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You Are Covered for Health Care Rides

Your California Health & Wellness plan covers rides when you need health care and services.

This is also known as, routine medical transportation.

There is no added cost for this service.

Use this benefit when you need a ride to:

« Your doctor. « Pick up durable medical

« Your dentist. equipment, such as a

wheelchair or walker.
« A counselor.

« Ongoing care, such as

« The pharmacy, to pick up dialysis

medicine.

 Your home from the hospital.

How this benefit works
The types of rides you can schedule include:

« Non-Emergency Medical Transportation (NEMT)
- Vehicles with wheelchairs and gurneys.
- Call 48 hours in advance.

« Non-Medical Transportation (NMT)
- Car, van, taxi, rideshare and mass transit.
- Call 24 hours in advance.
- Rideshare arrives within one hour.

You can schedule rides to any place that offers medical care or
health care services. There is no mileage limit.

Please note: Mass transit rides must be scheduled 5 days in
advance. This is so we can mail you bus passes and/or tokens.

If you have
a medical

emergency,
please call 911
right away.



More tips for using this service
« You can bring one escort on your visit. The escort must
be 18 years of age or older.

- If you need a wheelchair or a car seat for your
ride, you must supply it.

- Please be ready at the scheduled pickup time.
Drivers are only required to wait 15 minutes
past your pickup time. Rideshare drivers will
only wait 5 minutes past the pickup time.

- Please call ModivCare as soon as you know
that your visit has been canceled or moved
to another date. This will help us to better
serve other members.

- If you don’t know when your health care visit
will end, please call 877-658-0305.
Press option 1. We will help you arrange for
your ride home.

To reserve a ride:

- Call ModivCare at 877-658-0305. Hearing-impaired
members, call TTY: 877-658-0305.

- Call between 7 a.m. and 7 p.m. Pacific time, Monday through
Friday.

- If you need interpreter services during the transport, call the
number on the back of your Member ID card for assistance.

« Please do not call more than 30 days before your health care visit
to reserve a ride.

- If you are not able to call, a family member, caregiver, or doctor
can call for you.

Please have this information ready when you reserve a ride:
« health plan member ID number.

» name and address of medical doctor.

« appointment date and time.

« pick-up time and address.

If you have a complaint or need help to resolve an issue, please contact the

California Health & Wellness Member Services Department Toll Free at
877-658-0305 (TTY: 711) 24 hours a day, 7 days a week.




Nondiscrimination Notice

California Health and Wellness follows State and Federal civil rights laws and does not discriminate, exclude
people or treat them differently because of sex, race, color, religion, ancestry, national origin, ethnic group
identification, age, mental disability, physical disability, medical condition, genetic information, marital status,
gender, gender identity or sexual orientation.

California Health and Wellness provides:

e Free aids and services to people with disabilities to communicate better with us, such as qualified sign
language interpreters and written information in other formats (large print, audio, accessible electronic
formats, other formats).

e Free language services to people whose primary language is not English, such as qualified interpreters and
information written in other languages.

If you need these services or to request this documentin an alternative format, contact the California Health and
Wellness Customer Contact Center at 1-877-658-0305 (TTY: 711), Monday through Friday, 8 a.m. to 5 p.m.

If you believe that California Health and Wellness has failed to provide these services or unlawfully
discriminated in another way, you can file a grievance with California Health and Wellness by phone, in writing,
in person or electronically:
e By phone: Call California Health and Wellness Plan Civil Rights Coordinator at
1-866-458-2208 (TTY: 711), Monday through Friday, 8 a.m. to 5 p.m.
e In writing: Fill out a complaint form or write a letter and send it to California Health and Wellness Plan Civil
Rights Coordinator, P.O.Box 10287 Van Nuys, CA91410-0287.
e |n person: Visit your doctor’s office or California Health and Wellness and say you want to file a grievance.
e FElectronically: Visit California Health and Wellness’s website at www.cahealthwellness.com.

You can also file a civil rights complaint with the California Department of Health Care Services,

Office of Civil Rights by phone, in writing or electronically:

e By phone: Call 916-440-7370. If you cannot speak or hear well, please call 711.

e |n writing: Fill out a complaint form or write a letter and send it to Deputy Director, Office of Civil Rights,
Department of Health Care Services, Office of Civil Rights, P.O.Box 997413, MS0009, Sacramento,
CA 95899-7413.
Complaint forms are available at http://www.dhcs.ca.gov/Pages/Language Access.aspx.

e Electronically: Send an email to CivilRights@dhcs.ca.gov.

If you believe you have been discriminated against because of race, color, national origin, age, disability or sex,
you can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office for Civil
Rights by phone, in writing or electronically:
e Byphone: 1-800-368-1019 (TDD: 1-800-537-7697).
e In writing: Fill out a complaint form or send a letter to U.S. Department of Health and Human Services,

