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Introduction 
This document is a brief summary of the benefits and services covered by UHC Dual Complete  
NM-Y1. It includes answers to frequently asked questions, important contact information, an 
overview of benefits and services offered, and information about your rights as a member of UHC 
Dual Complete NM-Y1. Key terms and their definitions appear in alphabetical order in the last 
chapter of the Member Handbook. 
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A. Disclaimers 
This is a summary of health services covered by UHC Dual Complete NM-Y1 for  
January 1, 2025 to December 31, 2025. This is only a summary. Please read the 
Member Handbook for the full list of benefits. If you would like a print copy, call UHC 
Dual Complete NM-Y1 (PPO D-SNP) Member Services at the number of the bottom of 
this page. 

• UHC Dual Complete NM-Y1 (PPO D-SNP) is insured through UnitedHealthcare Insurance 
Company or one of its affiliated companies, a Medicare Advantage organization with a Medicare 
contract and a contract with the State Medicaid Program. Enrollment in the plan depends on the 
plan’s contract renewal with Medicare. 

• Plans may offer supplemental benefits in addition to Part C benefits and Part D benefits. 
• For more information about Medicare, you can read the Medicare & You handbook. It has a 

summary of Medicare benefits, rights, and protections and answers to the most frequently asked 
questions about Medicare. You can get it at the Medicare website (medicare.gov) or by calling 
1-800-MEDICARE (1-800-633-4227), 24 hours a day, 7 days a week. TTY users should call 
1-877-486-2048. 

• Benefits, features, and/or devices vary by plan/area. Limitations, exclusions and/or network 
restrictions may apply. 

• To make or change a standing request to get this document, now and in the future, in a 
language other than English or in an alternate format, call UHC Dual Complete NM-Y1  
(PPO D-SNP) Member Services at the number at the bottom of this page. 

Hearing aids 
Other hearing exam providers are available in the UnitedHealthcare network. The plan only covers 
hearing aids from a UnitedHealthcare Hearing network provider. Provider network size may vary by 
local market. OTC hearing aid warranties, if available, will vary by device and are handled through 
the manufacturer. One-time professional fee may apply for prescription hearing aids. 
Routine dental benefits 
If your plan offers out-of-network dental coverage and you see an out-of-network dentist, you might 
be billed more. Provider network may vary in local market. 
Routine eyewear 
Additional charges may apply for out-of-network items and services. Provider and retail network 
may vary in local market. Annual routine eye exam and $400 allowance for contacts or designer 
frames, with standard (single, bi-focal, tri-focal or standard progressive) lenses covered in full either 
annually or every two years. Savings based on comparison to retail. Other vision providers are 
available in our network.

https://www.medicare.gov/
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Fitness program 
The fitness program varies by plan/area and may not be available on all plans. Participation in the 
fitness program is voluntary. Consult your doctor prior to beginning an exercise program or making 
changes to your lifestyle or health care routine. The fitness program includes standard fitness 
membership and other offerings. Fitness membership equipment, classes, activities and events may 
vary by location. Certain services, discounts, classes, activities, events and online fitness offerings 
are provided by affiliates of UnitedHealthcare Insurance Company or other third parties not affiliated 
with UnitedHealthcare. Participation in these third-party services is subject to your acceptance of their 
respective terms and policies. UnitedHealthcare is not responsible for the services or information 
provided by third parties. The information provided through these services is for informational 
purposes only and is not a substitute for the advice of a doctor. 
AARP® Staying Sharp® is the registered trademark of AARP. Staying Sharp, including all content and 
features, is offered for informational purposes and to educate users on brain health care and medical 
issues that may affect their daily lives. Staying Sharp is based on a holistic, lifestyle approach to brain 
health that encourages users to incorporate into their daily lives activities that are associated with 
general wellness. Nothing in the service should be considered, or used as a substitute for, medical 
advice, diagnosis, or treatment. Features including the Cognitive Assessment and Lifestyle Check-Ins, 
Additional Tests, exercises, and challenges assess performance at a particular moment in time on 
certain discrete cognitive tasks. Staying Sharp games are intended for entertainment and recreational 
purposes only. Various factors may affect performance, including sleep, tiredness, focus, and other 
social, environmental, or emotional factors. Performance is not indicative of cognitive health and not 
predictive of future performance or medical conditions. 
Food, over-the-counter (OTC) and utility bill credit 
Food, OTC and utility benefits have expiration timeframes. Call your plan or review your Member 
Handbook for more information. Please call our customer service number or see your Member 
Handbook for more information, including the cost-sharing that applies to out-of-network services. 
Eligibility for healthy food, utilities and $0 copay for Rx benefits under the Value-Based Insurance 
Design model is limited to members with Extra Help from Medicare, and will be verified after 
enrollment. 
The Formulary, pharmacy network, and/or provider network may change at any time. You will 
receive notice when necessary. 
Optum® Home Delivery Pharmacy and Optum Rx are affiliates of UnitedHealthcare Insurance 
Company. You are not required to use Optum Home Delivery Pharmacy for medications you 
take regularly. If you have not used Optum Home Delivery Pharmacy, you must approve the 
first prescription order sent directly from your doctor to the pharmacy before it can be filled. 
Prescriptions from the pharmacy should arrive within 5 business days after we receive the complete 
order. There may be other pharmacies in our network. 
Rewards Program 
Reward offerings may vary by plan and are not available in all plans. Reward program Terms of 
Service apply.



