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Other languages and formats

Other languages

You can get this Member Handbook and other plan materials for free in
other languages. Call 1-877-550-3868 (TTY 711). The call is toll free. Read
this Member Handbook to learn more about language assistance services,
such as interpreter and translation services.

Other formats

You can get this information for free in other formats, such as Braille, 20-
point font large print, audio, and accessible electronic formats at no cost
to you. Call 1-877-550-3868 (TTY 711). The call is toll free.

Confidential Communications

Right to Request Confidential Communications

You have the right to request that We communicate with You about Your
Personal Health Information (PHI) in the form and format you request if it
is easily produced in the requested form and formator at alternative
locations. We must accommodate Your request if it is reasonable and
specifies the alternative means or location where Your PHI should be
delivered. A confidential communications request shall be implemented
by the health insurer within seven 7 calendar days of the receipt of an
electronic transmission or telephonic request or within 14 calendar days

of receipt by first-class mail. We will inform you of the receipt of your

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through
Friday 8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit
online at www.hndental.com
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confidential communications request and provide you with a status if you

contact the plan.

We shall not disclose medical information related to Sensitive Services
provided to a Protected Individual to the Subscriber or any plan enrollees
other than the Protected Individual receiving care, absent an express
written authorization of the Protected Individual receiving care.

A Protected Individual means any adult covered by the Subscriber’s health
care service plan or a minor who can consent to a health care service
without the consent of a parent or legal guardian, pursuant to state or
federal law. “Protected Individual” does not include an individual that lacks
the capacity to give informed consent for health care pursuant to Section
813 of the Probate Code. A health care service plan shall not require a
protected individual to obtain the Subscriber or other enrollee’s
authorization to receive Sensitive Services or to submit a claim for
Sensitive Services if the protected individual has the right to consent to
care.

Sensitive Services means all health care services related to mental or
behavioral health, sexual and reproductive health, sexually transmitted
infections, substance use disorder, gender affirming care, and intimate
partner violence, and includes services described in Sections 6924, 6925,
6926, 6927, 6928, 6929, and 6929, 6930 of the Family Code, and Sections
121020 and 124260 of the Health and Safety Code, obtained by a patient
at or above the minimum age specified for consenting to the service

specified in the section.
Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through
@ Friday 8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit
online at www.hndental.com
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To request confidential communications from Health Net for any of the

services listed above, please call Member Services or you can submit a
request in writing by mail or fax to any of the following:
e Online: Health Net’s website by visiting http://www.hndental.com
e By mail to: Health Net Dental, P.O. Box 10348, Van Nuys, CA 91409
e By telephone to: Health Net Member Services at 1-877-550-3868
e By TDD/TTY: 711

Interpreter services

You do not have to use a family member or friend as an interpreter. For
free interpreter, linguistic and cultural services and help available 24 hours
a day, 7 days a week, or to get this handbook in a different language, call
1-877-550-3868 (TTY 711). The call is toll free.

Friday 8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through
@ online at www.hndental.com
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Connecting with your Health Care

Health Net members have new options for managing your dental records. New California laws make it easier
for members to get their health records when they need it most. You now have full access to your dental records
on your mobile devices through a secure application. This lets you manage your health better and know what
resources are available.

Health Net members can also ask for your dental records to go with you when you switch health plans. If a
member switched health plans, Health Net will send your clinical records to another health plan. This gives you
the ability to build a complete health record to help you make decisions to improve the quality of your care and
health outcomes.

For more information about this process, or on how to keep your personal health information safe, please visit
the Health Net website at Connecting You Healthcare: New Options for Managing Your Digital Medical Records.

You can also visit the My Health Application website for a list of applications that meet the standard security
practices to locate an app to download to your smartphone to create a new account for the management of
your electronic medical records.

If you believe that Health Net or a business associate violated your (or someone else’s) health information
privacy rights or committed another type of violation of the Privacy, Security, or Breach Notification Rules, you
have the right to file a complaint with the Office of Civil Rights (OCR).

You can file a complaint online with the OCR at OCR Complaint Portal for faster processing, or you can send your
complaint in writing to:

e Email: OCRComplaints@hhs.gov

e Mail: Centralized Case Management Operations
U.S. Department of Health and Human Services
200 Independence Avenue, S.W.
Room 509F HHH Building
Washington, D.C. 20201

Complaints must be filed with the OCR within 180 days of when the action took place that led to the complaint.
OCR may extend the 180 day filing period if you can show “good cause” of why you were delayed.

For more information on how to file a health information privacy or security complaint please visit the U.S.
Department of Health and Human Services website at HHS Complaint Process.

You can also file a complaint with the Federal Trade Commission Bureau of Consumer Protections. For more
information, please visit FTC Bureau of Consumer Protection.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through
Friday 8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit
online at www.hndental.com
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English: if you, or someone you are helping, need language services, call
1-877-550-3868 (TTY: 711). Aids and services for people with disabilities, like accessible PDF
and large print docurnents, are also available. These services are at no cost to you.

ﬁkmihﬂ.m.ﬂ;;h_;mﬁ_q”ﬁﬁ;g,i;.i.'_.'us.l;thic
al giiall Chilal) i ARE 5 g s S Ol y Cdaelad Lind AT 1-877-550-3868 [TTY: 711)
o iy AT e i B a5 el s bl Chaisall L g o T (PDF)

Armenian: Epk nm p ljond aphl; UElp, muJ nmp oghmaf Ep, m bk (Ebgqlmljui

oqim pnuh luphp, quihqubupkp 1-877-550-3868 (TTY 711) hEkrmpermawmbanfapmi:
Soapiuamim g i minkgnn Unnnioig hmbop boonoiEh B oghimpqm

i o pym hnkn, hiupute ophbnl dneyih POF L Ukl wmpngnm granip
jmnmaupnpEn U sarmanm prebokpp Abg hoadoq winddwn B

cambodian: [TFI ST URIMMEAEUERANLGW pimmahigaman apgiage
I 1-877-550-3868 (TTv- 711) "1 A0 BMIAMALIGH IAENUES AT GG PoF

1ﬁ|.'lII-i‘|'E1i‘|].Iﬁ.|i'|]:'l‘lT.THE n.gnﬁnms B AR SR I’I'[El'ﬂ'l BE it mnmy
TR H e AnnTY AU

chinese: NP ZHAETFERLHEEARERSIES, AR E1-877-550-3868 [TTY: 711)
- HEb, BAEWNE N RO NER, FinE it poF RERTE. SRR
ME S Rt

HE PR EPEY D Pl FLERET jL!j;_iEHJ._ﬁjijqdh;ﬁ_'_'.:}jh'Lﬁ':FaEi
208 A POF gt e oS joa sila Tav g n i ) 1-877-550-3868 (TTY: 711)
Al ohh g Lt ol o pebin e s, ol Tl i g (JUE 7 ghea g g G

Hindi: 72 35, W fast 53 ooe = 38, um =i, § F9 ¥ 1-877-550-3868 (TTY: 711)
o T e T S dE, ey POF AT O i 9 o, ot e ) @ T e e
I T

Hmong: Yog hiais tas koj, los sis ib tus neeg twe uas koj tab tom pab nws, xav tau cov kev pab
cuam txhais lus, hu rau 1-877-550-3868 [TTY. 711). Tsis tas li ntawd, peb kuj tseem muaj cov
khoom siv paby thialh cov kev pab cuam rau cow neeg xiam oob ghab tib =i, ows li cow ntaub
ntawy POF uas tua) yeem nkag cuag tau yoof yim thiab cov ntaub nkawy luam tawm uas pom
tus niam ntawy loj. Cov key pab cuam no yog muaj pab yam tsis xam ngi dab tsi raw koj them I

Japanese: CHBEEECARSHH—FLTLESAMERY—CA LS EET LB
&lE. 1-877-550-3868 (TTr:-711) IzEMuEhe iz, MY EERSODHFDT-
iz, T TiLGroFe R EGEFETE ME RS A 2 bSO - H—E
AEMELTLET., Cchooy—FRIEEETREEZhTLVET,

Friday 8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through
@ online at www.hndental.com
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Korean: & £+ A7 E8Fa 2= #0] Ho] Mol L7 g asAE

1-877-550-3868 (TTY 711 H 2.2 dehs] M2 FAol7l 2= EuddA 25 A8

3 Mdlzied: SH4L FlsvrorE dE #7282 HEEHU % o] &=
HEZ olg#H4d T+ gLt

Laotian: T, Ji umm&m.u‘_n.nmﬂ:.m*ﬁ-]nmmn, OenmmubSrmuctinnes, tm
1-877-550-3868 (TTY. 711). uenin, mmanﬂudtnuuq.:-umu S IMLUDE IS NSUEL
fruBntion, diu enssow POF mﬂwnmnnmq'ln:lumn EaE cenu TR smmatme.
u...mrn.r:mrn.luuw"tumuﬂumn:ﬁ.’mulnmamﬁm.

Mien: Da"faanh keih, Fai Heuc Meih Haih Tengx, Ok Jans-kaegqy waac gong, Heuc
1-877-550-3B68 (TTY: 711). Jomc Caux gong Bun Yanzh mienh Cawes my funge, Ox dongh eix
POF Caux Bunh Fiey dirmc, Haih yaac kungx nyei. Deix gong Haih buatc Yietc liuz maiv jaax zinh
Bieqc Meih.

Punjabi: ¥ gomg. & R &t g vem aw I 2, ﬁ Eps ﬁ@?ﬂﬂgﬁﬁ'% =
1-877-550-3868 [TTY: 711) & =& == WUTH S0 568 Faes W Aere, e 9 ug=em
POF i T2 fiz o8 orgew. & Gusag o= feo Fee gos =8t Hes s

Russian: ECAM B3M WIH YEADBEHY, KITOPOMY B NOMOr3eTe, Heofoaasabl yOayTH Nepesnns,
IBEDHHTE ND TenePoHy 1-877-550-3868 [TTY: 711 KpomMe TOND, Mbd NPEOoCTIEAASM MITEPHMEADI
W YOTYTH LA AHEEH C OrPEHMMEHHDIMA BOIMOMHHOCTAMM, HSMPHMED ODKYMEHTH B CIELMaInDHOM
dopraaTe POF WM HENEYETIHHBES KPSy TIHER LUPpHGTOR. 3TH yOTyTH NPeRoCTIENAKTR DennaTHo.

spanish: 5i usted o la persona a quien ayuda necesita servicdos de idiomas, comuniquese al
1-877-550-3868 [TTY: 711). También hay herramientas y servicios disponibles para personas
con discapacidad, como docurmentos en letra grande y en archivos POF accesibles.

EStos servicios no tienen ningun costo para usted.

Tagalog: Kung ikaw o ang taong tinutulungan mo ay kailangan ng mga serbisyo sa wika,
tumawag sa 1-B77-550-3868 (TTY: 711). Makakakuha rin ng miza tulong at serbisyo para sa mga

taong may mza kapansanan, tulad ng naz-access na PDF at mga dokumentong malaking print.
Wala kang babayaran para 3 mga serbisyong ito.

