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Quick
Reference
Guide

The Resources You Need. Right Here.

1.

For more information, visit Ambetter.SunflowerHealthPlan.com
If this information is not in your primary language, please call 1-844-518-9505 (TTY 1-844-546-9713).
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Welcome to Ambetter from
Sunflower Health Plan!

Thank you for choosing us as your health insurance plan. We’re excited to help you take charge of your
health and to help you lead a healthier, more fulfilling life.

As our member, you selected the Marketplace insurance plan that offers the coverage options you need
that best fits your budget. No matter what Ambetter plan you chose, you’re covered on essential medical
care, wellness services, and more.

This Quick Reference Guide (QRG) will help you understand all of the helpful services that are available to
you, based on your selected health insurance plan. Inside, you’ll find important information about:

- Optional adult dental and vision benefits (not
included for Virtual Access)

- How your plan works
- Payment information

- Where to go for care - Telehealth from Teladoc

- Information on your Member ID » And much more!

Look for specific information for your plan by following the directions below. Don’t know which plan you
have? Check out your Member ID Card or call Member Services at 1-844-518-9505 (TTY 1-844-546-9713).

Step 1: Identify what type of health plan you have:
- Gold, Silver or Bronze

- Virtual Access

Step 2: Unique information for your plan type will be identified by color and plan name

The majority of this QRG will include general information and resources. However, depending on the plan
you chose, there is some additional unique information to help you take charge of your health. Unique
information for your plan type will be identified by color and plan name. Please see the examples below.

GOLD | SILVER | BRONZE VIRTUAL ACCESS

YOUR HEALTH IS OUR PRIORITY.

If you have questions, we're always ready to help. And don’t forget to check out
our online video library at Ambetter.SunflowerHealthPlan.com. It’s full of useful information.

Member Services:
1-844-518-9505 (TTY 1-844-546—9713)

Ambetter.SunflowerHealthPlan.com
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How To Contact Us

Welcome

How To Contact Us

Ambetter from Sunflower Health Plan

How T
8325 Lenexa Dr., Suite 410 Contact Us
Lenexa, KS 66214

If you want to talk, we’re available Monday through Friday, 8am to 8pm Local Time. How vour

Member Services 1-844-518-9505 Membership &
Coverage
Fax 1-888-453-4755 Information
TTY 1-844-546-9713
Make a Payment 1-844-518-9505 Finding the
Right Care
Behavioral Health Services 1-844-518-9505
Telehealth 1-800-835-2362 Accessto
(oF:1¢]
24/7 Nurse Advice Line 1-844-518-9505
Appeals and Grievances 1-833-945-2029 (TTY 711) Member
Complaints,
Emergency M Grievances, &
Appeals
Website Ambetter.SunflowerHealthPlan.com ieEEeE
Utilization
When you call, have these items ready: Management
« Your ID

« Your claim number or invoice for billing questions
Member

Resources &

Interpreter Services
Rewards

Please call Member Services at 1-844-518-9505 (TTY 1-844-546-9713) for free interpreter services as needed.
Interpreter services include languages other than English. This service allows you and your provider to talk about

your medical or behavioral health concerns in a way that is most comfortable for you. Members who are blind or CO"\;’(fuCrti”g
visually impaired and need help with interpretation can call Member Services for an oral interpretation. Healthcare
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Gold | Silver | Bronze
How Your Plan Works

So You Have Health Insurance — Now What?

Having health insurance is exciting. To get the most out of your plan, complete
this simple checklist. If you need assistance, call Member Services at 1-844-518-
9505 (TTY 1-844-546-9713). We’re available Monday through Friday, 8am to 8pm
Local Time.

Set up your secure online member account. Do this by visiting the “Login”

Q page on Ambetter.SunflowerHealthPlan.com. Your member account gives you access
to your plan’s benefits and coverage information in one place. It gives you access to
your Schedule of Benefits, claims information, and more.

g Enroll in automatic bill pay. Call us or log in to your online member account
to sign up. Automatic bill pay automatically withdraws your monthly premium
payment from your bank account. It’s simple, helpful, convenient and secure.

9 Pick your Primary Care Provider (PCP). Just log in to your member account
and view a list of Ambetter providers in your area by using the Provider Directory
available on our website. Remember, your PCP, also known as a personal doctor,
is the main doctor you will see for most of your medical care. This includes your
checkups, sick visits and other basic health needs.

Learn about how to get the most out of your plan. Set up your online member account to
get started. Refer to your Evidence of Coverage (EOC) for more information by visiting:
https://ambetter.sunflowerhealthplan.com/health-plans.html.

.

Want more information about our service area and
in-network providers? Visit guide.ambetterhealth.com.
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Virtual Access
How Your Plan Works

So You Have Health Insurance — Now What?

Having health insurance is exciting. To get the most out of your plan, complete this
simple checklist. If you need assistance, call Member Services at

1-844-518-9505 (TTY 1-844-546-9713). We’re available Monday through Dl ror
Friday, 8am to 8pm Local Time.

