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Commitment to Quality

Improving health care

Allwell’s primary goal is to provide the services our members
need to stay healthy and participate in all the activities they
enjoy. Medicare Advantage plans are rated on a scale of 1-5
Stars (with 5 being best) based on their performance in a
variety of areas. The table below has the Star ratings Allwell
received for the 2020 Stars rating year on a selection of
health outcomes important to help you feel your best.

4-5 Stars

» Good blood sugar control « Annual eye exam for
for diabetics diabetics

« Taking cholesterol « Taking cardiac medications
medications as prescribed as prescribed

« Taking diabetes
medications as prescribed

Thank you for taking an active role in your health and achieving
the goal of 4 and 5 Stars! If you haven’t already, make this the

year to take action - schedule cancer screening tests, get a flu
vaccine, complete a health assessment, and take more walks. One
of the most important steps you can take is to complete an annual
physical and inform your doctor of any health issues.

If you have suggestions, or if you would like more information about
our Quality Improvement Program, please contact Member Services
at the toll-free number on the back of your member ID card.



How We Make
Coverage Decisions

At Allwell, we want to help you and your family be healthy,
secure and comfortable. There should be no barriers between
you and the care you need to get - and stay - healthy.

We believe that all decisions
about the care you get

should be based on your
medical needs, medical
appropriateness, safety, and
current coverage. Allwell in

no way encourages or offers
financial incentives to its
contracted doctors or any
person to deny any type of care
or treatment to our members.
Allwell does not give money
to decision makers in a way
that encourages them to make
choices that could prevent you

from using needed services.
Doctors who do not give proper
services to our members will
be investigated, and we may
choose to end our contracts
with them. Allwell will not

use information, such as your
race, ethnicity or language
preference, to make decisions
about coverage or benefits.

Looking at New
Technologies

Allwell always looks at new
procedures, drugs and devices
used to treat diseases and
conditions. These are called
new technologies. Allwell has
steps in place to review new
technologies and decide if they
will be covered benefits. New
technologies are experimental
and are reviewed at various
stages of clinical studies.

During this time, health
professionals study their safety
and how well they work.

Allwell reviews the studies in
the medical literature and
gets input from experts

to decide if they are safe,
effective, and medically
necessary and appropriate.

Questions?

Call the toll-free or TTY
Member Services number
on the back of your
member ID card. From
October 1 to March 31, you
can call us 7 days a week
from 8 a.m. to 8 p.m. From
April 1 to September 30,
you can call us Monday
through Friday from 8 a.m.
to 8 p.m. A messaging
system is used after hours,
weekends, and on

federal holidays.




To access all this and more, go to
allwell.azcompletehealth.com,
and log in.

You can also track
your claims and get
pharmacy information

by calling the Member
Services number on
the back of your
member ID card.

Connect with
Allwell Online

With your no-cost online account at
allwell.azcompletehealth.com, you can save time,
manage your plan information and build healthy habits.

Here are some of the options available when you log in:

Under my health plan

 View and print a copy of
your coverage documents,
including your plan’s:

- Certificate of Insurance,
located under Evidence
of Coverage
(which includes your
Member Rights &
Responsibilities)

- Schedule of Benefits
(such as copayments,
coinsurance and
deductibles)

- Benefit restrictions and
out-of-area services

Under my account

» Request a second
opinion with an online
authorization form

« Print or order ID cards

« Manage your account
information (such as
changing your contact
details - home address,
email address or
password)

« File an appeal or complaint

Under pharmacy
coverage

« See your pharmacy benefits
« Manage your prescriptions
» Get mail order forms

« Research medication
information

 Find a pharmacy

Under my plan activity

« Submit and track the
status of medical claims
(Note: You can also track
your claims by phone.
Call the Member Services
number on the back of
your Allwell ID card.)

« View prescription history

 View or begin a
reimbursement request

Under provider search

« Find a doctor, specialist,
hospital, medical group,
urgent care, or other
facilities

 Locate a supplemental
plan provider (these
are doctors who offer
services like behavioral
health, dental, vision, or
alternative care)




Welcome to myStrength™ @vstrength

At times, we all struggle with our moods. Anxious or
depressive thoughts can weigh us down. Seeking help
when you need it and focusing on your mental health are
important. Now you can use web and mobile tools to help
you feel better and stay mentally strong.

Strengthen your mind, « All this is included with

body and spirit your Allwell coverage - at no

myStrength is a confidential additional cost!

online resource, personalized Personal support -

to help improve your mood.
These self-help resources are
designed to help empower

you to become - and stay 0 SIGN UP TODAY

; mfr;]tall);]‘a nd [)hybsllcally Log in to allwell.azcompletehealth.com,
ealt y This valuable resource and click on the Wellness Center tab to find
offers in-the-moment mood myStrength; then click Discover myStrength >

on demand!

tracking, and it offers you Go to Allwell myStrength.
immediate stress-relief : .
activities that can help you e On the Allwell myStrength portal, click Sign Up.
achieve lasting, healthy change. Complete the myStrength sign-up process with a
brief wellness assessment and personal profile.
Wh){ myStrength? Here Go mobile! After setting up an online account,
are just a few reasons: download the myStrength app for iOS and Android
« Avariety of mood-improving devices, and register using the same email and
resources password.
- Step-by-step eLearning
modules

« Interactive tools

» Weekly action plans

« Daily inspiration

« Asite that’s highly
confidential and

HIPAA-compliant' -
for your privacy!

THealth Insurance Portability and Accountability Act, a 1996 federal law that restricts access to
individuals’ private medical information.

Members have access to myStrength through their current enrollment with Allwell from Arizona Complete
Health.



Healthy Aging, Healthy Woman

Healthy aging begins with prevention, by taking control of your health through regular
wellness visits, screening tests and immunizations. Less than half of adults aged 65 and
older are up to date on recommended screenings and immunizations. More details can be
found on Page 11.