Thai: Hﬂnﬂumﬁuﬁﬁmmﬂmaa ATIAIEUSA TSR TUATEN 1vs 1-877-550-3868 (TTY: 711)
uanTnidadiaTathoms aaua-lﬁnﬁsimqﬂmamu viu PDF WLmda lauasiandis

AurmR e Wmnsmaribifia g odwiuan

Ukrainian: Axuso eam 360 n0aMHl, AKIH BEX 4ON0MaraETe, NOTRIGH NDCTYTH Neperaaay,
TensGoHyHTE Ha HoMep 1-877-550-3B58 (TTY: 711). MM TEKO® HEASEMD MaTepians 73
MOCAYTH IR AEGEH 3 OOMEMREHMMN MOBMBOCTAMM, AE-DT AOKYMEHTH B eUianbHoMy
$oprat PDF abo HaapyroEaHi Benmsu WpkdTos. LU no-cryTd AR BaC Ge3xoumoaHL

Vietnamese: Néu quy vi hodc ai o ma guy vi dang giip 40 can dich vu ngon ngi¥, hdy poi
1-877-550-3868 [TTY: 711). Ching toi cing o san c3C tro gidp va dich vu danh cho nguii
khuryEt t3t, nbhe tai liéu dang ban in khi |dn va PDF oo the tiép can dur'c. oury vi duoc nhan
cac dich vu ndy mien phi.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through
Friday 8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit
online at www.hndental.com
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Welcome to Health Net Dental!

Thank you for joining Health Net Dental (Health Net). Health Net is a dental plan for people who have Medi-
Cal. We work with the State of California to help you get the dental care you need.

Member Handbook

This Member Handbook tells you about your coverage under Health Net. Please read it carefully and
completely. It will help you understand and use your benefits and services. It also explains your rights and
responsibilities as a member of Health Net.

This Member Handbook is also called the Evidence of Coverage (EOC). It is only a summary of Health Net
rules and policies based on the contract between Health Net and the Department of Health Care Services
(DHCS). If you would like to learn the exact terms and conditions of coverage, you may request a copy of the
contract from Member Services.

Call 1-877-550-3868 (TTY 711) to ask for a copy of the contract. You may also ask for another copy of the
Member Handbook at no cost to you or visit our website at http://www.hndental.com to view the Member
Handbook.

Contact us

We are here to help. If you have questions, call 1-877-550-3868 (TTY 711). We are here Monday through
Friday 8:00 a.m. to 5:00 p.m. The call is toll free. You can also visit us online at any time at
http://www.hndental.com.

Thank you,

Health Net Dental
P.O. Box 10348
Van Nuys, CA 91409

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through
Friday 8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit
online at www.hndental.com
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1. Getting Started as a member

How to get help

We want you to be happy with your dental care. If you have any questions or concerns about your care, we
want to hear from youl!

Member Services
Health Net Member Services is here to help you. We can:
e Answer questions about your dental plan and covered services
e Help you choose or change a primary care dentist (PCD)
e Tell you where to get the care you need
e Help you get interpreter services if you do not speak English
e Help you get information in other languages and formats

If you need help, call 1-877-550-3868 (TTY 711). We are here Monday through Friday 8:00 a.m. to 5:00 p.m. The
call is free. You can also visit us online at any time at http://www.hndental.com.

Who can become a member

You qualify for Health Net because you qualify for Medi-Cal and live in Sacramento County. For questions about
enrollment, call Health Care Options at 1-800-430-4263 (TTY 1-800-430-7077). Or visit http://www.dhcs.ca.gov.

If you live in Sacramento County, you can contact the Department of Human Assistance at 1-800-541-5555, or
visit https://ha.saccounty.gov/benefits/medi-cal/Pages/Medi-Cal.aspx.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com
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. _______________________________________________________________________________________________________________________________________________________§

Identification (ID) cards

As a member of Health Net, you will get a dental plan ID card. You must show your dental plan ID card and your
Medi-Cal Benefits Identification Card (BIC) when you get any dental services. You should carry both cards with
you at all times. Here are sample BIC and dental plan ID cards to show you what yours will look like:

BIC Sample:
s !
State of
California
—
Benefits Sue (7. Deeibicut
Identification Signature
ID No. 90000000A95001  (“4rd
SUE G RECIPIENT This card iz for identification only.
Itd ot ntee eligibility.
F 05 20 1993 IssueDate 01 0 1 05 it s et e W
g T b Joo W,
Gender Date of Birth

Sample BIC
(Actual card size = 3 % x 2 3 inches; white card with blue letters on front, black letters on back.)

Health Net ID Card Sample:

; If you have a dental emergency, you should first contact your \
Primary Care Dentist for an immediate appeintment. If your
Primary Care Dentist is not available, contact Health Net Dental
Member Services for assistance. You can receive emergency
dental care from any licensed dentist without prior autherization
from Health Met Dental. Please refer fo your Ewvidence of
Coverage for specific emergency care coverage.

S (877) 550-3868
health net www.hndental.com

MNAME S5Subscriber Name (First Name Last Name)

T S—— PLARE- Fn i Specialty service must be pre-authorized.
EFF: 01012023 Health Net Dental Member Services: (800) 977-7307
GRP# [000000] Monday - Friday: 8:00 am - 5:00 pm

Group Mame

PRV# Dental Office Name California Relay Service (TTY) for the hearing impaired: 711
Dental Office Address or call 1-800-735-2929 (English) 1-800-855-3000 (Spanish)

Dental Office City. ST, Zip ; . N i
(000} 000-0000 ,- \ This card does not guarantee eligibility. '

If you do not get your dental plan ID card within a few weeks of enrolling, or if your card is damaged, lost or
stolen, call Member Services right away. We will send you a new card. Call 1-877-550-3868 (TTY 711).

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com
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2. About your dental plan

Dental plan overview
Health Net is a dental plan for people who have Medi-Cal in Sacramento County. We work with the State of
California to help you get the dental care you need.

You may talk with one of our Member Services Representatives to learn more about the dental plan and how
to make it work for you. Call 1-877-550-3868 (TTY 711).

When your coverage starts and ends

When you enroll in Health Net, you will receive a Health Net Member ID card within 7 calendar days of
enrollment. Please show the Medi-Cal Benefits Identification Card (BIC) and your Health Net Member ID card
every time you go for any dental services. The Health Net Member ID card is proof that you are enrolled with
Health Net.

Your Medi-Cal coverage will need to be renewed every year. The local county human services office will send
you a Medi-Cal renewal form. Complete this form and return it to your local county human services agency. You
can return your information online, in person, by phone, or other electronic means if available in your county.

You must see the dentist listed on your ID card. If you did not choose a Dentist when you enrolled, a dentist will
be assigned to you. You call 1-877-550-3868 (TTY 711) to choose a different dentist. Your Primary Care Dentist’s
name and telephone number are on your ID card.

You may ask to end your Health Net coverage and choose another dental plan at any time. For help choosing a
new plan, «call Health Care Options at 1-800-430-4263 (TTY 1-800-430-7077). Or visit
http://www.healthcareoptions.dhcs.ca.gov.

You can also ask to end your Medi-Cal. You must follow DHCS procedures if you ask to end your coverage.
Sometimes Health Net can no longer serve you. Health Net must end your coverage if:

e You move out of the county or are in prison

e You no longer have Medi-Cal

e You request to be disenrolled from Health Net. You qualify for certain waiver programs

e You need a major organ transplant (excluding kidneys)

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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e You become enrolled with a commercial dental plan

e You let someone else use your dental benefits

Special considerations for American Indians in managed care
If you are American Indian, you have the right to not enroll in a Medi-Cal managed care dental plan. If you have

been enrolled in Health Net, you can ask to leave at any time. If you leave Health Net, you will get your dental
care from Medi-Cal Dental Fee-for-Service. You can also get dental care at an Indian Health Service Division of
Oral Health site. You may also stay with or disenroll from Health Net while getting dental services from these
locations. For information on enrollment and disenrollment call 1-877-550-3868 (TTY 711).

How your dental plan works
Health Net is a dental plan contracted with DHCS. Health Net works with dentists and other providers in your
service area (our network) to provide dental care to you, the member.

Health Net Member Services will tell you how Health Net works and how to get the dental care you need.
Member Services can help you:

e Get a list of dentists

e Find a primary care dentist (PCD)

e Schedule an appointment with your PCD

e Get a new Health Net Member ID card

e Get information about covered and non-covered services

e Get transportation services

e Understand how to report and solve grievances and appeals
e Request member materials

e Answer other questions you may have

To learn more, call 1-800-977-7307 (TTY 711). Or find member service information online at www.hndental.com

Changing dental plans

You may leave Health Net and join another dental plan in your county at any time. Call Health Care Options at
1-800-430-4263 (TTY 1-800-430-7077) to choose a new plan. You can call between 8:00 a.m. and 6:00 p.m.
Monday through Friday, or visit www.healthcareoptions.dhcs.ca.gov.

It takes up to 30 days to process your request to leave Health Net. To find out the status of your request, call
Health Care Options at 1-800-430-4263 (TTY 1-800-430-7077).

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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If you want to leave Health Net sooner, you may ask Health Care Options for an expedited (fast) disenrollment.

If the reason for your request meets the rules for expedited disenroliment, you will get a letter to tell you that
you are disenrolled. Members who can request expedited disenrollment include, but are not limited to, children
receiving services under the Foster Care or Adoption Assistance programs, members with special health care
needs, and members already enrolled in Medicare or another Medi-Cal or commercial managed care plan.

You may qualify for an expedited disenrollment if you meet the following:
e The eligible member has not their used benefits under your dental plan, which Health Net is required to
pay, during the month of which disenrollment is requested
e Disenrollment of eligible members for one of the following reasons, requires supporting documentation:

o The member is an American Indian, a member of an American Indian household, or chooses to
receive dental services through an IHS and has written acceptance from the IHS facility for care
on a fee-for-service basis

o The member is receiving services under the Foster Care or Adoption Assistance Program or has
been placed in the care of Child Protective Services. The disenrollment request must be
submitted by the authorized foster parent, the authorized adoptive parent, or the licensed
agency providing protective services

o The member has complex medical conditions, the disenrollment request is submitted with
supporting documentation of the medical condition, treatment plan, and duration of the
treatment by the Medi-Cal fee-for-service dentist.
The member is enrolled in a Medi-Cal Waiver Program that requires special at home care
The member is participating in a pilot project with the state
Health Care Options (HCO) incorrectly enrolled the member to the wrong Plan or gave out
incorrect information.

o The member submitted a non-expedited request that meets the requirements that was not
processed timely by HCO

o The member has moved or been placed outside of the plan service area
The member has experienced a breakdown in the doctor-patient relationship that cannot be
resolved

o The member requires nursing facility services and will remain in long-term care for more than
two consecutive months

o The member is deceased but is not yet reflected by the Medi-Cal Eligibility Date System.