Discrimination is against the law. The company complies with applicable federal civil rights 
laws and does not discriminate, exclude people, or treat them differently based on race, 
color, national origin, age, disability, religion, or sex (including gender identity and sexual 
orientation).

You have the right to file a discrimination grievance if you believe you were treated in a 
discriminatory way by us. You can file a grievance and ask for help filing a grievance in 
person or by mail, phone, fax, or email at:

Civil Rights Coordinator 
UnitedHealthcare Civil Rights Grievance 
P.O. Box 30608 
Salt Lake City, UT 84130

Email: UHC_Civil_Rights@uhc.com

You can also file a civil rights grievance with the U.S. Department of Health and Human 
Services, Office for Civil Rights:

Online:  hhs.gov/civil-rights/filing-a-complaint/index.html

By mail:   U.S. Department of Health and Human Services 
200 Independence Avenue SW, Room 509F, HHH Building 
Washington, D.C. 20201

By phone:  1-800-368-1019 (TDD 1-800-537-7697)

We provide free auxiliary aids and services to people with 
disabilities to communicate effectively with us, such as:

• Qualified American Sign Language interpreters
• Written information in other formats (large print, audio, 

accessible electronic formats, other formats)

We also 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, please call Member Services at 
1-866-393-0208, TTY 711, 8 a.m.–8 p.m.; 7 days, October–
March; Monday–Friday, April–September.
This notice is available at  
https://www.uhc.com/legal/nondiscrimination-and-language-assistance-notices.

CSNM25FI0264873_000

https://www.uhc.com/legal/nondiscrimination-and-language-assistance-notices
https://www.hhs.gov/civil-rights/filing-a-complaint/index.html
mailto:UHC_Civil_Rights@uhc.com


1-866-393-0208, TTY 711 

English: ATTENTION: Translation and other language assistance services are available at no cost 
to you. If you need help, please call the number above. 

Spanish: ATENCIÓN: La traducción y los servicios de asistencia de otros idiomas se encuentran 
disponibles sin costo alguno para usted. Si necesita ayuda, llame al número que se indica arriba. 

Navajo: BAA’!KOHWIINIDZIN: Hazaad bee naaltsoos ha’dil’9h d00 n11n1 [a’ saad bee 
1ka’e’eyeed doo b33h il’7n7g00 n1 h0l=-go 1t’4. Sh7ka’a’doowo[ n7n7zingo, t’11 sh--d7 h0dahgo 
b44sh bee hane’7 bik1’7g77 bee hod7ilnih. 

Vietnamese: CHÚ Ý: Dịch vụ dịch thuật và hỗ trợ ngôn ngữ khác được cung cấp cho quý vị 
miễn phí. Nếu quý vị cần trợ giúp, vui lòng gọi số ở trên. 

German: HINWEIS: Übersetzungs- und andere Sprachdienste stehen Ihnen kostenlos zur 
Verfügung. Wenn Sie Hilfe benötigen, rufen Sie bitte die obige Nummer an. 

