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Rider’s Guide

How AllCare CCO members can schedule transportation.

1-800-479-7920

Call ReadyRide 8:00a.m. to 6:00p.m., Monday through Friday.
(800) 479-7920 | AllCareHealth.com/CCO

ReadyRide is AllCare CCO’s exclusive non-emergent medical transportation agency.
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Welcome to the 2026 ReadyRide Rider’s Guide

This handbook can help you know and understand your AllCare CCO Health Plan,
Non-Emergency Medical Transportation (NEMT) benefits. If you ever have any
questions, please call AllCare Customer Care between 8:00 a.m. and 8:00 p.m.,
Monday through Friday at (541) 471-4106 or toll free at (888) 460-0185. If you
are hearing impaired, dial the TTY number 711. If you need an interpreter, call our
language access number at (888) 260-4297.

Handbook updates

New and returning members are mailed a handbook when they join AllCare CCO. You
can find the most up-to-date handbook at AllCareHealth.com/medicaid/services/
customer-care/member-handbook. If you need help or have questions about the
handbook, please call Customer Care at the phone numbers listed at the bottom of
this page.

Getting Started

We will send you a health survey to help AllCare CCO know what support you need.
We will ask about your physical, behavioral, dental, and social health care needs. Here
is a link of what the survey looks like: AllCareHealth.com/HealthRiskAssessment. To
learn more about this survey go to page 48 of the Member Handbook.

Complete and return your survey in any of these ways:

* Phone: (888) 460-0185, (541) 471-4106, TTY 71

* Mail: AllCare Health
Attn: Care Coordination
1701 NE 7th Street
Grants Pass, OR 97526

Need help? Call Customer Care:
(541) 471-4106 Toll free: (888) 460-0185 TTY: 711
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Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Important information to have handy

My Primary Care Provider is:

Their number is:

My Primary Care Dentist is:

Introduction

Their number is:

Other Providers | have are:

Their numbers are:

Other Providers | have are:

Their numbers are:

Other Providers | have are:

Their numbers are:

Free help in other languages and formats.

Everyone has a right to know about AllCare CCO’s
programs and services. All members have a right to
know how to use our programs and services.

For people who speak or use a language other than
English, people with disabilities or people who need
other support, we can give free help.

Examples of free help:

* Sign language interpreters and certified or qualified
spoken language interpreters.

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 71

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Written materials in other languages.
Braille.

Large print.
Audio and other formats.

If you need help or have questions, please call Customer
Care between 8:00 a.m. and 8:00 p.m., at the phone
numbers listed at the bottom of this page.

You also can get information in another language
or format.

You and your representative can get member materials
like this handbook or CCO notices in other languages,
large print, Braille or any format you prefer. Every format
has the same information. You will get a printed copy of
the Rider’s Guide within 5 business days of your request.
This help offered at no cost. Examples of member
materials are:

* This handbook.

» List of covered medications.

e List of providers.

o Letters, like complaint, denial, and appeal notices.

Your use of benefits, complaints, appeals, or hearings
will not be denied or limited based on your need for
another language or format.

Need help? Call Customer Care:
(541) 471-4106 Toll free: (888) 460-0185 TTY: 711
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Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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AllCare Health can email you materials.

You can ask us to get materials electronically. Just fill
out the secure contact form on our website at
AllCareHealth.com/Contact-Us. You can find this
member handbook on our website at:
AllCareHealth.com/Medicaid/Services/Customer-Care/
Member-Handbook. You can also call Customer Care at
the phone numbers listed at the bottom of this page.

You can have an interpreter.

Introduction

You, your representative, family members and caregivers
can ask for a certified or qualified health care interpreter.
You can also ask for sign language, written translations,
or auxiliary aids and services. These services are at no
cost to members.

Tell AllCare CCO and your provider’s office if you need
an interpreter. Tell them what language or format you
need. You can also ask AllCare CCO for an “l speak” card
that you can use at visits.

If you need help, please call Customer Care between
8:00 a.m. and 8:00 p.m., at the phone numbers listed at
the bottom of this page, or call OHP Client Services at
(800) 273-0557, TTY 71.

If you do not get the help you need from AllCare CCO,
you can make a complaint or call the Oregon Health

Need help? Call Customer Care:

(541) 471-4106  Toll free: (888) 460-0185 TTY: 71
Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Authority’s Public Civil Rights Hotline at (844) 882-7889,
TTY 711 or email;
oha.publiccivilrights@odhsoha.oregon.gov.

Language Access Statement

English

You can get this document in other languages, large
print, Braille or a format you prefer. You can also ask for
an interpreter. This help is free. Call Customer Care
(888) 460-0185, language access (888) 260-4297, or
TTY 711. We accept relay calls. You can get help from a
certified and qualified health care interpreter.

Spanish (Espanol)

Puede obtener este documento en otros idiomas, en
letra grande, braille o en un formato que usted prefiera.
También puede recibir los servicios de un intérprete. Esta
ayuda es gratuita. Llame al servicio de atencion al cliente
(888) 460-0185, acceso linguistico (888) 260-4297, o
TTY 711. Aceptamos todas las llamadas de retransmision.
Usted puede obtener ayudar de un intérprete certificado
y calificado en atencion de salud.

