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We're here for you.

Coronavirus (COVID-19) is a
contagious respiratory illness.
The virus can spread from person
to person.

Aetna Better Health of Virginia
is committed to serving you
and your family during this
time. That's why we created a
special section on our website
to talk about COVID-19 at
AetnaBetterHealth.com/
Virginia. Select “For Members.”
There, you will find important
information, which includes:
« Community resources in
your area.
* Changes to your benefits and
services, which offers greater

coverage for you and your family.

Some changes include:

- COVID-19 testing and
treatment coverage

- No co-pays

- Getting a 90-day supply of
routine medications

- Telehealth coverage, which is
a way for you to visit with your
doctor either via phone or video

._

Summer 2020

- Outreach to higher risk and
older members to review
critical needs

We're here for you 24 hours a
day, 7 days a week, online and
by phone. Visit us on the web

at AetnaBetterHealth.com/
Virginia or call Member Services
at 1-855-652-8249 (TTY: 711).
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We want to hear
from you

Every spring, some members

of Aetna Better Health will get

the Consumer Assessment of
Healthcare Providers and Systems
(CAHPS) survey in the mail.

The CAHPS survey measures

your satisfaction with the health
care you received in the last

six months. This includes health
care from your doctors. The survey
compares the results it gets from
you with the results it gets from
members of other Medicaid plans.

If you get the survey in the mail,
we would like to hear from you.
Please fill it out. Then, mail it back
to us. All you have to do is put it
in the mail. No postage is needed.
The survey package will include
pre-paid postage.

If you do not respond when

you first get the survey, you will
receive a phone call. This is so you
can do the survey over the phone.

If you are satisfied with the health
services you've received, please
give us ratings of 8s, 9s, and

10s. We look forward to hearing
from you.

Health screenings

Within four months after you join
Aetna Better Health of Virginia,
a health plan representative

will contact you. They can

also contact your authorized
representative. They may

call you. They can also meet

in person. They will ask you
questions about your health and
social needs. These questions
make up what is called the
“health screening.”

The representative will ask about
medical conditions you have or
have had in the past. They will
also ask about your ability to

do everyday things. They may
also have questions about your
living conditions.

Your answers will help us
understand your needs. Your
answers also will help us identify
if you have medically complex
needs. We also will be able to
determine when your health

risk assessment is needed. Your
answers are important. We

will use them to develop your
care plan.

Please contact Aetna Better
Health of Virginia’s Member
Services department if you need
accommodations to participate
in the health screening. You can
also call Member Services if you
have questions about the health
screening. Their phone number
is 1-855-652-8249 (TTY: 711).

Keep your contact information up-to-date.

It is very important for us to have
your current contact information.
Keeping your current contact
information on file will allow you
to get important information
about your health. It also helps
us let you know about changes to
your health coverage.

Here is an example. Each time
you change your primary care
provider (PCP), Aetna Better
Health of Virginia will mail you a
new ID card. It will have your new

PCP listed on the card. We need to
have your current mailing address
in our records. This is to make
sure you get the new ID card.

We will often send you other

important information as well.

This includes:

* Health reminders

* New benefits

* Information on plan-
sponsored events
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We can document your updated
home and cellphone numbers. We
can also document new home and
email addresses.

Have you moved? Got a new
phone number? Have changes to
insurance coverage? Make sure
you contact your case worker

at your local Department of

Social Services. If your contact
information has changed, please
call your Care Coordinator. You can
call at 1-855-652-8249 (TTY: 711).
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Community resources Does someone you know

During this time, we want you * Food banks qualify for Medicaid?
to know about community * Senior services If vou recently lost vour health
resources that can help * Disability services y y y

insurance coverage, there are still
options for you and your family. Visit
Cover Virginia and answer the five

you. We have compiled a * Meals on Wheels
community resource page that  + Mental health services
contains community resources

throughout the state of Virginia. Tp access the;e resources, questions using the EI|g|b|I|ty.Screen|ng
. visit our website at Tool at CoverVA.org/Screening. If you
These community resources e
include. but are not limited to: AetnaBetterHealth.com/ qualify, visit CoverVA.org/Apply or
. Housirlw assistance ' Virginia. Select “Health call Cover Virginia at 1-855-242-8282
. Utilit agssistance and Wellness.” Then, select (TDD: 1-888-221-1590). Their hours are
Y “Community Resources.” Monday through Friday, 8 AM to 7 PM,

* Public school breakfast/
lunch programs

and Saturday, 9 AM to noon.

