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Dear CSoC Member,

Welcome to Louisiana’s Coordinated System of Care (CSoC) program. This program is for
children and youth who need help with their feelings, thoughts, actions, and habits. The
program helps children stay at home with their families and do well in school. We want to
help them stay out of hospitals and treatment centers. The State of Louisiana is working with
Magellan of Louisiana to provide this program.

Wraparound Agencies (WAAs) help set up care for children and youth in CSoC. Wraparound
Facilitators from the WAAs coordinate CSoC services. Families in CSoC may also work with a
Family Support Organization (FSO). An FSO has support workers who can help children, youth,
and their families. The support workers have gone through similar trials. The WAA and FSO
work together with you and your family to make a plan for you. This plan will include people
who care about and support you and your family. Counselors, social workers, and other
helpers may be part of your team. Friends, family, teachers, and others you know can also be
on your team. You might already be getting help from other behavioral health providers. A
CSoC member and their family can also get these services:

Parent Support and Training.
« Youth Support and Training.
Independent Living/Skills Building.
+ Short-term Respite Care.
This CSoC Member Handbook can help you. It explains the services you can get through CSoC
and how to get care. We want to make sure you understand the words in this handbook. A
word list section at the back of the handbook explains what these words mean.
You can get another copy of this handbook by:
+ Calling Member Services at 1-800-424-4489.
+ Going to our website at www.MagellanofLouisiana.com.

If you have an emergency, get help right away. Call 911 or go to a hospital or emergency room.
You do not need to call us first. You do not need Magellan’s approval to get emergency care.

If you speak a language other than English, Magellan can help you. We have staff, providers,
and interpreters who can speak with you in your language. These services are free. Contact
Magellan at 1-800-424-4489. The Member Services worker or care manager will ask you to
stay on the phone while they connect you with an interpreter.

Spanish:

Si usted habla un idioma distinto al inglés, Magellan cuenta con personal y proveedores que
pueden ayudarle. También podemos ayudarle con servicios de intérprete. Estos servicios
son gratuitos. Comuniquese con Magellan al 1-800-424-4489. El representante de servicios
para miembros o el administrador de atencion le pedird que permanezca en la linea mientras
contactan a un traductor.
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Vietnamese:

NE&u ban néi mot ngdn nglr khac ngoai tiéng Anh, Magellan c6 nhan vién va nha cung c8p c6 thé ho trg
ban. Chung tdi cling c6 thé gitip ban vdi dich vu théong dich. Cac dich vu nay la mién phi. Hay lién hé
Magellan theo s6 1-800-424-4489. Nhan vién dich vu hdi vién hodc quan ly chdm sdc sé yéu cau ban
gitt may trong khi ho lién hé vagi théng dich vién.

Chinese (Simplified)

MREHAREBUNRIEES , Magellan BIEA AFIIRS IR A B TR BN R . BAVE LA ERH
MEARS. XERSE B ETEN, iIHHE Magellan: 1-800-424-4489, 2 A RS R RSB B L ELE
IBREEE  FRBRRERAR,

Tagalog

Kung ikaw ay nagsasalita ng ibang wika bukod sa Ingles, may mga kawani at tagapagbigay ang
Magellan na makakatulong sa iyo. Maaari rin kaming tumulong sa mga serbisyo ng interpreter.
Libre ang mga serbisyong ito. Makipag-ugnayan sa Magellan sa 1-800-424-4489. Hihilingin
ng kinatawan ng serbisyo para sa miyembro o care manager na manatili ka sa linya habang
kinokontak nila ang tagasalin.

Korean

Poq 2loi| CHE AHO{E AESIA|E B2, Magellandll= =22 EZ =

M3R7E J&LICEL 89 MHIAE XS EB &= UELICE Ol248t Mu|AE FELICE
Magellan(1-800-424-4489)2 £ 42}l FAAL. 2[3 MH|A EHEA EE= 7|04 OfL|R{7}
SUAE 45t St M E B L1 7|Ched FAIZ| ghEfuC

Armenian

Gt nnip jununud bp waqikptuhg pugh wy 1kqyny, Magellan-nid uwa wpuwwnwljhgubp
b dwunwwpwnibp, npnap funpnn G oqub) akq: Uklp dwl Yupnn Gap oquby
pPwunqiwaswlywa Swnwnipiniaatpny: Uju Swnwinipniadbpn waddwp ku: bwwyybp
Magellan-h At 1-800-424-4489 Awdwnpny: Uanwdubph uwywuwniwa abpuiwugnighsp
Yud jutiwdph unwijwiphsp Yutinph abq duwg q8h Ypw, dhay aputp fuudba
Pwnpquwush Akn:

Farsi (Persian)
35S CSaS Lasdi 4y 2330 g3 e 4S o) SRa3a0450 ) 5 GUSHS (1Hla Y 5le €238 o Canaaa ) 31 e AL 4 el 3
ool 4 (Y 5le L Laiiad 801 Gledd ol L aiS (SaS Lok 4y AL aa yie CiledA diie) ) andlgion (ainaed
1-800-424-4489 as yic G 23y ad (55,548 2al53 0 e ) Coilya saae b Liae) cledd saigled 2y 5% (elad
38 obad,

Russian

Ecnun Bbl roBOpUTE Ha A3bIKE, OTIMYHOM OT aHrNMnMcKoro, B Magellan ecTb COTPYAHUKU 1
MOCTaBLLUMKM YCyT, KOTOPble MOryT BaM NOMoYb. Mbl Tak>ke MOXXeM MOMOYb C ycnyraMmu
nepesogyunka. OTn ycnyru npegoctasnarotca 6ecnnatHo. Ceaxuntechb ¢ Magellan no tenedoHy
1-800-424-4489. MNMpeactaBuTtenb cny>x6bl NOA4EP>XKKU YyHAaCTHUKOB UK MeHea>Kep Mo yxoay
NONpPOCUT Bac 0OCTaBaTbCA Ha JIMHUK, MOKa OHW CBA3bIBAOTCA C NEPEBOAUYNKOM.
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Japanese

REBUNDSFBEE=ND%E. MagellanlCEIEFLLWTEDRY YIPRME LIV, iz, @RY
—EZRDZHAHURETI, INSOY—ER(FFEE T, Magellan (1-800-424-4489) X TTEE <
1EEWV, REY—ERBEEXCET P IYR—Iv—DBRE(ICEEI DA, BEZVST [CHBRFLLLE
<ESBBLNENET,

Arabic
Al BT 4373)'7!].;_3}(\ Pr= Axl Ghaads cus \J\ Mage"an Siaelua \.:4_:\ LiSan dhdelua e.e_'as.ofg Glada gAJEA} Qéﬂé}.«
- Jaai! _%J\;A Glaaall 234 fu}s.ul\ MA‘)JS\ Gledd ‘_g Mage”an Jian lia ulk.s.u .1-800-424-4489 (:.34‘)“ ‘;k:
e an aglialgd o3l LAl e cladl 4yl juoa ol slacl) Glaas,

Punjabi (Gurmukhi)

o 3 viara+t 3 fegrer fan Jg smar fég afg 93T G, 37 Magellan 35 WAJ IIHTTIA M3 YTT3TIs

A 3ot HET I3 7T ga1 it 3g78 gerHt Aere avg d T T ST HAT Tl feg ATt HE 3 5|
Magellan 375 1-800-424-4489 '3 Huga a31 Hag A= yIHfett 7f Ing HEAg 3o7g grets ' g
gfgs gt adar AT Qo varHte o7 FUgI IIT TS|

Cambodian (Khmer)

Lﬁf\jSiUHﬁSUﬂwmﬁﬂiﬁjﬁiLmﬂmMHﬁiﬁm Magellan H‘ISUﬁEUﬁ Sﬁﬁﬁﬁémiﬁjﬁiwmmﬁmwﬁﬁ
(VIS imﬁﬁmGIﬁMHﬁmﬁUﬁﬁjﬂUmLﬁmﬂj%i‘lmsiﬁiui"l if\ﬁﬂ?‘lﬁis ﬁﬁﬁﬁﬁm“l mmﬁ‘:}ﬁ Magellan
MBI0U8 1-800-424-44891 &AMEIANATIRA UEARUpEMIES Satais unialiieginy
gnan. mﬂmﬁiﬁtﬁﬂf?mﬁgSﬁmﬁwﬁﬁﬁﬁiﬁf"l

Hmong

Yog tias koj hais lwm hom lus tsis yog lus Askiv, Magellan muaj cov neeg ua haujlwm thiab cov
neeg pabcuam uas tuaj yeem pab koj. Peb kuj tuaj yeem pab koj nrog kev txhais lus. Cov kev
pabcuam no yog pub dawb. Tiv tauj Magellan ntawm 1-800-424-4489. Tus neeg sawv cev
pabcuam tswvcuab lossis tus saib xyuas yuav hais kom koj nyob ntawm kab thaum lawv hu rau
tus txhais lus.

Hindi

gfe 3y 3fTsht & Srarar ferdt 3= WToT & A1Ad €, 4l Magellan & UTY UF SH=T 3R UaTdr §
ST MU T LTI Y TP d &1 gH MBI gHITaT Aqrell & 1 A B Yo 813 JaTd e
€| Magellan ¥ 1-800-424-4489 TR HUch HX | G&w ar UfAfAfer a1 o AeiR a3y
B foh d SaTa® ¥ YUD HRd GHY A8 IR 9 3G |

Thai

mnﬂmwﬂmméuuanmuamnmmaanqm Magellan mmumviLLa”w”‘musmsﬁmmsnﬁmmaa
AaLle uan:nnu 1 ifsnansahanalusuusnmsanladnsia usnswmand LA laang nsandasia
Magellan Aivianaay 1-800-424-4489 Lamumusmsaim?jﬂmawammsmLLaa"?Ja‘luﬂmsamﬂmm”m
wnNAacRaiuaIN

We are happy to work with you and your family!
Thank you,

Member Services
Magellan of Louisiana, Inc.

We are always here for you. 5
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Welcome to Magellan of Louisiana

The Coordinated System of Care (CSoC) is a program that helps children and youth with
serious behavioral health or substance use issues. It makes sure that children, youth, and their
families make the best choices about the services and support they need. The goal is to help
young people stay at home, do well in school, and get the support they need.

Supportis crucial when dealing with behavioral health issues, including emotions, actions, and
how a person copes. Examples of behavioral health issues are:

+ sadness and worry that lasts a long time,
« trouble staying focused or still

* easily distracted,

« quick anger, and

+ alcohol or drug abuse.

These problems can affect a person’s well-being at home, school, and work. They can also
affect how a person gets along with others.

Magellan works with the Louisiana Department of Health and Wraparound Agencies (WAAs).
The Wraparound process brings CSoC members, their families, and others together as a team
to support the member. Other team members who may be included are teachers, family
friends, or other people who know the member.

This group of people is called the Child and Family Team. This team will meet to discuss the
services the member needs and then create a Plan of Care that lists them. If you do not have a
Plan of Care, you cannot get CSoC services.

Magellan and the Wraparound Agency will help you learn about treatment options and
show you how to get help for you and your family. Your Healthy Louisiana plan will cover
your physical health needs. These needs may include a broken arm, the flu, or other types of
reasons that have you feeling sick.

Magellan provides great care to everyone we help. We believe that everyone can have a good
life and bounce back from setbacks.

If you are in this program, you are a "member.” This Member Handbook explains the services
that members and their families can get and how to get them. You will receive a handbook
from Magellan or the Wraparound Agency within 10 working days after you become a member
or begin receiving services.

We are always here for you. 9



Magellan will help you.

