[T Health Partners
Service. Benefits. Respect.

HEALT H

FOR

PUBLISHED

..: L R : I';:j__"

National Domestic
Violence Hotline
[] 1-800-799-7233 (SAFE)
[] 1-800-787-3224
(TTY for the deaf)
00 www.ndvh.org

Help is available in English
and Spanish and many other
languages. All contact with the
hotline is free and confidential.
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Coachlng boys
INto men

The boys in your life need your
time and energy to grow into
healthy young men. Boys are
swamped with infuences—from
friends, the neighborhood, TV,
the Internet, music and movies.
They hear lots of things about
what it means to “be a man”—
often that they have to be tough
and in control. These messages
are harmful.

Boys need your advice on
how to behave toward girls.

Boys are watching you and how
you relate to other men and to
women. So teach boys, and teach
them often, that there is no place
for violence in a relationship.

Teach early. It’s never too
soon to talk to a child about
violence. Talk with him about
what it means to be fair, share
and treat others with respect.

Be there. Just being with
boys is important. They want

and need good male role models
around them.

Listen. Hear what he has to
say. Listen to how he and his
friends talk about girls. Is he
worried that any of his friends
are hurting someone else?

Tell him how. Teach him ways
to express anger without violence.
When he gets mad, he can walk it
out or talk it out. Let him know he
can always come to you to talk.

Bring it up. Boys won’t ask
for help on how to treat women,
but they need it. Try watching TV
with him or listening to music and
talking. Be sure he knows treating
girls with respect is important.

For more information and help
on coaching boys into men, go
to www.endabuse.org.

If something about your
relationship scares you or you are
worried about your children and
you need to talk, call us.
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Ways we help you
Improve your health

Health Partners has a Health
Care Management Department
dedicated to your health care
needs.

The Health Care Management
Department provides services
to help with the health care
needs of you and your family.
The Health Care Management
Department has seven units that
provide services to members.
These units are Disease
Management, Intensive Case
Management, Health Outcomes,
Health Care Compliance and
Education, Quality Management,
Special Needs and Utilization
Management.

Like the pieces of a puzzle,
these units all work together
to help keep you and your
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family healthy.

We have nurses, educators,
coordinators and social workers
to help you with your health.
We talk to members over the
phone to assess their health
needs and to provide education
and outreach. We also send you
information to help you live a
healthier life.

Offering specific services
In the Disease Management and

Intensive Case Management units,

we work to:

[l Improve the health outcomes

of Health Partners’ members.

[0 Enroll members into our

Asthma, Congestive Heart Failure,

Diabetes, Prenatal and Intensive

Case Management programs.

We also offer outpatient
services for members enrolled
in our disease management
programs. We work to help
you obtain durable medical
equipment (DME) if you
need it.

0 If you have Congestive
Heart Failure, we can help you
get a scale to monitor your
weight.

(0 If you have Asthma, we can
help you get a nebulizer.

00 If you have Diabetes, we can
help you get a glucose monitor.

We can also help with
transportation to your provider’s
offce if you need it.

The Health Outcomes, Health
Care Compliance and Education,
and Quality Management units
work to improve the health of
members by offering wellness
programs such as the Stop
Smoking Program; the Early
Periodic Screening and
Diagnosis Treatment (EPSDT)
Program; and the Fitness
Program. We work with
providers to make sure that
you and your family get the
care that’s best for you.

Managing your illness

If you have congestive heart
failure, asthma or diabetes, you
were enrolled in our Disease
Management Program when
you became a member of Health
Partners. Taking part in our
Disease Management Program
is another way to help manage
your illness. That’s why we
enrolled you in the program
when you became a member of
Health Partners.

If you do not wish to be in the
program, just call our Health
Care Compliance and Education
Unit at (215) 991-4252 and
let us know. You can also call
the Health Care Compliance
and Education Unit for more



information about the Disease
Management Program or any of
our wellness programs.

Meeting your needs

The Special Needs Unit
helps members who have
special needs. A Special Needs
member is a member who
has physical, developmental,
emotional or behavioral
conditions.