Need help? Call Customer Care:
(541) 471-4106 Toll free: (888) 460-0185 TTY: 711
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Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Russian (Pycckuit)

Bbl MOXETE MOMYUYNTL 3TOT CNPABOUYHUK HA A PYTOM
13blKe, HanevyaTaHHbIM KPYNMHbIM LW PUEGTOM, WPUPTOM
bpanng nnu B npegnountaemom Bamu popmare. Bbl
TaK)Xe MOXKeTe 3anpoCUTb YCAYrn YCTHOIO NepeBoayvmnKa.
Ta noMolLb NpeaocTaBasercs becnnatHo. Bbl moxeTe
0b6paTnTbCa B CNyKOy Noaaep>KKN KNMEHTOB MO
TenepoHy (888) 460-0185, a Tak>Ke BOCNO/1b30BaTbCS
MporpamMmmoin NpeoaoneHns 93bIkoBOro bapbepa no
TenedpoHy (888) 260-4297 unn nnHnen Tenetanna

711. Mbl NpMHMUMaEM BbI30Bbl 13 C/TY>KObl peTpaHCAALnm
Te/IeKOMMYHUKALWN. TaK)Ke Bbl MOXETE BOCMO/b30BaATbCH
MOMOLLLbIO CEPTUPULLUPOBAHHOTO KBATUPULMPOBAHHOIO
nepeBoumMKa, cneunaansnpytoLLerocs B 0ba1actu
MeNLLMHCKOTO 06CNY>XNBaHMS.

Introduction

Viethamese (Tiéng Viét)

Quy vi cé thé nhan thu ndy bang ngdn ngit khac, & dang ban in kho
|6n, chit Braille hay theo dinh dang quy vi muén. Quy vi cling c6
thé yéu cau thong dich vién. Day |a trg gitip mién phi. Goi cho bd
phan Cham séc Khach hang (888) 460-0185, truy cip ngdn ngit
(888) 260-4297, hodc TTY 711. Ching t6i chap nhin cac cudc
goi chuyén tiép. Quy vi c6 thé dugc trg gitp tit mot thong dich vién
cham séc stic khde dugc chitng nhan va datiéu chuan.

Need help? Call Customer Care:

(541) 471-4106  Toll free: (888) 460-0185 TTY: 71
Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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(ludgs 1Js yo08) Arabic

9680 g uosd gdis 030 1050eI08 GUEIS Tg s Ts Lboled dug,d Ty b ysds w)lsd
Ts Oluagg 8 10O Gdadel. sedod T ol bdo plge Bass. 036 Idagsle 8 ezlogs.
Ioged wpopb Idgedl: (888) 460-0185, 1Usosd 1Uis 10dg s

(888) 260-4297, 15 TTY 711 vz0 080 pdldpls IJOOIoE. spdod

Izuesd gds Ideulgsd o alze Boss pgOed spded JUselsd IJuozsé.

Somali (Somaliyeed)

Wargadan waxaad ku heli kartaa lugado kale, far
waaweyn, farta indhoolaha (braille) ama gaabka

aad doorbidayso. Waxaad sidoo kale codsan kartaa
turjumaan. Caawimadani waa bilaash. Wac Daryeelka
Macmiilka (888) 460-0185, gelida lugadda

(888) 260-4297, ama TTY 711. Waxaan agbalnaa
wicitaanada gudbinta Waxaad caawimo ka heli kartaa
turjumaan daryeel caafimaad oo shahaado haysta oo
agoon leh.

Simplified Chinese ((B{AR®)

ER] L REIXESIEMESIRA. KR, B XIHREEEIR
BIRET. AR LAESKRENR, XFEEER R, BHEEFR
iy (888) 460-0185, 1ES1/5(0) (888) 260-4297, 5 TTY
7. B E=2rpiregiE, Be]LRESNENSIRETIER
HIESER.,

uoI13oNPO.IIU|
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Traditional Chinese (FE2rh7)

SR AEENAS S R BV ELAEE = AR~ KSR F RS ENRRR ~ & SXhREX

TR ERMETURAE B U R OZRFS SRR &R

HAY RIS ] B P BRFEILEEE (888) 460-0185 EEHGE S ARFS

TE:E (888) 260-4297 5 TTY 71N HfHES P EIRFSE LI
o] UERKREN SR B BRFREOZEIR M ARFSo

Korean (SH=9])

2 A4S OE dof, 2 &}, AR B A estks F4] o= whof
HA &Y SYAFE 8o = Ut o|8gh
2o gz HaEych 17 A AEo]| (888) 460-0185
HoZ oo X2 (888) 260-4297 HHO 2 TTY & 711
Ho 2 Zgsl] FHAL. A= o] Mstx dh&Uct ol5H
A4 95 SYAIRRE T3 o 4 9l5Y.

Introduction

Chuukese (Trukese)

Ka tongeni angei ei taropwe non ekkoch fos, mak watte,
Braille ika ew format ka mochen. Ka pwal tongeni tingor
emon chon affouni. Ei alillis ese kamo. Kokkori ewe chon
tumunu chon kamo (888) 460-0185, nampa

(888) 260-4297, ika TTY 711. Sia etiwa ekkewe kokotun
relay. Ka tongeni angei aninis seni emon chon affouni
pekin tumunun pekin safei mei certificate me sinenap.

