
Magellan of Virginia:  Member Orientation 
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1. Welcome and introductions 

2. Overview of Magellan of Virginia 

3. Magellan of Virginia website 

4. Member Handbook overview 

5. Member Rights and Responsibilities 

6. Advance Directives 

7. Other member materials (Member Rights and 
Responsibilities, Virginia Fast Facts) 

8. Questions and answers 

Agenda 
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About Magellan of Virginia 

• Magellan of Virginia (Magellan) is part of one of the 
country’s leading behavioral health companies. 
“Behavioral health” means mental health or substance 
abuse services. “Substance” means drugs or alcohol. 

• In Virginia, Magellan works with the Department of 
Medical Assistance Services. Together, we manage 
behavioral health services for members of the 
Medicaid program. (We refer to you as a member if 
you are enrolled with Medicaid or FAMIS.) 

• Magellan has been helping people with mental health 
and substance abuse disorder problems for many 
years. Magellan will help you manage your benefits. 
Magellan does not provide direct care to you. We can 
help arrange your care. This makes it easier for you to 
get help for mental health and drug or alcohol 
problems. 
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Housekeeping 

• Please turn cell phones off or set to vibrate.  

• Take care of your needs. 

• There will be a time for questions and answers at the end of the 
presentation, but if you have questions as we go along, please raise your 
hand and we will answer your question. 

• There are other materials available to help you. You can ask for these 
materials at the end of the presentation. 
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We Are Here To Help You 
Our goal is to make behavioral health services easier to get for: 

• Children and teens. 

• Adults. 

• Families. 

We will help you: 

• Learn about and get the Medicaid or FAMIS covered behavioral health 
services you need. 

• Find a provider. 

• Get answers to your questions. 

• Get a referral for care. 
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If You Have Problems… 

We can help you: 

• Solve the problems. 

• Make a complaint. 

• Get a review of a decision made about your complaint or problem. 
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How Do I Get Help? 

• You can call us toll-free (at no cost) any time. Call 1-800-424-4046.  

• If you are deaf or have trouble hearing, please call our TDD line. It is 1-800-
424-4048. Or call the TTY relay service at 711. 

• Magellan’s member services staff will help you learn about the services you 
may get. We have staff members who speak many languages. We also have 
translators to work with you. We have information in Spanish. We are also 
available to read this information to you if you need help. 
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Magellan of Virginia website 

• Our website is: 
www.MagellanofVirginia.com 

 

• There is a lot of information on 
our website. 

 

• A special area “For Members” 
can help you find a provider, 
prepare for your appointments, 
and provides other information 
about getting care. 

 

http://www.magellanofvirginia.com/
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Member Handbook 

• You will receive a Member 
Handbook in the mail. 

• You can also download the 
Member Handbook at 
www.MagellanofVirginia.com in 
the For Members section. 

• The handbook provides 
information about many topics 
and is meant to help you 
understand available services, your 
rights and responsibilities, what to 
do in an emergency, and other 
important information. 

Member Handbook Table of 
Contents Overview 

• Welcome to Magellan of Virginia 

• Emergencies 

• About Providers 

• About Your Services 

• Available Services 

• Privacy 

• Member Rights and Responsibilities 

• Complaints and Appeals 

• Recovery, Resiliency, Wellness and 
Peer Support 

• Fraud, Waste, Abuse and 
Overpayments 

• Other Helpful Resources 

• Definitions 

http://www.magellanofvirginia.com/


10 

Member Rights and Responsibilities:  
What You Need to Know 

• Your rights are important. Providers must explain your rights at your first 
visit. 

• We will review your rights and responsibilities now.  Please look at the 
Member Rights and Responsibilities handout. 

 
First:   Member Rights 
Second:   Member Responsibilities 
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• The Commonwealth of Virginia allows you to make an “advance 
directive” for mental health decision-making. An advance directive 
is a legal form. It talks about how you want to be treated if you are 
not able to speak for yourself. You complete the form ahead of 
time. 

• Providers look at this form if you are too sick to decide about your 
care. 

