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Keeping you 
healthy is  
our top priority
Soon some members will be getting 
the 2022 satisfaction survey in the 
mail. You may also be able to take the 
survey over the phone. If you get a 
satisfaction survey, please take a 
moment to tell Keystone First how we 
are doing. The survey takes less than 
20 minutes.

Find information about your prescription benefits online
Visit Keystone First’s website for information about:

• How your prescription benefits work.   

• Keystone First’s preferred drug resources, 
including the Pennsylvania Statewide Preferred 
Drug List (PDL) and the Keystone First Supplemental 
Formulary. A drug formulary, also called a PDL, is a list 
of medicines covered by Keystone First. Some medicines 
are covered as a part of the Pennsylvania Statewide PDL, 
and some medicines are covered under the Keystone First 
Supplemental Formulary.

• How we let you know about formulary changes.

• Limits and exceptions. 

• Prior authorization. 

• Generic substitution and step therapy. 

Talk with your doctor or pharmacist if you have questions about  
your medicines. You can also call Keystone First Member Services at  
1-800-521-6860 (TTY 1-800-684-5505).

For the most up-to-date formulary list, visit www.keystonefirstpa.com.  
You can also call Member Services at 1-800-521-6860 (TTY 1-800-684-5505).

If you would like more information but do not have access to the internet,  
please call Member Services at 1-800-521-6860 (TTY 1-800-684-5505).
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We have special  
programs for you
Keystone First has special programs to help you stay healthy. 
These programs are provided to you at no cost. You do not 
need a referral from your doctor to join. If you have one of 
the health care conditions listed here, you may be able to 
participate in one of our special programs.

• Asthma. 

• Chronic obstructive pulmonary disease (COPD).

• Diabetes. 

• Heart disease. 

• Hemophilia. 

• HIV/AIDS. 

• Sickle cell anemia. 

To join one of these programs, you, your caregiver, or your 
PCP can call us at 1-800-573-4100 (TTY 711).

When you call, let us know if you have multiple health issues. 
You may need complex care management. A health care 
provider, a discharge planner, or a care manager can also  
call Keystone First about care management for you.

These programs are interactive, which means we work  
with you directly. Call Keystone First Care Management  
at 1-800-573-4100 (TTY 711) or go to  
www.keystonefirstpa.com to learn more about:

• Who is eligible to participate. 

• How to use program services. 

• How to join or leave the program.
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What to do if you …
… Need health care services 
Call your primary care provider (PCP) for an 
appointment. Your PCP is the first person to call with 
any questions about your health. If you have a special 
health problem, your PCP may send you to a specialist. 
A specialist is a doctor trained to treat certain health 
problems. You have the right to ask for a second 
opinion if you are not sure about any medical 
treatment, service, or non-emergency surgery that is 
suggested for you. A second opinion may give you more 
information that can help you make important 
decisions about your treatment. A second opinion is 
available to you at no cost other than a copay.

… Need special services 
Sometimes members have special medical conditions. 
Keystone First can help with dental or eye care; get you 
in touch with community organizations and behavioral 
health insurance companies that can help you; and help 
you find social service agencies that can work with you.

… Need care after hours or when your 
doctor’s office is closed 
If you need care when your doctor is not available  
and it is not an emergency, call the Nurse Call Line  
at 1-866-431-1514 (TTY 711), visit an urgent care 
center, or leave a message for your doctor to call  
you back. If it is an emergency, call 911 or go to the 
nearest emergency room. 

… Need help finding a doctor 
Check our online provider directory to find a doctor 
close to your home. If a Keystone First doctor in our 
specialist network cannot provide a medically 
necessary, covered service, we will approve for you to 
see a doctor out of the Keystone First network. 

… Get a bill from a health care provider 
As a Keystone First member, you don’t have to pay for 
medically necessary covered services.* 

…Want to voice a dissatisfaction
If you have questions or concerns about your Keystone 
First benefits or services, please call Member Services. 

… Want to file a complaint or grievance,  
or request a fair hearing 
We can help you with a complaint, grievance, or fair 
hearing. Call Member Services or follow the directions 
in your Member Handbook. 

Need more information and don’t have access to the 
internet or a Member Handbook? Call Member Services 
at 1-800-521-6860 (TTY 1-800-684-5505).

*There may be times when you will have to pay a copayment.
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Quality care for our members
At Keystone First our mission is to help people get care, stay well, and build healthy communities.