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 71

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
10



2026 ReadyRide Rider’s Guide

Ukrainian (YkpaiHCbKa)

Bu MoykeTe oTpuMaTu uem AOBIAHMK IHLUMMM MOBaMWU,
KPYMHUM LWWPUNPTOM, LLPUPTOM Bpanaa abo y dopmaTi,
AKOMY BU HAAQETe nepeBary. Bu Takoxx MoXeTte
MOMNPOCUTU HAAATU MOCAYIU NepekAapada. Lia Aoonomora
€ OE3KOLUTOBHOK. TeAePpOHYMTE B CAYXKOY NIATPUMKU
KAIEHTIB (888) 460-0185, MOBHUN AOCTYIM

(888) 260-4297, a60 TTY 711. M npUMMaAEMO
PETPAHCAALINHI A3BIHKW. B MOXXeTe oTpmMaTuH
AOMOMOTY Bip CepTUPIKOBAHOMO Ta KBAAIPIKOBAHOIO
MeANYHOro nepexkAapsada.

(L) Farsi

P06 160 Olp Hl b Sl0als 35S gl CuSiEb usd ¢
Sl S22 Oz ST P66 338IABW SOGS. yipl BeZ OGO PGS WO
S pze F Il S0, 160 SpS HISSI0 e, Ol LF Ub Faple
pue s (888) 460-0185¢ 5w )i il (888) 260-4297, ¢
TTY 711 Selps oS 660, ol il 21 5da )l s W38 6e. p8 @9loss
1) 6 peze pf ) 9 9z gl pildow Bl wasljions Ses
LN

Need help? Call Customer Care:
(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Romanian (Romana)

Puteti obtine aceasta scrisoare in alte limbi, cu scris cu
litere majuscule, in Braille sau intr-un format preferat.
De asemenea, puteti solicita un interpret. Aceste servicii
de asistenta sunt gratuite. Apelati serviciul de asistenta
pentru clienti (888) 460-0185, acces lingvistic

(888) 260-4297, sau TTY 711. Acceptam apeluri releu.
Puteti obtine ajutor de la un interpret certificat si
calificat in domeniul sanatatii.

Introduction

Dari (1))

e 8991063 180 ol )l o 3olpels 355 ol glo LSt 0y
& g_é\)(ﬁo Jdt9\o 99 3)lSO Sy80. OPZOSL o 't\)(:\C) (’ui’“:’)é‘o
Sl oS 6552 (888) 460-0185, 50y s wo o

(888) 260-4297, &) TTY 711. &l &pl e ols 3o 5] oo ASS O
S P90 IS POZE PIERC LPTE CUPdSS L0 9 Il
ui:)\éb 5(35 95'&5)6.).

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 71

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Khmer/Cambodian (Bﬁfj)

HIRHBIGUMSARANISITNAN ANGAINGT jﬁ QRN
i HRAIRIU USYIMBIUHSAGIITHRY HSRRMBAISR]
HSRUARUNRANIY BQWweiARRARGITY i-iginest1gein
SINHAGHS (888) 460-0185, MIGRITIFIAN

(888) 260-4297, i TTY 711. tWHGGnILHRM N1 UIDHS
U§H HSAMGEGUMSEgWIESAUAYRESiAcia emniin
HISMIUIPNH SUHSIUHSAN: AIBURRRILENS

+ +

Ambharic (hTC%)

LUTT NS NAAT £T12PT NTAP UTMFT NNLLA LI
ACH NALARCMAF ARANR: 99 TF £FAA: N+EhTILID AN+CATT,
MMPPIR LFAN: LU £ I& POYAMO- N8 10 ML Customer
Care (888) 460-0185: P£$ ang/A (888) 260-4297:
MLIR TTY 711. LLMA:: PAOATAAL L MELPTT ATPNAAT::
NtZI27M AT Nt NAD PMT ATANNN AN+CAM, AC8F 39T+
LFAN:

Need help? Call Customer Care:
(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306

13
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Our nondiscrimination policy

Discrimination is against the law. AllCare CCO and its providers must follow
state and federal civil rights laws. We cannot treat people (members or potential
members) unfairly in any of our programs or activities because of a person’s:

* Age.

* Disability.

* National origin, primary language, and proficiency of English language.
* Race.

* Religion.

+ Color.

* Sex, sex characteristics, sexual orientation, gender identity, or sex
stereotypes.

* Pregnant or related conditions.
* Health status or need for services.

If you feel you were treated unfairly for any of the above reasons, you can make a
complaint. This is also called filing a grievance.

Grievances related to NEMT services may include, without limitation, all
expressions of dissatisfaction related to services may include, without limitation:

* All expressions of dissatisfaction related to driver or vehicle safety.
* Quality of services.
* Interactions with call center staff, providers or drivers.

o This can include rudeness, unable to access services, and consumer
rights.

A member may express dissatisfaction about a denial of a service, in full or in part,
through CCQO’s appeal process.

If the CCO partners with another agency for their NEMT services, neither the
partner agency nor CCO shall stop a member from making grievances that
have been made previously. Nor stopping a Member from submitting the
same grievance to the CCO if the grievance was not resolved to the member’s
satisfaction at the NEMT partner agency level.

If you feel you were treated unfairly for any of the above reasons, you can make a
complaint. This is also called filing a grievance.
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Make (or file) a complaint with AllCare CCO in any of these ways:
* Phone: Call our Section 1557 Coordinator Terri Allen at (888) 460-0185, TTY 71
* Email: Terri.Allen@AllCareHealth.com

* Mail: 1701 NE 7th Street
Grants Pass, OR 97526

« Web: https://www.allcarehealth.com/non-discrimination-procedure-
complaint-form

uoI13oNPO.IIU|

You can read more about our complaint process in our AllCare CCO Appeals and
Grievances Handbook at https:/www.allcarehealth.com/medicaid/resources/how-
to-file-an-appeal.