How To
Contact Us

Membership &

. . o e, [ a2 C
G Set up your secure online member account. Do this by visiting the “Login mfﬁ\r/fnr:t%(e,n
page on Ambetter.SunflowerHealthPlan.com. Your member account gives you access
to your plan’s benefits and coverage information in one place. It gives you access to
. . . Finding the
your Schedule of Benefits, claims information, and more. Right Care

9 Enroll in automatic bill pay. Call us or log in to your online member account
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to sign up. Automatic bill pay automatically withdraws your monthly premium
payment from your bank account. It’s simple, helpful, convenient and secure.

Remember, Teladoc provides your primary care needs through Ambetter
Virtual Access. Ambetter Virtual Access Primary Care by Teladoc doctors will
administer most of your medical care, which includes your checkups, sick visits
and other basic health needs.*

*Members 17 and under will be assigned a primary care provider (PCP) with a
physical office location. Use our online Ambetter Guide to find an in network

Access to
(oF:1¢]

Member
Complaints,
Grievances, &
Appeals
Process

Utilization
Management

provider in your area.

Member
Resources &
Rewards

Connecting
Your
Healthcare

/ Words to

Learn about how to get the most out of your plan. Set up your online member Know
account to get started. Refer to your Evidence of Coverage (EOC) for more information
by visiting: https://ambetter.sunflowerhealthplan.com/health-plans.html. Statement of

atement O

Non-
Discrimination

Want more information about our service area and
in-network providers? Visit guide.ambetterhealth.com. Language

4 Resources
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Answers To Your Payment Questions

1.

How Can | Pay My Monthly Premium?

Pay online (Our recommendation!)

a. Quick Payment: pay your Ambetter premium by visiting Ambetter.Sunflower.Health.com and select
"pay now".

b. Secure Member Account: Create your online member account on Member.AmbetterHealth.com and
enroll in automatic bill payment. You can set up automatic bill pay using your credit card, prepaid debit

card, bank debit card or bank account. You can also make a one-time payment via your online member
account.

2. Pay by phone
a. Pay by Automated Phone. Call us at 1-844-PAY-BETTER (729-2388) and use our Interactive Voice Response
(IVR) system. It’s quick and available 24/7!
Or
b. Call billing services at 1-844-518-9505 (TTY 1-844-546-9713) between 8am and 8pm Local Time. You
will have the option to pay using the Interactive Voice Response (IVR) system or by speaking to a
billing services representative.
3. Pay by mail
a. Send a check or money order to the address listed on your billing invoice payment coupon. Be
sure to mail your payment at least seven to 10 days prior to your premium payment due date.
Remember to write your member ID number on the check or money order and detach the
payment coupon from the billing invoice and mail with your payment.
b. Mailing to the correct address will ensure your payments are processed in a timely manner.
Ambetter from Sunflower Health Plan
Attn: Billing Services
PO Box 74008890
Chicago, IL 60674-8890
c. To find a MoneyGram location near you, or to make an Ambetter payment with MoneyGram go to
https://www.moneygram.com/mgo/us/en/paybills or call 1-800-926-9400.
Vs

oY,

If you have questions about paying your
premium, give member services a call at
1-844-518-9505 (TTY 1-844-546-9713).

Sign up for Paperless Billing to receive
your monthly invoices online.

ambetter.
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We Care About Your Health

How Can | Pay My Monthly Premium? (continueq)

What Happens If | Pay Late?

Your bill is due before the first day of every month. For example, if you are paying your premium for
June, it will be due May 31.

If you don’t pay your premium before its due date, you may enter a grace period. This is the extra time we
give you to pay. During a grace period, we may hold — or pend — payment of your claims. During your
grace period, you will still have coverage. However, if you don’t pay before the grace period ends, you run
the risk of losing your coverage. Refer to your Evidence of Coverage for grace period details.

Member Services

We want you to have a great experience with Ambetter. Our Member Services Department is always here
for you. We can help you:

- Understand how your plan works

- Learn how to get the care you need

- Find answers to any questions you have about health insurance

- See what your plan does and does not cover

- Pick a PCP that meets your needs

- Get more information about helpful programs, like Care Management
- Find other healthcare providers (like in-network pharmacies and labs)
- Request your member ID or other member materials

If you enrolled through the Health Insurance Marketplace you must contact them to: Update your enrollment
information, such as your date of birth, address or income or life changes; or to end your coverage with

Ambetter. You can do this by visiting Healthcare.gov or calling 1-800-318-2596 (TTY: 1-855-889-4325). When

you are connected, be ready to provide your state and then ask for a representative to help you.

-

o

Have total or partial hearing loss? Call
1-844-518-9505 (TTY 1-844-546—9713) or
visit Ambetter.SunflowerHealthPlan.com.

J
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Membership & Coverage Information

Your Ambetter Member Welcome Packet

When you enroll with Ambetter, you will receive a Member Welcome Packet. Your Welcome Packet includes
basic information about the health plan you selected. You will receive your Welcome Packet before your
Ambetter health coverage begins.

