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Welcome to CalOptima Health!

Thank you for joining CalOptima Health. CalOptima Health is a health plan for people who have
Medi-Cal. CalOptima Health works with the State of California to help you get the health care
you need. You will need to choose a health network and a primary care provider (PCP). Your
PCP must be contracted with your health network. You can choose the same health network
and PCP for all your family members who have Medi-Cal, or you can choose different health
networks and PCPs.

A PCP is a health care provider who is responsible for your routine medical care. A health
network is a group of doctors and hospitals that provides you with health care services.

Selecting a health network and a PCP
You must choose a PCP within 30 days of enrolling in CalOptima Health.

You can choose a health network and a PCP by:

e (alling CalOptima Health Customer Service at 1-714-246-8500 or toll-free at
1-888-587-8088 (TTY 711), Monday through Friday, from 8 a.m. to 5:30 p.m.

e Completing the enclosed Health Network Selection Form. Choose the health network
your doctor participates in, sign, date and return the form to CalOptima Health in the
postage-paid envelope provided. Or,

e Submitting your request through CalOptima Health’s member portal at
https://member.caloptima.org/#/user/registration.

Depending on your age and sex, you may choose a general practitioner, OB/GYN, family
practitioner, internist or pediatrician as your PCP. A nurse practitioner (NP), physician assistant
(PA) or certified nurse midwife (CNM) may also act as your PCP. If you choose an NP, PA or CNM
you may be assigned a doctor to oversee your care. If you are in both Medicare and Medi-Cal or
if you have other health care insurance, you do not have to choose a PCP.

If you have questions or need help with your health care services, please call CalOptima
Health's Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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You can choose an Indian Health Care Provider (IHCP), Federally Qualified Health Center (FQHC)
or Rural Health Clinic (RHC) as your PCP. Depending on the type of provider, you may be able

to choose one PCP for your entire family who are members of CalOptima Health, as long as the
PCP is available.

Note: American Indians may choose an IHCP as their PCP, even if the IHCP is not in the
CalOptima Health network.

If you do not choose a PCP within 30 days of enrollment, CalOptima Health will assign you to a
PCP. If you are assigned to a PCP and want to change, call CalOptima Health Customer Service
at 1-714-246-8500 or toll-free at 1-888-587-8088 (TTY 711). The change happens on the first day
of the following month.

Referrals

If you need a specialist for your care, your PCP or another specialist will give you a referral to
one. A specialist is a doctor who focuses on one type of health care service. Your doctor who
refers you will work with you to choose a specialist.

Your PCP’s office can help you set up an appointment with a specialist.

Other services that might need a referral include but are not limited to in-office procedures,
X-rays, lab work, home health and private-duty nursing.

Your PCP might give you a form to take to the specialist. The specialist will treat you for as long
as they think you need treatment.

If you have a health problem that needs special medical care for a long time, you might need a
standing referral. This means you can go to the same specialist more than once without getting
a referral each time.

For a list of CalOptima Health network providers, you can access our online searchable Provider
Directory by visiting our website at www.caloptima.org. If you want a Provider Directory
mailed to you, or if you need help finding a network provider, please call CalOptima Health
Customer Service at 1-714-246-8500 or toll-free at 1-888-587-8088 (TTY 711). You can also call to
find out if the PCP you want is taking new patients.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Summary of Benefits

This booklet gives you a summary of your coverage under CalOptima Health. Please read it
carefully and completely. It does not list every service that we cover or list every limitation or
exclusion. To get a complete list of services we cover or to view the Member Handbook, you
can visit CalOptima Health's website at www.caloptima.org. If you want a Member Handbook
mailed to you, or if you have benefit questions, please call CalOptima Health Customer Service
at 1-714-246-8500 or toll-free at 1-888-587-8088 (TTY 711).

The services listed below are covered by the CalOptima Health Medi-Cal program. It is
important to work with your PCP to get the medical care you need.

