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« Standard Plans and the EBCI Tribal Option launched on July 1, 2021.

NC Medicaid Managed Care Timeline

» Behavioral Health and Intellectual/Developmental Disabilities (I/DD) Tailored Plans (Tailored
Plans) will launch on December 1, 2022,

« Some beneficiaries will stay in NC Medicaid Direct (fee-for-service). They will transition to NC
Medicaid Managed Care at a future date.

Standard Plan
and
EBCI Tribal Option

Tailored Plan

* Future Program
Rollouts

Dec.1,2022

July1,2021
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NC Medicaid Populations

Standard Plan NC Medicaid Direct with
LME/MCO and CCNC
Most families and children « People who receive Medicaid and Medicare (duals)
Children who receive NC Health Choice » People who are medically needy
Pregnant women « People in the HIPP program
People who are blind or disabled and not receiving « Children who receive CAP/C services
Medicare » People who receive CAP/DA services

* Children and youth in foster care

Tailored Plan EBCI Tribal Option with LME/MCO
» Federally recognized tribal members
» People who may have a mental health disorder, » Individuals who qualify for services through Indian
substance use disorder, intellectual/developmental Health Service (IHS)
disability (I/DD) or traumatic brain injury (TBI)
* Innovations Waiver participants Only available in these counties: Buncombe, Clay,
« TBI Waiver participants Cherokee, Graham, Haywood, Henderson, Jackson,
Macon, Madison, Swain, Transylvania

*This slide may not include all Medicaid populations

NC Medicaid Managed Care | Tailore _



Eastern Band of Cherokee Indians (EBCI) Tribal Option

« The EBCI Tribal Option is the primary care case management entity (PCCMe) created by the
Cherokee Indian Hospital Authority (CIHA). The EBCI Tribal Option launched July 1, 2021.

« Medicaid beneficiaries who qualify for the EBCI Tribal Option:
— Federally recognized tribal members
— Individuals who qualify for services through Indian Health Service (IHS)

« The EBCI Tribal Option is available to beneficiaries who live in the following counties:

— Buncombe, Clay, Cherokee, Graham, Haywood, Henderson, Jackson, Mason, Madison,
Swain, Transylvania

(EBCI Tribal Option )

« Manages the primary care needs of members. Offers added services, such as wellness programs and education
vouchers.
Vaya Health as an LME/MCO provides care coordination for a mental health disorder, substance use disorder,
intellectual/developmental disability (I/DD) or traumatic brain injury (TBI).
EBCI Tribal Option members can get services from any NC Medicaid or NC Health Choice provider.




« NC Medicaid Directis North Carolina’s health care program for Medicaid beneficiaries who are
not enrolled in Standard Plans, EBCI Tribal Option or Tailored Plans.

NC Medicaid Direct

« On December 1, 2022, NC Medicaid will transition beneficiaries who need certain services for a
mental health disorder, substance use disorder, intellectual/developmental disability (1/DD) or
traumatic brain injury (TBI) to Tailored Plans.

 Some beneficiaries will remain in NC Medicaid Direct or can choose NC Medicaid Direct instead
of a health plan.

(NC Medicaid Direct w/ LME/MCO )

Beneficiaries not enrolled in the Tailored Plan will receive services for a mental health disorder,
substance use disorder, intellectual/developmental disabilities (I/DD) or traumatic brain injury (TBI)
from an LME/MCO.

[Tailored Plan] will serve as the LME/MCO for beneficiaries enrolled in NC Medicaid Direct.




Standard Plans

« Approximately 1.7 million Medicaid beneficiaries
are enrolled in Standard Plans

» The following Standard Plans are available
statewide:

REGION 2 REGION 4 REGION 6

— AmeriHealth Caritas REGION:L

— Healthy Blue
— UnitedHealthcare Community Plan
— WellCare

« Carolina Complete Health is only available in
regions 3,4 and 5
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Standard Plan and Tailored Plan Overview

Health care options for beneficiaries will be dependent on:

o Managed Care status o Enrollment rules for residential or administrative county

Standard Plan Tailored Plan

Standard Plans provide integrated physical Tailored Plans will provide the same services as
health, behavioral health, pharmacy and Standard Plans as well as additional services for
long-term services and support to most individuals with a mental health disorder
Medicaid beneficiaries, as well as other substance use disorder, I/DD or TBI, and State-
programs and services that address other funded services.

unmet health-related resource needs.

* Enrolimentis based on the beneficiary’s

« Enrollmentis based on the beneficiary’s administrative county (county that manages the
residential county (county where beneficiary’s Medicaid case).
beneficiary lives). * There is only 1 Tailored Plan per county. If a
Depending on residential county, beneficiary’s administrative county changes to a
beneficiaries can choose from either 4 or 5 different service area, they will move to the
Standard Plans. Tailored Plan that offers services in that county.
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What is the Tailored Plan?

The Tailored Plan will provide: &

» Physical health, pharmacy and enhanced behavioral health services for beneficiaries who may
have significant mental health needs, severe substance use disorders,
Intellectual/developmental disabilities (I/DD) or traumatic brain injury (TBI)

« Services for Innovations and TBIl Waiver beneficiaries and Waiver waitlist beneficiaries
« Added services, such as wellness programs

* Non-emergency medical transportation (NEMT) for Medicaid-covered services (including carved
out services)

 Tailored care management

— Tailored care management will focus on the whole person and help address physical health,
pharmacy, behavioral health, /DD, TBI and long-term services and supports (LTSS) needs. It
will also address unmet health-related resource needs.

State-funded services

NC Medicaid Managed Care | Tailored F _



Traumatic Brain Injury (TBI) Waliver

 Alliance Health is the only Tailored Plan that provides TBI Waiver services.

« At Tailored Plan launch on December 1, 2022, TBI Waiver services will only be available in
the following counties:

— Cumberland
— Durham

— Johnston

- Wake

« The TBI Waiver may expand to other counties and services areas at a later date.

NC Medicaid Managed Care | Tailored Plan'C




What is the Tailored Plan?

» There are six Tailored Plans. Only one Tailored Plan serves each county.

 Tailored Plan service areas are based on the county that manages the beneficiary’s
Medicaid case (administrative county).

- [Tailored Plan] is the Tailored Plan that serves your county.
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Tailored Plan Timeline and Key Milestones

TAILORED PLAN TAILORED PLAN
CRITERIA REVIEW LAUNCH
PCP /TCM
AUTO-ENROLLMENT AUTO-ASSIGNMENT

l l

Choice Period

Beneficiaries can choose a PCP and TCM
provider with their Tailored Plan or choose a
Bfﬂiﬂ Bfiﬁfﬂﬁ different health plan (if applicable) 1ﬂf15f22 12,.-"' 1;{22

Enrollment Broker Tailored Plans begin

begins mailing mailing Welcome
Enrollment Packets Packets and ID cards

to potential Tailored with PCP and TCM
Plan members provider assignment
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Auto-Enrollment

Begins August 15, 2022

Beneficiaries who qualify for Tailored Plan will be auto-enrolled in Tailored Plans based on
managed care status and administrative county.

Beneficiaries will receive a notice from the Enroliment Broker with their enrolilment and choices.

> Beneficiaries may contact the Enrollment Broker and Tailored Plan for assistance.

Beneficiaries can contact their Tailored Plan to:
« Choose a primary care provider (PCP) and Tailored Care Management provider

Beneficiaries can contact the Enrollment Broker to:

« Choose a different health care option (if applicable)
- By calling 1-833-870-5500 (TTY: 711 or RelayNC.com)
- Online at ncmedicaidplans.gov

NC Medicaid Managed Care | Tailored




Choice Period

August 15, 2022 through October 14, 2022

During this time, beneficiaries may choose a primary care provider (PCP) and Tailored Care
Management provider or a different health plan (if applicable)

 To choose a PCP or Tailored Care Management provider with the Tailored Plan, beneficiaries

should contact their Tailored Plan.
« To choose a different health plan, beneficiaries should contact the Enrollment Broker.

> Beneficiaries may contact the Enrollment Broker for choice counseling and
enrollment assistance.

Beneficiaries should contactthe Tailored Plan to choose a PCP and Tailored Care
Management provider.

NC Medicaid Managed Care | Tailorec




PCP and Tailored Care Management Auto-Assignment

Begins October 15, 2022

« Beneficiaries who have not chosen a PCP or Tailored Care Management provider with the
Tailored Plan will be auto-assigned to one by their Tailored Plan.
« Tallored Plans will begin mailing Welcome Packets and ID cards to their members.

> Beneficiaries may contact the Tailored Plan for questions about coverage or
benefits.

NC Medicaid Managed Care | Tailored Pl



Tallored Plan Launch

December 1, 2022

Tailored Plan services

begin

))) What’s changing? Q What'’s staying the same?
Tailored Plan members will begin Beneficiaries will continue to receive the
receiving health care services from same health care services Medicaid
their Tailored Plan. covers today.

Tailored Plan members will receive a Medicaid eligibility rules and processes
W elcome Letter, Member ID Card, are not changing.

and Member Handbook from their

Tailored Plan.
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Alliance
Health

Tailored Plan: Alliance Health
May 5t 2022, 1:00 — 3:00 pm

DSS Liaison
Expected Hire Date: Fall 2022
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Tallored Plan: Alliance Health

Presenters:
LaKeisha McCormick— Member Inclusion and Outreach Manager
Jennifer Meade — Community Engagement Manager

Contact Information:
« Member and Recipient ServicelLine
800-510-9132 Monday — Saturday, 7 a.m. to 6 p.m

 Behavioral Health Crisis Line
877-223-4617 (24 hours a day, 7 days a week)

* NurselLine
855-759-9400 (24 hours a day, 7 days a week)

* Website
www.AllianceTailoredPlan.org (Active June 15, 2022)
 NEMT: 855-759-9600

Counties Served:
Cumberland, Durham, Johnston, Mecklenburg, Orange, and Wake

Orange Durham

|
; Wake
Johnston

B
4 N [ A
Mecklenbur —‘ P,
° L 13N ‘—_ — Cumberland

!
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Health

Member: First Middle Last

B
Al

Alliance

liance
Health

5200 W. Paramount Parkway, Suite 200
Marrisville, NC 27560

Primary Care Provider (PCP):

Date of Birth: 7/23/1984 Jane Dog
Member |D: 1234567 1234 MAIN 5T
Plan Name: Medicaid OR NC Health Choice STE 102

Effective Date: 7/1/2021

MORRISVILLE, NC 27560
PCP Phone: 1-555-555-5555

RxB MN: X000
RxPCN: MCD
RxGRP: RGO

J

Member Portal: www.AllianceHealthPlan.org
Member and Recipient Services (Mon-Sat 7 a.m.-6 p.m.): 1-800-510-9132

24-hour Nurse Senvices:

24-hour Behavioral Health Crisis Services: 1-877-223-4617

~

1-855-759-8400

If you are experiencing an emergency, please call 911 for immediate help.

