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Quality care for our members

Keystone First has a mission to help
people get care, stay well, and build
healthy communities.

Our Quality team supports this mission by monitoring the health
care and services you and your family get.

The Quality team works behind the scenes, but you can also find
us at the front line in your communities. This is one way we help
our members stay healthy and get the care they need. Here are
some other ways we help our members. The Quality team:

« Reaches out to help you get needed care and
health education.

« Creates programs to serve members with special health
care needs.

« Surveys members and providers and uses the answers to
improve our services.

« Reviews the quality of care and services given by Keystone First
providers like medical, dental, vision, and pharmacy.

To view our 2016 Quality Improvement (Ql) program
accomplishments and our goals for 2017, please visit
the Members section of www.keystonefirstpa.com and
click Getting care, and then click Quality Improvement
(Ql) program.

If you would like more information but do not have access to the
internet, please call Member Services at 1-800-521-6860
(TTY 1-800-684-5505).
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Prevent tooth decay with
1 easy step

Adding fluoride varnish to your child’s
dental care is an easy step to help prevent
tooth decay (cavities).

What is fluoride varnish?

Fluoride varnish is a protective covering painted on the top and sides
of teeth to keep teeth strong and to help stop cavities.

Is your child under the age of 5?7 Did you know that many primary care
practitioners (PCPs) can apply fluoride varnish to children’s teeth?
Your child’s PCP may apply fluoride varnish up to 4 times a year.
Talk with your child’s PCP about fluoride varnish at your child’s

next appointment.

Here are more ways to help keep your child’s mouth healthy:

v Make sure your child sees the dentist at least 2 times a year for
dental checkups.

v Help your child brush his or her teeth 2 times a day and floss
at least 1 time a day.

v Choose healthy foods to keep your child’s teeth healthy. Don’t give
them drinks or foods with a lot of sugar.

Have questions or need more information?

Call Member Services at 1-800-521-6860
(TTY 1-800-684-5505).

Member Services: 1-800-521-6860 (TTY 1-800-684-5505)

Congratulations
to our Children’s
Art Program first
place winners!

Sherlyn Jara, age 7
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The theme for 2017 was What do
you do to have a healthy mind,
healthy body, and healthy smile?

Be on the lookout for the 2018
Children’s Art Program theme
and application.




But they’re prescription drugs. How bad can they be?

Just because a drug or medicine was prescribed by a doctor doesn’t
mean it’s OK for anyone to take at any time. This is drug abuse.

Why do people abuse prescription drugs?

There are many reasons why people abuse prescription
drugs. Some of them could be:

» To feel good or get high.
« To go along with their friends.
« To help them concentrate.

« To see what it feels like.

What’s so bad about abusing
prescription drugs?

Your body could have a bad reaction to a medicine
you’ve never taken or in amounts you’ve never taken.
Some of these reactions could be:

» Mood swings or feeling angry.

o Depression.

« Trouble sleeping or staying awake.
o Anxiety.

« Addiction to other drugs.

« Relationship problems with friends or family.

More serious reactions could be:

» Trouble breathing.

« Coma (when you can’t wake up).
« Overdose.

« Death.

How can | safely get rid of medicine that
I don’t need?

Depending on the kind of medicine, you may be able to
dispose of the medicine yourself. But sometimes you
need to take it somewhere for special disposal. To find
out more, call your local pharmacy. You can also go to
www.disposemymeds.org or https://apps.ddap.pa.
gov/GetHelpNow/PillDrop.aspx for information and
locations that take your medicines.
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Do you, a friend, or a family member
need help?

If you think that you, a friend, or a family member need
help for prescription drug abuse, don’t wait until it’s too
late. Get help now.

Call 24 hours a day, 7 days a week:

Substance Abuse and Mental Health Services
Administration (SAMHSA) National Hotline:
1-800-662-HELP (4357)

TDD: 1-800-487-4889

For emergencies, call 911.

