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Amanda Hill;, Community Outreach Manager
Cell: (916) 205-3097; Email: amanda.hill@anthem.com
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You're going
places.

Trouble getting to the doctor To get a ride:
should never stand between 1. Call Anthem Blue Cross Transportation Reservations
you and your health. at 1-877-931-4755 at l=ast 5 business days before your
We help Medi-Cal members appointment, not including the day you call, weekends
or holidays.

get where they need to be. : .
We'll help you get to medical 2. Gu_ve the membe_zr ID # h*lsled onyour rne_mt:er ID card,
and non-medical appointments 3. If it's your first time calling, give your primary care doctor's

¥ name, phone and fax numbers. You must also give the name
and services. of the doctor you are visiting and his or her address.

www.anthem.com/ca/medi-cal

Questions?

Ifyou live in Los Angeles, call us at 1-B88-285-7801 (TTY 711).
All others should call 1-800-407-4627 (TTY 1-888-757-6034).
We're available Monday through Friday from 7 a.m. to 7 p.m. Pacific time.

ACHMKT-Q1E1-1IT

**Members are instructed to call
Logisticare at 1-877-931-4755

(TTY 1-866-288-3133) in order
to schedule their transportation.

**Reservation hours: Monday-
Friday: 7:00 AM -7:00 PM (PST)

**Bilingual services are available
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Your community, BlucCross M.

your needs
We'll help you stay on top of your health care.

There is a lot to manage when it comes to health care, sowe're here to help. Anthem Blue Cross
community health workers can connect you with a variety of resources available in your community. We
want to assistyouwith managing health tasks and overcoming roadblocks.

A community health worker is your personal
health advocate that can help you with:

« |Understanding your
health benefits 2
o Finding or changing your E
primary care physician (PCP) (¥
o Scheduling

-
/!

Medi-Cal Managed Care

Anthem, [%% LA Care
BlueCross .

Case Management Referral Form

To refer your patient for Case Management, please retum this form to Anthem Blue Cross (Anthem)
by fax at 1-866-333-4827 for physical health referrals and 1-855-473-7902 for behavioral health
referrals. If refernng multiple patients, please submit only one member per fax.

Referral date Membericaregiver informed of referral? CO¥es [TNo
Eligibility 2
verified? Yes Mo Records attached? Yes Mo

Referral source information

medical appointments

o Communicating with your
health care t2am

o Finding transportation to
approved medical services

« Referrals from your PCPwhen you need
specialty care for ongoing concerns

« And mara

Community health workers can also connectyou
with community resources that help with:

« Food

« Housing
« Financial assistance
Legal aid

Transportation
Jobs

Education 4
And maore www.anthem.com/ca/medi-cal

'%\ To request a community health worker at no charge to you,
please call the Case Management Line at 1-877-264-4525.

MName Member IPA/medical group:
UlProvider [ Other:
Phone UlHospital 77 Anthem dept.:

To receive notification of referral outcome, select your preferred contact method.

Email | Phone | | Faxl
Member information

Parentf Primary
First and last guardian phone
name name Alt.
(if minor) phone
Member ID DOB Primary
language
Brief history (select all that apply)
Admission history: Primary diagnoses:
[l & 2 hospitalizations in 12 months O COPD U Transplant {potentialfactual),
= 3 ER visits in last 12 months r E:;D type:
I Rapid readmission (within 30 days) | Diabates Mild-mod behavioral health dx
! Hospital discharge within last 7 days Asthma Substance abuse
ER visit within last 7 days High-risk Other.
pregnancy

Program(g) See description on the following page and select all that apply.
Referrals for physical health Case Management (adult’pediatric) — Fax to 1-866-333-4827.
Referrals for behavioral health Case Management {(adult/pediatric) — Fax to 1-B55-473-7902.

| Complex Caze Management/Care
P g ' High-Risk Obstetrics (gestational age < 35

Coordination

Care T iti includi st-dischi weeks)

are Transitions (including post-discharge | BHTIABA Coordination
follow-up)

| Community Health Worker

Complex Discharge Planning
Safe Choice Program

| Continuity of Care
Reason for referral
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Help is virtually a
call or click away

www.anthem.com/ca/medi-cal

ACA-MEM-1360-19

Where do | start?

