NH Healthy Families
Addendum to the Member Handbook
Effective January 1, 2024

This is important information on how your coverage has changed from that described in your
NH Healthy Families Member Handbook effective January 1, 2024. You are not required to take
any action in response to this document, but we recommend you keep this information for future

reference.

We previously sent you the Member Handbook, which provides information about your coverage as
an enrollee in our plan. This notice is to let you know there are changes to your benefit coverage.
Below you will find information describing these changes. Please keep this information for your

reference.

If you have any questions please call Member Services at 1-866-769-3085 (TDD/TTY: 1-855-742-
0123) Monday - Wednesday, 8:00 a.m. to 8:00 p.m., Thursday - Friday, 8:00 a.m. to 5:00 p.m.

Changes to your NH Healthy Families Member Handbook include:

Where you can find
the change in your
2024 Member
Handbook

On page 6, under Section
1.3 (What to expect from
the plan)

On page 20, under
Section 2.8 (How to
contact the NH DHHS
Customer Service Center)

On page 36, under
Section 3.3 (How to get

Original Information

ID card image sample.

*Indicates a service that
requires a Prior

care from specialists and = quthorization

other network providers,
Mental Health Services)

23-0056

Corrected
Information

ID card image sample
with updated pharmacy
codes on front and 988
lifeline added to the
back.

Added row for Website,
https://nheasy.nh.gov

*Indicates a service that
requires a Prior
Authorization and may
not be covered for all
beneficiaries.

What does this
mean for you?

Image represents the
most current member ID
card with information on
the CVS to Express
Scripts vendor change
and also includes the
Suicide & Crisis Lifeline
number, 988.

Added the nheasy.nh.gov
as another means to
contact NH DHHS

Updated disclaimer that
certain covered services
may not be covered for

all beneficiaries.



Where you can find
the change in your
2024 Member
Handbook

On page 39, under

Section 3.6 (Emergency,

urgent, and after-hours
care)

Original Information

If you have a mental
health or substance use
emergency:

e Get help as
quickly as
possible. Call, text
or chat 988 — the
Mental Health
Lifeline 24 hours a
day, 7 days a week
to connect with a
trained crisis
counselor. The
Lifeline provides
free and
confidential
emotional support
to people in
suicidal crisis or
emotional distress.

e Or, call or text the

toll-free NH Rapid

Response Access
Point (1-833-710-

6477) anytime day

or night. Crisis

response services are

available over the
phone, by text, or
face-to-face.

Corrected
Information

If you have a mental
health or substance use
emergency:

e Get help as
quickly as
possible. Call, text
or chat 988 — the
Mental Health
Lifeline 24 hours a
day, 7 days a week
to connect with a
trained crisis
counselor. The
Lifeline provides
free and
confidential
emotional support
to people in
suicidal crisis or
emotional distress.

e Or, call or text the

toll-free NH Rapid

Response Access
Point (1-833-710-

6477) anytime day

or night. Crisis

response services are

available over the
phone, by text, or
face-to-face.

e Ifyouare
experiencing a

substance use crisis,
you can call, text or

chat to 988 or you
can call 2-1-1 for
assistance with

getting connected to

your local
Doorway. You can
access additional
information at
www.211.org.

What does this
mean for you?

Added specific
information and
resources for 988 and

211 Doorway in case of

a substance use crisis.



Where you can find
the change in your
2024 Member
Handbook

On page 41, under
Section 3.6 (Emergency,
urgent, and after-hours
care)

Original Information

If you have a behavioral
health emergency or
behavioral health crisis:

e Get help as

quickly as
possible. Call, text
or chat 988 — the
Mental Health
Lifeline 24 hours a
day, 7 days a week
to connect with a
trained crisis
counselor. The
Lifeline provides
free and
confidential
emotional support
to people in
suicidal crisis or
emotional distress.

Or, call or text the
toll-free NH Rapid
Response Access
Point (1-833-710-
6477) anytime day
or night. Crisis
response services
are available over
the phone, by text,
or face-to-face.