You may ask to leave Health Net in person at your local county human services office. Find your local office at
http://www.dhcs.ca.gov/services/medi-cal/pages/countyoffices.aspx. Or call Health Care Options at 1-800-430-
4263 (TTY 1-800-430-7077).

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com



http://www.hndental.com/
http://www.dhcs.ca.gov/services/medi-cal/pages/countyoffices.aspx

15| About your dental plan
Continuity of care

As a member of Health Net, you will get your dental care from providers in Health Net network. If you now see
dentists who are not in the Health Net network, you may be able to keep seeing them for up to 12 months. If
your dentists do not join our network by the end of 12 months, you will need to switch to dentists in the Health
Net network.

To qualify for Continuity of care you must have an existing relationship with the out-of-network dentist. The
out-of-network dentist must provide records supporting that you have completed at least one non-emergency
appointment during the 12 months before the date of initial enrollment with Health Net.

You can ask for Continuity of Care if you are in active treatment for covered services or have an active pre-
approval for covered services. Members who have the following documented conditions, listed under California
law, also qualify for Continuity of care, upon request:

e Newborn care between birth to 36 months

e Pregnancy and Postpartum care

e Serious chronic or acute conditions

e Surgery scheduled within 180 days of the termination or effective date of coverage

e Terminal lliness

Health Net will notify you when we receive your request for Continuity of Care, the date the request was
received, and the timeframe for the Plan to make decision, by telephone call, text message, email or written
letter.

Health Net will review and complete your request for Continuity of Care within the following timeframes:
e Urgent requests - as soon as your condition requires but no longer than 3 calendar days from the date
received.
e Immediate attention requests - as soon as your condition requires but no longer than 15 calendar days
from the date received.
e Non-urgent requests - as soon as your condition requires but no longer than 30 calendar days from the
date received.

Health Net will send you a letter letting you know if we approved or denied your request for Continuity of Care:

e Denied requests — will include a reason for our decision and your right to file a grievance or appeal. For
more information on the grievance and appeals process, see Chapter 6 of this Member Handbook.

e Approved requests — will include a reason for our decision, the time period the Continuity of Care will be

active, the process that takes place after the Continuity of Care period ends, and your right to choose a

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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different in-network dentist

Continuity of Care Restart Period

If you change your managed care dental plan after initial enrollment or if you lose and later recover your Medi-
Cal eligibility during the 12 month Continuity of Care period, the Continuity of Care period may start over one
time.

If you change your managed care dental plan or if you lost then recovered eligibility a second time (or more),
the Continuity of Care period will not start over and you will not have the right to a new 12 months of Continuity
of Care.

If you return to Medi-Cal FFS, if applicable, and later re-enrollee in a managed care plan, the Continuity of Care
period will not start over.

College students who move to a new county or out of California

Emergency services and urgent care are available to all Medi-Cal members statewide regardless of county of
residence. As long as you are eligible, Medi-Cal will cover emergency services and urgent care in another state.
Medi-Cal will also cover emergency care that requires hospitalization in Canada and Mexico if the service is
approved and the doctor and hospital meet Medi-Cal rules. Medi-Cal does not cover emergency, urgent or any
other services outside of the United States, except for Canada and Mexico.

If you move to a new county to attend college, you may still be able to get dental services, even if Health Net
does not serve your new county, but you must notify Health Net plan. Or you may be able to get services through
regular Medi-Cal Dental, also known as Fee-for-Service (FFS) Medi-Cal. This is called continuity of care. Health
Net provides continuity of care services for college students if:

e Itisan emergency

To learn more about continuity of care services, call 1-877-550-3868 (TTY 711).

Dentists who leave Health Net
If your dentist stops working with Health Net, you may be able to keep getting services from that dentist. This
is another form of continuity of care. Health Net provides continuity of care services for:

e Services that are not finished by the dentist before leaving Health Net

e Services that are not finished by an out-of-network dentist when you become active with Health Net

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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Health Net provides continuity of care services if the following terms are met:

e The services are covered under your dental plan

e The services are medically necessary

e The services meet our clinical guidelines

e You did not have access to a Health Net dental provider

Health Net does not provide continuity of care services if the following terms are met:
e The services are not covered under your dental plan
e The services are not medically necessary
e The services do not meet our clinical guidelines
e You did have access to a Health Net dental provider

To learn more about continuity of care services, call 1-877-550-3868 (TTY 711).

Costs

Member costs
Health Net serves people who qualify for Medi-Cal. In most cases, Health Net members do not have to pay for

covered services, premiums, co-pays or deductibles. Covered services are dental services that Health Net is
responsible to pay for. If you get a bill for any fees or copayments for a covered service, do not pay the bill. Call
member services right away at 1-877-550-3868 (TTY 711). For a list of covered services, go to Chapter 4. Benefits
and Services.

Except for emergency services or urgent care, you must get pre-approval from Health Net before you visit a
dentist outside the Health Net network. If you do not get pre-approval and you go to a dentist outside of the
network, you may have to pay for the dental care.

If you opt to receive dental services that are not covered services under this plan, a participating dental provider
may charge you his or her usual and customary rate for those services. Prior to providing a patient with dental
services that are not a covered benefit, the dentist should give you a treatment plan that includes each expected
service and the estimated cost of each service.

If you would like more information about dental coverage options, you may call member services at 1-877-550-
3868 (TTY 711). To fully understand your coverage, you may wish to carefully review this evidence of coverage
document.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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Asking Health Net to pay you back for expenses

If you get a bill for a covered service, call 1-877-550-3868 (TTY 711) right away. If you pay for a service that you
think Health Net should cover, file a claim with us. Call 1-877-550-3868 (TTY 711) to ask for a claim form, or for
help to file a claim. Use a claim form and tell us in writing why you had to pay.

If you paid for services you already received, you may qualify to be reimbursed (paid back) if you meet all of the
following conditions:
e The service you received is a covered service that Health Net is responsible to pay for. Health Net will
not pay you back for a service that is not covered.
e You received the covered service after you became eligible for Medi-Cal.
e You ask to be paid back within one year from the date you received the covered service.
e You provide poof that you paid for the covered service, such as a detailed receipt from the dental office.
e You received the covered service from a Medi-Cal dentist in the Health Net’s network. You do not need
to meet this condition if you received emergency services or another service that Medi-Cal allows out-
of network providers to perform without pre-approval.
e [f the covered service normally requires pre-approval, you provide proof from the dentist that shows a
medical need for the covered service.

If you do not meet one of the above conditions, Health Net will not pay you back. Health Net will tell you of its
decision to reimburse you in a letter called a Notice of Action. If you meet all of the above conditions, the Medi-
Cal enrolled dentist should pay you back for the full amount you paid. If the Medi-Cal dentist refuses to pay you
back, Health Net will pay you back for the full amount you paid. Health Net must pay you pack within 45 working
days of receipt of your claim.

For members with a share of cost

You may have to pay a portion of your dental care costs each month before benefits become effective. This is
called your share of cost. The amount of your share of cost depends on your income and resources. For
guestions about share of cost, contact your local county human services office. Find your local office
https://www.dhcs.ca.gov/services/medi-cal/Pages/CountyOffices.aspx.

How a dentist gets paid

Health Net pays dentists in these ways:
e (Capitation payments
o Health Net pays some dentists a set amount of money every month for each Health Net member.
This is called a capitation payment. Health Net and dentists work together to decide on the

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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payment amount.

e Fee-for-service payments
o Some dentists give dental care to Health Net members and then send Health Net a bill for the

services they provided. This is called a fee-for-service payment. Health Net and dentists work
together to decide how much each service costs.

To learn more about how Health Net pays dentists, call 1-877-550-3868 (TTY 711).

Provider Incentive Program
A copy of Health Net’s provider incentive program is available upon request. If you would like to request a copy,
please call Member Services at 1-877-550-3868 (TTY 711).

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00

a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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3. How to get dental care

Getting dental services

PLEASE READ THE FOLLOWING INFORMATION SO YOU WILL KNOW HOW AND WHERE YOU CAN GET DENTAL
CARE.

You can begin to get dental care services on your effective date of coverage. Always Keep your dental plan ID
card and Medi-Cal BIC card with you. Never let anyone else use your ID card or BIC card. Dentists are also called
dental providers.

New members must choose a primary care dentist (PCD) in our network. The Health Net network is a group of
dentists who work with us. You must choose a PCD within 30 days from the time you become a member in
Health Net. If you do not choose a PCD, we will choose one for you.

You may choose the same PCD or different PCDs for all family members in Health Net.

If you have a dentist you want to keep, or you want to find a new PCD, you can look in the dental Provider
Directory. It has a list of all PCDs in our plan network. The dental Provider Directory has other information to
help you choose. If you need a dental Provider Directory, call 1-877-550-3868 (TTY 711). You can also find the
dental Provider Directory on our website at www.hndental.com.

If you cannot get the care you need from a participating dental provider in our network, your PCD must ask
Health Net for approval to send you to an out-of-network provider.

Read the rest of this chapter to learn more about PCDs, our dental Provider Directory and our dental provider
network.

When you call for an appointment with your PCD, tell the person who answers the phone that you are a member
of Health Net. Give your dental plan ID number.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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To get the most out of your dental visit:

e Bring your Medi-Cal benefits identification card (BIC)

e Bring your dental plan ID card

e Bring your valid California ID card or driver's license

e Know your Social Security Number

e Bring your list of medications

e Be ready to talk with your Primary Care Dentist (PCD) about any dental problems you've noticed for
yourself or your children.

Be sure to call your PCD’s office if you are going to be late or cannot go to your appointment.

Getting to your appointment

If you don’t have a way to get to and from your appointments for covered services, we can help arrange
transportation for you. This service is called non-emergency medical transportation and is not for emergencies.
This type of transportation is available for services and appointments that are not related to emergency services
and may be available at no cost to you. Go to Chapter 4 (Benefits and Services) and review section Non-
Emergency Medical Transportation.

Routine dental care

Oral health is an important part of overall health and well-being. The Medi-Cal Dental program recommends
that children begin seeing a dentist by their first tooth or their first birthday. Routine care is regular dental care.
Health Net covers routine care from your PCD. Some services may be referred to dentists that are specialists,
and some services may require pre-approval (prior authorization).

Initial Dental Health Appointment

As a new member of Health Net, it is important for you to have a new patient appointment with your PCD. Your
PCD will look at your oral condition and determine your dental needs. Your PCD information is available on your
Health Net member dental ID card to schedule your appointment for an initial dental health appointment. If you
need help scheduling an initial dental health appointment with your PCD, call Member Services at 1-877-550-
3868 (TTY 711).

