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Continuous Coverage Requirement and
Unwinding

Due to the continuous coverage requirement during the public health

emergency (PHE), the county has not been processing annual Medi-Cal
redeterminations

- Medi-Cal beneficiaries have been able to keep their coverage
regardless of any changes in circumstances since March 2020

The continuous coverage requirement ended on March 30- 2023. The
Continuous Coverage Unwinding period began on April 1, 2023 and will
end on May 31, 2024 (14-month period).

This means that DPSS will resume the annual redetermination process for
Medi-Cal beneficiaries by conducting a review of information to determine
if the beneficiary is still eligible for Medi-Cal benefits.

Disenroliment will not start immediately once the continuous coverage
requirement ends and the unwinding period begins.

- The first and second months after will focus on renewal activities
including auto renewal and renewal packets (April and May 2023)

- The end of the third month following is when the first redeterminations
will be processed (June 30, 2023)

- The fourth month following is when the first disenrollment will occur
(July 2023)




Projected Impact

Due to the continuous coverage requirement that was in place, many
Medi-Cal beneficiaries have had limited contact with the county.

As a result, the county may have outdated contact information for the
beneficiary and many beneficiaries may be unaware of the renewal
process.

The California Department of Health Care Services (DHCS) has projected
that 2-3M current Medi-Cal beneficiaries could lose their Medi-Cal
coverage once redeterminations resume

- This is an estimated decrease of 13-20% of beneficiaries statewide

- L.A. Care is projecting a 13% annualized disenroliment rate or about
330K members




Annual Medi-Cal Renewal
Process




Medi-Cal Annual Renewal Process

During routine Medi-Cal operations, all Medi-Cal beneficiaries undergo an
annual renewal redetermination process conducted by the Los Angeles
County Department of Public Social Services (DPSS).

- DPSS conducts a review of information within their existing data
systems and determines if the beneficiary is still eligible for Medi-Cal
benefits.

- This process can be conducted automatically (ex parte) or a paper
renewal form may need to be mailed to the beneficiary

After being redetermined, the beneficiary will receive a notice of action
letter informing them that either their benefits are being renewed for
another year or discontinued at the end of their renewal month.




Medi-Cal Annual Renewal -

Below are some quick and relevant definitions:

- Annual Renewal Due Month: The month in which the beneficiary’s
annual renewal is due. Typically, the annual renewal due month is the
11th month after their application month. (For example, if an individual
applies in August, their annual renewal due month is usually set to the
following July).

- Annual Renewal Form Due Date: The annual renewal form is due 60
days from the date that the annual renewal form is sent to the
beneficiary.

- Annual Renewal End Date: The last day of the annual renewal due
month.




Medi-Cal Annual Renewal -

About 90 days prior to the beneficiary’s annual renewal end date, DPSS
will begin redetermination activities by trying to auto renew coverage first —
this is ex parte renewal

During ex parte review, DPSS will attempt to verify the beneficiary’s
information through multiple sources available to the county. This includes
but is not limited to:

- Information in the beneficiary’s Medi-Cal, CalWORKSs, and CalFresh
case files,

- Information accessed through any available electronic databases or
electronic verification services, such as the Federal Data Services Hub
and Asset Verification Reports; and

- All other sources of relevant information reasonably available to the
county that are in accordance with the law and state policy.

If DPSS is able to locate the information needed to redetermine eligibility
through the ex parte process, then DPSS will not reach out to the
beneficiary to request any additional information

- DPSS will complete the annual renewal and send the approval Notice of
Action letter.

This above scenario is also known as the automatic Medi-Cal renewal
process or the “happy path” or “e-Hit”




Medi-Cal Annual Renewal -

If DPSS is not able to redetermine continued eligibility through the ex
parte process, then DPSS will send a pre-populated annual renewal form
to the beneficiary at least 75 days prior to the beneficiary’s annual renewal

end date.
- The beneficiary is given 60 days to complete and submit the annual

renewal form
- The beneficiary must provide the requested information to DPSS by the

60-day due date to prevent any lapse in coverage.

Beneficiaries are not required to return the paper annual renewal form,
however, they must provide the information requested in the form and sign

the form through any of the available means below:
- Information requested may be provided to DPSS online, by phone, in
person, or by mail.

- Acceptable signatures include a physical handwritten signature,
electronic signature, or telephonic recorded signature.

If DPSS receives the information needed to redetermine continued
eligibility, then DPSS will complete the annual renewal and send the

approval Notice of Action letter




Medi-Cal Annual Renewal -

If 30 days have passed since the annual renewal form was sent to the

beneficiary and DPSS has not received the requested information, then

DPSS will contact the beneficiary via phone or in writing to provide a

reminder.

- If the beneficiary provides some of the requested information but DPSS
still requires additional information to redetermine eligibility, then DPSS
will attempt to contact the beneficiary once more by sending a Medi-Cal

Request for Information.

If the beneficiary provides some of the requested information and DPSS
still requires additional information to redetermine eligibility, then DPSS wiill
contact the beneficiary by sending a Medi-Cal Request for Information.

- DPSS will send a second Medi-Cal Request for Information if the
additional information is still needed and the beneficiary’s annual

renewal end date has not passed.

If DPSS receives the information needed to redetermine continued
eligibility by the annual renewal form due date, then DPSS will complete

the annual renewal and send the approval Notice of Action letter




Medi-Cal Annual Renewal -

If DPSS does not receive the information requested to redetermine
continued eligibility by the annual renewal form due date, then DPSS will
send a 10-day Notice of Action letter explaining the reason for
discontinuance from Medi-Cal.

- If the beneficiary provides all requested information after their annual
renewal form due date but before their annual renewal end date, DPSS
will rescind the discontinuance and complete the eligibility
redetermination to avoid a break in coverage and send the approval
Notice of Action letter.

A beneficiary that is discontinued from Medi-Cal for failing to provide
needed information or verification needed to confirm ongoing eligibility
during the annual renewal process is entitled to a 90-Day Cure Period.