Cantact your

primary care provider as soon as possible.

Provider Services (Mon-3at 7 am.—6 p.m.): 1-855 759-9700
Pharmacy Services (Mon-Sat 7 am.~6 p.m.): 1-855-759-9300

All other claims are fo be

Alliance Claims
5200 W. Paramount Parkway, Suite 200
Momisville, NC 27560
If you suspect a doctor, clinic, hospital, home health service or any other
kind of health provider is committing Medicaid fraud, report it. Call 919-881-2320.

mailed to: All phamacy claims are to be mailed fo:
Navitus Health Solutions, LLC
P.0. Box 999

Appleton, W1 54912-0999




Tallored Plan: Alliance Health

Rolein NC Medicaid Managed Care Role with NC Medicaid Direct
« Tailored Plan Role:  NC Medicaid Direct Role:
* Provide physical health, pharmacy and enhanced » To support the behavioral healthcare for members
behavioral health services who receive services through NC Medicaid Direct

* Population: Individuals who have significant mental
health needs, severe substance use disorders,

intellectual and/or developmental disabilities (I1/DD), « NC Medicaid Direct Services:

traumatic brain injury (TBI)
* Provide and coordinate services for:

« Tailored Plan Services: « Mental Health Disorders

- Services for Innovations and TBI Waiver * Substance Use Disorders
Beneficiaries  Intellectual/Developmental Disability

* Value Added Services and/or Wellness Programs « Traumatic Brain Injury

* Non-emergency Medicaid Transportation

+ Tailored Care Management

NC Medicaid Managed Care | Tailored Pla



Tallored Plan: Alliance Health

How we work together

DSS Liaison: DSS Liaison Contact Information TBD
 Participate in joint town halls or other educational events with DSS partners

» Ensure DSS partners understand Medicaid managed care, standard and tailored plans, transitions between plans,
etc.

* Education and Technical Assistance

Member Operations Integration
+ Website
* Member facing telephone lines (Member and Recipient Services line, Nurse Line, and Behavioral Health crisis line)
« Social media and local news outlets
« Community outreach and education
*  Community Forums/Community Conversations/Town Halls

NC Medicaid Managed Care | Tailored Plan




Tallored Plan: Alliance Health

Website Navigation

Main website: AllianceHealthPlan.org

Tailored Plan website: AllianceTailoredPlan.org

Key Features (Active June 15, 2022)

Links to member portal and member and recipient handbooks
Links to provider portal and provider operations manual

Links to provider directory and online search tool

Guide to accessing services

Information on health promotion and educational materials

Information on addressing appeals and grievances

NC Medicaid Managed Care | Tailored Plan'C

Members v Providers~  Resources~  AboutAlliance~  Mews  Contact v

Alliance
Health

Welcome to

Alliance Health

We're focused on the overall well-being of our health
plan members

Learn More About Membership

Featured Updates
<:> .

Allia'pce Tailored Plan
ealth

Welcome to

Alliance Health

We're focused on the overall well-being of our health
plan members

Member or Recipient?

“Members” refers to individuals envolled in managed care pregrams like the Tailored Plan (funded through

Medicaid) whereas "Recipients” refers to individual

Not sure if you qualify to be a member or recipient? Call us at (800) 510-9131.
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Tailored Plan: Eastpointe
April 229 2022, 10:00 am — 12:00 pm

DSS Liaison
Maria McCrimmon
1-910-298-7068

NC Medicaid Managed Care | Tailored




Tailored Plan: Eastpointe

4 N

Presenters: =
Maria McCrimmon, DSS Liaison, Director of MH/SU Care Coordination r

Email: mccimmon@eastpointe.net|1-910-298-7068 _'ASTPOINTE
Katina Dial-Scott, Senior Director of Member Management

Email: kdialscott@eastpointe.net |1-910-272-1244 _ TAILORED PLAN
Brooke Mickelson, Director of Training and Community Relations m:g‘ig:{dﬂ#i:“égggga}’fggim'th NC Hoalth Chaice &

Email: bmickelson@eastpointe.net|1-252-407-2402 Member Number: 123456789

Plan Name: Eastpointe BH |/DD Tailored Health Plan
Address: 514 E. Main St. Beulaville, NC 28518

Contact Information: Primary Care Provider (PCP): Keystone Wellness Center
.. . . Address:113 N. James St. Lumberton, NC 28359
« Member and Recipient Serviceline Telephone: 1-800-739-1002
« 1-800-913-6109 (TTY 711) Rx BIN#: 003858 PCN: MA RxGroup: EASTPT1
Member Portal:
« Nurseline WWW.EASTPOINTE NET/MEMBERS-AND-FAMILIES/PATIENT-RESOURCES/MEMBER-PORTAL/
e M
1_866_248_9512 (TTY 7110 ww_eastp[}inte_net
 Behavioral Health Crisis Line

Member and Recipient Services Line: 1-800-913-6109/ TTY 1-888-819-5112
Behavioral Health Crisis Line: 1-866-218-1328/ TTY: 1-888-819-5112

1-866-218-1328 (TTY 7 11) MNurse Line: 1-866-248-9512
) Provider Service Line: 1-888-977-2160
* Website: Prescriber Service Line: 1-866-240-0487
vwvvv.eastpointe.net The MNorth Carclina Department of Justice Medicaid Investigations Division
(MID), fraud, waste, and abuse hotline: Call (919) 881-2320 if you suspect a
e« NEMT: 1-800-913-6109 doctor, clinic, hospital, home health service or any other Kind of medical

provider is committing Medicaid fraud.

A replacement identification card shall be provided upon request by the

; . Member or the Member's authorized representative or upon AMH/PCP change,
EaStpO Inte CatC h ment Area- at no charge to the Member. See your member handbook for a listing of carved

Duplin, Edgecombe, Greene, Lenoir, Robeson, Sampson, Scotland, Warren, out services. y
Wayne, Wilson -



mailto:mccimmon@eastpointe.net
mailto:kdialscott@eastpointe.net
mailto:bmickelson@eastpointe.net
http://www.eastpointe.net/

Tailored Plan: Eastpointe
Rolein NC Managed Care

NC Medicaid Managed Care

One health plan for most of your health services, including
physical health, behavioral health, and pharmacy and
addressing unmet health related resource needs

Tailored Plan role:

Provide welcome Packets, including Welcome Letter, Medicaid
Card and Member Handbook

Help members with primary care provider (PCP) information
and complete PCP Auto-Assignment if no PCP is selected
Provide ID Medicaid Card/Replacement Cards

Conduct Care Needs Screening for members

Operate Service lines

Process appeals and grievances

Tailored Plan services

Behavioral Health (BH), Physical Health, Pharmacy
Long-term services and supports (LTSS)

Provide Non-Emergent Medical Transportation (NEMT)
Services

NC Medicaid Managed Care | Tailored Pla

Role with NC Medicaid Direct

NC Medicaid Direct role:
 Manage services for behavioral

health, substance use disorder, 1/DD,
or TBI

NC Medicaid Direct services
 Behavioral Health Services




Tailored Plan: Eastpointe

How we work together

DSS Liaison

* Maria McCrimmon, DSS Liaison, Director of MH/SU Care Coordination

* 1-910-298-7068 | mccimmon@eastpointe.net
 Virtual and/or In Person meetings will be held specifically with DSS beginning in May to discuss Tailored Plan
* Approved educational and marketing materials will be shared with DSS

Member Operations Integration
» Tailored Plan Mission: To deliver high-quality, whole-person care benefits to Medicaid members
» Eastpointe’s communications are designed to:
* Raise awareness about Tailored Plan benefits and services
» Educate public benefits users about the differences between Tailored Plans and Standard Plans
* Educate users on how to use the Eastpointe Tailored Plan most effectively

* Member education efforts will include in person and virtual events, information distribution at fairs and outreach
events, web-based presence, social media blasts, and education of stakeholders who have contact with
members/recipients.

NC Medicaid Managed Care | Tailored Pla _
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Tailored Plan: Eastpointe

Website Navigation
 Main website: www.eastpointe.net

« Tailored Plan website: www.eastpointe.net (Same address)

Key Features

» Navigation bar at top includes links for Member/Recipient,
Pharmacy, and Providers landing pages

 These three landing pages serve as the primary access points
for related topics.

* Links on landing pages are setup to ensure the 2 click
requirement is applied where required and to non-required
when possible.

NC Medicaid Managed Care | Tailored Pla
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@ PARTNERS
( Improving Lives. )
Strengthening Communities.