Services that our plan pays for:

How to get services:

Adult Sensitive Services:

As an adult 18 years or older, you may not

want to go to your PCP for certain sensitive
or private care. You can choose any doctor
or clinic for these types of care:

e Family planning and birth control
including sterilization for adults 21 and
older

e Pregnancy testing and counseling
e HIV/AIDS prevention and testing

e Sexually transmitted infections
prevention, testing and treatment

e Sexual assault care
e Outpatient abortion services

For sensitive care, the doctor or clinic
does not have to be part of the CalOptima
Health network. You can choose to go to
any Medi-Cal provider for these services
without a referral or pre-approval (prior
authorization) from CalOptima Health.

If you need help finding a doctor or clinic
for these services or help getting to these
services (including transportation), you can
call CalOptima Health Customer Service.

If you have questions or need help with your health care services, please call CalOptima
Health's Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:

Routine care: When you need routine care, you will call
your doctor for an appointment. Be sure
to call your PCP before you get medical
care unless it is an emergency. For an
emergency, call 911 or go to the nearest
emergency room.

Routine care also includes care when you
are sick. CalOptima Health covers routine
care from your PCP. Your PCP will:

e Get to know your health history and
needs

e Keep your health records

e Give you the preventive and routine
health care you need

e Refer (send) you to a specialist if you
need one

e Arrange for hospital care if you need it

Durable Medical Equipment (DME): Must be ordered by your PCP and
authorized by your health network. In
some cases, these items may be approved
when your doctor submits a request for
pre-approval (prior authorization).

CalOptima Health covers the purchase

or rental of DME supplies, equipment

and other services with a prescription

from a doctor, physician assistant, nurse
practitioner or clinical nurse specialist.
Prescribed DME items may be covered as
medically necessary to preserve bodily
functions essential to activities of daily living
or to prevent major physical disability.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:
Emergency Care: For emergency care, call 911 or go
Emergency care is for life-threatening to the nearest emergency room (ER).
medical conditions. This care is for an For emergency care, you do not need
illness or injury that a prudent (reasonable) | Preapproval (prior authorization) from
layperson (not a health care professional) CalOptima Health.

with average knowledge of health and
medicine could expect that, if you don't
get care right away, you would place your
health (or your unborn baby’s health) in
serious danger, or risks serious harm to
your body functions, body organs or body
parts. Examples may include, but are not
limited to:

e Active labor

e Broken bone

e Severe pain

e Chest pain

e Trouble breathing
e Severe burn

e Drug overdose

e Fainting

e Severe bleeding

e Psychiatric emergency conditions,
such as severe depression or suicidal
thoughts (this may be covered by county
mental health plans).

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for:

How to get services:

Emergency Transportation:

CalOptima Health covers ambulance
services to help you get to the nearest place
of care in an emergency. This means your
condition is serious enough that other ways
of getting to a place of care could risk your
health or life.

Call 911.

Enhanced Care Management (ECM):

CalOptima Health covers ECM services for
members with highly complex needs. ECM
has extra services to help you get the care
you need to stay healthy. It coordinates
your care from different doctors and other
health care providers. ECM helps coordinate
primary and preventive care, acute care,
behavioral health, developmental, oral
health, community-based long-term
services and supports (LTSS) and referrals to
community resources.

Covered services include:
e OQutreach and engagement

e Comprehensive assessment and care
management

Enhanced coordination of care
Health promotion

Comprehensive transitional care
Member and family support services

Coordination and referral to
community and social supports

You can contact Customer Service to

inquire about ECM services and criteria. You
can also self-refer using the CalAIM ECM
Referral Form located on CalOptima Health’s
website at

https://www.caloptima.org/ ForMembers/
Medi-Cal/MemberDocuments.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:

Hearing Aid(s): Must be ordered by your PCP and

CalOptima Health covers hearing aids if authorized by your health network.

you are tested for hearing loss, the hearing
aids are medically necessary, and you have
a prescription from your doctor. Coverage
is limited to the lowest-cost aid that meets
your medical needs. CalOptima Health will
cover one hearing aid unless an aid for each
ear is needed for results much better than
you can get with one aid.

