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[English] Language assistance services, including
interpreters and translation of printed materials, are
available free of charge. Call 1-800-562-3022
(TRS: 711).

[Amharic] e27% a1H A0t ANFCATL AG 201&TY
FCIP @IPE (1R L1540 1-800-562-3022 (TRS: 711)
LM (yv::

Ol Gaea yiall @lld 8 ey ol 8 sacbuall lada [Arabic)
A e Juail dllas 58 ia e salaall 3 gall e 53
(TRS: 711) 1-800-562-3022

[Burmese] omomg§adopqpesé coodlgSaonzaopd
02go5e0diqpiomon|g§glisadiencd
IANOOIAEIE00I30p0$6800EGGP:0B 32958 ElaSN
1-800-562-3022 (TRS: 711) oBoS:ed o3k

[Cambodian] iwNE§wMAN JHNSOMERTATIHINE 5it
o U a a
AIUATIRAANTINENY ANBIANSINWARARY T

itmgmdjt{]wﬁﬂj? 1-800-562-3022 (TRS: 711)1

[Chinese] % P32 L1l F Vh B IRSS, ALHE L1 SLANE i)
PRI, S 1-800-562-3022 (TRS: 711).

5 A an i ales ) o) SS @lard [Farsi (Persian)]
Ll sa ) O &) sy el (ldas) S jlaa 5 linl den 5
8 il 1-800-562-3022 (TRS: 711) o e

[French] Des services d’aide linguistique, dont des
interprétes et la traduction des documents, sont
disponibles gratuitement. Appelez le 1-800-562-3022
(TRS: 711).

[Korean] &< An] 29} 13 b= 198 E 313k 2o
A e 25 FRZE o] 851 = AdF YT
1-800-562-3022 (TRS: 711)H 0.2 A 3}a} 4 A <.

[Laotian] naudSnauaauwaga, A0UNUWRYWIRN as

naueUeongaufuy, DL EWR0udanan. Lumacan 1-800-
562-3022 (TRS: 711).

2 gl (S5005 3 Jaedi 4y sl g gall 405 iS4y [Pashito]
L dg B Al 4 cisiand (i pe 3 1680 b5 53l 50 (558 la
S 53 04 ,myw)uyumqs@ (s s as
Culslas J6S 5 0 L sl sl 3) (o895 SG 3 45 1-800-562-3022
(711 :(TRS) o e sl s S5 Kl S5 )l

[Portuguese] Servigos de assisténcia linguistica,
incluindo interpretacéo e tradugéo de versdes
impressas, estdo disponiveis gratuitamente. Ligue
para 1-800-562-3022 (TRS: 711).

[Punjabi] 375 Agfesr ATe—ggrae w3 fije st I
HHIIST © wige<e M3—He3 BudsT Is1 1-800-562-3022
(TRS: 711) '3 I I

[Russian] AsbikoBas nogaepxka, B TOM YMcne ycrnyru
nepeBOAYMNKOB M NepPeBo/ NevaTHbIX MaTepuanos,
AocTtynHa 6ecnnartHo. [1o3BoHWTE NO HOMeEpPY
1-800-562-3022 (TRS: 711).

[Somali] Adeego caawimaad luugada ah, ay ku jirto
turjubaano afka ah iyo turjumid lagu sameeyo
waraagaha la daabaco, ayaa lagu helayaa lacag
la’aan. Wac 1-800-562-3022 (TRS: 711).

[Spanish] Hay servicios de asistencia con idiomas,
incluyendo intérpretes y traduccion de materiales
impresos, disponibles sin costo. Llame al 1-800-562-
3022 (TRS: 711).

[Tagalog] Mga serbisyong tulong sa wika, kabilang
ang mga tagapagsalin at pagsasalin ng nakalimbag
na mga kagamitan, ay magagamit ng walang bayad.
Tumawag sa 1-800-562-3022 (TRS: 711).

[Tigrigna] +C19°t7 68 Htohg TPHCLAT FCHIPT AR G
KR ATH WNDOTE HL 970 hedT BCh(::
1 1-800-562-3022 (TRS: 711) Lw-A::

[Ukrainian] MoBHa nigTpumka, y TOMY Y4Chi Nocryrm
nepekrnazadis Ta nepeknaj gpyKkoBaHUX Matepianis,
[ocTyrnHa 6e3koLToBHO. 3aTenedoHynTe 3a
Homepom 1-800-562-3022 (TRS: 711).

