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DEAR MEMBER,

Sendero Health Plans (Sendero) would like you to know about our website www.senderohealth.com. There are
many helpful items to read on our website. You can view and/or download information about the following topics on
the website:

Information about Sendero’s Quality Improvement Program including goals, processes and outcomes as related to care
and service.

Information about Sendero’s Case Management Program and how you or your caregiver may self-refer to the Program.
Information about Sendero’s Disease Management Program and how you may self-refer to any of the Programs.

Information about how to contact staff if you have questions about how we manage care and services (Utilization
Management-UM) and the toll-free number to call to contact staff.

The availability of TTY services.
Sendero’s policy prohibiting incentives for utilization management decision-makers.

A description of the availability of an independent external appeals process for utilization management decisions made
by Sendero.

Sendero’s member rights and responsibilities statement.
Information about benefits and services included in, and excluded from, coverage.

Information about our pharmacy procedures and coverage of drugs including copayments; Sendero’s drug list along

with restrictions and preferences; how to use pharmacy procedures; an explanation of limits and quotas; how to receive
coverage for non-formulary drugs and an explanation of how practitioners can provide information to support an exception;
and Sendero’s processes for generic substitution, therapeutic interchange, and step-therapy.

Information about copayments and other charges for which you are responsible.
Information about restrictions on benefits that apply to services obtained outside Sendero’s network or service area.

Information about how you may obtain language assistance to talk with us about how we manage care and services or to
obtain information about benefits, access to services and other issues.

Information about how you may submit a claim for covered services, if applicable.

Information about how you may find doctors in-network with information about how you may obtain information about
network practitioners and the professional qualifications of primary care and specialty care practitioners including medical
school attended, residency completed and board certified status.

How you may obtain primary care services, including how to choose and access a primary care practitioner.
How you may obtain specialty care and behavioral health services and hospital services.
How you may obtain care after normal office hours.

How you may obtain emergency care, including Sender’s policy on when to directly access emergency care or use
9-1-1 services.

How you may obtain care and coverage when you are out of Sendero’s service area.

How you may voice a complaint.

How you may appeal a decision that adversely affects coverage, benefits or your relationship with Sendero.
How Sendero evaluates new technology for inclusion as a covered benefit.

Sendero’s notice of privacy practices and confidentiality policies including what a “routine consent” is and how it allows
Sendero to use and disclose information about you; how Sendero uses authorizations and your right to approve the
release of personal health information not covered by the “routine consent,” how you may request restrictions on the use
or disclosure of personal health information, amendments to personal health information, access to your personal health
information or an accounting of disclosures of personal health information; Sendero’s commitment to protect your privacy
in all settings and Sendero’s policy on sharing personal health information with plan sponsors and employers.
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There is other useful information about Sendero and our services on the website. For example, our Physicians and Hospital
Directories allow you to select a physician or hospital that best meets your needs. You can search for a physician by specific
characteristics such as gender or language spoken; you can search for a hospital by location and name.

There are tools to help you manage your health on our website. A personal health assessment is available to help you assess
your current health and determine risks. It also allows you to track your progress in improving behaviors and lets you know
when to obtain preventive services. Our website also contains information and interesting tools to help you better understand
what you can do to improve your health.

If you would like more information about these items, please call the Member Service Department at 1-844-800-4693. The
most recent information about Sendero, our services and coverage of drugs is always available on our website.

Thank you,
Sendero Health Plans
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MEMBER RIGHTS AND RESPONSIBILITIES

As an Sendero Health Plans member, you have certain rights and responsibilities, as outlined below.

You have the right to:

Receive coverage for the medical benefits and treatment that is available when you need it and are handled
in a way that respects your privacy and dignity.

Receive information about your health benefit plan, services, practitioners and providers, member rights and
responsibilities, including information about services that are covered and not covered and any costs that
you will be responsible for paying.

Have a discussion and participate with your health care professional in health decisions and have your
health care professional give you information about your medical condition and your treatment options,
regardless of coverage or cost. You have the right to receive this information in terms and language you
understand.

Learn about any care you receive. You should be advised of who is available to assist you with any special
programs or services you receive and who can assist you with any requests to change programs or
services.

Voice complaints and appeals about Sendero or any practitioner or provider. Our process is designed to
hear and act on your complaint or concern about Sendero and/or the quality of care you receive from health
care professionals and the various places you receive care in our network; provide a courteous, prompt
response and guide you through our grievance process if you do not agree with our decision.

Make recommendations regarding our policies that affect your rights and responsibilities. If you have
recommendations or concerns, please call Customer Service at the toll-free number on your ID card.