Chinese: 注意：您可以免費獲得翻譯及其他語言協助服務。如果您需要協助，請致電上列 
電話號碼。 

ً Arabic:  جى ري ،ةدعاسم الى إلةجاحب تنك إذا ا.انج مكل ىرخالأة يغولل اعدةمساالمات خد وةمالترجمات خدر توفت :هتنبي 

 علاه.  أقملرل باصاتلا ا

ُ

Korean: 참고: 번역 및 기타 언어 지원 서비스를 무료로 제공해 드립니다. 도움이 
필요하시면 위에 명시된 번호로 전화해 주십시오. 

Tagalog: ATENSYON: Ang pagsasalin at iba pang mga serbisyong tulong sa wika ay magagamit 
mo nang walang bayad. Kung kailangan mo ng tulong, mangyaring tawagan ang numero sa 
itaas. 

Japanese: 注意：ほん訳やその他の言語サポートサービスを無料でご利用いただけます。サポートが必 
要な場合は、上記の番号までお電話ください。 

French: ATTENTION : la traduction et d’autres services d’assistance linguistique sont disponibles 
sans frais pour vous. Si vous avez besoin d’aide, veuillez appeler le numéro ci-dessus. 

Russian: ВНИМАНИЕ! Услуги перевода, а также другие услуги языковой поддержки 
предоставляются бесплатно. Если вам требуется помощь, пожалуйста, позвоните по 
указанному выше номеру. 

Hindi: ध्यान दें: अनवाद और अन्य भाषा सहायता सेवाएं आपके लिए लनिः शल्क उपिब्ध हैं। अगर आपको मदद 
चालहए तो कृ पया ऊपर लदए गए नंबर पर कॉि करें।

ु ु

Persian:  نیاز ک مکه باگر  د.ار دارقرما تیار شر اخ دناگیرا تصوره بنی های زباکمکسایر ترجمه و ت ماخد  ه:توج 
 د.ییرگبماس تلا ه باشمار دارید، با 

Thai: โปรดทราบ: มีบรการแปลและบรการชวยเหลืออ่ืน ๆ ดานภาษาให้สาหรับคุณโดยไม่มค่าใชจ่ายใด ๆ หากคุณตองการความชวยเหลือ 
โปรดโทรติดต่อหมายเลขดา้ นบนนี 

ิ ิ ่ ้  ี ้ ้ ่
้
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B.  Frequently asked questions (FAQ) 
The following table lists frequently asked questions. 

Frequently asked questions Answers 

What is a UHC Dual Complete 
D-SNP? 

A Dual Eligible Special Needs Plan (D-SNP) is a type 
of Medicare Advantage health plan. A D-SNP is for 
individuals who are dually eligible for both Medicare 
and Turquoise Care. A D-SNP covers all of your 
Medicare and prescription drug benefits (Medicare  
Part D) and provides all of your Medicaid services and 
prescription drugs under the Turquoise Care program. 

Will I get the same Medicare and 
Turquoise Care benefits in UHC Dual 
Complete NM-Y1 that I get now? 

You will get most of your covered Medicare and 
Turquoise Care benefits directly from UHC Dual 
Complete NM-Y1. You will work with a team of providers 
who will help determine what services will best meet 
your needs. This means that some of the services you 
get now may change based on your needs, and your 
provider and care team assessment. You may also get 
other benefits outside of your health plan the same way 
you do now, directly from a state agency or specialty 
mental health and substance use disorder services. 
When you enroll in UHC Dual Complete NM-Y1, you 
and your care team will work together to develop a 
care plan to address your health and support needs, 
reflecting your personal preferences and goals. 
If you are taking any Medicare Part D prescription 
drugs that UHC Dual Complete NM-Y1 does not 
normally cover, you can get a temporary supply and 
we will help you to transition to another drug or get an 
exception for UHC Dual Complete NM-Y1 to cover your 
drug if medically necessary. For more information, call 
Member Services at the numbers listed at the bottom 
of this page.
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Frequently asked questions Answers

Can I go to the same doctors I  
use now? 