Care Coordination/Case Management

Health Net’s goal is to get you the right care, at the right time, from the right provider. You may qualify for Care
Coordination/Case Management if you have a dental condition that requires extra support, or if you have a long
term medical condition, illness, are pregnant, or homeless.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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A Case Manager can help you get the care you need. Your Health Plan Case Manager may work with us to

coordinate your dental care along with other medical services, community-based organizations and/or the State
of California.

If you have a dental condition that requires extra support and coordination, you may have a case manager with
us. If you have a medical condition, illness, or are pregnant or homeless requiring extra support and coordination
you may have a case manager who can help you get the dental services you need. Your health plan case manager
may work with us to coordinate your dental care along with other medical services, community-based
organizations and/or the State of California. Please call Member Services and advise you would like to speak to
Case Management. Your dental plan case manager is your go-to person. They will help you figure out how to
get the dental services you need.

How can Health Net better serve you and your oral health needs?

Health Net would like to know how to best meet your oral health needs. The Initial Health Assessment (IHA)
Form allows Health Net to collect health information, establish your care needs and ensure enrollees receive
proper dental care and coordination of services at no cost to you.

We would like you to complete the IHA from that is included in this Handbook and mail it back to us. You can
also complete the IHA form online by visiting https://www.healthnet.com/ or call Member Services Department
at 1-877-550-3868 (TTY 711).

We ask all our new members to complete the OHRA form so we can determine what kind of assistance and care
you may need.

Initial Health Assessment (IHA)

Health Net recommends that, as a new member, you see your new PCD in the next 90 days for an initial health
assessment (IHA). The purpose of the IHA is to help your PCD learn your health care history and needs. Your
PCD may ask you some questions about your health history or may ask you to complete a questionnaire. Your
PCD will also tell you about health education counseling and classes that may help you.

When you call to schedule your IHA, tell the person who answers the phone that you are a member of Health
Net. Give your Health Net ID number. Take your BIC and your Health Net ID card to your appointment._

It is a good idea to take a list of your medications and questions with you to your visit. Be ready to talk with your
PCD about your health care needs and concerns. Be sure to call your PCD’s office if you are going to be late or
cannot go to your appointment.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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Changing Case Manager
You will be assigned a Case Manager. To change your Case Manager at any time, call 1-877-550-3868 (TTY 711).

Long Term Care
Health Net members residing in a long-term care facility, including but not limited to, nursing facilities and

homes for the developmentally disabled have the ability to meet their dental needs on-site at these facilities.
For questions and/or assistance with making an appointment, please contact your Health Net Case Manager 1-
877-550-3868 (TTY 711).

To learn more about LTC you can go online to Social Services Agency at: https://www.ssa.ocgov.com/health-

care-services/medi-cal-program-services/long-term-care or you can call 714-645-3093 to ask for an application

All dental services must meet Medi-Cal Dental program requirements to be covered.

Dental services that may be covered for children are:
e Exams and x-rays
e Cleanings
e Fluoride treatments

e Sealants
e Fillings
e Crowns

e Tooth extractions
e Root canal treatment
e Braces

Dental services that may be covered for adults are:
e Exams and x-rays
e Cleanings
e Deep Cleanings (scaling and root planing)
e Fluoride treatments
e Fillings
e Crowns
e Root canal treatment
e Tooth extractions
e Full and partial dentures
e Other medically necessary dental services

For a full list of child and adult dental services, read Chapter 4 in this handbook.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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Urgent dental care
Health Net covers urgent dental care. You may need urgent dental care if you have one of the following
examples:

e A chipped tooth

e Lost filling, crown or bridge

e Dull toothache

If you need to see a dentist right away but it is not an emergency, urgent care appointments are available within
72 hours.

During normal office hours, call your dentist for help. If it is after office hours, try calling your dentist first. If you
cannot reach your dentist, call Health Net anytime at 1-877-550-3868 (TTY 711) for assistance.

Emergency dental care

Health Net covers emergency dental care. A dental emergency can be pain, bleeding, or swelling that can cause
harm to you or your teeth if not fixed right away. Emergency dental care is available 24 hours a day, 7 days per
week. You do not need approval from Health Net to get emergency care.

During normal office hours, call your dentist for help. If it is after office hours, try calling your dentist first. If you
cannot reach your dentist, call Health Net anytime at 1-877-550-3868 (TTY 711) for assistance.

You may also call 911 or go to the nearest hospital. If you are away from home, you can find a dentist that is
close to you to get emergency care. Dentists who are not contracted with Health Net may charge you for
emergency care. If you pay for emergency care, we will pay you back.

For medical emergencies, call 911 or go to the nearest emergency room.

If you need help, call 1-877-550-3868 (TTY 711). We are here Monday through Friday 8:00 a.m. to 5:00 p.m. The
call is free.

Where to get dental care

Dentists
You will choose a primary care dentist (PCD) from the Health Net dental Provider Directory. Your PCD must be
a participating dentist. This means the dentist is in our network.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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To get a copy of our dental Provider Directory, call 1-877-550-3868 (TTY 711).

You will get most of your care from your PCD. Your PCD will give you most of your routine dental care. Your PCD
will refer (send) you to specialists if you need them. You should also call if you want to check to be sure the PCD
you want is taking new patients.

If you were seeing a dentist for certain conditions before you were a member of Health Net, you may be able to
keep seeing that dentist. This is called continuity of care. You can read more about continuity of care [page 20]
of this handbook. To learn more, call 1-877-550-3868 (TTY 711).

Dental Provider Directory

The Health Net dental Provider Directory lists providers that participate in the Health Net network. The network
is the group of providers that work with Health Net.

The Health Net dental Provider Directory lists dentists, specialist dentists, and clinics and Rural Health Clinics
(RHCs).

The dental Provider Directory has names, provider addresses, phone numbers, business hours and languages
spoken. It tells if the provider is taking new patients, the provider’s cultural and linguistic capabilities (i.e.,
languages offered by the provider or language interpreters, including American Sign Language). It also gives the
level of physical accessibility for the building, such as parking, ramps, stairs with handrails and accessible
restrooms.

You can find the online dental Provider Directory at www.hndental.com. If you need a printed Provider
Directory, call 1-877-550-3868 (TTY 711).

Dental provider network

The Health Net dental provider network is the group of dentists and specialty dentists that work with Health
Net. You will get your covered services through our network.

In network
You will use dentists in the Health Net network for your dental care needs. You will get preventive and routine
care from your PCD. You will also use specialists and other providers in our network.

To get a dental Provider Directory of network providers, call 1-877-550-3868 (TTY 711). Or you can find our
dental Provider Directory online at www.hndental.com.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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For urgent or emergency dental care, call your PCD. If you would like assistance to schedule an appointment, or
are not in your home area, call 1-877-550-3868 (TTY 711).

For medical emergency care, call 911 or go to the nearest emergency room.

Out of network

Out-of-network providers are those that do not have an agreement to work with Health Net. Except for urgent
or emergency care, you may have to pay for care from providers who are out of network. If you need covered
dental care services, you may be able to get them out of network at no cost to you as long as they are medically
necessary and not available in the network.

If you need help with out-of-network services, call 1-877-550-3868 (TTY 711).

If you are outside of our service area and need care that is not an emergency, call your PCD right away. Or call
1-877-550-3868 (TTY 711).

If you have questions about out-of-network or out-of-area care, call 1-877-550-3868 (TTY 711).

Primary care dentist (PCD)

New members must choose a PCD within 30 days of enrolling in Health Net. You may choose a general dentist
as your PCD.

You can also choose a Federally Qualified Health Center (FQHC), community clinic, American Indian Health Clinic
or other primary care facility that has dental services as your PCD if they are in the Health Net network and if
you qualify for their services. These are centers that are located in areas that do not have many dental care
services.

You can choose the same or different PCDs for everyone in your family who is a member of Health Net. If you
do not choose a PCD within 30 days, a dentist who works with member care in Health Net will choose a PCD for
you.

Your PCD will:
e Get to know your dental needs
e Keep your dental records
e Give you the preventive and routine dental care you need

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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e Refer (send) you to a specialist if you need one

You can look in the dental Provider Directory to find a PCD in the Health Net network. The dental Provider
Directory has a list of FQHCs that work with Health Net.

You can find our dental Provider Directory online at www.hndental.com. Or call 1-877-550-3868 (TTY 711). You
can also call to find out if the PCD you want is taking new patients.

Choice of Dentists
You know your dental care needs best, so it is best if you choose your PCD.

It is best to stay with one PCD so he or she can get to know your dental care needs. However, if you want to
change to a new PCD, you can change one time each month. You must choose a PCD who is in the Health Net
dental provider network and is taking new patients.

Your new choice will become your PCD on the first day of the next month after you make the change. To change
your PCD, call 1-877-550-3868 (TTY 711).

We may ask you to change your PCD if the PCD is not taking new patients, has left our network, or does not give
care to patients your age. Health Net or your PCD may also ask you to change to a new PCD if you cannot get
along with or agree with your PCD, or if you miss or are late to appointments. If we need to change your PCD,
we will tell you in writing.

If you change PCDs, you will get a new dental plan member ID card in the mail. It will have the name of your
new PCD. Call Member Services if you have questions about getting a new ID card.

Appointments and visits
When you need dental care:
e Call your PCD
e Have your Health Net ID number ready on the call
e Leave a message with your name and phone number if the office is closed
e Take your BIC and dental plan ID card to your appointment
e Bring an identification card or driver license
e Be on time for your appointment
e Call right away if you cannot keep your appointment or will be late
e Have your questions ready in case you need them

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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Payment
You do not have to pay any deductibles or co-pays for covered services. You should not get a bill from a dentist.
You may get an Explanation of Benefits (EOB) or a statement from a dentist. EOBs and statements are not bills.

If you do get a bill, call 1-877-550-3868 (TTY 711). Tell us the amount charged, the date of service and reason
for the bill.

If you get a bill or are asked to pay a co-pay, you can also file a claim form. You will need to tell us in writing why
you had to pay for the item or service. We will read your claim and decide if you can get money back. For
guestions or to ask for a claim form, call 1-877-550-3868 (TTY 711).

Referrals

Your PCD will give you a referral to send you to a specialist if you need one. A specialist is a dentist who has
extra education in one area of dentistry. Your PCD will work with you to choose a specialist. Your PCD’s office
can help you set up a time to see the specialist.

Your PCD may give you a form to take to the specialist dentist. The specialist dentist will fill out the form and
send it back to your PCD. If you want a copy of our referral policy, call 1-877-550-3868 (TTY 711).

You do not need a referral for:
e PCD visits
e Urgent or emergency care

Pre-approval
For some types of care, your PCD or specialist dentist will need to ask us before you get the care. This is called

prior authorization or pre-approval. It means that Health Net agrees that the care is medically necessary.

Dental care is medically necessary if it is to prevent and eliminate orofacial disease, infection, and pain, to
restore the form and function of the dentition, or to correct facial disfiguration or dysfunction. Dental services
must meet Medi-Cal program rules for medical necessity.