- The 90-Day Cure Period language will be included in their Notice of
Action

- The 90-Day Cure Period is also known as the reinstatement period or
going “on-hold”

If the beneficiary provides the needed information during the 90-day cure
period and the beneficiary is found eligible, then the discontinuance will be
rescinded and the beneficiary’s eligibility will be retroactively restored back
to the discontinuance date as though the information or verification was
provided timely.




Medi-Cal Annual Renewal Process
I 90-day Annual Renewal Process > 90-day probationary period

Annual renewal process begins 90-days
prior to the annual renewal month end date
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The Call to Action




Guidance and Our Call to Action

Guidance from DHCS and CMS has provided a great opportunity for
collaboration between States, Counties, managed care plans, and
providers to help mitigate negative impact to Medi-Cal beneficiaries.

DHCS has released key messages that Managed Care Plans and
Providers should focus on to inform and encourage beneficiaries to get
ready to renew their Medi-Cal coverage.

L.A. Care is actively working to mitigate the negative impact to Medi-Cal
beneficiaries through

- Member and provider outreach activities

- Strengthen our partnership with DPSS

L.A. Care’s call to action for our providers, as trusted partners to their
patients, is to conduct outreach and bring awareness to your patients on

the resumption of Medi-Cal renewals by disseminating the key messages
recommended by DHCS through multiple modalities




Key Messages to Share with Beneficiaries

Update your contact information

- Make sure the county has your current contact information if it has
changed. This way, the county can contact you about your Medi-Cal. If
your information has changed, you can update it online at
benefitscal.com, or by calling 1-866-613-3777.

Create or check your online account

- You can sign up to receive alerts on your case. Create or log into your
BenefitsCal account to get these alerts. You may submit renewals or
requested information online.

Check your mail

- The county will mail you a letter about you Medi-cal eligibility. You may
need to complete a renewal form.

Complete your renewal form (if you get one)

- If you received a renewal form in the mail, submit your information by
mail, phone, in person, or online so you don’t lose your coverage.

Watch out for scammers

- There is no cost to renew your Medi-Cal!



Frequently Asked Questions




FAQs

What is the Medi-Cal annual renewal redetermination process?

- Every 12 months, DPSS will conduct a review of a Medi-Cal
beneficiary’s information to determine if they are still eligible to continue
receiving Medi-Cal benefits.

Are Medi-Cal beneficiaries required to fill out and return renewal
packets when they receive them?

- Yes. It is important that beneficiaries respond to county requests for
updated information, including renewal packets.

- The beneficiary does not need to return the paper annual renewal form
but they must provide the necessary information requested in the form
and sign the form through any of the available means indicated.

Is there help available for Medi-Cal beneficiaries who have received
a renewal packet in the mail and need assistance completing it?

- Yes. If a beneficiary needs assistance completing their renewal packet,
there are agencies across Los Angeles County with bilingual staff who
are able to provide Medi-Cal enrollment assistance.

- To view the list of available agencies, please reference the following
link:

http://publichealth.lacounty.gov/imch/choi/CHOIContractorListEngSp.pdf .


http://publichealth.lacounty.gov/mch/choi/CHOIContractorListEngSp.pdf

FAQs

How does a Medi-Cal beneficiary know when their renewal month
is?
- The annual renewal month is the month in which the beneficiary’s

annual renewal is due. Typically, the annual renewal due month is the
11th month after their application month.

Which beneficiaries will be renewed through the auto-renewal / ex
parte process?

- DPSS will attempt to verify the beneficiary’s information through multiple
sources available to the county. If DPSS locates the information needed
to redetermine eligibility through the ex parte process, DPSS will
complete the annual renewal and send the approval Notice of Action
letter.

Which beneficiaries are required to complete an annual renewal
packet?

- An annual renewal form will be sent to the beneficiary if DPSS is unable
to redetermine continued Medi-Cal eligibility through the ex parte
process.

- Beneficiaries who do not have a valid social security number will not be
able to successfully complete the ex parte process and a packet will be
sent to have the beneficiary complete their annual Medi-Cal renewal.




FAQs

Is there an easy way to identify the renewal packet in the mail?
- Yes. The packet from DPSS will arrive in a yellow envelope.

How long does a beneficiary have to complete their renewal packet
before getting disenrolled from Medi-Cal?

- The beneficiary is provided 60 days to provide the requested
information to DPSS. If the requested information is not received by the
60-day due date, Medi-Cal benefits will discontinue at the end of the
renewal due month.

What happens after renewal packets are returned?

- The Los Angeles Department of Public Social Services (DPSS) will

send the beneficiary a letter to let them know if they still qualify for Medi-
Cal coverage.

- If additional information is needed to renew their coverage, DPSS will
send the beneficiary a letter requesting any missing information.

How long does a beneficiary have to re-establish Medi-Cal
coverage after discontinuance?

- Beneficiaries have up to 90 days from the discontinuation date to
provide the information needed to re-establish coverage. After 90 days,
beneficiaries will have to submit a new Medi-Cal application.




FAQs

How can beneficiaries update their information and/or respond to
county requests for information?

- Requested information can be submitted by mail, in person, online, or
phone.

- Beneficiaries can submit information online by logging in or creating an
online account at https://benefitscal.com/

- To submit information by phone, beneficiaries can call DPSS at 1-866-
613-3777 Monday — Friday from 7:30 a.m. — 6:30 p.m. (excluding
holidays)

How can Medi-Cal beneficiaries receive alerts on their Medi-Cal
case?

- Medi-Cal beneficiaries can receive alerts on their case by creating an
online account at https://benefitscal.com/

Are there instructions on the Medi-Cal renewal process for
beneficiaries to reference?

- Yes. DPSS has released a video tutorial and written instructions on the
Medi-Cal renewal process. These tools can be accessed on the L.A.
Care website at https://www.lacare.org/members/member-support/medi-
cal-renewal-fags



https://benefitscal.com/
https://benefitscal.com/
https://www.lacare.org/members/member-support/medi-cal-renewal-faqs

FAQs

Can an individual enroll into Medi-Cal without a California ID?

