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WELCOME TO HEALTH PLAN OF SAN MATEO (HPSM)

Dear ACE Program Participant,

Welcome to the San Mateo Access and Care for Everyone Program (ACE).
ACE is a San Mateo County health coverage program managed by the
Health Plan of San Mateo (HPSM). It covers health care services such as:

Doctor and hospital visits

Prescription drugs

Eye care

Preventive care — including check-ups, screenings, tests, immunizations
and other office visits with a primary care provider (PCP) clinic

This guide will help you start using the ACE program. An online version is
available on HPSM’s website at hpsm.org/ace-guide. More information can
be found online at hpsm.org/ace.

You can also order print copies of the San Mateo County ACE Participant
Handbook by mailing the card included with your Welcome Packet. If
you have questions about the ACE program or anything in this guide, call
HPSM Member Services at 650-616-2133 or 1-800-750-4776. TTY: call
1-800-735-2929 or 7-1-1. Representatives are available Monday to Friday
from 8am to 6pm.
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FOUR STEPS TO A HEALTHY ST. ART!.

As a participant in the San Mateo County ACE program, you have access to a wide range of health
care services. Want to start using them? Just take these four simple steps!

Choose a primary care provider (PCP) clinic. This doctor will lead your
care team. If you need to see a specialist, they will give you a referral. To
choose a PCP, use our online Provider Directory at hpsm.org/ace-clinics.
Complete the PCP change form and return it with the envelope provided.
Your selected PCP will be added to your records.

Find out how to get your medications. Search our online formulary at
hpsm.org/ace-drugs or ask a pharmacist. If your medications need prior
authorization, call your doctor to get the authorization.




YOUR MEMBER ID CARD

Your San Mateo County ACE ID card is proof of that you are a program
participant. Key information includes:

FRONT
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San Mateo County ACE

Name:
* John CSample

Date of Birth:

-+ MM/DD/YYYY Benefit Copays

eoco

HPSM ID:
© 123456789
Card Issue Date:
© MM/DD/YYYY

DR$
RX$

See back side of card for approved ACE providers.
For more information about your health plan benefits call
Member Services: 1-800-750-4776 or visit www.hpsm.org

O (ard issue date
© Drug benefit info
@ Member Services phone number

© Member name
@ Date of birth
© Member ID number

BACK

In case of emergency, call 9-1-1 or seek appropriate emergency care.
24-Hour Nurse Advice: 1-833-846-8773 (toll free)

San Mateo ACE Providers: San Mateo Medical Center (SMMC)

« 39th Avenue Clinic » SMMC Coastside Clinic « South San Francisco Clinic

« Daly City Clinic « Fair Oaks Clinic + Ravenswood Family Health Center « NEMS
Emergency services only covered at SMMC

FOR PROVIDER USE ONLY
Providers with a PIN can check member eligibility verification 24 hours a day
at 1-800-696-4776, or online at www.hpsm.org
Submit pharmacy manual claims to:  Submit medical claims to:
SS&C Health HPSM Claims Department
Attn: Dept Customer #586 801 Gateway Blvd, Suite 100
P.0.Box 419019 South San Francisco, CA 94080
Kansas City, MO 64141 HPSM Provider Line: 650-616-2106
Toll-free: 1-888-635-8362 Toll-free: 1-833-MY-HPSM-1 (694-7761)

@ Emergency instructions
@ Nurse Advice Line phone number

© Drug benefits contact info
O Listing of ACE providers



PROGRAM SERVICES

The San Mateo County ACE program gives you access
to a range of health care services.

Below is an overview of what you get. Check our website
at hpsm.org/ace, where you can also:

SEE A LIST OF ACE CLINICS
WHERE YOU CAN GET CARE
and choose one as your
primary care provider

hpsm.org/ace-providers

LEARN ABOUT YOUR
DRUG BENEFITS
and search for drugs covered
by the ACE program

hpsm.org/ace-drugs

GET MORE DETAILS
ABOUT THE ACE PROGRAM
such as covered services
in the Participant Handbook

hpsm.org/ace-materials

GET INFORMATION
IN YOUR LANGUAGE
with interpreters, translated
materials & alternative formats

see page 8




ACE covers many services, including:
e Doctor and hospital visits

®  Prescription drugs

* Eyecare

®  Preventive care — including check-ups, screenings, tests, immunizations and
other office visits with a primary care doctor

®  Emergency care (covered only at San Mateo Medical Center)

Prescription Drugs

ACE covers brand and generic medications prescribed by your doctor that are in the
ACE Formulary. It also covers non-formulary drugs that your doctor prescribes and
gets prior authorization for from HPSM. Some over-the-counter medicines may be
covered if you have a doctor’s prescription.