Home Health Services: Must be ordered by your PCP and

CalOptima Health covers health services authorized by your health network.

given in your home when found medically
necessary and prescribed by your doctor or
by a physician assistant, nurse practitioner
or clinical nurse specialist.

Home health services are limited to services
that Medi-Cal covers, including:

e Part-time skilled nursing care
e Part-time home health aide

e Skilled physical, occupational and
speech therapy

e Medical social services

e Medical supplies

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:
Hospice and Palliative Care: Must be ordered by your PCP and
e Hospice care: Hospice care is a benefit | @uthorized by your health network.

for terminally ill members. Hospice

care requires the member to have a life
expectancy of 6 months or less. It is an
intervention that focuses mainly on pain
and symptom management rather than
on a cure to prolong life.

o Palliative care: Palliative care is patient-
and family-centered care that improves
the quality of life by anticipating,
preventing and treating suffering.
Palliative care does not require the
member to have a life expectancy of 6
months or less. Palliative care may be
provided at the same time as curative
care.

Adults who are age 21 or older cannot get
both palliative care and hospice care at the
same time. If you are getting palliative care
and qualify for hospice care, you can ask to
change to hospice care at any time.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for:

How to get services:

Hospitalization:
Anesthesiologist services

e CalOptima Health covers
anesthesiologist services during
hospital stays. An anesthesiologist is
a provider who specializes in giving
patients anesthetics. These are
medicines used during some medical
or dental procedures.

Inpatient hospital services

e CalOptima Health covers inpatient
hospital care when you are admitted
to the hospital.

Surgical services

e CalOptima Health covers surgeries
performed in a hospital.

Must be ordered by your PCP and
authorized by your health network.

Laboratory and radiology services:

CalOptima Health covers outpatient and
inpatient laboratory and X-ray services when
medically necessary. Advanced imaging
procedures, such as CT scans, MRIs and

PET scans, are covered based on medical
necessity.

Must be ordered by your PCP and
authorized by your health network, except
in emergencies.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:

Maternity and newborn care: Call your or your child’s PCP.

CalOptima Health covers these maternity
and newborn care services:

e Birthing center services

e Breast pumps and supplies

e Breastfeeding education and aids
e Certified Nurse Midwife (CNM)

e Delivery and postpartum care

e Diagnosis of fetal genetic disorders
and counseling

e Doula services

e Licensed Midwife (LM)

e Maternal mental health services
e Newborn care

e Prenatal care

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:
Non-Emergency Medical Transportation Must be ordered by your PCP and
(NEMT): authorized by your health network.

You can get medical transportation if you
have medical needs that do not allow

you to use a car, bus or taxi to get to

your appointments. You can get medical
transportation for covered services and
Medi-Cal-covered pharmacy appointments.

Medical transportation is an ambulance,
litter van, wheelchair van or air transport.

You will get medical transportation if:

e Itis physically or medically needed, with
a written authorization by a doctor or
other provider because you are not able
to physically or medically use a bus, taxi,
car or van to get to your appointment

e You need help from the driver to and
from your home, vehicle or place of
treatment due to a physical or mental
disability.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for:

How to get services:

Non-Medical Transportation (NMT):

Your benefits include getting a ride to your
appointments when the appointment is for
a Medi-Cal covered service and you do not
have any access to transportation. You can
get a ride, at no cost to you, when you have
tried all other ways to get transportation
and are:

e Traveling to and from an appointment
for a Medi-Cal service authorized by
your provider, or

e Picking up prescriptions and medical
supplies

CalOptima Health allows you to use a car,
taxi, bus or other public or private way of
getting to your medical appointment for
Medi-Cal-covered services. CalOptima Health
will cover the lowest cost of non-medical
transportation type of NMT that meets your
needs. Sometimes, CalOptima Health can
reimburse you (pay you back) for rides in a
private vehicle that you arrange. CalOptima
Health must approve this before you get the
ride.

