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Welcome

Welcome! This handbook was prepared to give you an
overview of the MyCare Ohio Home and Community-Based
Services Waiver (Waiver) with UnitedHealthcare Connected®
for MyCare Ohio (Medicare-Medicaid Plan). It is a supplement
to your Member Handbook and is intended to provide you with
the basic information about the Waiver. Please refer to your
Member Handbook for other important information.

As a member of
UnitedHealthcare Connected
for MyCare Ohio, you will
receive care management, .
which is extra help to coordinate ~ 2MY addltpnal needs you
your care and make sure you may have:

get the services you need. Your ~ * Oral interpretation.
Care Manager will be assigned  * Translation services.
by UnitedHealthcare Connected  * Auxiliary aids and

Support available:

The below services are
available to you to support

for MyCare Ohio to work with services.

you and a Team of o Written information in

professionals to make sure you alternative formats

get what you need. including braille and
large print.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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Now that you are enrolled in the Waiver, you will also have a
Waiver Service Coordinator to help you with potential issues
that may arise while enrolled. This may be the same person or
someone different than your Care Manager.

The team of professionals mentioned above is called your
Care Team, and will be led by your Care Manager. Members
of the Care Team may consist of you, your primary care
provider, your Waiver Service Coordinator, medical specialists,
and others as requested by you, such as, family members,
other caregivers and supports. Let your Care Manager or
Waiver Service Coordinator know if there is anyone specific
that you want to include on your Care Team.

Your Waiver Service Coordinator will review the content in this
handbook every year during your annual reassessment.

Please refer to it often for information or for answers to
questions. If you do not find clarity here, do not hesitate to ask
your Waiver Service Coordinator. He or she is always available
to assist you.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



My Care Manager:

Phone Number:

Please refer to your Member Handbook for how to contact your
Care Manager during non-business hours. In your Member
Handbook you can also find other important numbers that are
available 24/7.

Waiver Services Coordinator

Phone Number:

Introduction

MyCare Ohio Waiver services provided through
UnitedHealthcare Connected for MyCare Ohio are designed to
meet the needs of members who are 18 years or older, eligible
for both Medicare and Medicaid, enrolled in a MyCare Ohio
Plan, and determined to meet an intermediate or skilled level of
care. These services help individuals to live at home
independently and safely. Your waiver services have not
changed, only the name of the program they are delivered
through has changed.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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The following Waiver services are available, as applicable to
your needs:

» Out of Home Respite Services

« Adult Day Health Services

 Home Medical Equipment and Supplemental Adaptive and
Assistive Devices”

« Waiver Transportation

« Home Maintenance and Chore Services®
« Social Work Counseling

« Emergency Response Services
 Home Modification*

» Self-directed goods and services*
» Personal Care Services*
 Homemaker Services

« Waiver Nursing Services”
 Home Delivered Meals

» Alternative Meals Service*

« Assisted Living Services

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



« Home Care Attendant*

» Choices Home Care Attendant®

« Enhanced Community Living Services
 Nutritional Consultation

« Community Integration

« Community Transition

*Self-direction is available with this service. Self-direction is
described further staring on page 21.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



6

Rights and Responsibilities
Rights

As a member enrolled in the MyCare Ohio Waiver, you have
the right to:

» Be fully informed of all of your rights and responsibilities.

» Be treated with dignity and respect.

« Have your Waiver Services Coordinator explain what it
means to be on MyCare Ohio Waiver and work with you to
plan the services you will receive.

» Receive assistance from your Waiver Services Coordinator
or Care Manager when you need it.

« Have a private meeting with your Waiver Services
Coordinator or Care Manager.

» Be protected from abuse, neglect and mistreatment.

» Be kept informed and receive information that is accurate
and easy to understand.

« Control how your services are delivered.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



Speak in confidence and know that your health care
information is kept confidential.

Participate in developing your person-centered services
plan, and receive a copy of your plan.

Address problems, concerns and issues about your services,
care team, and the ability to suggest changes without fear.

See files or records related to your health care and the right
to amend a record.

