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Welcome to Whole You

YOUR ANNUAL, BENEFITS AND SERVICES
NEWSLETTER FROM HEALTH NET

Whole You is your source for information to help you make the
most of your Health Net coverage.

In this issue you’ll enjoy topics and information, including:

 Checkups and Vaccines Are Key
« Quality Improvement

» Case Management

- Coverage Decisions

» We Speak Your Language

« How We Protect Your Privacy

- Confidential Care from Any
Qualified Provider

« How Soon Can | See the Doctor?

» Which Health Screenings Do
You Need?

 Flu Shot

« Primary Care: Your First Stop
for Better Health

» Need Help to Quit Smoking?

« Not Happy With Your Care?
We Want to Know

C
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Have comments or thoughts
on topics you’d like to see in
upcoming issues?

Please call our Health
Education line at
1-800-804-6074 (TTY: 711).
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Start Smart for Your Baby®
you | Y

W Pregnant?
g‘ This program is for you! Start Smart for Your Baby® 9

(VAN ey is a special program for pregnant women. -

foriourBaby Information is available by mail, phone and on the —
web. Our Start Smart staff can answer your questions I
and provide support. Plus, we can arrange a home visit if needed. Neighborhood Help

For more info, call Member Services at 1-800-675-6110 (TTY: 711). Health Net Community

Connect (Aunt Bertha) is a
free online search service that

1 makes it easy to find free and
C h e C ku pS a n d VaC C I n es low-cost social services in
your community. You can find

A re Key anything from food pantry, to

housing and medical supplies

Well-child checkups can help ensure that your child is healthy. by entering your ZIP code.
At each checkup, the doctor will check your child’s height Visit Health Net Community
and weight. Connect (Aunt Bertha). The
link will connect you to the
O 2 to 5 days service.
Enter the ZIP code, choose a
G 1,2, 4,6,9,12,15,18, 24, 30, and topic that you need and a list
36 months of programs will appear in
that ZIP code.
After age 3 USE THESE STEPS TO FIND
COVID-19 RESOURCES
For teens ol

healthnet.auntbertha.com

Your child will also get any needed vaccines. Many vaccines are - TR A ] G

needed in the first few years. That tapers off as kids get older. * enter

But teens still need booster shots. And everyone over age 6 months ‘COVID19’ in the search box

old needs a flu shot every year. The Aunt Bertha team has

If your child is overdue for a checkup, call the doctor’s office and also responded to the wildfire

make an appointment today. crisis to help people in need.
New programs are being

Sources: American Academy of Pediatrics; National Institutes of Health added daily.

2 www.healthnet.com/shp



https://healthnet.auntbertha.com

(P Health Net'

oooooooooooooooo

uality Improvement
you | 2P

Get even better care in 2021! Health Net is working with doctors and other health care providers
to enhance your care quality. This teamwork will also help ensure that you receive timely access
to health care services.

The Health Net Quality « Provide behavioral health Plus, in 2020, Health Net
Improvement Program reviews services. improved performance or met
our products and services to - Promote health safety. the goal in several clinical areas
make sure they meet your health . make sure you get the right that are checked every year.
care needs. These products and prescription medication The table below highlights
services are designed to: treatment. some of those results.
 Promote a healthy lifestyle. « Help you better understand If you would like more
* Help you get important your health. information about our Quality
preventive care. « Give members better access to Improvement Program, please
« Provide proper disease health services. call Member Services at the
management and improve « Give members better access to toll-free number listed on your
chronic care. health care. Health Net ID card.

