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WELCOME TO HEALTH PLAN OF SAN MATEO (HPSM)

Welcome to the Healthworx HMO program for City of San Mateo
employees. HPSM is committed to helping manage your health care by:

® Paying for your health care services and prescription drugs

® Giving you access to a large network of doctors — from primary
care physicians (PCPs) and specialists to clinics and hospitals

® Helping you find other health care services you may qualify for
and need

This guide will help you start using your HealthWorx HMO benefits
and other HPSM services. An interactive online version is available
on HPSM'’s website at hpsm.org/hw-guide. More information can
be found online at hpsm.org/HealthWorx.

You can also order print copies of the HealthWorx HMO Summary
of Benefits and Evidence of Coverage manuals by mailing the
business reply card included with your Welcome Packet. If you have
questions about your benefits 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. You can also email at
CustomerSupport@hpsm.org.
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HOW TO CONTACT HPSM

(all HPSM Member Services if you:

® Have questions about your benefits or anything in this guide
® Want help finding a doctor or getting an appointment

® Are dissatisfied with the quality of care or service you receive

® Would like to request printed member materials
1Y
1-800-735-2929 or 7-1-1

Toll-free
1-800-750-4776

Local
650-616-2133




FIVE STEPS TO A HEALTHY START.!

As a member of HPSM's HealthWorx HMO program, you have access to a wide range of health care
benefits and services. Want to start using them? Just take these five simple steps!

Sign up for the Member Portal at hpsm.org/member-portal-login.
Then you can select your primary care provider (PCP), update your address
and phone number, check your immunization records and more.

Call your PCP to schedule an appointment within the next two months.
Do this even if you are healthy. Your PCP will give you a health exam to review
your health concerns and find out what kind of care you need.

Find out how to get your medical supplies. If you use durable medical
equipment (DME), talk to your doctor to see if you need prior authorization.
Or call HPSM Member Services (see page 1 for contact information).
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YOUR MEMBER ID CARD

Your HPSM HealthWorx HMO ID Card is proof of your HPSM membership. Key
information includes:

FRONT

] gy

Healthy is for everyone
Name: John C Sample

Date of Birth: MM/DD/YYYY
HPSM ID: 123456789

Card Issue Date: MM/DD/YYYY

For more information about your health plan benefits,

call Member Services: 1-800-750-4776 or visit www.hpsm.org 6
@ Member name O (ard issue date
@® Date of birth © Member Services
© Member ID number phone number

BACK

c In case of emergency, call 9-1-1 or seek appropriate emergency care.

Emergency services do not require pre-authorization.

For information about Mental Health Services call 1-800-686-0101 9
g 24-Hour Nurse Advice: 1-833-846-8773 (toll free)

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

e 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
1-888-635-8362 Toll-free: 1-833-MY-HPSM-1 (694-7761)
@ Emergency instructions © Mental Health Services phone number

@ Nurse Advice Line phone number @ Drug benefits contact info



HPSM BENEFITS .

HPSM gives you access to a full range of
health care benefits and services.

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

4 N\ A
FIND A NETWORK LEARN ABOUT YOUR
DOCTOR OR FACILITY DRUG BENEFITS
using our and search for drugs
Provider Directory covered by your plan
hpsm.org/findprovider hpsm.org/hw-drugs
\_ J \ J
e N N
GET MORE DETAILS ABOUT GET INFORMATION
YOUR HEALTHWORX HMO IN YOUR LANGUAGE
BENEFITS with interpreters, translated
in the Evidence of Coverage materials & alternative formats
hpsm.org/hw-eoc see page 9
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@ HPSM covers many services, including:

e Doctor and hospital visits

®  Prescription drugs

®  Long-term care in skilled nursing facilities

®  Preventive health exams, screenings, tests and immunizations
®  Pregnancy and maternity care

¢ Dental and eye care (only for IHSS workers)

®  Medical emergencies: call 9-1-1 or go to the nearest ER

O Prescription Drugs

HealthWorx HMO covers brand and generic medications that are prescribed
by your doctor. In general, HealthWorx HMO only covers prescriptions that
are filled by network pharmacies. But out-of-network drugs may be covered
in certain situations.

@ Costs

Monthly premium

HealthWorx HMO members pay a monthly fee. The amount is determined
by their employer.

