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English:

If you, or someone you are helping, has questions about
Nebraska Total Care, you have the right to get help and
information in your language at no cost. To talk to an
interpreter, call 1-844-385-2192 (TTY 711).

Espaiiol (Spanish):

Si usted, o alguien a quien esta ayudando, tiene
preguntas acerca de Nebraska Total Care, tiene derecho
a obtener ayuda e informacion en su idioma sin costo
alguno. Para hablar con un intérprete, llame al 1-844-385-
2192 (TTY 711).

Tiéng Viét (Vietnamese):

Néu quy vi, hay ngwdi ma quy vi hién dang giup d&, cé cau hdi vé Nebraska Total
Care, quy vi cé quyén duoc gilp d& va nhan thdng tin bang ngdn ngir ctia minh mién
phi. D& néi chuyén véi mét thang dich vién, xin goi 1-844-385-2192 (TTY 711).

#13¢ (Chinese):

WRE, BREEAHBINE S, A7 Nebraska Total Care J7 T f[ME, 4G HER %
B LVE I RIRES B B AR . a0 SR BB — AT R B EhEG, SERTERAT 1-844-385-2192 i
P(TTY 711) .

‘(Arabic) 4z 2l

Jom Wil saclis Gads 53l @bl (S 13Nebraska Total Care sxeluall e Jsaall & Gall ebal ¢
2 Joil o i e Caaaill RAISE A () 3 (e iy By 5 el e el 51-844-385-2192 (TTY 711)
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Myanmar (Karen):
¢ ¢c ocCceo C o C C C C
$1, 90061 P1O00101CV1$E1OTL, 9132032 0ITAOORTOIVPIIPVOS Nebraska Total Care $P

Q0CoO_N C o ¢c ¢ ¢ e __¢cc ¢ O
?3’:)'3388800')0)1()038?]309@1610)11380)1910)1

10015 0IPI201C0100335 300 IO DN SO
$OP2Q = P

c Cc o (9] co (9] O o ¢ oc O
O120P$OCOL. 02 OD0I107135 VLMD OI1NYECO0DT0I013201, O3 1-844-385-2192 (TTY 711)

C c
$POOMNI.

Frangais (French):

Si vous-méme ou une personne que vous aidez avez des questions a propos de
Nebraska Total Care, vous avez le droit de bénéficier gratuitement d’aide et
d’'informations dans votre langue. Pour parler a un interprete, appelez le 1-844-385-
2192 (TTY 711).

Afaan Oromoo (Cushite):

Yoo ati ykn namaa ati gargaaraa jirtuu wa'ee Nebraska Total Care irra gaaffi gabaatan
ta'ee, gargaarsaa fi odeeffanoo afaan ketiin kaffaltii alla argachuuf mirgaa gabdaa.
Turjumaana wajiin dubachuuf,1-844-385-2192 irra bilbilli TTY 711.

Deutsch (German):

F alls Sie oder jemand, dem Sie helfen, Fragen zu Nebraska Total Care haben, haben

Sie das Recht, kostenlose Hilfe und Informationen in Ihrer Sprache zu erhalten. Um mit
einem Dolmetscher zu sprechen, rufen Sie bitte die Nummer 1-844-385-2192 TTY 711

an.

ot 0] (Korean):
|5} EE= 517t &1 A= OfH ALEHO] Nebraska Total Care Off £t5iA{ EZ0]
Hote| 02 H|E FEEIO0| 22 = U= A7t

=
=
ALSLICH EYAIQ} E31E SHA|2{H 1-844-385-2192 TTY 711 2 F38l| FAA 2.

Aurett (Nepali):

TS a1 dqUISd Hed TRReIHUI®D! die! AfGaT Nebraska Total Care Ta= H UG
YU T WUSHT qUTS g1 ST HTSTHT F:3[edh HEd X STMBRI U T PR T |
GIYTIRIT T TSI AT 1-844-385-2192 TTY 711 TRH & Tl
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Pycckum sa3bik (Russian):

B cnyyae BO3HVWKHOBEHWS Y Bac Unu y nvua, KOTOpoMy Bbl NOMOraeTe, Kakmx-nnbo
BOMpOCOB 0 nporpamme ctpaxoBaHna Nebraska Total Care Bbl uMeeTe npaBo NONy4nTb
B6ecnnaTHyt NOMOLb U MHPOPMALMIO HA CBOEM POAHOM A3bike. YTOObI MOroBOpUTL C
nepeBoA4YMKOM, NO3BOHUTE MO TenedoHy 1-844-385-2192, tenedoH cnyxbbl cBA3N
WwTaTa 4ng nvuy ¢ orpaHnyeHHbiMu cnocobHocTamm (TTY): 711.

Yr¢ (Laotian):

v GHuiivannadggoscse Somavnyoriv Nebraska Total Care, uanSSotiaslddu
navgoeciincaraynsIoFWicivwIZIZegu oed e lgare. cBoarcdPHLLIBWIT,
Witvn 1-844-385-2192 (TTY 711).