Our goal is to make mental health and substance use treatment easier for children and youth.

Magellan will help you:

+ learn about and get the services you need
« find a provider

+ get answers to your questions

+ get connected to the care you need

If you have problems, Magellan can help you:
+ solve the problems
« file a complaint

How can | get help through Magellan?
Read this handbook. If you need it in Spanish, Vietnamese, or another language, we can get it
for you. You will not have to pay for it.

Call us toll-free at 1-800-424-4489 anytime. You can call during the day or night on any day
of the week. If you are deaf or hard of hearing, call 711 to use the Louisiana Relay Service. The
Magellan Member Services team can help you learn about CSoC services. They can help you:

+ Get a printed copy of the handbook.

« Get an interpreter or translator.

« Arrange a sign language interpreter for your provider visits at no cost.

« Get helpful tools like Computer-Aided Text, Written Materials, and Listening Devices.
« Get this handbook and other materials in large print.

You can ask for services by:
+ Asking your Wraparound Facilitator to schedule a Child and Family Team meeting.
« Visiting our website at https://www.MagellanofLouisiana.com/about/talk-to-us/.

« Writing to us at: Magellan of Louisiana, Attention: Clinical Director, P.O. Box 83680, Baton
Rouge, Louisiana, 70884.

+ Sending an email to us at: LACSoCInfo@MagellanHealth.com.
+ Calling Magellan Member Services toll-free at 1-800-424-4489.
+ Magellan takes requests by phone and in writing.

Access to providers
You can get services when you need them.

If there is not a provider in our network who can help you:
« We will help find a provider for you.
+ You will not have to pay for the services covered by Magellan.

We are always here for you. 10



This includes services you receive from providers outside the network when approved by
Magellan.

Magellan can help you find providers who speak your language. We can also
provide written materials in your language.

Read this handbook. If you need it in Spanish, Vietnamese, or another language, Magellan can
help you. You can ask for this handbook in Spanish, Vietnamese, or other formats at no cost.

+ Call Magellan at 1-800-424-4489 24 hours a day, seven days a week
« Go to our website at www.MagellanofLouisiana.com
« Send an email to LACSoCInfo@MagellanHealth.com

También puede recibir este manual en espanoly en vietnamita. Llame a Magellany le
podemos ayudar. O bien, puede tener acceso a este manual en otros idiomas en nuestro sitio
web, www.MagellanofLouisiana.com.

Ban cling c6 thé nhan dugc sé tay hudng dan nay bang tiéng Tay Ban Nha va tiéng Viét. Hay goi
cho Magellan va chung toi c6 thé gitp ban. Hoac ban c6 thé truy cap vao s6 tay huéng dan nay
bang cac ngdn ngr khac trén trang web clia chung toi tai www.MagellanofLouisiana.com.

Your access to behavioral healthcare

Your provider must:

« Tell you how to get help 24 hours a day, seven days a week.

+ Tell you what to do if you need help after normal office hours.

« Make sure you can get care when they are not available. This means having an answering
service with emergency phone numbers.

+ Return your phone calls quickly and get you help in an emergency.

+ See you within one hour of referral for an emergency. An emergency is a serious situation
that could cause harm to your health or safety.

+ Give you an appointment in no more than 48 hours if you have an urgent mental health or
substance use concern. An urgent mental health concern is when there could be harm to
your health or safety if you don't get help within 48 hours.

« Give you an appointment in no more than 14 days after referral for regular mental health or
substance use services.

+ Give you an appointment within seven days after you leave a hospital or inpatient
treatment stay.

« Contact you if you miss or do not follow up with services that Magellan suggests for you.

You can call Magellan right away at 1-800-424-4489 if your provider cannot see you.

We are always here for you. 11



Helpful Contact Information

Help is available any time

Magellan of Louisiana Behavioral Health Crisis and Member Services: Call 1-800-424-44809.
You can get help 24 hours a day, 7 days a week. Call for help on any day, at any time.
Call 1-800-424-4489 if you:

Need help finding services.
Have questions about your care,

« Need help after hours,
If you are deaf or hard of hearing, call 711 to use the Louisiana Relay Service.

You can email Magellan at: LACSoCInfo@MagellanHealth.com

You can send a fax to Magellan at 1-888-656-5704.

If you have an emergency, call 911.

For primary health concerns, contact your Healthy Louisiana plan:

Aetna Better HEATN ... 1-855-242-0802
AMEITHEAITN CArTTas oottt ettt 1-888-756-0004
HEALENY BLUE oottt s s 1-844-521-6941
Humana Healthy HOrizons in LOUISTaNA .....coccvuuirreeeinereeeieisseeseeesssseeesssessseesseseesseeee 1-800-448-3810
Louisiana Health Care CONNECTIONS......rcrriereeesesieessissesessssesssssesssseesessses 1-866-595-8133
Transportation

If you need a ride to a non-emergency appointment, please call your Healthy Louisiana plan:
AetNa Better HEALN ...ttt sttt 1-877-917-4150
AMETTHEAIEN CAITTES .ouvoeveveeeerereieseeereesissseesessssssseeesssssssesssssssssesssssses s sessss s sessesee s 1-888-913-0364
HEALENY BLUE oot 1-866-430-1101
Humana Healthy HOrZoNs 1N LOUTSTIANG ...iueueeeeeeeeieeeiseeeisesesseeessseessesessseessseessseeees 1-844-613-1638
Louisiana Health Care CONNECTIONS ...ttt sesessssessssssssesssanes 1-855-369-3723
Emergency

Call 911 or go to the closest hospital. You can use any hospital for emergency care, even if you
are in another city or state. You do not need Magellan’s approval to get emergency care.

We are always here for you. 12



If you have questions about signing up for a health plan, or if you did not get your Healthy
Louisiana enrollment information, call 1-855-229-6848.

You can also find more information on Magellan’'s website, www.MagellanofLouisiana.com.

Transportation services

You may be able to get help with rides to your appointments. Transportation services are
provided by your Healthy Louisiana plan. Magellan does not manage these services.

This service is called Non-Emergency Medical Transportation (NEMT).

To schedule a ride, call your Healthy Louisiana plan:

AN BETLEr HEAIN ..o 1-877-917-4150
AMEITHEAITN CArTLAS oot 1-888-913-0364
Humana Healthy HOrizons iN LOUISIBNG ....vevereeeereeieeeeieeesesseeessssessssssesessssseseessnns 1-844-613-1638
Louisiana Health Care CONNECTIONS ...t 1-855-369-3723

If you do not know which health plan you have or need help finding the phone number, call
1-855-229-6848, Monday through Friday, 8 a.m. to 5 p.m. You can also call Magellan at 1-800-
424-4489, 24 hours a day, 7 days a week.

Pharmacy services
Pharmacy services are provided through your Healthy Louisiana plan. Magellan does not
manage these services.

Medicaid covers many medicines you may need. Some medicines may need approval before
you can get them.
Contact your Healthy Louisiana plan for help with:
Prescription medicines
Pharmacy questions
« Medicine approvals
If you are not sure what Healthy Louisiana plan you have, call 1-855-229-6848, Monday

through Friday, from 8 a.m. to 5 p.m. You can also call Magellan at 1-800-424-4489, 24 hours
a day, 7 days a week.

What is an emergency?
An emergency is when a person thinks they must act fast to prevent serious health problems.

How do | get help in an emergency?
If you think you might have a serious medical problem or have been injured:

« Call 911 for help. This includes emergency transportation OR
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« (o to the closest hospital. You can use any hospital for emergency care, even in another
city or state.

For emergencies, you never need Magellan’s approval. (42 CFR 438.114)

« Contact the NurselLine at your Healthy Louisiana plan. The NurseLine is available 24 hours a
day, seven days a week.

AtNA BETLEr HEAILN oo 1-855-242-0802
AMEITHEAIEN Caritas. ..ottt 1-888-632-0009
Humana Healthy HOMZONS 1N LOUISIBNG....crieeerreeiererieererieeeeseeeeessseseesssessessssseenes 1-800-448-3810
Louisiana Healthcare CONNECIONS ... 1-866-595-8133

What should | do if | am in crisis?
A crisis means you need help right away.

Call911
Call 911 if you are in danger.

Call or text 988

Call or text 988 to reach the Suicide and Crisis Lifeline.

Call the Louisiana Crisis Line
Call 1-855-242-2735

Call Magellan
Call 1-800-424-4489, 24 hours a day, 7 days a week.

What crisis services can | get?

Mobile crisis response
+ Ateam comes to you

+ Available 24 hours per day, 7 days a week
+ Helps you stay safe at home

Behavioral health crisis centers

+ Walk-in centers

« Open 24 hours a day, 7 days a week

« Short-term help in a safe place

Crisis stabilization
Short-term help in a safe setting

Follow-up crisis support
« Help after a crisis

« Connects you to ongoing care

We are always here for you.
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What happens after a crisis?
You will get help to:

« Connect to ongoing services

« Stay safe and stable

« Work with your Child and Family Team to review your needs

What if | have an emergency when | am away from home?

You may need mental health and substance use treatment while you are away from home.

Even when you are outside the state of Louisiana, you have the right to use any hospital or
other place that gives emergency care. This is called "out-of-area care.”

If you need emergency care when you are out of town:
« (o to the nearest hospital. You can use any hospital for emergency care, even in a different
city or state.

For emergencies, you never need Magellan's approval.
What do | do after the emergency is over?
Before you go home, the hospital or emergency provider will help you schedule a follow-up

appointment. Magellan and your Wraparound Team can also help you get an appointment.
Some services might need to be approved first.

Help is available any time
You can get help 24 hours a day, 7 days a week.

Call 1-800-424-4489 if you:

« Need help finding services
Have questions about your care

+ Need help after hours

If you have an emergency, call 911.
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How to get services

Who can get CSoC services?

Children and youth who are five through twenty years old and have trouble with their feelings
or have substance use problems may be able to get CSoC services. They will be checked to
see if they can get the help they need.

The child or youth must live in a home or community. If they do not, they have 90 days to
move into a home. If they do not, they will stop getting help from the CSoC program. They can
be referred back to CSoC when they are about to go to their home or community.

How do | find out if | qualify for CSoC services?

Anyone can refer a child or a youth to CSoC.

« A child or youth aged 5 - 20 can be checked to see if they can benefit from CSoC.
A child or youth aged 5 - 20 must consent to participate in CSoC.

« Call us at 1-800-424-4489 to make a referral.

+ You can also contact the child or youth's Healthy Louisiana plan. The parent or caregiver
must be on the phone when the referral is made. Magellan works with the Healthy
Louisiana plans. This makes the eligibility check for CSoC a smooth process. Magellan’s
CSoC team can be contacted at 1-800-424-4489.

If you are unsure which Healthy Louisiana plan you are enrolled in, call 1-855-229-6848. They
can help you. This call is free.

Review this handbook. If you need Spanish, Vietnamese, or any other language, we can get it
for you. There will be no charge for the handbook.

Call us toll-free at 1-800-424-4489 for help. Call this toll-free member service number any
time, 24 hours a day, seven days a week. If you are deaf or hard of hearing, call 711 to use the
Louisiana Relay Service. Magellan member services staff will help you learn about the services
that you might get. They can:

+ Get a printed handbook or help you get an interpreter or translator to assist you in another
language.

+ Arrange a sign language interpreter to come to your scheduled visit with your provider at
no cost.

+ Get special aids like Computer-Aided Text, Written Materials, and Listening Devices.
+ Get this handbook and other materials in large print.

There is no charge for these services. They are free.
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You can request services by:
+ Asking your Wraparound Facilitator to schedule a Child and Family Team meeting.
+ Visiting our website at www.MagellanofLouisiana.com/about/talk-to-us/.