Co-pays

Some services have a co-pay and others have no co-pay:

®  Pregnancy and maternity care — $0
®  Doctor and hospital visits (such as medically necessary home visits) — $5
®  Emergency room visits — $25



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

Care Coordination program

The Care Coordination Program helps get your doctors and HPSM all working from the same
plan in order to help provide you with the focus and support you need to stay healthy. Your
personal Case Manager helps you set health goals and make a plan for achieving them.

More information: Call 650-616-2060 or visit hpsm.org/member/care-coordination

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/healthtips

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.



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

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/healthworx/where-can-i-get-care

Mental health and substance use

Covered by: San Mateo County Behavioral Health and Recovery Services (BHRS). Call for
information about mental health providers and other specific mental health services. You can
also talk to your PCP about mental health and substance use disorders issues: they will then
work with BHRS to get you the help you need.

More information: Call 1-800-686-0101 TTY: 1-800-943-2833 or visit smchealth.org/bhrs

Dental and eye care
Covered by: Service Employees International Union, Local 521 (only for IHSS workers).

More information: Call 1-800-322-6384 TTY: 1-800-842-6635 or visit seiu521.org



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
o 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 geah oAy pul) A2l FaraT G 3] A
Mina iy all) fioludl Clasi olf 4 g0
#) 1-800-750-4776 ¢ i o s
(1-800-735-2929 Sl y auali ids

Armenian X
NrcU NP ESNPL Bph jununid
Ep hwybipkl, wyw dkq wudwp
Jupnn Gb npudwunpyb) (kqulijub
wowljgnipjut Swnuyn pjniutb

I
Quitquhwpkp 1-800-750-4776 (TTY
(htnwwnhuy) 1-800-735-2929):

Cambodlan
UIlssS: UNSMHSASUN

ﬁWZ‘LﬂEEﬁ,J mtﬁﬁsmﬁsxr—?mm
R WU_TT:TSﬁﬁﬂ_USEU SHGUS
INUIUING THSH GI ‘S‘IE\JF’]Q

1-800-750-4776 (TTY: 1-800-735- -2929)

Korean

F9|: 32018 AI85tAlE B2, 2101 K|
HHIﬁ: F=2 0|85 = JU&LICH
1-800-750-4776 (TTY: 1-800-735-2929)

Ho E TEsH FHAIR.

Punjabi
ofws Tfe: 7 3 A= g8t J, 3

Waﬁj’ﬂa@?ﬁ?mwm
Sum=y I 1-800-750-4776 (TTY:
1-800-735-2929) ‘3 'S |

Russian

BHUMAHWE: Ecnu BbI roBOpUTe Ha pyCcckom
A3blKe, T0 BaM A0CTYMHbI becnnaTHble ycayru
nepesopa. 38oHuTe 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).

Chinese

/iﬁ yu%/u\@ﬁﬁ%gﬂq]jz n_.\ﬂlvx
R BEEEESIEIRTS AE
1-800-750-4776 (TTY: 1-800-735-2929) ©

Farsi

CUE o Catmser e 8 a4 B 4
PRI R Ty Lt PP R P PR
s dui) J-RG6-BO0-PE0G o Jas s 1da o

Auph pdai (1-890-TI5-2929 (s
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 & TS AT gﬁ‘r I g ar
AT AT R | ST qrdT
FATT ITALY 21 1-800-750-4776 (TTY:
1-800-735-2929) U< hief ¥

Japanese

AREE AAEZEINGSES
EmEOEBZERZCHBVEIEITE

3‘01 -800-750-4776 (TTY:1-800-735-2929

) ETBEREICTITEBIT W

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).

Tha|

T mmmgmmm%mmmmsﬂm
13nMstaemaan1anEn lgws s
1-800-750-4776 (TTY: 1-800-735-2929).

Vietnamese

CHUYY: Néu ban néi Tiéng Viét, c6 cac dich vu
ho trg ngon ngi mién phi danh cho ban. Goi so
1-800-750-4776 (TTY: 1-800-735-2929).

Laotian e e

TU0g9V; 7909 VIVEOTWITI D90,
NIVVINIVFOOCM0IVWIFT,
108U, CLLLWBL IOV,
{u1s 1-800-750-4776 (TTY: 1-800-735-2929).
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possible for you.

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.