:(Farsi )

Sysa 3 Al 0 eSS 5l 4348 S L i SINebraska Total Care x5 5 Ga ol ) el
o)WhP)MhuJJSQML;\)J-.\.}JSQSQJJ JPUL’)A"‘Ug‘:"JC—’J}‘a" \JC'_ILG»JQ\ 5 XS 451-844-385-
2192 TTY 711 -2,% il

2,88 :(Kurdish)

Al (5l 1 Caeded M )l 548 SiudS ()b ¢ 5 #84iNebraska Total Care s ek 405 ke caxta
43 A5G (s gy CaS And o R o5 JASAD (g0 gt 5 () ) 38) rel o o S S ey A (Sl 4 )
(#8455 Jla 51-844-385-2192 (5 38ad45 5 jla § 4 450 (g0 sty LSO TTY 711

HZ:E (Japanese):

Nebraska Total Care (D W TN ZTEBRAT I WE Lzo TEECIEES L, THED
ERBICLBZYR—-MEREzERNTCIRHBEVZLET, BIROPVELRGEIX. 1-844-
385-2192, TTY 711 £ CTHEE L2 & Ly,
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Welcome

Thank you for choosing Nebraska Total Care as your health plan!

Nebraska Total Care works with the Nebraska Department of Health and Human
Services (DHHS). We provide health services for the Heritage Health program. With
your doctor, we help you manage your care and health. Our job is to make sure you get
the services you need to stay healthy.

WHAT IS THE HERITAGE HEALTH PROGRAM?

Heritage Health is the name of the healthcare delivery system for Nebraska’s Medicaid
clients. It combines several areas of health care into one system. Those areas are:

e Physical health - doctor and hospital visits related to your body’s well-being

e Behavioral health - doctor and hospital visits related to your mind’s well-being
e Oral health- dentist visits related to your teeth and oral health

e Pharmacy programs - prescription drugs/medicine ordered by your doctor

e Vision- exams and treatment for your eyes

WHO IS NEBRASKA TOTAL CARE?

Nebraska Total Care is a Medicaid Managed Care Organization. Usually this is called
an “MCO.” A “member” is anyone who gets services from the MCO. The purpose of an
MCO is to give members access to all of the health services they need through one
company.

As an MCO, Nebraska Total Care will help coordinate your unique healthcare needs. By
doing this, our goal is to improve health outcomes for every Nebraskan we have the
privilege to serve. We help members across the entire state.

You may contact us to request any information about Nebraska Total Care. You can get
information about:

e How we work with your other health plans (if you have one)
e How we pay our providers

e Results of member surveys

* Benefits, eligibility, claims or participating providers
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No one who works for Nebraska Total Care is an owner or partial owner of the
company.

If you want to tell us ways to improve, please call Member Services. The phone number
is 1-844-385-2192 (TTY 711). Or there is a form at the back of this handbook you can
use.

ABOUT YOUR MEMBER HANDBOOK

This handbook tells you how Nebraska Total Care works and the services we offer.
Your Member Handbook includes:

e Information about your benefits

e Your rights and responsibilities

e Member satisfaction

e How to choose your Primary Care Provider (PCP)

e When to use urgent care instead of the emergency room

Please take time to look over your handbook. Keep it handy in case you need it. You
have the option to receive this handbook at least once a year. You can get it in either an
electronic or a paper format. You can always see it on our website. The website is
NebraskaTotalCare.com.

OTHER FORMATS AND LANGUAGES

You can get this handbook in other formats. To ask for the handbook in other formats,
please call Member Services. The phone number is 1-844-385-2192 (TTY 711). You
can request:

e Large print

e Braille

e An audio CD

e A different language

La informacidn incluida en este folleto es acerca de sus beneficios del Plan de Salud
Nebraska Total Care. Si necesita obtener la informacion en un idioma diferente, llame
al Departamento de Servicios para Miembros al 1-844-385-2192, Nebraska
Retransmision 711.

The Nebraska Total Care website is accessible using a screen reader.
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TRANSLATIONS AND INTERPRETER SERVICES

Translation and interpreter services are available. There is no cost for these services.
This includes sign language.

Nebraska Total Care has a telephone language line available any time. To request an
interpreter, call Member Services. The number is 1-844-385-2192 (TTY 711). You can
tell us the language you speak, and we will get an interpreter.

You can get an interpreter when we are not open. Press * to choose the Nurse Advice
Line. We will make sure that you are connected.

We will interpret or translate any of our member documents into your preferred
language. Just call us and tell us the language you need.

You can have an interpreter help you talk to your doctors and other providers. Ask your
doctor to help arrange a translator.

Servicios de Intérprete

Los servicios de interpretacion se proporcionan sin costo para usted. Esto incluye
lenguaje de sefias. Ademas incluye interpretacion oral en tiempo real. Nebraska Total
Care tiene una linea telefénica para idiomas disponible las 24 horas del dia, los siete
dias de la semana. Le podemos ayudar a conversar con sus medicos y otros
proveedores de atencion médica cuando no se encuentra disponible otro traductor.

