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Know these important

phone numbers.

Highmark Wholecare Phone Numbers

MEMBER SERVICES
1-800-392-1147

(TTY: 711 or 1-800-654-5984)
Monday-Friday, 8 a.m.—8 p.m.

24-HOUR NURSE LINE
1-855-805-9408 (TTY: 711 or 1-800-654-5984)

CARE MANAGEMENT SERVICES
1-800-392-1147 (TTY: 711 or 1-800-654-5984)

BEHAVIORAL HEALTH

Call Member Services at 1-800-392-1147

(TTY: 711 or 1-800-654-5984) to get

contact information for your BH-MCO
(Behavioral Health Managed Care Organization)

Outside Resources

PA FREE QUITLINE
(stop smoking)
1-800-QUITNOW

PENNSYLVANIA DEPARTMENT
OF HUMAN SERVICES
1-800-692-7462 (TTY: 1-800-451-5886)

FRAUD AND ABUSE HOTLINE
1-844-718-6400 (TTY: 711 or 1-800-654-5984)

GOODNESS REWARDS
1-833-559-2858 (TTY: 711)
Monday-Friday, 7 a.m.—7 p.m.

NATIONAL SUICIDE PREVENTION LIFELINE
988 or 1-800-273-8255 (TTY: 711)

NATIONAL DOMESTIC VIOLENCE HELPLINE
1-800-799-SAFE (7233)
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CAHPS Survey
satisfaction
scores are in!

Earlier this year, we sent out a survey called the Consumer Assessment of Healthcare
Providers and Systems (CAHPS) to some of our Medicaid members. Your answers
help us understand how we can make things better for you.

What did adults say?

For our adult members, here’s what
we learned:

e Doctors and Respect: Most adults liked how
doctors talked to them and showed respect.

e Customer Service: You liked how easy it was
to get help when you needed it.

But we also found some areas where we
can improve:

e Specialist Care: Only about 64% of you were
happy with the care from specialists. We know
we need to do better here.

What did parents say?

We also asked parents and guardians how they
felt about the health care their children get.

Here’s what they told us:

e Easy Access: You liked how easy it was to get
care and talk to doctors.

e Customer Service: Our customer service
was a hit! This might be because of our new
survey after calls to get your feedback and
make things better.

Why does this matter to you?

We are always working to make your health care
better. Your feedback is like a roadmap for us,
showing us where we’re doing well and where

we need to improve. When you tell us what you
think, you help us make changes that make a real
difference in your health care.

@ Wholecare Connections
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Keep sharing your thoughts!

If you get a survey from us in the future, please fill it out. Your voice matters, and it helps us
understand what we’re doing right and where we can improve. Thank you for helping us make health

care better for everyone!

For more information about Highmark Wholecare’s 2024 CAHPS results, call Member Services at
1-800-392-1147 (TTY: 711).
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Should your child
be screened for
lead poisoning?

Lead is a toxic metal used in a variety of products and materials found in your home, including:
Paint and/or dust in older homes, soil that contains traces of lead, water that runs through lead pipes,
some toys and jewelry, some makeup products, and certain jobs and hobbies can involve working with

lead-based products and may cause parents to bring lead into the home.

Exposure to lead can seriously harm a child’s health.
V Exposure can cause:
* Damage to the brain and nervous system
* Slowed growth and development
* Learning and behavior problems

* Hearing and speech problems

{F@ These health problems can impact children long term.
) These health problems can cause:

* Lower IQ

* Decreased ability to pay attention

* Poor performance in school

Children under age 6 are most at risk because they are growing so rapidly. Younger
children tend to put their hands and other objects in their mouth which can be

contaminated with lead dust. Lead dust can be invisible to the naked eye.

The good news: Lead poisoning is 100% preventable!
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Ef’ What ares the symptoms of lead exposure?

Most children with elevated lead levels have no symptoms. That is why testing is so
important! Talk with your child’s doctor about a simple blood lead test. Testing is the
only way to know if your child has elevated blood lead levels. This test may be completed
by a simple finger stick blood test. If the finger stick shows that your child has high lead
in their blood, then your child will be referred for a blood draw.

=< When should your child be tested for lead?
Your child should be tested:

* Between 9 and 11 months of age

* Again at 24 months of age (2 years old)

This test can be completed as part of their regular well-child visits to your child’s
provider at these ages. Testing is the only way to know if your child has been exposed
to lead.

&) My child tested positive. Now what?

Care Navigators from Highmark Wholecare may reach out to you to assist with
coordinating follow up care after a positive lead test.