- Yes. DPSS will accept other forms of identification if a California ID is
not available. Accepted documents include passports, bus passes or
any other form of identification. As a last resort, DPSS will also accept
an affidavit.

If a patient is experiencing homelessness what mailing address can
be provided to DPSS?

- Individuals experiencing homelessness who are in need of a mailing
address to receive/send communication to/from the county may utilize a
county district office address closest to them. Please reference the
office locations listed on the county website:
https://dpss.lacounty.gov/en/resources/offices.html

Will the Young Adult Expansion population that turned 26 during
the continuous coverage period or will turn 26 during the
unwinding lose their coverage prior to January 2024?

- No, to maintain continuity of coverage for these individuals who would
have aged out until the new law takes affect, counties have been
instructed to deprioritize these renewals towards the end of the
unwinding period.



https://dpss.lacounty.gov/en/resources/offices.html

FAQs

How is Medi-Cal renewed for beneficiaries who have Supplemental
Security Income (SSI)?

- Individuals who have Supplemental Security Income (SSI) get Medi-Cal
through the Social Security Administration.

- If a member has questions, please advise them to call 1(800) 772-1213,
Monday — Friday, 8:00 a.m. — 7:00 p.m. or they can visit their local
Social Security Office.

How can members who receive SSI report a change?

- |If a member receives SSI, they can report changes by calling 1(800)
772-1213, Monday — Friday, 8:00 a.m. — 7:00 p.m. or they can visit their
local Social Security Office.

- https://www.ssa.gov/locator



https://www.ssa.gov/locator

FAQs

Where can members be directed if they no longer qualify for Medi-
Cal coverage?
- If a member no longer qualifies for Medi-Cal, they may be able to get
health coverage through a Covered California plan

For assistance with L.A. Care Covered, individuals can contact L.A.
Care directly at 1(800) 222-4239
For assistance with Anthem Blue Cross, individuals who need help
with transitioning to Covered California can contact 1 (833) 293-6822
For assistance with Blue Shield of California, individuals can contact
their Direct Sales Line at 1 (800) 660-3007 and press # to be
connected with a representative




L.A. Care Outreach Efforts




L.A. Care Redetermination Outreach Tactics

Outreach Strategies May July Aug
2023 2023 2023

DPSS & Plan Partner
Collaboration

Member X X X

Engagement

Provider X
Engagement

Traditional
Marketing

Digital Marketing X

X X
X X

X X X X
X X X X

Phase 1 Strategies and Activities

Provider Engagement

-General Provider Outreach

-Provider Newsletter Article

Member Engagement

X X X X X
X X

DPSS & Plan Partner
Collaboration

-In-person/virtual assistance with
Medi-Cal renewals (CRCs & CBOs)

-FAQ for call center reps to answer Qs
and direct members to resources

-Medi-Cal renewal page on L.A. Care
website

-Annual mailing
-Animations & social media campaign

-Secure sharing of member contact
info changes daily (established process
since August 2017)

-Developing process to include
subcontracted plan data onto new
standardized template for sharing
with DPSS




L.A. Care Redetermination Outreach Tactics

Phase 2 Strategies and Activities in Process

Provider Engagement

-Provider webinar training

-Redetermination provider
webpage on L.A. Care website

-Provider Toolkit to include:

- Key messages and FAQs on
how providers can support
the renewal process

- Referral process to CRCs and
CBOs for renewal assistance
for members

- Animations for sharing on
websites and provider offices

- Provider poster

-

Member Engagement

B

-Text campaign
-Robocall campaign
-Social media campaign
-Animations
-Member newsletters

-Reminder postcards for
disenrolled members

-Bus shelters & media ads
-Digital marketing
-Health promoter training

-Flyer for RAC / community
members

-Outreach to UIS members /
procedural terms

DPSS & Plan Partner

Collaboration

-MOU in process to allow
sharing of L.A. Care Medi-Cal
member renewal data from
DPSS to support proactive
member outreach — estimated
June 2023; and

-To allow DPSS to ingest Medi-
Cal contact and demographic
changes from L.A. Care Plan
Partners

.
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Medi-Cal
Redetermination
Provider Poster

* 11x16 posters to be distributed
to providers via provider toolkit
Option for providers download
digital copies available in 11
threshold languages

* Features tracking QR codes

Keep Your Medi-Cal

Don’t miss important information
about your Medi-Cal health coverage.

Make sure that your county has your
current information.

>
/t\ﬁl\ Name \‘ Phone
4\ A
ﬁ Address Pad E-mail

Report any changes to your name, address, phone humber,
or e-mail address.

Los Angeles County Department of
Public Social Services (DPSS)

ERE

1.866.613.3777 (TTY 1.800.660.4026)
Monday-Friday from 7:30 a.m.— 7:30 p.m.
Saturday from 8:00 a.m.- 4:30 p.m.,
Excluding holidays

[=]

Or online at:
Benefitscal.com

LA. Care

HEALTH PLANe




Medl-Ca| KEEP yourself

Redetermination PRz,
F|yer family covered

 To be distributed to P e e

members and the larger it you have Mesli-Cal,
Community make sure you renew

it when it’s time
« ECAC and RCACs

including doctor visits, prescriptions, vaccinations, mental health care,

Medi-Cal covers vital health care services for you and your family,
:-%fv.‘y
and more.

1 Update your contact information g Create or check your BenefitsCal
online account
Report any new changes to your name, address,

phone numiber, and email address, 5o youwr County
can contact you. Create or lag inld youwr BenefitsCal acotunt 1o gat

You can sign up Lo receive alerts on your case.

these slerls, You may submil rernswals or requested
infarrmation onfinge al benefittcal com.
2 Check your mail

Counties will rmafl you a letter abowt youwr Medi-Cal Complete your renewal form

eligibdity. You may nead 1o complete a rernesal farm. (if you get one)
W pou’re 28l a renewal Tonm, submil youwr infarmation
by i, phone, in person, or online al benefitscal com, ¥you recereed a rangwal fam, submit your information

try i, phone, inperson, or onfine at benefitscal.com

a0 you don'l kose youwr coverage.
1o help avoid a gap in your coverage.