For behavioral health, drug, and alcohol treatment
in your county:

Bucks County 1-877-769-9784

Chester County 1-866-622-4228

Delaware County 1-888-207-2911

Montgomery County 1-877-769-9782

Philadelphia County 1-888-545-2600

Sources:

National Institute on Drug Abuse; National Institutes of Health; U.S. Department
of Health and Human Services.

Commonwealth Prevention Alliance for the PA Stop Opiate Abuse Campaign.



https://apps.ddap.pa.gov/GetHelpNow/PillDrop.aspx

Has your child had a checkup?

Regular well-child checkups are an important part of keeping your
child healthy and up to date on immunizations (shots).

During the checkup, your child will be weighed and
measured. The doctor will:

« Ask you questions about your child and your family.

« Do a physical examination.

« Check your child’s eyes, ears, nose, mouth, and teeth.
o Listen to your child’s lungs, heart, and stomach.

Your child may need to get immunizations (shots).

Shots help the body fight diseases. Each shot helps
fight a different disease.

Make sure your child gets all the shots he or she needs
before attending school. The Pennsylvania Department
of Health is changing the school immunization
regulations in August 2017. This change is to help make
sure all children attending school stay healthy.

¥ i

All children must get all the medically appropriate shots
they need or have a plan to get those shots before

attending school. Children who do not get the shots OUtgl‘OWIng your
they need may not be able to attend school. H 0~
g g pediatrician? Choose
Talk with your child’s doctor if you have questions =
about what shots your child needs to attend school. the rlght PCP‘

You can also visit www.dontwaitvaccinate.pa.gov for

more information. You may be entering adulthood and will soon be

responsible for your own health. An important

step to staying healthy is to pick a primary care

« Ask the doctor about your child’s body mass index practitioner (PCP) that is right for you as you
(BMI) percentile. BMI percentile uses your height and become an adult.
weight to measure your body fat. BMI percentile is a
way for your child’s doctor to see how your child’s
height and weight relates to other children of the
same sex and age. BMI percentile is used by many
doctors to see if a child is at a healthy weight.

Your child’s well-child checkup is a great time to:

Most pediatricians will see you until you reach age
21. It is important to talk with your pediatrician
about choosing a new PCP. Also, make sure to ask
your pediatrician for your medical records. Bring
your medical records with you to your first visit
with your new PCP. This will help your new PCP
know your health history.

« Talk with your child’s doctor about your child’s
development and safety issues.

« Ask any questions you might have about your

child’s health. Need help finding a new PCP?
Call Member Services at 1-800-521-6860
If you need help making an appointment or need help (TTY 1-800-684-5505).

getting to the doctor’s office, call Member Services at
1-800-521-6860 (TTY 1-800-684-5505).

Member Services: 1-800-521-6860 (TTY 1-800-684-5505)




Beat the summer heat

Don’t let the heat get the best of you this summer. Use these tips
to stay cool and safe.

Stay in the shade under a tree or umbrella when Heat exhaustion can occur when you are out in hot
outdoors. temperatures for a long time. Some signs of heat

. _ exhaustion are:
Stay indoors during the hottest part of the day

(between 10 a.m. and 4 p.m.).

Feeling dizzy or tired.
o . ) « Sweating a lot.
Dress cool by wearing light colors and lightweight
clothing. « Headaches.
L » Dark-colored urine.
Protect your skin with sunscreen that has a sun

protection factor (SPF) of at least 15, and reapply it » Fainting.

every 2 hours. Heat exhaustion is serious. It is important to get out of
the sun and get care right away. If you are not sure if
you have heat exhaustion, call your doctor. You can

also call the Keystone First Nurse Call Line at
Protect your eyes by wearing a hat and sunglasses. 1-866-431-1514 (TTY 711).

Drink water even if you don’t feel thirsty, especially
when you are active.
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Domestic Abuse and
Trauma

Trauma is common when there is domestic abuse.
Trauma is also common when a person has a problem
with mental health, alcohol or drugs. If these things
happen all at once, it can be a lot for a person to
manage. Trauma can affect kids and adults.

