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Welcome to Quartz 
With Quartz BadgerCare Plus or Medicaid SSI, you can feel confident in your health plan. 
Your Quartz plan covers medical care and extra benefits for your whole health.  
Our local team is here to answer your questions and help you find care you can count on.

Keep this handbook to help you: 

• Learn the basics of BadgerCare Plus or Medicaid SSI.

• See the services covered by Quartz and ForwardHealth.

• Know your rights and responsibilities.

• File a grievance or appeal if you have a problem or concern.

Thank you for choosing Quartz as your partner for well-living. With your Quartz plan,  
you get more health benefits and coverage that go beyond what ForwardHealth covers. 
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i m p o r t a n t n u m b e r s

How to contact Quartz Customer Success*
(800) 362-3310 (TTY: 711)
Hours: Monday - Thursday, 7 a.m. - 6 p.m.  
Friday, 7 a.m. - 5 p.m.
Call Customer Success for: 
•	 Questions about your Quartz membership
•	 Questions about how to get care
•	 Help choosing a primary care physician or 

other provider
•	 Help getting a new Quartz Medicaid SSI 

member ID card
•	 Help finding a provider or requesting a 

copy of the provider directory
•	 Support if you get a bill for a service that 

you did not agree to

Quartz Member Advocate*
(800) 362-3310 (TTY: 711)
Hours: Monday - Thursday, 7 a.m. - 6 p.m.  
Friday, 7 a.m. - 5 p.m.
Call a Quartz Member Advocate for help with:
•	 Solving problems with getting care 
•	 Filing a complaint or grievance 
•	 Requesting an appeal or review of a 

decision made by Quartz

24-Hour Nurse Line*
(800) 858-1050
Call 24 hours a day, seven days a week.
Call this number if you need help after-hours 
or if you are not sure if you are experiencing a 
medical emergency. 

*Calls to these numbers are free. Free language interpreters are available for non-English speakers.

HMO Enrollment Specialist
(800) 291-2002
Hours: 7 a.m. - 6 p.m., Monday - Friday.
Call the HMO Enrollment Specialist for: 
•	 General information about health 

maintenance organizations (HMOs) and 
managed care

•	 Help with disenrollment or exemption from 
Quartz or managed care

•	 If you move out of Quartz’s service area
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Call 911 for medical 
emergencies. Call, text, or 

chat 988 (or 988lifeline.org) 
for suicide and crisis support.

ForwardHealth Member Services
(800) 362-3002
Hours: 8 a.m. - 6 p.m., Monday - Friday.
memberservices@wisconsin.gov
Call ForwardHealth Member Services for: 
•	 Questions about how to use your 

ForwardHealth card
•	 Questions about ForwardHealth services or 

providers
•	 Help with getting a new ForwardHealth 

card

State of Wisconsin HMO Ombuds Program
An Ombuds is a person who provides neutral, 
private, and informal help with any questions 
or problems you have as a Quartz member.
(800) 760-0001
Hours: 8 a.m. - 4:30 p.m., Monday - Friday.
Call the Ombuds Program for: 
•	 Help solving problems with the care or 

services you get from Quartz
•	 Help understanding your member rights 

and responsibilities
•	 Help filing a grievance, complaint, or 

appeal of a decision made by Quartz
External Advocate (Medicaid SSI only)
(800) 708-3034
Hours: 8:30 a.m. - 5 p.m., Monday - Friday.
Call the Medicaid SSI External Advocate for: 
•	 Help solving problems with the care or 

services you get from Quartz
•	 Help filing a complaint or grievance
•	 Help requesting an appeal or review of a 

decision made by Quartz



6

m e d i c a i d  b a s i c s

Using your ForwardHealth card
All Quartz BadgerCare Plus and Medicaid SSI members have a ForwardHealth card. This is a 
plastic card with your name, a 10-digit number, and a magnetic stripe. For Medicaid SSI members, 
your ForwardHealth card is different from your Quartz member ID card.
Always carry your ForwardHealth card with you. Show it every time you go to a provider, hospital, 
or fill a prescription. You may have problems getting health care or your prescriptions if you do not 
have your card with you. Bring any other health insurance cards you may have. This could include 
an ID card from Quartz Medicaid SSI or other service providers.
You will get most of your health care through Quartz providers. However, you may need some 
other services using your ForwardHealth card. Use your ForwardHealth card for the below services:

Members can call Quartz at (800) 362-3310 (TTY: 711) for services from a provider that may not 
be included on this list.
If you have questions about how to use your ForwardHealth card, to report a lost, stolen, or 
damaged card, or to find a provider, call ForwardHealth Member Services at (800) 362-3002. You 
can also find a provider that accepts your ForwardHealth card by using these steps:
1.	 Go to ForwardHealth.wi.gov.
2.	 Click on the Members link or icon in the middle section of the page.
3.	 Scroll down and click on the Resources tab.
4.	Click on the Find a Provider link.
5.	Under Program, select BadgerCare/Medicaid.

Using your Quartz membership card
If you are a Medicaid SSI member, you will also get a Quartz member ID card to keep together 
with your ForwardHealth card. You may have problems getting health care or prescriptions if you 
don’t have both of your ID cards with you. If your Quartz card is lost, damaged, or stolen, please 
call Quartz at (800) 362-3310 (TTY: 711), or you can view and print a digital version in your MyChart 
account.
If you are a Quartz BadgerCare Plus member, you will not receive a Quartz member ID card, 
but you can view and print a digital version in your MyChart account if you need one. Use your 
ForwardHealth card when you get care or go to the pharmacy. 

•	 Behavioral (autism) treatment services
•	 Chiropractic services 
•	 Crisis intervention services
•	 Community recovery services
•	 Comprehensive community services
•	 Dental service (covered for Medicaid SSI 

members in Milwaukee County only)
•	 Hub and spoke integrated recovery support 

health home services

•	 Medication therapy management
•	 Medications and pharmacy services
•	 Non-emergency medical transportation
•	 Prenatal care coordination
•	 Residential substance use disorder 

treatment
•	 School-based services
•	 Targeted case management
•	 Tuberculosis-related services
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Understanding medical and health insurance terms
To learn about common insurance, medical, and Medicaid terms, and to understand what health 
information is (any data related to your health care), visit QuartzBenefits.com/Glossary. 

Using the Quartz Provider Directory
As a member of Quartz, you should get your health care from doctors and hospitals in the Quartz 
network. See our provider directory for a list of these providers. Providers accepting new patients 
are called out in the provider directory.
The provider directory is a list of doctors, clinics, and hospitals that you can use to get health care 
services as a member of Quartz. You can find the directory on our website at QuartzBenefits.com/
BCFindADoctor or QuartzBenefits.com/SSIFindADoctor. Quartz offers the provider directory in 
different languages and formats, as well as a paper copy. Call Quartz Customer Success at (800) 
362-3310 (TTY: 711) to request a copy.
Quartz providers are sensitive to the needs of many cultures. You can filter the Quartz provider 
directory for a list of providers who speak certain languages or understand certain ethnic cultures 
or religious beliefs. The provider directory can also tell you about the accommodations that 
providers offer. 

Choosing a primary care provider
When you need care, call your primary care provider (PCP) first. A primary care provider could be 
a doctor, nurse practitioner, physician assistant, or other provider that gives, directs, or helps you 
get health care services. You can choose a primary care provider from the Quartz BadgerCare 
Plus and Medicaid SSI Provider Directory. Use the list of providers accepting new patients. If you 
are an American Indian or Alaska Native, you can choose to see an Indian Health Care Provider 
outside of our network. 
Call Quartz Customer Success at (800) 362-3310 (TTY: 711) to choose or change your primary care 
provider. You can keep your current primary care provider if they are part of our provider network. 
Your primary care provider will help you decide if you need to see another doctor or specialist. 
You’ll need a referral from your primary care provider to see some providers. A referral is approval 
from your primary care provider to see a specialist or have services in a hospital.
You may see a women’s health specialist without a referral in addition to choosing a primary care 
provider. This could be an obstetrician and gynecologist (OB/GYN), nurse midwife, or licensed 
midwife.

Discussing your health care needs
The Quartz Care Management team may contact you by phone and mail to talk with you about 
your individual health needs and circumstances. You can ask about resources in your community 
or that are part of your new health plan that may be available to you. They can learn more about 
you and help you achieve your health goals. Call Quartz Care Management at (866) 884-4601 to 
get started.
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If you need emergency care, get help as quickly as possible. Try to go to a hospital or emergency 
room in the Quartz network for help if you can. If your condition cannot wait, go to the nearest 
provider (hospital, doctor, or clinic). Call 911 or your local police or fire department emergency 
services if the emergency is very severe and you are unable to get to the nearest provider. 
If you must go to an out-of-network hospital or emergency room, you or someone else should call 
Quartz at (800) 362-3310 (TTY: 711) as soon as you can to tell us what happened. 
Prior authorization is not required for emergency services.
Remember, hospital emergency rooms are for true emergencies only. If you do not know if your 
illness or injury is an emergency, call your doctor or our 24-hour Nurse Line at (800) 858-1050, 
TTY: (800) 947-6644 before you go to the emergency room. We will help you find a place to get 
care. You may have to pay a copayment if you go to an emergency room for care that is not an 
emergency. 

