2027
Summary of

CenCal
CareConnect”

(HMO D-SNP)

1-877-814-1861 (TTY: CA Relay at 711), 8 a.m. to 8 p.m. PT, 7 days a week
(except Thanksgiving and Christmas) from October 1through March 31,
and Monday through Friday (except holidays) from April 1through September 30

H7620_D26-27003_M 08/28/2026




CenCal CareConnect (HMO D-SNP) | 2027 Summary of Benefits

Introduction

This document is a brief summary of the benefits and services covered by CenCal CareConnect. It includes
answers to frequently asked questions, important contact information, an overview of benefits and services
offered, and information about your rights as a member of CenCal CareConnect. Key terms and their
definitions appear in alphabetical order in the last chapter of the Member Handbook.
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If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through
March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 1
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A. Disclaimers

This is a summary of health services covered by CenCal CareConnect for January 1, 2027 through

u December 31, 2027. This is only a summary. Please read the Member Handbook for the full list of
benefits. You can access the Member Handbook by visiting our website at
www.cencalhealth.org/careconnect or by calling Member Services at 1-877-814-1861 (TTY: CA Relay
at711).

+ CenCal CareConnectis an HMO D-SNP with a Medicare and a Medi-Cal contract. Enrollment in
CenCal CareConnect depends on contract renewal.

+ For more information about Medicare, you can read the Medicare & You handbook. It has a
summary of Medicare benefits, rights, and protections and answers to the most frequently asked
questions about Medicare. You can get it at the Medicare website (www.medicare.gov) or by calling
1-800-MEDICARE (1-800-633-4227), 24 hours per day, 7 days a week. TTY users should call
1-877-486-2048. For more information about Medi-Cal, you can check the California Department of
Healthcare Services (DHCS) website (www.dhcs.ca.gov/) or contact the Medi-Cal Office of the
Ombudsman at 1-888-452-8609, Monday through Friday, between 8 a.m. and 5 p.m. You can also
call the Medicare and Medi-Cal Ombudsperson Program (MMOP) at 1-855-501-3077, Monday
through Friday, between 9 a.m. and 5 p.m.

Notice of Availability of Language Assistance Services and Auxiliary Aids and Services

English

ATTENTION: If you need help in your language, call
1-877-814-1861 (TTY: CA Relay at 711). Aids and services
for people with disabilities, like documents in braille and large
print, are also available. Call 1-877-814-1861 (TTY: CA Relay
at 711). These services are free of charge.

(Arabic) 4z
1-877-814-1861 8, e Juaild cclialy saclie ) dalay i€ 1) ol
ABleY) (550 LalasB cileadll s claebud) Wad Jasiis (TTY: CA Relay 711)

AN e dhail 3 S iy g e sudaall g il o Ay play 4 Sl latiuadl) Jie
Avlae clexall o2a (TTY: CA Relay 711) 1-877-814-1861

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect. 2
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Sw)tpbu (Armenian)

NrCULNRE3NPU. Bplk dkp Eqny ogunipjwt uphp niukp,
quuquhwuptp 1-877-814-1861 (TTY: CA Relay 711)
hEpwhunuwhwdwpny: Zuydwiunuunipnitt niikgnn whdwig
hwdwp hwuwtbkjh Eu twb odwunuly Uhongubp
Swnuynipniiikp, ophtl] ppuyny b junonp twnkpny wugwsd
thwunwpnphp: Quiuquhwptp 1-877-814-1861

(TTY: CA Relay 711) htnwhunuwhwdwpny: Uju
dSwnwnipjniiipt wbydwp tu:

3 (Chinese)

HIE  MBRFEELUEMBEREER, 58 1-877-814-1861
(TTY: CA Relay 711), FItAKREATIRHEHBIFIARS, Hlans
XhRFMKFEB X, 1EEHEE 1-877-814-1861 (TTY: CA Relay 711),
XEERSE R ITTR,

(2]

UHH! (Punjabi)

fimirs fe€: Adg 3T wruet 3 f[eg AgTfesT & 83 J 3
1-877-814-1861 (TTY: CA Relay 711) '3 9% ad | WUIH S Sg
AJE3 w3 Aee & QUBET I6 A= 9 5% W3 23 wiugf f<g
TH3=H| 1-877-814-1861 (TTY: CA Relay 711) '3 & a3| feg
AT HS3 IS |

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect. 3
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f8<t (Hindi)

€T & 3R 3TYhT 39T HINT H TERIAT AR T, ar
1-877-814-1861 (TTY: CA Relay 711) I Hidl i | AR
IfFddt & forv agraat 3R 4are, da R T iR g e A
c&draat, 31 39eTstT g1 1-877-814-1861 (TTY: CA Relay 711)
9 it | T QaTU HFA &1 SiTell &

Hmoob (Hmong)

CEEB TOOM: Yog koj xav tau kev pab txhais koj hom lus hu rau
1-877-814-1861 (TTY: CA Relay 711). Muaj cov kev pab txhawb
thiab kev pab cuam rau cov neeg xiam oobghab, xws li puav leej
muaj ua cov ntawv su thiab luam tawm ua tus ntawv loj. Hu rau
1-877-814-1861 (TTY: CA Relay 711). Cov kev pab cuam no yog
pab dawb xwb.

