


Welcome

to Group Health Cooperative
of South Central Wisconsin
(GHC-SCW)!

Thank you for choosing GHC-SCW
as your health care provider.

M GET STARTED!

To get the best care possible, we encourage As a GHC-SCW member-owner, you play
you to take these quick steps! gn active role in your health care, so it's
important that you stay up-to-date on
what'’s happening in your Cooperative. And
as a non-profit, we're focused on green
initiatives that better our community which
means connecting and communicating

with you online. Stay connected and help
Transition your care. If you're coming to us from a different us go paperless!

health care organization, we want to help make your transition as
seamless as possible. You'll want to complete a Transition of Care
form and transfer existing: Sign-up today at

ghcscw.com/ghcmychart
to receive our member
newsletter, HouseCall, and

Specialty care treatment so we can help provide continuity of our regular electronic member
your care. communications.

Activate your online GHCMyCharts™ account. Schedule
appointments, refill your prescriptions, view select test results
and more! Visit ghcscw.com/ghcmychart to get started.

e Medical records so we can better understand your medical
history.

Medications so we can help you avoid gaps in your

medication regimen. Follow-us on Facebook
and Twitter to get the most

Choose your Primary Care Provider (PCP). To view our PCPs, visit up-to-date information as it
ghescw.com and select, “Clinic or Provider.” happens!
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@ Your Primary Care Clinic

Your primary care clinic is your first point

of contact for all your health care needs.
Anytime you need medical care (except for
emergencies), call your primary care clinic for
an appointment or to speak with your PCP’s
nursing staff.

@ GHC-SCW Urgent Care Clinic

Urgent care is for non-life-threatening
conditions that need to be treated that same
day or after business hours. These conditions
typically cause unusual discomfort.

Physical therapy is available for some injuries
at the GHC-SCW Urgent Care Clinic at Capitol
Clinc.

@ Emergency Care

Emergency care is for life-threatening medical
conditions (including severe symptoms) that
can cause serious danger to your health.

If it is not possible to go to your designated
hospital, go to the nearest hospital emergency
room or call 911.

GHC-SCW Primary Care Clinics

Capitol Clinic:

East Clinic:

DeForest Clinic:

Hatchery Hill Clinic:

Madison College Community Clinic:
Sauk Trails Clinic:

Additional GHC-SCW Clinics

Capitol Regent Mental Health Clinic:

Complementary Medicine Central Clinic:

Princeton Club West PT/0T Clinic:

Examples of conditions include:

e Back Pain

e Ear Pain

e Colds and Flu

e  (Cuts, Scrapes or Bruises
e  Eye Irritation

e Fever

e  Migraine Headaches

(608) 257-9700
(608) 222-9777
(608) 846-4787
(608) 661-7200
(608) 441-3220
(608) 831-1766

(608) 441-3290
(608) 662-5090
(608) 662-5060

Sore Throats

Simple Bone Fractures
(not through skin)

Sprains
Skin Rashes
Urinary Burning

Contact the GHC-SCW Urgent Care Clinic at Capitol Clinic to schedule
an appointment. Appointments are made to better serve your same-day
access needs. Call the GHC-SCW Urgent Care Clinic at (608) 442-8100.

Examples include:

e Alcohol or Drug Overdose
e Amputations or Severe
Lacerations

e  Complex Bone Fractures
(through skin)

e  Complications During Pregnancy
e  Facial or Eye Trauma

Heart Attack/Chest Pain
Knife/Gunshot Wounds
Loss of Consciousness
Poisoning

Respiratory Problems
Severe Burns

Stroke
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BN GET CARE! F

GHC NurseConnect

GHC NurseConnect is your 24/7 nurse advice line when
you need general care advice over the phone. It's staffed
exclusively by GHC-SCW Registered Nurses - nurses you
already know and trust. Call (608) 661-7350 or toll free at
(855) 661-7350!

virtuwell

Get better faster and save a trip to the clinic. Visit virtuwell,
your 24/7 online clinic, where you can get a diagnosis and
treatment plan in just a few minutes.

Visit ghcscw.com/virtuwell to learn more.