Mammography

« Women over 50 should have amammogram every one to two years, depending on
their risk factors, to check for breast cancer. A screening mammogram takes about
20 minutes, while a diagnostic mammogram generally takes more time.

« Talk to your provider if additional screening is needed.

Osteoporosis Screening
 Have a bone density scan (DEXA) to screen for osteoporosis every two years for women
ages 65 and older. Early osteoporosis screening can reduce fall risk and prevent fractures.

« Ask your provider which exercises can help prevent osteoporosis.

Cholesterol Screening and Heart Disease Prevention
« If cholesterol level is normal, then have it checked every five years.
- If cholesterol level is high and you have other conditions, such as diabetes, heart

disease, kidney issues or certain other conditions, then talk to your doctor about
frequency of screening.

Colorectal Cancer Screening
- Several tests are available for colorectal cancer screening, including fecal occult
blood testing, Cologuard®, sigmoidoscopy, or colonoscopy.

« Talk to your doctor about the type and frequency of screening needed.

Eye Exam
* Have an eye exam every one to two years.

- If you have diabetes, get an eye exam at least every year.

Diabetes Screening
- Screen for diabetes every three years if you are in good health.

- Being overweight and having other risk factors for diabetes requires more
frequent screenings.

Oral Health

- Get a dental exam at least once a year, and more often if your dentist says you
need one.

« Talk with your dentist about any problems or changes you’ve noticed with your
teeth, gums, or the inside of your mouth.



Feta Garbanzo Bean Salad

Ingredients

« 1can (15 ounces)
garbanzo beans, rinsed
and drained

« 1-1/2 cups coarsely
chopped English cucumber
(about 1/2 medium)

« 1can (2-1/4 ounces) sliced
ripe olives, drained

» 1 medium tomato,
seeded and chopped

* 1/4 cup thinly sliced
red onion

* 1/4 cup chopped
fresh parsley

« 3 tablespoons olive oil

- 1tablespoon lemon juice
+ 1/4 teaspoon salt

- 1/8 teaspoon pepper

+ 5 cups torn mixed
salad greens

* 1/2 cup crumbled
feta cheese

Directions

Place the first 11 ingredients
in a large bowl; toss to
combine. Sprinkle

with cheese.

Nutrition Facts

2 cups: 268 calories, 16g fat
(3g saturated fat),

8mg cholesterol, 586mg
sodium, 24g carbohydrate
(4g sugars, 7g fiber),

9g protein.

https://www.tasteofhome.com/recipes/feta-garbanzo-bean-salad/

7



My Wellness and Prevention Checklist

ARE YOU MAKING THE MOST OF YOUR OFFICE VISITS?
GETTING PREVENTIVE CARE IS KEY TO KEEPING HEALTHY.

Please take this health checklist to your doctor visit.

Your doctor will review the list and provide advice

on care or tests. There is space for you or your doctor
to write notes on what was discussed. We hope this will be a
useful tool for your health care and make the most of your visit.

Patient’s name:

Age: Today’s date:

My next
appointment

Physician name:

Phone number:

Topics discussed with my doctor today

[ Today’s physical exam and lab results:

] Medication review and issues:

[J Any pain and how to manage it:

[J Emotional well-being and memory issues:

[J problems with physical or daily activities and exercise plan:

[J Fall or balance issues and how to prevent them:

[ Bladder control:

Schedule these tests/shots:

Mammogram
Date:

Colorectal cancer screening

Date:

Bone density test
Date:

\

Eye exam —
Date: | .E.\L
Alc test

Date:

Other

Date:

Flu shot
Date:

2

Pneumonia shot
Date:

Shingles shot
Date:




Everything from Ato V
for Preventive Health

Review the preventive health screenings, tests and services
below to understand why your doctor is ordering certain
services. Medicare covers preventive care services that your
doctor may recommend for you. Review your Evidence of
Coverage for more coverage details.

When and Why it is Important

Test/Screening
Abdominal Aortic Aneurysm

This is a weakness in a large blood vessel in the abdomen. The
one-time-only ultrasound may be ordered for persons at risk:
family history, age (65-75), male, smoker.

Annual Wellness Visit

During this annual visit, your doctor can review your individual
health needs, including medications, and advise you on steps to
take to stay healthy.

Cardiovascular Health

These are blood tests important for the health of your heart:
cholesterol, lipids and/or triglyceride levels every five years.

Colon Cancer Screening

These screening tests are performed to detect cancers of

the lower gastrointestinal tract (colon and rectum). They

are recommended from ages 50-75 and the frequency varies

according to the type of test and your level of risk. Persons

with close family or personal history of colon cancer, polyps,

and inflammatory bowel disease, such as ulcerative colitis and

Crohn’s disease are considered at higher risk. Your doctor will

advise the type and frequency of testing for you. For low risk:

« Colonoscopy - inspection of the entire colon by inserting a
tube through the rectum every 10 years.

« Sigmoidoscopy - inspection of the lower colon by inserting
a tube through the rectum every five years.

« Taking a sample of stool to test for cancer cell markers
(DNA based) every three years.

» Taking a sample of stool to test for blood cells (FIT or FOBT)
every one year.

Diabetes Screening Tests

These blood tests measure how well your body is metabolizing
or using sugar (glucose). Screening tests for diabetes are usually
recommended every year for adults at risk without diabetes and
every six months for those diagnosed with prediabetes.

(continued)



Test/Screening When and Why it is Important

Glaucoma Screening This is a test of your eye pressure. If it is too high it can cause
vision damage. It is covered annually for those at high risk:
diabetes, family history, African-Americans starting at age 50,
and Hispanic-Americans starting at age 65.

Human Immunodeficiency This is a blood test to detect evidence of HIV infection that can
Virus (HIV) progress to serious illness if untreated. It is covered:

 One screening test every 12 months.

« Up to three times during pregnancy.

Lung Cancer Screening Low dose computed tomography (LDCT) for persons at risk for

lung cancer every year:

« Doctor provides lung cancer counseling.

