
Services for mental health and substance abuse are called 
behavioral health services. Neighborhood offers excellent 
behavioral health benefits. They are managed by our partner, 

Beacon Health Strategies. If you think you may need behavioral 
health treatment, call Beacon at 1-800-215-0058. They are available 
24 hours a day, seven days a week. Your call is confidential.

Choosing a Provider
You can pick any of the behavioral health providers listed in the 
Neighborhood Provider Directory. Our directory will tell you where 
providers are located, if they specialize in mental health or substance 
abuse and if they see adults or children. You can also find a provider 
on Beacon’s website, www.beaconhealthstrategies.com.

When Authorization Is—And Isn’t—Necessary
For outpatient services, you do not need prior authorization for 
the first 12 counseling sessions or any medication visits from a 
Neighborhood provider. Simply call the behavioral health provider’s 
office and schedule your appointment.

Prior authorization is required for inpatient hospitals, acute  
residential treatment and day and evening program participation. 
Your provider will need to call Beacon at 1-800-215-0058.

You Have Benefits
As a Neighborhood member, you are eligible for many behavioral 
health services. These include hospitalization, day and evening  
programs, and individual, family or couple’s counseling.

You can call Beacon at 1-800-215-0058 with questions about 
getting behavioral health care for yourself or a family member. 
This number is also listed on your Neighborhood member ID card. 
Someone is available at this number 24 hours a day, seven days a 
week. A Beacon representative can help you find the  
right provider and answer your questions.

A Note for Parents
Children younger than 18 who  
need inpatient mental health  
care are required to have an  
emergency service evaluation  
through Kid’s Link. Parents can  
reach Kid’s Link 24 hours a day  
at 1-866-429-3979. ●
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In an Emergency, Call 911
■ Neighborhood Customer 

Service 1-800-459-6019 or 
1-401-459-6020

■ Beacon Health Strategies 
1-800-215-0058

■ Communicable Diseases 
1-401-222-2577

■ Department of Human Services 
Adults in Managed Care Helpline 
1-401-784-8877

■ Department of Human Services 
and RIte Care Info Line (English  
and Spanish) 1-401-462-5300 
or TTY 1-401-462-3363

■ HIV/AIDS and STDs 1-401-222-2320
■ Kid’s Link Rhode Island 

1-866-429-3979 
■ Legal Services (Rhode Island) 

1-401-274-2652
■ Poison Control Center 

1-401-444-5727
■ Rhode Island Department of 

Children, Youth and Families  
1-800-742-4453

■ Rhode Island Department of Health 
1-401-222-6548

■ Services for Children with Special 
Needs 1-401-222-2312

■ Victims of Crime Hotline 
1-800-494-8100

■ WIC Program 1-800-942-7434

Important Phone 
Numbers

Care for Mental Health and  
Substance Abuse Issues

www.nhpri.org | 1-800-459-6019



Neighborhood’s case managers 
and disease management 
teams are here to help you 

manage your health conditions. They 
can also help with environmental or 
social barriers you face that make it 
difficult to get healthy.

Our Case Managers
Case managers can help you with 
sudden illnesses or injuries, multiple 
hospitalizations, complex health needs 
and chronic conditions. Check out all 
that our case managers can do for you:

■■ We can teach you, in meetings and 
on the phone, how to prevent or 
control your chronic disease or 
health issue. We will teach you 
easy steps you can do every day to 
stay well. We will help you achieve 
your goals.

■■ We will discuss with you the  
benefits and services available to 
you, your family members and 
your doctors.

■■ We will talk with your doctors to 
coordinate your health care needs.

■■ We will work with you to get  
you the community resources, 
pharmacy prescriptions and doctor 
appointments you need.

■■ We are available to talk with you 
or your family when you need us.

■■ We will provide you with a written 
summary of your Case Management 
Plan of Care upon request.
Members may self-refer to our case 

management programs. This means 
you do not need to speak with your 
doctor about joining Neighborhood’s 
case management programs. You 
can call 1-800-459-6019 to see if 
Neighborhood’s case management 
services are right for you.

Beacon Health Strategies, our behav-
ioral health partner, provides behav-
ioral health case management services. 

Members may self-refer to Beacon’s 
case management programs. You can 
call Beacon directly at 1-800-215-0058 
to learn more about their services. 

Our Disease Management Team
Neighborhood’s disease management 
team can help you take care of a 
chronic condition, such as asthma, 
diabetes, chronic obstructive pulmo-
nary disease, congestive heart failure 
or coronary artery disease. We will 
tell your doctor about the help we  
are giving you.