Urgent care
Urgent care is care for an illness, injury, or condition that needs 
medical help right away, but does not require emergency room 
care. Some examples are:
•	 Bleeding that is not severe
•	 Bruises
•	 Minor burns
•	 Minor cuts

g e t t i n g c a r e

Getting the care you need
Emergency care
Emergency care is care that is needed right away for an illness, injury, symptom, or condition that 
is very serious. Some examples are:
•	 Choking
•	 Convulsions
•	 Prolonged or repeated  

seizures
•	 Serious broken bones

If you are having 
an emergency, 

call 911.

•	 Severe burns
•	 Severe pain
•	 Severe or unusual bleeding
•	 Suspected heart attack

•	 Suspected poisoning
•	 Suspected stroke
•	 Trouble breathing
•	 Unconsciousness

•	 Most broken bones
•	 Most drug reactions
•	 Sprains

You must get urgent care from in-network providers unless you get our approval to see an  
out-of-network provider. Do not go to a hospital emergency room for urgent care unless you get 
approval from Quartz first.
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Specialty care 
A specialist is a doctor who is an expert in an area 
of medicine. There are many kinds of specialists. 
Here are a few examples:
•	 Oncologists, who care for people with cancer.
•	 Cardiologists, who care for people with heart 

conditions.
•	 Orthopedists, who care for people with certain 

bone, joint, or muscle conditions.
Contact your primary care provider if you need 
care from a specialist. Most of the time, you need 
to get approval from your primary care provider 
and Quartz before seeing a specialist.

Care during pregnancy and delivery
Let Quartz and your county or tribal agency know 
right away if you become pregnant, so you can 
get the extra care you need. You do not have 
copayments when you are pregnant.
You must go to a hospital within the Quartz network to have your baby. Talk to your provider to 
make sure you know which hospital you should have your baby at. Do not go out of the area to 
have your baby unless you have Quartz approval. Your Quartz provider knows your history and is 
the best provider to help you.
Also, talk to your doctor if you plan to travel in your last month of pregnancy. Traveling during 
your last month of pregnancy increases the chance that your baby will be born while you are 
away from home. Many people have a better birthing experience when they use the doctors and 
hospitals that cared for them throughout their pregnancy.

Telehealth services
Telehealth is audio and video contact with your doctor or health care provider using your phone, 
computer, or tablet. Quartz covers telehealth services that your provider can deliver at the same 
quality as in-person services. This could be doctor office visits, mental health or substance 
use services, dental consultations, and more. There are some services you cannot get using 
telehealth. This includes services where the provider needs to examine you in person.
Both you and your provider must agree to a telehealth visit. You always have the right to refuse a 
telehealth visit and do an in-person visit instead. Your BadgerCare Plus or Medicaid SSI benefits 
and care will not be impacted if you refuse telehealth services. If your provider only offers 
telehealth visits and you want to do in-person, they can refer you to a different provider.
Quartz and Wisconsin Medicaid providers must follow privacy and security laws when providing 
services over telehealth.
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Care when you are away from home
Follow these rules if you need medical care but are too far away from home to go to your regular 
primary care provider or clinic:
•	 For true emergencies, go to the nearest hospital, clinic, or doctor. Call Quartz at (800) 362-3310 

(TTY: 711) as soon as you can to tell us what happened. If you need emergency care outside of 
Wisconsin, out-of-area health care providers can treat you and send the bill to Quartz. You may 
need to pay a copayment if you get emergency care outside of Wisconsin. If you get a bill for 
services you got outside of Wisconsin, call Customer Success at (800) 362-3310 (TTY: 711).

•	 For urgent or routine care away from home, you must get approval from Quartz before you 
go to a different doctor, clinic, or hospital. This includes children who are spending time away 
from home with a parent or relative. Call us at (800) 362-3310 (TTY: 711) for approval to go to a 
different doctor, clinic, or hospital.

•	 For urgent or routine care outside the United States, call Quartz first. Quartz does not cover any 
services provided outside the United States, Canada, and Mexico. This includes emergency 
services. If you need emergency services while in Canada or Mexico, Quartz will cover it only 
if the doctor’s or hospital’s bank is in the United States. Other services may be covered with 
Quartz approval if the provider has a bank in the United States. Please call Quartz if you get any 
emergency services outside the United States.
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When you may be billed for services
Covered and non-covered services
With BadgerCare Plus and Medicaid SSI, you do not have to pay for covered services other than 
required copayments.
You may have to pay the full cost of services if:
•	 The service is not covered under BadgerCare Plus or Medicaid SSI.
•	 You needed approval for a service from your primary care provider or Quartz, but you did not 

get approval before getting the service.
•	 Quartz determines that the service is not medically necessary for you. Medically necessary 

services are approved services or supplies needed to diagnose or treat a condition, disease, 
illness, injury, or symptom. 

•	 You received a non-emergency service from a provider that is not in the Quartz network. Or you 
received a non-emergency service from a provider that does not accept your ForwardHealth 
card.

You can ask for non-covered services if you are willing to pay for them. You’ll have to make a 
written payment plan with your provider. Providers may bill you up to their usual and customary 
charges for non-covered services.
If you get a bill for a service you did not agree to, please call (800) 362-3310 (TTY: 711).

Copayments
Under BadgerCare Plus and Medicaid SSI, Quartz and its providers may bill you for copayments. A 
copayment is a fixed amount of money you pay for a covered health care service. Copayments 
for BadgerCare Plus and Medicaid SSI members are usually $3 or less. The following members do 
not have to pay copayments:
•	 Nursing home residents
•	 Terminally ill members receiving hospice care
•	 Pregnant women
•	 Members younger than 19 years old 
•	 Children in foster care or adoption assistance
•	 Youth who were in foster care on their 18th birthday. They don’t have to pay any copays until 

age 26.
•	 Members who join by Express Enrollment
•	 American Indians or Alaskan Native Tribal members, children or grandchildren of a tribal 

member, or anyone who can get Indian Health Services. Age and income do not matter. This 
applies when getting items and services from an Indian Health Services provider or from the 
Purchase and Referred Care program.
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Services covered by BadgerCare Plus 
and Medicaid SSI
Quartz provides most medically necessary, covered services under BadgerCare Plus or Medicaid 
SSI. See Services covered by Quartz on page 14 for more information about services covered by 
Quartz. 
Some services are covered by ForwardHealth. To learn more about these services see page 16, 
Services covered by ForwardHealth.
Some services require prior authorization. Prior authorization is written approval for a service or 
prescription. You may need prior authorization from Quartz or ForwardHealth before you get a 
service or fill a prescription.

*Covered by ForwardHealth. Use your ForwardHealth card to get this service.

Service Coverage under BadgerCare Plus and Medicaid SSI Standard Plan

Ambulatory Surgical 
Center Care Full coverage

Behavioral (autism) 
treatment services*

•	 Full coverage (with prior authorization)
•	 No copay*

Chiropractic
Provided and administered by the State of 
Wisconsin, not Quartz.

•	 Full coverage
•	 $0.50 to $3.00 copayment per service (varies by service provided)

Dental 
Provided and administered by the State of 
Wisconsin, not Quartz. Note: Dental service 
covered for Medicaid SSI members in 
Milwaukee County only.

•	 Full coverage of preventive, restorative, and palliative services
•	 $0.50 to $3.00 copayment per service (varies by service provided)

Disposable Medical 
Supplies (DMS) Full coverage

Drugs
Provided and administered by the State of 
Wisconsin, not Quartz.

•	 Comprehensive drug benefit with coverage of generic and brand 
name prescription drugs and some over-the-counter (OTC) drugs

•	 Members are limited to five prescriptions per month for opioid 
drugs.

•	 Copayments: 
	॰ $0.50 for OTC drugs 
	॰ $1.00 for generic drugs 
	॰ $3.00 for brand-name drugs 

•	 Copayments are limited to $12.00 per member, per provider, per 
month. OTCs are excluded from this $12.00 maximum.

Durable Medical 
Equipment (DME) Full coverage
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Service Coverage under BadgerCare Plus and Medicaid SSI Standard Plan

Health screenings for 
children

Full coverage of HealthCheck screenings and other services for 
individuals under age 21

Hearing services Full coverage

Home care services
Includes home health, private duty 
nursing (PDN), and personal care.

