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Dear UCare for Seniors Member,

Did you know your health plan is 
ranked among the highest quality 
health insurance plans in the 
country?  

The National Committee for 
Quality Assurance (NCQA)* gave UCare for Seniors 
a score of 4.5 out of 5 for Consumer Satisfaction 
and an overall rating of 4.5 out of 5. The 2016–
2017 ratings compared more than 1,000 health 
plans in the United States. This is the second year 
in a row that our Medicare plan was one of the 
nation’s highest rated plans. 

And, U.S. News & World Report named UCare for 
Seniors to its list of Best Medicare Plans for 2017. 
The list is based on the Centers for Medicare & 
Medicaid Services (CMS) star ratings, with UCare 
for Seniors earning 4.5 out of 5 stars. 

We work hard every day to provide our members 
with health care plans that are high quality and 

a great value. It means a lot to us when that high 
quality and value is recognized, especially because 
we know part of our scores are based on CMS 
surveys completed by members like you. 

We look forward to serving you for many years  
to come, and to continuing to bring you our 
high level of service and exceptional health 
improvement programs. Thank you for being  
a loyal UCare member! 

Wishing you the best in health, 

Jim Eppel 
President and  
Chief Executive Officer

* A nonprofit that accredits  
and certifies health  
care organizations.

Thank you for attending the UCare for Seniors member meetings!
UCare hosted free events in October and November where members could learn about 2017 UCare 
for Seniors plans and have their questions answered. It’s part of our commitment to providing quality 
service to our members. Thank you for joining us.

Meetings

12 4,800
Gallons of coffee

Cookies/treats

28
Different 
locations

x100 6,396
Total attendance



When Boy Toy meets someone new, he usually has 
to spend about a half hour explaining his name. 
“You should see sometimes when he orders stuff,” 
says his wife, Betty, “You can sense the other end 
[of the phone]. It’s just silence. They can’t believe 
it. And they say, are you pulling my leg?” 

Boy’s name is Chinese and means calm. He and 
Betty were both born in China, and moved to 
the United States as teenagers. They met in 
Duluth and have lived in the Twin Cities area for 
the last 45 years. They have three children and 
three grandchildren. Betty worked as a librarian 
assistant and in other roles with a school district 
for 30 years and Boy was a culinary arts instructor 
for 25 years. They have been members of UCare 
since 1999, and they’re actively involved in UCare’s 
Get Engaged! programs. 

By participating in Get Engaged!, Betty and Boy 
have plenty of opportunities to make their voices 
heard when it comes to their health plan. Through 
these programs, UCare members can express their 
opinions in online surveys or focus groups, join 
staff at UCare-sponsored events, and share their 
positive experiences through videos or social 
media. Members may even be invited to meet  
with Minnesota congressional leaders. 

Over the last several years, Betty and Boy have 
met with Minnesota senators and representatives, 
including Betty McCollum, Keith Ellison, Al Franken 
and Amy Klobuchar. It’s what they like most about 
being involved with the Get Engaged! program. 
They tell congressional leaders about UCare 
from a member’s viewpoint, and it gives them a 
chance to make a difference in health policy. “The 
effectiveness – why we are doing it,” Boy explains, 
“is because we are members and we say it the way 

it is. They [legislators] listen to our perspective as 
well as to a lobbyist.” 

Betty and Boy have also attended events like 
UCare member meetings and the Minnesota State 
Fair, where they have handed out T-shirts and 
performed onstage for the annual State’s Largest 
Senior Stretch & Stroll. One of the reasons they 
like UCare is because of the emphasis UCare places 
on prevention and staying healthy. “UCare is an 
organization which I am so proud to be associated 
with,” Boy says, “because of what they do for 
seniors and other people. We need to support 
them. We need to spread the positive message  
they carry.”  

Get Engaged! like Betty and Boy

SHARE YOUR STORY�

We encourage you to get involved and help 
make UCare health plans even better. Go to 
ucare.org, click About Us and then click 
Get Engaged. Let us know your interest by 
completing the online form. Or, if you would  
like to receive the form by mail or want to 
complete it over the phone, please contact  
us at 612-294-5049 or 855-260-9712 toll free. 
Or, send an email to GetEngaged@ucare.org. 

ucare.org   3
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Notice of Privacy Practices
Effective Date: July 1, 2013

This Notice describes how medical information about 
you* may be used and disclosed and how you can get 
access to this information. Please review it carefully. 