Tailored Plan: Partners Health Management
May 9t", 2022, 2:00 — 4:00 pm

DSS Liaison
TaraConrad
TConrad@PartnersBHM.org

NC Medicaid Managed Care | Tailored



Tailored Plan: Partners Health Management

Presenters: - N

Tara Conrad, TConrad@PartnersBHM.org PARTNERS g
Community Engagement Director, DSS Liaison Partners Taored Plan

901 S. New Hope Rd.

AI | |S on C rotty’ AC rottV@ P artne s B H M .0rg Name: Jn;hn A. Barnasham Gastonia, NC 28092

Member Engagement Director . www.partnersbhm.org
. Date Issued: 07/01/2022
Contact Information: .
« Member and Recipient Services: s
+ 1-888-235-4673,7 a.m.-6 p.m. Mon.-Sat. FRONT
N 24/7 B eh aV | O ral Health Cr |S |S L | n e _ This card is not a guarantee of eligibility, enrollment or payment

NG A

1-833-353-2093
« 24/7Nurseline: 4 A

Important Contact Information/Informacién importante de contacto

1 _8 8 8 _3 69 _245 2 Member and Recipient Services/Servicio para miembros y

destinatarios (7 am.-6 p.m. EST)...ccceeueurereeneensereessesenirnsenennns 1-888-235-4673, TTY: 711
° 1 . Partners MemberCONNECT. www.partnersbhm.org
We b S Ite . 24-Hour Nurse Line/Linea de enfermeria las 24 horas...................1-888-369-2452
. H 24-Hour Behavioral Health Crisis Line/Linea de crisis de

https://mww.partnersbhm.org/tailoredplan kel conaxiajas 3 horse 833:353-2093

° N E M T: 1 '8 8 8 '235 '46 73 If you suspect a doctor, clinic, home health For a medical emergency,
service or any other kind of medical provider go to the nearest emergency

is commiting Medicaid fraud, report it. room or call 911.

Call 919-881-2320.

Serving 14 Counties in North Carolina

e e \ Partners BACK
Burke Gaston Cotawba \_ y
Cabarrus Iredell
Catawba Lincoln PARTNERS MEMBER ID CARD

Cleveland Rutherford
Davie Stanly
Forsyth Surry

Rutherford m
Clevelan
Union Yadkin
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mailto:TConrad@PartnersBHM.org
mailto:Acrotty@PartnersBHM.org
https://www.partnersbhm.org/tailoredplan

Tailored Plan: Partners Health Management

Role in NC Medicaid Managed Care Role with NC Medicaid Direct

» Covers managed care for our most vulnerable citizens » Mental health, substance use disorders, intellectual/
developmental disabilities, traumatic brain injuries, care

 Physical health, mental health, substance use disorders, management

intellectual/developmental disabilities, pharmacy care
» Medical services will be fee-for-service

* Innovations and registry services
* Non-emergency transportation is handled by DSS
« Tailored care management

» Wellness programs

* Non-emergency transportation services for Medicaid

NC Medicaid Managed Care | Tailored Plan'C




Tailored Plan: Partners Health Management

How we work together

DSS Liaison planned activities, communications and member operations integration:
DSS Liaison: Tara Conrad | TConrad@PartnersBHM.org

# Community training series

o Collaborative health fairs (DSS, health plans, ombudsman, enrollment broker)

w Large-scale campaigns (social media, mailings, radio, billboards)

g‘z’ Distribution of materials (handbooks, brochures, wallet cards, other resources)

NC Medicaid Managed Care | Tailored Plan'C
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Tailored Plan: Partners Health Management

Encuis 1877 8641454
t 8Pessage Welcome, David v

Administration  References

Provider Alert:  Supported

Website Navigation

QUICK LINKS

 Main website: PartnersBHM.org

« Tailored Plan website: ParthnesBHM.org/TailoredPlan

ENGLISH 8641454

@PARTNERS R W

Consumer Administration  Consumer Services  Configuration Administration  Data Administration

Welcome, David v

Key Features

User Administration  Report Administration

Experiencing Behavioral Health Problems? Cail 1-888-235-HOPE (4637) Staff is avallable 24 hours a day, seven days a week

« Member Medicaid Section

« Recipient State-funded Section oo’

« Link to Member/Recipient and Provider Portals

& | sav connecen

* Resources Library

FIND A PROVIDER
Search for a mental health provider dear youl

« Trainings Library

News Subscribe Feedback Fraud and Abuse Protecting Privacy

 Calendar of Events

Office Locations: Contact Language Ass
Corporate Office N w2 Ifyou
3t 1-888-235-4673

* Newsletters

Elkin Office

disposicién

Hickory Office

NC Medicaid Managed Care | Tailored Plan

Provider Bulletin:  Provider Communication Bulletin #114

Explore the
Provider
K led

Fraudand Abuse  ProtectingPrivacy  Support

Contact Language Assistance:

t1-888-235-4673

lingilistica. Llame al 1
1

on social media




«» SANDHILLS
CENTER

Tailored Plan: Sandhills Center
April 25th, 2022, 1:00 — 3:00 pm

DSS Liaison

Heather Renshaw
336-389-6424 | HeatherR@SandhillsCenter.org

NC Medicaid Managed Care | Tailored




Tallored Plan: Sandhills Center

Presenters:
Jokena Islam — Customer Services Director
Heather Renshaw — DSS Liaison/Community Engagement Specialist
Heather Odendahl — Communications Specialist

Contact information:
« Member & Recipient Service Line:
« 1-800-256-2452/TTY 1-866-518-6778 (24/7/365)
 Behavioral Health Crisis Line:
1-833-600-2054 (24/7/365)
* NurselLine:
1-800-325-4141 (24/7/365)
« PharmacylLine:
1-800-347-1513 (Mon.- Sat. 7 a.m. to 6 p.m.)
 Non-emergency Medical Transportation Line:
1-800-256-2452/TTY 1-866-518-6778
Website:
www.SandhillsCenter.org
NEMT: 1-800-256-2452

Counties Served: Anson, Davidson, Guilford, Harnett, Hoke, Lee, Montgomery,
Moore, Randolph, Richmond and Rockingham

NC Medicaid Managed Care | Tailored Plan Cro
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Tallored Plan: Sandhills Center

Rolein NC Medicaid Managed Care Role with NC Medicaid Direct

« Manages integrated behavioral and physical * Manages behavioral health care for Medicaid
health care. members not in a Tailored Plan.

 Assures that people in need have access to * Assures that people in need have access to
quality services in their communities. guality services in their communities.

Tailored Plan Services: NC Medicaid Direct Services:

« Manage a Quality Provider Network « Manage a Quality Provider Network

« Provide Tailored Care Management * Provide Care Coordination

« Access to 24/7/365 Support » Access to 24/7/365 Support

NC Medicaid Managed Care | Tailored Pla



Tallored Plan: Sandhills Center

How we work together

DSS Liaison
» Heather Renshaw — DSS Liaison/Community Engagement Specialist
« 336-389-6424 | HeatherR@SandhillsCenter.org

» Collaborate with DSS designated staff and other local partners to provide information to members
and potential members through educational and community events

Member Operations Integration

» Websites, brochures, posters, and streaming PPTs (where technology is available)
« Community presence
» Ensure collaborative relationships with partners

NC Medicaid Managed Care | Tailored Plan




Tailored Plan: Sandhills Center o~ sasprs

lies

Website Navigation h

Substance Use Disorder

. - - . ". Care for Individuals in 11
« Main website: www.SandhillsCenter.org "*

« Tailored Plan website: www.SandhillsCenter.org (Same
address)

Sandhills Center is a Local Management Entity-Managed Care Organization (LME-

MCO) serving people in 11 counties in central North Carolina: Anson, Davidson,
Guilford, Harnett, Hoke, Lee, Montgomery, Moore, Randolph, Richmond and

K e F e at ures Rockingham. We have a robust network of providers who offer treatment and support
for mental health, intellectual/developmental disabilities and substance use
disorders.

)
° S u p p ort | Ines T SR S o i Wi Wbl s

need them, to enrich and support our Provider Network, and to contribute to the
overall well-being of the communities we serve.

 Member and Recipient Sections

* Provider Directory ]
 Contact Us and Grievance Forms -‘- FENe

Featured News Upcoming Events

« Support Group Calendar

e News

NC Medicaid Managed Care | Tailored Plan Cr
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A Trillium

‘ HEALTH RESOURCES

Transforming Lives. Building Community Well-Being.

Tailored Plan: Trillium Health Resources
Monday, April 11th 2022, 1:00 — 3:00 pm

DSS Liaison

Sean Kenny
Sean.Kenny@trilliumnc.org

NC Medicaid Managed Care | Tailored




Tallored Plan: Trillium Health Resources

Presenter: 4 201 West Frst St.
. Greenville, NC 27858
Sean Kenny, Head of DSS Engagement, Sean.Kenny@trilliumnc.org B8 o wsovers worw.TrllumHeakhResources.org
Mame: PCP Name: }00K
Contact Information: Jane C. Doe PCP Address: XX00000000C
Medicaid #: XOOOO000KK, XX XXHKXX
XCO00000XX PCP Telephone Number:
Member and RecipientLine Date of Birth: XOOK-IOK-XO0KX
MM/DD/YYYY :
1-877-685-2415 Wbo) Ra: 000K
. . Effective Date: R BIN: #775%
* Provider SupportLine MM/DD/YYYY PCN: RXTRILLIUM

1-855-250-1539
« Administrativeand Business

1-866-998-2597 Behavioral Health Crisis Number: 1-866-990-9763
; Member Services and Nurse Line:1-877-685-2415 (TTY 711)
[ )
Web site Provider Service Support Line:1-855-250-1539
www.trilliumhealthresources.org Prescriber ServiceLine:1-866-245-4954 _
Ifyou suspecta doctor, clinic, hospital, homehealth serviceor any
e NEMT: 1-855-397-3612 other kind of health provideris committing Medicaid fraud, reportit.

Call (919) 881-2320.
For a full listof services and benefits available, pleasevisit
www.TrilliumHealthResources.org

* Counties Served: Beaufort, Bertie, Bladen, Brunswick, Camden, Craven, Chowan,
Columbus, Currituck, Carteret, Dare, Gates, Hyde, Jones, Halifax, Hertford, Martin,
Nash, New Hanover, Northampton, Onslow, Pender, Pamlico, Pitt, Pasquotank,

Perquimans, Tyrrell, Washington

NC Medicaid Managed Care | Tailored Plan Cros
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Tallored Plan: Trillium Health Resources

Rolein NC Medicaid Managed Care

 Trillium will manage Whole Person Care for members who
experience Serve and Persistent Mental lliness, Severe
Substance Use Disorders, Intellectual/Development
Disabilities and Traumatic Brain Injury

Tailored Plan Services

* Non-emergency medical transportation (NEMT)

» Added Services
 Gym Memberships
» Tobacco Cessation
» Asthma Relief
* Recovery Support App

* Trillium also address unmet health related resource needs

NC Medicaid Managed Care | Tailored Pla

Rolewith NC Medicaid Direct

* Trillium will continue to manage Mental

health, substance use disorder (SUD)
and intellectual/developmental
disabilities (I/DD) services

— Enhanced Services




Tallored Plan: Trillium Health Resources

How we work together

DSS Liaison
« Sean Kenny, Head of DSS Engagement | Sean.Kenny@trilliumnc.org
« DSS Communication Bulletins

* In-Person and Virtual trainings offered to DSS

Member Operations Integration

 The DSS Liaison is available for personal visits, “DSS Days”, and virtual meetings which will assist
DSS.

e Our System of Care Coordinators will link community resources with each other on a continual basis.
 Trillium offers text alerts to members and care management.