For more details and to update your contact infarmation,
wisit benefitseal.com ar

Los Angeles County Department of Public Social Services (DPS5)
LBE66.613.3777 (TTY LE00.660.4026)
Monday-Friday from 7:30 a.m.-8:30 p.m. Excluding holidays




Medi-Cal Redetermination CRC Postcard

Co-branded L.A. Care & Blue Shield 0y h blue ©
Promise postcard utilizing Global Man | e
Outreach Language Community Resource Center

To be distributed at participating CRC
events (e.g., flu clinics, back to school,
food pantries, etc.)

KEEP YOUR MEDI-CAL

Features tracking QR codes

Don't miss important information about your
Medi-Cal coverage.

Report any new changes to your name, address, phene number, and email
address, so your county can contact you.

Los Angeles County Department of
Public Social Services (DP55)

% 1.866.613.3777 (TTY 1.800.660.40246)
Monday-Friday from 7:30 a.m.- 6:30 p.m.

g Oronline at: Benefitscal.com ECAN TCH

LEARN MORE

i you received a renewal form, submit your information by mail, phone,
in persaon, or online to help aveid a gap in your coverage.




Medi-Cal Renewal

During the COVID-19 public health emergency (PHE), you have been able to keep your coverage

Redetermination
] regardless of any changes in your circumstances. However, once the COVID-19 PHE ends, the
I n fo P a e I n t h e Los Angeles County Department of Public Social Services (DPSS) will check to see if you still qualify
for free or low-cost Medi-Cal.
- Keep your Medi-Cal benefits by renewing on time. Here is some important renewal information:
M e d I -C a I A n n u a I What can | do to prepare for my Medi-Cal  Here is some important DPSS contact
[ renewal? information to help you with your renewal:
M a I I I n g (J a n 2 02 3) 22 If you moved recently, or if any of your 1. BenefitsCal website: benefitscal.com
contact mformatloh, like your phone BenefitsCal is a website for LA County
number or an email address, has changed,

report your changes to DPSS to make sure res@ents to apply forand to view benefits
you get important information about your online for CalWORKs, CalFresh, General

Medi-Cal coverage. Relief, and Medi-Cal applications
If you got a new job or your income 2. DPSS Customer Service Center (CSC)
has changed, be prepared to Telephone Numbers
provide verifications.
. . Toll Free :866-613-3777
Check your mail - If you receive arenewal =~ s s
packet/form or a notice asking for more Tocal 626-569-1399
information, you may submit theinformation  pumbers 51 07258-7400
by mail, phone, in person, or online. 818-701-8200
Check your online BenefitsCal account for The CSC is available to assist you:
alerts — You may submit renewals or - Monday—Friday
requested information online. Hours of from 7:30 a.m.—7:30 p.m.
i Operation : - Saturdays
Do | need to complete a Medi-Cal from 8:00 a.m.—4:30 p.m.
renewal? - Excluding holidays
DPSS will try and renew your Medi-Cal with 7 mmmmmmmmmmmmmmmmmm—m—m—m—mems
information they already have available. If you have questions about your
DPSS will only ask you for more information Medi-Cal ranewal;
if they need it to renew your Medi-Cal. It is s¢  Contact your Medi-Cal case worker at your
important that Medi-Cal beneficiaries local DPSS office at 1-866-613-3777
respond to county requests. This will make (TTY/TDD 1-800-660-4026)
sure DPSS has the most current Monday — Friday from 7:30 am. - 7:30 p.m.
information it needs to renew your and Saturdays from 8:00 a.m.—4:30 p.m.
Medi-Cal coverage. (excluding holidays)
What happens after | return my form? | have SSI-Linked Medi-Cal, how do |
DPSS will send you a letter to let you know update my information?
if you still qualify for Medi-Cal coverage. If If you have SSI-Linked Medi-Cal you have
additional information is needed to renew to update your information through
your coverage, DPSS will send you a letter Social Security. You can report your
requesting any missing information. change by calling 1-800-772-1213

(TTY 1-800-325-0778), Monday through
Friday, 800 a.m. - 7:00 p.m.

Medi-Cal Renewal 5




Redetermination- Animation & Social Media

Animation- “Preparing for Medi-Cal Renewals” https://youtu.be/U-dGAcgQLNs

Examples of social media posts using DHCS global outreach language
< <

At
(889: lacarehealth
lex

!
(JC8 lacarehealth
e

15 likes 21 likes

lacarehealth contact lacarehealth M



https://youtu.be/U-dGAcgQLNs

Redetermination - Website Highlights

Updated Renewal Webpage, Animation Videos, and FAQs

Medi-Cal Renewals/Redetermination

LA. Care addresses many of the questions members have about renewing Medi-Cal coverage below. For any questions you may have that aren't covered,
please call the LA. County Department of Public Social Services (DPSS) number at 1-866-613-3777 (TTY) 1-800-660-4026. You can also go to
benefitscal.com or visit Keep Medi-Cal Coverage for more information and to sign up for text or email updates on Medi-Cal renewals.

Due to the continuous coverage requirement that was enacted during the public health emergency (PHE), Medi-Cal beneficiaries have been able to keep their
coverage regardless of any changes in circumstances. Once the continuous coverage requirement ends on March 30, 2023, the Los Angeles County
Department of Public Social Services (DPSS) will resume Medi-Cal annual renewal redetermination operations on April 1, 2023.

Updated Medi-Cal Renewal
Member Webpage with Key
Messaging on Redeterminations

UPDATE YOUR CONTACT INFO

Make sure the county has your current name, mailing address, phone number, email address, or other contact information if it has changed. If your
information has changed, you can update it online at benefitscal.com, or by calling 1-866-613-3777 (TTY) 1-800-660-4026. This way, the county can
contact you about your Medi-Cal.