Why are we telling you this?
UCare believes it is important to keep your health 
information private. In fact, the law requires us to do so. 
The law also requires us to tell you about our legal duties 
and privacy practices. We are required to follow the terms 
of the Notice currently in effect.

What do we mean by “information?”
In this Notice, when we talk about “information,” “medical 
information,” or “health information,” we mean information 
about you that we collect in our business of providing 
health coverage for you and your family. It is information 
that identifies you.

What kinds of information do we use?
We receive information about you as part of our work in 
providing health plan services and health coverage. This 
information includes your name, address, and date of birth, 
gender, telephone numbers, family information, financial 
information, health records, or other health information. 
Examples of the kinds of information we collect include: 
information from enrollment applications, claims, provider 
information, and customer satisfaction or health surveys; 
information you give us when you call us about a question or 
when you file a complaint or appeal; information we need to 
answer your question or decide your appeal; and information 
you provide us to help us obtain payment for premiums.

What do we do with this information?
We use your information to provide health plan services 
to members and to operate our health plan. These routine 
uses involve coordination of care, preventive health, and 
case management programs. For example, we may use your 
information to talk with your doctor to coordinate a referral 
to a specialist.

We also use your information for coordination of benefits, 
enrollment and eligibility status, benefits management, 
utilization management, premium billing, claims issues, and 

*  In this Notice, “you” means the member and “we” means UCare. 

Today’s saving tip
Get discounts on  
alternative care

At UCare, we’re excited to introduce a 
brand new discount program for our 
members. Starting in January, members 
can access WholeHealth Living®, an 
online network of more than 40,000 
complementary and alternative health 
providers. Through this program, you 
can get discounts on popular brand-
name health products and holistic  
health services.  

Some examples of services you’ll find 
in the WholeHealth Living® network 
include:

• Acupuncturists
•  Massage 

therapists
• Nutritionists
• Tai Chi
• Wellness centers 

• Jenny Craig  
• Gaiam 
• Simply Organic 
•  Fresh Start 

Vitamin Company
• Pet insurance

Many people already use complementary 
or alternative health care services.  
These therapies provide a wide range  
of benefits, including helping people  
deal with stress, manage pain and 
improve quality of life. You may find 
services or products in the network  
that you’re already using. 

There are no referrals needed and no 
claims to file. The discounts apply to 
services not covered by your UCare plan. 

To find discounts and print certificates, 
access your member account at  
ucare.org > Member Log In and  
click WholeHealth Living. 
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coverage decisions. For example, we may use your 
information to pay your health care claims.

Other uses include customer service activities, 
complaints or appeals, health promotion, 
quality activities, health survey information, 
underwriting, actuarial studies, premium rating, 
legal and regulatory compliance, risk management, 
professional peer review, credentialing, 
accreditation, antifraud activities, as well as 
business planning and administration. For 
example, we may use your information to make  
a decision regarding an appeal filed by you.

In addition, we may use your information to 
provide you with appointment reminders, 
information about treatment alternatives, or other 
health-related benefits and services that may be 
of interest to you. We may also share information 
with family members or others you identify as 
involved with your care, or with the sponsor of  
a group health plan, as applicable.

We do not use or disclose any genetic information 
for the purpose of underwriting.

We do not sell or rent your information to anyone. 
We will not use or disclose your information for 
fundraising without your permission. We will only 
use or disclose your information for marketing 
purposes with your authorization. We treat 
information about former members with the same 
protection as current members.

Who sees your information?
UCare employees see your information only if 
necessary to do their jobs. We have procedures 
and systems to keep personal information secure 
from people who do not have a right to see it. We 
may share the information with providers and 
other companies or persons working with or for 
us. We have contracts with those companies or 
persons. In those contracts, we require that they 
agree to keep your information confidential. This 
includes our lawyers, accountants, auditors, third 
party administrators, insurance agents or brokers, 
information systems companies, marketing 
companies, disease management companies, or 
consultants.