• You can use an advance directive to: 

– Name a friend or family member who can make mental health 
care decisions for you. They can do this if you are not able to 
make decisions for yourself AND 

– Tell a doctor, hospital or judge what types of treatment you 
want or do not want. 

 

Advance Directives 
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• Some health care groups have sample advance directive forms you can 
complete and sign. You can get more information and sample forms from the 

National Resource Center on Psychiatric Advance Directives. Go to 
http://www.nrc-pad.org/. 

 

• You may also find information about advance directives in Virginia at 
www.virginiaadvancedirectives.org. 

  

• You can store your advance directive at the Virginia Department of  

Health Advance Health Care Directive Registry. Go to 
https://www.virginiaregistry.org/.  

More About Advance Directives 
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http://www.nrc-pad.org/
http://www.virginiaadvancedirectives.org/
https://www.virginiaregistry.org/
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Complaints  

• If you are not happy with the service you are getting, try to talk with your provider 
to solve the problem first.  

• If that does not work, you may make a complaint or voice your concern. A 
complaint is also called a grievance. The way we handle your complaint is called our 
“grievance process.” You will hear the words “filing a grievance.” This is what we call 
it when you make a complaint or voice your concern. 

• Reasons for complaints or grievances can include: 

– You are unhappy with the quality of care or services. 

– You believe a provider did not respect your rights. 

– You believe a provider has been rude. 

– A provider has abused or mistreated you. 

– You have been put in a dangerous treatment setting.   
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Complaints  

• You can call us about a complaint or grievance. Or you can tell us in writing. You can 
also contact us through our website, www.MagellanofVirginia.com. 

• Call to make a complaint. 

– Call Magellan at 1-800-424-4046. If you are deaf or have trouble hearing, 
please call our TDD line. It is 1-800-424-4048. Or, call the TTY relay service at 
711. 

– We should be able to help you solve your problem on the telephone most of 
the time. You may also send your complaint in writing. 

• Make a written complaint. 

– Please write to: 

 Magellan Health Services  

 Attention – Grievances 

 11013 W. Broad Street 

 Glen Allen, VA 23060   

 

http://www.magellanofvirginia.com/
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What is a “Reconsideration”? 

• A reconsideration is an informal request. This is what it is called when you 
ask  Magellan to “take another look” at a decision made about your 
behavioral health services. You have the right to ask Magellan for a 
reconsideration. But you may skip this step and make an appeal directly to 
the Department of Medical Assistance Services.  If you choose to ask for a 
reconsideration, it will not affect your right to appeal. You must request a 
reconsideration in writing. It must be within 30 days of when you received 
the notice of denial.  

• Send your request to: 
Magellan Health Services  

Attention – Reconsideration 

11013 W. Broad Street 

Glen Allen, VA 23060   
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What Is An Appeal? 

• An appeal is a formal request. When you make an appeal, you are asking 
someone  at DMAS to review a decision Magellan made about your 
behavioral health services. Appeal Request Forms are available online at 
http://dmasva.dmas.virginia.gov (under Client Services). Send the Appeal 
Request Form to: 

 
Appeals Division 

Department of Medical Assistance Services 

600 E. Broad Street 

Richmond, Virginia 23219 

Telephone: 804-371-8488 

Fax: 804-371-8491 

 

http://dmasva.dmas.virginia.gov/
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Requirements for Filing an Appeal 

• Your provider or other involved person may file an appeal for you. 

• You must file the appeal within 30 days of the date on the notice of denial.  
You can do this in person or in writing.  Or your provider or another 
involved person can do this for you. 

• You may present evidence or other information related to your appeal.  

• You may review any documents Magellan may have related to your appeal.  
Or your provider  or other involved person can do this for you. 

You will receive a written decision on your appeal within 14 days. 

Ask for a speedy appeal if taking the time for a standard appeal could 
seriously harm you. 
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Other Documents for Members 

• The Passport to Care is a 10-page “how-to” support guide for members, 
families, and peer supporters to work with medical and behavioral health 
providers and talk about steps to take to be healthy. It helps teach 
members and families about the importance of health care check-ups, 
talking to providers about medications, side effects, and other aspects of 
their wellness plan. 