CHECK YOUR MAIL

The county will mail you a letter about your Medi-Cal eligibility. You may need to complete a renewal form. If you're sent a renewal form, submit your
information by mail, phone, in person, or online, so you don't lose your coverage.

CREATE OR CHECK YOUR ONLINE ACCOUNT

Create or check your BenefitsCal account to sign up to get text or email alerts about your case.

Now Playing

MediCal Redetermin: Preparing for Renewal L) »
Watch later  Share

COMPLETE YOUR RENEWAL FORM (if you get one) If you receive a

renewal packet or
a notice asking for
more information,

If you received a renewal form in the mail, you may submit your information by mail, phone, in person, or online to help avoid a gap in your Medi-Cal you receive @

renewal packet or
anatice asking for
mors information,

Medi-Cal Redetermination -
Preparing for Renewal

coverage.

Visit Benefitscaleom [ i
or call 866-613-3777 '
Medi-Cal Redetermination -
Household Changes

Watch on [E8YouTube

What is the Medi-Cal annual renewal redetermination process? =+

Featured Redetermination
Animation Videos and FAQS Why do | have to renew my Medi-Cal? -+

How do | know when my renewal month is? =+




Mecii-Ca/

Please Remember

Keep your health care benefits...

It’s time to renew your Medi-Cal coverage! To apply for your Medi-Cal renewal, please complete the forms from the L.A. County
Department of Public Social Services (DPSS) and return them as soon as possible!

7:30 a.m. - 7:30 p.m. and Saturdays from 8:00 a.m. - 4:30 p.m. (TTY users should call
1.800.660.4026), and speak to your eligibility worker for assistance or go to benefitscal.com
to complete your renewal forms.

\ Call the DPSS Customer Service Center at 1.866.613.3777, Monday through Friday from

L.A. Care works with three other health plans to provide health care services for members.

1 v
»oF LA Care blHe Anthem. 5] g\ﬁy@ KAISER

OB HEALTH PLANe T ——— BlueCross Z PERMANENTE.

Promise Health Plan

1.888.839.9909 1.800.605.2556 1.888.285.7801 1.800.464.4000

Disclaimers from Plan Partners
Blue Shield: A l LA Gareand B Bl A

Anthem: Blue LA Care Health Plan inLos An inty i, Blue Cross of Californi of the Blue Association. ANTHEMis @
A 5, inc. The Blue (r of the Blue (ross A

Kaiser: in Calfornia, all plans are offered and underwritten by Kaiser Foundation Health Plan, Inc, One Kaiser Plaza, Oakland, CA 94612

LA Garecomplies e ol natonalorign, age, disabiy, orsex.
LA303310/22




Redetermination- Marketing Campaign

Seeif you still
qualify for free or
low-cost Medi-Cal

*Draft- mock-up version of bus
shelter advertisement



Redetermination- Marketing Campaign

Commercial TV & Radio

Commercial TV

Develop custom one-minute “Ask the Expert” vignettes via CBS2 and KCAL9

- L.A. Care representative will engage directly with listeners to provide education
on Medi-Cal renewal process, updates, key benefits, and more

ASK THE
Expert O ®=@

Radio
Share updates on redetermination process on popular L.A. stations

Develop four-minute “Redetermination Information & Communication” segments

- Lively Q&A exchange with show host to deliver in-depth explanation of changes
to Medi-Cal eligibility and redetermination process

- Will run on popular L.A. stations

KRl

101 FM




Anthem Outreach Efforts




Medi-Cal Beneficiaries

Do you have any
household changes?

You can report changes
in person, online, by phone, email, or fax.

Contact your Medi-Cal local county office today.

Redetermination Awareness
* social media, radio, newspaper

Member IVR-Text Campaigns

Ready Set Renew Member Campaign:
* Direct mail
Digital and social media
Text and outbound calls
* emails

Community Events
Provider outreach and education

Meetings with:
*  Community Based Organizations
* Promotoras

Call Center Redetermination Training

* Capture and update member
addresses

Anthem Alert Landing Page:

https://www.anthem.com/ca/staycovered

Covered CA partnership

Anthe
Anthem g2

Ready. Set. Renew.

It's time to renew your benefits.

The deadline to renew pour Aathem healcaee benefits is coming ep.

Ewst 0ON'T WOITY, WE'TE heve to belp

Scan the OR code
to walch the video.

Sel.
s

i it S mirtel i
LR

Bl Crvnas

Ready. Set. Renew.

This info sheet has a list of what you need to know:

Exampies of
documents you
may neec
Saial Socarity ced
Faysiuly
et recen Wo2 form
ity bl

[————

‘Wioaar renewal
options:
il yewsr beel coumty office '\..

WAl b pour el
oounty office.

lepiynay

Preparado. Listo. Renueve.

[Esta hoja inform ativa tiene ura lista de ko que necesita saber:

Ejempios de
documenins que
tal vez necesite:

Tafjita 0ol Siggura Sacial
Talorario o pago
TG0 W Ml LR
Faltued de sirvicio pablicn

Sus opciones
de rencaciGn:
Whaas &l
i aliing ol el e,
Ervda por corren a: r--\l
i oficing local del eondad. L

[ 0 e e i o f o A e (e g P o

ST g LY\ SR W . B
= LA Em

" o
S st v e G 14

]
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https://www.anthem.com/ca/staycovered

Blue Shield CA Promise
Outreach Efforts




Blue Shield Ca Promise
Redetermination Retention Plan

o Outreach: Conduct effective outreach
* Teams certified and ready to assist
* Mailings, calls, in-person assistance

* Community Resource Centers, CRC'’s

e Collaborate: Internally/Externally

¢ Alerting & supporting internal member
facing teams to be prepared & act

¢ Partnering with Counties & Plan Partners
» Assisting PPG's/PCP's to act effectively
e Educating: not alarming
* Don't panic but act, know what's next

*  Members, CBO's, EE's, PPG's, Walk-
Ins at CRC's

BLUE SHIELD OF CALIFORNIA PROMISE HEALTH PLAN




Examples of Member facing information

DHCS Poster modifiable example _ .
Include Los Angeles specific information

Make sure your
information is up to date.

