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Handbook updates

Columbia Pacific CCO mails a member handbook to newly enrolled or
reenrolled members when Oregon Health Authority (OHA) notifies us
that you are enrolled in Oregon Health Plan (OHP), as is required by
federal law. You can find the most up-to-date handbook at
colpachealth.org/handbook. If you need help or have questions, call
Customer Service at 855-722-8206.

Getting started

You will be receiving a survey in the mail that will help Columbia Pacific
know how to support you with your physical, behavioral and oral health
care needs. To learn more about this survey go to page 37.

Complete and return your survey in any of these ways:

e Phone: 855-722-8206
e Fax:503-416-1313
e Mail: Columbia Pacific CCO
315 SW Fifth Ave
Portland, OR 97204
e Email: customerservice@careoregon.org

Refer to the end of handbook for definition of words that may be helpful
to know.

If you are looking for:

e Benefits. Go to page 43
e Primary care providers. Go to page 31

Need help? Call 855-722-8206 or visit colpachealth.org 2


https://colpachealth.org/for-members/member-resources
https://colpachealth.org/for-members/member-resources
mailto:customerservice@careoregon.org

e Prior approvals and referrals. Go to page 45
e Rights and responsibilities. Go to page 23
e Free trips to care. Go to page 92
e Care coordination. Go to page 40
e Prescriptions. Go to page 103
e Emergency care. Go to page 109
e How long it takes to get care. Go to page 78
e Grievances, complaints and appeals. Go to page 142
e Always carry your OHP and Columbia Pacific Member ID cards with
you.
o Note: These will come separately, and you will receive your
OHP ID card before your Columbia Pacific member ID card.

Your Member ID card has the following information:

e Your name
Your ID number

e Your plan information

e Your primary care clinic name and information

Customer Service phone number

Free help in other languages and formats.

Everyone has a right to know about Columbia Pacific CCO’s programs and
services. All members have a right to know how to use our programs and
services. We give these kinds of free help:

e Sign language interpreters
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Qualified and certified spoken language interpreters for other
languages

e Written materials in other languages

e Braille

e Large print

e Audio and other formats

You can find this member handbook on our website at
colpachealth.org/handbook. If you need help or have questions, call
Customer Service at 855-722-8206.

Get information in another language or format.

You or your representative can get member materials like this handbook
or CCO notices in other languages, large print, braille or any format you
prefer. You will get materials within five days of your request. This help is
free. Every format has the same information. Examples of member
materials are:

e This handbook
e List of covered medications
e List of providers

e Letters, like complaint, denial and appeal notices

Your use of benefits, complaints, appeals or hearings will not be denied
or limited based on your need for another language or format. You can
ask for materials electronically. Fill out the secure contact form on our
website at colpachealth.org/contact-us. Please let us know which
documents you would like emailed to you. You can also call Customer
Service at 855-722-8206.
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You can have an interpreter.

You, your representative, family members and caregivers can ask for a
certified and qualified health care interpreter. You can also ask for sign
language and written interpreters or auxiliary aids and services. These
services are free.

Tell your provider’s office if you need an interpreter at your visit. Tell
them what language or format you need. Learn more about certified
Health Care Interpreters at Oregon.gov/OHA/OEI.

If you need, please call us at 855-722-8206 or call OHP Client Services at
800-273-0557 or TTY 711. See page 142 for “Complaint, appeal and
hearing rights.”

If you do not get the interpreter help you need, call the state’s Language
Access Services Program coordinator at 844-882-7889 or TTY 711, or
email LanguageAccess.Info@odhsoha.oregon.gov.

You can get this handbook in other languages, large print, Braille or a

format you prefer. You can also ask for an interpreter. This help is free.
Call 855-722-8206 or TTY 711. We accept relay calls. You can get help
from a certified and qualified health care interpreter.

Puede obtener este documento en otros idiomas, en letra grande,
braille o en un formato que usted prefiera. También puede recibir los
servicios de un intérprete. Esta ayuda es gratuita. Llame al servicio de
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atencion al cliente 855-722-8206 o TTY 711. Aceptamos todas las
llamadas de retransmision. Usted puede obtener ayudar de un
intérprete certificado y calificado en atencion de salud.

Bbl MOXKeTe NonydunTb 3TO AOKYMEHT Ha APYrom A3blKe, HanevyaTaHHoe
KPYNHbIM WwpndpTom, wpndtom bpanna nam s npegnoyntaemom Bamm
dopmarte. Bbl TaKKe MmoXKeTe 3anNpoCcuTb YCAYrM nepeBoavmnKka. 3t1a
nomoulb NpeaoctaBaseTca becnnatHo. 3BOHUTe no Ten. 855-722-8206
nnan TTY 711. Mbl npuHMMaem 3BOHKM NO JIMHUWU TPAHCAALMOHHOWN
CBA3M. Bbl MOXeTe NONYYUTb MNOMOLLb OT aKKpeAUTOBAHHOIO U
KBAaAMOULUMPOBAHHOIO MeaAMLMHCKOro NnepeBoavmnKa.

