. BlueCross BlueShield
of Texas

®

LifeTimes

Winter 2024

The Benefits of Having a Doula

Families may hire a doula for additional physical, emotional and educational support.

A doula is trained to work with families before

and after their baby is born, providing:

* Help to practice positioning and breathing
techniques

e Comfort measures such as touch, counter
pressure and massage

¢ Encouragement and constant support

* Emotional support to parents, partners and
families

» Evidence-based resources to help you make
decisions
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Having the continuous support of a doula
during childbirth can help create a positive
birth experience. Studies have shown that
when a doula attends a birth, labor is shorter
with fewer complications, babies are healthier
and they breastfeed more easily. There is often
less use of pain-relief medicines and fewer
cesarean births.

If you would like to learn more about Doula
Services, please call our Special Beginnings®
team toll-free at 1-888-421-7781 (TTY 711).
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You Are Not Alone, We Stand Beside You

At Blue Cross and Blue Shield of Texas, we understand the importance of having the
support you need in your physical and mental health journey. Our service coordination
benefits help you plan care for your family.

Service coordination includes:

* Special Beginnings Service Coordinators for
pregnant Medicaid members

* Mental Health Service Coordinators to help
with mental health or substance use

* Help with personal care services, private
duty nursing and long-term care services

» Disease management and education for
members with conditions such as diabetes
or asthma

Your Service Coordinator will:

Listen to your concerns

Help you to get the services you need, like
transportation

Help set up care with your doctor and other
health or behavioral care team members
Help you, your family and your caregiver
better understand your health conditions,
medications and treatments

Provide community resource support

Provide information about Value Added
Services that come with your health plan

To learn more, contact the Service Coordination team at 1-877-214-5630 between 8 a.m. and 5 p.m. CT.

Helpful Toll-Free Phone Numbers

Mental Health Services Hotline
24-Hour Nurseline

Maximus Enrollment Broker
Medicaid Managed Care Helpline
Service Coordination

1-888-657-6061
1-844-971-8906
1-800-964-2777
1-866-566-8989
1-877-214-5630

STAR Customer Advocate 1-888-657-6061 (TTY: 711)

Member Outreach 1-877-375-9097 (TTY: 711)



Invisible Ink

\

When life gives you lemons, make a secret message from invisible ink! Mail it to a friend
or relative, include tips on how it works and let them bring the image or note to light.

What You Will Need:

* One lemon

» Cotton swab

* Sheet of white paper

* Sunlight, iron or lightbulb

What To Do:

Squeeze lemon juice into a bowl and add a
spoonful of water. Mix gently. Dip the swab
into the liquid and write a message or draw
a picture on the paper. Let the liquid dry
completely so the message or picture is

invisible. To share your secret, set it in sunlight,
hold it close to a lightbulb or iron (with adult
help). The message will be revealed! Hang it as
artwork or share it with a friend.

How Does It Work?

Diluting or adding water to the lemon juice
makes it very hard to see when you apply it
to the paper, but lemon juice is an organic
substance that turns brown when it's heated
up. This means no one will see the message
or drawing until the paper is heated and the
message is revealed.

B Source: https://www.parents.com/kids/education/math-and-science/5-fun-stem-crafts-for-kids/




You Matter, We Want To Hear From You

You will soon receive a package asking you to fill out a survey about your health care experience with
BCBSTX and your providers. Your answers will help us know how we can better serve you.

We will not see your responses; and the survey will only take about 10 minutes of your time. We are
committed to our members and want to give you the best care possible.




Learn to Live: Digital Mental Health Platform

Are you feeling stressed, sleepless, anxious or discouraged?

You Are Not Alone

If you have mild or moderate mental health The self-paced programs can help you
concerns, BCBSTX has a program that may be with common challenges like stress, worry,
just what you need. Learn to Live is a no cost, depression, sleeplessness, social anxiety and
online, mental health solution for BCBSTX substance use. Individual coaching is also
members and their caregivers age 13 offered if needed.

and older.

Find a program that is right for you.
To start, take our online, self-paced private assessment at:

https://www.learntolive.com/welcome/bcbstxmedicaid?code=txmed
Access Code: TXMED

Learn to Live provides educational behavioral health programs. Members considering further medical treatment should
consult with a physician. Learn to Live, Inc. is an independent company that provides online behavioral health programs
and tools for members with coverage through Blue Cross and Blue Shield of Texas. BCBSTX makes no endorsement,
representations or warranties regarding third-party vendors and the products and services offered by them.