Option 1: Call Bright Heart
Health at 1-844-884-4474,
24 hours a day, seven days
a week to sign up and get
an appointment.

Option 2: Complete referral
form on Bright Heart Health
website, brighthearthealth.
com/intake-forms/
patient-referral.

Option 3: Have your doctor or
emergency room fax patient
information to Bright Heart
Health at 1-415-458-2691.

You will be referred to a BHH services
coordinator who will work with you to
explore MAT and other treatment options.
You may be scheduled with a doctor

to assess medications and/or discuss
additional support services with a team
of experts.

Resources:

Guidelines for starting medication for
opioid use disorder
www.brighthearthealth.
com/wp-content/uploads/
HomelnductionProcess.pdf

Steps to making an appointment
www.brighthearthealth.com/
appointments

**Bright Heart Health (BHH) is a
telehealth provider founded in
2015 that created live-video
intensive outpatient substance
abuse programs and Medication-
Assisted Treatment (MAT) services
accessible in the home from
personal mobile devices.

**There is a shortage of PCPs with
XWAIVER credentials needed to
prescribe Suboxone, which all BHH
telehealth physicians can prescribe.

** Anthem has a direct contract with
BHH in CA
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Looking for » All services are free or low cost

housing, work s*Services specific to the zip code
or more? e provided

*anthembc.auntbertha.com

Anthem Community Resource Link is a site
where you can search for free or low-cost local
services that help with:

e Housing

°o Jobs

e Education

o And more

It's easy! Just enter your ZIP code and select
the type of service you're looking for.
You'll get information about organizations and
agencies near you that can help.
or call 1-800-407-4627 u ; '
(TTY 1-888-757-6034).

Anthem. g
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ACA-MEM-0794-18

To learn more, visit
anthembc.auntbertha.com




https://mediproviders.anthem.com/ca
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Interpreter Services

Desktop Reference

Keep this guide handy for use with members enrolled in Anthem Blue Crass
(Anthem) publicly funded programs. Interpreter services are free. Please see
the other side of this flier for individual language aids for members,

Telephone interpreters

During business hours, members and providers may
call the Customer Care Center at 1-800-407-4627
{outside Los Angeles County) or 1-888-285-7801 (inside
Los Angeles County). After business hours, call the 24,7
Nurseline at 1-800-224-0336 and:

1. When asked for language, either press 1 or say
English, or press 2 or say Spanish.

2. When calling on behalf of a member, say
Member; if not, please say Provider.

3. Give the customer care associate or the helpline
nurse the member's 1D number.

4. Explain the need for an interpreter and state
the language for which interpreter services
are needed.

5. Wait while you are connected to an interpreter.
Once connected to the Interpreter, the customer care
associate or the helpline nurse introduces the member,
explains the reascon for the call and begins the dialogue.

Face-to-face interpreters,

including sign language

Members and providers may call the

Customer Care Center at the numbers

above to schedule services during business hours.
Three business days are required to schedule services,
and 24 business hours are required to cancel. Providers
may also schedule by emalling ssp.interpret@anthem.com.
Registration with our secure emall service is required.
Piease type Secura in the subject line.

TTY and relay services

(for members with hearing or speech loss)
During business hours, members may call Anthem's TTY
line at 1-800-735-2922. After business hours, members
may use the 24/7 MurseLine TTY al 1-800-368-4424 or the
California Relay Service number at 711

Tips for working with interpreters

= Brief the interpreter In private before the
members’ visits, Provide relevant information
about members.

e Encourage the Interpreter to ask questions or
clarify a message when necessary.

e Address members directly. Avoid directing all
comments to the interpreter.

o Talk in short sentences. Discuss one concept
atatime.

