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We're here to help!

Member Services

(888) 794-7268 (TTY:711)
Monday-Friday, 8 a.m. to 8 p.m. local time

Please use this number and hours of operation any time Member Services is mentioned

in this newsletter. This phone number can also be found on your member ID card.

“Why | Serve”

Claire Easter,
Nurse Care Manager, Senior Whole Health

My interest in nursing came from tragedy — witnessing hospice care
when | lost both my nephew and brother. In addition to being a hospice
nurse, I've been a pediatric nurse, visiting nurse and now nurse care
manager throughout my career. However, | knew that working with older
adults was my calling from the moment | worked as a licensed practical
nurse in a nursing home.

At Senior Whole Health, | am able to care for our Massachusetts seniors
day after day. I love engaging with my members, listening to their stories and hearing what they have
to say and how they feel. | want to give them everything they need, so this dialogue helps me figure
out how we can best serve them — whether that’s providing transportation to and from medical
appointments, referring them to behavioral health services or
providing them with food and personal care support.

One thing that sets this health plan apart is our commitment
to the community. We have a mobile RV that visits areas
throughout Massachusetts, offering blood pressure
screenings and health education. We also offer and
participate in volunteer opportunities to support local
organizations that serve individuals in need. I'm particularly
proud of the telethon we did for Greater Boston Food

Bank at alocal TV station. We, as a team, made personal
contributions towards food security in the commonwealth.

From the day patients enter our care, strong relationships
are formed between patients and nurses. Our members
truly become a part of our families. It is an honor to provide
patients with the care they need to be comfortable and
healthy in this stage of life — and that is why | serve.
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Senior Whole Health makes $500,000
local investment

Senior Whole Health (SWH) invested S500,000 in groups supporting place-based support (PBS)
for Massachusetts seniors living in low-cost housing. The investment will enhance health care for
seniors in greater Boston.

What is PBS?

The PBS model works with seniors where they live. This makes it simpler for them to get care
and other help. PBS has on-site coordinators who help seniors reach providers, health plans
and local groups.

What does this mean?
Our PBS program involves:
+ Benefits for New Bedford Housing Authority residents:

— Coastline will offer residents of Tripp Towers and Boa Vista breakfast three days per week.

— Child and Family Services will give on-site crisis care support for Tripp Towers, Boa Vista
and New Bedford Hotel Apartments.

— The Greater Boston Food Bank will allow residents to use a mobile market with fresh food
and pantry staples.

« Funding on-site coordinators to help residents with their health care needs.
+ Embedding health teams within low-cost senior housing sites.

+ Supplying file of life magnets. This will make residents’ health info close by for rescue workers
tending to health crises.

« Buying shared items like a fridge, large-format TV, projection unit and more to support social
events and lower feelings of loneliness.

From SWH Plan President
Bill Graham

“Improving health outcomes for older adults

in Massachusetts goes beyond providing
traditional medical services. By financially
supporting place-based supports, we are helpin
community organizations meet seniors where
they are to actively address concerns around
food insecurity and social isolation.”
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Member support
focus workgroups

We've been working with partners to teach
members about keeping healthy blood pressure
levels. Our clinical, quality and sales team
members teach attendees about blood pressure
and answer questions during these sessions. We
talk about things like:

« What is blood pressure?

Whole Healt,
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« How to take and read your blood pressure
the right way.

+ What are healthy blood pressure readings?

+ Why you should take your blood
pressure daily.

* How to keep a log of your blood
pressure readings.

« The value of sharing your log with
your doctor.

+ How high blood pressure is treated.

 Tips on how to keep a healthy
blood pressure.

We want to give you the tools and support to
keep your blood pressure levels healthy. We'll be
hosting more of these sessions soon. We welcome
you and your caregivers to join. If you want to
come, please call Member Services.

Medicine safety

Safety is vital after you're released from a hospital or rehab
setting. It's common for some medicines to be changed

or stopped during or after these stays. Please ask your
pharmacist or doctor to do a medicine reconciliation if you
have been released from an inpatient setting. This helps
keep you safe.

What is medicine reconciliation?
It's when your pharmacist or doctor reviews your medicines.

You can speak with a SWH nurse if you have questions.
Please call Member Services for help connecting with
anurse.
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We want to hear from youl!

Join our Member Advisory Committee (MAC)!