Your Ambetter Member ID

Your member ID is proof that you have health insurance with us. And it’s very important. Here are some
things to keep in mind:

- Keep this card with you at all times.
- You will need to present this card anytime you receive healthcare services.

- You will receive your Member ID(s) before your Ambetter health coverage begins. If you don’t get your
Member ID before your coverage begins, call Member Services at 1-844-518-9505 (TTY 1-844-546-
9713). We will send you another card.

- You will not receive your Welcome Packet and Member ID(s) until your first month’s premium is paid in
full.

To download your Digital ID or request a replacement ID, please log into your secure member
account at Member.AmbetterHealth.com.

Refer to your Evidence of Coverage for information on Dependent Member Coverage.

ambetter.
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Gold | Silver | Bronze
Finding the Right Care

We’re proud to offer our quality service. Our local provider network is the group of doctors, hospitals I
and other healthcare providers who have agreed to provide you with your healthcare services. To view Contact Us
our online Provider Directory, visit guide.ambetterhealth.com and use our Ambetter Guide, the
Ambetter provider search tool. It can help you find a Primary Care Provider (PCP), pharmacy, lab,
hospital, or specialist.

How Your
A Provider Directory is a listing of providers near you. If you would like a printed copy of this listing, HEW UHETS

please call Member Services at 1-844-518-9505 (TTY 1-844-546-9713).

Membership &

_ Coverage
— Qambetter. FindCare  Advanced Search  Saved Providers Sign up Information
More Guide

State: Kansas Network Year. 2022 Provider Network:  Essential | Balanced | Secure | EDIT ENGLISH

Finding the
Right Care

Find nearby in-network care

Search by name, specialty, NP1, procedure City, county, or zipcode

= Access to
Primary Care Physician x Wichita, KS, USA x Search Advanced Search Care

Member

Urgent Care facilities near you Seeall Complaints,

Grievances, &
Appeals
Process
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Utilization
Management

Member
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Rewards

Connecting
Your
Get the right care at the right place! When you Healthcare

need medical care, get to know your options.
They include: calling our 24/7 Nurse Advice
Line, Ambetter Telehealth through Teladoc, Words to
making an appointment with your Primary Care LUl
Provider (PCP), visiting an Urgent Care or going
to the Emergency Room (ER). Your decision
will depend on your specific situation. Statement of
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Language
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Your Primary Care Provider
(PCP) ”'

Your Primary Care Provider is your main doctor — the one

you see for regular checkups. If your condition isn’t life- ®

threatening, calling your PCP should be your first choice. Remember to select an

Use our online Ambetter Guide to find an in-network in-network PCP! Check out our
provider in your area. Provider Directory for a full list
Visit or call your PCP if you need: of your options and their contact

information. It’s on the Find a Doctor

« Your annual wellness checkup & vaccinations .
page of guide.ambetterhealth.com.

- Advice about your overall health
Refer to your Evidence of Coverage

for more information on your
Provider Directory.

- Help with medical problems such as cold, the flu and
fevers

- Treatments for an ongoing health issue like asthma or

diabetes Every time you receive care, make
sure to stay within the Ambetter
network.

Selecting A Different PCP J

We want you to be happy with the care you receive from our
Providers. To search our online Provider Directory, visit guide.ambetterhealth.com.

If you would like to change your PCP for any reason, log in to your online member account and select
“Change PCP” under the Doctors tab.

For new members, visit https://Ambetter.SunflowerHealthPlan.com/resources/new-members/
get-started.html.

If you choose a nurse practitioner or physician assistant as your PCP, your benefit coverage and co-
payment amounts are the same as they would be for services from other participating providers. Review
your Schedule of Benefits for more information.
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Virtual Access

Finding the Right Care

ambetter.

Welcome

We’re proud to offer our quality service. Our local provider network is the group of doctors, hospitals
and other healthcare providers who have agreed to provide you with your healthcare services. To view
our online Provider Directory, visit guide.ambetterhealth.com and use our Ambetter Guide, the

Ambetter provider search tool. It can help you find a Primary Care Provider (PCP), pharmacy, lab,

hospital, or specialist.

How To
Contact Us

How Your

A Provider Directory is a listing of providers near you. If you would like a printed copy of this listing, Plan Works

please call Member Services at 1-844-518-9505 (TTY 1-844-546-9713).

Membership &

= e afL'I better. FindCare  Advanced Search  Saved Providers

Guide

Find nearby in-network care

[ Primary Care Physician x ] [ Wichita, KS, USA

State: Kansas Network Year. 2022 Provider Network:  Essential | Balanced | Secure

Search by name, specialty, NP1, procedure City, county, or zipcode

o Coverage
Information
ENGLISH v

Finding the
Right Care

* ]m Advanced Search Access to

Urgent Care facilities near you

(oF:1¢]

Member
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Process

See all

Utilization
Management

Get the right care at the right place! When you
need medical care, get to know your options.
They include: calling our 24/7 Nurse Advice
Line, Ambetter Telehealth through Teladoc,
making an appointment with your Primary
Care Provider (PCP), visiting an Urgent Care or
going to the Emergency Room (ER). Your
decision will depend on your specific situation.
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Your Primary Care Provider (PCP)

When coverage begins on January 1st, Members 18 and over will receive primary care by Ambetter
Virtual Access by Teladoc when selecting Ambetter Virtual Access Primary Care as your plan. You will
contact Teladoc for regular checkups and any non-life-threatening conditions.*

*Members 17 years of age and under will select a PCP with a physical office location. Use our online
Ambetter Guide to find an in-network provider in your area. If you do not select a PCP, one will be
auto assigned.