« For ages 55 through 77.

« No signs or symptoms of lung cancer.

« History of 30 pack-years of smoking.

« Current smoker or one who has quit smoking within the last
15 years.

Mammography This is an x-ray of the breasts to detect breast cancer. Covered if
recommended by your doctor:

« First or “baseline” test between age 35-39.

« Every year for those 50 and older.

Osteoporosis Screening This is a test that measures bone density or strength to see if

you have osteoporosis or weakened bones. Generally covered

every two years for those at risk:

« doctor determines risk based on medical history and other
findings.

Prostate Cancer Screening This screening is for cancer of the male reproductive organ for
ages 50 years and older. It usually includes a physical exam and
a prostate-specific antigen (PSA) test (annually) based on your
symptoms and your doctor’s recommendation.

Vaccinations for Adults These vaccines are specifically recommended for older adults to

prevent infections because they are at higher risk:

« Flu (influenza) one vaccine every year.

« Pneumonia vaccine for those ages 65 and over.

« Shingles (herpes zoster) vaccine for ages 50 and older
depending on vaccine.

Additional vaccines may be covered if you are at risk based on

your medical history and ordered by your doctor. Some vaccines

may require two doses.

Source: https://www.cms.gov/Medicare/Prevention/PrevntionGeninfo/medicare-preventive-services/
MPS-QuickReferenceChart-1.html

10



In-Network Pharmacies
Can Save You Time

You have two choices of where to get your covered Part D
immunizations (such as for shingles): your doctor’s office,

or an in-network pharmacy.

Allwell has thousands of
pharmacies in our national
network. Our in-network
pharmacies bill us directly
for your Part D vaccines. You
simply pay your share of the
cost (copay or coinsurance)

when you receive your vaccine.

If you choose your doctor’s
office you may need to pay an
out-of-pocket cost up front,
and then submit a claim to
Allwell to get reimbursed for
our share of the cost.

Getting your Part D
immunizations at the
pharmacy is easy. Just

bring in your prescription

or ask your doctor to send

it electronically. In most
cases, your pharmacist will
administer the vaccine and bill
us directly. Check with your
pharmacy first and ask if you
need an appointment.

Talk with your doctor before
you get your immunizations to
decide which approach is best
for you.

n



Allwell has a team of health
care professionals who

can help you navigate the
complicated world of
health care.

Case Management
Means Real Help for
Serious Illnesses

Finding your way through the health care system can be a
challenge. This is more true if you or a loved one is facing a
serious illness. Allwell has a team of nurses, social workers
and other health care professionals who can help. They
work with you and your doctors to develop a plan to help
you manage your illness and regain your health.

A case manager can:

« Help find community
resources to support
your care.

« Help all your doctors and
providers to better share
information about your
care with one another.

» Guide you to make the
most of your health care
benefits.

« Help you fully understand:
- Your health condition.
- Your treatment options.
- The actions you can take
to improve your health.

It is your decision whether
to take partin case
management. Your choice
will not affect the status of
your health care benefits.

Case management

may help if you or a
loved one:

« Has a complex illness,
such as:
- Diabetes
- Coronary artery disease.
- Asthma
- Congestive heart failure.
- Atransplant
- End-stage renal disease.
- Cancer

» Has had many hospital
stays.

« Needs advanced or
extensive home care.

« Has had a traumatic injury.

« Has a terminal illness.

You can learn more about how your caregiver or doctor can refer you to the case management
program. You can also ask for an evaluation to find out if case management can help you. Call us
toll-free at the number on the back of your member ID card.
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Make a Change!

Urinary incontinence (Ul) is urine leakage that cannot be
controlled. This is more common than you may think, but
the good news is your doctor can help!

Many people with urine leakage wait years before asking for help
and often give up things they enjoy for fear of leakage in public.
This can change! There are treatments and options available that
can help. If urine leakage is a problem for you, talk to your doctor.

If you find it hard to bring up the topic, you can say something like:

There are times when | cannot control my bladder.2

This will let your doctor know you want to talk about it. Your
doctor can help by learning more about what caused your bladder
leakage and suggest the best ways to treat it.

If you have an issue with bladder leakage, talk with your doctor
so he or she can help. That is the best way you can make a change
and get back to doing the activities you enjoy!

Did you know?

Millions of Americans have
urine leakage. Over one in four
men and one in two women
are affected.! Urine leakage
can have a negative effect on

many aspects of your life.

1Urology Care Foundation: The Official Foundation of the American Urological Association. Retrieved
from: https://www.urologyhealth.org/urologic-conditions/urinary-incontinence. March 5, 2018.

2National Institute on Aging. Talking with Your Older Patient: Talking with Older Patients about
Sensitive Subjects. Retrieved from: https://www.nia.nih.gov/health/publication/talking-your-older-
patient/talking-about-sensitive-subjects#incontinence. March 5, 2018.
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The best part...MDPP is
available at no cost to
qualified members.

Have You Been Told You
Are Prediabetic?

We’re excited to tell you about a great benefit that’s
available to Allwell Medicare members who meet

the requirements.

The Medicare Diabetes
Prevention Program (MDPP)
is a lifestyle change program
that can help you lose weight,
adopt healthy habits, and
reduce your risk of developing
diabetes. Prediabetes is when
blood glucose (sugar) levels
are higher than normal but
not yet high enough to be
diagnosed as diabetes.

Many times people

have prediabetes before
developing type 2 diabetes.
The Centers for Disease
Control and Prevention
(CDC) estimates that up to
50 percent of seniors are

at risk for developing type
2 diabetes.1 The MDPP is a
preventive service for
Medicare patients at risk for
type 2 diabetes.

The following elements are included in the program

to help you succeed:
(

A focus on healthier food choices and increased
/ activity levels.

ooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooo

16 weekly lessons over the span of six months,
followed by monthly maintenance sessions.

ooooooooooooooooooooooooooooooooooooooooooo

health coach.

ooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooo

One-on-one interactions with a lifestyle

oooooooooooooooooooooooooooooooooooooooooooo

Small group, in-person classes for
encouragement and support.