To request a ride for services that have

been authorized, call CalOptima Health at
1-833-648-7528 at least 2 business days
(Monday-Friday) before your appointment.
Or call as soon as you can when you have an
urgent appointment. Have your member ID
card ready when you call.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for:

How to get services:

Nurse Advice Line:

CalOptima Health's Nurse Advice Line can
give you free medical information and
advice 24 hours a day, every day of the year.

Call 1-844-447-8441 (TTY 1-844-514-3774),
toll-free 24 hours a day, 7 days a week.

No-cost interpreter services are available for
people who do not speak English.

You can call the Nurse Advice Line to:

e Talk to a nurse who will answer
medical questions, give care advice
and help you decide if you should go
to a provider right away

e Get help with medical conditions,
such as diabetes or asthma, including
advice about what kind of provider
may be right for your condition

The Nurse Advice Line cannot help with
clinic appointments or medicine refills. Call
your provider’s office if you need help with
these.

Skilled nursing facility services: Must be ordered by your PCP and

CalOptima Health covers skilled nursing authorized by your health network.

facility services as medically necessary if you
are disabled and need a high level of care.
These services include room and board in a
licensed facility with 24-hour per day skilled
nursing care.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for:

How to get services:

Occupational therapy:

CalOptima Health covers occupational
therapy services including occupational
therapy evaluation, treatment planning,
treatment, instruction and consultative
services. Occupational therapy services
are limited to 2 services per month in
combination with acupuncture, audiology,
chiropractic and speech therapy services
(limits do not apply to children under age
21). CalOptima Health may pre-approve
(prior authorize) more services as medically
necessary.

Must be ordered by your PCP and
authorized by your health network.

Outpatient Mental Health Services:

CalOptima Health covers initial mental
health assessments without needing
pre-approval (prior authorization). You can
get a mental health assessment at any time
from a licensed mental health provider in
the CalOptima Health network without a
referral.

Your PCP or mental health provider might
make a referral for more mental health
screening to a specialist in the CalOptima
Health network to decide the level of care
you need. If your mental health screening
results find you are in mild or moderate
distress or have impaired mental, emotional,
or behavioral functioning, CalOptima Health
can provide mental health services for you.
CalOptima Health covers mental health
services, such as:

e Individual and group mental
health evaluation and treatment
(psychotherapy)

For help finding more information on
mental health services provided by
CalOptima Health, call the CalOptima
Health Behavioral Health Line toll free at
1-855-877-3885 (TTY 711).

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:

e Psychological testing when clinically
indicated to evaluate a mental health
condition

e Development of cognitive skills to
improve attention, memory and
problem-solving

e Outpatient services for the purposes
of monitoring medicine therapy

e Outpatient laboratory services

e Outpatient medicines that are not
already covered under the Medi-Cal Rx
Contract Drugs List
(https://medi-calrx.dhcs.ca.gov/
home/), supplies and supplements

e Psychiatric consultation

e Family therapy that involves at least
2 family members. Examples of family
therapy include, but are not limited to:

o Child-parent psychotherapy
(ages 0 through 5)

o Parent-child interactive therapy
(ages 2 through 12)

o Cognitive-behavioral couple
therapy (adults).

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.

15



CalOptima Health Summary of Benefits

Services that our plan pays for: How to get services:
Pediatric services (children under Call your child’s PCP.
age 21):

Members under 21 years old are covered
for needed care. The list below includes
medically necessary services to treat or

care for any defects and physical or mental
diagnoses. Covered services include, but are
not limited to:

e Well-child visits and teen check-ups
(important visits children need)

e Immunizations (shots)

e Behavioral health assessment and
treatment

e Mental health evaluation and
treatment, including individual, group
and family psychotherapy (specialty
mental health services are covered by
the county)

e Adverse childhood experiences (ACE)
screening

e Lab tests, including blood lead
poisoning screening

e Health and preventive education
e \Vision services

e Dental services (covered under
Medi-Cal Dental)

e Hearing services (Covered by California
Children'’s Services (CCS) for children
who qualify. CalOptima Health will
cover services for children who do not
qualify for CCS.)

