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Dear Partner:

Our goal is to support you and the community you call home. But we cannot do that
without you! We are here to follow your lead, and help you connect to the resources you
need to live the life of your choosing.

Thank you for taking the lead in this important partnership. Speaking of partnership, you
have a team of people to help you succeed. They are here to support you, so make
sure you write down their names and numbers so you can reach them when you need
their help.

Community Resource Coordinator Phone

Health & Wellness Coordinator Phone

In addition to your team, there is an entire organization working on your behalf. We
thought you might like to know more about us.

Who is Inclusa?

Inclusa is a values-based organization whose vision is to support full and meaningful
lives. We do this by partnering with others to build inclusive communities focused on the
whole, and we utilize a set of values to define our business practices and standards of
operation. To understand Inclusa, you must first understand our Vision, Mission, and
Values.

Vision is the description of what we as an organization aim to achieve, and serves
as a clear guide for intentional action. This is who we are, and what we aspire to
do.

The innovative leader in building vibrant and inclusive communities,
INCLUSA, empowers full and meaningful lives of those we serve.

Mission is our core purpose which helps define what is important to us and
provides a sense of focused direction.

We proactively partner with others to build a shared vision of long-term
care that offers the people we serve choice, connections, and dignity
fostering full participation in communities.

Values are a set of principles or ideals that are important, lasting, and shared by a
collective.
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Partnership: We work collaboratively with stakeholders to accomplish more
than the sum of our parts. We team with others through shared ownership of
risks and benefits.

Respect: We treat others as we wish to be treated: honoring differences,
listening actively, and responding promptly and with care.

Innovation: We are forward-thinking; we search for proactive, bold, new and
creative solutions. Through leadership and continuous improvement, we
enhance the quality of care.

Integrity: We consistently hold ourselves accountable by doing what we say
we will do when we say we will do it.

Development: We pursue continuous individual and organizational learning.
We learn from experience and share new knowledge.

Excellence: We are exceptional communicators. We are responsible stewards
of resources. We exceed the expectations of those we serve and our business
partners.
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Inclusa éagvc?)oc’)

The administrative and main office for Inclusa is located in the city of Stevens Point. All of our
office locations may be reached by using the toll free number below. See Inclusa website for
offices open by appointment only.

Inclusa Main Office (Stevens Point)
8:00 a.m. — 4:30 p.m. Monday — Friday
Toll-Free: 1-877-622-6700
TTY: 711 or 1-715-204-1799
Fax: 1-715-345-5725
Website: www.inclusa.org

NIV TIH0IVOBCTVONCOINS0OIN

Toll-Free: 1-877-622-67004:30 p.m. — 8:00 a.m. on Weekdays
24 hours a day on Weekends & Holidays

1) 32)0I0IVTO299IrVIZN
WIHNPILOINIVTELIFN CBVEHFIOIV WNIVBEHLIBN FOHLSOCIIYI2OITLLIFN. W
oncdadongoeciisua, ThmInuanciegnwsenn § 528891 woncdazwiolog
1L § MVFoBCGOEHVILIC, TININUWIVETBINIVE MBLNIVANSVLHHL2BIWIVITHO

Suluceso.
Toll-Free: 1-877-622-6700
8:00 a.m. — 4:30 p.m. Monday-Friday
WIINNIVLPIDNONE LnWrozgINCSDL, Lv 911
chlcontacts 2024/18/09 7
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Adams County (Health & Human Services Department)

Phone: 608-339-4505

e Ashland County (Health & Human Services Department)
Phone: 715-682-7004

e Barron County (Department of Health & Human Services)
Phone: 715-537-5691

e Bayfield County (Department of Human Services)
Phone: 715-373-6144

e Brown County (Human Services)
Phone: 920-448-7885

e Buffalo County (Aging and Disability Resource Center)
Phone: 866-578-2372

e Burnett County (Health & Human Services Department)
Phone: 715-349-7600

e Calumet County (Department of Health & Human Services)
Phone: 920-849-1400

e Chippewa County (Department of Human Services)
Phone: 715-726-7788

e Clark County (Department of Social Services)
Phone: 866-743-5233

e Columbia County (Aging and Disability Resource Center)
Phone: 608-742-9233

e Crawford County (Human Services Department)
Phone: 608-326-0248

e Dane County (Department of Human Services)
Phone: 608-261-9933

e Dodge County (Aging and Disability Resource Center)
Phone: 920-386-3580

e Door County (Human Services)
Phone: 920-746-7155

chlcontacts 2024/18/09 8
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e Douglas County (Department of Health & Human Services)
Phone: 715-395-1304

e Dunn County (Aging and Disability Resource Center)
Phone: 715-232-4006

e Eau Claire County (Department of Human Services)
Phone: 715-839-7118

e Fond Du Lac County (Aging and Disability Resource Center)
Phone: (920) 929-3466

e Forest County (Human Services Department)
Phone: 888-452-3296

e Florence County (Department of Human Services)
Phone: 715-478-7709

e Grant County (Department of Social Services)
Phone: 608-723-2136

e Green County (Aging and Disability Resource Center)
Phone: 608-328-9499

e Green Lake County (Health and Human Services)
Phone: 920-294-4070

e lowa County (Aging and Disability Resource Center)
Phone: 608-930-9835

e Iron County (Human Services Department)
Phone: 715-561-3636

e Jackson County (Aging and Disability Resource Center)
Phone: 844-493-4245

e Jefferson County (Human Services)
Phone: 920-674-3105

e Juneau County (Department of Human Services)
Phone: 608-847-2400

e Kewaunee County (Human Services)
Phone: 920-338-0626

e La Crosse County (Aging and Disability Resource Center)
Phone: 800-500-3910

e Lafayette County (Human Services)
Phone: 608-776-4800

e Langlade, Lincoln, and Marathon Counties (North Central Community Services)
Phone: 855-487-3338 or 715-841-5160

e Manitowoc County (Department of Human Services)
Phone: 920-683-4230

chlcontacts 2024/18/09
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e Marinette County (Aging and Disability Resource Center)
Phone: 715-732-3850

e Marquette County (Human Services)
Phone: 608-297-3124

e Menomonee County (Health & Human Services)
Phone: 715-799-3861

e Monroe County (Aging and Disability Resource Center)
Phone: 800-500-3910

e (Oconto County (Health & Human Services)
Phone: 920-834-7000

e Oneida County (Department of Social Services)
Phone: 715-369-7499

e Outagamie County (Health and Human Services)
Phone: 920-832-5169

e (Ozaukee County (Human Services)
Phone: 262-284-8200

Pepin County (Aging and Disability Resource Center)
Phone: 866-578-2372

e Pierce County (Aging and Disability Resource Center)
Phone: 715-273-6780

e Polk County (Human Services Department)
Phone: 715-485-8400

e Portage County (Health & Human Services Department)
Phone: 715-345-5350

e Price County (Health & Human Services)
Phone: 715-339-2158

e Richland County (Aging and Disability Resource Center)
Phone: 608-647-4616

e Rock County (Human Services Department — ADRC)
Phone: 608-741-3600 or 855-741-3600