Viethamese

Quy vi cé thé nhan tai liéu nay bang mot ngdn nglt khac, theo dinh dang
chit in I&n, chit ndi Braille hodc mot dinh dang khac theo y muén. Quy vi
cling cé thé yéu cau duoc thong dich vién ho trg. Sy tro gitip nay 13
mién phi. Goi 855-722-8206hoac TTY (Puwdng day Danh cho Nguoi
Khiém thinh hodc Khuyét tat vé Phat 4m) 711. Ching t6i chap nhén céac
cudc goi chuyén tiép. Quy vi cd thé nhan dwogc sy gidp d& tir mot thong
dich vién c6 chirng nhat va du tiéu chuan chuyén vé chdm séc strc khoe.

Ayl e degilan gl ¢ 1S dases degilan gl oSy lady dadg 1o e Jguam]! (SIS
Bue lunall 04 ) (R ez b (SIS LS . So) dtraall diuall o 91 ol
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Waxaad heli kartaa wargadan oo ku goran lugaddo kale, far waaweyn,

farta dadka indhaha aan gabin wax ku akhriyaan ee Braille ama gaabka
aad doorbidayso. Waxaad sidoo kale codsan kartaa turjubaan.
Taageeradani waa lacag la’aan. Wac 855-722-8206 ama TTY 711. Waa
agbalnaa wicitaanada gudbinta. Waxaad caawimaad ka heli kartaa
turjubaanka daryeelka caafimaadka oo xirfad leh isla markaana la
agoonsan yahay.

Simplified Chinese

WAGRINA SR EMIES AR - KFEIR - EXAREVE R RIS T
AR o WA O] BRI B E RS - REBHEE - BEE 855-722-
8206 B, TTY 711, EANI=EWPIARRERE - EAILIMATIAIE
HEBMEr DEEIFARLERSED -

Traditional Chinese

AR AR BV EMEE S A - RN ~ 5 SRRk
I\ o B ATFREE LIRS - DLERBIS R % - 55207 855-722-8206
SEERE AR 711 - TRz Pra EEEEE o WA MR a8
R REC R HUS ) -
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ol AL ThE qlol, & BA), AA i Asehs gAow
WolR A = AFUTH S9G4S 2k s sy &
Al 48l =H v} 855-722-8206 H=+= TTY 711 of] A 3}8kA4 Al 2.
A8z TA AdSE et 39 R A S A o BAH
At SFAe] s o d = dsyd

Koj txais tau ntaub ntawv no ua lwm yam lus, ua ntawv loj, ua lus Braille
rau neeg dig muag los sis ua lwm yam uas koj nyiam. Koj kuj thov tau
kom muaj ib tug neeg pab txhais lus. Txoj kev pab no yog ua pub dawb.
Hu 855-722-8206 los sis TTY 711. Peb txais tej kev hu xov tooj rau neeg
lag ntseg. Koj yuav tau kev pab los ntawm ib tug kws txawj txhais lus rau
tib neeg mob.

Marshallese

Kwomaroi bok peba in ilo kajin ko jet, kon jeje ikkillep, ilo braille ak bar
juon wawein eo emmanlok ippam. Kwomaron kajjitok bwe juon ri ukot
en jipai eok. Ejjelok wonaan jipah in. Kaaltok 855-722-8206 ak TTY 711.
Kwomaron kaaltok in relay. Kwomarofi bok jipai jan juon ri ukot
ekomalim im keiie ainwot ri ukot in ajmour.
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Chuukese

En mi tongeni angei ei taropwe non pwan ew fosun fenu, mese watte
mak, Braille ika pwan ew format ke mwochen. En mi tongeni pwan
tingor emon chon chiaku Ei aninis ese fokkun pwan kamo. Kokori 855-
722-8206 ika TTY 711. Kich mi etiwa ekkewe keken relay. En mi tongeni
kopwe angei aninis seni emon mi certified ika qualified ren chon chiaku
ren health care.

Tagalog

Makukuha mo ang papel na ito sa iba pang mga wika, malaking letra,
Braille, o isang format na gusto mo. Maaari ka ring humingi ng
tagapagsalin. Ang tulong na ito ay libre. Tawagan ang 855-722-8206 o
TTY 711. Tumatanggap kami ng mga relay na tawag. Makakakuha ka ng
tulong mula sa isang sertipikado at kwalipikadong tagapagsalin ng
pangangalaga sa kalusugan.

Sie kdnnen dieses Dokument in anderen Sprachen, in Gro8druck, in
Brailleschrift oder in einem von lhnen bevorzugten Format erhalten. Sie
konnen auch einen Dolmetscher anfordern. Diese Hilfe ist gratis.
Wenden Sie sich an 855-722-8206 oder per Schreibtelefon an 711. Wir
nehmen Relaisanrufe an. Sie konnen die Hilfe eines zertifizierten und
qualifizierten Dolmetschers flir das Gesundheitswesen in Anspruch

nehmen.
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Portuguese

Esta documento esta disponivel em outros idiomas, letras grandes ou
braile, se preferir. Também podera solicitar servicos de interpretacao.
Essa ajuda é gratuita. Ligue para 855-722-8206 ou use o servico TTY
711. Aceitamos encaminhamentos de chamadas. Vocé podera obter a
ajuda de intérpretes credenciados e qualificados na area de saude.

