
Fast and easy self-service coming soon

Springtime fun

Soon you’ll be able to get the 
information you need—anytime 
you need it. 

Interactive voice response (IVR) 
is coming soon. With 24/7 IVR 
self-service, all you need is your 
ID number (you can check your 
member ID card to find your ID 
number). Using IVR and your 
member ID number, you can:
•  Check your eligibility for services
•  Request an ID card or a handbook
•  Review answers to common 

questions about your benefits

Don’t worry if you can’t find your 
ID number. Just go through the IVR 
prompts until you hear the option 
to speak with a representative 
(weekdays, 8 a.m. to 5 p.m.). With 
some simple information, we can 
find your ID number for you. 

No need to check hours 
In the past, you had to call during 
certain hours to check eligibility 
or request information. Now it 
will be faster and easier to get the 
information you need anytime, day 
or night.

No need to wait in a queue
In a hurry? No need to speak with a 
representative or wait in a queue. 
You can do it all with self-service.

No trouble connecting  
with a real person
Now you’ll have the information 
you need at your fingertips, faster 
and easier than before. And don’t 
worry. You can still talk with a 
real person when you need to. 
Questions? We’re here to help. Just 
call 1-866-316-3784 to learn more. 
You’ll have access to IVR soon.
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Members 
reaching adulthood
Members reaching adulthood 
can get help with finding an 
adult primary care provider to 
replace their pediatric doctor. 
Call Member Services at 
1-866-316-3784 (TTY: 711).



What you should know about the 
recent hepatitis A outbreak
You may have heard 
about the hepatitis A 
outbreak in Michigan. It 
started in August 2016.  
The counties with the 
most confirmed cases 
are Wayne/Detroit, 
Macomb and Oakland, 
but 20 counties have 
confirmed cases.  

Hepatitis A is a liver 
disease caused by the 
hepatitis A virus (HAV). 
Hepatitis A is spread 
through tainted food or 
water and close contact 
with persons who 
are infected. 

Hepatitis A can affect 
anyone. It can spread 
easily from person 
to person and cause 
liver disease lasting 
a few weeks to a 
serious sickness lasting 
many months.  

Symptoms of 
hepatitis A include:
•  Nausea and vomiting
•  Belly pain
•  Feeling tired
•  Fever
•  Loss of appetite
•  Yellowing of the skin 

and eyes
•  Dark urine
•  Pale-colored 

feces (poop)
•  Joint pain

Frequent hand-washing 
with soap and warm water 
after using the bathroom, 
changing a diaper, or 
before preparing food can 
help prevent the spread 
of hepatitis A.  

The best way to protect 
against hepatitis A is to 
get the hepatitis A vaccine 
(shot). Talk to your health 
care provider to get the 
two doses you need for 

protection. As an Aetna 
member, your shot is 
a covered benefit. You 
can get the hepatitis A 
shot at your health care 

provider or the public 
health department.

Stop the spread.  
Get vaccinated today.

aetnabetterhealth.com/michiganSpring 2018

How to find out what is new in our 
provider and pharmacy directory
Aetna Better Health of Michigan 
provider directory
If you need a free provider directory, we can mail you one. Just 
call Member Services at 1-866-316-3784 (TTY: 711). You can 
also go to aetnabetterhealth.com/michigan for a provider list. 

For the most up-to-date information, just visit our 
website and select “Find a Provider/Pharmacy.” The 

updated pharmacy directory can be found online too. Just go to 
aetnabetterhealth.com/michigan and select “Find a 
Provider/Pharmacy.” Then select “Find a pharmacy.”

Your privacy is 
important to us
Your privacy matters. We respect your 
privacy. As required by the Health 
Insurance Portability and Accountability 
Act (HIPAA), Aetna, and each member of 
the Aetna family of companies, is giving 
you 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 
Member Handbook carefully.

If you have any questions, please call 
Member Services at 1-866-316-3784.



How to stop fraud, 
waste and abuse
Health care fraud means getting 
benefits or services based on untrue 
information. Waste is when health care 
dollars are not carefully spent. Abuse 
is doing something that results in 
needless costs. A health care provider, 
member or employee can do fraud, 
waste or abuse.