You will use your Ambetter Virtual Access Primary Care if you need**:
- Your annual wellness checkup & vaccinations
- Advice about your overall health
- Help with medical problems such as a cold, the flu and fevers
- Treatments for an ongoing health issue like asthma or diabetes
- Areferral to a specialist

**Any service not performed through Ambetter Virtual Access by Teladoc will require a referral.

P
|
o

Remember you do have the option to change your PCP to
an in-network provider and see them in person but here
are two important things to note:

1. Members must change their Ambetter Virtual
Access PCP to an in-person PCP via their
Ambetter member account prior to scheduling an
appointment.

2. A copay will apply for an in-person PCP visit.

3. Areferral is required from your in-person PCP for
most care that is outside of the scope of your
PCP.

Check out our Ambetter Guide for a full list of your

options and their contact information. It’s on the Find a
Doctor page of guide.ambetterhealth.com.

Refer to your Evidence of Coverage for more information

on your Provider Directory. Y,
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Selecting A Different PCP

We want you to be happy with the care you receive from our Providers. To search our online Ambetter
Guide, visit guide.ambetterhealth.com.

If you would like to change your PCP for any reason, log in to your online member account and follow
the steps below.

Remember you do have the option to change your PCP to an in-network provider and see them in
person but here are some things to remember:
1. Members must change their Ambetter Virtual Access PCP to an in-person PCP via their
Ambetter member account prior to scheduling an appointment.
2. A copay will apply for an in-person PCP visit.
3. Click on Coverage or Edit Account.
4. Under the My Primary Care Provider section, pull up the Ambetter Guide to search for an
in-network PCP.
5. Pick a PCP from the list. Make sure you select a PCP who is currently accepting new
patients.*
6. A referral is required from your in-person PCP for most care that is outside of the scope of
your PCP.

To learn more about a specific PCP, call 1-844-518-9505 (TTY 1-844-546-9713). You can also visit
https://Ambetter.SunflowerHealthPlan.com/resources/new-members/get-started.html to see our
provider list on our Find a Doctor web page.

*If you choose a nurse practitioner or physician assistant as your PCP, your benefit coverage and co-
pay amounts are the same as they would be for services from other participating providers. Review
your Schedule of Benefits for more information. Review your Schedule of Benefits for more
information.
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Access to Care

When To Go To An Urgent Care Center

An urgent care center provides fast, hands-on care for illnesses or injuries that aren’t life threatening but still
need to be treated within 24 hours. Typically, you will go to an urgent care center if your PCP cannot get you in
for a visit right away.

Common urgent care issues include: 4
- Sprains

- Earinfections Call our 24/7 nurse advice
- High fevers line anytime: 1-844-518-9505
- Flu symptoms with vomiting (TTY 1-844-546-9713). Y,

If you think you need to go to an urgent care center, follow
these steps:

- Call your PCP. Your PCP may give you care and directions over the phone or direct you to the right
place for care.

- If your PCP’s office is closed, you have one of two options:
1. Locate an in-network urgent care center by using our online Ambetter Guide at
guide.ambetterhealth.com, type in “Urgent Care” and your zip code, then click search.

2. Call our 24/7 nurse advice line at 1-844-518-9505 (TTY 1-844-546-9713). A nurse will help you over
the phone or direct you to other care. You may have to give the nurse your phone number.

Check your Schedule of Benefits to see how much you must pay for urgent care services. After your visit, let
your PCP know you were seen at an urgent care and why.

-

(5,

If you need help deciding where to go for
care, call our 24/7 nurse

advice line at 1-844-518-9505

(TTY 1-844-546-9713). In an emergency,
call 911 or head straight to the nearest
emergency room. Seek ER services

only if your life is at risk and you need
immediate, emergency medical attention

'/
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When To Go To The ER

Anything that could endanger your life (or your unborn child’s
life, if you’re pregnant) without immediate medical attention is
considered an emergency situation. Emergency services treat
accidental injuries or the onset of what appears to be a medical
condition. We cover emergency medical and behavioral health
services both in and out of our service area. We cover these
services 24/7. Emergency services are covered in-network and
out-of-network. When receiving Emergency Care at either an
in-network or out-of-network provider the only bill you should
receive is for any applicable cost share (e.g. co-pay, deductible
or co-insurance).