This is often the case. If your providers (including 
doctors, hospitals, therapists, pharmacies, and other 
health care providers) work with UHC Dual Complete 
NM-Y1 and have a contract with us, you can keep going 
to them. 

• Providers with an agreement with us are “in-
network.” Network providers participate in our 
plan. That means they accept members of our plan 
and provide services our plan covers. You must 
use the providers in UHC Dual Complete NM-
Y1’s network. If you use providers or pharmacies 
that are not in our network, the plan may not pay 
for these services or drugs. 

• If you need urgent or emergency care or out-
of-area dialysis services, you can use providers 
outside of UHC Dual Complete NM-Y1’s plan. 

• If you are currently under treatment with a 
provider that is out of UHC Dual Complete NM-
Y1’s network, you may choose to continue this 
treatment, regardless of whether this provider is 
in UHC Dual Complete NM-Y1’s provider network, 
through a transitional period until the course of 
treatment is concluded or for 30 days, whichever is 
longer. Call Member Services for more information 
about staying connected. 

To find out if your providers are in the plan’s network, 
call Member Services at the numbers listed at the 
bottom of this page or read UHC Dual Complete NM-
Y1’s Provider and Pharmacy Directory on the plan’s 
website at myuhc.com/communityplan. 
If UHC Dual Complete NM-Y1 is new for you, we will 
work with you to develop an Individualized Plan of Care 
to address your needs. 

What is a UHC Dual Complete NM-Y1 
care coordinator? 

A UHC Dual Complete NM-Y1 care coordinator is one 
main person for you to contact. This person helps to 
manage all your providers and services and make sure 
you get what you need.

https://member.uhc.com/communityplan
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Frequently asked questions Answers

What are Long-term Services and 
Supports (LTSS)? 

Long-term Services and Supports are help for people 
who need assistance to do everyday tasks like bathing, 
toileting, getting dressed, making food, and taking 
medicine. Most of these services are provided at your 
home or in your community but could be provided in 
a nursing home or hospital. In some cases, another 
agency may administer these services, and your care 
coordinator or care team will work with that agency. 

What happens if I need a service but 
no one in UHC Dual Complete NM-
Y1’s network can provide it? 

Most services will be provided by our network 
providers. If you need a service that cannot be provided 
within our network, UHC Dual Complete NM-Y1 will 
cover services provided by an out-of-network provider.  
If you have questions about whether prior authorization 
is required for specific services call the Member 
Services at the numbers listed at the bottom of this 
page. 

Where is UHC Dual Complete NM-Y1 
available? 

The service area for this plan includes: Bernalillo, 
Catron, Chaves, Cibola, Colfax, DeBaca, Dona Ana, 
Grant, Guadalupe, Harding, Hidalgo, Lincoln, Los 
Alamos, Luna, Mora, Otero, Rio Arriba, Roosevelt, San 
Miguel, Sandoval, Santa Fe, Sierra, Socorro, Taos, 
Torrance, and Valencia counties. You must live in these 
counties to join the plan. 
* Call Member Services at the numbers listed at the
bottom of this page for more information about
whether the plan is available where you live.
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Frequently asked questions Answers

What is prior authorization? Prior authorization means an approval from UHC 
Dual Complete NM-Y1 to seek services outside of our 
network or to get services not routinely covered by 
our network before you get the services. UHC Dual 
Complete NM-Y1 may not cover the service, procedure, 
item, or drug if you don’t get prior authorization. 
If you need urgent or emergency care or out-of-
area dialysis services, you don’t need to get prior 
authorization first. UHC Dual Complete NM-Y1 can 
provide you or your provider with a list of services or 
procedures that require you to get prior authorization 
from UHC Dual Complete NM-Y1 before the service is 
provided. 
Refer to Chapter 3, of the Member Handbook to learn 
more about prior authorization. Refer to the Benefits 
Chart in Chapter 4 of the Member Handbook to learn 
which services require a prior authorization. 
If you have questions about whether prior authorization 
is required for specific services, procedures, items, or 
drugs, call Member Services at the numbers listed at 
the bottom of this page for help. 

Do I pay a monthly amount (also 
called a premium) under UHC Dual 
Complete NM-Y1? 

