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Health Care

Our Fellow New Yorker:

In our city, we recognize health care is a human right. Now, we
are putting our values into practice. Thanks to NYC Care and
the hardworking professionals at NYC Health + Hospitals, every
New Yorker — regardless of where they were born or how much
money they have — is guaranteed the right to quality, affordable
health care. That includes YOU.

With NYC Care, you will have your own regular doctor who you
know and receive your health care from. You will get the kinds of
services you need, including OB-GYN, pediatric care and mental
health care. You will have the ability to stay healthy and to take
care of any health issues early and effectively. And all services
will be provided at a price you can afford.

This handbook describes the comprehensive benefits and
services you receive as a member of NYC Care. For more
information, call 1-646-NYC-CARE at any time of day or night,
or visit our website at nyccare.nyc.

Our message is simple: Get your NYC Care card and schedule
an appointment with your new doctor. Don't wait. Get the health
care you need, when you need it. That's your right as a New Yorker!

JZ[M}Q%'/ Jy A4 52

Bill de Blasio Dr. Mitchell Katz
Mayor President and CEO
New York City NYC Health + Hospitals
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ABOUT THIS HANDBOOK

This handbook is your guide to NYC Care. In it, you will find helpful
information about your membership and how the program works.
Please read it before going to the first appointment with your
primary care provider.

ABOUT NYC CARE

NYC Care is the key to the City's
health care that guarantees access WHERE CAN | USE NYC CARE?
to medical services offered by NYC
Health + Hospitals to New Yorkers who
do not qualify for health insurance or
cannot afford health insurance.

NYC Care offers a network of
providers only at NYC Health +
Hospitals facilities. Find a list of
fees to get services at these sites

NYC Care helps you stay healthy with on your card.
access to regular, preventive care. You may get a higher bill if you
Through this program, you can: receive emergency care, are
+ Choose a primary care provider, hospitalized or visit providers
who will learn about your medical out of network or outside New
history and health goals. You do e Gl
not have to wait until you are sick For a list of NYC Health +
to get care. Hospitals locations where you

can use NYC Care, call the
NYC Care Contact Center or
visit nyccare.nyc

+ Geta unique membership card
to access health care. Your card
shows the fees you can expect to
pay for services.

+ Call our NYC Care Contact Center,
available 24/7, when you need help. In case of emergency, always call 911.

+ Get access 24/7 to low-cost prescription medication, including off-hour
pickups for regular refills. You can also get refills overnight when needed.

Important: People who are eligible for Medicaid, Medicare, the Essential Plan or a Qualified
Health Plan (QHP) available through the Affordable Care Act (ACA) should enroll in the
insurance plan available to them.

If you have health insurance now, do NOT drop it. Insurance provides more choices and
options to meet your health care needs.
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How much does it cost to participate

Since NYC Care is not health insurance, there are no membership fees, monthly
fees or premiums. Your cost to receive health care is based on a sliding-scale
fee per service (see page 12).

How to renew your membership

NYC Care will have a financial counselor at NYC Health + Hospitals screen
you every 12 months. The screening will show if you are eligible for insurance.
If not, the financial counselor will help you renew your NYC Care membership.

YOUR MEMBERSHIP CARD

You will get a membership card in the mail. Carry this card always but
especially when:

+ Visiting your primary care provider

+ Getting any health care services at NYC Health + Hospitals facilities

HEALTH
HOSPITALS
CAR Your Key to the
City’s Health Care
MEMBERSHIP NUMBER
Number ( Effective Through
) (__ y———— EFFECTIVE DATE
Member
( ) YOUR NAME
Primary Care Provider
) PRIMARY CARE
NYC Care Contact Center PROV'DER’S NAME
nyccare.nyc
HEALTH
CARE ;. HOSPITALS

NYC Care provides you with affordable access to the healthcare you need.
We want you to get healthy and stay healthy.

Use this member card to get care at NYC Health + Hospitals locations.
Services are available in all languages. This card does not guarantee you care
with any other medical providers or provide benefits outside New York City.

Copay/Fee For questions about NYC Care, medication
refills, and to make an appointment please
call the NYC Care Contact Center:

1-646-NYC-CARE (1-646-692-2273) MEMBER FEES
911

These copays only apply to care you get at NYC Health + Hospitals facilities.
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The card shown is a sample of the front and back of an NYC Care
membership card.