We also may share your information as required 
or permitted by law. Information may be shared 
with government agencies and their contractors 
as part of regulatory reports, audits, encounter 
reports, mandatory reporting such as child abuse, 
neglect, or domestic violence; or in response to 
a court or administrative order, subpoena, or 
discovery request. We may share information with 
health oversight agencies for licensure, inspections, 
disciplinary actions, audits, investigations, 
government program eligibility, government 
program standards compliance, and for certain 
civil rights enforcement actions. We also may share 
information for research, for law enforcement 
purposes, with coroners to permit identification or 
determine cause of death, or with funeral directors 
to allow them to carry out their duties. We may be 
required to share information with the Secretary 
of the Department of Health and Human Services 
to investigate our compliance efforts. There may be 
other situations when the law requires or permits 
us to share information.

We only share your psychotherapy notes with 
your authorization and in certain other limited 
circumstances.

Other uses and disclosures not described above 
will be made only with your written permission. 
We will also accept the permission of a person with 
authority to represent you.

In most situations, permissions to represent 
you may be cancelled at any time. However, the 
cancellation will not apply to uses or disclosures 
we made before we received your cancellation. 
Also, once we have permission to release your 
information, we cannot promise that the person 
who receives the information will not share it.

What are your rights?
•  You have the right to ask that we don’t use or 

share your information in a certain way. Please 
note that while we will try to honor your request, 
we are not required to agree to your request.

•  You have the right to ask us to send information 
to you at an address you choose or to request 
that we communicate with you in a certain way. 

*  In this Notice, “you” means the member and “we” means UCare. 
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For example, you may request that your mailings 
be sent to a work address rather than your home 
address. We may ask that you make your request 
in writing.

•  You have the right to look at or get a copy 
of certain information we have about you. 
This information includes records we use to 
make decisions about health coverage, such 
as payment, enrollment, case, or medical 
management records. We may ask you to make 
your request in writing. We may also ask you 
to provide information we need to answer your 
request. We have the right to charge a reasonable 
fee for the cost of making and mailing the copies. 
In some cases, we may deny your request to 
inspect or obtain a copy of your information. If 
we deny your request, we will tell you in writing. 
We may give you a right to have the decision 
reviewed. Please let us know if you have any 
questions about this.

•  You have the right to ask us to correct or add 
missing information about you that we have in 
our records. Your request needs to be in writing. 
In some cases, we may deny a request if the 
information is correct and complete, if we did 
not create it, if we cannot share it, or if it is not 
part of our records. All denials will be in writing. 
You may file a written statement of disagreement 
with us. We have the right to disagree with 
that statement. Even if we deny your request 
to change or add to your information, you still 
have the right to have your written request, 
our written denial, and your statement of 
disagreement included with your information.

•  You have the right to receive a listing of the 
times when we have shared your information in 
some cases. Please note that we are not required 
to provide you with a listing of information 
shared prior to April 14, 2003; information 
shared or used for treatment, payment, and 
health care operations purposes; information 
shared with you or someone else as a result 
of your permission; information that is shared 
as a result of an allowed use or disclosure; or 
information shared for national security or 
intelligence purposes. All requests for this list 
must be in writing. We will need you to provide 

QUESTIONS?�

If you have questions or want to file a complaint, 
you may contact our Privacy Officer at UCare, 
Attn: Privacy Officer, P.O. Box 52, Minneapolis, 
MN 55440-0052. You may also file a complaint 
with the Secretary of the U.S. Department of 
Health & Human Services at the Office for Civil 
Rights, U.S. Department of Health & Human 
Services, 233 N. Michigan Ave., Suite 240, 
Chicago, IL 60601. We will not retaliate against 
you for filing a complaint.

us specific information so we can answer your 
request. If you request this list more than once 
in a 12-month period, we may charge you a 
reasonable fee. If you have questions about this, 
please contact us at the address provided at the 
end of this Notice.

•  You have the right to receive notifications of 
breaches of your unsecured protected health 
information.

•  You have the right to receive a copy of this Notice 
from us upon request. This Notice took effect  
July 1, 2013.

How do we protect your information?
UCare protects all forms of your information, 
written, electronic, and oral. We follow the state 
and federal laws related to the security and 
confidentiality of your information. We have 
many safety procedures in place that physically, 
electronically, and administratively protect your 
information against loss, destruction, or misuse. 
These procedures include computer safeguards, 
secured files and buildings, and restriction on who 
may access your information.