No. Because you have Turquoise Care you will not pay 
any monthly premiums, including your Medicare Part B 
premium, for your health coverage. 

Do I pay a deductible as a Member of 
UHC Dual Complete NM-Y1? 

No. You do not pay deductibles in UHC Dual Complete 
NM-Y1. 

What is the maximum out-of-pocket 
amount that I will pay for medical 
services as an member of UHC Dual 
Complete NM-Y1? 

There is no cost sharing for medical services in UHC 
Dual Complete NM-Y1, so your annual out-of-pocket 
costs will be $0.
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C.  List of covered services 
The following table is a quick overview of what services you may need, your costs, and rules about 
the benefits. Such services are funded in part with the State of New Mexico. 

Health need or 
concern Services you may need 

Your costs for 
in-network 
providers 

 Limitations, exceptions, & 
benefit information (rules 
about benefits) 

You need hospital 
care 

Inpatient hospital stay $0 Except in an emergency, your 
health care provider must 
tell the plan of your hospital 
admission. 

Our plan covers 90 days for an 
inpatient hospital stay. 

Outpatient hospital 
services including 
observation 

$0 

Ambulatory surgical 
center (ASC) services 

$0 

Doctor or surgeon care $0 

You want a doctor Visits to treat an injury or 
illness 

$0 

Care to keep you from 
getting sick, such as flu 
shots and screenings to 
check for cancer 

$0 

Wellness visits, such as 
a physical 

$0 1 per year 

“Welcome to Medicare” 
(preventive visit one time 
only) 

$0 

Specialist care $0
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Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

You need 
emergency care 

Emergency room 
services 

$0 $0 copay (worldwide) per 
visit. If you are admitted to the 
hospital within 24 hours, you 
pay the inpatient hospital copay 
instead of the Emergency Care 
copay. 
See the “Inpatient Hospital 
Care” section of this booklet for 
other costs 

Urgent care $0 $0 copay (worldwide) per visit 

You need medical 
tests 

Diagnostic radiology 
services (for example, 
X-rays or other imaging 
services, such as CAT 
scans or MRIs) 

$0 

Lab tests and diagnostic 
procedures, such as 
blood work 

$0 

You need hearing/ 
auditory services 

Hearing screenings $0 1 per year 

Hearing aids $3,200 allowance for hearing 
aids every year 

You need dental 
care 

Dental check-ups and 
preventive care 

$0 $0 Preventive & Diagnostic 
$0 Comprehensive, for up to 
$4,000 per year for covered 
preventive and comprehensive 
dental services. 

Restorative and 
emergency dental care 

$0
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Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

You need eye care Eye exams $0 1 per year 

Glasses or contact 
lenses 

$0 Plan pays up to $400 every year 
for 1 pair of lenses/frames or 
contacts 
Home delivered eyewear 
available through select 
network providers (select 
products only). 
You are responsible for all 
eyewear costs from providers 
outside of the network. 

Other vision care $0 

You need 
behavioral health 
services 

Behavioral health 
services 

$0 

You need a 
substance use 
disorder services 

Substance use disorder 
services 

$0 

You need a place 
to live with people 
available to help 
you 

Skilled nursing care $0 

Nursing home care $0 $0 copay per day: days 1–100 

Adult Foster Care and 
Group Adult Foster Care 

$0 

You need therapy 
after a stroke or 
accident 

Occupational, physical, 
or speech therapy 

$0
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Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

You need help 
getting to health 
services 

Ambulance services $0 Your provider must obtain 
prior authorization for non-
emergency transportation. 

Emergency 
transportation 

$0 copay for 
ground 
$0 copay for air 

Routine Transportation $0 60 one-way trips per year to 
or from approved locations, 
such as medically related 
appointments, gyms and 
pharmacies. 
Routine transportation not for 
use in emergencies.
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Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

You need drugs to 
treat your illness 
or condition 

Medicare Part B 
prescription drugs 

$0 Part B drugs include drugs 
given by your doctor in their 
office, some oral cancer 
drugs, chemotherapy drugs, 
Part B covered insulin, and 
some drugs used with certain 
medical equipment. 
Read the Member Handbook 
for more information on these 
drugs. 

