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“We are proud of the wide range of health plans
we provide for people of all ages and abilities.”
Dear UCare Member,

UCare has a long history of serving people who
face challenges to accessing care, and we’re still
As we begin a new year, we’re
engaged in state public programs, delivering high
excited to continue serving your
quality health care to those who need it most.
health care needs. Thanks for
Our new health plan and the expansion of UCare
choosing UCare in 2017. This year,
Connect into additional counties are examples of
in addition to providing high-quality how we continue working to improve access for
coverage to members of all ages and abilities
our membership and the community-at-large.
across the state, we are pleased to introduce a
new plan — UCare Connect + Medicare.
We are proud of the wide range of health plans we
provide for people of all ages and abilities. And,
This program gives people with disabilities the
we look forward to being your health plan for
benefits of Medicare and Medical Assistance all in many years to come.
one plan, making it easier to get the medications
and care they need. There’s just one card for
Wishing you the best in health,
medical, dental and prescription drug coverage
and one number to call for health plan questions.
To learn more about this plan, call 1-800-707-1711,
TTY: 1-800-688-2534.
Jim Eppel
Also, this past summer, we were approved to
President and Chief Executive Officer
expand our UCare Connect health plan to 20
additional counties. We’re thrilled to bring our
high-quality health care and customer service
to more Minnesotans.
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Get Engaged! like Betty and Boy
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.

Share your story

By participating in Get Engaged!, Betty and Boy
We encourage you to get involved and help make UCare
have plenty of opportunities to make their voices
health plans even better. Go to ucare.org, click About Us
heard when it comes to their health plan. Through
and then click Get Engaged. Let us know your interest by
these programs, UCare members can choose
completing the online form. Or, if you would like to receive
their level of involvement and how they want to
the form by mail or want to complete it over the phone,
participate. At the Feedback Community level,
please contact us at 612-294-5049 or 855-260-9712
members can express their opinions in online
toll free. Or, send an email to GetEngaged@ucare.org.
surveys or focus groups. At the Ambassador level,
they can join staff at UCare-sponsored events and
share their positive experiences through videos
reasons they like UCare is because of the emphasis
and social media.
UCare places on prevention and staying healthy.
As UCare Ambassadors, Betty and Boy have
“UCare is an organization which I am so proud to
joined staff at UCare member meetings and the
be associated with,” Boy says “because of what
Minnesota State Fair, where they have handed out they do for seniors and other people. We need
T-shirts and performed onstage for the annual
to support them. We need to spread the positive
State’s Largest Senior Stretch & Stroll. One of the
message they carry.”
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Save money with WholeHealth Living®
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

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.

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.

Starting in January, you can
find discounts and print the
certificate by accessing your
member account at ucare.org >
Member Log In.

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.

continued on page 5 …
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We also use your information for coordination of
benefits, enrollment and eligibility status, benefits
management, utilization management, premium
billing, claims issues, and coverage decisions. For
example, we may use your information to pay your
health care claims.

agents or brokers, information systems companies,
marketing companies, disease management
companies, or consultants.

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.

circumstances.

We also may share your information as required or
permitted by law. Information may be shared with
government agencies and their contractors as part
Other uses include customer service activities,
of regulatory reports, audits, encounter reports,
complaints or appeals, health promotion,
mandatory reporting such as child abuse, neglect,
quality activities, health survey information,
or domestic violence; or in response to a court or
underwriting, actuarial studies, premium rating,
administrative order, subpoena, or discovery request.
legal and regulatory compliance, risk management,
We may share information with health oversight
professional peer review, credentialing, accreditation, agencies for licensure, inspections, disciplinary
antifraud activities, as well as business planning
actions, audits, investigations, government
and administration. For example, we may use your
program eligibility, government program standards
information to make a decision regarding an appeal
compliance, and for certain civil rights enforcement
filed by you.
actions. We also may share information for research,
for law enforcement purposes, with coroners to
In addition, we may use your information to provide
permit identification or determine cause of death,
you with appointment reminders, information
or with funeral directors to allow them to carry out
about treatment alternatives, or other health-related
their duties. We may be required to share information
benefits and services that may be of interest to you.
with the Secretary of the Department of Health and
We may also share information with family members Human Services to investigate our compliance efforts.
or others you identify as involved with your care, or
There may be other situations when the law requires
with the sponsor of a group health plan, as applicable. or permits us to share information.
We do not use or disclose any genetic information for We only share your psychotherapy notes with
the purpose of underwriting.
your authorization and in certain other limited
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
Who sees your information?
will not apply to uses or disclosures we made before
we received your cancellation. Also, once we have
UCare employees see your information only if
permission to release your information, we cannot
necessary to do their jobs. We have procedures and
promise that the person who receives the information
systems to keep personal information secure from
people who do not have a right to see it. We may share will not share it.
the information with providers and other companies
What are your rights?
or persons working with or for us. We have contracts
with those companies or persons. In those contracts,
• You have the right to ask that we don’t use or share
we require that they agree to keep your information
your information in a certain way. Please note that
confidential. This includes our lawyers, accountants,
while we will try to honor your request, we are not
auditors, third party administrators, insurance
required to agree to your request.
continued on page 6 …
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• 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. 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
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.