H AZE (Japanese)

HE: HARGETORNGNME 2513 1-877-814-1861

(TTY: CA Relay 711) ~FHEzf < téu o MTFOERHOIFOHILKR
BRI E, BOAWEBELO OO —E AL HEL TV E
9, 1-877-814-1861 (TTY: CARelay 711) ~BEIHE ZEV, 21U
5 OY— A TR TR L T ET,

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through
March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 4
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|rot

= 92| (Korean)

oAl Aot Ao = =S ol 4l 0 A|TH 1-877-814-1861
TTY: CARelay 711) Ho & 72314 A 0 Ay & A= &
w A 9F 2ol Foll7t = BES A% = A Ak o] &

7} gt} 1-877-814-1861 (TTY: CA Relay 711) HO 2
=oAL, o] 3 MB| A= R E Al TH T

WwIF9290 (Laotian)

UNI0: TanInciegnIveosngoeciiocinwigazeguan o
tmacs 1-877-814-1861 (TTY: CA Relay 711). é9500908
08 (D (€Y NIVVINIVTIDVHDWNIV, CRVCONEIIVNCTV

N

SNIDLVL 2z AoBWLIME. loRvmacS 1-877-814-1861
(TTY: CA Relay 711). :n°mOi’)mvc@ﬁﬁﬁm‘”@jm@m?aﬁﬁ
©09.

Mien

LONGC HNYOUV JANGX LONGX OC: Beiv taux meih giemx
longc mienh tengx faan benx meih nyei waac nor douc waac daaih
lorx taux 1-877-814-1861 (TTY: CA Relay 711). Liouh lorx jauv-louc
tengx aengx caux nzie gong bun taux ninh mbuo wuaaic fangx
mienh, beiv taux longc benx nzangc-pokc bun hluo mbiutc aengx
caux aamz mborqv benx domh sou se mbenc nzoih bun longc.
Douc waac daaih lorx 1-877-814-1861 (TTY: CA Relay 711). Naaiv
deix nzie weih gong-bou jauv-louc se benx wang-henh tengx mv
zuqc cuotv nyaanh oc.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect. 5
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121 (Cambodian)

mﬁﬁﬁgﬁmﬁ Ejh?@tﬁHﬁLﬁﬁmjﬁsmt’nmﬁﬂJUﬁjHﬁ SR8

igriiie 1-877-814-1861 (TTY: CA Relay 711)1 SStwSminnunys
Hﬁiwmmsmﬁmﬁ‘li wi‘j&’ﬂmﬁmj&’ﬂj—ﬁﬁjj ﬁﬂUSﬁHfﬁ}ﬁrﬂﬂ Sus

NeRRIRAGIUDISHUE 1-877-814-1861 (TTY: CA Relay 711)1 tah
‘r‘—TI:]"QWﬁT,S T:TS‘E—?F]“T,GIS‘W

(Farsi) (g ls

3850 ai1-877-814-1861 o bed Lyl S 40 Jli gliagd gy 4 K
Sl aiile el slaa (g1 pla 218 (6 0 SaSLS s clas (TTY: CA Relay 711)
250 pilai 1-877-814-18610 e b .ol 293 g0 S e a5 da ot 4
g3 e ) BGI ) pea 4g lexd o) (TTY: CA Relay 711)

Pycckuin (Russian)

BHUAMAHWE! Ecnu Bam Hy>XHa nomMoLb Ha BalleM S3blKe,
no3BoHuTEe no tenedoHy 1-877-814-1861 (TTY: CA Relay 711).
Takke OOCTYnHbI BCoMoraTerbHble cpeacTtsa U yCnyrn ansg nogaeu
C OrpaHUYEeHHbIMN BO3MOXXHOCTAMMU, TaKUe KaK JOKYMEHTbI,
HaneyaTtaHHble WpNdToM bpanna n KpyrnHbIiM LWpUgTOM.
[MosBoHUTE no TenedoHy 1-877-814-1861 (TTY: CA Relay 711).
OTn ycnyrn 6ecnnaTHbl.

Espaiol (Spanish)

ATENCION: Si necesita ayuda en su idioma, llame al
1-877-814-1861 (TTY: CA Relay 711). También hay disponibles
aparatos y servicios de asistencia para personas con discapacidad,
como documentos en braille y letra grande. Llame al 1-877-814-1861
(TTY: CA Relay 711). Estos servicios no tienen costo.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect. 6
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Tagalog (Filipino)

PAUNAWA: Kung kailangan ninyo ng tulong sa inyong wika
tumawag sa 1-877-814-1861 (TTY: CA Relay 711). Ang mga tulong
at serbisyo para sa mga taong may kapansanan, gaya ng mga
dokumento na nasa braille at malaking letra, ay available rin.
Tumawag sa 1-877-814-1861 (TTY: CA Relay 711). Ang mga
serbisyong ito ay walang bayad.

AN Tne (Thai)

Tlsansiu: wmnaasasmsanuamdailunimuana nan
sdwiildnvuneay 1-877-814-1861 (TTY: CA Relay 711)
uananil dewsaulvanuumvdaua |
zU3N136NY 9 §nSuLAAANTIAINANTT Ly Landseae q Mlludnus
LsRALaztan&TNANWAIEA S nHTaUIn T AT Tnsdwilln
wnnaay 1-877-814-1861 (TTY: CA Relay 711) ‘hifidnladanasmsu
UINITall

YkpaiHcbka (Ukrainian)

YBATI'A! Akwo Bam noTpibHa gonomora BaLLo MOBOIO,
3atenedoHynte Ha Homep 1-877-814-1861 (TTY: CA Relay 711).
Takox HagalTbCca gornomMmora v nocnyrn anga niogen 3 iHeanigHicTio,
SIK-OT JOKYMEHTU, HaApyKoBaHi WpudpTom bpanns abo Benuknumm
nitepamun. TenegoHymnte Ha Homep 1-877-814-1861

(TTY: CA Relay 711). Lli nocnyrn HagatoTbCst 6€3KOLTOBHO.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through
March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 7
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B.Tiéng Viét (Viethamese)

CHU Y: Néu quy vi can tro giup bang ngén ngir cla minh, vui long
goi s6 1-877-814-1861 (TTY: CA Relay 711). Chung t6i ciing h tro
va cung cap cac dich vu danh cho ngwoi khuyét tat, nhw tai liéu
bang ch ndi braille va ban in chi¥ c& I&n. Vui long goi s
1-877-814-1861 (TTY: CA Relay 711). Céac dich vu nay déu mién
phi.