If you think you have seen or heard of 
fraud, waste or abuse happening, you 
have a right—and the duty—to report it:
•  An example of provider fraud is billing 

for services or supplies that you did 
not get.
•  A provider may order tests over 

and over that are not needed. That 
is abuse.
•  Member waste could be going to the 

emergency room when you don’t need 
to go. 
•  Changing a prescription or using a 

stolen prescription pad is fraud.
•  If you ask a driver to take you to a 

place that has not been approved, that 
is abuse.
•  Acting hostile or abusive in a doctor’s 

office or hospital is also abuse.

If you see or find out about fraud, 
waste or abuse, make a report. You can 
do so without leaving your name on 
our Fraud and Abuse hotline. Just call 
1-855-421-2082. You can also write to 
us at: Aetna Better Health of Michigan, 
1333 Gratiot Ave., Suite 400, Detroit, 
MI 48207.  

You can also report fraud, waste or 
abuse to the Michigan Department 
of Health and Human Services, Office 
of the Inspector General, by calling 
1-855-643-7283 (1-855-MI-FRAUD). 
Or write to: Michigan Department of 
Health and Human Services, Office of 
the Inspector General, P.O. Box 30062, 
Lansing, MI 48909. Or report online at 
michigan.gov/fraud. You don’t have to 
leave your name.

Keep your contact 
information up-to-date
It is very important for members 
to have current contact 
information on your records 
with your health plan and with 
the state of Michigan. Keeping 
your current contact information 
on file will allow you to receive 
important information about 
your health and any changes to 
your health plan coverage. 

For example, each time you 
change your primary care 
provider (PCP), Aetna will 
request a new ID card with your 
new PCP listed on the card. In 
order to ensure you receive it, 
we need to have your current 
mailing address in our records. 

Aetna will often send you 
important health reminders, 
new benefits being offered, 
information on plan-sponsored 
events, etc. We can document 
your updated home telephone 
number, address, cellphone 
numbers and email address. If 
we have your most up-to-date 
email address, we can send you 
information about your benefits 
and tips about your health. 

If your contact information 
has changed, please 
call Member Services at 
1-866-316-3784 to update  
your contact information.

Quality improvement program
The results are in
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It is important to us that our doctors and staff provide you 
with high-quality services and health care. We have a quality 
improvement program to make sure that happens. We check 
provider office hours and appointment wait times to make sure 
you are getting the care you need quickly. We also use doctor 
and member surveys to let us know how we are doing. The 
results of these and other quality reports are on our website at 
aetnabetterhealth.com/michigan . 

If you want copies of any of our reports, call Member Services  
toll-free at 1-866-316-3784. We will be glad to send them to you.



Making the most of your 
doctor’s visits
Schedule your appointment 
When you call to make your appointment, explain to 
the receptionist why you need to see the doctor. This 
will help to schedule the right type of appointment. 

Ask if a blood test or other tests are required prior to 
your appointment.

Prepare for your visit 
Determine what you would like out of the appointment. 
If this is a new doctor, bring a copy of your medical 
history and list of current medications. Complete any 
lab or diagnostic tests required for the visit. 

Keep and bring a symptom diary to include when they 
started, how often they occur, how long they last and 
what alleviates them. Write down specific questions 
you would like answered.  

While at the visit 
Set the agenda at the start of your visit. Prepare in 
advance the top two or three concerns you want to 
discuss with your doctor. 

Remember that medical care is a conversation, so 
speak up. Never be embarrassed to ask your doctor 
to repeat something you did not hear or ask for 
clarification if you did not understand. 

Bring a family member or friend if you feel you need 
support or someone to take notes, which will help you 
remember what was discussed later. 

Always be honest with your doctor. You may not like 
or want to admit some things, but withholding the 
truth can negatively affect the quality of your care or 
possibly delay diagnosis or treatment. Don’t forget your 
emotional health. It influences your physical health. 

Before leaving the appointment, reach an agreement 
about your treatment plan. Find out what your next 
steps are, when to return, what warning signs or what 
concerns you will need to call the doctor for, how to 
best reach your doctor, and when to expect to receive 
a response.