Vamos a traducir nuestros materiales para miembros en su idioma preferido a peticion.
Para solicitar un intérprete: Llame a Servicios para los miembros al 1-844-385-2192
(TTY 711) y diganos qué idioma habla. Nos aseguraremos de que haya un intérprete
en el teléfono con usted cuando llame a su proveedor de atencion médica, o que esté
disponible en su cita.
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Important Contacts
YOUR PERSONAL CONTACTS

Your Primary Care Provider:

Your nearest urgent care clinic:

CONTACTING NEBRASKA TOTAL CARE

Nebraska Total Care
2525 N 117th Ave, Suite 100, Omaha, NE 68164

Member Services and free 24/7 Nurse Advice Line ........cccveveeieieeieeeen... 1-844-385-2192
T T e e e 711
X e 1-844-305-8372

We are open Monday to Friday 8 a.m. to 5 p.m., Central. The Nurse Advice Line is
available any time!

OTHER IMPORTANT PHONE NUMBERS
e I= T oI =T 4 U= o 1T o o3 PSSR Call 911
Nebraska DHHS Medicaid Eligibility with iServe Nebraska ................... 1-855-632-7633

Local Lincoln area, call 402-473-7000
Local Omaha area, call 402-595-1178
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MEMBER SERVICES CAN HELP

Nebraska Total Care Member Services helps you with questions about your plan. Our
Member Services team is available by phone, mail, fax, and the secure member portal.

If you have questions or you need help understanding something, please call us. The

phone number is 1-844-385-2192 (TTY 711). We have a team of people ready to help
you. We are open Monday to Friday, 8 a.m. to 5 p.m., central time. We are closed on

most Nebraska state holidays. If we are closed, you can still speak to the 24/7 Nurse

Advice Line.

We can help you:

e Find a doctor, dentist, or other provider

e Get a new Nebraska Total Care member ID card

e Understand covered and non-covered benefits

e File a grievance or appeal

¢ Request a Provider Directory or Member Handbook

e Report possible fraud issues by a member or provider
e Change your address and phone number

e Receive new member materials

e Know your benefit plan

We have a secure member portal on our website NebraskaTotalCare.com/login. You
can use it to send us emails. Our fax number is 1-844-305-8372. You can also mail
information to us. The address is:

Nebraska Total Care
2525 N 117th Ave, Suite 100
Omaha, NE 68164

Nebraska Total Care will tell you about important changes. When there is a change, we
will send you a letter as soon as possible. It will be at least 30 days before any changes.
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How Your Health Plan Works
YOUR MEMBER ID CARD

When you enroll with Heritage Health, they will send you a blue Nebraska Medicaid ID
card. It will look like this:

NEBRASKA
ABIN Dﬂ?ﬁﬁnu 0EME/2009
m“ nm:m‘ 1D NUMEER/ DATE OF BIRTH
Susan O Indivicual 0BES2353609 4NEN 56
Joffary M Individual 0BES52353608 08N 52004
Johnathan R Indavidual (BESZ3F360T 0aN41975
MNancy L |ndivicual Q8652353608 0SNA1853
MNichotas C Indrvidual 0BE5220360C (420N 538
Theresa H Individual CBES2393604 02012002
i NEBAASKA DEPARTMINT OF HEALTH AMD HUAUM SERACES 102 |

When you enroll in Nebraska Total Care, we will mail you a Nebraska Total Care
member ID card. The card will be mailed to you within 10 days after we are told you are
a member. Your member ID card is proof you are a Nebraska Total Care member.

Bring both ID cards to all appointments. Show both ID cards every time you need care.
This includes:

e Medical appointments

¢ Dental appointments

e Urgent care

e Vision appointments

e Behavioral health appointments

e Emergency Room visits

e Picking up prescriptions from the pharmacy

You must also keep your Medicaid ID card with you to receive Medicaid benefits not
provided by Nebraska Total Care. If you have other insurance, bring those cards to your
appointments. This includes Medicare.
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Your Nebraska Total Care card will look like this:

Front
é A

NAME: Jane Doe HEHITAGE nebraska
MEMBER ID: XXXXXXXXXX ‘EALTH total care
PCP NAME: Jane Doe Express SCI’iptS
phone#: X-XXX-XXX-XXXX RXBIN: 003858
after hours#: X-XXX-XXX-XXXX RXPCN: MA
DENTIST NAME: Jane Doe RXGRP:  2ETA

phone#: X-XXX-XXX-XXXX

If you have an emergency, call 911 or go to the nearest emergency room (ER). If you are
not sure if you need to go to the ER, call your PCP or Nebraska Total Care’s 24/7 nurse
advice line at 1-844-385-2192, Nebraska Relay System 711

2525 N. 117th Avenue, Suite 100, Omaha, NE 68164

www.NebraskaTotalCare.com
N A
Back
/ A
IMPORTANT CONTACT INFORMATION
Members Pharmacist only helpline: 1-833-750-4471
Contact 1-844-385-2192, Relay 711, Pharmacy Prior Auth: 1-844-330-7852
for the following: Pharmacy Prior Auth fax: 1-866-399-0929
- Member services - Physical health Provider Services & IVR Eligibility Inquiry:
+ Behavioral health . pental 1-844-385-2192
- File a grievance g
& P EDI/EFT/ERA please visit
Enrollment Broker: 1-888-255-2605 For Providers at
Dental Claims: www.NebraskaTotalCare.com
Envolve Dental EDI claims - Please submit
PO Box 25974 using payer ID 68069

Tampa, FL 33622-5074 - - -
Paper Claims/Behavioral/Medical/Non-

Vision Claims: Claims Correspondence:
Envolve Vision, Inc. Nebraska Total Care
PO Box 7548 PO Box 5060
Rocky Mount, NC 27804 Farmington, MO 63640-5060
A& Provider Claims information via the web: www.NebraskaTotalCare.com r,

Anytime you receive a new member ID card, please destroy your old one. If you lose
your member ID card, or did not receive one, we can replace it. Please visit the secure
member portal to ask for a new one. Or call Member Services. The phone number is 1-
844-385-2192 (TTY 711). We will send you a new ID card within 10 days.

