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07/22/2024

Jane Doe

1234 Main St.

Wilmington, NC 28401

PLEASE FIND ENCLOSED YOUR NEW NC MEDICAID ID CARD 
This NC Medicaid ID card is effective effective July 1, 2024.
Your NC Medicaid ID card includes important information: 

• Your name and NC Medicaid ID number
• Your primary care provider’s (PCP) name, address and phone number
• Trillium’s service line phone numbers
• Pharmacy benefit information

USING YOUR NC MEDICAID ID CARD
Use your NC Medicaid ID card to receive health care services. For families enrolled in our health 
plan, each family member has a separate card. 

Always have your NC Medicaid ID card with you when you visit a provider or hospital. 
You should also have with you:

• Other identification (for adults)
• Any other insurance cards, including Medicare, if you have it 

Contact Us
If you have questions about your new NC Medicaid ID card, call us at 1-877-685-2415.
If your NC Medicaid ID card is lost, destroyed or stolen, call us at 1-877-685-2415 to ask for
a replacement.



Name: JUAN GARCIA
Medicaid #: 000123987X
DOB: 10/2/1950   
Effective Date: 9/11/1995

Rx: PerformRx	 RxBIN: 019595	 PCN: PRX10811

201 West First St. 
Greenville, NC 27858 

TrilliumHealthResources.org

PCP Name: HEALTH & HUMAN SERVICES
1650 GREENFIELD STREET
WILMINGTON, NC 28401
910-798-3500



IMPORTANT CONTACT INFORMATION 

Behavioral Health Crisis Number: 
1-888-302-0738

Member Services and Nurse Line: 
1-877-685-2415 (TTY 711)

Provider Service Support Line: 
1-855-250-1539

Member Pharmacy Line:
1-866-245-4954

Pharmacy Prior Authorization: 
1-855-662-0277

If you suspect a doctor, clinic, 
hospital, home health service or 
any other kind of health provider 
is committing Medicaid fraud, 
report it. Call (919) 881-2320. 

For a full list of services and 
benefits available, please visit 

TrilliumHealthResources.org 
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	      Date of enrollment: 01/12/2005

Jane Doe

1234 Main St.

Wilmington, NC 28401

WELCOME TO TRILLIUM HEALTH RESOURCES (TRILLIUM). 
You are eligible for services through Trillium if you receive Medicaid. We strive to help you get 
the services you need to improve well-being and live a fulfilling life. We manage services for 
physical health and serious mental health, substance use disorders, intellectual/developmental 
disabilities (I/DD), and traumatic brain injuries (TBI) in our region. 

Trillium is your health plan. You may also hear Trillium called a Tailored Plan. Tailored Plans help to 
make sure that all of your health care needs for physical health, pharmacy, behavioral or I/DD are 
met. We will also help with addressing your unmet health related resource needs. We contract 
with a network of providers including social workers, substance use counselors, direct support 
staff, eye doctors, nurses, pharmacies, primary care physicians, psychologists, and psychiatrists. 
Members do not have to file their own claims for any services.

IMPORTANT TRILLIUM PHONE NUMBERS: 
Member and Recipient Services: 
Please call Member and Recipient Services at 1-877-685-2415 to be connected to services or for 
a replacement Medicaid ID card if lost. 
Non-Emergency Medical Transportation: 
You can set up transportation to doctor’s visits by calling 1-877-685-2415 and choosing “need 
help with Transportation.” It is a toll free number, answered Monday–Saturday 7 a.m.–6 p.m. 
Behavioral Health Crisis Line: 
You can call the Behavioral Health Crisis Line at 1-888-302-0738 at any time for immediate access 
to trained, licensed professionals who provide assistance for any type of behavioral health 
issue. If you are experiencing a life threatening emergency, please call 9-1-1.
Nurse Line: 
Please call our Nurse Line at 1-888-302-0738 twenty-four (24) hours a day, seven (7) days a week, 
every day of the year. You can get advice on when to go to your primary care provider or ask 
questions about symptoms or medications.
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ENCLOSED YOU WILL FIND OUR MEMBER HANDBOOK. 
Our handbook will help answer many questions about accessing services and about how Trillium 
can help meet your needs. Your Medicaid ID card is mailed in a separate envelope. 

For more information about Trillium, visit our website at TrilliumHealthResources.org. 