Medicare Part D 
prescription drugs 

Copays for 
prescription 
drugs may vary 
based on the 
Extra Help you 
may receive. 
Please contact 
the plan for 
more details. 

There may be limitations on the 
types of drugs covered. Please 
refer to UHC Dual Complete 
NM-Y1’s List of Covered 
Drugs (Drug List) for more 
information. 
Once you or others on your 
behalf pay $2,000 you have 
reached the catastrophic 
coverage stage and you pay 
$0 for all your Medicare drugs. 
Read the Member Handbook 
for more information on this 
stage. 

Over-the-counter (OTC) 
drugs 

$0 There may be limitations on the 
types of drugs covered. Please 
refer to UHC Dual Complete 
NM-Y1’s List of Covered Drugs 
(Drug List) for more information. 

You need help 
getting better 
or have special 
health needs 

Rehabilitation services $0 

Medical equipment for 
home care 

$0 

Dialysis services $0 

You need foot 
care 

Podiatry services $0 Routine foot care — 4 visits per 
year 

Orthotic services $0
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�If you have questions, please call UHC Dual Complete NM-Y1 at 1-866-393-0208, TTY 711,  
8 a.m.–8 p.m., 7 days a week, Oct–March, M–F Apr–Sept. The call is free. For more information, visit  
myuhc.com/communityplan.

Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

You need 
durable medical 
equipment (DME) 
Note: This is not 
a complete list of 
covered DME. For 
a complete list, 
contact Member 
Services or refer 
to Chapter 4 
of the Member 
Handbook. 

Wheelchairs, crutches, 
and walkers 

$0 

Nebulizers $0 

Oxygen equipment and 
supplies 

$0 

You need help 
living at home 
(continued on 
next page) 

Day habilitation services $0 

Adult Day Health 
Program (ADHP) 

$0 To be eligible to use ADHP 
services, you must: 

•  Be eligible for and enrolled 
in the State’s EPD waiver 
program, OR 

•  Meet the following criteria 
to enroll in the State’s 
1951(i) ADHP program: 
–  Be a resident of New 

Mexico 
–  Be a U.S. citizen or hold 

legal immigration status 
–  Have chronic conditions 

as certified by a licensed 
physician or APRN and 
meet the “level of care” 
established for ADHP 
services 

Contact your care team to learn 
about how you can connect to 
ADHP services.
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�If you have questions, please call UHC Dual Complete NM-Y1 at 1-866-393-0208, TTY 711,  
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Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

You need help 
living at home 
(continued)

Services to help you 
live on your own (home 
health care services 
or personal care aide 
services (PCA)) 

$0 To be eligible to use PCA 
services you must: 

•  Be eligible for and enrolled 
in the State’s EPD waiver 
program, OR 

•  Meet the following criteria 
to enroll in the State’s stat 
plan PCA program: 
–  Be a resident of New 

Mexico 
–  Be a U.S. citizen or hold 

legal immigration status 
–  Be eligible to receive 

Turquoise Care with 
an income of less than 
100% FPL 

–  Require assistance with 
activities of daily living 
AND meet the “level of 
care” established for 
PCA services 

Contact your care team to 
learn about how you can 
connect to PCA services. 

Additional 
services 
(continued on 
next page) 

Chiropractic services $0 Medicare-covered chiropractic 
care 
(manual manipulation of the 
spine to correct subluxation)
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Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

Additional 
services 
(continued)

Diabetes supplies and 
services 

$0 We only cover Accu-Chek® and 
OneTouch® brands. 
Covered glucose monitors 
include: OneTouch Verio Flex®, 
OneTouch® Ultra 2, Accu-
Chek® Guide Me, and Accu-
Chek® Guide. 
Test strips: OneTouch Verio®, 
OneTouch Ultra®, Accu-Chek® 
Guide, Accu-Chek® Aviva Plus, 
and Accu-Chek® SmartView. 
Other brands are not covered 
by your plan. 

Prosthetic services $0 

Radiation therapy $0 

Services to help manage 
your disease 

$0 

Meal Benefit $0 $0 copay for 28 home-delivered 
meals immediately after an 
inpatient hospitalization or 
skilled nursing facility (SNF) 
stay. 

