Division of
TennCare

TennCare Notice of Privacy Practices

TennCare is required by the Federal Government to provide you with this Privacy Notice.
This notice tells you how Personal Information about you may be used and shared.
It also tells you how you can get access to and correct this information.
Please review this notice carefully.

Your Information. Your Rights. Our Responsibilities.

This notice will tell you the following:

e The kinds of Personal Information we have, e How long we keep it,

e  Why we collect it, e What to do if you don’t want your

e How we collect it, information shared with certain people, and
e How we share it, e Your rights about your information.

e  Who we share it with,

What kinds of Personal Information we have:

When you applied for TennCare benefits you told us your name, about the people in your household,
where you live, and your income like how much money you make, your taxes, and retirement benefits.
We also receive information from health care plans and providers and federal or other state agencies to
help with your application and to provide you services. We may also get other health facts like:

e A list of the health services and treatments you get,

e Notes or records from your doctor, drug store, hospital, or other health care providers,

e List of the medicine you take now or have taken before,

e Results from x-rays and lab tests, and

e QGenetic information (“genetics” are family traits like hair color or eye color. It can also be

health conditions that you have in common with your blood relatives).

Why we collect your Personal Information:

As the Tennessee Medicaid agency, federal and state laws allow us to collect, keep and use this
information to provide you services. This includes things like:

e Determine your eligibility for our programs,

e Work with our partners to provide you services, and

e Work to improve the services we provide you.

Federal and state laws say we must follow privacy rules to keep your Personal Information private.
Everyone who works with us must also follow these privacy rules.
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How we collect, use, or share your Personal Information:

In order to operate the Medicaid program, we may collect information about you and your household
members from applications for services or from our partners. This may include:
e Federal agencies like Social Security Administration or the Internal Revenue Service.
e State departments like the Tennessee Department of Human Services, the Tennessee Department
of Labor, or the Tennessee Department of Health
e TennCare partners like the Managed Care Organizations and providers.

Our websites may use cookies. These are small pieces of data placed on your hard drive to collect
information you have entered. We use this information to help make our website easier for you to use
and to improve how it works. You do not have to accept cookies from us, but if you choose not to, some
of the functions on our site may not be available to you.

We can only use or share your Personal Information as the law allows us to.

When do we need your permission to share your Personal Information:

Sometimes we will need your permission in writing before we can share your Personal Information.
We will ask you to sign a document giving us your permission if we need to use or share any of the
following information:

e Notes a therapist takes during therapy sessions (they are called psychotherapy notes)

e Personal Information with companies who will use the information to try to get other people’s
business (for marketing purposes); and

e Personal Information with someone else for money.

Can you take back your permission? Yes, you can take back your permission, but you must tell us in
writing. We also cannot take back the Personal Information we have already shared.

When do we NOT need your permission to share your Personal Information:

The privacy rules let us share your Personal Information without asking for your permission to people,
or for purposes, including:

e You. We can help you find and schedule care and send you news about health services.

e Other people involved in your care, like family members or caregivers. You can also ask us not

to share your Personal Information with certain people.

e To show that you have TennCare coverage and to help you get the health care you need.

e To pay your health plan and health care providers.

e To improve the program and services we provide you.
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We can share your Personal Information with people or organizations who work with TennCare, like:
e Health Care providers like doctors, nurses, hospitals, and clinics.
e Your health plan or other companies that have contracts with TennCare.
e People helping with appeals if you file a TennCare appeal. Your appeal may be in person, in
writing or over the phone. Sometimes other people may be with you in your appeal hearing.
e Federal, state, or local government agencies providing or checking on health care.

In some situations, the law also allows us to share your Personal Information with:

e Coroners, funeral homes, or providers who work with services like organ transplants.
Medical researchers. They must keep your Personal Information private.
Public health agencies to update their records for births, deaths, or to track diseases.
The court when the law says we must or when we are ordered to.
The police, or for other legal or investigative reasons. We can report fraud, abuse or neglect.
Other agencies — like for military or veterans’ activities, national security, jails.

We can also share your Personal Information if we take out the information that tells who you are. We
cannot share your Personal Information with just anyone. And even when we do share it, we can
only share the information the person needs to actually do their job. And we cannot share your
genetic information to make decisions about your eligibility for TennCare.

How long do we keep your Personal Information?

TennCare will keep your Personal Information as long as it is needed to allow us to give you services
and run the Medicaid program. We dispose of information as required by state and federal laws and
regulations.

What if you don’t want all of your Personal Information shared?