Full coverage of PDN, home health, and personal care services

Hospice Full coverage

Inpatient hospital Full coverage

Mental health and 
substance use 
treatment

Full coverage (not including room and board)

Nursing home services Full coverage

Outpatient hospital 
emergency room Full coverage

Physical therapy (PT), 
occupational therapy 
(OT), and speech and 
language pathology 
(SLP)

Full coverage

Physician Full coverage, including laboratory and radiology

Podiatric services Full coverage

Prenatal/maternity 
care

Full coverage, including prenatal care coordination, and preventive 
mental health and substance use screening and counseling for 
women at risk for mental health or substance use problems

Reproductive health 
services

Full coverage, excluding infertility treatments, surrogate parenting and 
related services, including but not limited to artificial insemination 
and subsequent obstetrical care as a non-covered service and the 
reversal of voluntary sterilization

Routine vision Full coverage, including coverage of eyeglasses

Transportation: 
ambulance, 
specialized motor 
vehicle, common 
carrier

Full coverage of emergency and non-emergency transportation to 
and from a provider for a covered service

Smoking cessation 
services

•	 Coverage includes prescription and over-the-counter tobacco 
cessation products

•	 Copayment: (see Drugs)
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Services covered by Quartz 
Mental health and substance use services
Quartz provides mental health and substance use (drug and alcohol) services to all members. 
Call Quartz Behavioral Health Care team at (866) 884-4601. If you need immediate help, call the 
Suicide & Crisis Lifeline Hotline at 988 or our 24-Hour Nurse Line at (800) 858-1050, which is open 
seven days a week. 
All services provided by Quartz are private.

Family planning services 
Quartz provides private family planning services to all members, including people under the age 
of 18. If you do not want to talk to your primary care provider about family planning, call Customer 
Success at (800) 362-3310 (TTY: 711). We will help you choose a Quartz family planning provider 
who is different from your primary care provider.
We encourage you to get family planning services from a Quartz provider. This allows us to better 
coordinate all your health care. However, you can also go to any family planning clinic that will 
accept your ForwardHealth ID card, even if the clinic is not part of Quartz’s provider network.

If you choose an out-of-network family planning provider for family planning services and 
supplies, please have your provider notify Quartz to better coordinate your care. Quartz does not 
require a member to obtain a referral before choosing a family planning provider.

HealthCheck services
HealthCheck covers health checkups for members younger than 21 years old. HealthCheck exams, 
also known as “well-child checks,” are doctor visits your child or young adult has when they are 
well. The doctor asks questions and examines your child. This is to make sure your child is healthy 
and taking the right steps to stay healthy. It’s a good time to ask health questions you or your 
child may have. HealthCheck also covers treatment for any problems found during your child’s 
HealthCheck exam. 
HealthCheck has three purposes:
1.	 To find and treat health problems for members younger than 21 years old.
2.	 To share information about special health services for members younger than 21 years old.
3.	 To make members younger than 21 years old eligible for some health care not otherwise 

covered.
The HealthCheck exam includes:
•	 Age-appropriate immunizations (shots)
•	 Blood and urine lab tests
•	 Dental checks and a referral to a dentist 

beginning at 1 year old
•	 Health and developmental history 
•	 Hearing checks

•	 Head-to-toe physical exam
•	 Lead testing for children ages 1 and 2 

years old and children under age 6 who 
have never had a lead test

•	 Vision checks
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Dental services 
In Milwaukee County, you must go to an in-network dentist.
To search the Momentum Provider Directory for an in-network dentist, visit MomentumPlans.com/
QuartzMedicaid or call Momentum at (833) 904-0209, Monday through Thursday from 8 a.m. - 
4:30 p.m., and Fridays 8 a.m. - 4 p.m. They can answer questions about dental services, too. You 
can also reach out to Quartz Customer Success for help finding a network dentist.
For BadgerCare Plus and Medicaid SSI members living outside of Milwaukee County, your dental 
benefits are covered by the state using your ForwardHealth ID card. 
To find a Medicaid-enrolled provider:
1.	 Go to ForwardHealth.wi.gov.
2.	 Click on the Members link or icon in the middle section of the page.
3.	 Scroll down and click on the Resources tab.
4.	Click on the Find a Provider link.
5.	Under Health Program, select BadgerCare Plus
Or, call ForwardHealth Member Services at (800) 362-3002.
You have the right to a routine dental appointment within 90 days of your request for an 
appointment. Call Quartz at (800) 362-3310 (TTY: 711) if you are unable to get a dental 
appointment within 90 days. 
Call the Wisconsin NEMT manager at (866) 907-1493 (TTY: 711) if you need help with getting a ride 
to or from the dentist’s office. They can help with getting a ride.
If you have a dental emergency, you have the right to treatment within 24 hours of your request 
for an appointment. A dental emergency is severe dental pain, swelling, fever, infection, or injury to 
the teeth. If you are having a dental emergency:
•	 If you already have a dentist who is with ForwardHealth or with Momentum in Milwaukee 

County:
	॰ Call the dentist’s office.
	॰ Tell the dentist’s office that you or your child are having a dental emergency.
	॰ Tell the dentist’s office what the exact dental problem is. This may be something like a 

severe toothache or swollen face.
	॰ Call us if you need help getting a ride to or from your dental appointment.

•	 If you do not currently have a dentist who is with ForwardHealth or with Momentum in 
Milwaukee County:

	॰ Call Quartz Customer Success at (800) 362-3310 (TTY: 711). Tell us that you or your child are 
having a dental emergency. We can help you get dental services.

	॰ Tell us if you need help getting a ride to or from the dentist’s office.

To schedule a HealthCheck exam or for more information, call Customer Success at  
(800) 362-3310 (TTY: 711).
If you need a ride to or from a HealthCheck appointment, please call the Wisconsin  
non-emergency medical transportation (NEMT) manager at (866) 907-1493 (TTY: 711) to 
schedule a ride.
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Services covered by ForwardHealth
Behavioral (Autism) treatment services 
Behavioral treatment services are covered under Quartz BadgerCare Plus. Behavioral treatment 
services are used to treat autism. You can get autism treatment services from a Medicaid-
enrolled provider who will accept your ForwardHealth ID card. 

Chiropractic services  
Chiropractic services are covered under BadgerCare Plus and Medicaid SSI. You can get 
chiropractic services from a Medicaid-enrolled provider who will accept your ForwardHealth ID 
card. 
To find a Medicaid-enrolled provider: 
1.	 Go to ForwardHealth.wi.gov.
2.	 Click on the Members link or icon in the middle section of the page.
3.	 Scroll down and click on the Resources tab.
4.	Click on the Find a Provider link.
5.	Under Health Program, select BadgerCare/Medicaid.
Or, you can call ForwardHealth Member Services at (800) 362-3002. 

Transportation services
You can get non-emergency medical transportation (NEMT) services through the Wisconsin NEMT 
manager. The NEMT manager arranges and pays for rides to covered services for members who 
have no other way to get there. NEMT can include rides using:
•	 Public transportation, such as a city bus 
•	 Non-emergency ambulances 
•	 Specialized medical vehicles 
•	 Other types of vehicles, depending on a member’s medical and transportation needs 
If you have a car and are able to drive yourself to your appointment but cannot afford to pay for 
gas, you may be eligible for mileage reimbursement (money for gas).
You must schedule routine rides at least two business days before your appointment. Call the 
NEMT manager at (866) 907-1493 (TTY: 711), Monday through Friday, from 7 a.m. until 6 p.m. 
You may also schedule rides for urgent appointments. A ride to an urgent appointment will be 
provided in three hours or less.

Pharmacy benefits
You may get a prescription from a Quartz provider, specialist, or dentist. You can get covered 
prescriptions and certain over-the-counter items at any pharmacy that will accept your 
ForwardHealth ID card. You may have copayments or limits on covered medications. If you cannot 
afford your copayments, you can still get your prescriptions.
If you have any questions about the medications covered under BadgerCare Plus, Medicaid SSI, or 
medication copayments, call ForwardHealth Member Services at (800) 362-3002.
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Services not covered under BadgerCare Plus or Medicaid SSI
The services below are not covered under BadgerCare Plus or Medicaid SSI:
•	 Services that are not medically necessary.
•	 Services that have not been approved by Quartz or your primary care provider when approval 

is required.
•	 Normal living expenses like rent or mortgage payments, food, utilities, entertainment, clothing, 

furniture, household supplies, and other insurance.
•	 Experimental or cosmetic services or procedures. 
•	 Infertility treatments or services.
•	 Reversal of voluntary sterilization.
•	 Inpatient mental health stays in institutional settings for members ages 22-64, unless provided 

for less than 15 days instead of traditional treatment.
•	 Room and board.

In lieu of service or setting
Quartz may cover some services or care settings that are not normally covered in Wisconsin 
Medicaid. These services are called “in lieu of” services or settings.
The following in lieu of service or setting is covered under Quartz BadgerCare Plus or Medicaid SSI:
•	 Inpatient mental health services in an institute of mental disease (IMD) for a person 22-64 years 

of age for no more than 15 days during a month.
Deciding if an “in lieu of” service or setting is right for you is a team effort. Quartz will work with you 
and your provider to help you make the best choice. You have a right to choose not to participate 
in one of these settings or treatments.

Getting a second medical opinion
If you disagree with your doctor’s treatment recommendations, you may be able to get a second 
medical opinion. Contact your provider or Customer Success at (800) 362-3310 (TTY: 711) for 
information. 

m a n a g i n g c a r e
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Care management (coordination)
As a member of Quartz, you have access to a care management team at no extra cost. They will 
help you identify and meet your health and wellness goals. The care management team will also 
connect you with providers, community services, and social supports.
When you sign up for our plan, you will get an outreach letter or call to talk about your unique 
health needs. It is important to respond so we know how to best meet your needs. You can also 
call the care management team directly at (866) 884-4601.
Your care manager can also help you transition from the hospital or other care settings to home. 
Call your care manager at (866) 884-4601 for help if you are hospitalized.