Japanese

CHOEFIL, OEEICFARINTZLD., i KXFhR. mFhR, Z0#hC
FEDRATAFARETY, Tz, BIRZIKFETH_EEAEETT , AT
—EAGEH TR BVEETET, 855-722-8206 F71E TTY 711 FTH
BRETZELY, BEEUL—U—EATLRVE B, RBEFZREERDE
BREIRENOKEEZTONET,

By morKeTe oTpMMaTh Len A0BiAHUK iHLWMMM MOBaMMU, KPYNMHUM
wpudtom, wpndtom bpanna abo y popmari, AKOMY BM HagaeTe
nepesary. Bu TakoX moxKeTe NnonpocuUTM HagaT NOC/YrM Nepeknagada.
Lla sonomora € 6e3KowToBHO. [J3BOHITb N0 HOMepy TenedoHy 855-722-
8206 abo Tenetamny 711. Mun npnmMmaemo BCi A3BiHKM, AKi Ha Hac
nepeBoaATb. BM moxeTe oTpumaTn 4ONOMOrY Big cepTUdiKOBAHOro Ta
KBaNlipiKkoOBAaHOro Megmn4HOro nepeksiaaayda.
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Our nondiscrimination policy

Columbia Pacific CCO must follow state and federal civil rights laws. We
cannot treat people (members or potential members) unfairly in any of
our programs or activities because of a person’s:

o Age

e Disability

e Gender identity
e Marital status

e National origin

e Race

e Religion

e Color

e Sex

e Sexual orientation
e Health status and need for services

If you feel you were treated unfairly for any of the above reasons you can
make a complaint or grievance.

Make (or file) a complaint with Columbia Pacific CCO in any of these
ways:
e Phone: Call our Grievance Coordinator at 855-722-8206 or TTY 711
e Fax:503-416-1313

e Mail: Columbia Pacific CCO
Attn: Grievance Coordinator
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315 SW Fifth Ave

Portland, OR 97204

Email: customerservice@careoregon.org
Web: colpachealth.org/contact-us

Need help filing a complaint? Call Customer Service at 855-722-8206 or
TTY 711 to speak with a peer wellness specialist, or personal health

navigator. You also have a right to file complaint with any of these

organizations:

Oregon Health Authority (OHA) Civil Rights

Phone: 844-882-7889 or TTY 711

Web: oregon.gov/OHA/OEI

Email: OHA.PublicCivilRights@odhsoha.oregon.gov
Mail: Office of Equity and Inclusion Division

421 SW Oak St, Suite 750

Portland, OR 97204

Bureau of Labor and Industries Civil Rights Division

Phone: 971-673-0764

Web: oregon.gov/boli/civil-rights/Pages/default.aspx
Email: BOLI_help@boli.oregon.gov

Mail: Bureau of Labor and Industries Civil Rights Division
800 NE Oregon St, Suite 1045

Portland, OR 97232
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U.S. Department of Health and Human Services Office for Civil Rights
(OCR)

e Web: ocrportal.hhs.gov/ocr/smartscreen/main.jsf
e Phone: 800-368-1019, TTY 800-537-7697
e Email: OCRComplaint@hhs.gov
e Mail: Office for Civil Rights
200 Independence Ave. SW, Room 509F, HHH Bldg.
Washington, DC 20201

We keep your information private

We only share your records with people who need to see them. This
could be for treatment or for payment reasons. You can limit who sees
your records. Tell us in writing if you don’t want someone to see your
records or if you want us to share your records with someone. You can
email customerservice@careoregon.org. You can ask us for a list of who
we have shared your records with.

A law called the Health Insurance Portability and Accountability Act
(HIPAA) protects your medical records and keeps them private. This is
also called confidentiality. We have a paper called Notice of Privacy
Practices that explains how we use our members’ personal information.
We will send it to you if you ask. Just call Customer Service and ask for
our Notice of Privacy Practices. You can also see it at
link.careoregon.org/cpc-privacy.
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Health records

A health record has your health conditions and the services you used. It
also shows the referrals that have been made for you.

What can you do with health records?

e Ask to send your record to another provider.

e Ask to fix or correct your records.

e Get a copy of your records, including, but not limited to:
o Medical records from your provider.
o Dental records from your dental care provider.
o Records from Columbia Pacific.

There may be times when the law restricts your access. You may be
charged a reasonable amount for a copy of the requested records.

Some records cannot be shared. A provider cannot share records when,
in their professional judgment, sharing the records could cause a “clear
and immediate” danger to you, others, or to society. A provider also
cannot share records prepared for a court case.
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Welcome to Columbia Pacific CCO!

We are glad you are part of Columbia Pacific. We are happy to help with
your health. We want to give you the best care we can. We are a group of
all types of health care providers who work together for people on the
Oregon Health Plan (OHP) in your community. This model is known as a
coordinated care organization, or CCO.

With a CCO, you can get all of your health care services from the same
plan. This includes physical, dental and mental health care and substance
use treatment services.

It is important to know how to use your plan. This handbook tells you
about our company, how to get care, and how to get the most from your
benefits.

How OHP and Columbia Pacific CCO work together

The Oregon Health Plan (OHP) is free health care coverage for
Oregonians. OHP is Oregon’s Medicaid program. It covers physical,
dental, and behavioral health care services (mental health and substance
use disorder treatment). OHP will also help with prescriptions and getting
to appointments.

OHP has local health plans that help you use your benefits. The plans are
called coordinated care organizations or CCOs. Columbia Pacific is a CCO.
We serve Clatsop, Columbia and Tillamook counties. Columbia Pacific is
operated by CareOregon, an insurance provider that supports Medicaid
members. We work with other organizations to help manage certain
parts of your plan, for example dental and transportation benefits. For a
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full list of the organizations and descriptions of the services they offer,
see page 22.