Depending on your child’s lead level, your physician may recommend an Environmental
Lead Investigation. An Environmental Lead Investigation includes an investigation

of your home including all painted surfaces, water samples, dust samples, and bare

soil samples.

How can | reduce my child’s exposure?

* Clean windowsills and floors regularly with a damp paper towel and throw

the towel away.

* Make sure your child does not have access to peeling paint or painted
chewable surfaces.

* Have peeling paint removed from your home.

* Let water run for a few minutes before using or consuming it, especially if you might
have lead pipes.

» Wash your child’s hands, face, and toys regularly.

* Remove your shoes before entering the house to avoid bringing in possibly
contaminated soil.
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?f’ Who can | call with questions?

We always encourage honest conversations with your child’s doctor regarding your
concerns. If you have questions regarding coordinating your child’s care, scheduling
appointments, help with transportation problems, or questions about your child’s lead
test or other wellness visits, please contact the Highmark Wholecare Care Navigator
Team for assistance at 1-800-392-1147 (TTY: 711).

Source: Learn about Lead | US EPA
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https://www.epa.gov/lead/learn-about-lead

Does your
home need an
environmental

lead investigation?

If your child has a blood lead level of

3.5 or higher, your home may qualify for an
Environmental Lead Investigation.* This is
an important step in getting rid of the lead
that is making blood lead levels high.

If you live in an older home, there is a good
chance the paint is lead based. The most
common causes of lead poisoning are lead
contaminated dust and lead paint.

Lead can also be found in:

* Soil

* Yards

* Makeup

* Food containers

* Plumbing

» Painted toys

+ Toy jewelry

e Furniture

A Lead Investigation checks all the living

areas of your home. This includes the items
listed above. Investigators will complete

a family survey. They will use a portable
machine to measure the amount of lead

in the paint. Every painted surface is
measured. Dust samples are taken from the
home to check for lead. Dirt samples may
be taken to check for lead if there is more
than nine square feet of bare dirt exposed.
Samples of makeup or imported spices may
also be taken for testing.

It is important to find where your child has
been exposed to lead. Children’s bodies

are growing. They absorb more lead than
adults. Babies and young children are more
exposed to lead because they often put their
hands and other objects into their mouths.
Their brains and nervous systems are also
more sensitive to the effects of lead.

*Investigation eligibility is dependent on no
prior investigation for your address.

@ Wholecare Connections
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What happens if lead is
found in your home?

The State requires that lead-based paint fixes 8 Additional Resources
must be made by a licensed lead removal T

contractor. If home repairs are needed, they Protect your family from
must also be done by a licensed contractor. sources of lead | EPA

If you would like more information on Lead Lead poisoning | PA

Investigations or community resources,
contact the Care Navigator team.

Department of Health

Lead | National
Institute of Environmental
Health Sciences
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Get help online for your opioid

use disorder.

Are you or a loved one struggling with opioid Types of Opioids:

. o . e
use disorder? Getting help can seem difficult. . Oxycodone (Percocef)

But there is good news. Access to online care g . Wicoding
is available. And you don’t need to leave your * Hydrocodone t¥icodin

home to get it. e Heroin

» Fentanyl
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Ophelia is an opioid use disorder care
provider. And it provides online services to

you as a Highmark Wholecare member.

About Ophelia

Here are four things to know about

getting help with Ophelia:

e Suboxone can save your life.
Buprenorphine/Naloxone (known as
Suboxone®) are incredibly effective for
treating opioid use disorder. They can
help manage withdrawal symptoms, curb
cravings, and reduce the risk of relapse

and overdose.

o Telehealth makes treatment possible
from anywhere. No need to worry about
travel or waiting rooms. All you need is
a smartphone or computer to connect
with a health care professional from the

comfort of your home.

o Get your medicine quickly. Once
you become a patient at Ophelia, you
can pick up your prescription at a
local pharmacy. And their care team is

available for support seven days a week.

If you think you can use Ophelia’s services,
schedule a free welcome call. In just

15 minutes, you can learn more about
their treatment options. And you can see if
it’s the right fit for you—completely free of

charge.

To get started, text 215-585-2144 or
visit My.Ophelia.com/Welcome.

@ Wholecare Connections
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Want to learn how to
keep your family safe

from drugs?

Join this free webinar.

Are you worried about the drug crisis? Do you want to know more about what’s
happening in your community? Then this webinar is for you. Join Highmark Wholecare
and the Pennsylvania Attorney General’s Office on Tuesday, Feb. 18, 2025, from
10-11:30 a.m. to get the inside scoop on the drug crisis.