e Rusk County (Department of Health & Human Services)
Phone: 715-532-2299

e St. Croix County (Department of Health and Human Services)
Phone: 715-246-8255

e Sauk County (Department of Human Services)
Phone: 608-355-4200

e Sawyer County (Health & Human Services Department)
Phone: 800-569-4162

chlcontacts 2024/18/09
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e Shawano County (Department of Social Services)
Phone: 715-526-4700

e Sheboygan County (Aging and Disability Resource Center)
Phone: 920-467-4700

e Taylor County (Human Services Department)
Phone: 715-748-3332

e Trempealeau County (Aging and Disability Resource Center)
Phone: 800-273-2001

e Vernon County (Aging and Disability Resource Center)
Phone: 800-500-3910

e Vilas County (Department of Social Services)
Phone: 715-479-3668

e Walworth County (Department of Health & Human Services)
Phone: 262-741-3200

e Washburn County (Health & Human Services Department)
Phone: 715-468-4747

e Washington County (Aging and Disability Resource Center)
Phone: 262-335-4497

e Waukesha County (Aging and Disability Resource Center)
Phone: 262-548-7848

e Waupaca County (Health and Human Services)
Phone: 715-258-6400

e Waushara County (Department of Human Services)
Phone: 920-787-6618

e Winnebago County (Department of Human Services)
Phone: 877-886-2372

e Wood County (Department of Social Services)
Marshfield Area Phone: 715-387-6374
Wisconsin Rapids Area Phone: 715-421-8600

Aging and Disability Resource Centers (:gvé".\gvcé:ggaoeg €car WNIDL)
Aging and disability resource centers (Qnépgncqigsgaw ot BN, ADRC) ccsnvontndod
ceglucEie luiloayuiifinciey wax chmg‘vangmveagQoommoeagnoaw & navlg3sd
onoaowwmv ADRC ccovge mvmmcUDuo oz SuGcivLSLYNHV—ULTIBLTVLNHY, ©
pLHO G cWeVlingogeg § wayogaviicgooynnyoHueiggere & wmv—svmolt}eeqvm C
S LHLTENIVENIV2IWONCENG. ADRC W2unryoRHLingmIL ot NILOS3ML, 9o
oludncEalanyoriuvdocSennivcicegqua lulostenozegwoncds war F0eWwoNcEI NI
VITEVNCSICGLROBCTD CCIT 1O9NIVCI9). ADRC &IDWINBLOSNIV2
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Aging & Disability Resource Center Serving Adams, Green Lake, Marquette, and
Waushara Counties
Toll-Free: 1-877-883-5378

ADRC of Barron, Rusk & Washburn Counties
Toll-Free: 1-888-538-3031

ADRC of Brown County
Toll-Free: 920-448-4300

ADRC of Buffalo and Pepin Counties
Toll-Free: 866-578-2372

ADRC of Calumet, Outagamie and Waupaca Counties
Toll-Free: 1-883-620-2730

ADRC of Central Wisconsin
Serves residents of Langlade, Lincoln, Marathon, and Wood Counties
Toll-Free: 1-888-486-9545

ADRC of Chippewa County
Toll-Free: 1-888-400-6920

ADRC of Clark County
Toll-Free: 866-743-5144

ADRC of Columbia County
Toll-Free: 1-888-742-9233

ADRC of Dane County
Toll-Free: 1-855-417-6892

ADRC of Dodge County
Toll-Free: 1-800-924-6407

ADRC of Door County
Toll-Free: 855-828-2372

ADRC of Douglas County
Toll-Free: 1-866-946-2372

ADRC of Dunn County
Phone: 1-715-232-4006

ADRC of Eagle Country
Serves residents of Crawford, Juneau, Richland and Sauk Counties
Toll-Free: 1-877-794-2372

ADRC of Eau Claire County
Toll-Free: 1-888-338-4636

ADRC of Florence County
Toll-Free: 1-855-528-2372

ADRC of Fond Du Lac County

chlcontacts 2024/18/09
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Toll-Free: 1-888-435-7335

e ADRC of Jackson County
Toll-Free: 1-844-493-4245

e ADRC of Jefferson County
Toll-Free: 1-866-740-2372

e ADRC of La Crosse County
Toll-Free: 1-800-500-3910

e ADRC of the Lakeshore
Serving residents of Kewaunee and Manitowoc Counties
Toll-Free: 877-416-7083

e ADRC of Marinette County
Toll-Free: 888-442-3267

e ADRC of Monroe County
Toll-Free: 1-888-339-7854

e ADRC of the North
Serves residents of Ashland, Bayfield, Iron, Price, and Sawyer Counties
Toll-Free: 1-866-663-3607

e ADRC of Northwest Wisconsin
Serves residents of Burnett and Polk Counties and the St. Croix Chippewa Tribe
Toll-Free: 1-877-485-2372

e ADRC of the Northwoods
Serves residents of Forest, Oneida, Taylor, and Vilas Counties
Toll-Free: 1-800-699-6704

e ADRC of Ozaukee County
Toll-Free: 1-866-537-4261

e ADRC of Pierce County
Toll-Free: 1-877-273-0804

e ADRC of Portage County
Serves residents of Portage County
Toll-Free: 1-866-920-2525

e ADRC of Rock County
Phone: 1-608-741-3600 or
Toll-Free: 1-855-741-3600

e ADRC of St. Croix County
Toll-Free: 1-800-372-2333

e ADRC of Sheboygan County
Toll-Free: 800-596-1919

e ADRC of Southwest Wisconsin

chlcontacts 2024/18/09
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Serves residents of Grant, Green, lowa, and Lafayette Counties
Toll-Free: 1-877-794-2372

e ADRC of Trempealeau County
Phone: 1-715-538-2001 or
Toll-Free: 1-800-273-2001

e ADRC of Vernon County
Toll-Free: 1-888-637-1323

e ADRC of Walworth County
Toll-Free: 800-365-1587

e ADRC of Washington County
Toll-Free: 1-877-306-3030

e ADRC of Waukesha County
Toll-Free: 1-866-677-2372

e ADRC of Winnebago County
Toll-Free: 1-877-886-2372

e ADRC - Wolf River Region (Shawano, Oconto & Menomonee Counties)
Toll-Free: 855-492-2372

c22c09 www.dhs.wisconsin.gov/adre Smduvayvcducdivnyonu ADRC.