CCOs organize and pay for your health care. We pay doctors or providers
in different ways to improve how you get care. This helps make sure
providers focus on improving your overall health. You have a right to ask
about how we pay providers. Provider payments or incentives will not
change your care or how you get benefits. For more information, call
Customer Service at 855-722-8206.

All CCOs offer the same OHP benefits. Some offer extra services like new
baby items and gym memberships. Learn more about Columbia Pacific
benefits on page 43.

When you enroll in OHP, you will get an Oregon Health ID card. This is
mailed to you with your coverage letter. Each OHP member in your
household gets an ID card.

Your Oregon Health ID Card will look like this:

Oregon Health ID
Clrierﬁ Ilj #:

Date card issued: ) Oregon
)8/01/12 )(DHS Health

Need help? Call 855-722-8206 or visit colpachealth.org 18
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When you enroll in a CCO, you will also get a CCO Member ID card. This
card is very important. It shows that you are a Columbia Pacific member
and lists other information like important phone numbers. Your primary
care provider (PCP) will also be listed on your ID card.

Your Columbia Pacific CCO ID card will look like this:

Member: Member Name Plan: CCO-A (Physical, dental, behavioral health,
Member ID: 123456 transportation)

Primary Care Provider: LEGACY CLINIC IMPORTANT NUMBERS

EMANUEL INTERNAL MEDICINE, 503-413-7074 Emergency: 911

Primary Dental Provider: Tillamook County, Customer service: Physical, mental/substance
503-842-2356 use, language access, 855-722-8206

Columbia Pacific CCO: 855-722-8206 or TTY 711 Transportation: NW Rides, 888-793-0439

Dental: CareOregon Dental, 888-440-9912

OHP-CPC.23.3853 I\MAN\AA Pharmacist line: 866-843-5126
. to &

" 2 RxBin 61001, RXPCN IRX, RxGrp CORMCAID
colpachealth.org Columbia Pacific CCO™ Electronic Payer ID: 93975

Be sure to show your Columbia Pacific Member ID card each time you go
to an appointment or the pharmacy.

Your coverage letter and Columbia Pacific Member ID card will tell you
what CCO you are enrolled in. They will also tell you what level of care
your plan covers:

e CCOA: Medical, dental and behavioral health (behavioral health
includes mental health services and substance use treatment)
CCOB: Medical and behavioral health

CCOE: Behavioral health only

CCOF: Dental only

CCOG: Dental and behavioral health

Community Advisory Council (CAC)

Because each CCO is unique to its community and has its own local
leaders, the voices of the community are very important. Columbia
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Pacific CCO has a CAC in each county it serves, made up of members like
you, as well as providers and community members. The CAC is your voice
in the health plan.

Most CAC members (more than half) are Columbia Pacific CCO members.
This gives you the chance to take an active role in improving your own
health and that of your family and others in your community.

Some of the CAC’s duties include:

e Sharing expertise about how to improve health in clinics and in the
community

e Finding ways to improve existing Columbia Pacific CCO programs, as
well as suggesting future programs

e Advising the board of directors on how to help us respond to
members’ needs and plan for community health

e Organizing activities and projects for other Columbia Pacific CCO
members and the community on health care issues

e Helping with a Community Health Needs Assessment and
Community Health Improvement Plan for everyone living in the
Columbia Pacific CCO area

For more information about the CAC or to apply, visit
colpachealth.org/CAC or call Customer Service at 855-722-8206. TTY
users can call 711. You also can send an email to
CACCoordinator@colpachealth.org

Need help? Call 855-722-8206 or visit colpachealth.org 20


https://colpachealth.org/for-members/member-resources
https://colpachealth.org/for-partners/community-advisory-council
mailto:CACCoordinator@colpachealth.org

Contact us

The Columbia Pacific CCO office is open Monday through Friday from 8
a.m.to 5 p.m.

We’re closed on:

e New Year’s Day*: January 1, 2024

e Martin Luther King, Jr. Day: January 15, 2024
e Presidents Day: February 19, 2024

e Memorial Day: May 27, 2024

e Juneteenth™: June 19, 2024

e Independence Day*: July 4, 2024

e Labor Day: September 2, 2024

e Thanksgiving Day: November 28, 2024

e The day after Thanksgiving: November 29, 2024
e Christmas Eve*: December 24, 2024

e Christmas™: December 25, 2024

For starred holidays: If the holiday falls on a weekend, we are closed on
the nearest weekday.)

Our office location and mailing address is:

Columbia Pacific CCO
315 SW Fifth Ave
Portland, OR 97204

Call toll-free: 855-722-8206 or TTY 711
Fax: 503-416-1313
Online: colpachealth.org
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Important phone numbers

Medical benefits and care

Call Customer Service: 855-722-8206. TTY users, please call 711.
Hours: Monday through Friday, 8 a.m. to 5 p.m.

Learn about medical benefits and care on page 50.

Pharmacy benefits
Optum RX — Toll-free: 800-356-3477
Learn about pharmacy benefits and care on page 103.

Behavioral health, drug, alcohol dependency, or substance use
disorder treatment benefits and care

Call Customer Service: 855-722-8206. TTY users, please call 711.
Hours: Monday through Friday, 8 a.m. to 5 p.m.

Learn about behavioral health benefits and care on page 61.