Your card is unique to you and shows your fees for health care services.

How to replace your membership card

If you lose your membership card, call the NYC Care Contact Center at
1-646-NYC-CARE (1-646-692-2273) to order a new one. Customer Service is
available 24/7.

YOUR PRIMARY CARE PROVIDER

Your primary care provider will coordinate your health care and connect

you with other services you need. Your provider can be a doctor, nurse
practitioner or physician assistant. Their most important job is to help you
avoid getting sick. This is called preventive care (examples are routine health
screenings and vaccinations). Getting it regularly makes needing emergency
care less likely.

How to choose your primary care provider

For the best preventive care, NYC Care encourages you to choose a primary
care provider that you can trust. This will make sharing your medical and
lifestyle information easier. You will work together to begin, or continue, a
health routine that includes diet, weight control and exercise.

The NYC Care Contact Center helped you choose a primary care provider
when you enrolled. If you have not chosen or want to change your primary care
provider, you can call the NYC Care Contact Center. It is important that you feel
comfortable with your choice.
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YOUR HEALTH CARE SERVICES

As a member of NYC Care, you have access to many health services. Your
primary care provider will help coordinate them, including medication. All
specialty services (like Cardiology or Podiatry) need a referral from your
primary care provider — except Women's Health.

Some of the health care services available to you are:

Primary and Preventive Care

Your primary care provider treats routine physical conditions, such as high
blood pressure and pain. They can give routine vaccinations and screenings,
like mammograms and colonoscopies. They also test for and help you
manage chronic disease.

Your primary care provider leads your health care team. It may include nurses,
medical assistants, social workers, pharmacists, nutritionists and assistants.
They can all help you ask for referrals or make appointments.

Generally, if you are healthy, you only need to visit your primary care provider
once a year. (Patients with chronic disease need visits more often.)

However, you can visit your primary care provider whenever you have a health
concern. For urgent services, the NYC Care Contact Center can make same-
day appointments 24/7.

Specialty Care

Your primary care provider works closely with specialists and can help decide
if you need their services. Examples of specialty care services are:

+ Cardiology + Gastroenterology

+ Rheumatology + General Surgery

+ Orthopedics + Ear, Nose and Throat (ENT)
+ Podiatry + Psychiatry

+ Bariatrics

Behavioral Health and Substance Use

Besides your physical health, NYC Care knows that mental and behavioral
health is also important. Your primary care provider is here to support you if
you are going through a long period of sadness, stress, nightmares or anxiety

NYC Care Member Handbook PAGE 7
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or are using tobacco, alcohol or other drugs. Your provider can refer you
to the right mental and behavioral health specialist, like a social worker,
therapist or psychiatrist.

Women's Health

NYC Care members get Women's IMPORTANT

Health services like Obstetrics You do not need a referral from

and Gynecology, family planning, a primary care provider to make
sexually transmitted infection testing an appointment with a Women'’s
and more. Health provider.

Medications

NYC Care members get low-cost prescription medication and pharmacy
access 24/7. Remember to read the information on your medication to learn
when and how to take it.

You can get refills for some medication. There are three ways to ask for refills:

1. Goto the pharmacy at any NYC Health + Hospitals facility and ask them to
call your primary care provider.

If you have a MyChart account, log on and ask for a refill.

3. Callthe NYC Care Contact Center at 1-646-NYC-CARE
(1-646-692-2273).

Vision
Our ophthalmologists (eye doctors) can examine your eyes and give you
eyeglass prescriptions. Get a referral from your primary care provider.

Support Services

Where and how you live may affect your physical, mental and behavioral
health. NYC Care knows this, so it offers support services. The social workers
in your health care team can connect you with free housing, legal, financial,
food and nutrition help. Speak with your primary care provider about the
social support that NYC Care offers.

NYC Care Member Handbook



Health care services not covered

NYC Care does not cover these services, but you may be able to get them
at NYC Health + Hospitals:

+ Cosmetic procedures - unless you need them for a medical reason

+ Dental services - available to NYC Care members and other uninsured
patients through NYC H+H Options (a free or discount payment plan to
make health care services affordable)

+ Skilled nursing or long-term acute care

+ Emergency care and hospital stays - Emergency Medicaid may cover these
services

HOW TO GET AND MANAGE YOUR CARE

. IMPORTANT
How to make your appointments

When you enrolled, the NYC Care Contact Center
should have booked your first primary care visit.
This appointment should be within two weeks of

If you need to
change or cancel
an appointment,
please call the

enrollment. NYC Care Contact
If you do not have your first primary care Center as soon
appointment yet, call the 24-hour NYC Care Contact as possible. This
Center at 1-646-NYC-CARE (1-646-692-2273). allows another

patient to use the

There are no walk-in hours for routine visits, so ' .
appointment time.

you will need to make an appointment to see your
provider. The NYC Care Contact Center can help if
you need to make an appointment urgently.