STAR Customer Advocate 1-888-657-6061 (TTY: 711)
Member Outreach 1-877-375-9097 (TTY: 711) 5



Complaints and Appeals

If you have a complaint about a service or care you received from Blue Cross and
Blue Shield of Texas, you can call our BCBSTX Customer Advocate Department at
1-888-657-6061 (TTY: 711).

BCBSTX will send you an acknowledgement letter within five business days and we
will send you a letter with our decision within 30 calendar days of the date we get
your complaint in writing.

How to File an Appeal

 Fill out a 'Health Plan Appeal Request Form’ and mail or fax it to us using the
address or fax number listed at the top of the form. The form is located in our
website https://www.bcbstx.com/star/member-resources/appeals-and-grievances

e Call the BCBSTX Customer Advocate Department toll-free at 1-888-657-6061
(TTY:711), Monday through Friday, 8 a.m. to 5 p.m., CT.

e Email to GPDTXMedicaidAG@bcbsnm.com.
* Mail appeal form to:

Blue Cross and Blue Shield of Texas

Attn: Complaints and Appeals Department
P.O. Box 660717

Dallas, TX 75266-0717

* Call a Member Advocate for help filing an appeal at 1-877-375-9097 (TTY: 711)

You must request an appeal by 60 days from the date your notice for denial of
services was mailed. We will give you a decision on your appeal within 30 days.

Emergency Health Plan Appeal

If you feel your health will be seriously harmed by waiting for a decision on your
health plan appeal, you or your doctor can ask for an Emergency Health Plan Appeal.
If you qualify, we must decide to approve or deny your appeal within 72 hours of
your request.

Get STAR Updates Sent Straight to Your Phone!

STAR members can get text messages with plan benefit updates, notices about STAR meetings, events in your area
and health care tips.

You can opt in to get text messages sent to %our phone by texting STAR to 33633. Once you join the program, you
may get up to four text messa§es per month.* To cancel STAR text messages, text STOP to 33633. To learn more
about our texting program, call Member Outreach at 1-877-375-9097 (TTY: 711).

*Message and data rates may apply.
Terms and conditions and privacy policy at www.bcbstx.com/mabile/text-messaging.

STAR Customer Advocate 1-888-657-6061 (TTY: 711)
Member Outreach 1-877-375-9097 (TTY: 711)



State Fair Hearings and External Medical Reviews

If your appeal is denied, you have the right to ask for either a non-emergency or emergency
State Fair Hearing or External Medical Review.

To ask for a State Fair Hearing, you or your representative should either send a letter to the
health plan at:

Blue Cross and Blue Shield of Texas

Attn: Complaints and Appeals Department
P.O. Box 660717

Dallas, Texas 75266-0717

Or call BCBSTX at 1-888-657-6061 (TTY: 711).

Find out more about filing complaints, appeals, emergency appeals, state fair hearings
and external medical reviews by calling one of the following numbers:

e Customer Advocate Department: 1-888-657-6061 (TTY: 711).

e STAR Member Advocate: 1-877-375-9097 (TTY: 711)

For more information regarding complaints, appeals and the State Fair Hearing, please visit our
website at https://www.bcbstx.com/star/member-resources/appeals-and-grievances.

We Want To See You!

Outreach staff hosts member meetings and community events that provide important health
information and resources.

Go to https://www.bcbstx.com/medicaid/pdf/chip-star-community-calendar-tx.pdf to view a
list of upcoming events near you. If you need help completing your STAR renewal packet, come out and
see us. We can help!

STAR Customer Advocate 1-888-657-6061 (TTY: 711)
Member Outreach 1-877-375-9097 (TTY: 711)



Family Food
Favorites

Pesto Ravioli with
Spinach and Tomatoes

Total Time: 15 mins

Servings: 4

Ingredients: Directions:

* 2 eight-ounce packages of frozen or 1. Bring a large pot of water to a boil.
refrigerated cheese ravioli Cook ravioli according to package

* 1 tablespoon olive oil directions; drain and set aside.

* 1 pint grape tomatoes 2. Heat oil in a large nonstick skillet over

« 1 five-ounce package baby spinach medium heat. Add tomatoes; sauté until

they begin to burst, three to four
minutes. Add spinach and continue to
cook, stirring frequently, until it wilts,
one to two minutes.