For more information about filing a grievance, including how to appeal or ask for a
hearing, please see the “Complaints, Grievances, Appeals and Fair Hearings” section
of the AllCare CCO Member Handbook on page 190.

Need help filing a complaint? Need language help or reasonable modifications?
Call Customer Care at the phone numbers listed at the bottom of this page to speak
with a peer wellness specialist, or personal health navigator. You also have a right to
file a complaint with any of these organizations:

Oregon Health Authority (OHA) Civil Rights

e Web: www.oregon.gov/OHA/EI

« Email: OHA.PublicCivilRights@odhsoha.oregon.gov
e Phone: (844) 882-7889, TTY 711

* Mail:  Office of Equity and
Inclusion Division
421 SW Oak St., Suite 750,
Portland, OR 97204

Bureau of Labor and Industries Civil Rights Division
« Web: Oregon.gov/boli/civil-rights

« Email: BOLI_help@boli.oregon.gov
e Phone: (971) 673-0764

* Mail:  Bureau of Labor and Industries
Civil Rights Division
800 NE Oregon St., Suite 1045
Portland, OR 97232

15
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U.S. Department of Health and Human Services Office
for Civil Rights (OCR)

« Web: Ocrportal.hhs.gov/ocr/smartscreen/main.jsf

« Email: OCRComplaint@HHS.gov

* Phone: (800) 368-1019
(800) 537-7697 (TDD)

*  Mail: Office for Civil Rights
200 Independence Ave., SW,
Room 509F HHH Bldg.
Washington, D.C. 20201

Introduction

We keep your information private.

We only share your records with people who need to see them. This could be for
treatment or for payment reasons. You can limit who sees your records. Tell us in writing
if you don’t want someone to see your records or if you want us to share your records
with someone. You can find the form on our website at: www.allcarehealth.com/
media/4153/achhc-authorized-representative-form-for-discussing-phi-v3.pdf. You can
ask us for a list of who we have shared your records with.

If you want us to share your records and information with someone, please complete
the Authorized Representative Form for Discussing Personal Health Information form.
You can find this form and other member resources at: AllCarehealth.com/Medicaid/
Resources/Plan-Materials.

A law called the Health Insurance Portability and Accountability Act (HIPAA) protects
your medical records and keeps them private. This is also called confidentiality. We have
a paper called Notice of Privacy Policy that explains how we use our members’ personal
information. We will send it to you if you ask. Just call AllCare CCO Customer Care at
the phone numbers listed at the bottom of the page and ask for our Notice of Privacy
Policy. You can read it at: AllCareHealth.com/Medicaid/Resources/Notice-of-Privacy-
Practices or download here: AllCareHealth.com/NOPP.

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 71

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Health records

A health record has your health conditions and the services you used. It also shows
the referrals that have been made for you.

What can you do with health records?
* Send your record to another provider as needed.
» Ask to fix or correct your records.
* Get a copy of your records, including, but not limited to:
o Medical records from your provider
o Dental records from your dentist

o Records from AllCare CCO
There may be times when the law restricts your access.

Psychotherapy notes and records prepared for court cases cannot be shared.

Providers may also not share records when, in their professional judgement, sharing
records could cause substantial harm to you or another person.

If a provider denies you or your authorized representative copies of your medical
records, the provider must give you a written notice. The notice must explain why
the request was denied and explain your rights to have another provider review the
denial. The notice will also tell you how to make a complaint to the provider or the
Secretary of Health and Human Services.

uoI13oNPO.IIU|

Need help? Call Customer Care:
(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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AllCare CCO members can get trips to covered
appointments at no cost.

If you need help getting to an appointment, call ReadyRide for a free trip if you have
no other way to get there. You can get a free trip to your physical, dental, pharmacy,
or behavioral health visits that is covered by AllCare CCO.

You or your representative, can ask for a trip. A member representative can be:
» A Community Health Worker;
* Foster parent;
» Adoptive parent;

* A guardian or

Other Medical Provider who has your permission.

Depending on your abilities we may give you a bus ticket, provide reimbursement

if you or someone you know drives you to your appointment or have a driver pick
you up. Reimbursements can be made to a family member, or a friend that drives
you. There is no cost to you for this service. AllCare CCO or ReadyRide will never bill
you for trips to or from covered services, even if AllCare CCO or ReadyRide denied
payment for a driver provided trip.

Who can use ReadyRide?

AllCare CCO provides all non-emergency medical transportation (NEMT) services for
its members. AllCare CCO members who cannot get to an appointment on their own
can use ReadyRide.

Need help? Call Customer Care:

(541) 471-4106  Toll free: (888) 460-0185 TTY: 711
Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Long distance trips.

We can offer trips to active AllCare CCO members. AllCare CCO supports members
in Curry, Douglas, Jackson, and Josephine counties. This is called your service area.
We can offer trips to other counties if the medical service is not available in AllCare
CCO'’s service area. Long distance trips need advanced planning. To schedule a trip,
please call ReadyRide at (800) 479-7920, Monday through Friday, 8:00 a.m. to 6:00
p.m.

Q)
®
—
-y
>
Q
o)
=
Q
®

Types of trips.

Trips are scheduled to best meet your needs. This could be a bus ticket/pass, driver
provided trip, wheelchair van, stretcher van, or other type of vehicle or mileage
reimbursement.

NEMT is a shared ride program. Shared ride times may take longer than driving alone.

Scheduling a trip.

