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H E A L T H Y  L I V I N G   

NEED TO  
RENEW? 
Don’t risk losing  
your benefits. It  

may be time for you  
to renew. Has your  
renewal deadline  
already passed?  
You may still be  
able to get your  

benefits back. Visit
 aet.na/sp24tx -sk -1  

or scan the  
QR code below  
to learn more. 

4 barriers to good health — 
and how your Aetna plan can help 
The road to good health can have many twists and turns. Roadblocks like not  
having access to healthy foods or a ride to the doctor’s office can make it harder  
to take care of your health. And many of these barriers may be out of your  
control.  That’s  why  Aetna  Better  Health® of Texas provides benefi ts designed to  
help you overcome these barriers and keep you and your family healthy. 

2968362-16-01-SP (04/24) Barriers story continued on page 2  

http://aet.na/sp24tx-sk-1


  

  

  

 

  

 

 
 

H E A L T H Y  L I V I N G   

Barriers story continued 

BARRIER 1 

Transportation 
Nearly 6 million people say that a  
lack of transportation keeps them  

from seeking medical care.  

How Aetna can help: 
We provide rides to any nonemergency  
appointments and covered services. To schedule  
a ride, call Access2Care at 1-866-411-8920  
(TTY: 711) or download the Access2Care (A2C)  
app on your smartphone. Be sure to schedule  
your ride at least two business days before   
your appointment. We also offer daily bus   
passes to members and other transportation  
services to help you get where you need to go.  
Call Member Services for more information.  

BARRIER 2 

Language 
We know that not all members  
speak English as their first language.  

That can make it hard to talk to your doctor or  
ask questions about your benefits. 

How Aetna can help: 
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 (TTY: 711). 

Our Service Coordinators 
are here for you 
Do you need help getting care? Our team  
is here for you. Service coordinators are  
nurses and social workers who understand  
your health conditions and help connect  
you to the right care.  

A service coordinator can help you learn  
more about your health, find a ride to   
your appointments and do many other   
things to help.    

BARRIER 3 

Access to care 
Maybe you don’t live near a  
doctor’s office. Or you don’t have  

time to go to an appointment. This can make   
it tough to get the care you need.  

How Aetna can help: 
We offer telehealth services. You can talk to  
a provider via a phone or video chat from the  
comfort of your own home, on your schedule.  
We’ve teamed up with MDLIVE to connect you  
to licensed doctors, pediatricians and more  
using your smartphone, tablet or computer.  
You can get these telehealth services at no cost  
to you. Visit AetnaBetterHealth.com/texas/ 
telehealth.html to learn more. 

Have a medical problem after hours? You  
can call 1-800-556-1555 (TTY: 711), our  
24-hour nurse line, to talk with a nurse anytime. 
They can help you decide where to go for care 
or how to treat your health problem at home. 

BARRIER 4 

Costs 
Costs are rising for housing, food 
and other essentials. So it may be  

harder than ever to stick to your budget.  

How Aetna can help: 
Your health plan provides other Value-Added  
Benefits to help you pay for life’s health  
essentials, including:  

• $25 per month to spend on certain over-the­
counter drugs and supplies from our catalog.

• A free smartphone with unlimited texts,
minutes and data.

• Earn gift cards for completing certain
wellness activities.

Check out your Member Handbook or visit  
AetnaBetterHealth.com/texas to learn more  
about the benefits and services included in   
your health plan, as well as those not covered. 

http://AetnaBetterHealth.com/texas
http://AetnaBetterHealth.com/texas/telehealth.html
http://AetnaBetterHealth.com/texas/telehealth.html


 

 

 

  

C O N D I T I O N  M A N A G E M E N T

Good health care starts 
with the right doctor 
Your primary care provider  
(PCP) is your first stop for all  
your health care needs. But at  
some point, you may need to  
see a specialist to help treat  
certain injuries or illnesses.  
When this happens, your PCP  
will help you find a specialist  
and refer you for care.  

You don’t always need a referral  
to see a specialist. For example,  
women do not need a referral to  
see an ob-gyn for routine care.  

Here are three ways your Aetna  
Better Health® plan can help con­
nect you with the right provider. 

Provider network 
You must get most of your care  
from providers in our network.  

Go to AetnaBetterHealth  
.com/texas/find-provider   
to find in-network providers.  
You can search or download  
our provider directory.  

