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Dear HNE Be Healthy Subscriber:

Each year, Health New England is required by state and federal laws and national accreditation
standards to tell you about certain rights and services available to you as a member. In the following
pages you will find this information:

L. HNE’s Quality Management Program
II. Member Rights and Responsibilities
II1. Behavioral Health Services

IV. How We Protect Your Privacy

V. How to get information about your Plan

This information is included in your HNE Member Handbook. You can find a copy on our website,
http://hne.com/masshealth/english/memberbenefits.html.

Please review this information. If you have any questions, please call Be Healthy Member Services at
(413) 788-0123 or (800) 786-9999 (TTY: (800) 439-2730), Monday through Friday, from 8 a.m. to
6 p.m. We’re here to help!

Sincerely,
f'/jﬂ

John Florek
Member Services Manager
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INTERPRETER AND TRANSLATION SERVICES

This is important information. You can call HNE Member Services to have this information read to you.
For other languages other than English and Spanish, HNE will use the AT&T Language Line to reach an
interpreter. Our hours are Monday through Friday from 8:00AM to 6:00PM. Translation services are
FREE for our members.

Esta es una informacion importante. Usted puede llamar a los Servicios de los Miembros del HNE para
que le lean esta informacion. Nosotros podremos responder a sus preguntas en inglés o en espafiol. Para
otros idiomas, el HNE usara la Linea de Lenguaje de AT&T para ponerse en contacto con un intérprete.
Nuestras horas son de lunes a viernes de 8:00AM a 6:00PM. Los servicios de traduccion son
GRATUITOS para nuestros miembros.

Esta informac@o ¢ importante. Vocé pode ligar para o Servigo de Atendimento ao Membro de HNE e
pedir que estas informagoes sejam lidas para vocé. Podemos responder as suas perguntas em inglés ou em
espanhol. Para outras linguas, a HNE usard a AT&T Language Line para ter acesso a um intérprete.
Nosso horario de atendimento ¢ de segunda a sexta-feira, das 8:00 as 18:00 horas. O servigo de tradugéo
para nossos socios ¢ GRATUITO.

Vogliate leggere queste informazioni attentivamente. Potete telefonare a HNE Servizio Abbonati affine
che queste informazioni vi siano communicati direttamente. Noi possiamo rispondere a vostre domande in
Inglese o in Spagnolo. Per altre lingue, HNE utilizza i servizi di AT&T linea Lingue per mettervi in
contatto con un interprete. Le ore di apertura sono dal Lunedi al Venerdi dalle ore 8:00 alle ore 18:00. I
servizi di traduzione sono gratuiti per gli abbonati.

Baxnas nadopmanms. Bel MoxkeTe Mo3BOHUTH B 0TAEN o0cinyxuBaHus wieHOB ceTd HNE, uro0sr aTy
nHpopmanuio Bam npountanu. Mel MoxeT 3a1aBaTh Bam Bompockl Ha aHTTUHACKOM M HCHTAHCKOM
s3bIkax. st pabotsl ¢ qpyrumu sizeikamu HNE nonbe3yerces ycinyramu yCcTHOTO epeBOAYHKA Yepes
bupmy AT&T Language Line. Bpems paboTsl Hamero oduca — ¢ moHeIeIbHIKA 110 ISITHHITY, ¢ 8:00 yTpa
1o 6:00 Beuepa. YCIyry 1o nmepeBoly MPeIoCTaBISIOTCS HAITUM YIeHaM OeCIUIaTHO.

Sa a se yon enfomasyon enpotan. Ou gen dwa rele HNE Sévis pou Manm (HNE Member Services) pou
yo kab li enfomasyon sa a pou w. Nou kapab reponn kesyon w yo nan lang Angle oubyen Panyol. Pou
1ot lang yo, HNE pral sévi ak AT&T Liy pou Lang (AT&T Language Line) pou | jwenn yon entépret. Le
pou jwenn nou se: Lendi rive vandredi de 8¢:00 AM a 6¢:00 PM. Sévis entépret la GRATIS pou manm
nou yo.

A1 glvar onpovtikég mAnpogopicc. Mropeite va kodéoete Ynnpeoieg uéAn HNE va éxovv dafdoet
OTEG TIG TANPOPOPieg o€ G0C. MTOPOVILE VO OTOVTIGOVUE GTIG EPMTNGELS GOC GTO OLYYALKA 1] 1OTTOVIKA.
Mo 11 aAieg YAdwooeg, HNE 0a ypnowonomoet v AT & T Language Line yio va kataAn&ovv o€
dtepunveéa. Agttovpyiag pag givar amd Agvtépa émg [apacikevn 8:00 mp-18.00pp. MeTappaoTikég

VN PEGIEG EIVOL dPEAV Y10 TO LEAT O,

Veuillez lire ces informations avec attention. Vous étes invités également 4 prendre ces informations en
direct aupreés de HNE en appelant le Services des Abbonés. Nous sommes en mesure de pouvoir répondre
a vos questions en Anglais et en Espagnol. Pour toutes autres langues, HNE utilise les services de AT&T
Ligne Langages afin de vous mettre en contact avec une interprete. Les heures d'ouverture sont du Lundi
au Vendredi de 8 heures a 18 heures. Les services de traduction sont gratuits pour tous les abbonés.



