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Learning Objectives

By the end of this training, you will:

 Have increased awareness of how NC Medicaid, the Enrollment Broker
and DSS will work together

- Be able to identify ways to work with the Enroliment Broker

- Be able to help beneficiaries who come to you with different situations
or questions

- Be able to identify the correct parties to contact with questions




Agenda

NC Medicaid Transformation Overview
Impacts to the Local County DSS
Integration of the Enroliment Broker
Scenarios

DSS Resources

A o

Knowledge Check




Overview




Medicaid Transformation Focus

The Department’s focus for Medicaid Transformation is that on Day 1:

* A person with a scheduled appointment will be seen by their provider
A person’s prescription will be filled by the pharmacist

Calls made to call centers are answered promptly

Individuals know their chosen or assigned Health Plan

Individuals have timely access to information and are directed to the
right resource

Health Plans have sufficient networks to ensure member choice

A provider enrolled in Medicaid prior to Nov. 1, 2019 will still be
enrolled

A provider is paid for care delivered to members




Common Managed Care Terminology

NC MEDICAID DIRECT: the current fee-for-service model where the Department of Health and
Human Services reimburses physicians and healthcare providers based on the number of
services they provide, or the number of procedures they order.

NC MEDICAID MANAGED CARE.: State will contract with insurance companies, called Prepaid
Health Plans or PHPs (Health Plans). These insurance companies will be paid a pre-determined
set rate per person to provide all services, known as a capitated rate

ELIGIBILITY: refers to whether a person qualifies for Medicaid or NC Health Choice (NCHC).
Eligible individuals may need to enroll in a health plan.

ENROLLMENT: the process of joining a health plan that is responsible for that person’s Medicaid
health coverage.

BENEFICIARY: a person who is eligible for Medicaid or NCHC.
MEMBER: once a beneficiary enrolls in a health plan.

STANDARD PLAN: integrated physical & behavioral health services under NC Medicaid
Managed Care.

TAILORED PLANS: specialized plans for members with significant behavioral health needs and
Intellectual/developmental disabilities. Tailored plans will be coming in 2021.




NC Medicaid 2019 County Playbook

There will be multiple releases of the NC Medicaid 2019 County Playbook to assist with
the Medicaid Transformation.

« Ensure the NC Medicaid 2019 County Playbook is easily accessible for all DSS Staff

The NC Medicaid 2019 County Playbook information can be found on the
DHB site under the County Tab:

https://medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care



https://medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care

What i1s Medicaid Transformation?

Medicaid Transformation is changing the way most people receive Medicaid services
through Managed Care.

What is Managed Care?

Under NC Medicaid Managed Care, the insurance companies assume all of the risk for
the individuals they cover, rather than the state. This also means that beneficiaries can
choose a Health Plan.

Who is impacted?

Approximately 1.6 million of the current 2.1 million Medicaid beneficiaries will transition
to NC Medicaid Managed Care. These beneficiaries are referred to as the “crossover
population.”




Who is Enrolled in Managed Care?

NC Medicaid determines the Managed Care regarding who will enroll in a health plan; and these
are categorized as Mandatory, Excluded, and Exempit.

MANDATORY EXCLUDED* EXEMPT

Required to enroll in a health Cannot enroll in a health plan; May enroll in a health plan or

plan stays in NC Medicaid Direct stay in Medicaid Direct

Most Family & Children’s Family Planning Program, Federally recognized tribal
Medicaid, Pregnant Women, Medically Needy, Health members, beneficiaries who
Non-Medicare Aged, Blind, insurance premium payment  would be eligible for behavioral
Disabled, NC Health Choice (HIPP), Program of all- health tailored plans (until they

inclusive care for the elderly become available)**
(PACE), Refugee Medicaid

** Some beneficiaries are temporarily excluded and become Mandatory later. This includes dually-

eligible Medicaid/Medicare, Foster Care/Adoption, & Community Alternatives Program for Children
(CAP-C)

Note: Target launch date for Tailored Plans is mid-2021.




How to Identify who is in Managed Care?

The local DSS will be able to determine who is enrolled in Managed Care based on the Managed Care
Status evidence field within NC FAST. All beneficiaries have a Managed Care Status in NC FAST,
regardless of their region.

Managed Care Status in NC FAST: Exempt - Tribal
Temporarily Exempt - Tailored Plan

Mandatory Standard Plan: Required Excluded — Family Planning

to enroll in a health plan. Excluded - HIPP

Excluded - Incarcerated
Excluded — Medically Needy
Excluded - PACE

Excluded: Cannot enroll in a health Excluded — Partial Dual Eligible

plan. Stay in NC Medicaid Direct. Temporarily Excluded — CAP C
Temporarily Excluded — CAP DA

Temporarily Excluded - Dual Eligible

{ Mandatory Standard Plan

Exempt: May enroll in a health plan
or stay in Medicaid Direct.

In preparation for the transition, a report will be  Temporarily Excluded - Facility
provided to help identify the forecasted Temporarily Excluded - FosterCare/Adoption
beneficiaries within each Managed Care status Temporarily Excluded - FosterCare/Adoption - Tailored Plan

Temporarily Excluded - Tailored Plan - TBI /Innovation Dual Eligible

Temporarily Excluded - Tailored Plan-TBIl/Innovation




Viewing Managed Care Status in NC FAST

Managed Care Status is located on the Person Page - Benefit History tab. Toggling an IE
segment displays the details for each segment. Managed Care Status will display automatically at
NC FAST Soft Launch. Managed Care Status will be displayed at case activation moving forward.
Health Plan and PCP details display automatically once the Health Plan and PCP evidences have
been added.

NC FAST  Elgibility Worker Enter Ret Number or Keyword O,
Home Clients and Outcomes Inbox Calendar Reports
Mina R. Taylor X
Mina R. Taylor e @
]
5
8 .
5 [ Mina R. Taylor 100075185
& 123 main st, cary, North Carolina, 57006
Female
Born 11/1950, Age 69
A
Financial Transactions  Referals  CiienfConfact  Administration  Appications  Compliance  TimeLimits  Employment  DisabiityTracking  Spousal Resource Protection  CitizenshipiD Verification  JobBorws  Benefit History Byn () (@ «
o
. e . >
Individual ERgibiity Individual Eligibility sssonpoc | C _g,
equired field g
4 051 MAANN 2019/03/01 - 2019/10/31 32019 10 $0.0
v 051 MAANN 2019/11/01 - 2019/11/30 /2019 10 800
Details -
Medicaid ID Number 962411097TM LME-MCO
Integrated Case ID 100094479 Payment Type 9
Product Delivery case ID 100094483 Tribe
Sub-Program Residential County 092
Poverty Level (1] Managed Care Status Temporarily Exempt - Tailored Plan
Deductible/PML Managed Care PHP-NP1 1414114401
Special Needs Managed Care PHP Location Code 003
FFS PCP/Exemption Code Managed Care PCP/AMH-NP 140000008
Special Coverage Code Managed Care PCP/AMH Location Code 003
Ambulation Capacity

*Information in image is subject to change

NC DEPARTMENT OF
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NC Medicaid Managed Care Overview

Managed Care Phase 1 (Regions 2 and 4)

REGION 2 REGION 4 REGION 6 « Enrollment Packets Mailed: 7/8/2019

NOV. 2019 NOV. 2019 FES. 2020 « Open Enrollment: 7/15/19 — 9/13/19
oL « Reminder Postcard: 8/13/19

* Auto-Assignment: 9/16/19

» Health Plan Coverage Starts: 11/1/19

REGION 1
FEE. 2020

FEE. 2020

Managed Care Phase 2 (Regions 1, 3, 5, 6)

REGION 5
FEE. 2020

« Enroliment Packets Mailed: 9/2/2019

* Open Enroliment: 10/14/19 — 12/13/19
* Reminder Postcard: 11/13/19

» Auto-Assignment: 12/16/19

» Health Plan Coverage Starts: 2/1/20

Rollout Phase 1: Nov. 2019 - Regions 2 and 4
Rollout Phase 2: Feb. 2020 - Regions 1,3, 5and 6




How are Beneficiaries Enrolled?

Beneficiaries are enrolled in health plans in various ways. They can:

1. Select a health plan through the Enroliment Broker. More information
will be shared In this presentation.

2. Indicate health plan preference in NC FAST (via ePASS application or
caseworker entry).

3. Auto-Assigned to a health plan if they do not choose one by the
deadline.




Auto-Assignment

Beneficiaries who do not select a health plan will be auto-assigned to one. The
auto-assignment algorithm is based on the following criteria.*

\

l Beneficiary’s geographic location

J

l Whether beneficiary is member of a special population

Historic provider-beneficiary relationship

Health plan assignments for other family members

J A\ )\

Previous health plan enrollment during previous twelve (12) months

\

_

Equitable plan distribution with enrollment subject to:

* Increases in a health plan base formula
* Intermediate sanctions or other considerations




When are Beneficiaries Enrolled?

- During the transition/rollout period,
+ beneficiaries may change health plans at any time during Open Enrollment.

- After Day 1 of Managed Care:
*  New Applicants —
- Enrollment is effective the month the application is dispositioned. (This may
mean a portion of their eligibility period will be NC Medicaid Direct.)
- Beneficiaries with Change of Circumstance Impacting Enroliment -
- Enrolled or disenrolled effective the month following the change.
* At Redetermination:

- Beneficiaries may choose to remain with current health plan or make a
change.

- Beneficiaries have a 90-DAY CHOICE PERIOD in which to change health plans for
any reason. The 90 days starts as of the effective date of enrollment.




When will
mailings begin?

Managed Care Mailings Begin

Regions 2& 4 Regions 1, 3,5, & 6
Began July 8, 2019 Begins September 2, 2019

Enrollment Broker will Enroliment Broker will

begin sending Enroliment begin sending Enroliment
Packets to existing Packets to existing
beneficiaries with eligibility | beneficiaries with eligibility
through at least through at least
November 30, 20109. February 28, 2020.

- Existing and Newly Eligible Beneficiaries may
contact the Enroliment Broker for choice
counseling

- Existing and Newly Eligible Beneficiaries may
select a health plan

- Current Medicaid coverage remains NC
Medicaid Direct (fee-for-service) .



Open Enrollment

Open Enrollment
Regions 2 & 4 Regions 1, 3,5, &6

From July 15 — September From October 14 —
13, 2019 December 13, 2019

- Existing and Newly Eligible Beneficiaries may
contact the Enroliment Broker for choice
counseling

- Existing and Newly Eligible Beneficiaries may
select a health plan

+ Auto-Assignment occurs at the end of the open
enrollment period for any existing beneficiaries
who did not select a plan

« Current Medicaid coverage remains NC Medicaid
Direct (fee-for-service) during open enroliment

What is Open
Enrollment?

17



Health Plan Coverage Starts

Regions 2 & 4 Regions 1, 3,5, & 6

When will the
Health Plans
begin providing
services?

November 1, 2019 | February 1, 2020

- Beneficiary coverage starts in a Managed Care
Health Plan

* ONLY launches Standard plans
- Tailored Plans targeted for 2021

- Health Plan begins to provide Medicaid and
NEMT services to its Members

- Health plans will start accepting Managed
Care NEMT requests on October 1, 2019

18



Health Plan NEMT Contact Information

*  NEMT information will be included in upcoming County Champion Calls, Part 2 of the DSS
Training, and in the NC Medicaid 2019 County Playbook

* Please note the contact information for the Health Plan NEMT Vendors below:

Health Plan NEMT Broker Contact information

One Call Amanda Fields
Phone: (779) 302-0325
Email: Amanda fields@onecallcm.com
Website:www.onecallcm.com

WellCare

National MedTrans Patrick Sullenger
Email: psullenger@natmedtrans.com OR
netdev@natmedtrans.com
Phone: 844-885-2696 ext. 3
Website: https://nationalmedtrans.com/providers/

UnitedHealthcare
Community Health

LogistiCare Email: network@loqgisticare.com
HealthyBlue Phone: (866)-431-4635
Website: https://www.logisticare.com/drive-with-logisticare/
LogistiCare John Bryer
AmeriHealth Caritas Email: jbryer@amerihealthcaritas.com

Phone: 484-496-7663
Carolina Complete Health LogisitiCare Website: https://www.circulation.com/network/signup

NC DEPARTMENT OF
D



http://www.onecallcm.com/
mailto:psullenger@natmedtrans.com
mailto:netdev@natmedtrans.com
https://nationalmedtrans.com/providers/
mailto:network@logisticare.com
https://www.logisticare.com/drive-with-logisticare/
mailto:jbryer@amerihealthcaritas.com
https://www.circulation.com/network/signup

Key Partners and Their Roles

Beneficiaries are at the center of this process. Partners need to work together to support
beneficiaries through this transformation and ongoing.

NC Medicaid: provide Medicaid supervision, oversight of health plans and other partners

Local DSS: determine Medicaid eligibility, update beneficiary information, Medicaid case
management

NC FAST & NC Tracks: these systems will continue to transmit beneficiary information;
NC FAST will remain the system of record.

Health Plans: provide health care and related services to their members

Providers: will contract with the health plans; must continue to enroll as an NC Medicaid or
NC Health Choice provider

Ombudsman: (*this program is pending) group that provides information and education for
beneficiaries; assist with issue resolution and referrals

Community-based Agencies: disseminate information to help educate the public on changes
to Medicaid; provide feedback to DHHS from clients they serve

Enrollment Broker: unbiased, third party entity to provide enrollment assistance and help
choosing a health plan; outreach & education to beneficiaries.