You can see your member ID card in the secure member portal. Go to our website:
NebraskaTotalCare.com. Click “login” at the top of the webpage. You can see your card
any time. You can print your member ID card. You can also save your ID card in your
Apple wallet. Click “Save to Wallet”.

Keep your cards with you and safe at all times. Make sure they are not stolen or
used by someone else. Nebraska Total Care coverage is for you only. It is up to you to
protect your member ID card. No one else can use your member ID card.
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It is against the law to give or sell your member ID card to anyone. If another person
uses your card, you may be disenrolled from Nebraska Total Care. And the state could
charge you with a crime.

IF YOU HAVE MEDICARE

If you have Medicare and Medicaid, Medicare covers your services first. Use your
Medicare ID card when you need medical services. This includes going to the doctor or
the hospital.

Also give the provider your Medicaid and Nebraska Total Care ID cards. Your Medicare
plan and Nebraska Total Care will coordinate your benefits.

24/7 NURSE ADVICE LINE

You can call the Nebraska Total Care Nurse Advice Line any time. This service is free
and they can answer health questions. They answer calls 24 hours a day, every day.
Call 1-844-385-2192 (TTY 711), press *. Have your member ID card with you when you
call. The nurse will ask for your ID number.

Our nurses speak English and Spanish. If you speak a different language, you can ask
for a translator.

What can we help you with?

e Questions about your health

e Where you can get care

¢ Understanding how to take your medicine
e Information about your pregnancy

e Information about health conditions

Do you have a medical emergency?

If you are not sure if you should go to the emergency room, you can call the Nurse
Advice Line. Our nurses will help you figure out if you need emergency care, urgent
care, or if you should see your doctor.

NEBRASKA TOTAL CARE WEBSITE

Our website will help you get answers about your health care.

Please visit our website at NebraskaTotalCare.com. There is information about your
benefits and our services. You can get information about:
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e Member Handbook

e Providers in our network

e Secure member portal with self-service features
e 24/7 free Nurse Advice Line

e 24/7 mental health and substance use crisis line
e Your privacy rights and responsibilities

e How to report suspected fraud, waste and abuse
e How to find a doctor

e How to file grievances and appeals

e Education on healthy living habits

e Information about our Quality Improvement Program
e You may hurt yourself or someone else

SECURE MEMBER PORTAL

The Nebraska Total Care website has a secure member portal. You can sign up and
create your own account. Through your account, you can track your health benefits.
You can email safely and securely with Member Services.

The secure member portal lets you:

e Change your Primary Care Provider (PCP)

e Check your rewards card balance

e Tell us when you are pregnant so you can get special pregnancy resources
e Complete your Health Risk Screening

e See services we have paid for you

e See what care is recommended for you

e Email Member Services

e Use your digital ID Card

e Print a Nebraska Total Care member ID card
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To sign up on the secure member portal, follow these steps:

Go to NebraskaTotalCare.com

Click “Login” at the top of the home webpage
Select “I am a Member”

Click “Submit”

Click “Sign Up Now”

Al o
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Your Covered Benefits

Nebraska Total Care covers many medical services for your healthcare needs. Some
services must be prescribed by your doctor. Some services must also be approved by
Nebraska Total Care before you get the service. This is called Prior Authorization.

Service

Description and Limits

Prior Authorization

Required

Allergy care

Allergy care

Yes, for some services

Ambulance — emergency

Includes ground and emergency
helicopter.

No

Ambulance — non-
emergency

Ambulance transportation from
one healthcare facility to another
is only covered when it is
medically necessary. Arranged for
and approved by an in-network
provider.

Yes

Behavioral Health services

Age limitations may apply.
Services include crisis
stabilization, inpatient psychiatric
hospitalization, outpatient
assessment and treatment
services, peer support, residential
treatment facilities and
rehabilitation services.

Yes, for some services

Breast pumps

One electronic breast pump and
kit per member, per delivery. For
multiples (twins, triplets, etc.) only
one pump will be provided. Your
doctor will need to write a
prescription for a breast pump.

No

Chiropractic services

Manual treatment of the spine,
one set of spinal x-rays per year,
traction, electrical stimulation,
ultrasound, and other evaluation
and therapy procedures.

No, if provided by a
Chiropractor

Continuous Glucose One per member. Repair and Yes
Monitor replacement as medically
necessary.
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Service

Description and Limits

Prior Authorization

Required

Dental care, preventive

Two visits every year for
members age one and older.
Members covered under 599
CHIP are excluded.

No

Dental care, treatment

Treatment that is medically
necessary and ordered by a
dental provider

Yes, in some situations

Durable Medical Equipment
(DME)

Items that are not medically
necessary or are not ordered by a
provider are not covered.