• Fast Facts: About Your Medicaid Behavioral Health Program is a single-page, 
double-sided information sheet that highlights: 

– What Magellan of Virginia does  

– How to get help 

– Getting help in an emergency 

– Cost of services 

– How to contact Magellan  
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Magellan has a growing library of health education materials in English and 
Spanish designed to help members better understand mental health and 
medical conditions. We work to create new, useful health education 
materials on an ongoing basis. Some of the health education materials are: 

» Cholesterol and Lifestyle 

» Managing Your Weight with Healthy Eating 

» Learning to Relax 

» Losing Weight Safely 

» Smoking Cessation Basics 

» How Your Thoughts Impact Your Emotions 

» Living With Diabetes 

» Understanding the Mind-Body Connection 

Health Education  
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Your Wellness and Recovery 

You can live well and still have mental health challenges. Taking care of 
yourself involves good lifestyle habits. These include:  

• Eating the right foods. 

• Getting regular exercise.  

• Getting a good night’s rest.   

Good lifestyle habits will help you live well.  

• Living with day-to-day challenges in life includes: 
– Building your skills to bounce back even when you are feeling stress. 

– Having healthy relationships. 
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What is Recovery? 

Recovery means getting better. Your recovery may not be like someone 
else’s. There are many roads to recovery. Each person has his or her own 
path. Some things apply to everyone:  

• Positive changes are possible.  

• Recovery builds on your strengths and coping skills. 

• Coping skills improve during recovery. 

• Recovery includes having choices about your services and supports. This helps you 
gain control over your life. Your recovery plan is something you develop for yourself. 
Your provider, a peer, a friend or family member can help you develop it. It includes 
goals built on your needs, preferences and experiences.   
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More About Recovery 

• Another important part of recovery is respect for your rights. You should 
not be treated unfairly.  

 

• Recovery involves accepting and believing in yourself. Take responsibility for 
your own recovery. Get help from others who are living well with their own 
mental health challenges. This is called mutual support. Or peer support. It 
means helping each other. You will hear more about peer support later.  

 

• Having hope is important for recovery. You need to believe your life will get 
better. And you will have a better future. Hope comes from you. Your 
family, friends and providers can give you a sense of hope, too. 
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• Resiliency is the ability to bounce back and adapt. Even if you feel stress. 
Building resiliency includes learning new skills. This helps you feel more 
confident. It gives you a sense of hope. Resiliency means you are able to 
grow. You learn new ways to face challenges. This helps you move into the 
future. 

 

What is Resiliency? 

23 
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How Can I Become More Resilient? 

• People have different roads to recovery. They have many ways to learn to 
bounce back. Be aware of when you have bad feelings about yourself or 
your situation. Then you can figure out how to stop letting these feelings 
affect you.  

 

• Spirituality also helps people become more resilient. You must have hope in 
your life from yourself and from others.  

 

• Meaning and purpose in life are important for everyone. Find ways to do 
healthy and enjoyable things. This may mean working or volunteering. Or 
learning new things. Or doing something creative. Or it may mean helping 
others get better. Some people discover that helping others helps them. 
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What Does It Mean To Be Well? 

Our health includes mental and physical health. It also includes other 
areas of our lives, such as: 

• Having your own money to do things you like. 

• Being able to do creative things like paint, play music and work in a garden. 

• Having healthy relationships. 

• Having choices. 

• Wellness also includes helping others. Helping other people on the road to 
recovery and wellness helps you. This is called the “helper’s principle.” We 
get better by supporting others to get better.  
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What Is Peer Support? 

• Peer support is when people who have experiences like yours help you. 
They share their experiences of living with mental health and/or substance 
abuse issues. Peer support comes from people who want to help you 
recover and be well. This can mean helping you build a circle of support you 
can count on. Getting peer support helps people living with mental health 
issues and physical health problems. It helps them live better, healthier 
lives in the community.   

