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Welcome,
Jane Doe

Get started in 3 easy steps

Complete all 3 by visiting kp.org/newmember or by calling our New Member Entry Desk
at 1-888-956-1616 (TTY 711), Monday through Friday, 7 a.m. to 7 p.m.

Step 1 Step 2 Step 3
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Choose your
doctor — and change
anytime

Get
prescriptions

Create your
online account

For help in your language, you may request language assistance at no cost to you by calling our
Member Service Contact Center (see phone numbers on inside back cover).

Please refer to your Evidence of Coverage (EOC) or Combined Membership Agreement,
Evidence of Coverage and Disclosure Form (EOC) for more details on your plan or for specific
limitations and exclusions.



Step 1

Create your
online account

Go to kp.org/newmember or use
the Kaiser Permanente app.

If you haven't already, make sure to create
your online account. Once you sign up, you
can securely access time-saving tools and
resources to manage your health. You'll need
your Medical Record Number to create your
account, which you can find on your member
ID card.

You can also access your
digital member ID card with
the Kaiser Permanente app.

Online or on the app, stay on top
of your health anytime, anywhere'

« View most lab test results
« Refill most prescriptions

« Email your doctor’s office with
nonurgent questions

e Schedule and cancel routine
appointments

« Manage a family member’s
health care?

Step 2

Choose your doctor —
and change anytime

Go to kp.org/newmember or call us
at 1-888-956-1616 (TTY 711), Monday
through Friday, 7 a.m. to 7 p.m.

Select a convenient facility, then browse
doctor profiles by gender, languages spoken,
and more to find the right one for you.

Each covered family member may choose a
personal doctor within these specialties:

e Adult medicine/internal medicine
» Family medicine

e Pediatrics/adolescent medicine
(for children up to 18)

» Obstetrics-gynecology

Women 18 and older can choose an ob-gyn
as well as a personal doctor.

1. These features are available when you get care from Kaiser Permanente facilities. 2. Online features change

when children reach age 12. Teens are entitled to additional privacy protection under state laws. When your child

turns 12 years old, you will still be able to manage care for your teen, with modified access to certain features.



Step 3

Get prescriptions

Go to kp.org/newmember
and follow the steps to transition

your prescriptions or call us at
1-888-956-1616 (TTY 711), Monday
through Friday, 7 a.m. to 7 p.m.

You have options to help transition your
prescriptions to a Kaiser Permanente
pharmacy near you. Since this transition can
take 2 or more business days, make sure to
contact us before your first appointment or
before you need a refill.
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Resources for healthy living'

Get prescriptions by mail

Once you've transitioned your prescriptions,

you can sign in to your online account and « Go to kp.org/selfcareapps to

click "Pharmacy" to order refills. learn about Calm and myStrength,
two self-care apps available at no
cost to adult members. They're
just some of the many health and
wellness resources to help keep
you informed, inspired, and feeling
your best.

For certain prescriptions, you can get refills
delivered to you, usually within 3 to 5 days
through our mail-order pharmacy. Delivery
is available at no extra cost. And at most of
our facilities, many services are often under
one roof, making it easier to see your doctor
and pick up prescriptions — all in one trip.  For additional resources, including

TTTITIT wellness coaching, health education
mm classes, and more, go to
kp.org/centerforhealthyliving.
=] ‘ myStrength® is a trademark of Livongo Health, Inc.,
a wholly owned subsidiary of Teladoc Health, Inc.
1. The services described are not covered under your health plan benefits and are not subject to the terms set

forth in your Evidence of Coverage or other plan documents. These services may be discontinued at any time

without notice.



It's easy to get the care you need

Call us at 1-833-KP4CARE (1-833-574-2273) (TTY 711), 24/7, to make an
appointment or get medical advice. You can also schedule routine appointments by
signing in to your online account from your computer or the Kaiser Permanente app.

If you believe you have an emergency medical condition, call 911 or go to the nearest hospital.

Convenient care options

You've got many ways to connect to quality
care when and where it's most convenient for
you and your family. Visit kp.org/getcare to
learn more.