Impact on DSS Offices

County DSS will
CONTINUE:

County DSS will START: County DSS will NOT be

: L responsible for:
» Referring beneficiaries to the

C DEPARTMENT OF

HEALTH AND

HUMAN SERVICES
ivision of Health Benctits

» Processing Medicaid

applications, changes of
circumstance and
redeterminations

Generating replacement cards
for NC Medicaid Direct

NEMT for NC Medicaid Direct
beneficiaries

Updating primary care provider
(PCP) choices for NC
Medicaid Direct beneficiaries

Enrollment Broker for choice
counseling and health plan
assignments

Referring beneficiaries to their
health plan for PCP
selection/changes and NEMT

Choice counseling

Enrolling members in health
plans

NEMT for NC Medicaid
Managed Care Plan members
Updating health plans and
PCPs for NC Medicaid
Managed Care Plan members
Generating replacement
Medicaid cards for NC
Medicaid Managed Care
members

21
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Roles and Process

HEALTH PLAN

ENROLLMENT }
BROKER

ENROLLMENT }
BROKER

Sends Members
Health Plan
Information

Define Population as
Determine Mandatory, Exempt
Eligibility or Excluded

Mails Notice and
Enrollment Packet

Choice Counseling

Auto-assignment and Enrollment

to Beneficiaries
Outreach

23



STEP 1: Determine Eligibility
Responsible Party: DSS Staff

This process has not changed, and NC Medicaid continues to depend on your sharing
timely and accurate information to the beneficiary to determine eligibility. You will:

- Determine eligibility for Medicaid and notify individuals of their status

« Field questions related to eligibility (all questions related to eligibility will be directed to
beneficiaries’ local DSS office)

« Connect beneficiaries to the Enrollment Broker to select a health plan and enroll

* Direct them to contact the Enrollment Broker online (hcmedicaidplans.gov) or via a

toll-free phone call (1-833-870-5500; TTY: 1-833-870-5588)

« Direct beneficiaries to the health plan if they have benefit questions or request a
replacement Medicaid card




STEP 2: Determine Population

Responsible Party: NC Medicaid

NC Medicaid will determine which population beneficiaries fall into and if it is mandatory, exempt or
excluded. This determination if beneficiaries must enroll in NC Medicaid Managed Care, should stay
in NC Medicaid Direct or can choose. NC Medicaid will also be responsible for auto-assignment.

\/ _

EXEMPT EXCLUDED

MANDATORY

Those who have the option to Some will remain in NC
remain in NC Medicaid Direct or Medicaid Direct because of the

transition to NC Managed Care. type of medical services they
need. This small number will be

excluded from obtaining a health
plan through NC Medicaid
Managed Care.

A majority of beneficiaries will be
considered mandatory
and must enroll in
NC Medicaid Managed Care.




STEP 3: Malil Enrollment Packet

Responsible Party: Enrollment Broker

Beneficiaries will receive a enrollment packet that informs them of their population
determination and additional supporting resources. The enroliment packet sent to
beneficiaries by the Enroliment Broker will include:

* Notice (e.g., Transition, Mandatory, Exempt)

Informational flyer

Health plan comparison chart

Enrollment form

Need assistance in other languages




STEP 4: Choice Counseling and Enrollment

Responsible Party: Enrollment Broker

The goal of the NC Enroliment Broker program is to provide accurate, unbiased,
personalized customer service. The Enroliment Broker program is staffed by
knowledgeable Enrollment Specialists who provide information to beneficiaries as they
navigate the NC Medicaid Managed Care transformation.

The Enrollment Broker will:
- Educate Medicaid beneficiaries about their health plan selection options

« Encourage eligible Medicaid beneficiaries to participate in NC Medicaid Managed
Care and encourage voluntary enroliment into a health plan

« Help Medicaid beneficiaries make informed decisions on selecting a health plan

* Enroll Medicaid beneficiaries in a health plan with their preferred PCP




STEP 5: Malil Health Plan Information

Responsible Party: Health Plan

After the beneficiary enrolls in NC Medicaid Managed Care, their health plan will mail a
welcome packet, member handbook and Medicaid card. They will use this new Medicaid

card to get health care services.

NN\ WellCare
Beyond Healthcare.

. A Better You.

Member: SAMPLE E SAMPLE
Member ID: 9999999

Plan Name: Sample Plan

Primary Care Provider (PCP):
Sally Smith

WATSON CLINIC

1234 MAIN ST

STEABC

MOORESVILLE, NC 33618
PCP Phone: 1-555-555-1235

Medicaid #: 1234567

RxBIN: 004336
RxPCN: MCAIDADV
RxGRP: RX8775

.

NC DEPARTMENT OF

HEALTH AND
HUMAN SERVICES

Member ID: A999999991

Ve
'm UnitedHealthcare | Smmene
Health Plan (80840) 911-87726-04

. _’§ro_up I.umber: NCMMC

Member:
MEMBER NAME

AMH/PCP Name:
PROVIDER NAME
AMH/PCP Phone: (00C;200-L 70y

PROVIDER STREET ADDRES. *
CITY, STATE, ZIP

0501 i L, Lot

Pay zr ID: 87726

Q‘OPTUMRX

Lirl\iledHeaNh‘c_are Community Plan of North Carolina

Plan of North Carolina, Inc

-~

B ©® Healthy Blue

Member Name:

Prii.ary Caru Provider (PCP):

. © eleriione #:

Member ID: PC > Ac.ress:
Effective Date: 2XBIN: - XXXXXX
Date of Birth: RXPCN: XX

RxGRP: XXXX

m carolina
/' complete health.

NAME: JANE C. DOE
MEMBER ID#: XXXXXXXXXXX
DATE OF BIRTH: MM/DD/YYYY

EFFECTIVE: MM/DD/YYYY
AMH/PCP Name:
AMH/PCP Address:
AMH/PCP Phone Number:

MEMBER PORTAL:
CarolinaCompleter.aith.cc m

1010 Javid Taylor Dr. Suite 300
Charlotte, NC 28262

~X: . wolve “harmacy Solutions
R? 3IN: 7545

AXPCN: RXA380

"XGRP: RXGMCNCO1

f

AmeriHealth Caritas
North Carolina

Member name
[John L Doe]

AmeriHealth Caritas North Carolina Il
IXXXXXXXXX]

State ID: [XXXXXXXXXXXXX]

Copays
ER:[$] PCP:[$] SPE’:[$]

\__ Limits may apply o soma service.

P<im. v doctor

[PC Pt 3¢ ;ame, PCP last name]
[C oup name]

} “P/Group address

(Swreet Address]

\City, State ZIP]

PCP/Group phone number
[X-XXX-XXX-XXXX]

Effective date

[MM/DD/YYYY]

Not transforable )
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About the Enrollment Broker

The Enroliment Broker is responsible for choice counseling for health plan and PCP

selection; as part of this, the Enroliment Broker is also responsible for mailing all notices
and handling enrollment.

€€ An Enrollment Broker is an entity that performs choice
counseling or enrollment activities, or both. Eligibility
services are completed by NC Medicaid, not by the
Enrollment Broker. Enroliment Brokers and subcontractors
must not have direct or indirect financial ties to any health
plan or healthcare provider that furnishes services in the

same state where the Enrollment Broker work is performed. »”

Source: The Centers for Medicare & Medicaid Services (CMS) Code of Federal Regulations 42 CFR § 438.810 - Expenditures for enroliment broker services




Phase 1 Counties

Region 2

Alleghany
Ashe
Davidson
Davie
Forsyth
Guilford
Randolph
Rockingham
Stokes
Surry
Watauga
Wilkes
Yadkin

NC DEPARTMENT OF

HEALTH AND
VICES

Region 4

Alamance
Caswell
Chatham
Durham
Franklin
Granville
Johnston
Nash
Orange
Person
Vance
Wake
Warren
Wilson

REGION 2 REGION 4 REGION 6

Alleghany

Ashe " Northampton
$ ckingham - P Warrel

LU Hertiord
Granville

REGION 1

: Cagwer | Durham
Madison fancey lexander avie - Fdgecombe
Washingt Tyrrell
o Iredel o ashington /Tyr
McDowell Chatham

Buncombe Catawba Rowan

S Haywood
wain
Lincoln MR
Lee Greene
Henderson Rutherford Cabarrus Harnett

Jackson Cleveland
Polk Gaston Stanly  Montgomery Moore G,
Cherokee Macon Transylvania Mecklenburg Lenoir "‘i-a

Clay Pamlico

Richmond Hoke . Cumberland

Union Anson Sampson o

R E G | O N 3 Scotland Carteret

Robeson Rinen
Pender

4k,
Columbus i
Brunswick \

REGION 5 .
/]




Phase 1 Timing — Regions 2 and 4

JULY 8, 2019 AUG. 13, 2019
ili Reminder
Mailings Start Sostoard

JULY 15 -
SEPT. 13, 2019

Open
Enrollment

SEPT. 16, 2019

Auto-Assignment

NOV. 1, 2019

Health Plan
Coverage
Starts

NOV. 1, 2019
— JAN. 31, 2020

90 Day
Choice Period

FEB. 1, 2020

Lock-in Period
Starts




Phase 2 Counties

Region 1 Region 3 Region 5 Region 6 REGION 2 REGION 4 REGION 6
Avery Alexander Bladen Beaufort
Buncombe Anson Brunswick Bertie el || e | o [ K
Burke Cabarrus Columbus Camden REGION 1 Waigs — el Wl =
Caldwell Catawba Cumberland Carteret |Gt | E | omge |- e
Cherokee Cleveland Harnett Chowan atin Yo A N - e
Clay Gaston Hoke Craven SN YL T N A
Graham Iredell Lee Currituck G Hewer e L
Haywood Lincoln Montgomery Dare cutan - ) S N
Henderson Mecklenburg Moore Duplin win L T (R N S e e
Jackson Rowan New Hanover Edgecombe 4
Richmond Hoke ~ Cumberland Jones
Macon Stanly Pender Gates S
Madison Union Richmond Greene REGION 3 Scotand osbw  Canere
McDowell Robeson Halifax Bladen
Mitchell Sampson Hertford -
Polk Scotland Hyde e
Rutherford Jones N
Swain Lenoir REGION 5 ‘
Transylvania Martin
Yancey Northampton
Onslow
Pamlico
Pasquotank
Perquimans
Pitt
Tyrrell
Washington
Wayne

NC DEPARTMENT OF

HEALTH AND

HUMAN SERVICES
alth etits




Phase 2 Timing: Regions 1, 3, 5 and 6

FEB. 1, 2020
SEPT. 2. 2019 NOV. 13, 2019 Health Plan MAY 1, 2020
o Coverage
Mailinas Start Reminder Starts Lock-in Period
g Postcard Starts

OCT. 14 -

FEB. 1, 2020
DEC. 13, 2019 DEC. 16, 2019 — APRIL 30, 2020
Open Auto-Assignment 90 Day
Enrollment

Choice Period




Mailing of Notices

") ENROLLMENT BROKER

Captures returned Sends county data of

Sendsfoncs @) (wndelverabie) @) returned notices to

notices information NC Medicaid
t Y,
’ NC MEDICAID
\ 4
_ Cross-references \
Sends information to the returned notice data from
) : Uploads data to
Enrollment Broker via Enrollment Broker with NC FAST
NC FAST data from
health plans j
_©O
s%a ™
\ 4
Pulls county reports from Updates the
NC FAST and contacts addresses for
the member for an beneficiaries in
updated address NC FAST

J

NC DEPARTMENT OF
ND




Enrollment Packet: Sample Transition Notice

/£ 2 9N NC DEPARTMENT OF Questions? Go to ncmedicaidplans.gov.
{5 ’Qg HEALTH AND Or call us at 1-833-870-5500 (TTY: 1-833-870-5588),
% S HUMAN SERVICES 7 a.m. to 5 p.m., Monday through Saturday.

LT Pivislon of:Hesith Benefits We can speak with you in other languages.

Patricia A. Jones June 28, 2019
17 Main Street
Raleigh, NC 27603

Dear Patricia A. Jones:

There will be a new way to get Medicaid health care

Starting November 1, 2019, most people will get the same Medicaid services in a new
way — through health insurance plans.

A health plan is a group of doctors, hospitals and other providers. They work together
to give you the health care you need. Everything will come from the same plan. This

includes physical health, mental health, and medicine. Some health plans provide
added services like programs to help you quit smoking.

Some things will stay the same

Medicaid eligibility rules are not changing.

The people below should choose a primary care provider and
health plan by September 13, 2019

Patricia A. Jones Medicaid ID: 123-45-6789
Rodney M. Jones Medicaid ID: 987-65-4321
Sally A. Jones Medicaid ID: 254-32-8291

More on back »

MEDICAID EB TRANS ENG 190508
There are 3 steps to enroll

To get this information in other languages or formats
such as large print or audio, call 1-833-870-5500.

@ Choose a primary care provider (PCP) for these members
Your PCP could be your family doctor, clinic or other health care provider. Your
PCP will help you with your health care needs. You can choose a new PCP.

You can choose a different PCP for each member

Remember, health plans work with different PCPs. To keep your doctor, clinic or
other provider as your PCP, find out which plans they work with. Then choose
one of those plans.

You can ask your provider which plans they work with. Or you can call us at
1-833-870-5500 (TTY: 1-833-870-5588).

= You can also find a list of doctors and other specialists for each plan at
ncmedicaidplans.gov.

@ Choose a health plan in NC Medicaid Managed Care

= |f you want to keep your provider as your PCP, choose a health plan your
primary care provider works with.

= Read the Health Plan Comparison Chart that came with this letter. It tells you
about the plans and added services they offer.

= Compare the plans and choose the best one for you.

@ Enroll in one of these ways
= Go to ncmedicaidplans.gov.

= Use the NC Medicaid Managed Care mobile app. To get the free app, search for
NC Medicaid on Google Play or the App Store.

= Call us at 1-833-870-5500 (TTY: 1-833-870-5588).

= Mail the enroliment form in the envelope that came with this letter. Or fax it to
1-833-898-9655.

More on next page »

We will choose a health plan for you if you don’t choose by

ncmedicaidplans.gov | 1-833-870-5500 (TTY: 1-833-870-5588)

NC DEPARTMENT OF

HEALTH AND
HUMAN SERVICES

September 13, 2019

It's better if you choose because you know your health care needs best.

If you decide later that you want to change your health plan
You will be able to change your health plan until January 31, 2020.