Completing an advance directive, living will, or power of attorney 
for health care
Sometimes people become unable to make health care decisions for themselves due to 
accidents or serious illness. You have the right to decide what you want to happen when you’re 
not able to make decisions for yourself. This means you can develop an “advance directive.”
There are different types of advance directives and different names for them. Documents called 
“living will” and “power of attorney for health care” are examples of advance directives.
You decide whether you want an advanced directive. Your providers can explain how to create 
and use an advance directive. But, they cannot force you to have one or treat you differently if you 
don’t have one.
Contact your provider if you want to know more about advance directives. You can also find 
advance directive forms on the Wisconsin Department of Health Service (DHS) website at  
dhs.wisconsin.gov/forms/advdirectives.
You have the right to file a grievance with the DHS Division of Quality Assurance if your advance 
directive, living will, or power of attorney wishes are not followed. You can get help filing a 
grievance by calling the DHS Division of Quality Assurance at (800) 642-6552. 

New treatments and services
Quartz has a process for reviewing new types of services and treatments. As part of the review 
process, Quartz:
•	 Reviews scientific studies and standards of care to make sure new treatments or services are 

safe and helpful. 
•	 Looks at whether the government has approved the treatment or service. 
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Other insurance
Tell your providers if you have other insurance in addition to BadgerCare Plus or Medicaid SSI. 
Your providers must bill your other insurance before billing Quartz. If your Quartz provider does not 
accept your other insurance, call the HMO Enrollment Specialist at (800) 291-2002. They can tell 
you how to use both insurance plans.

If you move
If you are planning to move, contact your county or tribal agency. If you move to a different 
county, you must also contact the county or tribal agency in your new county to update your 
eligibility for BadgerCare Plus or Medicaid SSI.
If you move out of Quartz’s service area, call the HMO Enrollment Specialist at (800) 291-2002. 
They will help you choose a new HMO that serves your new area.

Changes in your Medicaid coverage
If you have moved from ForwardHealth or a BadgerCare Plus or Medicaid SSI HMO to a new 
BadgerCare Plus or Medicaid SSI HMO, then you have the right to:
•	 Continue to see your current providers and access your current services for up to 90 days. 

Please call your new HMO when you enroll to let them know who your provider is. If this provider 
is still not in the HMO network after 90 days, you will choose a new provider that is in the HMO 
network.

•	 Get services that you need to avoid serious health risk or hospitalization.
Call Quartz Customer Success at (800) 362-3310 (TTY: 711) for more information about changes in 
your coverage. 

Quartz exemptions
Quartz is a health maintenance organization, or HMO. HMOs are insurance companies that offer 
services from select providers.
Generally, you must enroll in an HMO to get health care benefits through BadgerCare Plus and 
Medicaid SSI. An HMO exemption means you don’t have to join an HMO to get your BadgerCare 
Plus or Medicaid SSI benefits. Most exemptions are granted for only a short period of time. It’s 
usually to allow you to complete a course of treatment before you are enrolled in an HMO.  
If you think you need an exemption from HMO enrollment, call the HMO Enrollment Specialist at  
(800) 291-2002 for more information.

m a n a g i n g c a r e
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Filing a grievance or appeal

g r i e va n c e s
What is a grievance? 
You have a right to file a grievance if you are unhappy with our plan or providers. A grievance is 
any complaint about Quartz or a network provider that is not related to a decision Quartz made 
about your health care services. You might file a grievance about things like the quality of services 
or care, rudeness from a provider or an employee, and not respecting your rights as a member. 

Who can file a grievance?
You can file a grievance. An authorized representative, a legal decision maker, or a provider 
can also file a grievance for you. We will contact you for your permission if an authorized 
representative or provider files a grievance for you. 

When can I file a grievance? 
You (or your representative) can file a grievance at any time. 

How do I file a grievance with Quartz?
Call a Quartz Member Advocate at (800) 362-3310 (TTY: 711), or write to us at the following 
address if you have a grievance:
Quartz 
2650 Novation Parkway 
Fitchburg, WI 53713
If you file a grievance with Quartz, you will have the opportunity to appear by telephone or  
in-person in front of Quartz’s Grievance and Appeal Committee. Quartz will send you a decision  
on the grievance within 30 days from the date it’s received. 

Who can help me file a grievance?
A Quartz Member Advocate can help you solve problems with getting care, filing a complaint or 
grievance, requesting an appeal, and reviewing a decision made by Quartz. Call (800) 362-3310 
(TTY: 711) to speak to a member advocate. 
To talk to someone outside of Quartz about the issue, call the Wisconsin HMO Ombuds Program at 
(800) 760-0001 (TTY and translation services available). The Ombuds Program may be able to 
help you solve the problem or write a formal grievance to Quartz. If you are enrolled in a Medicaid 
SSI Program, you can also call the SSI External Advocate at (800) 708-3034 for help with filing a 
grievance.
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(continued)

What if I disagree with Quartz’s response?
If you don’t agree with Quartz’s response to your grievance, you can request a review of your 
grievance with the Wisconsin Department of Health Services (DHS).
Write to: 
BadgerCare Plus and Medicaid SSI 
HMO Ombuds 
P.O. Box 6470 
Madison, WI 53716-0470
Or call: (800) 760-0001

Will I be treated differently if I file a grievance?
You will not be treated differently from other members because you file a complaint or grievance. 
Your health care and benefits will not be affected. 

a p p e a l s
What is an appeal?
You have a right to request an appeal if you are unhappy with a decision made by Quartz. An 
appeal is a request for Quartz to review a decision that affects your services. These decisions are 
called adverse benefit determinations. 
An adverse benefit determination is any of the following:
•	 Quartz plans to stop, suspend, or reduce a service you are currently getting.
•	 Quartz decides to deny a service you asked for.
•	 Quartz decides not to pay for a service.
•	 Quartz asks you to pay an amount that you don’t believe you owe.
•	 Quartz decides to deny your request to get a service from a non-network provider when you live 

in a rural area with only one HMO.
•	 Quartz does not arrange or provide services in a timely manner.
•	 Quartz does not meet the required timeframes to resolve your grievance or appeal.
Quartz will send you a letter if you have received an adverse benefit determination. 

Who can file an appeal?
You can request an appeal. An authorized representative, a legal decision maker, or a provider 
can also file an appeal for you. We will contact you for your permission if an authorized 
representative or provider requests an appeal for you.

When can I file an appeal? 
You (or your representative) must request an appeal within 60 days of the date on the letter you 
get describing the adverse benefit determination.
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How do I file an appeal with Quartz?
Call a Quartz Member Advocate at (800) 362-3310 (TTY: 711) to submit an oral or verbal appeal or 
write to: 
Quartz 
2650 Novation Parkway 
Fitchburg, WI 53713
If you request an appeal with Quartz, you will have the opportunity to appear by telephone or  
in-person in front of Quartz’s Grievance and Appeal Committee. Once your appeal is requested, 
Quartz will have 30 calendar days to give you a decision.

What if I can’t wait 30 days for a decision?
If you or your doctor think that waiting 30 days could seriously harm your health or ability to perform 
your daily activities, you can request a fast appeal. If Quartz agrees that you need a fast appeal, you 
will get a decision within 72 hours. 

Who can help me request an appeal? 
If you need help writing a request for an appeal or a verbal appeal over the phone, please call a 
Quartz Member Advocate at (800) 362-3310 (TTY: 711). 
If you want to speak with someone outside Quartz, you can call the BadgerCare Plus and Medicaid 
SSI Ombuds at (800) 760-0001. If you are a Medicaid SSI member, you can also call the SSI External 
Advocate at (800) 708-3034 for help with your appeal.

Can I continue to get the service during my appeal?
If Quartz decides to stop, suspend, or reduce a service you are currently getting, you have the right 
to ask to keep getting your service during your appeal. You’ll have to mail, fax, or email your request 
within the below timeframe, whichever is later:
•	 On or before the date Quartz plans to stop or reduce your service.
•	 Within 10 days of getting notice that your service will be reduced.
If your request is submitted on time, Quartz will continue or reinstate your benefits during the appeal 
period. Your benefits will continue until one of the following happens:
•	 You withdraw your appeal.
•	 Your appeal is denied, and you decide not to ask for a State Fair Hearing and continuation of 

benefits. Quartz will send you the result of your appeal and a resolution letter about the adverse 
benefit determination. You have 10 calendar days from the letter to ask for a continuation of 
benefits while your State Fair Hearing is going on.

If Quartz’s decision about your appeal is not in your favor, you might have to pay Quartz back for the 
service you got during the appeal process.

Will I be treated differently if I request an appeal? 
You will not be treated differently from other members because you request an appeal. The quality  
of your health care and other benefits will not be affected. 

What if I disagree with Quartz’s decision about my appeal? 
You can request a State Fair Hearing with the Wisconsin Division of Hearing and Appeals if you 
disagree with our decision about your appeal. Learn more about State Fair Hearing on the next page. 

g r i e v a n c e s,  a p p e a l s ,  a n d a s t a t e  f a i r  h e a r i n g
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What is a State Fair Hearing?
This is a review of Quartz’s decision on your appeal by an Administrative Law Judge in the county 
where you live. You must appeal to Quartz first before requesting a State Fair Hearing. 