Yes, in some situations

Drugs:
prescription/pharmacy

Use a pharmacy in our network.
This can include mail-order
pharmacies. Prescription drugs
and OTC items approved by the
U.S. Food and Drug
Administration (FDA).

Yes, for some medications

Drugs: over-the-counter Over-the-counter medications No
(OTC) require a doctor’s prescription.
Early and Periodic Services are for members age 20 | No
Screening, Diagnosis and and younger. Sports and school
Treatment (EPSDT)/well- physicals annually.
child exam
Eye care services and Under age 21, one exam every 12 | No
eyeglasses months. Age 21 and older, one

exam every 24 months. All

members, lenses and frames

every 24 months.
Family planning Family planning services can be No

from any Medicaid doctor. This
includes well-woman exams,
screenings, and pregnancy
testing.

Foot care

House calls are only covered if
visiting a provider would harm
you. Foot care visits may be
limited. Orthotics are covered for
some conditions.

Yes, in some situations

Hearing aids and services

Hearing aids and services.

Yes, for cochlear implants

High-risk prenatal and infant | Care Management provides Notify plan
services special support for members at
risk or with special health needs.
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Service

Description and Limits

Prior Authorization

Required

Home health care Care must be prescribed by your | Yes
doctor. And, not able to be
received at the hospital or
provider's office. Other conditions
apply.
Hospice services Other than an inpatient facility. Yes
Immunizations Available to all members based No

on medically recommended care.

Inpatient and outpatient
hospital care

Items that are not medically
necessary are not covered.

Yes, including observation
services

Lab services and testing Paternity testing and infertility Yes
treatment tests are not covered.
Lactation Consultation Five sessions per child, up to 90 No

minutes.

Maternity care

See your provider as soon as you
know you are pregnant. Send us
the Notification of Pregnancy
(NOP) form at first visit. Prenatal
through postpartum services are
covered.

Yes, for more than two OB
ultrasounds.

Medical Nutrition Therapy

Benefits are based on age and
diagnosed medical conditions.

No

Nurse midwife services

Covered with all in network
providers.

Yes, for non-participating
provider

OB ultrasounds

Two are allowed per pregnancy

unless ordered by perionatologist.

Yes, if more than two

Office visits Covered with all in network Yes, for non-participating
providers. provider
Orthotics/prosthetics Orthotics/prosthetics Yes
Pain management Not applicable for post-operative | Yes
pain management.
Physician services One routine physical exam every | No
12 months performed by your
PCP. Health visits as needed.
Private duty nursing Overnight nursing services and Yes
services respite care hours are limited.
Psychiatric hospital service | Psychiatric hospital service Yes
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Service

Description and Limits

Prior Authorization

Required

Psychiatric services

Psychiatric services

Yes, for some services

Psychology services

Psychology services

Yes, for some services

Radiology and x-rays

Must be ordered by a provider.

Yes, for high-tech
radiology including CT,
MRI, MRA

Reconstructive surgery

Surgery that is performed to make
you look better and is determined
to be cosmetic is not covered.

Yes

Rehabilitation services

Rehabilitation services

Yes

Skilled Nursing Facility care

Items that are not medically
necessary are not covered. This
includes private rooms or
convenience/comfort items.

Yes

Sterilization services

Sterilizations require informed
consent forms 30 days prior to the
date of procedures.
Hysterectomies are covered on a
limited basis.

Yes

Therapy (occupational,
physical, speech) services

There is a combined limit of 60
therapy sessions per year for
members 21 and over. This
includes physical therapy,
occupational therapy and speech
therapy services.

Yes, after 12 sessions

Stop smoking/ tobacco
cessation

Certain medications, patches or
gum to help you stop smoking are
covered. Smoking cessation is
covered through Tobacco-Free
Nebraska. Call 1-800-QUIT-NOW
(784-8669) for more information.

No

Surgery Surgery Yes, exceptin an
emergency

Transplant services Transplant services Yes

Urgent care Urgent care No

NOTE: There are some services that your doctor has to get authorization for before
giving you the care. If you want to know if a service needs authorization, you can call
Member Services. The phone number is 1-844-385-2192 (TTY 711). There is more
information about this later in this handbook. See the Prior Authorization for Services
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section. Some other benefits you can use are telemedicine, telemonitoring and
telehealth.

Nebraska Total Care does not limit coverage of services based on moral or religious
objections.

EXCLUDED SERVICES

Services Not Covered
Nebraska Total Care does not cover these services:

e Services or items used only for cosmetic purposes

e Experimental and/or investigational procedures, drugs, and equipment (Phase |
& Il Clinical Trials are considered experimental)

e Acupuncture

e Lasik Surgery/Keratotomy

This is not a complete list of excluded services. If you want to know if a service is
covered, please call Member Services. The number is 1-844-385-2192 (TTY 711).

You may need other services that are not medical. If you qualify they can help make
your life easier. We do not pay for these. We can help you access them. These are:

* Intermediate care facility services for individuals with developmental disabilities

e Long Term Care or Nursing Facility services at a custodial level of care. This
means care that does not need a medical provider.

e School-based services

e All Home and Community Based waiver services (HCBS)

e Targeted Case Management services

e Medicaid State Plan Personal Assistance Services

e Non-medical needs, like housing and food

If you need help getting these services, please call us. The number is 1-844-385-2192
(TTY 711). Choose the Care Management option. We have people who work with these
services who can help.