After that, unless you have a special reason, you cannot change your health plan until
your Medicaid recertification date.

If you think you should not be enrolled in a health plan because you need certain
services to address needs related to developmental disability, mental illness, traumatic
brain injury, or substance use disorder, you can request a reconsideration. Thisisa
review of the decision. To ask for a reconsideration call us at 1-833-870-5500

(TTY: 1-833-870-5588).

What happens next

After you enroll, your health plan will send you information and a new ID card. You will
use your ID card to get health care services. If you have questions, call your health
plan's member services number on your D card.

You can start using your new health plan on November 1, 2019. Until then, get
care and services the way you do now.

Questions?

We can help. Go to ncmedicaidplans.gov. You can also use the “chat” tool on the
website. Or call us at 1-833-870-5500 (TTY: 1-833-870-5588), 7 a.m. to 8 p.m., 7 days
a week. After September 13, 2019 we are open from 7 a.m. to 5 p.m., Monday through
Saturday. The call is free. You may need your Medicaid ID number when you call us or
go to the website.

Thank you,

NC Medicaid Team

ncmedicaidplans.gov | 1-833-870-5500 (TTY: 1-833-870-5588)




Sample Mandatory Notice

NC DEPARTMENT OF Questions? Go to ncmedicaidplans.gov.
HEALTH AND Or call us at 1-833-870-5500 (TTY: 1-833-870-5588),
3, HUMAN SERVICES 7 a.m. to 5 p.m., Monday through Saturday.

Division of Health Benefits

We can speak with you in other languages. o e .
To change your plan, go to ncmedicaidplans.gov or use the NC Medicaid mobile app.

Or call us at 1-833-870-5500 (TTY: 1-833-870-5588)
'::m;’;tf::‘es diins:26,:2019 If you change your health plan before October 31, 2019, the new
Raleigh, NC 27603 plan will start on November 1, 2019

After you enroll, your health plan will send you information and a new ID card. You will

use your ID card to get health care services. If you have questions, call your health plan

Dear Patricia A. Jones: at the number listed on your ID card.

Your health plan

9,
You chose a plan, or we chose one for you. The people listed below can start getting If you don’t change your health plan by January 31, 2020

services from the plan on the start dates below. If you chose a primary care provider You will stay in your health plan until your Medicaid recertification date, unless you have
(PCP), your PCP is listed below. a special reason. Reasons are listed on the Health Plan Change Request form. For a

Name / ID Number

Plan / Start Date / Phone

PCP / Address / Phone

Patricia A. Jones

Wellcare
November 1, 2019

Dr. Betty Phillips
101 Blair Street

123-45-6789 1-866-799-5138 Raleigh, NC 27699
918 -855-6200
Sally A. Jones HealthyBlue No PCP chosen. Please
November 1, 2019 choose a PCP
254-32-8291 1-844-594-5070

If you want to keep your health plan
You can stay in the plan listed above. You do not have to do anything.

If you want to change your health plan, choose a new plan by
January 31, 2020
All plans are required to have the same Medicaid services. Some plans provide added

services like programs to help you quit smoking. To learn more about the plans and the
services they offer:

Go to ncmedicaidplans.gov

Use the NC Medicaid Managed Care mobile app. To get the free app, search for
NC Medicaid Managed Care on Google Play or the App Store.

Call us at 1-833-870-5500 (TTY: 1-833-870-5588)

Read the Health Plan Comparison Chart in the welcome packet mailed to you.

To get this information in other languages or formats
such as large print or audio, call 1-833-870-5500.

copy of the form, go to www.ncmedicaidplans.gov.

We will send you another letter telling you when you can choose a new health plan
without a special reason.

Choose your primary care provider

You need to choose a primary care provider (PCP). Your PCP is your family doctor,
clinic or other health care provider. To choose the PCP you want, call your health plan
at the number on your ID card. If you don’t choose a PCP, your health plan will choose
one for you.

If you need certain services to address needs related to
developmental disability, mental illness, traumatic brain injury, or
substance use disorder

You may have more choices. To learn more about your choices, call us at
1-833-870-5500 (TTY: 1-833-870-5588).

Questions?

We can help. Go to ncmedicaidplans.gov. Or call us at 1-833-870-5500 (TTY: 1-833-
870-5588). Our extended hours are from 7 a.m. to 8 p.m., 7 days a week. The call is
free. You may need your Medicaid ID number when you call or go to the website.

Thank you,

NC Medicaid Team

ncmedicaidplans.gov | 1-833-870-5500 (TTY: 1-833-870-5588)
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Sample Excluded Notice

NC DEPARTMENT OF Questions? Go to ncmedicaidplans.gov.
HEALTH AND Or call us at 1-833-870-5500 (TTY: 1-833-870-5588),
HUMAN SERVICES 7 a.m. to 5 p.m., Monday through Saturday.

Division of Health Benefits

We can speak with you in other languages.
Patricia A. Jones June 28, 2019

17 Main Street
Raleigh, NC 27603

Dear Patricia A. Jones:

You are now in NC Medicaid Direct

The people below will get health care services through NC Medicaid Direct starting
on the date listed. This change is because Patricia A. Jones is in the Family
Planning Program.

Name / ID Number Health Care Services / Start Date
Patricia A. Jones NC Medicaid Direct
123-45-6789 December 1, 2019

Due to this change, you cannot choose a health plan through NC Medicaid Managed Care.

What happens next?

You will get a new ID card and details in the mail. Use the plan you are in now until
your NC Medicaid Direct starts. If you need to see a doctor before you get your new
ID card, bring this letter with you to your visit.]

What may change?

You will get your same Medicaid services through NC Medicaid Direct. But, you
cannot choose an NC Medicaid Managed Care plan. To learn more, call 1-888-245-
0179. We can also tell you about community services you may be able to get.

Questions?

We can help. Go to ncmedicaidplans.gov. You can also use the “chat” tool on the
website. Or call us at 1-833-870-56500 (TTY: 1-833-870-5588), 7 a.m. to 5 p.m.,
Monday through Saturday. The call is free. You may need your Medicaid ID number
when you call or go to the website.

Thank you,

NC Medicaid Team

To get this information in other languages or formats 1
such as large print or audio, call 1-833-870-5500.

NC DEPARTMENT OF
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Sample Exempt Notice

:‘76:)‘ NC DEPARTMENT OF Questions? Go to ncmedicaidplans.gov.
& “*ct HEALTH AND Or call us at 1-833-870-5500 (TTY: 1-833-870-5588),
Wy jé; HUMAN SERVICES 7 a.m. to 5 p.m., Monday through Saturday.
SsaaBz /. Division of Healthy Benefits We can speak with you in other languages.
S = Go to ncmedicaidplans.gov
= Use the NC Medicaid Managed Care mobile app. To get the free app,
search for NC Medicaid Managed Care on Google Play or the App Store.
Patricia A. Jones June 28, 2019 9
17 Main Street = Call us at 1-833-870-5500 (TTY: 1-833-870-5588)
Raleigh, NC 27603 = Read the Health Plan Comparison Chart in the welcome packet that came
with this letter
Dear Patricia A. Jones: To change your plan, go to ncmedicaidplans.gov or use the NC Medicaid Managed
. Care mobile app. Or call us at 1-833-870-6500 (TTY: 1-833-870-5588). Or send the
You now have more choices enroliment form that came with this letter. You can change your plan at any time.

The people below are in the NC Medicaid Managed Care health plans listed. You
can choose a new plan at any time. If you chose a primary care provider (PCP), your If you Change your health plan, before October 31 2 2019’ the

PCP is listed below. There are more choices for Patricia A. Jones because of the new plan will start on November 1, 2019
services they need.

After you enroll, your health plan will send you information and a new ID card. You

Name /1D Number Plan / Start Date / Phone | PCP / Address / Phone will use your ID card to get health care services. If you have questions, call your
Patricia A. Jones Wellcare Dr. Betty Phillips health plan at the number listed on your ID card.
123-45-6789 November 1, 2019 101 Blair Street
1-866-799-5138 Raleigh, NC 27699 Questions?
918 -855-6200 =
We can help. Go to ncmedicaidplans.gov. You can also use the “chat” tool on the
Do you want to change to NC Medicaid Direct? website. Or call us at 1-833-870-5500 (TTY: 1-833-870-5588). Our extended hours
are from 7 a.m. to 8 p.m., 7 days a week. The call is free. You may need your
= If you need certain services to address needs related to developmental Medicaid ID number when you call or go to the website.
disability, mental iliness, traumatic brain injury, or substance use disorder
you may want to change to NC Medicaid Direct. Thank you,
= To learn more or to change to NC Medicaid Direct, call us at NC Medicaid Team
1-833-870-5500 (TTY: 1-833-870-5588). You do not need to send an
enrolliment form.
If you want to keep your NC Medicaid Managed Care health plan
You do not have to do anything if you want to keep the health plan listed above.
If you want to stay in NC Medicaid Managed Care, but want to
change your health plan
You can choose a new plan at any time. To learn about the plans and the services they
offer:
To get this information in other languages or formats ncmedicaidplans.gov | 1-833-870-5500 (TTY: 1-833-870-5588)

such as large print or audio, call 1-833-870-5500.
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Enrollment Packet: Informational Flyer
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Ne NT OF
HEALTH AND HUMAN SERVICES

In NC Medicaid Managed Care, you choose a doctor for most
of your Medicaid-covered services. You also choose a health
plan that is right for you. All plans offer the same Medicaid
services you have today. Each plan offers added services.

Division of Health Benefits

Here are steps to help you choose a primary
care provider and health plan

O Step 1: Choose a primary care provider (PCP)

Health plans work with different PCPs. To keep your family doctor, clinic or other health
care provider as your PCP, first find out which plans they work with. Then choose one
of those plans.
Here are three ways you can find out which plans your PCP works with:
« Ask your PCP
« Call us at 1-833-870-5500 (TTY: 1-833-870-5558)
« Find a list of doctors and other specialists for each plan at ncmedicaidplans.gov
or on the mobile app. To get the free app, search for NC Medicaid Managed Care
on Google Play or the App Store.
To help you choose a new PCP, think about your answers to these questions:
« Is there a doctor you already like?
« How far are you willing to travel to see a doctor? To find providers near you,
go to ncmedicaidplans.gov or use the mobile app.
« Do you need a PCP who speaks a certain language? To find PCPs who speak

@ languages other than English, go to ncmedicaidplans.gov or use the mobile app.

Step 2: Choose a health plan in NC Medicaid Managed Care
Choose a plan your PCP is in. Use these questions to help you choose the best
plan for you:

Do you want to keep your current doctor or clinic? Or do you want a new one?
Does the health plan have the doctors, hospitals and specialists you use?

To find out, go to ncmedicaidplans.gov or use the mobile app.

Does anyone in your family have special health needs?

What added services does the plan have? To see each plan’s added services,

Comparison Chart that came with this welcome packet.
)
@ Step 3: Enroll in one of these ways

» Go to ncmedicaidplans.gov
» Use the NC Medicaid Managed Care mobile app
« Call us at 1-833-870-5500 (TTY: 1-833-870-5588)

« Fill out the enrollment form and mail it in the envelope that came with this
welcome packet. Or fax it to 1-833-898-9655.

Questions and answers

What if | have
Who must choose a health plan? more questions?
Most people in NC Medicaid must choose a health plan We can help!

in the NC Medicaid Managed Care program. Some people Call us at 1-833-870-5500
can choose to stay in NC Medicaid Direct. They will (TTY: 1-833-870-5588),
not need to choose a plan. To find out which group you 7am.to5pm,

are in, read the letter that came with this welcome packet. Monday through S.aturday‘
To learn more about NC Medicaid Direct, go to W? can speak with you
ncmedicaidplans gov/leam/get-answers. ncthietlSngasdes

What is a health plan?
A health plan is a group of doctors, hospitals and other providers.
They work together to give you the health services you need.

All health plans are required to have the same Medicaid services, such as office visits,
blood tests and X-rays. To see the full list of NC Medicaid covered services provided by
the plans, go to ncmedicaidplans.gov.

Health plans also have added services such as programs to help you quit smoking, eat
healthier and have a healthy pregnancy.

What is a primary care provider (PCP)?
Your PCP is your family doctor, clinic or other health care provider. Your PCP will help you
with your health care needs. They will also coordinate your care with other health providers.

Can | keep my doctor as my PCP?

Yes, if your doctor is in the health plan you choose. Ask your doctor what health plans
they are in. Or, go to ncmedicaidplans.gov or use the mobile app.

Will | lose any services?
No. You will not lose any services. Some plans have added services.

To get this information in other languages or formats
such as large print or audio call 1-833-870-5500.

S5F8R 3 (Chinese)

ER N RREIERIRY,
FA1%47 1-833-870-5500
(TTY: 1-833-870-5588).

ATTENTION: For free
interpreter services,
call 1-833-870-5500
(TTY: 1-833-870-5588).

Espaiol (Spanish)
ATENCION: Para servicios
gratuitos de interprete, llame
al 1-833-870-5500 (Numero
de TTY: 1-833-870-5588).

NC Medicaid complies with applicable federal civil rights laws and does not discriminate
based on race, color, national origin, age, disability or sex.




Enrollment Packet: Enrollment Form

8\ NC DEPARTMENT OF Enroliment Form

A % nsﬁkﬁ%é}{\‘lﬁis You can use this form to choose or change a health plan and PCP for Person 4 ‘ ID Number:
\;;2. - j Division of Health Benefits each person listed. Or enroll online, using the mobile app, or by phone. » Choose a primary care provider (PCP). Make sure the PCP is in the plan you choose.
— Choose or change your health plan in PCP's first and last name ‘ PCP’s phone number (optional)
one of these ways: ( )

1. Online at ncmedicaidplans.gov PCP's address (street, city, state, ZIP Code)

2. Use the NC Medicaid Managed Care
mobile app

» Choose one health plan (put an X in the box).