« Writing to us at: Magellan of Louisiana, Attention: Clinical Director, P.O. Box 83680, Baton
Rouge, Louisiana, 70884.

« Sending an email to Magellan at: LACSoCInfo@MagellanHealth.com.

+ Calling Magellan for help. 1-800-424-4489 is a toll free phone number. You will not be
charged for making the call.

What are the services for CSoC members?

The child or youth may be able to get these services through Medicaid:
* visits with a psychiatrist

+ psychosocial rehabilitation

« family therapy

+ substance use treatment

< community-based services

* residential treatment

« psychiatric hospitalization
These services and more are explained on pages 38 — 46.

Specialized services for children
Youth enrolled in the Coordinated System of Care (CSoC) program can also get these support
services:

« Wraparound Facilitation
Parent Support and Training
+ Youth Support and Training
+ Independent Living and Skills Building
« Short-term Respite

What is the Coordinated System of Care (CSoC)?

The Coordinated System of Care (CSoC) uses the Wraparound model. This program helps
children build on their strengths. It helps them stay at home, at school, and in their
community. It builds a support team for the member. This is called the Child and Family Team.
CSoC also tells the family about other programs that could help the member and their family.

Your Facilitator will listen to your story to find out what is important to your family. The
Facilitator will also find out who will help support you. They will talk with you about the
services and support that worked for you before, and how your life would change if you had
the things your family needs.
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Your Facilitator will explain the Wraparound Program to others who might be on your team.
These can be people who help your family or provide services. They will be asked to join the
Wraparound Team.

You can expect:

+ To get a call from a Facilitator within 48 hours. The Facilitator will call to set up a time to
meet with you and your family. The meeting will be in person and happen within seven
calendar days.

« To give permission for the Facilitator to talk with team members.

« An assessment, a crisis plan, and a Plan of Care to be completed within the first month.
+ To identify your family’s strengths and needs.

+ To be connected to providers and other programs that can help you in the community.

+ Monthly face-to-face Child and Family Team meetings. This is to see if your Plan of Care
is getting the results the Child and Family Team is working towards. There will be regular
updates to the Plan of Care.

+ Face-to-face reassessment to be completed every six months before the current waiver
ends.

To help you learn about Wraparound, you can visit our website:
www.MagellanofLouisiana.com/home/what-is-csoc/introduction-to-wraparound.

You can call us at any time, on any day, for information about CSoC. Our toll-free number is
1-800-424-4489. If you are deaf or hard of hearing, call 711 for the Louisiana Relay Service.

Every area in Louisiana has CSoC services. Call Magellan to learn about children’s services in
your area.

What to expect from Wraparound services?

The first Child and Family Team Meeting (CFTM) will happen within 30 days after the referral to

CSoC. At the meeting,

The team will:

« Listen to your family's story and learn about what is hard for you right now.

+ Learn what your family’s goals are for the future.

+ Find out what each team member likes to do and what special skills they have that can help
the team.

You will:
« Write down the things you are most worried about so everyone can see your progress in
future meetings.

« Think of new ideas to help meet your needs. You will then use them to solve problems.
+ Make a written record of your strengths, needs, crisis issues, and ways to help.

« Allow team members to see your record.
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In the monthly Child and Family Team Meetings, you can expect:
« Updates about the team'’s work and how things are going.

+ To talk about any problems faced since the last meeting.

« Changes that might be needed to our plans based on what you share and any successes or
issues that have come up.

Between Child and Family Team Meetings, you and the rest of the team will:

+ Talk often to your Wraparound Facilitator.

« Expect someone to respond quickly in times of crisis.
Expect emergency team meetings to happen within 72 hours of any crisis.

« Work on the things outlined in the plan.

How decisions about your services are made
We work with you and your Child & Family Team to decide what services you need.

Your services are based on:

+ Your Child and Adolescent Needs and Strengths (CANS) assessment
« Your behavioral health assessment

* Your Plan of Care

+ Your family’s goals, needs, and priorities

Your Child and Family Team is led by your Wraparound Facilitator. The Child and Family Team
creates your Plan of Care. This plan guides your services.

Magellan looks at this plan to make sure you get the right help, work toward your goals, and
follow Medicaid rules.

Who requests services?
For most services, your Wraparound Facilitator sends your Plan of Care to Magellan

For hospital or crisis care, your provider calls Magellan

What is medical necessity?

Medical necessity means a service is needed to help keep you healthy and safe. The service
should match your needs and support your Plan of Care. Your Plan of Care is created by your
Child & Family Team. This plan helps guide the services and supports you get.

Do | have to accept CSoC services?

No. You can accept or refuse CSoC services. This is a state law. Before you choose to accept
CSoC services, your Wraparound Facilitator will meet with you and:

« Explain that you can accept CSOC instead of going to a hospital.
Explain CSoC services to you.
« Give you a list of providers in your area.
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« Tell you about the providers that you picked.
+ Tell you which services you may be able to get.

+ Give you a copy of this handbook. It has vital facts such as your rights and responsibilities.
The handbook also tells you how to find providers and file an appeal and grievance.

Let you know to tell someone if you think that you or another CSoC member is being hurt,
treated badly, or used in an unfair way.

+ Tell you that you have the right to be safe and not to be kept in a room alone or harmed.
If you plan to accept CSoC services instead of going into a hospital, you must sign a
"Provisional Plan of Care and Freedom of Choice Form.” You can choose from Magellan
in-network providers. There are some services that you can get only through the CSoC

network. This gives your okay to get services. When you sign the form, you give the Louisiana
Department of Health the right to see your records.

Magellan will help you find a provider near you.

Your Wraparound Facilitator, Wraparound Team, and Magellan can help you pick providers
close to your home and give you information about them, such as:

« Name, address, and telephone number of your provider.
If a provider is male or female.
+ Special types of treatment they may offer.
« A provider who speaks your language.
A provider of your ethnic background.
« A provider located on your bus route.
+ Information on your provider's license or board certification.
« Where your provider went to school
You can call Magellan at 1-800-424-4489 anytime. We will help you find a provider. If you ask
for a certain provider, we will try to make that happen. This may not be possible if:
« The provider does not offer the type of help you need.
« The provider is not taking on new members.
« The provider feels they cannot help with your needs.
« The provider does not meet all your needs.

You can find a provider on the Magellan of Louisiana website. Go to
www.MagellanofLouisiana.com/for-members/find-a-provider/, then follow these steps:

+ Click on the Location tab

+ Use the drop-down under the Choose a Provider List to choose the service type.
« From there, enter your Zip Code, then the Distance from your Zip Code

« Scroll to the bottom of the form and click on the Search button

You can also call Magellan at 1-800-424-4489 anytime to request a paper directory.
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How do | make, change, and cancel appointments?

After you decide on a provider you want to see, your Wraparound Facilitator will help you
make an appointment. You can also contact the provider and make an appointment. You will
want to tell your Wraparound Facilitator the provider’'s name so the provider can be added to
your Plan of Care and included in your Wraparound team.

If you need to change or cancel an appointment with a provider, contact them. It is important
to tell your provider as soon as you know that you cannot keep the appointment. If you need
help making or changing appointments with your provider, your Wraparound Facilitator can
help you.

What if | am deaf or hard of hearing?

If you are deaf or hard of hearing, your provider can get a sign language interpreter for your
scheduled visit. Your provider may have aids that can help you. This includes Computer-Aided
Text, Written Materials, and Listening Devices. They will be free for you to use.

If you need an interpreter, call Magellan Member Services. We will connect you with an
interpreter. Contact us at 1-800-424-4489 (TTY 711). We will work with your provider to help
find a sign language interpreter. This is a free service.

What if | speak a different language?

If you speak a language other than English, Magellan has staff and providers who can help
you. A Member Services Representative will get an interpreter while you remain on the phone.
There is no cost to you for this service. Information is available in large print, audio, accessible
electronic formats, and other formats.

It is your right to get care in a language you understand. You should not have to provide your
own interpreter. We can provide your handbook and all paperwork in the language that you
want. We can also help you get a provider who speaks a language other than English. Call
Member Services at 1-800-424-4489 if you need help with language services or materials.
There is no cost to you for this service.

What if | have trouble with my vision?

If you or a family member has trouble seeing this handbook or other Magellan paperwork, ask
Magellan for these materials in large print. When you request these items, Magellan will need
a little time to get them to you.

How can | find help when the providers don’t offer the services | need? If you need services
that no provider in the Magellan behavioral health network can offer, we will:
« Work with an "out-of-network” provider to make sure you get the services you need.

« Make sure the provider will meet the same standards as those who are in our network.
« You will never pay extra for these approved services.
+ Let you choose a provider if there are two or more that offer the service.
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How do | change providers?

If you are not happy with your provider, you can talk to your Wraparound Facilitator or call
Magellan Member Services at 1-800-424-4489 to talk about what to do. You can see a new
provider that is contracted with Magellan at any time. You must sign a "Freedom of Choice”
form. This lets Magellan know that you chose the new provider of your own free will. Be sure
to call your old provider to cancel any appointments.

After you pick a new provider, your Plan of Care will be changed. It will have the new
provider’s information. You can start to see the new provider shortly if there are no safety
concerns.

If you say it is okay in writing, the provider you saw before can talk with your new provider.
They will share facts about your behavioral health care. Magellan will help walk you through
this.

You can see a provider who is farther away from you. If you do this, you might have to pay to
get to and from their office.

There are some services that you can get only through the CSoC network.

How can | get information about clinical tests and care research that might
help me?

Magellan can give details on medical tests and studies that might be helpful for you. If you
need this, call Magellan at 1-800-424-4489.

How do | get a second opinion?
If you need a second opinion, we will help you get one.

« We will help you find a provider. If we cannot find one contracted with Magellan, we will
work with a provider that is not. We want to help you talk to another provider so you can
feel sure about your care.

+ You will not pay to talk with the other provider.
If more than one provider can help, you can pick from at least two.

What happens if | move?

If you move, you will need to tell your Wraparound Facilitator, providers, and Magellan right
away. You may need to change to a new provider if you move outside your service area. We
want to be sure you keep getting your services and medicine. Please:

« Call Magellan, your Wraparound Facilitator, or your provider to help you find a new provider.

+ Sign a Release of Information Form so your old provider can send your records to the new
provider.
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What if | am still not sure how to get services?

Magellan wants to make it easy for you to get services. We want your family and others who
care for you to be involved. Please call us for help (such as getting care authorized) anytime at
1-800-424-4489. You can call 711 to use the Louisiana Relay Service.

You can also write to us to request services. Write to:

Magellan of Louisiana
P.O. Box 83680
Baton Rouge, LA 70884-3680

Many new things have been added to the CSoC program. Find out more at
www.MagellanofLouisiana.com.

What if | am not happy with the way | have been treated by Magellan or a
Provider, or with a decision made by Magellan about services?

The issues are handled in one or two ways. If you are not happy with the way you have been
treated or if you think your rights were not respected, you can file a grievance. If you do not
agree with a plan Magellan made about services or payment, you can file an appeal.

The next page will tell you how to file a grievance or an appeal. Magellan can help you file a
grievance or appeal. Please call Magellan at 1-800-424-4489 or call 711 to use the Louisiana
Relay Service. Tell the Magellan Member Services staff that you want help with a grievance or
appeal.

How decisions about your services are made

How are decisions made about my services?