You will find information to help you access available care, your rights and 
responsibilities, and more:

•	 Member Handbook
•	 Choosing a Care Management Provider or 

Opting Out
•	 Drug Formulary (Medications Available) 
•	 Notice of Privacy Practices

•	 Benefit Plan & Service Definitions 
•	 Provider Network Directory 
•	 Requesting Non-Emergency Medical 

Transportation (NEMT) 
 

YOU CAN ALSO FIND OUR PROVIDER DIRECTORY ON OUR WEBSITE. 
If you do not have a computer or internet access, need materials in another language, or need 
a larger format, please call Member and Recipient Services to request any printed copies of the 
Provider Directory. 
ADDITIONAL INFORMATION ABOUT TAILORED PLANS: 
Information about the NC Ombudsman:

•	 The Medicaid Ombudsman provides education and advocacy for Medicaid beneficiaries whether 
they are in NC Medicaid Managed Care or NC Medicaid Direct. 

•	 The NC Medicaid Ombudsman provides issue resolution for NC Medicaid Managed Care 
members.

•	 The NC Medicaid Ombudsman is a resource you can use when you have been unable to resolve 
issues with Trillium or your PCP. 

•	 The NC Medicaid Ombudsman can offer help if you cannot get access to health care, connect 
you to other resources, and help you understand your rights and responsibilities. 

•	 Phone Number: 1-877-201-3750
•	 Website: ncmedicaidombudsman.org

Information about Primary Care Physician assignment: 
Your Primary Care Provider (PCP) is a doctor, nurse practitioner, physician assistant or 
other type of provider who will:

•	 Care for your health 
•	 Coordinate your needs
•	 Help you get referrals for specialized services if you need them 

As a Trillium Medicaid member, enrolled in a Tailored Plan, you had an opportunity to choose 
your own PCP. If you did not select a PCP, we chose one for you based on your past health care. 
You can find your PCP’s name and contact information on your Medicaid card. If you would like 
to change your PCP, you have 30 days from the date of receiving this packet to make the change. 
We can help arrange your first visit to your PCP, please call 1-877-685-2415 for assistance. 
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Information about Tailored Care Management:
Once you have selected or been auto assigned to PCP, you had the opportunity to select your 
Tailored Care Management Provider. As a Tailored Plan member, you may be eligible to receive 
Tailored Care Management. Tailored Care Management allows you to select a care manager who 
will work with you and your care team to make sure that you are getting the right supports and 
services.

If you are eligible for Care Management, you will have an assigned Tailored Care Management 
Provider who can best meet your needs. There are three different types of Care Management 
Providers including: Advanced Medical Home Plus, Care Management Agency, and Trillium Care 
Management. Trillium will help you choose the provider that is right for you. 

People who are receiving services that would duplicate Care Management may not be eligible to 
receive Tailored Care Management. In this packet, you will also have a form provided that allows 
you to opt out of Care Management. You may also opt out by contacting Member Services at 
1-877-685-2415. Additionally, if you would like to change to your Tailored Care Management 
Providers, Member Services can help you with that request. If you need a care manager and you 
did not have an insert with an assigned provider, you can contact Member Services to see if you 
are eligible.

Information on how to change to a Standard Plan or NC Medicaid Direct:
If you do not want to be in Trillium, you may have other choices. Your choices may include 
Standard Plans or NC Medicaid Direct. To learn more about your choices or to make a change, 
call the NC Medicaid Enrollment Broker at 1-833-870-5500 (TTY: 711 or RelayNC.com) or go to 
ncmedicaidplans.gov.      

Information on Non-emergency Medical Transportation: 
Trillium can arrange and pay for your transportation to help you get to and from your 
appointments for Medicaid-covered care. This service is free to you. If you need an attendant to 
go with you to your doctor’s appointment, or if your child (18 years old or younger) is a member 
of the plan, transportation is also covered for the attendant, parent or guardian. Non-emergency 
transportation includes personal vehicles, taxis, vans, stretcher vans, wheelchair vans, mini-buses, 
mountain area transports and public transportation. 

To request transportation services call 1-877-685-2415 up to two (2) days before your 
appointment to arrange transportation to and from your appointment. 