« Trillium will offer Member Information Sessions.

All activities focused on respecting the members integrity, culture, and independence.


mailto:Sean.Kenny@trilliumnc.org

Tallored Plan: Trillium Health Resources

‘ il
£ ‘Tnlhu_m

Website Navigation

For Individuals & Families
® M al n Web S I te: WWW-trII | Iu m h ealth resou rces . Org Iransforming Lives | Building Community Well-Being

« Tailored Plan website: www.trilliumhealthresources.org (Same
address)

Key Features
: ¢ Trillium
« How to select a provider o

« Member Handbook Crisis Services

« New Member Orientation H O AILABLE 24 HOURS DAY

« Benefits Plan and Service Definitions explanations

108 SESTD LOCCturw 15 @ how 19 Pragaew yout ted and

« Available in Spanish et g
* Member Communication Bulletins st s

NC Medicaid Managed Care | Tailored Plan Cross
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VAYA

VAYAHEALTH

Vaya Health Behavioral Health I/DD Tailored Plan
Thursday, April 21512022, 1:00 — 3:00 pm

DSS Liaison
Brian Shuping, BS, QMHP
Vice President, Community Relations
Brian.Shuping@vayahealth.com | 828-506-5759

NC Medicaid Managed Care | Tailored Plan
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Vaya Health Behavioral Health I/DD Tailored Plan <

Presenter / Key DSS Contact YA A
Patty Wilson, VP of Learning & Development, VAYAHEALTH
Patty.Wilson@v ayahealth.com

-
’ ~

Brian Shuping, VP of Community Relations and DSS Liaison O WAVA  sescereocou }
Brian.Shuping@vayahealth.com § o vavneaH N o

: Member ID: [NC Medicaid or NC Health Choice] i

E MEMBER NAME i

Key Contact Information | provmRNae §
- Member and Recipient Service Line: 1-800-962-9003 | sz

° PrOV|der Support SerV|Ce Llne: 1_866_990_9712 :\\ Detailed benefit information is available at vayahealth.com ,il'

_________________________________________

« Pharmacy Service Line: 1-800-540-6083
* Nurse Line: 1-800-290-1623

« 24/7/365 Behavioral Health Crisis Line: 1-800-849-6127 (available for all
residents of Vaya’s 31 counties; do not have to be a Medicaid beneficiary) | emoaeporab vepshesthcom

_________________________________________

-

If you have a medical or life-threatening emergency, call 911 orgoto a
hespital emergency department immediately. For individuals wheo are
hearing-impaired, dial 711 to reach NC Relay.

If you suspect a doctor, clinic, hospital, hame health service or any

Member and Recipient Service Line: 1-800-849-6127 or TTY 711
Behavioral Health Crisis Line: 1-800-000-0000

Nurse Line: 1-800-000-0000

Provider Service Line: 1-800-000-0000

Prescriber Service Line: 1-800-000-0000

* \Vaya Health website: www.vayahealth.com

« DHHS@vayahealth.com — point of contact for NCDHHS staff and officials; this |
email account is continuously monitored to ensure responsiveness e v

NC Medicaid Managed Care | Tailored Plan'C
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Vaya Health — Counties

Brian Shuping, VP of Community Relations
Community Relations Regional Directors:
- Shelly Foreman

Angie Garner
e Dustin Burleson

Zack Shepherd
B Cara Townsend-Dohner

Elliott Clark
Counties served: Alamance, Alexander, Alleghany, Ashe, Avery, Buncombe, Caldwell, Caswell,
Cherokee, Chatham, Clay, Franklin, Graham, Granville, Haywood, Henderson, Jackson, Macon, Madison, McDowell,
Mitchell, Person, Polk, Rowan, Stokes, Swain, Transylvania, Vance, Watauga, Wilkes, and Yancey

NC Medicaid Managed Care | Tailored Plan _




Vaya Health — Community Relations Directors «

VAYAHEALTH

® Zack Shepherd
2 zack.shepherd@vayahealth.com
: f 336-984-8229

Shelly Foreman
y shelly.foreman@ vayahealth.com
oy 828-508-9672

Dustin Burleson
dustin.burleson@vayahealth.com
828-467-1532

Y Cara
' Townsend-Dohner
cara.townsend-dohner

@vayahealth.com
980-316-0043

Angie Garner
angela.garner@vayahealth.com
828-606-2737

l_ Elliot Clark
elliot.clark@vayahealth.com
919-608-7894

NC Medicaid Managed Care | Tailored Plan Cross
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Vaya Health Roles and Responsibilities

Role in NC Medicaid Managed Care

» \aya Health is a local government entity and Behavioral Health 1/DD Tailored

Plan that will manage integrated, whole person health services and supports

for Medicaid and NC Health Choice members starting Dec. 1, 2022

 Medicaid Services include:

VAVA

VAYAHEALTH

Role with NC Medicaid Direct

» Vaya Health will manage behavioral

health services for beneficiaries

Physical health care

enrolled in NC Medicaid Direct

Behavioral health (mental health and substance use disorder) e Services include:

Pharmacy .
Long-term services and supports (LTSS)
Innovations and TBI Waivers*

Tailored Care Management

Unmet health-related resource needs

» As a Tailored Plan, Vaya will also manage BH and IDD services for State-
funded recipients, within available resources. State-funded services are not
an entitlement, and do not include physical health, pharmacy, LTSS, or the *
Innovations or TBI waivers*.

Mental Health
Substance Use Disorder

Intellectual and/or Developmental
Disabilities (I/DD)

Innovations and TBI Waivers*
(only for Tribal members who opt
out of Managed Care)

Tailored Care Management

*The Traumatic Brain Injury (TBI) Waiver has not yet been expanded to Vaya’s region. Once that expansion occurs, Vaya will also manage TBI Waiver services.

NC Medicaid Managed Care | Tailored Pl



Vaya Health — How we work with DSS

Brian Shuping, BS, QMHP, VP of Community Relations and DSS Liaison

Has a deep understanding of the scope of services/ programs coordinated through
local DSS offices.

Serves as the primary liaison for any issues or concerns around Vaya’'s engagement
with local DSS offices in Vaya's service area.

Oversees a team of Community Relations Directors embedded in our local
communities to ensure timely response to DSS concerns.

Regularly meets with DSS Directors and attends Vaya Regional Board meetings,
County Commissioner, HHS, and Social Services Board meetings, as well as other
community events.

Primary contact to triage and escalate member-specific or Behavioral Health
I/DD Tailored Plan questions.

Collaborates with Vaya’s Care Management (CM) and Provider Network Operations
(PNO) departments to ensure regular cross-functional huddles between Vaya, DSS,
providers, and community stakeholders.

Collaborates with CM to ensure ongoing connection to embedded care management
and proactive case staffing model.

Collaborates with PNO to identify and solution any gaps or barriers for DSS-involved
population served by Vaya.

NC Medicaid Managed Care | Tailored Plan Cr

VAVA

VAYAHEALTH

Brian Shuping



Vaya Health Behavioral Health I/DD Tailored Plan

VAVA

VAYAHEALTH

* Member and Recipient Operations Integration

— Community Relations works with Vaya's
Member and Recipient Outreach and
Engagement Team and Office of
Communications to coordinate outreach and
distribution of materials

— Communications and member education occur
through informational webinars, community
events, website, web-based portal, text/ mail
campaigns, and distribution of printed
materials (approved by NCDHHS or adapted
from NCDHHS materials) through a variety of
mechanisms, as well as in-person, telephonic,
and electronic communication

— Guided by a person-centered approach and
recovery-oriented model that values the
uniqueness of members and recipients and
provides access to resources they can use to
make decisions about their health care and
wellness goals

NC Medicaid Managed Care | Tailored Plan Cro




Vaya Health Behavioral Health I/DD Tailored Plan

VAYA Home LearnMore GetHelp  Getlnvolved GettoKnow Us PROVIDER CENTRAL (0

Website Navigation

. . £ ,*‘% ,V.":‘:i;’j:. :
« Main website: www.vayahealth.com L
Leagprrnare d‘tggut&\‘/aya‘Health e o
- - Vaya manages puh?cly und_egB‘e. avioral :e: th an. ”" al/ developmental disabi(i[ies:ervi s in Norl |
« Tailored Plan website: o e et inlgerson crd A SN I3 7'@%/ >
www.vayahealth.com (Same address) | { ®

Screenshotis subjectto change

Key Features

« For Members — Learn More, Get Help, Get Involved
» For Providers — Learning Lab, Authorization and Billing, and Electronic Visit Verification

« Use the menu navigation at the top of the website to find important information and portals

» Use the search box when additional help is needed and to find specific information Y‘Y‘

VAYAHEALTH
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B——

AmeriHealth Caritas
North Carolina

Standard Plan: AmeriHealth Caritas

DSS Liaison

Brenda Radford, Director Member Engagement
Bradford@amerihealthcaritasnc.com

NC Medicaid Managed Care | Tailored




Standard Plan: AmeriHealth Caritas North Carolina

Presenters/Key Personnel s 2

B
Brenda Radford, Director Member Engagement, DSS Liaison, Amerillealth Lintiay
Bradford @amerihealthcaritasnc.com — S——
. . [J°h'.' L Doe] . . E(P;?ozgr:; lr:liTe, PCP last name]
Francheska Elliott, Manager Community Outreach T e e
State ID: XXXXXXXXXXXXX] Eg‘i:y","égfgrz"lﬁ]
. PCP/Group phone number
Contact Information e
. [MM/DD/YYYY]
« Member Services: 855-375-8811 (TTY: 866-209-6421) - |
\ Limits may apply to some services. Not transferable j
« 24/7 Nurse Line: 888-674-8710 - 5
- - - - B 43 To access your member portal, visit
« Behavioral Mental Health Support and Crisis Line: 833-712- et www ameribealtcaritasns com

2262
 Waebsite: https://amerihealthcaritasnc.com

Statewide Service Area

Always cary your AmeriHealth Caritas North Carolina card.
You'll need it to get your benefits. Go to your AmeriHealth Caritas
North Carolina primary care provider (PCP) for medical care.

d Gotoan dep: near
you if you believe your medical condition may be an emergency.
I you get emergency care, please notify your PCP.

