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About Us

Our mission is to provide superior healthcare and an excellent patient
experience.

Medical Associates Clinic is a well-established multispecialty group practice
with over 180 providers and a staff of over 1,000 health care professionals
and support personnel. The group was founded in 1924 and is lowa’s oldest
multispecialty group practice. Today, Medical Associates Clinic is the area’s
leading health care provider and only multispecialty group practice. Medical
Associates Clinic has been recognized since 1998 as a “better performing
practice” by the Medical Group Management Association.

In 1982, Medical Associates developed the Tri-State’s first health
maintenance organization, Medical Associates Health Plans, which offers
comprehensive health benefits to over 400 employers and 45,000 members.

Quality Healthcare

Medical Associates Health Plans was awarded
Accreditation by the National Committee for Quality

< B Assurance (NCQA). Scores are based upon excellence
in health prevention, consumer satisfaction, and clinical
HEALTH PLAN treatment. This is great news for you. It affirms that your

medical care is in compassionate and expert hands.

When you choose Medical Associates Health Plans, you are entrusting your
health to expert practitioners who are committed to your wellbeing.



Health Care Services

Personalized Care

Our Case Managers act as a resource for our members, offering a “go to”

person - someone to answer their questions, to be their advocate.

- Locally based service — we are your neighbors, your friends — we have
a vested interest in providing quality care. Our members can visit the
Medical Associates Health Plans office to get their questions answered
quickly.

- Quality, Cost Effective Care — This is always a challenge. Our Nurses
are aware of all of the services available so before a member is referred
out of plan we make sure that all internal resources are utilized. And
then once a member is referred out of plan, we ensure that the member
is redirected back in plan when appropriate.

- Less Paperwork /Less Hassle — Our members need only call Health
Care Services about care needed out of service area such as for
students, vacationers. The Case Manager can walk the member through
getting the care they need, and no paperwork is needed. Again, our
800-telephone number is good within the boundaries of the U.S. and is
answered 24 hours a day.

- Continuity of Care — Our Health Care Services staff coordinate
emergent /urgent care for our members that is needed out of the
service area between the hospital and home, making the transition
a smooth one.

Disease Management and Complex Case Management

Medical Associates Health Plans makes a continuous effort to improve the
quality of services that we deliver. One of the ways we strive to accomplish
this is through our case management programs, into which members are
automatically enrolled free of charge. We offer a comprehensive Disease
Management program to benefit members with diabetes, hypertension and
asthma. In addition, we provide Complex Case Management services for
members who are faced with multiple and complicated medical conditions.

Both of these valuable programs are coordinated by highly skilled,
compassionate registered nurses who personalize and tailor their services
to benefit each individual person. Our nurses work in tandem with the
physician to reinforce and strengthen the member’s understanding and
management of their medical condition(s).



Preventive Services

Preventive services and immunizations will be covered with no Member liability
when you utilize in-network providers/facilities. Medical Associates Health
Plans follows the preventive care services guidelines presented by the U.S.
Preventive Services Task Force as “A” or “B” recommendations and will follow
the immunization guidelines recommended by the U.S. Centers for Disease
Control and Prevention Immunization Practices Advisory Council within one
year of recommendation. Some covered preventative services include:

*  Adult preventive exams, which include lab tests, pap smears, breast, and
pelvic examinations.

*  Child and adolescent preventive exams for members ages 7-17 years,
including preventive laboratory tests.

*  Well Baby and child preventive examinations for members through age 6,
including preventive laboratory tests, audiometry, visual acuity, and lead
screening.

»  Coverage for colorectal cancer screening.

»  Coverage for breast cancer and cervical cancer screenings.

Limits apply. Refer to your certificate of coverage for specific benefit
information.

24-Hour Help Nurse

This is a free service provided exclusively for our patients. Calls are
answered 24 hours a day, 7 days a week by a Medical Associates nurse.
563-556-4357 or 800-325-7442.