[Vietnamese] Céc dich vu tro giup ngdn ngir, bao gém
théng dich vién va ban dich tai liéu in, hién cé mién
phi. Goi 1-800-562-3022 (TRS: 711).

HCA is committed to providing equal access to our services. If you need an accommodation, or require
documents in another format or language, please call 1-800-562-3022 (TRS: 711).
I
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Disclaimer about this booklet:

This booklet will introduce you to your behavioral
health benefits (mental health and substance use
disorder treatment services) and explain your rights
and responsibilities, how to access services, and

how to change behavioral health plans. Please be
advised this booklet does not create any legal rights
or entitlements. You should not rely on this booklet as
your only source of information about Apple Health
(Medicaid). You can get detailed information about
Apple Health by looking at the Health Care Authority
website on the Laws and Rules page,
hca.wa.gov/about-hca/rulemaking.



Washington

Apple Health

Welcome to Washington Apple Health

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

About your behavioral health benefits

In most counties, Apple Health clients receive both their
physical health and behavioral health services from
one managed care plan. (Behavioral health includes
mental health and substance use disorder treatment
services.)

You are receiving this booklet because you get your
physical health services some other way. (See page 11
for examples.) A managed care plan will be providing
only your behavioral health services.

Your behavioral health plan

The health plans on the next page provide behavioral
health services to Apple Health clients in the listed
counties.

You will receive a letter telling you the name of the
managed care health plan that covers your behavioral
health services. If you are currently receiving behavioral
health services or have questions about accessing these
services, please contact this health plan.

Plan choice

You have a choice between at least three managed
care plans in the county where you live. Look at the
table on the next page. Find your county and your plan choices.

Changing behavioral health plans

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

+ Online: waproviderone.org/client
« Call: Apple Health Customer Service at 1-800-562-3022 (TRS:711)
« Email: fortress.wa.gov/hca/p1contactus



Managed Care Organizations (for Behavioral Health Services Only benefits)

Apple Health Core Connections (Coordinated Care of Washington).

County Community Health Coordinated Molina United Wellpoint

Plan of Washington Care Healthcare of  Healthcare of Washington

Washington Washington (previously

Amerigroup)
Adams X X X X
Asotin X X X X
Benton X X X X
Chelan X X X X
Clallam X X X X X
Clark X X X X
Columbia X X X X
Cowlitz X X X X X
Douglas X X X X
Ferry X X X X
Franklin X X X X
Garfield X X X X
Grant X X X X
Grays Harbor X X X X X
Island X X X X X
Jefferson X X X X X
King X X X X X
Kitsap X X X X X
Kittitas X X X X
Klickitat X X X X
Lewis X X X X X
Lincoln X X X X
Mason X X X X X
Okanogan X X X X
Pacific X X X X X
Pend Oreille X X X X
Pierce X X X X X
San Juan X X X X X
Skagit X X X X X
Skamania X X X X
Snohomish X X X X X
Spokane X X X X
Stevens X X X X
Thurston X X X X X
Wahkiakum X X X X X
Walla Walla X X X X
Whatcom X X X X X
Whitman X X X X
Yakima X X X X

\Foster Care (statewide) X Y.
! Note: Apple Health Foster Care is a statewide program, provided through

HCA 19-0038 (10/24)




Your services card

You will receive two
cards in the mail: Your
services card and your
health plan ID card.

Your services card,

like the one pictured
here, comes from the
Health Care Authority. Keep this card. It shows you
are enrolled in Washington Apple Health. You do not
have to activate your services card. HCA will activate
it before mailing it to you. Each person has a different
ProviderOne client number that stays with them for
life.

Your services card will include:

« ProviderOne ID number

- Date issued

« ProviderOne website

. Customer service contact information

See“If you don't receive the card or lose your card” if
you need a replacement.

ProviderOne

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

Each member of your household who is eligible for
Apple Health will receive their own services card. Each
individual has a different ProviderOne client number
that stays with them for life.

If you had previous Apple Health coverage, you won't
be mailed a new card. Your old card is still valid, even
if there is a gap in coverage. Your ProviderOne client
number remains the same.

