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Member Resource Guide

Your personal reference guide to Kaiser Permanente services,

including how to choose a doctor, medical office locations, important phone numbers,

and additional contact information in the Southern Colorado service area.
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Good health
at your fingertips

® Make appointments

for routine care, ORDER PRESCRIPTION REFILLS,
e-mail your doctor’s office to ASK ROUTINE HEALTH
QUESTIONS, and view most LAB TEST RESULTS
and recent immunization records at:

kp.org/myhealthmanager.*

Set up your account

by visiting: kp.org/registernow.
You'll also receive our monthly E-NEWSLETTER with
HEALTH NEWS, updates, member stories, and more.

On the go?

Try our mobile apps. Access the secure features of

MY HEALTH MANAGER from your smartphone or tablet,
and download your digital ID card.** Just download our Apple app
from the App Store*™ or the Android™ app from Google Play.’

*Some of these features are only available to members receiving care

at a Kaiser Permanente medical office.

** Note: The digital membership card may not be available to members
in certain plans, including Medicare Advantage, KP Select, PPO, and out-
of-area plan members.

T Kaiser Permanente is not responsible for the content or policies of
external websites of Apple, Inc. and Google, Inc. App Store is a service
mark of Apple, Inc. Android is a trademark of Google, Inc.

2 Member Services: 1-888-681-7878



Keeping you healthy,
and life easy.

Thank you for choosing Kaiser Permanente as your partner
in health. We look forward to having you as a member
and helping you to live healthier and get more out of life.

This Member Resource Guide will help you learn more
about Kaiser Permanente and how to access services as an
active participant in your health care.

For more detailed information about your specific health care
coverage, please review your Evidence of Coverage (EOC)

or contact Member Services at 1-888-681-7878 (TTY: 711).
You can also view your EOC online at kp.org/eoc.

If you have questions about your Southern Colorado plan,
you may also call the Kaiser Permanente Southern Colorado
Resource Team at 719-867-2170 (TTY: 711), weekdays,

8 a.m. to 5 p.m., or email KPSoco-ResourceTeam@kp.org.

Manage your care

Register online
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Manage
your care

Important Information about the Southern Colorado service area

As a Kaiser Permanente Southern Colorado member, you have
access to hundreds of physicians including primary care physicians
and specialists.

You may seek care at our Kaiser Permanente medical offices in
Colorado Springs and Pueblo. These locations provide primary care,
laboratory services, pharmacy, and select specialties — all under

one roof so you have access to our full range of health services.

You also have a choice of primary care and specialty physicians from a
comprehensive network of local providers in Southern Colorado.

For the most current list of providers in Southern Colorado please
visit kp.org/locations and download the provider directory.

Your Member ID Card

Your Kaiser Permanente member identification (ID) card identifies
you as a member and contains your health record number.

Each family member is issued a member ID card with a unique ID
or health record number.

Please carry your member ID card with you at all times and present
your card or your child’s card at each appointment. When you receive
your card, please check it for accuracy. Report any errors on your card
or your child’s card immediately to Member Services.

Look for a new digital ID card in 2016 by downloading the Kaiser
Permanente mobile app (see page 2).

New Member Connect is Here to Help

As a new member, you may have many questions and wonder where to

start. With just one phone call, the New Member Connect department
can help you:

* Choose a primary care physician

¢ Transition your prescriptions

* Access care

* Learn about your benefits

* Register for secure access to kp.org

* And more!

You can reach the New Member Connect department at
1-844-639-8657 (TTY: 711), Monday through Friday, 8 a.m. to 5 p.m.

Member Services: 1-888-681-7878

DID YOU KNOW?

This document is
available in other
formats or languages,
such as Braille and
large print. For
additional information,
see page 19.




My Health Manager at

kp.

org

When you register at kp.org, you'll get access to My Health Manager -
a feature that allows you to view your health information online and
actively manage care for you and your family.

To become a registered user, visit kp.org/registernow. Be sure to
have your health record number available when you register.
Answer a few security questions and follow the prompts to set up
your user ID and password. Within a few minutes you'll have access
to our secure online features!

Once you've registered, you can:

Order prescription refills from Kaiser Permanente pharmacies*
Request, view, or cancel future routine appointments*

Review recent office visits, including recommended
follow-up steps*

E-mail your doctor’s office*

View most lab test results

See a list of your allergies and recent immunizations*

Act for a family member (e-mail your child's doctor, and more)*
Receive our monthly e-newsletter

Pay Kaiser Permanente medical bills

View Benefits and Eligibility

See what screenings, immunizations, and tests you may
be due for

® 00

*NOTE: These features
of My Health Manager
are available only

for services or care
received at Kaiser
Permanente medical
offices.

o

TIP

Have your MEMBER ID
CARD handy whenever
you call or visit us,

and always be sure to
bring a form of photo
identification as well.

kp.org
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Online Health Resources

Visit kp.org/healthyliving to learn more about how you can improve
your health. You'll find links to health resources, such as our health
encyclopedia, information on drugs and natural medicines, classes and
programs, and more. Or visit kp.org/classes for a listing of online and
in-person classes offered in your area for little or no cost.

Personalized, online, healthy lifestyle programs, offered in collaboration
with HealthMedia®, are free to members. Each program provides you
with a tailored plan to help you meet your health and fitness goals.

Visit kp.org/healthylifestyles to access any of the programs below:

* Assess your health

* Lose weight

* Reduce stress

* Eatright

* Quit smoking

* Manage ongoing health conditions
* Manage chronic pain

* Manage diabetes

* Manage depression

¢ Manage insomnia

* Manage back pain

Choosing Your Primary Care Physician

Having a primary care physician (PCP) you know and trust can help you
get the most out of your health care. You can choose your PCP from
any of the Kaiser Permanente medical offices in Southern Colorado.
You also have a choice of physicians from a comprehensive network

of providers in Southern Colorado. You can change your PCP at

any time. And a different physician can be selected for each member
of your family, if you wish.

If your provider moves or has a change in their practice, we're here to
help answer any questions about transitioning your care.

Understand Your Choices
* Doctors in Family Medicine care for people of all ages,
and often members of the same family.

* Doctors in Internal Medicine include general practitioners and/
or internists who may have particular areas of focus.

* Doctors in Pediatrics care for infants, children, adolescents,
and teens.

Member Services: 1-888-681-7878

DID YOU KNOW?

You can schedule
routine appointments
with a Kaiser
Permanente physician
online if you're
registered on

kp.org. Visit kp.org/
myhealthmanager
to schedule your
appointment.

o

Appointments and
Medical Advice

1-800-218-1059/
TTY: 711

Monday-Friday,

7 a.m.—6 p.m.

For advice, call
anytime, day or night.



Find the Right Doctor For You

To make the most of your health plan, you'll want to choose a

Kaiser Permanente physician or network physician as your PCP. If you
need to select a new doctor, call Personal Physician Selection Services.
This team will help you choose a new doctor based on your health

care needs. Prior to your call or at any time, visit kp.org/locations to
view the provider directory, which is searchable by gender, language, zip
code, and more.

NOTE: Female members may elect to see an obstetrician/gynecologist
for their routine physical exams, while seeing their designated primary
care physician if non-female-specific problems arise.

IMPORTANT: Enrolling in Kaiser Permanente does not guarantee
services by a particular provider. If you want to be sure of receiving care
from a specific provider, you should contact that provider to be sure
that they are accepting your plan type. The availability of physicians,
hospitals, providers, and services may change. Call Personal Physician
Selection Services for the latest information.

Transfer Your Medical Records

When you join Kaiser Permanente, you may be able to keep your
current physician. However, if you do need to transfer your medical
records, contact your previous physician and request a medical records
transfer form and please submit to your previous provider.

If you need to send your Kaiser Permanente medical records to an
outside entity, please request an authorization for use or disclosure
of patient health information form from Kaiser Permanente’s
Release of Information Department by calling 303-404-4700 or at
kp.org/formsandpubs.

Appointment and Advice Call Center

If you select a doctor at a Kaiser Permanente medical office in
Southern Colorado, you can make an appointment by calling our
Appointment and Advice Call Center.

Appointments are available Monday through Friday, 7 a.m. to 6 p.m.
Same-day appointments are often available and you can email your
doctor. You can also request routine appointments online by using
the appointment center tool at kp.org/myhealthmanager. If you've
chosen to see a network provider, call your doctor’s office directly to
schedule an appointment.

Video Visits

Video visits are a new way to get care that’s secure, convenient, and
personalized. A video visit takes the place of an in-person visit with
your Kaiser Permanente provider. Your provider will work with you to
determine if the care you need can be met in a video visit. Video visits
are not available to members who see network physicians.

Personal Physician
Selection Services

1-855-208-7221/
TTY: 711

Monday—-Friday,
7 a.m.=5:30 p.m.

212 INOA abeue|p
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Medical Advice

If you have an illness or injury and you're not sure what kind of care you
need, our advice care team can help. They can assess your situation and
direct you to the appropriate facility, if necessary. Or they can help you
handle the problem at home until your next appointment. For advice
anytime, day or night, call the Appointment and Advice Call Center.