3. Call us at 1-833-870-5500 J] JI
(TTY: 1-833-870-5588)
4, Fill out this form and mail it to us Person 5 ] ID Number:
;l:lstg;;g;%%%(;prowded. Or faxitto » Choose a primary care provider (PCP). Make sure the PCP is in the plan you choose.
. " i PCP’s first and last name PCP's phone number (optional)
* If you are enrolled in NC Medicaid Direct, you do not have to choose a health plan. ( )

PCP’s address (street, city, state, ZIP Code)

Person 1 | 1D Number:
» Choose a primary care provider (PCP). Make sure the PCP is in the plan you choose. » Choose one health plan (put an X in the box).
PCP’s first and last name I (PCP's ph)one number (optional) O O
O O
PCP's address (street, city, state, ZIP Code)
Person 6 | 1D Number:
Do you want this PCP for everyone listed on this form? [Yes [ No » Choose a primary care provider (PCP). Make sure the PCP is in the plan you choose.
» Choose one health plan (put an X in the box). PCP's first and last name ‘ (PCP'S ph)one number (optional)
O
O O PCP’s address (street, city, state, ZIP Code)
Person 2 | ID Number: » Choose one health plan (put an X in the box).
» Choose a primary care provider (PCP). Make sure the PCP is in the plan you choose. ] O
PCP's first and last name | FCP‘S ph)one number (optional) | O

PCP’s address (street, city, state, ZIP Code)

» Choose one health plan (put an X in the box).

O O
O O
Sign and date

Person 3 | ID Number:

» Choose a primary care provider (PCP). Make sure the PCP is in the plan you choose. » Head of household or guardian sign here Date
3 PCP’s first and last name | PCP’s phone number (optional)
i - ( ) » Authorized representative If you are an authorized representative for this household, fill out this
] PCP’s address (street, city, state, ZIP Code) section and sign below.
g . -
g » Choose one health plan (put an X in the box). Name of authorized representative f’hone nl)meer
= ] O
E O 0O Address (street, city, state, ZIP Code)
g Questions? Go to ncmedicaidplans.gov. Or call us at 1-833-870-5500 (TTY: 1-833-870-5588), » Authorized representative sign here Date
S 7 a.m. to 5 p.m., Monday through Saturday. We can speak with you in other languages.
Iy
<

To get this information in other languages or formats
such as large print or audio, call 1-833-870-5500.
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Enrollment Packet: Comparison Chart

NC DEPARTMENT OF
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NC DEPARTMENT OF
HEALTH AND HUMAN SERVICES

Division of Health Benefits

Health Plan Comparison Chart

All plans are required to have the same type of Medicaid services you get now. These include:

= Doctor visits
= Medical supplies

= Hospital visits
= Lab tests and X-rays

= Behavioral health care
= Therapies

= Hospice

= Prescriptions

= Eye care

To see the full list of NC Medicaid covered services provided by the plans, go to ncmedicaidplans.gov.
Use this chart to learn more about your plan choices.

N\ WellCare

Beyond Healthcare. A Better You.

'w UnitedHealthcare

Community Plan

@ Healthy Blue

o

AmeriHealth Caritas
North Carolina

N
carolina
complete health

1-866-799-5318
TTY 711
wellcare.com/nc

7 a.m.to 6 p.m.,
Monday through Saturday

Statewide
(all 100 counties)

1-800-349-1855
TTY 711
uhccommunityplan.com/nc

7 a.m.to 6 p.m.,
Monday through Saturday

tedHealtheare [z
) 91187726

I R = et e e e

Statewide
(all 100 counties)

1-844-594-5070
TTY 711
HealthyBlueNC.com

7 a.m.to 6 p.m,,
Monday through Saturday

@V Hoalthy Blue

Statewide
(all 100 counties)

1-855-375-8811
TTY 1-866-209-6421
amerihealthcaritasnc.com

24 hours a day,
7 days a week

[
Ameritioalth Carigio
North Carolina

Statewide
(all 100 counties)

1-833-552-3876
TTY 711 or 1-800-735-2962
carolinacompletehealth.com

7 a.m.to 6 p.m.,
Monday through Saturday

Only available in these
counties: Alexander,
Anson, Bladen, Brunswick,
Cabarrus, Catawba,
Cleveland, Columbus,
Cumberland, Gaston,
Harnett, Hoke, Iredell, Lee,
Lincoln, Mecklenburg,
Montgomery, Moore, New
Hanover, Pender, Richmond,
Robeson, Rowan, Sampson,
Scotland, Stanly, Union

Questions? Go to ncmedicaidplans.gov. Or call us at 1-833-870-5500 (TTY: 1-833-870-5588). We can speak with you in other languages.

You can get this information in other languages or formats, such as large print or audio.




Enrollment Packet: Additional Information

Notice of Non-Discrimination

NC Medicaid complies with applicable federal civil rights laws and does not discriminate
based on race, color, national origin, age, disability, creed, religious affiliation, ancestry,

sex, gender identity or expression, or sexual orientation. NC Medicaid does not exclude
people or treat them differently because of race, color, national origin, age, disability, creed,
religious affiliation, ancestry, sex, gender, gender identity or expression, or sexual orientation.

NC Medicaid provides free aids and services to people with disabilities to communicate
effectively with us, such as:
* Qualified sign language interpreters
= Written information in other formats (large print, audio, accessible electronic formats,
other formats)
NC Medicaid provides free language services to people whose primary language is not
English, such as:
* Qualified interpreters
= Information written in other languages
If you need these services, contact NC Medicaid at 1-833-870-5500 (TTY: 1-833-870-5588)
If you believe that NC Medicaid has failed to provide these services or discriminated in
another way based on race, color, national origin, age, disability, or sex, you can file a
grievance with:
DHHS ADA/RA Complaints
Office of Legal Affairs
2001 Mail Service Center
Raleigh, NC 27699-2001
You can file a grievance in person or by mail, fax, or email. If you need help filing a
grievance, the Office of Legal Affairs is available to help you.
You can also file a civil rights complaint with the U.S. Department of Health and Human
Services, Office for Civil Rights:
= electronically through the Office for Civil Rights Complaint Portal, available at
https://ocrportal.hhs.gov/oct/portal/lobby.jsf
= by mail at:
U.S. Department of Health and Human Services
200 Independence Avenue SW.,, Room 509F, HHH Building
Washington, DC 20201; or
* by phone at 1-800-868-1019 (TDD: 1-800-537-7697)
Complaint forms are available at www.hhs.gov/ocr/officeffile/index.html.

MEDICAID EB NON DISCRIM ENG 190228

Help in Other Languages

ATTENTION: If you do not speak English, language assistance services, free of charge, are
available to you. Call 1-833-870-5500 (TTY: 1-833-870-5588).

SPANISH ESPANOL ATENCION: si habla espafiol, tiene a su disposicién servicios gratuitos
de asistencia linguistica. Llame al 1-833-870-5500 (TTY: 1-833-870-5588).

Eik®X | SIMPLIFIED CHINESE ;3% : MRETFRIRRIE, A RRBES RS,
15ERE 1-833-870-5500 (TTY i : 1-833-870-5588),
VIETNAMESE CHU Y: Néu ban ndi Tiéng Viét, cé cac dich vy hd trg ngdn ngit mién phi danh
cho ban. Goi s6 1-833-870-5500 (TTY: 1-833-870-5588).
KOREAN ==2|: Bt E AIESIAIE B2, 20 X3 MHIASE RFEZ 0|E5tA

AZ LICH 1-833-870-5500 (TTY: 1-833-870-5588). H 22 F 35l FAIAIL.
FRENCH FRANCAIS ATTENTION : Si vous parlez francais, des services d'aide linguistique vous
sont proposés gratuitement. Appelez le 1-833-870-5500 (TTY: 1-833-870-5588).

LObaalls g galll sacbadl cilead o J senall liSay &y jalai) &all) Coaass Y S 1) :4ni ARABIC

.(1-833-870-5588 :aandl Cilaual) 1-833-870-5500 A8 Ao Jasil

HMONG LUS CEEV: Yog tias koj hais lus Hmoob, cov kev pab txog lus, muaj kev pab dawb rau
koj. Hu rau 1-833-870-5500 (TTY: 1-833-870-5588).

RUSSIAN BHUMAHWE: Ecau Bbl rOBOPUTE Ha PycCKOM A3bIKe, TO BaM AOCTYMHbI 6ecnaaTHbie
ycnyru nepesoaa. 3soHute 1-833-870-5500 (TTY: 1-833-870-5588).

TAGALOG PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng mga serbisyo
ng tulong sa wika nang walang bayad. Tumawag sa 1-833-870-5500 (TTY: 1-833-870-5588).

%1 cll | GUIARATI ajett: %l ot 9l clletet &, Al R:ges el st AR dHRl 1
Guetort B, glot 53 1-833-870-5500 (TTY: 1-833-870-5588).

i24 | CAMBODIAN (Ut 10dsthymSunw Mmanies, whSgwighman hwdsAsngu
SrnowmsSanuUlEeaY g giedD 1-833-870-5500 (TTY: 1-833-870-5588).

GERMAN DEUTSCH ACHTUNG: Wenn Sie Deutsch sprechen, stehen Ihnen kostenlos
sprachliche Hilfsdienstleistungen zur Verfiigung. Rufnummer: 1-833-870-5500

(TTY: 1-833-870-5588).

HINDI €71 &: T 3T &Y Aleicl § Tt 3T fT F{Whel & $7TST HT Il Yad 3Ucletr g |
1-833-870-5500 (TTY: 1-833-870-5588). UX Flel &Y |

LAOTIAN {U099L: 11799 UICEDNWIZI 999, NMVOINIVFoBCTHBGIWII,
toetcEye, csvdwanloiio. tns 1-833-870-5500 (TTY: 1-833-870-5588).

JAPANESE EEHIE : BRBEZESILBE. BHOSBEXEZIHMAVETET,
1-833-870-5500 (TTY: 1-833-870-5588) F T. HBIEICTIEH/ &L,

NC DEPARTMENT OF
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Reminder Postcard

el

It’s time to choose
a health plan!

Sl
o

-

MEDICAID EB REMIND ENG 130516

Choose a health plan by
[Date]

In the new way to get Medicaid, you need
to choose a health plan. We sent you

a packet in the mail. If you don’t choose
a plan, we will choose one for you.

Choose a plan in one of these ways:
1. Online at ncmedicaidplans.gov

2. Use the NC Medicaid Managed Care
mobile app

3. Call us at 1-833-870-5500
(TTY: 1-833-870-5588)

4. Mail the Enrolliment Form we sent you

Questions?
Call us at 1-833-870-5500
(TTY: 1-833-870-5588).

NC DEPARTMENT OF
47ct HEALTH AND
" HUMAN SERVICES

Division of Health Benefits

NC DEPARTMENT OF
HEALTH AND
VICES




Options for
Beneficlaries

1.

Direct them to ncmedicaidplans.qgov
to learn more

Direct them to ncmedicaidplans.gov
to chat with an Enrollment Specialist

Direct them to download and use the
NC Medicaid Managed Care mobile

app

Tell them to call 1-833-870-5500 to
speak with an Enrollment Specialist.
The call is free.

Beneficiaries can also enroll by mailing
or faxing their completed enrollment
form

CHANNELS FOR ENROLLMENT

Enrollment
Services
Website

Enroliment
Specialist

Mobile App

Mail/Fax




Website: ncmedicaidplans.gov

The NC Medicaid Managed Care website provides an
Integrated experience for beneficiaries to manage their
enrollment needs. This is a great resource to direct
beneficiaries to for questions about enrollment. The
website includes the following tools and information:

« Health plan comparison charts and lists of benefits

* Provider network search capability

* Program information, brochures and enrollment forms
(as downloadable PDFs)

* Questions and answers
* List of events in their county

Available in English and Spanish, it can be accessed at
ncmedicaidplans.gov.

Enrollment Specialists are available via a chat tool to
answer questions.




NCID

Username

Password

NCID Login

Forgot Username
Forgot Password
Unlock Account

Need Help? Register!

Privacy and Other Policies Contact Us

WARNING: This is a government
computer system, which may be
accessed and used only for authorized business
by authorized personnel. Unauthorized access or use of
this computer system may subject violators to criminal,
civil and/or administrative action.
NCCE76

NCID Login

Beneficiaries must log into the NC
Medicaid website using their North
Carolina Identity (NCID) username
and password

Beneficiaries can register for an
NCID from the NC Medicaid
website

47




Log in to your account

Register

You must register to log in to your account. To register, fill in the
information below.

Name

Enter your first name Enter your last name

Date of birth o

mmy |/ dd v / yyy V¥

Login using my:

@ Last 4 digits of Social Security Number €

() Medicaidip @

Last four digits of Social Security Number (SSN)

XXXX

Show

Secure Web Portal

Any website visitor can browse for
Information and search for a PCP

The secure web portal is only
accessible to beneficiaries who
create an account and have a valid
login
Here, beneficiaries can:
Access case-specific information
Manage their online account
Complete choice counseling
Enroll in their selected health plan
Choose a PCP




Provider Search Tool

A comprehensive Provider Directory streamlines health plan selection to support
beneficiaries who wish to maintain their existing provider relationships.

Choose a primary care provider B Viewlemers [ B») Logout

(PCP)

Make sure your provider and health plan work with each other.
You do not have to choose a PCP. You may skip this step.

@@ Your enroliment choices Start over

Search by location 2| Member
EMILY S HAYES
@ cty () zecode () County

Health plan

Located within City Choose a health plan Select
5 miles of v Enter a city & Primary care provider (PCP)
Choose a PCP Select

Select a provider specialty (Optional)

Select a provider specialty v

Provider last name or clinic name (Optional)

Enter a provider's last name or clinic name
Find providers °

NC DEPARTMENT OF
+ HEALT

H AND
HUMAN SERVICES

at Health Benctizs




Provider Search Map View

The map view allows beneficiaries to search for a provider near a specific location.

Choose a primary care provider
(PCP)

Start over

Make sure your provider and health plan work with each other
You do not have to choose a PCP. You may skip this step.