Seeing a specialist

You don't need a referral for
obstetrics-gynecology, optometry,
mental health services, or treatment
for substance use disorders. For
other types of specialty care, your
doctor will refer you.

« E-visit: Sign in to your account and fill out a
short questionnaire about your symptoms,
and a clinician will get back to you — usually

within 2 hours.
Support for mental health
 Video visit: Meet face-to-face with a doctor

or nurse by video, straight from your
smartphone, tablet, or computer.1' 2

Everyone’s mental health and
wellness journey is different. We're
committed to helping you find the

« Phone appointment: Talk with a doctor best path for you. Services include:

or nurse over the phone for the same

high-quality care as an in-person visit.l: 2

Email your care team: Message your
doctor’s office anytime with nonurgent

e Online self-assessments
« Counseling and therapy

« Personalized healthy lifestyle

health questions. programs

« In-person: Most locations offer many
services under one roof, so you'll save time
with a single trip.

« Classes and support groups#

€ » »

« Away from home: Visit kp.org/travel or
call the Away from Home Travel Line at
951-268-3900 for travel support.3

1. These features are available when you get care from Kaiser Permanente facilities. 2. When appropriate and
available. 3. This number can be dialed inside and outside the United States. Before the phone number, dial “001"
for landlines and “+1” for mobile lines if you're outside the country. Long-distance charges may apply, and we can't
accept collect calls. The phone line is closed on major holidays (New Year’s Day, Easter, Memorial Day, July Fourth,
Labor Day, Thanksgiving, and Christmas). It closes early the day before a holiday at 10 p.m. Pacific time (PT), and it
reopens the day after a holiday at 4 a.m. PT. 4. Classes may vary by location, and some may require a fee.



Nondiscrimination Notice

Kaiser Permanente does not discriminate on the basis of age, race, ethnicity, color, national origin,
cultural background, ancestry, religion, sex, gender identity, gender expression, sexual orientation,
marital status, physical or mental disability, source of payment, genetic information, citizenship,
primary language, or immigration status.

Language assistance services are available from our Member Service Contact Center 24 hours a day,

7 days a week (except closed holidays). Interpreter services, including sign language, are available at
no cost to you during all hours of operation. Auxiliary aids and services for individuals with
disabilities are available at no cost to you during all hours of operation. We can also provide you, your
family, and friends with any special assistance needed to access our facilities and services. You may
request materials translated in your language at no cost to you. You may also request these materials in
large text or in other formats to accommodate your needs at no cost to you. For more information, call
1-800-464-4000 (TTY 711).

A grievance is any expression of dissatisfaction expressed by you or your authorized representative
through the grievance process. For example, if you believe that we have discriminated against you, you
can file a grievance. Please refer to your Evidence of Coverage or Certificate of Insurance or speak
with a Member Services representative for the dispute-resolution options that apply to you.

You may submit a grievance in the following ways:

e By phone: Call member services at 1-800-464-4000 (TTY 711) 24 hours a day,
7 days a week (except closed holidays).

e By mail: Call us at 1-800-464-4000 (TTY 711) and ask to have a form sent to you.

e In person: Fill out a Complaint or Benefit Claim/Request form at a member services office
located at a Plan Facility (go to your provider directory at kp.org/facilities for addresses)

e Online: Use the online form on our website at kp.org
Please call our Member Service Contact Center if you need help submitting a grievance.
The Kaiser Permanente Civil Rights Coordinator will be notified of all grievances related to

discrimination on the basis of race, color, national origin, sex, age, or disability. You may also
contact the Kaiser Permanente Civil Rights Coordinator directly at:

Northern California Southern California

Civil Rights/ADA Coordinator Civil Rights/ADA Coordinator
1800 Harrison St. SCAL Compliance and Privacy
16™ Floor 393 East Walnut St.,

Oakland, CA 94612 Pasadena, CA 91188

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 ocrportal.hhs.gov/ocr/portal/lobby.jsf or by mail or phone at: U.S. Department of Health and Human
Services, 200 Independence Ave. SW, Room 509F, HHH Building, Washington, DC 20201,
1-800-368-1019, 1-800-537-7697 (TTY). Complaint forms are available at
hhs.gov/ocr/office/file/index.html.