Call ReadyRide at (800) 479-7920 to schedule a trip. For hearing impaired, call TTY
711. We have qualified multilingual staff to speak with you. Language Access services
are provided free of charge via a telephone for callers with limited English speaking
ability. We are also able to help those callers who are hearing and/or speech
impaired. You can schedule a trip Monday through Friday, 8:00 a.m. to 6:00 p.m. We
ask that you try to call at least two business days before you need a trip. If the trip is
requested less than two (2) days prior to the scheduled pick-up time.

You may schedule a trip as early as three months or ninety (90) days before you
need to make the trip. You can schedule more than one (1) trip at a time, including
multiple trips for recurring appointments up to ninety (90) days in advance.

You can schedule a same-day, or next-day trip. Members should, whenever possible,
schedule trips in advance.

Service hours.

Call Center hours are Monday through Friday, 8:00 a.m. to 6:00 p.m. The Call Center
is closed on New Year’s Day, Memorial Day, Fourth of July, Labor Day, Thanksgiving,
and Christmas following the Federal Observation of closure for these holidays.

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
21
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To ensure we can best meet your transportation needs, we ask that you call at least
two (2) business days before a holiday.

* Trips are available day or night, every day of the year.

* A trip in the evening, on weekends, or holidays can be hard for us to schedule.
If you need a trip during these times, please call as far ahead as possible.

If you call ReadyRide when our call center is closed, you will hear a message in

both English and Spanish. The message will explain our call center hours and how

to contact emergency services. Please leave a clear voicemail and a good contact
phone number to call you back. Our call center staff will return your call no later than
the next business day.

What to expect when you call.

The first time you call, we will tell you about the program and discuss your trip
needs. We will ask about your mobility and independence and if you will need
someone to travel with you to attend to your needs. The first call will take between
ten (10) and fifteen (15) minutes.

*  When you call to schedule a trip, we will ask for:

* Your name.

*  Your address.

* Your phone number.

* Your date of birth.

*  Your AllCare CCO member ID number.

* |If you have another way to get to your visit.

* Name of the doctor or clinic you need to visit.

* Address and directions for the doctor or clinic you need to visit.
* Date of appointment.

* Time of appointment.

* Pick-up time after appointment.

* |If you will need curb to curb, door to door or hand to hand service.
* Any special needs, such as a wheelchair or service animal.

* |If you will have anyone traveling with you.

* Directions to your home.
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Prior to approving your request for a trip, AllCare CCO will check to see if your
appointment is for a covered service or health-related service. If you have Medicare
as your primary insurance, we will check to see if your appointment is to a Medicaid
or Medicare covered appointment. Approving scheduling or denying a request for
Non-Emergency Medical Transportation (NEMT) services (including all trip stops)
will be reviewed within twenty-four (24) hours of receiving the trip request. This
timeframe shall be reduced as necessary to ensure the Member arrives in time for
their appointment.
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During your call we will ask about:
* Your transportation needs.
*  Your preferred method of contact by ReadyRide.

* The mode of transportation.

* |If you will need to be joined by an adult to help you and attend to your needs.

* How you get around in the community. (Like, how you get to the store or go to
the movies.)

We may ask other questions such as:
* |If you are able to walk to a bus stop.
* |If you have a vehicle you are able to drive.
* |If you can afford to drive or if you may need money to help pay for the trip.
* If you use public transportation.

* |If you or another person will be asking to be reimbursed for mileage if you or
someone else you know drives you.

AllCare CCO nor ReadyRide are responsible for arranging your transportation driver
when you use public transportation or mileage reimbursement.

Secure Trips

If a Member is a danger to themselves, others or both, a secure trip can be scheduled
as long as it meets the requirements. A secure trip is when a Member needs to be:

* Transported to Medicaid enrolled facility that is recognized as being able to
treat the immediate medical or behavioral care needs of a Member in crisis;

An additional person may go with the Member at no charge, when medically
appropriate. This additional person might be there to administer medications during
the trip or be there to satisfy legal requirements. This could include, but is not limited
to, when a parent, legal guardian, or escort is required during transport. We will

ensure that the secure trip follows state laws. -
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Full Benefit Dual Eligible (FBDE)

Full Benefit Dual Eligible (FBDE) members are also able to get rides through
ReadyRide. They will confirm that the service is covered through your Medicare or
Medicaid plan. Trips for FBDE members should be within AllCare CCQO’s service area.
Out of the service area appointments are covered if the service or health related
service is not available in the AllCare CCO service area.

Veteran’s and Compact of Free Association (COFA)
Dental Program members.

If you are a member of the Veteran’s Dental Program or COFA Dental Program,
AllCare CCO only provides dental benefits and free trips to dental appointments.
AllCare CCO does not provide access to physical health or behavioral health services
or for these services. These services are considered non-covered services without
Care Coordination support. If you have questions regarding coverage and what
benefits are available contact, Customer Care at the phone numbers listed at the
bottom of this page.
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When you schedule your trip, we will read back to you:
 The date of your trip.
* The pick up location.
* The address of your appointment.
* Any special travel needs you have.
We will talk to you about any physical or behavioral disabilities you may have.

e AllCare CCO may modify your trip to meet your needs and make sure you
receive the appropriate mode of transportation.

We will call you no less than two (2) days prior to the scheduled pick-up time. We
will tell you:

* Your driver’s name and telephone number.
* The scheduled pick-up date and time.
« The name and address of the provider you are going to see.

* QOur phone number, in case you need to reschedule, cancel, or have a question
about your trip.

* Responsibility of determining if trip arrangements have been made cannot be
given to the member.