¢ Be patient. Careful interpretation may require
the interpreter to use long phrases. It can take
more words or time to describe a concept in
another language.

o Avoid using medical jargon when possible. It
may be difficult for interpreters and members
to understand.

e Be aware of nonverbal cues from members
such as nodding, smiling, body positioning,
etc. Nonverbal cues may Indicate how much
infarmation is being understood.

Anthem Blue Cross is the trade name of Blue Cross of California, Anthem Blue Cross and Blue Cross of California Partnarship Plan, Inc.
are independent licensees of the Blue Cross Association. ANTHEM is a registérad trademark of Anthem Insurance Companies, Inc.
Blue Cross of California is contracted with LA. Care Heafth Plan 0 provide Medi-Cal Managed Care services In Los Angales County.

ACAPEC-1516-18

Tips for communicating with members who speak limited English

@ Speak slowly, not loudly.

° Organize what you want to convey first. Use short, simple sentences. Keep in mind, what is said at the
beginning and end of a discussion Is most likely to be remembered.

° Face members, Watch their facial expressions and body language. If these don't agree with their words,
or if their expressions indicate they do not understand, slow down and start again.

» Try not to ask yes or no questions. Instead, ask questions requiring members to respond and volunteer
Information. For example, phrase questions to begin with why, how or what.

¢ Members’ responses will help you determine whether they properly understand
the question.

& Rephrase and summarize often.

Show this list to your patients.
If you know the appropriate translation, point to it and call Anthem Blue Cross Interpreter Services.

English One moment please while | call an interpreter, This service Is free.
Arabie i Aglae Rl oia G Ui i o o1 U ik e A ARSI ey
p— Ukl prvagh ol b wgussby, dhbly bu Yquibquibupby pupquisbybl: Uy Swaovnupmmibi wbidwn b
Chinese ey IR bl et SN ;ar?:mﬁ&tim- ]
Farsi .-MJMJM;#J{J.Mﬁﬁhu#PJW
Hins Wwﬁﬂazwtmaﬁ#mgﬂﬂvﬂmﬁmw#ﬂwm_
Hmong Thov tos b pliag thaum kuv hu xovtoo] rau Ib tug kws trhais Ius.nhml no yog pab dawb xwh.
_ Japanese BREFERVETOTLESCBHBLE L. Y =EADHRIZSHTT.
Korean | BOLAIS) clziehe B0t BAl JIcel FAAS. 894 AulAE LA,
laotan | n;q;th?ﬁnmh_:‘!uauuuﬁau'lmmmu sUmoEne. rasdlmlibnonn, By
;am:;, ryuitchywigrenn:inugfinpungimaimagnips whmge:Arndnig
O T b b L i ————— S —— i
Russian OnHy MHHYTKY, R CBRXYCH € NEPesoaYMKoM. 3Ta yanyra Gecnnarka.
Spanish Par favor, espere un momento mientras lame a un intérprete. Este servicio es gratuito.
Tagalog - Sandall po lamang habang fumatawag ako ng Interpreter. Libre ang serbisyong ito.
_ma_| [ '[;mninmmiﬂthﬂund;uu;1m vinstilidee s
Vietnamese | VUi 1o chir trong gidly 1t trong khi 18i goi cho thdng dich vién. Dich vy nay dugre cung chp

mién phi.




Make Health Happen

Get tllli(l{ answers to health Llll'."-l'illll‘v
You can get help from an experienced nurse in more than
150 languages and there’s never any cost to you.

Contacts

24/7
NurseLine

1-800-224-0336
(TTY 1-800-368-4424)

B You can write them down here: . ‘
1
2.
3 >

Customer Care Center:

Please call the number on your member ID card.

24/7 NurseLine: 1-800-224-0336 (TTY 1-800-368-4424)
www.anthem.com/ca/medi-cal

ACA-MEM-1020-18

24(7
NurseLine

1-800-2.
(TTY 1-8

How can the
24/7 NurseLine help me?