Aviso de no discriminacion

Kaiser Permanente no discrimina a ninguna persona por su edad, raza, etnia, color, pais de origen,
antecedentes culturales, ascendencia, religion, sexo, identidad de género, expresion de género,
orientacidn sexual, estado civil, discapacidad fisica o mental, fuente de pago, informacion genética,
ciudadania, lengua materna o estado migratorio.

La Central de Llamadas de Servicio a los Miembros brinda servicios de asistencia con el idioma las

24 horas del dia, los 7 dias de la semana (excepto los dias festivos). Se ofrecen servicios de
interpretacion sin costo alguno para usted durante el horario de atencion, incluido el lenguaje de sefias.
Se ofrecen aparatos y servicios auxiliares para personas con discapacidades sin costo alguno durante el
horario de atencidon. También podemos ofrecerle a usted, a sus familiares y amigos cualquier ayuda
especial que necesiten para acceder a nuestros centros de atencidn y servicios. Puede solicitar los
materiales traducidos a su idioma sin costo para usted. También los puede solicitar con letra grande o
en otros formatos que se adapten a sus necesidades sin costo para usted. Para obtener mas informacidn,
llame al 1-800-788-0616 (TTY 711).

Una queja es una expresion de inconformidad que manifiesta usted o su representante autorizado a través
del proceso de quejas. Por ejemplo, si usted cree que ha sufrido discriminacidon de nuestra parte, puede
presentar una queja. Consulte su Evidencia de Cobertura (Evidence of Coverage) o Certificado de Seguro
(Certificate of Insurance), o0 comuniquese con un representante de Servicio a los Miembros para conocer las
opciones de resolucion de disputas que le corresponden.

Puede presentar una queja de las siguientes maneras:

e Por teléfono: Llame a servicio a los miembros al 1-800-788-0616 (TTY 711) las 24 horas
del dia, los 7 dias de la semana (excepto los dias festivos).

e Por correo postal: Llamenos al 1-800-788-0616 (TTY 711) y pida que se le envie
un formulario.

e En persona: Llene un formulario de Queja Formal o Reclamo/Solicitud de Beneficios en
una oficina de servicio a los miembros ubicada en un Centro de Atencion del Plan (consulte
su directorio de proveedores en kp.org/facilities [haga clic en “Espafiol”] para obtener
las direcciones).

e En linea: Use el formulario en linea en nuestro sitio web en kp.org/espanol.
Llame a nuestra Central de Llamadas de Servicio a los Miembros si necesita ayuda para presentar
una queja.

Se le informaré al Coordinador de Derechos Civiles de Kaiser Permanente (Civil Rights Coordinator) de
todas las quejas relacionadas con la discriminacidén por motivos de raza, color, pais de origen, género,
edad o discapacidad. También puede comunicarse directamente con el coordinador de derechos civiles
de Kaiser Permanente en:

Northern California Southern California

Civil Rights/ADA Coordinator Civil Rights/ADA Coordinator
1800 Harrison St. SCAL Compliance and Privacy
16" Floor 393 East Walnut St.,

Oakland, CA 94612 Pasadena, CA 91188

También puede presentar una queja formal de derechos civiles de forma electronica ante la Oficina de
Derechos Civiles (Office for Civil Rights) en el Departamento de Salud y Servicios Humanos de los
Estados Unidos (U.S. Department of Health and Human Services) mediante el Portal de Quejas Formales
de la Oficina de Derechos Civiles (Office for Civil Rights Complaint Portal), en
ocrportal.hhs.gov/ocr/portal/lobby.jsf (en inglés) o por correo postal o por teléfono a: U.S. Department
of Health and Human Services, 200 Independence Ave. SW, Room 509F, HHH Building, Washington,
D.C. 20201, 1-800-368-1019, 1-800-537-7697 (TTY). Los formularios de queja formal estan disponibles
en hhs.gov/ocr/office/file/index.html (en inglés).
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Théng Bao Khéng Ky Thi

Kaiser Permanente khong phan biét dbi xir dura trén tudi tac, chung toc, sic toc, mau da, nguyén quan,
hoan canh vin hoa, t6 tién, ton giao, gidi tinh, nhén dang gioi tinh, cach the hién gidi tinh, khuynh
huong tinh duc, gia canh, khuyét tat vé thé chat hodc tinh than, ngudn tién thanh toan, thong tin di
truyén, qudc tich, ngdn ngit chinh, hay tinh trang di tru.