You have the responsibility to:

Review and understand the information you receive about your health benefit plan. Please call Customer
Service when you have questions or concerns.

Understand how to obtain services and what supplies are covered under your plan.
Show your ID card before you receive care.

Understand your health condition and work with your doctor to develop treatment goals that you both agree
upon.

Follow the plans and instructions for care that have been agreed upon by you and your practitioner.
Supply information to Sendero and its practitioners and providers in order to provide care to you.

Pay all copays, deductibles and coinsurance for which you are responsible at the time service is rendered
or when they are due.

Keep scheduled appointments and notify the health care professional’s office ahead of time if you are going
to be late or miss an appointment.

Voice your opinions, concerns or complaints to Sendero Customer Service and/or your health care
professional.

Notify your plan administrator and treating health care professional as soon as possible about any changes
in family size, address, phone number or status with your health benefit plan if you decide to dis-enroll from
Sendero's programs

and services.
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HIPAA : NOTICE OF PRIVACY PRACTICE

This notice describes how Protected Health Information (PHI) about you or your child may be used and/or disclosed
and how you can get access to this information. Please review it carefully.

PURPOSE:

Sendero Health Plans (Sendero) is required by law to maintain the
privacy of Protected Health Information (PHI). We are required to
provide you with this notice of our legal duties and privacy
practices with regard to uses of PHI as well as inform you
regarding your individual rights. This notice explains the purposes
for which Sendero is permitted to use and disclose your PHI. In
this Privacy Notice, Sendero Health Plans is referred to as
“Sendero”. Protected Health Information is referred to as medical
information or PHI.

HOW SENDERO MAY USE AND DISCLOSE YOU OR YOUR
CHILD’S PHI:

1. PAYMENT — Sendero may use or disclose you or your child’s
PHI to pay or collect payment for you or your child’s health care.

2. HEALTH CARE OPERATIONS — Sendero may use or disclose

you or your child’s PHI for health care operations. This includes:

e Qactivities to assess and improve the quality of you or your
child’s health care;

e reviewing the competence, qualifications, and performance of
health plans; and

e engaging in business management or the general
administrative activities of Sendero.

3. FAMILY MEMBER, OTHER RELATIVE, OR CLOSE PERSONAL
FRIEND — Sendero may disclose you or your child’s PHI to a
family member, other relative or close personal friend if:

e the health information is related to that person’s involvement
with you or your child’s care or payment for you or your
child’s care; and

e you have had an opportunity to stop or limit the disclosure
before this occurs.

4. GOVERNMENT PROGRAMS - Sendero may disclose you or
your child’s PHI to another government agency offering public
benefits if:

e the information relates to whether you or your child qualify for
or are enrolled in Sendero and the law requires or specifically
allows the disclosure; or

e The other government agency has the same privacy
protections as Sendero, has programs that serve similar
types of people, and the disclosure is needed to coordinate or
improve how the programs are run.

5. HEALTH OVERSIGHT ACTIVITIES — Sendero may use or
disclose you or your child’s PHI to another government agency
authorized to conduct health oversight activities. Health oversight
activities may include investigating possible fraud in the

Sendero program.

6. PUBLIC HEALTH — Sendero may disclose you or your child’s

PHI for public health activities, which include:

e apublic health authority to prevent or control disease, injury,
or disability; and

e agovernment agency authorized to receive reports of child
abuse or neglect or reports of domestic violence.

7. SERIOUS THREAT TO HEALTH AND/OR SAFETY — Sendero

may use or disclose you or your child’s PHI if the use or disclosure

is needed:

e {0 prevent or lessen a serious and immediate threat to the
health and

e for law enforcement authorities to identify or catch an
individual who has admitted participating in a violent crime
that resulted in serious physical harm to the victim, unless
the information was learned while initiating or in the course
of counseling or therapy; or

e for law enforcement authorities to catch an individual who
has escaped from lawful custody.

8. OTHER LAW ENFORCEMENT PURPOSES — Sendero may

disclose you or your child’s PHI to a law enforcement officials, for

one or more for the following purposes:

e o comply with a subpoena;

e to comply with a lawful administrative request;

e o identify and locate a suspect, fugitive, witness, or missing
person;

e inresponse to a request for information about an actual or
suspected victim of a crime; or

e to alert a law enforcement official of a death that occurred
from criminal conduct.

9. FOR JUDICIAL OR ADMINISTRATIVE PROCEEDINGS —
Sendero may disclose you or your child’s PHI for judicial and
administrative purposes, including an order from a regular or
administrative court.