% This document is available for free in Spanish.

R/

« To make a standing request to receive materials in languages other than English or in an alternate
format, or to make changes to a standing request, please call CenCal CareConnect Member
Services at 1-877-814-1861 (TTY: CARelay at 711), 8 a.m. to 8 p.m. PT, 7 days a week (except
Thanksgiving and Christmas) from October 1 through March 31, and Monday through Friday
(except holidays) from April 1 through September 30. CenCal CareConnect will keep your
information as a standing request for future mailings and communications so you do not need to
make a separate request each time.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through
March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 8
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C. Frequently asked questions (FAQ)

The following table lists frequently asked questions.

Frequently Asked Questions  Answers

What'’s a Medi-Medi Plan? A Medi-Medi Plan is a health plan that contracts with both Medicare and
Medi-Cal to provide benefits of both programs to enrollees. It’s for people
age 21 and older. A Medi-Medi Plan is an organization made up of doctors,
hospitals, pharmacies, providers of Long-term Services and Supports
(LTSS), and other providers. It also has care coordinators to help you
manage all your providers and services and supports. They all work
together to provide the care you need.

Will | get the same Medicare | You'll get most of your covered Medicare and Medi-Cal benefits directly

and Medi-Cal benefits in from CenCal CareConnect. You'll work with a team of providers who will
CenCal CareConnect that | get | help determine what services will best meet your needs. This means that
now? some of the services you get now may change based on your needs, and

your doctor and care team’s assessment. You may also get other benefits
outside of your health plan the same way you do now, directly from a State
or county agency like In-Home Supportive Services (IHSS), specialty
mental health and substance use disorder services, or regional center
services.

When you enroll in CenCal CareConnect, you and your care team will work
together to develop a care plan to address your health and support needs,
reflecting your personal preferences and goals.

If you’re taking any Medicare Part D drugs that CenCal CareConnect
doesn’t normally cover, you can get a temporary supply and we’ll help you
to transition to another drug or get an exception for CenCal CareConnect to
cover your drug if medically necessary. For more information, call Member
Services.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through
March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 9
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Can | use the same doctors |
use now? (continued on the
next page)

Often that’s the case. If your providers (including doctors, hospitals,
therapists, pharmacies, and other health care providers) work with
CenCal CareConnect and have a contract with us, you can keep
going to them.

Providers with an agreement with us are “in-network.” Network
providers participate in our plan. That means they accept members
of our plan and provide services our plan covers. You must use the
providers in CenCal CareConnect’s network. If you use providers
or pharmacies that aren’t in our network, the plan may not pay for
these services or drugs.

If you need urgent or emergency care or out-of-area dialysis
services, you can use providers outside of CenCal CareConnect’s
plan.

If you’re currently under treatment with a provider that’s out of
CenCal CareConnect’s network, or have an established relationship
with a provider that’s out of CenCal CareConnect’s network, call
Member Services to check about staying connected and ask for
continuity of care.

If you have had a non-emergency visit to a primary or specialty care
provider once during the last 12 months prior to your enrollment into
our plan, you and your provider can request continuity of care. If your
provider is willing to accept our plan’s payment rates, then you can
continue to receive care from this primary or specialty care provider for
an additional 12 months after enrolling into our plan. You, your
provider, or your authorized representative can request continuity of
care to continue treatment.

We determine an existing relationship by reviewing your available
health information or information you give us. We have 30 days to
respond to your request. You can ask us to make a faster decision,
and we must respond in 15 days. You or your provider must show
documentation of an existing relationship and agree to certain terms
when you make the request.

After the continuity of care period ends, you will need to use doctors
and other providers in CenCal CareConnect’s network that are
affiliated with your primary care provider’s health network, unless we
make an agreement with your out-of-network doctor.

Call Member Services to find out more and initiate your request.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 10
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Frequently Asked Questions  Answers

Can | use the same doctors |
use now? (continued from
previous page)

To find out if your doctors are in the plan’s network, call Member Services at
1-877-814-1861 (TTY: CA Relay at 711), 8 a.m. to 8 p.m. PT, 7 days a
week (except Thanksgiving and Christmas) from October 1 through March
31, and Monday through Friday (except holidays) from April 1 through
September 30, or read CenCal CareConnect’s Provider and Pharmacy
Directory on the plan’s website at www.cencalhealth.org/careconnect.

If CenCal CareConnect is new for you, we’ll work with you to develop a care
plan to address your needs.

What’s a CenCal CareConnect
care coordinator?

A CenCal CareConnect care coordinator is one main person for you to
contact. This person helps to manage all your providers and services and
make sure you get what you need.

What are Long-term Services
and Supports (LTSS)?

Long-term Services and Supports (LTSS) are help for people who need
assistance to do everyday tasks like bathing, toileting, getting dressed,
making food, and taking medicine. Most of these services are provided at
your home or in your community but could be provided in a nursing home or
hospital. In some cases, a county or other agency may administer these
services, and your care coordinator or care team will work with that agency.

What’s a Multipurpose Senior
Services Program (MSSP)?

A MSSP provides on-going care coordination with health care providers
beyond what your health plan already provides and can connect you to
other needed community services and resources. This program helps you
get services that help you live independently in your home.

What happens if | need a
service but no one in
CenCal CareConnect’s
network can provide it?

Most services will be provided by our network providers. If you need a
service that can’t be provided within our network, CenCal CareConnect will
pay for the cost of an out-of-network provider.

Where’s CenCal CareConnect
available?

The service area for this plan includes: Santa Barbara County and San Luis
Obispo County, California. You must live in one of these areas to join the
plan.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect.