Medi-Cal covers vital health care services for you L4 i i d i i

and your familly, indluding dactor visits, preseriptions, EnCOU rage gOIng Onll ne an reQISterl ng

waccinations, mentzl health care, and more. 5o, if you

have Medi-Cal, make sure you renew it when it's time. . B -
enefitsCal.com

Update your contact Information

RepoIt any new changes to your name, address,

phone number, and email adsdress, so your county can

contact you- - For Los Angeles Go to benefitsCal.com

Check your mall Look for a YELLOW envelope!

Counties will mail you a letter about your Medi-Cal [} LOO k fo r O Y E L LOW e n Ve I O pe

eligibility. You may need to complete a renawal form.

If you're sent a renewal form, submit your information
by mail, phone, in person, or online, 5o you don't lose

your coverage.

Create or check your online account
Yeu can sign up to receive alerts on your case. Create or

o It your accotnt o e shesa slers. Vou mzy s bt ¢+ Go to benefitsCal.com
renewals or requested information online. Go to benefitsCal.com °
Complete your renewal form

(If you get one)Look for 3 YELLOW envelope!

If you received a renewal form, submit your information

by mail, phone, in person, or online to help avoid 3 gap

S G o benetsCal o * Yellow envelope, benefitsCal.com

For more details and to learn how
to update your contact information,
visit KeepMediCalCoverage.org

Los Angeles DPSS: 8666133777 I.F 730a-630p e LAD PSS 800 Iine d nd hOU rs,
Online go to BenefitsCal.com Benefitscal.com

BLUE SHIELD OF CALIFORNIA PROMISE HEALTH PLAN 2
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Provider Resources

* Trainings

Onsite Lunch & Learns

* Collateral Materials

* Offer to print customized DHCS flyers

* Co-branded posters

* Community Resource Center postcards
* Community Resource Center maps

* Member Resource flyer

Redetermination flyer

Everything you need to access care

your health

Wie're here for you

¢ Care
. we con help yeu unoerstand your
plan and cngmer your questions.
Call [800) 605-2555 (TTY: 7T} 8 arm.
106 pm, Monday thiough Friday

Access care

o

Fina plan informetion, acsess your
Promiss Health Plon digital member 10
card, search fer providers, change your
primary care providar (PCR), and mors
Visit blueshieldea.com fregister

Find o doctor, specialist, or
wrgent care center

Loginto you account or gota
blusshisldica com/promisa/madi-cal
and click on Find @ provider

(g

Murse Advics Line
Gat haalth advica fram a registersd
nurse. Coll (800) 609-166 (TTY: 771,
24 hours o day, seven days o week
induding holidays

<G ision care
For viion eare, log in to your aceount
or eall Customer Care ot the number
Estad above.

Dental core
Dental benefits are covered by the
Dupertment of Health Core Serviees
(DHCS) through the Medi-Cal Dantal
program. Call Medi-Cal Dental at

(P00) 222-6384 [TTY: (800) 735-2922),
Bam.to5 pm., Manday throvgh Friday,
orvisit dentaldhes.cagov ts leom more.

Mood o ride to & heaitheore appointment?
Call Biue Shisld Pramise transportation
services at (B77) 433-2178 (TTY: 7T}

24 hours a day, seven days o week

Continued an back

Health and wellness programs

Welluolution

T —
re. ot tha nurmbar listad
on the front of this sheet to learn more.

(57} Behavioral heaith services
- avciable to help adaress parsanal,
family, ar wark issues. Call (85%) 765-9701
(TTY: M) 22 haues a doy, sewen doysa
week, Inclueing holidays.

(%) Matarnity Brogrom
Expecting? To learn more about cur
Hazernity Program, visi Siveshieidea
«com/medi-cal-maternity or call (888)
BO2-440 (TTY: 7], B m 0 5 o,
Manday thraugh Friday. You can

a0 downlead our free mobile app
DueCatePIUSBSCPromIse I the Ao
Store® er on Googla Play™

% Diabetes Prevention Program

&) Learn how to maie small changes that
can help you lower your chances of
getting type 2 diobates, at no cost ko you
Call (866) 692-5053 (TTY: 7). 6.am to
6 pim., Monday through Friday, to see if
you qualy.

Igned t help you develap healthy
habits, lowe weight, reduca stress, traot
diobetes, ond mare - ot no extra cost
Vist wellvolution.comymedi-cal 1o
getstarted

L& Care and Blus Shisld Promise

¥ Cammunity Rescurce Centers

Froe events In persan and oniine To
tearn mara, call(677) 287-6290 (TT¥: 7).
Manday through Friday, 3 am. t S pm.
or visit activehealthyinformed org

Henlth aducation pragrams

Monthly classes, individual oppaintments

with @ Health Educator, and o variety

of helpful brochures ore svailabie ot no.

<08t o you. To sign vp for & class, set an
2 Haalth Exuecster, o

brachure, coll Custamer Care
at the number listed an the front of
this sneet

Member rosters

Last updated at 09:4

m, 02/27/2023

* Provider Portal

* Member Rosters

Physiclans and medical groups can view and download the lists of Blue Shield of California and Blue Shield of California Promise Health Plan members who

selected them as Primary Care Physician (PCP) or medical group. The lists are specific to the Provider ID number (PIN). Click on the provider record to expand

earch

and see the lists available for that provider.

Search providers: Enter a practice or provider name 1t Eiker @ Help

“ Provider name SPIN £ Provider address £ IPA / Medical Member updates  Active New Disenrolledl Redetermined On hold
Group members members members J| members members
BLUE SHIELD OF CALIFORNIA PROMISE HEALTH PLAN 3

Feedback



The Department of Health Care
Services Public Outreach




Messaging and Public Outreach

DHCS is working with a contracted media vendor to finalize a robust
communications plan.