In 2023, we hosted four MAC meetings. We want to thank all our members, caregivers and member
representatives who took the time to join. You have all given valued feedback that will be used to

make plan improvements.

One of our members shared with us:

“The advisory board gave me a chance to
meet, via Zoom, department heads and other
executives, experts in the subjects on the
agenda. We got a chance to ask the “hard”
questions, and we got the answers. (If not
then and there, we got phone calls to keep

us updated.) The real difference with these
meetings is that the Senior Whole Health staff
in attendance all have listening ears, and our
ideas and complaints are always followed up
with phone calls. Satisfaction guaranteed!”

Want your voice to be heard?

We are always looking for new participants.
We want to know what you think. This meeting
is a chance to improve SWH for yourself

and others.

These meetings:
« Focus on what it is like to be a member

- Take place four times a year (every
three months)

 Last one hour
« Are virtual:
— Take part through a personal device

— We offer rides to and from the meeting place
if they move to an
in-person format

« Can be translated and interpreted

« Cover topics like health programs,
benefits and the member experience

Please call Member Services if you would like
to join or learn more!

Your experience co

We sent out the Consumer Assessme
of Healthcare Providers and System
(CAHPS®) survey to a random groug
members in March. This asks you to
your experiences with your doctors
health plan.

If you get the CAHPS® survey, pleas

out and send it in to make your Voice

The results help us better understand your
experiences with our care. We always work
to do better based on your feedback.
Please get in touch with Member Services
if you have any questions.

SWHMA.com | (888) 794-7268 (TTY: 711)


http://SWHMA.com

Healthy
°.. Senior Whole Health Sl \ou card
“‘ BY MOLINA HEALTHCARE

678 9010
4000 1234 5 DEBIT
CARD 05/31

E|)\:|Pl|:|"|BER NAME V’ SA

HE UNITED STATES

VALID ONLY IN'T!

Your 2024 plan changes

Here are some of your plan updates for this program is here for you to earn rewards for
year. This information was pulled from the taking part in healthy actions.

2024 plan materials mailed to you at the end _ _

of 2023 Visit SWHMA.com to find digital Healthy actions are preventive and wellness

visits with your doctor. Actions described

versions of these plan materials.
below that are done between January 1

New rewards on your Heqlthy You card and December 31 of this year are eligible for
We know you want to reach your best health, rewards. You can only earn one reward per
and we want to help! Our 2024 incentive each finished action.

Continued on next page
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Continued from previous page

Healthy action What is it? Who's eligible?

Yearly health exam with

your doctor All members

Annual wellness visit

Yearly vaccine to lower your

chances of getting the flu. All members

Flu shot

Test that measures your

blood pressure against the Members under 85 who
walls of your blood vessels. have high blood pressure
Your doctor must do it.

Blood pressure screening

X-ray of the breast to check Members who are women

Breast cancer screenin
9 for breast cancer. ages 75 or under

Noninvasive bone density

Osteonorosis care screenings to check the Members who are women
P strength of your bones after ages 67-85
a break.
: Tests to check for signs of Members who are ages
Colon cancer screening
colon cancer. 50-75
Blood test to check your Members under 75 who
Alc test .
blood sugar levels. have diabetes
A yearly exam with your
Fve exam eye doctor is performed Members under 75 who
Y to check the health of have diabetes
your eyes.

Your doctor does urine and
Kidney health evaluation blood tests to check the
health of your kidneys.

Members under 85 who
have diabetes

Please note: Your Healthy You card no longer covers vision costs. Please do not use your Healthy
You card for any vision purchases.
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Claim your reward(s):

« By mail: You will get a form sent to you It takes about two weeks to add rewards to

that you can fill out and send back to us, your Healthy You card once we get proof that

No postage is needed. you have finished an eligible action.

* By phone: Call the Health and Wellness Line Your rewards will stay on your Healthy You card
at (833) 671-0428 (TTY:711) if you are a member. Incentive dollars roll over
Monday-Friday, 8 am.-5 p.m. local time. You for renewing members.

can also call if you need help or , .
If you're leaving SWH, you can choose to get

have reward questions. ) ] )
any leftover incentive rewards in the form of a
About your rewards CVS gift card.
Rewards are loaded onto your Healthy You

card. Rewards must be used to buy healthy Our rewards program can change without

notice based on the guidance of the Centers
for Medicare & Medicaid Services (CMS) and
the state.

food items at participating stores. Check
your rewards total and find stores near you at
MyBenefitsCenter.com.