11
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Frequently Asked Questions  Answers

What'’s prior authorization?

Prior authorization means an approval from CenCal CareConnect to seek
services outside of our network or to get services not routinely covered by
our network before you get the services. CenCal CareConnect may not
cover the service, procedure, item, or drug if you don’t get prior
authorization.

If you need urgent or emergency care or out-of-area dialysis services,
you don't need to get prior authorization first. CenCal CareConnect can
provide you or your provider with a list of services or procedures that
require you to get prior authorization from CenCal CareConnect before the
service is provided. If you have questions about whether prior authorization
is required for specific services, procedures, items, or drugs, call Member
Services at 1-877-814-1861 (TTY: CA Relay at 711), 8 a.m. to 8 p.m. PT,

7 days a week (except Thanksgiving and Christmas) from October 1
through March 31, and Monday through Friday (except holidays) from

April 1 through September 30 for help.

What’s a referral?

A referral means that your primary care provider (PCP) must give you
approval to go to someone that’s not your PCP. A referral is different than a
prior authorization. If you don’t get a referral from your PCP, CenCal
CareConnect may not cover the services. CenCal CareConnect can provide
you with a list of services that require you to get a referral from your PCP
before the service is provided.

Refer to the Member Handbook to learn more about when you’ll need to get
a referral from your PCP.

Do | pay a monthly amount
(also called a premium) under
CenCal CareConnect?

No. Because you have Medi-Cal, you won’t pay any monthly premiums,
including your Medicare Part B premium, for your health coverage.

Do | pay a deductible as a
member of CenCal
CareConnect?

No. You don’t pay deductibles in CenCal CareConnect.

What’s the maximum out-of-
pocket amount that I'll pay for
medical services as a member
of CenCal CareConnect?

There’s no cost-sharing for medical services in CenCal CareConnect, so
your annual out-of-pocket costs will be $0.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect.

12
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D. List of covered services

The following table is a quick overview of what services you may need, your costs, and rules about the
benefits.

Health need or Services you Your costs for in- | Limitations, exceptions, & benefit information

concern may need network (rules about benefits)
providers

You need Hospital stay $0 Authorization rules may apply.

hospital care Contact plan for details.
Doctor or $0 Referral requirements may apply.
surgeon care Contact plan for details.
Outpatient $0 Authorization rules may apply.
hospital Referral requirements may apply.
services, Contact plan for details.
including
observation
Ambulatory $0 Authorization rules may apply.
surgical center Referral requirements may apply.
(ASC) services Contact plan for details.

You want a Visits to treat an | $0

doctor injury or illness
Specialist care | $0 Referral requirements may apply.

Contact plan for details.

Wellness visits, | $0
such as a
physical

Care to keep $0
you from getting
sick, such as flu
shots and
screenings to

check for

cancer

“Welcome to $0
Medicare”
(preventive visit

one time only)

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 13
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Health need or
concern

Services you

may need

Your costs for in-
network
providers

Limitations, exceptions, & benefit information
(rules about benefits)

You need
emergency care

You need
medical tests

You need
hearing/auditory
services

Emergency
room services

Urgent care

Diagnostic
radiology
services (for
example, X-
rays or other
imaging

services, such

as CAT scans
or MRIs)

Lab tests and
diagnostic
procedures,
such as blood
work

Hearing
screenings

Hearing aids

$0 Emergency care services are also covered out-of-
network and without prior authorization
requirements.

Not covered outside the United States.
Contact plan for details.

$0 Urgent care services are also covered out-of-
network and without prior authorization
requirements.

Not covered outside the United States.
Contact plan for details.

$0 Authorization rules may apply.
Contact plan for details.

$0 Authorization rules may apply.
Contact plan for details.

$0 Supplemental Benefit:

One routine exam per year. Exam to diagnose
and treat hearing and balance issues.

$0 Supplemental Benefit:

$650 allowance for up to 2 hearing aids with
fitting.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 14
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Health need or Services you Your costs for in- | Limitations, exceptions, & benefit information
concern may need network (rules about benefits)

providers

You need dental Dental check- Medi-Cal covers dental check-ups and preventive
care ups and care.
preventive care

If you have questions or want to learn more
about dental services, call the Medi-Cal Dental
Program at 1-800-322-6384 (TTY 1-800-735-2922
or 711). Medi-Cal covers emergency dental care
for all members. You may also visit the Medi-Cal
Dental Program website at:
www.dental.dhcs.ca.gov or
smilecalifornia.org/contact-us/

Restorative and | $0 Certain dental services are available through the
emergency Medi-Cal Dental Program or FFS Medi-Cal.
dental care

If you have questions or want to learn more
about dental services, call the Medi-Cal Dental
Program at 1-800-322-6384 (TTY 1-800-735-2922
or 711). Medi-Cal covers emergency dental care
for all members. You may also visit the Medi-Cal
Dental Program website at:
www.dental.dhcs.ca.gov or
smilecalifornia.org/contact-us/

You need eye Eye exams $0 Medicare-covered exam to diagnose and treat
care diseases and conditions of the eye (including
yearly glaucoma screening).

Supplemental Benefit:
One routine eye exam every year.

Glasses or $0 One pair of Medicare-covered eyeglasses
contact lenses (lenses and frames) or contact lenses after
cataract surgery.

Supplemental Benefit:
$400 allowance every 2 years for contacts or
eyeglasses (frames and lenses).

Other vision $0
care

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 15
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Health need or Services you

concern may need

Your costs for in-
network
providers

Limitations, exceptions, & benefit information
(rules about benefits)

You need mental Mental health
health services services
(continued on

the next page)

$0

Outpatient mental or behavioral health services
include, but are not limited to the following:

e Individual and group mental health
evaluation and treatment

e Intensive Outpatient Program (IOP)
services

e Partial Hospitalization Program (PHP)
services

e Psychological testing to evaluate a mental
health condition

e  Electroconvulsive Therapy (ECT)

e Transcranial Magnetic Stimulation (TMS)

e Inpatient mental health services

Authorization rules may apply.
Referral requirements may apply.
Contact plan for details.