Dental benefits and care

Advantage Dental - Toll-free: 866-268-9631
CareOregon Dental - Toll-free: 888-440-9912
ODS - Toll-free: 800-342-0526

Willamette Dental - Toll-free: 855-433-6825
Learn about dental benefits and care on page 66.

Help getting to appointments
NW Rides - Toll-free: 888-793-0439
Learn about transportation benefits and care on page 92.

Contact the Oregon Health Plan

OHP Customer Service can help:
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e Change address, phone number, family status or other information.

Replace a lost Oregon Health ID card.

Get help with applying or renewing benefits.

Get local help from a community partner.

How to contact OHP Customer Service.

e Call: Toll-free 800-699-9075 or TTY 711
e Web: OHP.Oregon.gov
e Email: Use the secure email site at
secureemail.dhsoha.state.or.us/encrypt to send your email to
Oregon.Benefits@odhsoha.oregon.gov.
o Give your full name, date of birth, Oregon Health ID number,
address and phone number.

Your rights and responsibilities

As a member of Columbia Pacific CCO, you have rights. There are also
responsibilities or things you have to do when you get OHP. If you have
any questions about the rights and responsibilities listed here, call
Customer Service at 855-722-8206.

You have the right to exercise your member rights without a bad
response or discrimination. You can make a complaint if you feel like your
rights have not been respected. Learn more about making complaints on
page 142. You can also call an Oregon Health Authority Ombudsperson at
877-642-0450 or TTY 711. You can send them a secure email at
oregon.gov/oha/ERD/Pages/Ombuds-Program.aspx.
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There are times when people under age 18 (minors) may want or need to
get health care services on their own. To learn more, read “Minor Rights:
Access and Consent to Health Care.” This booklet tells you the types of
services minors can get on their own and how their health records may
be shared. You can read it at OHP.Oregon.gov. Click on “Minor rights and
access to care.” Or go to
sharedsystems.dhsoha.state.or.us/DHSForms/Served/le9541.pdf

Your rights as an OHP member

You have the right to be treated like this

. Be treated with dignity, respect, and consideration for your
privacy.
. Be treated by providers the same as other people seeking
health care.
. Have a stable relationship with a care team that is
responsible for managing your overall care.
« Not be held down or kept away from people because it
would be easier to:
o Care for you,
o Punish you, or
o Get you to do something you don’t want to do.

You have the right to get this information

. Materials explained in a way and in a language you can

understand. (See page 3)
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Materials that tell you about CCOs and how to use the
health care system. (The Member Handbook is one good
source for this.)
Written materials that tell you your rights,
responsibilities, benefits, how to get services, and what
to do in an emergency. (The Member Handbook is one
good source for this.)
Information about your condition, treatments and
alternatives, what is covered, and what is not covered.
This information will help you make good decisions about
your care. Get this information in a language and a
format that works for you.
A health record that keeps track of your conditions, the
services you get, and referrals. (See page 14)

o Have access to your health records

o Share your health records with a provider.
Written notice mailed to you of a denial or change in a
benefit before it happens. You might not get a notice if it
isn’t required by federal or state rules.
Written notice mailed to you about providers who are no
longer in-network. In-network means providers or
specialists that work with Columbia Pacific. (See page 33)
Be told in a timely manner if an appointment is
cancelled.
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. Care and services that put you at the center. Get care
that gives you choice, independence and dignity. This
care will be based on your health needs and meet
standards of practice.

« Services that consider your cultural and language needs
and are close to where you live. If available, you can get
services in non-traditional settings such as online. (See
page 100)

« Care coordination, community-based care, and help with
care transitions in a way that works with your culture
and language. This will help keep you out of a hospital or
facility.

« Services that are needed to know what health condition
you have.

« Help to use the health care system. Get the cultural and
language support you need (see page 3). This could be:

o Certified or qualified health care interpreters.
o Certified traditional health workers.

o Community health workers.

o Peer wellness specialists.

o Peer support specialists.

o Doulas.

o Personal health navigators.

« Help from CCO staff who are fully trained on CCO policies
and procedures.
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. Covered preventive services. (See page 40)

. Urgent and emergency services 24 hours a day, seven
days a week without approval or permission. (See page
106)

. Referrals to specialty providers for covered coordinated
services that are needed based on your health. (See page
45)

« Extra support from an OHP Ombudsperson (see page 90)

« Choose your providers and to change those choices. (See
page 33)

. Get a second opinion. (See page 37)

. Have a friend, family member or helper come to your
appointments.

. Be actively involved in making your treatment plan.

« Agree to or refuse services. Know what might happen
based on your decision. A court-ordered service cannot be
refused.

. Refer yourself to behavioral health or family planning
services without permission from a provider.

« Make a statement of wishes for treatment. This means
your wishes to accept or refuse medical, surgical, or
behavioral health treatment. It also means the right to
make directives and give powers of attorney for health
care, listed in ORS 127. (See page 134)
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. Make a complaint or ask for an appeal. Get a response
from Columbia Pacific CCO when you do this. (See page
142)

o Ask the state to review if you don’t agree with
Columbia Pacific’s decision. This is called a hearing.

. Get free certified or qualified health care interpreters for
all non-English languages and sign language. (See page 5)

Your responsibilities as an OHP member

You must treat others this way

. Treat Columbia Pacific CCO staff, providers and others with
respect.

« Be honest with your providers so they can give you the best
care.

You must tell OHP this information

Call OHP/ONE Customer Service Line at 800-699-9075 or TTY
711 when you:

Move or change your mailing address.