{e9n9 Ombudsman @@noan9)

ombudsman (om-budz-man) (fnoona) vwrecigazzohusTYLHCLENDIO § xoeBdI
c€00INTHVL Inclusa. YNIBVIGELNIVOSNIV Family Care FIVIOWIELNIL  FoecTivTI9MN
Ombudsman (&gnoona). U15oeg‘mz?"m”agc‘%oc”occﬂvévﬁuaweagszmﬁn.

tamanuiavers 60 BELU, God:
Wisconsin Board on Aging and Long Term Care
1402 Pankratz Street, Suite 111
Madison, W1 53704-4001
tnccuubegess: 800-815-0015
TTY: 711
ccn: 608-246-7001
Scwo: BOALTC@wisconsin.gov
longtermcare.wi.gov

amInuiavee 18 v 59 8, o
Disability Rights Wisconsin
1502 West Broadway, Suite 201
Madison, W1 53713
tnccuvbegvE: 800-928-8778
TTY: 711

chlcontacts 2024/18/09 14
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ccwn: 833-635-1968

www.disabilityrightswi.org
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Bay Lake Consortium

Serves residents of Brown, Door, Marinette, Oconto and Shawano Counties
Phone: 1-888-794-5747

Fax: 1-855-293-1822

e Capital Consortium

Serves residents of Adams, Columbia, Dane, Dodge, Juneau, Richland, Sauk, and Sheboygan
Counties

Phone: 1-888-794-5556

Fax: 1-855-293-1822

e Central Consortium

Serves residents of Langlade, Marathon, Oneida, and Portage Counties
Phone: 1-888-445-1621

Fax: 1-855-293-1822

e East Central Consortium

Serves residents of Calumet, Green Lake, Kewaunee, Manitowoc, Marquette, Outagamie,
Waupaca, Waushara, and Winnebago

Phone: 1-888-256-4563

Fax: 1-855-293-1822

e Great Rivers Consortium

Serves residents of Barron, Burnett, Chippewa, Douglas, Dunn, Eau Claire, Pierce, Polk, St.
Croix, and Washburn Counties

Phone: 1-888-283-0012

Fax: 1-855-293-1822

e Moraine Lakes Consortium

Serves residents of Fond du Lac, Ozaukee, Walworth, Washington, and Waukesha Counties
Phone: 1-888-446-1239

Fax: 1-855-293-1822

e Northern Consortium

Serves residents of Ashland, Bayfield, Florence, Forest, Iron, Lincoln, Price, Rusk, Sawyer,
Taylor, Vilas, and Wood Counties

Phone: 1-888-794-5722

Fax: 1-855-293-1822

e Southern Consortium
Serves residents of Crawford, Grant, Green, lowa, Jefferson, Lafayette, and Rock Counties
Phone: 1-888-794-5780

chlcontacts 2024/18/09 15
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Fax: 1-855-293-1822

e \Western Consortium

Serves residents of Buffalo, Clark, Jackson, La Crosse, Monroe, Pepin, Trempealeau, and
Vernon Counties

Phone: 1-888-627-0430

Fax: 1-855-293-1822

Wisconsin Medicaid (ForwardHealth)

HrmnuHLOLMI LNIVLDIGOO ForwardHealth 2e9uiTFIBLNWLOSNIL § F9209H0 1T
gluccwncfioduulmeozey Family Care (cgu: ccoumv mvluwummtm 8§ WJ9emze9 cw
0), Lnmrgret3NIwsELIgn ForwardHealth ccuLLCIBEN:

800-362-3002

NIVDIBYPILNIVSLNINIVFOBECHDPIMNWINIO
NIVYONDOYVIBCTINIVICELNIVHIBCFL § NIVHLOBYHLIIVSTIWIVLOOVLIS § NMVFoe!
WHLSLICELNIVEVOBY T NIWVBIBCTLHIVSTIWONCBILSLOOVIGEL. UNHVHNEY 1
VINITIVIOFNOXDLOELS, n”‘)m‘)nsm)Zo”o:Qo")Q'nébﬁvlo‘“’éucﬁvg}'oec@amvcﬁg «ce9Q
ccaloere1029InMVSINY, eI luundvduareugoscisdnosvluicrndo, WGy
FINNIVINO.

'mtmnzm1)332309,Umg@mlo’?acgvaoecmawmoolU‘vagmunnmsg, 200109 Family Care,
tnmzaeconcdegninding § Sunivoregvesnares

877-865-3432
www.dhs.wisconsin.gov/fraud

or

877-622-6700
fraud@inclusa.org

Wisconsin FoodShare (Oo QUEST)

rmInuSemaL § 27393v7yoiv FoodShare § ThmInuanciegnIusnyofveeaciués
cGoluto FoodShare/QUEST 2o9ui9n 8§ chie9e9900 QUEST oo § §ndn, tnmaged3n
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877-415-5164

Wisconsin Division of Quality Assurance (e uNNIVUENVHVVEWIVE2DIIOITINDVRD)
n”*)m*mui‘)1)5oo'*)cé(lm’“:r)*)vcﬁgccegqcczgsazw‘)U, Aoccny B cHrzegermmlosrcSonomwie 2
29350 § SonzLIVNIM, WIwSSalvNIEvNIVSBIYNTHL Wisconsin Division of Quality
Assurance (WccLNNIVUENVHVVIWIVZ2DIIOOINDVR). ‘Z‘).)comf}’)é’n.m‘ms”agugn, WINPT
fnmaunyofivceoiieieegs ltinamidni. cdedvmusogunn, u:
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https://www.dhs.wisconsin.gov/fraud/index.htm
mailto:fraud@inclusa.org

800-642-6552

Inclusa Billing Questions
If you have questions about cost share, room and board charges, or billing processes, call our

main office toll free at 1-877-622-6700 during normal business hours (8:30 to 4:30, Monday —
Friday) and ask to speak to a Member Liabilities Specialist. They can also help you if you are
not able to pay a bill or want to set up automatic billing and payment.

1-877-622-6700

chlcontacts 2024/18/09
P-00649L (08/2021)
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Ashland
Barron
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Clark
Columbia
Crawford
Dane
Dodge
Door
Douglas
Dunn
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Florence
Fond Du Lac
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Forest
Grant
Green
Green Lake
lowa

Iron
Jackson
Jefferson
Juneau
Kewaunee
La Crosse
Lafayette
Langlade
Lincoln
Manitowoc
Marathon
Marinette
Marquette
Menomonee
Monroe

Oconto
Oneida
Outagamie
Ozaukee
Pepin
Pierce
Polk
Portage
Price
Richland
Rock

Rusk

St. Croix
Sauk
Sawyer
Shawano
Sheboygan
Taylor
Trempealeau
Vernon
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Family Care Hlo@euguO3nInilaauldegrncd, ccitimdSaloguwonivemiagnin Med
icaid Hiolu. BucBgccogqecazeguineicgooyneanlngnvuancEegoeloiInloSuns MV
25 tucommiiviancisgnavwonHn. thmnumloSudgugosciie Medicare, Veterans (VA)

§ urHLlwELIVEN®IN Medicaid, UrHVlWCTIDSI0BOBLELLSNIVHNGDVLSSICH9.
£709:5NIVS0LFIBFISLOSNIVCTID.

VONCBLOINDIVNIVSINCH, F9299 €2t VINIVAYNVVECLVLOD L:

o O3MWLHHLGHCOIQEIWIVLBRLI0 § LIoDoLELCC@LNIVCOICOIQEI2BI U

o U3NIWLHTVOIBYTETLLIERVEVIOSLNIVCTICCOYQCIADB IO 209UV

o 9lgarenInlgeSonolucqu: 89c]) § 6999089, 8IMIV, FMNIVVUWN, F90V ¢RI,
Sew, (B3, auznanlucSsw oy UrHLlW

e S9289zovdoluvivggequmiiztniviigosciistieons § UrmtkndHugraaciy: nars
L § WV

o 1199 ca MV WTENIVHLN

o e9lgaI9209nIVclVETNOSY

o VOENCTDDPINIVNIVEICH), Inclusa HlolmFgeeg ccar D3NIVEIAIUD:

Services your care team did not authorize or are not included in your care plan
Services not necessary to support your long-term care outcomes

Normal living expenses, such as rent or mortgage payments, food, utilities,
entertainment, clothing, furniture, household supplies, and insurance

Personal items in your room at an assisted living facility or a nursing home, such as a
telephone or a television

Room and board in residential housing
Guardianship fees
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Inclusa 9298930 NIVCTHECOHQCCD €T NIVVINIVEDHINIVVINTOD. WONCSIDCC
FYUINIONVEIF2992090199 (€T DIMIMVEDIUNI (€It WONCSIPrF 0D syNcHLFLID
ccozcdow.