For questions about behavioral health, call
Member Services at 1-877-814-1861 and select
the option to speak to the Behavioral Health
team.

Medi-Cal specialty mental health services are
available through your County Mental Health
Plan (MHP) if you meet the eligibility criteria. To
access these services, contact the Access Lines
for your area:

Santa Barbara County Department of
Behavioral Wellness Access Line (24/7):
1-888-868-1649

San Luis Obispo Department of Behavioral Health
Access Line (24/7): 1-800-838-1381

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 16
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Health need or Services you Your costs for in-

concern may need network
providers

You need mental Inpatient and $0
health services  outpatient care
(continued from and community-

the previous based services

page)

for people who
need mental
health services

Limitations, exceptions, & benefit information
(rules about benefits)

Our plan covers up to 190 days for inpatient
mental health care in a psychiatric hospital. The
inpatient hospital limitation does not apply to
inpatient mental health services provided in a
general hospital.

After 190 days, the local county mental health
agency will coordinate authorization and pay for
inpatient psychiatric services.

Authorization rules may apply.
Referral requirements may apply.
Contact plan for details.

For questions about behavioral health, call
Member Services at 1-877-814-1861 and select
the option to speak to the Behavioral Health
team.

Medi-Cal specialty mental health services are
available through your County Mental Health
Plan (MHP) if you meet the eligibility criteria. To
access these services, contact the Access Lines
for your area:

Santa Barbara County Department of Behavioral
Wellness Access Line (24/7):
1-888-868-1649

San Luis Obispo Department of Behavioral Health
Access Line (24/7): 1-800-838-1381

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 17
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Health need or
concern

Services you

may need

Your costs for in-
network

Limitations, exceptions, & benefit information
(rules about benefits)

You need
substance use
disorder
services

You need a
place to live with
people available
to help you

You need
therapy after a
stroke or
accident

Substance use
disorder
services

Skilled nursing
care

Nursing home
care

Adult Foster

Care and Group

Adult Foster
Care

Occupational,
physical, or

speech therapy

providers

$0

$0

$0

$0

$0

Substance abuse services include:

e Screening, Assessment, Brief Intervention
and Referral to Treatment (SABIRT);

e  Opioid Treatment Program (OTP) services

For questions about behavioral health and
substance abuse services, call Member Services
at 1-877-814-1861 and select the option to speak
to the Behavioral Health team.

Medi-Cal specialty mental health services are
available through your County Mental Health
Plan (MHP) if you meet the eligibility criteria. To
access these services, contact the Access Lines
for your area:

Santa Barbara County Department of
Behavioral Wellness Access Line (24/7):
1-888-868-1649

San Luis Obispo Department of Behavioral Health
Access Line (24/7): 1-800-838-1381

Authorization rules may apply.
Referral requirements may apply.
Contact plan for details.

Authorization rules may apply.
Referral requirements may apply.
Contact plan for details.

Authorization rules may apply.
Referral requirements may apply.
Contact plan for details.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 18
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Health need or Services you

concern may need

Your costs for in-
network
providers

Limitations, exceptions, & benefit information
(rules about benefits)

You need help Ambulance
getting to health  services
services

Emergency
transportation

Transportation
to medical
appointments
and services

$0

$0

$0

Authorization rules may apply.
Contact plan for details.

In case of emergency, dial 911.

In case of emergency, dial 911.

Non-Medical Transportation (NMT): Your benefits
include getting a ride to your appointments when
the appointment is for a plan-covered service and
you do not have any access to transportation.
You can get a ride, at no cost to you, when you
have tried all other ways to get transportation

and are:

e Traveling to and from an appointment for a
service covered by your plan authorized by
your provider, or

e Picking up prescriptions and medical supplies

Non-Emergency Medical Transportation
(NEMT): You can get medical transportation if
you have medical needs that do not allow
you to use a car, bus, or taxi to your
appointments for covered services and plan-
covered pharmacy appointments.

e For members with medical and physical
conditions requiring specialized transport

o Requires a written authorization by a
doctor or other provider because you are
not able to physically or mentally use a
bus, taxi, car, or van to get to your
appointment

¢ Includes ambulance, wheelchair, gurney, or
air transport

Contact plan for details.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 19
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Health need or
concern

You need drugs
to treat your
iliness or
condition
(continued on
the next page)

Services you

may need

Medicare Part B
drugs

Medicare Part
D drugs

Tier 1:
Preferred
Generic

Tier 2: Generic

Tier 3:
Preferred Brand

Tier 4: Non-
Preferred Drug

Tier 5: Specialty

Tier 6: Select
Care Drugs

Your costs for in-
network
providers

Tier 1: Preferred

Generic

$0 copay or 25%
coinsurance for a
30-day supply.

Tier 2: Generic
$0 copay or 25%
coinsurance for a
30-day supply.

Tier 3: Preferred

Brand

$0 copay or 25%
coinsurance for a
30-day supply.

Tier 4: Non-
Preferred Drug
$0 copay or 25%
coinsurance for a
30-day supply.

Tier 5: Specialty
$0 copay or 25%
coinsurance for a
30-day supply.

Tier 6: Select Care
Drugs

$0 copay or 15%
coinsurance for a
30-day supply.

Limitations, exceptions, & benefit information
(rules about benefits)

Part B drugs include drugs given by your doctor
in their office, some oral cancer drugs, and some
drugs used with certain medical equipment. Read
the Member Handbook for more information on
these drugs.

Authorization rules may apply.
Contact plan for details.