Here’s what you can do in our  
disease management programs:

■■ Learn more about your condition 
and what you need to stay healthy.

■■ Receive mail about having special 
tests, taking medications and other 
steps you can take to be healthy.

■■ Get news about how to take care 
of your condition in our Close 
Friends newsletter.
Members may self-refer to our 

disease management programs. This 
means you do not need to speak 
with your doctor about joining 
Neighborhood’s disease management 
programs. Call us at 1-800-459-6019 
to see if our disease management  
services are right for you. ●
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Plan Ahead to Make Your Wishes Known
You have the right to make decisions about your health care. You can 
refuse treatment or procedures at any time. But one day, you may be 
unable to make or voice your decisions.

These documents help make your wishes known:
■ A living will is a set of instructions. It says what should happen if 

you become seriously ill and are unable to communicate.
■ A durable power of attorney lets another person make health care 

decisions for you. You choose this person. It could be your spouse,  
a family member or a friend.

■ Advance directives explain the treatment you want if you become 
seriously ill or injured. Advance directives can be written or spoken. 
Ask your primary care doctor about these options. You can find  

related forms on the Rhode Island Department of Health website at  
www.health.state.ri.us/hsr/directives.php. 

Personalized Care for Health Conditions

For information about the seasonal flu and 
H1N1 (formerly called swine flu), call your 
doctor or visit www.health.ri.gov/flu. 
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Call Customer Service at 1-800-459-6019, Monday 
through Friday, 8:30 a.m. to 5 p.m., for all the 
following reasons. 

1. You need urgent care.  
If it’s an emergency, call 911 or go to the nearest 
emergency room. If you need care quickly but it’s not  
an emergency, Customer Service can help you see your  
doctor or find an urgent care center.

2. You receive a bill or need to submit a claim. 
Doctors and hospitals in our network should send bills 
directly to Neighborhood. Members do not pay these bills. 
If you receive a bill or pay for covered services, we will 
help you resolve the issue. This includes emergency  

services received out-of-area. Neighborhood 
will reimburse you when appropriate. Send 
the receipts to Neighborhood Customer 
Service Department, 299 Promenade St., 
Providence, RI 02908. 

3. You need to find a provider. 
Call to get our Provider Directory if you need to find 

a provider or would like to change primary care doctors. 
We can help you find a provider near you who speaks 
your language. We can answer questions about a doctor’s 
background and certifications. This information is also  
on the Rhode Island Department of Health website at 
www.health.ri.gov/hsr/professions/license.php.

4. Your family size changes. 
If there is a change in the number of people in 
your home, such as a new baby, call Customer 
Service. Also call the Department of Human 
Services or your local case worker. We can 
give you your case worker’s phone number 
if you do not know it.

5. You need transportation to an 
appointment.
Neighborhood will arrange taxi or van transportation for 
RIte Care members to appointments at a doctor’s office or 
health center in certain cases. These cases include when your 
doctor does not want you to ride the bus for health reasons, 
or when you live more than ½ mile away from a bus stop 
and your doctor’s office and you have no way to get to the 
appointment. Call Customer Service to learn more. Bus 
transportation is also available. RIte Care members may  
get up to 10 one-way RIPTA bus passes every month for  

themselves and their children. Rhody Health Partners  
members are not eligible for taxi rides but may be eligible  
for a RIPTA No Fare ID pass. The fee for this pass is $10. 

6. You are moving. 
Neighborhood needs your most up-to-
date contact information. That way, we 
can send you our newsletter and call you 
about important changes. Let us know if 
your address or phone number changes, 
or if you move out of state.

7. You are covered by more than one plan. 
Coordination of benefits is a way to decide how  
medical, dental or other types of care will be paid 
when you are covered by more than one health plan. 
The primary plan must pay its part of the claim first. 
The secondary plan pays the balance. To receive  
coverage for services, you must follow the rules of  
coverage in your Member Handbook. This is true 
even if Neighborhood is not your primary plan.

8. You have questions about your plan. 
Customer Service can help you understand the benefits 
and services available to you. We can also answer  
questions you have about Neighborhood.

9. You have a complaint. 
If you experience difficulty or are dissatisfied with the  
services you or a family member received, call us.  
We will work to resolve the issue. You also can  
contact us if you need help filing an appeal.