Health Risk Assessments for Healthy MI members
Are you enrolled in 
Healthy MI? If so, 
Aetna Better Health 
wants to reward you 
for getting healthy. Be 
sure to take your Health 
Risk Assessment.

As part of your benefits, 
Aetna Better Health 
will cover an annual 
checkup with your 
doctor. After enrolling 

with Aetna Better Health, 
complete the Health 
Risk Assessment form. 
The form asks questions 
about your current health. 
Bring this form with 
you when you visit your 
doctor for your checkup. 
Your doctor and Aetna 
Better Health will use this 
information to help meet 
your health needs. The 

information you provide 
in the form is personal 
health information, and 
it is kept confidential. It 
cannot be used to deny 
health care coverage.

If you need help with 
completing this form or 
need another copy, just 
call Member Services 
at 1-866-316-3784 
(TTY: 711). 

Aetna Better Health 
will reduce your copays 
or give you a gift card 
if you schedule your 
Health Risk Assessment 
within 60 days after 
you are enrolled in our 
health plan unless you 
are in continuous failure 
to pay status. A Health 
Risk Assessment should 
be completed annually.
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Opioids: Use with caution
Every day about 40 people die from opioid overdoses in the U.S. 
And often the opioids doctors prescribe are to blame.

These medicines ease pain. But they also have serious risks. 
You can get addicted to them. And they can make people stop 
breathing. That’s especially true if you take them at high doses.

How can you stay safe? If your doctor advises opioids:
•  Ask about alternatives. See if there are other ways to ease 

your pain. Less risky medicine may help. So might exercise or 
physical therapy.
•  Be honest. Tell your doctor if you’ve misused—or been 

addicted to—alcohol or other drugs. If so, opioids could be 
very risky for you.
•  Speak up about other medicines. Also tell your doctor 

about all the medicines you take. Some medicines are 
dangerous to use with opioids.
•  Take them exactly as prescribed. Don’t take an extra or 

higher dose if you’re still in pain. Call your doctor instead.
•  Keep others safe too. Never share opioids. And store them 

out of the reach of curious kids, from teens to toddlers. You 
might even consider a lockbox for your medicine.

Sources: Centers for Disease Control and Prevention; U.S. Food and 
Drug Administration

A change to your 
behavioral health benefits
Did you know…? 
As of Oct. 1, 2017, for our Medicaid 
members, there has been a change in 
behavioral health benefits. There is no 
longer a limitation of 20 outpatient visits. 
Members now have access to unlimited 
outpatient behavioral health visits, which 
includes transportation to and from your 
scheduled visits. Members who need 
assistance with locating a behavioral health 
provider can call Member Services at 
1-866-316-3784, Monday through Friday, 
8 a.m. to 5 p.m.

Remember that you will need to schedule 
your transportation three days in advance. 
You can call MTM directly to schedule 
rides for your visits at 1-800-947-2133 
or you can contact Member Services at 
1-866-316-3784, Monday through Friday, 
8 a.m. to 5 p.m.

How we make 
coverage decisions
When making coverage decisions, Aetna 
Better Health of Michigan follows health 
care rules called MCG© Guidelines. Aetna 
Better Health’s Health Services staff uses 
these rules to determine the type of 
treatments that will be covered for you.

Aetna Better Health staff and its 
providers make health care decisions 
based only on proper care and service 
rules. You also must have active coverage. 
There are no rewards to deny or promote 
care. Financial rewards for our doctors or 
staff cannot encourage decisions where 
you will not get the care you need.

Call Member Services at 
1-866-316-3784 if you have 

questions about how your services  
are approved or to get a copy of the 
rules used.
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MI-16-09-03

AETNA BETTER HEALTH® OF MICHIGAN

Nondiscrimination Notice 

Aetna complies with applicable federal civil rights laws and does not discriminate on the basis of race, 
color, national origin, age, disability or sex. Aetna does not exclude people or treat them differently 
because of race, color, national origin, age, disability or sex. 

Aetna:

 • Provides free aids and services to people with disabilities to communicate effectively  
  with us, such as:
   o Qualified sign language interpreters 
   o Written information in other formats (large print, audio, accessible electronic formats,  
    other formats)
 • Provides 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 a qualified interpreter, written information in other formats, translation or other services,  
call the number on your ID card or 1-800-385-4104.