Trauma can be caused by an event that happens only
one time. Trauma also can be caused by events that
keep happening over a period of time. Causes of
trauma related to domestic abuse may be:

o Sexual or physical abuse « Denial of food or

- Mental or emotional medicine

abuse « Forced use of drugs or
« Neglect alcohol
« Isolation « Witness to abuse

« Denial of freedom or
choices

Trauma affects people in different ways. To cope with
trauma, a person may use drugs or alcohol. This is not
a safe way to cope with trauma. A person may lose a
home or job because the trauma reduces the ability to
work. Traumatic events may cause urgent health issues
such as diseases, bruises, broken bones or burns.
Physical or mental health problems may be ongoing as
a result of trauma. These may include:

o Diabetes « Depression

« Heart or stomach o Anxiety
problems « Paranoia

« Feeling suicidal « PTSD

« Starvation « Taking sexual risks

» Eating disorders

These effects of trauma can be life-long. With good

support, the effects of trauma may be reduced or last

only a short time. Coping with trauma should not be

only the victim’s burden. The person who is causing

the trauma must also seek help and stay away from To find the domestic abuse program nearest you, visit

the person he or she is hurting. www.pcadv.org and click on Find Help or use the Find
Help map on the home page.

This article is brought to you by the Department of
Human Services. To reach the National Domestic Violence Hotline, call

1-800-799-SAFE. For TTY, call 1-800-787-3224.

Member Services: 1-800-521-6860 (TTY 1-800-684-5505)




What to do if you ...

... Need health care services

Call your doctor or primary care practitioner (PCP) for an appointment. Your doctor is the first person to call

if you have any questions about your health. If your doctor thinks you need surgery or other special treatment,
you can ask to see another doctor. This is called getting a “second opinion.” If you want a second opinion, ask your
PCP to refer you to another specialist in a different practice within the Keystone First network.

.. Need special services

Sometimes members have special medical conditions. Keystone First can help with behavioral health, dental, or
eye care; community organizations; and social service agencies.

.. Need care after hours or when your doctor’s office is closed

If you need care when your doctor is not available and it is not an emergency, call the Nurse Call Line at
1-866-431-1514 (TTY 711), visit an urgent care center, or leave a message for your doctor to call you back.
If it is an emergency, call 911 or go to the nearest emergency room.

.. Need help finding a doctor

Check our online provider directory to find a doctor close to your home. If a Keystone First doctor in our specialist
network cannot provide a medically necessary, covered service, we will approve for you
to see a doctor out of the Keystone First network.

.. Get a bill from a health care provider

As a Keystone First member, you don’t have to pay for medically necessary covered services*

.. Want to voice a dissatisfaction

If you have questions or concerns about your Keystone First benefits or services, please call Member Services or
follow the directions in your Member Handbook.

.. Want to file a complaint or grievance, or request a fair hearing

We can help you with a complaint, grievance, or fair hearing. Call Member Services or follow the directions in
your Member Handbook.

Need more information and don’t have access to the internet or a Member Handbook? Call Member Services at
1-800-521-6860 (TTY 1-800-684-5505).

*There may be times when you will have to pay a copayment.
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Do You Know Someone Who
Needs WIC?

s PENNSYLVANIA
The Pennsylvania Women, Infants and Children (WIC) Program is here to

- WIC support and help eligible pregnant, postpartum and breastfeeding women,

quENlNFANTS CHILDREN infants and children up to age 5. If you are pregnant—don’t wait—call WIC
today!

“Applying for WIC was the best decision! WIC has helped me improve my
diet during my pregnancy and I’'m a better role model for my children. We
eat more fresh veggies and whole grains!” — WIC Mom

Did you know?

« WIC provides free nutrition information, healthy foods, breastfeeding
support and referrals to other helpful programs.

o WIC will save you money at the grocery store!
« If you receive SNAP, MA or TANF, you may also apply for WIC.
« WIC helps working families and the unemployed.

« If you are a father, mother, grandparent or other legal guardian of a child
under age 5, you can apply for WIC for your child.

« Foster children under age 5 qualify for WIC.

« WIC does not require proof of citizenship.

WIC Income Guidelines increased July 1, 2017

Household Size *Monthly (Approx.)