E-visits

An e-visit is an online medical consultation with a Kaiser Permanente
Advice Call Center Registered Nurse that'’s available at no cost for
select medical conditions like nausea/vomiting, pink eye, female UTI,
sinus, constipation, and diarrhea. E-visits are conducted within the
secure patient portal on kp.org, and are available to members who are
registered users of kp.org, 24 hours a day, 7 days a week. To complete
an e-visit, log on to kp.org/myhealthmanager and then go to the
appointment center.

Specialty Care

In most cases, you can schedule a visit with a network specialist without
a referral* For additional services or procedures (for example: medical
imaging or outpatient surgery), and hospitalization, you'll need a referral
from your specialty physician and authorization from Kaiser Permanente.
To see a specialist at a Kaiser Permanente medical office, call the
Appointment and Advice Call Center. To see a network specialist, call
their office directly to schedule an appointment.

*Medicaid members will need a PCP referral for specialty care.

Laboratories

For routine laboratory work, you can take lab orders to any Kaiser
Permanente medical office in Colorado or have lab work done in your
doctor’s office. Additionally, you may have lab work done in your
doctor’s office if done by Quest Diagnostics. You can also go to any
Quest Diagnostics in Southern Colorado. Please be aware that lab
work performed at another location may result in a claim denial,
including lab services provided at your doctor’s offices that are not sent
to Quest Diagnostics for processing. Refer to your EOC for details.

To help avoid these charges when you have lab work done at your
doctor’s office, remind staff that lab work must be sent to Quest
Diagnostics for processing.

Member Services: 1-888-681-7878

o

TIP

Some specialty
appointments

can be booked
online at kp.org/
myhealthmanager.

o

Appointments and
Medical Advice

1-800-218-1059/
TTY: 711

Monday-Friday,

7 a.m.—6 p.m.

For advice, call
anytime, day or night.



Urgent Care

An urgent care (hon-emergency, non-routine) need is an illness or injury
that requires prompt medical attention and is required to prevent serious
deterioration of your health, but is not an emergency medical condition.*
See urgent care locations on page 18. For copayment information,
contact Member Services.

*For the complete definition of an urgent care (non-emergency, non-
routine) condition, please refer to your EOC.

Scheduled Hospitalization

Inpatient hospitalization is covered when prescribed by your Southern
Colorado physician. See Hospital listings on page 17.

Emergency Care

A medical emergency is for a medical or psychiatric condition, including
severe pain, that requires immediate medical attention to prevent serious
jeopardy to your health.** If you have an emergency medical condition,
call 911 or go to the nearest emergency department. If time and safety
permit, we recommend you go to the emergency department at one of
the following hospitals (see locations on page 17):

Colorado Springs

Memorial Hospital Central

Memorial Hospital North

Penrose Hospital

St. Francis Medical Center
Pueblo

Parkview Medical Center

St. Mary-Corwin Medical Center
Canon City

St. Thomas More Hospital
Woodland Park

Pikes Peak Regional Hospital

If you are admitted to one of our contracted emergency care hospitals
or to an out-of-plan hospital following an emergency room visit, please
contact Member Services as soon as possible (preferably within 24
hours), or have someone contact us on your behalf, so that we may assist
in coordinating your care and reduce your risk of incurring non-covered
inpatient charges.

**For the complete definition of an emergency medical condition, please
refer to your EOC.

Member Services

1-888-681-7878/
TTY: 711

Monday-Friday,
8 a.m.—6 p.m.

TIP

If you obtain
emergency medical
care, it is always wise
to retain all bills,
receipts, and medical
records of services
received from anyone
involved in your
emergency health care.
This includes attending
providers, ambulance
staff, and paramedics.
Save the police report
if an automobile or
motorcycle accident
caused the need for
emergency services.

kp.org

212 INOA abeue|p



)
—
©
O
—
S
©)
>
)
(@)
©
c
©
=

10

Pharmacy Services

Clinical pharmacists and specialists provide pharmacy services at most
Kaiser Permanente medical offices, through an anticoagulation and
cardiac risk service, and through the Clinical Pharmacy Call Center.
Clinical pharmacy staff work with your Kaiser Permanente doctor or
network physician as an integral part of your health care team to help
provide complex disease state management, assist in transitioning your
prescriptions into Kaiser Permanente, provide education regarding
medications, and help ensure your medications are taken appropriately
to maintain good health.

You can fill prescriptions at any Kaiser Permanente pharmacy or a
pharmacy in the network. To find out more information about your
pharmacy benefit or locate a network pharmacy, please call Member
Services or the Southern Colorado Resource Team.

Kaiser Permanente mail-order delivers most prescriptions to your door
by first-class mail with no shipping costs. You may also refill your Kaiser
Permanente pharmacy prescriptions for pickup at a Kaiser Permanente
pharmacy or through mail order at kp.org/rxrefill or the automated refill
line at 1-866-938-0077 (TTY: 711), you can call anytime, day or night.
Please call in an initial order or refill(s) at least two weeks before you run
out of your current supply.

Plans that require refills of maintenance medications at a
Kaiser Permanente pharmacy

Members with plans that require refills of maintenance medications to
receive their pharmacy benefit may fill the first order of a maintenance

medication at a Kaiser Permanente medical office pharmacy or a network

pharmacy. To receive your pharmacy benefit, refills for maintenance
medications (birth control, high blood pressure, diabetes, cholesterol,
thyroid, etc.) must be filled at a Kaiser Permanente medical office
pharmacy or through the Kaiser Permanente mail-order service. For
non-maintenance medications for one-time or urgent conditions, such
as infections (antibiotics) or pain, fill your prescription immediately at a
Kaiser Permanente medical office pharmacy or a network pharmacy.

Member Services: 1-888-681-7878

o

Clinical Pharmacy
Call Center

1-866-244-4119/
TTY: 711

Monday-Friday,
8 a.m.—6 p.m.

Mail Order
Pharmacy Service

1-866-523-6059/
TTY: 711

Monday through
Friday, 8 a.m.—6 p.m.




Make Sure Your Prescribed Medication is Covered

Before you get a prescription, you and your Kaiser Permanente or
network doctor can check online at kp.org/formulary to see whether

a medication is on our formulary. The formulary is our list of preferred
brand-name and generic medications that Kaiser Permanente physicians
and pharmacists have determined to be the safest, most appropriate,
and most cost effective drug treatments.

If the medication is not on the formulary, you and your Kaiser
Permanente or network doctor can find an equivalent by calling our
Clinical Pharmacy Call Center. Your doctor can call the Clinical Pharmacy
Call Center and speak directly to a Kaiser Permanente pharmacist
anytime. Together they can select the right medication for you.

Vision and Eye Care

Some health conditions can be detected with an eye exam. Get the

eye care you need to stay healthy by visiting Vision Essentials by Kaiser
Permanente at Briargate Medical Offices, or by contacting a network
optometrist or ophthalmologist directly. Check your EOC to see if Vision
and Eye Care services, including eye exams and glasses/contacts, are
covered in your plan or are available on a fee-for-service basis.

Hearing

Hearing empowers and enriches our lives. Hear as much as you should
with help from Kaiser Permanente Hearing Services at Briargate and
Pueblo North Medical Offices:

Hearing tests

Hearing aid consultations and fittings

Custom hearing protection

Tinnitus consultations

Hearing aid checks

Free consultations

To make an appointment with Kaiser Permanente Hearing Services, call
719-282-2413 (TTY: 711), Monday through Friday, 8:30 a.m. to 4:30 p.m.

No referral is needed. Check your EOC to see whether audiology tests
and hearing aids are covered in your benefit plan or are available on a
fee-for-service basis.

kp.org
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Behavioral Health

Kaiser Permanente has selected Beacon Health Options, formerly

known as ValueOptions®, to administer behavioral health and chemical
dependency services for our Southern Colorado members. Behavioral
health and chemical dependency/substance abuse (including alcoholism)
outpatient care is provided on a self-referral basis. For help, please call
any time, day or night, at 1-866-702-9026 (TTY: 1-866-835-2755). For a
behavioral health or chemical dependency emergency, call 911 or go to
the nearest hospital emergency department.

Supportive Care Services

Coping with serious illness is difficult. It affects the whole person and
their loved ones. Individualized care is available to help you and your
loved ones understand what is happening, be more comfortable and
confident in your care, and to feel supported by a team of experts.

Supportive Care Services helps to clarify goals of treatment, address
fears and concerns, offers information on additional Kaiser Permanente
programs and helpful community resources, and provides guidance on
advance care planning.

Consultation with a program specialist will provide you with a plan for
moving forward through the challenges that you or loved ones may

be facing as a result of changes in health. Supportive Care Services is
available to members who face a serious, chronic, or terminal condition.

For a consultation, call:

Briargate and Parkside Medical Offices: 719-327-6521
Pueblo North Medical Offices: 719-595-5322

Access to Care at Any Kaiser Permanente Medical Office
in Colorado

Southern Colorado members can seek primary or specialty care at any
Kaiser Permanente medical office in Colorado. In addition to our medical
offices in Colorado Springs and Pueblo, we have offices in the Denver/
Boulder area, Castle Rock, Mountain Colorado, and Northern Colorado.

To find a Kaiser Permanente medical office, go to the facility directory
at kp.org and choose any Colorado area. To schedule appointments at
a Kaiser Permanente medical office, please call the Appointment and
Advice Call Center.

