EA:H?L-AE Member Rights and Responsibilities

Member Rights

Regardless of how an individual obtains their Medicare benefit, every member has certain rights and
protections as it relates to their health care. The following are the rights and protections for everyone
with Medicare:

Be treated with dignity and respect at all times.
Be protected from discrimination. Every company or agency that works with Medicare must obey
the law. They can't treat you differently because of your race, color, national origin, disability, age,
religion, or sex.
Have your personal and health information kept private.
Get information in a way you understand from Solis Health Plans, Medicare, health care providers,
and, under certain circumstances, contractors.
Get understandable information about Solis Health Plans or Medicare to help you make healthcare
decisions, including:
o What’s covered.
What Medicare pays.
How much you have to pay.
What to do if you want to file a complaint or appeal.
Have your questions about Solis Health Plans or Medicare answered.
Have access to doctors, specialists, and hospitals.
Learn about your treatment choices in clear language that you can understand and
participate in treatment decisions.
Participate with practitioners in making decisions about your health care.
Have discussions about treatment options for conditions, regardless of cost or coverage.
Get health care services in a language you understand and in a culturally-sensitive way.
Get Medicare-covered services in an emergency.
Get a decision about health care payment, coverage of services, or prescription drug coverage.
When a claim is filed, you will get a notice letting you know what will and won’t be covered.
If you disagree with the decision of your claim, you have the right to file an appeal.
Request a review (appeal) of certain decisions about health care payment, coverage of services, or
prescription drug coverage.
If you disagree with a decision about your claims or services, you have the right to appeal.
File complaints (sometimes called "grievances"), including complaints about the quality of your care.
Have the right to make recommendations regarding Solis’ Member Rights and Responsibilities.
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In addition to the protections described above, every member of Solis has the following protections:

Choose health care providers within the Solis plan, so you can get the health care you need.

Get a treatment plan from your doctor.

If you have a complex or serious medical condition, a treatment plan lets you directly see a specialist
within the Solis plan as many times as you and your doctor think you need.

Women have the right to go directly to a women's health care specialist without a referral within the
Solis plan for routine and preventive health care services.

Know how your doctors are paid. When you ask Solis Health Plans how it pays its doctors, Solis must
tell you.
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e Medicare doesn't allow Solis to pay doctors in a way that could interfere with you getting the care
you need.

e Request an appeal to resolve differences with Solis.

e File a complaint (called a "grievance") about other concerns or problems with Solis.

e Get a coverage decision or coverage information from Solis before getting services.

e Request materials and/or assistance in language and formats other than written English, such as
braille, audio, or sign language, if necessary.

e Expect that Solis will provide its Notice of Privacy Practices without your request.

Member Responsibilities
Members have a responsibility to:
e Notify the company and health care providers of any changes that may affect his/her participation,
health care needs, or benefits. Some examples include, but are not limited to, the following:
o Change of address or phone number;
Other health insurance;
Special medical condition;
Change in PCP;
o Relocation to another county or state.
e Ensure his/her benefits are up to date and do not expire.
e Ensure that all information is up to date.
e Cooperate with the company and health care providers and follow guidelines given to him/her about
the company.
e Follow the health care provider’s instructions about his/her care. This includes:
o Make appointments with the health care provider
o Cancel appointments when he/she cannot make the appointment; and
o Contact the company when he/she has questions.
e Treat health care providers and staff with respect and dignity.
e Discuss and agree upon goals for treatment with the health care provider to the degree he/she is
able to do so.
e Communicate with his/her health care provider to understand his/her health problems to the degree
he/she is able to do so.
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Solis Health Plans, Inc., is an HMO plan with a Medicare contract. Enrollment in Solis Health Plans, Inc.,
depends on contract renewal. Solis Health Plans, Inc. complies with all applicable Federal civil rights laws
and does not discriminate on the basis of race, color, national origin, age, disability, or sex. ATENCION: Si
habla espanol, tiene a su disposicion servicios gratuitos de asistencia lingliistica. Llame al 1-844-447-
6547 (TTY: 711).
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