North Carolina Department of Justice Medicaid
Investigation Division (MID}): 1-19-881-2320

{If you suspect a doctor, clinic, hospital, home health service or any
other kind of medical provider is committing Medicaid fraud, report it.
Call 1-910-881-2320)

AmeriHealth Caritas North Camlina

8041 Arco Corporate Drive

Raleigh, NC 27617

For claims processing mail to:
AmeriHealth Caritas North Camlina
Claims Processing

P.0. Box 7380, London, KY 40742-7380

Member Services: 1-855-375-8811
TTY: 1-866-209-6421

Provider Services and prior authorization
1-888-738-0004

To speak with a nurse anytime
1-888-674-8710

Behavioral Health Crisis Line
1-833-712-2262

Pharmacy Provider Services
1-866-885-1406

Pharmacy RxBIN #019595
Pharmacy RxPCN #PRX00801

For questions about services not covered by AmeriHealth
Caritas North Carolina, please contact the NC Medicaid Call
Center at 1-888-245-0179 or 1-919-813-5550.

k All other insurance payers must be billed before AmenHealth Caritas North Carolina, payer of last resort.

NC Medicaid Managed Care | Tailored Plan Cr
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Standard Plan: AmeriHealth Caritas North Carolina

How we work together

DSS Liaison
« Brenda Radford, Director Member Engagement
« Bradford@amerihealthcaritasnc.com | 984-245-3504
« Regional presence with Wellness & Opportunity Centers
* Meet and Greet for local DSS leadership — Summer 2022

AmeriHealth Wellness &

Member Operations Integration Opportunity Centers
« Educational Opportunitiesin the Wellness & Opportunity _
Centers Asheville, Greensboro, Charlotte,

. . Fayetteville & Greenville
« Member Advisory Committees

NC Medicaid Managed Care | Tailored Plan'C
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Standard Plan: AmeriHealth Caritas North Carolina

. . . % @ Reperifraud  Q Aboutus Ny Langusge ~ 2, Careers
We b S I te N aVI g at I O n 1\"1(‘['“[(‘&]"] C(l1'itLlS Search Website

North Carolina
Members ¥ Miembros ¥ Providers ¥ Contact Find a Provider

« Website: https://amerihealthcaritasnc.com Sake care mith the coravavins

Keep yourself, your family and your community healthy. Find out more about the coronavirus and how you can help prevent it.
Learn more about COVID-19 | Inférmese sobre la COVID-19

K ey F e at u r e S Get a Free COVID-19 Vaccine and Earn a Reward From Us! | jReciba la vacuna contra la COVID-19 gratis y gane una recompensa que tenemos
para darle!

« Member website — handbook, benefits info,
online provider directory, member newsletter

« Member portal

« Community pages under development —
Member advisory councils, wellness &
Opportunity Center locations, calendar of
events

Social media — Facebook page
@amerihealthcaritasnorthcarolina

NC Medicaid Managed Care | Tailored Plan Cro
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carolina
/A’ complete health.

Standard Plan: Carolina Complete Health

DSS Liaison
Dr. Faith Samples
Director, Community Partnerships
Faith.L.Samples@carolinacompletehealth.com

NC Medicaid Managed Care | Tailored




Standard Plan: Carolina Complete Health

£ N
(-\j carolina 10101 David Taylor Dr. Suite 300
Presenters/Key Personnel A" complete health Cheriote o
. . . . L Name/Nombre: LUKE & HARPER Rx: Emvolve Pharmacy Solutions
Dr. Faith Samples, Director, Community Partnerships | DSS Liaison Member ID#: 9516 23929N RXBIN: 004336
_ _ Date of BirthFecha de MNacimie nto: :i;‘;’; ;E“H';"f o
Ona George, Director, Customer Service oumpow
Effective/Efectivo a partir de: 07 /o0 /200 MEMBER PORTAL/PORTALPARA
. . . . . . AFLIADOS:
Lori Keane, Director, Marketing & Communications Lomberion cren e pm T PEP CarolingCompleteHealth.com
Dr. Kim Purinton, Director, Medical Management Operations AMHPCP Address (Direccion del AMH/PCP:  Medicaid

400 Liberty Hill Road

Lumberton NC 238358

AMH/PCP Phone Number/Nimer de teléfono del
AMH/PCP: M0-739-3018

Contact Information Q )
« Member Services: 833-552-3876
. NUI’SEAdVICe Llne. 833_552_3876 :mﬁﬂ;lmtmmFﬂthmJIHFMNIIMTHHTE DE CONTACTO
« Behavioral Health Crisis: 855-798-7093 ﬁifﬂﬁﬂ“ﬁﬂiﬂ:&fﬁﬁﬁ;ﬁﬁﬁ;ﬂ?“’”
« Website: carolinacompletehealth.com i'::ﬁﬁ;;;:':"“m“ selthm s essd e

Pmwvider Service Lina - Prascriber Sarvica Line - Prior Authodzafian

Pharmacy Help Desk: 1-833-992-2785 Pharmacy Prior Authorization: 1-333-535-4309
Pharmacy Paper Claims: P.0. Box 983000, Wes! Sacamenio CA 95793

All Medical Claims: Cardina Compla’e Haal, PO Box 8040, Farmingion, MO 63520-3040

If you suspact a docior, dinic, haspid, hame 5i sospacha que un madico, dinica, haspid,
haalth sarvice or any ofer kind of medical sanviciode alencidn médicaen el hagar a

Counties Served

» Region 3: Alexander, Anson, Cabarrus, Catawba, Cleveland, Gaston, Iredell, Lincoln, Mecklenburg,

provider is commiling Medicad faud, repod cuslquier ofm fpo de proveadar médico astd
Rowan, Stanly, and Union counties. it Call 1819-881-2920. Some senices are camefianda Fraude contm Medicad, infdrmalo.
carved out A full listof banefis can be found Uame a 1-819-881-2320. Algunos sanicos
intha Mambar Handbook af estan exduidos. Puada encontrar unalista
H . H H CarolinaCompileteHaal th.com. complata de beneficios en al Manua pam
» Region 4: Alamance, Caswell, Chatham, Durham, Franklin, Granville, Johnston, Nash, Orange, Person, shvados de CarolinaCompltsHaath com.
Vance, Wake, Warren, and Wilson counties.
> Region 5: Bladen, Brunswick, Columbus, Cumberland, Harnett, Hoke, Lee, Montgomery, Moore, New NOTE: Carolina Complete Member ID Card as of 2/28/22.

Hanover, Pender, Richmond, Robeson, Sampson, and Scotland counties. Card will be updated by 7/1/22 to reflect change in PBM.




Standard Plan: Carolina Complete Health

How we work together

DSS Liaison
» Dr. Faith Samples| Faith.L.Samples@carolinacompletehealth.com

» CCH works with local DSS offices to provide both in-personand virtual educational events on Medicaid Transformation for
beneficiaries.

» Co-hostevents with community partners and DSS offices to highlight plan benefits, Value Added Services and resource supportsto
meetthe needs of members.

Member Operations Integration

» CCH s the only Provider-Led Medicaid Managed Care Plan, established through a joint venture between the Centene Corporation, the
North Carolina Medical Society (NCMS), and the North Carolina Community Health Center Association (NCCHCA). This represents a
collaboration betweenthe nation’s largest Medicaid Managed Care Organization (Centene)and local doctors (NCMS and NCCHCA).

» Through a large network of doctors and other providers, CCH provides Standard Plan benefits, including primary care doctor visits,
emergency/urgentcare, and prescriptiondrug coverage. In addition, CCH'’s provides Value-Added Services to support holistic health
and include educational supportfor children with school supplies and online tutoring, youth developmentand afterschool programs,
new mother supportincluding education and tangible resources such as a car seat, breastpump or diaper bag.

+ CCH's Community Health Workers support health equity and Social Determinants of Health by coordinating assistance and resources
for membersto find safe/affordable housing, address foodinsecurity, provide resources for social justice issues, and more.



Standard Plan: Carolina Complete Health

Website Navigation

« Website: www.carolinacompletehealth.com

Key Features

24/7 access

View claims, change primary care provider, and
request a new member ID card through secure
member portal.

Get up-to-date COVID-19 testing and vaccination
information through the CDC and NC DHHS links.

Access to plan benefit information and resources.

Web forms to easily request Value-Added Services
online.

Find a Provider online search tool.
Member Handbook and other materials.
Plan contact information.