Cac dich vu trg gitip ngén ngit hién c6 tir Trung Tam Lién Lac ban Dich Vu Héi Vién cua chung t61
24 gio trong ngay, 7 ngay trong tuan (ngoai trir ngay 18). Dich vu thong dich, ké ca ngén ngir ky hiéu,
dugc cung cap micn phi cho quy vi trong gio lam viée. Cac phuong tién tro giup va dich vu bo sung
cho nhimg ngudi khuyét tat duoc cung cap mién phi cho quy vi trong gi¢ lam viéc. Chung toi cling co
thé cung cép cho quy vi, gia dinh va ban be quy vi moi hd tro didc biét can thiét dé sir dung co so va
dich vu cua chung toi. Quy vi co thé yéu ciu mién phi tai liéu duoc dich ra ngdn ngit ciia quy vi. Quy
vi cling c6 thé yéu cau mién phi cdc tai liéu nay dudi dang chir 16n hodc dudi cac dang khac dé dap
{rmg nhu ciu cta quy vi. Dé biét thém thong tin, goi 1-800-464-4000 (TTY 711).

Mot phan nan 14 bat cir thé hién bét man nao duoc quy vi hay vi dai dién duoc uy quyen cua quy vi
trinh bay qua thu tuc phan nan. Vi dy, néu quy vi tin ring chung t6i da ky phan biét d6i xir véi vi, quy
vi ¢6 thé dé don phan nan. Vui long tham khao Ching 7ur Bao Hiém (Evidence of Insurance) hay
Chirng Nhdn Bao Hiém (Certificate of Insurance), hodc n6i chuyén voi mét nhan vién ban Dich Vu
Hoi Vién dé biét cac lwa chon giai quyét tranh chip c6 thé ap dung cho quy vi.

Quy vi ¢6 thé nop don phan nan bang cac hinh thirc sau day:

¢ Qua dién thoai: Goi cho be}n dich vu héi vién theo sb 1-§00-464-4000 (TTY 711) 24 gio
trong ngay, 7 ngay trong tuan (ngoai trr dong cura ngay 1¢).

e Qua buu dién: Goi cho ching t6i theo s6 1-800-464-4000 (TTY 711) va yéu cau duoc gui
mot mau don.

e Truec tiép: Dién mot mau don Than Phién hay Yéu Cau Quyén Loi/Yéu Cau tai mot vian
phong ban dich vu hoi vién tai mot Co S¢ Thudc Chuong Trinh (xem danh myc nha cung
cap cua quy vi tai kp.org/facilities dé biét dia chi)

e Truc tuyén: Sir dung mau don tryc tuyén trén trang mang cuia chung toi tai kp.org

Xin goi Trung Tam Lién Lac ban Dich Vu Héi Vién ctia chung t6i néu quy vi can trg gitp ndp
don phan nan.

Diéu Phéi Vién Dan Quyén (Civil Rights Coordinator) Kaiser Permanente s& duoc thong bao vé tat ca
phan nan lién quan t1 viée ky thi trén co s¢ chung toc, mau da, nguyén quan, gidi tinh, tudi tic, hay
tinh trang khuyét tat. Quy vi ciing c6 thé lién lac truc tiép v6i Diéu Phdi Vién Dan Quyén

Kaiser Permanente tai:

Northern California Southern California

Civil Rights/ADA Coordinator Civil Rights/ADA Coordinator
1800 Harrison St. SCAL Compliance and Privacy
16" Floor 393 East Walnut St.,

Oakland, CA 94612 Pasadena, CA 91188

Quy vi ciing c6 thé dé don than phién vé dan quyén véi Bo Y Té va Nhan Sinh Hoa Ky

(U.S. Department of Health and Human Services), Phong Dan Quyén (Office of Civil Rights) bing
duong dién tir thong qua Cong Thong Tin Phong Phu Trach Khiéu Nai vé Dan Quyén (Office for Civil
Rights Complaint Portal), hién c6 tai ocrportal. hhs.gov/ocr/portal/lobby.jsf, hay bang dudng buu dién
hodc dién thoai tai: U.S. Department of Health and Human Services, 200 Independence Ave. SW,
Room 509F, HHH Building, Washington, D.C. 20201, 1-800-368-1019, 1-800-537-7697 (TTY).