Service Area

Our service area includes:

- 60 mile radius of Dubuque

- Primary and Specialty Care Practitioners
- Primary and Satellite sites

Located in the following counties:
Crawford, Grant, lowa, Lafayette



Patient Station
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YOUR PERSONAL HEALTH PORTAL

Medical Associates has a new and improved Patient Station!
Patient Station is a free online tool provided by Medical Associates

that allows you to take an active role in your healthcare. Your health
information is stored in a secure portal that you can conveniently access
whenever you need to.

With Patient Station you can...

- View a summary of your visits, vital signs, medications,
allergies, and immunizations

- View your lab and radiology results

- Send a secure message to your provider's office

- Self-schedule appointments

Registration instructions:
1. Go to www.mahealthcare.com/patient-station
2. Under “Patient Station” click on “Enroll.”

3. Complete the registration form.

Please enroll within 3 days of your visit. For detailed instructions on how
to self-enroll in Patient Station, click on the “Learn More” button and view
the Self Enrollment Training Video.



Explanation of Benefits

When the services you receive from your healthcare provider apply to your
deductible or coinsurance, you will receive an Explanation of Benefits (EOB).
This EOB details the amount you will owe the provider.
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The total amount charged by
the provider.

e This is the contracted rate for
the service. Medical Associates
Health Plans negotiates this
discount on your behalf.

e The amount you are required to
pay for a non-covered service.

° This is the flat co-pay amount
you pay for the service.

e This is the amount applied to
your deductible for the service.

0 This is the percent of the
allowed amount you pay for
the service.

e The amount of the charge
paid to the provider by Medical
Associates Health Plans.

0 The amount you owe to the
provider. This amount should
match the invoice from the
provider.

° This is the code that explains
how your claim processed.

If you have any questions

regarding an EOB, please call:
563-584-4885 or 866-421-3992
Monday—Friday | 8:00 AM -5 PM



Online access to your
benefit information

My eLink is a convenient, confidential web portal offering online access
to your personal health plan information 24/7.

Some of the features available to you through My eLink:
* check on claims
* view and print EOB (Explanation of Benefits)
* search for a provider
* submit basic questions
¢ print and request |.D. cards

Membership Services:

Our courteous and expert staff are available here in our Dubuque offices,
Monday through Friday from 8:00 a.m. to 5:00 p.m. They will be happy to
answer any questions you have about My eLink.

Call 563-584-4885 or 866-421-3992.

‘@

To access your personal web portal, go to www.mahealthplans.com
and click the My eLINK button. Choose “Member” to connect.

On the login page, first-time users need to click on “Proceed to our
sign up process” to register.
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Welcome to My eLINK, a unique online tool for accessing benefit, B
eligibility, and claims data. Login

Username
Password

Forgot your username or password?

leed a username and password?
Proceed to our sign up process.

Supported browser:
This portal supports the latest 2 versions of the
following major browsers

Chrome | Internet Explorer | Firefox | Safari

Older browsers are supported on a limited basis and
the portal may display differently.

Log in for information about:

+ Processed claims, including Explanation of Benefits statements
« Eligibility information for you and your enrolled dependents

« Summary of your benefits

« Network access information and provider search

« Forms and documents




Discrimination is Against the Law

Medical Associates Health Plans complies with applicable Federal civil
rights laws and does not discriminate on the basis of race, color, national
origin, age, disability, or sex. Medical Associates Health Plans does not
exclude people or treat them differently because of race, color, national
origin, age, disability, or sex.

Medical Associates Health Plans provides free aids and services to people with
disabilities to communicate effectively with us, such as qualified sign language
interpreters and written information in other formats.

Medical Associates Health Plans provides free language services to people
whose primary language is not English, such as qualified interpreters and
information written in other languages.

If you need these services, contact our Member Services Department at
Medical Associates Health Plans.