10. AS REQUIRED BY LAW — Sendero must use or disclose you
or your child’s PHI when a law requires the use or disclosure.

11. CONTRACTORS — Sendero may disclose you or your child’s
PHI to a contractor if the contractor; needs the information to
perform services for Sendero; and agrees to protect the privacy of
the information.

12. RESEARCH — Sendero may use or disclose you or your child’s
PHI for research if the Institutional Review Board or a Privacy
Board approves the use. The board will ensure that your privacy is
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protected. Uses and disclosures for research include:

e {0 allow a researcher to prepare a research project, as long
as the researcher agrees to keep the information confidential;

e research on your child’s health information, if your child dies.

13. OTHER USES AND DISCLOSURES — Sendero may use or

disclose you or your child’s PHI:

e to create health information that does not identify any specific
individual;

e tothe U.S. military or a foreign military for military purposes,
if your child is a member of the group asking for the
information;

e for purposes of lawful national security;

e 1o federal officials to protect the President and others;
to a prison or jail, if your child is an inmate of that prison
or jail, or to law enforcement personnel if your child is in
custody;

e o comply with workers’ compensation laws or similar laws;
and

e toassist in telling a family member/s or another person
involved in your child’s care about your child’s location,
general condition, or death.

YOUR RIGHTS:

You have the following rights regarding the PHI we maintain about
you and/or your child:

RIGHT TO REQUEST RESTRICTIONS — You have the right to
request a restriction or limitation on the PHI we use or disclose
about you for treatment, payment, or health care operations. We
are not required to agree to or abide by your request. If we do
agree, we will comply with your request unless the PHI is required
to provide you with emergency treatment or the agreement has
been terminated in accordance HIPAA guidelines. Requests must
be received in writing.

RIGHT TO REQUEST CONFIDENTIAL COMMUNICATIONS — You
have the right to request that we communicate with you about
medical matters in a certain way or at a certain location. For
example, you can ask that we only contact you by telephone at
work or that we only contact you by mail at home. Your request
must specify how, where, or when you wish to be contacted. We
will attempt to accommodate all reasonable requests.

RIGHT TO INSPECT AND RECEIVE A COPY — You have the right
to request access to inspect, receive a physical or electronic copy,
or be provided a summary of you or your child’s PHI or accounting
information. Under federal law, you may request an accounting
for a period of three years prior to the date the accounting is
requested.

RIGHT TO AMEND - If you believe that the PHI we have about you
is incorrect or incomplete, you may request an amendment. You
have the right to request an amendment for as long as the PHI is
kept by or for Sendero. You must include a reason that supports
your request. All requests for amendment should be made in

writing. We may deny your request for an amendment if it is not
in writing or does not include a reason to support the request. In
addition, we may deny your request if you ask us to amend

PHI that:

(1) was not created by us, unless the person or entity that created
the PHI'is no longer available to make the amendment; (2) is

not part of the PHI kept by or for Sendero; (3) is not part of the
PHI that you would be permitted to inspect and copy; or (4) is
accurate and complete. Sendero will notify you if we deny the
request and will include instructions as to how you may appeal
the request or file a complaint.

RIGHT TO BE NOTIFIED — You have a right to be notified
regarding an unlawful breach of unsecured PHI.

RIGHT TO AN ACCOUNTING OF DISCLOSURES - You have the
right to request an accounting of disclosures regarding your
health information.

INFORMATION MAINTAINED IN PAPER RECORDS - You may
request a record of disclosures that have been made to persons
or entities other than for treatment, payment, or health care
operations that have taken place in the past six (6) years.

RIGHT TO A COPY OF THIS NOTICE — You have the right to a
paper copy of this notice at any time. You may also obtain an
electronic copy of this notice at our web site,
www.Senderohealth.com.

If Sendero changes its privacy practices, it must notify you of the
changes by mailing a new Privacy Notice to your most recent
address. Sendero will mail the new Privacy Notice within 60 days
of the changes. The new practices will apply to all the health
information about you or your child, regardless of when Sendero
received or created the information.

If you have questions about this Notice or need more information
about your privacy rights, you may contact Sendero at
1-844-800-4693.

e |f you believe Sendero has violated your privacy rights, you
may file a complaint by contacting Sendero’s Privacy Officer,
at the phone number provided above. You may also file a
complaint with the Texas Attorney General’s Office at:
1-800-252-8011.

e U.S. Secretary of Health & Human Services at The Office of
Civil Rights at: 1-800-368-1019.

If you would like additional copies of this notice or require a
translation of this notice in another language, please contact us at
1-844-800-4693.
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