After hours you may obtain medical transportation to appointments by dialing the same toll-
free number used during normal business hours. Non-emergency transportation is covered for 
medically necessary, covered services, such as doctor appointments, dialysis, and counseling 
appointments. If you need to change or cancel your transportation appointment, or if 
transportation does not show at the appointment time, please call Transportation Services at 
1-877-685-2415 (TTY: 711) as soon as you are aware of the need to change or cancel your 
pickup time. If the transportation does not show at the appointment time, please contact 
Transportation Services at 1-877-685-2415 (TTY: 711) to determine the location of the driver or 
make alternative arrangements.
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YOU HAVE TRANSITION OF CARE PROTECTIONS.  
Your health care is important to us, and we want to make sure you keep getting care from your 
providers. Until January 31, 2025, Trillium will allow you to get treatment from out-of-network 
providers. Our provider network might not include your current doctor, but we are adding new 
providers each day. 

This means you can:  
•	 Get health care from your current doctor, nurse practitioner, physician assistant or other provider.  
•	 Get services you need from providers in-network and out-of-network. 

What if I am in the middle of getting treatment?  
If you are currently getting ongoing treatment or if you have an ongoing special condition, Trillium 
will work with you and your provider to make sure you can continue your current treatment.   

You can keep getting treatment for an ongoing condition from your current providers  
until January 31, 2025. 

You can change your primary care provider (PCP) at any time for any reason  
until January 31, 2025.   

Trillium is still adding primary care providers to grow our provider network (group). If you have 
questions about which providers you can see, call us at 1-877-685-2415 (TTY 711). You can also 
view providers in our group on our website at provider-directory.trilliumhealthresources.org or on 
the “Find page” at ncmedicaidplans.gov. 

Once you find a provider you like and cares for your needs, call us at 1-877-685-2415 to tell us 
which provider you want to see.  
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Auxiliary aids and interpretation services
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Notice of Non-Discrimination
Trillium Health Resources (Trillium) complies with applicable federal civil rights laws and does 
not discriminate based on race, color, national origin, age, disability, creed, religious affiliation, 
ancestry, sex, gender identity or expression, or sexual orientation. Trillium does not exclude 
people or treat them differently because of race, color, national origin, age, disability, creed, 
religious affiliation, ancestry, sex, gender, gender identity or expression, or sexual orientation.

Trillium provides free auxiliary 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)

Trillium provides 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, call 1-877-685-2415 (TTY/TDD 711 or 1-800-735-2962). If you 
believe that Trillium has failed to provide these services or discriminated in another way based 
on race, color, national origin, age, disability, or sex, you can file a grievance with:

Trillium Health Resources
201 West First St.
Greenville, NC 27858

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

•	 online: ocrportal.hhs.gov/ocr/portal/lobby.jsf 
•	 by mail:

U.S. Department of Health and Human Services
200 Independence Avenue SW., Room 509F, HHH Building
Washington, DC 20201; or

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

Complaint forms are available at hhs.gov/ocr/complaints/index.html
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TAILORED CARE MANAGEMENT
For extra support to get and stay healthy, you have access to Tailored Care Management at no 
cost to you. Tailored Care Management provides you with a care manager, who is trained to help 
people with mental health, substance use, intellectual/developmental disability, and/or traumatic 
brain injury needs. Your care manager works with you, your team of medical professionals, and 
your approved family members (or other caregivers) to consider your unique health-related 
needs and find the services you need in your community.  

Your care manager can:
• Do a full assessment of your needs and help develop a set of health goals and a plan to achieve

those goals
• Help arrange your appointments and transportation to and from your provider
• Answer questions about what your medicines do and how to take them
• Follow up with your doctors or specialists about your care
• Connect you to helpful resources in your community

If you are in the NC Innovations waiver, Tailored Care Management will include coordination with 
any Innovations or TBI services you are receiving, such as community living and supports, day 
supports, and respite.
Your Tailored Care Management provider may be your primary care provider (also called an 
Advanced Medical Home +, or AMH+), a Care Management Agency (CMA), or Trillium Health 
Resources (Trillium)’s Care Management department. 

Your Tailored Care Management provider is: 
ECU Health

123 Main St.

Greenville, NC 29706

Phone: 1-252-567-8901

Fax: 1-252-678-9102

MCMM06_TCM #14
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You can choose your Tailored Care Management provider or you can change your Tailored Care 
Management provider during the year. If you want to choose or change your Tailored Care 
Management provider, you can call Member and Recipient Services at 1-877-685-2415 or
submit the form: TrilliumHealthResources.org/members-recipients-portal