Changes to your extra Medicare benefits

Read pages 102, 104 and 109 of your 2024 Evidence of Coverage to learn more.

Extra Medicare benefit Change for 2024

All members of the plan are covered for up
to 80 one-way trips per year.

% Non-medical transit Rides .to your drugstore, gym, salon, place of
Q worship and grocery store are covered. Call
O—0O

(844) 544-1391 (TTY:711) to schedule your
ride at least three business days in advance.

Health emergencies are covered by
up to $10,000 per year for care outside
the United States.

Worldwide crisis
coverage

Call Member Services if you would like to get more information on your
non-medical ride benefit.
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You can share your preferences with us

You can share your gender, pronouns, sexuality, race and primary language with us. You can
do this through your MyMolina.com member portal. Sharing these preferences is a choice.

If you have not used the member portal, visit MyMolina.com and:

« Click Create an Account

- Enter your member ID number and date of birth

« Once you log in and reach the home page, scroll down to find Helpful Links

« From there, click Communication Preferences

— This page will allow you to view and edit your details

If you'd like to share these details over the phone, please reach out to Member Services.

We thank you for your help!
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Language Assistance Services

Free aids and services, such as sign language interpreters and written information in alternative
formats, are available to you. Call 1-888-794-7268 (TTY: 711).

English: The enclosed materials are important and should be translated immediately. We have free
interpreter services to answer any questions you may have about our health or drug plan. To get an
interpreter, just call us at 1-888-794-7268. Someone who speaks English can help you. This is a free
service.

Spanish: Los materiales adjuntos son importantes y se deben traducir inmediatamente. Contamos
con servicios de intérprete gratuitos para responder a cualquier pregunta que pueda tener acerca
de nuestro plan de salud o medicamentos. Para obtener un intérprete, lldmenos al 1-888-7/94-7268.
Alguien que hable idioma puede ayudarle. Este es un servicio gratuito.
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Chinese Mandarin: FTMIMRISEEEE , A0 ENEIF Ill]%,mﬁﬁﬂE’Jﬁiﬁlﬂi‘]jﬁﬁﬁi‘l‘i‘]ﬁﬁ"cﬂl"ﬂﬂ,ﬁm
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Haitian Creole: Dokiman ki anekse yo enpotan e yo ta dwe tradui imedyatman. Nou gen sévis
entepret gratis pou reponn nenpot kesyon ou ka genyen sou plan sante oswa medikaman nou an.
Pou jwenn yon entepret, jis rele nou nan 1-888-794-7268. Yon moun ki pale lang ka ede w. Sa a se yon
sevis gratis.
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Portugués: Os materiais em anexo sdo importantes e devem ser traduzidos imediatamente. Temos
servicos de intérprete gratuitos para responder a quaisquer perguntas que possa ter sobre o nosso
plano de saude ou de medicamentos. Para obter um intérprete, contacte-nos através do nimero
1-888-794-7268. Alguém que fale idioma pode ajudd-lo. Este servico € gratuito.

Russian: [IpuaraeMbie MaTepralibl KpaitHe BayKHBI U MOIJISKAT HEMEIJICHHOMY TiepeBoy. Ecin y Bac BOSHUKIIH
KaKHe-THO00 BOIIPOCKI O BallleM TIIaHEe METUIIMHCKOTO 00CITY >KHBAaHUSI HITH IIJIAHE C TIOKPBITHEM JICKAPCTBEHHBIX
MpernaparoB, sl BaC MPEAYCMOTPEHBI OECIUIaTHBIC YCIIYTH TIePeBOIIHKA. UTOOBI BOCTIONH30BAThCS YCITYTaMH
MepEeBOIYMKA, TIPOCTO TIO3BOHUTE HaM 110 HoMmepy 1-888-/94-7268. Bam noMoxeT cOTpyAHUK, BiaAetomuid Poccust.
Orta ycinyra npenocTaBisieTcst OecIiaTHoO.