Some examples of Special
Needs include, but are not
limited to, serious diseases
or illnesses, a child or children in
foster care, or mental retardation
or developmental disabilities.
This also includes members
with shorter-term conditions

We care about
your health

2005 Preventive
Health Guidelines

Here at Health Partners,
we are concerned about your
health. Below, you will find
some information that tells how
healthy our Health Partners
members are. We are making
improvements in many areas;
however, with your help we can
do more.
[] Half of Health Partners’ (HP)
children ages 2 through 12
received their shots.
[J Half of HP’s adolescents
ages 13 through 21 received
their shots.
1 A little over half of HP’s
women 50 and older received a
breast cancer screening.
[J About six out of 10 of HP’s
women ages 21 through 64
received a Pap smear.
1 About six out of 10 of HP’s
women ages 16 through 26

received a chlamydia screening.

such as a broken leg.

If you think you have a special
need, please call our Special
Needs hotline at (215) 991-4370
and they will be happy to help
you.

[0 We help members gain access
to the services that are necessary
for them.

[0 When a member gets services
from different doctors, we help
the member arrange those
services.

We also seek out and identify
members with special needs
so that we can help them get
the care they need. If you or
someone you know can beneft
from our Special Needs Unit,
please call (215) 991-4370.

[J Less than half of HP’s members
with diabetes got an eye exam.

] Only half of HP’s members with
diabetes have their blood sugar
under control.

[J About seven out of 10 of HP’s
members with asthma got the right
medicine.

[1 About seven out of 10 of HP’s
pregnant women received prenatal
care in a timely manner.

[J Only one-third of HP’s new
moms went back for the postpartum
checkup.

[ About four out of 10 of HP’s
members ages 4 through 21 went
to the dentist last year.

What does this mean? It means
that as a member of Health
Partners, we would like you and
your children to visit your doctor
and dentist for routine checkups
at least once a year. There are
different checkups for different
ages and genders.

You should have received a
copy of our Preventive Health
Guidelines in the mail. These
guidelines explain when you and
your family should go to the doctor

Improving your care

The Utilization Management
Unit works for you from behind
the scenes:
(1 We work with your provider
to get the best services for your
health.
[0 We handle the use of
services related to your physical
health, while the units of
Disease Management, Intensive
Case Management, Health
Outcomes, Health Care
Compliance and Education,
Quality Management and
Special Needs work with you
to promote and maintain your
health.

Together, we work to manage
and improve your health.

for services such as checkups,
blood tests, health screenings
and shots for children. If you
are not sure what checkups you
need, ask your PCP. They also
show what you need to do to
have a safe pregnancy.

It is very important that you
read these guidelines and
discuss them with your primary
care provider (PCP). That
way, your PCP can help make
sure that you and your family
members stay healthy.

If you did not get the
Preventive Health Guidelines
in the mail, or have any
guestions about them, please
call Health Partners’ Member
Relations at (215) 849-9600 or
1-800-553-0784. You can also
go to the Health Partners
Website at www.healthpart.com
under “Info for
Members” and
click on “Health
Education &
Information” to
get a copy of the
Guidelines.
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Keep your
teeth healthy

As a Health Partners
member, your benefits
include regular dental care.
Your dental care benefits
include two dental exams
and two cleanings a year.

Your benefits also include
the following when medically
necessary:

[ X-rays

[0 Dental sealants

0 Fillings

[0 Root canals

[1 Crowns

[0 Anesthesia

[1 Dentures

[1 Emergency care

[0 Oral surgery

[ Braces (for members
under 21)

[J Extractions

] Periodontal services

Good dental health is
important.

For more informa-
tion about your
dental benefits, how to
find a participating dentist
or how to make a dental
appointment, please call

Member Relations at 1-800-
553-0784 or (215) 849-9600.
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Your rights and
responsibilities

As a Health Partners
member, you have the right
to know about your rights and
responsibilities. Exercising these
rights will not negatively affect
the way you are treated by
Health Partners, its participating
providers or other state agencies.

When making your health care
decisions, you have the right to
feel that Health Partners is not
restraining, isolating, bullying,
punishing or retaliating against
you.

Member rights

As a member of Health
Partners, you have many rights,
including:
1. You have the right to know
about all the benefts and
services offered by Health
Partners. You have the right to
know about policies that can
affect your membership.
2. You have the right to make
recommendations about Health
Partners’ member rights and
responsibilities.
3. You have the right to be a part
of decisions made by Health
Partners and its participating
doctors that affect your
personal health care and your
membership.

