PARTNERS

Improving Lives. )
Strengthening Communities.

Welcome to Partners Tailored Plan!

Partners Health Management (Partners) manages a specialty health care plan for members in our coverage
area who receive Medicaid and State-Funded Services. We are happy to manage your health care services and
supports.

Partners Tailored Plan covers all your health services, including physical and mental health, intellectual/
developmental disability (I/DD), substance use disorder (SUD), traumatic brain injury (TBI) and pharmacy
services for people who have Medicaid. The plan also covers mental health, I/DD, SUD and TBI services for
people who are uninsured or underinsured and receive services using state funds.

Partners also provides care management services to support your health.
How to contact us:
¢ Call our Member and Recipient Services Line at 1-888-235-4673

¢ Email memberquestions@partnersbhm.org

¢ Visit our website partnersbhm.org, register for the MemberCONNECT portal and message us

Why are you receiving this information?

We are welcoming you to Partners’ Tailored Plan because you already receive, or are eligible to receive, health
care services and supports in our covered area. Partners manages services in 15 North Carolina counties: Burke,
Cabarrus, Catawba, Cleveland, Davidson, Davie, Forsyth, Gaston, Iredell, Lincoln, Rutherford, Stanly, Surry, Union
and Yadkin.

Partners’ Welcome Packet has information and resources about Partners’ Tailored Plan benefits, services and
programs. Your Welcome Packet includes the Partners Tailored Plan Member Handbook and, if you are enrolled in the
NC Innovations waiver, your packet also includes the Innovations Member and Family Handbook. If you receive
State-funded Services, your packet also includes Partners Tailored Plan Recipient Handbook.

All handbooks are also available on our website at partnersbhm.org/resources/.

Partners Promise

Partners always puts members and families first. We help you access the care you need through our
longstanding community partnerships with experienced providers and other local support organizations. We are
recognized for our commitment to the counties and the families we serve.

If you have any questions, please email us at memberquestions@partnersbhm.org or call our Member and
Recipient Services Line at 1-888-235-4673; TTY: Relay NC 711 or (English) 1-800-735-2962; (Spanish) 1-888-
825-6570. To learn more about Partners and your health plan, join one of our virtual Member Cafés. You can
sign up at partnersbhm.org/member-cafe/ or call Member and Recipient Services.

Your Medicaid Member ID Card and Welcome Packet

Your Medicaid Member ID card may come in a separate envelope. Please carry your Medicaid Member ID card
with you at all times and take a picture of it with your phone. You will need to show this card when you visit
your doctor or other service provider.

If you need a new Medicaid Member ID card, complete the online form at
partnersbhm.org/tailoredplan/resource-library/#ID-Card. Select English or Espanol to open the form. You
can fill it out online and hit the Submit button.
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To ensure your Medicaid Member ID card is mailed to the correct address, it is important that you make sure
your address is correct in the Medicaid system. You may do this by contacting your local Department of Social
Services office and making sure they have your correct address.

You may also call our Member and Recipient Services Line, 1-888-235-4673, for assistance.

Important Plan Information

Telodoc Telehealth Services

Speak to a healthcare provider within minutes, avoid waiting rooms and urgent care, and feel better
faster. Get care for cold, flu, allergies and more. Licensed healthcare professionals are ready to help. Visit
Teladoc Health to get started, or call 1-800-835-2362, 24 hours a day, 7 days a week.

Provider Search and Making Appointments
® Your PCP’s name and contact information is listed on your Medicaid Member ID Card.
e We can help you choose or change a primary care provider (PCP) and schedule your first visit.

* You can find the list of all the doctors, clinics, hospitals, labs, and others who work with Partners
Tailored Plan in our provider directory online at partnersbhm.org/provider-search/. You may also
call Member and Recipient Services at 1-888-235-4673 for assistance.

Primary Care Provider Assignment

As a Medicaid member, you have the opportunity to select a primary care provider (PCP) who is in our
network, is contracted as a PCP, and is taking new patients. If you do not choose a PCP or have not
visited your current PCP within the last 12-18 months, Partners will assign you a new PCP based on your
medical history.

Care Management Services

For extra support, you have access to Tailored Care Management at no cost to you. Tailored Care
Management provides you with a care manager, who is trained to help people with mental health,
substance use disorder, intellectual/developmental disability and/or traumatic brain injury needs. Your
care manager works with you, your team of care providers, and your approved family members (or other
caregivers) to consider your unique health-related needs and find the services you need in your
community. You can also choose not to have a care manager and not receive the Tailored Care
Management benefit. You can access the Tailored Care Management Request form at
https://www.cognitoforms.com/PartnersHealthManagement9/tailoredcaremanagementtcmrequest.

If you are in the NC Innovations waiver, Tailored Care Management will include coordination with any
Innovations services you are receiving, such as community living and supports, day supports and respite.

Your Tailored Care Management provider may be your primary care provider (also called an
Advanced Medical Home +, or AMH+), a community Care Management Agency (CMA), or Partners
Tailored Plan’s Care Management Department.

You can choose or change your Tailored Care Management provider during the year. If you want to
choose or change your Tailored Care Management provider, or for more information, you can call
Member and Recipient Services at 1-888-235-4673, or email screeningandreferral@partnersbhm.org.