Scheduled hospitalization, skilled nursing care, and other care in

the Denver/Boulder or Northern Colorado areas is also available to
Southern Colorado members. Contact Member Services for additional
information.

Member Services: 1-888-681-7878

o

Appointments and
Medical Advice

1-800-218-1059/
TTY: 711

Monday-Friday,

7 a.m.—6 p.m.

For advice, call
anytime, day or night.

o

TIP

For more specific
information about your
health care coverage,
please review your
EOC or contact
Member Services. You
can also view your EOC
online at kp.org/eoc.




Care When You're Away from Home

If you become ill or injured while outside the Colorado area, Kaiser
Permanente covers emergency services anywhere in the world. If you

need routine care or continuing care while you are outside the Colorado

service area, please contact Member Services for information on your
benefits. You can also reference your EOC for additional information.

International Travel Clinic

Our International Travel Clinic provides travel consultations to members
traveling abroad. Our clinical pharmacists assess the health risks of

the destination, determine if any vaccines or other preventive measures
are needed, and recommend immunizations and prescriptions. Call the
International Travel Clinic at 1-800-888-8540 (TTY: 711), two months
before your trip to allow time to schedule any vaccines you may need.

Visiting Member Program

You can receive a variety of covered health services when visiting any
Kaiser Permanente or Group Health Cooperative service area. Your
specific benefits may vary according to your membership plan.

Outside of Colorado, Kaiser Permanente offers medical care in eight
states and the District of Columbia. If you anticipate traveling to
California, the District of Columbia, Georgia, Hawaii, Maryland, Oregon,
Virginia, or Washington, ask Member Services for a brochure that details
your visiting member coverage.

Out-of-Area Student Coverage

Kaiser Permanente covers routine, continuing, and follow—up care for
out-of-area students. Therefore, out-of-area students will be covered
for non-urgent medical needs, in addition to urgent and emergency
care. For more information on out-of-area student coverage, visit
kp.org/formsandpubs.

2182 INOA abeue|\ “

o

TIP

You also can get

help planning your
trip at kp.org/travel
or by calling
951-268-3900

(TTY: 711). You'll

find important steps
you can take before,
during, and after your
trip. And you can

get travel resources
including claim forms,
in case you need

to file a claim for
reimbursement after
you get back.

kp.org 13
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Medical Financial Counseling Services

If you have questions about costs related to care you receive at a
Kaiser Permanente medical office, talk with one of our medical financial
counselors. Our counselors offer free medical financial advice, price
estimates for upcoming medical services and procedures, and payment
plan options. Just call 1-877-803-1929 (TTY: 711), Monday through
Friday, 8 a.m. to 6 p.m., or visit kp.org/costestimates. For questions
about costs for services outside of Kaiser Permanente medical offices,
contact the provider directly.

Pay Medical Bills Online

Paying your Kaiser Permanente medical bills just got a lot easier.

View and manage the entire payment process right on our website.
With our new, easy-to-use bill payment feature, you can securely

make payments online at no extra charge. Visit kp.org/paymedicalbills
to learn more.

Understanding Preventive Visit Care and Cost

Preventive care is intended to help keep you healthy and detect certain
diseases early. At Kaiser Permanente, you have a health care team
dedicated to keeping you healthy and on track with preventive care all
year long.

Many preventive visits are covered at no cost to you, once per benefit
year when indicated, according to the U.S. Preventative Task Force.*

These include:

Cholesterol tests

Fasting blood sugar test for Type 2 diabetes
Mammography screening for breast cancer

Pap, and when indicated, HPV testing

Prostate blood test (PSA)

Routine childhood immunizations

Screening for select sexually transmitted diseases
Stool test for colon cancer screening

Tuberculosis skin test

Bone mineral density and Hemoglobin A1C testing

*This list is not inclusive. Please refer to your EOC for additional
information about your preventive benefits.

Member Services: 1-888-681-7878

o

Member Services

1-888-681-7878/
TTY: 711

Monday-Friday,
8 a.m.—6 p.m.




Access to Services for the Deaf, Hard of Hearing,
or Speech Impaired

TTY numbers are listed on the back cover. TTY numbers serve those
with the special phone equipment needed to connect to TTY numbers.
Callers to a TTY number without the appropriate equipment are unable
to connect through a TTY number.

When a TTY number is not specifically listed for a Kaiser Permanente
service, provider, or location in this Handbook, please use your TTY
equipment to call 711 and provide the number you want to reach.
Kaiser Permanente also provides interpretation services according to the
Americans with Disabilities Act and the Civil Rights Act of 1964. When
you schedule an appointment at a Kaiser Permanente medical office we
will arrange for interpretation at no cost to you.

For Help in Your Language

Interpreter services are available by phone at no cost when you call
Kaiser Permanente. Just let us know your preferred language when
you're connected to a representative.

If you receive your care at a Kaiser Permanente medical office, physicians
have telephone access to interpreters in more than 150 languages and
also can request an onsite interpreter for an appointment, procedure,

or service. We do not charge for language assistance provided at Kaiser
Permanente medical offices.

NOTE: If you need language assistance at your network physician’s
office, please contact them directly to make arrangements.

Medical Office Customer Care Reps

When you're not sure where to go for questions about your plan, finding
a doctor, or getting care, our customer care reps — located within select
Kaiser Permanente Medical Offices — can help.

Receive in-person support for the following services or questions:
Selecting a physician
Billing or cost estimates
Health Care Reform questions
kp.org registration
Transitioning medications
Understanding your benefits or how your plan works
Resolving issues or filing a complaint
And more
No appointment is needed, simply visit Pueblo North Medical Offices

and ask to speak to a Customer Care representative. Bilingual Customer
Care representatives are available at this location.

kp.org
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KAISER PERMANENTE MEDICAL OFFICES
IN SOUTHERN COLORADO

n Briargate Medical Offices
4105 Briargate Pkwy, Suite 125
Colorado Springs, CO 80920
Medical office and pharmacy hours:
Monday-Friday, 8:30 a.m.-5:30 p.m.

Appointments 719-282-2533
Hearing Services 719-282-2413
Dermatology 719-282-2540
Nutrition Services 719-282-2488
Pediatrics 719-282-2533
Pharmacy 719-282-2466

Sleep Apnea Services 719-282-2580
Supportive Care Services.... 719-327-6521

Vision Essential Optometry and
Optical Store 719-282-2450

E Parkside Medical Offices
215 Parkside Drive
Colorado Springs, CO 80910
Medical office hours:
Monday-Friday, 8:30 a.m.-5:30 p.m.
Pharmacy hours:
Monday-Friday, 8:30 a.m.-7:30 p.m.

Appointments 719-327-6540
Endocrinology 719-327-6552
Pharmacy 719-327-6565

Supportive Care Services.... 719-327-6521

n Pueblo North Medical Offices
3670 Parker Boulevard, Suite 200
Pueblo, CO 81008
Medical office hours:
Monday-Friday, 8:30 a.m.-5:30 p.m.
Pharmacy hours:
Monday and Friday, 8:30 a.m.-7 p.m;
Tues, Weds, and Thurs, 8:30 a.m.-5:30 p.m.
Appointments 719-595-5755
Hearing Services 719-282-2413
Pharmacy 719-595-5367
Sleep Apnea Services 719-595-5350
Supportive Care Services.... 719-595-5322

TTY users may contact
Relay Colorado
at 711 for assistance.

NETWORK HOSPITALS AND
EMERGENCY CARE

If you have an emergency medical condition,
call 911 or go to the nearest hospital. Or, if time
and safety permit, you can go to the Emergency
Department at one of the following hospitals:

Canon City

St. Thomas More Hospital
1338 Phay Avenue

Cafon City, CO 81212
719-285-2000

Colorado Springs

Memorial Hospital Central*
1400 E. Boulder Street
Colorado Springs, CO 80909
719-365-5000

Memorial Hospital North*
4050 Briargate Parkway
Colorado Springs, CO 80920
719-364-5000

Penrose Hospital

2222 N. Nevada Avenue
Colorado Springs, CO 80907
719-776-5000

St. Francis Medical Center
6001 E. Woodmen Road
Colorado Springs, CO 80920
719-571-5000

Pueblo

Parkview Medical Center
400 W. 16th Street
Pueblo, CO 81003
719-584-4000

m St. Mary-Corwin Medical Center

1008 Minnequa Avenue
Pueblo, CO 81004
719-557-4000

Woodland Park
m Pikes Peak Regional Hospital*

16420 U.S. Highway 24
Woodland Park, CO 80863
719-687-9999

*In-network for members on KP Select plans

kp.org
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URGENT CARE

COLORADO SPRINGS

Alliance Urgent Care*

9320 Grand Cordera Parkway
Suite 100

Colorado Springs, CO 80924
719-282-6337

Boettcher Health Center

at Colorado College*{

1106 N. Cascade Avenue
Colorado Springs, CO 80903
719-389-6384

Children’s Hospital Colorado

Urgent and Outpatient

Specialty Care at Briargate*+

4125 Briargate Parkway
Colorado Springs, CO 80920
719-305-5437

CSHP Urgent Care*

1633 Medical Center Point
Colorado Springs, CO 80907
719-636-2999

CSHP Urgent Care*

600 S. 21st Street

Colorado Springs, CO 80903
719-635-5900

Emergicare Medical Clinics*
3002 S. Academy Boulevard
Colorado Springs, CO 80916
719-390-7017