When can I request a State Fair Hearing? 
You must request a State Fair Hearing within 90 days of the date you get Quartz’s written decision 
about your appeal.

How do I request a State Fair Hearing? 
If you want a State Fair Hearing, send a written request to:
Department of Administration 
Division of Hearings and Appeals 
P.O. Box 7875 
Madison, WI 53707-7875
You have the right to be represented at the hearing and can bring a friend for support. If you need 
special arrangements for a disability or language translation, call (608) 266-7709.

Who can help me request a State Fair Hearing? 
If you need help writing a request for a State Fair Hearing, please call the BadgerCare Plus and 
Medicaid SSI Ombuds at (800) 760-0001. If you are a Medicaid SSI member, you can also call the 
SSI External Advocate at (800) 708-3034 for help.

Can I keep getting the service during my State Fair Hearing?
If Quartz decides to stop, suspend, or reduce a service you are currently getting, you have the right 
to ask to keep getting your service during your Quartz appeal and State Fair Hearing. You’ll have 
to request that the service continue during your State Fair Hearing, even if you already requested 
to continue the service during your Quartz appeal. You’ll have to mail, fax, or email your request 
within the below timeframe, whichever is later:
•	 On or before the date Quartz plans to stop or reduce your service.
•	 Within 10 days of getting notice that your service will be reduced.
If your request is submitted on time, Quartz will continue or reinstate your benefits during the 
appeal period. Your benefits will continue until one of the following happens:
•	 You withdraw your State Fair Hearing request.
•	 You miss the deadline to ask for Quartz to continue your benefits during your State Fair Hearing. 

Quartz will send you the result of your appeal and a resolution letter about the adverse benefit 
determination. You have 10 calendar days from the letter to ask for a continuation of benefits 
while your State Fair Hearing is going on.

If the decision from the Division of Hearing and Appeals is not in your favor, your services will be 
stopped, suspended, or reduced. You may also have to pay Quartz back for the service you got 
during the State Fair Hearing process.

Will I be treated differently if I request a State Fair Hearing? 
You will not be treated differently from other members because you request a State Fair Hearing. 
The quality of your health care and other benefits will not be affected.

g r i e v a n c e s,  a p p e a l s ,  a n d a s t a t e  f a i r  h e a r i n g
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Your rights
1.	 You have a right to get information in a way that works for you. This includes: 

•	 Your right to have an interpreter with you during any BadgerCare Plus or Medicaid SSI covered 
service. 

•	 Your right to get this member handbook in another language or format.
2.	 You have a right to be treated with dignity, respect, and fairness and with consideration for 

privacy. This includes: 
•	 Your right to be free from discrimination. Quartz must obey laws that protect you from 

discrimination and unfair treatment. Quartz provides covered services to all eligible members 
regardless of the following:
	॰ Age
	॰ Color
	॰ Disability

	॰ National origin
	॰ Race
	॰ Sex

	॰ Religion
	॰ Sexual orientation
	॰ Gender identity

•	 All medically necessary, covered services are available and will be provided in the same 
manner to all members. All persons or organizations connected with Quartz that refer or 
recommend members for services shall do so in the same manner for all members.

•	 Your right to be free from any form of restraint or seclusion used to coerce, discipline, be 
convenient, or retaliate. This means you have the right to be free from being restrained or 
forced to be alone to make you behave in a certain way, to punish you, or because someone 
finds it useful.

•	 Your right to privacy. Quartz must follow laws protecting the privacy of your personal and 
health information. See Quartz’s Notice of Privacy Practices for more information.

3.	 You have the right to get health care services as provided for in federal and state law. This 
includes:
•	 Your right to have covered services be available and accessible to you when you need them. 

When medically appropriate, services must be available 24 hours a day, seven days a week.
4.	You have a right to make decisions about your health care. This includes: 

•	 Your right to get information about treatment options, regardless of cost or benefit coverage.
•	 Your right to accept or refuse medical or surgical treatment and participate in making 

decisions about your care.
•	 Your right to plan and direct the types of health care you may get in the future if you become 

unable to express your wishes. You can make these decisions by completing an advance 
directive, living will, or power of attorney for health care. See more information on page 18, 
Completing an advance directive, living will, or power or attorney for health care.

•	 Your right to a second opinion if you disagree with your provider’s treatment 
recommendation. Call Customer Success at (800) 362-3310 (TTY: 711) for more information 
about how to get a second opinion.
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5.	You have a right to know about our providers and any physician incentive plans Quartz uses. 
This includes:
•	 Your right to ask if Quartz has special financial arrangements (physician incentive plans) with 

our physicians that can affect the use of referrals and other services you might need. To get 
this information, call Customer Success at (800) 362-3310 (TTY: 711) and request information 
about our physician payment arrangements.

•	 Your right to request information about Quartz providers, including the provider’s education, 
board certification, and recertification. To get this information, call Customer Success at  
(800) 362-3310 (TTY: 711).

6.	You have a right to ask for copies of your medical records from your provider.
•	 You may correct inaccurate information in your medical records if your doctor agrees to the 

correction.
•	 Call (800) 362-3310 (TTY: 711) for assistance with requesting a copy or change to your 

medical records. Please note that you may have to pay to copy your medical records.
7.	 You have a right to be informed about any Medicaid covered benefits that are not available 

through Quartz because of moral or religious objection. This includes:
•	 Your right to be informed of how to access these services through FowardHealth using your 

ForwardHealth card.
•	 Your right to disenroll from Quartz if Quartz does not cover a service you want because of 

moral or religious objections.
8.	You have a right to file a complaint, grievance, or appeal if you are dissatisfied with your care or 

services. This includes:
•	 Your right to request a State Fair Hearing if you are dissatisfied with Quartz’s decision about 

your appeal or if Quartz does not respond to your appeal in a timely manner.  
•	 Your right to request a Department of Health Services grievance review if you are unhappy 

with Quartz’s decision about your grievance or if Quartz does not respond to your grievance in 
a timely manner.

•	 For more information on how to file a grievance, appeal, or State Fair Hearing, see page 20, 
Filing a grievance or appeal.

9.	You have the right to receive information about Quartz, its services, its practitioners, providers, 
and member rights and responsibilities. This includes:
•	 Your right to know about any big changes with Quartz at least 30 days before the effective 

date of the change.
10. You have a right to be free to exercise your rights without negative treatment by Quartz and its 

network providers. This includes: 
•	 Your right to make recommendations about Quartz’s Member Rights and Responsibilities 

Policy.
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Your responsibilities
•	 You have a responsibility to provide the information that Quartz and its providers need to 

provide care.
•	 You have a responsibility to let Quartz know how best to contact and communicate with you. 
•	 You have a responsibility to respond to communications from Quartz.
•	 You have a responsibility to follow plans and instructions for care that you have agreed to with 

your providers.
•	 You have a responsibility to understand your health problems and participate in creating 

treatment goals with your providers.

Ending your membership in Quartz
You may switch HMOs for any reason during your first 90 days of enrollment in Quartz. After your 
first 90 days, you will be “locked in” to enrollment in Quartz for the next nine months. You will only 
be able to switch HMOs once this “lock-in” period has ended unless your reason for ending your 
membership in Quartz is one of the reasons described below:
•	 You have the right to switch HMOs, without cause, if the Wisconsin Department of Health 

Services (DHS) imposes sanctions or temporary conditions on Quartz.
•	 You have the right to end your membership with Quartz at any time if: 

	॰ You move out of Quartz’s service area.
	॰ Quartz does not, for moral or religious objections, cover a service you want.
	॰ You need one or more services performed at the same time and you can’t get them 

all within the provider network. This applies if your provider determines that getting the 
services separately could put you at unnecessary risk.

	॰ Other reasons, including poor quality of care, lack of access to covered services, or lack of 
access to providers experienced in dealing with your care needs. 

If you choose to switch HMOs or disenroll from the BadgerCare Plus or Medicaid SSI programs 
completely, you must continue to get health care services through Quartz until your membership 
ends. 
For more information about how to switch HMOs or to disenroll from BadgerCare Plus or Medicaid 
SSI completely, contact the HMO Enrollment Specialist at (800) 291-2002. 

Fraud and abuse
If you suspect fraud or abuse of the Medicaid program, you may report it. Please go to  
reportfraud.wisconsin.gov.

y o u r r e s p o n s i b i l i t i e s
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Your Rights 
When it comes to your health information, you have certain rights. This section explains your 
rights and some of our responsibilities to help you.

Get a copy of your health 
and claims records

•	 You can ask to see or get a copy of your health and claims 
records and other health information we have about you. Ask us 
how to do this. 

•	 We will provide a copy or a summary of your health and claims 
records, usually within 30 days of your request. We may charge a 
reasonable, cost-based fee.

Ask us to correct health 
and claims records

•	 You can ask us to correct your health and claims records if you 
think they are incorrect or incomplete. Ask us how to do this. 