Costs
Annual Participant Fee

To join ACE, participants must pay a $360 application fee. Most participants then pay
an annual participant fee of $360 for 12 months of health coverage. Members can
either pay it once a year in full or in monthly payments of $30.

The participant fee and co-pays can be waived if you don't earn enough money.
Some services have much higher co-pays. Learn more at hpsm.org/ACE-payments.

Co-pays

Co-pays are your out-of-pocket expenses for certain benefits, usually at the time of
an appointment. In general, doctor’s appointments cost $15 and prescriptions cost
$7.The maximum amount of co-pays per benefit year is $640. After that, you don't
need to pay any more co-pays for the rest of the benefit year. Keep track of your
co-pays so you will know when you have reached this limit.

Learn more about ACE co-pays at hpsm.org/ace-payments



OTHER PROGRAMS & SERVICES

Nurse Advice Line
1-833-846-8773 toll-free — open 24 hours a day, 7 days a week

Registered nurses are on hand to answer questions about your symptoms. They can tell you
how urgently you need to see a doctor and may give you advice for self-care at home.

More information: hpsm.org/member/nurse-advice-line

Health Education Unit

The Health Education Unit provides information on a range of topics such as:

®  How to quit tobacco and other similar products.

®  Managing your diabetes, asthma, blood pressure and more.

e The Baby+Me program, which connects pregnant women and new moms to support
services, such as Women, Infants, and Children (WIC), Black Infant Health (BIH), and more.
Participants can get $100 in Target GiftCards™ for attending two doctor’s appointments.

More information: Call 650-616-2165 or visit hpsm.org/health-tips

The Bullseye Design, Target and Target GiftCard are registered trademarks of Target Brands, Inc. Terms and conditions are applied to gift cards.
Target is not a participating partner in or sponsor of this offer.

Health coverage for children
(all 650-616-2002, Monday to Friday, 8:30 a.m. to 5:00 p.m.
E-mail info-hcu@smcgov.org

San Mateo County offers health coverage for children. If you have children or other family
members who do not have health coverage, you can contact a Community Health Advocate at
your PCP clinic or enrollment location.

Free interpreter services

If your doctor does not speak your language, interpreter services are available by phone
and video. Just ask your doctor to call an interpreter during your visit. In special cases, an
interpreter can go to the visit with you.

More information: hpsm.org/member/language-services
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Doctor’s visits by phone or video

Many providers can give you advice over the phone or see you by video. Telephone and video
visits are fully covered by HPSM. Call your primary care provider (PCP) to check if they provide
telephone or video visits.

More information: hpsm.org/member/ACE/benefits

Mental health and substance use

Covered mental health services provided by your PCP clinic, within the scope of staff licensure,
are covered under the San Mateo County ACE Program.

Exclusions

The San Mateo County ACE Program does not cover specialty services provided by psychiatrists,
clinical psychologists, or other specialized mental health professionals. Emergency psychiatric
services are also excluded. These may be available through other coverage program.

Emergency dental care

The San Mateo County ACE Program covers emergency dental services and associated supplies
and anesthesia for emergency dental procedures. Routine dental care is excluded.

Eye care

One optometry exam is covered once every two years at approved ACE clinics with a referral
from your ACE primary care clinic. One pair of eyeglasses (frames and lenses) is covered up
to $150 once every two years with prior authorization. Coverage to see a specialist requires a
referral from your ACE primary care clinic.



Health Plan of San Mateo Nondiscrimination Notice
o

The Health Plan of San Mateo (HPSM) complies with applicable Federal civil rights laws and does
not discriminate on the basis of race, color, national origin, age, disability, or sex. HPSM does not
exclude people or treat them differently because of race, color, national origin, age, disability, or sex.

HPSM:
Provides free aids and services to people with disabilities to communicate effectively with us,
such as:
o  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:
0 Qualified interpreters
0 Information written in other languages

If you need these services, contact Member Services.