Hospice $0 You pay nothing for hospice 
care from any Medicare 
approved hospice. You may 
have to pay part of the costs 
for drugs and respite care. 
Hospice is covered by Original 
Medicare, outside of our plan.
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Health need or 
concern Services you may need

Your costs for  
in-network 
providers

Limitations, exceptions, & 
benefit information (rules 
about benefits)

Additional 
services 
(continued)

Fitness program $0 copay for 
fitness program 

Your fitness program helps 
you stay active and connected 
at the gym, from home or in 
your community. It’s available 
to you at no cost and includes: 
•  Free gym membership 
•  Access to a large national 

network of gyms and 
fitness locations 

•  Free classes, social 
activities and events 

•  On-demand workout videos 
and live streaming fitness 
classes 

•  Online memory fitness 
activities 

Food, over-the-
counter (OTC)  
and utility bill 
credit 

$200 credit every month to buy covered OTC 
products. Qualifying members can also use this 
credit to buy covered healthy foods or pay certain 
utility bills. 

•  Buy healthy foods like fruits and vegetables, 
meat, seafood, dairy products and water 

•  Choose from thousands of OTC products, 
like toothpaste, first aid, bladder control pads 
and more 

•  Pay home utility bills like electricity, heat, 
water and internet 

•  Shop at thousands of participating stores, 
including Walmart, Walgreens, Kroger and 
CVS, or at neighborhood stores near you 

The above summary of benefits is provided for informational purposes only and is not a complete 
list of benefits. For a complete list and more information about your benefits, you can read the 
UHC Dual Complete NM-Y1 Member Handbook. If you don’t have an Member Handbook, 
call UHC Dual Complete NM-Y1 Member Services at the numbers listed at the bottom of this 
page to get one. If you have questions, you can also call Member Services or visit myuhc.com/
communityplan

 
. 

https://member.uhc.com/communityplan
https://member.uhc.com/communityplan
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D.   Benefits covered outside of UHC Dual Complete NM-Y1  
(HMO D-SNP) 

There are some services that you can get that are not covered by UHC Dual Complete NM-Y1 
but are covered by Medicare, Turquoise Care, or a state agency. This is not a complete list. Call 
Member Services at the numbers listed at the bottom of this page to find out about these services. 

Other services covered by Medicare, Turquoise Care, or a 
State Agency Your costs 

Certain hospice care services covered outside of NM-Y1 $0 

Psychosocial rehabilitation 

Targeted case management 

Rest home room and board 

E.   Services that UHC Dual Complete NM-Y1, Medicare, and Turquoise 
Care do not cover 

This is not a complete list. Call Member Services at the numbers listed at the bottom of this page to 
find out about other excluded services. 

Services UHC Dual Complete NM-Y1, Medicare, and Turquoise Care do not cover 

Services that are not medically necessary.   

Services that are experimental or investigative.   

Any medical or behavioral health (mental health, alcohol or substance use disorder) treatment 
outside of the United States.
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F.  Your rights as a member of the plan 
As a member of UHC Dual Complete NM-Y1, you have certain rights. You can exercise these rights 
without being punished. You can also use these rights without losing your health care services. We 
will tell you about your rights at least once a year. For more information on your rights, please read 
the Member Handbook. Your rights include, but are not limited to, the following: 

•  You have a right to respect, fairness, and dignity. This includes the right to: 
 – Get covered services without concern about medical condition, health status, receipt 

of health services, claims experience, medical history, disability (including mental 
impairment), marital status, age, sex (including sex stereotypes and gender identity) sexual 
orientation, national origin, race, color, religion, creed, or public assistance 

 – Get information in other languages and formats (for example, large print, braille, or audio) 
free of charge 

 – Be free from any form of physical restraint or seclusion 
•  You have the right to get information about your health care. This includes information on 

treatment and your treatment options. This information should be in a language and format you 
can understand. This includes the right to get information on: 

 – Description of the services we cover 
 – How to get services 
 – How much services will cost you 
 – Names of health care providers and care coordinator 

•  You have the right to make decisions about your care, including refusing treatment. This 
includes the right to: 

