
Get your flu shot!
Immunization is the No. 1 best 
way to prevent the flu. With 
rare exceptions, everyone 
6 months and older needs a 
yearly flu vaccine. The flu can 
bring miserable symptoms and 
lead to missing work or school. 
Influenza makes some people 
seriously ill. Every year, flu 
complications lead to hospital 
stays — and even deaths. 

Viruses tend to change each 
flu season. Scientist review 
U.S. flu vaccines yearly to 
make sure they best match 
circulating viruses. 

Influenza spreads. Be ready — 
get vaccinated as promptly as 
possible. Flu vaccines have a 

solid safety record. Vaccines can’t 
give you the flu — and serious 
side effects are very rare. 

Shot or spray? You can have 
it your way. Flu vaccines 
are available as shots or 
nasal sprays.* 

*The nasal spray is an option for
healthy people ages 2 through
49 years who are not pregnant.

Source: Centers for Disease 
Control and Prevention 

You can get the flu shot at no cost. Talk to your 
doctor or call Member Services at 1-855-772-9076 

(TTY: 711) to find a location near you. 
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Your health, your 
goals, your care, 
your voice.
Are you interested in providing 
feedback to Aetna Better Health 
of California for improving 
health care services? Call us 
at 1-855-772-9076 (TTY: 711) 
to join our Member Advisory 
Committee (MAC) and Public 
Policy Committee (PPC).

When you join, you can:
• Share your thoughts

about Aetna Better Health
of California

• Connect with other Aetna
Better Health members who
live in your community

• Learn about resources and
services available to you and
your family

• Receive a $50 gift card
as a thank-you for
your participation

Your feedback on 
our program is 

important. We will use 
your opinions to make our 
program and your 
experience better. Rides 
are available; just call us. 
Learn more about the 
MAC and PPC by visiting 
AetnaBetterHealth.com/
California/members/.

Neonatal Abstinence  
Syndrome (NAS) program.
Aetna Better Health of California is proud to offer the Neonatal 
Abstinence Syndrome program to our members. Neonatal 
Abstinence Syndrome, known as NAS, is a form of drug 
withdrawal in infants. This can happen when a mom uses 
certain medicines or drugs during pregnancy. After being born, 
the baby is no longer getting the drugs from the mother and 
goes through withdrawal. Babies going through this withdrawal 
can be very sick. Both street drugs and some prescription 
medicines can cause a newborn to go through withdrawal. A 
baby can start showing signs of withdrawal hours to a few days 
after being born. 

NAS connects moms at risk of having a baby with NAS with one 
of Aetna Better Health of California’s care managers, who will 
help them get special care during their pregnancy and after the 
child is born. NAS also connects moms with a baby that has 
NAS with one of our care managers, who will also help them get 
special care up to one year after the child is born. 

NAS will be available to eligible members starting in 2021. 
Call 1-855-772-9076 for help enrolling in NAS. 
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Your covered care.
Want to be sure your medical 
care is necessary and covered? 
The utilization management 
department (UM) staff can 
help you and your doctor make 
the best medical decisions for 
your care. 

The UM staff uses guidelines, 
medical criteria and more to 
make UM decisions based on:
• Medical need
• Covered benefits

Aetna Better Health of 
California does not reward 
health care providers who:

• Deny needed care
• Limit needed care
• Deny tests or services that

are medically necessary

Call Member Services at 
1-855-772-9076 (TTY: 711)
if you have any questions about
covered services.

Programs to keep you healthy.
Aetna Better Health of California has a personal 
approach to health care. We want to make sure 
you have everything you need to understand 
and keep up with your health care. To help with 
this, we have set up the following programs, and 
more programs will be added in the future. Call 
our care management team at 1-855-772-9076 
(TTY: 711) to learn more.
• Chronic Conditions Management Program:

Helps members manage identified chronic
illnesses, such as diabetes, depression, asthma,
high blood pressure and more. The program
includes diet counseling, caregiver training
and more.

• Healthy Adults Program: Works to make sure
suggested health tests are up-to-date and given
to members at the right time. Education and
other information about disease prevention
and overall wellness are shared.

• Healthy Kids Program: Focuses on children
and teenagers. Shares information about
suggested screenings. Includes reminders
about screening needs using the rules of
Early and Periodic Screening, Diagnostic and
Treatment (EPSDT) and more.

• Diabetes Prevention Program: A new lifestyle
change program that may help you take on
healthy habits, lose weight and decrease your
risk of having type 2 diabetes.