@ Your enrollment choices

& Member
EMILY S HAYES

=
€3 Health plan
Choose a health plan Select
Select

@ City Q ZIP Code (_) County
City

& Primary care provider (PCP)

Located within
5 miles of Y | Charlotte ﬂ
Displaying 50 of 336 results View as list
» Johnson bty > .- "
Map  Satellite C. Smith  @® = e e oh Choose a PCP
University w9 &
Q@ &
The Fillmore Charlotte @ NAZIM ALI SYED
Ray's Splash Planet @ 61
Tuckaseegee Rd Elmwood Cemetery VILLA HEIGHTS \\\mn‘"
e {ER HEIGHTS
PLAZA HIL
ILMONT

enead St
4\‘}0‘

O e
Wilkingon . @

R HILLS

3 WILMORE
N G&)

(D)
Gonale

NC DEPARTMENT OF
HEALTH AND
AN SERVICES

Bank of America Stadium o Bea
(Warlotte

W
Community
College. '

=2 ¢)

& Wales
University
- Charlotte
More details
Discovery Place St
Choose this provider y
\‘~°§
= = &
M

Romare
rden Par

Cbnvention Center
Central
Piedmont aral e

cen!
Central Ave
Marshall Park +
COMMONW r

w
Independence
Park

Target o

& NASCAR Hall of Fame @
o




Provider Search Results

Once search criteria have been entered and the user searches, all providers who meet
the search criteria will be displayed.

Choose a primary care provider View letiers

(PCP)

Make sure your provider and health plan work with each other.
You do not have to choose a PCP. You may skip this step.

@ Your enrollment choices Start over
@ city (O zrcode () county
& Member
Located within City EMILY S HAYES
5 miles of M Charlotte n
€3 Health plan
Choose a health plan Select
Displaying 50 of 336 results 9 View on map
& Primary care provider (PCP)
Choose a PCP Select
Office hours - 1
114 STRYON ST Phone: (704) 943-9449

CHARLOTTE, NC 28202
Plans accepted: UnitedHealthcare Community Plan

Driving directions J
Specialty: Optometrist

KELLY LYNN VIRNIG
More details

Office hours - 1

114 STRYON ST Phone: (704) 943-5115

CHARLOTTE, NC 28202
! Plans accepted: NC Medicaid Direct, UnitedHealthcare Community Plan

Specialty: Optometrist °

Driving directions

NC DEPARTMENT OF

HEALTH AND
HUMAN SERVICES




Plan Selection
Tool

CHANGE TEXT SIZE ENGLISH

Contacts and links
Learn v Choose ~ Enroll Get answers
Learn about NC Medicaid Managed Care Find providers and health plans Choose a provider and join a heaith plan Words to know

Member resources

Choose a health plan B Viewletrers

Beneficiaries can select up
to three health plans to
compare side by side N Gliniis e

Beneficiaries can view and
compare.
Copays i
Services covered
Website
Phone number wellcare

Choose a health plan. To compare health plans, go to Compare Plans. Or, you
can choose a health plan now by selecting “Choose this plan.”

& Member
EMILY S HAYES
AmeriHealth Caritas

Choose this plan € Health plan

UnitedHealthcare Community Plan Choose this plan

Contactus | Non-discrimination | Sitemap | Privacy Policy

©2019 Created by MAXIMUS Digital Solutions® G o

| MonKhmer | BBk | Tagalog | Franais | Deutsch | wvudl | ®g | Hmoob | B30 | womeseo | E#EE | Pyccxwit | Espadiol | TiéngViés °
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Member
Dashboard

Member dashboard

Welcomel Here you can choose or change your health plan. You can also choose or

* Members can view their e e
selected health plan and o -
provider from the Member
Dashboard

.
[#] may make changes

Harris Jackson Benson
28 vears old Make changes
w

ment & cage infarmation

This page will show them all
members of their household,
iIncluding their enroliment Amanda Ann Benson
status ——

You may change your health plan and provider unol /242017, Complete health assessment

" Mo action required

Thomas Smith Benson

E‘i May make changes

Wiew enroliment & case informatian

You are not eligible for any programs. Flease contact MAXIMLUS with any questions,

Enroll multiple people
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(@  MayMake Changes

Viewin g Case
Information

You are enrolled but may make changes. To change your primary care provider (PCP), call your health plan. To
change your health plan, select "Make changes.” Or you con do nothing ond keep the PCP ond health plan you
have now.

ELISHA BUSH
8 years ofd

2
=}

Enrollment choices

In the Enrollment Choices sections, users

Choose a health plan select

P — will be able to complete the following
B actions:

Contact information ® Change health p|anS
Address Missing translation: web_county Primary phone

33 JEFFERSON DRIVE Ashe No phone number on file. e Search for a provider in guest mode

TOBACCOVILLE, 27050
USsA

hone number, call us at 1-833-870-5500 (TTY: 1-833-870-5588) R eq u eSt d ISe n rOI I m e nt
Head of household contact information SearCh for a p rOVI d er

Paperless Notifications

Select a provider

Change a provider during open enroliment

Email address

e S The Contact Information section will
Sl S ——— display the state-reported mailing address
and phone number

Ti

Cell phone

(123) 456-7890

The Head of Household Contact
Information section displays

communications preferences and member-
B T— provided cell number and email

Return to Member home

~| | agree to the terms and conditions to opt in to text messages.-




Web Chat

 Web chat service is available via a
secure web portal

 Web chat adds an online alternative for
real-time assistance for users

« Members can begin a web chat
conversation from any page on the
website via the “Chat with Us!” button

* Web chat is also compatible with iI0OS
and Android operating systems for
mobile users

* Enroliment Specialists will provide chat
assistance, answering gquestions and
directing members to appropriate pages
of the website to learn more




NC
Medicaid
Managed
Care
Mobile

App

NC DEPARTMENT OF
HEALT

H AND
HUMAN SERVICES
onctits

In English or Spanish,
beneficiaries can authenticate,
view their enrollment status
and enroll by choosing a
Medicaid provider and health
plan.

Realtime Data n

I'he data-driven mobile app
presents information and options
specifically matched to each
beneficiary’s Medicaid case. This
allows indviduals to quickly enroll
with the same provider and health
plan or to choose providers and
health plans that are right for their
different needs.

Plan Comparison

Beneficiaries can easily compare
health plans to enable informed
coverage decisions. They can
view health plan descriptions,
ratings by independent reviewers
and accreditations.

9:41 AM

NC MEDICAID

Managed Care

Continue as a Guest

English  Espanol

N

—

|

e Profile Access

Logged-in users can review

and edit their profile °
information, helping to

maintain accurate and up-to-

date beneficiary information.

g FAQs [ Help

Beneficiaries can access built-in
help features, frequently asked
questions and tutorial screens
for ease of use. For additional
assistance, contact information
is provided for the call center,
including easy to tap buttons tc
call instantly.

= Provider Search

Beneficiaries can easily search
providers by name, city, county,
zip code, provider languages,
provider gender, clinic name,
specialty or affiliated hospital.
Provider listings also incluce the
plans they support.




9:41 AM

Dashboard

Good Morning

Please select a beneficiary to enroll, or
View Profile to see the case information.

ENROLLED - ABLE TO CHANGE

Harris Benson
Head of Household

44 years old View Profile >

ENROLLED - ABLE TO CHANGE

Mary Smith
40 years old View Profile >

ENROLLED - ABLE TO CHANGE

Jeff Smith
16 years old View Profile >

App Features

« The mobile app allows for seamless
connection and interaction with
beneficiaries

« With the app, the Head of Household
can:

* View all case contact information

« Alter some case contact information

* View all member enroliment information
« Alter all member enrollment information
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ull F 9:41 AM

€« Enrollment

What would you
like to do?

Find a Plan

Choose a health plan first and then choose a
provider that accepts your plan.

or

Find a Provider

Choose a primary care provider and then choose
a health plan accepted by that provider.

You have selected for enroliment:
Harris Benson

Selecting a Primary
Care Provider and
Health Plan

« All health plans available in a
member’s county will display, as well
as the total number of health plans
available

» Users can open the link to the health
plan comparison chart to view
information about the health plans

« Users can select a health plan and
continue the enrollment process

Fy—
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rovider Search Results

9:41 AM 9:41 AM 3 100% ==

Choose a provider Cancel

Oo—G& B v )0—G B

Member Provider Health plan Member Provider Health plan

Choose a provider Cancel

Enrolling: EMILY CHILD Enrolling: MADDY BOND

Q 25 of 86 result(s) < =t =
1,068 result(s) '_T,—': o @) Show more results

AAA PLUS MEDICAL SUPPLY
1017 OLD LILESVILLE RD

Winnabow
WADESBORO, NC 28170
Green Swamp 133
Preserve
@ Bolivia
A BETTER TOMORROW INC Bo'
108 S GREEN ST Spring gKes
WADESBORO, NC 28170 ' @
lotte

A BETTER TOMORROW INC Holden Beach, 7 ~Oaklsland Southport

s‘Oc)eﬁahn’L Caswell Beach
108 S GREEN ST & 2

| /\ | | /\

—

NC DEPARTMENT OF
HEALT

H AND
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Health Benctizs




P

choose one for you. If you don't choose a PCP, your health plan will choose one for you. You know your
health needs best, so it's best if you choose.

@® — |
EMILY S HAYES
Enrollment information A
You must choose a primary care provider (PCP) and health plan. If you don't choose a heaith plan, we will m ‘

Current enroliment choices |

Health plan
B3 | chooseahealth plan seiect

o | Primary care provider (PCP)
@ | REBECCA GRAY Change

Contact information

Address Primary phone
105 BUNNLEVEL COURT No phone number on file.
BUNNLEVEL, NC 28323

USA

Communication preferences

Paperless Notifications

Email address
Enter your email address

1 agree to the terms and conditions to opt in to email messages.

Terms and conditions for email messages:
nof by m

Cell phone
(772) 285-0824

/I agree to the terms and conditions to opt in to text messages.-

Terms and conditions for text message:
edi not get paper letters

Text message terms and conditions

Cancel

Enrollment Section

» Users can only make enrollment
changes to one member at a time

 Users can use the app to:

©)

Change health plans

Search for a PCP in guest mode
Request for disenroliment
Search for a PCP

Select a PCP

Change PCP




Enrollment Call Center

Enrollment Specialists are available at the call center
for support.

Beneficiaries can call toll free: 1-833-870-5500.

EXTENDED HOURS | |
DURING OPEN We are available to:

ENROLLMENT: * Provide choice counseling
» Support search for preferred PCP

/a.m.—-8p.m.
[/ days a week

« Compare health plan services

* Enroll members in selected health plan
» Assist with some demographic changes
« Disenroll members as needed

* Process Enrollment Broker complaints and grievances
ALL OTHER TIMES:
Monday — Saturday,

7am. -5 p m » Provide support for the website and mobile app

« Facilitate appeals process

* Provide assistance for deaf and non-English speaking
beneficiaries 61




Outreach Material

POSTER

NC DFPARTMI

HEAK SN

THERE IS A
NEW WAY TO
GET MEDICAID
HEALTH CARE

ame Medicaid services i ay - through health
choose the health insurance pian that is bes

imary care provider (PCP)

WHAT YOU NEED TO DO
© Choose a primary care provider (PCP):

To keep your doctor, clinic or other health care provider as your PCP, find out which heslth
insurance plans they work with

© Choose 2 health insurance plan i
A health insurance plan i 8 group of d
10 give you the heakh care you need. Le:

© Enroll in one of these ways:
+ Go to nemedicaidplans.gov
* Use the NC Medicaid Managed Care mobile app
* Call us toll free at 1.833.870-5500 (TTY 1.833.870.5588)
* Whon you receive an enroliment form, fill it out ard mail o fax it back

ctors, hospitals and other providers. They work together

n more

IF YOU HAVE MORE QUESTIONS

« About your eligibility: Contact your local Department of Social Services (DSS) office.
Find contact information here: nedhhs.gov/localdss

+ About choosing or enrolling in a health insurance plan: Go to nemedicaidplans.gov
(chat features available), use the NC Medicaid Maneged Care moble app or call us toll free st
1-833-870-5500 (TTY: 1.833-870.5588)

* About your health insurance plan or benefits: Call your health insurance pan.

WellCare 18667995318 (TTY. 711)
UnitecHeaithcare Commaunity Plan 1-800-349-1855 (TTY. 711)
HealthyBiue 1.844.594.5070 (TTY: 711)

1-855-375-8811 (TTY: 1.866-209-6421)

1-833.552-3876 (TTY. 711 or 1-800-735-2962)

AmeriHeatth Caritas
Carolina Complete Health*

NC DEF»«F‘TI‘IEHT OF

HUMAN SERVICES

t Health

FACT SHEET

THERE IS A NEW WAY TO GET
MEDICAID HEALTH CARE
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Q&A

e pseaTENT 05

sy

We're here to help

chaices, Here are answers 1o questions you may have.

(PCP) and health

1 you have ather questions, eall us toll free at 1-833-870-5500 (TTV: 1.333-870-5588). Or use the chat

taol to chat with us online.

What is NC Medicaid Managed Caro?
NC Medicaid Managed Care helps you get the
Madicaid haakh plan, there are many health s
Allplans ars raquired 10 have the same Madica
queiified doctors and hasth care professionabs.
sarvicas, You may have & certain doctor you wa
you may want tools to be healhie, lie prograr
health insurance pian that has the acded sanvic

What is NC Medicaid Direct?
NG Medicaid Diract bs 3 way 1o get your Madic
insurance plan thiough NC Medicaid Managad
Diact rathar than switch to NC Madicaid Mana
call 1.888.245.0179.

s Medicaid eliaibility chanaina?

only changa your plan if you hsve a specisi reason. Remons ara listed on tha Haskh Plan Change Raquest
2 pemedicaidplans.gow/membar-resources.

form. For a copy of the fom, go to

Every yasr at your recartification, you wi ba abls to change your health nsurance plan within 90 pe.
days. To laam more, cal us toll Froe at 1-833-870-5500 (TTY: 1.833-870-5588). Or use the chat 100l to uncombe, Surke, Cabarrus, Caldwol,
. Columbus, Craven, Cumbarlsnd,

chat with us anline

When can | call to get help?