Challenge decisions about your care with which you do not
agree. Please review your Member Handbook for details
regarding grievances, appeals, and state hearings.

Be fully informed about how to contact the Ohio Department
of Medicaid Consumer Hotline with concerns, issues, or
inquiries: 1-800-324-8680.

Be fully informed about how to contact the Office of the State
Long-Term Care Ombudsman: 1-800-282-1206.

Request a different Waiver Service Coordinator entity. Ask
your Care Manager or contact Member Services if you have
questions about how to do so.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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» Choose from available home & community-based services
determined necessary to meet your needs.

» Choose from available waiver service providers who will
provide safe, appropriate and high-quality services
necessary to meet your needs.

« Choose to receive waiver home and community-based
services in lieu of institutional services (e.g., nursing facility).

Responsibilities

You are the key player in ensuring you get the waiver services
you need. As a member, you have many important
responsibilities. You can appoint an authorized representative
to help with many aspects of your waiver service planning and
delivery. Specifically, you and your authorized representative, if
you choose to appoint one, are responsible for:

« Communicating openly and honestly with your care team.

» Providing accurate and complete information, including your
medical history, regardless of who is paying for your medical
services.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



Actively participating in the process to develop and
implement your person-centered service plan.

Providing your signature on the person-centered service
plan or other document requested by your waiver service
coordinator, indicating your agreement with the plan.

Keeping scheduled appointments.

Reporting problems, concerns, or changes to your waiver
service coordinator.

Informing your waiver service coordinator if you want or
need to change services or providers.

Working respectfully with your service providers.

Working cooperatively with your waiver service coordinator,
care manager, and care team to resolve problems or
concerns.

Refusing to participate in dishonest or illegal activities
involving your service providers and other caregivers.

Telling your waiver service coordinator or care manager
about any changes in your condition or situation that you feel
are significant, such as death of a caregiver, planning a
change of residence, someone mistreating you, etc.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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Waiver Person-Centered Service Plan
Development

Service planning and care coordination help to address
changes you may encounter with your personal circumstances
and/or medical conditions over time. The service planning
process must be tailored and revised as often as necessary to
best address your needs.

The person-centered service plan is a written outline of your
Waiver services necessary to keep you safely in the
community. It identifies goals, objectives, and outcomes
related to your health, as well as the treatments and services
you receive.

As a member enrolled in the MyCare Ohio Waiver, you have
choice and control over the provision of Waiver services you
receive by actively participating in the service planning process.
You decide who should participate in the service planning
process.

Your Waiver Service Coordinator is responsible for ensuring all
of your identified needs are included and addressed in your
person-centered service plan. That includes helping you

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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explore all services available to meet your specific needs. You
will have the opportunity to identify how you want the services
noted at the introduction of this handbook to be delivered,
including finding the setting that best meets your needs.

The Waiver service coordinator will also help you decide what
types of providers you want rendering your services, based on
how involved you want to be in managing their services. The
MyCare Ohio Waiver has the following available providers:

» Self-directed: You hire and manage the provider or the
service budget.

* Provider-managed: An agency provider identifies and
manages staff.

* Non-agency: Independent providers who manage
themselves.

All providers must be enrolled with ODM and contracted with
your MyCare plan. If you find a provider who is not enrolled or
contracted, the MyCare plan can assist the provider with the
enrollment and contracting process.

You and the service providers identified on your
person-centered service plan must sign the service plan, or

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



12

other document requested by your care manager or waiver
service coordinator, to indicate agreement with the plan.

After your plan is developed and approved, your waiver service
coordinator will continue to help by arranging the start of
services and making sure services are delivered to meet your
needs, according to the plan.

Person-Centered Service Plan Contents

During the service planning process, you will identify all the
services and supports you receive from any sources other than
the MyCare Ohio Waiver that help meet your needs so they
can be considered in the development of the plan.

Service planning includes identifying and arranging for Waiver
services that support, but do not replace help from people such
as neighbors, friends, family, etc. Person-centered service
plans are updated at least once each year or as your needs
change.

