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California Health & Wellness Member Handbook Errata

There are changes to your Member Handbook described in this Errata. The language
shown below is now part of your Member Handbook.

California Health & Wellness is here to help. If you have any questions, call toll free
1-877-658-0305 (TTY 711). California Health & Wellness is here Monday — Friday, 8
a.m. to 5 p.m., or visit us online at www.CAHealthWellness.com.

3. How to get care

Referrals

Your PCP or another specialist will provide you a referral to visit a specialist within the
time frame listed in the “Timely access to care” section of this handbook, if you need
one. A specialist is a doctor who has extra education in one area of medicine. Your PCP
will work with you to choose a specialist. Your PCP’s office can help you set up a time
to go to the specialist.

Other services that might need a referral include in-office procedures, X-rays, lab work
and some services from a specialist.

Your PCP may give you a form to take to the specialist. The specialist will fill out the
form and send it back to your PCP. The specialist will treat you for as long as they think
you need treatment.

Your PCP will start the referral process. Your PCP will know whether you need an
authorization or whether you can make the appointment directly. If you have any
questions about whether care from a specialist or from a hospital needs approval, you
can call Member Services at 1-877-658-0305 (TTY 711). Routine referrals take up to 5
working days to process (“working days” are Monday through Friday) but may take up to
28 calendar days (14 days from the date of the original request plus an additional 14
days if an extension is requested) if more information is needed from your PCP. In
some cases, your PCP may ask to rush your referral. Expedited (rush) referrals may not
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take more than 72 hours. Please call our plan if you do not get a response by these
times.

If you have a health problem that needs special medical care for a long time, you may
need a standing referral. This means you can go to the same specialist more than once
without getting a referral each time.

If you have trouble getting a standing referral or want a copy of the California Health &
Wellness referral policy, call 1-877-658-0305 (TTY 711).

You do not need a referral for:

= PCP visits

= Obstetrics/Gynecology (OB/GYN) visits

= Urgent or emergency care visits

= Adult sensitive services, such as sexual assault care

= Family planning services (to learn more, call Office of Family Planning
Information and Referral Service at 1-800-942-1054)

= HIV testing and counseling (12 years or older)

= Sexually transmitted infection services (12 years or older)

= Chiropractic services (a referral may be required when provided by out-of-
network FQHCs, RHCs and IHCPs)

= |nitial mental health assessment

= Acupuncture (the first two services per month; additional appointments will
need a referral)

= Podiatry services

= Eligible dental services

= Routine perinatal care from a doctor that works with California Health &
Wellness

= Certified nurse midwife services

= |nitial behavior health assessment from a behavioral health provider that
works with California Health & Wellness.

Minors can also get certain outpatient mental health services, sensitive services and
substance use disorder services without parent’s consent. For more information read
“Minor consent services” and “Substance use disorder treatment services” in this
handbook.
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California Cancer Equity Act Referrals

Effective treatment of complex cancers depends on many factors including
getting the right diagnosis and getting timely treatment from cancer experts.

If you are diagnosed with a complex cancer, the new California Cancer Care
Equity Act allows you to ask for a referral from your doctor to get cancer
treatment specifically from an in-network National Cancer Institute (NCI)-
designated cancer center, NCI Community Oncology Research Program
(NCORP)-affiliated site, or qualifying academic cancer center.

If California Health & Wellness does not have an in-network NCl-designated
cancer center, California Health & Wellness will allow you to ask for a referral to
get cancer treatment from one of these out-of-network centers in California, if one
of the out-of-network centers and California Health & Wellness agree on payment,
unless you choose to see a different cancer treatment provider.

If you have been diagnosed with cancer, contact California Health & Wellness to
see if you qualify for services from one of these cancer centers.

4. Benefits and
services

Medi-Cal benefits covered by California Health &

Wellness
Outpatient (ambulatory) services

Cognitive health assessments

California Health & Wellness covers an annual cognitive health assessment for
members who are 65 years of age or older, and are otherwise not eligible for a similar
assessment as part of an annual wellness visit under the Medicare Program. A
cognitive health assessment looks for signs of Alzheimer’s disease or dementia.
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Nondiscrimination Notice

California Health and Wellness follows State and Federal civil rights laws and does not discriminate, exclude
people or treat them differently because of sex, race, color, religion, ancestry, national origin, ethnic group
identification, age, mental disability, physical disability, medical condition, genetic information, marital status,
gender, gender identity or sexual orientation.

California Health and Wellness provides:

e Free aids and services to people with disabilities to communicate better with us, such as qualified sign
language interpreters and written information in other formats (large print, audio, accessible electronic
formats, other formats).

e Free language services to people whose primary language is not English, such as qualified interpreters and
information written in other languages.

If you need these services or to request this documentin an alternative format, contact the California Health and
Wellness Customer Contact Center at 1-877-658-0305 (TTY: 711), Monday through Friday, 8 a.m. to 5 p.m.

If you believe that California Health and Wellness has failed to provide these services or unlawfully
discriminated in another way, you can file a grievance with California Health and Wellness by phone, in writing,
in person or electronically:
e By phone: Call California Health and Wellness Plan Civil Rights Coordinator at
1-866-458-2208 (TTY: 711), Monday through Friday, 8 a.m. to 5 p.m.
e In writing: Fill out a complaint form or write a letter and send it to California Health and Wellness Plan Civil
Rights Coordinator, P.O.Box 10287 Van Nuys, CA91410-0287.
e |n person: Visit your doctor’s office or California Health and Wellness and say you want to file a grievance.
e FElectronically: Visit California Health and Wellness’s website at www.cahealthwellness.com.

