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FOR CALIFORNIA MEMBERS

Questions and answers

Welcome to Kaiser Permanente.

The following information can help to answer questions you might

have after reviewing your enrollment package.

Q: How do | get my membership card?

A: Your membership card will be mailed to your home.

If you haven't received your card 15 days after your
plan’s effective date, contact the Member Service
Call Center at:

1-800-464-4000 (English)

1-800-788-0616 (Spanish)

1-800-757-7585 (Chinese)

1-800-777-1370 (TTY for the hearing or

speech impaired)

weekdays from 7 a.m. to 7 p.m. and

weekends 7 a.m. to 3 p.m., except holidays.

Q: Where can | go for care?

A: You may use any of the Kaiser Permanente facilities

and pharmacies located throughout the United States.

To receive the best possible care, we encourage you
to select the facility that is most convenient to you.

We have more than 160 medical facilities in California.

: What if | need care before | get my card?

: If you need to see a doctor before you receive your

card, you'll need to know your medical record
number. You can get your number by calling the
Member Service Call Center at:
1-800-464-4000 (English)

1-800-788-0616 (Spanish)

1-800-757-7585 (Chinese)

1-800-777-1370 (TTY for the hearing or

speech impaired).

: What is an effective date?

: An effective date is the first day your coverage

becomes ready for you to use. Your employer can
confirm your effective date.
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You may receive a temporary identification (ID) card when you complete
your enrollment forms and/or application. If you don't receive a
temporary ID card, call the appointment desk number listed for the
Kaiser Permanente facility nearest you, and a representative will assign
you a medical record number. If you need emergency care, go to your
nearest Kaiser Permanente Emergency Department. You'll be assigned
a medical record number there.

Yes. You're encouraged to choose a personal physician from our Pedi-
atrics, Internal Medicine, or Family Medicine departments. Each family
member can choose his or her own personal physician. You and your
family members can change personal physicians at any time, for any
reason by calling Member Services or the appointment desk at your
nearest Kaiser Permanente facility.

Yes. More than 1,600 of our caregivers speak Spanish and
approximately 42 percent speak one or more Asian languages.
You also have access to AT&T Language Line telephone
translations in 140 languages.

You have three choices:

To make an appointment by phone, look in Your Guidebook to
Kaiser Permanente Services for directions and phone numbers
for the facility of your choice. The Guidebook will be sent to
your home shortly after your enrollment.

To make a routine appointment online, go to the members’
section of kp.org* and click “Request appointments” under
the “Appointments/Rx refills” tab.

You can call one of the phone numbers on the back of your membership
card to have a member services representative refer you to the
closest Kaiser Permanente medical offices for an appointment.

Your prescriptions can be filled at any Kaiser Permanente pharmacy.
Many pharmacies are located in the same facility as your physician’s
office. You have three ways to order most refills—you can order your
prescription online at kp.org, you can use our automated telephone
system by calling the highlighted number on your prescription label,
or you can order by mail. Preprinted forms are available at any of our
pharmacies for mail-order services. Your prescription will be mailed
to you at no charge, anywhere in the United States.
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What other features are available to me at
kp.org?

When you register at kp.org, you can send an e-mail
to your doctor, check on most of your laboratory test
results, and get reminders about the care you need!
Additional online features include a health encyclo-
pedia, interactive health assessments, and special
health topics to help you understand various illnesses
and treatments. There are even links to Healthy Liv-
ing classes and materials on topics such as diabetes,
weight loss, and quitting smoking.

Is kp.org available in Spanish?

Yes. The Spanish version of our member Web site
is available at kp.org/espanol.

What should | do in an emergency?

If you have an emergency medical condition, call 911
or go to the nearest hospital. An emergency medi-
cal condition is (1) a medical or psychiatric condition
that manifests itself by acute symptoms of sufficient
severity (including severe pain) such that you could
reasonably expect the absence of immediate medical
attention to result in serious jeopardy to your health
or body functions or organs; or (2) active labor when
there isn't enough time for safe transfer to a Plan
hospital (or designated hospital) before delivery, or if
transfer poses a threat to your (or your unborn child’s)
health and safety.