Your person-centered service plan documents how your needs
will be met and where you choose to receive services. It must
address all of the following:

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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* Your medical, behavioral health, and personal care needs
and how those will be met.

« Services that may be needed to keep your environment
clean and safe, including any adaptions necessary to meet
your needs.

« Services that may be needed to help you maintain
participation in school, work, or other activities.

« Strengths, goals and desired outcomes.

» Services or safety measures to mitigate any risks for you,
including accommodations or modifications needed in the
setting where you receive services.

» Medical and personal care supplies you need, and how you
will receive those, including medications and equipment.

« Back-up plan for when a paid provider is unavailable for
services.

Your person-centered service plan identifies the specific tasks
and activities your service provider(s) will deliver to meet your
needs. It will also specify how much, how often, and how long
you will receive the services.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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The person-centered service plan is necessary for your service
providers to be paid and to help your Waiver Service
Coordinator ensure that you are getting the services you need.

Waiver Service Coordination

All members enrolled with UnitedHealthcare Connected for
MyCare Ohio in the MyCare Ohio Waiver will receive
assistance with coordinating their waiver services.

One of the roles of the Waiver service coordinator is to make
sure you receive the waiver services you need. You will be
contacted by either your Waiver Services Coordinator or Care
Manager, and receive an in-person visit to review your care
needs no more than 75 days after you are enrolled in the
MyCare Ohio Waiver, or sooner upon request, and at least
quarterly as agreed upon in your person-centered service plan.

Waiver service coordination includes, but is not limited to,
the following:
* Monitoring your health and welfare

« Assessing your needs, goals, and objectives at least
annually.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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Scheduling, coordinating and facilitating meetings with you
and your care team

Authorizing Waiver services in the amount, scope, and
duration to meet your needs

Working with you and your care team to develop your
person-centered service plan.

Monitoring the delivery of all Waiver services identified in
your person-centered service plan

Ensuring adjustments are made as appropriate in the event
you encounter significant changes, including but not limited
to, life milestones like entering/exiting school, work, etc.

|ldentifying and reporting incidents, as well as prevention
planning to reduce the risk of reoccurrence. Incidents are
described further starting on page 23.

Assisting you in finding needed service providers, including
when a provider has given notice to leave or becomes
unavailable.

Assisting you in the development of a meaningful backup
plan if there is an interruption or delay in services provided
by your person-centered plan. This may include identifying

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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persons who are able to meet your needs and respond
quickly if your regular provider is unable to deliver services.

Your person-centered service plan identifies the specific tasks
and activities your service provider (s) will deliver to meet your
needs. It will also specify how much, how often, and how long
you will receive the services. The person-centered service plan
is necessary for your service providers to be paid and to help
your Waiver service coordinator ensure you are getting the
services you need.

When should you call your Waiver Service
Coordinator?

Call your Waiver service coordinator anytime one of the
following occurs:

* Your services are not meeting your needs

* Your home situation changes

* Your health changes

* You have an accident, fall, or go to the emergency room.
* You are admitted to a hospital or nursing home

* You are unhappy with a provider or service

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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* You want to change your provider or service

* You have any concern or problem with the care you are
receiving

* You believe the current person-centered service plan is no
longer meeting your needs

« To report an “Incident” please see page 23.

* You believe you need more services to stay safely in your
home

« If a service provider does not show or cancels a service.

If you can’t reach your Waiver Service Coordinator, you can
contact your Care Manager at 1-800-542-8630 (TTY 711). You
can also call Member Services at 1-877-542-9236 (TTY 711),
8 a.m.—8 p.m. local time, Monday—Friday (voicemail available
24 hours a day, 7 days a week) with any concerns or problems.

Transition Period — Transition to the MyCare
Ohio Waiver
If you were enrolled in PASSPORT, Assisted Living, or Ohio

Home Care Medicaid Waiver immediately prior to enrolling in
the MyCare Ohio Waiver, the MyCare plan will continue your

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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services to minimize service disruptions.