There may be limitations on the types of drugs
covered. Please refer to CenCal CareConnect’s
List of Covered Drugs (Drug List) for more
information.

Once you or others on your behalf pay $2,400
you’ve reached the catastrophic coverage stage
and you pay $0 for all your Medicare drugs. Read
the Member Handbook for more information on
this stage.

Many of the covered drugs are available for
extended-day supplies (up to 100 days supply) at
most retail and mail order locations for the same
cost as a 1-month supply. Please refer to CenCal
CareConnect’s List of Covered Drugs (Drug List)
for more information.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 20
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Health need or Services you Your costs for in- | Limitations, exceptions, & benefit information

concern may need network (rules about benefits)
providers
You need drugs  Over-the- $0 Supplemental Benefit:
to treat your counter (OTC
. v ( ) CenCal CareConnect offers a supplemental
iliness or drugs

benefit that provides an allowance toward the
purchase of certain over-the-counter (OTC) items.
For more information on this benefit, contact
Member Services at the number at the bottom of
this page.

condition
(continued from
previous page)

A $90 allowance is provided per quarter. Unused
amounts DO NOT carry over to the next quarter.

There may be limitations on the types of drugs
covered. Please refer to CenCal CareConnect’s
List of Covered Drugs (Drug List) for more

information.

You need help Rehabilitation $0 Authorization rules may apply.
getting better or | services Referral requirements may apply.
have special Contact plan for details.
health needs

Medical $0 Authorization rules may apply.

equipment for Contact plan for details.

home care

Dialysis $0

services
You need foot Podiatry $0 Authorization rules may apply.
care services Contact plan for details.

Orthotic $0 Authorization rules may apply.

services Contact plan for details.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 21
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Health need or
concern

Services you

may need

Your costs for in-
network

Limitations, exceptions, & benefit information
(rules about benefits)

You need

durable medical

equipment
(DME)

Note: This isn’t
a complete list

of covered DME.

For a complete
list, contact
Member

Services or refer

to Chapter 4 of
the Member
Handbook.

You need help
living at home
(continued on
the next page)

Wheelchairs,
crutches, and
walkers

Nebulizers

Oxygen
equipment and
supplies

Home health
services

providers

$0 Authorization rules may apply.
Contact plan for details.

$0 Authorization rules may apply.
Contact plan for details.

$0 Authorization rules may apply.
Contact plan for details.

$0 Home health services covers health services
given in your home when found medically
necessary and prescribed by your doctor or by
a physician assistant, nurse practitioner, or
clinical nurse specialist. Home health services
are limited to services such as part-time skilled
nursing care, part-time home health aide,
skilled physical, occupational, and speech
therapy, medical social services, and medical
supplies.

Authorization rules may apply.
Contact plan for details.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 22
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Health need or Services you Your costs for in- | Limitations, exceptions, & benefit information
(rules about benefits)

concern may need network
providers

You need help
living at home
(continued from
the previous
page)
(continued on
the next page)

Home services,
such as
cleaning or
housekeeping,
or home
modifications
such as grab
bars

Adult day $0
health,

Community

Based Adult
Services

(CBAS), or

other support
services

Day habilitation = $0
services

For information in the County of Santa Barbara,
contact Santa Barbara Social Services In-Home
Supportive Services (IHSS):

Santa Barbara Office: 805-681-4550
Santa Maria Office: 805-346-8303
Lompoc Office: 805-737-6020

For information in the County of San Luis Obispo,
contact San Luis Obispo Social Services In-
Home Supportive Services (IHSS):

Atascadero Office: 805-461-6110
Arroyo Grande Office: 805-474-2000

If you need assistance or would like to find out
which Community Supports may be available for
you, call 805-562-1698, and select option 1 for
Community Supports, or call your health care
provider.

Eligibility to participate in community-based adult
services (CBAS) is determined by an
assessment and individualized plan of services
that meets your specific health and social needs.

Authorization rules may apply.
Referral requirements may apply.
Contact plan for details.

Day habilitation is for individuals experiencing
homelessness and entered housing in the
last 24 months, and individuals at risk of
homelessness or institutionalization whose
housing stability could be improved through
participation in day habilitation program.

Authorization rules apply.
Contact plan for details.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 23
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Health need or Services you Your costs for in- | Limitations, exceptions, & benefit information

concern may need network (rules about benefits)
providers

You need help  Services to help For information in the County of Santa Barbara,
living at home  you live on your contact Santa Barbara Social Services In-Home
(continued own (home Supportive Services (IHSS):
from.the healjth care Santa Barbara Office: 805-681-4550
B R Scrvices or Santa Maria Office: 805-346-8303

pleizanEl el Lompoc Office: 805-737-6020

attendant

services) For information in the County of San Luis Obispo,

contact San Luis Obispo Social Services In-
Home Supportive Services (IHSS):

Atascadero Office: 805-461-6110
Arroyo Grande Office: 805-474-2000

Authorization rules may apply.
Referral requirements may apply.
Contact plan for details.

Additional Chiropractic $0 Authorization rules may apply.
services services
(continued on

the next page) Diabetes $0 Authorization rules may apply.
supplies and Contact plan for details.
services
Prosthetic $0 Authorization rules may apply.
services Contact plan for details.
Radiation $0 Authorization rules may apply.
therapy Contact plan for details.