Magellan will work with you and your Child & Family Team to decide what services you need.
Your services are based on:

+ Your Child and Adolescent Needs and Strengths (CANS) assessment

« Your behavioral health assessment

« Your Plan of Care

« Your family’s goals, needs, and priorities

Your Child & Family Team is led by your Wraparound Facilitator and creates your Plan of Care.
This plan guides your services.

This section tells how decisions about your service are made and how they support federal
rules.

Magellan reviews this information to make sure services:
+ Meet your needs.

« Help you reach your goals.
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+ Follow Medicaid rules.

Who requests services?
For most services, your Wraparound Facilitator sends your Plan of Care to Magellan.

For hospital or crisis care, your provider calls Magellan.

What is medical necessity?

Medical necessity means the service:

* |s needed for your health or safety

« Matches your needs from your assessments
« Supports your Plan of Care

Your Plan of Care, developed by your Child & Family Team, is the main guide for your services.

How providers are paid
Magellan does not reward providers for denying services.

Providers are paid to give you the care you need.

Decisions about your care are based on:
« Your needs
* Your assessments

* Your Plan of Care
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Disenrollment from the CSoC Program

What does it mean to leave the CSoC program?

The Coordinated System of Care (CSoC) program helps children, youth, and families.
Sometimes, a member may need to leave the program. This is called "disenrollment."

This section tells why a member may leave the program and what happens next.

When does a member leave the program?

A member leaves the program when one of the reasons listed below happens. Sometimes, the
member leaves the program automatically.

* Moved out of state: If the member moves out of Louisiana, they will leave the program
automatically.

» Death: If the member passes away. Discharge happens automatically.

e Clinicalineligibility: If the CANS assessment shows the member no longer qualifies for
CSoC services, they will leave the program on the assessment date. Magellan will send a
letter with this date. You can see the Appeals and State Fair Hearing section to learn more.

» Voluntary request: A parent or legal guardian may choose to remove a member from
the program by signing a form. The member will leave the program on the date listed in
Magellan’s letter.

What could cause a member to leave the program?

Sometimes, Magellan will send a letter stating that the member may leave the program in 14
days. If things change before then, the member may be able to stay in the program.

 Injail or prison: If the member is in jail or prison for 30 days in a row, they may have to
leave the program. If the member returns to a home or community setting before the
discharge date, the caregiver should contact the Wraparound Agency right away. Then, the
member can stay in the program.

» No contact: If the member or caregiver does not have an in-person meeting with the
Wraparound Agency for 60 days in a row, the member may have to leave the program. If the
caregiver or member meets with the Wraparound Agency before the discharge date, the
member can stay in the program.

» Missed reassessment: The member must have a clinical reassessment every 180 days. If
this does not happen, Magellan will send a letter. If the reassessment is completed before
the discharge date and shows that the member still qualifies because of their mental health
needs, they can stay in the program. The reassessment must be completed by a Licensed
Mental Health Professional (LMHP).
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* Living situation: If the member lives in a place that is not a home or community setting,
like a hospital, residential treatment facility, nursing home, or group home, for more than
90 days in a row, they will have to leave the program. If the member returns to a home or
community setting before the discharge date, the caregiver should contact the Wraparound
Agency. The member can stay in the program if that happens.

e Age: C50C serves children and youth who are ages 5 through twenty. A member leaves
the program when they turn twenty-one. Magellan will send a letter 14 days before the
member’s 21st birthday. The discharge date is the day before the member’s birthday.

How can you keep CSoC services?
To help stay in the program:

» Meet with your Wraparound Agency: Keep regular in-person meetings with your
Wraparound Agency. Before contacting Magellan, they will try to reach you three times on
different days.

» Reassessment: Make sure the clinical reassessment is completed every 180 days. The
Wraparound Agency will try at least two times to schedule the reassessment before
notifying Magellan. Reassessments can be completed up to 45 days before they are due.

If you have any questions or need help, call your Wraparound Agency or Magellan at
1-800-424-4489. We are here to help you keep your services whenever possible.
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Appeals and grievances

What is a grievance?

A grievance means you are unhappy with:
« Magellan.

+ A provider.

« The way you were treated.

You can file a grievance at any time.

What is an appeal?
An appeal means you disagree with a decision about your services.

You can file an appeal if we:
Deny a service.
Reduce a service.

« Stop a service.

How do I file a grievance or appeal?

You can:

+ Orally by calling Magellan at: 1-800-424-4489, TTY: 1-800-846-5277
In writing by mail, fax, email, or online to Magellan at:

+ Mail a letter to:

Magellan of Louisiana

Attention: Grievance and Appeals
P. 0. Box 83680

Baton Rouge, LA 70844-36805

« Send a fax to Magellan: 1-888-656-4102
« Send an email; LACSoCAppeals@MagellanHealth.com

« Submit a request online through the Magellan website:
www.MagellanofLouisiana.com/for-members/member-materials/grievances-appeals/

« Complete an Appeal Form from the Magellan website:
www.MagellanofLouisiana.com/documents/2021/04/member-appeal-form.pdf/

Magellan will help you.
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How long does it take?

If you want someone to file a grievance or appeal for you, you need to give that person
permission in writing.

« Grievances take up to 30 calendar days
+ Appeals take up to 30 calendar days

Can | get a faster appeal?
Yes. You can ask for a faster appeal if waiting could put your health or safety at risk.

We are always here for you.
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Keeping your services during an appeal

Can | keep my services during an appeal?

This applies only to appeals, not grievances: You may be able to keep getting services while
Magellan reviews your appeal if:

« You ask for an appeal within ten calendar days of the decision letter.
+ Your provider says you still need the service.

« The service was already approved.

What if | do not agree with the appeal decision?
You can request a State Fair Hearing.

What can you do if you think Magellan made a mistake about your Eligibility
Appeal?

If you think the decision was wrong, you can ask for a State Fair Hearing. A State Fair Hearing
lets another group review the decision. The letter will tell you how to file for a State Fair
Hearing. If you want someone to file a State Fair Hearing for you, you need to give them
written permission.

How do you ask for a State Fair Hearing?
You can ask for a State Fair Hearing by phone, fax, mail, or online:
« Phone: 225-342-5800
Fax: 225-219-9823
+ Mail the State Fair Hearing request to:

Division of Administrative Law — Health and Hospitals Section
P.O. Box 4189
Baton Rouge, LA 70821-4189

« Online: www.adminlaw.state.la.us/HH.htm

How long does it take to decide my State Fair Hearing?
Most decisions are made within ninety (90) days after you ask for a State Fair Hearing.

How do you continue services during a State Fair Hearing?

You may be able to keep getting services while your State Fair Hearing request is being
reviewed if:

* You ask in writing to keep your services within ten (10) calendar days of the date on the
notice.
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+ Your doctor says you still need the services.
+ You ask for the hearing before your services end.

If all three of these things happen, you may be able to keep receiving your services until a
decision is made.

We are always here for you.
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Privacy policies

Magellan wants to protect your privacy. There are rules that say who can look at a member's
health record. It may be a good idea to share this part of the handbook with family and friends.

Is my mental health record kept private?

Yes. Magellan follows all state and federal rules to keep your records safe. We keep your
health record private. We usually do not share it unless you say it is okay.

Sometimes we use your health record to help pay for your care. We also use your record to
provide your treatment and to run our program. Sharing your health record can be helpful...
« You may need to give a written okay.

« You can sign a Consent to Release Form. This form states that your medical records, or parts
of them, may be given to someone you name on the form.

« For more information about the Consent to Release Form, contact Magellan at 1-800-424-
4489 or call 711 to use the Louisiana Relay Service. You can contact Magellan any time
during the day or night. You can also contact Magellan on any day of the year.

Sometimes you don’t need to give us the okay to share your health record. This could include
sharing your health record with:

+ Providers and others who provide services.

* Your medical primary care doctor.

« State agencies that help with your treatment.

* Your health plan.

When can your information be shared?

« There are times when Magellan can release your information without asking you first. This
happens when you break the law or say you might. Magellan must call the police.

« Magellan must let the person know if you say you are going to hurt someone so the person
can stay safe. Magellan must also call the police.

« Magellan also needs to tell the police if they think a child or youth is being hurt or not taken
care of properly.

« Magellan must try to keep you safe. We might need to talk to people who care about you or
other service providers. We only tell them what they need to know to keep you safe.
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Member rights and responsibilities

Member Bill of Rights

Members have rights and responsibilities. Your rights are important. Your Wraparound
Facilitator will explain your rights and responsibilities before you say okay to CSoC services.
Providers must tell you about your rights during your first visit.

As a member, you have the right to:

We are always here for you.

Be treated with kindness and respect, and have your privacy protected.

Get information about Magellan, services, treatment, and providers in a way that is easy to
understand.

Get services in your community or home setting.

Be safe and not held back in your community or home setting.

Get help with organizing your care.

Get information in a language you understand and translated at no cost to you.
Ask for information in other formats.

Get help when making choices about your care. This includes getting a second opinion or
saying no to care you do not want.

File @ complaint or grievance about:
- Magellan.

- A provider.
- The care you get.

Appeal a decision made by Magellan if you do not agree with it.

Use your rights without worrying about being treated differently by Magellan or its
providers.

Get help that meets the standards of the Americans with Disabilities Act.

Help decide which treatments are right for you, no matter how much they cost.
Be treated with respect and be free from harmful or unfair treatment.

Share your thoughts about the Rights and Responsibilities Policy.

Get a copy of your medical records. Federal privacy rules may apply.

Ask to correct or update your medical records if something is wrong.

Get information that the law says you should get. Title 42, CFR, Section 438.10, is the law. It
describes how members must get information.

Get health care services that the law says you should have. Title 42, CFR, Sections 438.206
through 438.210 are the laws. These laws help make sure:
- You can get the services you need.
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- You get good care.
- Services are approved when needed.

« Say no to any medical service or treatment if it goes against your religious beliefs, unless a
court says you must have the service.

« Saying no would be dangerous for you or other people.

Your right to information

You can find out more about your rights and responsibilities on this website:
www.MagellanofLouisiana.com.

If you have questions or ideas about this information, please call Magellan at 1-800-424-4489
or call 711 to use the Louisiana Relay Service.

How to get this information
You can ask for this information at any time.

You can get it:
« By phone: Call 1-800-424-4489 or call 711 to use the Louisiana Relay Service
* In writing:
- Mail the request to:
Magellan of Louisiana

P.O. Box 83680
Baton Rouge, LA 70884

- Fax the request to: 1-888-656-4102
- Email the request to: LACSoCInfo@MagellanHealth.com

All information is free.

Your responsibilities as a member

As a member, you have the responsibility to:

+ Try your best to know and understand your provider’s rules and procedures.
+ Treat the people who care for you with respect.

« Call your provider if you have any questions.

+ Give information to your providers that they need to take care of you.

+ Follow instructions and rules from your providers.

+ Ask questions if you do not understand something and tell your providers if you have
trouble following your treatment plan.

+ Help set treatment goals that work for you.

« Know the name of your provider or case manager.
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« Call your Healthy Louisiana plan if you lose your Medicaid ID card. If you do not know your
plan, call the Healthy Louisiana Line at 1-855-229-6848 for help.

« Stay in touch with your Wraparound Facilitator.

« Complete your assessments on time.

« Keep your appointments and attend any follow-up visits.

« Tell your providers and main doctor if there are changes to your medicine.
+ Let your providers know before your appointment if you need to cancel.

+ Follow the grievance and appeals process in this handbook if you do not agree with a
provider or Magellan.

« Make healthy choices and stay away from things that are not good for your health.

« Report suspected abuse and/or fraud. Call Magellan’s Special Investigations Hotline at
1-800-755-0850 or email SIU@MagellanHealth.com. You do not have to give your name.