Vietnamese: Céc tai liéu dinh kém rat quan trong va can phai dich ngay 1ap tirc. Chung ti c6 cac dich vu phién dich
mién phi dé tra 101 bat ky cau hoi nao ctia quy vi vé chuong trinh chim soc stc khoe hodc chuong trinh thude ctia chung
t6i. Dé c6 phién dich vién, chi can goi cho chiing i theo s6 1-888-794-7268. Mot ngudi ndi ngdn ngi c6 thé gitup quy
vi. Pay 1a dich vu mién phi.
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Chinese Cantonese: BE RPN REREYRETEFELRRE , AULEMREZENEE RIS, MERERE,
EE 1-888-794-7268, RIFEHFNMWAES L EAEREED, E B—EHABRK.

Tagalog: Mayroon kaming libreng serbisyo sa pagsasaling-wika upang masagot ang anumang
mga katanungan ninyo hinggil sa aming planong pangkalusugan o panggamot. Upang makakuha
ng tagasaling-wika, tawagan lamang kami sa 1-888-794-7268. Maaari kayong tulungan ng isang
nakakapagsalita ng Tagalog. Ito ay libreng serbisyo.

French: Nous proposons des services gratuits d'interprétation pour répondre a toutes vos
questions relatives a notre régime de santé ou d’'assurance-meédicaments. Pour accéder au service
d'interprétation, il vous suffit de nous appeler au 1-888-794-7268. Un interlocuteur parlant Francais
pourra vous aider. Ce service est gratuit.

German: Unser kostenloser Dolmetscherservice beantwortet Ihren Fragen zu unserem Gesundheits-
und Arzneimittelplan. Unsere Dolmetscher erreichen Sie unter 1-888-794-7268. Man wird Ihnen dort
auf Deutsch weiterhelfen. Dieser Service ist kostenlos.

Korean: EAlE O|F EE tt= HE E8o] et 220 EHal E2|0X & S MHIAE Xloor" U&LICH
£01 MH|AE 0|235te{H 735} 1-888-794-7268 1O 2 20|5| TAIA|Q. 312012 5= SRt £9oF =2l
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Alomn dous 00 ebuslucs dy yll Gty o pased pslicw . 1-888-794-7268 e by JLasVl sgw elds pud 5398

Hindi: BR _dTH_&_ 2 7 a1 &1 AISH1 b TR § A0k BT 1 0 797 7% S < b @i g1 ITe Hb_d QAT
AT IYAT_H 2. b AT Y_ITT_d B & 18, TH W 1-888-794-7268 WHBH H. BIe d_Ib_dl oAl ai_al
AT & I HEE I Tehd] 2. T8 U Th_d 9T &,

Italian: E disponibile un servizio di interpretariato gratuito per rispondere a eventuali domande sul
nostro piano sanitario e farmaceutico. Per un interprete, contattare il numero 1-888-794-7268. Un
nostro incaricato che parla Italianovi fornira l'assistenza necessaria. E un servizio gratuito.

French Creole: Nou genyen sévis entepret gratis pou reponn tout kesyon ou ta genyen konsenan plan
medikal oswa dwog nou an. Pou jwenn yon enteprét, jis rele nou nan 1-888-794-7268. Yon moun Ki
pale Kreyol kapab ede w. Sa a se yon sevis ki gratis.

Polish: Umozliwiamy bezptatne skorzystanie z ustug ttumacza ustnego, ktéry pomoze w uzyskaniu
odpowiedzi na temat planu zdrowotnego lub dawkowania lekow. Aby skorzystac¢ z pomocy ttumacza
znajqcego jezyk polski, nalezy zadzwoni¢ pod numer 1-888-794-7268. Ta ustuga jest bezptatna.

Japanese: 3N RE BRERBEER WAETSUICEITREBICEBZTATRLD (IO, BEOBRY—EA
AHYEFTIETVET, BRECHADICAESDICIE, 1-888-794-7268ICHBEBFELEEV, BAZEEFETA & HMXE
\;‘7’..[/?3'0 C—h'vj:/“\*)l'o)-u- t7\_53'o
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Important health plan information

- SNy

Senior Whole Health is a DSNP and HMO plan with a Medicare contract. DSNP plans have a
contract with the state Medicaid program. Enrollment depends on contract renewal. Senior Whole
Health complies with applicable Federal civil rights laws and does not discriminate on the basis of
race, ethnicity, national origin, religion, gender, sex, age, mental or physical disability, health status,
receipt of healthcare, claims experience, medical history, genetic information, evidence of insurability,
geographic location.
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