Or your family moves in or out of your home.

Change your phone number.
Become pregnant and when you give birth.

Have other insurance.
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« Choose or help choose your primary care provider or clinic.

. Get yearly checkups, wellness visits and preventive care to
keep you healthy.

. Be on time for appointments. If you will be late, call ahead
or cancel your appointment if you can’t make it.

« Bring your medical ID cards to appointments. Tell the office
that you have OHP and any other health insurance. Let
them know if you were hurt in an accident.

. Help your provider make your treatment plan. Follow the
treatment plan and actively take part in your care.

. Follow directions from your providers or ask for another
option.

. If you don’t understand, ask questions about conditions,
treatments and other issues related to care.

« Use information you get from providers and care teams to
help you make informed decisions about your treatment.

« Use your primary care provider for test and other care
needs, unless it’'s an emergency.

. Use in-network specialists or work with your provider for
approval if you want or need to see someone who doesn’t
work with Columbia Pacific.

« Use urgent or emergent services appropriately. Tell your
primary care provider within 72 hours if you do use these
services.
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. Help providers get your health record. You may have to sign
a form for this.

« Tell Columbia Pacific if you have any issues, complaints or
need help.

« Pay for services that are not covered by OHP.

. If you get money because of an injury, help Columbia Pacific
get paid for services we gave you because of that injury.

American Indian and Alaska Native members

American Indians and Alaska Natives have a right to choose where they
get care. They can use primary care providers and other providers that
are not part of our CCO, like:

e Tribal wellness centers.

e Indian Health Services (IHS) clinics. Find a clinic at
ihs.gov/findhealthcare

e Native American Rehabilitation Association of the Northwest
(NARA). Learn more or find a clinic at naranorthwest.org

You can use other clinics that are not in our network. Learn more about
referrals and preapprovals on page 45.

American Indian and Alaska Natives don’t need a referral or permission
to get care from these providers. These providers must bill Columbia
Pacific CCO. We will only pay for covered benefits. If a service needs
approval, the provider must request it first.
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American Indian and Alaska Natives have the right to leave Columbia
Pacific any time and have OHP Fee-For-Service (FFS) pay for their care.
Learn more about leaving or changing your CCO on page 126.

New members who need services right away

Members who are new to OHP or Columbia Pacific CCO may need
prescriptions, supplies or other items or services as soon as possible. If
you can’t see your primary care provider (PCP) or primary dental provider
(PDP) in your first 30 days with Columbia Pacific:

e Call Care Coordination at 855-722-8206. They can help you get the
care you need. Care coordination can help OHP members with
Medicare, too. (See page 40 for care coordination.)

e Make an appointment with your PCP as soon as you can. You can
find their name and number on your Columbia Pacific ID card.

e Call Customer Service at 855-722-8206 if you have questions and
want to learn about your benefits. They can help you with what you
need.

Primary care providers (PCPs)

A primary care provider is who you will see for regular visits,
prescriptions and care. You can pick one, or we can help you pick one.

Primary care providers (PCPs) can be doctors, nurse practitioners and
more. You have a right to choose a PCP within the Columbia Pacific
network. If you do not pick a provider within 90 days of becoming a
member, Columbia Pacific will assign you to a clinic or pick a PCP for you.
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Columbia Pacific will notify your PCP of the assignment and send you a
letter with your provider’s information.

We can help you find a PCP whose office is convenient for you and who
accepts new patients. You may also look in the Primary Care Clinics
section of our provider directory, available online at
colpachealth.org/providerdirectory

Your PCP will work with you to help you stay as healthy as possible. They
keep track of all your basic and specialty care needs. Your PCP will:

e Get to know you and your medical history.
e Provide your medical care.
e Keep your medical records up-to-date and in one place.

Your PCP will refer you to a specialist or admit you to a hospital if
needed.

Each member of your family on OHP must pick a PCP. Each person can
have a different PCP.

Don’t forget to ask Columbia Pacific about a dentist, mental health
provider and pharmacy. Learn how to find a provider in the “Provider
directory” section below.

We have four dental care plans that we partner with. You will be assigned
to one of these four. They are:

e Advantage Dental Service
e CareOregon Dental

e ODS

Willamette Dental Group
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You will find your dental plan assignment on your Columbia Pacific
Member ID card.

Your dentist is important because they:

e Are your first contact when you need dental care.
e Manage your dental health services and treatments.
e Arrange your specialty care.

Please call Customer Service at 855-722-8206 or TTY 711 8:30 a.m. to
5:30 p.m. Monday through Friday if you would like to change your PCP,
dentist or other providers. You can start seeing your new PCP, dentist or
other providers on the day this change is made.

In-network providers

Columbia Pacific CCO works with some providers, but not all of them.
Providers that we work with are called in-network or participating
providers. Providers we do not work with are called out-of-network
providers. You may be able to see out-of-network providers if needed,
but they must work with the Oregon Health Plan.

You may be able to see an out-of-network provider for primary care if:

e You are switching CCOs or move from OHP fee-for-service to a CCO
(see page 126).
e You are American Indian or Alaskan Native (see page 30).

Provider directory

You can choose your PCP or other providers from the provider directory
at colpachealth.org/providerdirectory. You can also call Customer
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Service for help at 855-722-8206 or TTY 711. Here are examples of
information you can find in the Provider Directory:

e |f a provider is taking new patients.

e Provider type (medical, dental, behavioral health, pharmacy, etc).
e How to contact them.

e Video and phone care (telehealth) options.

e Language help (including translations and interpreters).

e Accommodations for people with physical disabilities.