What else do you need to know?
We may change our privacy policy from time to 
time. As the law requires, we will send you our 
Notice if you ask us for it. If you have questions 
about this Notice, please call UCare Customer 
Services at the toll free number listed on the back 
of your member card. This information is also 
available in other forms to people with disabilities. 
Please ask us for that information.
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Make your wishes known
Discover the importance of advance health care directives

If you were unable to speak or act on your own 
behalf, would anyone know your health care 
wishes? Although it’s difficult to discuss with loved 
ones, planning ahead lets you have a say so your 
wishes are followed.

Plan ahead
Advance health care directives are legal documents 
that instruct your family and medical team on the 
kind of health care you want. If you are too sick to 
tell them yourself, those who care for you will have 
your wishes in writing. 

You can also add instructions if you wish to 
receive or refuse any treatments not listed in the 
document. You may appoint a close family member 
or friend to make choices about your care if you 
are too sick to do so yourself. By planning ahead, 
you’ll guide decisions your family may have to 
make for you. 

Talk with your doctor about your plans as you write 
your wishes. The doctor is familiar with medical 
interventions, and may have insight that will help 
you and your family decide what you want. 

Learn more 
To learn more about advance directives, please 
contact your health care provider, your attorney or 
Minnesota Board on Aging’s Senior LinkAge Line®  
at 1-800-333-2433 toll free. TTY: Minnesota Relay 
at 711 or 1-800-627-3529 toll free. A suggested 
advance directive form is available on the internet 

at ucare.org/advanced-directives. Honoring 
Choices® Minnesota, an initiative of the Twin Cities 
Medical Society, offers end-of-life care planning 
resources at honoringchoices.org.

Our responsibilities
UCare complies with Minnesota’s advance 
directives laws. We cannot refuse care or 
discriminate against a member based on whether 
or not he or she has an advance directive. We 
require providers to make note of any advance 
directive in your medical records. And, we educate 
our staff and provide community education on 
advance directives.

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

 
ATENCIÓN: si habla español, tiene a su disposición servicios gratuitos de asistencia lingüística. Llame al 
612-676-6500/1-866-457-7144 (TTY: 612-676-6810/1-800-688-2534). 

 
LUS CEEV: Yog tias koj hais lus Hmoob, cov kev pab txog lus, muaj kev pab dawb rau koj. Hu rau 
612-676-6500/1-866-457-7144 (TTY: 612-676-6810/1-800-688-2534). 
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YOUR OPINION MATTERS�

If you receive a Consumer Assessment of Healthcare Providers Survey (CAHPS) this spring, please fill  
it out and send it back. Your feedback helps us provide the highest quality health care possible. The  
survey is sent to a random selection of members by the Centers for Medicare & Medicaid Services (CMS). 
Thank you for helping us become the best we can be, so you can enjoy the best of health!

Fight health care fraud
Fraud is a contributing factor to the rising costs of 
health care. You can make a difference by taking 
the following actions: 

•  Never give your Social Security or member ID 
number to someone you do not know.

•  Review your Explanation of Benefits to confirm 
you received the services or supplies being billed. 

• Learn to recognize fraud schemes:  
     �  People asking you to use a doctor you don’t 

know for services you may not need.
     �  People using your health plan member 

number to get payments for services or 
supplies you did not receive. 

If you suspect fraud, please 
contact UCare’s toll free 
compliance hotline at  
1-877-826-6847. You can remain 
anonymous. If you are calling after 
hours, please leave a message with information 
about the situation you’ve observed. 

You can also email us at Compliance@ucare.org 
or send details via postal mail to: 

UCare Special Investigations Unit
P.O. Box 52 
Minneapolis, MN 55440



please visit the UCare for Seniors section on  
ucare.org and link to the Prescription Drug (Part D) 
information page. Or call Customer Services 24/7  
at 612-676-3600 or 1-877-523-1515 toll free.

   How members can receive complex case 
management services

Case management – also known as care management 
or care coordination – is a collaboration between the 
member and case manager to assess, plan, facilitate, 
evaluate and advocate for options and services to 
meet a member’s comprehensive health needs. 
UCare case managers work with members to ensure 
they have the necessary support to keep their health 
conditions in check and lead a healthy life.

UCare provides complex case management services 
for members with multiple complex conditions. 
UCare’s goal is to help members improve their health 
and quality of life, and become more self-reliant in 
managing their health care. UCare’s complex case 
managers are nurses who help our members by 
coordinating their care and access to services.   