10. You suspect fraud or abuse. 
Fraud happens when a member or  
doctor does something dishonest to get  
a benefit. Abuse is when rules are broken 
and Medicaid has to pay extra money. 
Tell us if you notice fraud or abuse. Call 
the Neighborhood Compliance Hotline 
at 1-800-826-6762 or Customer Service 
at 1-800-459-6019. Your call is free and 
will be kept private. ●

10 Reasons to Call Customer Service

www.nhpri.org | 1-800-459-6019

Extended Family Planning includes exams, family 
planning visits and family planning prescriptions. 
The community health centers provide these  
services as well as those primary care services  
not covered under this benefit.



We Work to Ensure Quality Care
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We want to make sure you have access to high-
quality health care services. We check the 
quality of care you receive through our Quality 

Improvement Program.
Our Quality Improvement Program wants to ensure  

you have:
■■ Easy access to quality medical and behavioral care
■■ Health management programs that meet your needs
■■ Help with any chronic conditions you have
■■ Support when you need it most, such as after a  
hospital stay or when you are sick

■■ High satisfaction with your doctors and with the  
health plan
One of the ways we measure quality of care is through 

HEDIS®. HEDIS stands for Healthcare Effectiveness Data 
and Information Set. It was developed by the National 
Committee for Quality Assurance. The data help us track 
important health information, such as how often our mem-
bers see their primary care doctor, take their asthma control 
medications or have important health screenings.

Neighborhood also wants to make sure you are happy 
with the services you get from your doctor and from 
us. To do this, we look at CAHPS® data. CAHPS stands 
for Consumer Assessment of Healthcare Providers and 
Systems. This survey asks questions to see how happy you 
are with the care you receive.

Neighborhood looks at the results of HEDIS and 
CAHPS. We share this information with our providers.  
We work with them to make sure the services they give 
you and the services we give you add to your health care  
in a positive way.

To learn more about Neighborhood’s Quality 
Improvement Program and what we do to improve your 
care, or to request hard copies of information on quality 
improvement, call 1-800-459-6019. ●

CAHPS® is a registered trademark of the Agency for 
Healthcare Research and Quality (AHRQ). HEDIS® is a 
registered trademark of the National Committee for Quality 
Assurance (NCQA).

Neighborhood offers prescription and over-the-
counter drug benefits. You can go to almost  
any pharmacy in Rhode Island to get your  
prescription filled. Many of the pharmacies in  
our network are open 24 hours a day.

The prescription drugs your health plan 
covers are listed in your formulary. There are 
many medicines in Neighborhood’s formulary. 
A small number of them need approval from 
Neighborhood before we will cover them.  
Your doctor can call Customer Service at  
1-800-459-6019 to get approval. Our formulary 
booklet describes how we approve medicines. 
It also has other information about our  
pharmacy services.

Neighborhood covers many over-the-counter 
products, too. These products are on the shelf 
at your pharmacy, such as ibuprofen. These still 
require a prescription from your doctor.

Some members have to pay copayments for 
medications. Copayments are usually $1 for 
generic prescriptions and $3 for brand-name 
prescriptions. If you have copayments, the 
amount you must pay is on your Neighborhood 
member ID card. Look on the front side of the 

card, at the bottom near “Rx.”
Neighborhood encourages the use of generic 

medications. RIte Care members very often 
are required to try a generic medication first, 
before receiving the brand-name version. For  
a complete list of formulary medications or  
covered over-the-counter medications, visit 
www.nhpri.org or call 1-800-459-6019.

Six Pharmacy Tips to Follow  
Try these ideas for pharmacy safety and success:
■	Bring your Neighborhood member ID card. 

Make sure you have the card of the family 
member who needs the prescription, if it’s not 
you. Show your card to the pharmacist.

■	Give your prescription to the pharmacist.
■	Ask the pharmacist how to take the medicine, 

if you are not sure.
■	Take all your medicines as prescribed. Tell 

your doctor if you experience any side effects.
■ Do not share medicines with family members.
■ Put your medicines in a safe place and keep 

them away from children.
If you have any problems at the pharmacy, call 

Customer Service at 1-800-459-6019.

Save Money at the Pharmacy
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Neighborhood wants you to have quality health 
care services. These services should meet your 
needs. They should happen in a timely and 

respectful manner. To better serve you, Neighborhood  
has a process for complaints and appeals.