Behavioral Health

We offer a full range of mental health, addiction services
and health behavior interventions for children, adolescents
and adults. Members can access GHC-SCW mental

health services directly, without referral, by contacting any
GHC-SCW clinic. Substance use and addiction services are
provided by our UW Health partner, UW Health Behavioral
Health and Recovery. Call (608) 282-8270 to contact them
directly without a referral.

Primary Care Behavioral Health

At GHC-SCW, we believe in caring for your mind, body
and spirit. Our PCPs and Behavioral Health Providers work
together to support your overall physical and emotional
health and well-being by offering easy-to-access behavioral
health consultations in your GHC-SCW primary care clinic.

Eye Care

GHC-SCW optometry schedules are open six months in
advance, so contact them early to get a time that fits your
schedule. Make an appointment through GHCMyCharts" or
call (608) 257-7328.

oooooooooooooooooooooooooooooooooooooooooooooooooo

For Urgent and Emergency Mental
Health Crisis

For immediate help with an urgent mental health crisis, 24-
hour crisis intervention services are available for GHC-SCW
members. You will be assisted by a nurse or an on-call crisis
counselor who will help you address your most pressing
concerns, your safety and your follow-up service needs.

If you are considering suicide, call the GHC-SCW Urgent Care
Clinic 24 hours a day at (608) 442-8100.

If your situation is immediately life-threatening, please call 911
or safely get yourself to the nearest hospital emergency room.

Physical and Occupational Therapy
(PT/OT)

Our PT and OT staff work directly with your PCP to make
sure that you are receiving comprehensive treatment for
your injury or condition. Call (608) 662-5060 to schedule
a standard PT/0T appointment. Call (608) 442-8100 to
schedule an Urgent Care PT/0T appointment.

GHC-SCW Pharmacies

Conveniently refill your medications at our GHC-SCW
Pharmacies using GHCMyChartsM, Our pharmacies are non-
profit and offer competitive prices. Our pharmacy staff takes
time to answer your questions and work closely with your
GHC-SCW provider to coordinate your treatment.

(608) 257-9732
(608) 661-7242
(608) 257-4869

Capitol Clinic:
Hatchery Hill Clinic:
Sauk Trails Clinic:

Group Health
CH Cooperatlve

of South Central Wisconsin

QUESTIONS? Call Member Services at (608) 828-4853 or toll free at (800) 605-4327.




i IMPORTANT CONTACT INFORMATION!

GHC-SCW Member Services

Our Member Services team can help you with questions or
concerns about your medical care and insurance coverage.
Call (608) 828-4853 or toll-free at (800) 605-4327 and
request Member Services.

Email: member_services@ghcscw.com
En Espaiiol: (855) 243-8454
Interpreter Services: (608) 661-7215

Care Management

Prior authorizations, coordination of care, continuing care
and durable medical equipment needs should be directed
to the GHC-SCW Care Management department. The
GHC-SCW Care Management department should also be
contacted within 48 hours whenever emergency services
have been provided. Call the GHC-SCW Care Management
department at (608) 257-5294.

Claims

Claims or unpaid bills should be directed to the GHC-SCW
Claims department. Bills for services provided can be
mailed to the GHC-SCW Administrative Office. Please
include your member number. Call the GHC-SCW Claims
department at (608) 251-4526.

Coordination of Benefits

Questions about other coverage in addition to your
GHC-SCW plan (i.e., secondary insurance, Medicare,
Medicaid) should be directed to the GHC-SCW Coordination
of Benefits Department. Call GHC-SCW Coordination of
Benefits at (608) 251-4156 x4269.

Enroliment

Questions about the status of a submitted application or
requests for an identification card should be directed to
the GHC-SCW Enrollment department. Call the GHC-SCW
Enrollment department at (608) 260-3170.

oooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooo

Patient Financial Coordinator

The Patient Financial Coordinator can help you estimate
out-of-pocket costs for services rendered at GHC-SCW
clinics based on your individual insurance plan.

Email pfc@ghcscw.com or call (608) 662-4990.

Privacy

We promise you that GHC-SCW staff is committed

to protecting the privacy and security of your health
information. For questions related to privacy, call the Ethics
and Fraud Reporting Hotline at (844) 480-0055.