Measures of clinical care Medi-Cal

IMPROVED] GOAL MET2

Adult body mass index (BMI) assessment

Antidepressant medication management

Asthma medication ratio

Breast Cancer Screening

Childhood immunizations - Combination 10

Chlamydia screening

Controlling High Blood Pressure

Diabetes Care - hemoglobin Alc (HbAlc) testing
Diabetes Care - HbAlc Poor Control >9%

Immunizations for Adolescents

Timeliness of Prenatal Care

Weight Assessment and Counseling - BMI documentation

Timproved from previous year.
2|s above the state required minimal performance level.
Scores are based on billings records and/or medical records review.

www.healthnet.com/shp 3
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Finding your way through the
health care system can be a
challenge. Health Net has a team
of nurses, social workers and
other health care staff who can
help. They work with you and
your doctors to create a plan to
help you manage your illness
and regain your health.

A case manager can:

« Help find community resources
to support your care.

« Help all your providers share
information about your care
with one another.

» Guide you to make the most of
your health care benefits.

« Help you fully understand:
- Your illness.
- Your treatment options.

- Actions you can take to
improve your health.

It is your choice whether to take
part in Case Management or not.
This will not affect your health
care benefits.

Case Management may help if you or a loved one:

« Has a complex condition, such as diabetes, coronary artery disease,
asthma, congestive heart failure, transplant, end-stage renal
disease, or cancer.

« Has had many hospital stays.
« Needs advanced home care.
« Has had a serious injury.

« Has a terminal illness.

You can learn more about how your caregiver or your doctor can
refer you to the Case Management program. You can also ask for
an evaluation to find out if Case Management can help you.

Call 1-800-675-6110 (TTY: 711).

Help Us Improve Your Care!

It starts with you. You may have the chance to take the CAHPS Survey that collects your feedback with
your doctors and your health plan. Please respond to any member experience surveys and make your

voice heard. Let us know what is going well and areas where we can improve. Your input is vital in shaping
the future of your health care. If you get a survey, please reply. Surveys are sent out to select members in
early spring each year. Your private feedback will be the voice of thousands of members. We look forward
to hearing from you!

4 www.healthnet.com/shp
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WHOLE ..
Care Information in an
ou

Easy-to-Understand Way

Health Net knows that health care and health insurance is
complex, and for most people it can be hard to figure out.

Asking questions can help you be an active member of your health
care team. To help make it easier, here are some tips you can use
when you see your doctors so you can be sure you know what’s going
on with your health care.

Ask your doctor, nurse, pharmacist, or other health care provider:

1 What is my main problem?
9 What do | need to do?

3 Why is it important for me to do this?

Take a notebook to your doctor appointments
Here are simple ways to use your notebook:

« Write down the plan that you and your doctor make together.

» Write down any questions you have for your doctor, instructions
you need to follow and/or your test results.

« Ask your doctor to write in your notebook important information
you need to know.

The Diabetes Prevention Program

The Diabetes Prevention Program is an all mobile program to help you lose weight
and reduce your risk of getting type 2 diabetes. It’s a one-year program that

includes:

» A Health Coach who will answer your questions.
« A small online peer group for extra support.

» Weekly online lessons with tips.

Apply now www.yeshealth.com/healthnetmedi-cal.

www.healthnet.com/shp 5
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WHOLE | How We Protect Your

ydu Privacy

Guarding your privacy is a top priority at Health Net. We follow
strict guidelines that govern how we may collect, use or disclose
your protected health information (PHI). You also have certain
rights with regard to the information we maintain about you.
Health Net is required by federal

and state laws to inform you

about your rights, our legal
duties and privacy methods

with respect to your PHI. PHI includes information

Health Net’s Notice of Privacy about you, such as:

Practices explains: Demographic information,

« How your PHI may be used or like your race, ethnicity or
disclosed. language spoken.

« Your rights as a member to Any information that can
access PHI and to request be used to identify you.
amendments, restrictions or
an accounting of disclosures Your past, present or
of PHI. future physical or mental

health condition.