•	 We may say “no” to your request, but we’ll tell you why in writing 
within 60 days.

Request confidential 
communications

•	 You can ask us to contact you in a specific way (for example, 
home or office phone) or to send mail to a different address. 

•	 We will consider all reasonable requests, and must say “yes” if 
you tell us you would be in danger if we do not.

Ask us to limit what we use 
or share

•	 You can ask us not to use or share certain health information for 
treatment, payment, or our operations. 

•	 We are not required to agree to your request, and we may say 
“no” if it would affect your care.

Get a list of those with 
whom we’ve shared 
information

•	 You can ask for a list (accounting) of the times we’ve shared 
your health information for six years prior to the date you ask, 
who we shared it with, and why. 

•	 We will include all the disclosures except for those about 
treatment, payment, and health care operations, and certain 
other disclosures (such as any you asked us to make). We’ll 
provide one accounting a year for free but will charge a 
reasonable, cost-based fee if you ask for another one within 12 
months.

Get a copy of this privacy 
notice

•	 You can ask for a paper copy of this notice at any time, even 
if you have agreed to receive the notice electronically. We will 
provide you with a paper copy promptly.

Notice of Privacy 
Practices 
Your Information. Your Rights. Our Responsibilities.

This notice describes how medical 
information about you may be used 
and disclosed and how you can get 
access to this information. Please 

review it carefully.
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Choose someone to act for 
you

•	 If you have given someone medical power of attorney or if 
someone is your legal guardian, that person can exercise your 
rights and make choices about your health information. 

•	 We will make sure the person has this authority and can act for 
you before we take any action.

File a complaint if you feel 
your rights are violated

•	 You can complain if you feel we have violated your rights by 
contacting us using the information on page 20. 

•	 You can file a complaint with the U.S. Department of Health and 
Human Services Office for Civil Rights by sending a letter to 200 
Independence Avenue, S.W., Washington, D.C. 20201, calling (877) 
696-6775, or visiting hhs.gov/ocr/privacy/hipaa/complaints. 

•	 We will not retaliate against you for filing a complaint.

Your Choices 
For certain health information, you can tell us your choices about what we share. If you have a 
clear preference for how we share your information in the situations described below, talk to us. 
Tell us what you want us to do, and we will follow your instructions.

In these cases, you have 
both the right and choice 
to tell us to:

•	 Share information with your family, close friends, or others 
involved in payment for your care 

•	 Share information in a disaster relief situation 
•	 Contact you for fundraising efforts 
If you are not able to tell us your preference, for example if you 
are unconscious, we may go ahead and share your information 
if we believe it is in your best interest. We may also share your 
information when needed to lessen a serious and imminent threat 
to health or safety.

In these cases, we never 
share your information 
unless you give us written 
permission:

•	 Marketing purposes 
•	 Sale of your information

Our Uses and Disclosures
How do we typically use or share your health information? We typically use or share your health 
information in the following ways.

Help manage the health 
care treatment you receive

•	 We can use your health information and share it with 
professionals who are treating you.

Example: A doctor sends us information about your diagnosis and 
treatment plan so we can arrange additional services.

(Your Rights continued)
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Run our organization •	 We can use and disclose your information to run our 
organization and contact you when necessary. 

•	 We are not allowed to use genetic information to decide whether 
we will give you coverage and the price of that coverage. This 
does not apply to long term care plans.

Example: We use health information about you to develop better 
services for you.

Pay for your health 
services

•	 We can use and disclose your health information as we pay for 
your health services.

Example: We share information about you with your dental plan to 
coordinate payment for your dental work.

Administer your plan •	 We may disclose your health information to your health plan 
sponsor for plan administration.

Example: Your company contracts with us to provide a health plan, 
and we provide your company with certain statistics to explain the 
premiums we charge.

How else can we use or share your health information? 
We are allowed or required to share your information in other ways – usually in ways that 
contribute to the public good, such as public health and research. We have to meet many 
conditions in the law before we can share your information for these purposes. For more 
information see: hhs.gov/hipaa/for-individuals/notice-privacy-practices/index.html.

Help with public health and 
safety issues

•	 We can share health information about you for certain situations 
such as: preventing disease; helping with product recalls; 
reporting adverse reactions to medications; reporting suspected 
abuse, neglect, or domestic violence; and preventing or reducing 
a serious threat to anyone’s health or safety.

Do research •	 We can use or share your information for health research.

Comply with the law •	 We will share information about you if state or federal laws 
require it, including with the Department of Health and Human 
Services if it wants to see that we’re complying with federal 
privacy law.

Respond to organ and 
tissue donation requests 
and work with a medical 
examiner or funeral 
director

•	 We can share health information about you with organ 
procurement organizations.

•	 We can share health information with a coroner, medical 
examiner, or funeral director when an individual dies.

(Our Uses and Disclosures continued)
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Address workers’ 
compensation, law 
enforcement, and other 
government requests

•	 We can use or share health information about you: 
	॰ For workers’ compensation claims 
	॰ For law enforcement purposes or with a law enforcement 

official 
	॰ With health oversight agencies for activities authorized by 

law 
	॰ For special government functions such as military, national 

security, and presidential protective services

Respond to lawsuits and 
legal actions

•	 We can share health information about you in response to a 
court or administrative order, or in response to a subpoena.

We never sell protected health information for marketing or fundraising purposes. 

The HIPAA Privacy Rule generally does not “preempt” (or override) state privacy or other applicable 
laws that provide individuals with greater privacy protections. As a result, if any state privacy laws 
or other applicable federal laws provide for a stricter privacy standard, then we will follow the 
more strict state or federal laws.

Our Responsibilities 
•	 We are required by law to maintain the privacy and security of your protected health 

information. 
•	 We will let you know promptly if a breach occurs that may have compromised the privacy or 

security of your information. 
•	 We must follow the duties and privacy practices described in this notice and give you a copy 

of it. 
•	 We will not use or share your information other than as described here unless you tell us we 

can in writing. If you tell us we can, you may change your mind at any time. 
•	 Let us know in writing if you change your mind. 
For more information see: hhs.gov/hipaa/for-individuals/notice-privacy-practices/index.html.

Changes to the Terms of This Notice 
We can change the terms of this notice, and the changes will apply to all information we have 
about you. The new notice will be available upon request, on our website, and we will mail a copy 
to you. Effective date: October 2, 2017. 
This Notice of Privacy Practices applies to the following organizations: Quartz Health Benefit Plans 
Corporation, Quartz Health Plan Corporation, Quartz Health Plan MN Corporation, and Quartz 
Health Insurance Corporation. 

Questions? 
Contact Kelly Skifton, Privacy Officer, 2650 Novation Parkway, Fitchburg, WI 53713; 
phone: (800) 362-3309; email: PrivacyOfficial@QuartzBenefits.com.

(Sharing Health Information continued)
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Accessibility at Quartz 
Quartz provides free aids and services to people with disabilities to communicate 
effectively with us, such as:  
 Qualified sign language interpreters. 
 Written information in other formats (large print, audio, accessible electronic 

formats, other formats).  
 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 Quartz at (800) 362-3310 (TTY: 711). 

Spanish – ATENCIÓN: Si habla español, los servicios de asistencia de idiomas están 
disponibles sin cargo, llame al (800) 362-3310 (TTY: 711). 

Hmong – CEEB TOOM: Yog koj hais lus Hmoob, kev pab rau lwm yam lus muaj rau koj 
dawb xwb. Hu (800) 362-3310 (TTY: 711). 

Laotian – ໝາຍເຫດ: ຖ້າທ່ານເວ້ົາພາສາລາວ, ທ່ານສາມາດໃຊ້ການບໍລິ ການຊ່ວຍເຫຼື ອດ້ານພາສາ 
ໄດ້ໂດຍບ່ໍເສຍຄ່າ. ໂທ (800) 362-3310 (TTY: 711). 

Chinese – 注意：如果您说中文，您可获得免费的语言协助服务。请致 
电 (800) 362-3310 TTY 文字电话 711）。 

Somali – DIGTOONI: Haddii aad ku hadasho afka Soomaaliha, adeegyada caawimada 
luqadda waxaa laguu heli karaa iyagoo bilaash ah. Wac (800) 362-3310 (TTY: 711). 

Burmese – ေ◌က်းဇူး◌ျပဳ၍ နားဆင�ါ - သင�ည္ ◌ျမ��ာစကားေ◌◌ျပာသူ◌ျဖစ�ါက၊ သင္◌အ့�တက္ အခမဲ့◌ျဖင္◌ ့

ဘာသာစကားကူညီေ◌ရး ၀နေ္◌ဆာင�ႈမ်ား ရရွိ�ိငု�ည္။ (800) 362-3310 (TTY: 711) �တင္ ဖနု္◌းေ◌ခၚဆုိပါ။ 

Vietnamese –  LƯU Ý: Nếu bạn nói tiếng Việt, các dịch vụ hỗ trợ ngôn ngữ sẽ được 
cung cấp miễn phí cho bạn. Gọi (800) 362-3310 (TTY: 711). 