These services are called Early and Periodic
Screening, Diagnostic and Treatment
(EPSDT) services.

If you have questions or need help with your health care services, please call CalOptima
Health's Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:

Physical Therapy: Must be ordered by your PCP and

CalOptima Health covers medically authorized by your health network.

necessary physical therapy services,
including physical therapy evaluation,
treatment planning, treatment, instruction,
consultative services and application of
topical medicines.

Perinatal Supportive Services (PSS): Call your PCP or health network.

PSS is a program to give you extra help
while you are pregnant and for twelve (12)
weeks after your baby is born. If you are
pregnant, see your doctor for a checkup
right away. Ask your doctor or call your
health network to find out how you can get
into the PSS program.

Speech Therapy: Must be ordered by your PCP and

CalOptima Health covers speech therapy authorized by your health network.

that is medically necessary. Speech therapy
services are limited to 2 services per

month, in combination with acupuncture,
audiology, chiropractic and occupational
therapy services (limits do not apply to
children under age 21). CalOptima Health
may pre-approve (prior authorize) additional
services as medically necessary.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:

Urgent Care: For urgent care, call your PCP.

Urgent care is not for an emergency or
life-threatening condition.

Urgent care needs could be for:
e Cold
Sore throat

Fever

Ear pain

Sprained muscle
e Maternity services

Most urgent care appointments do not need
pre-approval (prior authorization). If you

ask for an urgent care appointment, you

will get an appointment within 48 hours. If
the urgent care services you need require
pre-approval (prior authorization), you will
get an appointment within 96 hours of your
request.

If you have questions or need help with your health care services, please call CalOptima
Health's Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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Services that our plan pays for: How to get services:

Vision Benefits: Call your health network or CalOptima

CalOptima Health covers: Health Customer Service.

e Routine eye exam once every 24
months; more frequent eye exams
are covered if medically necessary for
some members, such as those with
diabetes.

e Eyeglasses (frames and lenses)
once every 24 months with a valid
prescription.

e Replacement eyeglasses within 24
months if your prescription changes
or your eyeglasses are lost, stolen or
broken and cannot be fixed, and it was
not your fault. You must give us a note
that tells us how your eyeglasses were
lost, stolen or broken.

e Low vision devices for those with vision
impairment that is not correctable
by standard glasses, contact lenses,
medicine, or surgery that interferes
with a person’s ability to perform
everyday activities (such as age-related
macular degeneration)

e Medically necessary contact lenses.
Contact lens testing and contact
lenses may be covered if the use of
eyeglasses is not possible due to an
eye disease or condition (such as a
missing ear). Medical conditions that
qualify for special contact lenses
include, but are not limited to, aniridia,
aphakia and keratoconus.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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How to get help

CalOptima Health wants you to be happy with your health care. If you have questions or
concerns about your care, CalOptima Health wants to hear from you!

Customer Service
CalOptima Health Customer Service is here to help you. CalOptima Health can:

Answer questions about your health plan and CalOptima Health-covered services
Help you choose or change a primary care provider (PCP)

Help you choose or change your health network

Tell you where to get the care you need

Help you get interpreter services if you do not speak English

Help you get information in other languages and formats

Provide a replacement identification (ID) card

Provide a Member Handbook or Provider Directory

Assist with billing inquiries

Coordinate transportation

Help schedule appointments

If you need help, call 1-714-246-8500 or toll-free at 1-888-587-8088 (TTY 711). CalOptima Health

is here Monday through Friday from 8 a.m. to 5:30 p.m. The call is free. CalOptima Health must
make sure you wait less than 10 minutes when calling.