Your trips will be scheduled and assigned to the correct mode of transportation that
24
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meets your needs. For driver provided rides, drivers cannot change your pickup time
without approval from ReadyRide. In the event that ReadyRide will be more than
fifteen (15) minutes late, we will contact you to let you know and send out another
vehicle.

If your appointment time or day changes or you have an unplanned change from
your medical provider, we will reassign your trip to another vehicle, if available.

Your travel time will make sure you arrive at you’re appointment with time to check
in and get ready. Your return ride should be scheduled shortly after the end of your
appointment and should arrive at the scheduled time. If the original scheduled driver
and vehicle will be more than fifteen (15) minutes late or is unable to pick you up, we
will contact you by telephone. We will let you know what time a new vehicle or driver
will be arriving to pick you up.

If there was no prescheduled pickup time for your return trip, your driver will arrive
within 1 hour after you tell Ready Ride that you are ready to leave. Your trips will be
provided by drivers and in vehicles that meet all Oregon Health Plan requirements.

Children and minors.

When you call to schedule a trip for a child twelve (12) years of age and under, we
will also need to know:

* The child’s name, member ID number, and birth date.
* |If your child requires a child seat.
* The name of the adult who will be traveling with your child.

Children twelve (12) years of age and under must have an adult 18 years or older with
them at all times. The adult may be:

* The parent or legal guardian.

* An adult relative.

* An adult with written permission from a parent or legal guardian.
* A Department of Human Services (DHS) employee or volunteer.

The Member’s parent, guardian, or adult caregiver shall provide and install child
safety seats for a person who:

1. Weighs less than 40 pounds and who is four feet nine inches or shorter.
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Need help? Call Customer Care:
(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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2. Is under two years of age must be properly secured with a child safety system
in a rear-facing position.

3. Weighs more than 40 pounds, but who is four feet nine inches or shorter.
The exception being if the child is properly secured with a child safety
system that meets the minimum standards and specifications established by
the department under ORS 815.055. ORS 815.055 are rules for safety belts,
harnesses and child safety systems, for child safety systems for children
weighing more than 40 pounds. The adult with the child must bring and
install the safety seat into the vehicle. Drivers cannot help install or remove
safety seats. Safety seats cannot be left with your driver during the child’s
appointment. You might not have the same driver on the return ride. A driver
can’t give a child Member a ride if a parent or guardian does not provide a
safety seat that meets Oregon state law.
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Safety seats are required for a person who weighs less than 40 pounds and who is
four feet nine inches or shorter. The adult with the child must bring and install the
safety seat. Drivers cannot help with installing or removing safety seats. Safety seats
cannot be left with your driver during the child’s appointment. You might not have
the same driver on the return trip.

Where to wait for your ride.

For safety, we will only pick you up and drop you off at the address you give us when
you call to arrange your trip.

How your driver may help you.

We will help you with your travel needs. If you ask, drivers can provide at a minimum,
assistance to you between the vehicle and the front of your home or destination curb
to curb, door to door and hand to hand. Drivers can also:

* Pick you up at the curb of your pickup location.
* Meet you at the door or front desk of your pickup location.
 Go with you to the door or front desk of your drop off location.

* Meet you and a member of your care team at your pickup location and bring
you all the way inside your drop-off location, if needed.

Need help? Call Customer Care:

(541) 471-4106  Toll free: (888) 460-0185 TTY: 711
Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
26
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* Come to the main entrance of the clinic when they pick you up.

* Help you through the door into the main lobby of clinics.

* Help you to the door of your home.
Drivers may not help you into medical rooms or other areas of the building. If you
need more help, you will need to bring your own helper.

Drivers cannot go into your room. Exceptions are when they pick you up from the
hospital or with a stretcher car.
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Drivers cannot help you get ready to go (feeding, dressing, etc.).

Drivers cannot help you into a wheelchair or help you from a wheelchair to
a vehicle.

Drivers cannot accept tips.

Not all drivers are able to help you up and down steps or into buildings if you use a
walker or cane. If you use a walker or cane, please let us know so that we can find the
right driver for you.

Personal helpers.

Not all rides allow for a helper to ride along. AllCare CCO will help decide if you
require assistance or if your helper meets the requirements. If approved, you must
schedule for your own helper if you cannot travel alone. Traveling with a helper is no
additional cost, but we do not pay for your helper’s time.

Wheelchairs and other equipment.

If you use a wheelchair, we are not able to help you up or down steps. You must have
a wheelchair ramp in place. You may ask your driver to help you up and down curbs.
If your wheelchair is very large, please let us know so we can send the right vehicle. A
very large wheelchair means it is more than:

* Thirty (30) inches wide.
* Forty-eight (48) inches long.
*  Weighs more than six hundred (600) pounds with the person in it.

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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If you use a scooter, you might be asked to ride in the vehicle’s seat for your
own safety.

If you use a walker, a cane, or crutches we will need to put them in a safe place when
you get in the vehicle. Your driver will help you with these items.

Oxygen tanks must be tied down during the trip.
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Service animals.

Service animals are animals trained to help people with disabilities. They are allowed
to ride with you. Please tell us before the trip if you need to bring a service animal
on the trip. ReadyRide may ask if the animal is required for a disability and what
work and task the animal has been trained to perform.

Safety belts.

Riders must follow safety belt laws. Please tell us if you need a seatbelt extension.
If you have a safety belt exemption card, bring it and show it to your driver. Riders
using wheelchairs must use the lap and shoulder belt.

Vehicle safety.