Arabic – 

 

   عدة لغویة مجانیة. اتصلوا بالرقممسا تنبیھ: إذا كنتم تتحدثون العربیة، تتوفر لكم 
 TTY: 711 :ھاتف نصي )362 (3310-800
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Notice of Non-Discrimination and Availability of Language  
Assistance Services and Auxiliary Aids and Services 

 
Quartz is the brand name for a group of companies committed to 
your health: Quartz Health Benefit Plans Corporation, Quartz Health 
Insurance Corporation, Quartz Health Plan Corporation, and Quartz 
Health Plan MN Corporation. These companies are separate legal 
entities. In this notice, "we" refers to all Quartz companies. 

 
For assistance understanding these materials in a language other 
than English, call (800) 362-3310, and a Customer Success 
representative will assist you. TTY users should call 711 or (800) 877-8973. 

 
We comply with applicable Federal civil rights laws and do not 
discriminate on the basis of race, color, national origin, age, 
disability, or sex (includes sex characteristics, including intersex 
traits; pregnancy or related conditions; sexual orientation; gender 
identity; and sex stereotypes). Quartz does not exclude people or 
treat them less favorably because of race, color, national origin, age, 
disability, or sex. 

 
We provide reasonable modifications and free appropriate auxiliary aids and 
services to people with disabilities to communicate effectively with us 
and to participate in health programs or activities, such as - 

• Qualified sign language interpreters 
• Written information in other formats (large print, audio, 

accessible electronic formats, other formats) 
 

We provide free language services to people whose primary language 
is not English, such as - 

• Qualified interpreters 
• Information written in other languages. 

If you need these services, contact Customer Success at (800) 362-3310. 

If you believe we 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- 

 
Chief Compliance Officer 
2650 Novation Parkway 
Fitchburg, WI 53713 
Phone: (800) 362-3310 
TTY: 711 or toll-free (800) 877-8973 
Fax: (608) 644-3500 
Email: AppealsSpecialists@QuartzBenefits.com 
 

You can file a grievance in person or by mail, fax, or email. If you need 
help filing a grievance, our Chief Compliance Officer 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 
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, D.C. 20201 
(800) 368-1019; (800) 537-7697 (TDD) 
 

Complaint forms are available at hhs.gov/ocr/office/file/index.html. 
Quartz is a Qualified Health Plan issuer in the Health Insurance 
Marketplace® in certain states. To learn more, visit the Health Insurance 
Marketplace® at HealthCare.gov.

ATTENTION: Free language assistance services are available to you. Appropriate auxiliary aids and services to provide 
information in accessible formats are also available free of charge. Call (800) 362-3310, TTY: 711 / (800) 877-8973. 

 
Spanish - ATENCIÓN: Si habla español, tiene a su disposición servicios gratuitos de asistencia lingüística. También están disponibles de forma gratuita 
ayuda y servicios auxiliares apropiados para proporcionar información en formatos accesibles. Llame al (800) 362-3310. TTY: 711 / (800) 877-8973 o hable 
con su proveedor. 
Chinese -注意：如果您说[中文]，我们将免费为您提供语言协助服务。我们还免费提供适当的辅助工具和服务，以无障碍格式提供信息。致电 (800) 362-3310. TTY: 711 / 
(800) 877-8973 或咨询您的服务提供商。 
Hmong - LUS CEEV TSHWJ XEEB: Yog hais tias koj hais Lus Hmoob muaj cov kev pab cuam txhais lus pub dawb rau koj. Cov kev pab thiab cov kev pab cuam 
ntxiv uas tsim nyog txhawm rau muab lus qhia paub ua cov hom ntaub ntawv uas tuaj yeem nkag cuag tau rau los kuj yeej tseem muaj pab dawb tsis 
xam tus nqi dab tsi ib yam nkaus. Hu rau (800) 362-3310. TTY: 711 / (800) 877-8973 los sis sib tham nrog koj tus kws muab kev saib xyuas kho mob. 
Russian - ВНИМАНИЕ: Если вы говорите на русский, вам доступны бесплатные услуги языковой поддержки. Соответствующие вспомогательные средства и услуги по 
предоставлению информации в доступных форматах также предоставляются бесплатно. Позвоните по телефону (800) 362-3310. TTY: 711 / (800) 877-8973 или 
обратитесь к своему поставщику услуг. 
Vietnamese - LƯU Ý: Neếu bạn nói tieếng Việt, chúng tôi cung caếp mieễn phí các dịch vụ hoễ  trợ ngôn ngữ. Các hoễ  trợ dịch vụ phù hợp đeể  cung caếp thông tin theo 
các định dạng deễ  tieếp cận cũng được cung caếp mieễn phí. Vui lòng gọi theo soế  (800) 362-3310. TTY: 711 / (800) 877-8973 hoặc trao đoể i với người cung caếp dịch 
vụ của bạn. 
Laotian - ເຊີນຊາບ: ຖ້າທ່ານເວ້ົາພາສາ ລາວ, ຈະມີບໍລິການຊ່ວຍດ້ານພາສາແບບບ່ໍເສຍຄ່າໃຫ້ທ່ານ.  ມີເຄ່ືອງຊ່ວຍ ແລະ ການບໍລິການແບບບ່ໍເສຍຄ່າທ່ີເໝາະສົມເພ່ືອໃຫ້ຂ້ໍມູນໃນຮູບແບບທ່ີສາມາດເຂ້ົາເຖິງໄດ້. 
ໂທຫາເບີ (800) 362-3310. TTY: 711 / (800) 877-8973 ຫືຼ ລົມກັບຜູ້ໃຫ້ບໍລິການຂອງທ່ານ. 
German - ACHTUNG: Wenn Sie Deutsch sprechen, stehen Ihnen kostenlose Sprachassistenzdienste zur Verfügung. Entsprechende Hilfsmittel und Dienste zur 
Bereitstellung von Informationen in barrierefreien Formaten stehen ebenfalls kostenlos zur Verfügung. Rufen Sie (800) 362-3310. TTY: 711 / (800) 877-8973 an 
oder sprechen Sie mit Ihrem Provider. 
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Pennsylvania Dutch - LET OP: als je Nederlands spreekt, zijn er gratis taalhulpdiensten voor je beschikbaar. Passende hulpmiddelen en diensten om 
informatie in toegankelijke formaten te verstrekken, zijn ook gratis beschikbaar. Bel (800) 362-3310. TTY: 711 / (800) 877-8973 of spreek met je provider." 
Arabic - 3310-362) 800(1 الرقم على  اتصل. مجانًا إلیھا  الوصول یمكن بتنسیقات  المعلومات  لتوفیر  مناسبة وخدمات مساعدة  وسائل تتوفر  كما. المجانیة اللغویة  المساعدة خدمات  لك فستتوفر العربیة، اللغة  تتحدث  كنت  إذا: تنبیھ . TTY: 711 
الخدمة مقدم إلى  تحدث  أو  877-8973 (800) / ". 
Polish - UWAGA: Osoby mówiące po polsku mogą skorzystać z bezpłatnej pomocy językowej. Dodatkowe pomoce i usługi zapewniające informacje w 
dostępnych formatach są również dostępne bezpłatnie. Zadzwoń pod numer (800) 362-3310. TTY: 711 / (800) 877-8973 lub porozmawiaj ze swoim 
dostawcą. 
French - ATTENTION : Si vous parlez Français, des services d'assistance linguistique gratuits sont à votre disposition. Des aides et services auxiliaires 
appropriés pour fournir des informations dans des formats accessibles sont également disponibles gratuitement. Appelez le (800) 362-3310. TTY: 711 / (800) 
877-8973 ou parlez à votre fournisseur.  
Hindi - �ान द�: य�द आप �ह� दी बोलते ह�, तो आपके �लए �नःशु� भाषा सहायता सेवाएं उपल� होती ह�। सुलभ प्रारूप� म� जानकारी प्रदान करने के �लए उपयु� सहायक साधन और सेवाएँ 
भी �नःशु� उपल� ह�। । (800) 362‑3310. TTY / TDD: 711 / (800) 877‑8973 पर कॉल कर� या अपने प्रदाता स ेबात कर�। 
Korean -주의: [한국어]를 사용하시는 경우 무료 언어 지원 서비스를 이용하실 수 있습니다. 이용 가능한 형식으로 정보를 제공하는 적절한 보조 기구 및 서비스도 무료로 
제공됩니다. (800) 362-3310. TTY: 711 / (800) 877-8973 번으로 전화하거나 서비스 제공업체에 문의하십시오. 
Albanian - VINI RE: Nëse flisni [shqip], shërbime falas të ndihmës së gjuhës janë në dispozicion për ju. Ndihma të përshtatshme dhe shërbime shtesë për të 
siguruar informacion në formate të përdorshme janë gjithashtu në dispozicion falas. Telefononi (800) 362-3310. TTY: 711 / (800) 877-8973 ose bisedoni me 
ofruesin tuaj të shërbimit. 
Tagalog - PAALALA: Kung nagsasalita ka ng Tagalog, magagamit mo ang mga libreng serbisyong tulong sa wika. Magagamit din nang libre ang mga 
naaangkop na auxiliary na tulong at serbisyo upang magbigay ng impormasyon sa mga naa-access na format. Tumawag sa (800) 362-3310. TTY: 711 / 
(800) 877-8973 o makipag-usap sa iyong provider. 
Somali - FIIRO GAAR AH: Haddaad ku hadasho Soomaali, adeegyo kaalmada luuqadda ah oo bilaash ah ayaad heli kartaa. Qalab caawinaad iyo adeegyo 
oo habboon si loogu bixiyo macluumaadka qaabab la adeegsan karo ayaa sidoo kale bilaa lacag heli karaa. Wac (800) 362-3310. TTY: 711 / (800) 877-8973 
ama la hadal bixiyahaaga. Gargaarsi gargaaraa fi tajaajilli sirrii ta’ee fi odeeffannoo bifa dhaqqabamaa ta’een kennuunis bilisaan ni argama. 
Cushite (Oromo) - XIYYEEFFANNOO: Afaan Kushii yoo dubbattan tajaajilli gargaarsa afaanii bilisaan isiniif ni kennama. Gargaarsi gargaaraa fi tajaajilli sirrii 
ta’ee fi odeeffannoo bifa dhaqqabamaa ta’een kennuunis bilisaan ni argama. (800) 362-3310 bilbili. TTY: 711 / (800) 877-8973 ykn dhiyeessaa keessan 
waliin haasa’aa. 
Amharic - ማሳሰቢያ፦ አማርኛ የሚናገሩ ከሆነ፣ የቋንቋ ድጋፍ አገልግሎት በነፃ ይቀርብልዎታል። መረጃን በተደራሽ ቅርጸት ለማቅረብ ተገቢ የሆኑ ተጨማሪ እገዛዎች እና አገልግሎቶች እንዲሁ በነፃ ይገኛሉ። በስልክ ቁጥር (800) 362-
3310. TTY: 711 / (800) 877-8973 ይደውሉ ወይም አገልግሎት አቅራቢዎን ያናግሩ። 
Karen - ဆူ− နမ့ၢက်တိၤ ထၢ�ာု်လီၤဖဲအံၤ အဃ,ိ တၢအ်ိၣ်ဒးီ ကျိာ်တၢဆီ်ၣ်ထဲွမၤစၢၤ လၢတလၢာ် ဘူၣ်လၢာ်စ့ၤလၢနဂီၢလ်ီၤ. တၢအ်ိၣ်ဒးီ တၢမ်ၤစၢၤတၢန်ၢဟ်ူပီးလီဒးီ တၢမ်ၤစၢၤတၢမ်ၤ လၢအ �ကၢးအဘၣ် 

