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Primary Care Case Management Program 
Member Quick Guide  

Welcome to North Dakota Medicaid’s Primary 
Care Case Management Program. 

This program helps Medicaid members and 
health care providers work together to manage a 
member’s total health care. 

As a program participant, you must select a 
primary care provider, also known as a PCP, who 
will provide most of your health care services to 
keep you well. Your PCP may refer you to another 
doctor or provider for services your PCP does not 
provide.

If you have questions about the program, contact 
your local human service zone office.

Information about covered services 
and referral requirements can be 
found in the General Information for 
Providers Manual at:
www.hhs.nd.gov/sites/www/files/
documents/general-information-
medicaid-provider-manual.pdf

Getting enrolled 
Who must choose a primary care provider? 
• Infants, children and young adults to age 

19, their parents and pregnant women on 
Medicaid as well as individuals ages 19 and 
20 on Medicaid Expansion.

Translation Services 
Verbal and written translation services are 
available free-of-charge at clinics, hospitals, your 
PCP’s office or at a human service zone office. 
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Choosing a primary care provider
You are responsible to choose a PCP for each qualifying member in your home. If you do not choose 
one, ND Medicaid will assign one to you and others in your home.

A PCP may be a physician, advanced practice nurse practitioner with the roles of nurse practitioner or 
certified nurse midwife or a certified physician assistant with one of the following specialties:

• Family practice / general practice
• Internal medicine
• Pediatrics
• Obstetrics/gynecology 
• Adult health 

Your PCP can also be a rural health clinic, federally-qualified health center or an Indian Health Services/
Tribal 638 clinic.

Choose a PCP who works in your area. If a PCP is not available in your area, you should select one that is 
as close as possible to where you live. 

If you need help choosing a PCP, you can find a list at your local human service zone office or online at 
www.hhs.nd.gov/medicaid-provider-information/primary-care-case-management-program

You should see your PCP for all of your health care needs. If your PCP is not available or if you cannot 
wait until he or she is available, you may see a different PCP in the SAME clinic or facility without a 
referral. They must specialize in family/general practice, internal medicine, pediatrics, adult health or 
obstetrics/gynecology. They can also give you referrals for specialty services, if needed, when your PCP is 
not available.
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Changing your 
primary care 
provider 
You can request a change to your PCP at any time 
either verbally or in writing to your local human 
service zone office. 

Valid PCP changes are effective the day the request 
is received. 

IMPORTANT: 
If you see someone other than your current PCP 
for health care services, you will be required to 
pay the bill.  

Hospital and ER providers cannot make referrals. 
Follow-up care after hospitalization and ER visits 
require a referral from the PCP.   

Referrals  
In-state referrals 

If you need specialty services, your PCP will refer 
you to see another doctor or health care provider.  

Before you receive specialty services, you 
MUST get a referral from your PCP. Your PCP’s 
office may also be able to help you make an 
appointment with the specialist. 

Emergency medical services do not require a 
referral from your PCP. 

Emergency care is covered if it is for medical 
conditions that most people think are life- 
threatening or could cause death or severe, 
permanent damage or injury to a person or unborn 
baby if not treated immediately.

Family planning services do not require a referral 
from your PCP.

Out-of-state referrals  

Your PCP will decide if you need care or services 
that cannot be provided in North Dakota. 

Your PCP may have you visit first with a North 
Dakota specialist who will evaluate your health care 
needs and then make a recommendation to your 
PCP and ND Medicaid if you need to be referred to 
an out-of-state provider. 

ND Medicaid will review the request and either 
approve or deny the request.
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Emergency Care
You have the right to go to any hospital for an emergency medical condition. If you need emergency care, 
go to the nearest ER or call 911.

You do not need a referral or prior authorization to get emergency medical care in an ER.

You should tell the ER staff the name of your PCP, so they can contact your PCP to get relevant health 
information that will help them provide the best care to you.

If you need care after an emergency, contact your 
PCP to schedule an appointment. If necessary, 
your PCP will refer you to a specialist for care.

ND Medicaid will pay for ambulance services IF it 
is a medical emergency. You will be responsible for 
the cost of nonemergency ambulance services.