Mau don than phién hién c6 tai hhs.gov/ocr/office/file/index.html.



NOTICE OF LANGUAGE ASSISTANCE

English: This is important information from Kaiser Permanente.
If you need help understanding this information, please call
1-800-464-4000 and ask for language assistance. Help is
available 24 hours a day, 7 days a week, excluding holidays.

Sle Juai¥l o cilaslaall 038 agh 3 sacluall dalay i€ 1)) Kaiser Permanente ¢ dage Glaslas e 484 )l o328 (5 x5 :Arabic
Agens ) COlaad) Al oLl o sl AT AL delull jlae o 5 sie Bacluall 4y sl Baclue calb 5 1-800-464-4000 o)

Armenian: Uw Juplenp innGnGyncpenil £ «Kaiser Permanente»-hg: Grb wju tnGnGynceintup hwuywlwne
hwdwp Qtq ogunLpjnLu £ hwpywynp, huunpnud Gup quugwhwnb] 1-800-464-4000 htnwunuwhwdwnpny W
odwlnwyntpntl unwlwy [Gayh hwpgnud: 2wugqwhwnptp opp 24 dwd, 2wpwpep 7 on’ pwgh wninu optnphg:

Chinese: =22k 5 Kaiser Permanente & Z &1 o W1 TE E BRI E R o 55%2(E&E 1-800-757-7585 =
SKESHE - BRVEHE T K BK 24 /NHFEHRIE) (EiRBRE) -

ol L Ll eyl i Sl 4 cile Dl ol gt 50 R 28k o« Kaiser Permanente s« ) wge el o) :Farsi
Jabazi (sla 55y Jald caliia j5, 7 5 Skl el 24 o dlaial) 5SS anS Gl 53 a L) alaal d\ﬁjc\_ﬁﬁww 1-800-464-4000
Ll A9 9a

Hindi: I€ Kaiser Permanente & 31X ¥ Acaqul I & | TTe ITTehT ST FIAAT T THSTA o [olT FAGG T ST
&, I U 1-800-464-4000 T it Y 3R AT FEIAT & ToIT G55 | HERAAT Bl ol BIseh, HATE o ATdl &,
&I & 24 ¢, 3UCEY B

Hmong: Qhov xov xwm no tseem ceeb los ntawm Kaiser Permanente. Yog koj xav tau kev pab kom nkag siab
cov xov xwm no, thov hu rau 1-800-464-4000 thiab thov kev pab txhais lus. Muaj kev pab 24 teev ib hnub twg,
7 hnub ib lim tiam twg, tsis xam cov hnub caiv.

Japanese: Kaiser Permanente 7> 5 EE 2B LENH Y £3, ZOFEREZEMET 572D~V T RN E 2
1%, 1-800-464-4000 | LT, S —E ALK L T EE VN, Z0%—ERTEPEK (40 %
br<) CTITRIHWEZET £,

Khmer: 1S:AfiSenSIens umitl Kaiser Permanente? 100 SHARIFISSW onsSwiSHfsmsis:
WU gIiNISiius 1-800-464-4000 SHIUNSSWEIRMANY ISWHAS 24 1NHUwWig 7 iggwmsSsy
gsiRiguMNRY

Korean: ¥ ] 1.+ Kaiser Permanente 9| A] A3} 5.3 flA| XUttt 2 AW E o] 85t d] =89
2 Q 312, 1-800-464-4000 ¥ 0 = 1 3}3)] Ao XY AH] =5 QA . &d F ATk #AIglo]
AA=A Ems Aldsl EHYH(EFd Al9).
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Laotian: Juunsyusdaéiuaan Kaiser Permanente. 1909 sauciognauaoaugosifiolunaugosla@alasyud,

nesuatns 1-800-464-4000 waz2Banauzosifisaauwaga. navgoufelluineyen 24 Sotug, 7 Suheaiio,

|
o [ YY) !