TIMINUILSHIMILNIOFHVEIBY ot IV § 1LIIWINFIBGVIT, B0 If you have
questions about room and board, or cannot make a payment, contact your team or your
Member Liabilities Specialist at 1-877-622-6700 toll-free. Your care team may be able to
help you find a facility that meets your needs at a more affordable rate.
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Payments should be sent to the address referenced on your monthly statement.

Automatic withdrawal from your bank account may also be available. Ask your care team for
details.

£909:5N1NOVI0OS0MEIVB0INOVI2e9UIIVIC. NIVBLCBHCBIQEIZLOINIVIIDV 298
29JOCWLCAD.

CCLVWOYPECHOSVININSDOLOSUL LUS FNCHULCFVLFIDLVLNIVVSINIV?

zmDumcUDmagm@mmoumnuomummucugccegoccoeagmmammocuagmnct}n =1
ODUD‘J28‘)CCCODCU‘JCCE)3C)CC028‘)U)‘)D thomnuanlogvluosyncriviuemalundnmlons &
0w0, LEIBYEICEL. GodMIBLGICBIQLI2O9IVCEHBTBIWONCEIDLLCTIEOVMICIL.

Family Care 920¢jns593003nr0iieionNs B UInhndHLxEaI)?

cOrvwretigaéasy Family Care cconcogos luiztnadnlagddosngcdvcen: momfzso UNOHV
—20LCTHIODWNID €T cacm—aon'avsf)moaalae}csavwa.unu.uaowaoecmam WONC
B9c7e9m9 ccor cdasonluguivilueaiuninigonsovaegwoncs.

NIVOVEHOI CCIT NIVFINOOITLCCOYLTICHVDIHVCIBYNIVENTES LSOV (DT BIWINCHV2DYW
o~ ' 1o o~ 1k o o . ] ] 20 o o

oNCSY, WIBNTIEHLVODLHO CC: McBD. D3NV Family Care FovlmszIWI0lBTOINIWL Lo

gcSovddudngovlme woar nawelgecSavincdiudocSeniigueaigo.

ch5cob2021/17/05 43
P-00649L (08/2021))



cHNHodvUineaciugosciis Family Care 2005n90c39cco9qecaiiegions car B3N ¥
MBLNHVIDI. (T9E190NMIL, NIVEIBOBNDINCSVIVTENIVHCTHCOIQC T UIVLN HL
2r2790VcUVCYIFOUIL.

HucG9cce9qeaeenn s S0NINCG9ICe9QaFzNIVNDNT § NIVEUIVBNHVTLINAC
b o o & ¥ o o ) X
So5uciulumannylugnaBododlun:

e UIIWIOSLUNHVLODIVLUBOLW DY FWIV2RWE LSV 2E9ILLG.

o BAIoSUNIVCTICOIQAlIBTEI0209UINMVLTIVINSBISLIGEMGLEIE LLcSDVL2BY UM
V.

o  MueecsalugluivnealscivdocSeniiguelunivseSudulosunivcdyceq
calowreno209ui.

cf999M9c09ccenqatiisongciuGocdenayo, te0a:hgI06ly § erweenlustn
VHBNeNIHUITBINILIG. FrnIVHBNeNIGINeI0:OlcE0SVeITL Inclusa § 9909¢
Heiogniwmeugudvoncuiiwoncaae. Family Care bzmwI0096LIIE IO NIVOBLEL
5001969999299 WwoNcSNG.

HrmanuawMmS9engelucSonaegducey war 1L ot Hucdgcenqearanciindgoaande

oVONTESHHVENA, WoNUILaHOSVTeSoLHVLNJOHLLSMVHESNS VL ccor Bu B9
cco9qeearimEu@ogaudivnivgenmadocdenciviieensiisvetigowielucdesieslor
O3nanze9 Inclusa. ciouanes, woncSrarSudcEooynivuanluariivionNIdgealsely

FTILHIQED G Bantndvgron.

HCOYECOYQCCIUIVEIDYDTVLOVINIVNFONLIEIDNIVNETY. HLIIHLWIBTHUWIVHEO
@ o0 o &Ly o o~ ' % o G ' ' o @ o A
SoncluivSNIviieenNacoedcey. wrwciegcsSooinHuiineeguwnyoHLNILAOSLIHcH

& & o 5 ' ' ' o 0w o o A X
D cwacsoluicyl@aon Inclusa 9:999ciuF9500SNIVCRID.

' . o 2 1 o ' A ' 2 & ' ' o 1 A
verin2luisreciuac]r oz DrmIv29nl lgsreteioNlILI9FoV. H9lgaec!9
DCOVLENLINMY0189 (9290 “UID9 It &MV

Medicare €% GBVULIMBOUEPHVIWSVH2DYSDOUVEFIVYIVIIVECLO LO?

TucomtivioucBasow Inclusa, woncSrarnawsrimSuHviwdvgGitvenein Medicaid (Me
dicaid c88neguhgon Medical Assistance, MA & Title 19). UrFHVIWSVI0L ¢fj9 Medicare,
NIVOLODIF2EWIVL29TVIVID, UsHnlcO9ccenqealone9o oy Ui lwIerwIvgond
o0819).

DD%?E)DU)‘)E)WU)‘)DC’)8‘J<ZU)2)..3DD’)UL¢)OD’)CS‘)D'7,)OD')UU“’D')DZU)SDQU)W‘)DL) nomonmancosm
U‘ZQU 3’71.)2&:)81)92830’)‘)1) wOﬂCS‘)S‘)C)@”U“’C')CSOmﬁ"QﬂE)CﬂDS‘)QUUQ‘)’)‘)D?Q
‘meOT) CS‘)QJ)OS‘_’).

ch5cob2021/17/05 44
P-00649L (08/2021))



nevMedicaid, 200t Family Care, »9097ecjuF93003Nn9D, UrHLIWSVY2e9UIVTBING S
ncHLGLIBY. Inclusa eomS9lmva:

o o~ o1 ' a % & @ § % .
° Ue:r)‘Zmwoncsv§ovmvvuuznv2weugmu, 20019 Medicare woan A ccos B.
*  (CHIWONCSIS, TIMNINSIBNIVUFVCCUIONLNIVOLODY) Medicare wIn A ot B § U
o & '
HLIWSVI2e9UIW.
o o~ o % ' ] 2o ' o o o o % CY ' '
e  VENIBIWONCSIS, TIMINTIIIVIOSLNIVBIBCTVHINOSFOUEFHVIW, CUDYIINTT 19
9909:0c3NLEL Inclusa. SHNIVLHWIVFOONIVHVEFRIVCTHIVDINDENHVLHVN
mwBSolosuaeguionly Family Care.

ch5cob2021/17/05 45
P-00649L (08/2021))



I0IN0I02LVULICT Medicare 2V09IVSINCITMVVFIVINDIBLT, BLCBICOIQCID
09rFIVI0FDNVNUSNSLNPTFOBUIPIBBICUBUHL Medicare.

mrmInuovd Medicare, fm@za'oe)aeue),Uév?a‘b’wmvcf‘jgcce)gcgcc;)ga:wvuaegm'm, 200009
P91S90D €Y (WO, Fouvngzegarlgares Medicare f)Zo”aeuegucév‘vd‘mwﬁna")?a%w Med
icare , UrPHLSOD® § NIVSoLeIe. Medicaid & Inclusa @:9r9nWHNas lg99e Medicare
UrRusonsre § nawsoneielviccnuon.