ISRNING MG 1 HAMGFRMSI NS NTNLATUN HNE 58] IHnuiams
NRFINESTHWHRNY 1 00 NE BRI SIURIANA HRN MR HTER IR HTI 1
BNUMIRIG]H HNE Shifliggimauntjuman AT&T Bijmiisigruniio 1
TG MUY BEU0iEEs BTSN R Mt 8 R B0 6 ane 1 whurt pman

SRRRRISHNUAMLATURIEE 1

ffludaanududida vinuawnsalnsds vsnisaundn HNE
Winarudaauiilivitu ansasaudiatuasvitmiuaisdongs wia
auiluiiaf (Spanish) @unaieiaug HNE asldl anadlannizn du AT&T
dgawinaane 1 ln navinasuuaas nndudung daiusns 8:00 Tuath §9 6:00
Tuaudu unnnaaeidadndavaas laa ifaiu

HREEFE., T HNE ARSI EE | GHESELER., BIMNEREER
AHTEREENRE., IREMES  HNEAFER ATAT BB AAMNESLEE Al
RIBMEAR., BN IHESAR: A—EFAFLF8: 00 TH 6: 00, WEAMNMAL
A, BERREN,

HXREEEFS . FALURIT HNE AEREHEE | SLEERETR. HMAEAES:
AMSEOZEWEE, NEEMES  HNEEFEH ATSTEZLAWNESEL , A1
EIBBAR. BAMNIHERERE : A—EARLFS: 00BTHF 6: 00, HEMHK

B A HEREcEM.

o Uy iy Sl e leal) o3 3l 2l HNE (8 elime ) Gileasy Jlad¥) Sl€ay Lals Cila gleall o2a
o> sia ) Jyea 0 ATET lill) bas HNE pasiuans o6 5281 lall Ly 2! i 4 3l sy1y il
ilae faa il Gleas p0iv e I oo Are s Aol (e deaall ) 0a5Y1 o oo W Jadl Slel g 58
- Lol clac S



I. HNE’s Quality Management Program
HNE has a written Quality Management Program Description. This document provides detailed information about
the program and contains the annual work plan, or schedule of events. It also explains how the program is

evaluated. If you would like a copy of this information, or results of quality improvement activities, please contact
Pat Scheer, HNE’s Director of Quality Operations, at (413) 233-3435.

Il. MEMBER RIGHTS AND RESPONSIBILITIES

HNE members have specific rights and responsibilities that form the basis of quality health care. We are pleased to
share the HNE Member Rights and Responsibilities Statement, which tells you what you can expect of us and what
we ask of you.

Member Rights
As a Member of HNE Be Healthy, you have certain rights. These are to:

Receive documents and any information in other formats or in Spanish free of charge. Interpreter services also
are available free of charge by calling HNE Member Services.

Receive information about HNE Be Healthy, our services, our Providers and practitioners, your covered
benefits, and your rights and responsibilities as a Member of HNE Be Healthy

Have your questions and concerns answered completely and courteously

Be treated with respect and with consideration for your dignity

Have privacy during treatment and expect confidentiality of all records and communications

Discuss and receive information regarding your treatment options, regardless of cost or benefit coverage, with
your Provider in a way which is understood by you. You may be responsible for payment of services not
included in the Covered Services list for your coverage type.

Be included in all decisions about your health care, including the right to refuse treatment and the right to
receive a Second Opinion on a medical procedure at no cost to you.

Choose a qualified Primary Care Provider (PCP) and hospital that accept HNE Be Healthy Members

Change your PCP

Access Emergency care 24 hours a day, 7 days a week

Easy access to voice your concerns, and expect follow-up by HNE Be Healthy

File Grievances and Appeals without discrimination about HNE or the care you received

Make recommendations regarding HNE Be Healthy’s Member rights and responsibilities

Be free from any form of restraint or seclusion used as a means of coercion, discipline, convenience, or
retaliation

Freely apply your rights without negatively affecting the way HNE Be Healthy or your Provider treats you
Ask for and receive a copy of your medical record and request that it be changed or corrected , as explained in
the Notice of Privacy Practices later in this section or on your Member Handbook

Receive the Covered Services you are eligible for as outlined in the Covered Services list enclosed with your
Member Handbook

Be informed about how medical treatment decisions are made by HNE or by Providers that accept HNE
Members. Know the names and qualifications of physicians and health care professionals involved in your
medical treatment

Receive information about an illness, the course of treatment and expectations for recovery in words that you
can understand

Receive Emergency services when you believe that an Emergency health condition exists

Keep your Personal Health Information private as protected under federal and state laws— including oral,
written and electronic information throughout HNE. Unauthorized people do not see or change your records.
Exercise these rights regardless of your race, physical or mental ability, ethnicity, gender, sexual orientation,
creed, age, religion, national origin, cultural or educational background, economic or health status, English
proficiency, reading skills, or source of payment for your care. Expect these rights to be upheld by both HNE
and the Providers who accept HNE Be Healthy Members.