Sharing information
is important.

Do you see a behavioral health doctor?
Have you told your primary care provider
(PCP)? Your PCP should know if you see a
behavioral health doctor. It is important
to tell your PCP about other doctors who
help you with your health. Aetna Better
Health of Virginia wants you to stay healthy.
Your PCP may not know about a drug your
behavioral health doctor prescribes. This
could lead to problems with other drugs
you take.

Do you need help talking with your PCP
about your behavioral health care? We are
here to help. You can contact our Member
Services department. You can

call them at 1-855-652-8249 (TTY: 711).
They are available 24 hours a day, 7 days

a week.

Don’t let stigma get in your way

Stigma is incorrect beliefs and attitudes
toward mental illnesses. Stigmas keep
people from getting the help they need.
Mental illnesses are just like physical
illnesses. They require that you see a
doctor and start treatment. Many people
won't go to the doctor because they are
ashamed. There’s no reason to be ashamed
about mental illnesses. When people go to
the doctor, they can get better.

AetnaBetterHealth.com/Virginia
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Population Health Management:
Keeping members healthy

We have a dedicated team of nurses and social workers who
are here for you. They can help you manage and achieve
your health and wellness goals through our Integrated Care

Management Program.

As our member, you have access to a care manager. They'll be
your single point of contact for your medical and behavioral health
needs. They'll work directly with you to coordinate your care. They
also work with your family and caregivers.

We want to help you improve your quality of life. We provide
assessments and individualized care plans. Your care manager can
also help you. They can identify and address health barriers. This
way, you can achieve your health and wellness goals.

Non-discrimination
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
4500 E. Cotton
Center Blvd.
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.

AetnaBetterHealth.com/Virginia

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: ATENCION: Si habla espafiol, tiene a su disposicidn servicios gratuitos de asistencia lingistica.
Llame al nimero que aparece en el reverso de su tarjeta de identificacion o al 1-800-385-4104 (TTY: 711).

KOREAN: Z=2|: 5t=0|Z AIE3SHA|= 42, 20 X[ MH|AS 222 0|85t 4= AL, 75| ID

7tE SIHO| Qe HS 2L} 1-800-385-4104 (TTY: 711) HOZ I2t5 FAAIQL.

VIETNAMESE: CHU Y: néu ban néi tiéng viét, cé cac dich vu hd trg ngdén ngit mién phi danh cho ban.

H&y goi s6 c6 & mat sau thé id cda ban hodc 1-800-385-4104 (TTY: 711).

CHINESE: )X : MREEAFREP S BANRERSESEZIRT - FRELM ID FEEH

T AL BTk 1-800-385-4104 (TTY: 711) ©

ARABIC: 3sa sl a0 e Jaail laally @l il i & gall) sacbuall ciladi (8 el jal) ARl Gaaati S 1) +dda sale

(711 ;S 5 anall) 1-800-385-4104 Je sl dnadil el Cala

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).