Complaints and appeals may be about:
■■ Claims received
■■ Benefits coverage
■■ Medical services that were denied or found  
to be unnecessary

■■ Medical services you were unhappy with
■■ Access to appointments
■■ Quality issues 
■■ Breaches of confidentiality
■■ Any issues that cause dissatisfaction

What Is a Complaint?
A complaint is an expression of dissatisfaction. It is about 
the care or services you receive as a Neighborhood mem-
ber. Complaints may be submitted in writing or over the 
phone by Neighborhood members or their authorized 
representative. An authorized representative is a person 
you choose to act for you, such as a relative, friend or 
legal counsel.

We encourage you to tell us if you have a complaint 
about access to services, the quality of care received,  
transportation issues, coverage decisions (including  
nonpayment of a claim) or any health care experience  
that left you dissatisfied.

 If you need help filing a complaint, call Customer 
Service at 1-800-459-6019. We can help you. Copies 
of our complaint and appeals process are also available.

Send written complaints to:
Customer Service: Complaints 
Neighborhood Health Plan of Rhode Island
299 Promenade St.
Providence, RI 02908

What Happens When I Submit a Complaint?
Neighborhood will contact you within 15 calendar days 
after receiving your complaint. Sometimes we might ask 
you for more information. Once we make a decision, we 
will let you know what it is. We encourage members to 
share both good and bad experiences with us. This input 
helps us improve.

If you aren’t happy with Neighborhood’s decision, you 
may file a formal complaint or grievance with Customer 
Service. The complaint may be written or verbal. We will 
evaluate the complaint and tell you what Neighborhood’s 
decision is within 15 calendar days of receiving it.

What Is an Appeal?
Neighborhood might make a decision about your  
benefits, your coverage or your relationship with your 
health plan that you are not satisfied with. You have a 
right to appeal decisions that Neighborhood makes.  
You can ask Neighborhood to look again at the care or  
services that were denied or the decision that was made.

You or your authorized representative can submit  
an appeal in writing or by calling Customer Service at 
1-800-459-6019. You have the right to request access 
to and copies of all documents related to the appeal.  
You may add information about the appeal to your file  
in writing or in person.

Send written appeals to:
Customer Service: Appeals
Neighborhood Health Plan of Rhode Island
299 Promenade St.
Providence, RI 02908

How Does Neighborhood Handle Appeals?
Qualified health plan staff decides on appeals that are 
not about medical issues. Appeals on medical issues 
are decided on by qualified health care professionals. 
Neighborhood will make a fair decision about medical 
appeals within 15 calendar days of your first request.

If you file your first appeal and you are not satisfied 
with the decision, you may submit a second appeal. 
Different health care professionals, in the same or similar 
specialty as the doctor who recommended your care, will 
make a decision. Second appeals are also decided within 
15 calendar days. 

If you are still not satisfied after submitting a second 
appeal, you can request that an independent review  
organization (IRO) look at your appeal. Call Customer 
Service at 1-800-459-6019 for help filing an external 

Complaints and Appeals: Commonly Asked Questions

www.nhpri.org | 1-800-459-6019



appeal to an IRO. Customer Service can also give you 
written instructions on how to file an external appeal.

What if I Need a Fast Appeal?
Neighborhood will review your appeal quickly when your 
doctor feels that a delay in your care or treatment might 
be a medical emergency. If your request for services is 
urgent, you or your doctor should call Customer Service 
at 1-800-459-6019 to request a fast, or expedited, appeal. 
“Urgent” means the absence of immediate medical atten-
tion could place your life or health in serious jeopardy or 
cause you severe pain without the requested treatment.

For fast appeals, Neighborhood will make a decision with-
in one business day of your request. If more information is 
necessary, Neighborhood will contact your doctor and make 
a final decision within 72 hours of receiving your request.

If you make a second fast appeal, Neighborhood will 
make a final decision about it within 72 hours of the date 
of your original request.

More Options for RIte Care Members
RIte Care and Rhody Health Partners members who are 
not satisfied with the outcome of Neighborhood’s decision 
on a complaint, grievance or appeal may request a fair 
hearing at any time during the process. You can request  
a fair hearing with the Department of Human Services.  

Call 1-401-462-5300 (English or Spanish) or 
1-401-462-3363 (TTY). They have 30 calendar days to 
respond to your request. You can also file a complaint 
with the Department of Health at 1-401-222-6548. 