If you believe that Aetna 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 our Civil Rights 
Coordinator at:

  Address:  Attn: Civil Rights Coordinator 
     4500 East Cotton Center Boulevard
     Phoenix, AZ 85040
  Telephone:  1-888-234-7358 (TTY 711)
  Email:   MedicaidCRCoordinator@aetna.com

You can file a grievance in person or by mail or email. If you need help filing a grievance, our Civil 
Rights Coordinator is 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, SW Room 509F, HHH Building, Washington, D.C. 20201, 
1-800-368-1019, 1-800-537-7697 (TDD).

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

Aetna is the brand name used for products and services provided by one or more of the Aetna group 
of subsidiary companies, including Aetna Life Insurance Company, and its affiliates.
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Multi-language Interpreter Services

ENGLISH: ATTENTION: If you speak English, language assistance services, free of charge, are available 
to you. Call the number on the back of your ID card or 1-800-385-4104 (TTY: 711).

SPANISH: ATENCIÓN: Si habla español, tiene a su disposición servicios gratuitos de asistencia lingüística. 
Llame al número que aparece en el reverso de su tarjeta de identificación o al 1-800-385-4104 (TTY: 711).

ARABIC:

CHINESE: 注意：如果您使用繁體中文，您可以免費獲得語言援助服務。請致電您的 ID 卡背面的
電話號碼或 1-800-385-4104 (TTY: 711)。

SYRIAC: 

VIETNAMESE: CHÚ Ý: nếu bạn nói tiếng việt, có các dịch vụ hỗ trợ ngôn ngữ miễn phí dành cho bạn. 
Hãy gọi số có ở mặt sau thẻ id của bạn hoặc 1-800-385-4104 (TTY: 711)

ALBANIAN: VINI RE: Nëse flisni shqip, janë në dispozicion për ju shërbime përkthimi, falas. Telefononi 
numrin në pjesën e pasme të kartës suaj ID ose 1-800-385-4104 (TTY: 711).

KOREAN: 주의: 한국어를 사용하시는 경우, 언어 지원 서비스를 무료로 이용하실 수 있습니다. 귀하의 ID 
카드 뒷면에 있는 번호로나 1-800-385-4104 (TTY: 711) 번으로 연락해 주십시오.

BENGALI: লক্ষ্য করুনঃ যদি আপদন বাংলায় কথা বললন, তাহলল দনঃ খরচায় ভাষা সহায়তা পদরলষবা উপলব্ধ 
আলে। আপনার পদরচয়পলরের উল্াদিলক থাকা নম্বলর অথবা 1-800- 385-4104 (TTY: 711) 

POLISH: UWAGA: Jeśli mówisz po polsku, możesz skorzystać z bezpłatnej pomocy językowej. Zadzwoń 
pod numer podany na odwrocie Twojego identyfikatora lub pod number 1-800-385-4104 (TTY: 711).

GERMAN: ACHTUNG: Wenn Sie deutschen sprechen, können Sie unseren kostenlosen Sprachservice 
nutzen. Rufen Sie die Nummer auf der Rückseite Ihrer ID-Karte oder 1-800-385-4104 (TTY: 711) an.

ITALIAN: ATTENZIONE: Nel caso la lingua parlata sia l’italiano, sono disponibili servizi di assistenza 
linguistica gratuita. Chiamare il numero sul retro della tessera oppure il numero 1-800-385-4104 
(utenti TTY: 711).

JAPANESE: 注意事項:日本語をお話になる方は、無料で言語サポートのサービスをご利用いただけ
ます。 IDカード裏面の電話番号、または1-800-385-4104 (TTY: 711)までご連絡ください。

RUSSIAN: ВНИМАНИЕ: если вы говорите на русском языке, вам могут предоставить 
бесплатные услуги перевода. Позвоните по номеру, указанному на обратной стороне вашей 
идентификационной карточки, или по номеру 1-800-385-4104 (TTY: 711).