လၢကဟၣ့်တၢဂ့်ၢတ်ၢက်ျိၤ လၢတၢမ်ၤနၢ့အ်ီၤသ့တဖၣ ်လၢတလၢာ်ဘူၣ်လၢာ်စ့ၤ လၢနဂီၢလ်ီၤ. ကိး (800) 362-3310. TTY: 711 / (800) 877-8973 မ့တမ့ၢ ်ကတိၤတၢဒ်းီ နပှၤလၢဟၣ့ ်နၤတၢက်ွၢထဲွ်မၤစၢၤတက့ၢ.် 

Mon-Khmer, Cambodian (Khmer) - សូមយកចិត្តទុកដ‌ក់៖  ្របសិនេបើអ្នកនិយ‌យ ភាសាែខ្ម រ េសវ‌កម្មជំនួយភាសាឥតគិតៃថ្លគឺមានស្រមាប់អ្នក។  ជំនួយ 
និងេសវ‌កម្មែដលជ‌ការជួយដ៏សមរម្យ ក� �ងការផ្តល់ព័ត៌មានតាមទ្រមង់ែដលឣ‍ចចូលេ្របើ្របាស់បាន ក៏ឣ‍ចរកបានេដ‌យឥតគិតៃថ្លផងែដរ។  េ�ទូរសព្ទេ� (800) 362-3310. TTY: 711 / 
(800) 877-8973 ឬនិយ‌យេ�កាន់អ្នកផ្តល់េសវ‌របស់អ្នក។ 
Serbo-croatian (Serbian) - ПАЖЊА: Ако говорите српскохрватски, доступне су вам бесплатне језичке услуге. Бесплатна су и одговарајућа помоћна помагала и 
услуге за пружање информација у приступачним форматима. Позовите (800) 362-3 ТТИ: 711 / (800) 877-8973 или разговарајте са својим провајдером. 
Thai - หมายเหตุ: หากคุณใชภ้าษา ไทย เรามบีรกิารความชว่ยเหลอืดา้นภาษาฟร ี นอกจากนี ้ยงัมเีคร ือ่งมอืและบรกิารชว่ยเหลอืเพือ่ใหข้อ้มูลในรูปแบบที่เขา้ถงึไดโ้ดยไม่เสียค่าใชจ้่าย โปรดโทรตดิต่อ (800) 362-
3310. TTY: 711 / (800) 877-8973 หรอืปรกึษาผูใ้หบ้รกิารของคุณ” 
Gujarati - ધ્યાન આપો: જો તમે ગુજરાતી બોલો છો, તો તમારા માટે મફત ભાષા સહાય સેવાઓ ઉપલબ્ધ છે. સુલભ ફોમ�ટમાં માિહતી પ્રદાન કરવા માટે યોગ્ય સહાયક સહાય અને સેવાઓ પણ મફતમાં 
ઉપલબ્ધ છે. કૉલ કરો (800) 362-3310. TTY: / (800) 877-8973 અથવા તમારા પ્રદાતા સાથે વાત કરો. 
Urdu -  کال پر 3310-362) 800( ۔ںیہ  ابیدست مفت یبھ خدمات اور امداد معاون مناسب ےیل کے کرنے فراہم معلومات ںیم ڻسیفارم یرسائ قابل ہیں۔ دستیاب  خدمات  کی  مدد کی  زبان مفت  لیے کے آپ تو ہیں،  بولتے  اردو آپ  اگر : توجہ  

۔ںیکر  TTY: 711 / (800) 877-8973 ۔ںیکر  بات سے کننده فراہم اپنے ای  

Italian - ATTENZIONE: se parli Italiano, sono disponibili servizi di assistenza linguistica gratuiti. Sono inoltre disponibili gratuitamente ausili e servizi ausiliari 
adeguati per fornire informazioni in formati accessibili. Chiama l'(800) 362-3310. TTY: 711 / (800) 877-8973 o parla con il tuo fornitore. 
Greek - ΠΡΟΣΟΧΗ: Εαά ν μιλαά τε ελληνικαά , υπαά ρχουν διαθεάσιμες δωρεαά ν υπηρεσιάες υποστηά ριξης στη συγκεκριμεάνη γλωά σσα. Διατιάθενται δωρεαά ν καταά λληλα βοηθηάματα και 
υπηρεσιάες για παροχηά  πληροφοριωά ν σε προσβαά σιμες μορφεάς. Καλεάστε το (800) 362-3310. TTY: 711 / (800) 877-8973 ηά  απευθυνθειάτε στον παά ροχοά  σας. 
Nepali - �ान �दनुहोस्: य�द तपाइँ नेपाली बोल्नुहु� भन,े तपाइँलाई �नःशु� भाषा सहायता सेवाहरू उपल� छन्। पहुँचयो� ढाँचाहरूमा जानकारी प्रदान गनर् उपयु� सहायक 
सहायताहरू र सेवाहरू प�न �नःशु� उपल� छन्। कल (800) 362-3310। TTY: 711 / (800) 877-8973 वा आ�ो प्रदायकसँग कुरा गनुर्होस्। 
Ukrainian - УВАГА: Якщо ви розмовляєте украı̈нська мова, вам доступні безкоштовні мовні послуги. Відповідні допоміжні засоби та послуги для надання інформаціı̈ у 
доступних форматах також доступні безкоштовно. Зателефонуйте за номером (800) 362-3310. TTY: 711 / (800) 877-8973 або зверніться до свого постачальника. 
Tibetan - དོ་�ང་།གལ་ཏེ་�ེད་རང་གིས་བོད་�ད་ཤེས་ན་�ེད་རང་ལ་རིན་མེད་�ད་ཡིག་རོགས་�ོར་�ི་ཞབས་�་ཡོད། འོས་འཚམ་�ི་རོགས་རམ་དང་ཞབས་�་ད་ེདག་གིས་གནས་�ལ་ཐབོ་�བ་པའི་�མ་པ་ནང་�་�ོད་�བ་པ་ད་ེདག་�ང་རིན་མེད་�་�ོད་�བ་�ི་ཡོད། ཁ་པར་(༨༠༠)༣༦༢-༣༣༡༠ TTY: 711 / (800) 877-
8973 ཡང་ན་�ེད་�ི་མཁོ་�ོད་�ེད་མཁན་ལ་�ད་ཆ་བཤད་རོགས། 
Wolof - FÀTTAL: Sooy wax Wolof, ay serwiis yu lay jàppale ci làkk wi doo fay. Ay ndimbal ak ay serwiis yu war ngir joxe leeral ci formaa yu yomb am nañu ci 
te doo fay. Woowal (800) 362-3310. TTY: 711 / (800) 877-8973 wala nga waxtaan ak sa joxekat. 
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