You can make all appointments with your primary care provider, Women's
Health care provider or referred specialists by calling the NYC Care Contact
Center or visiting MyChart (see next page).

When scheduling an appointment, please give:
+ Your name
+ The name of your primary care provider

+ Your NYC Care membership number, located on the front of your
membership card

Always bring your membership card to all NYC Care appointments.

NYC Care Member Handbook PAGE 9
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About MyChart online

MyChart is a free, easy and secure tool to view and manage your health
information online any time. Access your medical record portal through the
MyChart mobile app or website to:

+ Ask for appointments with your primary care provider, Women'’s Health
provider and referred specialists

Get medication refills
Review your lab results and visit notes

Message your primary care provider and health care team

+ + + +

Providers may also message you about your health care — saving you time
and money because you do not have to come in person

To set up your MyChart account, there are two options:

1. Talk to a member of your health care team. You will then get an invite in
your email to create an account.

2. Sign up on mychart.nychealthandhospitals.org

MyChart is a tool for your convenience, available in English, Spanish and
French. You do not have to use MyChart to participate in NYC Care.

Get ready for your first appointment

To get the best care, your primary care provider needs to know your medical
history and health goals.

Please bring the following to your first appointment:

+ All of your prescription and over-the-counter medication (such as pills,
injections, inhalers, herbs, supplements, etc.)

+ Your filled-out Adult Initial Health History Form (you got this in the mail
with your membership card)

+ Your medical records (especially vaccination record, colonoscopy or
mammogram reports and Pap smear results, etc.)

+ Advance directive or health care proxy form

Questions about your health or medication

NYC Care Member Handbook



BILLING AND FEES

NYC Care health services are available at a discount rate based on your
household size and income. Find a list of fees for common services on the back
of your NYC Care membership card or in the chart on the next page.

If your household income is greater than the limit for the household size in the
chart, your bill will be based on the self-pay rate for the care received. Payment
plans may be available.

How to pay

NYC Care encourages you to pay your fees at the time you get health care
services. You can pay with cash, credit card or debit card. If you cannot pay
then, NYC Care will mail the bill to your home.

If you get a bill you cannot pay, call the NYC Care Contact Center to discuss
your options.

Important: When you enroll in NYC Care, discounts based on your household
size and income may be applied to prior NYC Health + Hospitals bills.

POLICIES AND PROCEDURES

Patients’ Bill of Rights

As a patient in a hospital in New York State, you have the right, consistent
with law, to:

1. Understand and use these rights. If for any reason you do not understand
or you need help, the hospital MUST provide assistance, including an
interpreter.

2. Receive treatment without discrimination as to race, color, religion, sex,
gender identity, national origin, disability, sexual orientation, age or
source of payment.

3. Receive considerate and respectful care in a clean and safe environment
free of unnecessary restraints.

Receive emergency care if you need it.

5. Beinformed of the name and position of the doctor who will be in charge
of your care in the hospital.

6. Know the names, positions and functions of any hospital staff involved in

NYC Care Member Handbook PAGE 11
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your care and refuse their treatment, examination or observation.

7. lIdentify a caregiver who will be included in your discharge planning and
sharing of post-discharge care information or instruction.

8. Receive complete information about your diagnosis, treatment and
prognosis.

9. Receive all the information that you need to give informed consent for
any proposed procedure or treatment. This information shall include the
possible risks and benefits of the procedure or treatment.

10. Receive all the information you need to give informed consent for an
order not to resuscitate. You also have the right to designate an individual
to give this consent for you if you are too ill to do so. If you would like
additional information, please ask for a copy of the pamphlet “Deciding
About Health Care — A Guide for Patients and Families.”

11. Refuse treatment and be told what effect this may have on your health.

12. Refuse to take part in research. In deciding whether or not to participate,
you have the right to a full explanation.

