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How to contact
the Apple Health
Customer Service Center

You can speak or press the number in brackets.
You can key ahead anytime.

( 1-800-562-3022 )
A 4
Stay on the line or
English. o [1]
SPaNish. [2]

( Clientservices . .. . (6] )
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Disclaimer about this booklet:

This booklet will introduce you to your behavioral
health benefits (mental health and drug and alcohol
treatment services) and explain your rights and
responsibilities, how to access services, and how to
change behavioral health plans. Please be advised
this booklet does not create any legal rights or
entitlements. You should not rely on this booklet as
your only source of information about Apple Health
(Medicaid). You can get detailed information about
Apple Health by looking at the Health Care Authority
website on the Laws and Rules page,
www.hca.wa.gov/pages/rules_index.aspx .
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Washington

Apple Health

Welcome to Washington Apple Health

You are receiving this booklet because you recently enrolled in Washington Apple Health (Medicaid). The Washington
State Health Care Authority (HCA) administers Apple Health and contracts with managed care plans to provide your
behavioral health services coverage. Later you will receive “Your Behavioral Health Benefit Handbook” from your
health plan. It will provide more detail about your covered benefits.

In Clark and Skamania counties you will receive your
behavioral health services through one of the managed
care plans available to you. The managed care plan

will coordinate all of your mental health and drug and
alcohol treatment services, which is sometimes referred
to as substance use disorder services.

About your behavioral health benefits

The behavioral health benefits (mental health and drug
and alcohol treatment services) you can receive are not
changing. Starting April 1, 2016, how you receive these
services will be different if you live in Clark or Skamania
counties. You'll receive behavioral health services from
one of the managed care plans listed below.

Please read this booklet carefully.
Your health plan

HCA has contracts with the following health plans in Clark
and Skamania counties.

Community Health Plan of Washington (CHPW)
1-800-440-1561

Molina Healthcare of Washington (MHW)
1-800-869-7165

This booklet includes a letter, or you will receive one
separately, telling you the name of the managed care
health plan that is providing your behavioral health
services. If you are currently receiving behavioral health
services or have questions about accessing them, please
contact this health plan.

You have the right to request to change your plan at
any time. If you wish to select a different plan, you may
use the sign-up form enclosed with your letter. For more
information on how to change plans see “Changing
behavioral health plans”on page 12.



Your services card

You will receive
two cards in the
mail, one from
Washington Apple
Health (the Services
Card) and one from
the health plan
that will manage
your behavioral
health care. If you have Medicare or other private insurance
coverage, you might have a separate card from them as well.

About two weeks after you enroll in Washington Apple
Health through Healthplanfinder
www.wahealthplanfinder.org or Washington Connection
www.washingtonconnection.org, you will receive a blue
Services Card (also called a ProviderOne card) like the one
pictured here. Keep this card. Your Services Card shows
you are enrolled in Apple Health.

You do not have to activate your new Services Card.
HCA will activate your card before we mail it to you.

ProviderOne

You'll see “ProviderOne” on your Services Card.
ProviderOne is the information system that coordinates
the health plans for us and helps us send you information
at various times. The number on the card is your
ProviderOne client number (nine-digits ending in WA).

Each member of your household who is eligible for Apple
Health will receive his or her own Services Card. Each
person has a different ProviderOne client number that
stays with him or her for life.

If you had previous Apple Health coverage (or had
Medicaid before it was known as Apple Health) you won't
be mailed a new card. Your old card is still valid, even

if there is a gap in coverage. Your ProviderOne client
number remains the same.

If you don’t receive the card or lose
your card

If you don’t receive your Services Card by the end of two
weeks after successfully completing your Apple Health
enrollment or if you lose your card, please call the
Health Care Authority’s Apple Health Customer Service
Center at 1-800-562-3022.

Contact your behavioral health plan’s
member services number when you:

Need access to mental health services.
Need access to drug and alcohol treatment.
Have a problem with your plan.

Want to change your provider.

Lose your health plan ID card and want
another one.

m Have a special behavioral health care need
(or your child does).



Your health plan card

A few weeks after you enroll in Apple Health, you will
receive an ID card from the managed care health plan
that will provide your behavioral health services as well
as more information about how to access these services.

Your plan ID card will look like one of those shown below.