As soon as possible,
make sure that our
plan has been told
about your
emergency. We
need to follow up on
your emergency
care. You or
someone else should
call to tell us about
your emergency

Corrected
Information

If you have a behavioral
health emergency or
behavioral health crisis:

e Get help as

quickly as
possible. Call, text
or chat 988 — the
Mental Health
Lifeline 24 hours a
day, 7 days a week
to connect with a
trained crisis
counselor. The
Lifeline provides
free and
confidential
emotional support
to people in
suicidal crisis or
emotional distress.

Or, call or text the
toll-free NH Rapid
Response Access
Point (1-833-710-
6477) anytime day
or night. Crisis
response services
are available over
the phone, by text,
or face-to-face.

If you are
experiencing a
substance use
crisis, you can call,
text or chat to 988
or you can call 2-1-
1 for assistance
with getting
connected to your
local Doorway.
You can access

What does this
mean for you?

Added specific
information and
resources for 988 and
211 Doorway in case of
a substance use crisis.



Where you can find

48 hours. This will
help us provide or
arrange for any
follow-up care that
you may need. We
can also help you get
follow-up care. Call
Member Services at
1-866-769-3085
(TDD/TTY 1-855-
742-0123. Relay
711).

You do not need to
get approval or a
referral first from
your PCP.

information at
www.211.org.

As soon as possible,
make sure that our
plan has been told
about your
emergency. We
need to follow up on
your emergency
care. You or
someone else should
call to tell us about
your emergency
care, usually within
48 hours. This will
help us provide or
arrange for any
follow-up care that
you may need. We
can also help you get
follow-up care. Call
Member Services at
1-866-769-3085
(TDD/TTY 1-855-
742-0123. Relay
711).

You do not need to
get approval or a
referral first from
your PCP.

the change in your Original Inf ti Corrected What does this
2024 Member riginal Intormation Information mean for you?
Handbook
care, usually within additional



Where you can find
the change in your
2024 Member
Handbook

On page 41, under
Section 3.6 (Emergency,
urgent, and after-hours
care)

Original
Information

What if you or
someone you know
struggles with
addiction or
substance use?

NH Healthy Families
understands that
addiction is a disease
and that access to
immediate help is
critical to recovery.

e IfyouareaNH
Healthy Families
member
struggling with
addiction and are
in need of urgent
care, contact us;
or

e Ifyouare
experiencing a
substance use
crisis or
emergency get
help as quickly
as possible. Call,
text or chat 988 —
the national
Mental Health
Lifeline 24 hours
a day, 7 days a
week to connect
with a trained
crisis counselor.
The Lifeline
provides free and
confidential
emotional support
to people in
suicidal crisis or
emotional distress.

e Or, call or text the
toll-free NH Rapid

Corrected
Information

What if you or
someone you know
struggles with
addiction or
substance use?

NH Healthy Families
understands that
addiction is a disease
and that access to
immediate help is
critical to recovery.

e IfyouareaNH
Healthy Families
member
struggling with
addiction and are
in need of urgent
care, contact us;
or

e Ifyouare
experiencing a
mental health
crisis or
emergency get
help as quickly
as possible. Call,
text or chat 988 —
the national
Mental Health
Lifeline 24 hours
a day, 7 days a
week to connect
with a trained
crisis counselor.
The Lifeline
provides free and
confidential
emotional support
to people in
suicidal crisis or
emotional distress.

e Or, call or text the
toll-free NH Rapid

What does this
mean for you?

Updated the term
substance use crisis to
mental health crisis, then
added specific
information and
resources for 988 and
211 Doorway in case of
a substance use crisis.



Where you can find
the change in your
2024 Member
Handbook

On page 71, under
Section 4.2 (Benefits
Chart, Services covered
by the plan, Outpatient
mental health services)

Original
Information

Response Access
Point (1-833-710-
6477) anytime day
or night. Crisis
response services
are available over
the phone, by text,
or face-to-face.

You do not need to
get approval or a
referral first from
your PCP.

**Prior
authorization is
required.

What does this
mean for you?

Corrected
Information

Response Access
Point (1-833-710-
6477) anytime day
or night. Crisis
response services
are available over
the phone, by text,
or face-to-face.

If you are
experiencing a
substance use
crisis, you can
call, text or chat to
988 or you can call
2-1-1 for
assistance with
getting connected
to your local
Doorway. You can
access additional
information at
www.211.org.