Member Responsibilities

As a Member of HNE Be Healthy, you have certain responsibilities. These are to:

Choose a PCP

Call your PCP when you need health care unless it is an Emergency

Tell any health care Provider that you see that you are an HNE Be Healthy Member

Give complete and accurate health information that may be needed in order to provide care

Understand the role of your PCP in providing your care and arranging other health care services that you

may need

o To the degree possible, understand your health problems and take part in making decisions about your
health care and in developing treatment goals with your Provider

e Follow the plans and instructions agreed to by you and your Provider

e Understand your benefits and know what is covered and what is not covered

e Notify HNE Be Healthy and MassHealth of any changes in personal information such as address,
telephone, marriage, additions to the family, and eligibility of other health insurance coverage, etc.

lll. Behavioral Health Services

HNE Be Healthy provides a full range of Behavioral Health services including individual, group or family therapy,
“diversionary” services such as partial hospitalization and inpatient care. As part of the Children’s Behavioral
Health Initiative, Behavioral Health services for certain children and youth under the age of 21 have been expanded
to include, when Medically Necessary, home and community-based services including mobile crisis intervention,
in-home therapy, in-home behavioral services, family support and training, therapeutic mentoring and Intensive
Care Coordination (ICC).

All Behavioral Health services to HNE Be Healthy Members are provided by MBHP. If you need help with your
Behavioral Health benefits, call MBHP any time at (800) 495-0086 (TTY: (617) 790-4130) 24 hours a day, 7 days a
week, or visit www.masspartnership.com. You can also contact HNE Member Services at (413) 788-0123 or

(800) 786-9999 (TTY: (800) 439-2730), Monday through Friday, from 8:00 a.m. to 6:00 p.m.

IV. How We Protect Your Privacy

HNE is committed to protecting your privacy. We keep members’ protected health information (PHI) confidential
according to our policies and state and federal law, including the Health Insurance Portability and Accountability
Act (HIPAA). HNE’s Notice of Privacy Practices contains more detailed information about HNE’s policies and
practices regarding the collection, use, and disclosure of your PHI. It also explains your rights with respect to your
PHI. You can request a complete copy of HNE’s Notice of Privacy Practices by contacting HNE Member Services.

How does HNE protect my PHI?

HNE has a detailed policy on confidentiality. This policy applies to all oral, written, and electronic information that
we have about you. All HNE employees are required to protect the confidentiality of your PHI. An employee may
only access, use, or disclose your information when he or she has an appropriate reason to do so. Each employee or
temporary employee must sign a statement that he or she has read and understands the policy. Once a year, HNE
sends a notice to employees to remind them of this policy. Any employee who violates the policy is subject to
discipline and may be fired. You may request a copy of HNE’s Privacy Policy from HNE Member Services. HNE
also includes confidentiality provisions in all of its contracts with Plan Providers. Finally, HNE maintains physical,
electronic, and procedural safeguards to protect your information.

How does HNE use and disclose my PHI?

HIPAA and other laws allow or require us to use or disclose your PHI for many different reasons. HNE may use
and disclose your information in connection with your treatment, the payment for your health care, and our health
care operations, including our quality and utilization management activities. We also can disclose your information
to providers and other health plans that have a relationship with you for their treatment, payment and some limited
health care operations. In addition, federal law allows or requires us to use or disclose your PHI to serve other
purposes, such as for public health activities, or when we are required by law to disclose the information. We do not
need your authorization for these purposes.



For other uses and disclosures of your information, we must get your written authorization. A written authorization
request will specify the purpose of the requested disclosure, the persons or class of persons to whom the
information may be given, and an expiration date for the authorization. If you do provide a written authorization,
you generally have the right to revoke it. Refer to our complete Notice of Privacy Practices for more information
about how we use and disclose information about you.

Can | get a copy of my medical records?

HNE does not provide medical care. Members receive care and treatment from health care providers based in their
own facilities. Under Massachusetts law, you have a right to obtain a copy of your medical records. To obtain a
copy, contact your health care provider directly.

You also have the right to see and get a copy of some of the records that HNE maintains, such as your enrollment,
payment, claims, case or medical management records, and any other records that HNE uses to make decisions
about you. Requests for access to copies of these records must be in writing and sent to the HNE Legal Department.
Please provide us with the specific information we need to fulfill your request. We may charge a reasonable fee for
the cost of producing and mailing the copies.

V. How to get information about your plan

At HNE, we continually review the coverage that we offer. We work with doctors, pharmacists, and other clinical
professionals to compare emerging medical technology with the services we already cover. We also look for ways
to improve and simplify how we administer covered services. As a result, from time to time we provide updates to
your coverage, and we notify you, your employer, and our providers of these changes.

To obtain an updated copy of your HNE Be Healthy Member Handbook or for the latest coverage information
about your Plan, HNE’s contracted providers, or specific information about covered services, please call Be
Healthy Member Services at (413) 788-0123 or (800) 786-9999 (TTY: (800) 439-2730), Monday through Friday,
from 8 a.m. to 6 p.m. How can we help!
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