• Health Homes Program: Program services
help direct medical and behavioral health
services and community-based long-term
services and supports (LTSS) for members with
chronic conditions. To join, you must have an
eligible condition. To find out if you are eligible,
call us or speak with your doctor.
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Prescription coverage changes: Medi-Cal Rx.
Starting on April 1, 2021, you 
will get your Medi-Cal covered 
prescriptions through Medi‑Cal 
Rx instead of Aetna Better 
Health of California. 

By now, you should have 
received several letters in 
the mail informing you of the 
change to the way you will 
get your medications through 
Medi-Cal. Starting on April 1, 
2021, you will need to take your 
Medi-Cal Benefits Identification 
Card (BIC) when you go to the 
pharmacy. The pharmacy will 

use the BIC to look up your 
information and give you your 
medications. If you did not 
receive your BIC or it is lost or 
stolen, you may ask for a new 
BIC from your county social 
services office. 

If you have questions about 
your medication or other 
pharmacy services before 
April 1, 2021, please call your 
doctor or Aetna Better Health 
of California Member Services 
at 1-855-772-9076 (TTY: 711). 

If you have questions about 
the letters you have received 
or have general Medi-Cal Rx 
questions, contact the Medi-Cal 
Member Help Line at 1-800-
541-5555, Monday through
Friday, 8 AM to 5 PM.

After April 1, 2021, please call 
the Medi-Cal Rx Call Center 
Line at 1-800-977-2273, 
available 24 hours a day, 
7 days a week, or visit 
Medi-CalRx.DHCS.CA.gov.

Keep your Medi-Cal benefits.
Every year, the local county health and human 
services departments check that all Medi‑Cal 
members still meet requirements to keep 
their Medi-Cal benefits. This is called the 
redetermination process. If the county needs 
further information, they will send a form 
requesting additional information. If you receive 
this request for more information, you must 
complete and return the form requested to keep 
your Medi-Cal benefits. 

You may respond by mail, fax, or over the phone 
with your local county office:
• Sacramento: 916-874–3100
• San Diego: 1-866-262-9881

If you have any questions or need 
assistance, you may also call Aetna 

Better Health of California’s Member 
Services team at 1-855-772-9076 
(TTY: 711).
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Information in 
other languages 
and formats.
Did you know you can 
get copies of member 
materials in other 
languages or formats 
such as Braille, large-
size print or audio? We 
provide these materials 
at no cost. To request 
one, call our Member 
Services Department 
at 1-855-772-9076 
(TTY: 711).

Did you know your 
pain medicine can 
be bad for you?
Some medicines given to you 
by your doctor for pain can be 
as bad for you as street drugs. 
These medicines are called 
opioids. Opioids are a class of 
drugs naturally found in the 
opium poppy plant. Opioids are 
primarily used for short-term 
acute pain use, and alternatives 
should be thought about.

To keep yourself and your 
family from the dangers of 
opioid medicines:

• Only use as prescribed
• Properly store medicine
• Talk to your doctor about

other medicine you could use
for pain and alternative pain
management approaches

We have an Opioid Management 
Program that can help you 
better manage or stop use of 
opioids. Our care management 
team will provide help getting 
other doctors to understand 
the cause of your pain, give 
other medicine options and 
more. You can opt in or out of 
the program at any time.

We cover 
transportation.

Did you know you 
can get no-cost 

transportation for traveling  
to and from a medical 
appointment or services 
related to your Medi-Cal 
benefits? To get more 
information or to request 
transportation services,  
call Aetna Better Health of 
California at 1-855-772-9076 
(TTY: 711) at least three days 
before your appointment,  
or call as soon as you can 
when you have an urgent 
appointment. Please have 
your member ID card ready 
when you call.

If you want more info or help with the use of opioids, 
call 1-855-772-9076 (TTY: 711) and ask to talk to 
a care manager. Do not stop taking any medicine 
without consulting your doctor first. 
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Your privacy matters.
We respect your privacy. As required 
by the Health Insurance Portability and 
Accountability Act, Aetna Better Health 
of California provides you with important 
information about how your medical and 
personal information may be used and about 
how you can access this information. Please 
review the Notice of Privacy Practices in your 
Evidence of Coverage handbook carefully. If 
you have any questions, you may call Member 
Services at 1-855-772-9076 (TTY: 711). 

Maternity Matters Program.
Starting in 2021, Aetna Better Health of 
California will have a new program, called 
Maternity Matters, for pregnant members 
and new moms. It is important to have a 
healthy pregnancy, and Maternity Matters 
is here for support. Pregnant members and 
members who are new moms who complete 
healthy activities can get rewards for items 
like diapers, wipes, pack ’n’ plays and baby 
formula. Call 1-855-772-9076 for more 
information and for help getting started with 
the Maternity Matters Program. 