3. Add the cooked ravioli and pesto;
stir gently to combine.

'/3 cup pesto

Source: https://www.eatingwell.com/recipe/274007/pesto-ravioli-with-spinach-tomatoes/

Tell Us What You Think!

Community Advisory Committee (CAC) - now online or by phone

Every three months, STAR members are invited to attend a CAC meeting to give feedback on member education
materials and Value Added Services, and get health plan program updates. CAC meetings are now offered by phone
and online.

Visit www.bcbstx.com/star to see a schedule of CAC meetings or call a Blue Cross and Blue Shield of Texas
Member Advocate at 1-877-375-9097 for details and to register for a meeting.

STAR Customer Advocate 1-888-657-6061 (TTY: 711)
Member Outreach 1-877-375-9097 (TTY: 711) 8



To O%et auxiliary aids and services, or to get written or oral interpretation to
understand the information given to you, including materials in alternative
formats such as large print, braille or other languages, please call the
Blue Cross and Blue Shield of Texas STAR Customer Advocate Department at
1-888-657-6061 (TTY: 711).

Health care coverage is important for everyone.

We provide free communication aids and services for anyone with a disability or who needs language assistance. We do
not discriminate on the basis of race, color, national origin, sex, gender identity, age, sexual orientation, health status
or disability.

To receive language or communication assistance free of charge, please call us at 1-855-710-6984.

If you believe we have failed to provide a service, or think we have discriminated in another way, contact us to file
a grievance.

Office of Civil Rights Coordinator Phone: 1-855-664-7270 (voicemail)

300 E. Randolph St., 35th Floor TTY/TDD: 1-855-661-6965

Chicago, Illinois 60601 Fax: 1-855-661-6960

You may file a civil rights complaint with the U.S. Department of Health and Human Services, Office for Civil Rights, at:
U.S. Dept. of Health & Human Services Phone: 1-800-368-1019

200 Independence Avenue SW TTY/TDD: 1-800-537-7697

Room 509F, HHH Building 1019 Complaint Portal: https://ocrportal.hhs.gov/ocr/smartscreen/main.jsf
Washington, DC 20201 Complaint Forms: https://www.hhs.gov/sites/default/files/

ocr-cr-complaint-form-package. pdf

Para solicitar ayuda y servicios auxiliares o servicios de interpretacion oral o
escrita para entender la informacion que se le brinda, incluidos los documentos
en formatos alternativos como los impresos en letra grande, braille 0 en otros
idiomas, llame al departamento de especialistas en Servicio al Cliente de STAR
de Blue Cross and Blue Shield of Texas al 1-888-657-6061 (TTY: 711).

Tener cobertura médica es importante para todos.

Ofrecemos comunicacion y servicios gratuitos para cualquier persona con impedimentos o que requiera asistencia
lingtiistica. No discriminamos por motivos de raza, color, pais de origen, sexo, identidad de género, edad, orientacion
sexual, estado de salud o discapacidad.

Para recibir asistencia lingtistica o comunicativa de manera gratuita, llamenos al 1-855-710-6984.

Si cree que no hemos proporcionado un servicio, o si cree que ha sido discriminado de cualquier otra manera,
comuniquese con nosotros para presentar una inconformidad.

Office of Civil Rights Coordinator Teléfono: 1-855-664-7270 (correo de voz)
300 E. Randolph St., 35th Floor TTY/TDD: 1-855-661-6965
Chicago, lllinois 60601 Fax: 1-855-661-6960

Tiene el derecho de presentar una queja por derechos civiles en la Oficina de Derechos Civiles del Departamento de
Salud y Servicios Humanos de EE. UU. (U.S. Department of Health and Human Services, Office for Civil Rights) por
estos medios:

U.S. Dept. of Health & Human Services Teléfono: 1-800-368-1019

200 Independence Avenue SW TTY/TDD: 1-800-537-7697

Room 509F, HHH Building 1019 Portal de quejas: https://ocrportal.hhs.gov/ocr/smartscreen/main.jsf

Washington, DC 20201 Formulario de quejas: https://www.hhs.gov/sites/default/files/ocr/
civilrights/resources/factsheets/spanish/
cmpltfrmspanish.pdf

www.bcbstx.com/star espanol.bcbstx.com/star



If you, or someone you are helping, have questions, you have the right to get help and information
in your language at no cost. To talk to an interpreter, call 855-710-6984.