Emergicare Medical Clinics*
4083 Austin Bluffs Parkway
Colorado Springs, CO 80918
719-594-0046

Emergicare Medical Clinics*
402 W. Bijou Street

Colorado Springs, CO 80905
719-302-6942

Integrity Urgent Care*
13445 Voyager Parkway
Colorado Springs, CO 80917
719-219-0333

Integrity Urgent Care*
1035 Garden of the Gods
Road, Suite 120

Colorado Springs, CO 80907
719-329-1000

Integrity Urgent Care*
4323 Integrity Center Point
Colorado Springs, CO 80917
719-591-2558

Memorial Hospital

Urgent Care*

2767 Janitell Road

Colorado Springs, CO 80906
719-365-2888

North Springs Family
Medicine & Urgent Care*
8540 Scarborough Drive
Suite 100

Colorado Springs, CO 80920
719-955-4200

Penrose Community
Urgent Care

3205 N. Academy Blvd.
Colorado Springs, CO 80971
719-776-3216

Premier Urgent Care*

8115 Voyager Parkway
Colorado Springs, CO 80920
719-203-3300

CRIPPLE CREEK

Penrose Urgent Care at
Cripple Creek
1101 Teller County Road 1
Cripple Creek, CO 80813
719-776-4300

FALCON

Falcon Urgent Care*
7475 McLaughlin Road
Falcon, CO 80831
719-495-9994

Member Services: 1-888-681-7878

MONUMENT

Centura Health

Urgent Care - Tri Lakes
17230 Jackson Creek Parkway,
Suite 120

Monument, CO 80132
719-571-7070

CSHP Urgent Care*

15909 Jackson Creek Parkway
Monument, CO 80132
719-488-9933

Premier Urgent Care*

15854 Jackson Creek Parkway
Monument, CO 80132
719-481-2335

PUEBLO

Emergicare Medical Clinics*
4117 N. Elizabeth Street
Pueblo, CO 81008
719-545-0788

Southern Colorado Clinic, PC
3676 Parker Boulevard

Pueblo, CO 81008
719-553-2200

Southern Colorado Clinic, PC
3937 Ivywood Lane

Pueblo, CO 81005
719-553-0111

WOODLAND PARK

Penrose Mountain
Urgent Care

41 State Highway 67
Woodland Park, CO 80863
719-776-3216

* In-network for members on
KP Select plans

+ Pediatric care only

¢ Pediatric care not available



' Be

informed

Notice of Privacy Practices

Our regional Notice of Privacy Practices,
which you have received, describes how
medical information about you may be used
and disclosed, and how you can access it. It
also describes our responsibility to notify you
if there is a breach of your Protected Health
Information. We want to remind you about this
notice and how you may obtain another copy
if you want one. This notice is part of the
federal Health Insurance Portability and
Accountability Act (HIPAA). Protected health

information is an important part of HIPAA rules.

Due to modifications to HIPAA, the Notice of
Privacy Practices underwent material changes
in 2013. You can view a copy online at
kp.org/privacy or request a printed copy by
calling Member Services.

Disability Access

It is our policy to make our facilities, services,
and programs accessible to individuals with
disabilities, in compliance with federal and
state laws that prohibit discrimination based

on disability. Kaiser Permanente provides
reasonable accommodations to individuals

with disabilities, including: (1) access to service-
animals and their users, except where the animal
poses a significant risk to health or safety;

(2) appropriate auxiliary aids and services when
necessary to ensure effective communication
with individuals with hearing, cognitive, and/

or communication-related disabilities, including
qualified sign language interpreter services and
informational materials in alternative formats
(examples include large print, audio tape/CDs,
electronic texts/disks/CD-ROMS, and Braille);
and (3) accessible exam rooms and medical
equipment for individuals with disabilities.

pauwuojurog |||
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New Technology

New and emerging medical technologies

and existing technologies are evaluated on

an ongoing basis by two Kaiser Permanente
committees. These evaluators consider whether
the new technology is safe and effective,

as determined by clinical specialists inside and
outside Kaiser Permanente. They also consider
the technology’s benefits and under what
conditions it is appropriate to be used. The
Interregional New Technologies Committee,

a national Kaiser Permanente group, and

our local New Technologies Committee make
recommendations to clinicians regarding the
medical appropriateness of the technology. For
more information, contact Member Services.

Advance Directives

Kaiser Permanente complies with the
provisions of the federal Patient Self-
Determination Act. Patients are informed

of their right to consent to or refuse
treatment, and to initiate Advance Directives.
Colorado law also provides for Advance
Directives, including directives pertaining to
cardiopulmonary resuscitation (CPR).

Kaiser Permanente providers will inform you

if they cannot implement an Advance Directive
on the basis of conscience. This information

is provided in writing, or in an alternate

format appropriate for you. The provider

will transfer your care to another provider of
your choice, who is willing to comply with the
Advance Directive.

We encourage you to think about and
document your health care choices now,
regardless of age, in case you're ever unable

to speak for yourself. For some people, it can

be uncomfortable to talk about illness, injury,
and dying. Although it isn't always easy, it's
important to have conversations about what you
value most in life and how you would want to be
treated in specific health or medical situations.

For more information and to download current
forms visit kp.org/advancedirective. Get
support from Kaiser Permanente through the
Life Care Planning service. Take action to have
your wishes known and honored by attending
a free Life Care Planning First Steps Class (with
your chosen health care agent) and complete
an Advance Directive. Call 1-866-868-7112

to register.

Additional information about advance directives
can be found at the Colorado Department of
Public Health and Environment Web site:
www.cdphe.state.co.us.

Member Services: 1-888-681-7878



Questions or Concerns About Bioethics

Kaiser Permanente has an ethics committee

to assist in analyzing medical and business
decisions. Bioethics applies general moral
principles to medicine and health care. The
committee offers recommendations to staff
and physicians on bioethical policies and
practices. It does not handle specific patient
cases or complaints on care or service. For
information about the Bioethics Committee and
its activities, call Member Services.

Principles of Resource Management
(UTILIZATION MANAGEMENT)

Kaiser Permanente’s Quality and Resource
Management Program has adopted the
following principles:

Utilization management decisions (pre-ser-
vice, concurrent, and retrospective) are based
on appropriateness of care, specific plan
benefits, and current eligibility.

No practitioner or other staff member review-
ing resource utilization is rewarded for issuing
denials of coverage or service.

No financial incentives exist that encourage
denials of coverage or service that result in
underutilization.

Kaiser Permanente will ensure that all bene-
fit/coverage determinations are adjudicated
in a manner designed to ensure the inde-
pendence and impartiality of the persons
involved in making the decision. Kaiser Per-
manente will not make decisions regarding
issues like hiring, compensation, termination,
or promotion based on the likelihood that the
person will support the denial of benefits.

For resource stewardship process or
authorization of care inquiries, please call
1-877-895-2705 (TTY: 711), Monday through
Friday, 8:30 a.m. to 4:30 p.m. Staff will provide
a telephone interpreter to assist with utilization
management issues to individuals who speak
limited or no English free of charge.

If you call after normal business hours for the
Colorado service area, your message will be
forwarded to our utilization management staff;
your call will be returned the next business day.

Utilization criteria are applied along with
medical expert opinions, when necessary,
in making authorization decisions. To obtain
a copy of resource stewardship/utilization
management criteria, please call resource
stewardship at the number provided.

Measuring Care and Service Quality

Kaiser Permanente participates in a number
of independent reports on quality of care and
service so that our members and the public
have reliable information to better understand
the quality of care we deliver, as well as a way
to compare our performance to other Colorado
health plans. You can find information on

our quality performance at kp.org under
Helpful Links and clicking on “Quality & Safety
at KP"”. Or, contact Member Services at
1-888-681-7878 (TTY: 711), Monday through
Friday, 8 a.m. to 6 p.m., for information.

Complaints, Claims, and Appeals

We want you to be satisfied with Kaiser
Permanente. Please let us know when you have
concerns, complaints, or compliments. The
following information is an overview; please
refer to your EOC for complete information on
filing claims, appeals, and member satisfaction.

Complaints about quality of care or service, or
access to facilities or services

If you have a complaint about your quality

of care or service, or access to facilities,
services, or programs, you may file a

complaint online or you may contact a patient
assistance coordinator or a Member Services
representative at your local Plan facility or call
Member Services at 1-888-681-7878 (TTY: 711),
Monday through Friday, 8 a.m. to 6 p.m., to
discuss your issue. To file a complaint online go
to kp.org and click the “Locate our services”
tab, then click “Member Services.” On the left
side of the screen, click “Submit a complaint.”

kp.org
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Our representatives will advise you about
your resolution process and ensure that the
appropriate parties review your complaint.

Kaiser Permanente will make appropriate
arrangements to ensure that persons with
disabilities are provided other accommodations,
if needed, to participate in the dispute
resolution and complaint processes. Additionally,
Kaiser Permanente will not retaliate against
anyone who files a grievance or cooperates in
the investigation of a grievance in good faith.