You do not need to
get approval or a
referral first from
your PCP.

**Prior
authorization is
required and may
not be covered for
all beneficiaries.

For certain covered
services listed with
double asterisks and that
require prior
authorization, additional
disclaimer added that
these services may not be
covered for all
beneficiaries.



Where you can find
the change in your

2024 Member
Handbook

On page 81, under
Section 4.2 (Benefits

Chart, Services covered
by the plan, Substance

use disorder (SUD)
treatment services)

Original
Information

Substance use
disorder (SUD)
treatment services

The plan covers
substance use disorder
treatment services
provided by a
community mental health
center, community health
center, federally
qualified health center
(FQHC), rural health
center (RHC), mental
health provider, acute
care hospital, psychiatric
hospital, masters licensed
alcohol and drug
counselor (MLADC),
licensed alcohol drug
counselor (LADC),
psychiatrist, psychiatric
advance practice
registered nurse (APRN),
physician, certified
recovery support worker,
residential treatment and
rehabilitation facilities,
methadone clinics/opioid
treatment programs, and
peer recovery programs.

Covered services may
include:

e Screening, brief
intervention, and
referral to treatment
(SBIRT)

e Substance use
screenings

¢ Individual, group,
and family therapy

¢ Intensive outpatient
substance use
disorder services

Corrected
Information

Substance use
disorder (SUD)
treatment services

The plan covers
substance use disorder
treatment services
provided by a
community mental health
center, community health
center, federally
qualified health center
(FQHC), rural health
center (RHC), mental
health provider, acute
care hospital, psychiatric
hospital, masters licensed
alcohol and drug
counselor (MLADC),
licensed alcohol drug
counselor (LADC),
psychiatrist, psychiatric
advance practice
registered nurse (APRN),
physician, certified
recovery support worker,
residential treatment and
rehabilitation facilities,
methadone clinics/opioid
treatment programs, and
peer recovery programs.

Covered services may
include:

e Screening, brief
intervention, and
referral to treatment
(SBIRT)

e Substance use
screenings

¢ Individual, group,
and family therapy

¢ Intensive outpatient
substance use
disorder services**

What does this
mean for you?

For certain covered
services, double asterisks
added indicating that
prior authorization is
required for that service.



Where you can find
the change in your
2024 Member
Handbook

Original
Information

e Partial
hospitalization
program (PHP)

e Medically
monitored
outpatient
withdrawal
management

e C(risis intervention*®

e Peer recovery
support*

e Non-peer recovery
support

e Continuous

recovery monitoring

e Alcohol withdrawal
treatment

¢ Opioid treatment
services

e Medication assisted
treatment

e Medically
monitored
residential
withdrawal
management

e Residential treatment
services, including
specialty services for
pregnant and
postpartum women

*Some crisis intervention

substance use services,
related post-intervention
stabilization services,
and emergency
psychiatric and
psychotherapy services
are covered outside our
plan when delivered by
Community Mental
Health Center Rapid
Response Teams. For
more information, refer
to Section 4.4 (New
Hampshire Medicaid

Corrected
Information

e Partial
hospitalization
program (PHP)**

e Medically
monitored
outpatient
withdrawal
management

e C(Crisis intervention*®

e Peer recovery
support*

e Non-peer recovery
support

e Continuous

recovery monitoring

e Alcohol withdrawal
treatment**

e Opioid treatment
services

e Medication assisted
treatment

e Medically
monitored
residential
withdrawal
management™**

e Residential treatment
services, including
specialty services for
pregnant and

postpartum women**

*Some crisis intervention

substance use services,
related post-intervention
stabilization services,
and emergency
psychiatric and
psychotherapy services
are covered outside our
plan when delivered by
Community Mental
Health Center Rapid
Response Teams. For
more information, refer
to Section 4.4 (New
Hampshire Medicaid

What does this
mean for you?



Where you can find
the change in your
2024 Member
Handbook

Original
Information

benefits covered outside
the plan).