You can get the most from your Wraparound services by:

+ Building positive relationships with your team members and the community (Engagement
Principles),

+ Learning from challenges and bouncing back from setbacks. (Resilience principles)
+ Focusing on what you can do best (Strength-Based Practice).

What is Consent to Treatment?

It means you have the right to say yes or no to services. This is a state law. You also have the
right to choose your providers and the services you get. Your Wraparound Facilitator will
provide you with a list of service providers in your area to use. They will work with you to pick
the providers and services you need.

Once you pick a provider and service, the provider may need you to sign a form or say okay to
"Consent to Treatment” before they work with you. This signed form authorizes the provider
to provide you with services. When you sign the Consent to Treatment Form, you give the
Louisiana Department of Health the okay to see your records.

You can choose to get a service or not get a service at any time. For example, if your provider
thinks medicine may help you, they will tell you about the benefits and risks. They will also
ask you to sign a Consent to Treatment Form, or you may tell them it is okay if you want to take
the medicine.

What is an Advance Directive?

You have the right to make an Advance Directive. An Advance Directive is a form you complete
to tell providers the kind of care you want. Providers look at this form if you are too sick to
decide about your care.

A Medical Advance Directive tells your doctor about the care you want if you cannot speak for
yourself because of a medical problem.
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A Mental Health Advance Directive lets a behavioral health provider know a person’s wishes
about their care. The person fills it out when they are feeling well. It explains what you want to
happen if you are not able to make decisions about your care.

A Mental Health Care Power of Attorney is a written form. It lets adults choose another adult to
make treatment decisions for you if you cannot make them yourself.

Tell your family and providers if you have an Advance Directive. Give copies to:

« All providers that care for you. This includes your primary care doctor.

+ People you name as a medical or mental health care Power of Attorney.

« Family members or trusted friends. They can help your providers make choices for you.

Call Magellan Member Services at 1-800-424-4489 if you need help filling out an Advance
Directive.

You have the right to create an Advance Directive. A provider may sometimes choose not to
follow it because of their personal beliefs. This does not happen often. If it does happen, the
provider must give you written rules that:

« Explain why the facility and its providers do not agree.

« List the law that allows them not to follow it.

+ Explain the medical conditions affected.

Grievances about refusals of Advance Directives

You have the right to make decisions about your health care. This includes the right to create
an Advance Directive.

An Advance Directive tells others what care you want if you cannot speak for yourself.

Magellan will:

+ Respect your decisions.

+ Not treat you differently if you do or do not have an Advance Directive.

If you think a provider does not follow the rules for Advance Directives, you can file a
grievance with the Louisiana Department of Health and/or Magellan. Your provider is not
allowed to treat you badly if you have or do not have an Advance Directive. They cannot treat
you badly if you file a grievance about saying no to Advance Directives.

If you have questions about Advance Directives, you may contact:

« Magellan at 1-800-424-44809.

+ The Mental Health Advocacy Service at 1-800-428-5432 -OR-
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Louisiana Department of Health at:

Health Standards Section

P.O. Box 3767, Baton Rouge, LA 70821
Phone: 225-342-0138

Fax: 225-342-5073

Email: hhs.mail@la.gov

All information is free.

What is fraud, waste, and abuse?

Members need to use behavioral health services properly. It is called “fraud” if a member or
provider is not honest. This may happen when a provider bills for counseling sessions that
never happened.

Waste is when a member or provider uses time without it helping the member. An example
of this is when a provider gives the same service every week after the Plan of Care shows the
goal has been met.

Abuse is when someone uses services the wrong way or gets services they do not need. An
example of abuse is when a provider schedules more visits than the member needs. The
provider is doing this to get more payments.

You can lose your Medicaid benefits if you use your Medicaid ID card the wrong way. This
includes giving or selling your card to other people.

Fraud and abuse are serious crimes. People who do them can get in big trouble with the law.

What to do about fraud, waste, and abuse
If you think someone is doing something wrong, like fraud, waste, or abuse:

+ Call Magellan's Special Investigations Unit at 1-800-755-0850 or email
SIU@MagellanHealth.com -OR-

+ Call Magellan's Corporate Compliance Hotline at 1-800-915-2108 or email
Compliance@MagellanHealth.com -OR-

« There are several ways you can let the Louisiana Department of Health know so they can
look into it and take quick action:

Call
- Toll-free 1-800-488-2917 for Provider Fraud complaints.

- Toll-free 1-888-342-6207 for Recipient Fraud complaints.

Online

- Go to http://ldh.la.gov/index.cfm/form/22 for Provider Fraud Complaints.

- Go to http://ldh.la.gov/index.cfm/form/23 for Medicaid Recipient Fraud complaints.
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Mail

- Send your provider fraud complaint form in the mail to:
Gainwell Technologies
SURS Department
8591 United Plaza Blvd., Baton Rouge, LA 70809

- Send your Medicaid Recipient fraud complaint form in the mail to:

Louisiana Department of Health
Customer Service Unit
P.O. Box 91278, Baton Rouge, LA 70821-9278

Fax
- Send Provider Fraud complaints to 225-216-6129.

- Send Medicaid Recipient Fraud complaints to 225-389-2610.

You will not have to give your name when you report fraud, waste, or abuse.

We are always here for you.
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More information about the behavioral
health care services offered

There are many ways to get help with your feelings, emotions, and behavior. In Louisiana, you
can find these services in many places. The list below explains the types of help that Louisiana
Medicaid may pay for. To get these services paid for, providers usually must show Magellan
that you need them. If you need help right away, this approval is not needed.

Sometimes you might need help that is not easy to find or not in this guide. However, this rule
does not apply to crisis services (see below). If a crisis happens, call us. We will help you get
the care you need.

Magellan uses clear rules to make decisions about your care. These rules help decide what
kind of service you need and how long you may get them. All Magellan providers follow the
same rules. Magellan staff and providers do not get a reward for saying no to your benefits or
services.

When you are looking for help with behavior and substance use, tell your Wraparound
Facilitator or Magellan if you have special needs. We will work to help you get the care that is
right for you.

Our services are free. You never have to pay for services we set up for you. The Medicaid
Program pays for these services. Your Magellan provider cannot charge you for any services
we approve. If Magellan and a network provider do not agree about whether you need certain
services, your provider cannot charge you for those services.

A member, family member, Wraparound Facilitator, provider, or member advocate can call the
Magellan Customer Service Department anytime, 24 hours a day, 7 days a week, to get help
finding a network provider.

What kinds of behavioral health services can you get?

You can get these services when you have Louisiana Medicaid. You can get the services
through Magellan. For more information about the services, go to www.lamedicaid.com/
provwebl/providermanuals/manuals/BHS/BHS.pdf.

Youth: LA-Crisis Response Systems

Members and families can get help from outpatient services during a crisis. This means not in
a hospital. A crisis is like an emergency. This helps people get the care they need when and
where they need it. If you are already in treatment and have a crisis, you should contact your
provider for help.

If you do not know how to get help during a crisis, call Magellan. We will help you find a crisis
provider. Call 1-800-424-4489. Magellan can also help with follow-up care after a crisis.
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If you have thoughts about hurting yourself or others, you should:
+ Get help right away by calling 911.
+ (o to the nearest hospital for emergency care.

« Call or text a crisis hotline like the 988 Suicide and Crisis Lifeline at 988. For online chat,
visit https://chat.988lifeline.org/. The Lifeline chat service provides free and confidential
support 24 hours a day, 7 days a week.

« Call the Louisiana Crisis Hub at 1-855-242-2735. It is a free service. You can talk with
someone who can connect you with the care you choose in your area.

Information about the behavioral health and substance use crisis services that
Medicaid covers:

Crisis Intervention

You can get help right away if you are having a serious mental health problem or a crisis. A
crisis counselor will help you get the care you need and will work with you, your family, and
your provider. You may get this service at:

+ A hospital emergency room.
« A medical or behavioral health clinic.
« Your home, where you work, or where you go to school.

Crisis Stabilization

This means that young people and their families can get help when there is a serious
behavioral health problem. These services can help prevent the need to send the young
person to a hospital or other facility. Talk to your Wraparound Facilitator about how to get this
service.

Mobile Crisis Response Services

Mobile crisis response services are there to help you when you have an urgent mental health
or substance use crisis. You can call for mobile crisis services at any time of the day or night
and even on the weekends. These services are available 24 hours a day, seven days a week.
You will begin to get the service within one hour of your call for help if you live in an urban
area or within two hours of your call if you live in the country. These services will help you
during the first 72 hours of your crisis so that you can feel better and stay in your home. They
will help you until you feel safe and can go back to your regular CSoC services. This might
include getting a higher level of help if needed.

Community Brief Crisis Support

This service is here to help you feel better and find the help and care you need during a crisis.
You will need your Healthy Louisiana plan, the Mobile Crisis Response Unit, or a Behavioral
Health Community Crisis Center to call Magellan to arrange the care you need. These services
help during a crisis and can last up to 15 days. They offer support and help by keeping you at
home or in the area where you live. This includes calming down urgent problems and finding
the right care.
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Post-Stabilization Care

What it means

Post-stabilization care is the medical help your child may need after an emergency. Once your
child is stable, these services keep them safe and may help them get better. We work with the
hospital to arrange your follow-up care before you leave.

Who pays for this care?
Magellan, your health plan, pays for this care if:
« A Magellan-approved doctor or staff member gives the okay.

« The care is needed right away to keep your child stable and is given within one hour of
asking Magellan for the okay.

« Magellan does not answer within one hour, cannot be reached, or if your doctor and the
Magellan-approved doctor do not agree. In that case, your doctor may keep treating you
until @ doctor who is okayed by Magellan is reached.

You will not pay more than you would if you used a Magellan provider. If you are admitted to
the hospital, normal costs like copays may apply. (42 CFR 438.114¢)

For emergencies, you never need Magellan’s approval.

Inpatient services
The member must be in a hospital when getting these services.

Inpatient Psychiatric Services

This type of care is provided in a hospital. The staff helps you with therapy to treat your
symptoms. Doctors work with you to find out if medicine may help you. You should go to your
follow-up appointments after you leave the hospital. You should have your first follow-up visit
within seven days of leaving the hospital, or even sooner if needed.

Medically Managed Intensive Inpatient Withdrawal Management

This hospital care is for people who need 24-hour medical support to help them safely stop
using drugs or alcohol.

Utilization Management

Magellan has a program that makes sure members get the care they need. It checks if
someone should stay in the hospital and keeps checking to see if they still need to be there.

Traditional outpatient services

These services are provided by Licensed Mental Health Professionals who are licensed by the
State of Louisiana and can be:

+ Medical Psychologists,
+ Licensed Psychologists,

Licensed Master Social Workers (LMSWs),
+ Licensed Clinical Social Workers (LCSWs),
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« Provisionally Licensed Professional Counselors (PLPCs),

« Licensed Professional Counselors (LPCs),

« Provisionally Licensed Marriage and Family Therapists (PLMFTs),
+ Licensed Marriage and Family Therapists (LMFTs),

+ Licensed Addiction Counselors (LACs), and

 Advanced Practice Registered Nurses (APRNs).

Outpatient Psychiatric Services

These services are for members who need help with their mental health or support during
life changes. You and your counselor or social worker will usually meet once a week. This “talk
therapy” can help you feel better and support your recovery.

Outpatient services can include:

+ Individual outpatient psychotherapy
« Family outpatient psychotherapy

« Group outpatient psychotherapy

+ Mental health assessments

+ Psychiatric evaluations

Medication Management

A psychiatrist (a medical doctor who specializes in mental health) or a nurse practitioner will
talk with you about your symptoms. They will help decide if medicine might help you feel
better and may prescribe medicine if needed.