Administrative Offices

1265 John Q. Hammons Drive, Suite 200
Madison, Wl 53717-1962
Phone: (608) 251-4156

Medical Billing

Questions about medical bills or unpaid bills for services
rendered at one of our GHC-SCW Clinics, questions

about subrogation claims and questions about workers
compensation claims should be directed to our medical
billing department. Bills for services provided can be mailed
to the GHC-SCW Administrative Office. Please include your
member number. Call GHC-SCW Medical Billing at

(608) 251-4138.

Premium Billing

For premium billing questions for individual or group plans,
call (608) 251-4156 x4587.
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Group Health Cooperative of
South Central Wisconsin (GHC-SCW)

YOUR LOCAL, NON-PROFIT, MEMBER-OWNED, HEALTH CARE COOPERATIVE

GHC-SCW isn’t your standard health care company. We exist to serve our members, and we value our cooperative
spirit. We pioneered the HMO movement as Dane County’s first HMO, and today we are a nationally-recognized
leader in health care with a history of many other trailblazing firsts. We provide the entire spectrum of managed
health care services, including insurance, primary care and select specialty care, in six Madison-area clinics. From
our commitment to a non-profit, member-owned cooperative care model to the investments made in the benefits
and the well-being of our employees, we believe in the culture of exceptional care.

Our Mission

Our mission is to provide accessible, comprehensive, high-quality health
care and outstanding service in an efficient and personalized manner.

Our Vision Our Beliefs
GHC-SCW will be a leader among health plans in providing high quality In the ever-changing health care
medical care, impeccable service and competitive benefit levels and landscape we are committed to

premium rates. GHC-SCW will maintain consistent membership growth diversity, inclusion and equity.

and a sound financial return each year.
¢ We believe health care is a

Our Values human right.
Our success is driven by an unwavering belief in five common values e We believe in treating all
which guide our work and shape the way we behave each day to deliver people with dignity and

the best possible member experience. respect.
e Patient-centered
e Community involved

e We believe there is strength

 Non-profit cooperative in diversity.
: Inn0\_/at|vg e We believe equity
* Quality-driven celebrates our humanity.

Our Commitment to Excellence

Every day, we strive to be and do the very best for our members. GHC-SCW is one of just two health
plans in the nation to receive a rating of 5 out of 5 in NCQA's Private Health Insurance Plan Ratings
2018-2019 and we're Wisconsin’s first and only health plan to receive NCQA's highest rating.*

LEARN MORE AT GHCSCW.COM

*National Committee for Quality Assurance (NCQA) Private Health Insurance Plan Ratings 2018-2019.

...........................................................................................................................
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Get to know

The GHC

Experience
Guarantees™

What is the GHC Experience GuaranteeS™?

The GHC Experience Guarantees™ is a promise that every patient and
member gets the best experience every time. Starting August 31,
2018, if you have an experience at a GHC-SCW clinic that fails to
meet your expectations in any way, you can visit GHCSmartCare.com
to download the GHC Experience GuaranteeS™ App. Using the app,
you can tell us about your experience and at your request, we will
refund some or all of your out-of-pocket costs associated with the
visit.

Why has GHC-SCW decided to launch the GHC Experience
Guarantees™?

For the last two decades, GHC-SCW has earned an “Excellent”
accreditation status from the National Committee for Quality
Assurance (NCQA). We're the only clinics in the area with Level 3
Patient-Centered Medical Home recognition and we're continuously
one of the highest-rated health insurance plans in the nation. We're
confident that we're providing the very best care in Wisconsin — so
confident that we're willing to stand behind it with a money-back
guarantee. We think our members deserve that. After all, in every
other industry, customers have the opportunity to get a refund when
they’re unsatisfied — we are proud to set the standard for customer
service in health care.

How does the GHC Experience Guarantees™ App work?

Starting August 31, 2018, if you have an experience at a GHC-SCW
clinic that fails to meet your expectations, visit GHCSmartCare.com,
tap the app to download and tell us about it. Using the app, you can
request a refund for some or all of your out-of-pocket costs (up to
$2,000). You trusted us with your care, so we will trust you to tell us
what your experience was actually worth. The app is compatible with
all devices and the form takes just moments to complete.