Call Member Services if you  
need help or want a hard   
copy of the provider directory.  

Out-of-network 
care 
Let’s say there are no network  
providers near you. Or there  
aren’t any appointments  
available. If that happens, we  
can help you get a referral to  
see a provider outside of the  
network. You won’t be charged  
more for out-of-network care  
in this case. 

Understand your 
pharmacy benefits 
Wondering if your medications are covered?  
Check out your plan’s List of Covered Drugs   
(also called the “Preferred Drug List,” or  

formulary). It tells you which medicines are covered at  
network pharmacies. It also tells you if there are any special  
rules or restrictions on covered drugs. 

The Preferred Drug List is updated regularly. Find the  
latest list at AetnaBetterHealth.com/texas/pharmacy-
prescription-drug-benefits.html  or call Member Services  
for a printed copy. You can find more information on all your  
pharmacy benefits in the Member Handbook. 

Second opinions 
You may not always agree   
with your doctor’s plan of care.  
If this happens, you have the  
right to go to another provider  
for a second opinion. You don’t  
have to pay to get a second  
opinion, and you don’t need  
prior authorization. Call Member  
Services to learn more. 

Your Member Handbook has  
info about all the types of care  
covered  by  your  plan,  including: 

• Primary care

• Specialty care

• Behavioral health care

• Emergency care 

View your handbook at   
aet.na/sp24tx-sk-2 or call 
Member Services for a copy. 

Benefits at your fingertips. Access your plan benefits from anywhere through your online 
Member Portal. You can also use the Aetna Better Health app to see your benefits on the go. 
Visit AetnaBetterHealth.com/texas/member-portal.html  to get started! 

http://AetnaBetterHealth.com/texas/find-provider
http://AetnaBetterHealth.com/texas/find-provider
http://AetnaBetterHealth.com/texas/pharmacy-prescription-drug-benefits.html
http://AetnaBetterHealth.com/texas/pharmacy-prescription-drug-benefits.html
http://aet.na/sp24tx-sk-2
http://AetnaBetterHealth.com/texas/member-portal.html


 

 

  

 

 

 

 
 

 
 

 

B E N E F I T S  S P O T L I G H T

Reporting health care 
fraud, waste and abuse 
What are fraud, 
waste and abuse? 
Fraud happens when   
someone lies to get money  
or services. 

Waste happens when  
someone uses benefits or  
services they don’t need. 

Abuse happens  when   
someone takes money   
for services when they   
aren’t legally entitled   
to payment. 

Some examples of fraud,   
waste and abuse include: 

• A provider bills you for
services that you didn’t
receive

• Someone else uses your
identity to get medical
services

Reporting fraud, 
waste or abuse 
If you suspect or know that 
fraud, waste or abuse is 
occurring, report it immediately. 
Visit AetnaBetterHealth. 
com/texas/medicaid-fraud-
abuse.html to submit a report. 

Reporting fraud, waste or  
abuse will not affect how you  
are treated by Aetna Better  
Health of Texas, and you can  
remain anonymous. Combating  
fraud, waste and abuse is  
everyone’s responsibility.  
Failure to comply could result  
in civil and criminal penalties. 

We’re here for you 
Member Services:   
1-800-248-7767  (Bexar)  
1-800-306-8612 (Tarrant)  
1-844-787-5437 (STAR Kids)  
Monday through Friday,   
8 AM to 5 PM 

24-hour Nurse Line:   
1-800-556-1555 (TTY: 711)  

Behavioral health  
services:   
Call Member Services   
and press 1 for help   
with mental health   
concerns like depression   
or substance use. 

Transportation: 
Access2Care  
1-866-411-8920 (TTY: 711)    
App for smartphone use:   
Access2Care (A2C)   
(Be sure to schedule a   
ride at least two days before  
your appointment.) 

We want to hear from you! Join our Member Advisory Committee (MAC) 
to give us your feedback and help us improve our services. Call Member Services 
at 1-844-787-5437 (TTY: 711) to find out how to join. 

http://AetnaBetterHealth.com/texas/medicaid-fraud-abuse.html
http://AetnaBetterHealth.com/texas/medicaid-fraud-abuse.html
http://AetnaBetterHealth.com/texas/medicaid-fraud-abuse.html


 

  
     

 
     

 

 

  

 

B E N E F I T S  S P O T L I G H T   

Get help with these 
special programs 
Every Aetna Better Health® member is on their own personal health 
care journey. We can help guide you in managing and improving 
your health. Whether you have a medical problem or are just trying 
to live a healthy life, we have a program that can help. 