Allwell has partnered with a vendor, Solera Health, to provide this service and match qualified
members with a program that best meets their needs and preferences.

Visit www.solera4me.com/allwell or call 1-877-790-4520 (TTY: 711), Monday-Friday, 9:00 a.m. to
9:00 p.m. Eastern time (ET) to see if you pre-qualify.
We hope you’ll use this opportunity to make a lasting impact on your health.
Twww.cdc.gov/diabetes/prevention/prediabetes-type2/preventing.html
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Using Statins to Keep
Your Heart Healthy

Why deal with challenges in taking heart-healthy
medication? Talk with your doctor or pharmacist soon
about your choices and their outcomes.

Heart disease has been the
leading cause of death and
disability in the United States
among adults with high
cholesterol, high blood pressure,
and uncontrolled diabetes.

Your body makes and needs
cholesterol. But having too
much can raise your risk of
heart disease. Controlling your
cholesterol is one way to help
prevent problems with your
heart. In addition to a healthy
diet and exercise, taking statin
medications and ACE inhibitors
with aspirin, which help reduce
heart attack and strokel, is
important in treating high
cholesterol. These drugs have
become the gold standard

for treatment.

Chances are this isn’t the first
time that you are reading
about statins, which include
atorvastatin (Lipitor®),
simvastatin (Zocor®), and
many others. These drugs,
which have been around for a
long time, reduce the risk of
heart attack, stroke and even
death from heart disease by
about 25% in some people.

2 Because statins are one of
the most widely used and
prescribed drugs, we have
more knowledge about the
long-terms effects. Statins
work by decreasing the amount
of LDL or “bad” cholesterol

in your bloodstream. Before
prescribing, your doctor takes
your medication history into
account, making sure the
benefits outweigh any risk of
taking the medication.

(continued)
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Taking prescription
medications as prescribed is a
major part of staying healthy
and avoiding complications

from these serious conditions.



One side effect of statins is
that they can cause muscle
pain. But less than five percent
of people who have muscle
pain while taking a statin truly
have trouble taking a statin 3.
If this happens to you,

don’t stop taking the statin!
Sometimes your muscle pain
can be caused by something
else, such as heavy exercise,
other disease conditions, or
low levels of vitamin D.

Check with your doctor to see
if you need a lab test to help

Medication tips:

Know the brand, generic and over-the-counter names of
your medications. Keep a current list of all medications and
any herbal products that you take.

Work with your doctor to find the right mix of diet, exercise
and medication.

Talk to your pharmacist about your medications and what
to expect when you take them.

If you becomeill, let your doctor know. Some medications
that you can take without a prescription, such as for a
cold, have a lot of sugar or may react with your current
medications. Ask your doctor or pharmacist what the best
choices are to avoid serious drug reactions.

Alcohol has calories and can affect medications. Ask your
doctor or pharmacist if it is safe to drink alcohol with your
medications.

If poor memory, side effects or cost are a few of the reasons
you stop taking your medication, talk with your doctor or
pharmacist for help.

learn the true cause of the
muscle pain. Also, talk with
your doctor about adjusting
the dose or trying a different
statin. Simply changing to
another statin can make the
symptoms go away.

While medications can reduce
cholesterol levels to lower
your risk of heart disease

and stroke, making diet and
lifestyle changes are just as
important for keeping your
heart healthy.

1Dudl, JR et al. Preventing myocardial infarction and stroke with a simplified bundle of cardio
protective medications. American Journal of Managed Healthcare. 2009. 15(10): €88-e94.

2 Reimond S, Khera A, Hill J. 10 truths about statins and high cholesterol. UTSouthwestern Medical
Center. https://utswmed.org/medblog/statins-answers. Accessed March 12, 2019.

3 Banach M, Rizzo M, Toth PP, et al. Statin intolerance - an attempt at a unified definition. Position
paper from an International Lipid Expert Panel. Arch Med Sci. 2015;11(1):1-23.

16



DMARDs for Treating
Rheumatoid Arthritis:
Pain-Free Living

People with rheumatoid arthritis (RA) are living full, active
lives thanks to disease-modifying antirheumatic drugs,

or DMARDs.

« Rheumatoid arthritis is a
disease that causes your
immune system to attack
your joints. Unfortunately,
there is no cure. If left
untreated, it can cause
serious joint damage and
pain.

» Some medications are
prescribed to help with
pain, but not to treat the
underlying cause of the
pain. DMARDs are a group of
medications that block the
immune system to prevent
inflammation and joint
damage, which is responsible
for the pain.

» The Food and Drug
Administration (FDA) has
approved all DMARDs. Many
people take them without
ever having problems. Due to
these medications blocking
the immune system, there
are important side effects to

discuss with your doctor first.

DMARDs affect everybody
differently and could take up
to a couple months to see
and feel the benefits.

It is important not to stop
taking these medications
once pain and swelling is
gone. This is usually an
ongoing treatment unless you
are advised to stop by your
doctor.

There are many DMARDs and
not all are the same. If you
have tried one in the past
there may be a better option
available to start.

Common DMARD

generic medications

include: methotrexate,
hydroxychloroquine,
leflunomide, sulfasalazine,
and more. Ask your doctor
about these medications and
if they will be appropriate
for you.

What are Disease-Modifying
Anti-rheumatic drugs
(DMARDs)?

What should I expect from
DMARDSs?

How do DMARDSs treat RA?

How soon can | start taking
DMARDSs?

What are the different types
of DMARDS for my RA?

Are there any side effects
to taking DMARDs and are
DMARDs safe for me?

Notes:

Learn more about DMARDs. Visit: https://www.arthritis.org/living-with-arthritis/treatments/
medication/drug-types/disease-modifying-drugs/drug-guide-dmards.php
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Did you know?