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.

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

Brush up on dental health
Having a healthy smile is not just about
looking good; it’s also important for your
overall health. Maintain strong teeth and
gums and a bright smile with these steps:

• Brush twice a day, two minutes each time.
• Floss at least once a day.
• Replace your toothbrush every three to four
months.
• Have your teeth cleaned and checked by a dentist
one to two times per year. Some people may need
to visit their dentist more frequently.
• Report any changes in your dental health, such
as tender, swollen gums, gums that bleed when
brushed, a continual bad taste in your mouth or
loose teeth.

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-oflife 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 Dental Connection
The UCare Dental Connection can help you find a dentist,
set up an appointment, and coordinate transportation or
interpreter services for dental appointments.
651-768-1415 or 1-855-648-1415 toll free
TTY: 711

UCare Mobile Dental Clinic
The Mobile Dental Clinic offers check-ups, cleanings and
simple restorative care to UCare members who may not
have a regular dentist. To find out when it will be in your
area, go to ucare.org > Health Plans > Dental Benefits.
Or, call 612-624-5654 or 1-866-451-1555 toll free.
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For accessible formats of this publication or assistance with additional equal access to our services, call 612-676-6500 or
1-866-457-7144 toll free, TTY/TDD 612-676-6810 or 1-800-688-2534 toll free, 8 a.m. to 5 p.m., seven days a week or use your
preferred relay service.
American Indians can continue or begin to use tribal and Indian Health Services (IHS) clinics. We will not require prior approval or
impose any conditions for you to get services at these clinics. For enrollees age 65 years and older this includes Elderly Waiver
(EW) services accessed through the tribe. If a doctor or other provider in a tribal or IHS clinic refers you to a provider in our
network, we will not require you to see your primary care provider prior to the referral.
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Civil Rights Notice
Discrimination is against the law. UCare does not discriminate on the basis of any of the
following:
•
•
•
•
•
•
•
•
•

Race
Color
National Origin
Creed
Religion
Sexual Orientation
Public Assistance Status
Age
Disability (including physical or
mental impairment)

•
•
•
•
•
•
•
•
•

Sex (including sex stereotypes and
gender identity)
Marital Status
Political Beliefs
Medical Condition
Health Status
Receipt of Health Care Services
Claims Experience
Medical History
Genetic Information

Auxiliary Aids and Services. UCare provides auxiliary aids and services, like
qualified interpreters or information in accessible formats, free of charge and in a
timely manner, to ensure an equal opportunity to participate in our health care
programs. Contact UCare at 612-676-6500 (voice) or 1-866-457-7144 (voice),
612-676-6810 (TTY), or 1-800-688-2534 (TTY).
Language Assistance Services. UCare provides translated documents and spoken
language interpreting, free of charge and in a timely manner, when language
assistance services are necessary to ensure limited English speakers have
meaningful access to our information and services. Contact at 612-676-6500
(voice) or 1-866-457-7144 (voice), 612-676-6810 (TTY), or 1-800-688-2534
(TTY).
Civil Rights Complaints
You have the right to file a discrimination complaint if you believe you were treated in a
discriminatory way by UCare. You may contact any of the following four agencies directly to
file a discrimination complaint.
U.S. Department of Health and Human Services’ Office for Civil Rights (OCR)
You have the right to file a complaint with the OCR, a federal agency, if you believe you have
been discriminated against because of any of the following:
•
•
•
•