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

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




Your health plan card

A few weeks after you enroll in Apple Health, you will receive an ID card from the managed care
health plan. They will cover your behavioral health services and provide more information about
how to access these services. Keep this card, too!

Take both your services card and your plan ID card with you when you see your behavioral health
providers. You may also need a photo ID.

United ( ,
Healtheare el N7 Efecie Date
iy I g ate of Birth:
— Apple Health Wellpoint .
Heaith Pian (aosesy  911-B7726-04 e OIn - Subscriber #: 123456789
wellpoint.com/wa/medicaid
Member ID: 000200069 Group Number  WAHLOP ingion Apple Health + Health
Membear: P PR Wellpoint Washington, Inc.
ayer ID: (w"h ton
NEW L ENGLISH Member Name: JOHN Q SAMPLE Appleg Health
State ID: 99999999456 Opt Rx Medicaid or CHIP ID Number:
PCP Name: pLum i Primary Care Provider (PCP):
NE WASHINGTON HEALTH PROGRAMS PCP Telephone #:
PCFP Phone:  (509)258-4234 e s
Vision: 1-855-225-2640
RxPCHE 4500 Member Services and Behavioral Health: 1-833-731-2167
Cisis Hotline:
24-hour Nurse HelpLine: 1-866-864-2544
Pharmacy Member Services: 1-833-207-3121
Appie Heaith
L1 Adminstessd ty mmmma’ﬁm nc L
7 N
7
.‘ Washington . L 1] MOLINA
Coordinated care Apple Health .ll HEALTHCARE
RXBIN: 004336
RXPCN: MCAIDADV Member. John Doc
RXGRP: RX5435 Identification #: 12345678910
NAME: Dale of Bifth: 01/01/1870
Client 1D: 987654321WA
MEDICAID ID#: Program: IMC-AHA (Apple Health Adult)
MEMBER ID#: PGP Name: Mary Anderson, M.0. RaBIN: 000000
PCP Phone: (222) 333-4444 RePCN: 000000
DOB: PCP Location: 123 Anytown, WA 86765 REGRP: 000000
PCP Eff; 01/01/2022
Aulh: (800) 869-7185
you have an emergency, cal or go to the nearest emergency room (ERJ. wg::’ m’;;“;;é‘_ggg]z?g'"ss
Emergency services by a provider not in the plan's network will be covered without i i
prior authorization. CoordinatedCareHealth.com MyDoc Brow MyMolina.com
©Coordinated Care of Washington, Inc. )

" v COMMUNITY HEALTH PLAN
4 a of Washington™

The power of community
Name John Sample
Member ID 12345678
Group IMC Apple Health - Family
Region King County
Clinic (PCP) Clinic XYZ
Clinic Phone 555-555-5555
Copay OV $0/ER $0 RX $0
RXBin 003858 PCN A4 RXGroup CHWA
State ID 2000000000WA

( Washington
Apple Health

&% £xprESS SCRIPTS®

Behavioral Health services only contacts

Managed care plans

Community Health Plan of Washington (CHPW)

Coordinated Care (CC)

Molina Healthcare of Washington (MHW)

UnitedHealthcare Community Plan (UHC)

Wellpoint Washington (WLP)

Main phone
1-800-440-1561
1-877-644-4613
1-800-869-7165
1-877-542-8997

1-833-731-2167

Note: not all plans are available in all counties or programs.

Website
chpw.org
coordinatedcarehealth.com
molinahealthcare.com
uhccommunityplan.com

wellpoint.com/wa/medicaid



If you need behavioral health
services before your cards arrive

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

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

Contact your behavioral health plan’s member
services number when you (or your child):

« Need access to mental health services.

« Need access to substance use disorder
treatment.

+ Have a problem with your plan.

« Want to change your provider.

+ Lose your health plan ID card and want another
one.

- Have a special behavioral health care need.

LT
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Crisis services

Crisis services are 24-hour services intended to
stabilize you if you are in crisis, provided in a location
that is best suited to meet your needs. You do not
need an outpatient behavioral health assessment for
these services.

« Forimmediate help, call 911 or go to the nearest
hospital emergency room.

. Call 988 for a mental health emergency. You do not
need an authorization for crisis services.

- For a State Crisis Lines directory, visit:
hca.wa.gov/mental-health-crisis-lines.