These programs can help you manage conditions, prevent health 
problems and stay as healthy as you can. Programs include: 

• Healthy Pregnancies and
Healthy Babies

• Drug Withdrawal in Newborn
Babies (Neonatal Abstinence   
Syndrome, or NAS)

• Shots (Vaccines)

• Autism Spectrum Disorder 

• Case Management for Children 
and Pregnant Women  

• Chronic  Condition  Management:  
¬  Asthma 
¬  Diabetes  
¬  CHF (Congestive Heart 

Failure)  
¬  CAD (Coronary Artery Disease)  
¬  COPD (Chronic Obstructive 

Pulmonary Disease)  
¬  Mental Health/Depression 

You can choose to join or leave a  program  at  any  time.  For  most  
programs, we will automatically enroll you if you are eligible. Just  
call us if you do not want to be part of a program. 

Utilization 
management 
Utilization management  
(UM) ensures that our  
members receive the   
care they need to stay  
healthy. Our UM staff   
relies on medical criteria,  
rules and policies to   
make UM decisions. We  
check that services are: 

• Needed to keep  
you healthy 

• Covered by Aetna Better 
Health of Texas

• Following rules for treating 
common conditions

Your doctor uses Clinical  
Practice and Preventive  
Health Guidelines to make  
sure you only get health  
care shown to work. These  
are services to keep you  
healthy or keep you from  
getting sick. For a copy  
of these guidelines, you  
or your provider can call  
Member Services or go to  
AetnaBetterHealth.com/  
texas/providers/  
clinical-guidelines-
policy-bulletins.html 

STAR Kids members   
can call 24 hours a day,   
7 days a week. You may  
be transferred to a call  
center to leave a message.  
When calling back, the  
representative will tell   
you that they are calling  
from Aetna Better Health   
of Texas and will give   
you their name and title. Visit AetnaBetterHealth.com/texas/population-health-

programs.html or call Member Services for more information. 

http://AetnaBetterHealth.com/texas/population-health-programs.html
http://AetnaBetterHealth.com/texas/population-health-programs.html
http://AetnaBetterHealth.com/texas/providers/clinical-guidelines-policy-bulletins.html


 

 
 

 

     

     

    

   

    
 

    
 

    
  

  

  

  

  

  

B E N E F I T S  S P O T L I G H T   

Take advantage of 
your Member Handbook 
Your Aetna Better Health® of Texas 
Member Handbook has everything 
you need to know about your health 
plan, including: 

Benefits and services included in your health 
plan, as well as those not covered 

Benefit restrictions outside Aetna’s 
service area 

Copayments and other charges you may be 
responsible for 

How to file a complaint, grievance or appeal 

How to get information about doctors in 
the Aetna network 

 How to submit a claim  

How we make decisions about your care 
(called Utilization Management) 

How we evaluate new technology as a 
covered benefit 

How to get language assistance 

Pharmaceutical management procedures 

Your member rights and responsibilities 

Notice of privacy practices  

And much more!  

The Member Handbook is updated every year.  
If  there  are  major changes, we will send you a  
letter about it at least 30 days before  the  changes  
are  eff ective.  

We want your feedback! 
We hope that you will always be happy with  
us and your doctors. Every year, we send  
a member satisfaction survey. We use the  
results of those surveys to improve the ways  
we take care of our members.  

If you get a member satisfaction survey,  
please take time to complete it. Your  
answers are private. We will continue to  
work hard to give you the best heath  
care and service.   

Scan the QR code or visit aet.na/sp24tx-sk-2 to view your Member Handbook  
online. Prefer a hard copy? Call Member Services at 1-844-787-5437 (TTY: 711)  
to have one mailed to you. Let us know if you need it in another language,  
a larger font or other formats.  

http://aet.na/sp24tx-sk-2


  
   

  
      

 

   
    

  
  

   

 

          
      

  
 

 

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:
- Qualified  sign language interpreters 
- 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:
- Qualified interpreters 
- 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 
P.O. Box 818001
Cleveland, OH 44181-8001
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. 

http://www.hhs.gov/ocr/office/file/index.html
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
mailto:MedicaidCRCoordinator@aetna.com
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