Here’s what you’ll learn:

* What are the latest drug trends?

* What are opioids and why are
they dangerous?

* How can you stay safe from drugs?

This webinar is FREE and open to
everyone. And it’s a great chance to learn
about a serious issue and protect yourself

and your family.

Remember, this is your chance to learn

how to keep you and your family safe from

drugs. Don’t miss out!

To sign up for the webinar, visit
hwec.fyi/Drug-Safety-Webinar.

After registering, you will receive a
confirmation email with details about

joining the webinar.

@ Wholecare Connections
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Find a new eye doctor.

Starting Jan. 1, 2025, Highmark Wholecare will use VSP Vision instead of Davis Vision
for eye care. Your vision benefits are not changing but you may need to choose a

new eye doctor.

To see if your eye doctor is in the VSP network,
you can call VSP Vision at 1-877-930-5152
(TTY: 711) or visit HighmarkWholecare.com

to find a new eye doctor. — Call VSP Vision at
1-877-930-5152 (TTY: 711).

D Questions?

» If you’re pregnant or need continued care

from your current doctor, you may be able
to continue for a time. Call VSP Vision at
1-877-930-5152 (TTY: 711) to ask.

» If you see your old doctor after Jan. 1, 2025,
you may have to pay the bill yourself.

@ Wholecare Connections 2024 Issue #4 | 14
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Be smart, stay safe:

protect yourself
from scams.

You know how important it is to be careful with
your money. Scammers are always trying to trick
people, especially older adults. It’s like a game
they play, trying to get your money or personal
information. Lots of these scams can happen over
the phone. But they can also happen using other
methods, including email, text messages, and
social media.

Why older adults are targeted.

Scammers think older adults are easier targets
because they might be more trusting. Or they have
more money saved up.

Common scams and what to
watch out for.

There are lots of scams out there. Here are a
few you should watch out for:

¢ Fake investments: Someone might call you and
promise you big money if you invest with them.
But it’s not true.

e Tech support trouble: Someone might call and
say your computer has a virus and they can fix it
for a fee. Don’t fall for it.

¢ Government impersonators: Someone might
call and say they’re from the government and
you owe them money. Don’t give them any
information.

o Lottery wins and free money: Someone

might call and say you won the lottery or
got a big inheritance. It’s probably not true.

e Romance scams: Someone might try to get

close to you online and then ask for money.
Be careful who you trust online.

How to protect yourself.

o Be skeptical: Does it sound too good to be

true? It probably is.

Don’t answer the phone: If someone calls
you and you don’t know the number, don’t
answer it.

Don’t share your information: Never give
your personal information, like your Social
Security number or bank account details, to
someone you don’t know.

Be careful online: Don’t click on links

in emails or messages from people you
don’t know.

@ Wholecare Connections
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What to do if you've
been scammed.

If you think you’ve been scammed,

stop talking to the scammer right away.
Check your bank account and other accounts
for any suspicious activity. If you think your
online accounts might be compromised,
change your passwords.

Remember: It’s okay to be cautious and
ask questions. If you’re ever unsure about
something, talk to a trusted friend or family
member. And if you think you’ve been
scammed, report it to the police.

@ Wholecare Connections

Visit Highmark.com/Stop-Fraud
to watch a helpful video with

more information.
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What is fraud,

waste, and abuse?

Imagine you’re at a store and someone tries
to trick you into paying for something you
didn’t buy. That’s kind of like fraud in
health care. It’s when someone lies or cheats
to get money from your health insurance.
Waste means using more services than

you need, which wastes money. And abuse
means using services in a way that’s not
right, like getting a test you don’t need.
Unnecessary tests waste money.

Fraud, waste, and abuse hurts everyone.
And it makes health care more expensive for
everyone, including you!

Keep track of your

doctor visits.

Think of it like keeping a diary for your

health. Here are some things you can do:

e Mark your calendar: Write down the date
of each doctor’s appointment.

e Save your papers: Keep all the receipts
and bills you get from your doctor.

e Check for mistakes: Look over your bills
carefully to make sure everything
is correct.

e Remember the details: Think about
what happened at your appointment.
What services did you get? Did the doctor
order any tests? Where did you go?

Who took care of you?

By keeping track of your doctor visits, you
can better manage your health and make
sure everything is on track.

What are some examples

of fraud?

* Getting billed for medicine you didn’t get.
Or services you didn’t receive.

* Someone pretends to be from Highmark
Wholecare and asks for your personal
information. Like your social security
number or bank account or credit
card information.