200 Independence Avenue SW, Room 509F, HHH Building, Washington, DC 20201.

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

e Electronically: Visit the Office for Civil Rights Complaint Portal at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf.
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English: If you, or someone you are helping, need language services, call
1-877-658-0305 (TTY: 711). Aids and services for people with disabilities, like accessible PDF
and large print documents, are also available. These services are at no cost to you.
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Hindi: ¢ 31ueh!, a1 RSigert 319 7igg LS 3, W11 A0 =1RT, A shiet ot 1-877-658-0305 (TTY: 711)1
Toreret ARTT 3 T HRTraT X AT, S8 gty PDF 3t & fie 9t aeaas, ot Sucsu &1 3 8aT 31mes g
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Hmong: Yog hais tias koj, los sis ib tus neeg twg uas koj tab tom pab nws, xav tau cov kev pab
cuam txhais lus, hu rau 1-877-658-0305 (TTY: 711). Tsis tas li ntawd, peb kuj tseem muaj cov
khoom siv pab thiab cov kev pab cuam rau cov neeg xiam oob ghab tib si, xws li cov ntaub ntawv
PDF uas tuaj yeem nkag cuag tau yooj yim thiab cov ntaub ntawv luam tawm uas pom tus niam
ntawv loj. Cov kev pab cuam no yog muaj pab yam tsis xam nqi dab tsi rau koj them li.

Japanese: CEHEF-IXCBENYR—FLTWAANEEY—ERZRELT S5
&lE. 1-877-658-0305 (TTY: 711) IZEMWLVEHELESI LY, BAVEEELEDADT-
HIZ, OV TIVEPDFORELXFTEMEZRFF A Y MR EDWHE - —E
AHLEPH/LTVET, ChoDH—ERITEHTRESIATLET,
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Laotian: {janay, mumu‘fmmgmmumagaoacma Ao9naudanaucdwaga, tn

1-877-658- 0305 (TTY: 711). USZﬂiJ‘lJ wancgqaguaﬂvnauaaacma (L NAVVAINIUSIDVE
dnausnioe, cau (aNzs PDF znaﬂmocmmf)toavnan (€T (BNSTANLULLTVNCNE. N
d8naucgaiiclubiSsoucionautoettfcguaatns).

Mien: Da’faanh Meih, Fai Heuc Meih Haih Tengx, Oix Janx-kaeqv waac gong, Heuc
1-877-658-0305 (TTY: 711). Jomc Caux gong Bun Yangh mienh Caux mv fungc, Oix dongh eix
PDF Caux Bunh Fiev dimc, Haih yaac kungx nyei. Deix gong Haih buatc Yietc liuz maiv
jaax-zinh Bieqc Meih.

Punjabi: 7 3T, A ffA & 3H HeT S5 IJ I, § I AT & AgI3 I, 3
1-877-658-0305 (TTY: 711) '3 % a1 WU 3 B8 AT w3 Aere, i f udonm
PDF W3 23 fiic @8 TA3<H, < BuUsBYT J6| fog AL 393 B8 He3 Ial

Russian: Eciv Bam nnm 4yenoseky, KOTOPOMY Bbl MOMOraeTe, He0H6X0AMMbI YCYrn NepeBosa,
3BOHUTE no TenedoHy 1-877-658-0305 (TTY: 711). Kpome Toro, Mbl NpeAoCcTaBaAsem maTepuasbl 1
YCAYyrv ANAa Ntogemn ¢ orpaHNYeHHbIMN BO3MOXKHOCTAMM, HAaNpUMepP SOKYMEHTbI B CNeLmanbHOM
dopmate PDF nam HaneyaTaHHble KpynHbIM WPUGTOM. ITU yCIyrM NpeaoctaBastoTca becnnatHo.

Spanish: Si usted o la persona a quien ayuda necesita servicios de idiomas, comuniquese al
1-877-658-0305 (TTY: 711). También hay herramientas y servicios disponibles para personas
con discapacidad, como documentos en letra grande y en archivos PDF accesibles. Estos
servicios no tienen ningln costo para usted.

Tagalog: Kung ikaw o ang taong tinutulungan mo ay kailangan ng mga serbisyo sa wika,
tumawag sa 1-877-658-0305 (TTY: 711). Makakakuha rin ng mga tulong at serbisyo para sa
mga taong may mga kapansanan, tulad ng naa-access na PDF at mga dokumentong malaking
print. Wala kang babayaran para sa mga serbisyong ito.

Thai: MNnAUZaAuTina2EMEa 6a9n15U3N1TAIUAET TnT 1-877-658-0305 (TTY: 711)
uanNNUIIANULILLUIAUREUINTRIUNTUHNWNRAN LU PDF Mrndvlauasianssn
Aunauaina vsnswadlufisnldaasnsuna

Ukrainian: AKuio Bam abo ntoauHi, siki BM Jonomaraere, NnoTpibHi mocayru nepeknaay,
TenedpoHyiTe Ha Homep 1-877-658-0305 (TTY: 711). Mu TaKoxK Ha@aEMO MaTepianu Ta
NocAyrn Ansa Noaen 3 06MexXeHUMN MOXKANUBOCTAMM, AK-OT AOKYMEHTU B cneLia/ibHoOMy
dopmarti PDF abo HagpykoBaHi Bennknum wpudtom. Lii nocayru ana sac 6e3KoLTOBHI.

Vietnamese: Né&u quy vi hodc ai d6 ma quy vi dang gitup d& can dich vu ngdn ngit, hdy goi
1-877-658-0305 (TTY: 711). Ching téi cling cd san cdc tro gitp va dich vu danh cho ngudi
khuyét tat, nhu tai liéu dang ban in khé 1&n va PDF cé thé tiép can dwoc. Quy vi dwoc nhan
cac dich vu nay mién phi.
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