Our Pharmacy Benefit
Manager (PBM) has dozens of
pharmacists and pharmacy
technicians ready to help with
any drug or pharmacy issue.

Our Pharmacists
Are at Your Service

Our pharmacists provide a wealth of support and
information, whether you contact them or they reach out

to you to offer advice and answer questions. Each day, our
clinical pharmacists review our members’ prescription drug
histories. They look for ways to improve our members’

drug therapies.

These pharmacists help our
members get the most from

their Allwell pharmacy benefit.

They’re very good at what
they do. As more than a few
members have said, “I never
knew my insurance company
cared about me so much!”

Members who have difficulty
taking their diabetes,

high blood pressure and

high cholesterol drugs get
telephone calls and letters
from our pharmacists offering
ways to help with their long-
term conditions.

Our experienced

pharmacists take their
time to explain:

« The reasons for taking new
and long-term prescription
medicines.

« How taking the medicines
should affect the body.

« How and when conditions
should stabilize or improve
while taking the medicines.




For members who take After each review, these

multiple drugs for chronic members get letters that
conditions or other illnesses, explain what was found and
our pharmacists use an how to get a full medication
automated process to check review with a pharmacist.

drug histories four times a

year. They can see: For information about any of

our pharmacy services, visit

« Prescribed medicines and our website at:
amounts. allwell.azcompletehealth.com,
« When doctors prescribed or call Member Services at the
medicines and for how long. toll-free number on the back of

your member ID card. We are

* Any drug interaction here to assist you seven days

cohcerns. a week, between 8:00 a.m.
They also can see if and when and 8:00 p.m. (automated
prescriptions were filled at telephone service is used some
local pharmacies or sent by weekends and holidays).

Allwell’s mail order pharmacy.
Our pharmacists also work
with members’ doctors, when
needed, on ways to improve
their treatment plans.  Taking your medicines exactly as your doctor prescribes.

Talk with your Allwell pharmacist about:

« Clearly understanding what your medicines can do when
taken correctly.

« Staying organized by listing all of your prescription
medicines and over-the-counter drugs, supplements and
medical supplies (visit www.scriptyourfuture.org for a
wallet-size checklist).

» Taking your medicines regularly by using a seven-day
pillbox and setting an alarm.

« Marking your calendar as a reminder to call in refills so you
won’t run out.

» Getting automated refills by signing up at your local
pharmacy.

« Picking up all of your refills at your local pharmacy on the
same day each month.

« Lowering your copayment costs by asking for generics and
90-day supplies.

« Using our mail order pharmacy to reduce trips to your local
pharmacy and save money.

« Talking with your doctor after any lab work and after you
are admitted to and discharged from a hospital.
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Members who need hearing-
and speech-impaired
assistance can reach the
TTY line by calling 711.

You don’t
have to go

through it
alone.

Emotional Health
and Wellness

We are committed to providing access to the highest quality
medical care. We also want to be sure that each member’s
emotional health is also considered. Overall wellness includes
both physical health and emotional health - as the mind and

body are connected.

As an Allwell member, in
addition to your medical benefits
you have access to behavioral
health resources that can help
you stay emotionally healthy.
Stressful life events like an
illness, loss of a loved one or
financial problems can have a
serious effect on your emotional
well-being.

If you have been diagnosed with
anxiety or depression or think
you may be having symptomes, it
is important to understand that
these conditions are not a sign
of weakness.

These are treatable conditions,
and talking with your doctor is
an important first step to
feeling better.

Effective treatments
can include:

» Medications

« Supportive counseling
(psychotherapy)

« A combination of
medication and counseling

Besides anxiety and depression,
Allwell can provide help with

a number of other behavioral
health issues. Allwell has free
resources available online that
can help you learn more
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about multiple aspects of many
behavioral health conditions.
Log in to our websites at:
allwell.azcompletehealth.com,
and select Wellness Center > Get
Healthy > Symptom Checker.

Allwell also provides members
with access to the Nurse Advice
Line. If your doctor is not
available and you need advice on
the level of care your condition
might need, you can call the
Nurse Advice Line and speak to a
clinician 24 hours a day at no cost.
Call 1-800-835-2362 (TTY: 711)

Managed Health Network, LLC
(MHN) is Allwell’s behavioral
health subsidiary, which may be
available to help support you
and your primary care physician
with your emotional health. To
see if you have behavioral health
coverage provided by MHN, refer
to your plan documents or check
for the MHN phone number on
the back of your member ID card.

Remember, seeking help is not
a sign of personal weakness.
You can always talk to your
doctor about any concerns you
have. Identifying your, or your
loved one’s, emotional condition
and getting help can be the first
step toward a healthier and
happier life.



Tobacco Cessation

Are you ready to set a clear path to quitting? About 20
minutes after you quit tobacco, your body begins an
amazing healing transformation that reduces your risk for
cancer and many other health problems associated with
tobacco. The Quit For Life® Program is here to help you
every step of the way - beginning with a one-on-one phone
conversation with a highly trained Quit Coach. Together,
you’ll map out a personalized plan to help you overcome the
triggers and barriers that make it hard to quit. Plus, your
coach will give you tried-and-true strategies to manage
cravings, handle social situations, and avoid triggers that

can derail you.

The Quit for Life® Program
will give you the heart to quit!
The trained Quit Coaches

are ready to help people just
like you overcome nicotine
addiction for any type of
tobacco use. Every one-on-
one coaching session gives you
the know-how and positive
encouragement you need to
quit for good.

Along with phone coaching,
you’ll have access to other
tools designed to help you stay
tobacco free 24/7, including:

« A copy of the step-by-step
Quit Guide to help you
throughout your quit process.

« Advice about nicotine
substitutes and medication
that may be right for you.

- Dedicated web platform
with eLearning modules,
community chat room and
access to a quit coach via
email.