We encourage you to learn which Kaiser Permanente
Medical Center Emergency Department is nearest to
you. Look in Your Guidebook to Kaiser Permanente
Services to be certain the location you choose has the
E (Emergency) symbol on the facility’s map. You can
also call one of the phone numbers on the back of your
membership card for assistance with finding the closest
Kaiser Permanente Emergency Department. Emer-
gency services are available at our hospital Emergency
Departments 24 hours a day, seven days a week.
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Remember, you're covered for a medical emergency

anywhere in the world—
even at non-Kaiser Permanente hospitals.

What's urgent care?

It's same-day care for non-life threatening conditions
that should be treated within 24 hours. When you are
sick or injured, you may have an urgent care need. An
urgent care need is one that requires prompt medical
attention but is not an emergency medical condition.
If you are temporarily outside our service area and rea-
sonably believe you have an urgent care need due to
an unforeseen illness, unforeseen injury, or unforeseen
complication of an existing condition (including preg-
nancy) that would seriously deteriorate if you delayed
treatment until you returned to our service area, we
cover medically necessary services to prevent serious
deterioration of your (or your unborn child’s) health.

Call the advice number listed for the facility of your
choice in Your Guidebook to Kaiser Permanente Services
and the caregiver you speak with will advise you on
whether you have an urgent care situation. Urgent care is
available after normal business hours and on weekends.

What do you mean by preventive care?

Helping you and your family stay healthy is as
important to us as caring for you when you're sick

or injured. We provide a variety of services designed
to help you live a longer, healthier life. These include
regular physical checkups, vaccinations to help
prevent illness, screening tests to detect diseases
early, and programs to help you develop and
maintain a healthy lifestyle.

What does maternity/prenatal care include?

It includes scheduled doctor’s office visits for pregnant
members before they have their babies, hospital
services related to delivery of the baby, and the first
doctor’s office visit after having the baby.



Q: What is well-child care? Q: What if | have more questions?

A: Well-child care includes preventive care checkups A: You can get information about your plan benefits,
during the first two years of your child’s life. Services ID cards, and our facilities, physicians, and services
include immunizations, recording of weight and height, by calling the Member Service Call Center at:
checking reflexes, and other screenings that can help 1-800-464-4000 (English)
to determine the wellness of your child. 1-800-788-0616 (Spanish)

Q: What is a chronic condition? 1-800-757-7585 (Chinese)

1-800-777-1370 (TTY for the hearing or

A: Chronic means something that's usually long-lasting speech impaired)
and not likely to go away easily, even with treatment. weekdays from 7 a.m. to 7 p.m. and
Common chronic conditions include asthma, diabetes, weekends 7 a.m. to 3 p.m., except holidays.
heart disease, cancer, and obesity.

Q: Do you have disease management programs for
chronic conditions?

A: Yes. These Complete Care disease management

programs are built into your Kaiser Permanente
coverage, at no extra charge, to help you cope
with chronic conditions:

* Kaiser Permanente Complete Care for Asthma
* Kaiser Permanente Complete Care for Cancer

e Kaiser Permanente Complete Care for
Cardiovascular Disease

e Kaiser Permanente Complete Care for
Chronic Pain

e Kaiser Permanente Complete Care for Depression
* Kaiser Permanente Complete Care for Diabetes

* Kaiser Permanente Complete Care for
Heart Failure

e Kaiser Permanente Complete Care for HIV/AIDS

e Kaiser Permanente Complete Care for
Osteoporosis

* Kaiser Permanente Complete Care for
Weight Management

*To access secure features on our Web site, simply register at kp.org/
register. We'll mail your password to your home in three to seven days.

T Some services may not be available in your area yet.
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