I
®
Have your member ID and photo ID
ready. You will need them whenever
you receive any type of care. Urgent
care is not emergency care. Only
go to the ER if your doctor tells you
to or if you have a life-threatening
emergency.

J

Refer to your Evidence of Coverage for information on Protection from Balance Billing.

Go to the ER if you have:

- Bad burns
- Shock symptoms (sweat, thirst, dizziness, pale

- Broken bones

- Bleeding that won’t stop

- Labor pains or other bleeding (if you’re pregnant)
- Severe chest pains or heart attack symptoms

- Overdosed on drugs

- Ingested poison

skin)

- Convulsions or seizures
- Trouble breathing
- The sudden inability to see, move or speak

- Gun or knife wounds

Don’t go to the ER for:

- Flus, colds, sore throats or earaches
« Sprains or strains
- Cuts or scrapes that don’t require stitches

What if you need Emergency Care out of our service
area?

Our plan will pay for emergency care while you are out

of the country or state. If you go to an out-of-network ER
and you aren’t experiencing a true emergency, you may be
responsible for any amounts above what your plan covers.
Those additional amounts could be very large and would
be in addition to your plan’s cost sharing and deductibles.
Learn more about your options https://Ambetter.
SunflowerHealthPlan.com/resources/handbooks-forms/
where-to-go-for-care.html.

- More medicine or prescription refills
- Diaper rash

-

ju

To find another provider or specialist
in our network, check out our provider
list on the Find a Doctor page at
guide.ambetterhealth.com.

-

-

-

Always make sure your providers are in-
network. Using in-network providers can
save you money on your healthcare costs.

J
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Ambetter Telehealth

Ambetter Telehealth is your convenient, 24-hour
access to Virtual Care visits with Teladoc providers.
These visits are great for when you need care fast for
non-emergency health issues such as minor sprains,
bruises, minor abrasions, sore throat or flu. Visits
can be scheduled if you need help right now but

you can also schedule visits in advance for a time guide.ambetterhealth.com. )
that best fits with your schedule. These visits are
available to members with a $0 copay in most states
and plans.*

-

|

To find another provider or specialist in
our network, check out our provider list
on the Find a Doctor page at

Before you start using Ambetter Telehealth, you will need to set up your account by visiting
https://Ambetter.SunflowerHealthPlan.com/health-plans/our-benefits/ambetter-telehealth.html
and navigating to the “Set Up Your Telehealth Account” section.

Ambetter does not provide medical care. Medical care is provided by individual providers through
Teladoc Health.

*For members on HSA plans, the $0 copay does not apply until after the deductible is met.

Our free 24/7 nurse advice line makes it easy to get answers to your health questions. You don’t even have
to leave home! Staffed by licensed nurses, our 24/7 nurse advice line runs all day, every day. Learn more
about your options, call 1-844-518-9505 (TTY 1-844-546-9713) or Ambetter.SunflowerHealthPlan.com.

Welcome

How To
Contact Us

How Your
Plan Works

Membership &
Coverage
Information

Finding the
Right Care

Access to
(oF:1¢-]

Member
Complaints,
Grievances, &
Appeals
Process

Utilization
Management

Member
Resources &
Rewards

Connecting
Your
Healthcare

Words to
Know

Statement of
Non-
Discrimination

Language
Resources

Ambetter from Sunflower Health Plan: 1-844-518-9505 (TTY 1-844-546-9713) | Ambetter.SunflowerHealthPlan.com | 16



https://Ambetter.SunflowerHealthPlan.com/health-plans/our-benefits/ambetter-telehealth.html
http://Ambetter.SunflowerHealthPlan.com
http://guide.ambetterhealth.com
https://Ambetter.mhsindiana.com/benefits-services/nurse-line.html

(7]
(7]
w
O
Q
<
-
<
>
-
-
>

Virtual Access
Ambetter Telehealth

Ambetter Telehealth is your convenient, 24-hour access to Virtual Care visits with Teladoc providers.
These visits are great for when you need care fast for non-emergency health issues such as minor
sprains, bruises, minor abrasions, sore throat or flu. Visits can be scheduled if you need help right
now but you can also schedule visits in advance for a time that best fits with your schedule. These
visits are available to members with a $0 copay in most states and plans.*

Before you start using Ambetter Telehealth, you will need to set up your account by visiting
https://www.ambetterhealth.com/health-plans/our-benefits/ambetter-telehealth.html and
navigating to the “Set Up Your Telehealth Account” section.

Ambetter does not provide medical care. Medical care is provided by individual providers through
Teladoc Health.

*For members on HSA plans, the $0 copay does not apply until after the deductible is met.

24/7 Nurse Advice Line

Our free 24/7 nurse advice line makes it easy to get answers to your health questions. You don’t even have
to leave home! Staffed by licensed nurses, our 24/7 nurse advice line runs all day, every day. Learn more
about your options, call 1-844-518-9505 (TTY 1-844-546-9713) or Ambetter.SunflowerHealthPlan.com.

ambetter.
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What To Do If You Receive A Bill From A Provider
or Physician

When seeing an in-network provider, including but not limited to physicians, hospitals, pharmacies, facilities and
health care professionals, you are responsible for any applicable cost sharing amounts (e.g. co-pay, deductible
or co-insurance). Your member responsibility can be viewed on the explanation of benefits. This can be found by
logging into your secure account at Member.AmbetterHealth.com.