Go to the ER if you have: 

• Chest pain 

• Breathing difficulty 

• Broken bones 

• A head injury 

• Severe bleeding 

• Poisoning from a harmful 
substance 

• An inability to move or speak 

• A bad burn 

• Neck pain with a change in feeling 
in your arms, hands, or legs  

• Harmful thoughts or feelings to 
yourself or others 

• Been attacked by a person or 
animal 

• Severe injury to a joint 

• Severe pain 

• High fever
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Questions and Answers 
How do I receive health care services?
First, you need to select a PCP and then contact the PCP to make an appointment. If you need emergency 
services, go to the nearest hospital or ER. You do not need to contact your PCP in an emergency. If you 
need follow-up care (example: stitches removed), call your PCP to schedule an appointment. If medically 
appropriate, your PCP may refer you to a specialist for follow-up care.

How do I use my ND Medicaid Identification (ID) card?
Show your ND Medicaid ID card every time you receive health care services or have a prescription filled. 
Because emergencies can happen at any time, you should always carry your ND Medicaid ID card with you.

What if I receive a bill for services I thought were covered by ND Medicaid?
Contact your PCP’s office and ask to speak with someone who can explain the services that you were billed for. 
If you have a client share, you may have to pay for a part of your bill. If the bill is for services received without 
a referral from your PCP, you will be required to pay the bill. If you still have questions, you can contact the ND 
Medicaid Call Center at:
(701) 328-7098
(877) 328-7098
or e-mail inquiries to mmisinfo@nd.gov

What happens if I need health care when I’m away from home?
If you need emergency services, go to the nearest hospital or ER. Otherwise, you should call a clinic and 
explain the problem. If you must receive health care services when you are away from home, show your ND 
Medicaid ID card and tell the health care provider the name of your PCP. For ND Medicaid to help pay for the 
services, that health care provider should contact your PCP to arrange for a referral. It is a good idea to verify 
that the health care provider contacted your PCP.

What if I have other health insurance in addition to ND Medicaid?
Your other health insurance is generally the first source of payment. You are responsible for reporting other 
health insurance you have to your local human service zone office eligibility worker and any health care 
provider where you receive care.

Should my ND Medicaid PCP and my PCP under my other health insurance be the 
same person?
Yes. You should have the same PCP. ND Medicaid requires that you follow your other health insurance 
guidelines.

Does ND Medicaid pay for transportation to access health care services?
A lack of transportation should not keep you from receiving health care services. If possible, ask family 
members, friends or volunteers for a ride or use other free transportation services to get to your medical 
appointments. When free rides are not available, transportation may be approved by your human service zone 
office.
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Rights and Responsibilities 
As a program participant, you should: 
• Receive information and instructional materials and be able to request additional information and material,
• Be treated with respect and consideration for your dignity and privacy,
• Receive information on available treatment options and alternatives, in a manner appropriate to your 

condition and ability to understand,
• Participate in decisions regarding your health care, including the right to refuse treatment,
• Be free from any form of restraint or seclusion used as a means of coercion, discipline, convenience or 

retaliation and 
• Request and receive a copy of your medical records and request that they be corrected, if needed.

To help your PCP provide you with the best health care possible, you should: 
• Tell your PCP about your medical problems,
• Help your PCP get your past medical records,
• Call ahead for appointments whenever possible,
• Keep your appointments and be on time, 
• Call your PCP’s office if you are going to be late or can’t keep your appointment,  and 
• Treat your PCP and his or her staff with respect.

Your responsibilities as a ND Medicaid member include: 
• Follow ND Medicaid’s policies and procedures,
• Contact your PCP for health care services, 
• Keep your appointments and contact your PCP if you cannot keep an appointment,
• Carry your ND Medicaid ID card with you and show it when you receive health care services,
• Contact a human service zone office with changes to your address and/or phone number,
• Use the ER for emergency care ONLY. Emergency care is covered if it is for a medical emergency. You 

could be responsible to pay for nonemergency services if they were not for a medical emergency.

Any person who believes he or she has been discriminated against by reason of race, color, religion, 
national origin, age, sex, political beliefs, disability, or status with respect to marriage or public 

assistance, in accordance with Title VI of the Civil Rights Act, Section 504 or the Rehabilitation Act, the 
Age Discrimination Act, the Americans with Disabilities Act, and the North Dakota Human Rights Act 
may file a written complaint within 180 days of the alleged discrimination with the human services 

zone, the North Dakota Department of Health and Human Services, or the U.S. Department of Health 
and Human Services Regional Office of Civil Rights, 1961 Stout Street, Denver, CO 80294-3538. 

North Dakota Department of Health and Human Services
Medical Services Division

600 E. Boulevard Ave., Dept. 325, Bismarck, ND 58505-0250 
Phone: 701.328.7068 / Toll-free: 1.800.755.2604, 711 (TTY) 
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