« Washington Recovery Help Line is a 24-hour crisis
intervention and referral line for those struggling
with issues related to mental health, substance
abuse, and problem gambling. Call 1-866-789-1511
(TTY 206-461-3219); email
recovery@crisisclinic.org, or visit
warecoveryhelpline.org. Teens can connect with
teens during specific hours: call 1-866-833-6546,
email teenlink@crisisclinic.org, or visit
866teenlink.org.

« For the National Suicide Prevention Lifeline: call or
text 988 or call 1-800-273-8255 (TTY users 1-800-
799-4889).




What services are available from
my behavioral health plan?

You can get a wide range of treatments and services
for mental health and substance use disorder. The list
below describes the services that are covered by your
behavioral health plan. If you need services or have
any questions, please call your plan. They can help you
coordinate and access the care you need.

@ Substance use disorder treatment services:

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

Brief Intervention and Referral to Treatment—Time
limited, to reduce problem use. You do not need an
outpatient substance use disorder assessment before
this service.

Withdrawal Management (Detoxification)—Help
with decreasing your use of alcohol or other drugs over
time, until it is safe to stop using. (This service does
not include hospital treatment.) You do not need an
outpatient substance use disorder assessment before
this service.

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

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

Inpatient Residential Treatment—A comprehensive
program of individual counseling, group counseling,
and education provided in a 24-hour-a-day supervised
facility.

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

Case Management—Help with finding medical, social,
education, and other services.

g Mental health services:

Outpatient Mental Health Assessment—Identifies
your needs and goals and helps your mental health
care provider recommend other services and plan
treatment.

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

Medication Management—Licensed staff prescribing
medicine and talking to you about side effects.
Medication Monitoring—Services to check on how
your medication is working and to help you to take it
correctly.

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

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

Brief Intervention and Treatment—Short-term
counseling that is focused on a specific problem.
Family Treatment—Family-centered counseling to
help build stronger relationships and solve problems.
High Intensity Treatment—Services provided by a
team of mental health providers to help you meet your
goals in your service plan.

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

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

Evaluation and Treatment/Community
Hospitalization—Medically necessary inpatient
crisis care including overnight or longer stays in a
hospital, or other setting to provide intensive care for
behavioral treatment. You do not need an outpatient
behavioral health assessment before this service.
Stabilization Services—Provided in your home or
home-like setting to help prevent a hospital stay. You
do not need an intake evaluation before this service.
Rehabilitation Case Management—Coordination
between your inpatient and outpatient mental health
services. This might be part of your intake evaluation.
Mental Health Services Provided in Residential
Settings—Services provided where you live if you live
in a group setting.

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

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



Behavioral Health Advocates

A behavioral health advocate is a person who is available to provide free and confidential assistance resolving
cocerns related to your behavioral health services. They can help if you have a behavioral health grievance,

appeal, or administrative hearing to resolve your concerns. Behavioral health advocates are independent of your
health plan or Behavioral Health Administrative Services Organization (BH-ASO).

Reach all regions at 1-800-366-3103. Or email the Office of Behavioral Health Advocacy at info@obhadvocacy.org

Region

Counties

Email

Phone numbers

Great Rivers

Cowlitz, Grays Harbor, Lewis,
Pacific, Wahkiakum

greatrivers@obhadvocacy.org

360-561-2257

Greater Asotin, Benton, Columbia,

Columbia Franklin, Garfield, Kittitas, Walla greatercolumbia@obhadvocacy.org 509-808-9790
Walla, Whitman, Yakima

King King kingcounty@obhadvocacy.org 206-265-1399

North Central

Chelan, Douglas, Grant,
Okanogan

northcentral@obhadvocacy.org

509-389-4485

North Sound

Island, San Juan, Skagit,
Snohomish, Whatcom

northsound@obhadvocacy.org

360-528-1799

Pierce Pierce piercecounty@obhadvocacy.org 253-304-7355

Salish Clallam, Jefferson, Kitsap salish@obhadvocacy.org 360-481-6561
Adams, Ferry, Lincoln, Pend

Spokane Oreille, spokaneregion@obhadvocacy.org 509-655-2839
Spokane, Stevens

Southwest Clark, Klickitat, Skamania southwestern@obhadvocacy.org 509-434-4951

Thurston- Mason, Thurston thurstonmason@obhadvocacy.org 360-489-7505

Mason
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If you need care

Mental health

Substance
use disorder
treatment
services

After-hours care

Crisis

Emergency care

Care away from
home

Call your behavioral health
plan or mental health
provider.