Your existing services and providers will be maintained for a
period of time, depending upon the type of service. Your
services and service providers will remain in place except in
the following situations:

1. You request a change;

2. There is a significant change in your health, your condition,
or your needs;

3. Your provider gives notice of their intent to discontinue
services;

4.Issues are identified that affect your health and welfare.

So long as none of the above exceptions apply, your existing
service levels and providers will be maintained while you are
enrolled on the MyCare Ohio Waiver as follows:

Direct Care services:

Personal care, Waiver Nursing, Home Care Attendant, Choices
Home Care Attendant, Out-of-Home Respite, Enhanced
Community Living, Adult Day Health Services, Social Work
Counseling, Community Integration.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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If you were receiving any of these direct care services, you can
continue to receive these services at the same authorized level
and with the same service provider(s) for at least 365 days
from the date you enrolled in the MyCare Ohio Waiver.

Assisted Living services:

If you were receiving Assisted Living service, you can continue
to receive the same authorized service from the same provider
while you are enrolled in the MyCare Ohio Waiver.

Self-directed services:

If you were already self-directing your services through a

Medicaid Waiver, you may keep your current provider for at

least 365 days with the same service amount at the same rate,

unless your Waiver service coordinator determines:

* You no longer need these services

e You and your authorized representative can no longer be the
employer.

All other Waiver services:

For all other Waiver services that you were receiving while

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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enrolled on one of the Medicaid waivers immediately prior to
enrolling in the MyCare Ohio Waiver, those services can be
maintained at the same authorized level for at least 365 days
after enrollment in the MyCare Ohio Waiver. The same service
provider(s) can be maintained for at least 90 days.

End of Transition Period:

Before any services or providers are changed, your waiver
service coordinator will meet with you to review your
person-centered service plan and discuss any needed
changes. If a change in provider is required for any reason,
you will be provided with information regarding other available
providers.

Transitions from the MyCare Ohio Waiver:

Similar to when you begin services with the MyCare Ohio
Waiver, your Waiver service coordinator and care manager will
work with you to safely transition your services if you leave the
MyCare Ohio Waiver. At any point, if you are disenrolled from
MyCare for reasons such as moving out of a My Care county
or losing Medicare eligibility, your MyCare Waiver service
coordinator will work with your new Waiver entity to ensure a

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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smooth transition, allowing you to continue to receive
necessary care and remain independent in your community.

Self-Direction
You can manage your Waiver services, using self-direction.

Self-directing includes Employer Authority and Budget
Authority. You can choose a representative to help you
self-direct.

Employer Authority means you are your caregiver's
employer. You can recruit, hire, train, schedule, manage and
dismiss caregivers. The services can be managed with
employer authority:

e Choices home care attendant;

* Home care attendant;

* Personal Care aide; or

e Waiver nursing
Budget Authority means you manage available your waiver

budget to best meet your needs. This includes setting your
caregiver’'s wages. The services listed above and these

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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services can be self-directed with budget authority:

e Alternative meals
* Home maintenance and chore

Home modification

Self-directed goods and services

Home medical equipment and supplemental adaptive and
assistive devices

Self-directed services are paid for by Financial Management
Services (FMS) vendor. They will pay your Caregiver with your
approval. The FMS also pays invoices for other services listed
above. They will issue you a pay card to purchase self-directed
goods and services when authorized.

Your waiver service coordinator or care manager will talk to
you about self-direction so you can decide if it is right for you.
They have many more resources ready to support you with
self-direction.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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Reporting Incidents

Incident Investigation and Reporting

UnitedHealthcare Connected for MyCare Ohio and the State of
Ohio’s contractor, are required to perform incident investigation
activities to ensure you are protected and safe from harm. The
activities include:

Taking immediate steps to ensure your health and welfare,
and if appropriate, ensure medical attention is sought.

Looking into incidents to ensure your health and safety and
prevent incidents from happening again.

Looking for patterns to see if you or your providers could
benefit from education in a particular area.

Making sure providers know how to keep you safe and
cause no harm to you.

Informing you of the findings from the investigation of a
critical incident and potentially developing a prevention plan
to lessen the risk of the incident happening again.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



24

What are Incidents?