1 $1,859
2 2,503
3 3,148
4 3,792
For each additional
person, add: $645

*Income (before taxes) effective July 1, 2017. For each unborn infant, add one to household size.

Get started online at PAWIC.COM or call 1-800-WIC-WINS
(1-800-942-9467).

PA WIC is funded by the USDA. This institution is an equal opportunity provider.

This article is brought to you by the Department of Human Services.

Formulary

For the most up-to-date formulary list, visit www.keystonefirstpa.com. You can also call Member Services at
1-800-521-6860 (TTY 1-800-684-5505).

Member Services: 1-800-521-6860 (TTY 1-800-684-5505)




Keystone First Nondiscrimination Notice

Coverage by Vista Health Plan,
an independent licensee of the Blue Cross and Blue Shield Association.

Keystone First complies with applicable Federal civil rights laws and does not discriminate on the basis of
race, color, national origin, age, disability, creed, religious affiliation, ancestry, sex gender, gender identity or
expression, or sexual orientation.

Keystone First does not exclude people or treat them differently because of race, color, national origin, age,
disability, creed, religious affiliation, ancestry, sex gender, gender identity or expression, or sexual orientation.

Keystone First provides free aids and services to people with disabilities to communicate effectively with us,
such as:

 Qualified sign language interpreters « Written information in other formats (large
print, audio, accessible electronic formats,
other formats)

Keystone First provides free language services to people whose primary language is not English, such as:

« Qualified interpreters « Information written in other languages

If you need these services, contact Keystone First at 1-800-521-6860 (TTY 1-800-684-5505).

If you believe that Keystone First has failed to provide these services or discriminated in another way on the
basis of race, color, national origin, age, disability, creed, religious affiliation, ancestry, sex gender, gender
identity or expression, or sexual orientation, you can file a complaint with:

Keystone First, The Bureau of Equal Opportunity,
Member Complaints Department, Room 223, Health and Welfare Building,
Attention: Member Advocate, P.O. Box 2675,

200 Stevens Drive Harrisburg, PA 17105-2675,

Philadelphia, PA 19113-1570 Phone: (717) 787-1127, TTY/PA Relay 711,
Phone: 1-800-521-6860, TTY 1-800-684-5505, Fax: (717) 772-4366, or

Fax: 215-937-5367, or Email: RA-PWBEOAO@pa.gov

Email: PAmemberappeals@amerihealthcaritas.com

You can file a complaint in person or by mail, fax, or email. If you need help filing a complaint,
Keystone First and the Bureau of Equal Opportunity are available to help you.

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights electronically through the Office for Civil Rights Complaint Portal, available
at https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at:

U.S. Department of Health and Human Services,
200 Independence Avenue S.W.,

Room 509F, HHH Building,

Washington, DC 20201,

1-800-368-1019, 800-537-7697 (TDD).

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.



ATTENTION: If you speak English, language assistance services,
free of charge, are available to you.

Call: 1-800-521-6860 (TTY: 1-800-684-5505).

ATENCION: Si habla espaiiol, tiene a su disposicion servicios gratuitos de asistencia lingiiistica. Llame al
1-800-521-6860 (TTY: 1-800-684-5505).

BHUMAHUE: Ecnu Bbl roBOpUTE HAa PYCCKOM $I3bIKE, TO BaM JOCTYIIHbI OECIUIaTHBIE YCIIYTH EPEBO/A.
3Bonute 1-800-521-6860 (Teseraiin: 1-800-684-5505).

AR MRATERERTX, EULRRERESEIRSE. HEE 1-800-521-6860
(TTY : 1-800-684-5505),

CHU Y: Néu ban néi Tiéng Viét, co cac dich vu hd trg ngdn ngit mién phi danh cho ban.
Goi s0 1-800-521-6860 (TTY: 1-800-684-5505).

a s Jaat) laally el 3l 55 4 sl sae Laall ciladd o dalll 3 Gaaati i€ 13) 1ida pale