Claims

Submitting claims for processing and financial
reimbursement is an infrequent necessity for
some Kaiser Permanente members. When you
obtain emergency or urgent care outside the
Southern Colorado service area under the terms
of your Plan, you may ask the providers to bill
the Claims Department at the address listed
below. If the provider mails you a bill, we ask
that you send it to our Claims Department for
payment. In either case, we pay our share and
let you know how much, if anything, you owe.

If the provider requires payment at the time of
service, we suggest you pay in order to obtain
the required services. If you pay the provider
directly, we'll reimburse you for our share of
the costs. For more details, please refer to your
EOC. To obtain reimbursement, please send
your request for payment, along with all bills
and receipts to:

Kaiser Permanente
Claims Department
P.O. Box 373150
Denver, CO 80237-3150

You can obtain a claim form online at kp.org.
Be sure your Kaiser Permanente health
record number is included on any written
correspondence to the Claims Department.

Member Services: 1-888-681-7878

In complex cases involving questions about
travel abroad, third-party liability, or car or
motorcycle accidents (for example), we suggest
you contact the Claims Department at
1-888-681-7878 (TTY: 711), Monday through
Friday, 8 a.m. to 5 p.m., to discuss the
circumstances and to obtain the forms you'll
need for appropriate reimbursement.

Appeals

If you have had a claim or service request
denied, you may appeal that decision in
writing.* Mail your appeal to:

Kaiser Permanente
Appeals Program

P.O. Box 378066
Denver, CO 80237-8066

*Refer to the document you received denying
your claim or service as it outlines your appeal
rights in detail.

Dispute Resolution

We are committed to promptly resolving your
concerns, complaints, and grievances. Any
person who believes that she or he has been
subjected to discrimination on the basis of a
disability may file a complaint or grievance
under this procedure. The following sections
describe some dispute-resolution options that
may be available to you. Please refer to your
EOC or Certificate of Insurance, or speak with a
Member Services representative for the dispute-
resolution options that apply to you. This is
especially important if you are a Medicare
member because you have different dispute-
resolutions options available. The information
below is subject to change when your EOC

or Certificate of Insurance is revised and the
revised EOC or Certificate of Insurance replaces
the information in this Guidebook.

We will confirm receipt of your complaint,
grievance, or appeal within five days. We will
investigate your complaint or grievance, and
will send you our decision within 30 days from
the date we received your written or verbal
complaint. We will make every attempt to



resolve your issue promptly. The person filing
the grievance or complaint may appeal the
initial decision, and we will issue a decision
within 30 days from the date we received your
written or verbal request for an appeal. In the
case of an expedited review, we will respond in
less than 30 days, as described in this section.

If Member Services can resolve your grievance
to your satisfaction by the end of the following
business day, we will not provide any written
communications relating to your issue.

Member Rights and Responsibilities Policy

We are partners in your health care. Your
participation in your health care decisions and
your willingness to communicate with your
doctor and other health professionals help us
in providing you with appropriate and effective
health care. We want to make sure you receive
the information you need to make decisions
about your health care. We also want to make
sure your rights to privacy and to considerate
and respectful care are honored. As a member
of Kaiser Permanente, you have the right to
receive information about your rights and
responsibilities and to make recommendations
about our member rights and responsibilities
policies.

YOU* HAVE THE RIGHT TO:

Participate in your health care. This
includes the right to receive the information
that you need to accept or refuse a
recommended treatment. Emergencies

or other circumstances occasionally may
limit your participation in a treatment
decision. In general, you will not receive
medical treatment before you or your legal
representative give consent. You have the
right to be informed and to decide if you
want to participate in any care or treatment
that is considered educational research or
human experimentation.

Express your wishes concerning future care.
You have the right to choose a person to
make medical decisions for you and to
express your choices about your future care,
if you are unable to do so yourself. These
choices can be expressed in documents, such
as a durable power of attorney for health
care, a living will, or a CPR directive. Inform
your family and your doctor of your wishes
and give them copies of documents that
describe your wishes concerning future care.

pauuojur og [ | ]
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Receive the medical information you need

to participate in your health care. This
information includes the diagnosis, if any,

of a health complaint, the recommended
treatment, alternative treatments, and the
risks and benefits of the recommended
treatment. We will make this information as
clear as possible to help you understand it.
You are entitled to an interpreter, if you need
one. You also have the right to review and
receive copies of your medical records, unless
the law restricts our ability to make them
available. You have the right to participate in
making decisions involving ethical issues that
may arise during the provision of your care.

Receive information about the outcomes

of care you have received, including
unanticipated outcomes. When appropriate,
family members or others you have
designated will receive such information.

Receive information about Kaiser Permanente
as an organization, its practitioners, providers,
services, and the people who provide your
health care. You are entitled to know the name
and professional status of the individuals who
provide your service or treatment.

Receive considerate, respectful care.
We respect your personal preferences
and values.

Member Services: 1-888-681-7878

Receive care that is free from restraint

or seclusion. We will not use restraint or
seclusion as a means of coercion, discipline,
convenience, or retaliation.

Have a candid discussion of appropriate

or medically necessary treatment options for
your condition(s). You have the right

to this discussion, regardless of cost or
benefit coverage.

Have impartial access to treatment. You have
the right to all medically indicated treatment
that is a covered benefit, regardless of your
race, religion, sex, sexual orientation, national
origin, cultural background, disability, or
financial status.

Be assured of privacy and confidentiality. You
have the right to be treated with respect and
dignity. We will honor your need for privacy
and will endeavor not to release your medical
information without your authorization,
except as required or permitted by law.

Have a safe, secure, clean, and accessible
environment.

Choose your physician. You have the right
to select and change physicians within the
Kaiser Permanente Health Plan. You have
the right to a second opinion by a Kaiser
Permanente physician. You have the right
to consult with a non-Kaiser Permanente
physician at your expense.



Know and use customer satisfaction
resources. You have the right to know
about resources such as patient assistance,
customer service, and grievance and appeals
committees, who can help you answer
questions and resolve problems. You have
the right to make complaints and appeals
without concern that your care will be
affected. Your membership benefits booklet
(EOC or Membership Agreement) describes
procedures to make formal complaints. We
welcome your suggestions and questions
about Kaiser Permanente, our services, our
health professionals, and your rights and
responsibilities.

Review, amend, and correct your medical
records as heeded.

Kaiser Permanente does not discriminate
against any person on the basis of age,

race, ethnicity, color, national origin, cultural
background, ancestry, language, religion, sex,
gender identity, gender expression, sexual
orientation, marital status, physical or mental
disability, or genetic information in admission,
treatment, or participation in its programs,
services, and activities.

To speak with a representative about our
policies and procedures, including benefits
and coverage, contact Member Services at
1-888-681-7878 (TTY: 711), Monday through
Friday, 8 a.m. to 6 p.m. Senior Advantage
and Medicare members can contact

Kaiser Permanente Member Services at
1-800-476-2167, (TTY: 711), seven days a
week, 8 a.m. to 8 p.m.

YOU* ARE RESPONSIBLE TO:

Know the extent and limitations of your
health care benefits. An explanation of
benefits is contained in your EOC or
Membership Agreement.

Identify yourself. You are responsible for
your membership card, for using the card
only as appropriate, and for ensuring that
other people do not use your card. Misuse of
membership cards may constitute grounds
for termination of membership.

Keep appointments. You are responsible for
promptly canceling any appointment that you
do not need or cannot keep.

Provide accurate and complete information.
You are responsible for providing accurate
information about your present and past
medical conditions, as you understand them.
You should report unexpected changes in
your condition to your doctor.

Understand your health problems and
participate in developing mutually agreed
upon treatment goals to the degree possible.

Follow the treatment plan on which you
and your health care professional agree.
You should inform your doctor if you do not
clearly understand your treatment plan and
what is expected of you. If you believe you
cannot follow through with your treatment,
you are responsible for telling your doctor.

Recognize the effect of your lifestyle on
your health. Your health depends not only
on care provided by Kaiser Permanente,
but also on the decisions you make in your
daily life, such as smoking or ignoring care
recommendations.

Be considerate of others. You should

be considerate of health professionals

and other patients. Disruptive, unruly, or
abusive conduct may constitute grounds for
termination of membership. You should also
respect the property of other people and of
Kaiser Permanente.

Fulfill financial obligations. You are
responsible for paying on time any money
you owe Kaiser Permanente. Nonpayment of
amounts owed may constitute grounds for
termination of membership.

*You or your guardian, next of kin, or a legally
authorized responsible person.

kp.org
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Women'’s Health and Cancer Rights Act
of 1998

In accordance with the Women'’s Health and
Cancer Rights Act of 1998, and as determined
in consultation with the attending physician and
the patient, we provide the following coverage
after a mastectomy:

Reconstruction of the breast on which the
mastectomy was performed.

Surgery and reconstruction of the other
breast to produce a symmetrical (balanced)
appearance.

Prostheses (artificial replacements).

Services for physical complications resulting
from the mastectomy.

Who Pays First When You Have Additional
Insurance?

When you have additional insurance coverage,
how we coordinate your Kaiser Permanente
benefits with benefits from other insurance
depends on your situation. If you have
additional health insurance, please call Member
Services 1-888-681-7878 (TTY: 711), Monday-
Friday, 8 a.m. to 6 p.m., to find out which rules

apply to your situation and how payment will be
handled.