These dental services need pre-approval, even if you receive them from a dental provider in the Health Net
network:

e Root canals

e Crowns

e Full/partial dentures

e Deep cleanings (scaling and root planing)

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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e General anesthesia and IV sedation

e Other dental services your dentis recommends may also require approval

For some services, such as care from a specialist dentist, you need pre-approval if you get the care out of
network. We will decide within 5 business days, for routine service, or 72 hours for urgent care.

We review the request to decide if the care is medically necessary and covered. We do not pay our reviewers
to deny coverage or dental services. If we do not approve the care, we will tell you why.

Health Net will contact you if we need more information or more time to review your request.

Second opinions
You might want a second opinion about care your PCD says you need, or about your diagnosis or treatment

plan. For example, you may want a second opinion if you are not sure you need a prescribed treatment or
surgery. To get a second opinion, call your PCD. Your PCD can refer you to a network provider for a second
opinion. Or call 1-877-550-3868 (TTY 711).

We will pay for a second opinion if you or your network dentist asks for it and you get the second opinion from
a network dentist. You do not need permission from us to get a second opinion if the dentist you choose for a
second opinion is approved. If you have urgent request, we will decide within 72 hours. Call Member Services
at 1-877-550-3868 (TTY 711).

If we deny your request for a second opinion, you may file a grievance. To learn more about grievances, go to
section 7 in this handbook.

Timely Access to Care
Health Net must provide appointments within the following timeframes:

e Routine appointments (including preventive care) — 4 weeks

e Specialist appointments — 30 business days (ages 21+); 30 calendar days (under age 21)
e Urgent care appointments — 72 hours

e Emergency care — Must be available 24 hours, 7 days per week

Dental Health Education Services

Dental health education services are part of preventive services and primary dental health care visits.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday 8:00
a.m. to 5:00 p.m. The call is toll free.  Or call the California Relay Line at 711. Visit online at
www.hndental.com
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4. Benefits and services

What your dental plan covers

In this section, we explain all of your covered services as a member of Health Net. Your covered services are
free as long as they are medically necessary. Care is medically necessary if it is to prevent and eliminate orofacial
disease, infection, and pain, to restore the form and function of the dentition, and to correct facial disfiguration
or dysfunction.

We offer these types of dental services:

Type of Service Examples

] Diagnostic Exams, x-rays

1 Preventive Cleanings, fluoride treatments, sealants (for children)

] Restorative Fillings, crowns

] Endodontic Pulpotomies, root canals

O Periodontal Gum surgery, deep cleaning

0 Removable Prosthodontics Immediate and complete dentures, partial dentures, relines
L1 Oral and Maxillofacial Surgery Extractions

L] Orthodontics Braces (for children)

LI Adjunctive Sedation, general anesthesia

Read the summary of benefits and each of the sections below to learn more about the exact services you can
get.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Summary of benefits
Below is a summary of dental benefits for adults and children:
« Benefit X Not a benefit

Residing in a
Limited | Pregnancy Racy (,Skllled
Full Scope Scope Related Nursing
Facility/Intermediate

Procedure Care Facility)
Oral Evaluation (Under age 3 only) v p 4 X v
Initial Exam (Age 3+) v X v v
Periodic Exam (Age 3+) v p_¢ v v
Regular Cleanings v X v v
Fluoride treatment v X v v
Restorative Services — Fillings v X v v
Crowns* v X v v
Scaling and Root Planing (deep cleaning)** v X v v
Periodontal Maintenance (gums) v X v v
Anterior Root Canals (in front) v X v v
Posterior Root Canals (in back) v p 4 v v
Partial Dentures v X v v
Full Dentures v X v v
Extractions/Oral and Maxillofacial Surgery v v v v
Emergency Services v v v v

Exceptions:

*1. Not a benefit under age 13. Crowns on molars or premolars (back teeth) may be covered based on medical

necessity.

**Not a benefit under age 13. Allowable under special circumstances.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Postpartum Care Extension Program
The Postpartum Care Extension Program provides extended coverage for Medi-Cal members during pregnancy

and after pregnancy. The program extends coverage by Health Net for up to 12 months after the end of the
pregnancy regardless of income, citizenship, or immigration status and no additional action is needed.
Medically necessary services include covered services that are reasonable and necessary to:

e Protect life;

e Prevent significant illness or significant disability;

e Alleviate severe pain;

e Achieve age-appropriate grown and development;
and

e Attain, maintain and regain functional capacity.
For members under age 21, medically necessary services include all covered services identified above, and any
other necessary services, treatment or other measures to correct or ameliorate defects and physical and mental
illnesses and conditions, as required by the federal Early and Periodic Screening, Diagnostic and Treatment
(EPSDT) benefit. This includes care that is necessary to fix or help relieve a physical or mental iliness or condition
or to maintain the member’s condition to keep it from getting worse.

EPSDT provides a broad range of prevention, diagnostic, and treatment services for low-income infants, children
and adolescents under age 21. The EPSDT benefit is more robust than the benefit for adults and is designed to
assure that children receive early detection and care so that health problems are averted or diagnosed and
treated as early as possible. The goal of EPSDT is to assure that individual children get the health care they need
when they need it — the right care at the right time in the right setting.

Frequency of services
Dental services are covered if medically necessary. However, for some services, there are limits on how many

times you may receive the service within a given period of time. Below are common services where there are
limits:
e Examinations — Every 6 months (under age 21); Every 12 months (ages 21+)
e Bite-wing x-rays — Every 6 months
e Full mouth x-rays — Every 36 months
e Panoramic x-rays — Every 36 months
e Caries risk assessments — Low risk every 6 months; Moderate risk every 4 months’ High risk every 3
months; ages 0-6 for all risk levels
e Teeth cleaning — Every 6 months (under age 21); Every 12 months (ages 21+)
e Topical fluoride — Every 6 months (under age 21); Every 12 months (ages 21+)
e Sealants — Every 36 months (under age 21 only)
e Fillings — Every 12 months (per baby tooth); Every 36 months (per permanent tooth)
e Crowns— Every 5 years (age 13+)
Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at

www.hndental.com.
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e Deep cleaning (scaling/root planing) — Every 24 months per quadrant (age 13+)

e Full and partial dentures — Every 5 years
e Denture repair and relines — Twice per year

Teledentistry services

Teledentistry is a way of getting services without being in the same physical location as your dentist.
Teledentistry may involve having a live conversation with your provider, or may involve sharing information with
your dentist without a live conversation. It is important that both you and your dentist agree that the use of
teledentistry for a particular service is appropriate for you. You can contact your dentist to learn which types of
services may be available through teledentistry.

Non-Emergency Medical Transportation

You are entitled to use Non-Emergency Medical Transportation (NEMT) when you physically or medically are
not able to get to your medical appointment by car, bus, train, or taxi, and the plan pays for your dental
condition.

NEMT is an ambulance, litter van, wheelchair van or air transport. NEMT is not a car, bus or taxi. Health Net
allows the lowest cost NEMT for your dental needs when you need a ride to your appointment. That means, for
example, if you are physically or medically able to be transported by a wheelchair van, Health Net will not pay
for an ambulance. You are only entitled to air transport if your medical condition make any form of ground
transportation not possible.

NEMT must be used when it is:
e Physically or medically needed as determined with a written prescription by a physician; or
e You are not able to physically or medically use a bus, taxi, car or van to get to your appointment;
e Approved in advance by Health Net with a written prescription by a physician.

To ask for NEMT, please call Health Net at 1-877-550-3868 (TTY 711) at least ten (10) business days (Monday-
Friday) before your appointment. For urgent appointments, please call as soon as possible. Please have your
member ID card ready when you call.

Limits of NEMT
There are no limits for receiving NEMT to or from dental appointments covered under Health Net when a
provider has prescribed it for you.

What Does Not Apply?
If your physical and medical condition allows you to get to your medical appointment by car, bus, taxi, or other
easily accessible method of transportation. Transportation will not be provided if the service is not covered by

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Health Net. A list of covered services is in this member handbook.

Cost to Member
There is no cost when transportation is authorized by Health Net.

Non-Medical Transportation
You can use Non-Medical Transportation (NMT) when you are:

e Traveling to and from an appointment for a Health Net covered service prescribed by your provider.

Health Net allows you to use a car, taxi, bus, or other public/private way of getting to your dental appointment
for plan-covered dental services including mileage reimbursement when transportation is in a private vehicle
arranged by the member and not through a transportation broker, bus passes, taxi vouchers or train tickets.
Health Net allows the lowest cost NMT type for your dental needs that is available at the time of your
appointment.

To ask for NMT services, please call Health Net at 1-877-550-3868 (TTY 711) at least 10 business days (Monday-
Friday) before your appointment or call as soon as you can when you have an urgent appointment. Please have
your member ID card ready when you call.

Limits of NMT
There are no limits for receiving NMT to or from dental appointments covered under Health Net when a provider
has prescribed it for you.

What Does Not Apply?
NMT does not apply if:
e Anambulance, litter van, wheelchair van, or other form of NEMT is medically needed to get to a covered
service.
e The service is not covered by Health Net. A list of covered services is in this member handbook.

Cost to Member
There is no cost when transportation is allowed by Health Net.

What your dental plan does not cover
Medi-Cal does not cover these dental services, over the age 21:
e Crowns with high noble metal (gold)
e Gingival irrigation
e Procedures that are considered “global”or “inclusive”, with a non-covered benefit

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Flexible base partial dentures
Specialty dentist consultations
Orthodontic treatment (braces)
Deep Cleaning/Scaling when the x-rays do not show significant amount of bone loss and presence of
calculus deposits below the gumline.
Metal based partial dentures unless there is an existing or an approved treatment planned full denture
on the other arch
Fixed partial denture (bridge) unless exceptional medical conditions are present.
Implants and implant related services unless exceptional medical conditions are present. Exceptional
medical conditions include, but are not limited to, the following:

o Cancer of the oral cavity requiring ablative surgery and/or radiation leading to destruction of
alveolar bone, where the missing osseous structures are unable to support conventional dental
prostheses.

o Severe atrophy of the mandible and/or maxilla that cannot be corrected with vestibular
extension procedures or osseous augmentation procedures, and the patient is unable to function
with conventional prostheses.

o Skeletal deformities that preclude the use of conventional prostheses (such as arthrogryposis,
ectodermal dysplasia, partial anodontia and cleidocranial dysplasia).

o Traumatic destruction of jaw, face or head where the remaining osseous structures are unable
to support conventional dental protheses.

Dental services provided outside Sacramento County are not covered unless it is an emergency. If you have
guestions or want to learn more about dental services, call Medi-Cal Dental at 1-800-322-6384 (TTY 711). You
can also visit the Medi-Cal Dental Program website at http://www.smilecalifornia.org.