Call your behavioral health
plan or substance use
disorder treatment services
provider.

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

Visit hca.wa.gov/mental-
health-crisis-lines

Call 911 or go to the nearest
place where emergency
providers can help. As soon
as possible, you or someone
you know must call your
behavioral health plan to
report your emergency. This
is available 24 hours a day,
seven days per week.

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

What about my physical
health care benefits?

Your behavioral health plan only covers mental health
and substance use disorder treatment services. You
receive your physical health services some other way,
such as:

« Medicare or private health insurance.

« The Apple Health managed care health plan
specifically for children in foster care (Coordinated
Care).

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

+ Apple Health coverage without a managed care plan.

Together, your behavioral health plan and physical
health care coverage provide whole-person, full
coverage (physical health, mental health, and
substance use disorder treatment services.




Services you may need to access
health care

6 If you have a disability

If you have a speech or hearing disability or a mobility
issue, you should tell the receptionist when you make

your appointment. The receptionist will help you make
any necessary arrangements.

You might need an interpreter

If English is not your preferred language or you are
Deaf, DeafBlind, or Hard of Hearing, professional
interpreters are available in many languages, including
sign language, at no cost to you. When you make a
health care appointment, let the receptionist know if
you need an interpreter. Spoken language interpreters
can go to the provider’s office, be on video, or be on
the phone during your appointment. Sign language
interpreters can go to the provider’s office or be on
video during your appointment.

It's better to use one of these professional interpreters than
to bring a family member or friend to interpret for you.
The interpreters are trained to understand health care
terms. They will help you and your provider understand
each other. Learn more at
hca.wa.gov/interpreter-services.

You can get help with transportation

You may be eligible for help with transportation to

your health care appointment at no cost to you. The
appointment must be for services covered by Apple
Health. The most common types of transportation
available include: public bus, gas vouchers, client and
volunteer mileage reimbursement, volunteer drivers, taxi,
wheelchair van or accessible vehicle, and commercial bus
and air. A list of brokers can be found at
hca.wa.gov/transportation-help.




Information for American Indians
and Alaska Natives

If you are American Indian or Alaska Native, you may
be able to get health care services through an Indian
Health Service facility, tribal health care program

or Urban Indian Health Program (UIHP) such as the
Seattle Indian Health Board or NATIVE Project of
Spokane. The providers at these facilities know your
culture, community, and health care needs.

They will give you the care you need or refer you to a
specialist. They may also help you with decisions you
need to make about whether to choose a managed
care plan, (which may be a Behavioral Health Services
Only [BHSO] plan), or Apple Health coverage without
a managed care plan (this is also called Apple Health
fee-for-service). If you have questions about your
health care or your health care coverage, your tribal or
UIHP staff may be able to help you.

Primary Care Case Management

Some IHS facilities, tribal health care programs, and
UIHPs offer Primary Care Case Management (PCCM) if
you choose Apple Health coverage without a managed
care plan. PCCM is an Apple Health program that
supports management and coordination of your health
care, including referring you to a specialist and sharing
13

your medical and health information with specialists
when necessary, for evaluation and treatment. If you
are interested in the PCCM program, you can ask your
IHS facility, tribal health program, or UIHP if they
participate in the PCCM program and if you can enroll.
You can enroll or dis-enroll from the PCCM program at
any time, but your enrollment or dis-enrollment will
not take effect until the next available month.

Ways to receive health care

HCA gives American Indians and Alaska Natives in
Washington a choice between Apple Health managed
care or Apple Health coverage without a managed
care plan. HCA does this to comply with federal rules,
in recognition of the complexity of the Indian health
care delivery system, and to help ensure that you have
access to culturally appropriate health care.

+ In Apple Health coverage without a managed care
plan, you may choose any provider who participates
in the Apple Health fee-for-service program and
currently accepts patients. These providers must
meet all requirements of their state-issued licenses.
To find an Apple Health fee-for-service health
provider, visit
fortress.wa.gov/hca/P1findaprovider.

This choice can make sense if your care is already being
managed, such as by a tribal health program or UIHP.