“Incident” means an alleged, suspected, or actual event that is
inconsistent with your routine care of, or service delivery.
Critical incidents include any of the following:

e Abuse: the injury, confinement, control, intimidation, or
punishment of an individual that has resulted in physical
harm, pain, fear, or mental anguish. Abuse includes, but is
not limited to physical, emotional, verbal, or sexual abuse, or
the use of restraint, seclusion, or restrictive intervention
without authorization.

* Neglect: when it is a duty to do so, failing to provide
treatment, care, goods, or services necessary to maintain
your health and welfare, including self-neglect.

» Exploitation: the unlawful or improper act of using a member
or a member’s resources using manipulation, intimidation,
threats, deception, or coercion for monetary or personal
benefit, profit, or gain.

* Misappropriation: depriving, defrauding or otherwise
obtaining money or real or personal property (including
prescribed medication) belonging to you by any means

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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prohibited by law that could impact your health and welfare.
Unnatural or accidental death.

Self-harm or suicide attempt.

Being lost or missing, putting your health and welfare at risk.
Any of the following prescribed medication issues:

- Provider error;

- Issue resulting in emergency medical services (EMS)
response, emergency room visit, or hospitalization.

Other reportable incidents reviewed by the care manager but
not investigated include:

- Natural death

- Member or family member behavior, action, or inaction
resulting in the creation of, or adjustment to, a health and
safety action plan.

The health and welfare at risk due to any of the following:
- Loss of the individual’s paid or unpaid caregiver

- Prescribed medication issue not resulting in EMS
response, emergency room visit, or hospitalizations

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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- Eviction from your place of residence

« Suicide attempt that does not result in emergency room
treatment, in-patient observation, or hospital admission.

What to do if any of these things happen?

How to Report an Incident — You and/or your authorized
representative or legal guardian should report incidents to
your Waiver Service Coordinator or your Care Manager.

If the incident is serious in nature and you believe your health
and welfare is in jeopardy, you should also notify the
appropriate authorities. If you are unsure who to contact, ask
your waiver service coordinator. The appropriate authority is
dependent upon the nature of the incident.

Examples of serious incidents include, but are not limited to the
following:

Medical Emergency — If you have a medical emergency, call
your doctor or 911. Situations causing you concern should be
communicated to your Waiver Service Coordinator. It is best to
bring these concerns to them before they become an
emergency.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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Abuse, Neglect, Exploitation of an Adult (age 60 or older) —
If the incident involves abuse, exploitation or neglect of an
adult age 60 or older, contact Adult Protective Services in the
county where the individual resides or where the incident
occurred. During non-business hours contact local law
enforcement. To find the phone number for your local APS
agency, click or visit
jfs.ohio.gov/county/County_Directory.pdf.

Criminal Activity — If the incident involves conduct you believe
may be criminal, call your Local law enforcement.

Medicaid Fraud — If you suspect the incident involves
Medicaid fraud, you can file a complaint with the Ohio Attorney
General contact them at
ohioattorneygeneral.gov/About-AG/Contact.

Legal Guardian - if the incident involves a Legal Guardian,
you can contact your local probate court. To find your local
court, click or visit https://lwww.supremecourt.ohio.gov/
courts/judicial-system/ohio-trial-courts/.

Organizations that can educate you and advocate for your
interests.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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Concerns about UnitedHealthcare Connected for MyCare
Ohio - If you have concerns about UnitedHealthcare
Connected for MyCare Ohio, contact your Care Manager or
Member Services.

If you feel that UnitedHealthcare Connected for MyCare Ohio
does not address your concern, you may seek assistance from
the Ohio Department of Medicaid by contacting the Medicaid
Consumer Hotline at ohiomh.com/ or call 1-800-324-8680.

Ombudsman — The Ohio long term care Ombudsmen voice
member needs and concerns regarding long-term care
services to nursing homes, home health agencies, and other
providers. They will work with the UnitedHealthcare Connected
for MyCare Ohio long-term care provider and you, your family,
or other representatives to resolve problems and concerns you
may have about the quality of services you receive. Regional
Long-term Care Ombudsman Programs help safeguard
individuals. Call the state office at 1-800-282-1206 or email
OhioOmbudsman@age.ohio.gov for assistance.