We are open ¥om 7 am. 10 5 pum., Menday
1-832.870-5588) During anvofiment. from July
14, 2019 through December 13, 2019, we hav
You may naed your Medicaid 1D rumber when
all center is st avaiiak
e o0 this website 1

not spesk English, our
can aiso use the chat

Can | keep my current primary care prov
Yes, if yout PCP s in the hoalth insurance plan

out which plans your provider warks wit
* Askyour PCP

+ Call s toll free a¢ 1-833.870.5500 (TTY:
+ Go 1o Find a providar 3¢ ncmedicaidplar
nd 8 st of doctors and other spacialist

You ean chaase your PCP when you ervol in a
jan at the
informatian for tha health irsuranca plens st o

enrolling, call your hoalth insurance pl

Why can | only visit certain doctors?

Hesith insurance pians work with different pro
find cut which haalth insuranca plans they wor
10 562 3 provider who s not 3 part of your net
“pra-approval” for coverage with an out-of-0e

What if | have a schadulad visit with

plan’s networl

Call your health insuranca plan. For contact it

Ityou cly iated to disabilty, mental ilnass, traumatic
brain injury or substanca usa dsordar, you may kse cortain sarvices if you choose to avel in a haslth
insursnce plan. You can choosa to remain in NC Modicaid Diract to keop thosa servicas.

What do | need to do?

Thera are thiaa steps to enroll

© Choose a primary care provider (PCP)

© Choosa a haalth insurance plan - compare the plans snd choose the best one for you

© Envoll oning, usa the NC Madicaid Managad Care mabda app, Cal us tol #ree at 1-833-870-5500
(TTY: 1-833.670.5568) or il out and mail back the anrollmant form sent to you

ie, Dutharn, Forsyth, Frankin,
, Rockingharn, Stokas, Sury, Vance,

Graane, Halifax, Harnett, Haywood,
Lanaie Lineoln. MeDowaf. Macon

Bo suro the hasith insurance plan you want s offared in your county and tha doctor you want 1o se
is i the hesith pisn's network. When you've chosen yeur primary cara grovider and health ireursnce
plan, go to Envoll st . use the NC Medicaid Mansged Care mobik
2pp or cal 1-833-870-5500 (TTY. 1-333-870-5588) to make your selection. The cal s ¥ee.

urance plans?

What is the difference btween the health i
Thers are five health insurance plans avaiable. These inchude:
© WellCare

1-866-799-5318 (TTY: 711) | wewwalicars col
© UnitedHealthcare Community Plan

1:600-349-1855 (T 711) |y
© He:

VBSLIPLTOTTY 1Y) | e ety
© AmwriHealth Caritas

18553758811 (TTY: 1.866.209-6421) | yenowamsrihwalthcarisasos.cam

© Carolina Complete Health"
1-833.552.3876 (TTY: 711 or 1.833.552.2962) | www.carolinacomplstahealth.com

cam(m e, Ctnd b S S Vot ok i | oo i, Motkioiarg,
s Wi, e e, P, Rhinond. Ao, Awan,Samto Sccnand. il Unon
Who do | contact if | have spacific questions about my haalth insurance plan or coverage?

11f you hava qusstions abaut choosing 3 health insurance pian, go to Tips for Choosing 3 Health
Plan at . usa tha chat featira on this wabsi

areall (TTY: 1.832.870.5583} to lesm mora and chocse 8 plan. Tha call s frae.

insurance plan's natwork.

What if | have a chronic health condition,

surgery/procedure

¥ you have standing sppointments, contact yo
over, Call your health insurance plan at the nu
contact information for the health insuranca pl

How do | choose & health insurance plan
o campare your haslth insurance plan choices,
Tign for Choosing  Haslth Plan

can a0 read 1

For cuastions about yaur chosan haalth rsuranca pian or services covered, contact your heslth
insurance pian. Cal your health insurancs plan at the number on your health insuranc card. You can
aleo view ¢ o fnk:

What happens if | don't select a heath insurance plan or primary care provider (PCP)?
1 you do not chocsa & health insuranca plan one wil be chosen for you. I you do not choase # PC]
your hasith insurance plan will chaose one for you.

15 my health plan changing?
Tofind cut f your health plan is changing, call s a1 1-833.870-5500 (TT¥: 1.833-870-5588), O usa
the chat tool to chat with us oniime.

When must | changs haatth plans?

You may have to change your hasith plen when you have a lfe change. For axampla, you may mov
10 8 naw hama or get 8 new job. Life changes can make » difference n your hasith pien choices.

your bocal Department of Sacial Sarvices (DSS) and explain tha change. You can £nd your local affice
3t nedhhs.gow/localdss.

How do | get behavioral health services?

1 you sre envolled in NC Medieaid Diroct, call 1-888-245.0179.

1 you sre not enroliad in NC Medicaid Direct, call us at 1-833-870-5500 (TTY: 1-833-870-5588).

Or use the cha o0l to chat with us oniine

PALM CARD

NC MEDICAID

IS CHANGING

You have a choice of health insurance plans

3 STEPS TO ENROLL
@ Choose a primary care provider (PCP)

© Choose a health insurance plan
© Enroll

+Go to nemedicaidplans.gov

+Usa the NC Madicaid Managad Care mobils app
+Call tol frae: 1-833-870-5500 (TTY: 1-833-870-5588)
~Fill out and mail or fax in your enrollment form

THERE IS A
NEW WAY TO
GET MEDICAID
HEALTH CARE

;3.2500 """ Plan: Gg 4,
833070 55gq)

g‘f‘ 77: 5318
9-1355
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Outreach Events: Home Page

CHANGE TEXT SIZE » ENGLISH ESPANOL

Contacts and links  Getanswers Words to know  Member resources

NCDHHS N\ ' Y ;
NC Medicaid y -
Division of Health Benefits

NC Medicaid Managed Care is here
to help you choose the best providers and

Learn - Choose - Enroll

Learn about NC Medicaid Managed Care
u '

Get the free mobile app Go paperless

health plans for you and your family.

Find providers and health plans Choose a provider and join a health plan

To get the app, search for NC Medicaid
Managed Care on Google Play or the App
Store.

GETITON
® Google Pl
Use the app to choose providers and
health plans for you and your family. Learn

more about the free mobile app at Get
answers.

You can go paperless with NC Medicaid
Managed Care. Paperless means you get
letters online instead of by mail. Sign up
for emails or text messages that tell you
when you have a letter to view online.

Learn more >

Meetings and events

Learn more about NC Medicaid Managed
Care. Join us at a community meeting in
person.

Find a meeting near you >

Questions?

We can help. Call us to get answers to your
questions about NC Medicaid Managed
Care.

Phone: 1-833-870-5500

(TTY: 1-833-870-5588)

Hours of operation: 7 a.m. to 8 p.m., seven
(7) days a week

Or use the chat tool to chat with us online.

For answers to common questions, go to
Get answers.

Contactus | Non-discrimination | Sitemap | Privacy Policy

© 2019 Created by MAXIMUS Digital Solutions® H u
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Outreach Events: Meetings — Select County

CHANGE TEXT SIZE » ENGLISH ESPANOL
NCDHHS Contacts and links
1 Bhotell Learn v Choose v Enroll Get answers
/)< NC ,Medlca'd “ Learn about NC Medicaid Managed Care Find providers and health plans Choose a provider and join a health plan Words to know
Division of Health Benefits Memberresaurces

Meetings and events

Join us at a community meeting. Find meetings and events near
you.

Choose your county:  County . B

Contactus | Non-discrimination | Site map | Privacy Policy E I
© 2019 Created by MAXIMUS Digital Solutions®
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Outreach Events: Meetings — Results
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Scenarios




Scenarios

Sample DSS and Enrollment Broker interactions with:
» A cross over beneficiary

« A mandatory beneficiary

* An exempt beneficiary

« An excluded beneficiary

* An NC Medicaid Managed Care member who moves from a transitioned county (region 2 and 4)
to a county that has not transitioned to NC Medicaid Managed Care (regions 1, 3, 5 and 6)

» An NC Medicaid Managed Care member who wants to change PCPs

« An exempt NC Medicaid Managed Care member who wants to change to NC Medicaid Direct

» A behavioral health beneficiary




Scenario 1

Cross Over Beneficiary
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Step 1

A Cross Over Beneficiary Comes into
the DSS Office
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NC DEPARTMENT OF Questions? Go to ncmedicaidplans.gov.

HEALTH AND Or call us at 1-833-870-5500 (TTY: 1-833-870-5588),
HUMAN SERVICES 7 a.m. to 5 p.m., Monday through Saturday.
Division'ofHeslth Benefits We can speak with you in other languages.

Beneficiary: “What does this
letter mean?”

Patricia A. Jones June 28, 2019
17 Main Street
Raleigh, NC 27603

Dear Patricia A. Jones:

There will be a new way to get Medicaid health care

Starting November 1, 2019, most people will get the same Medicaid services in a new
way — through health insurance plans.

A health plan is a group of doctors, hospitals and other providers. They work together
to give you the health care you need. Everything will come from the same plan. This

includes physical health, mental health, and medicine. Some health plans provide
added services like programs to help you quit smoking.

Some things will stay the same

Medicaid eligibility rules are not changing.

The people below should choose a primary care provider and
health plan by September 13, 2019

Patricia A. Jones Medicaid ID: 123-45-6789
Rodney M. Jones Medicaid ID: 987-65-4321
Sally A. Jones Medicaid 1D: 254-32-8291

More on back »

MEDICAID EB TRANS ENG 190508
There are 3 steps to enroll

To get this information in other languages or formats
such as large print or audio, call 1-833-870-5500.

NC DEPARTMENT OF
+ HEALTH AND G




BENEFICIARY:
“What does this letter

mean?’ @
;.

.

DSS WORKER: “Ms. Stevens, there is a new way to get Medicaid in
North Carolina. You must enroll in NC Medicaid Managed Care. NC
Medicaid Managed Care gives you a choice of health plans, which are
doctors, hospitals and other providers who work together to give you
the health care you need. You can go to ncmedicaidplans.gov, where
you can chat with an Enrollment Specialist who can answer questions
for you, help you choose a health plan, help you choose a primary care
provider and help you complete enroliment. You can also call them toll
free at 1-833-870-5500. If you do not select a health plan, one will be

chosen for you.

After you have enrolled, you will receive
a welcome packet in the mail from

your health plan with

additional information and your
Medicaid card.”

)

71



SUMMARY: Cross Over Beneficiary

Beneficiary receives .. DSS Staff provides

: Beneficiary comes to .. .
notice that they must their DSS office and basic information and
enroll in NC Medicaid directs them to contact

Managed Care FELSTUETeL the Enrollment Broker
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Step 2

A Cross Over Beneficiary Calls the
Enroliment Broker
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ENROLLMENT SPECIALIST: “Thank you, Ms. BENEFICIARY: “| receive
Stevens, for contacting North Carolina Medicaid and was told to

contact you to select a
health plan.”

Medicaid Enroliment Broker. My name is
LaVonne. How may | assist you today?”

74




ENROLLMENT SPECIALIST: “I'd be happy to BENEFICIARY: “The last
assist you with that. For verification purposes, four digits of my Social

may | have your Medicaid ID number or the last Security number are 9631.”
four digits of your Social Security number?”
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ENROLLMENT SPECIALIST: “Thank you, Ms.

Stevens. | have verified your information. Would
you like more information regarding NC Medicaid
Managed Care and how it affects the way you
and your family receive health care?”

BENEFICIARY: “Yes
please.”
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ENROLLMENT SPECIALIST: “You are currently in a program where you are required to
enroll in a health plan. NC Medicaid Managed Care offers eligible Medicaid members
the opportunity to enroll in a health plan. The health plans are responsible for managing
the care of eligible members. All of the health plans are required to have the same type
of Medicaid services you get now. You can see the full list of covered services provided
by the plans by going to ncmedicaidplans.gov. Each of the health plans may also offer
additional services. When you choose a health plan, you can also pick a primary care
provider. Your PCP takes care of most of your health care needs and refers you to other
doctors or clinics when needed. You now have the chance to pick a health plan you
would like to receive health care services from. | can help you with that now by enrolling
you over the phone.”

4 BENEFICIARY: Q
“Okay, let’s v

do it.”




ENROLLMENT SPECIALIST: “Ms. Stevens, is there a BENEFICIARY: “No, not

primary care provider, other doctor or clinic you yet.
currently see or would like to choose today?”
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ENROLLMENT SPECIALIST: “Ms. Stevens, do you BENEFICIARY: “Please
have a health plan preference or would you like me help me find a primary
to help find primary care providers near you?” care provider.”
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ENROLLMENT SPECIALIST: “Ms. Stevens:

* Are you looking for a male or female doctor?

* Are there specific hours you can see a doctor?

« Are you looking for a specific language preference?
* [n what area would you like to see a doctor?”

BENEFICIARY: “l want a
female doctor
somewhere near my
home address who takes
Saturday appointments.”
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ENROLLMENT SPECIALIST: “Okay Ms. Stevens, | BENEFICIARY: “Sounds
have entered your preferences and have found only good to me.”

one female doctor near you who takes Saturday
appointments, and she is accepting new patients at
this time. Dr. Cavanaugh accepts the HealthyBlue
health plan and her practice is located at 456 Apple
Lane. Would you like to select this doctor and
plan?”
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ENROLLMENT SPECIALIST: “Great, | have entered
your selections. | would like to confirm some important
Information. You chose HealthyBlue as your health plan
and selected Dr. Cavanaugh as your primary care
provider. This selection will be confirmed by your health
plan in your welcome packet. Your membership with
HealthyBlue will start on November 1, 2019. If you have
any gquestions about your plan benefits or want to
change your doctor, please call HealthyBlue member
services. Is there anything else | can assist you with
today?”