As a member of Ambetter, non-network providers should not bill you for covered services for any amount greater
than your applicable in-network cost sharing responsibilities when:

- You receive a covered emergency service or air ambulance service from a non-network provider. This
includes services you may get after you are in stable condition, unless the non-network provider
obtains your written consent to bill you for their service.

- You receive non-emergency ancillary services (emergency medicine, anesthesiology, pathology,
radiology, and neonatology, as well as diagnostic services (including radiology and laboratory
services)) from a non-network provider at a network hospital or network ambulatory surgical facility.

- You receive other non-emergency services from a non-network provider at a network hospital or
network ambulatory surgical facility, unless the nonnetwork provider obtains your written consent to
bill you for their service.

If you receive a bill for services and have questions, please contact Member Services a 1-844-518-9505
(TTY 1-844-546-9713).

Refer to your Evidence of Coverage (EOC) for more information on Balance Billing and Eligible Service Expenses.

ambetter.
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ambetter.

Member Complaints, Grievances, &
Appeals Process

Welcome

We have steps for handling any problems you may have. To keep you satisfied, we provide processes for filing
appeals or complaints. You have the right to file a complaint, file an appeal, and right to an external review. You How To

have the right to appeal any determination where services were denied, reduced or suspended. This includes your contactUs
right to appeal to an external independent review. We will resolve all appeal requests in a time that is appropriate

to your request and condition.

. . . . How Y
Instruction on this process can be found in the Evidence of Coverage (EOC), and the Summary of Benefits (SBC): pl:,:N ngkrs

Ambetter.SunflowerHealthPlan.com/health-plans.html.

Grievance & Appeals submission PDF: Ambetter.SunflowerHealthPlan.com/resources/handbooks-forms.html

. Membership &
Mail or Fax all Appeals to: Coverage

Ambetter from Sunflower Health Plan Information

Grievances and Appeals Department
PO Box 10341

Van Nuys, CA 91410 Finding the
Fax: 7-833-886-7956 Right Care

Member Services at: 1-844-518-9505 (TTY 1-844-546-9713) A .
ccess to
(oF:1¢-]
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Utilization Management

What Is Utilization Management?

We want to make sure you get the right care and services. Our utilization management (UM) process is
designed to make sure you get the treatment you need.

We will approve all covered benefits that are medically necessary. Our Utilization Management Department
checks to see if the service needed is a covered benefit. If it is covered, the UM nurses check to see if the
service is medically necessary. They do this by reviewing the medical notes and talking with your doctor.
Ambetter does not reward or pay our doctors or employees for approving or denying services. All decisions
are based on appropriate care and coverage.

Ambetter’s utilization review includes services to ensure the care you receive is the best way to help improve
your health condition. For questions about UM, please call 1-844-518-9505 (TTY 1-844-546-9713).

ambetter.
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Member Resources

Welcome

Get Online And Get In Control

Did you know you can always access helpful resources and information about your plan? It’s all on our

website! Visit Ambetter.SunflowerHealthPlan.com and take charge of your health. How To
. Contact U
On our website, you can: ONEEEE =S
- Find a PCP 4
- Locate other providers, like a pharmacy E How Your
- Find health information Plan Works
- Learn about programs and services that can help you get Visit us online at
and stay healthy Ambetter.SunflowerHealthPlan.com

. . . Membership &
Log into your online member account to: Our website helps you get the Coverage

answers you need to get the right Information
care, the right way, including an
online member account for you to

- Pay your monthly bill
- Print an ID or request a replacement ID

- View your claims status and payment information check the status of your claim, view l:ir;litng?:
- Change your PCP your Evidence of Coverage (EOC) or
- Find pharmacy benefit information understand your out-of-pocket
. Send us a secure email costs, copays and progress towards
. . meeting your annual deductible. Access to
- Read your member materials (your Evidence of Coverage, gy D Care
Schedule of Benefits)

- Complete your Wellbeing Survey Member

. Complaints,
- Contact a nurse online Grievances, &
- Review out-of-pocket costs, copays and progress towards deductibles Appeals
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Connecting Your Healthcare

New Options For Managing Your Digital Medical
Records

The Interoperability and Patient Access rule made it easier to access your health information when you
need it most. You have access on your mobile device so you can manage your health better and know what
healthcare resources are available to you. You can also request that we receive your health records from a
prior health plan. To get started on either of these, visit Ambetter.SunflowerHealthPlan.com.

Imagine:

- You go to a new healthcare provider: you can pull up your health history from the past five years on
your mobile device.

- You can check an up-to-date provider directory: find a provider who can use your health history to
diagnose you and ensure you receive the right care.

- You have a question about a claim: you can go to your computer and see if it’s paid, denied, or still
being processed.