Non-emergency Medical Transportation (NEMT)

As a member of Partners Tailored plan, you are eligible for non-emergency medical transportation to help
you get to and from appointments. Call Member and Recipient Services at 1-888-235-4673 and choose the
transportation option to schedule transportation. There is no limit to the number of trips during the year
between medical appointments, health care facilities or pharmacies.


https://www.partnersbhm.org/provider-search/
https://www.cognitoforms.com/PartnersHealthManagement9/tailoredcaremanagementtcmrequest
https://partnersbhm-my.sharepoint.com/personal/cdbrooks_partnersbhm_org/Documents/2024%20Files/Annual%20Submissions%20to%20the%20State/2025%20Submission%20Files/Final%20Versions/TP%20Member%20Materials/screeningandreferral@partnersbhm.org

Non-emergency medical transportation is covered for medically necessary, covered services, such as
doctor appointments, dialysis, and counseling appointments. For certain types of trips, Partners may
need to review the request or require additional information before we can schedule the trip. If your
request is turned down, you have the right to file an appeal.

Changing Health Plans

If you do not want to be in Partners Tailored Plan, you may have other choices. You may be able to change
to a Standard Plan or NC Medicaid Direct. To learn more about your choices or to make a change, call the
NC Medicaid Enroliment Broker at 1-833-870-5500 (TTY: 711 or RelayNC.com) or go to
ncmedicaidplans.gov.

Register for MemberCONNECT Portal

MemberCONNECT is a secure website portal that helps members stay connected with Partners and your
services. You can access it from any computer or mobile phone to see your health information, contact us,
and connect to resources. Sign up by going to the Partners website https://www.partnersbhm.org and
clicking on MemberCONNECT. You may also use the direct link: https://pbhm.healthtrioconnect.com.

Wellness App

The Pyx Health app focuses on daily mood and wellness check-ins, screenings, messages and assistance as
needed, either through the app or by calling the Pyx Health Compassionate Care 1-855-499-4777.

e Use your smart phone to sign up for the Pyx Health program at www.HiPyx.com.
e Use your Medicaid ID number or Partners ID to register.

e Once registered, click here to request Partners GreatDay Reward ($10 gift card, 18 years or older).
Contact 704-842-6488 for questions or information about GreatDay Rewards.

Partners GreatDAY Healthy Rewards

Call us for other Value Added Services that Partners offers, including healthy rewards you may qualify for
listed here https://www.partnersbhm.org/greatday-rewards-incentive-program/.

NC Medicaid Ombudsman Services

The NC Medicaid Ombudsman provides education, advocacy and issue resolution for Medicaid
beneficiaries, whether they are in NC Medicaid Managed Care or NC Medicaid Direct. It is a resource you
can use when you have been unable to resolve issues with Partners or your PCP. Call the NC Medicaid
Ombudsman at 1-877-201-3750 or go to www.ncmedicaidombudsman.org.

IMPORTANT NUMBERS

* Member and Recipient Services 1-888-235-4673
e 24/7 Behavioral Health Crisis 1-833-353-2093
e 24/7 Nurse Line 1-888-369-2452
* Non-Emergency Medical Transportation 1-833-577-2309
* Medicaid Ombudsman 1-877-201-3750
* NC Medicaid Enrollment Broker 1-833-870-5500
* Deaf or Hearing Challenged Relay NC 711

(English) 1-800-735-2962
(Spanish) 1-888-825-6570
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Auxiliary Aids and Interpreter Services

If you need communication or accommodation support, please contact us. You can get free materials in large
print and other auxiliary aids and services. Call 1-888-235-4673 (TTY/ TDD Relay NC 711). If English is not your first
language, free interpreter services are available. Call 1-888-235-4673 (TTY/TDD Relay NC 711).

Espanol (Spanish): Puede obtener materiales gratuitos en letra grande y otras ayudas y servicios auxiliares.
Llame al 1-888-235-4673 (TTY/TDD Relay NC 711). Si el inglés no es su lengua nativa, dispone de servicios gratuitos
deinterpretacién. Llame al 1-888-235-4673 (TTY/TDD Relay NC 711).

H[E A (Chinese): #& 1T LA G 2 3R-A5- SR BORHF KRR DL HAh A Bh T HAIRSS . 15504 1-888-235-
4673 (TTY/TDD Relay NC711). WIRFEAREN EIEIES, RO AZOTIERS . 155H
1-888-235-4673 (TTY/TDD Relay NC 711) .

Notice of Nondiscrimination

Partners 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 identity or expression, or sexual
orientation. Partners 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.

Partners provides free auxiliary aids and services to people with disabilities to communicate effectively with us,
such as:

e Qualified American Sign Language interpreters

e Written information in other formats (large print, audio, accessible electronic formats, other formats)
Partners 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, call 1-888-235-4673 (TTY/TDD Relay NC 711).

If you believe that Partners has failed to provide these services or discriminated in another way based on race,
color, national origin, age, disability or sex, you can file a grievance with:

Partners Health Management
c/o Grievance Department
901 S. New Hope Road
Gastonia, NC 28054

You can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office for Civil
Rights:

e Online: ocrportal.hhs.gov/ocr/portal/lobby.jsf

e Bymail:
U.S. Department of Health and Human Services
200 Independence Avenue SW., Room 509F, HHH Building
Washington, DC20201

e By phone: 1-800-368-1019 (TDD: 1-800-537-7697)

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