BENEFICIARY: “No,
thank you.”
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ENROLLMENT SPECIALIST: “Please remember
you can Visit our website anytime at
ncmedicaidplans.gov. You may also use the NC
Medicaid Managed Care mobile app to review your
case status, update some account information, find
a plan or locate a provider. Please stay on the line
If you have opted to complete our customer
satisfaction survey. | want to thank you again for
calling NC Medicaid Enrollment Broker. Have a
nice day!”

BENEFICIARY: “Bye.”
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What Happens Next?

Enrollment Broker sends

beneficiary information to NC FAST; Health plan sends welcome packet to

NC FAST sends beneficiary information member, including Medicaid card

to the health plan
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Scenario 2

Mandatory Beneficiary
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Step 1

Mandatory Beneficiary Comes into the
DSS Office
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Beneficiary: “What does this
letter mean?”

%, NC DEPARTMENT O
HEALTH AND
AN SER'

Health B

NC DEPARTMENT OF Questions? Go to ncmedicaidplans.gov.
HEALTH AND Or call us at 1-833-870-5500 (TTY: 1-833-870-5588),
! HUMAN SERVICES 7 a.m. to 5 p.m., Monday through Saturday.

Division of Health Benefits

Patricia A. Jones
17 Main Street
Raleigh, NC 27603

Dear Patricia A. Johnson

Your health plan

We can speak with you in other languages.

June 28, 2019

You chose a plan, or we chose one for you. The people listed below can start getting
services from the plan on the start dates below. If you chose a primary care provider
(PCP), your PCP is listed below.

Name / ID Number

Plan / Start Date / Phone

PCP / Address / Phone

Patricia A. Jones

Wellcare
November 1, 2019

Dr. Betty Phillips
101 Blair Street

123-45-6789 1-866-799-5138 Raleigh, NC 27699
918 -855-6200
Sally A. Jones HealthyBlue No PCP chosen. Please
November 1, 2019 choose a PCP
Bos szl 1-844-594-5070

If you want to keep your health plan
You can stay in the plan listed above. You do not have to do anything.

If you want to change your health plan, choose a new plan by
January 31, 2020

All plans are required to have the same Medicaid services. Some plans provide added
services like programs to help you quit smoking. To learn more about the plans and the
services they offer:

= Go to ncmedicaidplans.gov

= Use the NC Medicaid Managed Care mobile app. To get the free app, search for
NC Medicaid Managed Care on Google Play or the App Store.

= Call us at 1-833-870-5500 (TTY: 1-833-870-5588)

= Read the Health Plan Comparison Chart in the welcome packet mailed to you.

To get this information in other languages or formats
such as large print or audio, call 1-833-870-5500.




BENEFICIARY:
“What does this letter
mean®?”

DSS WORKER: “Ms. Johnson, you are now eligible to get Medicaid in
North Carolina. You must enroll in NC Medicaid Managed Care. NC
Medicaid Managed Care gives you a choice of health plans, which are
doctors, hospitals and other providers who work together to give you
the health care you need. You can go to ncmedicaidplans.gov, where
you can chat with an Enrollment Specialist who can answer questions
for you, help you choose a health plan, help you choose a primary care
provider and help you complete enroliment. You can also call them toll
free at 1-833-870-5500.

y

After you have enrolled, you will receive
a welcome packet in the mail from

your health plan with

additional information and your
Medicaid card.”

)
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BENEFICIARY:
“What if | want to
change my plan
later?”

DSS WORKER: “You will be able to change your health
plan until January 31, 2020. After February 1, 2020, you
would only be able to change health plans if you have a
valid reason. If you want to make changes in the future,
you will need to go to ncmedicaidplans.gov, use the NC
Medicaid Managed Care mobile app or call toll free
1-833-870-5500.”

_
)
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SUMMARY: Mandatory Beneficiary

Beneficiary receives .. DSS Staff provides

: Beneficiary comes to .. .
notice that they must their DSS office and basic information and
enroll in NC Medicaid directs them to contact

Managed Care FELSTUETeL the Enrollment Broker
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Step 2

Mandatory Beneficiary Calls the
Enrollment Broker
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ENROLLMENT SPECIALIST: “Thank you, Ms. BENEFICIARY: “| was told
Johnson, for contacting North Carolina to contact you to select a

health plan.”

Medicaid Enroliment Broker. My name is
LaVonne. How may | assist you today?”
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ENROLLMENT SPECIALIST: “I'd be happy to BENEFICIARY: “The last
assist you with that. For verification purposes, four digits of my Social

may | have your Medicaid ID number or the last Security number are 6789.”
four digits of your Social Security number?”
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ENROLLMENT SPECIALIST: “Thank you, Ms.
BENEFICIARY: “No, thank

Johnson, | have verified your information. Would )
you like more information regarding NC Medicaid youl.
Managed Care and how it affects the way you
and your family receive health care?”

94




=N OINNY =S = YN R VO o R Ll BENEFICIARY: “Yes, |
primary care provider, other doctor or clinic you see Dr. Blackburn on
currently see or would like to choose today?” Broad Steet.”
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ENROLLMENT SPECIALIST: “Okay Ms. Johnson, | BENEFICIARY: “Sounds
have entered Dr. Blackburn as your primary care good to me.”
physician. Dr. Blackburn accepts the WellCare

health plan. Would you like to select this health
plan?”

96




ENROLLMENT SPECIALIST: “Great, | have entered
your selections. | would like to confirm some important
Information. You chose WellCare as your health plan and
selected Dr. Blackburn as your primary care provider.
This selection will be confirmed by your health plan in
your welcome packet. Your membership with WellCare
will start on November 1, 2019. If you have any
guestions about your plan benefits or want to change
your doctor, please call WellCare member services. Is
there anything else | can assist you with today?”

BENEFICIARY: “No,
thank you.”
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ENROLLMENT SPECIALIST: “Please remember
you can Visit our website anytime at
ncmedicaidplans.gov. You may also use the NC
Medicaid Managed Care mobile app to review your
case status, update some account information, find
a plan or locate a provider. Please stay on the line
If you have opted to complete our customer
satisfaction survey. | want to thank you again for
calling NC Medicaid Enrollment Broker. Have a
nice day!”

(
(=

e’

BENEFICIARY: “Bye.”
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What Happens Next?

Enrollment Broker sends

beneficiary information to NC FAST; Health plan sends welcome packet to

NC FAST sends beneficiary information member, including Medicaid card

to the health plan

99




Scenario 3

Exempt Beneficiary
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Step 1

xempt Beneficiary Comes into the DSS Office
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BENEFICIARY: “What
does this letter mean?”

777
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%, NC DEPARTMENT O

HEALTH AND
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Health B

2\, NC DEPARTMENT OF
E HEALTH AND
HUMAN SERVICES

4 ” Division of Health Benefits

Patricia A. Jones
17 Main Street
Raleigh, NC 27603

Dear Patricia A. Jones:

Questions? Go to ncmedicaidplans.gov.

Or call us at 1-833-870-5500 (TTY: 1-833-870-5588),

7 a.m. to 5 p.m., Monday through Saturday.
We can speak with you in other languages.

You now have more choices

The people below are in the NC Medicaid Managed Care health plans listed. You
can choose a new plan at any time. If you chose a primary care provider (PCP), your
PCP is listed below. There are more choices for Patricia A. Jones because of the

services they need.

Name / ID Number

Plan / Start Date / Phone

June 28, 2019

PCP / Address / Phone

Patricia A. Jones
123-45-6789

Wellcare
November 1, 2019
1-866-799-5138

Dr. Betty Phillips
101 Blair Street
Raleigh, NC 27699

918 -855-6200

Do you want to change to NC Medicaid Direct?

= |f you need certain services to address needs related to developmental
disability, mental iliness, traumatic brain injury, or substance use disorder
you may want to change to NC Medicaid Direct.

= To learn more or to change to NC Medicaid Direct, call us at
1-833-870-5500 (TTY: 1-833-870-5588). You do not need to send an
enroliment form.

If you want to keep your NC Medicaid Managed Care health plan
You do not have to do anything if you want to keep the health plan listed above.

If you want to stay in NC Medicaid Managed Care, but want to
change your health plan

You can choose a new plan at any time. To learn about the plans and the services they
offer:

To get this information in other languages or formats
such as large print or audio, call 1-833-870-5500.




BENEFICIARY:
“What does this letter

mean?” @Q

Yo

DSS WORKER: “Mr. Smith, there is a new way to get Medicaid in
North Carolina. You may choose to get your Medicaid services
directly from the state, or you may enroll in NC Medicaid Managed
Care. NC Medicaid Managed Care gives you a choice of health plans,
which are doctors, hospitals and other providers who work together to
give you the health care you need. You can go to
ncmedicaidplans.gov, where you can chat with an Enroliment
Specialist who can answer questions for you, help you choose a
health plan, help you choose a primary care provider and help you
complete enrollment. You can also call them toll free at
1-833-870-5500. You will not be able to make the

change on the NC Medicaid Managed Care
mobile app.

After you have enrolled, you will receive
a welcome packet in the mail from

your health plan with additional
Information and your

Medicaid card.”
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BENEFICIARY:
“What if | want to
change back to NC

Medicaid Direct?”

DSS WORKER: “You can change back anytime. If you
want to make changes in the future, you will need to go to
ncmedicaidplans.gov, where you can chat with an
Enrollment Specialist, or call the toll-free number
1-833-870-5500. Once you make the change, your file will
come back to us to manage NC Medicaid Direct.”

N
n
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SUMMARY: Exempt Beneficiary

Beneficiary receives
notice that they are an
exempt population and
may choose to enroll in
NC Medicaid Managed

Care

Beneficiary comes to
their DSS office and
asks what to do

DSS staff provides basic
Information and directs

them to contact the
Enroliment Broker
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Step 2

Exempt Beneficiary Calls
the Enrollment Broker
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ENROLLMENT SPECIALIST: “Thank BENEFICIARY: “| went to my DSS
you, Mr. Smith, for contacting North office and was told to contact you
Carolina Medicaid Enrollment Broker. to select a health plan but | don’t

kKnow my options.”

My name is LaVonne. How may | assist
you today?”

107




ENROLLMENT SPECIALIST: “I'd be happy to BENEFICIARY: “The last four

assist you with that. For verification purposes, digits of my Social Security
may | have your Medicaid ID number or the last number are 4321.”

four digits of your Social Security number?”
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ENROLLMENT SPECIALIST: “Thank you, Mr. Smith,
| have verified your information. You have the option
to choose an NC Medicaid Managed Care health
plan or remain in NC Medicaid Direct. Would you like
more information on the differences between NC
Medicaid Managed Care and NC Medicaid Direct and

how these affect the way you and your family receive
health care?”

BENEFICIARY: “Yes

109



ENROLLMENT SPECIALIST: “You have the option to continue to receive your benefits in your current program, NC Medicaid
Direct, or you can choose a health plan through NC Medicaid Managed Care. NC Medicaid Direct gives patients the freedom to see
the provider of their choice, as long as the provider is credentialed for NC Medicaid Direct and the member is enrolled in the
program. NC Medicaid Direct pays for medical services, physicians, hospitals and other health care providers. NC Medicaid Direct
allows you to continue to receive special care or treatment that you may currently be receiving under your current Medicaid benefits
for an intellectual or developmental disability, traumatic brain injury, serious mental iliness, or a severe substance use disorder. NC
Medicaid Managed Care offers eligible Medicaid members the opportunity to enroll in a health plan. The health plans are
responsible for managing the care of eligible members. All of the health plans are required to have the same type of Medicaid
services you get now. You can see the full list of covered services provided by the plans by going to ncmedicaidplans.gov. Each of
the plans may also offer additional wellness programs. When you choose a health plan, you can also pick a primary care provider.
Your PCP takes care of most of your health care needs and refers you to other doctors or clinics when necessary. If you are
currently receiving special care or treatment with your current Medicaid benefits or may need special care or treatment for an
intellectual or developmental disability, traumatic brain injury, serious mental iliness, or a severe substance use disorder, you may
lose these benefits if you elect to enroll in NC Medicaid Managed Care. These plans will not be available July 2021. You can now
choose the health plan you would like to receive health care services from or stay in your current program. | can help you with that
now by enrolling you over the phone.”

£ <)

BENEFICIARY: (ﬁ
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“Okay, let’s T
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do it.”
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ENROLLMENT SPECIALIST: “Mr. Smith, is there a BENEFICIARY: “Yes, |
primary care provider, other doctor or clinic you see Dr. Foster on Main

currently see or would like to choose today?”
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ENROLLMENT SPECIALIST: “Okay, | have entered Dr. Foster .
in our Provider Search tool and it appears Dr. Foster accepts BENEFICIARY: “No, | am
AmeriHealth Caritas and HealthyBlue. All of the plans are familiar with AmeriHealth
required to have the same type of Medicaid services you get : :

now, which include, but are not limited to: doctor visits, hospital Caritas and would like to
visits, behavioral health care, prescriptions, eye care, medical choose that plan.”
supplies, lab tests, x-rays, therapies, hospice and non-
emergency medical transportation. You can also see the full list
of covered services provided by the health plans by going to
ncmedicaidplans.gov. Each of the health plans may also offer
additional services. Would you like me to review those extra
benefits for each plan?”
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ENROLLMENT SPECIALIST: “Great, | have entered your
selections. | would like to confirm some important BENEFICIARY: “No,
information. You chose AmeriHealth Caritas as your health thank you_”

plan and requested Dr. Foster as your primary care
provider. This selection will be confirmed by your health
plan in your welcome packet. Your membership with
AmeriHealth Caritas will start on November 1, 2019. If you
have any questions about your health plan benefits or want
to change your doctor, please call AmeriHealth Caritas
member services. Is there anything else | can assist you
with today?”
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ENROLLMENT SPECIALIST: “Please remember you

can visit our website anytime at ncmedicaidplans.gov.