4. You have the right to be
treated fairly and to have your
right to respect, dignity and
privacy protected.

5. You have the right to expect
that information you provide to
Health Partners, your medical
records and anything you discuss
with your doctor will be treated
confdentially, and will not be
released to others without your
permission.

6. You have the right to request
a specialist to help meet your
special needs by serving as your
primary care provider (PCP).

7. You have the right to question
decisions made by Health
Partners or its doctors.

8. You have the right to basic
information about doctors and
other providers who participate
with Health Partners. You have
the right to choose from these
providers and to refuse care from
specifc doctors. You have the
right to voice complaints and
grievances about Health Partners
or care provided.

9. You have the right to fle

a Pennsylvania Department

of Public Welfare (DPW) Fair
Hearing appeal if you receive

a denial of service or if Health
Partners does not process your
complaint or grievance request
in a timely manner.

10. You have the right to be
present either in person or by
telephone at the appeal hearing
and to bring a family member,
friend, lawyer or other person to
help you.

11. You have the right to use an
Advance Directive to say how
you want your medical care
handled. This written statement
will be used if you are too sick to
speak for yourself.

12. You have the right to have
access to medical records in
accordance with federal and state
laws. If you would like a copy of



your records, please call Health
Partners’ Member Relations
department at 1-800-553-0784
or (215) 849-9600 for help.
13. You have the right to talk
openly with your doctor about
all treatments that may be

right for your health problem,
whether or not Health Partners
covers them, and without regard
to cost.

14. You have the right to
receive information on
available treatment options and
alternatives. Your treatment
options should be presented in
a way that is clear to you. You
also have the right to refuse
treatment options from your
doctor.

Member responsibilities
You also have many duties as
a member of Health Partners,
including:
1. You have the duty to tell
Health Partners and its
participating doctors about
information which may affect
your membership or your
right to program benefts. For
example, if you move to another
address, you must call Health
Partners and your PCP and tell
us your new address.
2. You have the responsibility
to learn about your health
problems and work with your
doctor to develop a plan for your
care.
3. You have the duty to help
with your health care by
following the membership rules.
For example, you must call your
PCP when you need urgent care,
and after getting emergency
care.
4. You have the duty to follow
your PCP’s instructions such as
taking medicine on schedule.
You also have the duty to take
your children to their PCP for
care.

5. You have the duty to inform
your doctor about your health
history, and to sign a consent
form so that your doctor can
receive a copy of your medical
records.

6. You have the duty to make
and keep appointments, to be
on time, and to call to cancel an
appointment or to report that
you will be late.

7. You have the duty to treat
your PCP and other health care
providers with respect and
dignity.

8. You have the duty to use

our participating providers

for all your health care needs.
This includes PCPs, specialists,

Tell us if you
are unhappy

If a provider or Health Partners
does something that you are
unhappy about or do not agree
with, you can tell Health
Partners about it. You can do
this through either a complaint
or a grievance.

What this means

A complaint is when you tell
us you are unhappy with Health
Partners or your provider or do not
agree with a decision by Health
Partners.

A grievance is when you
tell us that you are unhappy
because Health Partners denies
or decreases a service or item
you requested because it is not
medically necessary.

When you file a complaint or a
grievance, Health Partners reviews
your complaint or grievance and
sends you a letter giving their
decision.

More steps to take

If you do not like the decision
that Health Partners made on
your complaint or grievance,

hospitals, pharmacies and
any other providers you use as
a Health Partners member.

9. You have the responsibility
to provide proof of any other
insurance providers you may
have.

If you have any
questions, please
call Health Partners’ Member
Relations department at
1-800-553-0784 or (215)
849-9600. You can also go to
the Health Partners Website
at www.healthpart.com under
“Info for Members” to get a
copy of these Member Rights
and Responsibilities.

you can ask for an external
review. An external review will
be conducted by either the
Pennsylvania Department of
Health or the Pennsylvania
Insurance Department.

In some cases you can
ask the Department of Public
Welfare to hold a hearing
because you are unhappy about
or do not agree with something
Health Partners did or did not
do. These hearings are called
Fair Hearings. You can ask
for a Fair Hearing after Health
Partners decides your first
or second level complaint or
grievance.

For more information on
complaints, grievances, DPW
Fair Hearings and external
reviews, please read the section
entitled “Help With Problems”
starting on page 29 of your
Health Partners Member
Handbook.

You can also

call the Member
Relations department at (215)
849-9600 or 1-800-553-0784.
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