You can also visit Customer Service online at any time at www.caloptima.org. CalOptima
Health's website makes it easier for you to find what you need on any device. It also has a
secure online member portal so you can:

Update your personal information
Request a new ID card
Print a copy of your ID card
Change your health network or primary care provider (PCP)
e Request interpreter services
To register for the member portal, go to https://member.caloptima.org/#/user/registration.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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NONDISCRIMINATION NOTICE

Discrimination is against the law. CalOptima Health follows State and Federal civil rights laws.
CalOptima Health 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.

CalOptima Health provides:
e Free aids and services to people with disabilities to help them communicate better, such as:
v" Qualified sign language interpreters

v Written information in other formats (large print, audio, accessible electronic formats,
other formats)

e Free language services to people whose primary language is not English, such as:
v' Qualified interpreters
v" Information written in other languages

If you need these services, contact CalOptima Health between 8 a.m. and 5:30 p.m., Monday
through Friday, by calling 1-714-246-8500 or toll-free at 1-888-587-8088. If you cannot hear
or speak well, please call TTY at 711. Upon request, this document can be made available to
you in braille, large print, audiocassette, or electronic form. To obtain a copy in one of these
alternative formats, please call or write to:

CalOptima Health

505 City Parkway West
Orange, CA 92868
1-714-246-8500 (TTY 711)

HOW TO FILE A GRIEVANCE

If you believe that CalOptima Health 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 CalOptima Health. You can file a grievance by phone, in writing, in person, or
electronically:

e By phone: Contact CalOptima Health between 8 a.m. and 5:30 p.m., Monday through
Friday, by calling toll-free at 1-714-246-8500 or 1-888-587-8088. Or, if you cannot hear or
speak well, please call TTY at 711.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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e In writing: Fill out a complaint form or write a letter and send it to:
CalOptima Health Grievance and Appeals
505 City Parkway West
Orange, CA 92868

e In person: Visit your doctor’s office or CalOptima Health and say you want to file a
grievance.
e Electronically: Visit CalOptima Health's website at www.caloptima.org.

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 for 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:
Deputy Director, 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 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 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 www.hhs.gov/ocr/office/file/index.html.

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

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.

22



CalOptima Health Summary of Benefits

TAGLINES

English Tagline

ATTENTION: If you need help in your language call 1-888-587-8088 (TTY 711). Aids and services
for people with disabilities, like documents in braille and large print, are also available.
Call 1-888-587-8088 (TTY 711). These services are free of charge.

(Arabic) iyl ylead!

Loyl 48925 (TTY 711) 1-888-587-8088 _; 1ol (clualy sucluall | s 13] ol >3

2 Sl 5 sl s it yhay & geSall Olaszaall Y20 E@Bledl co3 (olsaM Slassly Slacluall
Liiloes Sloasdl oda (TTY 711) 1-888-587-8088

Cutp&u yhwnw| (Armenian)

NRCUCNRE3NRL: Epb Q6q oqunipiniu £ Auwuplwynp Q6p |Ggyny, quugqwhwpbp
1-888-587-8088 (TTY 711): Ywu uwl odwunuwl dhongubip nt dwnwnipjntuutn
Aupdwunwdnipiniu nubgnn wudwug Awdwn, ophtwl ™ Fpwjh gpwunhwny nt
hunanpwwnwn nwwgpywd ujnipbp: Quuquwbwnpbp 1-888-587-8088 (TTY 711):

Uyn Swnwjnipintuubpt wuybwn Gu:

unoynstmanigi (Cambodian)

Gams WA (fi MItgW MMAN IBAHA AjY girinisiiue 1-888-587-8088 (TTY 711) 1 kigw Sh iNAY
P HSiimi FEHNANIITINEAJIGN BBvHsimiign URAMIIINHAJINESE AMGIAT SEY
fiv1 gifpuAue 1-888-587-8088 (TTY 711) 1 inAysitis:BSARIGIS] W

fBi{& R 345iE (Simplified Chinese)

FAR NMREEEUCHHEIRHEER) 15528 1-888-587-8088 (TTY 711) o FK{1SIMNFIRHEEH 315X
R TRIRE B AR SS > BN E SR F K35 e 75 (BN A - 15218 1-888-587-8088 (TTY 711) °
XERSE R R B