 – Choose a primary care provider (PCP) and change your PCP at any time during the year 
 – Use a women’s health care provider without a referral 
 – Get your covered services and drugs quickly 
 – Know about all treatment options, no matter what they cost or whether they are covered 
 – Refuse treatment, even if your health care provider advises against it 
 – Stop taking medicine, even if your health care provider advises against it 
 – Ask for a second opinion. UHC Dual Complete NM-Y1 will pay for the cost of your second 

opinion visit 
 – Make your health care wishes known in an advance directive 

•  You have the right to timely access to care that does not have any communication or 
physical access barriers. This includes the right to: 

 – Get timely medical care 
 – Get in and out of a health care provider’s office. This means barrier-free access for people 

with disabilities, in accordance with the Americans with Disabilities Act
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 – Have interpreters to help with communication with your health care providers and your 
health plan 

•  You have the right to seek emergency and urgent care when you need it. This means you 
have the right to: 

 – Get emergency services without prior authorization in an emergency 
 – Use an out-of-network urgent or emergency care provider, when necessary 

•  You have a right to confidentiality and privacy. This includes the right to: 
 – Ask for and get a copy of your medical records in a way that you can understand and to ask 

for your records to be changed or corrected 
 – Have your personal health information kept private 
 – Have privacy during treatment 

•  You have the right to make complaints about your covered services or care. This includes 
the right to: 

 – File a complaint or grievance against us or our providers 
 – File a complaint with the NM Health Care Authority at www.yes.state.nm.us or call  

1-800-283-4465, TTY 711 
 – Appeal certain decisions made by NM Health Care Authority or our providers 
 – Ask for a State Fair Hearing 
 – Get a detailed reason for why services were denied 

For more information about your rights, you can read the Member Handbook. If you have 
questions, you can call UHC Dual Complete NM-Y1 Member Services at the numbers listed at the 
bottom of this page. 
You can also call the contact the New Mexico Ombudsman Program at 1-800-432-2080, TTY 711, 
Monday–Friday 8 a.m.–5 p.m. MT. 

G.   How to file a complaint or appeal a denied service 
If you have a complaint or think UHC Dual Complete NM-Y1 should cover something we denied, 
call Member Services at the numbers listed at the bottom of this page. You may be able to appeal 
our decision. 

For questions about complaints and appeals, you can read Chapter 9 of the Member Handbook. 
You can also call UHC Dual Complete NM-Y1 Member Services at the numbers listed at the bottom 
of this page. 

For complaints/grievances or medical appeals: 

UnitedHealthcare Appeals and Grievances Department 
P.O. Box 6106 
MS CA120-0360 
Cypress, CA 90630-0016

https://yes.nm.gov/nmhr/s/?language=en_US
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For Part D or Medicaid drug appeals only: 

UnitedHealthcare Part D Appeal and Grievance Department 
P.O. Box 6106 
MS CA120-0368 
Cypress, CA 90630-0016 

H.   What to do if you suspect fraud 
Most health care professionals and organizations that provide services are honest. Unfortunately, 
there may be some who are dishonest. 

If you think a doctor, hospital or other pharmacy is doing something wrong, please contact us. 

•  Call us at UHC Dual Complete NM-Y1 Member Services. Phone numbers are the numbers 
listed at the bottom of this page. 

•  Or, call New Mexico Health Care Authority at www.yes.state.nm.us or call 1-800-283-4465, 
TTY users may call 711. 

•  Or, call New Mexico’s Medicaid’s Fraud Hotline at 1-800-228-4802. TTY users may call 711. 
•  Or, call Medicare at 1-800-MEDICARE (1-800-633-4227). TTY users may call  

1-877-486-2048. You can call these numbers for free, 24 hours a day, 7 days a week.

https://yes.nm.gov/nmhr/s/?language=en_US


If you have general questions or questions about our plan, 
services, service area, billing, or Member ID Cards, please call 
UHC Dual Complete NM-Y1 Member Services: 

Call 1-866-393-0208 
Calls to this number are free. 8 a.m.–8 p.m., local time, 7 days a week, Oct–Mar; M–F Apr–Sept. 
Member Services also has free language interpreter services available for non-English 
speakers. 

TTY 711 
Calls to this number are free. 8 a.m.–8 p.m. 7 days a week, Oct–Mar; M–F Apr–Sept. 
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