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We want you to know important information about your rights and benefits as a 
WellSense Health Plan member. 
 
For print copies of your Member Handbook, you can visit the Benefits page for your 
plan under Members at wellsense.org or call the number below to request that we send 
you a paper copy at no cost to you. 
 
Your benefits  

• Your rights and responsibilities as our member 
• Benefits and services included and excluded from your coverage 
• Pharmacy (medication); where to find the list of covered drugs; processes and 

details for prior authorization, step therapy, quantity limits, and generic 
substitution; how to get exceptions for using certain medications; and how we 
tell you about any changes to the items listed above 

• How to get primary care (including where that care can be obtained), specialty 
care, behavioral health services, hospital services, women’s health services and 
second opinions 

• Prior authorization requirements for certain treatments and services 
• How to access services, including transportation to scheduled medical 

appointments; maternity and family planning services; and preventive care for 
children, such as early and periodic screening, diagnostic and treatment (EPSDT) 
services 

• Getting care if you change health plans or if your provider no longer serves 
members on our plan 

• How to renew your benefits each year 
• How and when you may select a new plan 
• Rules for using out-of-network and out-of-area services, including how to 

access care when you’re traveling outside the areas that we serve 

What to do if you have a problem 
• What to do if you get a bill from a provider  
• How to get care after normal business hours  
• How to get emergency care and when to call 911  

We want you to know about 
your rights and benefits as a 
member of WellSense. 

https://www.wellsense.org/members/ma/masshealth#your-benefits
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• How to voice a complaint and file an appeal, including the right to an 
independent external review of your appeal  

• How you can leave our plan (disenroll) if needed 

Finding Information  
• How your protected health information is kept private (our Notice of Privacy 

Practices in Chapter 13 of your Member Handbook) 
• How we decide if we will cover new technology 
• How we work to improve the quality of the care we offer and review certain 

health services to understand whether or not they are medically necessary 
(utilization management) 

• How to contact us for questions about utilization management 
• How to access TDD/TTY services 
• How to get information about network providers and pharmacies (including 

name, address, phone number, professional qualifications, specialty, medical 
school attended, residency completion and board certification status) 

• How to access our online and printed Provider Directory 
• Translation services and how to get member information in different languages, 

if needed 
• Care management services and how members are identified for care 

management enrollment, how to self-refer, how our health plan works with you 
once enrolled in these programs, the notification that you will also be provided 
with your care manager’s direct phone line and how to opt out of the program 

• How to get information about the structure of our health plan and information 
about how we pay our providers 

• Information about advanced directives, which are legal documents that allow 
someone to make medical decisions for you if you are too sick 

• How to report fraud, waste and abuse, including our toll-free compliance hotline 
number at 888-411-4959 

Online tools to boost your wellness 
You can click Login at wellsense.org to access our member portal for information and 
tools to help you reach your health goals. You can also complete a health survey online 
to help us better understand your health needs. 
 
We also use digital tools like email and text messaging to reach our members. If your 
email address or mobile phone number was provided to WellSense, we may use it to 
send emails and text messages with important plan information. This may include 
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benefit updates, health tips, handbook updates and more. If you prefer not to receive 
information this way, you may opt out of these messages at any time directly via the 
email or text that was sent to you. If you prefer digital information and are not currently 
receiving it, please call member services and provide an email address or mobile phone 
number for your file.  
 
Getting you the right care at the right time 
Utilization management is the process we use to make sure you get the right healthcare 
when you need it. We follow certain guidelines to encourage the right use of services 
and help ensure positive outcomes. We base all utilization management decisions on 
how appropriate the care and service is and whether or not it is covered. We don’t 
reward decision makers for denying services, and there aren’t any financial incentives 
for discouraging use of services. 
 
Our focus on quality 
We are committed to ensuring you receive high-quality care. We have objectives and 
programs focused on improving care and services for our members. 
 
Our Quality Program helps us enhance:  

• The services we provide 
• The quality care members receive 
• How we communicate with our members 

Our goals are to: 

• Deliver services that support members’ overall health 
• Partner with providers to ensure members receive the care they need 
• Respect and address members’ cultural and language needs 
• Reduce barriers to care, such as  challenges with transportation or language  
• Share health information and reminders about important preventative checkups 

Quality Improvement Program 
Our Quality Improvement Program is designed to strengthen quality of care, member 
safety and service delivery. We consider the diverse cultural and linguistic needs of our 
members and provide coordinated care for those with complex health needs. 

 
To gather input and guide improvements, we use the following tools: 
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Consumer Assessment of Healthcare Providers and Systems (CAHPS) 
The CAHPS survey asks individuals and families about the health care they are 
receiving through their WellSense coverage. The survey informs us whether members 
are happy with their care and their WellSense doctors and where we can improve.  
 
Healthcare Effectiveness Data and Information Set (HEDIS) 
HEDIS measures both clinical and non-clinical quality of care and services each year. 
Maintained by the National Committee for Quality Assurance (NCQA), HEDIS also 
helps identify areas where health plans can improve. Our goal is to perform better than 
at least 50 percent of other Medicaid health plans nationwide. 

Our Medicaid Plan is accredited by NCQA, a nonprofit organization dedicated to 
advancing healthcare quality. In addition, we have attained Health Equity Accreditation 
through NCQA to demonstrate our commitment to improving care and addressing the 
diverse cultural and linguistic needs of our members.  
 
As part of our Quality focus, we make sure you receive appropriate care and 
information about preventive services.  
 
For more information on how we support providers to deliver appropriate care visit 
wellsense.org/providers/ma/patient-care. 
 
For more information on preventive services, visit wellsense.org/your-health/wellness-
programs. 
 
For additional information on any of the above, please call us Monday through Friday 
from 8 a.m. to 6 p.m.: 
 

• English: 888-566-0010 
• Spanish: 888-566-0012 
• TTY/TDD: 711 

 
Thank you, 
 
WellSense Health Plan 

https://www.wellsense.org/providers/ma/patient-care
https://www.wellsense.org/your-health/wellness-programs
https://www.wellsense.org/your-health/wellness-programs


 

 

 



 

 

 
 