If you are experiencing
a mental health or
substance use crisis—
call, text or chat 988—the
Mental Health Lifeline
24 hours a day, 7 days a
week to connect with a
trained crisis counselor.
The Lifeline provides
free and confidential
emotional support to
people in suicidal crisis
or emotional distress. Or,
call or text the toll-free
NH Rapid Response
Access Point (1-833-710-
6477) anytime day or
night. Crisis response
services are available
over the phone, by text,
or face-to-face. You do
not need to get approval
or a referral first from
your PCP.

Refer also to Inpatient
mental health services in
this Benefits Chart.

Refer also to Outpatient
mental health services in
this Benefits Chart.

Refer also to Smoking
and tobacco cessation
services in this Benefits
Chart.

Special coverage rules

apply for some inpatient
stays. If you are age 21-
64 years of age, contact
Member Services to see

Corrected
Information

benefits covered outside
the plan).

If you are experiencing
a mental health or
substance use crisis—
call, text or chat 988—the
Mental Health Lifeline
24 hours a day, 7 days a
week to connect with a
trained crisis counselor.
The Lifeline provides
free and confidential
emotional support to
people in suicidal crisis
or emotional distress. Or,
call or text the toll-free
NH Rapid Response
Access Point (1-833-
710-6477) anytime day
or night. Crisis response
services are available
over the phone, by text,
or face-to-face. You do
not need to get approval
or a referral first from
your PCP.

Refer also to Inpatient
mental health services in
this Benefits Chart.

Refer also to Outpatient
mental health services in
this Benefits Chart.

Refer also to Smoking
and tobacco cessation
services in this Benefits
Chart.

Special coverage rules

apply for some inpatient
stays. If you are age 21-
64 years of age, contact
Member Services to see

What does this
mean for you?



Where you can find
the change in your
2024 Member
Handbook

On page 92, under
Section 4.3 (Extra
benefits provided by the

plan)

Original
Information

if you meet the inpatient
coverage requirements.

Prior authorization may
be required.

For more information,
please call Member
Services.

ConnectionsPLUS®

Complimentary cell
phones for those who
need them

Our members who do not
have safe or reliable
access to a phone qualify
to receive a cell phone at
no cost to them. The
ConnectionsPLUS® cell
phone provides 24/7
access to:

¢ Your NH Healthy
Families Care
Management Staff

e Your Providers

e Telehealth Services

e O0-1-1

o 2-1-1

Corrected
Information

if you meet the inpatient
coverage requirements.

**Prior authorization
required.

For more information,
please call Member
Services.

ConnectionsPLUS®

Complimentary cell
phones for those who
need them and
participate in the Care
Management Program

Our members who do not
have safe or reliable
access to a phone may be
eligible to receive a cell
phone at no cost to them.
The ConnectionsPLUS®
cell phone provides 24/7
access to:

¢ Your NH Healthy
Families Care
Management Staff

e Your Providers

e Telehealth Services

e O0-1-1

o 2-1-1

What does this
mean for you?

Added clarification that
participation in the Care
Management Program is
required. Changed the
term qualify to may be
eligible to receive a cell
phone at no cost.



Where you can find

the change in your Original Corrected What does this
2024 Member Information Information mean for you?
Handbook
On page 93, under Mental Health (MH) Added information on
Section 4.3 (Extra Champion our Mental Health (MH)
benefits provided by the By becoming a MH Champion program.
plan) Champion you can

empower and encourage
others to talk openly
about MH.

A MH Champion is any
person or organization that
raises awareness for mental
health, reduces stigma, and
provides support and hope
to those in need.

For our members 12-20 ,
we offer a reward
incentive to encourage
and reward youth and
young adults for
becoming involved in
their community and to
recognize the work they
are doing to improve their
mental health through
reduction of stigma and
healthy coping skills.

Each Member ages 12 to
20 can earn $50* in My
Health Pays® rewards by
participating in a qualifying
mental health related
training, program, or
activity with submission of
the attestation form found
on the NHHF website.

*Some restrictions and
limitations apply. Each
member can earn up to
$250 in cash and non-cash
goods and services through
June 30 each year.