» How to file a complaint.
How we provide health

To obtain a copy of Health Net’s
care to you.

privacy policies:

1. Log in to www.healthnet.com. The payment for that care.

2. Scroll down to the bottom of
the page.

3. Click Legal Notices. Then click
Privacy Practices to reach the
Notice of Privacy Practices.

6 www.healthnet.com/shp


www.healthnet.com

(P Health Net'

MMMMMMMMMMMMMM

WHEOLE | Confidential Care from
ou Any Qualified Provider

Did you know you can get private care for some services from any qualified provider you
choose - not just your regular doctor? You can count on this for some very personal kinds of
medical care, such as:

Birth control and birth control Termination of pregnancy. Screening and treatment
counseling. Get the care and support you for diseases that are spread
Find out what kind of birth need to make the choices that through sex.

control is right for you. are best for you. This includes testing for HIV.

You will not have to pay for these services. They are a covered benefit of Health Net Medi-Cal.

myStrength™ - the Health Club
for Your Mind

Now you can use the web and mobile tools to help you get better
and stay mentally strong.

myStrength offers resources to improve your mood and help
manage pain and drug or alcohol abuse.

Here’s how to sign up:

1. Go to www.myStrength.com/HNMediCal.
2. Click Sign Up.

3. Complete the myStrength Wellness Assessment and
personal profile.

4. Go mobile! Get the myStrength app for iOS and
Android™ devices when you sign up for your
account.

Android is a trademark of Google LLC.

www.healthnet.com/shp 7
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Health Net works to help you and your family be healthy,
secure and comfortable. Nothing should stop you from getting
the care you need.

Health Net makes all choices
about your care based on

your medical needs and your

coverage. We do not reward
doctors who deny medical care
or treatment. We will review
any report of a doctor who does
not give needed care to our
members. Any doctor found to
have acted improperly may have
his or her Health Net contract
ended.

If you have questions, you can
talk with us in your preferred
language. Call the toll-free or
TTY number on your Health Net
member ID card, 24 hours a
day, 7 days a week. Please ask
for the Utilization Management
Department.

We Speak Your Language

Health Net has a Language
Assistance Program to help
you talk to your doctor or any
health care provider in your
language. This service is at no
cost. Through the Language
Assistance Program, we can:

« Let you use an interpreter
when you talk with your doctor
or any health care provider.
You do not need to use family
or friends as an interpreter.

« Let you use an interpreter
to talk with a Health Net
representative.

8

» Send you Health Net materials
written in your language.

» Read any Health Net materials
to you in your language.

Interpreter services are available
24 hours a day, 7 days a week.
Call 1-800-675-6110 (TTY: 711).

Call at least five days in advance
if you would like to request

an in person or video remote
interpreter at no cost to you.
Please allow 10 days for sign
language interpreters.

Please call us at
1-800-675-6110 (TTY: 711)

to tell us what language you
prefer to speak and read.
Please also let us know your
race and ethnicity. We use this
information to improve our
services for you. Health Net
will protect your individual
information.

www.healthnet.com/shp
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WEOLE | Which Health Screenings

ydu Do You Need?

There are health screenings that can help doctors catch
problems early. That is when treatment for diseases may
work better.

What’s right for you?
Which screenings you may need depends on your age and other
things. Ask your doctor about these screenings.

.

-

Breast cancer Get a mammogram every year starting at //6 —
age 35 or as your doctor suggests. --'//
Cervical cancer Starting at age 21, get a cervical cancer
screening (Pap test) every 3 years. At age
30, you can have a Pap test every 3to 5
years or as your doctor suggests.
Chlamydia Every year through age 24 for sexually
(a sexually transmitted |active, non-pregnant people; every year
infection) starting at age 24 if at high risk.
, Flu Shot
Colorectal cancer At age 50, talk to your doctor about which
test is right for you. If you are high risk, Flu season starts as early
your doctor may start testing at age 40. as October. So get your
. . . flu shot as soon as you
High cholesterol If at |.ncreased risk, check every 5 years can. Every person ages
starting at age 35 for men and age 45 for
6 months and older needs
women. .
this safe shot every year.
Hypertension At least every 2 years and more often if Ask your doctor about a flu
(high blood pressure) | your numbers are high. shot today!
Source: Centers for Disease
Prostate cancer tAt z;geg40, talk to your doctor about Control and Prevention
esting.