Services you cannot get through Health Net or Medi-Cal

There are some services that neither Health Net nor Medi-Cal will cover, including:

California Children’s Services (CCS)

Non-dental related services

Any dental service that is not covered by the Medi-Cal Dental program

Dental services started prior to active coverage or after termination of coverage with the Plan

Dental services, procedures, appliances or restorations to treat Temporomandibular Joint Dysfunction
(TM))

Dental services that are determined to be for cosmetic purposes based on professional review

Dental services that are determined not to be medically necessary based on professional review

Dental services to restore tooth structure lost from abrasion, erosion, teeth grinding or clinching
Dental services or appliances that are provided by a dentist who specializes in Prosthodontics

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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e Dental services for the removal of third molar teeth (wisdom teeth) that do not have meaningful signs

of decay, irreversible pain and infection and/or the teeth are not blocking the eruption of other teeth

e Dental services that would change the way teeth come together to bite and chew

e Any dental service performed outside of your assigned dental office, unless expressly authorized by
Health Net

e Any routine dental service performed by a dentist or dentist specialist in an inpatient/outpatient hospital
setting

Read each of the sections below to learn more. Or call 1-877-550-3868 (TTY 711).

California Children’s Services (CCS)
CCS is a state program that treats children under 21 years of age with certain health conditions, diseases or

chronic health problems and who meet the CCS program rules. If Health Net or your PCP believes your child has
a CCS condition, he or she will be referred to the CCS program.

CCS program staff will decide if your child qualifies for CCS services. If your child can get these types of care, CCS
providers will treat him or her for the CCS condition. Health Net will continue to cover types of service that do
not have to do with the CCS condition such as physicals, vaccines and well-child checkups.

Health Net does not cover care given by the CCS program. For CCS to cover these problems, CCS must approve
the provider, services and equipment. CCS does not cover all problems. CCS covers most problems that
physically disable or that need to be treated with medicines, surgery or rehabilitation (rehab). CCS covers
children with problems such as:
e Congenital heart disease
e (Cancers
e Tumors
e Hemophilia
e Sickle cell anemia
e Thyroid problems
e Diabetes
e Serious chronic kidney problems
e Liver disease
e Intestinal disease
e C(Cleft lip/palate
e Spina bifida
e Hearing loss
e (Cataracts
e Cerebral palsy
Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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e Seijzures that are not controlled

e Rheumatoid arthritis

e Muscular dystrophy

e AIDS

e Severe head, brain or spinal cord injuries
e Severe burns

e Severely crooked teeth

The state pays for CCS services. If your child is not eligible for CCS program services, he or she will keep getting
medically necessary care from Health Net. To learn more about CCS, call 1-877-550-3868 (TTY 711)

Other programs and services for people with Medi-Cal
There are other programs and services for people with Medi-Cal, including:

Health Net’s Health Education Department offers no cost programs, services and resources to help Medi-Cal
members stay healthy and manage their health conditions. Members and providers may obtain more
information of available programs, services and resources by visiting:
https://www.healthnet.com/content/healthnet/en us/members/medi-cal/health-net-medi-cal-wellness-
programs.html or call the toll-free Health Education Information Line at (800) 804-6074 (TTY: 711).

Read each of the sections below to learn more about other programs and services for people with Medi-Cal.
Members and providers may obtain more information of available programs, services and resources by visiting:
https://www.dhcs.ca.gov/services/Pages/Medi-CalDenti-Cal.aspx

Some of the additional programs available through Medi-Cal include:

Medi-Cal Waivers: a program that provided additional services to specific groups of individuals, limited services

to specific geographic areas, and providers medical coverage to individuals who may not otherwise be eligible
for Medi-Cal.

Medicare Part D Prescription Drug Program: A law the includes a prescription drug benefit for Medicare Part D

members.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at

www.hndental.com.
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Vision Care Program: A health benefit that is covered for most members eligible under Medi-Cal.

Coordination of benefits
Health Net offers services to help you coordinate your dental care needs at no cost to you. If you have questions
or concerns about your dental care or your child’s dental care, call 1-877-550-3868 (TTY 711).

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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5. Child and youth preventive
dental services

Health Net automatically gives child and youth members under 21 years old the dental services to ensure they
get the right preventive dental services. This chapter explains these services.

Dental check-ups

Keep your baby’s gums clean by gently wiping the gums with a washcloth every day. At about four to six months
“teething” will begin as the baby teeth start to come in. You should make an appointment for your child’s first
dental visit as soon as their first tooth comes in or by their first birthday, whichever comes first. The following
Medi-Cal dental services are free or low-cost services for:

Babies ages 1 to 4:
e Baby’s first dental visit
e Baby’s first dental exam
e Dental exams (every 6 months; every 3 months from birth to age 3)
e X-rays
e Teeth cleaning (every 6 months)
e Fluoride treatment (every 6 months)
e Fillings
e Tooth removal
e Emergency services
e Sedation (if medically necessary)

Kids ages 5-12:

e Dental exams (every 6 months)

e X-rays

e Teeth cleaning (every 6 months)

e Fluoride treatment (every 6 months)

e Molar sealants

e Fillings

e Root canals

e Tooth removal

e Emergency services
Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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e Sedation (if medically necessary)

Kids ages 13-17:
e Dental exams (every 6 months)
o X-rays
e Fluoride treatment (every 6 months)
e Teeth cleaning (every 6 months)
e Orthodontics (braces) for those who qualify
e Fillings
e Crowns
e Root canals
e Partial and full dentures
e Scaling and root planing
e Tooth removal
e Emergency services
e Sedation (if medically necessary)

If you have questions or want to learn more about covered Medi-Cal dental services, call
1-877-550-3868 (TTY 711). You may also visit the Health Net at www.hndental.com.

Help getting child and youth preventive dental services
Health Net will help members under 21 years old to get the services they need. Health Net can:

e Tell you about the services

e Find providers

e Make appointments for you

e Provide care coordination to get the right care even if Health Net is not responsible for paying for that
care.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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6.

Rights and responsibilities

As a member of Health Net, you have certain rights and responsibilities. This chapter will explain those rights
and responsibilities. This chapter will also provide legal notices that you have a right to as a member of Health

Net.

Your rights

Health Net members have these rights:

To be treated with respect, giving due consideration to the Member’s right to privacy and the need to
maintain confidentiality of the Member’s medical and dental information.

To be provided with information about the plan and its services, including Covered Services.

To be able to choose a Primary Care Dentist within the Contractor’s network.

To participate in decision making regarding their own dental care, including the right to refuse
treatment.

To voice grievances, either verbally or in writing, about the organization or the care received.

To receive oral interpretation services for their language.

To have access to Federally Qualified Health Centers, Indian Health Service Facilities, and Emergency
Services outside the Contractor’s network pursuant to the federal law.

To request a State Hearing, including information on the circumstances under which an expedited
hearing is possible.

To have access to, and where legally appropriate, receive copies of, amend or correct their Dental
Record.

To disenroll upon request.

To receive written Member informing materials in alternative formats (including Braille, large size print,
and audio format) upon request and in a timely fashion appropriate for the format being requested and
in accordance with W & | Code Section 14182 (b)(12).

To be free from any form of restraint or seclusion used as a means of coercion, discipline, convenience,
or retaliation.

To receive information on available treatment options and alternatives, presented in a manner
appropriate to the Member’s condition and ability tounderstand.

To receive a copy of his or her dental records, and request that they be amended or corrected, as
specified in federal regulations.

Freedom to exercise these rights without adversely affecting how they are treated by the Contractor,
providers, or the State.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Your responsibilities
Health Net members have these responsibilities:
e Having treatment completed with your assigned PCD.
e Following all of the dental office’s rules about care and conduct.
e Following the referral process for specialty care.
e Giving your PCD, to the best of your knowledge, correct information about your physical and dental
health.
e Telling your PCD if you have any sudden changes to your physical and dental health.
e Telling your PCD or specialist that you understand the treatment plan and what is required of you.
e Staying with the treatment plan that you understood and agreed to with your PCD or specialist.
e Keeping your planned appointments with your PCD or specialist.
e Telling your PCD or specialist ahead of time if you are unable to make your planned appointments.
e Your own actions if you refuse treatment or do not follow your PCD’s or specialist’s treatment plan,
e Understanding your dental benefits, including what is and is not covered.
e Paying any fees or monies to your dentist when agreeing to complete services not covered under your
plan.

Ways to get involved as a member

Health Net wants to hear from you. Each year, Health Net have meetings to talk about what is working well
and how we can improve. Members are invited to attend. Join us and tell us what you think!

Health Net’s Public Policy Committee
Health Net has a group called the Public Policy Committee. This group is made up of members and providers.
Joining this group is voluntary. The group talks about how to improve Health Net policies and is responsible
for:

e Recommending ways to better serve our members

e Reviewing quality metrics to ensure member satisfaction

e Suggesting improvements to Health Net’s programs

e Reviewing Health Net’s financial reports

e Health Net’s financial reports

If you would like to be a part of this group, call 1-877-550-3868/TTY 711. If you are accepted to join the
Committee, you will be paid for each meeting that you attend.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Non-discrimination notice

Discrimination is against the law. Health Net follows state and federal civil rights laws and does not unlawfully
discriminate, exclude people, or treat them differently because of sex, race, color, religion, ancestry, national
origin, ethnic group identification, age, mental disability, physical disability, medical condition, genetic
information, marital status, gender, gender identity, or sexual orientation.

Health Net provides:
e Free aids and services to people with disabilities to help them
communicate better, such as:
o Qualified sign language interpreters
o Written information in other formats (braille, large print,
audio, accessible electronic formats, and other formats)
e Free language services to people whose primary language is
not English, such as:
o Qualified interpreters
o Information written in other languages

If you need these services, contact Health Net between Monday through Friday 8:00 a.m. to 5:00 p.m. by calling
1-877-550-3868. If you cannot hear or speak well, please call TTY 711 to use the California Relay Service.

HOW TO FILE A GRIEVANCE

If you believe that Health Net has failed to provide these services or unlawfully discriminated in another way
on the basis of sex, race, color, religion, ancestry, national origin, ethnic group identification, age, mental
disability, physical disability, medical condition, genetic information, marital status, gender, gender identity, or
sexual orientation, you can file a grievance with Health Net Civil Rights Coordinator. You can file a grievance by

phone, in writing, in person, or electronically:
e By phone: Contact Health Net between 8 a.m. and 5 p.m. Monday through Friday at 1-866-458-2208.
Or, if you cannot hear or speak well, please call TTY: 711.
Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at

www.hndental.com.
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e In writing: Fill out a complaint form or write a letter and send it to:

Health Net Civil Rights Coordinator

P.O. Box 9103

Van Nuys, CA 91409-9103
e In person: Visit your doctor’s office or Health Net and say you want to file a grievance.
e Electronically: Visit Health Net’s website at

https://www.healthnet.com/content/healthnet/en us/members/medi-cal/dental.html

OFFICE OF CIVIL RIGHTS — CALIFORNIA DEPARTMENT OF HEALTH CARE SERVICES
You can also file a civil rights complaint with the California Department of Health Care Services, Office of Civil

Rights by phone, in writing, or electronically:
e By phone: Call 916-440-7370. If you cannot speak or hear well, please call 711 (Telecommunications
Relay Service).

e In writing: Fill out a complaint form or send a letter to:
Office of Civil Rights
Department of Health Care Services
Office of Civil Rights
P.O. Box 997413, MS 0009
Sacramento, CA 95899-7413
Complaint forms are available at http://www.dhcs.ca.gov/Pages/Language Access.aspx.