Members or their caregivers are encouraged to 
contact UCare to be screened for the complex case 
management program. They can complete the 
complex case management program referral  
form – found on ucare.org in the Important 
Coverage Information in About Us – or call the  

case management numbers below. If members meet  
the program criteria, they are offered the option  
to enroll in our complex case management program.  
If members do not meet the program criteria, 
they may be referred to one of UCare’s disease 
management programs.  

   UCare’s Complex Case Management Phone Line: 
612-676-6538

   UCare’s Complex Case Management Fax Line: 
612-884-2284  

  UCare cares about quality

UCare’s Quality Program upholds our mission 
to improve the health of our members through 
innovative services and partnerships across 
communities. The program is evaluated annually 
to ensure its structure is effective and meaningful 
and meets regulatory standards and guidelines. 
The results can be found in our annual program 
evaluation and are used to develop, prioritize  
and track our progress toward goals in the annual 
quality work plan for the upcoming year to assure 
the effectiveness of the program.

To learn more about UCare’s Quality Program and to 
view our annual quality documents, visit the Quality 
Highlights section of About Us at ucare.org.

… continued from previous page

Working  
Together for  
Your Health

A Guide to Your Health Care



   How UCare makes coverage decisions

Utilization management – as we call our coverage 
decision-making process – refers to how our medical 
directors review and evaluate the medical necessity, 
appropriateness, and efficiency of the use of health 
care services, procedures and facilities. This health 
plan function supports our goal to provide the right 
care at the right time to our members. 

At UCare, decisions about utilization management 
are based on appropriateness of care and service, 
and existence of coverage. We do not compensate 
practitioners or individuals for denials of service or 
authorizations; do not offer incentives to encourage 
denials of service or authorizations; and do not 
encourage decisions that limit use of services. UCare 
ensures objectivity and impartiality in making 
coverage decisions that will not influence hiring, 
compensation, termination or promotion.

We offer members access to utilization review staff 
during normal business hours, which are Monday–
Friday, 8 a.m.–5 p.m. You can leave voicemail 
messages after hours (collect calls are accepted). 
Communications received after normal business 
hours are returned on the next business day. Contact 
numbers are as follows:

   Monday – Friday, 8 a.m. to 5 p.m.:  
   Phone: 612-676-6705 or 1-877-447-4384 toll free

   After-hours:  
   Fax (confidential): 612-884-2499
   Phone: 612-676-6705

   For TTY text machine users:
   Phone: 612-676-6810 or 1-800-688-2534 toll free

Are you curious about how we make coverage 
decisions? Did you know we continually monitor 
the quality of our services? Would you like to find 
the most current prescription drug list (formulary)?

We want you to get the most out of your UCare 
membership. That’s why we created this guide  
to explain some of the ways we help you manage 
your health. The guide also provides important 
information about UCare’s coverage decisions 
designed to help members receive the best care.

For detailed information about these health coverage topics, please visit the About Us 
section of our website – ucare.org – and link to Important Coverage Information. You can 
also call Customer Services 24/7 at 612-676-3600 or 1-877-523-1515 toll free. TTY text 
machine users can call 612-676-6810 or 1-800-688-2534. 

Members can access these numbers to send 
requests for services or authorization, utilization 
requests, supporting clinical information and other 
documentation to support the service or authorization 
request. Interpretation services are available 24 hours, 
seven days a week, by calling Customer Services 
(612-676-3600 or 1-877-523-1515 toll free) for 
members requesting language assistance.

   How we evaluate new technology

We want our members to receive care that meets high 
medical standards, while making sure that it is the 
best quality of care and value. When new technologies 
enter the marketplace (devices, procedures and 
medications), UCare’s medical leaders carefully 
evaluate them for effectiveness. We use information 
gathered from many sources, including high 
performing organizations, in our evaluation. 

  How we administer your pharmacy benefits

UCare for Seniors members enrolled in a plan with 
a prescription or pharmacy benefit receive coverage 
for drugs included in UCare’s formulary (drug list). 
The formulary is selected by UCare in consultation 
with a team of health care providers, and represents 
the medications believed to be a necessary part of 
a quality treatment program. Members must use 
network pharmacies to access their prescription  
drug benefit.

For the most current drug list and pharmacy benefits 
information – including medications affected by  
Prior Authorization and Step Therapy requirements – 

Working  
Together for  
Your Health

A Guide to Your Health Care

continued on next page …
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