Member Services: 1-888-681-7878

Kaiser Permanente Publications and
Announcements

Most of our publications can be downloaded at
kp.org/formsandpubs. Additionally, we'll keep
you up-to-date on Kaiser Permanente through
your member e-newsletter, Partners in Health,
as well as additional mailings. We encourage
you to register on kp.org to receive the monthly
Partners in Health e-newsletter. It allows you

to get important updates and valuable health
tips in a timely manner and keeps you informed
about new Kaiser Permanente medical offices
and specialty services, changes in basic
benefits, and changes in phone numbers.

Bookmark kp.org/membernews-co to stay

up to date with the latest member news from
Kaiser Permanente. This Web page is uniquely
designed to keep you informed of what's going
on at Kaiser Permanente. We'll also provide you
with local service area updates and news.

INFORMATION SUBJECT TO CHANGE

The information in the Member Resource Guide
is updated annually and is current at time of
printing. The availability of physicians, hospitals,
providers, and services may change. For a
complete and updated list of our physicians
and specialists, visit the Medical Staff Directory
on kp.org. If you have questions about the
information in this guide, please call Member
Services at 1-888-681-7878 (TTY: 711), Monday
through Friday, 8 a.m. to 6 p.m.

Member and Marketing Communications
publishes the Member Resource Guide annually
for Kaiser Permanente members. We welcome
your comments. Please write to us at:

Member and Marketing Communications
Kaiser Permanente

2530 S. Parker Road, Suite 350

Aurora, CO 80014

or e-mail us at
CO-MemberCommunications@kp.org.



Glossary

Coinsurance

An amount you may be required to pay as
your share of the cost for services after you
pay any deductibles. Coinsurance is usually a
percentage (for example, 20%).

Copay

An amount you may be required to pay as your
share of the cost for a medical service or supply,
like a doctor’s visit, hospital outpatient visit, or
prescription drug. A copayment is usually a set
amount, rather than a percentage. For example,
you might pay $10 or $20 for a doctor’s visit or
prescription.

Deductible

The amount you pay for covered services before
Kaiser Permanente starts paying most of the
cost. For example, a $500 deductible means
you pay $500.

Evidence of Coverage (EOC)

This document explains benefits, terms,

and conditions of your Kaiser Permanente
membership, including information about your
share of the cost and exclusions.

Explanation of Benefits

A summary of health care charges that Kaiser
Permanente sends you after you see a provider
or get a service. It is not a bill. It is a statement
that tracks the care you've received and how
close you are to reaching your deductible and
out-of-pocket maximum.

Family Medicine

Provides comprehensive medical services
for individuals, regardless of sex or age, on a
continuing basis. Family medicine physicians
often care for every member of a family.

Formulary

A list of prescription drugs covered by a
prescription drug plan or another insurance plan
offering prescription drug benefits. Also called
a drug list.

Internal Medicine
Provides diagnosis and medical treatments
for adults.

Kaiser Permanente Medical Offices
Medical offices usually offer primary care,
specialty, and support services such as
pharmacy and lab.

Network Provider

Providers we contract with to provide services
to members. They include network hospitals,
primary care providers, physicians, medical
groups, plan medical offices, and pharmacies.

Obstetrics/Gynecology

Provides women'’s health, family planning,
pregnancy, and medical and surgical
reproductive health services.

Out-of-Pocket Maximum

The maximum amount you'll pay for covered
services each year. If you reach your maximum,
you won't have to pay anything for covered
services for the rest of the year.

Pediatrics
Provides children’s health care, usually from
birth through age 17.

Primary Care

Basic or general health care services provided
by family medicine, internal medicine, and
pediatric physicians, and other health care
practitioners.

Referral only

A referral from a primary care physician is
needed to make an appointment in certain
“by referral only” specialty departments.

Service Area

That geographical area defined by ZIP codes
within specified counties. Refer to your EOC for
a list of ZIP codes.

Specialist

A physician specialist focuses on a specific area
of medicine or a group of patients to diagnose,
manage, prevent, or treat certain types of
symptoms and conditions. A non-physician
specialist is a provider who has more training in
a specific area of health care.

TTY

Indicates a telephone number for a relay
communications device used by the hearing or
speech impaired to communicate directly with
others.
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Get care fast

Get Started as a New Member
See page 4
Call 1-844-639-8657/TTY: 711

Find a Location
See page 16
Visit kp.org/facilities

Choose or Change Your Physician
See page 7
Call 1-855-208-7221/TTY: 711

Make an Appointment
See page 7
1-800-218-1059/TTY: 711

Mail Order Pharmacy Service
See page 10
Call 1-866-523-6059/TTY: 711

Medical Advice
See page 8
Call 1-800-218-1059/TTY: 711

Manage Your Health Online
See page 5
Visit kp.org/myhealthmanager

kp.org

60397711_16_2016MRG-SoCO_CO

Stay Connected With Us

®

kp.org/membernews-co

facebook.com/KPColorado

twitter.com/KPColorado

You

youtube.com/kaiserpermanenteorg
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Kaiser Foundation Health Plan of Colorado (Kaiser Health Plan) complies with applicable federal civil
rights laws and does not discriminate on the basis of race, color, national origin, age, disability, or sex.
Kaiser Health Plan does not exclude people or treat them differently because of race, color, national
origin, age, disability, or sex. We also:
e Provide no cost aids and services to people with disabilities to communicate effectively with us,
such as:
o0 Qualified sign language interpreters
o Written information in other formats, such as large print, audio, and accessible electronic
formats
e Provide no cost language services to people whose primary language is not English, such as:
0 Qualified interpreters
o Information written in other languages

If you need these services, call the number provided below.
Colorado 1-800-632-9700
TTY 711

If you believe that Kaiser Health Plan has failed to provide these services or discriminated in another way
on the basis of race, color, national origin, age, disability, or sex, you can file a grievance with the Kaiser
Civil Rights Coordinator, 2500 South Havana, Aurora, CO 80014, telephone number: 1-800-632-9700.
You can file a grievance by mail or phone. If you need help filing a grievance, the Kaiser Civil Rights
Coordinator is available to help you. You can also file a civil rights complaint with the U.S. Department of
Health and Human Services, Office for Civil Rights electronically through the Office for Civil Rights
Complaint Portal, available at https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at: U.S.
Department of Health and Human Services, 200 Independence Avenue SW., Room 509F, HHH Building,
Washington, DC 20201, 1-800-368-1019, 1-800-537-7697 (TDD). Complaint forms are available at
http://www.hhs.gov/ocr/office/file/index.html.
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Help in your Language

English: You have the right to get help in your language at no cost. If you have questions about
your application or coverage through Kaiser Permanente, or if this is a notice that requires you to take
action by a specific date, call the number provided for your state or region to talk to an interpreter.

A7ICE (Amharic): 2A9°9° hef NP £7E A 09T Tt avrt
ANP T (A TIaohnFP 0R9° (G TCT 7t Kaiser Permanente
QATLETTF 147 TT75 @9 POEPTF WP+ ORI LU TIADEL (1A
OtmPO 7 7184 PANP TIC A HEA 297.0018:8P nPr: (FhnPN@-
Padh & TC AOETP @RI ADAAP La-AD+ hANTCA™L. IC L1716

Jasd 50 lialy sacluad) e Jganll 3 3l & 2(Arabic) 4msd)
Lgati il @lishans of elilla iy ol jldind @bl calS 1y adlss
Al elie ey (g3 JlaiY) 138 S 13 ) (Kaiser Permanente
jkﬂl‘}{ﬁuﬂ@\é}bdb@?}”@)& sdm@Jund\ﬁj
$os8 pa e ) daaaill elidhaie

Zuygtipk (Armenian): tnip niutip 2bp (Eqynyd wid&wp
oqunipinil utnwtiuynt hppunitip: Gebk Ynip hwipgkp
niutp 2tp nhumuh jud Kaiser Permanente-h thgngny
Qbn Swsynyph Yhpuptpyuy, jud Epk uw Swtmgnid E,
npp yupuunpnid £ kg, npyjkugqh gnpéniunnipiniiibp
aintupltip Uhtish npnowh wduwphy, wyw
quiiquihupk p 2bp twthwiigh Yund opewith hwdwp
npudwunpyus hbpwpmuwhwdwpny® pupgluish htn
hunutint hwdwp:

Bas3d Wudu (Bassa): O md ni kpé b€ m ké gbo-kpa-kpa
dyé dé ni mioun niin bidi-wudu mu pidyi. O ju ké m dyi
dyi-dié-dé bé bédé ba ni cée-d¢ m td bo de zd jé dyie ni,
mo2 ju ba ni kiun kp3 jé dyi dyiin dé Kaiser Permanente
mue ni, mao o dyi b3 do ji bé m ké de do nyu bo wé jéé
do k3 ni, nii, da ndba b¢ wa tda bo ni bAdod mao ni gh&ed
biie, ké ni mu nya-wuduulin-za-nyd do gbo wuduun.