All vehicles meet all of the requirements included in OAR 410-141-3925. As well as
local licensing and permit requirements. Vehicles are operated by drivers who meet
all of the requirements and have completed all the training required under OAR
410-141-3925. This includes verification of a State driver’s license with any required
endorsements. Review of drivers being able to participate in federal programs, and
background checks happen before a driver is approved to drive for NEMT.

The inside of the vehicle shall be clean and free from any debris preventing a
member’s ability to ride comfortably.

Smoking, aerosolizing, or vaporizing of inhalants is not allowed in the vehicle at any
time in accordance with ORS 433.835 to 433.990 and OAR 333-015-0025 to
333-015-0090.

Need help? Call Customer Care:

(541) 471-4106  Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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All vehicles shall include, without limitation, the following safety equipment:

» Safety belts for all passengers if the vehicle is legally required to provide
safety belts.

* First aid kit.

* Fire extinguisher.

* Roadside reflective or warning devices.
* Flashlight.
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* Tire traction devices when appropriate.
* Disposable gloves.

* All equipment necessary to securely transport members using wheelchairs or
stretchers in accordance with the Americans with Disabilities Act of 1990 (as
amended) (ADA), Section 504 of the Rehabilitation Act of 1973, and Oregon
Revised Statute 659A.103.

Vehicle maintenance must meet all of the maintenance recommended by the vehicle
manufacturer. The vehicle must be in good condition and shall include, but is not
limited to, the following equipment:

Side and rear-view mirrors.
* Horn.
* Heating, air conditioning, and ventilation systems.

*  Working turn signals, headlights, taillights, and windshield wipers.
Emergency transportation.

ReadyRide does not provide emergency transportation. If you need emergency
transportation, call 911. If you have an emergency during your trip, please let your
driver know. Your driver will call 911.

Adverse weather conditions.
Adverse weather conditions could mean one or more of the following:
*  Extreme hot or cold temperatures

* Flooding

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
29
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* Heavy snowfall

* |cy roads.

* Road closures due to wildfires.
 Tornado Warnings

In dangerous weather conditions, ReadyRide may use all-terrain vehicles and/or tire
chains on vehicles. Drivers will be told by ReadyRide when to use snow chains. Travel
to critical medical appointments such as chemotherapy, dialysis and medication
assisted treatment will happen. If some appointments are not urgent, it may be
necessary to re-schedule for the safety of you and your driver. ReadyRide uses the
Oregon Department of Transportation’s Trip Check to see road closures. ReadyRide
will contact Member’s if their service needs to be rescheduled or cancelled because
of the weather.

How to cancel a trip.

Local trips: If you need to cancel or change a local trip, please call ReadyRide
at least two (2) hours before the pick-up time.

Long-distance trips: If you need to cancel or change a long-distance trip,
please call ReadyRide at least six (6) hours before the pick-up time.

Trips canceled after these times are considered late cancels.

Travel times.

To make sure we get you to your appointment on time, we ask that you are ready
fifteen (15) minutes before the pick-up time assigned by ReadyRide. However, you
are not required to enter the vehicle before the scheduled pick-up time.

Your driver will let you know when they have arrived to pick you up. If you are not

ready within fifteen (15) minutes after your scheduled pick-up time your driver will
notify ReadyRide before leaving. You may be considered a no-show. If you are late,
your provider may not be able to see you for your appointment.

You will not be required to arrive at your appointment more than one (1) hour before
your appointment time or fifteen (15) minutes before the building opens, unless
requested.

Your trip will be planned to drop you off for your appointment no less than fifteen
(15) minutes before your appointment time to make sure you are not late.
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Late cancel and no-show policy.

Late cancels, same-day cancellations, and no-shows may cause a problem in getting
you the care you need. If you have more than three late canceled trips or more than
three (3) missed trips in ninety (90) days, we may need to find you a different type

of trip. This can include working with your AllCare Health Care Coordinator.

Driver travel times.

* Your driver should arrive within five (5) minutes before your pick-up time and
no more than ten (10) minutes after your pick-up time.

* |f you call for a ride home, your driver should arrive within one (1) hour.
* [If a driver is not on time, please call (800) 479-7920 to tell us.

*  Your driver can’t leave you at an appointment more than fifteen (15) minutes
before the office or facility opens for business, unless requested.

* Your driver can’t pick you up from an appointment more than fifteen (15)
minutes after the office closes. Unless the appointment is not expected to end
within 15 minutes after closing. Unless requested by the member, the member’s
guardian, parent or representative.

Your driver can’t leave you at an appointment more than fifteen (15) minutes before
the office or facility opens for business, unless you specifically request it.

Your driver can’t pick you up from an appointment more than fifteen (15) minutes
after the office or facility closes for business, unless the appointment is not
reasonably expected to end within 15 minutes after closing, or as requested by the
member, the member’s guardian, parent or representative.

Travel reimbursement program.

If you or someone you know can drive you to your medical appointment, ReadyRide
will reimburse you for mileage if you qualify. If an individual other than the Member
or the minor Member’s parent or guardian drives, a CCO’s NEMT agency may
reimburse the individual that provided the ride.

To be reimbursed for your mileage, you must schedule your reimbursement request
before your appointment starts.

You must also give ReadyRide:
*  Your appointment address.

* Your medical provider’s name.
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* The date and time of your appointment.
* The medical reason for your appointment.

If you need to call us after hours, please leave your name, phone number, the
Member’s name going to the appointment, the time and date of the appointment
and the provider’s name and address. We can send you a request form to be
reimbursed for mileage. Please contact us at (800) 479-7920 to ask if you qualify.

