
issues.

Spanish: 1 (800)430-3003

California Department of
Social Services

Medi-Cal State Fair Hearing
Divisions

In addition to the grievance processes offered by Molina
Healthcare, you have the right to request a Fair Hearing from the
State of California at anytime during the process.

1 (800) 952-5253
TDD for deaf or hard of hearing:
1 (800) 952-8349
Expedited Hearing Unit:
1(916) 229-4267

Department of Managed Health
Care (DMHC)

The California Department of Managed Health Care is responsible
for regulating health care services plans. If you have a grievance
against your health plan, you should first call Molina Healthcare
toll-free at 1-888-665-4621, and use Molina Healthcare’s grievance
process before contacting this department.

1 (800) 400-0815
www.hmohelp.ca.gov
1 (888) HMO-2219 (1-888-466-2219) or
TDD: 1 (877) 688-9891.
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