URIUUWN9°).

Navajo: Dii éi hane’ biholniihii at’éego Kaiser Permanente yee nihalne’. Dii hane’igii doo hazhé’é
bik’i’diitjjhgdé t'aa shoodi koji’ hodiilnih 1-800-464-4000 ako saad bee aka i'iilyeed yidiikit. Kwe’é aka ana’alwo’
t'aa atahjj’ naadiindjj’ ahéé’ilkidgoo doo tsosts’id jj gg’at’é. Dahodilzingone’ éi da’deelkaal.

Punjabi: I Kaiser Permanente%ﬁ?—.@ﬁmél ﬁga@fsnm@émwﬁmé@aé 3t fqaur
JJd 1-800-464-4000 '3 25 I3 M3 ITH HITEST Bt Y| HEE, 8l § 83 o, 83 © 7 fos, w3 fos 2 24 e
Hge JI

Russian: 3T1o BaxHasa nHcdopmaumsa ot Kaiser Permanente. Ecnn Bam TpebyeTcsi NOMOLLb, YTOObI MOHATb 3Ty
nHdopmaumto, no3BoHMTe No Homepy 1-800-464-4000 1 nonpocute npegocTtaBuTb Bam ycnyri nepesogyunka.
MomoLlb aocTtynHa 24 yaca B CyTKW, 7 OHEN B HeAEN, KpoMe Npa3gHUYHbIX OHEN.

Spanish: La presente incluye informacion importante de Kaiser Permanente. Si necesita ayuda para entender
esta informacioén, llame al 1-800-788-0616 y pida ayuda linguistica. Hay ayuda disponible 24 horas al dia,
siete dias a la semana, excluidos los dias festivos.

Tagalog: Ito ay importanteng impormasyon mula sa Kaiser Permanente. Kung kailangan ninyo ng tulong para
maunawan ang impormasyong ito, mangyaring tumawag sa 1-800-464-4000 at humingi ng tulong kaugnay sa
lengguwahe. May makukuhang tulong 24 na oras bawat araw, 7 araw bawat linggo, maliban sa mga araw na
pista opisyal.

Thai: fifluriayasddayann Kaiser Permanente unnaasiasnisanuiamdalunisvinanuinlatayai nsannsg
Tddonaunaiay 1-800-464-4000 Liazamugdasiune sansainsiasalanaan 24 M luanniu
gALIWIURELALNANIA.

Vietnamese: Day la thong tin quan trong tir Kaiser Permanente. Néu quy vi can duoc gitp d& dé hiéu ro
thong tin nay, vui long goi s6 1-800-464-4000 va yéu cau dwoc cap dich vu vé ngdn nglr. Quy vi sé dwoc giup
do 24 gid trong ngay, 7 ngay trong tuan, trtr ngay lé.
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Notes




Important Member Information

Member Service Contact Center

Call us 24 hours a day, 7 days a week (closed holidays), with questions about your benefits and
coverage or to request a copy of your Evidence of Coverage (EOC) or other documents.

» 1-800-464-4000 English and more than 150 languages using interpreter services

» 1-800-788-0616 Spanish

» 1-800-757-7585 Chinese dialects

e 711 TTY

Member Resource Guide

The Member Resource Guide contains important information like your rights and responsibilities
as a Kaiser Permanente member. Download a copy at kp.org/resourceguide or request a printed
copy by mail by calling our Member Service Contact Center (see phone numbers above).

Notice of personal information sharing with Covered California

California law requires Kaiser Permanente to notify you every year that we will provide your
information, including your name, address, and email, to Covered California if you end your
health care coverage with us. Covered California will use this information to help you obtain other
health coverage. If you do not want to allow Kaiser Permanente to share your information with
Covered California, you may opt out of this information sharing. If you do not want us to share
your information with Covered California, visit kp.org/notifications, or contact our Member Service
Contact Center (see phone numbers above) 30 days before your coverage ends to opt out of this
information sharing. Thank you.
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Let’s get started

Your quick-start guide is inside.