This will include outreach with key messages on various platforms, such
as:

- Online (social media and other platforms)

- Television, radio, and streaming apps

- Billboards and public transit advertisements

Plan to use yellow envelopes for Medi-Cal renewal packets to enable
targeted messaging

DHCS toolkits have been developed for use by counties, managed care
plans, providers, community partners, advocates, and others.

- Available at https://www.dhcs.ca.qgov

- https://www.dhcs.ca.gov/toolkits/Pages/Medi-Cal-Continuous-Coverage-
Unwinding.aspx

Sign up to be a Coverage Ambassador for access to toolkits, flyers,
scripts, and other materials

- https://www.dhcs.ca.qov/toolkits/Pages/PHE-Outreach-Toolkit.aspx



https://www.dhcs.ca.gov/
https://www.dhcs.ca.gov/toolkits/Pages/Medi-Cal-Continuous-Coverage-Unwinding.aspx
https://www.dhcs.ca.gov/toolkits/Pages/PHE-Outreach-Toolkit.aspx

Key Takeaways




Key Takeaways

Routine redetermination operations resumed on April 1, 2023.

- The first potential discontinuances will occur in July 2023

Not everyone needs to call DPSS- only if their information has

changed and they have not already reported the change

- They can also self-serve and report through their online account at
benefitscal.com

Not everyone will receive a renewal packet, but those who do must

act in order to keep their coverage

- Look out for a yellow envelope!

- Complete and return the packet by the due date!

Raise Awareness, not panic
- Promote key messages at every touchpoint
- Remind members that annual renewals are part of normal operations




Key Takeaways

Providers can support redeterminations by relaying key and
consistent messages to their patients

Update your contact information with the county
Create or check your online account

Check your mail

Complete your renewal form (if you get one)
Watch out for scammers

Promote other coverage options

- If members are no longer eligible for Medi-Cal, promote other coverage
options through Covered California

For assistance with L.A. Care Covered, individuals can contact L.A.
Care directly at 1(800) 222-4239

For assistance with Anthem Blue Cross, individuals who need help
with transitioning to Covered California can contact 1 (833) 293-6822

For assistance with Blue Shield of California, individuals can contact
their Direct Sales Line at 1 (800) 660-3007 and press # to be
connected with a representative




Helpful Resources




Important Contact Information

Here is some important contact information to help beneficiaries with
the Medi-Cal renewal process:

- DPSS Customer Service Center
Toll Free Local Numbers Hours of Operation

1-866-613-3777 (626) 569-1399 Monday - Friday

(310) 258-7400 7:30 a.m. - 6:30 p.m.
(818) 701-8200 Excluding holidays

* BenfitsCal.com

* Beneficiaries can visit KeepMediCalCoverage.org to learn more and
to sign up for text and email alerts from DHCS to receive general
updates about what is happening with Medi-Cal renewals.

Medi-Cal Redetermination Webinar | 50 ==«



Medi-Cal Enrollment Assistance

All agencies listed below serve clients in Los Angeles County. Bilingual staff assist families with enrollment
in public and private health programs. Please contact the agencies listed below for more information.

The Department of Public

Health has partnered with
the following list of
agencies across Los
Angeles County offering
in-person assistance with
Medi-Cal enrollment

CHOIContractorListEngS
p.pdf (lacounty.gov)

Antelope Valley, Lancaster,
Palmdale, Northern LA County

Burbank, Glendale,
Northridge, Santa Clarita,
San Fernando Valley

El Monte, Monrowvia,
Pomona, San Gabriel Valley

Boyle Heights, Chinatown,
Downtown LA, Eche Park,
El Sereno, Elysian Park,
Hollywood, Koreatown,
Little Toyko, Pico Union,
Westlake

Culver City, Santa Monica,
Venice, West Los Angeles

Artesia, Bell, Bellflower,

Bell Gardens, Downey, East LA,
Huntington Park, Hawaiian
Gardens, Lakewood, Lynwood,
Montebello, Norwalk,

Pico Rivera, Santa Fe Springs
South Gate, Whittier

Carson, Hawthorne, Inglewood,
Lawndale, Lomita, San Pedro,
Torrance, Wilmington

City of Long Beach
Dept. of Health & Human Services (562) 570-7979

ana Treatment Center (661) 726-2630, ext 2186,
4323, or 4330

* Mortheast Valley Health Corp (866) 696-3842
* Valley Community Healthcare (818) 763-8836 Ext 1053
* Child & Family Guidance Center (818) 739-5000

* Emanate Health, G.E.M. (624) 851-2748

# Asian Pacific Health Care Venture (323) 644-3882
* Maternal & Child Health Access (213) 749-4261

* Worksite Wellness LA (323) 758-9480

# Maternal & Child Health Access [213) 749-4261

# Dignity Community Care (213) 742-5537

# Asian Pacific Health Care Venture (323) 644-3882

= Chinatown Service Center (213) 808-1700

* Korean Health Education Information & Research
(213) 637-1080

* Worksite Wellness LA (323) 758-9480

ly Clinic (310) 664-7509

* Dignity Community Care (213) 742-5537

+ Community Health Councils (323) 295-9372 ext:228 or 256
* Maternal & Child Health Access (213) 749-4241

* Worksite Wellness LA (323) 758-9480

#* Human Services Association (562) 806-5400

# Maternal & Child Health Access (213) 749-4241
* St. Francis Medical Center (800) 603-9355

* Worksite Wellness LA (323) 758-92480

* Community Health Councils (323) 295-9372 ext:228 or 254
& Crystal Stairs, Inc. (323) 299-9295

Altadena, Pasadena & Sierra Madre
Pasadena Public Health Dept. (626)744-6068

LR


http://publichealth.lacounty.gov/mch/choi/CHOIContractorListEngSp.pdf

DHCS Phase 2 Flyer- Stay Covered

This flyer can be accessed
and downloaded on the
DHCS Medi-Cal Continuous
Coverage Requirement
resource page:

Medi-Cal Continuous
Coverage Unwinding Toolkit

Make sure your
information is up to date.