- Taking your health history data with you as you move between health plans.
You Can Easily Find Information* on:

- Claims (paid and denied)

- Specific parts of your clinical information

-« Pharmacy drug coverage

- Healthcare providers

*Information is available for dates of service on or after January 1, 2016

ambetter.

Welcome

How To
Contact Us

How Your
Plan Works

Membership &
Coverage
Information

Finding the
Right Care

Access to
(oF:1¢-]

Member
Complaints,
Grievances, &
Appeals
Process

Utilization
Management

Member
Resources &
Rewards

Connecting
Your
Healthcare

Words to
Know

Statement of
Non-
Discrimination

Language
Resources

Ambetter from Sunflower Health Plan: 1-844-518-9505 (TTY 1-844-546-9713) | Ambetter.SunflowerHealthPlan.com | 22



http://Ambetter.SunflowerHealthPlan.com

Words To Know

Your Healthcare Glossary

We know that health insurance can feel confusing sometimes. To help you out, we put together a list of
words you may need to know as you read through this QRG.

Learn more about these healthcare terms by visiting: https://www.ambetterhealth.com/learn-more/words-
to-know.html

Home Our Health Plans  Join Ambetter For Members  Select Your State Shop Qur Plans

ambetter.

For a fully keyboard-accessible alternative to this video, view it in Chrome or on any Android or iOS device, view it in
Firefox with the YouTube ALL HTMLS5 add-on installed, or disable Flash in Internet Explorer.

ABCDEFGHIJKLMNOPQRSTUVWXYZ
A

Actuarial Value: The percentage of total average costs for covered benefits that a plan will cover. For example, if a plan
has an actuarial value of 70%, on average, you would be responsible for 30% of the costs of all covered benefits.

Advanced Premium Tax Credit (APTC): This is a tax credit to help lower your monthly premium payments on health
coverage purchased through the Marketplace. Advance payments of the tax credit can be used right away to lower your
monthly premium costs. If you gqualify, you may choose how much advance credit payments to apply to your premiums
each month, up to a maximum amount. If the amount of advance credit payments you get for the year is less than the
tax credit you're due, you'll get the difference as a refundable credit when you file your federal income tax return. If your
advance payments for the year are more than the amount of your credit, you must repay the excess advance payments
with your tax return. Also called premium tax credit.

Agent: An agent or broker is a person or business who can help you apply for help paying for coverage and enroll you in
a Qualified Health Plan (QHP) through the Marketplace. They can make specific recommendations about which plan you
should enroll in. They're also licensed and regulated by states and typically get payments, or commissions, from health

-
For additional definitions, please refer
to your Evidence of Coverage.

J

Ambetter from Sunflower Health Plan is underwritten by Celtic Insurance
Company, which is a Qualified Health Plan issuer in the Kansas Health Insurance Marketplace.
This is a solicitation for insurance. © 2023 Celtic Insurance Company. All rights reserved.

AMB22-KS-C-00044
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Statement of Non-Discrimination

Ambetter from Sunflower Health Plan complies with applicable Federal civil rights
laws and does not discriminate on the basis of race, color, national origin, age,

disability, or sex. Ambetter from Sunflower Health Plan does not exclude people or
treat them differently because of race, color, national origin, age, disability, or sex.

Ambetter from Sunflower Health Plan:

- Provides free aids and services to people with disabilities to communicate effectively with us, such as:
- Qualified sign language interpreters
- 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:
- Qualified interpreters
- Information written in other languages

If you need these services, contact Ambetter from Sunflower Health Plan at 1-844-518-9505 (TTY 1-844-546-9713).

If you believe that Ambetter from Sunflower Health Plan 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: Ambetter from Sunflower Health Plan Appeals Unit, PO Box 10341, Van Nuys, CA 91410,
1-844-518-9505 (TTY 1-844-546-9713), Fax 1-844-680-5805. You can file a grievance by mail, fax, or email. If
you need help filing a grievance, Ambetter from Sunflower Health Plan is 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, 200
Independence Avenue SW., Room 509F, HHH Building, Washington, DC 20201, 1- 800-368-1019,
800-537-7697 (TDD).

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.
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Si usted, o alguien a quien esta ayudando, tiene preguntas acerca de Ambetter de Sunflower Health Plan, tiene derecho a obtener ayuda e