Sources: American Cancer Society; Department of Health and Human
Services; U.S. Preventive Services

www.healthnet.com/shp 9
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WEOLE | How Soon Can | See

Jfou the Doctor?

When you need medical care, it is important to get it promptly.
The amount of time before your appointment depends on your
health issue. It also depends on the type of care you need.

The table below shows how soon you should be able to see a doctor.
It may be OK to wait longer if it does not harm your health. Be sure
to call the number on your member ID card if you have questions.

If you feel that you are having an emergency, call 911 or go to the
nearest emergency room.

. Wait time for
Appointment type .
appointment
Note: Routine care appointment with Within 10 working days
King dav i I your primary care physician (PCP) -
* A working day Is usually your main doctor
Monday thr.ough Friday. Routine care appointment with a Within 15 working days
It does not include weekends specialist (when your PCP refers you)
or holidays. Urgent appointment for services that Within 48 hours
- List of services requiring prior do not need approval in advance
authorization is available on Urgent appointment for services Within 96 hours
www.healthnet.com. that need approval in advance
(prior authorization)
First prenatal visit Within 10 working days
Well-child visit with a PCP Within 10 working days
Physical exam/preventive checkup Within 30 calendar days
Ancillary testing (such as labs, Within 15 working days

X-rays or therapy services that you
cannot get in your doctor’s office)

Interpreters must be available at the time of the appointment. Call
Health Net to ask for an interpreter 10 days prior to the appointment.

10 www.healthnet.com/shp
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Get Your Health Plan
Information 24 /7!

Do you need to learn more about how your health plan works? Visit us at www.healthnet.com.
Have your Health Net member ID card and follow the steps to register. Once you are registered
on the site, you can use these tools.

Online tools

My Health Plan
Helps you learn about:

« Who in your family is covered.

« What services are covered
by your plan and what is not
covered.

» How to get urgent care and
emergency care, out-of-area
services and care after
business hours.

 Your member rights and
responsibilities. These are
found in your Evidence of
Coverage.

« How our Quality Improvement
Program can help you.

« Your Medi-Cal share of costs
or copayments.

« How we evaluate new medical
and behavioral health
technology.

« Access clinical practice
guidelines on
www.healthnet.com.

www.healthnet.com/shp

My Plan Activity

Submit and track medical
claims. You can file a complaint
or appeal. You can also track
your claims by phone by calling
the Member Services number
on the back of your member

ID card.

Wellness Center
Find out how to stay healthy and
get health education resources.

ProviderSearch

Find a primary care doctor, a
hospital or a specialist. You
can also find behavioral health,
dental and vision providers.

How Can We Help You Today?
Find quick links to some of the
things that you may need most
often, such as printing a copy of
your member ID card.

Privacy

Learn more about your privacy.
Scroll to the bottom of the page
and click Legal Notices. Then
click Privacy Practices to reach
the Notice of Privacy Practices.

If you don’t have online access,
you can get all the information
you need with one call to
Member Services at
1-800-675-6110 (TTY: 711).

1
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Experts say each of us needs a
home base for our health care.
That means having a regular
doctor to meet your basic health
care needs.

A primary care doctor can help
you stay healthy - or get better
when you’re ill. He or she can
treat most minor problems.

So unless you have a true
emergency, you will most likely
not need to go to a hospital for
this type of care.

Your primary care doctor will
also help you manage your
chronic health problems, such as
diabetes or asthma. Your doctor
may send you to a specialist and
follow up with you as needed.

He or she will work with you

and your specialists to keep any
health problems under control.

Your main doctor can also:

« Give you checkups and other
preventive care, such as shots
or health screenings.

« Help you reach a health goal.
That might be to stop smoking
or lose weight.

 Be your partner in wellness.

Your primary care doctor is
listed on the back of your

Health Net member ID card.