Where you can find
the change in your
2024 Member
Handbook

On page 95, under
Section 4.4 (New
Hampshire Medicaid
benefits covered outside
the plan)

On page 97, under
Section 4.5 (Benefits not
covered by our plan or
New Hampshire
Medicaid, List of Non-
Covered Services)

Original
Information

e Some prescription
drugs are covered
by New Hampshire
Medicaid when
billed through a
pharmacy. They
include, but are not
limited to, certain
prescription drugs
used to treat
Hemophilia, and the
drugs Carbaglu®
and Ravicti®. The
pharmacy will bill
New Hampshire
Medicaid for these
medications.

List of Non-Covered
Services

Abortions (Voluntary) -
Some abortions are
covered in limited
circumstances.

Alternative Medicine —
Acupuncture and
Biofeedback, etc.

Cosmetic or Plastic
Surgery

Treatment of Infertility,
Impotence and Sexual
Dysfunction

Experimental
Procedures, Drugs and
Equipment

Corrected
Information

e Some prescription
drugs are covered
by New Hampshire
Medicaid when
billed through a
pharmacy. They
include, but are not
limited to, certain
prescription drugs
used to treat
Hemophilia, and the
drugs Carbaglu®,
Ravicti®,
Zolgensma®,
Skysona®,
Zynteglo®, and
Hemgenix®. The
pharmacy will bill
New Hampshire
Medicaid for these
medications.

List of Non-Covered
Services

Abortions (Voluntary) -
Some abortions are
covered in limited
circumstances.

Alternative Medicine —
Acupuncture and
Biofeedback, etc.

Cosmetic or Plastic
Surgery

Treatment of Infertility,
Impotence and Sexual
Dysfunction

Experimental
Procedures, Drugs and
Equipment

What does this
mean for you?

Added additional drugs
covered by New
Hampshire Medicaid
when billed through a
pharmacy.

Removed Pediatric
Residential Treatment
Program Services from
list of non-covered
services.



Where you can find
the change in your
2024 Member
Handbook

Original
Information
Personal Comfort Items
Non-Medical Equipment
Physical Exams
Required for

Employment

Radial Keratotomy

Services Not Allowed by

Federal or State Law

Weight Reduction and
Control Services — This
includes, products, gym
memberships or
equipment for the
purpose of weight
reduction.

Service and Therapy
Animals

Services Provided
Outside the US and its
Territories including
Vaccinations for Out of
Country Travel

Pediatric Residential
Treatment Program
Services

Qualified Residential
Treatment Program
Services

Corrected
Information

Personal Comfort Items
Non-Medical Equipment

Physical Exams
Required for
Employment

Radial Keratotomy

Services Not Allowed by
Federal or State Law

Weight Reduction and
Control Services — This
includes, products, gym
memberships or
equipment for the
purpose of weight
reduction.

Service and Therapy
Animals

Services Provided
Outside the US and its
Territories including
Vaccinations for Out of
Country Travel

Qualified Residential
Treatment Program
Services

What does this
mean for you?



Where you can find
the change in your
2024 Member
Handbook

On page 101, under
Section 5.2 (Care
coordination support)

On page 114, under
Section 7.1 (Drug
coverage rules and
restrictions, Requiring
prior authorization from
the plan)

On page 116, under
Section 7.2 (Plan
formulary or preferred
drug list)

Original
Information

If you are interested in
enrolling in the NH
Healthy Families Care
Management program,
or would like more
information please call
1-866-769-3085
(TDD/TTY 1-855-742-
0123 Relay 711) and
request Care
Management services.

All reviews are
performed by a licensed
clinical pharmacist using
the criteria established
by the NH Healthy
Families Pharmacy &
Therapeutics (P&T)
Committee. If the
clinical information
provided does not meet
the coverage criteria for
the requested
medication, we will
notify you and your
practitioner of
alternatives and provide
information regarding
the appeal process.

The PDL is a guide to
available brand and
generic drugs that are
approved by the Food
and Drug Administration
(FDA) and covered
through your prescription
drug benefit. The PDL
includes all drugs
available without Prior
Authorization (PA)

Corrected
Information

If you are interested in
enrolling in the NH
Healthy Families Care
Management program,
or would like more
information please call
1-866-769-3085
(TDD/TTY 1-855-742-
0123 Relay 711) and
request Care
Management services.
You can also send an
email to
NHHFCAREMANAGE
MENT @centene.com.