HmnuavlosulusyncHuciue@an Medicare § 63 {BiOSNIVISvNIWENalga9e Medicare,
UsNLS0L979 § NIVSOLPIB, NEQYVICOOIMINLCTHLCBHQCIWNI.

estate recovery (NIVNDEFHNIDDLR{RUOD) CCLI VY2 HVNJOSDHN
vsseccLOlO?
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F793020VBLCA LN IONLVNIVTIBVOEIINISLRV, NIVLHLCONCCBIQCCAUIID. 2RVTIONLIOY
790 Medicaid Estate Recovery (m9u53e:39ma30:8061) §9530i6mccni92niazulodggud:

tncHuciuurens):  800-362-3002

TTY: 711 § 800-947-3529
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contact the Quality Management Department at 1-877-622-6700for more information or
to request the results of any surveys. Results of the most recent member satisfaction
survey are available on our website at www.inclusa.org. You may obtain a paper copy by
contacting Quality Management.
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Wisconsin Board on Aging and Long Term Care
1402 Pankratz Street, Suite 111

Madison, W1 53704-4001

tncHuciuuenay: 800-815-0015

TYY: 711

ccn: 608-246-7001

Scwo: boaltc@wisconsin.gov
http://longtermcare.wi.gov

J930IrVIFNS7E) 18 19 59 T:

Disability Rights Wisconsin

1502 West Broadway, Suite 201
Madison, W1 53713
tncHuciuurenag: 800-928-8778
TTY: 711

ccn: 833-635-1968

Scvo: info@drwi.or
www.disabilityrightswi.org
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DEPARTMENT OF HEALTH SERVICES STATE OF WISCONSIN
Division of Medicaid Services Administrative Rule
F-01827 (09/2020) DHS 10.34

APPLICATION FOR REDUCTION OF COST SHARE
Although completion of this form is voluntary, all the information requested on this form needs to be submitted as
part of the approval process. Personally identifiable information is collected on this form for the sole purpose of
identifying the program participant and processing the request, and will not be used for any other purpose.

Request for Reduction of Cost Share

e Are you a Family Care, Partnership, or PACE member?

e Do you have to pay a monthly cost share?

e Are you unable to pay your monthly cost share due to your necessary monthly living expenses?

If yes, you may qualify for a reduction of your cost share.

A cost share reduction may make your monthly living expenses more affordable, and allow you to stay enrolled in
Family Care, Partnership, or PACE. Necessary monthly living expenses include costs such as mortgage payments,
rent, home/renter’s insurance, property taxes, utilities, food, clothing, hygiene items, and the cost of operating and
maintaining a vehicle.

To request a reduction of your cost share, please complete the attached form, “Application for Reduction of Cost
Share,” and mail or fax it to the Bureau of Managed Care at:

Member Rights Specialist
Department of Health Services
Bureau of Managed Care

1 West Wilson Street, Room 518
P.O. Box 7851

Madison, WI 53707-7851
Phone: 1-855-885-0287

TTY: 711

Fax: 608-266-5629

Along with the application, you will need to submit proof of your monthly income, your monthly expenses, and the
cost share you owe to your MCO each month. The application will tell you what kind of proof is needed and gives
examples of the types of documents that provide that proof. The Wisconsin Department of Health Services will
review your application to decide if the amount of cost share you pay each month can be reduced. The Department of
Health Services will send you a letter approving or disapproving your request. If you have questions, please call
1-855-885-0287.

Who Can Help Me Complete This Form?

If you need help completing this form, you can obtain assistance, free of charge, from the following resource:
Benefit Specialists

A benefit specialist can help answer your questions. Services are free and confidential. To find a benefit specialist in

your county of residence, contact your local Aging and Disability Resource Center or county aging office:
https://www.dhs.wisconsin. gov/benefit-specialists/counties.htm.

Appxcostshare2021/17/05
P-00649L (08/2021))



F-01827 (09/2020) Page 2 of 4

APPLICATION FOR REDUCTION OF COST SHARE

Answer the questions on this form as completely as you can. If you are filling out this form for someone else, answer
the questions as they apply to that person. If more space is needed, attach a separate sheet(s) of paper and
indicate the number and letter (if any) of the question you are answering.

Section 1—Applicant Information

Last Name First Name Middle Initial
Mailing Address—Street City State Zip Code
Telephone Number Email Address

Name of Managed Care Organization (MCO) Member is Enrolled in

Date of Birth (mm/dd/yyyy) Medicaid ID Number or CARES ID

Section 2—Authorized Representative (complete this section if applicable)

Last Name—Representative First Name—Representative Middle Initial
Mailing Address—Street City State Zip Code
Telephone Number Email Address

A. Source of Authority to Act as Member’s Representative:

Check the boxes that apply. Proof Required: For any box you have checked, attach a copy of the document that
grants you the authority to act as the member’s representative. For example, a signed guardianship order or
activated power of attorney document.

[0 Guardian of Estate [0 Guardian of the Person [1 Power of Attorney for Finances [ Attorney
[0 Power of Attorney for Health Care [ Other—Specify:

Section 3—Current Cost Share and Amount of Cost Share Reduction Requested

Answer the questions below. Proof Required: Attach a copy of your monthly cost share bill from the MCO or the
State of Wisconsin.

A. What is your current monthly cost share amount? $ th
(This is the amount of cost share you must pay to the MCO now.) permon
B. What is the amount of monthly cost share you can afford to pay?
(This is the amount of cost share you would pay the MCO if your request is fully $ per month
granted.)

Section 4—Why Cost Share Reduction is Necessary

Please explain why you need a reduction in cost share (attach additional pages, if needed):

Appxcostshare2021/17/05
P-00649L (08/2021))



F-01827 (09/2020) Page 3 of 4

Section 5—Past Cost Share Amount
A. Do you owe the MCO cost share for past months? []Yes []No

B. If yes, how much do you owe? $

Section 6—Current Income Amount

List all types of income you receive below. Proof required: Attach documentation such as copy of social security

statement, annual tax return, statement from a pension or annuity company, paystubs, bank records of deposits into

your checking or savings account from social security, pension, or annuity.

A. Total monthly gross income (This is income before taxes,
Medicare Part B and D premiums, and other deductions are taken $ per month
out).

B. Total monthly netincome (This is the actual income you receive
after taxes, Medicare Part B and D premiums, and other deductions | $ per month
are taken out). Also known as “take-home” pay.