Call Member Services if you

need help finding a doctor who is
right for you at 1-800-675-6110
(TTY: T11).

Primary Care: Your First
Stop for Better Health

Need Help to Quit
Smoking?

Call the california Smokers’
Helpline!

1-800-NO-BUTTS
(1-800-662-8887)

or go to

@ www.nobutts.org

Sources: Agency for Healthcare Research and Quality; American Academy of Family Physicians

12
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Doctors and other health care
providers strive to give the best
care possible. But there may be
times when you are not happy
with the care you received.
When that happens, we want
to know about it. This is called
a grievance. We use this
information to make the services
you receive from Health Net
better.

The easiest way to file a
grievance is to call Health Net
Member Services (see number
listed under Contact Us). You
can tell your grievance to a
Member Services representative
and he or she will file it for you.
Or, he or she will send you a
form that you can complete

and send back.

If you have a grievance, please
call Member Services at the
number listed in the box at
the right.

Eat Healthy and Get Fit!

Change doesn’t happen overnight. Focus on step-by-step changes.
To learn more about being active and eating well, call and ask about
our Fit Families for Life*® and Healthy Habits for Healthy People
programs. You can get a workbook, cookbook, and exercise stretch
band! Call us Monday through Friday, 9 a.m. to 5 p.m., at

1-800-804-6074.

www.healthnet.com/shp

L
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Not Happy with Your Care?
We Want to Know

Contact us

Member Services......... 1-800-675-6110 (TTY: 711)
Nurse Advice Line ........ 1-800-675-6110 (TTY: 711)
Interpreter Services. . ..... 1-800-675-6110 (TTY: 711)
Health Education

Information Line ........ 1-800-804-6074 (TTY: 711)
Enrollment Services. ...... 1-800-327-0502 (TTY: 711)
Health Net Dental ........ 1-800-977-7307 (TTY: 711)
Websites

www.healthnet.com/shp

www.hndental.com

www.T2X.me
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Nondiscrimination Notice

Health Net complies with applicable federal civil rights laws and does not discriminate, exclude people
or treat them differently 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.

Health Net:

« Provides free aids and services to people with disabilities to communicate
effectively with us, such as qualified sign language interpreters and
written information in other formats (large print, accessible electronic
formats, other formats).

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

If you need these services, contact Health Net’s Customer Contact Center at
1-800-675-6110 (TTY: 711) from 8 a.m. to 6 p.m. Monday through Friday.

If you believe that Health Net has failed to provide these services or discriminated in another way,
you can file a grievance by calling the number above and telling them you need help filing a grievance;
Health Net’s Customer Contact Center is available to help you.

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights, electronically through the Office for Civil Rights Complaint Portal, available at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at: U.S. Department of Health and
Human Services, 200 Independence Avenue SW, Room 509F, HHH Building, Washington, DC 20201,
1-800-368-1019 (TDD: 1-800-537-7697) if there is a concern of discrimination based on race, color,
national origin, age, disability, or sex.

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

English: If you, or someone you’re helping, has questions about Health Net Community
Solutions, you have the right to get help and information in your language at no cost. To talk to
an interpreter, call 1-800-675-6110 (TTY: 711).

Arabic: ,Health Net Community Solutions ce <l i 44 2ol Lo (add i clal (S 13)
sl e Joail o558 aa i ) iaaill Tlae @il cila glel y saclodl) il d 3all @bl
(TTY:711) 1-800-675-6110

Armenian: Gph nnip Jud nplk dkhp, nud nnip oqunid bp, hwipgtip niikip Health Net
Community Solutions-h Uwuhli, nnip hpwyniup niikp unnwtiw) ogunipnit b

abp 1Eqyny wuddwp mbnklnipniutbtp: Gwupguwigh hbn junubnt hwdwnp
quuquhuwuptp 1-800-675-6110 htnwjunuwhwdwpny (TTY: 711)