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

OFFICE OF CIVIL RIGHTS — U.S. DEPARTMENT OF HEALTH AND HUMAN SERVICES

If you believe you have been discriminated against on the basis of race, color, national origin, age, disability or
sex , you can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office
for Civil Rights by phone, in writing, or electronically:
e By phone: Call 1-800-368-1019. If you cannot speak or hear well, please call TTY/TDD 1-800-537-7697.
e In writing: Fill out a complaint form or send a letter to:
U.S. Department of Health and Human Services
200 Independence Avenue, SW
Room 509F, HHH Building
Washington, D.C. 20201
Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.

e Electronically: Visit the Office for Civil Rights Complaint Portal at
https://ocrportal.hhs.gov/ocr/smartscreen/main.jsf

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Notice of Privacy Practices

A statement describing Health Net’s policies and procedures for preserving the confidentiality of dental records
is available and will be furnished to you upon request.

As required by law, this notice is about your rights, our legal duties and privacy practices with respect to the
privacy of Personal Health Information (PHI). This notice also talks about the way we may collect, use and
disclose your PHI. We must follow the orders of the notice currently in effect. We keep the right to make changes
to this notice from time to time and to make the changed notice effective for all PHI we keep. You can find our
most current privacy notice on our website at www.hndental.com

Call our Member Services at 1-877-550-3868 (TTY 711) Monday through Friday for a written copy of this notice.

Notice about laws
Many laws apply to this Member Handbook. These laws may affect your rights and responsibilities even if the

laws are not included or explained in this handbook. The main laws that apply to this handbook are state and
federal laws about the Medi-Cal program. Other federal and state laws may apply too.

Notice about Medi-Cal as a payer of last resort

Sometimes someone else has to pay first for the services Health Net provided to you. For example, if you
already have insurance from your employer. The California Department of Health Care Services has the right
and responsibility to collect for covered Medi-Cal services for which Medi-Cal is not the first payer.

The Medi-Cal program complies with state and federal laws and regulations relating to the legal liability of third
parties for health care services to its members. We will take all reasonable measures to ensure that the Medi-
Cal program is the payer of last resort.

Notice of Adverse Benefit Determination

We must use the Notice of Adverse Benefit Determination (NABD) form to notify you of a denial, termination,
and delay or modification in benefits. If you disagree with our decision, you can file an appeal with our plan.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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7. Reporting and solving
problems

There are two kinds of problems that you may have with your dental plan:

e A complaint (or grievance) is when you have a problem with Health Net, or a provider, or with the dental
care or treatment you got from a provider

e An appeal is when you don’t agree with Health Net’s decision not to cover services

You should use the Health Net grievance and appeal process first to let us know about your problem. This does
not take away any of your legal rights and remedies. We will also not discriminate or retaliate against you for
complaining to us. Letting us know about your problem will help us improve care for all members.

If your grievance is not solved, you may file a complaint with the California Department of Managed Health Care
(DMHCQ). If you disagree with the result of your appeal, you can request a State Fair Hearing. You must complete
Health Net’s internal appeal process before you can request a State Fair Hearing.

You may also ask for an Independent Medical Review (IMR) from DMHC. The IMR is an impartial review of a
dental plan’s decision. The IMR decides medical necessity, coverage, and payment disputes for urgent or
emergency services. You must apply for an IMR within 6 months after Health Net sent you a written decision
about your appeal.

If you ask for a State Hearing first (see below for more about appeals and State Hearings), you cannot ask for an
Independent Medical Review (IMR). But if you ask for an IMR first and are not satisfied with the result, you can
ask for a State Hearing. You can get help from the California Department of Managed Health Care.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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“The California Department of Managed Health Care is responsible for regulating health careservice plans. If

you have a grievance against your health plan, you should first telephone your health plan at 1-877-550-3868
(TTY 711) and use your health plan’s grievance process before contacting the department. Utilizing this grievance
procedure does not prohibit any potential legal rights or remedies that may be available to you. If you need help
with a grievance involving an emergency, a grievance that has not been satisfactorily resolved by your health
plan, or a grievance that has remained unresolved for more than 30 days, you may call the department for
assistance. You may also be eligible for an Independent Medical Review (IMR). If you are eligible for IMR, the IMR
process will provide an impartial review of medical decisions made by a health plan related to the medical
necessity of a proposed service or treatment, coverage decisions for treatments that are experimental or
investigational in nature and payment disputes for emergency or urgent medical services. The department also
has a toll-free telephone number 1-888-466-2219) and a TDD line (1-877-688-9891) for the hearing and speech
impaired. The department’s Internet Website https://www.dmhc.ca.gov complaint forms, IMR application

forms and instructions online.”

The California Department of Health Care Services (DHCS) Medi-Cal Managed Care Ombudsman can also help.
The Ombudsman can help with problems the plan has not resolved; problems joining, changing or leaving a
plan; and other problems with a Medi- Cal managed care plan. You can call the Ombudsman at 1-888-452-8609,
Monday through Friday from 8:00 a.m. to 5:00 p.m.

You can also file a grievance with your county eligibility office about your Medi-Cal eligibility. If you are not sure
who you can file your grievance with, call 1-877-550-3868 (TTY 711).

Complaints
A complaint (or grievance) can be about care you get from a network provider. A complaint can also be about

Health Net. See below for more about appeals and State Hearings. You can file your complaint with your PCD or
with Health Net.

You can file a complaint with us by phone or by mail. There is no time limit to file a complaint. To file a complaint
by phone, call your PCD’s office or call 1-877-550-3868 (TTY 711). Give your dental plan ID number, your name,
and the reason for your complaint.

To file a complaint by mail, call 1-877-550-3868 (TTY 711). Ask to have a form sent to you. When you get the
form, fill it out. Be sure to include your name, dental plan ID number, and the reason for your complaint. Tell us
what happened and how we can help you.
e Mail to:
Health Net Dental
Appeals & Grievances
P.O. Box 10348
Van Nuys, CA 91410
Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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If you need help filing your complaint, we can help you. We can give you free language services. Call 1-877-550-

3868 (TTY 711).

Within 5 days of getting your complaint, we will send you a letter letting you know we received it. Within 30
days, we will tell you how we resolved your problem.

If you want us to make a fast decision because the time it takes to resolve your complaint would put your life,
health, or ability to function in danger, you can ask for an expedited (fast) review. To ask for an expedited review,
call 1-877-550-3868 (TTY 711). We will make a decision within 72 hours of receiving your complaint.

Appeals

An appeal is different from a complaint. An appeal is a request for Health Net to review and change a decision
we made about coverage for a requested service. If we sent you a Notice of Adverse Benefit Determination
(NABD) and you do not agree with our decision, you can file an appeal, or your PCD can file an appeal for you.

You can file an appeal by phone or by mail. You must file an appeal within 60 calendar days from the date on
the notice you received.

e To file an appeal by phone, call 1-877-550-3868 (TTY 711). Give your name, health plan ID number, and
the service you are appealing.

e To file an appeal by mail, call 1-877-550-3868 (TTY 711). Ask to have a form sent to you. When you get
the form, fill it out. Be sure to include your name, dental plan ID number, and the service you are
appealing.

Mail form to:

Health Net Dental

Appeals & Grievances

P.O. Box 10348

Van Nuys, CA 91410
Online: www.hndental.com

If the notice that we sent tells you services will stop, you can keep receiving services during your appeal. To do
that, you or your PCD must request an appeal within 10 days of the date the notice was mailed to you. You
should tell us that you want to continue receiving services.

If you need help filing your appeal, we can help you. We can give you free language services. Call 1-877-550-
3868 (TTY 711).

Within 5 days of getting your appeal, we will send you a letter letting you know we received it. Within 30 days,
we will tell you our appeal decision.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at

www.hndental.com.
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If you or your doctor wants us to make a fast decision because the time it takes to resolve your appeal would

put your life, health, or ability to function in danger, you can ask for an expedited (fast) review. To ask for an
expedited review, call 1-877-550-3868 (TTY 711). We will make a decision within 72 hours of receiving your
appeal.

State Hearings
A State Hearing is a meeting with people from the California Department of Social Services (DSS). A judge will

help to resolve your problem. You can ask for a State Hearing only after you have completed an appeal process
within Health Net and you are still not happy with the decision or if you have not received a decision on your
appeal after 30 days.

You can ask for a State Hearing by phone or mail. You must ask for a State Hearing no later than 120 calendar
days from the date on the notice telling you of the appeal decision. Your PCD can ask for a State Hearing for you
if he or she gets approval from DSS. Call DSS to ask the state to give approval for your PCD to ask for a State
Hearing.

If the notice that we sent tells you services will stop, you can keep receiving services during your State Hearing.
To do that, you or your PCD must request a State Hearing within 10 days of the date the notice was mailed to
you. You should say that you want to continue receiving services.

To ask for a State Hearing by phone, call the California Department of Social Services’ (DSS) Public Response
Unit at 1-800-952-5253. (TTD 1-800-952-8349).

To ask for a State Hearing by mail, fill out the form provided to you with your appeals resolution notice.

Send it to:

California Department of Social Services State Hearings Division
P.O. Box 944243, MS 09-17-37

Sacramento, CA 94244-2430

If you need help asking for a State Hearing, we can help you. We can give you free language services. Call 1-877-
550-3868 (TTY 711). At the hearing, you will give your side. We will give our side. It could take up to 90 days for
the judge to decide your case.

If you want us to make a fast decision because the time it takes to have a State Hearing would put your life,
health, or ability to function fully in danger, you or your PCD can write to DSS. You can ask for an expedited (fast)
State Hearing. DSS must make a decision no later than 3 business days after it gets your request.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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If you already had a State Hearing, you cannot ask for an IMR. But, if you ask for an IMR first and are not happy

with the result, you can still ask for a State Hearing.

Fraud, waste and abuse
If you suspect that a provider or a person who gets Medi-Cal has committed fraud, waste or abuse, it is your

right and responsibility to report it.