For help with your appeal, complaint or grievance,  
you may also call Rhode Island Legal Services at  
1-401-274-2652. ●
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The Basics of Benefits
Your Neighborhood Member Handbook explains 
the covered benefits and services available to 
you. Your handbook also describes the benefits 
you are eligible to receive out-of-plan, the  
services covered by Medical Assistance and non-
covered services. Noncovered services are not 
paid for by Neighborhood. You must pay for a 
noncovered service you’d like to receive.

Some Neighborhood members (like pregnant 
women with family incomes between 250 and 
350 percent of poverty) are required to pay 
monthly premiums. It is important to pay your 
premiums. If you do not pay them for three 
months in a row, Neighborhood must tell the 
Department of Human Services. It is possible you 

will lose your health coverage. Neighborhood 
will send you a notification about 15 days before 
your premium is due. This notification will tell you 
where to send the payment and how much is due.

Neighborhood will also send you notifica-
tion if you have not paid your premium for three 
months. This letter is sent about 15 days before 
you will lose your health coverage. The notice will 
tell you the amount that is overdue and where 
to send your payment. If you pay the overdue 
amount, you will stay enrolled in the plan.

Some members may also have copayments that 
must be paid at the time of an office visit. Check 
your Neighborhood ID card to see if you have 
copayments.

Information on your benefits, covered services and noncovered services is online at  
www.nhpri.org. You can also call Customer Service at 1-800-459-6019 to request a copy 
of the Member Handbook or to ask questions about your benefits.

Preventive Health Guidelines
Neighborhood wants our members to stay healthy. 
Preventive health is about taking steps to care for  
your health as well as the health of your family. There 
are things you can do to keep you and your family  
from getting sick. Visiting your medical provider is  
one of these things. These visits allow you and your  
family to get the vaccines and tests that are needed 
at certain ages. To help you keep your family healthy, 
Neighborhood has:

■■ Pediatric Preventive Care Guidelines (birth to age 17)
■■ Adolescent Preventive Care Guidelines 
(ages 11 to 17)

■■ Adult Preventive Care Guidelines (ages 18 and older)
To see Neighborhood’s Preventive Care Guidelines 

for all ages, visit www.nhpri.org.
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Some of the health care 
services you or your doc-
tor requests will require 

review by a Neighborhood 
Medical Management nurse or 
physician reviewer.

Our Medical Management 
staff can answer your questions 
Monday through Friday, 8:30 
a.m. to 5 p.m. If you call after 
hours, leave a message and we 
will return your call the next 
business day.

Our nurse or physician will 
gather the appropriate infor-
mation as quickly as possible 

from your doctors and other health 
care providers to determine if the  
services requested are “medically  
necessary.” Medically necessary  
services are ones that are required  
for the prevention, diagnosis or  
treatment of a health condition.

The Medical Management team 
will make a decision before the 
scheduled date of service or within 
15 calendar days from when the 
request is received, whichever  
comes first.

If more information is needed  
to help Neighborhood make a deci-
sion, you will be notified that the 
decision time frame was extended. 
Requests for scheduled services that 
are urgent are responded to within 
72 hours.

Call us at 1-800-459-6019 if you:
■■ Would like information on the  
status of an authorization request

■■ Have questions about 
Neighborhood’s Medical 
Management process

■■ Have questions about services that 
have been authorized or denied
Customer Service will make 

sure you are able to speak with our 
Medical Management team if you 
have questions about a care decision 
Neighborhood made. ●

How to Get Authorization for Services

Our Medical Review Team
Neighborhood has a special team of nurses and clinical staff.  
This team reviews requests for hospital admissions and other 
treatments. The process is called utilization management (UM). 
Our UM decisions are based on what is right for our members. 
We want to make sure you receive the best health care possible!

Neighborhood does not reward anyone who makes UM  
decisions with money or other incentives for denying or  
limiting services to members. Neighborhood does not give  
financial rewards for UM decisions that result in fewer services  
or less care. If you have questions about how Neighborhood 
makes care decisions, call us at 1-800-459-6019.

Reviewing New Technology
Neighborhood pays attention to advances in medical  
technology. We look at whether the new technology would 
benefit our members. Medical technology is evaluated by our 
associate medical director and a committee of Neighborhood 
staff and doctors. This committee recommends whether 
Neighborhood should cover new treatments and services.

Requests to review new medical technology can be made 
by Neighborhood members, network doctors and product 
manufacturers. When a request is received, it is researched 
and reviewed within 90 days. Requests for faster reviews are 
available for medical emergencies. If you would like more 
information on how we evaluate new medical technology, call 
Customer Service at 1-800-459-6019.
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