Ohio Association of Centers for Independent Living — can
help ensure people with disabilities have complete access to
the communities in which they wish to live, and have

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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opportunities to make decisions that affect one’s life, being
able to pursue activities of one’s own choosing. For more
information, go to ohiosilc.orgl/.

Legal Aid — Provides legal assistance to protect, and enforce
the legal rights of low-income Ohioans. Call 1-866-LAW-OHIO
(529-6446).

Disability Rights Ohio — advocate for the human, civil, and
legal rights of people with disabilities in Ohio. For more
information, go to disabilityrightsohio.org/ or call
1-614-466-7264 or 1-800-282-9181.

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).
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MyCare Waiver Consumer Handbook
Acknowledgement

| have received the UnitedHealthcare Connected for MyCare
Ohio HCBS Waiver Member Handbook. It includes information
about my rights and protections, and how to report alleged
incidents.

| understand | have the option to receive institutional care (e.g.,
nursing facility) or Waiver services in the community.

| am freely choosing to receive MyCare Ohio home and
community-based Waiver services rather than services in an
institution.

Member's Signature: Date:
(or authorized Representative)

(MyCare Ohio Plan must maintain a copy of this signed and
dated page for their records and for auditing purposes)

9 If you have questions, please call UnitedHealthcare

4 Connected® for MyCare Ohio at 1-877-542-9236
(TTY 711), 8 a.m.—8 p.m. local time, Monday—Friday
(voicemail available 24 hours a day, 7 days a week).
The call is free. For more information, visit
UHCCommunityPlan.com or other digital option. A
waiver services coordinator or a care manager can be
contacted at any time at 1-800-542-8630 (TTY 711).



Notice of nondiscrimination, and
Notice of availability of language assistance
services and alternate formats

Our Company complies with applicable civil rights laws and
does not discriminate on the basis of race, color, national
origin, age, disability, or sex (including pregnancy, sexual
orientation, and gender identity). We do not exclude people or
treat them less favorably because of race, color, national
origin, age, disability, or sex.

We provide free aids and services to help you communicate
with us. You can ask for interpreters and/or for
communications in other languages or formats such as large
print. We also provide reasonable modifications for persons
with disabilities.

If you need these services, call the toll-free number on your
member identification card (TTY 711).

If you believe that we failed to provide these services or
discriminated in another way on the basis of race, color,
national origin, age, disability, or sex, you can send a
complaint to the Civil Rights Coordinator:

Civil Rights Coordinator
UnitedHealthcare Civil Rights Grievance
P.O. Box 30608

Salt Lake City, UT 84130

UHC_Civil_Rights@uhc.com

CSOH25MD0272826_000



If you need help filing a complaint, call the toll-free number on
your member identification card (TTY 711).

You can also file a civil rights complaint with the U.S.
Department of Health and Human Services, Office for Civil
Rights:

Online: https://ocrportal.hhs.gov/ocr/portal/lobby.jsf

Phone: 1-800-368-1019, 800-537-7697 (TDD)

Mail: U.S. Department of Health and Human Services
200 Independence Avenue, SW
Room 509F, HHH Building
Washington, D.C. 20201

Complaint forms are available at
http://www.hhs.gov/ocr/office/file/index.html.

This notice is available at
https://www.uhc.com/legal/nondiscrimination-and-
language-assistance-notices.

CSOH25MD0272826_000



English: ATTENTION: Translation and other language
assistance services are available at no cost to you. If you need
help, please call the toll-free number on your member
identification card.

Spanish: ATENCION: La traduccion y los servicios de
asistencia de otros idiomas se encuentran disponibles sin
costo alguno para usted. Si necesita ayuda, llame al numero
gratuito que aparece en su tarjeta de identificacion de
miembro.

Haitian French Creole: ATANSYON: Gen tradiksyon ak |10t
sevis ed pou lang ki disponib gratis pou ou. Si ou bezwen é&d,
tanpri rele nimewo gratis lan ki sou kat idantifikasyon ou kom
manm lan.