Discover the benefits of
quitting tobacco and live
tobacco free!
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Enroll in the Quit for Life®
Program today!

Call 1-866-QUIT-4-LIFE
(1-866-784-8454), or visit
www.quitnow.net and

enroll online.



Please refer to your Evidence
of Coverage document

for benefit and coverage
information about urgent care

and emergency services.

When Is the Emergency
Room the Right Choice?

When you or a loved one is hurt, you want the best care
possible. Deciding where to go isn’t always easy. Sometimes
you need care fast, but a trip to the emergency room (ER)
may not be needed. Many people do not realize that other
treatment options are available for many illnesses. Urgent
care centers (UCCs) can treat many conditions and minor
illnesses. Most UCCs are open after normal business hours,
and chances are you won’t wait as long as at the ER.

Emergency care vs.
urgentcare

EMERGENCY CARE

In general, a medical
emergency is when your life,
body parts or bodily functions
are at risk of damage or loss
unless you get medical care
within a few hours. It can also
be a sudden, extremely painful
condition that you believe needs
immediate medical attention.

If you think you have an
emergency situation, call 911
or go to the nearest hospital.

URGENT CARE

In general, urgent care is

for a situation that is not
life-threatening and can be
cared for in the next 24 hours.
UCCs can also be useful if
you need care after normal
business hours or when

you are out of your plan’s
service area. Research the
closest UCC by talking to your
doctor or visiting:

allwell.azcompletehealth.com.
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You can also call your

doctor. He or she may book
an appointment for you or
recommend a UCC in

Allwell’s provider network. If
your doctor is not available,
you can call the Nurse Advice
Line and speak to a clinician
24 hours a day at no cost. Call
1-800-835-2362 (TTY: 711).

Tips to remember!

« You can also call your
medical group if you
cannot see your doctor.

e Call your primary care
physician as soon as
possible after leaving a
UCC or ER. Then he or
she can coordinate any
necessary follow-up care.




Your Experience Matters

WE WANT TO HEAR FROM YOU.

At Allwell, your voice matters. If you receive a survey about
your health care experience, we want to hear from you. It’s

how we make sure you’re getting the quality of care and the
level of service you deserve. We want you to be healthy

and happy!

You may soon be selected This CAHPS Survey is a

to complete a Member questionnaire that collects
Experience survey. This is your feedback on experiences
known as the CAHPS® Survey. with your providers and your
CAHPS stands for Consumer health plan.

Assessment of Healthcare
Providers and Systems.

Here is why it is important:

The CAHPS survey is required by Medicare. If you are
one of the few selected to complete the survey, the

Centers for Medicare and Medicaid Services (CMS) will
send you a letter and a survey a couple weeks later.

This usually happens in spring of each year.

You may be asked questions about whether the Call
Center treated you with courtesy and respect, how
your doctor communicated with you, and the overall
rating of your health plan. Your feedback on different
aspects of your health care is important.

Survey responses can help us understand what needs

improvement or what is working well.

Allwell from Arizona Complete Health HO351 Plan
CAHPS Scores increased from 2018 in the following
measures:

- Getting Needed Care rose from a 1 Star to a 2 Star rating.

- Care Coordination rose from a1 Star to a 2 Star rating.
Allwell from Arizona Complete Health H9287 Plan

CAHPS Scores increased from 2018 in the following
measures:

» Getting Needed Prescription Drugs increased from
2 Star to a 4 Star

e Care Coordination increased from a 1 Star to a 2 Star
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What Do Our Members Think?

Medicare Members embrace technology trends

73%o use cell or mobile 5290 found reminder i 53%o of members thought
: screening calls prompted ¢ flu vaccine reminders were
LTI IR ORI @ them to get the screening  :  effective (via the mail, email,

with prescriptions, or by a

phone call)
METHODS THAT WORK BEST FOR LEARNING ABOUT HEALTH
TOPICS AND IMPROVING YOUR HEALTH
o o

In-person health education classes

Presentations on health topics

Interactive computer program 7% 48% 52%

Watching webinars or podcasts 99/
° 390 members responded

Receiving educational emails to our Member Survey
Health videos on the web

Health information mailers

Phone call from a health educator

0% 10% 20% 30% 40%

As a result of education received through Allwell from
! Arizona Complete Health over the past year:

only 23% of members are O \ 43°/o improved how often they took medication

dered
registered with Allwell from il D E

Arizona Complete Health’s (
member portal 4290 increased level of activity
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We Have a Language
Assistance Program
for You

Is it easier for you to read and speak in a language other
than English? Allwell has a no-cost Language Assistance
Program to help us talk to each other. Allwell’s Language
Assistance Program offers interpreters, translations and
alternate formats of print materials.

Oral translation allows you to have documents
you get from Allwell read to you in your language.

To request an interpreter, please call the number on Interpreter assistance helps
the back of your member ID card. You should call at
least five days in advance if you would like to request
an in-person interpreter. We will do our best to find
you an in-person interpreter. Sometimes a telephone and Allwell staff.
interpreter may be the only option available.

No-cost telephone interpreter services are available

in over 150 languages. Interpreters are available

during call center business hours.

you talk with your doctor,
other health care providers

Written translation allows you to get some
documents in some languages.

Alternate formats of print materials are available
upon request. Alternate formats include large print
and accessible PDFs.

To request a translation or alternate format, call
the Member Services number on the back of your
member ID card.

Interpreters are « You can get an interpreter at

available for you: no cost for all of your medical

« You cannot be required to appointments.

bring your own interpreterto  * You have a right to file a
a medical appointment. grievance if your language

« You do not need to use family needs are not met.

or friends as interpreters. - Sign language services are

« You cannot use a minor as an available upon request.

interpreter, unless there is
an emergency and no other
interpreter is available.
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Your Language
Preference

Please call us at the number on the back of your member
ID card to let us know your preferred spoken and written
language. We may also ask your race and ethnicity. We use
this information to improve the quality of services that you
receive. You have the option to decline to answer if

you prefer.