Our Quality team supports this mission by monitoring the health care and services you and your family get.

Here are some other ways the Quality team helps our members:

• Reaches out to help you get needed care and  
health education.

• Creates programs to serve members with  
special health care needs. 

• Surveys members and providers and uses  
the answers to improve our services.

• Reviews the quality of care and services given  
by our providers like medical, dental, vision,  
and pharmacy.

To view our 2021 Quality Improvement (QI) program accomplishments and goals for 2022, please visit  
www.keystonefirstpa.com > Members > Getting care > Quality Improvement (QI) Program.  
If you would like more information but do not have access to the internet, please call Member Services  
at 1-800-521-6860 (TTY 1-800-684-5505).

https://www.keystonefirstpa.com/member/eng/getting-care/qi.aspx
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The information you need is just a click away! 
Information on benefits, how to get care, doctors, non-covered 
services, complaints, grievances, fair hearings, and more
Visit www.keystonefirstpa.com for a copy of the most 
current Member Handbook and for information about 
your health care as a Keystone First member. You can 
find information on: 

• Your doctor/PCP. 

 – How to choose or change a doctor. 

• The online provider directory. Here is some 
information you can find about providers in our 
network: 

 – Name.

 – Address.

 – Phone number.

 – Specialty. 

 – Board certification status.

 – Languages spoken by the doctor.

 – Office locations.

 – If the doctor is accepting new patients. 

To find more information about providers, such as 
medical school training and where they did their 
residency training, call Member Services at  
1-800-521-6860 (TTY 1-800-684-5505). If you  
do not have access to the internet, please call  
Member Services for a paper copy of the listing.  

• Your ID card. 

• Referrals from your PCP or self-referrals —  
steps to get care. 

• How to get care from specialists, hospitals,  
or behavioral health. 

• What to do if you get a bill or statement.

• Information in other languages or formats. 

• How we pay attention to your care — our 
dedication to quality care for our members. 

• Questions about your medicines. 

• How to get help if you have special needs. 

• It pays to stay healthy — comparing the cost  
of health care. 

• How to get prior authorizations — steps  
needed to get care or medicine. 

• View your benefits.

• Benefit limits, including restrictions for services 
received outside of Keystone First’s service area, 
and services that are not covered.* 

• Complaints, grievances, and fair hearings. 

• Copayment schedule. 

• Summary notice of privacy practices. 

• For women — information on services specifically 
for women. 

• How to get care in an emergency, after normal 
business hours, or outside the health plan’s 
coverage area. 

• How the health plan evaluates new technology.  

If you would like more information but do not have 
access to the internet, please call Member Services  
at 1-800-521-6860 (TTY 1-800-684-5505).

*If you have met the limit of a covered benefit,  
please call Member Services at 1-800-521-6860  
(TTY 1-800-684-5505) for information about continuing 
care and resources available to you.
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Need information in  
other languages? 
Keystone First is committed to serving all of  
our members. Please call Member Services at  
1-800-521-6860 (TTY 1-800-684-5505) if you  
need information in a language other than English.  
We can help with:

• Information about your Keystone First  
services and benefits.

• Any other Keystone First information we  
have sent you. 

We have associates who speak Spanish available to 
help you. We also use interpreters for any other 
language you may need. Our written materials are 
available in many languages and formats. If you need 
these materials in a different language or format, you 
can call and request that the materials be translated in 
the language you read at no cost to you.

As our member, you have many rights and responsibilities 
Keystone First is committed to treating our members with respect and dignity. Our plan and its network of doctors 
and other providers of services do not discriminate against members based on race, sex, religion, national origin, 
disability, age, sexual orientation, or any other basis prohibited by law.

For the full list of member rights and responsibilities, please visit www.keystonefirstpa.com. If you do not have 
access to the internet, please call Member Services at 1-800-521-6860 (TTY 1-800-684-5505).

Our commitment to you
At Keystone First, we work with you and your PCP to  
make sure your benefits are used in the right and most 
cost-effective way. We make decisions based on the 
appropriateness of care and services and existence of 
coverage. We also do not give rewards or financial incentives 
to our staff who make decisions or to providers or anyone 
else for denying, limiting, or delaying health care coverage  
or services. Financial incentives for Utilization Management 
decision makers do not encourage decisions that result in 
underutilization. 