What does the GHC Experience GuaranteeS™ cover and when

am | eligible?

Your refund request must be made no more than six months after
your date of service. The GHC Experience GuaranteeS" only covers
visits to GHC-SCW clinics or providers that occurred on or after
August 31, 2018.

Group Health Cooperative of South Central Wisconsin (GHC-SCW)
MK18-80-1(1.19)FL

Experience
Guarantee

What can | expect once | submit my feedback through the GHC
Experience Guarantee™ App?

If you have requested to talk to us or have requested a refund, you
will receive a call from our Member Experience Team within three
business days. They will speak with you on the phone and help
process your refund if needed. If you requested to have some or all
of your out-of-pocket costs refunded (up to $2,000), the Member
Experience Team will work with you to be sure it is returned to you
through your original method of payment within five business days.

What is not covered through the GHC Experience GuaranteesV?

e Visits to any non-GHC-SCW clinics including UW Health,
University Hospital or Regional Network Providers.

e Disagreements with your provider’s medical opinion, medical
decision-making or refusal to provide or prescribe a particular
medication.

If I use the GHC Experience Guarantees™ App, will my private health
information bhe safe?

Yes, bank-grade security protocol is in place to safeguard your
privacy and personal health information. We will never share your
private health information with any outside organizations.

What will you do with the information collected in the GHC Experience
Guarantee®™ App?

We're always looking for ways to learn from and engage with our
members. All feedback — positive and negative — collected through
the GHC Experience Guarantee®™ App will be reviewed and analyzed
to help us improve our Cooperative. Your feedback will not be
connected to your medical record.

What should I do if | have additional questions about the

GHC Experience Guarantees“?

We've formed a Member Experience Team that can answer your
questions and guide you through the GHC Experience GuaranteeS
App if needed. To speak with our Member Experience Team, call
(608) 828-4853 or toll free at (800) 605-4327.
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LEGEND

@ Hospital and Primary Care Clinic Locations
© Primary Care Clinic Locations Only

© Hospital Locations Only

SELECT A PROVIDER

P Visit ghcsew.com, click on “Clinic or
Provider” and select your Network.

Indicate your chosen provider and
clinic on your GHC-SCW insurance
application or call Member Services

at (608) 828-4853 or toll-free at
(800) 605-4327 and request Member
Services.

»  For a printed copy of our provider
directory, please call Member Services.

Highland ©

Fennimore @ Montfort @
@ Lancaster

Platteville ©

@ Ccassville
@ Potosi

oooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

@ If you live or work in Columbia, Dane, Grant,
lowa, Jefferson, Juneau, Lafayette or Sauk
Counties, you are eligible to choose either the

@© Necedah HMO or POS Plan.
) If you work in Columbia, Dane, Grant, lowa,

@© New Lishon Jefferson, Juneau, Lafayette or Sauk Counties
but you live outside of those 8 Counties, you are
eligible to choose the HMO, POS or PPO Plan.

@ Eiroy @ Mauston
© oxford
@ Wisconsin Dells
© Reedshurg © Portage
Lodi
@ Plain © Prairie du S©ac -
@ sauk City © DeForest
@ Spring Green @ Mazomanie
@ Cross Plains
@ Madison ® Cottage Grove © Lake Mills
© Barneveld @ Fitchburg 9 loft;nsnn crepk
Dodgeville © Mount Horeb @ @ Verona @ Cambridge © Jefferson

@ stoughton @ Fort Atkinson

@ Mineral Point @ Belleville © Whitewater

Argyle @
@ Darlington

@© Cuba City

Group Health Cooperative of South Central Wisconsin (GHC-SCW)
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PRIMARY CARE CLINICS