Psychological Testing

A licensed psychologist will ask you questions or have you complete activities and tasks. This
helps them understand strengths, needs, and any challenges you may be facing.

Transcranial Magnetic Stimulation

Transcranial Magnetic Stimulation (TMS) may help members aged 18-20 who have been very,
very sad and have not improved with other treatments. Before a person can try TMS, a doctor
needs to make sure the person has tried treatments such as medicine and counseling, and that
those treatments did not help enough.

This means the person took at least four kinds of antidepressant medicines (from at least two
types). They took each one for at least 6 weeks, and their depression did not improve by at
least half, or they couldn't take it because those medicines do not mix well with their other
medicines, or they can cause bad side effects. The doctor must use a trusted test to see how
bad the depression is and if anything has helped. Also, the person can't have any medical
reasons that make TMS unsafe. They must have already tried, been told not to try, or chosen
not to have Electroconvulsive Therapy (ECT).
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Outpatient Substance Use Disorder Services

This service is for people who have problems with substance use. You and your therapist meet
regularly, usually once a week. You will talk about and work on your substance use concerns.
This can help you feel better and support your recovery.

Substance Use Disorder Intensive Outpatient Treatment

This service is a program that lasts two or more hours a day, several times a week. It offers
group treatment for substance abuse in a community setting. This program is for people who
need more help than regular outpatient care. You may attend up to 19 hours each week. You
do not stay overnight.

Your wellness and recovery

You can live well and still have mental health challenges. Taking care of yourself involves good
lifestyle habits. These include:

+ Eating the right foods
+ Getting regular exercise
« Getting a good nights rest

Good lifestyle habits will help you live well. Living with day-to-day challenges in life includes:
« Building your skills to bounce back even when you are feeling stress
+ Having healthy relationships

Below are a few questions and answers to help you understand the ideas of
+ Recovery

+ Resiliency

« Wellness

What is recovery?

Recovery means getting better. Your recovery may not be like someone else’s. There are many
roads to recovery. Each person has their own path. Some things apply to everyone:

* positive changes are possible

* recovery builds on your strengths and coping skills

« coping skills improve during recovery

Recovery includes having choices about your services and supports. This helps you gain
control over your life. Your recovery plan is something you develop for yourself. Your provider,

a peer, a friend or family member can help you develop it. It includes goals built on your
needs, preferences and experiences.

Another important part of recovery is respect for your rights. You should be treated fairly. (See
this handbook for member rights and responsibilities.)
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Recovery involves accepting and believing in yourself. Take responsibility for your own
recovery. Get help from others who are living well with their own mental health challenges.

This is called mutual support or peer support. It means helping each other.

Having hope is important for recovery. The belief that your life will get better and that you will
have a better future is important. Hope comes from you. Your family, friends and providers can
give you a sense of hope too.

What is resiliency?

Resiliency is the ability to bounce back and adapt, even if you feel stress. Building resiliency

includes learning new skills. This helps you feel more confident. It gives you a sense of hope.
Resiliency means you are able to grow. You learn new ways to face challenges. This helps you
move into the future.

How can | be more resilient?

People have different roads to recovery. There are many ways to learn how to bounce back. Be
aware when you have bad feelings about yourself or your situation. Then you can figure out
how to stop letting these feeling affect you.

Spirituality also helps people become more resilient. You must have hope in your life for
yourself and others.

Meaning and purpose in life are important for everyone. Find ways to do healthy and
enjoyable things. This may mean working on volunteering. It could mean learning new things
or do something creative. It may mean helping others get better. Some people discover that
helping others helps them.

What does it mean to be well?

Out health includes mental and physical health. It also includes other areas of our lives such
as:

+ having your own money to do things you like

+ being able to do creative things like paint, play music and work in a garden

+ having healthy relationships

* having choices

Wellness also includes helping others. Helping other people on the road to recovery and

wellness helps you. This is called the “helper’s principle.” We get better by supporting others
to get better.

Home and Community-Based Services

These services help people with mental health and substance use needs by providing care
and support right where they live. These services mostly occur at home or in community
settings.
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Community Psychiatric Support and Treatment (CPST)

People with mental illnesses can get counseling at home, work, or school. This type of
counseling focuses:

« On making plans and solving problems to help them feel better and more confident in their
everyday lives.

« On making friends, feeling more at ease with other people, and staying away from things
that cause trouble.

« On planning your treatment with family members and other helpers.

Psychosocial Rehabilitation (PSR)

People can get help to feel healthy and more comfortable around others. This service can
include family members and other people who help them. It can include:

Learning ways and skills to help you feel better and stay healthy.
+ Finding new friends and feeling more comfortable with others.
How to avoid things that cause problems.
« Making a plan or getting support to take classes that interest you or look for a job.

EPSDT (Early and Periodic Screening, Diagnostic and Treatment)

Children under age 21 who have Medicaid can get EPSDT benefits. This coverage helps
them access all the necessary healthcare services to keep them healthy and prevent health
problems. EPSDT helps to make sure that children get the important care they need:

« Early:looking for and finding problems early on
« Periodic: checking children’s health regularly and at the right ages

« Screening: giving tests to check children’s physical health, mental health, development,
teeth, hearing, vision, and other areas to find possible problems

« Diagnostic: doing tests to check more closely when a risk is identified
« Treatment: control, fix, or reduce health problems found

Call your Healthy Louisiana plan to schedule EPSDT visits and for transportation.

Coordinated System of Care (CSoC) Services

These are special waiver services that help young people and their families in their homes and
communities.

Wraparound Facilitation

You can meet in person with a staff person who will help you and your child choose the
support and services your family might need to reach your goals. The meetings must always
include the member and their parent or guardian. Other family members, providers, and
anyone who is involved with the member or family can join the meetings.
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Youth Support and Training (YST)

Children and teens can get help from other trained young people who have gone through
similar problems.

Parent Support and Training (PST)

Families can learn from other families who have had similar experiences. This will help them
gain new skills to manage their children’s behaviors and feelings. The goal is to create a safe,
healthy home for children and young people.

Independent Living Skill-Building Services (ILSB)

Young people can learn the skills they need to do well as they approach adulthood and
prepare to live independently.

Short-Term Respite (STR)

Young people can get care right in their homes or communities. This helps ease the stress on
families with children who have serious behavior problems.

Residential Behavioral Health Services (PRFT)

You can get these behavioral health and substance use services if you have Louisiana
Medicaid. Magellan does not cover these services. You can get the services through your
Healthy Louisiana plan.

Psychiatric Residential Treatment Facility (PRTF) for Children and Teens

A place where young people under the age of twenty-one can stay to get strong mental health
treatment.

Therapeutic Group Home (TGH) for Children and Youth

Young people can live in @ home-like place with a small group of other young people. Here
they can learn how to feel better, make new friends, and do better at home, school, and work.

Residential Substance Use Treatment

This means you can get counseling and treatment to help stop using alcohol or drugs,
including treatment in a place where you live.

Evidence-Based Services

Evidence-based practices are treatments that have been proven to help how people think,
feel, and act. Federal agencies such as the Agency for Healthcare Research and Quality and
the Substance Abuse and Mental Health Services Administration conduct research that proves
evidence-based services work well.

Assertive Community Treatment (ACT) (for youth who are 18 years or older)

ACT teams move around to provide care and support for those who have bad mental health
issues that last a long time and other issues. These teams help people who have not been able
to stay stable in their home areas. Services are given by a group of trained behavioral health
professionals right where the person lives or spends time.
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Multi-Systemic Therapy

Multi-Systemic Therapy (MST) is a treatment for young people 12 to 17 years old who have a
mental health issue and are having trouble with the law or might get in trouble. This program
teaches families ways to get along better and can reduce bad behavior.

Homebuilders

Homebuilders is a service for families with children aged birth to 18. Homebuilders helps
families when children might have to leave their home. It also helps when children are coming
back home. This service is for families who might be involved with the child welfare or
juvenile justice systems. It can last for four to six weeks.

Functional Family Therapy

Functional Family Therapy (FFT) is a short-term program that helps young people ages 10 to 18
and their families. It helps to correct behavior problems and helps families understand how
they can work better together.

Functional Family Therapy Child Welfare (FFT-CW) is a program for ages O to 18 and their
families. It helps them with behavior problems. This program is for young people and families
who may be involved with the child welfare system.

Trauma-Focused Cognitive Behavioral Therapy (TF-CBT)—TF-CBT helps children and teens who
have been through something scary or painful. It teaches skills to help them feel safe. It also
helps the child and caregiver talk safely about what happened. The therapy helps reduce fear,
sadness, and behavior problems caused by trauma.

Eye Movement Desensitization and Reprocessing (EMDR) Therapy—EMDR helps children and
teens who are upset by past traumatic events. The therapist guides them to think about the
memory while focusing on gentle eye movements or tapping. Over time, the memory feels
less upsetting and easier to handle.

Youth PTSD Treatment—This treatment helps children and teens who have post-traumatic
stress after a scary or violent event. Therapists use trauma-focused methods, such as TF-CBT
or EMDR, to help the child feel safer and more in control. It teaches healthy ways to manage
thoughts, feelings, and reactions.

Your services and limits

Your services are based on your needs.
Not all members get the same services.

Your services depend on:
* Your assessments
« Your Plan of Care

+ Your goals and needs

Some services must be approved before you get them. This is called Prior Authorization.
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Are there limits on services?

Some services may have limits based on:
+ Your needs
+ Medicaid rules

« What s in your Plan of Care

Your Child & Family Team helps decide what services are right for you.

Medical services

Magellan does not cover medical services that are not related to your behavioral health

needs. We only cover hospital services for mental health and substance use. If you qualify for

Medicaid, you can get health services through your Healthy Louisiana plan.

Some of the medical services that Magellan does not cover are:
Nursing home care.

« Dental care.

+ Vision care.

+ Hearing care.

« Chiropractic care.

+ X-rays.

+ Transportation services.

« Family planning services, such as birth control, pregnancy testing, and family health
services.

You should call your Healthy Louisiana plan if you have a problem with your physical health.
Physical health includes problems like an infection or a broken arm. Your Healthy Louisiana
plan will help you get the care you need for your physical health.

Contact the Customer Service Department at your Healthy Louisiana plan. The names and
phone numbers are:

AETNA BETLEr HEAIN oot 1-855-242-0802
AMEITHEAIEN CAITaS .ottt 1-888-756-0004
Humana Healthy HOrizons in LOUISIaNA ......veeueirrreienereeeiessseeseessesssseessssssseeseessessseee 1-800-448-3810
Louisiana Healthcare CONNECTIONS ...ttt 1-866-595-8133

You can contact Magellan any time, day or night, at: 1-800-424-4489 or 711 for the Louisiana
Relay Service. We will help you find the right care.
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Prescription drugs

Your Healthy Louisiana plan helps pay for medicines you may need. Sometimes medicine is
part of your treatment. If you need medicine, your doctor, psychiatrist, medical psychologist,
or advanced practice nurse will write a prescription for you. If you have questions about your
medicine, ask the person who gave you the prescription.

You can also call your prescription drug plan for help. Each Healthy Louisiana plan has
information about medicines on its website. They will be able to tell you where drug stores are
located. Some medications need approval before you can get them, so be sure to check with
your doctor or your Healthy Louisiana plan.

Medical Necessity Criteria

Medical Necessity Criteria are guidelines that help decide if a service is needed. They will
make sure that:

+ The service is needed for your condition.

« The service follows accepted medical practices.
« The service helps improve your health.