Nurscs at the 24/7 Numscline
are there 24 hours a day. They'll answer
when you can’t reach your primary care
provider (PCP). When you're not sure if it's
an emergency; they can help you figure out
what to do or where to go. They can also
answer questions about:
e Your prescriptions or
owver-the-counter medications.
o Your health or your child’s health.
o Immuniations, or “shots.”
o Getting relief from things like
headaches, araches or allergies.
o Health concerns you may be too afraid
ar shy to talk to your PCP about.

I don't feel well. Should I call the
24/7 Nurseline?

Call your PCP first. They know more
about you and your health. They can tell
you if you need to go to the office, or what
you can do to fecl better. When you can’t
reach your PCP, a nurse can tell you what
tor do to feel better, or let you know if you
need to go to the emergency room.

Anthem. &
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Health Tips

What should I know before I call the ) .
24/7 NurseLine? illness or injury, go to the

When you call the 24/7 MNurseLine, have your

EMERGENCY

If you have a life-threatening

emergency room or call 911

member ID) card in hand. If you're calling for for hel
someone else, have their card out. The nurse will ask p-
you for same information to help you get the advice If you have:
}rDLl DCCEI Fﬂﬁtﬂr‘
Trouble breathing
What's an emergency? Chest pains
When you or a loved one gets very sick or hurt badly, Loss of consciousness
ir's an emergency: [t means if you don't see a doctor Bad bleeding that won't stop
right away, you could have serious or long-term Verv bad burns

damage to your body or you could die. Its also an Shaking, also called

rgency if I3 wvery sick or hurt " .
CETEENEY 1 @ pregrant woman gees sk e convulsions or seizures

s badly it could harm her unborn baby

[s your child

My child’s temperature is

P _ degrees.
I took their temperature
at _ amdpm.

[fyou can, take their temperature before
you call. The nurse will ask you for it

Do you need help with your health care, talking with us or reading what we send

you? We provide our materials in other languages and formats, including Braille,
print and audio at no cost to you. Call us toll free at 1-888-285-7801

(TTY 711) (LA. Care); 1-800-407-4627 (TTY 1-888-757-6034) (Medi-Cal).

Mecesita ayuda con su cuidado de la salud, para hablar con nosotros o leer lo que le enviames? Proporcionamos nuestros
materiales en otros idiomas y formatos, incluyendo Braille, letras grandes y audio sin costo para usted. Llimenos ala linea
gratuita al 1-888-285-7801 (TTY 711) (L.A. Care); 1-800-407-4627 (TTY 1-888-757-6034) (Medi-Cal).

CiEERmRE - SN - LEMEEAFETNREREFAREEEOMENE 7 RALIEES sl

HEFREE - kT - AR TFRERFASHED - TER (M EA - AT R 1-888-285.7801
(TTY711) (LA Carc); 1-800-407-4627 (TTY 1-888-757-6034) (Mcdi-Cal) =

Anthem Blue Cross is the trade name of “ross of California. Anthem Blue Cro H
Ln:l-p:n-:l- licensers of the Blue them isa r-me:ru-:l trademark of Anthem ar anies, Inc. Blue C

California is contraceed with LA, Care H-alrh Flan =  prow rride Medi-C aJ;'da.na:'-:l are services in Los Angel ounty.




Need to sign up

for Medi-Cal:

Need to renew your Medi-Cal coverage?

We are here to help support you.
Call us at 1-800-227-3238 (TTY 711) or
visit www.chooseanthem.com for help.

Anthem. Q&g

BlueCross

Helping Medi-Cal families since 1994.

Anthem Blue Cross is the trade name of Blue Cross of California, Anthem Blue Cross
and Blue Cross of Cakifornia Partnership Plan, Inc. are independent kicensess of the
Blue Cross Association. ANTHEM i a registered trademark of Anthem Insurance
Companies, Inc. Blue Cross of California is contracted with LA, Care Health Plan
to provide Medk-Cal Managed Care services in Los Angeles County.

ACAMKT-0200-18

¢ California Retention and
Engagement Number: 1-800-
227-3238

s*Dedicated customer service
team to assist Anthem members
and anyone seeking information
and assistance with the plan
such as finding providers,
pharmacy inquiries and enrolling
into Anthem.