NC Medicaid Managed Care | Tailored Plan Cre

m carolina
/A complete health

FOR MEMBERS FOR PROVIDERS

. W
Welcome to 3 5 4
Medicaid -
Managed

Care

Choosa tha plan you can rely onl

Welcome to Carclina Complete Health
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oo caaima | Healthy Blue

Standard Plan: Healthy Blue

DSS Liaison
Kristy Kent | Kristy.Kent@bcbsnc.com

NC Medicaid Managed Care | Tailored
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Standard Plan: Healthy Blue

Presenters:
Maria Franklin — Director of Behavioral Health Services @ Healthy BlueNC
Dr. Steven Bentsen — Behavioral Health Medical Director
Andrea Smith-McAdoo — Manager, Behavioral Health Crisis Line ( h
21 Healthy Blue
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(844)545-1427 (TTY 711) L )
« Behavioral Health Crisis Line
f N
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Serving Medicaid and NC Health Choice members in all 100 North Carolina

counties.


http://www.healthybluenc.com/

Standard Plan: Healthy Blue

How we work together

DSS Liaison
« Kristy Kent | DSS Liaison
o Kristy.Kent@bcbhsnc.com

 In development:
* Initiatives to support whole person health / whole family unit health
* Initiatives to support suicidality trends among minors

Member Operations Integration
« Ongoing transition of care and warm handoff activities with LME/MCOs
« Discharge planning and transition from one level of care to next

« Engagement with all 100 Crisis Continuum and Collaborative for Children, Youth and Families forums
« Case Management services including coordination with Advanced Medical Homes when applicable

« Coordination with nurse case management to address medical needs

NC Medicaid Managed Care | Tailored Pla


mailto:Kristy.Kent@bcbsnc.com

Standard Plan: Healthy Blue

& § Healthy
Website Navigation

Benefits Apply Care Get Help AAA Espaiiol Login ContactUs

« Website: www.healthybluenc.com

Medicaid and NC Health Choice in North Carolina

Key Features
« Benefits
v Healthy Blue Benefits
v' Pharmacy and Prescriptions

v' Member Materials UJ o ) o N
« Care
v Find a Doctor North Carolina launched Medicaid Managed Care July 1, 2021.
v' Get the Care You Need e
 Get Help

v' Local resources (including Community Resource Link)
v Health and Wellness resources
v Useful apps

NC Medicaid Managed Care | Tailored Plan'C
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Standard Plan: UnitedHealthcare Community Plan of North Carolina

DSS Liaison
Keith Funderburk
keith_funderburk@uhc.com | 336-207-8603

NC Medicaid Managed Care | Tailored



Standard Plan: UnitedHealthcare Community Plan of North Carolina

Front of Card
- - . — =
DSS Liaison Point of Contact: Uyum
Healthcare
Mm"" -87726-04
Keith Funderburk | 336-207-8603 | Mon—Fri 8-5 | Keith_Funderburk@uhc.com DS e daswaell -
Tgm Payer 1D 87726 §
Medicaid ID AQYHITIGI ’ 2
PCP Name: N OPTUMRY o
3c°§m MMM 31%‘;}‘» ACUNC -
Service Line Information: ) e
Member Service |800-349-1855, (I;/Ioenr;Sat e N \ paneaedty U asmiat dn Coaa . ) )
Line TTY 711 be yune.
Holidays Back of Card
E:?(;"der SeIVICe | 800-638-3302 | Mon-Sat 8-6 | UHCprovider.com e————\
Pharmacy IH&%@@%I
Service Line 855'258'1593 Mon-Sat 7'6 mtqmmreecowme To verfy benefts or 1o find a prowder, vist e
ge.h‘."‘v'fra' Health | g27 334.1141 | 2477 e g o
rsis Line Beheioral Healh B:iki Ty 11
Nurse Line 855-202-0992 24/7 For Providers: _UHCprovider.com 866-633-4449
Medical Claims: PO Box 5270, Kingston, NY, 124025270
Pharmacy Claims OptumRx, PO Box 650334, Dallas, TX 75265-0334 j

\ \  For Pharmacists 844.569.4147

NC Medicaid Managed Care | Tailored Plan Cre _



Standard Plan: UnitedHealthcare Community Plan of North Carolina

How we work together to keep the Member in the center of all that we do

Mission: Helping people live healthier lives and building healthier communities.

Core Values that drive community engagementin North Carolina

» Integrity: We commit to the application of a health equity focused lens in all that we do and serve all North

Carolina communities with integrity.

» Compassion: We seek and foster diversity in thought, voices and experiences to support statewide culturally
competent care.

» Performance: We commit to the collection and use of disparities data to improve the health of our members
and will allow that data to inform the development of strategy, programs, key initiatives and interventions for our
local communities.

» Innovation: We will ensure strategic alignment with internal and external stakeholders to develop an
innovative approach to addressing disparities.

» Relationships: We will engage with communities to understand uniqgue needs that are contributing to
disparities and poor health outcomes at the community level.



Standard Plan: UnitedHealthcare Community PI_

UnitedHealthcare is committed to focusing on whole-person centered, and a well-coordinated system
of care for our members that address both medical and non-medical drivers of health. We engage
with our members in a variety of ways, including but not limited to, Personalized New Member

Outreach, Member Orientations, Community Events, Provider Collaborations.

Mobile Office

New Member Welcome Kit Handbook Newsletter
B T U uniteangathcare F = & =
enefl:;:t;: ‘;‘#‘7‘:; ‘3'_'

We are here foryou, =% - \
5 o
g North Carolina. >
“N UnitedHealthcare
| - Community Plan Medicaid. ¥,
& £

'f - T2
‘JJJ UnitedHealthcare‘[ ‘ g
s =

o United
Healthcare
Community Plan

Welcome to the &
community. Exercise ideas

Medi e Member Handbo ok
Uriey munity Plan of North Carolina

4
May 2 {

TTY 711

o {) wental Heaitn

Your Banefits
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Standard Plan: UnitedHealthcare Community Plan of North Carolina

Website: https://www.uhccommunityplan.com/nc/medi
caid/medicaid-uhc-community-plan

Member Portal

View or print ID cards

Search for in-network providers

View benefits

View claims

View Health & Wellness content

Change member communication delivery preferences
View FAQs

Contact member services

Provider Portal

Prior authorization and notification resources
Current policies and clinical guidelines
Provider Administrative Manuals and Guides
Claims and payments

Pharmacy resources

Provider forms and resources

Bulletins and newsletters

NC Medicaid Managed Care | Tailored Pla

https:/iwww.uhccommunityplan.com/nc/medicaid/medicaid -uhc-community-plan

' UnitedHealthcare Site Language:
Community Plan English (en) v

Find Plans v State Information v Resource Center v About Us ContactUs v

Home > North Carolina Health Plans >  UnitedHealthcare Community Plan of North Carolina - Medicaid

If you are experiencing a behavioral health crisis, call 1-877-334-1141
For more information on Non Emergent Medical Transportation (NEMT) click here >

Stay informed about Coronavirus (COVID-19)

Find Covid-19 resources [} and information on local vaccination sites [} in North Carolina

COVID-19 Vaccine Information

COVID-19 vaccines are available to everyone 12 and older. For more information visit https://covid19.ncdhhs.gov/vaccines (4

Don't Walt to Vaccinate
Nearly all new COVID-19 cases are people who are not fully vaccinated. Get a tested, safe and effective vaccine to protect yourseif and others against
hospitalization and death. Find a vaccine location near you

Mow is your visit?

https:/iwww.uhcprovider.com/en/health-plans-by-state/north-carolina-health-
plans/nc-comm-plan-home.html

—_ United ]
— Healthcare What can we help you find? Q \ Members (4 Find Dr. New User & User Access
R

MENV esources for physicians, administrators and healthcare professionals
Home > Health Plans by State > North Carolina Health Plans >  UnitedHealthcare Community Plan of North Carolina Homepage

@ November 30, 2021 at 4:00 PM CT

Out-of-network ibilities for non-participating providers is sunsetting 11/30/2021. Please review the state guidance at the following link to
sure you understand the impact to you or your practice: Extension of Out-of-Network Provisions | NC Medicaid (ncdhhs.gov) (2

Welcome to the Home for Care
Provider Resources

For UnitedHealthcare Community Plan of North Carolina




NN\ WellCare

Beyond Healthcare. A Better You.

Standard Plan: WellCare of North Carolina, Inc.

DSS Liaison
Shaune Lancit
Shaune.Lancit@wellcare.com
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WellCare of North Carolina, Inc. _
How We Work Together \\WEHC are

DSS Liaison Beyond Healthcare. A Better You.

- Shaune Lancit | Shaune.Lancit@wellcare.com

- Listening sessions with DSS quarterly for touch-base and to identify concerns
and opportunities for seamless integration.

- Regular e-mails including updates and opportunities for collaboration

Member Operations Integration

- Community-based teams located regionally with one single point of contact
for all agencies

- Rapid escalation process for immediate/urgent solutioning

- Regular meetings with agencies on monthly and/or quarterly basis to
understand member issues and challenges, and incorporate feedback into
member education and engagement strategy and materials.

- Ad-hoc meetings if/when needed to collaboratively address any process
improvement needs and facilitate issue resolution
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WellCare of North Carolina, Inc. B 00
Member Engagement \\WellC are

Beyond Healthcare. A Better You.

Member Contact Information
- Service Lines Telephone Number: 1-866-799-5318
* Member Service, Provider Support, Pharmacy Service Line
* Normal Hours: Monday - Saturday 7am-6pm EST, Open all State Holidays
« Emergency Member Issues: 24 hours a day, seven days a week, 365 days per year
- Nurse Line: 1-800-919-8807
* 24 hours a day, seven days a week, 365 days per year
- Behavioral Health Crisis Line: 833-207-4240
* 24 hours a day, seven days a week, 365 days per year (24/7/365)
- Note: All lines also accessible via Service Line Number

Outreach Events
- Back to School Fairs, Faith-based Events, County Fairs, Local Festivals, Sports Leagues, and Large
Community Events

- Pop-Up Welcome Rooms and collaboration and on the ground presence via statewide and local
community partners: YMCA, Community Action Agencies, Urban Ministries, Head Start, Communities in

Schools
- WellCare Signature Events and health-focused events to bring additional opportunities for health to the
local community




WellCare of North Carolina, Inc. B 000
Member Communications \\WellC are

Beyond Healthcare. A Better You.
ID Cards

/ ( <www.wellcare.com/NorthCarolina> \

WellCare of North Carolina

NN WellCare

B A e Yo 220 80x12345 Tampa EL DS,
For a full listing of details of carved out services, see your member handbook.
Member: <FirstNames <Midinit> <LastNames Member Services: ‘}gggggggg}gﬁmm
Member ID: < XX XXXXX>  <Medicaid#xNC Health Choice-: < XXX X XX> Provider Sices: g 200-155-32/0>
Plan Name: <Plan N 24-Hour Nurse Advice Line: <]-800-919-8807>
24-Hour Behavioral Health Criss Hotline: <]-855-555-5555>
Primary Care ProvidRRREP; Prescriber Sefvice Line: <1-866-799-5318>
<PhyfFirst> <PhyLast> If you suspect a doctor, clinic, hospital, home health service or any other
kind of medical provider is committing Medicaid fraud, report it.
<1234 MAINST> RxBIN: <004336> Call 1-919-881-2320
<STE ABG> RxPCN: <MCAIDADV> = e :
<ANYWHERE, USA 33618 RXGRP: <RX 8775~ S Medical Claims: WellCare Claims <P.0. Box 1234 Tampa, FL 12345~
=3 For emergencies, call 911 or go to the nearest ER.
\ L PCPPhone: <1-555-555-1235> / vy K \ Contact your primary care provider as soon as possible. )

Member Handbook/ Welcome
Packet o~

- Included in Welcome Packet: ME; *ER RANDBOOK
Welcome Letter, ID Card, and S
Member Handbook

N\ WellCare

Beyond Healthcare. A Better You.