Please call Member Services at 1-800-521-6860  
(TTY 1-800-684-5505) to learn more. We can provide 
language assistance if needed at no cost to you.
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Outgrowing your pediatrician? Choose the right PCP. 
You may be entering adulthood and responsible for your own health now. An important step to staying healthy is to 
pick a PCP that is right for you as you become an adult. Most pediatricians will see you until you reach age 21. It is 
important to talk with your pediatrician about choosing a new PCP. Also, make sure to ask your pediatrician for your 
medical records. Bring your medical records with you to your first visit with your new PCP. This will help your new 
PCP know your health history. 

Need help finding a new PCP? Call Member Services at 1-800-521-6860 (TTY 1-800-684-5505).
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Mental Illness and Abuse
When someone is being abused, they can feel helpless, 
nervous, or very sad. Even after the abuse stops it can 
take a long time to feel better. Memories of being 
abused can make it hard to feel good again. Sometimes, 
being abused can cause a mental illness. A mental illness 
is a disorder that affects mood, thinking, and behavior.

Some examples are:

• Depression

• Anxiety

• Post-Traumatic Stress Disorder (PTSD)

• Eating disorders 

Abuse can also make a mental illness worse. People who 
are abusive can do things that make it hard to manage a 
mental illness.

Things like:

• Hiding or stealing medication

• Cancelling doctor appointments

• Denying the mental illness exists

• Blaming abuse on the mental illness

If you have a mental illness and someone does these 
things it is not okay. No one should make you feel bad 
about your mental illness or keep you from getting help. 
Mental illness is a common issue for many people. Most 
forms of mental illness are able to be treated. 

A doctor can help find medication that will help. It can 
also help to talk to a counselor who understands abuse 
and mental illness. Talking about the feelings and 
memories about abuse can make it easier to manage a 
mental illness. 

Resources 
The National Alliance on Mental Illness: https://www.nami.org

The Pennsylvania Department of Human Services (mental 
health services): https://www.dhs.pa.gov/Services/Mental-
Health-In-PA/Pages/default.aspx
The National Domestic Violence Hotline: 800 799 7233
The Pennsylvania Coalition Against Domestic Violence:  
www.pcadv.org

This article is brought to you by the Department of  
Human Services.

https://www.dhs.pa.gov/Services/Mental-Health-In-PA/Pages/default.aspx
https://www.dhs.pa.gov/Services/Mental-Health-In-PA/Pages/default.aspx


Keystone First complies with applicable Federal civil rights laws and does not discriminate on the basis of 
race, color, national origin, age, disability, creed, religious affiliation, ancestry, sex gender, gender identity or 
expression, or sexual orientation. 

Keystone First 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.

Keystone First provides free 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)

Keystone First 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, contact Keystone First at 1-800-521-6860  (TTY 1-800-684-5505).

If you believe that Keystone First has failed to provide these services or discriminated in another way on the 
basis of race, color, national origin, age, disability, creed, religious affiliation, ancestry, sex gender, gender 
identity or expression, or sexual orientation, you can file a complaint with: 

Keystone First,  
Member Complaints Department,  
Attention: Member Advocate, 
200 Stevens Drive 
Philadelphia, PA 19113-1570 
Phone: 1-800-521-6860, TTY 1-800-684-5505,  
Fax: 215-937-5367, or  
Email: PAmemberappeals@amerihealthcaritas.com

The Bureau of Equal Opportunity, 
Room 223, Health and Welfare Building, 
P.O. Box 2675, 
Harrisburg, PA 17105-2675, 
Phone: (717) 787-1127, TTY/PA Relay 711, 
Fax: (717) 772-4366, or  
Email: RA-PWBEOAO@pa.gov

You can file a complaint in person or by mail, fax, or email. If you need help filing a complaint,  
Keystone First and the Bureau of Equal Opportunity are available to help you. 

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,  
Office for Civil Rights electronically through the Office for Civil Rights Complaint Portal, available  
at https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at: 

U.S. Department of Health and Human Services, 
200 Independence Avenue S.W., 
Room 509F, HHH Building, 
Washington, DC 20201, 
1-800-368-1019, 800-537-7697 (TDD).

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.

Nondiscrimination Notice
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ATTENTION: If you speak English, language assistance services,  
free of charge, are available to you.

Nondiscrimination Notice
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