If you believe that Medical Associates Health Plans has failed to provide these
services or discriminated in another way on the basis of race, color, national
origin, age, disability, or sex, you can file a grievance with:

Member Services, Medical Associates Health Plans
1605 Associates Drive
Dubuque, IA 52002

Telephone: 563-584-4885 or 1-866-421-3992, TTY 1-800-735-2942
Fax: 563-584-4760
Email: memberservices@mahealthcare.com.

You can file a grievance in person or by mail, fax, or email. If you need help filing
a grievance, Member Services Department at Medical Associates Health Plans
is available to help you.

You can also file a civil rights complaint with the U.S. Department of Health
and Human Services, Office for Civil Rights electronically through the
Office for Civil Rights Complaint Portal, available at https://ocrportal.hhs.
gov/ocr/portal/lobby.jsf, or by mail or phone at: U.S. Department of Health
and Human Services, 200 Independence Avenue SW., Room 509F, HHH
Building, Washington, DC 20201, 1-800-368-1019, 800-537-7697 (TDD).

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



ATENCION: si habla espariol, tiene a su disposicién servicios gratuitos de asistencia
lingtiistica. Llame al 1-866-421-3992, TTY 1-800-735-2942.

LUS CEEV: Yog tias koj hais lus Hmoob, cov kev pab txog lus, muaj kev pab dawb rau koj.
Hurau 1-866-421-3992, TTY 1-800-735-2942.

AR MREERAEEPX, GRAURAEESESRURE. FRE
1-866-421-3992, TTY 1-800-735-2942.

ACHTUNG: Wenn Sie Deutsch sprechen, stehen lhnen kostenlos sprachliche
Hilfsdienstleistungen zur Verfiigung. Rufnummer: 1-866-421-3992, TTY 1-800-735-2942.
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BHMMAHME: EcAut Bbl roBOpPHTE Ha PYCCKOM Si3biKe, TO BaM AOCTYMHbI 6ECMIAATHBIE YCAYTH
nepesopa. 3BoHuTe 1-866-421-3992, TTY 1-800-735-2942.

FO|: ot=0|E A= B2, A0 X[/ MH|AE FER 0|83t =
UL L|CH 1-866-421-3992, TTY 1-800-735-2942.H O 2 F 3|8l FAA| 2.

CHU Y: Néu ban néi Tiéng Viét, c6 cac dich vu hé trg ngén ngit mién phi danh cho ban.
Goi s6 1-866-421-3992, TTY 1-800-735-2942.

Wann du [Deitsch (Pennsylvania German / Dutch)] schwetzscht, kannscht du mitaus
Koschte ebber gricke, ass dihr helft mit die englisch Schprooch. Ruf selli Nummer uff:
1-866-421-3992, TTY 1-800-735-2942.

{U0890: 11799 VNCEIWIFI 290, NIVOINIVROBCTDAIVWIF, LBV,
ccBuIWo LI, Tns 1-866-421-3992, TTY 1-800-735-2942.

ATTENTION : Si vous parlez francais, des services d'aide linguistique vous sont proposés
gratuitement. Appelez le 1-866-421-3992, TTY 1-800-735-2942.

UWAGA: Jezeli méwisz po polsku, mozesz skorzysta¢ z bezptatnej pomocy jezykowej.
Zadzwon pod numer 1-866-421-3992, TTY 1-800-735-2942.

e gL g7 o LI ared 8 LI ofmen fee 9o w1 st e damd suered g1 1-866-421-3992,
TTY 1-800-735-2942 wt =fa =)

KUJDES: Nése flitni shqip, pér ju ka né dispozicion shérbime té asistencés gjuhésore, pa
pagesé. Telefononi né 1-866-421-3992, TTY 1-800-735-2942.

PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng mga serbisyo ng
tulong sa wika nang walang bayad. Tumawag sa 1-866-421-3992, TTY 1-800-735-2942.
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