You can also choose not to have a care manager and not receive the Tailored Care Management 
benefit. Trillium will help you coordinate services, but the coordination will be more limited than 
Tailored Care Management. For example, you will not meet with a care manager on a regular 
schedule. This will not impact which providers you can see or what services are covered for you 
through Trillium including NC Innovations waiver services. You can choose not to have Tailored 
Care Management at any time by calling Member and Recipient Services at 1-877-685-2415
or submit the form: bit.ly/3TdxPzl.	
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Most Medicaid members are eligible for Tailored Care Management. You may select a care 
manager who will assist you in meeting your health care needs. If you are not interested in 
participating in Tailored Care Management, you have the right to opt-out by choosing one of the 
steps below:

• completing this form and returning it by mail to
201 W. First St., Greenville, NC 27858

• make request online through the Member and Recipient Portal at
trilliumhealthresources.org/members-recipients-portal

• calling Member and Recipient Services at 1-877-685-2415
• asking your care manager for help in calling or completing the form with you

Trillium will still provide Care Coordination and Care Transition assistance to members who opt 
out of Tailored Care Management.

Members who opt-out have the option of choosing to opt back into Tailored Care Management, 
at any time, by contacting us at 1-877-685-2415. If you would like to opt out, please complete
this form in its entirety.

Member Name (First and Last):__________________________________________________________

Name of legal guardian: _______________________________________________________________

Date of birth: ________________________________

PLEASE CHECK BOTH BOXES. 
	Г I wish to Opt Out of Tailored Care Management.

	Г I understand I have the right to change my mind and request a care manager at anytime.

Reason for Opting Out:

Signature								         Date

MCMM06_TCM_OUT  #20

OPT OUT OF
TAILORED CARE MANAGEMENT
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Auxiliary aids and interpretation services
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Notice of Non-Discrimination
Trillium Health Resources (Trillium) complies with applicable federal civil rights laws and does 
not discriminate based on race, color, national origin, age, disability, creed, religious affiliation, 
ancestry, sex, gender identity or expression, or sexual orientation. Trillium does not exclude 
people or treat them differently because of race, color, national origin, age, disability, creed, 
religious affiliation, ancestry, sex, gender, gender identity or expression, or sexual orientation.

Trillium provides free auxiliary 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)

Trillium provides 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, call 1-877-685-2415 (TTY/TDD 711 or 1-800-735-2962). If you 
believe that Trillium has failed to provide these services or discriminated in another way based 
on race, color, national origin, age, disability, or sex, you can file a grievance with:

Trillium Health Resources
201 West First St.
Greenville, NC 27858

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

•	 online: ocrportal.hhs.gov/ocr/portal/lobby.jsf 
•	 by mail:

U.S. Department of Health and Human Services
200 Independence Avenue SW., Room 509F, HHH Building
Washington, DC 20201; or

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

Complaint forms are available at hhs.gov/ocr/complaints/index.html
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DO YOU NEED A RIDE TO AN APPOINTMENT 
RELATED TO YOUR HEALTH CARE 
SCHEDULED FOR JULY 1, 2024 OR LATER?

Starting May 16, 2024, you can reserve a ride for these appointments through Trillium by calling 
1-877-685-2415. Please note this is for appointments on or after July 1, 2024.

If you have an appointment before July 1, 2024 and need a ride and are  
enrolled in:

•	 NC Medicaid Direct: please call your local DSS office. A list of locations can be found here: 
ncdhhs.gov/localDSS  

•	 A Standard Plan: please call your Standard Plan. Contact information can be found on your 
Medicaid ID card or here: ncmedicaidplans.gov/find/viewhealthplans

MCMM06_NEMT #18
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Notice of Non-Discrimination
Trillium Health Resources (Trillium) complies with applicable federal civil rights laws and does 
not discriminate based on race, color, national origin, age, disability, creed, religious affiliation, 
ancestry, sex, gender identity or expression, or sexual orientation. Trillium does not exclude 
people or treat them differently because of race, color, national origin, age, disability, creed, 
religious affiliation, ancestry, sex, gender, gender identity or expression, or sexual orientation.

Trillium provides free auxiliary 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)

Trillium provides 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, call 1-877-685-2415 (TTY/TDD 711 or 1-800-735-2962). If you 
believe that Trillium has failed to provide these services or discriminated in another way based 
on race, color, national origin, age, disability, or sex, you can file a grievance with:

Trillium Health Resources
201 West First St.
Greenville, NC 27858

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

•	 online: ocrportal.hhs.gov/ocr/portal/lobby.jsf 
•	 by mail:

U.S. Department of Health and Human Services
200 Independence Avenue SW., Room 509F, HHH Building
Washington, DC 20201; or

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

Complaint forms are available at hhs.gov/ocr/complaints/index.html
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