NATIVE AMERICAN ACCESS TO CARE

If you are a Native American or Alaskan Native, you may choose an Indian Health
Service, tribal clinic provider, or Urban Indian Health Clinic as your PCP. You may get
services from a tribal clinic or Indian Health Services without prior authorization. Or you
can go to another Nebraska Total Care network provider.
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Getting Care
MEDICALLY NECESSARY SERVICES

Covered services you receive must be medically necessary. This means we want you to
get the care that is most likely to work for you. It should be:

e The right care
e Theright place
e The right time

We have guidelines to help make sure you get medically necessary care. These are the
criteria that we follow for all providers and members. The guidelines are on our website.
Decisions we make about your health care will follow those guidelines.

Nebraska Total Care does not reward providers or our staff for denying coverage or
services.

PROVIDER NETWORK

Nebraska Total Care works with a large group of providers. This is called our Provider
Network. We do our best to make sure the providers that members need are in our
network.

We want providers in our network who give good services. Providers go through a
screening process to be in the network. When they are approved, they sign a contract
with Nebraska Total Care. They agree to meet certain requirements.

There is a list of providers who are in our network. This list is called the Provider
Directory. You can search for providers on our website. Use the Find A Provider tool.

The directory can tell you about the provider. It tells you the provider’s:

e Name, address, and phone number
e Business hours

e Accessibility to people with disabilities
e Specialties

e Languages spoken

e Gender

e Board certification

e Accepting new patients

e Ages served

e Cultural training

e Medical group affiliations
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e Hospital affiliations

You can call Member Services for help finding a provider. The phone number is 1-844-
385-2192 (TTY 711). They can give you information over the phone. They can mail you
a list of providers. Member Services can tell you about a provider's medical school and
residency.

Most of the time providers have to be in our network for us to pay them. If you need to
see an out-of-network provider, please call Member Services. We will check to see if
there is an in-network provider who can treat your medical condition. If not, we will help
you find an out-of-network provider. Services from out-of-network providers need prior
authorization. This includes Federally Qualified Health Centers and Rural Health
Centers.

Out-of-network emergency services do not need approval from Nebraska Total Care.
Call us as soon as you can if you have an emergency and go to an out-of-network
provider. We will need to help them so they can get paid.

IMPORTANT: You may have to pay for out-of-network services if you do not get prior
authorization. If you have questions, call Member Services at 1-844-385-2192 (TTY
711).

Provider Incentives

A provider incentive plan rewards doctors for giving good care. Plans are based on
national standards of care. They are intended to help providers give the right care at the
right time. Nebraska Total Care cannot reward providers for refusing, limiting, or
reducing medically necessary care.

You have the right to know if we have a plan with your provider that might affect you. To
get this information call Member Services. The number is 1-844-385-2192 (TTY 711).

FINDING NEW TREATMENTS TO BETTER CARE
FOR YOU

Nebraska Total Care has many doctors who are working to make sure you get the best
care. They review new treatments for illnesses. They read studies from other doctors
and scientific groups. They want to make sure we cover the treatments that are helping
people.

When new treatments are covered by Nebraska Medicaid, we tell the Nebraska Total
Care providers. This lets them give the best and most current treatment to you.
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PRIOR AUTHORIZATION FOR SERVICES

Some covered services need prior authorization by Nebraska Total Care. This means
that the provider has to get the service approved before they treat you. The right
treatment is different for every person. Our goal is to make sure you get care to help
you be well.

Call your doctor’s office first when you need care. They will help get the authorization.
They will tell us why you need that treatment. They will explain how they think it will help
you.

A prior authorization decides if a service should be covered. Nebraska Total Care will
consider:

e Medical Necessity- whether the service is needed
e Clinical appropriateness- whether the service is likely to be helpful

Sometimes providers talk to us on the phone. Sometimes they send written information.
We will check to see if the service is covered. Then we will make sure it is medically
necessary.

Sometimes members get these services but need to keep getting treatment. Your
provider will ask for another authorization to continue the care.

We will make the decision as quickly as we can based on your medical condition.
Usually, we decide within 14 days. If the service is urgent, we will make the decision
within three days. We will let your provider know if the service is approved or denied.
You can check if services were approved in the Member Portal. There is information in
the Secure Member Portal section of this handbook.

If you or your provider believe we made the wrong decision you can request a second
review. This is called an appeal. There is more detailed information about appeals in the
Member Satisfaction section of this handbook.

Emergency room (ER) and post stabilization services NEVER need prior
authorization. If you have a medical emergency get help right away.

Your provider can tell you if a service needs a prior authorization. You can also call
Member Services and ask us. The phone number is 1-844-385-2192 (TTY 711). If there
are big changes to the prior authorization process, we will tell you. We will inform our
members and providers right away.

PRIOR AUTHORIZATION FOR DRUGS

Some medication needs prior authorization from Nebraska Total Care. If you need
these drugs, your doctor will ask us for authorization. They will give us information about
your health. Then Nebraska Total Care will decide if we can pay for the drug.
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Your doctor must ask for prior authorization if:

e Adrugis listed as non-preferred on the Preferred Drug List

e Certain conditions need to be met prior to you receiving the drug
e The medication is injected in a doctor’s office

e The medication is considered a “specialty drug”

e You are getting more of the drug than is usually prescribed

e There are other drugs that should be tried first

You might get up to a three-day supply of a drug while you are waiting for a decision.
The decision will be made within one business day. Your doctor will be notified of the
decision.