« With Apple Health managed care, your health
care is managed by a managed care organization
(MCO). This means that the MCO serves as your
single point of contact to get services and
helps coordinate your care.

This choice can make sense if you do not have anyone
managing your care.

You can change your selection(s) at any time, but the
change will not take effect until the next available month.
If you are connected or partnered with a Tribal Assister
through an IHS facility, Tribal health program or UIHP, they
can help you make your decision. You can also contact
the Health Care Authority at 1-800-562-3022 to let us
know of your choice(s), including any change you wish

to make, and to ask questions.



Your rights and responsibilities

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

You have the right to:

You have the responsibility to:

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

Be informed about all treatment options available,
regardless of cost.

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

Get services without waiting too long.

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

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

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

Ask for and get copies of your medical records.

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

Ask for and get information about:

» Your health care and covered services.

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

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

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

» How to get help with filing a grievance or
complaint about your care.

» Your health plan’s organizational structure
including policies and procedures, practice
guidelines, and how to recommend changes.

Receive your Member’s Rights and Responsibilities
in writing at least yearly. Your rights include mental
health and substance use disorder treatment
services.

Receive a list of crisis phone numbers.

Receive help completing mental or medical health
advance directive forms.

Help make decisions about your mental health and
substance use disorder treatment service, including
refusing treatment.

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

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

Show your providers the same respect you want
from them.

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

Learn about your health plan and what

services are covered.

Use health care services when you need them.
Know your health problems and take part in making
agreed-upon treatment goals as much as possible.
Give your providers and health plan complete
information about your health so you can get the
care you need.

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

Use health care services appropriately.

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

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

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

14



If you're unha with
yoyur health p arpny

You or your Authorized Representative have the right
to file a grievance. A grievance is a spoken or written
complaint regarding your quality of care or how you
were treated by your doctor or health plan. Once you
file a grievance:

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

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

Your health plan must help you file a grievance.

If you're unhappy with a decision
your health plan' made

You or your Authorized Representative have the right
to file an appeal orally or in writing, within sixty (60)
calendar days. An appeal is a kind of complaint you
make when you want your health plan to review a
decision they made about coverage or payment of a
covered service:

+ Your plan will notify you in writing of their decision. If
you want to appeal their decision, the health plan will
include documents on how to file an appeal.

« Your health plan must let you know in writing within 5
calendar days that it received your appeal.

+ Your concerns must be addressed as quickly as possible,

not taking more than 28 calendar days.

Your health plan must provide you written notice of their
decision and help you file an appeal.

A note about privacy

Your services card does not contain any personal
information except your name, your ProviderOne
number, and the issue date. This maintains your
privacy if the card is lost or stolen. Neither the Health
Care Authority (HCA), nor your health plan will

ever contact you directly asking for your personal
information to obtain or replace a services card.
Never give your personal information, such as

Social Security number, to someone who calls or
emails you to ask for it.

By law, all health plans are required to protect your

health information. Health plans and HCA use and share
protected health information about you to provide

your behavioral health benefits; to carry out treatment,
payment, and health care operations; and for other reasons
allowed and required by law. Health plans and HCA have
the duty to keep your health information private.

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



Where to get answers to your questions

If you have any questions about

+ Your Washington Apple Health (Medicaid)
coverage

« Changing health plans
- Eligibility for behavioral health services
+ Services cards

« How to get services if you move to
another county

« Choosing a behavioral health provider
- Covered services
- Referrals to behavioral health services
+ Health plan cards

Changes to your account, such as: income,
marital status, pregnancy, births, or adoptions;
or to update your address

Resources

Online: hca.wa.gov/apple-health

Apple Health Customer Service at 1-800-562-3022 or send
your questions to fortress.wa.gov/hca/p1contactus

Your behavioral health plan.

Your behavioral health plan’s phone number is listed on page 7 of
this booklet.

Coverage for children, individual adults, pregnant individuals,
parents/caretakers: wahealthplanfinder.org or
call 1-855-923-4633 (TRS: 711)

Coverage for individuals who are aged, blind, or disabled or in
need of long-term services and supports:
washingtonconnection.org or call 1-877-501-2233 (TRS: 711)

HCA is committed to providing equal access to our services. If you need an accommodation, or require documents in
another format or language, please call 1-800-562-3022 (TRS: 711).
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