LiveHealth Online
Medi-Cal Managed Care

‘ vnload on the I GETITON VISIT WITH A DOCTOR

. App Store | }\ Google PIay

h : : _.,_.,:- — e r
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What i1s LiveHealth Online?

e LiveHealth Online (LHO) is a website and mobile .
application that gives patients 24/7 access to How to use LHO for a video visit with a doctor

on-demand video visits (medical). It has an urgent
care focus and provides convenient access
anytime, anywhere in California (even at home!)
via smartphone, tablet or computer.
1 2 3 4 5 6

* LHO connects patients with board-certified

L. . . . Login orregister Select LiveHealth Select the Connect Indicate whothe Share the reason Enter health
phyS|C|a ns suppo rti ng phy5|ca| and behavioral in just minutes.  Online Medical to button for the visit is for for the visit. history and
health. review available doctor of choice.  (example: child). medications.

doctor profiles.

e Physicians can electronically prescribe to the
member’s pharmacy. Note: Only noncontrolled 4
substances can be prescribed. “

e Itis available at no cost for Anthem Blue Cross 7 3 9
(Anthem) members enrolled in Medi-Cal Ma naged Select an Enter Medi-Cal ID  Consultation with  Doctor diagnoses  Visit summary is Claim is sent to
. . ) in-network into Health Plan doctor begins in patient and stored in LHO user Anthem.
Care (Medl'cal) begmnmg September 1/ 2018. - pharmacy. section. minutes. e-prescribes. account.

Anthem. g
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A great consumer experience

0 @

94% 96% 3%

Visit satisfaction rating Doctor satisfaction rating Saved two hours or more
“| absolutely love this service! | have “It's amazing to have access to a “Much quicker than the
used others like Teladoc in the past, doctor anytime, anywhere.” emergency room or urgent care
but this is much more personalized.” and felt more personable.”

Patient testimonials:

Meagan, Jennifer, Lisa

Members can get 24/7 help by calling: 1-888-548-3432 | 1-888-LiveHealth
For urgent prescription assistance after an online visit, members can call: 1-888-982-7956.
A]_’lthem VV For those who use telecommunications assistance, we accept calls from Telecommunications Relay Service (711).
BlueCross




LHO programs details

LiveHealth Online

Medical

LiveHealth Online

Psychiatry

LiveHealth Online

Provider types
Benefit offered
Availability
Visit length

Average wait time

Age served

Value

Anthem. g
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Board-certified doctors

Medication if clinically necessary

On demand
24/7/365

10 minutes

About 10 minutes

No age limit, doctor determines if the
patient can be treated virtually or not.

Convenient access to care at home.

Prevents time consuming ER visits for

nonemergent conditions.

Board-certified doctors

Medication if clinically necessary
Post-initial evaluation

Appointment: 8 a.m. to 8 p.m.
Across all time zones

30 to 45 minutes for initial evaluation
15 minutes for follow-up sessions if
needed for medication review

14 days or less

18 years or older

Licensed psychologist (PhD) and
therapist (social workers — masters
level)

Appointment: 7 a.m. to 11 p.m.

45 minutes

4 days or less

10 years or older

Significantly increased access to behavioral health providers at home




Commonly treated conditions (medical)

e Abrasions, minor wounds < Hypertension

* Acne * Incontinence Avaggng:hw
e Asthma * Fever, influenza/flu

* Allergies/allergic rhinitis e Insomnia F e
- Back pain . Nausea/vomiting R

« Cough/cold  Pinkeye and other eye @ oy i
» Diabetes/hypoglycemia Infections

» Diarrhea  Rashes/skin disturbances 9 v
e Ear pain e Sinus infection v
« Headache/migraine « Sore throat/pharyngitis &igm

e Sprains and strains

Anthem V v

BlueCross




Commonly treated conditions (behavioral)

e Stress e Panic attacks
. Anxiety e Coping with an iliness - i;';i?:t':-.em
 Depression * Bipolar disorder -
- Relationship troubles * Obsessive compulsive £ g
« Parenting issues disorder | Y ﬂgmﬁwfmﬂm .
e Grief e Post-traumatic stress A7 e
DlSOrder F -I % RonnigMaLean >
Selena Bush
. . & ﬁ Psychologist > A
LHO offers ongoing treatment with the same £
behavioral health provider. - A% St e

Anthem V v

BlueCross




Limitations of LHO

LHO does not provide:

* Preventive or ongoing medical care.*
 Lab orders.