You must ask in writing if you do not want us to share your Personal Information. You must tell us the
Personal Information you do not want shared and who you do not want us to share it with. For example,
you can ask us not to share Personal Information if:

e You paid for care out of your own pocket and
¢ You asked your doctor not to Share your Personal Information for that care.

There are other times when we will not share your Personal Information if you ask us. We will say OK
if we can, but we might not say OK if you are a minor child or if we’re allowed to share the Personal
Information by law. If we cannot say OK, we will send you a letter that says why. What if you do not
ask us to not share your Personal Information? We may use and share it only as explained in this notice.
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Your Rights about your Personal Information:

When it comes to your health information, you have certain rights. This section tells you about your
rights and some of the ways we can help you.

Get an electronic or ¢ You can ask to see or get a copy of your record and other health
paper copy of your information we have about you. You must ask in writing.
record e We can provide a copy or a summary of your information, usually

within 30 days of your request.
e [fyourrequest is denied, we will tell you why, and tell you what your
rights are.

e You may have to pay money for the cost of copying and mailing your
copies.

e You can ask us in writing to contact you in a different way or a
different place. If writing or talking to you puts you in danger, tell us
through the TN Safe at Home Program using the information below.

Communications Phone Number: 1-615-253-3043
Website: https://sos.tn.gov/SafeAtHome
Email Address: TNSOS.SAFE@TN.Gov
e You can ask us not to send you letters about fundraising.

e You must ask us in writing if you do not want us to share your
Personal Information.
N ¢ You must tell us what Personal Information you do not want shared

AsKk us to limit what o
and who you do not want us to share it with. For example:

o You paid for your care out of your own pocket, and

o You asked your doctor not to share your Personal Information

for that care.

we use or share

e You can ask in writing for a list of who we have shared your
Personal Information with in the six years before the date of your
request. But it will not list the times we have shared information

Get a list of those with when you have given us your permission, or other times when the
whom we’ve shared law says we did not need to get your permission. For example,
information (outside of when we use Personal Information

TennCare) o To help you get or pay for health care, or

o To run our program, or
o To give information to law enforcement if we are required to do
SO
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e You can ask for a paper copy of this Notice at any time, even if

Get a copy of this . . . .
notice Py ! you have agreed to receive the Notice electronically. We will
provide you with a paper copy as soon as possible.
e You can ask us to change Personal Information that is wrong.
Ask us to correct your You must ask in writing and tell us why we need to change it.
record If we cannot make the change, we will send a letter that tells

you why.

TennCare’s Responsibility to you:

TennCare must keep your Personal Information safe. We protect its privacy, security, and
confidentiality. If your Personal Information gets out, we may have to tell you and federal authorities.
We have to tell you:

e If the kind of Personal Information that got out would identify who you are (like your Social
Security Number or your date of birth) or your treatment records, and
e Ifanyone actually used or saw your Personal Information, and

e What we did to lower the risk that your Personal Information was misused.

Communications to you:

In compliance with the federal Telephone Consumer Protection Act, we and/or our partners such as the
health plans or providers, may call or text you, using an automatic telephone dialing system to inform
you of treatment options or other health-related benefits and services. Please tell us about the caller if
you do not want to be contacted by phone. You may also call 1-888-382-1222 or your health plan to
add your phone number to the Do Not Call list.

Requests — Ask us in writing:

Your requests must be in writing. Be sure you tell us what you are asking us to do. Write your name,
date of birth and TennCare ID number or the last four digits of your Social Security Number on your
letter. Send your letter to:

Division of TennCare
Attention: Privacy Office
310 Great Circle Road
Nashville, TN 37243

Keep a copy of the letter for your records. Do you have questions? Do you need help making your
request? Call TennCare Connect for free at 1-855-259-0701.
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Changes to this Notice:

TennCare’s policies and procedures may change without notice. We will use the policies and procedures
we have in place when you make your request.

Federal privacy rules and TennCare privacy practices may also change. If important changes are made,
we or your health plan may send you these changes in writing. We have the right to make the changes to
all the health facts we have or only to new health facts we get.

This notice was updated in October 2023 and applies to all health facts we have. If you need a new copy
or want to check for changes, go to http://www.tn.gov/tenncare/. The latest version of this notice is
found under “Notice of Privacy Practices.”

Questions or Complaints:

We do not allow unfair treatment in TennCare. No one is treated in a different way because of race,
color, birthplace, language, sex, age, or disability. You will not be punished if you complain or ask for
help.