WellCare of North Carolina, Inc.

Website Navigation \\WellC are

Beyond Healthcare. A Better You.

Standard Plan Website Navigation
- Main Website: www.wellcare.com WwellCare CrTETT ;r

- North Carolina Medicaid Website: www.wellcare.com/nc

FIND A
PROVIDERS F Sc M CORPORATE | PROVIDER/
PHARMACY
5

Key Features
- Secure Member Provider and Secure Provider Portal

* Access to Care Needs Screenings and ICPs
* ID Card Requests and Images
» Address changes, PCP Changes

Attention Medicare Members

- Landing pages for targeted marketing and text messaging

campaigns
& O

Notice of Non-

- Onboarding materials and training for members and
prOVIderS Coronavirus (COVID-19) Health and Wellness
Keep yourself informed about Coronavirus (COVID- lize interactive tools to help you manage Discrimination
19.) Learn more about how we're supporting Al

members and providers

NC Medicaid Managed Care | Tailored Plan Cross
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EBCI TRIBAL OPTION

EBCI Tribal Option

NC Medicaid Managed Care | Tailored



EBCI Tribal Option

Presenters:
Karen Kennedy, EBCI Tribal Option Director
Gwynneth Wildcatt, EBCI Tribal Option Member Services Manager

» 241 Cherokee Hospital Loop, Cherokee, NC 28719
* Member Services Line: 1-800-260-9992 (TTY 711)
* Website: www.EBCITribalOption.com

« The EBCI Tribal Option manages the health care for North Carolina’s
approximately 4,000 tribal-eligible Medicaid beneficiaries, primarily in
Cherokee, Haywood, Swain, Jackson, and Graham counties. Eligibility
extends to neighboring counties when applicable.

NC Medicaid Managed Care | Tailored Plan Cro

N

EBCI TRIBAL OPTION

N.C. Dept. of Heaith and Human Services
Division of Health Benefits

Cut mong sones s

ANNUAL MEDICAID IDENTIFICATION CARD N.C. DEPT. OF HEALTH AND HUMAN SERVICES
DIVISION OF HEALTH BENEFITS
JRECIPIENT 1D RECIPIENT NAME
LME MCO: B TH DATE ISSUE DATE
e
gttt mdd .
o3 esl a2
oy, simte zpCode
EBCI TRIBAL OPTION
{Not valid unless signed) For questions about your Medicasd coverage and/'or 10 report Medicald
USE OF THIS CARD BY ANYONE NOT LISTED ON THE CARD IS frawd, wisie of program abuse, please contact the NC Medicasd
FRAUD AND IS PUNISHABLE BY A FINE. IWPRISONMENT OR Contact Call Canter o1 1-888 2450179
I_ROIH
Notice 1o Providers Saie Medin sadvcas must e approved in B
ance. Refer to hips /imedicaid ncdhhs goviprovidens/ progrinms. l
The Madicaid kantificason card is not proaf of Medicaid sligibiity, It i | S#FVICes/peod-appovil-and. dus-prooess for pror appoval
k1ve raspnsiimy of (v MaMoN Proviaer 10 vertly The KSsnthy of the requirements. Changes are published the first of sach month in
civichunl the Medscasl covered s, medical home/pramarny care Madicald Provider bulletine.
Py sbCian with whoem [T rec ne. odf
Out of state providers must obtain approval prios 1o delivering
Medicasd services a madical emergency as defined in
\Eligible Provider: A provi o it NC Madicaid the Social secu 23 (D)(ZHBH(I-) anvd (C)-#). In
program 1o be pid for services NC Magicasd recipsents. If | cases of medical that result in patient hospealization, out
inot enmilled, GO 10 www.nclrecks nc.gov 1o find enroliment information | of state providers North Carolina Medicakd within 72 hours
jand foms or call the CSC Verfication and C (three business admission date
EVC) Canter at 1.866.844. 1113
Claim Filing: B4 other insurance first; Medcasd s las: payor
Muedicasd payment is full payment sven if charges sxcesd the
payment Reler 10 the Basic Medcad Bdling Gude for sdddonsl
EAST.Z00NA (Rav 10/161 information regarding clakm fing Dana: 1 af




EBCI Tribal Option

« How we work together

« Who we are

« The EBCI Tribal Option is a health care option managed by the Cherokee Indian Hospital Authority to meet the
primary care management and coordination needs of federally recognized tribal members and others eligible for
services through Indian Health Service (IHS).

« The EBCI Tribal Option, is founded on principles such as:

« Uwa shv udanv te lv (The One Who Gives from Their Heart); Di qwa ste li | yu n(i) s
di (Like My Own Family to Me); To Hi (A State of Peace and Balance); Ni hu tsa tse li (It Belongs to you)

» Providing care coordination services in a culturally congruent system that leverages the collective strengths of a
fully integrated health system, Tribal community, and regional partners to ensure the health of the next seven

generations of the Cherokee people.

« Member Operations Integration
« Member Engagement and Outreach Materials are placed on the website and sent to EBCI Tribal Option providers
offices.
« EBCI Tribal Option participates in local community events to perform outreach to members.
« Member Services Team meets weekly with Tribal Public Health and Human Services, Resource Corporation of

America, the Enrollment Broker, and others to collaborate on Member Education, Engagement, and Outreach
Opportunities.



EBCI Tribal Option

Website Navigation

* Website: www.EBCITribalOption.com

EBCI TRIBAL OPTION

(© MEMBERPROVIDER: 8002609992 O SEARCH & A A

ABOUT | CARE MANAGEMENT ‘ FOR MEMBERS | FOR PROVIDERS ‘ NEWS | CONTACT

ELECT LANGUAGE W

Key Features

« The EBCI Tribal Option website is easy to navigate, with tabs at the top of
the screen for About, Care Management, For Members, For Providers,

News, and Contact.

* For Members includes Member Engagement & Outreach Materials, the
Member Handbook, and the Provider Directory, among other member

specific materials.

* For Providers includes the Provider Manual, Provider Grievances & Appeals
processes, and Tribal Option Performance Measures, among other provider

specific materials.

NC Medicaid Managed Care | Tailored Plan Cros

EBCI TRIBAL OPTION

With EBCI Tribal Option, you get your very own
Care Manager.
Managing your healthcare alone can be hard, especially when your
health is suffering. If you need extra support, becoming a member of
EBCI Tribal Option can help. You'll be assigned your very own Care
Manager, whose job is to help coordinate your healthcare services.

Your Care Manager is a specially trained health professional who works
with you, your doctors, other providers, and agencies to make sure you
get the right care and support when and where you need it most

(© MEMBERPROVIDER: 800,260 9992 SEARCH A A A
© 0z O hA A

ABOUT | CARE MANAGEMENT | FOR MEMBERS | FOR PROVIDERS | NEWS | CONTACT

NGUAGE ¥

FOR MEMBERS

hACY (Ni hi tsa tse li)

'a }\ “It belongs to you.”

> ' We believe our healthcare services
belong to the people—a generational gift.
—
-a

EBCI Tribal Option is a steward of that
inheritance, charged with safeguarding it
and providing it to patients/members

when and how they need it.

© MEMBERPROVIDER: 6002609992 QL SEARCH 4 A A

ABOUT | CARE MANAGEMENT | FOR MEMBERS | FOR PROVIDERS [ NEWS | CONTACT

NGUAGE W

Evidence-based care is our
standard.
N This assures the prosperity of the next
seven generations of the Eastern Band of

1 \
\ 5 Q Cherokee Indians. We do this by working
~ together to help each member achieve
\ = physical, mental, emotional, and spiritual

wellness.



http://www.ebcitribaloption.com/

« The Care Managers are responsible for care management for the Tribal Option members regardless of the
location of the person’s primary care office. The primary care services can be provided by the providers in
CIHA or those primary care offices located in the surrounding counties.

EBCI Tribal Option Care Management

« Care Management models all have 5 key functions:

Meet many of the
person’s physical and Oriented towards the whole | | Coordinates across all Safe high-quality care
behavioral health care person. This can be achieved | | elements of the health, Primary care accessible through clinical
through a team-based by partnering with patients such as specialty care, through minimizing wait decisions support tools,
approach to care. and families through an hospitals, home health times, enhanced office eV|dence-b_a§ed care,
understanding of and respect | | care, and community hours, and after-hours shared decision making,
for culture, unique needs, services, with an access to providgrs performance
preferences, and values. emphasis on efficient care through alternative measur_ement and
transitions. methods such as population health
telephone or email. management.
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Community Care of North Carolina (CCNC)
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Community Care of North Carolina (CCNC)

Presenters:

Anna Boone, Executive Director, aboone @communitycarenc.org

Kimberly Deberry, Director of Maternal and Child Health, kdeberry@communitycarenc.org

https://www.communitycarenc.orqg/

Role in NC Medicaid Direct

Care managementservicesinclude:

New enrollee education

Inbound call center for memberneeds

Care needs screening related to social determinants of health
Care coordination and resource linkage

Comprehensive assessmentfor complex patients

Care planning

ED follow-up and transitional care following hospital discharge
Medication reconciliation

Care gap closure

Disease managementand education

Collaboration with stakeholders and community organizations
Risk stratification

NC Medicaid Managed Care | Tailored Plan Cr
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https://www.communitycarenc.org/

Community Care of North Carolina (CCNC)

How we work together

DSS Liaison

Foster Care Outreach Specialist:

Susan Vaudreuil - Regions 1, 3,5 Delvin Campbell - Regions 2, 4, 6

svaudreuil@communitycarenc.orq dmcampbell@communitycarenc.orqg

DSS training on Care Management services

DSS VirtualHealth HELIOS Provider Portal training

AssistDSS with Resource Parent Night training on Care Management Services
Assist DSS with Guardian Ad Litem training on Care Management Services
County Stakeholder meetings to focus onimproving process and collaboration

Member Operations Integration

CCNC care managers may assistmembers or providers in working with DSS to identify and address enrollment issues

CCNC care managers may referor assistmembers in working with DSS to apply for additional benefits, such as WIC, SNAP, etc.
Frequency of communicationand outreach to DSS is dependenton the members needs, however DSS is notified when we are
unable to reach the member/caregiver and when the memberhas met closure criteria. For members identified as high risk, CCNC
offersan initial meeting with the DSS case worker within 7 days of identification.