You can get a paper copy. You can get it in another format (such as other
languages, large print, or braille) for free. Call Customer Service at 855-
722-8206 or TTY 711.

You may choose a primary dental provider (PDP) from your dental plan’s
provider directory, found on their website. Or you can call their customer
service number and they will help you. Some dental plans assign you to a
PDP. That dental office name and number may be listed on your
Columbia Pacific Member ID card.

Advantage Dental Service

Provider Directory:
providerportal.advantagedental.com/provider/search
Customer Service: Toll-free 866-268-9631 or TTY 711

CareOregon Dental

Provider Directory: careoregondental.org/member-resources/find-a-
dentist

Customer Service: Toll-free 888-440-9912 or TTY 711
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ODS
Provider Directory:

modahealth.com/ProviderSearch/faces/webpages/home.xhtml
Customer Service: Toll-free 800-342-0526 or TTY 711

Willamette Dental Group
Provider Directory: locations.willamettedental.com
Customer Service: Toll-free 855-433-6825 or TTY 711

Make an appointment

You can make an appointment with your provider as soon as you pick
one.

Your PCP should be your first call when you need care. They will make an
appointment or help you decide what kind of care you need. Your PCP
can also refer you to other covered services or resources. Call them
directly to make an appointment.

If you are new to your PCP, make an appointment for a check-up. This
way they can learn about you and your medical history before you have
an issue or concern. This will help you avoid any delays the first time you
need to use your benefits.

Before your appointment, write down:

e Questions you have for your PCP or other providers.

e History of family health problems.

e Prescriptions, over-the-counter medications, vitamins or
supplements you take.

Call for an appointment during office hours and tell them:
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e You are a Columbia Pacific CCO member.
e Your name and Columbia Pacific Member ID number.

What kind of appointment you need.
e If you need an interpreter and the language you need.

Let them know if you are sick and need to see someone that day.

We can help get you to your appointment. Learn more about free
transportation options on page 92.

Missed appointments

Try not to miss appointments. If you need to miss one, call your PCP and
cancel right away. They will set up another visit for you. If you don’t tell
your provider’s office ahead of time, they may not agree to see you
again.

Each provider has their own rules about missed appointments. Ask
them about their rules.

Changing your PCP
You can change your PCP at any time. If you need help, call Customer
Service at 855-722-8206 or TTY 711.

Changes to Columbia Pacific CCO providers

We will tell you when one of your regular providers stops working with
Columbia Pacific. You will get a letter 30 days before the change happens.
If this change was already made, we will send you a letter within 15 days
after the change.
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Second opinions

You have a right to get a second opinion about your condition or
treatment. Second opinions are free. If you want a second opinion, call
Columbia Pacific Customer Service and tell us you want to see another
provider.

If there is not a qualified provider within our network and you want to
see a provider outside our network for your second opinion, contact
Columbia Pacific Customer Service for help. We will arrange the second
opinion for free.

Survey about your health

Shortly after you enroll, Columbia Pacific will mail you a survey about
your health. You can complete the survey by mail or by calling us at 855-
722-8206 or TTY 711 to have a care coordination team member help you
complete it.

The survey asks questions about your general health with the goal of
helping reduce health risks, maintain health, and prevent disease.

The survey asks about:

e Your access to food and housing.

e Your habits (like exercise, eating habits, and if you smoke or drink
alcohol).

e How you are feeling (to see if you have depression or need a mental
health provider).

e Your general well-being, oral health and medical history.
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e Your primary language.

e Any special health care needs, e.g. high risk pregnancy, chronic
conditions, behavioral health disorders, and disabilities, etc.

e Whether you want a member of our care coordination team to
contact you.

Your answers help us find out:

e If you need any health exams, including eye or dental exams.

e If you have routine or special health care needs.

e Your chronic conditions.

e |f you need long-term care services and supports

e Safety concerns.

e Difficulties you may have with getting care.

e If you need extra help with care coordination. See page 40 for care
coordination.

A care coordination team member will look at your survey. They will call
you to talk about your needs and help you understand your benefits.

If we do not get your survey, we will reach out to help make sure it is
completed within 90 days of enrollment. If you want us to send you a
survey you can call Columbia Pacific Customer Service at 855-722-8206 or
TTY 711, and we will send you one.

Your survey may be shared with your doctor or other providers. Columbia
Pacific will ask for your permission before sharing your survey with
providers.
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Members who are pregnant

If you are pregnant, OHP provides extra services to help keep you and
your baby healthy. When you are pregnant, Columbia Pacific CCO can
help you get the care you need. It can also cover your delivery and your
care for one year after your pregnancy.

Here’s what you need to do before you deliver:

1 Tell OHP that you’re pregnant as soon as you know. Call 800-
699-9075 or TTY 711, or login to your online account at
ONE.Oregon.gov.

1 Tell OHP your due date. You do not have to know the exact date
right now. If you are ready to deliver, call us right away.

[1 Ask us about your pregnancy benefits. Please include any
pregnancy benefits your CCO may have like classes or free baby
items.

After you deliver:

1 Call OHP or ask the hospital to send a newborn notification to
OHP.
OHP will cover your baby from birth. Your baby will also be
covered by Columbia Pacific CCO.