1T (Bengali): v 45w sres foe sAm STy sieTE
SEFE AP M@ AAE IT SAEAE @IS [T

Kaiser Permanente-ag I =183y FoE@s @@ @1 o
N@F A1 A I FE @Y W T FTE IR aF6 e fGes
TE @A TG T2 FAF IO 7T, ORE @O S F ITe
SAFEAF AT N AFEH G T0G AFACS G P |

California............................ 1-800-464-4000
Colorado....................... 1-800-632-9700
District of Columbia.............. 1-800-777-7902
Georgia................... 1-888-865-5813
Hawaii............................ 1-800-966-5955
Maryland............................ 1-800-777-7902
Oregon.................ociiin. 1-800-813-2000
Virginia................... 1-800-777-7902
Washington ........................ 1-800-813-2000
TTY 711

Kaiser Foundation Health Plan, Inc., in Northern and Southern California and Hawaii * Kaiser Foundation Health Plan of Colorado * Kaiser Foundation Health Plan of Georgia, Inc., Nine
Piedmont Center, 3495 Piedmont Road NE, Atlanta, GA 30305, 404-364-7000 « Kaiser Foundation Health Plan of the Mid-Atlantic States, Inc., in Maryland, Virginia, and Washington,
D.C., 2101 E. Jefferson St., Rockville, MD 20852 « Kaiser Foundation Health Plan of the Northwest, 500 NE Multnomah St., Suite 100, Portland, OR 97232
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Cebuano (Bisaya): Anaa moy katungod nga mangayo
og tabang sa inyo pinulongan ug kini walay bayad.
Kung naa mo pangutana bahin sa inyo aplikasyon

o coverage sa Kaiser Permanente, o kung kaning
pahibalo nanginahanglan sa inyo paglihok sa dili

pa usa ka piho nga petsa, palihug lang pagtawag

sa mga numero sa telepono nga gihatag sa imong
estado (“state”) o rehiyon (“region”) para makigstorya
sa usa ka interpreter.

32 (Chinese): AR B DURHIEE S EGERD -

WERIE R Kaiser Permanente IR B (RA ({0 58
i > BCE MR A R Z ORI B RS H A BB I I
oA SR P ER N B Y B R - B 1RSSO TR -

Chuuk (Chukese): Mei wor omw pwuung omw kopwe
angei aninis non foosun fonuomw (Chuukese), ese
kamo. Ika mei wor omw kapas eis usun omw apilikeison
me/ika policy fan nemenien Kaiser Permanente, are

ika ei esinesin a erenuk pwe kopwe fori pwan ekoch
fofor, ka tongeni omw kopwe kori ewe nampa mei
kawor faniten omw state ika fonu (asan) iwe eman chon
chiakku epwe anisuk non kapasen fonuomw.

Francais (French): Une assistance gratuite dans votre
langue est a votre disposition. Si vous avez des
questions a propos de votre demande d'inscription
ou de la couverture par Kaiser Permanente, ou si cet
avis vous demande de prendre des mesures a une
date précise, appelez le numéro indiqué pour votre
Etat ou votre région pour parler a un interpréte.

Deutsch (German): Sie haben das Recht,

kostenlose Hilfe in Ihrer Sprache zu erhalten. Falls

Sie Fragen bezuglich lhres Antrags oder lhres
Krankenversicherungsschutzes durch Kaiser Permanente
haben oder falls Sie aufgrund dieser Benachrichtigung
bis zu bestimmten Stichtagen handeln mussen, rufen Sie
die fur lhren Bundesstaat oder lhre Region aufgefiihrte
Nummer an, um mit einem Dolmetscher zu sprechen.

o)l (Gujarati): Ml S8 URL WL cldR dHIRL
QUMIHL HeE Anaclloll AU[ESIR B. %l dHa

Kaiser Permanente HIR§A dHI3] AR wedll

sy (A ysll 8lat, wacll % L AU Slal BHL
dHal SlEAssU Al wolal Aeatell %32 8lat, Al
celBall WA dld $cl dAHIRL 2 Wl At 12
YA WSAUHL AAEA oloR UR Slot 8§,

Kreyol Ayisyen (Haitian Creole): Ou gen dwa pou jwenn
éd nan lang ou gratis. Si ou gen nenpot kesyon sou
aplikasyon ou an oswa asirans ou ak Kaiser Permanente,
oswa si nan avi sa a gen bagay ou sipoze fé sa a avan yon
séten dat, rele nimewo nou mete pou Eta oswa rejyon ou a
pou w ka pale ak yon enteprét.

‘olelo Hawai‘i (Hawaiian): He pono a ua loa‘a no kekahi
kokua me kau ‘Olelo ina makemake a he manuahi no ho'i.
Ina he mau ninau kau e pili ana i kau palapala noi ‘inikua
ola kino a i ‘ole i kdbkua ma‘od ka polokalamu kdkua ola
kino Kaiser Permanente, a i ‘ole ina ke ha'i nei paha kéia
leka nei ia‘oe e hana koke aku i kéia ma mua o kekahi la
i waiho ‘ia, e kelepona aku i ka helu i loa‘a ma kéia leka
nei no kau moku‘aina a i ‘ole pana‘aina no ka wala‘au
‘ana me kekahi kanaka unuhi ‘Olelo.

f&=d (Hindi): 3muel e forell o gere 3rmueht
9oT & FErrdr U 1 3R §1 afe 3 mus
3desT U & AT #F AT Kaiser Permanente &
HaSl d AT # $o Yol ded & A1 I Ig Th
Aifew & Sad dRoT 3muer foedr fadw AfY aw
PRATS P TSI dr 3P T AT &aF & fow few
T HR W B B e gHIRY F a1 |

Hmoob (Hmong): Koj muaj cai kom tau txais kev pab
uas hais koj hom lus yam tsis tau them nqji. Yog koj muaj
lus nug txog koj daim ntawv thov los yog cov kev pab
them nyiaj tim Kaiser Permanente, los yog tias daim
ntawv no yog ib tsab ntawv ceebtoom uas yuav kom koj
ua ib yam dabtsi raws li hnub tau teev tseg, hu rau tus
nab npawb xovtooj uas tau muab rau koj lub xeev lossis
cheeb tsam kom tau tham nrog tus kws txhais lus.

Igbo (Igbo): | nwere ikike inweta enyemaka n’asusu

gi na akwughi ugwo o bula. Q buru na i nwere ajuju
gbasara akwukwo anamachoihe gi ma o bu mkpuchi

si na Kaiser Permanente, ma ¢ bu o buru na nke bu
okwa a choro ka i mee ihe tupu otu ubochi, kpoo nomba
enyere maka steeti ma o0 bu mpaghara gi iji kwukorita
okwu n’etiti onye okowa okwu.

lloko (llocano): Adda ti karbenganyo a dumawat iti tulong
iti pagsasaoyo nga awan ti bayadanyo. No addaankayo
kadagiti saludsod maipanggep ti aplikasionyo wenno
coverage babaen ti Kaiser Permanente, wenno no daytoy
ket maysa a pakdaar a kalikagumanna a rumbeng nga
aramidenyo ti addang iti espesipiko a petsa, tawagan ti
numero nga inpaay para ti estado wenno rehion tapno
makipatang ti maysa mangipatarus iti pagsasao.
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Italiano (Italian): Hai il diritto di ricevere assistenza
nella tua lingua gratuitamente. In caso di domande
riguardanti la tua richiesta o la copertura attraverso
Kaiser Permanente, o se occorre intervenire entro
una data specifica secondo quanto indicato in questa
comunicazione, chiama il numero fornito per il tuo
stato o la tua regione per parlare con un interprete.

A AEE (Japanese): H727- 1%, #HAMR L TIMHEAH
S CHREZIT HDMRNZRE L CET, BHL
i&yfi 7= 1%Kaiser Permanente@?ﬂ@%ﬁé:%ﬁ LCZ
BRINSD D h, FloidARBEHIC BT BRFED
Elﬁi“( ATEh A =Tk Oﬁ‘iﬁéﬂfwéﬁu\ bS]
FEFEOVOMN F 7o iT 5 U TRt S - EiER I
B LT, W& BFESZS 0,

121 (Khmer): HRNSEUESGUMSTSWNMANIUESHN
INWRHANIG DU SHANSUANILMYHNMAHIA
UMIMNUMMBIL: Kaiser Permanente UUSiS: &
ebgngstinuitunEigHRnRIMmSMIPumuung
GENAMNA fYBGIGNIFIIUSIHUMSHGSUTHNU
yRUSIUAHMEESuNwIgiMmSHRUATD

k=] (Korean): 7] 3toll Al = dh=ro] BT GAH|~E
mgg woa 4 9l= Fals}t 9l

Kaiser Permanente 3k Aste e A ALY v
B U o A3l o] S A5 = o EX]’H«]
SR A= IRA7A] 2HE FHeloFdt st A
Aske] = L X o] A|lFH HeHE 2 Ags) FGAL}
53} }/\1;\]9“

299 (Laotian): znwﬁ%oﬁ%‘m%ummaasLﬁsfnwﬂaﬂ

a1

283mﬂ1JTosJUcaJm mm mmummumanvmwaamn
299190 Ui muauasgcﬂw Kaiser Permanente, g
msnmé‘jaucmgmums@msag?mmwmw:umuzuw?au

o adc Ea > > 20 P\, Yo o o
Suincanz3glosy, Imtnnauwwas N lntogaNuN0
7 (2028909 (WosduNuUIwWIA.