Race
Color
National Origin
Age

•
•

Disability
Sex (including sex stereotypes and
gender identity)

continued on page 10 …
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Contact the OCR directly to file a complaint:
Director
U.S. Department of Health and Human Services’ Office for Civil Rights
200 Independence Avenue SW
Room 509F
HHH Building
Washington, DC 20201
800-368-1019 (Voice)
800-537-7697 (TDD)
Complaint Portal – https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
Minnesota Department of Human Rights (MDHR)
In Minnesota, you have the right to file a complaint with the MDHR if you believe you have
been discriminated against because of any of the following:
•
•
•
•
•

Race
Color
National Origin
Religion
Creed

•
•
•
•
•

Sex
Sexual Orientation
Marital Status
Public Assistance Status
Disability

Contact the MDHR directly to file a complaint:
Minnesota Department of Human Rights
Freeman Building, 625 North Robert Street
St. Paul, MN 55155
651-539-1100 (voice)
800-657-3704 (toll free)
711 or 800-627-3529 (MN Relay)
651-296-9042 (Fax)
Info.MDHR@state.mn.us (Email)
Minnesota Department of Human Services (DHS)
You have the right to file a complaint with DHS if you believe you have been discriminated
against in our health care programs because of any of the following:
•
•
•
•
•
•
•
•
•

Race
Color
National Origin
Creed
Religion
Sexual Orientation
Public Assistance Status
Age
Disability (including physical or
mental impairment)

•
•
•
•
•
•
•
•
•

Sex (including sex stereotypes and
gender identity)
Marital Status
Political Beliefs
Medical Condition
Health Status
Receipt of Health Care Services
Claims Experience
Medical History
Genetic Information

continued on page 11 …
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Complaints must be in writing and filed within 180 days of the date you discovered the alleged
discrimination. The complaint must contain your name and address and describe the
discrimination you are complaining about. After we get your complaint, we will review it and
notify you in writing about whether we have authority to investigate. If we do, we will
investigate the complaint.
DHS will notify you in writing of the investigation’s outcome. You have a right to appeal the
outcome if you disagree with the decision. To appeal, you must send a written request to have
DHS review the investigation outcome period. Be brief and state why you disagree with the
decision. Include additional information you think is important.
If you file a complaint in this way, the people who work for the agency named in the complaint
cannot retaliate against you. This means they cannot punish you in any way for filing a
complaint. Filing a complaint in this way does not stop you from seeking out other legal or
administration actions.
Contact DHS directly to file a discrimination complaint:
ATTN: Civil Rights Coordinator
Minnesota Department of Human Services
Equal Opportunity and Access Division
P.O. Box 64997
St. Paul, MN 55164-0997
651-431-3040 (voice) or use your preferred relay service
UCare Complaint Notice
You have the right to file a complaint with UCare if you believe you have been discriminated
against in our health care programs because of any of the following:
•
•
•
•
•
•
•
•
•

Race
Color
National Origin
Creed
Religion
Sexual Orientation
Public Assistance Status
Age
Disability (including physical or
mental impairment)

Phone: 612-676-6500 or
1-866-457-7144 toll free
TTY: 612-676-6810 or
1-800-688-2534 toll free
Email: cag@ucare.org
Fax: 612-884-2021

•
•
•
•
•
•
•
•
•

Sex (including sex stereotypes and
gender identity)
Marital Status
Political Beliefs
Medical Condition
Health Status
Receipt of Health Care Services
Claims Experience
Medical History
Genetic Information

Mailing address
UCare
Attn: Complaints, Appeals and Grievances
PO Box 52
Minneapolis, MN 55440-0052
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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!

Fight health care fraud
Fraud is a contributing factor in 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.

If you suspect fraud, please contact UCare’s toll
free compliance hotline at 1-877-826-6847. You
can remain anonymous. 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

UCare’s MSHO is a health plan that contracts with both Medicare and the Minnesota Medical Assistance (Medicaid)
program to provide benefits of both programs to enrollees. Enrollment in UCare’s MSHO depends on contract renewal.