All reviews are
performed by a licensed
clinical pharmacist using
the criteria established by
the Pharmacy &
Therapeutics (P&T)
Committee. If the
clinical information
provided does not meet
the coverage criteria for
the requested medication,
we will notify you and
your practitioner of
alternatives and provide
information regarding
the appeal process.

The PDL is a guide to
available brand and
generic drugs that are
approved by the Food
and Drug Administration
(FDA) and covered
through your prescription
drug benefit. The PDL
includes all drugs
available without Prior
Authorization (PA)

What does this
mean for you?

Added NH Healthy
Families Care
Management email as
another way to get more
information about the
program.

NH Healthy Families has
moved to a larger
Pharmacy & Therapeutics
committee in
collaboration with
national experts. No
longer referred to as NH
Healthy Families
Pharmacy & Therapeutics
(P&T) Committee.

NH Healthy Families has
moved to a larger
Pharmacy & Therapeutics
committee in
collaboration with
national experts. No
longer referred to as NH
Healthy Families
Pharmacy & Therapeutics
(P&T) Committee.



Where you can find
the change in your
2024 Member
Handbook

On page 122, under
Section 7.6 (Programs to
help members use drugs

safely)

Original
Information

and those agents that
have the restrictions of
Step Therapy (ST). The
prior authorization list
includes those drugs that
require prior
authorization for
coverage. The PDL
applies to drugs you
receive at retail
pharmacies. The PDL is
continually evaluated by
the NH Healthy Families
Pharmacy and
Therapeutics (P&T)
Committee to promote
the appropriate and cost-
effective use of
medications.

Comprehensive
Medication Review

NH Healthy Families
offers a Comprehensive
Medication Review for
members with numerous
maintenance medications
on an annual basis.
Adults taking 5 or more
maintenance medications
will receive outreach
from NH Healthy
Families’ pharmacy team
to offer this service.
Children taking 4 or
more maintenance
medications will also
receive this outreach.
Please feel free to
outreach to NH Healthy
Families if you feel you
could benefit from this
service.

Corrected
Information

and those agents that
have the restrictions of
Step Therapy (ST). The
prior authorization list

includes those drugs that

require prior
authorization for
coverage. The PDL
applies to drugs you
receive at retail
pharmacies. The PDL is
continually evaluated by
the Pharmacy and
Therapeutics (P&T)
Committee to promote
the appropriate and cost-
effective use of
medications.

Comprehensive
Medication Review

NH Healthy Families
offers a Comprehensive
Medication Review for
all members. Please feel
free to outreach to NH
Healthy Families if you
feel you could benefit
from this service.

What does this
mean for you?

The Comprehensive
Medication Review is
now available for all
members without any
conditions on the number
of maintenance
medications a member
may be taking.



You are not required to take any action in response to this document, but we recommend you keep this
information for future reference. If you have any questions please call us at 1-866-769-3085
(TTY/TDD 1- 855-742-0123) with any questions. Hours of operation are Monday — Wednesday 8:00
a.m. to 8:00 p.m., Thursday - Friday 8:00 a.m. to 5:00 p.m.

Statement of Non-Discrimination

NH Healthy Families complies with applicable Federal civil rights laws and does not discriminate on
the basis of race, color, national origin, age, disability, or sex.

NH Healthy Families cumple con las leyes federales de derechos civiles aplicables y no discrimina por
motivos de raza, color, nacionalidad, edad, discapacidad o sexo.

NH Healthy Families respecte toutes les lois fédérales en vigueur en matiere de droits civils et ne se
livre a aucune discrimination fondée sur la race, la couleur, 1’origine nationale, 1’age, la situation de
handicap ou le sexe.

ATTENTION: If you do not speak English, language assistance services are available to you at no cost.
Call 1-866-769-3085 (TTY 1-855-742-0123).

ATENCION: si no habla inglés, hay servicios de asistencia en diferentes idiomas disponibles para
usted sin costo. Llame al 1-866-769-3085 (TTY 1-855-742-0123).

ATTENTION : si vous ne parlez pas anglais, des services d’aide linguistique sont mis a votre
disposition sans paiement de votre part. Composez le 1-866-769-3085 (TTY 1-855-742-0123).
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