Services to help = $0
manage your
disease

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
is free. For more information, visit www.cencalhealth.org/careconnect. 24
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Health need or Services you Your costs for in- | Limitations, exceptions, & benefit information

concern may need network (rules about benefits)
providers
Additional California $0 California Integrated Care Management (CICM)
services Integrated Care provides integrated care coordination for specific
(continued Management vulnerable populations covered by Dual-Eligible
from the (CICM) Special Needs Plans (D-SNPs) like CenCal

previous page) CareConnect. Eligible populations include:

e  Adults Experiencing Homelessness

e Adults atrisk for avoidable hospital or
Emergency Department utilization

e  Adults with serious mental health and/or
Substance Use Disorder (SUD) needs

e Adults transitioning from incarceration

e  Adults living in the community and
at risk for Long-Term Care (LTC)
institutionalization

e  Adult nursing facility residents
transitioning to the community

e Adults who are pregnant or postpartum and
subject to racial and ethnic disparities

e  Adults with documented dementia needs

Contact plan for more details on eligibility and
enrollment requirements.

The above summary of benefits is provided for informational purposes only and isn’t a complete list of
benefits. For a complete list and more information about your benefits, you can read the CenCal CareConnect
Member Handbook. If you don’t have a Member Handbook, call CenCal CareConnect Member Services
1-877-814-1861 (TTY: CA Relay at 711) to get one. If you have questions, you can also call Member Services
or visit www.cencalhealth.org/careconnect.

E. Benefits covered outside of CenCal CareConnect

There are some services that you can get that aren’t covered by CenCal CareConnect but are covered by
Medicare, Medi-Cal, or a State or county ‘agency. This isn’t a complete list. Call Member Services at
1-877-814-1861 (TTY: CA Relay at 711) to find out about these services.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect. 25
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Other services covered by Medicare, Medi-Cal, or a State Agency Your costs
Certain dental services $0

Dental Managed Care (Dental MC) member contact information can be found at
www.dental.dhcs.ca.gov/Contact_Us/DMC_Member_Contact_Information/DM
CMemberContactinformation.

For Medi-Cal Dental Fee-for-Service, contact Medi-Cal Dental at 1-800-322-6384
or visit the website at www.smilecalifornia.org or www.sonriecalifornia.org.

Certain hospice care services covered outside of CenCal CareConnect $0
Psychosocial rehabilitation $0
Targeted case management $0
Rest home room and board $0
County specialty mental health and substance use disorder services $0
Assisted Living Waiver $0
Multipurpose Senior Services Program (MSSP) $0
Regional Center Services $0
In-Home Supportive Services (IHSS) $0

For information in the County of Santa Barbara, contact Santa Barbara Social
Services IHSS:

Santa Barbara Office: 805-681-4550
Santa Maria Office: 805-346-8303
Lompoc Office: 805-737-6020

For information in the County of San Luis Obispo, contact San Luis Obispo Social
Services In-Home Supportive Services (IHSS):

Atascadero Office: 805-461-6110
Arroyo Grande Office: 805-474-2000

If you need assistance or would like to find out which Community Supports may be
available for you, call 805-562-1698, and select option 1 for Community Supports,
or call your health care provider.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect. 26
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F. Services that CenCal CareConnect, Medicare, and Medi-Cal don’t cover

This isn’t a complete list. Call Member Services at 1-877-814-1861 (TTY: CA Relay at 711) to find out about
other excluded services.

Services CenCal CareConnect, Medicare, and Medi-Cal don’t cover

Services considered not “reasonable and medically necessary,” according to
Medicare and Medi-Cal standards, unless listed as covered services.

Experimental medical and surgical treatments, items, and drugs, unless Medicare,
a Medicare-approved clinical research study, or the plan covers them.

Elective or voluntary enhancement procedures or services (including weight loss,
hair growth, sexual performance, athletic performance, cosmetic purposes, anti-
aging and mental performance), except when medically necessary.

Certain durable medical equipment (DME) such as stairway elevators,
dehumidifiers, telephone alert systems, and whirlpool baths. If you have questions
or are unsure if your DME is covered, please contact Member Services for more
information.

G. Your rights as a member of the plan

As a member of CenCal CareConnect, you have certain rights. You can exercise these rights without being
punished. You can also use these rights without losing your health care services. We’ll tell you about your
rights at least once a year. For more information on your rights, please read the Member Handbook. Your
rights include, but aren’t limited to, the following:

e You have a right to respect, fairness, and dignity. This includes the right to:

o Get covered services without concern about medical condition, health status, receipt of health
services, claims experience, medical history, disability (including mental impairment), marital status,
age, sex, sexual orientation, national origin, race, color, religion, creed, or public assistance

o Getinformation in other languages and formats (for example, large print, braille, or audio) free of
charge

o Be free from any form of physical restraint or seclusion

e You have the right to get information about your health care. This includes information on
treatment and your treatment options. This information should be in a language and format you can
understand. This includes the right to get information on:

o Description of the services we cover

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
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o How to get services
o How much services will cost you
o Names of health care providers
e You have the right to make decisions about your care, including refusing treatment. This
includes the right to:
o Choose a primary care provider (PCP) and change your PCP at any time during the year
o Use a women’s health care provider without a referral
o Get your covered services and drugs quickly
o Know about all treatment options, no matter what they cost or whether they’re covered
o Refuse treatment, even if your health care provider advises against it
o Stop taking medicine, even if your health care provider advises against it
o Ask for a second opinion. CenCal CareConnect will pay for the cost of your second opinion visit
o Make your health care wishes known in an advance directive
¢ You have the right to timely access to care that doesn’t have any communication or physical
access barriers. This includes the right to:
o Gettimely medical care

o Getin and out of a health care provider’s office. This means barrier-free access for people with
disabilities, in accordance with the Americans with Disabilities Act

o Have interpreters to help with communication with your health care providers and your health plan
e You have the right to seek emergency and urgent care when you need it. This means you have

the right to:

o Get emergency services without prior authorization in an emergency

o Use an out-of-network urgent or emergency care provider, when necessary

e You have a right to confidentiality and privacy. This includes the right to:

o Ask for and get a copy of your medical records in a way that you can understand and to ask for your
records to be changed or corrected

o Have your personal health information kept private

e You have the right to file a complaint or appeal a denied, delayed, or modified service. Please
see Section G below. This includes the right to:
o File a complaint or grievance against us or our providers

o Appeal certain decisions made by us or our providers

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
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o File a complaint with the California Department of Managed Health Care (DMHC) through a toll-free
phone number (1-888-466-2219), or a TDD line (1-877-688-9891) for the hearing and speech
impaired. The DMHC website (www.dmhc.ca.gov/) has complaint forms, Independent Medical
Review (IMR) application forms, and instructions available online.