* Someone uses your health insurance
card without your permission.

@ Wholecare Connections
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How can you
protect yourself?

Here are some tips to protect yourself
from fraud, waste, and abuse.

Keep track of your health care
services. Write down the dates of your
doctor visits, what services you got, and
any tests you had.

Check your bills and statements
carefully. Make sure you’re being
charged for the right services.

Protect your health information.
Don’t share your health insurance
card or medical records with anyone
except your doctor or other health
care providers. If your health
insurance card gets lost or stolen,

call Highmark Wholecare.

Report any suspicious activity.

If you think someone is trying to cheat
your health insurance, tell Highmark
Wholecare right away.

Do not sign any blank health care
forms. If you have a question about a
form, talk to a trusted family member
or friend.

How do you report fraud,
waste, and abuse?

If you suspect fraud, waste, or abuse, tell
Highmark Wholecare. They have a team of
people who investigate these issues. You can
report it anonymously, meaning you don’t
have to give your name.

To report Medicaid fraud, waste, and abuse,
contact Highmark Wholecare in one of the
following ways.

By mail:

Highmark Wholecare
Delivery Code: FIPR
Attn: FWA/SIU Unit
120 Fifth Ave.
Pittsburgh, PA 15222

By email:
—T SSIU@HighmarkWholecare.com

By phone:
1-844-718-6400 (TTY: 711)

By being aware and reporting
suspicious activity, you can
help keep health care honest

and affordable for everyone.

@ Wholecare Connections
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We want to
hear from you!

Do you want to make sure you're getting the
best possible care? That includes making sure
you can understand your doctor and other To get started, visit

health care providers. hwec.fyi/Interpreter-Services.

We're asking you to take a quick survey
about our interpreter services. It only takes a
few minutes, and your feedback will help us
improve services for everyone.

Thanks for your help!

@ Wholecare Connections 2024 Issue #4 | 19
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Learn more about health insurance
and domestic violence.

Domestic violence is not always physical. There are many ways that

abusive people gain power.

Some may use health
insurance to control
another person.

Here are some ways they might do this:

» Threaten to cancel insurance

* Keep documents away from survivors

» Refuse to pay co-pays

* Lie about coverage

* Hide information about benefits

* Use documents to get personal information

These things can leave survivors without
the care they need. This can impact health.
Survivors may feel isolated. Local domestic
violence programs can offer support and
information to all survivors. They can help
connect survivors to health and insurance

resources in their community.

Find your local domestic violence program on
the Pennsylvania Coalition Against Domestic
Violence website. Please visit pcadv.org/find-
help/find-your-local-domestic-violence-
program to find a program near you. The
services offered by these programs are provided
at no cost. These services are confidential.

These are resources that can
help people learn more about
insurance options.

» Federally Qualified Health Centers
may be able to help patients apply for
insurance. Their locations can be found at

findahealthcenter.hrsa.gov/.

* Local County Assistance Offices can help
people apply for insurance. People can also
apply for benefits online. Visit pa.gov/en/
agencies/dhs/programs-services/apply-

for-benefits.html for more information.

* Pennie is Pennsylvania’s Health Marketplace.
People can learn more about insurance
options by visiting https://[pennie.com/ or
calling 1-844-844-8040.

Call the National Domestic Violence
Helpline at 1-800-799-SAFE (7233)

or visit hotline.org to chat online.

All calls are confidential.

@ Wholecare Connections
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Your managed care plan may not cover all your health care expenses. Read your member
handbook carefully to determine which health care services are covered.

Highmark Wholecare complies with applicable Federal civil rights laws and does not discriminate
based on race, color, national origin, age, disability, creed, religious affiliation, ancestry, sex gender,
gender identity or expression, or sexual orientation.

Highmark Wholecare does not exclude people or treat them differently because of race, color,
national origin, age, disability, creed, religious affiliation, ancestry, sex gender, gender identity or
expression, or sexual orientation.

Highmark Wholecare provides free aids and services to people with disabilities to communicate
effectively with us, such as:
e Qualified sign language interpreters
e Written information in other formats (large print, audio, accessible electronic formats, other
formats)

Highmark Wholecare provides free language services to people whose primary language is not
English, such as:

e Qualified interpreters

e Information written in other languages

If you need these services, contact Highmark Wholecare at 1-800-392-1147 (TTY: 711 or 1-800-
654-5984), Monday — Friday, 8 a.m. — 8 p.m.