13. Privacy while in the hospital and confidentiality of all information and
records regarding your care.

14. Participate in all decisions about your treatment and discharge from the
hospital. The hospital must provide you with a written discharge plan and
written description of how you can appeal your discharge.

15. Review your medical record without charge and obtain a copy of your
medical record for which the hospital can charge a reasonable fee. You
cannot be denied a copy solely because you cannot afford to pay.

16. Receive an itemized bill and explanation of all charges.

17. View a list of the hospital’s standard charges for items and services and
the health plans the hospital participates with.

18. Challenge an unexpected bill through the Independent Dispute
Resolution process.

19. Complain without fear of reprisals about the care and services you are

NYC Care Member Handbook PAGE 13
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receiving and to have the hospital respond to you (and if you request it,
a written response). If you are not satisfied with the hospital’s response,
you can complain to the New York State Health Department. The hospital
must provide you with the State Health Department telephone number.

20. Authorize those family members and other adults who will be given
priority to visit consistent with your ability to receive visitors.

21. Make known your wishes in regard to anatomical gifts. Persons 16 years
of age or older may document their consent to donate their organs,
eyes and/or tissues, upon their death, by enrolling in the New York State
Donate Life Registry or by documenting their authorization for organ
and/or tissue donation in writing in a number of ways (such as a health
care proxy, will, donor card or other signed paper). The health care proxy
is available from the hospital.

Public Health Law (PHL) 2803 (1)(g) Patient’s Rights, TONYCRR, 405.7,405.7(a)(1), 405.7(c)

In addition, NYC Health + Hospitals is committed to compliance with the New
York City Human Rights Law that states it is unlawful to discriminate on the
basis of actual or perceived sex, including a person’s “gender identity, self-
image, appearance, behavior or expression,” whether or not different from
“that traditionally associated with the legal sex assigned to that person at birth.”

Administrative Code of the City of New York Title 8

How to submit feedback to NYC Care

We want your visit to NYC Health + Hospitals facilities to be pleasant
and safe. NYC Care welcomes the opportunity to address your concerns.
Please call the NYC Care Contact Center or visit our website:
nychealthandhospitals.org/patient-guest-relations

Confidentiality of information

All information about your care and treatment is kept confidential
in accordance with the law. For more information about our
Patient Confidentiality & Privacy notice, please visit our website at:
nychealthandhospitals.org/patient-privacy-notice

NYC Care Member Handbook



ABOUT NYC HEALTH + HOSPITALS

+ NYC Health + Hospitals is the largest public health care system in the
United States. We provide essential in-patient, out-patient and home-
based services to more than 1 million New Yorkers every year in more than
70 locations across the city’s five boroughs.

+ Our 11 acute care hospitals provide top-ranked trauma care, dozens of
in-patient specialties and mental health services — making communities
healthy through a robust network of hospital-based primary care services
for children and adults. Our hospitals have earned numerous special
designations for quality and culturally responsive care including LGBTQ
Healthcare Equity Leader, Baby Friendly, Safe Sleep and top ranks by U.S.
News and World Report.

+ Our diverse workforce is uniquely focused on empowering New Yorkers,
without exception, to live their healthiest life possible.

NYC Care Member Handbook PAGE 15
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NYC HEALTH + HOSPITALS MISSION AND VALUES

NYC Health + Hospitals is committed to excellence in health care.
Our providers work together to provide comprehensive, personalized
care to all New Yorkers.

Mission

NYC Health + Hospitals’ mission is to deliver high-quality health services
with compassion, dignity and respect to all, without exception.

Vision
NYC Health + Hospitals’ vision is to be a fully integrated health system that
enables New Yorkers to live their healthiest lives.

Our Values

NYC Health + Hospitals has established the ICARE standards for all our staff.

It will help us offer our patients a better experience when under our care and
will increase staff awareness to become better engaged with the mission and
vision of the organization.

Integrity. Keep Everyone Safe

Compassion. Keep Patients First
Accountability. Manage Resources

Respect. Work Together

Excellence. Pursue Excellence. Keep Learning

NYC Care Member Handbook
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NYC Care provides you with affordable access to the healthcare you need.
We want you to get healthy and stay healthy.

Use this member card to get care at NYC Health + Hospitals locations.
Services are available in all languages. This card does not guarantee you care
with any other medical providers or provide benefits outside New York City.
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These copays only apply to care you get at NYC Health + Hospitals facilities.
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