» Access to specialist care at this time.

» Access to translation services other than Spanish (doctor profiles indicate
spoken languages).

* Members should make an appointment with their PCP as first choice for
nonemergency care.

Anthem. gy

BlueCross




Entering Medi-Cal ID

An Anthem member ID must be added to an LHO account to receive no-cost services. Members
must be 18 years of age to have their own LHO account.

« Parent can add children’s Anthem member ID to the personal account. e,
Cancel Add Child Done
STATE OF CAUFORNIA, EI
_.‘Y'[-. ':_’-‘ 06144 H. - \
Anthem. @ Medi-Cal Program
BlueCross .
NETWORK NAME
NAME
MEMBERID

XDJ000000000

1814730007
BIN 003858 Claim Submission Requires ID entry
PCN A4 PCP Effective Date 01/01/9999
RxGRP WZCA Primary Language ENGLISH
: ; Coverage Code SS56A
05 20 1993 IssueDate 01 010
.

By adding this child’s profile, | hereby certify
that | am the custodial parent or legal
guardian of the minor indicated above and
that | have the authority to make medical
decisions on his or her behalf.

Anthem V v

BlueCross




Functionality: adding a guest to an LHO visit

Members are able to invite guests to saae AT

.. .. . o 4 Get Started

join their live video visits.
—

e Family members

Who is this visit for?
e Other providers Me <

Fred Jones
DOB: 01/01/2006

Another child

\ Invite guest(s) to join your visit (optional).

+ Invite a Guest @

Continue

L % . W{e see
Anthem V v Services endar My Health Messages

BlueCross




Functionality: after the visit

7:04 PM V@R 24% 04

Thank You

 Members are able to share the medical
record summary with their PCP or anyone

. . N + Add PCP's Fax Number
with an email/fax.
i

« There is a survey question about where the
member would have gone if they didn’t use
LHO. u | give permission to share details of

my treatment with the recipient(s) | /t‘)
have specified above, in accordance \z
with the HIPAA releases.
\ Yr_ st log out be 5-"CI‘.::I‘.LI this website, If you didn't
L H alth 3 | t da here would you have gone
10 get care?

would have made an office appointment.

Anthem V v

BlueCross




Kiosks

MEDSUITE ENCLOSED MEDSTOP CONSOLE MEDSTOP PORTAEBLE
Create a convenient and private Can be placed anywhere that Compact kiPSk sitsona C!‘?Sk or New tablet version
space just about anywhere. does not require added privacy. table allowing for portability. 2019

LiveHealth |oNLINE

MedSuite

» Kiosks can be used for members who do not have access to a mobile device

or computer.

Anthem PR » These kiosks offers diagnostic tools.
* B

BlueCross




Video demonstration

This video demonstrates the LHO user experience and functionality.

Double click on the video to play.

Anthem. gy

BlueCross




Thank you

Questions?

https://mediproviders.anthem.com/ca
Anthem Blue Cross is the trade name of Blue Cross of California. Anthem Blue Cross and Blue Cross of California Partnership Plan, Inc. are independent licensees

of the Blue Cross Association. ANTHEM is a registered trademark of Anthem Insurance Companies, Inc. Blue Cross of California is contracted with L.A. Care Health

Plan to provide Medi-Cal Managed Care services in Los Angeles County.
ACAPEC-1548-18 September 2018

Anthem. gy

BlueCross




	Anthem Blue Cross (Medi-Cal)
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8