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

Member Services Toll Free: 1-800-750-4776
801 Gateway Blvd., Suite 100 Local: 650-616-2133
South San Francisco, CA 94080 TTY: 1-800-735-2929

Fax: 650-616-8581

You can file a grievance in person or by mail, fax, or phone. If you need help filing a grievance,
(areAdvantage Unit staff 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 https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at:

U.S. Department of Health and Human Services  1-800-368-1019, 800-537-7697 (TDD)
200 Independence Avenue, SW

Room 509F, HHH Building

Washington, D.C. 20201

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

ATTENTION: If you speak other languages other
than English, language assistances services,
free of charge, are available to you. Call
1-800-750-4776 (TTY: 1-800-735-2929).

Arabic
i gadd (A yul) Aell) Cava T TS 1] A
i PR TP-1, PN W PLE PREGE. | * Fr
) 1-800-750-4776 &0 Jo (uall
(1-800-735-2929 ;558§ puali cide

Armenian .
NhcUNNPESNPL Bpeh ununtd
Ep huytipkl, wyw dkq wudwp
Jupnn Eb npudwunpyt) (kquijut
wowlgnipjull Swnwym pniuttp:
Quiquhwpkp 1-800-750-4776 (TTY
(hinwunhy) 1-800-735-2929):
Cambodian R
UIisS: UItOSMHSASUNW
Mangull INESWwRSiFEMmMan
SINWESASWSU SHGES
NUUINTHSHSY 51 SINS
1-800-750-4776 (TTY: 1-800-735-2929)

Korean

FO|. H=0{E A8 StAl= <, 210 X|H
MHIAE FEZE 0|&5tA = &L
1-800-750-4776 (TTY: 1-800-735-2929)

Ho = FMatel FHAL.

Punjabi

s efe: A 3 YA g J, 3
I g ATTE3T AT 3T BE He3
Sussy J1 1-800-750-4776 (TTY:
1-800-735-2929) ‘3 'S |

Russian

BHIMAHWE: Ecnn BbI roBopuTe Ha pycckom
A3bIKe, TO BaM AOCTYMHbI becnnatHble ycnyru
nepesoga. 3BoHuTe 1-800-750-4776
(tenetaiin: 1-800-735-2929).

Spanish

ATENCION: si habla espafiol, tiene a su
disposicion servicios gratuitos de asistencia
lingiiistica. Llame al 1-800-750-4776
(TTY: 1-800-855-3000).

ghinese ‘
AR ﬂg%ﬁf@ﬁﬁ %‘Eﬂ%ﬂPX > fE BT LA
TR EESESEIRTE SANE
1-800-750-4776 (TTY: 1-800-735-2929) ©
Farsi

T Ny L TRC N e PN
PRI R Ty Lt PP e PP P
b l) 3-RG6-BO0-BE0G « Jasls 1y o

Aupba A (1-890-T25-2929 (ol
Hmong
LUS CEEV: Yog tias koj hais lus Hmoob, cov kev
pab txog lus, muaj kev pab dawb rau koj. Hu
rau 1-800-750-4776 (TTY: 1-800-735-2929).
Hindi
AT & AT o9 ghat ared g ar
AT A0 {RG | AT
HATY ITALL 2| 1-800-750-4776 (TTY:
1-800-735-2929) T¥ FHie FL|

Japanese

ARER . HAEZEINDSZE
EROERBXEZCHAWEREITE
9 01-800-750-4776 (TTY:1-800-735-2929
) FCT-BEEICTITELESTE S LYo

Tagalog

PAUNAWA: Kung nagsasalita ka ng Tagalog,
maaari kang gumamit ng mga serbisyo ng
tulong sa wika nang walang bayad. Tumawag
sa 1-800-750-4776 (TTY: 1-800-735-2929).

Thai

Gaw: Spamanie inganaunsnld
UInsdagiaaniane lne ns
1-800-750-4776 (TTY: 1-800-735-2929).

Vietnamese

CHUY: Néu ban néi Tiéng Viét, cd cac dich vu
ho trg ngon ngi mién phi danh cho ban. Goi so
1-800-750-4776 (TTY. 1-800-735-2929).

Laotian S,

TU0290; 1709 VIVCOIWITI D90,
NIVLHNIVFOOCMDOIVWIF,
L00UCINY, CLLLWBLIMVIL.
{ns 1-800-750-4776 (TTY- 1-800-735-2929).
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Founded in 1987, the Health Plan of San Mateo (HPSM) is a local
non-profit health care plan that offers health coverage and a
provider network to San Mateo County residents. HPSM improves the
health of our members through high quality and preventive care.
hpsm.org

©2019 Health Plan of San Mateo (HPSM). All Rights Reserved.