+ You get the right type and amount of care.

You can call Magellan at 1-800-424-4489 to request a free paper copy. Magellan is here to
help you at any time of the day or night.

You can also get a copy of the Medical Necessity Criteria from the Magellan of Louisiana
website at: www.MagellanoflLouisiana.com/for-members/member-materials/member-
resources/medical-necessity-criteria

Clinical Practice Guidelines

Clinical Practice Guidelines are recommendations that help providers choose the best care for
each member. They are based on research and expert experience to make sure care is safe,
effective, and consistent.

Magellan shares the Clinical Practice Guideline with:

« Magellan members and people who may become Magellan members when they ask for
them.

+ All Magellan providers.

Information about Magellan of Louisiana

You can learn more about Magellan of Louisiana, like:

« How Magellan of Louisiana is set up.

« How Magellan of Louisiana works and provides services.
« Where its main office is located.

These facts are on the Magellan of Louisiana website: www.MagellanofLouisiana.com
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Medicaid rules
Some Medicaid rules that you might need to know about:

42 CFR § 438.3(i) — This rule helps make sure that doctors' reward plans are:
+ Clear.
« Easy to understand.
Focused on giving better care.
« Do not encourage providers to reduce services just to save money.

It also protects CSoC members from money-saving ideas that might lead to poor care.

42 CFR 438.10 (f)(3) — This rule helps people who have Medicaid get clear and easy-to-
understand facts about their health care choices when they are looking online. They can get
the facts right when they need them.

We are always here for you.
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Other resources

Learn more about Wraparound

National Wraparound Initiative (NWI) Handbook for Families
Wraparound Process User's Guide: A Handbook for Families

Behavioral health support groups

Local and national groups help people with behavior and mental health needs. They also help
family members. Some of these are:

Depression and Bipolar Support Alliance (DBSA)

Baton Rouge

DBSA Open Arms (ages eighteen and over)

Phone: 225-588-8763

Where: East Baton Rouge Parish Library, 7711 Goodwood Blvd. Room 2A, Baton Rouge, LA
70806

When: First and Third Tuesdays of the month at 7:00 p.m. - 8:00 p.m.

Website: DBSA - Open Arms.com

New Orleans

DBSA New Orleans (ages eighteen and over)

Where: Meets at the Tulane Lakeside Hospital cafeteria, 4700 S |-10 Service Road W, Metairie,
LA 70001

When: The first and third Tuesdays of the month at 7:00 p.m. - 8:30 p.m.

Email: contactdbsaneworleans@gmail.com

Website: www.dbsaneworleans.org

Educational support groups

Families Helping Families

Region 1 (New Orleans area)—Families Helping Families of Greater New Orleans
Serving Orleans, Plaquemines, St. Bernard

700 Hickory Avenue

Harahan, LA 70123

Phone: 504-888-9111 or 1-800-766-7736 (toll free)
Fax: 504-353-2350

Email: info@fhfofgno.org

Website: https://fhfofgno.org
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Region 2 (Baton Rouge area)—Families Helping Families of Greater Baton Rouge
Serving East and West Baton Rouge, East and West Feliciana, Iberville, Pointe Coupee, and
Ascension

2356 Drusilla Lane, Baton Rouge, LA 70809
Phone: 225-216-7474 1-866-216-7474 (toll-free)
Fax: 225-216-7977

Email: info@fhfgbr.org

Website: https://www.fhfgbr.org

Region 3 (South Central area)—Bayou Land Families Helping Families
Serving Assumption, Lafourche, St. Charles, St. James, St. John, St. Mary, and Terrebonne
parishes

286 Hwy. 3185, Thibodaux, LA 70301

Phone: 985-447-4461 or 1-800-331-5570 (toll-free)
Fax: 985-447-7988

Email: bayoulandfhf@gmail.com

Website: https://www.blfhf.org

Region 4 (Acadiana area)—Families Helping Families of Acadiana, Inc.
Serving Acadia, Evangeline, Iberia, Lafayette, St. Landry, St. Martin, and Vermilion parishes

100 Benman Road, Lafayette, LA 70506

Phone: 337-984-3458 office or 1-855-984-3458
Fax: 337-984-3468

Email: info@fhfacadiana.org

Website: https://www.fhfacadiana.org

Region 5 (Southwest area)—Families Helping Families of Southwest Louisiana
Serving Allen, Beauregard, Calcasieu, Cameron, and Jefferson Davis parishes

324 West Hale Street, Lake Charles, LA 70601
Phone: 337-436-2570 or 1-800-894-6558 (toll-free)
Fax: 337-436-2578

Email: info@fhfswla.org

Website: https://www.fhfswla.org

Region 6 (Central LA area)—Families Helping Families at the Crossroads of La., Inc.
Serving Avoyelles, Catahoula, Concordia, Grant, LaSalle, Rapides, Vernon, and Winn parishes

2840 Military Highway, Pineville, LA 71360

Phone: 318-641-7373 or 1-800-259-7200 (toll-free)
Fax: 318-640-4299

Email: fhfxroads@gmail.com

Website: https://fhfxroads.com
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Region 7 (Northwest area)—Families Helping Families of Region 7
Serving Bienville, Bossier, Caddo, Claiborne, Desoto, Natchitoches, Red River, Sabine, and
Webster parishes

215 Bobbie St., Suite 100, Bossier City, LA 71112
Phone: 318-226-4541 or 1-877-226-4541 (toll-free)
Fax: 318-562-5391

Email: info@fhfregion7.com

Website: www.fhfregion7.com

Region 8 (Northeast area)—Families Helping Families of Northeast Louisiana, Inc.
Serving Caldwell, East Carroll, Franklin, Jackson, Lincoln, Madison, Morehouse, Ouachita,
Richland, Tensas, Union, & West Carroll

5200 Northeast Road, Monroe, LA 71203

Phone: 318-361-0487 or 1-888-300-1320 (toll-free)
Fax: 318-361-0236

Email: info@fhfnela.org

Website: www.fhfnela.org

Region 9 (Florida Parishes area)—Northshore Families Helping Families
Serving Livingston Parishes, St. Tammany, St. Helena, Tangipahoa, and Washington

108 Highland Park Plaza, Covington, LA 70433
Phone: 985-875-0511 or 1-800-383-8700 (toll-free)
Fax: 985-875-9979

Email: info@fhfnorthshore.org

Website: www.fhfnorthshore.org

Region 10 Families Helping Families of Greater New Orleans
700 Hickory, Harahan, LA 70123

Phone: 504-888-9111 or 1-800-766-7736 (toll-free)

Fax: 504-353-2350

Email: info@fhfjefferson.org

Website: www.fhfofgno.org

Louisiana Mental Health Association
The Louisiana Mental Health Association provides services for people aged 18 and older with
or at risk for mental health and substance abuse issues.

544 Colonial Dr., Baton Rouge, LA 70806
Phone: 225-929-7674

Fax: 225-900-7126

Website: www.louisianamha.org
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NAMI Louisiana (National Alliance on Mental Illness)
NAMI Louisiana has a telephone Help Line. NAMI helps people of all ages get services for
behavior and mental health needs. They have details on self-help groups in the state.

Phone: 1-225-291-6262 or 1-866-851-6264
Information Helpline: 1-800-950-NAMI
Email: info@namilouisiana.org

Website: www.namilouisiana.org

State Agencies
Adult Protective Services (APS)

Office of Aging and Adult Services — Louisiana Department of Health
People can tell someone if adults who cannot take care of themselves are being hurt or not
looked after. Call the hotline 24 hours a day, seven days a week: 1-866-758-5035

P.O. Box 629, Baton Rouge, LA 70821
Phone: 225-342- 9500, Option 5

Fax: 225-342-5568

Website: https://ldh.la.gov/microsite/12

Child Protection Investigation, Child Welfare

Department of Children and Family Services

Child Protective Services checks out reports of children being hurt or not being taken care of.
They also offer help to children and families.

627 N. Fourth St., Baton Rouge, LA 70802
Phone: 1-888-524-3578

Hotline: 1-855-4LA-KIDS (1-855-452-5437)
TTY: 711

Email: LAHelpU.dcfs@la.gov

Website: www.dcfs.louisiana.gov

Louisiana Department of Health

Office of Behavioral Health

628 N 4th St., Baton Rouge, LA 70802

Phone: 225-342-2540

Website: https://ldh.la.gov/office-of-behavioral-health

Louisiana Department of Health

Health Standards Section

P.O. Box 3767, Baton Rouge, LA 70821
Phone: 225-342-0138

Fax: 225-342-5073

Email: hss.mail@la.gov

Website: https://ldh.la.gov/microsite/32
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Louisiana 2-1-1

This is a phone line that provides information and helps you find resources for your daily
needs and in tough times. You can call 211 to get help. It is available 24 hours a day, seven
days a week.

Website: www.louisiana21l.org

The Louisiana Medicaid Program

The Louisiana Medicaid System is part of the Department of Health. It manages health firms
that give healthcare to people who are allowed to get Medicaid and other medical help
programs.

Phone: 1-888-342-6207
Email: MyMedicaid@la.gov
Website: www.ldh.la.gov/medicaid

Healthy Louisiana Plans (Louisiana Medicaid'’s Health Care Plans)
These plans help people who want to join a Medicaid health plan. If you do not know your
Healthy Louisiana plan or need to ask about your plan, you can contact them.

Phone: 1-888-342-6207

For hearing impaired (TTY), please call 1-855-526-3346
Contact by web form: Contact Healthy Louisiana support
Website: https://sspweb.lameds.ldh.la.gov/selfservice

Louisiana Medicaid Pharmacy Benefits Management Program
The Louisiana Medicaid Pharmacy Benefits Management Program handles prior approvals and
oversees pharmacy benefit policies for Medicaid members.

Phone: 1-800-437-9101
Email: PharmacyMedicaid@la.gov
Website: https://ldh.la.gov/medicaid/pharmacy-operations

Coordinated System of Care—Family Support Organization

Behavioral Health Services of Louisiana

8326 Kelwood Ave, Baton Rouge, LA 70806
Phone: 1-888-693-4996

Fax: 225-929-9740

Email: hbarnes@fsobehavioralservices.com
Website: https://fsobehavioralservicesofla.com

Coordinated System of Care—Wraparound Agencies

Region 1 (New Orleans and Jefferson Parish areas) Eckerd Connects
Serves Jefferson, Orleans, Plaquemines, and St. Bernard Parishes

990 N. Corporate Blvd., Suite 212, ElImwood, LA 70123-3331
Phone: 504-731-3426

Fax: 504-733-0476

Website: https://eckerd.org/region/la
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Region 2 (Baton Rouge area) Cornerstone Youth and Family Services
Serves Ascension, East Baton Rouge, East Feliciana, Iberville, Pointe Coupee, West Baton
Rouge, and West Feliciana Parishes

3636 S. Sherwood Forest Blvd,, Ste. 200, Baton Rouge, LA 70816
Phone: 225-325-0859

Email: info@cornerstoneyafs.org

Website: www.cornerstoneyouthandfamilyservices.org

Region 3 (Florida Parishes area) Choices, Inc.
Serves Livingston, St. Helena, Tangipahoa, Washington, and St. Tammany Parishes

710 SW Railroad Avenue, Suites G & H, Hammond, LA 70403
Phone: 985-318-3250

Fax: 877-289-4352

Website: https://www.choicesccs.org/louisiana

Region 4 (Houma/Thibodaux area) Ascent Health, Inc.
Serves Assumption, St. James, St. John the Baptist, St. Charles, Lafourche, and Terrebonne
Parishes