Allwell will protect your race Allwell will not use your
and ethnicity information. race, ethnicity or language
Individual language, race information to determine
and ethnicity information will coverage eligibility.

only be shared with health
care providers for quality
improvement purposes.

If you need help with the enclosed information, please call
Member Services using the phone numbers on the back cover.
Interpreter services are available Monday through Friday during
the hours listed on the back cover.




Know Your Rights and
Responsibilities

Allwell is committed to treating you in a manner that
respects your rights, recognizes your specific needs
and maintains a mutually respectful relationship. To

demonstrate our commitment, Allwell has adopted a
set of member rights and responsibilities.

These rights and responsibilities apply to your relationship
with Allwell, our contracting practitioners and providers,
and all other health care professionals.

You have the You have the
right to: responsibility to:

* Receive information « Supply information

about Allwell, its services,
its practitioners and
providers, and members’
rights and responsibilities.

Be treated with respect
and recoghnition of your
dignity and right to privacy.

Participate with
practitioners in making
decisions about your
health care.

Have a candid discussion
about appropriate or
medically necessary
treatment options for your
condition(s), regardless of
cost or benefit coverage.

Voice complaints or
appeals about the
organization or the care
it provides.

Make recommendations
regarding Allwell’s
member rights and
responsibilities policies.

(to the extent possible)
that Allwell and its
practitioners and providers
need to provide care.

« Follow plans and

instructions for care that
you have agreed on with
your practitioners.

« Understand your health

problems and participate
in developing mutually
agreed upon treatment
goals to the highest degree
possible.
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PHI includes
information about:

You, including demographic

information, such as your
race, ethnicity or language
spoken, or any information

that can reasonably be used

to identify you.

« Your past, present or
future physical or mental
health or condition.

« The provision of health
care to you.

 The payment for that care.

Allwell is required by federal
and state laws to notify you

about your rights and our legal

duties and privacy practices
with respect to your PHI.

How We Protect
Your Privacy

Protecting your privacy is a top priority at Allwell. We have
strict policies about how we may collect, use or disclose
your protected health information (PHI). In addition, you
have certain rights regarding the information we maintain
about you.

Allwell’s Notice of Privacy Practices explains:

« How your PHI may be used or disclosed.

« Your rights as a member to access PHI and to request
amendments, restrictions or an accounting of disclosures of PHI.

 The procedures for filing a complaint.

For a copy of Allwell’s privacy policies, please log in to our
websites at: allwell.azcompletehealth.com; then, scroll down to
the bottom of the page and click Notice of Privacy Practices. You
may also request a copy by calling the toll-free Member Services
number on the back of your member ID card.

For questions about the Notice of Privacy Practices, please email:
Arizona: privacy@centene.com

Allwell from Arizona Complete Health is contracted with Medicare for HMO and HMO SNP plans.
Enrollment in Allwell depends on contract renewal.

This plan is available to anyone who has both medical assistance from the state and Medicare.
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Section 1557 Non-Discrimination Language
Notice of Non-Discrimination

Allwell complies with applicable federal civil rights laws and does not discriminate on the basis of race,
color, national origin, age, disability, or sex. Allwell does not exclude people or treat them differently
because of race, color, national origin, age, disability, or sex.

Allwell:

* Provides free aids and services to people with disabilities to communicate effectively with us, such as
qualified sign language interpreters and written information in other formats (large print, accessible
electronic formats, other formats).

* Provides free language services to people whose primary language is not English, such as qualified
interpreters and information written in other languages.

If you need these services, contact Allwell’'s Member Services telephone number listed for your state
on the Member Services Telephone Numbers by State Chart. From October 1 to March 31, you can
call us 7 days a week from 8 a.m. to 8 p.m. From April 1 to September 30, you can call us Monday
through Friday from 8 a.m. to 8 p.m. A messaging system is used after hours, weekends, and on
federal holidays.

If you believe that Allwell 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 by calling the number
in the chart below and telling them you need help filing a grievance; Allwell’s Member Services 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.nhs.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 (TTY: 1-800-537-7697).
Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.

Member Services Telephone Numbers by State Chart

(State = | Telephone Number and Plan Type

Arizona 1-800-977-7522 (HMO and HMO SNP) (TTY: 711)

Arkansas 1-855-565-9518 (TTY: 711)

Florida 1-877-935-8022 (TTY: 711)

Georgia 1-844-890-2326 (HMO); 1-877-725-7748 (HMO SNP) (TTY: 711)
lllinois 1-855-766-1736 (TTY: 711)

Indiana 1-855-766-1541 (HMO and PPO); 1-833-202-4704 (HMO SNP) (TTY: 711)
Kansas 1-855-565-9519 (HMO); 1-833-402-6707 (HMO SNP) (TTY: 711)
Louisiana 1-855-766-1572 (HMO); 1-833-541-0767 (HMO SNP) (TTY: 711)
Mississippi 1-844-786-7711 (HMO); 1-833-260-4124 (HMO SNP) (TTY: 711)
Missouri 1-855-766-1452 (HMO); 1-833-298-3361 (HMO SNP) (TTY: 711)
Nevada 1-833-854-4766 (TTY:711)

New Mexico 1-844-810-7965 (TTY: 711)

Ohio 1-855-766-1851 (HMO); 1-866-389-7690 (HMO SNP) (TTY: 711)
Pennsylvania 1-855-766-1456 (HMO); 1-866-330-9368 (HMO SNP) (TTY: 711)
South Carolina  1-855-766-1497 (TTY: 711)

Texas 1-844-796-6811 (HMO); 1-877-935-8023 (HMO SNP) (TTY: 711)
Wisconsin 1-833-981-0042 (HMO); 1-877-935-8024 (HMO SNP) (TTY: 711)

Y0020 20 13607MLI C 07222019
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Section 1557 Non-Discrimination Language
Multi-Language Interpreter Services

ENGLISH: ATTENTION: If you speak English, language assistance services, free of charge, are available to you.
Call the Member Services number listed for your state in the Member Services Telephone Number Chart.

