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WELLCARE CUSTOMER SERVICE
GUIDE TO ACCESSING OUR SERVICES

path to the answers you need.

SERVICE

Visit our Web site at
www.wellcare.com

Call the automated interactive voice response
(IVR) telephone system. This toll-free number can

be found at the top of your Quick Reference Guide.

Speak with a Customer Service representative by
calling the toll-free number listed at the top of
your Quick Reference Guide.

If you still need assistance, contact your local
Provider Relations representative.

WellCare's J.D. Power and Associates-recognized* Customer Service Department is here to
assist you. We are constantly working to enhance our services and we welcome your feedback.
Please participate in the Customer Service surveys offered when you call the Provider Service
Center. Your opinion and comments help us to improve our service delivery.

Please reference the chart below. Following these four steps will provide you with the quickest

OPTIONS

Once you become a registered user on wellcare.com,
you can verify eligibility, check claims status and
receive updates on authorization requests. If you
still have questions, you can submit an e-mail form
under the “Contact Us” option.

Note that members can also use the Web site
to get answers to many questions. They may submit
an e-mail question and request an address change,
or print a temporary copy of their ID card.

Use the IVR system to check the status of authoriza-
tions and claims or verify eligibility. You can also
obtain a list of participating providers or pharmacies.

Call the Provider Service Center and speak with a
representative if you are unable to find answers on
the Web or through the IVR system.

Your Provider Relations representative should be
your first line of contact for help with topics and
activities including, but not limited to:

e Contract questions

» Credentialing/configuration questions

o Persistent claims/authorization issues

» Demographic changes

» To propose partnership activities (i.e., marketing)

*For certification status, a call center must perform within the top 20 percent of customer service scores, which are based on benchmarks established in J.D. Power and Associates’ cross-industry customer satisfaction research. As part of its
evaluation, J.D. Power and Associates conducted a random survey of WellCare Health Plans, Inc. customers who recently contacted its call centers. For J.D. Power and Associates Certified Call Center Program®™ information, visit

www jdpower.com.
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