You may also use the NC Medicaid Managed Care
mobile app to review your case status, update some
account information, find a plan or locate a

provider. Please stay on the line if you have opted to
complete our customer satisfaction survey. | want to
thank you again for calling NC Medicaid Enroliment
Broker. Have a nice day!”

BENEFICIARY: “Bye.”
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What Happens Next?

Enrollment Broker sends beneficiary

information to NC FAST The health plan sends welcome packet

NC FAST sends beneficiary information to member, including Medicaid card

to the health plan
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Scenario 4

Excluded Beneficiary
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Option 1

Excluded Beneficiary Comes
- Into the DSS Office First
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BENEFICIARY: “My
neighbor got a letter and
| didn’t. What am |
supposed to do?”

DSS WORKER: “Ms. Walters, you will stay in NC
Medicaid Direct, and you will continue to receive your
benefits as you do today. You do not need to take any
action, and your health care services will stay the same.’

B
n

J
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SUMMARY: Excluded Beneficiary

DSS Staff provides

Beneficiary hears about Beneficiary comes to .. .
: : : : basic information and
a neighbor who received their DSS office and .
o : lets them know they will
a Mandatory notice in asks why they did not . 7.
: : stay in NC Medicaid
the maill receive a letter

Direct
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Option 2

Excluded Beneficiary Calls

A

the Enrollment Broker First
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If an Excluded Beneficiary Contacts the
Enrollment Broker

ENROLLMENT SPECIALIST: “At this time, you are not able to participate in NC
Medicaid Managed Care. According to the information we have, you cannot join a health
plan because of your particular situation.

Special considerations apply based on your situation, and your status will be revisited in

the future.”
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Scenario 5

NC Medicaid Managed Care Member Who Moves
from a Transitioned County in Region4toa

N\ County in Region 6 That Has Not Transitioned to
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Step 1

Member Who Moved Counties Comes into the
\\ DSS Off|Ce
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MEMBER: “| just DSS WORKER: “Ms. Flowers, what is your new
moved. How will that Elele[=R Y
affect my plan?”

B
n
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MEMBER: “1111
Meadowview Rd. Apt 55,
Jacksonville, NC.”

DSS WORKER: “Your Medicaid eligibility has not changed, but you have
moved to a county that has not transitioned to NC Medicaid Managed Care
yet. This means that you will be disenrolled from your current plan and return
to NC Medicaid Direct. You will receive a notice from your plan indicating the
date of the disenrollment. Your plan will continue to be responsible for your
care through the date of disenrollment. Should you have any questions
concerning that care, please contact your plan at the number indicated on

your Medicaid card.

Since you will be returning to NC Medicaid Direct,
you will receive a new Medicaid card.

Any guestions about Medicaid Direct should
be directed to Onslow County DSS.

When Onslow County transitions to
NC Medicaid Managed Care, you will
need to enroll in a health plan.”
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SUMMARY: NC Medicaid Managed Care Member Who
Moves from a Transitioned County to a County that Has
Not Transitioned

Member moves
from a Phase 1
county to a
Phase 2 county,
which has not
gone through
transition yet

DSS staff
Informs member
she will move
back to NC
Medicaid Direct
and that her
Medicaid
eligibility has not
changed

DSS staff
Informs member
she will need to
enroll in a health

plan when her
county
transitions
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Scenario 6

NC Med

cald Managed Care Member
Wants to Change PCPs




Option 1

Member Calls the DSS Office First
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MEMBER: “Yes, |
would like to change
my primary care
provider.”

DSS WORKER: “Mr. Michaels, according to my system,
you are enrolled in WellCare of North Carolina. You may
change your primary care provider by contacting your
health plan. You can reach them toll free at 1-866-799-
5318 and they can help you make this charae.”

C)

)
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Summary: NC Medicaid Managed Care Member Who
Wants to Change Primary Care Providers

DSS staff DSS staff
looks provides
member up in Information
NC FAST and about how to
verifies their make the
info, including change,

Member calls
their health
plan to
change their

If they are giving them PCP

mandatory the health
and their plan
selected PCP information




Option 2

Member Calls the Enrollment Broker First
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ENROLLMENT SPECIALIST: “Mr. MEMBER: “"Okay, thanks.”
Michaels, please contact WellCare of North
Carolina to change your primary care

provider. Their toll-free number Is
1-866-799-5318.”

£ <)
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Scenario 7

i* Exempt NC Medicaid Managed Care Member
‘ Nho Wants to Change to NC Medicaid Dir:
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Step 1

Member Who Enrolled in NC Medicalid




MEMBER: “l want to
change back to the
Medicaid | previously
had. Can you change
me back?”

DSS WORKER: “Mr. Johnson, according to my system,
you are able to change back to NC Medicaid Direct. In
order to make this change, you will need to go to
ncmedicaidplans.gov, where you can chat with an
Enrollment Specialist who can answer guestions for you
and help you or you can also call them toll free

at 1-833-870-5500.” @

_
)
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Summary: Exempt NC Medicaid Managed Care Member
Who Wants to Change to NC Medicaid Direct Summary

DSS staff lets

Member comes member know
to their DSS RIS Sl (eehe they need to

office and says ALl ) contact the
NC FAST and
they want to Enrollment

change back to vegfrl]ezxtgr?]y tare Broker to
NC Medicaid membelr:) change back to
Direct NC Medicaid

Direct
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Step 2

Member Who Enrolled in NC Medicalid




ENROLLMENT SPECIALIST: “Mr. Johnson, | BENEFICIARY: “No, | just want
can certainly help you change back to NC
Medicaid Direct. Would you like more
Information on the differences between NC
Medicaid Managed Care and NC Medicaid
Direct and how they affect the way you and your
family receive health care?”

you to change it back.”
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S\NNONE S\ RS SO RTRNY RO IR /AN iNeid BENEFICIARY: “Okay, thanks.”
If you change your mind and decide to enroll in a
health plan with NC Medicaid Managed Care, feel
free to call us back at the number you called
today, visit our website at ncmedicaidplans.gov, or
download the NC Medicaid Managed Care mobile
app onto your smartphone or mobile device.”
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What Happens Next?

Enrolilment Broker
updates and sends the
Information to NC FAST

To change back to NC

Beneficiary may choose Medicaid Managed

to change back to NC

- Medicaid Managed Care CRIE, WS ey
They will be - would contact the
In the future

automatically enrolled in Enroliment Broker
NC Medicaid Direct
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Scenario 8

Behavioral Health Beneficiaries
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Step 1

Behavioral Health Beneficiary Comes into the
. DSS Office

W
T
RN
LN

TN



AN NIl DSS WORKER: “Mr. Curtis, you will need to go to
SEVARIMEVCRORUIC BR[O Nncmedicaidplans.gov, where you can chat with an
Medicaid Managed Care Enrollment Specialist who can answer questions for you, or

but | receive behavioral you can call them toll free at 1-833-870-5500.”
health services. | shouldn’t

have to change to that.”

%

)
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Summary: Behavioral Health Beneficiary

Beneficiary receives a
notice that he must
enroll in NC Medicaid
Managed Care

Beneficiary comes to
DSS and says he
receives behavioral
health services and
doesn’t think he should
have to enroll in NC
Medicaid Managed Care

DSS staff directs
beneficiary to the
Enrollment Broker
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Step 2

Behavioral Health Beneficiary Calls the
. Enrollment Broker
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Behavioral Health Beneficiary

ENROLLMENT SPECIALIST: “Mr. Curtis, in order to determine if you can change
your status to Exempt, an Assessment form must be completed by your provider.
We will mail the form to the address we have on file. Please mail the form back to
P.O. Box 613, Morrisville, NC 27560, or fax it to 1-833-898-9655. You will receive
a letter in the mail notifying you of the decision regarding your managed care

status. Is there anything else | can help you with?”
Beneficiary: “No, thanks.”
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What Happens Next?

Enrollment Broker sends
BH I/DD Assessment Form to the
beneficiary for completion

Once completed Assessment form is
received, NC Medicaid will make the
determination. If approved, Managed
Care status will be updated In
NC FAST. When the beneficiary
iInformation is sent to the Enroliment
Broker, it will trigger an Exempt notice.
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DSS Resources
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Outreach and Education Materials

The following materials will be included in the NC Medicaid Managed
Care 2019 County Playbook:

« Key messages and talking points
* Regions and rollout schedule
* Qutreach materials and instructions for use

« Scenario script examples
« Contact information




How Members Enroll

There are several ways that members can enroll. Online and mobile app are

recommended.

ONLINE

Enroll using a computer
by going to
ncmedicaidplans.gov,
where they can also
chat with an Enrollment
Specialist

MOBILE APP

Available on Android or
iPhone

To get the free app,
members should search
for NC Medicaid
Managed Care in Google
Play or the App Store

%\

CALL

Enroll by speaking with
an Enroliment Specialist
via phone at
1-833-870-5500
(the call is free)
Language lines are
available.

TTY 1-833-870-5588

MAIL

Mail completed form to
NC Medicaid
Enrollment Broker
P.O. Box 613
Morrisville, NC 27560
Or fax the completed
form to 1-833-898-9655
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Answering Beneficiary Questions...

ABOUT
ELIGIBILITY

Contact their local DSS

Find contact information
at ncdhhs.gov/localdss

Whom to Contact

Y

ABOUT NC
MEDICAID DIRECT
BENEFITS
AND CLAIMS

Call the Medicaid Contact
Center toll free:

1-888-245-0179

ABOUT CHOOSING
A PLAN OR PCP
AND ENROLLING

Go to

ncmedicaidplans.gov
(chat available)

Use the NC Medicaid
Managed Care
mobile app

Call 1-833-870-5500
(the call is free)

(TTY: 1-833-870-5588)

ABOUT NC
MEDICAID
MANAGED CARE
PLAN OR
BENEFITS

Call their health plan
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Answering DSS Questions...

ABOUT POLICIES
AND
PROCEDURES

Your existing contact
at NC Medicaid

Whom to Contact

ABOUT NC FAST

NC FAST Help Desk

L 34
Tt

ABOUT
COMPLAINTS AND
FEEDBACK

The entity involved
directly
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Health Plan Contact Information

Health Plan Website Phone

www.WellCare.com/nc 1'86§'799'5318

Beyond Healthcare. A Better You.

. 1-800-349-1855
lJJ UnitedH?ﬂﬂfﬁ‘ff www.UHCCommunityPlan.com/NC.html| (TTY: 711)
Healthy Blue 1-844-594-5070
www.HealthyBlueNC.com (TTY: 711)
C
AmeriHealth Caritas
: . . 1-855-375-8811
North Carolina www.AmeriHealthCaritasNC.com (TTY: 1-866-209-6421)
A . 1-833-552-3876
*
gg:glljl{\eate - www.CarolinaCompleteHealth.com (TTY: 711 or 1-833-552-2962)

*Only offered to people who live in these counties: Alexander, Anson, Bladen, Brunswick, Cabarrus, Catawba, Cleveland, Columbus, Cumberland, Gaston, Harnett, Hoke, Iredell, Lee, Lincoln, Mecklenburg,
Montgomery, Moore, New Hanover, Pender, Richmond, Robeson, Rowan, Sampson, Scotland, Stanly Union




Knowledge Check

1. Who should answer all choice counseling and enrollment questions?
A. DSS staff

B. NC Medicaid
C. Enrollment Broker

2. How can beneficiaries enroll in NC Medicaid Managed Care with the help of the
Enrollment Broker?
A. Online at ncmedicaidplans.gov

With the NC Medicaid Managed Care mobile app

By calling an Enrollment Specialist

By sending a completed enrollment form by mail or fax

All of the above

moow

3. Who is responsible for answering questions about benefits for members in NC
Medicaid Managed Care?
A. DSS staff

B. The health plan the member is enrolled in
C. NC Medicaid




Knowledge Check

4. If a beneficiary brings her notice that says she must enroll in NC Medicaid Managed
Care and asks you about it, what should you do?
A. Walk her through the different health plans available
B. Direct her to the Enrollment Broker for more information and choice counseling
C. Enroll her

5. If a beneficiary is considered Exempt, when can he change health plans?
A. Only before his health plan begins
B. Inthe first 90 days of his health plan starting
C. Atanytime

6. For beneficiaries who are considered Excluded, how do they receive health care
services?
A. From NC Medicaid Direct

B. Through a health plan
C. They do not receive services




Knowledge Check

7. How can a member change their PCP after enrolling in a health plan?
A. By asking DSS to make the change
B. By working with their doctor to refer them to the new doctor
C. By calling their health plan

8. If a beneficiary is in NC Medicaid Direct and has questions about her benefits and
claims, whom should she contact?
A. Enrollment Broker
B. Medicaid Contact Center
C. DSS

9. If you have questions about policies and procedures, whom should you contact?
A. Your existing contact at NC Medicaid
B. Enrollment Broker

C. NC FAST help desk




Wrap Up

- DSS is responsible for determining and answering questions about Medicaid
eligibility; NC Medicaid is responsible for categorizing beneficiaries; the
Enrollment Broker is responsible for choice counseling and enroliment.

 Members can get answers to their questions about NC Medicaid Managed
Care through the Enroliment Broker:

— Visit the website (ncmedicaidplans.gov) and chat with an Enroliment
Specialist
— Use the NC Medicaid Managed Care mobile app

— Speak with an Enrollment Specialist by calling the toll-free number 1-833-
870-5500 (TTY: 1-833-870-5588)

* Beneficiaries may come to you with questions about the notices they receive
or what to do. You can answer questions about what they need to do and
direct them to the Enroliment Broker for further information and to enroll.




Questions?

AN
A

U
,

I

Wiy

\ N
\\\\\\\\\\\\Wv\\\\\\\\\\\\ \
AT




Evaluation

https://www.surveymonkey.com/r/outreachstakeholdereval
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https://www.surveymonkey.com/r/outreachstakeholderevaluation2

Thank you!

NC DEPARTMENT OF
HEALTH AND
U HUMAN SERVICES

Division of Health Benefits
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