14 www.healthnet.com/shp
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Cambodian (Khmer): iJf0SIWNAHA YSIAMEASE U AHARNRGWH SeonNisH
Health Net Community Solutions IRNAHANSIIESGUIMSESHS

SUfH SMANIUASIANAGRED WRHAREIGY IquLUﬁﬁmHumijﬁUﬁfLU
JBIUTIGIEGIFiNIS 1-800-675-6110 (TTY: 711)4

Y

Chinese (Traditional): 21584 7 BhHY A 1-%} Health Net Community Solutions 75 %¢

[ - A REIUG USRS R R A - e AR - SR
1-800-675-6110 (TTY: 711) =

Hindi: 3¢ 319, a1 I gfh TSHAT 3T FGE H & &, b Health Net
Community Solutions (¥ITELT A< HIHAGIAD FATUE) & g H U4 §, dl 31T
3T oTeT H e Feg IH A IR AR U IR B AIBR & Th
HJdigeh @ a1 el &b foIT, 1-800-675-6110 (TTY: 711) WX il A

Hmong (White): Yog koj, lossis lwm tus koj pab, muaj lus nug txog Health Net Community
Solutions, koj muaj txoj cai tau kev pab thiab ntaub ntawv ua koj hom lus tsis muaj nqi
them. Xav nrog ib tug neeg txhais lus, hu 1-800-675-6110 (TTY: 711).

Japanese: H727- ZHE 701X 8EE L T4 Ji )3 Heal th Net Community
SolutionsiZBAT 2 EMEBELOHEA, Hriziz :HEHTHZIK LB AR— b

CIERAE AR N Y 9, WL BEEIC /2 AHITIE. 1-800-675- 6110 (TTY : 711)
FETREEIEEN,

Korean: 7] 5} =+ s}/ =ot=
Solutionsoﬂ #ek Aol & A

=2 AR E WS fe 7t 9
1 800-675-6110 (TTY: 711

on

5
%’i‘é}oﬂ ﬂl% La g Holo] FAlel= ool m

%)‘jf‘r F AL} EoketE

9‘ .

Laotian: 100U § cﬁowgmmnmagaoacmsummumonu Health Net Community
Solutions, muuam“ﬁumusumuzamzns kot Sudyuduuaagsgnauloednes e
anla ). Sufivanuwazn, T 1-800-675-6110 (TTY: 711)

Persian (Farsi): 250 3 Y g (i€ 0SS s aS maddi bl R
OBasa by ) e Bl 5SS 4s 3y )ls Ba el <y )l Health Net Community Solutions
(TTY:711) 1-800-675-6110 o jladi s ¢ oalad an yia Ly S () 5 a0€ iy 0 &5 s
AEs ol

Panjabi (Punjabi): 7 393, 7 fan wfAd fena3t, faret 37 Hee a9 99 J, © Health
Net Community Solutions (388 && AHT’ AHTS) 99 I8 AT I5, 3 396
Hes g vust s iSO Heeu'?-l?s'o(doms‘ﬁ =St U3 396 © 9 JI B
TITHE &% IS SI6 B 1-800-675-6110 (TTY: 711) ‘3 25 |

Russian: Ecinu y Bac win y koro-to, komy Bbl nomoraere, €CTb BOIIPOCHI O TUIHE

Health Net Community Solutions, Bel nmeeT nmpaBo 6ecruiaTHO HOIy4YUTh HEOOXOIUMbIE
CBe/IeHUs B nepeBoie Ha Bam s3p1k. 11 TOro 4To0BI BOCTIONIBE30BATHCSIIOMOIIBIO YCTHOTO
nepeBoYrKa, Mo3BoHUTE 10 Tenedony 1-800-675-6110 (TTY: 711).

Spanish: Si usted, o alguna persona a la que asiste, tiene preguntas sobre Health Net
Community Solutions, tiene derecho a obtener ayuda e informacion en su idioma sin cargo.
Para hablar con un intérprete, llame al 1-800-675-6110 (TTY: 711).

www.healthnet.com/shp
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