SPANISH: ATENCION: Si habla espafiol, hay servicios de asistencia de idiomas disponibles para usted sin
cargo. Llame al numero del Departamento de Servicios al Afiliado que se enumera para su estado en la Ficha de
NUmeros de Teléfono del Departamento de Servicios al Afiliado.

CHINESE: 55X & : (IRIGERDP X > Mol AR BIEFESIEERT - A58 BRFFEEEIRISRFAZIN
IZFREINE = B ARFFER SRS

VIETNAMESE: LUU Y: Néu quy vi néi tiéng Viét, chung t6i c6 cac dich vu hd tre ngdn ngtr mién phi danh
cho quy vi. Xin vui long goi s dién thoai phuc vu héi vién danh cho tiéu bang ctia quy vi trong Bang so
dién thoai dich vu hdi vién.

FRENCH CREOLE (HAITIAN CREOLE): ATANSYON: Si w pale kreyol ayisyen, ou ka resevwa sevis gratis ki la

pou ede w nan lang pa w. Rele nimewo sévis manm pou eta kote w rete a. W ap jwenn li nan tablo nimewo

telefon sevis manm yo.

KOREAN: &AL 738171 Zh=ol & AMEsiAl= 4-F, 75 ol A AHlzg ol
S dEUTh HdA Auls Ak ol e Aske] F AR AUl hMEE
LR

FRENCH: ATTENTION : Si vous parlez francais, un service d’aide linguistique vous est proposé gratuitement.

Veuillez appeler le numéro de téléphone du Service aux membres spécifique a votre Etat qui se trouve dans le
tableau de numéros de téléphone du Service aux membres.

—

ARABIC:

& gl slac V1 cleas a8y Juadl | @l dalilh dulaall 4y galll sac lusall Ciland Gl Ay jal) Aadl) Chaati i€ 13) 1Azl
et aiall Y gl (alal) eliac V) cilara Caila o8 ) da3Y

POLISH: UWAGA: Jesli mowisz po polsku, mozesz skorzystac z bezptatnych ustug ttumaczeniowych. Zadzwon
pod numer dziatu obstugi klienta odpowiedni dla twojegd stanu, dostepny w Wypisie numerow télefonu dziatu

obstugi klienta.

RUSSIAN: BHUMAHME! Ecnu Bl roBopuTe Ha pycCKOM si3blKe, Mbl MOXeM Npeanoxuts Bam

6ecnnaTHble ycnyru nepesog4umka. MNo3soHuTe B OTAEn 06CNyXMBaHUS Y4aCTHUKOB MO yKazaHHOMY
Anst Bawero wrata HoMmepy B TernedgoHHOM cripaBoyHuke OTaena o6CnyXmBaHUsi y4aCTHUKOB

GERMAN: ACHTUNG: Falls Sie Deutsch sprechen, stehen Ihnen kostenlos sprachliche Hilfsdienstleistungen zur
Verfligung. Rufen Sie bitte die flr Ihren Bundesstaat zustandige Rufnummer des Mitgliederkundendiensts an, die
im Telefonverzeichnis des Mitgliederkundendiensts angegeben ist.

TAGALOG: PAUNAWA: Kung nagsasalita ka ng Tagalog, may makukuha ka na mga libreng serbisyong
pantulong sa wika. Tawagan ang numero ng Mga Serbisyo ng Miyembro na nakalista para sa iyong estado sa

Tsart ng Numero ng mga Serbisyo ng Miyembro.

GUJARATI: dlcttlot: %1 X lsRAcll cletcl &l cl, eldl Aslal A, oll3As, dHIRL HER

Ut 8. UL Acll 2A(Blot ool ARHL dAMIR AU HIZ YAMAEYU U A ook UR
sl 53,
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PORTUGUESE: ATENGAO: Se falar portugués, estdo disponiveis, gratuitamente, servigos de assisténcia

lingujstica. Ligue para o numero dos Servicos aos Membros indicado para o seu estado na Tabela de nimeros
de Telefone destes servigos.

ITALIAN: ATTENZIONE: se parla italiano, sono disponibili per Lei servizi di assistenza linguistica gratuiti.

Consulti la Tabella dei Numeri Telefonici dei Servizi per i Membri e chiami il numero dei Servizi per i Membri del
Suo stato.

PENNSYLVANIAN DUTCH: Geb Acht: Wann du Deitsch schwetze kannscht, un Hilf in dei eegni Schprooch
brauchst, kannscht du es Koschdefrei griege. Ruf die Glieder Nummer von dei Staat, ass iss Uff die Lischt an die
Glieder Hilf Telefon Nummer Kaart.

FLY030174ZMO00
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For more information, please contact:
Allwell

Visit our website at: allwell.azcompletehealth.com.

ARIZONA
« HMO/SNP members call 1-800-977-7522

e TTY users should call 711

If you have any questions, please contact Allwell at the numbers above. From October 1 through
March 31, you can call us 7 days a week from 8:00 a.m. to 8:00 p.m. From April 1to September 30,
you can call us Monday through Friday from 8:00 a.m. to 8:00 p.m. A messaging system is used
after hours, weekends, and on federal holidays.

Si tiene preguntas, comuniquese con Allwell al nimero que se indica mas arriba. Desde el 1 de
octubre hasta el 31 de marzo, puede llamarnos los 7 dias de la semana, de 8:00 a.m. a 8:00 p.m.
Desde el 1 de abril hasta el 30 de septiembre, puede llamarnos de lunes a viernes, de 8:00 a.m. a
8:00 p.m. Después del horario de atencion, los fines de semana y los dias feriados federales, se
utiliza un sistema de mensajeria.

Allwell has a contract with Medicare to offer HMO and HMO SNP plans. Enrollment in a Allwell Medicare
Advantage plan depends on contract renewal.
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