Keep this card, too! Take both your Services Card and
your plan ID card with you when you see your behavioral
health providers. You may also need a photo ID.
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If you need behavioral health care
services before your cards arrive

If you need to go to a behavioral health care provider
before your cards arrive, take your enrollment letter with
you. You can go to any behavioral health provider as long
as the provider is in your plan’s network (contracted with

your health plan). Contact your plan for a list of providers.

You can also call your behavioral health plan for help,
even if you have not received your Services Card or
health plan ID card.

What to do in an emergency?

What is an emergency? This is when a person thinks they
must act quickly to prevent serious health problems. Call
911 at once. Go to the nearest hospital.

« If there is a life-threatening emergency; or

- If you feel you may be a danger to yourself or
someone else.

Crisis services

A crisis is like an emergency and helps clients get needed
behavioral health care.

You may be feeling:
+ Anxiety or loneliness;
« Sadness or grief;

« Thoughts of suicide.

You may be experiencing:
- Relationship problems;

+ Alcohol or drug misuse.

If you feel you may need to be admitted to a hospital
for behavioral health treatment, contact your
behavioral health care provider or the crisis services line
immediately.

Crisis services in Clark and Skamania counties

Call Beacon Health Options (Beacon)

1-800-626-8137

(or 360-696-9560 in Clark County,
509-427-3850 in Skamania County)

Crisis services are available to adults, adolescents,
and children.
« 24/7 crisis hotline;

- Stabilization services;

+ Involuntary Treatment Act (ITA).



What services are available from
my behavioral health plan?

You can get a wide range of treatments and services
for mental health and drug and alcohol misuse. The
list below describes the services that are covered by
your contracted managed care health plan. If you need
services or have any questions, please call your health
plan and they can help you coordinate and access the
care you need.

Drug and alcohol treatment services from managed
care organizations (MCOs):

Assessment — An “interview” by a health provider to
decide the services you need.

Brief Intervention and Referral to Treatment - Time
limited, to reduce problem use.

Withdrawal Management (Detoxification) — Help with
decreasing your use of alcohol or other drugs over time,
until it is safe to stop using. (This service does not include
hospital treatment.)

Outpatient Treatment - individual and group counseling
sessions in your community.

Intensive Outpatient Treatment - More frequent
individual and group counseling sessions.

Inpatient Residential Treatment — A comprehensive
program of individual counseling, group counseling, and

education provided in a 24-hour-a-day supervised facility.

Opiate Substitution Treatment Services - Provides
outpatient assessment and treatment for opiate
dependency. Includes approved medication and
counseling.

Case Management - Help with finding medical, social,
education, and other services.
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Mental Health Services from M(Os:

Intake Evaluation - Identifies your needs and goals and
helps your mental health care provider recommend other
services and plan treatment.

Individual Treatment Services - Counseling and/or other
activities designed to meet your goals in your service plan.

Medication Management - Licensed staff prescribing
medicine and talking to you about side effects.

Medication Monitoring - Services to check on how your
medication is working and to help you to take it correctly.

Group Treatment Services - Counseling with others who
have similar challenges.

Peer Support - Help with navigating the mental health
system and reaching your recovery goals, provided by a
trained person who is in recovery from mental iliness.

Brief Intervention and Treatment - Short-term counseling
that is focused on a specific problem.

Family Treatment — Family-centered counseling to help
build stronger relationships and solve problems.

High Intensity Treatment - Services provided by a team
of mental health providers to help you meet your goals in
your service plan.

Therapeutic Psychoeducation - Education about mental
iliness, mental health treatment choices, medications and
recovery, including supports and/or supportive services.

Day Support - Intensive program to learn or assist with
independent living skills.

Evaluation and Treatment/Community Hospitalization -
Medically necessary inpatient crisis care. You do not need
an outpatient intake evaluation before this service.

Stabilization Services - Provided in your home or home-
like setting to help prevent a hospital stay. You do not
need an intake evaluation before this service.

Rehabilitation Case Management - Coordination
between your inpatient and outpatient mental health
services. This might be part of your intake evaluation.

Mental Health Services Provided in Residential
Settings — Services provided where you live if you live in a
group setting.

Special Population Evaluation - Treatment planning
assistance from a specialist who works with children, older
adults and people from multi-cultural backgrounds.

Psychological Assessment — Testing that helps with
diagnosis, evaluation, and treatment planning.