Check out 
our website.
Get all the information you 
need about care and services 
available from your health plan. 
Go to AetnaBetterHealth.com/ 
California and check out 
our website and the latest 
Member Handbook.

You will find:
•  Care management information
•  Pharmacy benefits
•  Your rights and responsibilities
•  Benefits and services included 

and excluded with your plan
•  When you may have to pay 

for services
•  How we look at new technology
•  Benefit restrictions for 

services out of network
•  Translation and interpreter 

services
•  How to file a claim
•  Information about doctors 

 

•  How to choose a primary 
care or behavioral health 
provider, specialist, and 
hospital services

•  How to get after-hours care, 
emergency care or 911 services

•  How to file a complaint or 
an appeal

•  How to get care when in or 
out of the service area
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Aetna Better Health billing and member costs.
Aetna Better Health of 
California serves people who 
qualify for Medi‑Cal. Aetna 
Better Health of California 
members do not have to pay 
for covered services, premiums 
or deductibles. You are not 
responsible to pay a provider 
for any amount owed by Aetna 
Better Health of California for 
any covered service.

Aetna Better Health of 
California offers these 
types of services:
•  Outpatient (ambulatory) 

services
•  Emergency services
•  Hospice and palliative care
•  Hospitalization
•  Maternity and newborn care
•  Prescription drugs
•  Rehabilitative and habilitative 

services and devices
•  Laboratory services
•  Preventive and wellness 

services and chronic 
disease management

•  Mental health services
•  Substance use 

disorder services
•  Pediatric services
•  Vision services

•  Non‑emergency medical 
transportation (NEMT)

•  Non‑medical transportation 
(NMT)

•  Long‑term services and 
supports (LTSS) for San Diego 
county members only

•  Transgender services

If you get a bill for a covered 
service, call Member Services 
right away at 1‑855‑772‑9076 
(TTY: 711).

If you pay for a service that you 
think Aetna Better Health of 
California should cover, you can 
file a reimbursement request. 
Call 1‑855‑772‑9076 (TTY: 711) 
to ask for a reimbursement 
request; provide the amount 
charged, the date of service and 
the reason for the bill. Aetna 
Better Health of California will 
review your reimbursement 
request to see if you can get 
money back.
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AETNA BETTER HEALTH® OF CALIFORNIA 
Nondiscrimination Notice 

Discrimination is against the law. Aetna Better Health of 
California follows Federal civil rights laws. Aetna Better Health of 
California does not discriminate, exclude people, or treat them 
differently because of race, color, national origin, age, disability, 
or sex. 

Aetna Better Health of California provides: 
• Free aids and services to people with disabilities to help them
communicate better, such as:

o Qualified sign language interpreters
o Written information in other formats (large print, audio,

accessible electronic formats, other formats)
• Free language services to people whose primary language is
not English, such as:

o Qualified interpreters
o Information written in other languages

If you need these services, contact Aetna Better Health of 
California 24 hours a day, 7 days a week by calling 
1-855-772-9076. Or, if you cannot hear or speak well, 
please call TTY 711.
How to file a grievance 
If you believe that Aetna Better Health of California has failed to provide these services or discriminated 
in another way on the basis of race, color, national origin, age, disability, or sex, you can file a 
grievance with Aetna Better Health of California. You can file a grievance by phone, in writing, in person, 
or electronically:  
By phone: Contact Aetna Better Health of California 24 hours a day, 7 days a week by calling 

1-855-772-9076. Or, if you cannot hear or speak well, please call TTY 711.
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In writing: Fill out a complaint form or write a letter and send it to: 
Aetna Better Health of California 
10260 Meanley Drive 
San Diego, CA 92131  

In person: Visit your doctor’s office or Aetna Better Health of California and say you want to file a 
grievance.  

Electronically: Visit Aetna Better Health of California website at aetnabetterhealth.com/california 

Office of Civil Rights 
You can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office 
for Civil Rights by phone, in writing, or electronically: 
By phone: Call 1-800-368-1019. If you cannot speak or hear well, please call TTY/TDD 1-800-537-7697.  
In writing: Fill out a complaint form or send a letter to: 

U.S. Department of Health and Human Services 
200 Independence Avenue, SW 
Room 509F, HHH Building 
Washington, D.C. 20201  

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html. 
Electronically: Visit the Office for Civil Rights Complaint Portal at 

https://ocrportal.hhs.gov/ocr/portal/lobby.jsf. 
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