C. Source of income

TYPE AMOUNT
O Social Security $
O Pension $
O Annuity $
[ Other $
Specify:

[ Other $
Specify:
[ Other $
Specify:
[ Other $
Specify:

Section 7—Current Monthly Living Expenses
A. List your total monthly necessary living expenses below. Proof required: Attach documentation such as a
copy of a mortgage statement, rental agreement or lease, condo fee invoice, property tax bill, insurance bill,

utility bill.
TYPE AMOUNT
[ Mortgage $
O Rent $
Appxcostshare2021/17/05 86
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[0 Home owner's insurance $
O Renter's insurance $
[ Property taxes $
[0 Condo fees $
O Phone $
O Gas $
O Electric $
[J Sewer/septic $
O Water $
O Food $
[ Clothing $
[ Hygiene $
[0 Maintenance and operation of vehicle $

O Other $

Specify:

[ Cther $

Specify:

[ Other $

Specify:

[ Cther $

Specify:

Section 8—Fair Hearing Request

Have you requested a fair hearing with the Wisconsin Department of Administration, Division of Hearings and

Appeals regarding your cost share amount? [ ] Yes [ ] No

If yes, what is the date the hearing occurred or is set to occur?
Date (mm/dd/yyyy)

SIGNATURE - Member or Authorized Representative

Date Signed

Appxcostshare2021/17/05
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INCLUSA

3349 Church Street Suite 1, Stevens Point, W1 54481 | 877-622-6700 | www.inclusa.org

FAMILY CARE
NOTICE OF ADVERSE BENEFIT DETERMINATION

Mailing Date: Insert Date Notice Mailed

Members Name Member's ID or MCI Number
Member/Legal Decision Maker's Street Address
City, State Zip Code

Dear Members Name,

This notice confirms our discussion on insert date.
The service or supportin question is: insert service in question

After reviewing the options with you using the Resource Allocation Decision (RAD) process, we have
decidedto:

[] Terminate current service.

Effective date of intended action:

[ ] Reduce current service.
Effective date of intended action:

Description of current level:

New level after reduction:

[ ] Suspend current service.
Effective date of intended action:

Expected date service will resume:

[ ] Deny request for service or support.
Date of request:

[] Limit request for service or support.

Date of request:

Description of requested level:

Authorized level of service or support:

[] Deny payment for service or support.
Date of request:

Date(s) service provided:

Prowider or supplier:

Payment amount being denied: £
DHS/DMS F-00232 (02/2020) Page 1 0f4
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The reason for our decision is that:

] The service or support is not an effective way to support your outcome(s).

[ ] You do not need this service or level of service or support to support your outcome.

[] We are already supporting your outcome in another way.

[] The service or support you received was not authorized.

[] An informal support has been identified and has agreed to provide this service or support for you.

[ ] The service or support is being performed by a member of your household and the service or support
benefits the other individuals residing in the household with you.

[] Other:

Explanation of the decision:
If you disagree with this decision, the following pages describe your options.

Sincerely,

care manager name
care manager title
phone number

RN care manager name
RN Care Manager title
phone number

Appeal Rights

1. How to appeal this decision
If you disagree with this decision, write, call, fax, or email:

Inclusa

3349 Church Street Suite 1, Stevens Point, WI 54481
Call: 877-622-6700

Fax: 715-345-5725

Email: memberrelations@inclusa.org

You can get the Appeal Request form online at www.dhs.wisconsin. gov/familycare/mcoappeal.htm, or
by calling one of the independent ombudsman agencies listed at the end of this notice.

Include a copy of this notice with the completed request form or letter.

DHS/DMS F-00232 (02/2020) Page 2 of 4
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2. Grievance and Appeal Committee

After Inclusa receives your request, we will set up a meeting with our Grievance and Appeal
Committee. The committee is made up of Inclusa representatives and at least one person who is also
receiving services from us (or represents someone who does).

You have the right to appear in person if you choose. You may bring an advocate, friend, family
member, or witnesses. You may also present evidence and testimony to this committee.

You will receive a written decision on your appeal. If you do not agree with the Grievance and Appeal
Committee’s decision, you can request a state fair hearing. See section 6 for more information.

3. Continuation of services

If you are getting benefits and you ask for an appeal before your benefits change, you can keep getting
the same benefits until the Grievance and Appeal Committee makes a decision on your appeal.

If you want to keep your benefits during your appeal, your request must be postmarked, faxed, or
emailed on or before insert effective date of intended action.

If the Grievance and Appeal Committee decides that Inclusa, decision was right, you may need to repay
the extra benefits that you received between the time you asked for your appeal and the time that the
Grievance and Appeal Committee makes a decision. However, if it would cause you a large financial
burden, you might not be required to repay this cost.

4. Deadline to file your appeal with Inclusa

You should file your appeal as soon as possible.

Your appeal to Inclusa must be postmarked, faxed, or emailed no later than 60 calendar days from the
mailing date on page one of this notice. Important: If you would like your benefits to continue during
your appeal, your appeal must be postmarked, faxed, or emailed insert effective date of intended
action.

5. Speeding up your appeal with Inclusa

You may ask Inclusa to speed up your appeal. If Inclusa decides that taking the standard amount of time
could seriously harm your health or ability to perform your daily activities, we will grant you a faster
appeal called an “expedited appeal.” This means you will receive a decision on your case within 72
hours of your request. If you want to learn more about an expedited appeal, contact Inclusa at 877-622-
6700.

6. State fair hearing
You have the right to ask for a state fair hearing if you do not agree with the Grievance and Appeal

Committee’s decision on your appeal.

If you ask for a state fair hearing, you will have a hearing with an independent Administrative Law
Judge (ALJ). You may bring an advocate, friend, family member, or witnesses. You may also present
evidence and testimony at the hearing.

DHS/DMS F-00232 (02/2020) Page 3 of 4
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Inclusa’s member rights specialist can assist you with filing a fair hearing request. To contact a member
rights specialist, call 877-622-6700. You can also get the hearing form from one of the independent
ombudsman agencies listed at the end of this notice or online at www.dhs. wisconsin.gov/library/f-
00236.htm.

Send the completed request form or a letter asking for a hearing and a copy of this notice to:

Family Care Request for Fair Hearing
Wisconsin Division of Hearings and Appeals
PO Box 7875

Madison, WI 53707-7875

Fax: 608-264-9885

Important Note: You cannot request a state fair hearing until you have received the Grievance and
Appeal Committee’s decision on your appeal or Inclusa fails to send you a written decision within 30
calendar days of receiving your appeal.

You have 90 calendar days from the date you receive the Grievance and Appeal Committee’s written
decision on your appeal to request a state fair hearing. If Inclusa fails to send you a written decision
within 30 calendar days of receiving your appeal, the 90 days starts the day after the 30 calendar day
period ends.

7. Who can help you understand this notice and your rights?

a. Inclusa’s member rights specialist can inform you of your rights, try to informally resolve your
concerns, and assist you with filing an appeal. The member rights specialist cannot represent you at
a meeting with our Grievance and Appeal Committee or at a state fair hearing. To contact a member
rights specialist, call 877-622-6700.

b. Anyone receiving Family Care services can get free help from an independent ombudsman. The
following agencies advocate for Family Care members:

For members age 18 to 59:
Disability Rights Wisconsin
Toll Free: 800-928-8778
TTY: 711

For members age 60 and older:

Wisconsin Board on Aging and Long Term Care
Toll Free: 800-815-0015

TTY: 711

Copy of your case file

You have the right to a free copy of the information in your case file related to this decision. Information
means all documents, medical records, and other materials related to this decision. If you decide to appeal
this decision, you have the right to any new or additional information Inclusa gathered during your appeal.
To request a copy of your case file, contact Inclusa's Member Relations department at 877-622-6700.