1198 Barrow Street, Houma, LA 70363
Phone: 985-232-3930

Fax: 985-257-2747

Website: www.ascentlife.org

Region 5 (Acadiana area) Volunteers of America
Serves Evangeline, Acadia, St. Landry, St. Martin, Iberia, Lafayette, St. Mary, and Vermillion
Parishes

825 Kaliste Saloom Road, Building 2, Suite. 200, Lafayette, LA 70508
Phone: 337-849-0099

Fax: 337-291-2817

Website: www.voascla.org

Region 6 (Lake Charles area) Choices (Louisiana Choices Network, LLC)
Serves Beauregard, Allen, Jefferson Davis, Calcasieu, and Cameron Parishes

1800 Ryan Street, Suite 103, Lake Charles, LA 70601
Phone: 337-310-3737

Fax: 866-504-0859

Website: https://eckerd.org

Region 7 (Alexandria area) Eckerd Connects
Serves Avoyelles, Catahoula, Concordia, Grant, LaSalle, Vernon, Rapides, and Winn Parishes

1307 Peterman Drive, Alexandria, LA 71301
Phone: 318-443-7900

Fax: 318-443-7909

Website: https://eckerd.org/region/la
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Region 8 (Shreveport area) Cornerstone Youth and Family Services
Serves Bienville, Bossier, Caddo, Claiborne, DeSoto, Jackson, Natchitoches, Red River, Sabine,
and Webster Parishes

3020 Knight Street, Suite 200, Shreveport, LA 71105
Phone: 318-408-9101

Email: info@cornerstoneyafs.org

Website: www.cornerstoneyouthandfamilyservices.org

Region 9 (Monroe area) Wraparound Services of Northeast Louisiana, Ascent (Ascent Life, Inc.)
Ascent Life, Inc. serves East Carroll, Franklin, Lincoln, Madison, Morehouse, Ouachita, Richland,
Tensas, Union, and West Carroll Parishes

502 North 2nd St., Monroe, LA 71201
Phone: 318-654-4245

Fax: 318-855-3585

Website: www.ascentlife.org
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Dictionary

Advance Directive—This is a form that tells others what care you want or do not want if you
cannot talk. It is in writing.

Adverse Action—A decision to deny a service you asked for, or to approve less care than what
was asked for.

Appeal—A request to check if a decision was right.

Approval of Services—The process is used to show that you need certain non-emergency
services. This must be done before you can get these services.

Behavioral Health Provider—The person or place that provides behavioral health services.

This can be:

+ Doctors + Counselors

« Psychologists « Other behavioral health professionals
« Medical psychologists + Treatment centers

Children’s Health Insurance Program (CHIP)—CHIP was created in 1997 by Title XXI of the
Social Security Act. This program is called Louisiana Children’s Health Insurance Program
(LaCHIP) in Louisiana. It is a health insurance for children.

Consent to Treatment—This means that the member’s parent or guardian gives their okay to
get services. If the member is age 18 or older, they can give their own okay.

Coordinated System of Care (CSoC)—This is a program for Louisiana’s children and youth with
serious mental health needs. These children and youth might have more than one issue. They
are in danger of having to leave their home. The goal of the CSoC is to help keep children and
youth:

« Out of the juvenile justice system * Inschool
« Athome « Out of the child welfare system

Crisis Plan—The crisis and safety plan is about keeping everyone safe during a crisis. It looks
at why you are in Wraparound and at urgent family worries. The first crisis and safety plan is
made with your family as soon as Wraparound starts to help everyone in the family stay safe
until the first Wraparound Team Meeting. The crisis and safety plan is then updated with ideas
from the other team members at the first meeting. If there is a crisis, the plan is redone within
72 hours and looked at again during every Wraparound Team Meeting.

Emergency Medical Condition—This is when a person thinks they need help quickly to stay
healthy and avoid major health issues. Not getting care would be very bad for the patient.

Emergency Services—Medical care given right away for a serious health problem. This care
can be provided in a hospital or at a clinic. It is given by a trained healthcare provider to
improve a serious medical condition.
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Expedited Appeal—An appeal that is worked on sooner than a regular appeal. This is done to
avoid risking a person’s life or health.

Facilitator—A person trained and trusted in Wraparound and puts together the Wraparound
process for the member. This person also leads Wraparound Team Meetings.

Family— A family is a group of people who live in the same house and care for one another.
Family includes parents and brothers and sisters. It also includes other people who have a
strong connection to you. Those people do not have to live in the same home.

Family Support Organization (FSO)—The FSO provides family and youth support services to
CSoC members and the CSoC members’ family.

Grievance/Request for Investigation—\When you feel you have not been treated fairly. When
you are not happy with the care you get.

Louisiana Children’s Health Insurance Program (LaCHIP)—LaCHIP provides health care
coverage for children up to age 19. It provides:

« Health care + Prescription drugs
Primary care doctor visits + Hospital care

+ Preventive and emergency care + Home health care

« Vaccines + Other health services

Louisiana Department of Health (LDH)/Office of Behavioral Health (OBH)—This state agency
oversees the use of federal and state funds to provide behavioral health services.

Member—A member is a child or youth who is in the CSoC program.

Notice of Action—When Magellan or a provider tells a member about their services and what
it means for that member. It is important to explain the results in a simple and clear way.

Out-of-Home Placements—~Places outside the home where children and youth get special
care or services. This can include:

+ Psychiatric Hospitals + Secure Care Facilities

+ Psychiatric Residential Treatment + Homeless (As Identified by the Dept. of
Facilities Education)

+ Therapeutic Group Home + Addiction Facilities
Intellectual or Developmental + Detention

Disabilities Facilities - Therapeutic Foster Care

« Non-medical Group Home

Plan of Care—The Plan of Care is a written plan that describes the goals, services, and
supports for a member and family. Every Coordinated System of Care member must have a
Plan of Care. It will be updated during each team meeting. It shows the work the team will do
to help meet the family’s needs and move them closer to their goals.
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Post-stabilization Care Services—These services help with medical emergencies. These
services are given after a person is stable to help keep their condition from getting worse.
They can also help make the person’s condition better.

Power of Attorney—A written form. You will be able to choose someone that can make health
care or mental health choices for you if you cannot do it.

Prepaid Inpatient Health Plan (PIHP)—This is a program that gives medical services to
members who have a contract with a state agency.

Provider Network—A group of providers who have contracts with Magellan to provide mental
health services.

Recovery—All people with mental health issues can learn, grow, and change and can have a
life full of meaning and purpose.

Referral—The steps that your provider takes to send you to another provider for special types
of care.

Resiliency—The ability to bounce back from hard times and problems. This can include
trauma or other life stresses. The member can go on with life and have skill and hope.

Serious Mental Illness (SMI)—An illness that needs treatment or long-term mental health
care. The illness lasts a long time. This makes it hard for them to handle tasks that require
basic care.

Strengths—The traits that members and the members’ team use to cope with challenges.

Substance Use Disorder—When a person uses anything in a way that causes problems in their
life. The disorder can make it harder to stay healthy and make good choices. The person also
has a hard time stopping or cutting back.

Wraparound Agency (WAA)—WAAs are where Facilitators work. They create a Plan of Care
and help set up the care members need through the Coordinated System of Care (CSoC).

Wraparound Team—A group of people chosen by the member and the member’s family. The
member or the member's family knows these people from the area where they live, or from
other places or people who help them. The Wraparound Team makes and carries out the CSoC
member’s Plan of Care. A Wraparound Team can also be called a Child and Family Team (CFT).
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Notice of nondiscrimination

Magellan follows federal civil rights laws.

We do not treat people differently because of:
Race

«+ Color
National origin

+ Age

+ Disability

« Sex

Free help is available from Magellan.

You can get:

* Interpreters

+ Materials in other languages
 Large print

+ Call 1-800-424-4489

« TTY: 711

If you have a complaint
You can file a civil rights complaint.
We can 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/smartscreen/main.jsf. Or you may file a
complaint by phone (1-800-368-1019, 800-537-7697 (TDD)) or by mail at:

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

Room 509F, HHH Building

Washington, D.C. 20201

This information is also available through Magellan’s website:
www.magellanhealth.com/non-discrimination-and-language-assistance.
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Free language help is available

English
ATTENTION: If you speak English, language assistance services, free of charge, are available to
you. Call 1-800-424-4489 (TTY: 711).

Spanish
ATENCION: si habla espafiol, tiene a su disposicion servicios gratuitos de asistencia linglistica.
Llame al 1-800-424-4489 (TTY:711).

Chinese

AR NMREFERERP, BN BESESEBRE. FHE 1-800-424-4489 (TTY:
711),

Vietnamese

CHU Y: Néu ban néi Tiéng Viét, cé cac dich vu hd tro ngdn ngtt mién phi danh cho ban. Goi s6
1-800-424-4489 (TTY: 711).

Tagalog
PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng mga serbisyo ng tulong sa
wika nang walang bayad. Tumawag sa 1-800-424-4489 (TTY:711)

Korean
Fol: 208 AFRSHAIS 72, olof X|# MHIAE £R22 01834 4 aLich
1-800-424-4489 (TTY: 711) Ho 2 T35 FAA2L.

Armenian

NhZUCNRE3NNU Bt ununid bp Awikpbt, wwyw dkq waydwn Yupnn B inpudwnpyby
EqUuljua wowlgnipjwd Swnwinipmiaubn: Quwuquhwpbp 1-800-424-4489 (TTY
(AREnwwnhw) 711):

Farsi
1-800-424-4489 L 28L (0 sl Lad s J8G)) C pean (Sl S0l S o SR )b (L) 4 R s
(TTY: 711) 2,8 o,
Russian

BHUMAHMWE: Ecnv Bbl roBOpUTE Ha PYCCKOM A3blKe, TO BaM A0CTYNHbl 6ecnnaTHblie yCayru nepesoaa.
3BoHUTe 1-800-424-4489 (TTY: 711).

Japanese
EIRBIE BAREZFSINDHE. BROSEXBZHALEIEIFERT, 1-800-424-4489
(TTY: 71N FER T, BBFEICTTERELLIES

Arabic
1-800-424-4489 (°§J'-’ Juadl | Olaell &) dlead Ay eadll 3acluall Glaad Gld dxlll 5S40 Gaads S 1) ddagala
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Punjabi
fanrs fe§: 7 3t Ut 88w g, 37 s feg qorfesr Aer 3or3 st He3 Qusau J1 1-800-424-4489
(TTY: 711) '3 B A1

Cambodlan
Lﬁ[ﬁﬁ iﬁﬁfsmﬁﬁstiﬂfﬁ ﬁ‘lflﬂi?i ifﬁﬂﬁStﬁ%ﬁﬁmﬁﬂ ‘E“’]tﬁﬁ‘Sﬁﬁﬂﬁﬂf ﬁﬁifﬁﬁﬁ%ﬁfﬂﬁﬁiiﬁﬁﬂ Ga‘
?fsfu*m 1-800- 424 4489 (TTY: 711)‘1

Hmong
LUS CEEV: Yog tias koj hais lus Hmoob, cov kev pab txog lus, muaj kev pab dawb rau koj. Hu rau
1-800-424-4489 (TTY:711).

Hindi
&1 & afe 3y it e & af 3imuds for qud & YToT Ggraar Yard U &1 1-800-424-4489
(TTY: 711) W BId B |

Thai
Bau: ananemrnaaasunsalduansiamdamenelaws s 1-800-424-4489
(TTY: 711).
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Call us for help at 1-800-424-4489

Visit us online at www.MagellanofLouisiana.com or
Visit LDH website at www.CSoC.LA.gov
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