(1-800-684-5505 :2S) 5 aall Ciila 43 ) 1-800-521-6860

e feelgie; durSer SAurelr a’lmooa— Hol UTSeh! TATET 9T FETIaT HAEE ook TIAT ITeleY]
o | BT II6IE 1-800-521-6860 (fefears: 1-800-684-5505) |
FO St=HE AMETIAlE 22, 8 N& MEIAE 222 0185t == JUSLICH
1-800-521-6860 (TTY: 1-800-684-5505) B12 2 M3loll =&AL,

UHss 1I00SMESSUNW MaNTS], IuNSSWIRAM N NS SSS WU
AHGEISINUUITHMY G §I001) 1-800-521-6860 (TTY: 1-800-684-5505)

ATTENTION : Si vous parlez frangais, des services d'aide linguistique vous sont proposes gratuitement.
Appelez le 1-800-521-6860 (ATS : 1-800-684-5505).

2003[gq$ - 220000¢) 20E2005 [g§ w00t 63 elgpdlon 9200007 30p2eR8I g1 0ESRND
8odea0ngodeo:dlepdi ©$:50105 1-800-521-6860 (TTY: 1-800-684-5505) o3 I3l

ATANSYON: Si w pale Kreyol Ayisyen, gen sevis €d pou lang ki disponib gratis pou ou. Rele 1-800-521-6860
(TTY: 1-800-684-5505).

ATENCAO: Se fala portugués, encontram-se disponiveis servigos linguisticos, gratis. Ligue para
1-800-521-6860 (TTY: 1-800-684-5505).

TH FEA: T SAA TRAL, FAT TN ANEH, O f:AT6T ST 2! ANEAT THerw 9wl & Fg 1-800-521-6860
(TTY: 1-800-684-5505)1

KUJDES: Nése flitni shqip, pér ju ka né dispozicion shérbime té asistencés gjuhésore, pa pagesé. Telefononi né
1-800-521-6860 (TTY: 1-800-684-5505).

YUsll: A dA Ix2Al sl &, Al (:ges Gl UslA AN dAHRL HIZ GUAK B. Slot 53
1-800-521-6860 (TTY: 1-800-684-5505).

www.keystonefirstpa.com



Keystone First
200 Stevens Drive
Philadelphia, PA 19113-1570

- - Ve
Want the newsletter in cQuiere el boletin
Spanish? informativo en espanol?
You can find the member newsletter in Spanish on Usted puede encontrar el boletin informativo del
our website. Visit the Spanish member center at miembro en espanol en nuestro sitio de Internet.
www.keystonefirstpa.com and click on Informacién Visite el centro para los miembros en espanol en
de enfermedades y la salud and then Boletin del www.keystonefirstpa.com y haga clic en Informacion
miembro. You can also call Member Services at de enfermedades y la salud y luego Boletin del
1-800-521-6860 (TTY 1-800-684-5505) to get miembro. Para obtener una copia, también puede
a copy. llamar el departamento de Servicios al Miembro al

1-800-521-6860 (TTY 1-800-684-5505).

Keystone First complies with applicable federal civil rights laws and does not discriminate on the basis of race,
color, national origin, age, disability, creed, religious affiliation, ancestry, sex gender, gender identity or
expression, or sexual orientation.

ATTENTION: If you speak English, language assistance services, free of
charge, are available to you. Call 1-800-521-6860 (TTY 1-800-684-5505).

Atencion: Si habla espaiiol, tiene a su disposicion servicios gratuitos de asistencia lingiiistica. Llame al
1-800-521-6860 (TTY 1-800-684-5505).

Buaumanue: Eciu BbI roBOpUTE Ha pyCCKOM SI3BIKE, TO BaM JOCTYITHBI O€CIUIaTHBIE YCIYTH TTEPEBO/IA.
3Bonute 1-800-521-6860 (Tesreraiin 1-800-684-5505).

For the full nondiscrimination notice, go to www.keystonefirstpa.com.

Coverage by Vista Health Plan, an independent licensee
of the Blue Cross and Blue Shield Association. D .
"l Keystone First
All images are used under license for illustrative purposes only. o
Any individual depicted is a model.
100KF-17271 www.keystonefirstpa.com
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