o Ask DMHC for an IMR of Medi-Cal services or items that are medical in nature

o Ask for a State Hearing

o Get a detailed reason for why services were denied and ask for free copies of all the information
used to make the decision

For more information about your rights, you can read the Member Handbook. If you have questions, you can
call CenCal CareConnect Member Services at 1-877-814-1861 (TTY: CA Relay at 711).

You can also call the Medicare and Medi-Cal Ombudsperson Program (MMOP) at 1-855-501-3077, Monday
through Friday, between 9 a.m. and 5 p.m., or the Medi-Cal Office of the Ombudsman at 1-888-452-8609,
Monday through Friday, between 8 a.m. and 5 p.m.

H. How to file a complaint or appeal a denied, delayed, or modified service

If you have a complaint or think CenCal CareConnect improperly denied, delayed, or modified a service, call
Member Services 1-877-814-1861 (TTY: CA Relay at 711), 8 a.m. to 8 p.m. PT, 7 days a week (except
Thanksgiving and Christmas) from October 1 through March 31, and Monday through Friday (except holidays)
from April 1 through September 30. You may also submit a complaint in writing to CenCal CareConnect (HMO
D-SNP), 4050 Calle Real, Santa Barbara, CA 93110, or Fax: 805-681-3009. You may be able to appeal our
decision.

For questions about complaints and appeals, you can read Chapter 9 of the Member Handbook. You can also
call CenCal CareConnect Member Services at 1-877-814-1861 (TTY: CA Relay at 711).

You may be able to appeal our decision if CenCal CareConnect denies, modifies, or postpones your request
for medical care, refuses to pay for emergency services, or declines to cover experimental or investigational
treatments for a serious condition. For questions about complaints and appeals, you can read Chapter 9 of the
Member Handbook or call Member Services. You can ask for help from any of the following:

° Health Insurance Counseling and Advocacy Program (HICAP) at 805-928-5663.

° Your doctor or other provider. Your doctor or other provider can ask for a coverage decision or appeal
on your behalf.

e Afriend or family member. You can name another person to act for you as your “representative” and
ask for a coverage decision or make an appeal.

e Alawyer. You have the right to a lawyer, but you are not required to have a lawyer to ask for a
coverage decision or make an appeal.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call
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o  Call your own lawyer or get the name of a lawyer from the local bar association or other referral
service. Some legal groups will give you free legal services if you qualify.

o Ask for a legal aid attorney from the Health Consumer Alliance at 1-888-804-3536.

Help from the California Department of Managed Health Care

The California Department of Managed Health Care is responsible for regulating health care service plans. If
you have a grievance against your health plan, you should first telephone your health plan at 1-877-814-1861
(TTY: CA Relay at 711) 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 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 1-888-466-2219 and a TDD line 1-877-688-9891 for the
hearing and speech impaired. The department's internet website www.dmhc.ca.gov has complaint forms,
IMR application forms and instructions online.

. What to do if you suspect fraud

Most health care professionals and organizations that provide services are honest. Unfortunately, there may be
some who are dishonest.

If you think a doctor, hospital or other pharmacy is doing something wrong, please contact us.

e Callus at CenCal CareConnect Member Services. Phone numbers are 1-877-814-1861 (TTY: CA Relay
at711).

e Or, call the CenCal CareConnect Anonymous Hotline at 1-866-775-3944.
e Or, call the Medi-Cal Customer Service Center at 1-800-541-5555. TTY users may call 1-800-430-7077.

e Or, call Medicare at 1-800-MEDICARE (1-800-633-4227). TTY users may call 1-877-486-2048. You can
call these numbers for free.

e Or, call the California Department of Justice, Division of Medi-Cal Fraud & Elder Abuse (DMFEA) at
1-800-722-0432. TTY users may call 711.

e Or, call the U.S Department of Health and Human Services (HHS) Office of Inspector General (OIG) at
1-800-447-8477, TTY users may call 1-800-377-4950.

If you have questions, please call CenCal CareConnect at 1-877-814-1861 (TTY: CA Relay at 711),
= 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving and Christmas) from October 1 through

March 31, and Monday through Friday (except holidays) from April 1 through September 30. The call

is free. For more information, visit www.cencalhealth.org/careconnect. 30
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CenCalHEALTH"

Local. Quality. Healthcare.

4050 Calle Real, Santa Barbara CA 93110
www.cencalhealth.org/careconnect

If you have general questions or questions about our plan, services, service area, billing, or
Member ID Cards, please call CenCal CareConnect Member Services:

1-877-814-1861 (TTY: CA Relay at 711), 8 a.m. to 8 p.m. PT, 7 days a week (except Thanksgiving
and Christmas) from October 1 through March 31, and Monday through Friday (except holidays)
from April 1 through September 30. Calls to this number are free. Member Services also has free
language interpreter services available for non-English speakers.

If you have questions about your health:

e Call your primary care provider (PCP). Follow your PCP’s instructions for getting care when
the office is closed.

e If your PCP’s office is closed, you can also call the Nurse Advice Line 24-hours a day, 7
days a week at 1-800-524-5222. Calls to this number are free. A nurse will listen to your
problem and tell you how to get care.

e CenCal CareConnect also has free language interpreter services available for non-English
speakers. Call Member Services for more information.
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