If you would like more information, you can call Member Services. The phone number is
1-844-385-2192 (TTY 711).

SECOND MEDICAL OPINION

You have the right to a second opinion by another doctor. You can get this at no cost to
you. If you would like a second opinion, tell your provider. You must use a doctor who is
in the network. Or you can get prior approval from Nebraska Total Care to see a
provider out-of-network. Nebraska Total Care will pay for a doctor outside of the
network if one is not available in-network. Your provider will review the second opinion.
They can use that to help decide the best treatment plan.

GETTING CARE OUT OF STATE

Regular medical care is only covered when you see a Nebraska Total Care provider.
But you could be outside of Nebraska and need unplanned medical care. In those
situations we still want you to get the help you need. We will pay for services when:

e You are out of state and have a health emergency. Go to a hospital or
emergency room where you are. Your follow-up care must be with a Nebraska
Total Care network provider. Contact your Nebraska doctor for a referral if you
need to see a specialist.

e You are outside of Nebraska and have an urgent health problem. If you need
care quickly but it is not an emergency, go to an urgent care clinic. Or you could
go to a doctor’s office where you are.

Show the provider your Nebraska Total Care member ID card and your Nebraska
Medicaid card. Call us to report your emergency within 48 hours. Providers outside of
our network will need help right away so that they can be paid. If they do not complete
tasks within 30 days, you may be responsible for paying for service.
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Only medically necessary emergency and urgent care services will be covered outside
of Nebraska.

It could be decided that you need special care that is not available in Nebraska. If
Nebraska Total Care approves your special care, the care you get in the other state will
be covered.

Members are not covered for services they get outside of the United States.

URGENT CARE AFTER HOURS

Urgent care is NOT emergency care. You should use urgent care when you have an
injury or illness that is not life threatening but needs to be treated within 48 hours. Use
urgent care when you cannot wait for an appointment with your doctor. Only go to the
ER if your provider tells you to or if you have a life-threatening emergency.

When you need urgent care, follow these steps:

e Call your Primary Care Provider (PCP). The name and phone number are on
your Nebraska Total Care member ID card. An after-hours number is listed. Your
doctor may help you and give you directions over the phone.

e If you cannot reach your PCP, call our 24/7 Nurse Advice Line. The number is
1-844-385-2192 (TTY 711). You will talk to a nurse. Have your Nebraska Total
Care member ID card with you. They will ask you for your number. The nurse will
help you over the phone. If you need to see a doctor they will help you find care.

e |If you have a mental illness or addiction crisis, do not wait to get help. Call us any
time at 1-844-385-2192 (TTY 711). Press * to talk to a licensed professional.
They can help with depression, substance use, and other behavioral health
needs.

e If your provider tells you to go to the nearest emergency room go right away.
Take your Nebraska Total Care member ID card and your Nebraska Medicaid ID
card.

EMERGENCY CARE

Emergency care is always covered by Nebraska Total Care in the United States. An
emergency is when not getting medical attention could risk your health. Or the health of
your unborn child. An emergency can include an accident, injury or sudden iliness.

Go to the emergency room for:

e Broken bone(s)
e Gun or knife wound(s)
e Bleeding that will not stop
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e You are pregnant and in labor and/or bleeding

e Severe chest pain or heart attack

e Drug overdose

e Poisoning

e Bad burn(s)

e Shock (you may sweat, feel thirsty or dizzy or have pale skin)
e Convulsions or seizures

e Trouble breathing

e Suddenly unable to see, move or speak

Do NOT go to the emergency room for:

e Flu, cold, sore throat or earache

e A sprain or strain

e A cut or scrape that does not need stitches

e To get more medicine or have a prescription refilled
e Diaper rash

Emergency rooms are for emergencies. If you can, call your Primary Care Provider
(PCP) first. If your condition is severe, call 911 or go to the nearest hospital. You do not
need approval.

If you are not sure if it is an emergency, call your doctor’s office. Your doctor will tell you
what to do. If your doctor’s office is closed there should be a message telling you how to
get help.

You can also call our 24/7 Nurse Advice Line. The number is 1-844-385-2192 (TTY
711). Press *

You can go to any hospital emergency room. It can be a hospital that is not in the
Nebraska Total Care network. Show the provider your Nebraska Total Care member ID
card and your Nebraska Medicaid ID card. Providers outside of our network will need
help from us right away so that they can be paid. If they do not complete tasks within 30
days, you may be responsible for paying for service.

Call your PCP and Nebraska Total Care after you go to the emergency room. Call within
48 hours of your emergency. This helps us make sure you get the follow-up care you
need. The phone number is 1-844-385-2192 (TTY 711).

Out-of-Network Services

Out-of-network emergency services do not need approval from Nebraska Total Care. All
other services from an out-of-network provider need prior authorization. We will check to
see if there is an in-network provider who can help you. If not, we will help you find an
out-of-network provider.
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IMPORTANT: You may have to pay for out-of-network services if you do not get prior
authorization. If you have questions, call Member Services. The phone number is
1-844-385-2192 (TTY 711).