Do you have questions? Do you think your privacy rights have been violated? Do you think you have
been treated unfairly? You can call TennCare Connect at 1-855-259-0701 for free. Or you can write
or call to:

Division of TennCare U.S. Dept. of Health and Human Services
Attention: Privacy Office Office of Civil Rights

310 Great Circle Road 200 Independence Avenue, S.W.
Nashville, TN 37243 Washington, D.C. 20201

Phone: 1-800-368-1019

Email: Privacy. TennCare@tn.gov Website: www.hhs.gov/ocr/complaints/index.html
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Do you need free help with this document?

If you speak a language other than English, help in your language is
available for free. This page tells you how to get help in a language other
than English.

Spanish: Espaiiol
ATENCION: si habla espafiol, tiene a su disposicion servicios gratuitos de asistencia lingiiistica.
Llame al 855-259-0701 (TTY: 800-848-0298).

Kurdish: BT
Ao gy Al A 5 5l ) 5 (Ola ) (el (Sl ) e A (CuSen ddd (50 ) S (e A ASad 1 )INRG
A TTY (800-848-0298) 855-259-0701

-

Arabic: 4 )
0701-259-855 & 52 Jusil . fimally &l 55 2y salll e Lusal) o (8 calll Q3 aaati cu 1) 1ids pale
.(0298-848-800: Al 5 aaall Caila 28))
Chinese: FKrehx
AR MBRRERAREDX, EAUAKEEBESEMRE. FFEHE 855-259-0701
(TTY 800-848-0298) .
Vietnamese: Tiéng Viét

CHU Y: Néu ban néi Tiéng Viét, c6 cac dich vu hd tro ngon ngir mién phi danh cho ban. Goi )
855-259-0701 (TTY: 800-848-0298).

Korean: ot 0]
F=Of: ot=0{& ArE5tAl= 8%, 210] X|& MH[x % FERZ 0|85 & AL
855-259-0701 (TTY: 800-848-0298)H O 2 H 3|l FTAMA|L.

French: Frangais

ATTENTION : Si vous parlez francais, des services d'aide linguistique vous sont proposés
gratuitement. Appelez le 855-259-0701 (ATS: 800-848-0298).

Ambharic: AMCT
MAFOA; PTTIGT 22 ATICE NPT OFCFID ACSF ECEHTT NI1R ALIHPT
+HIE+PA: ML MN+AD ML LLMA 855-259-0701 (APNTF A+ATFO-: 800-848-
0298).

Gujarati: Ul

JUeLL: ) dN Ul sllddl €, dl [o1:21c5 GINL AsIA Al dHIRL M2 Gudoy 8. §lo 52
855-259-0701 (TTY: 800-848-0298).
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Laotian: WIIFIDIO0
tU0g90: 1159 BIVESIWIZT 990, NIWOSMVFoBCTBCIVWITY, LoedcIye, civdenluiuw. tus 855-259-

0701 (TTY: 800-848-0298).

German: Deutsch

ACHTUNG: Wenn Sie Deutsch sprechen, stehen Ihnen kostenlos sprachliche Hilfsdienstleistungen
zur Verfugung. Rufnummer: 855-259-0701 (TTY: 800-848-0298).

Tagalog: Tagalog
PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng mga serbisyo ng tulong sa
wika nang walang bayad. Tumawag sa 855-259-0701 (TTY: 800-848-0298).

Hindi: f&dt
o[ < gfg 3y fEt Sicd § af 31U foe gud & HINT JeTadT 9aTd SUas 81 855-259-0701 (TTY:
800-848-0298) TR Hid Hx |

Serbo-Croatian: Srpsko-hrvatski
OBAVJESTENJE: Ako govorite srpsko-hrvatski, usluge jezitke pomoci dostupne su vam
besplatno. Nazovite 855-259-0701 (TTY- Telefon za osobe sa ostec¢enim govorom ili sluhom:
800-848-0298).

Russian: Pycckui

BHUMAHUE: Ecnu Bbl roBOpUTE HA PYCCKOM A3blKe, TO BamM AOCTYMHbI 6ecnnaTHble ycayru nepesoaa.
3soHuTe 855-259-0701 (tenertain: 800-848-0298).

Nepali: SLIGI
& fCIg qUISd AUTel Siedg-d HA dUTsd! FATRT HTHT TRl Ja6 (:Y[ed wuH] SUas S |
B e 855-259-0701 (ffears: 800-848-0298) |

Persian: gL
Ll (e pal ) Lad ) O8G)) @sear (L) Gl S e S8 )l gl 40 S e
S lai 855-259-0701 (TTY: 800-848-0298)
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