(Farsi) Luyls 4Ly o s

Sloas g 0SS .S ok 1-888-587-8088 (TTY 711) L (awsS wdliys SaS 355 4y @ suales o Sl iasgi

1-888-587-8088 L .ol 55>90 35 Sy Bgs> b Sl g by b3 dlaases aiile wwdglea glyls 81381 oot
fadt &t (Hindi)

T4 &; 3R 3MTUch! 37T MTHT & TGTIdT chl 3MTAThdT & dt 1-888-587-8088 (TTY 711) TR hicl che | SIRI<hdl
Tt AT o T TGgTaar SR WaTd, Sid st 3R a3 fiie & oft gedres Iuctsy €1 1-888-587-8088 (TTY 711) |R
i R | T Jard fA: Lok &

Nge Lus Hmoob Cob (Hmong)

CEEB TOOM: Yog koj xav tau kev pab txhais koj hom lus hu rau 1-888-587-8088 (TTY 711). Muaj
cov kev pab txhawb thiab kev pab cuam rau cov neeg xiam oob ghab, xws li puav leej muaj ua

cov ntawv su thiab luam tawm ua tus ntawv loj. Hu rau 1-888-587-8088 (TTY 711). Cov kev pab
cuam no yog pab dawb xwb.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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EIZISEii i€ (Japanese)
EHAEBTORISHHBERIZE L 1-888-587-8088 (TTY 711) AFBELL IV AFDERPNFE

0)?[57@%8'732: BEHAWESEFEOADHDOT—EXHAEBELTULEY, 1-888-587-8088 (TTY 711)
AP EFETETIV, TNHOT—ERIFERTIRELTUVLET,

ot=10{ Ej32}Q! (Korean)
ROIALE: Aot AN ZE =22 B
X2 2l 2AQF 20| EHoj7t U=
(TTY 711) HOE 2o|3IAMA| 2, OIEH

unn{awaaio (Laotian)

Jenao: mmwmajn°1uaow2085818?11211%:lﬂasajmw?mtmmﬂcu 1-888-587-8088 (TTY 711). €30
021UZ088uasNIVIINIWUSIFUaUTNIY camsn a‘mzncﬂusnasuumcauu‘imwu‘tma itnmacd
1-888-587-8088 (TTY 711). nmuammmwumsjmsm?aaw?og

Mien Tagline (Mien)

LONGC HNYOUV JANGX LONGX OC: Beiv taux meih giemx longc mienh tengx faan benx meih
nyei waac nor douc waac daaih lorx taux 1-888-587-8088 (TTY 711). Liouh lorx jauv-louc tengx
aengx caux nzie gong bun taux ninh mbuo wuaaic fangx mienh, beiv taux longc benx
nzangc-pokc bun hluo mbiutc aengx caux aamz mborqv benx domh sou se mbenc nzoih bun
longc. Douc waac daaih lorx 1-888-587-8088 (TTY 711). Naaiv deix nzie weih gong-bou jauv-louc
se benx wang-henh tengx mv zuqc cuotv nyaanh oc.

el 2arsTEls (Punjabi)
gfis 2f8: 7 3078 Myt 371 efg Hee €1 83 3 37 a8 ad 1-888-587-8088 (TTY 711). miudd Sdt

et HofesT M3 Re, Hﬁﬁf&éﬁbﬁﬂﬁm%ﬁm@ﬁ g 8usgy 95| I dJ 1-888-587-8088
(TTY 711) feg A== Ye3 75|

Pycckuia cnoraH (Russian)

BHUMAHWE! Ecnn BaM Hy>XHa MOMOLLb Ha BalleM POAHOM SA3blKe, 3BOHUTE MO HOMepy
1-888-587-8088 (ninHua TTY 711). Takoke NpefoCTaBAAKOTCA CpeAcTBa U YCAYyrn NS No4en ¢
OrpaHMYeHHbIMN BO3MOXHOCTAMM, Hanpumep AOKYMEHTbI KPYMHbIM LUPUGTOM AN LLPUPTOM
Bpavinsa. 3BoHuTe No HoMepy 1-888-587-8088 (nunHma TTY 711). Takme yciyrn npefoCcTaBasoTCs
6ecnnaTtHo.