Ukranian: YBAI'A! Bun moxeTe 6€3KOLLITOBHO CKOpUCTATUCS
nocryramu nepeknagy Ta iHWuUMn rnocriyraMmm MOBHOI
niaTPUMKN. AKLWo BamMm NoTpibHa gonomora, 3atenedoHynuTe 3a
6e3KOLWTOBHMM HOMEPOM, BKa3aHUM Y Ballin igeHTUdIKaLinNHIN
KapTui y4acHMKa.

Nepali: &9 fGIgI]: qUIS T AIRT 3{dTE R 3= HIST YEdl
JdeE (F:[eh IUAS B | HEdd! SR1Y T, FUAT HTH]
3123 HIeH Ydidw cId Th B THeRAT Yadls Hd T{ay |
13} Blae el (5 AY) 45 galll BacLisal) lead 5 daa il cilead 8 653 14w : Arabic
iyt Ay e 30l il 8 JLai] o b2 blae ) ey i€
Al el

Somali: DIGNIIN: Turjumaada iyo adeegyada kale ee
kaalmada luugadda waxaad ku heleysaa lacag la’aan.
Haddii aad u baahan tahay caawimaad, fadlan wac
lambarka sida bilaashka loo waco ee ku yaala kaarkaaga
agoonsiga xubinnimo.



Russian: BHUMAHWE! Ycnyrn nepesoaa, a Takke gpyrue
YyCNyru A3bIKOBOW NOLOEPXKKM NpefocTaBnalTcs becnnaTtHo.
Ecnn Bam Hy)kHa nomMoLLb, MNO3BOHUTE N0 HOMepY TefiedpoHa
ons 6ecnnaTHbIX 3BOHKOB, YKa3zaHHOMY Ha Baluen
NOeHTUPMKaLMOHHON KapTOoYKe yYacTHUKa.

Swahili: ANGALIA: Tafsiri na huduma zingine za usaidizi wa
lugha zinapatikana bila gharama kwako. |kiwa unahitaji
msaada, tafadhali piga simu ya bila malipo iliyo kwenye
kitambulisho chako cha mwanachama.

French: ATTENTION : la traduction et d’autres services
d’assistance linguistique sont disponibles sans frais pour vous.
Si vous avez besoin d’aide, veuillez composer le numéro
gratuit figurant sur votre carte de membre.

Kinyarwanda: ICYITONDERWA: Serivisi Z’'ubusemuzi
n'ubundi bufasha bw'indimi uzihabwa nta kiguzi utanze. Niba
ukeneye ubufasha, hamagara nimero itishyurwa iri ku ikarita
yawe iranga umunyamuryango.

Uzbek: DIQQAT: Tarjima va boshga til bo'yicha yordam
xizmatlari sizga bepul tagdim etiladi. Agar yordam zarur bo‘lsa,
a’'zo identifikatsiya kartasidagi bepul ragamga telefon qiling.

UJMQJ}%'}MDMJLJ;@“JAJJ}J@JA}\LQJDJJMJL\\T]'Pashto
S S S5 62 3 A S5 Sl (G W AT Ay suliaS s )]
LR Sy A s el L)y s S

Vietnamese: CHU Y: Dich vu dich thuat va hd tro ngén ngi¥
khac dwoc cung cap cho quy vi mién phi. Néu quy vi can tro
giup, vui Idbng goi s6 mién cwdc trén thé nhan dang hdi vién
cla quy Vi.



Tigrinya: A0vt@-04: 8 TCTHIP7T hdh G £7E ATH A1010e 317 IHS
WD AT LOYNNI°: HTH °0 ATLAR: NN NI T0E AN L
AOQ aPAAR NCLTHI° HOP 12 k&6 LD+

J Ll ) 8 and 4n Al Cire b S 5 Slea i @iledd 4aa 5 :Dar
CS 5 zaie G e 4o lalal can )€ oy 5 e S 4y Q1 sl s
s pelad 4y Lac ) oy 08
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