Post Stabilization Services

Post stabilization services are care you need after an emergency. These help get your
health back to normal. These services are important and help make sure you do not
have another emergency.

Post stabilization services do not require prior authorization. It does not matter if you get
emergency care from an out-of-network provider. Post stabilization services will still be
covered.

Emergency Transportation

Nebraska Total Care covers emergency ambulance transportation. They will take you to
the nearest hospital.

Ambulance transportation from one healthcare facility to another is only covered when it
is:
e Medically necessary

e Arranged for and approved by an in-network provider

If you have an emergency and you need help getting to the emergency room, call 911.
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Your Primary Care Provider
MAKING APPOINTMENTS AND GETTING CARE

To get many kinds of care, you can just choose an in-network provider and make an
appointment. You do not need approval from Nebraska Total Care or a referral from
your provider for these services:

e Visits to a Primary Care Provider (PCP), pediatrician or family doctor

e Visits to specialist doctors (some specialists need a referral from your PCP)
e Urgent care

e OBJ/GYN care. Make an appointment as soon as you think you are pregnant.
e Behavioral health services (mental health and substance use services)

¢ Routine dental care

¢ Routine vision services

We can help you find or choose a provider. Call Member Services at 1-844-385-2192
(TTY 711). We are available Monday to Friday, 8 a.m. to 5 p.m., Central. Or you can
find a provider online at ProviderSearch.NebraskaTotalCare.com.

These services are always covered even if the provider is not in our network:

e Emergency services
e Family planning services and supplies
e Women'’s preventive health services

You can see a women’s health specialist in addition to your PCP. You never need a
referral or prior authorization for these services.

If transportation to an appointment is difficult for you, please call us. We can help. Call
Member Services at 1-844-385-2192 (TTY 711). There is more information in the
Transportation section of this handbook.

YOUR PROVIDER DIRECTORY

Your Provider Directory lists all the in-network providers. Nebraska Total Care covers all
of these providers. Your Provider Directory includes information on how to contact
providers. It includes:

e Doctors

e Hospitals

e Specialists

e Urgent care clinics

e Behavioral health providers
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o Dentists
e Any other provider we cover

You can use the online provider search to look for providers at
ProviderSearch.NebraskaTotalCare.com. The search tells you about the type of
provider they are. It also tells you where they are located. It tells you what languages
they speak and their gender.

If you need printed provider information, we can send it to you. Call Member Services at
1-844-385-2192 (TTY 711). We are here Monday to Friday, 8 a.m. to 5 p.m., Central.

You can get the full Provider Directory at least once a year. We can either mail it to you
or email it to you. The Provider Directory and Provider Search are always on our
website. We will help you find providers any time that you need them.

If you have Medicare, see your Medicare providers.

CHOOSING A PRIMARY CARE PROVIDER (PCP)

When you become a Nebraska Total Care member, you must choose a Primary Care
Provider (PCP). If you do not choose one, we will assign you one. Your PCP will be
your main doctor. They can help coordinate all of your health needs.

You can choose any PCP in our network if they are taking new patients. You can
change your PCP any time. Your PCP can be a:

e Pediatrician

e Family General Practitioner

e Internist

e Obstetrician/Gynecologist

e Nurse Practitioner

e Specialist who performs PCP functions

Getting care that is right for your age and your health needs is important. When children
are young, they see a doctor who knows all about kids’ health. That doctor is called a
pediatrician. But when they grow up, their health needs change. That is when it is time
to move to a doctor who knows about adult health. Your doctor can help you and your
child make this change. We can help you with this change.

If you would like to know more about a PCP, you can call Member Services. They can
tell you what language the provider speaks, if they are in the network, or where they are
located. The phone number is 1-844-385-2192 (TTY 711).
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If you would like to change your PCP, we will help you. There are three ways to change
your PCP.

1. Look in the Forms section of this handbook. Find the form called “Request to
Change My Primary Care Provider Form.” Fill this out and mail it.

2. Use the secure member portal. This is on our website, NebraskaTotalCare.com.

3. Call Member Services to help you. The phone number is 1-844-385-2192 (TTY
711).

After you tell us who your new PCP is, we will send you a new Nebraska Total Care
member ID card. This will have your new PCP’s name and telephone number on it.

VISIT YOUR PCP

After you choose your Primary Care Provider (PCP), make an appointment with them.
This will give you both a chance to get to know each other. Your PCP can give you
medical care, advice and information about your health.

Call your PCP’s office to make an appointment. Remember to bring your Nebraska
Total Care member ID card and your Nebraska Medicaid ID card. If you need help
getting an appointment with your PCP, please call Member Services. The phone
number is 1-844-385-2192 (TTY 711).

Important: You have unlimited visits to your PCP. There is no cost to you. Make
appointments with them when you feel sick. You should also have a wellness checkup
every year.

PCP Responsibilities
Your PCP will:

e Make sure you get all medically necessary services when you need them
e Follow-up on the care you get from other medical providers

e Make referrals for specialty care when needed

e Give ongoing care you need

o Keep your medical record up to date

e Keep track of all the care you receive

e Give services in the same manner to all of their patients

e Give you regular physical exams as needed
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