Kajin Majol (Marshallese): Ewor jimwe eo am in bok
jipafi ilo kajin eo am ejjelok wonaan. Ne ewor am
kajjitok kon peba in aplaiki eo am ak insurance eo am
jan Kaiser Permanente, ak fie enaan in kojela in ej
aikuj bwe kwon makatkat mokta jan juon raan eo emo;j

an kallikkar, kalpk nomba eo ej lelok fian state eo am
ak jikim bwe kwon marofi kdnono ippan juon ri-ukot.
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Naabeeho (Navajo): T 44 ni nizaad bee niké i’doolwot doo
bik’¢ asinitdagdod éi bee ndhaz’a. Kaiser Permanente aka
ana’alwo’ na bik’¢ azlaadoo yinikeedgo naaltsoos hadinilaa,
¢éi bina’iditkid doogo, éi doodago dii naaltsoos haa’ida
yootkaatgo hait’aoda i’diiliit nilniigo éi nitsaa hahoodzoji

éi doodago t’aa aadi nahds’a’di ata’ dahalne’igii bich’y’
holne’go bee bit ahit hodiilnih.

Aqrelt (Nepali): mﬁ‘{lﬁﬁﬂﬁgmm
HErIdT ursa 3fAPR & | JUBHIT TFAT e IR
mKalserPermanentemmmﬁ UHAeE
T, 1 A ARE HFIR dursel Fof AuiRa fAfdan
gﬁﬁa@mﬁuﬁmamm STHTSHIT
PRI Il AUTSH! AT AT &TFT 1T fEGSuen!
TFRHAT el T |

Afaan Oromoo (Oromo): Baasii malee afaan keetiin
gargaarsa argachuudhaaf mirga gabda. Waa'ee iyyata
keetii yookaan tajaajila Kaiser Permanente hammatu
ilaalchisee gaaffii yoo qabaatte, yookaan yoo kun
beeksisa guyyaa murtaa'e irratti tarkaanfii akka ati
fudhattu gaafatu ta’e, lakkoofsa bilbilaa naannoo
yookaan goodina keetiif kenname bilbiluudhaan
turjumaana haasofsiisi.

355 Ol 4 ) 4ua s (50 4S ks 3 b i(Persian) b
DR s b b Gl a a0 b0 81 anS il jy (SaS

B ol apadled cpl palad 0 L 4iily s Kaiser Permanente
hgﬁh&e;)me_i_}hn_\.\u‘_g\)acgjji&u@\ﬁ\@.a;ﬁm@)u
80 et 2 5A dlaia b ) (gl oab 48 ) ali 6l

lokaiahn Pohnpei (Pohnpeian): Komw anehki pwung en
rapahki sounkawehwe en omw palien lokaia ni sohte
isaihs. Ma mie iren owmi kalelapak ohng aplikeisin

de iren audepe kan ohng Kaiser Permanente, de ma
pakair wet me anahne komwi en mwekid ohng rahn me
kileledi, ah komw anahne koahl nempe me sansalehr
ohng owmi palien wehi pwe komwi en lokaiaieng owmi
tungoal soun kawehwe.

Portugués (Portuguese): Vocé tem o direito de obter
ajuda em seu idioma sem nenhum custo. Se vocé
tiver duvidas sobre sua solicitacdo ou cobertura

por meio da Kaiser Permanente, ou se este aviso
exigir que vocé tome alguma medida até uma data
especifica, ligue para o nimero fornecido para seu
estado ou regido para falar com um intérprete.



A (Punjabi): 3T 9 SR goa 3 wnuet s feg
Hee U © I 3. Add 3T WIS waH 7

Kaiser Permanente 37 S<9d 99 AS'S I, A oA
SfcH T 376 oA fonfos 3t 39 srgedl s96 < 87
U2, 3T gIHIE I8 Ji8 IS B wyE I A7 s s
HIE JI8 I &9 3 26 .

Romana (Romanian): Aveti dreptul de a solicita
ajutor care sa va fie oferit in mod gratuit in limba
dumneavoastra. Daca aveti intrebari legate de
solicitarea dumneavoastra sau de acoperirea oferita
de Kaiser Permanente sau daca acest aviz va solicita
sa luati masuri pana la o anumita data, sunati la
numarul de telefon furnizat pentru statul sau regiunea
dumneavoastra pentru a sta de vorba cu un interpret.

Pycckui (Russian): Y Bac ecTb npaBo nony4nTb
GecnnaTtHyo NoMoLLb Ha CBOeM fA3blke. Ecnn y Bac
MMEHTCS BOMPOCHI OTHOCUTENBHO BaLLEro 3asiBNeHus
UM MeguuUmnHCKOro ctpaxoBaHus B Kaiser Permanente,
nnbo ecnu Takoe yBegomreHme TpebyeT OT Bac Kaknx-
nnbo OencTBUn K onpeaeneHHon gaTe, N03BOHNUTE Mo
Homepy TenedoHa Ansa CBOEro WwraTta Unn permoxa,
4YTOObI MOrOBOPUTL C NEPEBOAUYNKOM.

Faa-Samoa (Samoan): E iai lou ‘aia e maua se
fesoasoani i lou gagana e aunoa ma le totogi. Afai e iai
ni fesili e uiga i lou tusi apalai po o puipuiga e ala mai
Kaiser Permanente, po o lenei tusi e manaomia ona e
gaoioi i se taimi atofaina, vili le numera ua fuafuaina mo
lou setete po 0 oganuu e fesoota'i i se faaliliu.

Espaiol (Spanish): Usted tiene derecho a obtener
ayuda en su idioma sin costo alguno. Si tiene
preguntas acerca de su solicitud o cobertura a través
de Kaiser Permanente, o si este es un aviso que
requiere que usted tome alguna medida antes de
una fecha determinada, llame al nimero de teléfono
que se proporciona para su estado o regién para
hablar con un intérprete.

Tagalog (Tagalog): Mayroon kang karapatang
humingi ng tulong sa iyong wika nang walang bayad.
Kung mayroon kang mga katanungan tungkol sa
iyong aplikasyon o coverage sa pamamagitang

ng Kaiser Permanente, o kung ito ay abisong
nangangailangan ng iyong aksyon sa tiyak na petsa,
tumawag sa numerong ibinigay para sa iyong estado
o rehiyon para makipag-usap sa isang interpreter.

nel (Thai): Mwuﬁﬁmﬁﬁaﬂﬁ%nmmﬁmmﬁafluma:r\
aavvitulaaitdamld3e vnavinudidrauiAaAunis
fiAsua9vinu WsamuANATaYNIYU Kaiser Permanente
wiamnfidanivdarisasnislvivinudfiunnsanaluiud
Arnua'ly Tusedasaninaauillisaviusguiaiue
Auuasvinuianafuaiu

Lea Faka-Tonga (Tongan): ‘Oku ‘ia ho totonu ke ke
ma’u ha fakatonulea ta'etotongi. Kapau ‘oku ‘i ai ha'o
fehu'i ki ho tohi kole na'e fakafonu ki he malu'i ‘inisiua
‘a e Kaiser Permanente, pea kapau ko e tohini ‘oku
fiema'u keke fai ha me'a ki ai pe ko ha ‘aho na'e tuku
pau atu ke fai ia, taa ki he fika kuo ‘oatu ki ho siteiti pe
ko e vahefonua ‘oku ke ‘i ai ke talanoa mo ha tokotaha
tene fakatonu lea atu kiate koe.

YkpaiHcbka (Ukrainian): Y Bac € npaBo Ha OTpUMaHHs
ponomory 6e3kowTOBHO Ha Bawwin pigHin moBi. AKLwo
Bu maeTe nuTaHHA CTOCOBHO Baluoro 3BepHeEHHS yn
CTpaxoBoro NokputTsa B Kaiser Permanente, 4n AKLWO
BiQNOBIAHO 4O TAKOro noeigomreHHs Bam Tpeba 6yae
30iNCHUTW NEBHY Ait0 4O KOHKPETHOT AaTW, MOA3BOHITh
no Homepy, WO Bignosigae Bawwin kpaiHi 4n periony;,
o6 NoroBopuTY 3 Nepeknagadem.

32a G ) ) s S 10 Caed e 5SS Gl x(Urdu) sl
Ll a0 gl pae o Sl Rl 3a 1S S duala

Y g o2 (P5S Bl Sz S a3 S Kaiser Permanente
Jae S g i pa gt (S Sl wans (S s 0 BIL e
25 S b o e S 655 (S Ss i (S i ol
(S i K Sl b A S e bl Sl

Tiéng Viét (Vietnamese): Quy vi c6 quyén dwoc nhan
tro' giip mi&n phi bang ngdn ngi ctia minh. Néu quy
vj cd cac cau hdi vé mau don hodc mirc bao hiém cda
minh théng qua Kaiser Permanente, hoac day la thong
b&o yéu cau quy vi thwc hién vao mét ngay cu thé, hay
goi dén sb dién thoai dwoc cung cép cho bang hodc
khu vwe cla quy vi dé tro chuyén va&i phién dich vién.

Yoruba (Yoruba): O ni éto Iati ri iranldwo gba nipa édé
re laisan owd. Bi o ba ni ibéére nipa iweé ti o ko tabi
isedéédé nipase Kaiser Permanente, tabi ifitoniléti yii jé
eyi o nilo 1ati igbése kan ni 9jo kan patd, pé nomba ti a
pese fun ipinle tabi agbégbe re lati ba ongbifo kan soro.
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