DHS/DMS F-00232 (02/2020) Page 4 of 4
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DEPARTMENT OF HEALTH SERVICES STATE OF WISCONSIN
Division of Medicaid Services Wis. Stats. § 46.287(2)(c)
F-00237 (02/2021)

APPEAL REQUEST - INCLUSA

Completing this form is voluntary. Personally identifiable information collected on this form is used to
identify your case and process your request only.

Name — Member Today’s Date

Mailing Address

City State Zip Code
WI

[] Check this box if you would like to appeal Inclusa’s decision by requesting a meeting with the
Inclusa Grievance and Appeal Committee.

Continuing your services during an appeal of a reduction, suspension, or termination of a
service

If you are getting benefits and you ask for an appeal before your benefits change, you can keep getting
the same benefits until a decision on your appeal has been made. If you want to keep your benefits
during your appeal, your request must be postmarked or faxed on or before the effective date of the
intended action. If the Grievance and Appeal Committee decides that Inclusa’s decision was correct,
you may need to repay the extra benefits that you got between the time you asked for your appeal and
the time that the Grievance and Appeal Committee makes a decision. However, if it would cause you a
large financial burden, you might not be required to repay this cost.

[ ] Check this box if you would like to request the same services to continue during your
appeal.

Copy of your case file

You have a right to a free copy of the information in your case file related to your appeal. Information
means documents, records and other related material including any new or additional information
Inclusa gathers during your appeal.

[] Check this box if you would like to receive the information in your case file from Inclusa
related to your appeal.

SIGNATURE - Member Date Signed

Mail or fax this form to:
Inclusa
Attn: Member Relations
3349 Church St, Suite 1
Stevens Point WI 54481
Fax: 715-345-5725
Toll Free: 1-877-622-6700
TTY: 711 or 1-715-204-1799
Email: memberrelations@inclusa.org

To start your appeal as soon as possible, you can call Inclusa at 715-204-1805 before mailing this form.
Your appeal must be postmarked or faxed no later than 60 calendar days from the date on the Notice
of Adverse Benefit Determination.

Appxmcoappealform2021/17/05
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Inclusa:

Provides free aids and services to people with disabilities to

communicate effectively with us, such as:

¢ Qualified sign language interpreters

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

Provides free language services to people whose primary language
is not English, such as:

e Qualified interpreters

¢ Information written in other languages

If you need these services, call Inclusa at 715-204-1805 or toll-free
at 8/7-622-6700, Monday through Friday, 8 a.m. to 4:30 p.m. TTY
users should call 715-204-1799.

Appxmcoappealform2021/17/05
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DEPARTMENT OF HEALTH SERVICES STATE OF WISCONSIN
Division of Medicaid Services Wis. Stats. § 46.287(2)(c)
F-00236 (02/2020)

REQUEST FOR A STATE FAIR HEARING

[ SECTION A - REQUIRED

Completing this form is voluntary. Personally identifiable information collected on this form is
used to identify the case and process your request only.

Name — Member Phone Medicaid ID #
Mailing Address Program

[ ] Family Care [ ] Partnership [ | PACE
City Zip Code | Managed Care Organization (MCO)
Today’s Date Effective Date of Adverse Benefit Determination

Continuing your services: If the adverse benefit determination affects your services and your
request is received before the effective date, your services in most cases will not stop or be
reduced. (If the judge decides that the MCO'’s decision was right, you may need to repay the
extra services that you got between the time you asked for a fair hearing and the time that the
judge makes a decision. However, if it would cause you a large financial burden, you might not
be required to repay this cost.)

Do you wish your services to be continued? [ | Yes [ | No

SECTION B

Complete only if fair hearing request is Why are you asking for a hearing? (Attach
related to: additional sheet if needed.)

[ Eligibility [] Cost Share

SECTION C

Complete only if fair hearing request is related to one of the below. To request a fair
hearing related to one of the below, you must first go through your MCO’s appeals

process.

] Functional eligibility screen conducted by ] Failure to provide services/supports in a
MCO timely manner

] Reduction, suspension or termination of ] Involuntary disenroliment from the MCO

service/support
[] Denial of request to dispute a financial

[] Denial or limited authorization of a requested liability
service
[] Denial of request to obtain services
[] Denial of payment for a service outside the MCQO'’s network
[ ] care plan ] Failure of the MCO to make an appeal

decision within the required timeframe
Why are you asking for a hearing? (Attach additional sheet if needed.)

Appxdhaform2021/17/05
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[IYes [ JNo 1. Did you file an appeal with your MCO’s Grievance and Appeal
Committee?

Date you filed the appeal:

[1Yes [INo . Did you request the same services to continue during your appeal with
the MCO?

[JYes []No . Have you received a written decision from the MCO’s Grievance and
Appeal Committee? Attach a copy of the decision to this form or briefly
describe the decision below:

Summary of decision:
[lYes [INo . If you answered “No” to question 3, when was the MCO’s Appeal and

Grievance Committee decision due: .
(If possible, attach a copy of the MCO'’s letter that told you when you
would receive a decision.)

Note: The MCO Appeal and Grievance Committee has up to 30 days
to make a decision on your appeal. You must wait to see if the MCO
sends you a decision on your appeal by the date in the letter before
you can request a fair hearing.

[ SECTION D - REQUIRED

SIGNATURE - Member Date Signed

Mail or fax this form AND a copy of the MCO's appeal decision letter (or, if the MCO did not
provide you with an appeal decision letter, the MCO'’s letter informing you of the date by which it
would provide you with its decision) to:

Family Care Request for Fair Hearing
c/o Division of Hearings and Appeals
PO Box 7875
Madison WI 53707-7875

Fax: 608-264-9885

Appxdhaform2021/17/05
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Your managed care organization:

Provides free aids and services to people with disabilities to

communicate effectively with us, such as:

¢ Qualified sign language interpreters

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

Provides free language services to people whose primary
language is not English, such as:

¢ Qualified interpreters

¢ Information written in other languages

If you need these services, please contact your care manager
or a member rights specialist.
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Insurance ACE

Notice of Privacy Practices

. Notice of privacy practices

THIS NOTICE DESCRIBES HOW MEDICAL INFORMATION ABOUT YOU MAY BE USED
AND DISCLOSED AND HOW YOU CAN GET ACCESS TO THIS INFORMATION. PLEASE
REVIEW IT CAREFULLY.

The privacy of your personal and health information is important. You do not need
to do anything unless you have a request or complaint.

This Notice of Privacy Practices applies to all entities that are part of the
Insurance ACE, an Affiliated Covered

Entity under HIPAA. The ACE is a group of legally separate covered entities that
are affiliated and have designated themselves as a single covered entity for
purposes of HIPAA. A complete list of the members of the ACE is available at
https://huma.na/insuranceace

We may change our privacy practices and the terms of this notice at any
time, as allowed by law, including

information we created or received before we made the changes. When we
make a significant change in our privacy practices, we will change this notice
and send the notice to our health plan subscribers.