If you believe that Highmark Wholecare has failed to provide these services or discriminated in
another way based on race, color, national origin, age, disability, creed, religious affiliation, ancestry,
sex gender, gender identity or expression, or sexual orientation, you can file a complaint with:

Highmark Wholecare The Bureau of Equal Opportunity
Attn: Grievances Department Room 223, Health and Welfare Building
P.O. Box 22278 P.O. Box 2675
Pittsburgh, PA 15222 Harrisburg, PA 17105-2675
1-800-392-1147 (TTY: 711) 717-787-1127 (TTY: 711)
Fax: 1-412-255-4503 Fax: 717-772-4366

Email: RA-PWBEOAO@pa.qgov

You can file a complaint in person or by mail, fax, or email. If you need help filing a complaint,
Highmark Wholecare and the Bureau of Equal Opportunity are available to help you.

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights electronically through the Office for Civil Rights Complaint Portal, available at
OCRPortal.hhs.gov, or by mail, phone, or email at:

U.S. Department of Health and Human Services
200 Independence Avenue SW
Room 509F, HHH Building
Washington, DC 20201
1-800-368-1019 (TTY: 1-800-537-7697)
OCRMail@hhs.gov

Complaint forms are available at hwc.fyi/complaint-form.
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ATTENTION: If you speak a language other than English, free language assistance
services are available to you. Appropriate auxiliary aids and services to provide information
in accessible formats are also available free of charge. Call 1-800-392-1147 (TTY: 711) or
speak to your provider.

ATENCION: Si habla espafiol, tiene a su disposicién servicios gratuitos de asistencia lingliistica. También estan disponibles de
forma gratuita ayuda y servicios auxiliares apropiados para proporcionar informacién en formatos accesibles. Llame al 1-800-
392-1147 (TTY: 711) o hable con su proveedor.
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BHMMAHMWE: Ecnu Bbl roBOpUTE Ha pycCKWiA, Bam AOCTYMNHbI OecnnaTHble yCcrnyri a3blkoBov nogaepxkn. CooTeeTcTByoLme
BCMOMoraTerbHble CpeacTBa 1 yCnyri no NpegocTaBneHunio HdopMaLumm B 4OCTYNHbBIX hopMaTax Takke npefocTaBnsioTcs
6ecnnatHo. MNMo3eoHuTe no TenedoHy 1-800-392-1147 (TTY: 711) nnn obpatmutecb K CBOEMY NOCTaBLUUKY YCyT.
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ATANSYON: Si w pale Kreyol Ayisyen, gen sévis &d aladispozisyon w gratis pou lang ou pale a. Ed ak sévis siplemanté
apwopriye pou bay enfomasyon nan foma aksesib yo disponib gratis tou. Rele nan 1-800-392-1147 (TTY: 711) oswa pale avek
founisé w la.

LUU Y: Néu ban ndi tiéng Viét, chiing t6i cung cap mién phi cac dich vu hé trg' ngén ngl. Cac hé tre’ dich vu phu hop dé cung
cap thdng tin theo cac dinh dang de tiép can cting dwgc cung cap mien phi. Vui Iong goi theo s6 1-800-392-1147 (Nguoi
khuyét tat: 711) hoac trao doi voi ngwoi cung cap dich vy cla ban.

YBAIA: AK0 B/ pO3MOBASIETE YKpaiHCbKa MOBa, Bam OOCTYMHi 6€3KOLWTOBHI MOBHI nocnyru. BignosigHi gonomixkHi 3acobu Ta

nocnyrv ans HagaHHs iHdopmauii y AOCTyNHMX dpopmaTtax Takox AOCTYMHi 6e3kowToBHO. 3aTenedoHynTe 3a Homepom 1-800-
392-1147 (TTY: 711) abo 3BepHITLCA 4O CBOro NocTayasnbHuKa.
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servigos auxiliares apropriados para fornecer informagdes em formatos acessiveis também estéo disponiveis gratuitamente.
Ligue para 1-800-392-1147 (TTY: 711) ou fale com seu provedor.
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ATTENTION: Si vous parlez Frangais, des services d'assistance linguistique gratuits sont a votre disposition. Des aides et
services auxiliaires appropriés pour fournir des informations dans des formats accessibles sont également disponibles
gratuitement. Appelez le 1-800-392-1147 (TTY : 711) ou parlez a votre fournisseur.
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Health benefits or health benefit administration may be provided by or through Highmark Wholecare, coverage by Gateway Health Plan,
an independent licensee of the Blue Cross Blue Shield Association (“Highmark Wholecare”).
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