If you need care

Mental health

Drug and alcohol
treatment

After-hours care
Crisis

Emergency care

Care away from home

What about my physical
health care benefits?

You will continue to receive your physical health benefits
as you do today. Ways you receive physical health care
include:

« Medicare, private health insurance, or Indian Health
Centers.

« The Apple Health managed care health plan
specifically for children in foster care.

« The Primary Care Case Management (PCCM) program.
PCCM clients receive physical health care through
Indian Health Centers.

Together, your behavioral health and physical health plans
provide whole-person, full coverage (physical health,
mental health, and drug and alcohol treatment services).

Call your behavioral health plan or behavioral health provider.

Call your behavioral health plan.

Call your behavioral health plan’s nurse advice line, 24 hours a day, seven days
per week.

Call Beacon Health Options (phone numbers on page 9).

Call 911 or go to the nearest place where emergency providers can help. As soon
as possible, you or someone you know must call your behavioral health plan to

report your emergency. This is available 24 hours a day, seven days per week.

If it is not an emergency, call your behavioral health provider or the nurse advice
line, located on your plan ID card.



Other services

You might need an interpreter

If you don't speak English well, professional interpreters

are available in many languages, including sign language,

at no cost to you. When you make an appointment, let
the receptionist know if you need an interpreter. The
interpreter can go to the provider’s office or be on the
phone during your appointment.

It's better to use one of these professional interpreters
than to bring a family member or friend to interpret
for you. The interpreters are trained to understand
health care terms. They will help you and your provider
understand each other.

If you have a disability

If you have a speech or hearing disability or a mobility
issue, you should tell the receptionist when you make
your appointment. The receptionist will help you make
any necessary arrangements.

You can get help with transportation

If you have no way to get to your appointment, you may
be eligible for help with transportation. The appointment
must be for services allowed by your behavioral health
plan. The transportation provided will be the most
appropriate and least costly, but is at no cost to you. The
most common types of transportation available include:
public bus, gas vouchers, client and volunteer mileage
reimbursement, volunteer drivers, taxi, wheelchair van or
accessible vehicle, and commercial bus and air. A list of
brokers can be found at: www.hca.wa.gov/medicaid/
transportation/pages/newrequest.aspx and click on
“Regional Broker”
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Changing behavioral health plans

You have the right to request to change your behavioral
health plan at any time. Depending on when you make
your request, your new plan will usually start the first of the
next month. You can switch your plan by:

« Downloading the enrollment form at
www.hca.wa.gov/medicaid/forms/
Documents/13_862.pdf. Fill it out and fax it to the fax
number on the form.

OR

« Call Apple Health Customer Service at 1-800-562-3022
(TTY/TDD 7110r 1-800-848-5429).



Your rights and responsibilities

By law, you have rights regarding the health care
services you receive, and you also have certain
responsibilities to help maintain and improve your
health and avoid unnecessary costs.

You have the right to:

+ Help make decisions about your behavioral health
care, including refusing treatment.

« Beinformed about all treatment options available,
regardless of cost.

+ Get a second opinion from another provider in your
health plan.

+ Get services without waiting too long.

+ Be treated with respect and dignity. Discrimination
is not allowed. No one can be treated differently or
unfairly because of their race, color, national origin,
gender, sexual preference, age, religion, creed, or
disability.

+ Speak freely about your health care and concerns
without any bad results.

« Have your privacy protected and information about
your care kept confidential.

« Ask for and get copies of your medical records.

+ Ask for and have corrections made to your medical
records when needed.

+ Ask for and get information about:
» Your health care and covered services.

» Your provider and how referrals are made to
specialists and other providers.

» How the health plan pays your providers for your
medical care.

» All options for care and why you are getting certain
kinds of care.

» How to get help with filing a grievance or complaint

about your care.

» Your health plan’s organizational structure including

policies and procedures, practice guidelines, and
how to recommend changes.

+ Receive your Member’s Rights and Responsibilities
in writing at least yearly. Your rights include mental
health and drug and alcohol treatment services.

+ Receive a list of crisis phone numbers.

+ Receive help completing mental or medical health
advance directive forms.

You have the responsibility to:

Help make decisions about your mental health and
drug and alcohol treatment service, including refusing
treatment.

Keep appointments and be on time. Call your
provider’s office if you are going to be late or if you
have to cancel the appointment.

Give your providers information they need to get paid
for providing services to you.

Show your providers the same respect you want from
them.