1 Get a free nurse home visit with Family Connects Oregon. It is a
nurse home visiting program that is free for all families with
newborns. A nurse will come to you for a check-up, newborn tips
and resources.
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Prevention is important

We want to prevent health problems before they happen. You can make
this an important part of your care. Please get regular health and dental
checkups to find out what is happening with your health.

Some examples of preventive services:

e Shots for children and adults

e Dental checkups and cleanings
e Mammograms (breast X-rays)
e Pap smear

e Pregnancy and newborn care
e Exams for wellness

e Prostate screenings for men

e Yearly checkups

e Well-child exams

A healthy mouth also keeps your heart and body heathier.
If you have any questions, please call us at 855-722-8206 or TTY 711.

Get help organizing your care with care coordination

You get care coordination from your patient-centered primary care home
(PCPCH), primary care provider, Columbia Pacific CCO, or other primary
care teams. You or someone speaking on your behalf can ask for care
coordination at anytime. Call the number below or visit
colpachealth.org/care-coordination for more information about care
coordination.
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Columbia Pacific CCO has staff that are part of your care coordination
team. Our staff are committed to supporting members with their care
needs and can assist you with finding physical, developmental, dental,
behavioral and social needs where and when you need it.

Working together for your care
Your care coordination team will:

e Help you understand your benefits and how they work.

e Use care programs to help you manage chronic health conditions
such as diabetes, heart disease and asthma.

e Help with behavioral health issues including depression and
substance use disorder.

e Help with finding ways to get the right services and resources to
make sure you feel comfortable, safe and cared for.

e Help you pick a primary care provider (PCP).

e Provide care and advice that is easy to follow.

e Help with setting up medical appointments and tests.

e Help you set up transportation to your doctor appointments.

e Help transition your care when needed.

e Help you get care from specialty providers.

e Help make sure your providers talk to each other about your health
care needs.

e Create a care plan with you that meets your health needs.

Your care coordination team can help you find and access other
resources in your community, like help for non-medical needs. Some
examples are:
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e Help connecting with housing resources
e Help with rent and utilities

e Nutrition services

e Transportation

e Trainings and classes

e Family support

e Social services

e Devices for extreme weather conditions

The purpose of care coordination is to make your overall health better.
We will work together to help find out your health care needs and help
you take charge of your health and wellness.

Your care coordination team will work closely with you. They will connect
you with community and social support resources that may help you. This
team will include different people who will work together to meet your
needs, such as providers, specialists and community programs you work
with. Your care team’s job is to make sure the right people are part of
your care to help you reach your goals. We will all work together to
support you.

You and your assigned care team will make a plan called a care plan. This
plan will help meet your needs. Your plan will list supports and services
needed to help you reach your goals. This plan addresses medical, dental,
cultural, developmental, behavioral and social needs so you have positive
health and wellness results. The plan will be reviewed and updated at
least annually, and as your needs change, or if you ask for it. You will get
a copy of your care plan.
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Care coordination availability
Care coordination services are available 8 a.m. to 5 p.m. Monday through

Friday.

e All Columbia Pacific members have a designated care coordination
team, known as your regional care team. You will receive a welcome
packet that explains how to contact your regional care team. This
team can help you coordinate services.

e Call Columbia Pacific CCO Customer Service at 855-722-8206 to get
more information about care coordination.

Members with Medicare

You can also get help with your OHP and Medicare benefits. Staff from
the Columbia Pacific CCO care coordination team works with you, your
providers, your Medicare Advantage plan and/or your caregiver. We
partner with these people to get you social and support services, like
culturally specific community-based services.

Your benefits

How Oregon decides what OHP will cover
Many services are available to you as an OHP member. Oregon decides

what services to pay for based on the Prioritized List of Health Services.
This list is made up of different medical conditions (called diagnoses) and
the types of procedures that treat the conditions. A group of medical
experts and ordinary citizens work together to develop the list. This
group is called the Oregon Health Evidence Review Commission (HERC).
They are appointed by the governor.
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The list has combinations of all the conditions and their treatments.
These are called condition/treatment pairs.

The condition/treatment pairs are ranked on the list by how serious each
condition is and how effective each treatment is.

For members age 21 and older:

Not all condition and treatment pairs are covered by OHP. There is a
stopping point on the list called “the line” or “the funding level.” Pairs
above the line are covered, and pairs below the line are not. Some
conditions and treatments above the line have certain rules and may not
be covered.

For members under age 21:

Medically necessary and medically appropriate services can be covered,
based on your individual needs and medical history. This includes items
“below the line” on the Prioritized List as well as services that don’t
appear on the Prioritized List, like Durable Medical Equipment. See page
80 for more information on coverage for members under 21.

Learn more about the Prioritized List at link.careoregon.org/ohp-
prioritized-list

Direct access

You have “direct access” to providers when you do not need a referral or
preapproval for a service. You always have direct access to emergency
and urgent services. See the charts below for services that are direct
access and do not need a referral or preapproval.
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No referral or preapproval needed

You do not need a referral or preapproval for some services.

This is called direct access.

These services do not need a referral or preapproval:

e Emergency services (for physical, dental or behavioral health)

e Urgent care services (for physical, dental or behavioral health)

e Family planning services

e Women’s health services (for routine and preventive care)

e Sexual abuse exams

e Behavioral health assessment and evaluation services

e QOutpatient and peer-delivered behavioral health services (from