• Family members and parents who have had similar experiences also give 
peer support. They may be trained to help other families and parents. 
Family members who live with individuals who have mental health issues 
sometimes need to talk with someone who understands them. Family and 
parent peer support can help people who have a child living with mental 
health issues.   
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Peer support may be provided through: 

• A self-help group. 

• A peer-run organization. 

• A family/parent-run organization. 

• Your mental health provider.   

 

How Can I Get Peer Support? 
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How Can I Learn More About Recovery, 
Resiliency, Wellness, and Peer Support? 

• A good way to learn is to connect with people who offer peer support. You 
also can: 

– Ask your mental health provider for more information.  

– Use the Internet to search for the information you want.  

– Call Magellan at 1-800-424-4046. 
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Call us any time at 1-800-424-4046 with questions or for help getting an 
appointment.  If you are enrolled in an MCO, we can refer you to your 
MCO for necessary services.  If you are deaf or have trouble hearing, call 
our TDD/TTY number at 1-800-424-4048. 

 

Cost of services 

• Some Medicaid members age 21 and older may have to help pay 
for the cost of services they get. This is a small amount. It is called 
a “copayment.” 

• There is also a co-pay for your medications. Your provider can call 
Magellan to find out if you need to make a copayment.   

• Or visit us at www.MagellanofVirginia.com.   

We Are Here To Help 
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http://www.magellanofvirginia.com/


Questions and Answers 
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Upcoming Face-to-Face Member Orientation 
Sessions  
• Winchester: Friday, Nov. 8 
1 – 3 p.m. 
Northwestern CSB* Board Room 
Northwestern Community Services 
209 W. Criser Rd., Suite 300 
Front Royal, VA  22630 

•  Charlottesville: Saturday, Nov. 9 
10 a.m. - noon 
Charlottesville Friends Meeting House 
1104 Forest St., Charlottesville, VA 22903 
 
•  Richmond: Tuesday, Nov. 12 
2 – 4 p.m. 
Tuckahoe Library 
1901 Starling Drive, Henrico, VA 23229-4564 
 
Second session: 
6 – 8 p.m. 
Friends 4 Recovery 
7420 Whitepine Rd., N. Chesterfield, VA  23237 (This session 

will be videotaped)  
 
• Norfolk: Wednesday, Nov. 13 
1 – 3 p.m. 
Norfolk Community Services Board 
Roland Park 
6411 Tidewater Drive, Norfolk 23509 
 

• Hampton: Wednesday, Nov. 13 
6 – 8 p.m. 
Hampton-Newport News CSB 
Building 300 
Large Training Room, 1st floor  
(Behind the reception desk) 
300 Medical Drive, Hampton, VA 23666 
  
• Eastern Shore: Thursday, Nov. 14 
10 a.m. – noon 
Eastern Shore CSB Vocational Center 
3462 Main Street, Exmore, VA  23350 
 
• Fairfax: Friday, Nov. 15 
10 a.m. – noon 
Fairfax-Falls Church CSB 
Pennino Building, 206A (2nd floor) 
12011 Government Center Pkwy, Suite 836 
Fairfax, VA 22035 
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Upcoming Face-to-Face Member Orientation 
Sessions 

• Martinsville: Monday, Nov. 25 
10 a.m. - noon 
We Care  
509 E Church St  Martinsville, VA 24112 
 
Second session: 
1 – 3 p.m. 
We Care  
509 E. Church St., Martinsville, VA 24112 
 
• Roanoke: Tuesday, Nov. 26 
1 – 3 p.m. 
Williamson Road Library 
3837 Williamson Rd 
Roanoke, VA  24012 

  

• Arlington: Coming in December 

Details to be determined 
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Contact Us 

• You can call us toll-free (no cost) any 
time. Call 1-800-424-4046.  

• If you are deaf or have trouble hearing, 
please call our TDD/TTY line. Call 1-800-
424-4048. 

• Visit our website at 
www.MagellanofVirginia.com 

•  We are here to help you. 

http://www.magellanofvirginia.com/
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