Bring your Services Card and health plan ID card to all
of your appointments.

Learn about your health plan and what services are
covered.

Use health care services when you need them.

Know your health problems and take part in making
agreed-upon treatment goals as much as possible.

Give your providers and health plan complete
information about your health so you can get the care
you need.

Follow your provider’s instructions for care that you
have agreed to.

Use health care services appropriately.

Inform us right away if your family size changes (such
as pregnancy, births, adoptions) or your circumstances
change (such as a new address, change in income, or
becoming eligible for Medicare or other insurance).

Renew your coverage annually using the Healthplanfinder
website at www.wahealthplanfinder.org. You also can
use this website to report changes to your account.

If you use the local Community Service Office (CSO),
remember to complete eligibility requests by mail or
online at Washington Connection
www.washingtonconnection.org.



If you're unhappy with your health plan

You have the right to file a grievance (complaint) if you
are unhappy with the way you have been treated. You
also have the right to appeal a decision your health plan
makes if it denies a covered service. Your health plan
must help you file a grievance or an appeal.

+ Your health plan must let you know by phone or letter
that it received your grievance within two working days.

+ Your health plan must let you know in writing that it
received your appeal within 72 hours.

Your concerns must be addressed as quickly as possible,
not taking more than 45 days.

Is it urgent? If you are appealing a decision and have an
urgent behavioral health condition, you or your provider
can ask for an expedited (quick) review or hearing. If your
behavioral health condition requires it, a decision will be
made about your care within 72 business hours. Refer to
your “Your Behavioral Health Benefit Handbook” for more
detailed information on these steps.

A note about privacy

Your Services Card does not contain any personal
information except your name, your ProviderOne
number, and the issue date. This maintains your privacy
if the card is lost or stolen. Neither the Health Care
Authority (HCA), nor your health plan will ever contact
you directly asking for your personal information to
obtain or replace a Services Card. Never give your
personal information, such as Social Security number, to
someone who calls or emails you to ask for it.

By law, all health plans are required to protect your
health information. Health plans and HCA use and share
protected health information about you to provide
your behavioral health benefits; to carry out treatment,
payment, and health care operations; and for other
reasons allowed and required by law. Health plans and
HCA have the duty to keep your health information
private.

To read HCA'’s privacy policy, go to www.hca.wa.gov and
click on “Privacy” at the bottom of the page. If you want
to read your health plan’s privacy policy, call your health
plan’s member services or visit the plan’s website.
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Where to get answers to your questions

If you have any questions about Contact
« Changing health plans Apple Health Customer Service at 1-800-562-3022 or send your
« Eligibility for behavioral health services questions to https://fortress.wa.gov/hca/p1contactus/

«  Services Cards
«  How to get services if you move out of
Clark or Skamania County

«  Choosing a behavioral health provider Your behavioral health plan.

«  Covered services Your behavioral health plan’s phone number is listed on page 7 of
«  Referrals to behavioral health services this booklet.

Changes to your account, such as: income, «  Online: www.wahealthplanfinder.org or

marital status, pregnancy, births, or adoptions; | «  Call 1-855-923-4633 (TTY/TDD users call 1-855-627-9604) or
or to update your address +  Visit your DSHS Community Services Office (CSO) or

+  Go toWashington Connection
www.washingtonconnection.org

Useful web pages

Web page URL

Washington Apple Health www.hca.wa.gov/medicaid/Pages/index.aspx

(Medicaid) website

Request Non-Emergency Medical www.hca.wa.gov/medicaid/transportation/pages/newrequest.aspx

Transportation

Apple Health (Medicaid) Enrollment www.hca.wa.gov/medicaid/forms/documents/13_862.pdf
Form

Washington Healthplanfinder www.wahealthplanfinder.org
Washington Connection www.washingtonconnection.org
Recovery Help Line www.waRecoveryHelpLine.org.

(If you need treatment, call the 24-hour, free and confidential line
1-866-789-1511 [TTY 1-206-461-3219]).

To obtain this document in another format (such as Braille or audio), call HCA's Apple Health Customer Service at
1-800-562-3022. (The TTY/TDD line is 711 or 1-800-848-5429 for people who have difficulties with hearing or speech.)

Call 1-800-562-3022, if this document is in a language you cannot read. This document is available in another language at
no cost to you.

HCA 19-049 EN (2/16)
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