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Your Health. Our Focus.

At Blue Cross and Blue Shield of New Mexico, your health is at the heart of everything we do. We
know staying healthy isn’t always easy. That’'s why we work to make sure you get the care you need,
when you need it, in a way that works for you.

We use our Quality Improvement Program to check how well we are meeting your needs and to find
ways to make care better. Each year, we set goals to help more members stay healthy, make care
easier to get, and ensure everyone can get the care they need, no matter their age, where they live,
or their personal situation

How We Work for You:
e Help you access providers, dentists, and specialists.
Make sure our Member Services team answers your questions quickly and with care.
Connect you to the right kind of care, medical, mental health, or both close to home.
Support you if you have ongoing or complex health needs, such as diabetes, heart disease, or
mental health concerns.
Help you get the medicines you need without unnecessary delays.
Make sure your care team talks to each other, so your care is well-coordinated.
Share information in clear language and, if needed, in your preferred language.
Listen to your experiences so we can keep making care better.

Reaching Members Who Need Extra Support

We know some people face more challenges to getting care. These can include long travel times, not
having a way to get to appointments, trouble finding providers who speak your language, or having
health conditions that require special services.

To make care easier for you and your family, we:
e Offer no cost language help, including interpreters and translated materials
Partner with community programs to bring care and services closer to where you live
Help with transportation to and from appointments
Offer telehealth visits when travel is difficult
Work with your providers to make sure you get the right care at the right time

What We’re Proud Of:
e More members are getting dental checkups.
More women are getting breast and cervical cancer screenings.
More pregnant members are getting early care before the baby’s birth.
More children are having well-child visits.
We’re answering calls and resolving concerns faster than before.
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What We’re Working On:
¢ Reminding members to get flu/COVID shots.
Helping you stay up to date with checkups, vaccines, and healthy habits.
Making sure members with diabetes have yearly eye exams.
Helping new moms get care after their baby is born.
Encouraging healthy eating and exercise for children.
Making sure you can see a provider quickly and understand your care plan.
Providing follow-up care after hospital stays.
Continuing to remove barriers that make it hard for people to get the care they need.

Want to Learn More?

You can ask about our Quality Improvement Program anytime. We can share our goals, how we
measure progress, and what we’re doing to make your care better. Call Member Services at the
number on your BCBSNM ID card to learn more.

We’re Here for You

Your health matters, today and every day. Whether you live near a hospital or far from the nearest
clinic, BCBSNM is here to listen, to help, and to make sure you get the care you deserve. Together,
we can have better health, better care, and a better experience for every member.
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Non-Discrimination Notice

Health Care Coverage Is Important For Everyone

We do not discriminate on the basis of race, color, national origin (including limited English
knowledge and first language), age, disability, or sex (as understood in the applicable regulation). We
provide people with disabilities with reasonable modifications and free communication aids to allow
for effective communication with us. We also provide free language assistance services to people
whose first language is not English.

To receive reasonable modifications, communication aids or language assistance free of charge,
please call us at 1-866-689-1523.

If you believe we have failed to provide a service, or think we have discriminated in another way, you can
file a grievance with:

Office of Civil Rights Coordinator Phone: 1-855-664-7270 (voicemail)
Attn: Office of Civil Rights Coordinator TTY/TDD: 1-855-661-6965

300 E. Randolph St., 35th Floor Fax: 1-855-661-6960

Chicago, IL 60601 Email: civilrightscoordinator@bcbsil.com

You can file a grievance by mail, fax or email. If you need help filing a grievance, please call the toll-
free phone number listed on the back of your ID card (TTY: 711).

You may file a civil rights complaint with the US Department of Health and Human Services, Office for
Civil Rights, at:

US Dept of Health & Human Services Phone: 1-800-368-1019

200 Independence Avenue SW TTY/TDD: 1-800-537-7697

Room 509F, HHH Building Complaint Portal: https://ocrportal.hhs.gov/ocr/
Washington, DC 20201 smartscreen/main.jsf

Complaint Forms: https://www.hhs.gov/civil-rights/
filing-a-complaint/index.html

If you are a Blue Cross and Blue Shield of New Mexico member, this notice is available on our website
at https://www.bcbsnm.com/turquoise-care/legal-and-privacy/non-discrimination-notice.

ATTENTION: If you speak another language, 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 1-866-689-1523 (TTY: 711) or speak to your provider.

. ATENCION: Si habla espaniol, tiene a su disposicion servicios gratuitos de asistencia
Espafiol linglistica. También estan disponibles de forma gratuita ayuda y servicios auxiliares
Spanish apropiados para proporcionar informacion en formatos accesibles. Llame al

1-866-689-1523 (TTY: 711) 0 hable con su proveedor.
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Chinese
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French

Deutsch
German

312821l
Gujarati

fedr
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Farsi

Polski
Polish
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Russian
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Tagalog
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Urdu

Tiéng Viét
Vietnamese
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ATTENTION: Si vous parlez Frangais, des services d'assistance linguistique gratuits
sont a votre disposition. Des aides et services auxiliaires appropries pour fournir des
informations dans des formats accessibles sont également disponibles gratuitement.
Appelez le 1-866-689-1523 (TTY: 711) ou parlez a votre fournisseur,

ACHTUNG: Wenn Sie Deutsch sprechen, stehen |hnen kostenlose Sprachassistenzdienste
zur Verfiigung. Entsprechende Hilfsmittel und Dienste zur Bereitstellung von
Informationen in barrierefreien Formaten stehen ebenfalls kostenlos zur Verfigung.
Rufen Sie 1-866-689-1523 (TTY: 711) an oder sprechen Sie mit lhrem Provider.
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ATTENZIOME: Se parli italiano, puoi usufruire gratuitamente di servizi di assistenza
linguistica. Sono inoltre disponibili, senza costi, strumenti e servizi ausiliari per ricevere
informazioni in formati accessibili. Chiama il numero 1-866-689-1523 (TTY: 711) o rivolgiti
aun assistente.
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UWAGA: Osoby mdwigce po polsku mogg skorzystac z bezplatnej pomocy jezykowe].
Dodatkowe pomoce i ustugi zapewniajgce informacje w dostepnych formatach s rowniez
dostepne bezplatnie. Zadzwon pod numer 1-B66-689-1523 (TTY: 711) lub porozmawiaj ze
swoim dostawca.

BHIMMAHIME: ECnin BBl FOBODMTE NO-PYCCKKW, B2M JOCTYNHE! BeCnAaTHEIE YUYW A3LIKOBORA
noafepxxi. COOTBETCTBYHILLME BCMIOMOraTe/leHble CPeACTBa W YCNyT No MpeAcCTaBNeHIH
WHPOPMaLWK B AOCTYMNHEX GOPMaTaX TakkKe NPefoCcTaBNAKTCA becnnaTHO. MNo3soHWTE NO
TenedoHy 1-866-689-1523 (TTY: 711) 1nm 0BpaTMTECE K CBOSMY NOCTABLLMKY YCITYT.

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
1-B66-689-1523 (TTY: 711) 0 makipag-usap sa iyong provider.
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LU'U ¥: Néu ban nai tiéng Viét, ching tai cung c3p mién phi cac dich vu ho tro ngdn ngir.
Cac ho tro va dich vu phu trg phi hop dé cung cap thong tin theo cac dinh dang dé tiép
can ciing dugc cung cap mién phi. Vui léng goi theo sd 1-866-689-1523 (TTY: 711) hoac trao
dai véi ngudri cung cap dich vu cda ban.
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