Espariol Si usted o alguien a quien usted esta ayudando tiene preguntas, tiene derecho a obtener ayuda e
Spanish informacion en su idioma sin costo alguno. Para hablar con un intérprete, llame al 855-710-6984.
Looall | 0 e lialy & 5 el e glaall g s2ebuall Lo Jgemnll b Badl el dlind saelud (add ool 5f elal (IS )
Arabic 855-710-6984 28 ) (Ao Jduail ¢(5 558 pa yia ae Caadll A4S 4
oY1= :l’_‘J;:, E‘:g a : ‘." ' ) ; al, fl’gi & . ,({J} ¥ EI:I z"f's:fz. E 15N 0
ERePx | ARG, EBIEERIAER, HitFRER, GHRMN % TG EREESEMAS
Chinese AR EIRES, FE A SERA SRS 855-710-6984.
Frangais Si vous, ou quelgu'un gue vous étes en train d'aider, avez des questions, vous avez le droit d'obtenir de
French laide et information dans votre langue a aucun codt. Pour parler a un interpréte, appelez 855-710-6984.
Bentsdl Falls Sie oder jemand, dem Sie helfen, Fragen haben, haben Sie das Recht, kostenlose Hilfe und
e Informationen in lhrer Sprache zu erhalten. Um mit einem Dolmetscher zu sprechen, rufen Sie bitte die
Nummer 855-710-6984 an.
319621l %l cdHol WYl X HEE r‘é?l el sl vldl 518 ol cllsclel vl oll.ulH. 525K
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: gIc 3T9eh, IT 39 ToTdeh] AEIAAT S Ia & 39ch, T &, Al TRl 9T HTNT A Tol:Aleeh
Eﬂi HETIAT 3R SATARRY YTod e T TR & | FhdT 3eIdTceh H &l it o TeIT 855-710-6984
I il F |.
ltaliano Se tu o qualcuno che stai aiutando avete domande, hai il diritto di ottenere aiuto e informazioni nella tua
ltalian lingua gratuitamente. Per parlare con un interprete, puoi chiamare il numero 855-710-6984.
5t 20 OHor 2ot L= HotJl &= AIE0| 2=20| JILIPY Pote 2= st s EEE
@r;an 7ot HANZE B2 = U= el USLICHL S A E 20AIH 855-710-6984 =
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Diné T’aa ni, éi doodago ta’da bika ananilwo’igii, na’iditkidgo, ts’ida bee na ahooti’1” t’aa nitk’e
Naysis nika a’doolwot doo bina’iditkidigii bee nit h odoonih. Ata’dahalne’igii bich’{” hodiilnih kwe’é
: 855-710-6984.
= OBG, Hshd waga Gl aaS a bt ol G el 48 (e € o Sl gy Ll aS S L ek £
Persian el Juala (ulat 855-710-6984 o_lad L ¢ Alek aa o S5 L I ga et il 3 e Ml 5SS
Polski Jesli Ty lub osoba, ktorej pomagasz, macie jakiekolwiek pytania, macie prawo do uzyskania
Polish bezptatnej informaciji i pomocy we wiasnym jezyku. Aby porozmawiac z tumaczem, zadzwon ped
numer 855-710-6984.
Ip— Ecnu y Bac unu yenoeka, KOTOPOMY Bbl NOMOraeTe, BO3HMKIM BOMPOCHI, Y BaC €CThb NPaBo Ha becnnartHyio
R{ISSi el MOMOLLb M MHGOPMAaLMIC, NPEROCTABNEHHYIC Ha BaLIEM A3blke. YUTOObI CBA3ATECH C NEPEBOAUMKOM,
no3BoHWTE No TenedoHy 855-710-6984.
Tagalog Kung ikaw, 0 ang isang taong iyong tinutulungan ay may mga tanong, may karapatan kang makakuha ng
Tagalog tulong at impormasyon sa iyong wika nang walang bayad. Upang makipag-usap sa isang tagasalin-wika,
g tumawag sa 855-710-6984.
s | e e G ) S Qe o Gl s (S U ) S 30l (S s S0l S L oSl S
Urdu i S JS ; 855-710-6984 « d S S Sl waa e o S S S deala Slaslea ) 2
Tieng Viét | Néu quy vi, hodc ngwdi ma quy vi gitp d&, co cau hdi, thi quy vi cé quyén dwoc gidp d& va nhan thong tin
Vietnamese | bang ngdn nglr cia minh mién phi. B& néi chuyén véi mét thong dich vién, goi 855-710-6984.