COLUMBIA COUNTY

Lodi
e Lodi Clinic — Sauk Prairie Healthcare

Portage
e Portage Clinic — Divine Savior Healthcare
e UW Health — Portage Clinic

DANE COUNTY

Belleville
e UW Health — Belleville Family Medicine Clinic

Cottage Grove
e UW Health — Cottage Grove Clinic

Cross Plains
e UW Health — Cross Plains Clinic

DeForest
o GHC-SCW DeForest Clinic

Fitchburg
e GHC-SCW Hatchery Hill Clinic

Madison
e GHC-SCW Capitol Clinic
e GHC-SCW East Clinic
GHC-SCW Madison College Community Clinic
GHC-SCW Sauk Trails Clinic
Joyce and Marshall Erdman Clinic —
Access Community Health Centers
UW Health — Northeast Family Medical Center
e William T. Evjue Clinic —
Access Community Health Centers
e Wingra Family Medical Center —
Access Community Health Centers

Mazomanie
e Wisconsin Heights Clinic —
Sauk Prairie Healthcare

Mount Horeb
o UHH Mount Horeb Clinic
o UW Health — Mount Horeb Clinic

Stoughton
e UW Health — Stoughton Clinic

Verona
o UW Health — Verona Clinic

HOSPITALS

COLUMBIA COUNTY

Portage
e Divine Savior Hospital

DANE COUNTY

Madison

e UnityPoint Health - Meriter

e UW Health at The American Center
e UW Health University Hospital

Stoughton
e Stoughton Hospital

GRANT COUNTY

Cassville
e Grant Regional Community Clinic Cassville

Cuba City
e Southwest Health — Cuba City

Fennimore
e High Point Family Medicine - Fennimore

Lancaster

e Grant Regional Health Center Clinic Lancaster
e Family Medical Center

e High Point Family Medicine - Lancaster

Montfort
e UHH Montfort Clinic

Platteville
e Southwest Health — Platteville

Potosi
e Potosi-Tennyson Medical Clinic

IOWA COUNTY

Barneveld
e UHH Barneveld Clinic

Dodgeville
e Dodgeville Medical Center of UHH

Highland
e UHH Highland Clinic

Mineral Point
e Mineral Point Medical Center of UHH

JEFFERSON COUNTY

Cambridge
e Cambridge Family Practice — Fort Healthcare

Fort Atkinson

e |ntegrated Family Care Clinic — Fort Healthcare
e |nternal Medicine & Pediatrics — Fort Healthcare
e UW Health — Fort Atkinson Clinic

Jefferson
e Jefferson Clinic — Fort Healthcare

Johnson Creek
e Johnson Creek Clinic — Fort Healthcare
o Three Oaks Health

GRANT COUNTY

Lancaster
e Grant Regional Health Center

Platteville
e Southwest Health Hospital

IOWA COUNTY

Dodgeville
e Upland Hills Health Hospital

JEFFERSON COUNTY

Fort Atkinson
e Fort Memorial Hospital

Lake Mills
o [ ake Mills Clinic — Fort Healthcare

Whitewater
e Whitewater Clinic — Fort Healthcare

JUNEAU COUNTY

Elroy
e Elroy Family Medical Clinic — Mile Bluff

Mauston
o Mile Bluff Clinic — Mile Bluff

Necedah
e Necedah Family Medical Clinic — Mile Bluff

New Lishon
e New Lisbon Family Medical Clinic — Mile Bluff

LAFAYETTE COUNTY

Argyle
e Memorial Hospital of Lafayette County
Primary Care — Argyle

Darlington
e Memorial Hospital of Lafayette County
Primary Care — Darlington

Shullshurg
e Memorial Hospital of Lafayette County
Primary Care — Shullsburg

MARQUETTE COUNTY

Oxford

e Crossroads Clinic — Divine Savior Healthcare
SAUK COUNTY

Plain

e Plain Clinic — Sauk Prairie Healthcare
Reedshurg

e Reedsburg Area Medical Center Physicians Group
Sauk City

e Prairie Clinic — Sauk Prairie Healthcare

Spring Green
e River Valley Clinic — Sauk Prairie Healthcare
e UHH Spring Green Clinic

Wisconsin Dells
e Delton Family Medical Center — Mile Bluff

JUNEAU COUNTY

Mauston
e Mile Bluff Medical Center

LAFAYETTE COUNTY

Darlington
e Memorial Hospital of Lafayette County

SAUK COUNTY

Reedshurg
e Reedsburg Area Medical Center

Prairie du Sac
e Sauk Prairie Hospital