SERBO-CROATIAN: OBAVEŠTENJE: Ako govorite srpski, usluge jezičke pomoći dostupne su vam 
besplatno. Pozovite broj na poleđini vaše identifikacione kartice ili broj 1-800-385-4104 (TTY – telefon 
za osobe sa oštećenim govorom ili sluhom: 711).

TAGALOG: PAUNAWA: Kung nagsasalita ka ng wikang Tagalog, mayroon kang magagamit na mga libreng 
serbisyo para sa tulong sa wika. Tumawag sa numero na nasa likod ng iyong ID card o sa 1-800-385-4104 
(TTY: 711).

MI-16-09-03

 ملحوظة: إذا كنت تتحدث باللغة العربية، فإن خدمات المساعدة اللغوية تتوافر لك بالمجان. اتصل على الرقم الموجود
 خلف بطاقتك الشخصية أو عل 4104-385-800-1 )للصم والبكم: 711(.

ARABIC:

 ܡܥܝܪܢܘܬܐ܇ ܐܢܗܘ ܕܬܡܠܠ ܣܘܪܝܝܐ، ܬܫܡܫܬܐ ܡܓܢܝܬܐ، ܕܒܠܫܢܐ ܡܫܬܟܝܚܐ ܠܟ. ܬܠܦܢ ܠܪܩܡܐ ܕܥܠܠ ܚܨ 
ܟܪܛܝܣܐ ܕܗܝܝܘܬܝ ܐܘ̃ 4104-385-800-1 )ܬܬܝ܇711(

SYRIAC:
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Your rights and responsibilities
Your rights
As a member or a parent/
guardian of a member 
of Aetna Better Health of 
Michigan MIChild, you have 
the right to:
•  Choose a primary 

care provider (PCP) 
as your personal 
medical provider
•  Be treated with respect 

and dignity
•  Be assured your 

personal information 
is kept private and 
confidential (see Notice 
of Privacy Practices)
•  Seek advice and help
•  Make recommendations 

about our members’ 
rights and responsibilities 
policy
•  Work with doctors in 

making decisions about 
your health and/or your 
child’s health
•  Get information about 

your health, PCP, our 
providers, and Aetna 
Better Health services 
and members’ rights 
and responsibilities
•  Discuss all treatment 

options for your or 
your child’s condition, 
regardless of cost or 
benefit coverage
•  Receive information 

about your rights and 

responsibilities as an 
Aetna Better Health of 
Michigan member
•  Know about your or 

your child’s diagnosis, 
treatment and prognosis
•  Get prompt and proper 

treatment for physical 
and emotional problems
•  Receive discharge 

planning
•  Receive guidance and 

suggestions for more 
medical care if health 
care coverage is ended
•  Access your medical 

records in accordance 
with state and 
federal law
•  Voice grievances, 

complaints and appeals 
and offer suggestions 
about Aetna Better 
Health of Michigan 
and/or the services 
we provide
•  Get information 

about how your PCP 
is paid; if you need 
more information, call 
Member Services at 
1-866-316-3784
•  Request an emergency 

PCP transfer if your or 
your child’s health or 
safety is threatened
•  Request information 

on how Aetna Better 
Health operates and 
its structure

This newsletter is published as a community service for the friends and members of Aetna Better Health® 

of Michigan. This is general health information and should not replace the advice or care you get from  
your provider. Always ask your provider about your own health care needs. Models may be used in photos  
and illustrations. 
2018 © Coffey Communications, Inc. All rights reserved. 

Aetna Better Health’s 
staff and participating 
providers will comply 
with all requirements 
concerning enrollee rights.

Your responsibilities
As a member of 
Aetna Better Health, 
you also have 
responsibilities. These 
responsibilities include:
•  Treating Aetna Better 

Health’s staff and 
doctors with respect 
and dignity
•  Keeping all appointments 

and calling to cancel 
them when you cannot 
make them

•  Giving us information 
needed for our staff to 
take care of you and 
your child
•  Understanding what 

medicine to take
•  Following the 

instructions given to you 
by your doctors
•  Understanding your 

health condition and 
sharing in the decisions 
for your health care
•  Giving us feedback 

about your health rights 
and responsibilities
•  Letting us know of 

any changes in your 
name, address or 
telephone number

MI-17-12-04
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