CCNC ensures the Primary Care Provider receives a copy of the Custody Status Notification when we receive it from DSS.
CCNC provides education on Diagnosis, Medication, AAP recommended guidance and Best Practices.

CCNC will collaborate with all necessary stakeholders to ensure the members receive appropriate care & services.


mailto:svaudreuil@communitycarenc.org
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Community Care of North Carolina (CCNC)

HOME  COVID-19  WHO WE ARE WHAT WE DO STATEW!

Website Navigation
FOSTER CARE

#HOME / WHATWEDO / CLINICAL PROGRAMS /| CCNC PEDIATRICS /| PROVIDER GUIDELINES AND RESOURCES

 Website: https://www.communitycarenc.ora/

Did you know that children in foster care are children with special healthcare needs?

« Handbook: htips://www.medicaid.ncdhhs.gov/aboutCCNC

Children and youth in foster care should:

Be seen early

To assess f d s toms of child abuse and neglect
cillness

Member Call Center: 1-877-566-0943

Related Downloads

tal health problems

Foster Care
ry medical equipment and medications Download the information on
ster and birth) and kin page

Key Featu res Be seen often upon entry to foster care

= Health screening visit within 72 hours of placement
+ Comprehensive health admission visit within 30 days of placement
+ Follow-up health visit within €0 to 90 days of placement

d FO Ster Cal‘e Team Have an enhanced health care schedule

* Tomonitor for signs and symptoms of abuse ar neglect
=

& and visitation
« Toensure a child or youth has all necessary referrals, medical equipment, and medications
* To support and educate parents (foster and birth) and kin

« Tomonitar a child's or youth's adjustment o foster care

» Foster Care Provider Guidelines and Resources

Be seen often while they are in foster care

* Moenthly for infants from birth to age 6 months
« Every 3 months for children age 6 te 24 months

« DSS agenciesthathave submitted asigned Participation Agreementcan obtain
accessto VirtualHealth (VH) HELIOS Provider Portal. VH HELIOS provides access
to visit history, medicationfill history and care managementdocumentation.

 Fostering Health NC

NC Medicaid Managed Care | Tailored Plan Cross
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http://www.ncpeds.org/?page=FHNC

% NC DEPARTMENT OF

| HEALTH AND
| HUMAN SERVICES

Division of Health Benefits

NC Medicaid Enrollment Broker

DSS Liaison:

Brittany Bulluck
brittanybulluck@maximus.com | 646-488-2823

NC Medicaid Managed Care | Tailored



mailto:brittanybulluck@maximus.com

NC Medicaid Enrollment Broker _

« The Enrollment Broker is responsible for performing choice counseling or enroliment activities, or both.
Eligibility services are completed by NC Medicaid, not by the Enroliment Broker. The Enrollment Broker
and subcontractors must not have direct or indirect financial ties to any Health Plan or healthcare provider
that furnishes services in the same state where the Enroliment Broker work is performed. Source: The
Centers for Medicare & Medicaid Services (CMS) Code of Federal Regulations 42 CFR § 438.810

 Enrollment Broker Website: ncmedicaidplans.gov

 Enrollment Broker Call Center Information:
— Phone Number:
« 833-870-5500 (toll free)
— Hours of Operation:
« Monday to Saturday
e 7:00am to 5pm

S

NC Medicaid Managed Care | Tailored Pla

Unbiased enrollment broker services can ensure program
integrity while helping beneficiaries select the best health
coverage for them and their family.




NC Medicaid Enrollment Broker

Provide
communication hub
Choice for beneficiaries,
Counseling providers and
plans

Enroliment
Broker

Enroll Services Outreach

beneficiaries and
in right health education
plans for their

needs Maintain
Partner with web and mobile
and support applications,
local DSS iIncluding Provider
offices Directory

NC Medicaid Managed Care | Tailored Plan Cross=Funet



NC Medicaid Enrollment Broker
Website: ncmedicaidplans.gov

The NC Medicaid Managed Care website provides an
Integrated experience for members to manage their
health plan choice needs. This is a great resource to

direct members for questions about the health plans. = A~
The website includes the following tools and , l
information: L W Ame i

* Questions and answers
« Health Care Option Guide

 Medicaid and NC Health Choice Provider and
Health Plan Lookup Tool

« Meetings and Events / -

Enrollment Specialists are available via a chat tool to
answer guestions.

NC Medicaid Managed Care | Tailored Pla




NC Medicaid Enrollment Broker

NC Enrollment Broker Contacts:

Martina Jones Renee L Moore

Project Director Deputy Director

919-270-9451 919-922-8663
martinajones@maximus.com Reneelmoore@maximus.com
Carter Wade Brittany Bulluck

Outreach & Education Manager DSS Liaison

423-646-4333 646-488-2823
cartermwade@maximus.com brittanybulluck@maximus.com
Gina Padilla

Vice President, Health Services
720.987.8733
ginampadilla@maximus.com

NC Medicaid Managed Care | Tailored Plan
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OMBUDSMAN

NC Medicaid Ombudsman

NC Medicaid Managed Care | Tailored



« The NC Medicaid Ombudsman provides free, confidential support and education about the rights and responsibilities
people have under NC Medicaid. Additionally, the Ombudsman connects people to resources like legal aid, social
services, housing resources, food assistance and other programs.

NC Medicaid Ombudsman

« We are here to:
 Educate, advocate, refer and connect
« Communicate with NCDHHS and partners

Contact Information

« NC Medicaid Ombudsman website: www.ncmedicaidombudsman.org

« Help Line: 877-201-3750, Monday through Friday 8 am —5 pm, except for state holidays

* Email: info@ncmedicaidombudsman.orqg

— Program Director — Angeleigh Dorsey

- Program Managers — Katelyn Millette, Dylan Simosko, Sarah Mclintyre

NC Medicaid Managed Care | Tailored Plan
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NC Medicaid Ombudsman
Role in NC Medicaid Managed Care

Information and Education
- The Ombudsman's primary responsibilities are to educate, inform and assist Medicaid beneficiaries about:
* The transformation to NC Medicaid Managed Care
* How to navigate the managed care system
* Beneficiary's rights and responsibilities under managed care

Issue Resolution

« Ombudsman staff currently provide informal issue resolution to NC Medicaid beneficiaries with Medicaid Managed
Care standard plans to resolve issues members experience with NC Medicaid Managed Care health plans.

» After Tailored Plan launch, the Ombudsman will also provide informal issue resolution to NC Medicaid Beneficiaries
enrolled in Tailored Plans with issues they are experiencing with their Tailored Plan or Standard Plan.

« Ombudsman staff are advocates, seeking the best and most efficient outcome for the beneficiary.
« We work closely to assist health plans resolve issues for members.

« We monitor and report issue trends to the Department of Health and Human Services.
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NC Medicaid Ombudsman

Website Navigation

« Website: www.ncmedicaidombudsman.org

Key Features

Language and Accessibility accommodations:

Get Help and Call

About Us

FAQ page

Resources

For Community Partners

Toggle between English and Spanish
W eb Accessibility through accessiBe

NC Medicaid Managed Care | Tailored Plan Cro

: - e 9 Faas M Resources @ Search P Get Help . Call 877-201-3750
OMBUDSMAN

About Us For Community Partners Contact Us English Espafiol

Your Advocate for Quality Care

Starting July 2021, there is a new way to get health care for beneficiaries

receiving Medicaid in North Carolina. Most people will receive the same NC
Medicaid services in a new way — through health plans. You can contact the
NC Medicaid Ombudsman with any questions or issues you have been
unable to resolve working with your health plan or provider during this
transition.

NC Medicaid Ombudsman has launched!

Below you can find helpful information on upcoming changes to North Carolina’s Medicaid
Program, including how to enroll, health plan information, other places you can call for help
and important dates you should know.

What is the Ombudsman Program? 6

Our program helps North Carolina Medicaid and NC Health Choice beneficiaries understand
the Medicaid program and changes happening as the State moves to NC Medicaid Managed
Care. We offer help if people with Medicaid have trouble getting access to health care, and we
connect people to resources like leaal aid. social services. housing resources. food assistance


http://www.ncmedicaidombudsman.org/

Questions?
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Appendix
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Quick Reference: DSS Liaison Contacts

NC Medicaid Entity DSS Liaison ContactInformation

Alliance Health TBD TBD
Eastpointe Maria McCrimmon mccimmon@eastpointe.net| 1-910-298-7068
Tailored Plan Partners Health Management Tara Conrad tconrad @partnersbhm.org | 828-323-8093
Sandhills Center Heather Renshaw heatherr@sandhillscenter.org | 336-389-6424
Trillium Health Resources Sean Kenny sean.kenny@trilliumnc.org
Vaya Health Brian Shuping brian.shuping @vayahealth.com | 828-506-5759
DHHS @vayahealth.com

AmeriHealth Caritas Brenda Radford bradford @amerihealthcaritasnc.com

Carolina Complete Health Dr. Faith Samples faith.l.samples@carolinacompletehealth.com
Standard Plan

Healthy Blue kristy.kent@bcbsnc.com
UnitedHealthCare Community Plan Keith Funderburk keith_funderburk@uhc.com | 336-207-8603
WellCare shaune.lancit@wellcare.com

NC Medicaid Enrollment Broker Brittany Bulluck brittanybulluck@maximus.com | 646-488-2823