Private Car Mileage: $.49 per mile
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Meal reimbursements.

To be eligible for meal reimbursements the Member’s travel time spans more than 4+
hours round trip and the Member’s travel time happens during the following times:

* Breakfast: Travel begins before 6:00am.

* Lunch: Travel must span the entire period from 11:30am through 1:30pm.
* Dinner: Travel ends after 6:30pm.

If the Member meets requirements for some or all meal reimbursements, the
following reimbursement amounts are:

» Breakfast: $9.00.

* Lunch: $10.00.

« Dinner: $15.00.

* Total for the day: $34.

Receipts are not required for meal reimbursements.

Lodging reimbursements.
To be eligible for lodging reimbursements:

« A Member would need to begin travel before 5:00am in order to reach a
scheduled appointment.

* Travel from a scheduled appointment that ends after 9:00pm.
* The member’s healthcare provider documents a medical need.

* AllCare CCO may reimburse member’s for lodging under additional situations
at the CCQO’s determination.

Lodging can be reimbursed up to $110 or less per day. All receipts must be turned in
with your reimbursement form to ReadyRide to receive lodging reimbursement.
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Meals and lodging reimbursement for attendants.

AllCare CCO must reimburse for meals or lodging for one attendant, which may be
a parent, to accompany the Member if medically necessary, if any of the following

apply:
* The Member is a minor child and unable to travel without an attendant;

* The Member’s attending physician provides a signed statement indicating the
reason an attendant must travel with the Member;

« The Member is mentally or physically unable to reach their medical
appointment without assistance; or

e The Member is or would be unable to return home without assistance after the
treatment or service.

* AllCare CCO may reimburse Members for meals or lodging for additional
attendants or under additional circumstances that the CCO’s decides.

Attendant Lodging: $110.00 per night (if staying in separate room.)

You must return your validated reimbursement form along with your hotel paperwork
or receipt that you will receive upon checkout.

AllCare CCO may hold reimbursements under the amount of $10 until the Member’s
reimbursement reaches $10.

Overpayments.

* AllCare CCO may recover overpayments made to a Member. Overpayments
occur when AllCare CCQO’s transportation agency or other agency paid:

* For travel to medical appointments, and the funds weren’t used for that
purpose.
*  The member did not attend the appointment.

* The trip was a shared the ride with another Member whom that the NEMT
agency already paid.

* For transportation tickets or passes, and the Member sold or otherwise
transferred the tickets or passes to another person.

You have forty-five (45) days from your appointment date to turn in your form to

be paid back. After forty-five (45) days, the request will be denied. If paperwork is
incomplete ReadyRide has an additional 15 days to help a Member complete their
paperwork.you will not be paid.
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Client privacy.

Your privacy is important to us. We will keep your information private as required
by law.

Denials, appeals, hearings and complaints.

You will receive a call to let you know that your trip is denied. All denials are reviewed
by two staff members before sent to you. If your trip is denied, we will mail you a
Notice of Adverse Benefit Determination (NOABD) within 72 hours of the decision.
The notice states the rule and reason for the denial.
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You can ask for an appeal with AllCare CCO if you do not agree with the denial. An
appeal is when you do not agree with the reason(s) for your denial. You have 60
days from the date of the denial notice to request an appeal. After the appeal, if
the trip is still denied you also have the right to request a State hearing. The State
hearing will review all information from the denial and appeal and make a final
decision.

We will mail your provider a letter as well, if the provider is part of our provider
network and they requested the transportation on your behalf.

You have the right to make a complaint at any time. Learn more about making a
complaint or asking for an appeal on page 190 of the AllCare Member Handbook.

Your rights as a rider.
* Get a safe and reliable trip that meets your needs.
* Be treated with respect.
* Ask for interpretation services when talking to customer service.
* Get materials in a language or format that meets your needs.
* Get a written notice when a trip is denied.
* Get a written notice when there are any changes to your NEMT services.

* Ask for an appeal, ask for a hearing, or ask for both if you feel you have been
denied a trip unfairly.

Need help? Call Customer Care:

(541) 471-4106  Toll free: (888) 460-0185 TTY: 711
Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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Your responsibilities as a rider.
* Treat drivers and other passengers with respect.
* Call us as early as possible to schedule, change, or cancel a trip.

* Use seatbelts and other safety equipment as required by law
(example: car seats).

* Ask for any additional stops, like the pharmacy, in advance.
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* Be ready fifteen (15) minutes prior to your pick-up time.

Service changes.
Your service can be changed for passengers and driver’s safety. This includes:

* |f you have a health condition that presents a direct threat to the driver
or others in the vehicle.

* If you threaten harm to the driver or others in the vehicle.
* |If your behavior puts the driver or others in the vehicle at risk of harm.

* |If your behavior, in the CCO’s judgment, causes local medical providers or
facilities to refuse to provide services to you.

» Exhibits chronic lateness, defined as being more than 15 minutes late after
the driver arrives (within the pickup window) for 25% or more of those trips
occurring within the previous three-months; or

* Frequent same day cancels, late cancels, and no-shows.

Contact ReadyRide.

We welcome your feedback. Comments and concerns can be directed to us at
(800) 479-7920. The Riders Guide is available on the AllCare Health website at:
AllCareHealth.com/CCO/Services/Rides-To-Doctor-Appointments.

Need help? Call Customer Care:

(541) 471-4106 Toll free: (888) 460-0185 TTY: 711

Lang. Access: (888) 260-4297 Linea en Espanol: (844) 908-2306
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