Spanish:
P informacion en su idioma sin costo alguno. Para hablar con un intérprete, llame al 1-844-518-9505 (TTY 1-844-546-9713).
Néu quy vi, hay ngudi ma quy vi dang gitip d&, cé cau hdi vé Ambetter from Sunflower Health Plan, quy vi sé cé quyén dwoc gidp va cé thém
Vietnamese: 50 in bing ngon ngi cia minh midn phi. D& néi chuyén véi mét thang dich vién, xin goi 1-844-518-9505 (TTY 1-844-546-9713).
MRLE, BEECEERBNER, A Ambetter from Sunflower Health Plan FE/IME, THEENEBULGHSESIEBIAL., IREMR
Chinese:
—fuBFES#EE, AIEEEE 1-844-518-9505 (TTY 1-844-546-9713).
Falls Sie oder jemand, dem Sie helfen, Fragen zu Ambetter from Sunflower Health Plan hat, haben Sie das Recht, kostenlose Hilfe und
German: Informationen in lhrer Sprache zu erhalten. Um mit einem Dolmetscher zu sprechen, rufen Sie bitte die Nummer
1-844-518-9505 (TTY 1-844-546-9713) an.
orok st e ot7t 510 Qs O AFZO| Ambetter from Sunflower Health Plan Of 2t A &2 0| QICHH #shs d2{st =S1t 2 E 7|59
Korean: A= H|E FHEBIO| &S = A HI7h ASLICE TZH SHARL 0f7|517] IS M= 1-844-518-9505 (TTY 1-844-546-9713) 2
pakeize SSPNE=N
o W & LY uw wh 9F 98 cuw’ © L SeMILD JoIF L Ambetter from Sunflower Health Plan,
Laotian: ¥ L290% Vald & LNWY oo’ BKa'E K VB 203WS U VwITIZENH MW l0eiCLD B NF B . T BB 2T
LVIWWIZY W YT 1-844-518-9505
Arabi sz 8l 03108 pag ik 53 sl dsa) 913} Plan Health Sunflower from Ambetter « ga & a5 05 Cra i 35 5 5 yuall Sl sl 5 53¢ ad) e Jsuazd i Bzd dsdl
rabic:
. 1-844-518-9505 (TTY 1-844-546-9713) = Juall oz s
Kung ikaw, o ang iyong tinutulangan, ay may mga katanungan tungkol sa Ambetter from Sunflower Health Plan, may karapatan ka na makakuha
Tagalog: nang tulong at impormasyon sa iyong wika ng walang gastos. Upang makausap ang isang tagasalin, tumawag sa
1-844-518-9505 (TTY 1-844-546-9713).
¢ oagzl::'eua:l:oa;: mc;teaxmzlfege:?m}:mgez%13:89 :00¢ Ambetter from Sunflower Health Plan 3608m¢ DCOo: G:ecsoq&:’)eﬁ: ot):eﬁogm
Burmese: 3399:\,:;39(7)\"(33@3 qw}(t‘.:)gag_ea)cg:; mc\;eﬁoo\ isloules o)mo\:z\’:wc\;,a; @sﬁm;:famm;»e o:v:m?al, 33993‘:;61(»\'?09\[7999:; q?oswegn
[olossk: :’o‘?;:mo: HC OO 160050 09§y 1-844-518-9505 (TTY 1-844-546-9713) o% 9§028004l
Si vous-méme ou une personne que vous aidez avez des questions a propos d’Ambetter from Sunflower Health Plan, vous avez le droit de
French: bénéficier gratuitement d’aide et d’informations dans votre langue. Pour parler a un interpréte, appelez le 1-844-518-9505 (TTY 1-844-546-
9713).
Ambetter from Sunflower Health Plan [COWTAINS ERIHN TN UL EREIEE CHLOE FEBICLD Y R— MOIEREEM TTREVELET  BERNW
Japanese: EHHA1E. 1-844-518-9505 (TTY 1-844-546-9713) THEECAL,
B cnyyae BO3HUKHOBEHUS Y BaC WK y n1La, KOTOPOMY Bbl NOMOraeTe, kakux-nmbo Bonpocos o nporpamme cTpaxosaHus Ambetter from
Russian: Sunflower Health Plan Bbl umeeTe npaBo nonyunts 6ecnnatHyto NOMOLLb U MHGOPMALMI0 Ha CBOEM POAHOM sA3blke. YToGbI NOroBopuTL C
NepeBOAYVKOM, NMO3BOHUTE Mo TenedoHy 1-844-518-9505 (TTY 1-844-546-9713).
Yog koj, los yog tej tus neeg uas koj pab ntawd, muaj lus nug txog Ambetter from Sunflower Health Plan, koj muaj cai kom lawv muab cov ntshiab
Hmong: lus ghia uas tau muab sau ua koj hom lus pub dawb rau koj. Yog koj xav nrog ib tug neeg txhais lus tham, hu rau 1-844-518-9505 (TTY/TDD 1-
844-546-9713).
s 0% i 88 s Sl ) s oS S g clak )N Plan Health Sunflower from Ambetter < suar 1 Gl JUal 5 <Sad oS 3 5135 57 0 3 o) ) gl
Persian:
9713-546-844-1 s Jlad: s o i b 038 Ciga gy 38 Sl 53 a5 o s ) (TTY 1-844-518-9505-3 55 ket
Swahil Ikiwa wewe au mtu mwingine unayemsaidia, ana maswali kuhusu Ambetter from Sunflower Health Plan, una haki ya kupata usaidizi na taarifa
wahili:

kwa lugha yako bila malipo. Ili kuzungumza na mkalimani, piga simu 1-844-518-9505 (TTY 1-844-546-9713).

AMB17-KS-C-00062
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