Medi-Cal covers vital health care services for you and your family,
including daoctor visits, prescriptions, vaccinations, mental health
care, and more. So, rfyuu have Medi-Cal, make sure you renew it
when it's time.

Update your contact information
Report any new changes to your name, address,
phone number, and email address, so your county can contact you.

Check your mail

Counties will mail you a letter about your Medi-Cal eligibility. You
may need to complete a renewal form. If you're sent a renewal form,
submit your information by mail, phone, in persan, or onling, s0 you
don't lase your coverage.

Create or check your online account

‘fou can sign up to receive alerts on your case. Create or log into
your account to get these alerts. You may submit renewals or
requested information online.

Complete your renewal form

(if you get one)

if you receved a renewal form, submit your information by mail,
phane, in person, or online to help avoid a gap in your coverage.

% Eor more details and to learn how
fE! to update your contact information,
By visit KeepMediCalCoverage.org

o

05 Medi-cal

Click to upload your logo image.

Office Mame

Physical Address Line 1
Physical Address Line 2
Phone Number
‘Webisile


https://www.dhcs.ca.gov/toolkits/Pages/Medi-Cal-Continuous-Coverage-Unwinding.aspx#key

DHCS Phase 2 Flyer- Take Action

This flyer can be accessed
and downloaded on the
DHCS Medi-Cal Continuous
Coverage Requirement
resource page:

Medi-Cal Continuous
Coverage Unwinding Toolkit

Medi-Cal Beneficiaries:

Take action to
keep your Medi-Cal

Your local county office will mail you a # O
letter about your Medi-Cal coverage. \k

r The letter will tell you if: 1'

Your county needs information Your Medi-Cal was
from you to renew your Medi-Cal or renewed automatically

If you get a renewal form,
please fill it out and return it right away.

Check that your local county office has
your updated information, including
your name, current address, email
address, and phone number.

For more details and to
learn how to update your
contact information, visit
KeepMediCalCoverage.org

Medi-Cal



https://www.dhcs.ca.gov/toolkits/Pages/Medi-Cal-Continuous-Coverage-Unwinding.aspx#key

Medi-Cal Redeterminations — Renewal Periods

ELIGIBILITY SEQUENCING MAP

May Renewal
ivities occur between

April Renewal
Renewal activities occur between

24 - 4/30/2024

March Renewal
Renewal activities o between

Renewal Periods

This page highlights the timeline for each renewal period. When 11/1/20 24
the continuous coverage requirement ends in March 2023, the
DHCS renewal period would begin in April 2023. The 12"
month of eligibility would be the May 2024 renewal with
activities beginning in March 2024 and ending within the
required 14-month period.

December Renewal
Renewal activities occur between
10/1/2023 = 12/31/2023
November Renewal
Renewal activities occur between
Example: County administrative renewal processes will begin in 9/1/2023 - 11/30/2023
April 2023 for an individual with a renewal month of June 2023. October Renewal
ccur between
1/2023
September Renewal
Renewal rities occur between

August Renewal
Renewal activities occur between

July Renewal
| activities occur between

June Renewal
Renewal activities occur between

March
2023

Apr 2023 May 2023

Jun 2023 Jul 2023 Aug 2023 Sep 2023 Oct2023 Nov 2023 Dec2023 Jan 2024 Feb 2024 Mar2024 Apr2024 May 2024

May 31, 2024
End of 14 month renewal period

From: DHCS Medi-Cal COVID PHE & Continuous Coverage Operational
Unwinding Plan https://www.dhcs.ca.gov/Documents/PHE-UOP/Medi-
Cal-COVID-19-PHE-Unwinding-Plan.pdf




Medi-Cal Redeterminations - Timeline

ELIGIBILITY SEQUENCING MAP

June Renewal Month
This map highlights the county renewal activities for an individual whose
renewal month is June 2023. When the continuous coverage requirement
ends in March 2023, counties would begin the following renewal activities.
1. 85 days prior the county will attempt to renew eligibility using
available information and data sources without contacting the
beneficiary.
2. If the county is unsuccessful, they will send a renewal packet at
least 75 days prior to the renewal month.
3. The beneficiary has 60 days to return the renewal packet. If they
return it but the county needs more information, the county will
send a MC 355 Request for Information.
4. If the individual is no longer eligible, they will receive a notice 10 May 31, 2024
April 1, 2023 a days prior to the date their eligibility will end. End of 14 month
Start of 14-month renewal period 5. If the individual continues to be eligible, the renewal date will renewal period
advance to the following year.

June 30, 2023
The last day of eligibility will be June 30, 2023.
The first day the beneficiary will not have
Medi-Cal coverage will be July 1, 2023.

March 2023
End of
continuous
coverage
requirement

April 2023 - June 2023

First Renewal Period

Apr 2023  May 2023  Jun 2023 Jul 2023 Aug 2023 Sep 2023  Oct 2023  Mov 2023 Dec2023  Jan 2024  Feb 2024 Mar2024  Apr2024 May 2024
March 2023 May|2024
T
April 2023 - May 2024
14-month-renewal period
April 19, 2023 June 20, 2023
Send RV form 75 days May 15, 2023 10-day Termin'aticm Notice
prior to Renewal month 30-day reminder contacts
May 2023 June 2023
April 2023 - June 2023
Renewal Packet 60-day due date
April 7, 2023
Start Ex Parte 85 days June 2, 2023 June 30, 2023
prior to Renewal month 15-day reminder Eligibility Redetermined

*** Please note that the dates are
an approximation and may vary
the SAWS

April 2023 - June 2023
MC 355 Request for Information

From: DHCS Medi-Cal COVID PHE & Continuous Coverage Operational
Unwinding Plan https://www.dhcs.ca.gov/Documents/PHE-UOP/Medi- ssss

" e w e

Cal-COVID-19-PHE-Unwinding-Plan.pdf > S5
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