Provider fraud, waste and abuse includes:
e Changing dental records
e Prescribing more medication than is medically necessary
e Giving more dental care services than are medically necessary
e Billing for services that were not given
e Billing for professional services when the professional did not perform the service

Fraud, waste and abuse by a person who gets benefits includes:
e Lending, selling or giving a dental plan ID card or Medi-Cal Benefits Identification Card (BIC) to someone
else
e Getting similar or the same treatments or medicines from more than one provider
e Going to an emergency room when it is not an emergency
e Using someone else’s Social Security number or dental plan ID number

To report fraud, waste and abuse, write down the name, address and ID number of the person who committed
the fraud, waste or abuse. Give as much information as you can about the person, such as the phone number
or the specialty if it is a provider. Give the dates of the events and a summary of exactly what happened.

Send your report to:
Health Net Dental

C/O LIBERTY Dental Plan
Special Investigation Unit
P.O. Box 26110

Santa Ana, CA 92799-6440

Or you may call our twenty-four (24) hour Fraud, Waste, and Abuse Hotline at 1-888-704-9833 (TTY: 711).

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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8.

Important numbers and
words to know

Important phone numbers

Health Net Member Services 1-877-550-3868 (TTY 711)
Medi-Cal Dental Beneficiaries 800-322-6384 (TTY 800-735-2922)
DMHC Help Center 888-466-2219

Health Care Options — Medi-Cal Managed Care 800-430-4263
Health Consumer Alliance 888-804-3536

Medi-Cal Eligibility 916-552-9200

Medi-Cal Fair Hearing 800-952-5253 (TTY 800-952-8349)
Medi-Cal Managed Care 916-449-2000

Medi-Cal Ombudsman 888-452-8609

Words to know

Appeal: A formal request asking Health Net to review denied services for treatment provided. An
appeal may be filed by your dentist.

Applicable: Applies to, or refers to having an effect on someone or something.

Authorization: See Prior Authorization.

Balance Billing: Billing a patient for the difference between the dentist's actual charge and the
amount paid by Health Net. Except for copayments and Share of Cost, balance billing is not allowed

for covered services.

Beneficiary: A person who is eligible for Medi-Cal benefits.

Beneficiary Identification Card (BIC): The Medi-Cal identification card provided by the Department of
Health Care Services to beneficiaries. The BIC includes the beneficiary number and other important
information.

Benefits: Medically necessary dental services provided by a Health Net dentist that are available
through the Medi-Cal dental program.

California Children Services (CCS) Program: A public health program which provides specialized
diagnostic, treatment, and therapy services to eligible children under the age of 21 years who have CCS
eligible conditions as defined state regulations.

Caries: Another term for tooth decay or cavities.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Clinical Screening: An examination by a dentist to provide an opinion about the appropriateness of
treatment proposed or provided by a different Health Net dentist. The Health Net may require a
clinical screening under certain circumstances.
Complaint: A verbal or written expression of dissatisfaction, including any dispute, request for
reconsideration, or appeal made by you, or a dentist on your behalf. A complaint can also be made by
your representative.
Copayment: A small portion of the dentist’s fee that is paid by the beneficiary.
Covered Services: The set of dental procedures that are benefits of the Health Net. The Health Net
will only pay for medically necessary services provided by a Health Net dentist that are benefits of the
Medi-Cal dental program.
Dental Specialist: A dentist providing specialty care such as endodontics, oral surgery, pediatric
dentistry, periodontics, and orthodontics (braces).
Early and Periodic Screening, Diagnosis and Treatment (EPSDT): A federal program that requires
health care for children under age 21 through periodic screenings, diagnostic and treatment
services. Dental care is included in the EPSDT program.
Eligibility: Refers to meeting the requirements to receive Medi-Cal benefits.
Emergency Care: A dental examination and/or evaluation by a Health Net dentist or dental specialist
to determine if an emergency dental condition exists, and to provide care to treat any emergency
symptoms within the capability of the facility within professionally recognized standards of care.
Emergency Dental Condition: A dental condition that the absence of immediate attention could
reasonably be expected to result in placing the individual’s health in jeopardy, causing severe pain
or impairing function.
Endodontist: A dental specialist who limits his or her practice to treating disease and injuries of the
pulp and root of the tooth.
Exclusion: Refers to any dental procedure or service not available under the Medi-Cal dental program.
Grievance: See Complaint.
Identification: Refers to something that proves who a person is, such as a driver’s license.
Limitations: Refers to the number of services allowed, type of service allowed, and/or the most
affordable dentally appropriate service.
Medi-Cal Dentist: A dentist who has been approved to provide covered services to Medi-Cal
beneficiaries.
Medically Necessary: Covered services which are necessary and appropriate for the treatment of the
teeth, gums, and supporting structures and that are (a) provided according to professionally
recognized standards of practice; (b) determined by the treating dentist to be consistent with the
dental condition; and (c) are the most appropriate type, supply and level of service considering the
potential risks, benefits, and covered services which are alternatives.
Non-Covered Service: A dental procedure or service that is not a covered benefit.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Non-Participating Dentist: A dentist who is not enrolled in Medi-Cal and is not authorized to
provide services to Medi-Cal eligible beneficiaries.
Notice of Authorization (NOA): A computer-generated form sent to dentists in response to their
request for authorization of services. (See Treatment Authorization Request.)
Other Health Coverage / Other Health Insurance: Coverage for dental related services you may have
under any private dental plan, any insurance program, any other state or federal dental care program,
or under other contractual or legal entitlement.
Oral Surgeon: A dental specialist who limits his or her practice to the diagnosis and surgical treatment
of diseases, injuries, deformities, defects and appearance of the mouth, jaws and face.
Orthodontist: A dental specialist who limits his or her practice to the prevention and treatment of
problems in the way the upper and lower teeth fit together in biting or chewing.
Out-of-Network provider: A provider who is not part of the Health Net network.
Palliative Care: Treatment that relieves pain but does not fix the problem causing the pain, or provides
only a temporary fix.
Participating Dental Provider: A provider enrolled in Medi-Cal that provides dental services to the
Plan’s member.
Pediatric Dentist: A dental specialist who limits his or her practice to treatment of children from
birth through adolescence, providing primary and a full range of preventive care treatment.
Periodontist: A dental specialist who limits his or her practice to treatment of diseases of the gums
and tissue around the teeth.
Premium: The amount of money that a person must pay monthly for dental coverage. Plan members
do not have to pay a premium.
Prior Authorization: A request by a Health Net dentist to approve services before they are
performed. Dentists receive a Notice of Authorization (NOA) from Health Net for approved
services.
Procedure Code: A code number that identifies a specific medical or dental service.
Prosthodontist: A dental specialist who limits his or her practice to the replacement of missing
teeth with dentures, bridges or other substitutes.
Provider: An individual dentist, Registered Dental Hygienist in an Alternative Practice (RDHAP), dental
group, dental school or dental clinic enrolled in the Medi-Cal dental program to provide health care
and/or dental services to Medi-Cal beneficiaries.
Provider Directory: A list of all providers in the Health Net network.
Referral: When your PCP says you can get care from another provider. Some covered care and
services require a referral and pre-approval.
Requirements: Refers to something that you must do, or rules you must follow.
Responsibility: Refers to something that you should do, or are expected to do.

Service area: The geographic area Health Net serves. This includes the counties of
Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday

8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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Sacramento and Los Angeles.

Share of Cost: The share of health expenses that a beneficiary must pay or promise to pay before
any Medi-Cal payments can be made for that month.

Signature: Refers to your name written in your handwriting.

State Hearing: A State Hearing is a legal process that allows beneficiaries to request a reevaluation of
any denied or modified Treatment Authorization Request (TAR). It also allows a beneficiary or dentist
to request a reevaluation of a reimbursement case.

Treatment Authorization Request (TAR): A request submitted by a Health Net dentist for

approval of certain covered services before treatment can begin. A TAR is required for certain services
and under special circumstances.

TAR/Claim Form: The form used by a dentist when requesting authorization to perform a service

or to receive payment for a completed service.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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9. Forms

L
Vag: Member Grievance and Appeals Form
health net
| MEMBER GRIEVANCE/COMPLAINT FORM I
Date:

Please print all information.

Complainant information:

() ()

Name Work Telephone Number

Home Telephone number

Address City

Name of person(s) related to complainant:

State Zip Code

Name ID Number
Name ID Number
Name ID Number

Nature of complaint: [Check all that apply]

(1 Marketing L] Difficulty

. disenrolling
L] Quality

[] Transportation
(] Emergency care

[ Staff attitude
L] Other:

(1 Member billing
L] Accessibility to Care

] Authorization

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at

www.hndental.com.
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Problem statement: Date of Occurrence: Location:

Provider Name:

Describe the problem/complaint in detail:

Use the back of this form if additional space is needed.

Signature of Member Date
(or signature of parent where member is a minor or incapacitated)

MEDICAL RELEASE

MEMBER: Please provide name and telephone number of any providers who may have treated you for the
condition, which is the subject of this grievance

All Medical Records obtained will be held in strict confidence and used solely for reviewing
your grievance.

| HEREBY AUTHORIZE AND REQUEST THE ABOVE LISTED PROVIDER(S) TO RELEASE ANY AND ALL MEDICAL RECORDS
TO HEALTH NET SUPPORTING MEDICAL NECESSITY FOR THE SUBJECT OF THIS GRIEVANCE:

SIGNATURE: DATE:

(If signed by other than Member) RELATIONSHIP:

(MOTHER, FATHER, GUARDIAN)

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at
www.hndental.com.
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If you should have any further questions or need additional assistance concerning this matter, please contact
our Member Services Department toll free at 1-877-550-3868 (TTY: 711). When complete, please submit this
form to: Health Net, Attn: Medi-Cal Member Appeals and Grievance Department, P.O. Box 10348, Van Nuys,
CA 91410-0348. Fax Number: (877) 831-6019.

The California Department of Managed Health Care is responsible for regulating health care service plans. If
you have a grievance against your health plan, you should first telephone your health plan at 1-877-550-
3868 /TTY: 711 and use your health plan’s grievance process before contacting the department. Utilizing
this grievance procedure does not prohibit any potential legal rights or remedies that may be available to
you. If you need help with a grievance involving an emergency, a grievance that has not been satisfactorily
resolved by your health plan, or a grievance that has remained unresolved for more than 30 days, you may
call the department for assistance. You may also be eligible for an Independent Medical Review (IMR). If you
are eligible for an IMR, the IMR process will provide an impartial review of medical decisions made by a
health plan related to the medical necessity of a proposed service or treatment, coverage decisions for
treatments that are experimental or investigational in nature and payment disputes for emergency or urgent
medical services. The department also has a toll-free telephone number (1-888-466-2219) and a TDD line
(1-877-688-9891) for the hearing and speech impaired. The department’s internet website
www.dmhc.ca.gov has complaint forms, IMR application forms, and instructions online.

Call member services at 1-877-550-3868 (TTY/TDD 711). Health Net is here Monday through Friday
8:00 a.m. to 5:00 p.m. The call is toll free. Or call the California Relay Line at 711. Visit online at

www.hndental.com.
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