What is nonpublic personal or health information? Nonpublic personal or health
information includes both medical information and personal information, like
your name, address, telephone number, Social Security number, account
numbers, payment information, or demographic information. The term
“information” in this notice includes any nonpublic personal and

health information. This includes information created or received by a healthcare
provider or health plan. The information relates to

your physical or mental health or condition, providing healthcare to you, or
the payment for such healthcare.

How do we collect information about you?

appxprivacy 100
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We collect information about you and your family when you complete
applications and forms. We also collect information from your dealings with
us, our affiliates, or others. For example, we may receive information about
you from participants in the healthcare system, such

as your doctor or hospital, as well as from employers or plan administrators,
credit bureaus, and the Medical Information Bureau.

What information do we receive about you?

The information we receive may include such items as your name, address,
telephone number, date of birth, Social Security number, premium payment
history, and your activity on our website. This also includes information
regarding your medical benefit plan, your health benefits, and health risk
assessments.

How do we protect your information?

We have aresponsibility to protect the privacy of your information in all
formats including electronic and oral information. We have administrative,
technical, and physical safeguards in place to protect your information in
various ways including:

Limiting who may see your information

o Limiting how we use or disclose your information
¢ Informing you of our legal duties about your information
o Training our employees about our privacy program and procedures

How do we use and disclose your information?

We use and disclose your information:

* Toyou or someone who has the legal right to act on your behalf
o To the Secretary of the Department of Health and Human Services

We have the right to use and disclose your information:

o Toadoctor, a hospital, or other healthcare provider so you can receive medical care.

* For payment activities, including claims payment for covered services provided to you by healthcare
providers and for health plan premium payments.

¢ For healthcare operation activities, including processing your enrollment, responding to your inquiries,
coordinating your care, improving quality, and determining premiums.

» For performing underwriting activities. However, we will not use any results of genetic testing or ask
questions regarding family history.

» To your plan sponsor to permit them to perform, plan administration functions such as eligibility,
enrollment, and disenrollment activities. We may share summary level health information about you with
your plan sponsor in certain situations. For example, to allow your plan sponsor to obtain bids from other
health plans. Your detailed health information will not be shared with your plan sponsor. We will ask your
permission, or your plan sponsor must certify they agree to maintain the privacy of your information.

* To contact you with information about health-related benefits and services, appointment reminders, or
treatment alternatives that may be of interest to you. If you have opted out, we will not contact you.

appxprivacy 101
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o To your family and friends if you are unavailable to communicate, such as in an emergency.

* Toyour family and friends, or any other person you identify. This applies if the information is directly
relevant to their involvement with your health care or payment for that care. For example, if a family member
or a caregiver calls us with prior knowledge of a claim, we may confirm if the claim has been received and
paid.

* To provide payment information to the subscriber for Internal Revenue Service substantiation.

* To public health agencies, if we believe that there is a

serious health or safety threat.

To appropriate authorities when there are issues about abuse, neglect, or domestic violence.

In response to a court or administrative order, subpoena, discovery request, or other lawful process.
For law enforcement purposes, to military authorities and as otherwise required by law.

To help with disaster relief efforts.

For compliance programs and health oversight activities.

To fulfill our obligations under any workers” compensation law or contract.

Toavert a serious and imminent threat to your health or safety or the health or safety of others.

For research purposes in limited circumstances and provided that they have taken appropriate measures to
protect your privacy.

» For procurement, banking, or transplantation of organs, eyes, or tissue.

* Toacoroner, medical examiner, or funeral director.

Will we use your information for purposes not described in this notice?

We will not use or disclose your information for any reason that is not
described in this notice, without your written permission. You may cancel
your permission at any time by notifying us in writing.

The following uses and disclosures will require your written permission:

* Most uses and disclosures of psychotherapy notes
o Marketing purposes
o Sale of personal and health information

What do we do with your information when you are no longer a member?

Your information may continue to be used for purposes described in this
notice. This includes when you do not obtain coverage through us. After
the required legal retention period, we destroy the information following
strict procedures to maintain the confidentiality.

What are my rights concerning my information?

We are committed to responding to your rights requestin a timely manner

* Access — You have the right to review and obtain a copy of your information that may be used to make
decisions about you. You also may receive a summary of this health information. As required under applicable
law, we will make this personal information available to you or to your designated representative.

» Adverse Underwriting Decision — If we decline your application for insurance, you have the right to be
provided a reason for the denial.

¢+ Alternate Communications — To avoid a life-threatening situation, you have the right to receive your
information in a different manner or at a different place. We will accommodate your request if it is reasonable.
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* Amendment — You have the right to request correction of any of this personal information through amendment
or deletion. Within 60 business days of receipt of your written request, we will notify you of our amendment or
deletion of the information in dispute, or of our refusal to make such correction after further investigation.

If we refuse to amend or delete the information in dispute, you have the right

to submit to us a written statement of the reasons for your disagreement with
our assessment of the information in dispute and what you consider to be the
correct information. We shall make such a statement accessible to any and all
parties reviewing the information in dispute.*

* Disclosure —You have the right to receive a listing of instances in which we or our business associates

have disclosed your information. This does not apply to treatment, payment,
health plan operations, and certain other activities. We maintain this
information

and make it available to you for six years. If you request this list more than once
in a1l2-month period, we may charge you areasonable, cost-based fee.

* Notice — You have the right to request and receive a written copy of this notice any time.

* Restriction — You have the right to ask to limit how your information is used or disclosed. We are not required
to agree to the limit, but if we do, we will abide by our agreement. You also have the right to agree to
or terminate a previously submitted limitation.

If 1 believe that my privacy has been violated, what should |1 do?

If you believe that your privacy has been violated, you may file a complaint
with us by calling us at 1-866-861- 2762 any time.

You may also submit a written complaint to the U.S. Department of Health and
Human Services, Office for Civil Rights (OCR). We will give you the
appropriate OCR regional address on request. You can also email your
complaint to OCRComplaint@hhs.gov. If you elect to file a complaint, your
benefits will not be affected, and we will not punish or retaliate against you in
any way.

We support your right to protect the privacy of your personal and health
information.

Our Responsibilities

* We are required by law to maintain the privacy and security of your protected health information.

o We will let you know promptly if a breach occurs that may have compromised the privacy or security of
your information.

» We must follow the duties and privacy practices

*This right applies only to our Massachusetts residents in accordance with state regulations.

Described in this notice and give you a copy of it.
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* your mind at any time. Let us know in writing if you change your mind.
* We can change the terms of this notice, and the changes will apply to all information we have about you.
* The new notice will be available upon request, in our office, and on our web site.

How do | exercise my rights or obtain a copy of this notice?

* We will not use or share your information other than as described here unless you tell us we can in writing. If

you tell us we can, you may change All of your privacy rights can be exercised by obtaining the applicable
forms. You may obtain any of the forms by:

» Contacting us at 1-866-861-2762
o Accessing our website at Humana.com and going to the Privacy Practices link

* Send completed request form to: Humana Inc. Privacy Office 003/10911 101 E. Main Street, Louisville, KY
40202
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