Al 1-888-587-8088 (TTY 711) HOZ 2O[SIAIA|Q, AL 2
ot =230 MH|AE 0|8 7S LICt 1-888-587-8088
HA= 222 HSELICH

I'-III s

Mensaje en espaiiol (Spanish)
ATENCION: si necesita ayuda en su idioma, llame al 1-888-587-8088 (TTY 711). También

ofrecemos asistencia y servicios para personas con discapacidades, como documentos en
braille y con letras grandes. Llame al 1-888-587-8088 (TTY 711). Estos servicios son gratuitos.

Tagalog Tagline (Tagalog)

ATENSIYON: Kung kailangan mo ng tulong sa iyong wika, tumawag sa 1-888-587-8088

(TTY 711). Mayroon ding mga tulong at serbisyo para sa mga taong may kapansanan, tulad ng
mga dokumento sa braille at malaking print. Tumawag sa 1-888-587-8088 (TTY 711). Libre ang
mga serbisyong ito.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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winlannsn ng (Thai)

lsansu: mﬂﬂmmaamimwmﬂmamﬂumwwamm ﬂ‘ifLL’]IM‘SﬁW‘VIVL]JMMSﬂFJLa‘U 1-888-587-8088
(TTY 711) uanINNl mwsaﬂﬂmwmﬂmaaLLauusmsma 9 amsvumﬂamummwms 1l

LDARITONN 9 ‘VILﬂuaﬂﬂiwﬁaaLLauLaﬂRI'li‘Vl‘WﬂJWGYJEJM'JEJﬂBi‘IJ‘LL’]@T%EU ﬂsmﬂmwwmvlﬂmwmma%
1-888-587-8088 (TTY 711) Tufien Tgaodmsuusnisimanit

MNpumitka ykpaiHcbkoto (Ukrainian)

YBATA! flkLi0 BaMm NOTpibHa AonMoOMOra BaLLoK PigHOK MOBOH, TefiepoHyriTe Ha HOMep
1-888-587-8088 (TTY 711). /ltoan 3 06MEXEHNMU MOXJTMBOCTAMU TaKOX MOXYTb CKOPUCTATUCSA
AOMOMIDKHMMM 3acobamMim Ta NOCAyramu, Hanpuknag, oTprUMaTti JOKYMeHTU, HaApYyKOBaHi
wpndTom bpanna Ta Benukum wpndtTom. TenedpoHyite Ha Homep 1-888-587-8088 (TTY 711).
Lli nocnyru 6e3KOLUTOBHI.

Khau hiéu tiéng Viét (Vietnamese)

CHU Y: N&u quy vi can trg giup bang ngén ngu’ clia minh, vui Iong goi s6 1-888-587-8088

(TTY 711). Chung toi cung ho trg va cung cdp cac dich vu danh cho ngudi khuyét tat, nhu tai liéu
bang chi n6i Braille va chit khé 16n (chit hoa). Vui long goi s6 1-888-587-8088 (TTY 711).

Cac dich vu nay déu mién phi.

If you have questions or need help with your health care services, please call CalOptima
Health’s Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088
(TTY 711), Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your
language. You can also visit our website at www.caloptima.org.
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¢ Medi-Cal

CalOptima Health

CalOptima Health, A Public Agency
505 City Parkway West, Orange, CA 92868

caloptima.org

If you have questions or need help with your health care services, please call CalOptima Health’s
Customer Service department at 1-714-246-8500 or toll-free at 1-888-587-8088 (TTY 711),
Monday through Friday from 8 a.m. to 5:30 p.m. We have staff who speak your language. You
can also visit our website at www.caloptima.org.
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