You can also file a civil rights complaint with the California Department of Health Care Services,

Office of Civil Rights by phone, in writing or electronically:

e By phone: Call 916-440-7370. If you cannot speak or hear well, please call 711.

e |n writing: Fill out a complaint form or write a letter and send it to Deputy Director, Office of Civil Rights,
Department of Health Care Services, Office of Civil Rights, P.O.Box 997413, MS0009, Sacramento,
CA 95899-7413.
Complaint forms are available at http://www.dhcs.ca.gov/Pages/Language Access.aspx.

e Electronically: Send an email to CivilRights@dhcs.ca.gov.

If you believe you have been discriminated against because of race, color, national origin, age, disability or sex,
you can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office for Civil
Rights by phone, in writing or electronically:
e By phone: 1-800-368-1019 (TDD: 1-800-537-7697).
e In writing: Fill out a complaint form or send a letter to U.S. Department of Health and Human Services,

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

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

e Electronically: Visit the Office for Civil Rights Complaint Portal at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.
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English: If you, or someone you are helping, need language services, call
1-877-658-0305 (TTY: 711). Aids and services for people with disabilities, like accessible PDF
and large print documents, are also available. These services are at no cost to you.
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Hmong: Yog hais tias koj, los sis ib tus neeg twg uas koj tab tom pab nws, xav tau cov kev pab
cuam txhais lus, hu rau 1-877-658-0305 (TTY: 711). Tsis tas li ntawd, peb kuj tseem muaj cov
khoom siv pab thiab cov kev pab cuam rau cov neeg xiam oob ghab tib si, xws li cov ntaub ntawv
PDF uas tuaj yeem nkag cuag tau yooj yim thiab cov ntaub ntawv luam tawm uas pom tus niam
ntawv loj. Cov kev pab cuam no yog muaj pab yam tsis xam nqi dab tsi rau koj them li.

Japanese: CEHEF-IXCBEN Y R— L TWAANEEY—ERZNELT S5
&lE. 1-877-658-0305 (TTY: 711) IZEBMWLVEHELEST LY, BAVWEEELEDADT-
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Mien: Da’faanh Meih, Fai Heuc Meih Haih Tengx, Oix Janx-kaeqv waac gong, Heuc
1-877-658-0305 (TTY: 711). Jomc Caux gong Bun Yangh mienh Caux mv fungc, Oix dongh eix
PDF Caux Bunh Fiev dimc, Haih yaac kungx nyei. Deix gong Haih buatc Yietc liuz maiv
jaax-zinh Bieqc Meih.
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Russian: Eciv Bam nnm 4yenoseky, KOTOPOMY Bbl MOMOraeTe, He0BX0AMMbI YCYrv NepeBosa,
3BOHUTE no TenedoHy 1-877-658-0305 (TTY: 711). Kpome Toro, Mbl NpeaoCcTaBaAsem MmaTepuasibl 1
YCAYrn ANAa Ntogemn ¢ orpaHUYeHHbIMW BO3MOXKHOCTAMM, HANPUMeEpP SOKYMEHTbI B CNeLmanbHOM
dopmate PDF nnm HaneyaTaHHble KPyMHbIM LWPUPTOM. DTN yCAyrM NpeaoctaBaatoTca becnnatHo.

Spanish: Si usted o la persona a quien ayuda necesita servicios de idiomas, comuniquese al
1-877-658-0305 (TTY: 711). También hay herramientas y servicios disponibles para personas
con discapacidad, como documentos en letra grande y en archivos PDF accesibles. Estos
servicios no tienen ningln costo para usted.

Tagalog: Kung ikaw o ang taong tinutulungan mo ay kailangan ng mga serbisyo sa wika,
tumawag sa 1-877-658-0305 (TTY: 711). Makakakuha rin ng mga tulong at serbisyo para sa
mga taong may mga kapansanan, tulad ng naa-access na PDF at mga dokumentong malaking
print. Wala kang babayaran para sa mga serbisyong ito.

Thai: MNnAUUSaAuTinaI2haUEa 6a9n15U3N1TAIUNAET TnT 1-877-658-0305 (TTY: 711)
uanNNUIIANULILLUIAUREUINTRINTUHNWNRNN L2dU PDF Mrndvlauasiansnsn
Aunaualna vsnswadlufisnldaasansuna

Ukrainian: AKuwo Bam abo ntoauHi, skii BM Jonomaraere, NnoTpibHi nocayru nepeknaay,
TenedpoHyiTe Ha Homep 1-877-658-0305 (TTY: 711). Mu TaKoK Haf@aeEMO MaTepianu Ta
NocAyrn Ans Noaen 3 06MeXeHUMN MOXKAUBOCTAMM, AK-OT AOKYMEHTU B crneLia/ilbHOMyY
dopmarti PDF abo HagpykoBaHi BennKkum wpudtom. LLi nocayru ana sac 6e3KoLTOBH.

Vietnamese: Néu quy vi hodc ai d6 ma quy vi dang gitup d& can dich vu ngén ngit, hy goi
1-877-658-0305 (TTY: 711). Ching t6i cling cé san cdc tro gitp va dich vu danh cho ngudi
khuyét tat, nhu tai liéu dang ban in khé 1&n va PDF c6 thé tiép can dwoc. Quy vi dwoc nhan
cac dich vu nay mién phi.
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