PERSIAN: A5 (s i (L) SS Dladd 4 2l 55 o GG ) e 4 S e Cina o B L 4 S
280 G (TTY: 711) 1-800-385-4104 o jlad L L (olulid & IS Cudiy jo 00 500 jladi by 2l

AMHARIC: “1000.0:- A9ICT 299514 NPT £A 9°79° haf P18 €06 A1AINCPT7 99T S AN NACHS
AL4. (L ZCa m8A®- AAh ¢TC ®LI° NAAh ¢TC 1-800-385-4104 (TTY: 711) LL M-z,

URDU: Ll e 23 o5 O wleds (S sde Glate e 0b5 55 o 8 015 o3l ol STis 25
- S Aaly 5 (TTY: 711) 1-800-385-4104 L ,; s 35556 e =5 5,8 c5bs ol -

FRENCH: ATTENTION: si vous parlez frangais, des services d’aide linguistique vous sont proposés
gratuitement. Appelez le numéro indiqué au verso de votre carte d’identité ou le 1-800-385-4104
(ATS : 711).

RUSSIAN: BHUMAHMWE: ecnv Bbl rOBOPUTE HA PYCCKOM A3bIKE, BAM MOTYT NpeaoCcTaBuUTb
H6ecnnaTHble ycnyru nepesoga. Mo3BoHUTE N0 HOMeEpY, YKa3aHHOMY Ha 0b6paTHOM CTOPOHe Ballek
NAEHTUPUKALNOHHOM KapToYKK, Uam no Homepy 1-800-385-4104 (TTY: 711).

HINDI: &7 <2 T{& o FEa1 Ao arerd & 7 saeh forg AT &grar Hary (47 9o 3qere 2|
AT ATSST T 6 IS AHT H [T T 7 STAAT 1-800-385-4104 (TTY: 711) T HieT |

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

BENGALI: T FFa: I AP IRTT FAT IEA, ORE (@ ¥FTET ©F TFe| JFFAT S8
AR AT AACTIAT SCEOIMWE VFT @ QT 1-800-385-4104 (TTY: 711) I9E & FFA|

KRU: TU DE NA JIE BO: & yema wlu bé¢ fi a po Klao Win, né¢ 4-a win kwa cetiyo+ ne-1a, i belé-0
bi ma-6 mi bo ko putu bo. Da noba né € nea-0 fi-a j1¢ jipol€ kateh je na kpoh, mds 1-800-385-4104
(TTY: 711).

IGBO (IBO): NRUBAMA: O buru na i na asu Igbo, oru enyemaka asusu, n’efu, diiri gi. Kpoo nomba di
n‘azy nke kaadi ID gi ma o bu 1-800-385-4104 (TTY: 711).

YORUBA: AKIYESI: Ti 0 bd so edeé Yoruba, awon oluranlowd ipése eéde ti wa ni lé fun o 16féé, pe ndnba
ti 6 wa léyin kdadi iddanimo re tabi 1-800-385-4104 (TTY: 711).
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Your Care Coordinator

As part of Aetna Better Health

of Virginia, you have a dedicated
Care Coordinator. They can help
you understand your covered
services. They can also help you
understand how to access these
services. Your Care Coordinator
will also help you work with your
doctor and other health care
professionals. These include
nurses and physical therapists.
Your Care Coordinator will work to
provide a health risk assessment.
Then, they will develop a care
plan. This care plan considers
your needs and preferences.

Your Care Coordinator can:

* Answer questions about your
health care

* Help with scheduling
appointments

* Answer questions about getting
the services you need

* Assist with arranging
transportation to
your appointments

How to contact your
Care Coordinator

You can reach your Care
Coordinator by phone. Just call
1-855-652-8249 (TTY: 711). This
call is free.

They are available Monday
through Friday, 8 AM to 5 PM

We have free interpreter services
for people who do not speak
English. Just call 1-800-828-1120

(TTY: 711). This call is free. They
are available Monday through
Friday, 8 AM to 5 PM

Access to our clinical staff

If you need access to your Care
Coordinator during normal
business hours, call Member
Services. Their phone number

is 1-855-652-8249. Ask to speak
to your Care Coordinator. If you
need a nurse after business
hours, call 1-855-652-8249. You
will be connected to our 24-hour

nurse line.

Taking care of your
behavioral health
during times of
uncertainty

Your physical health is
important to us. So is your
behavioral health. Behavioral
health includes mental health
treatment and substance use
services for you or your child.

Many behavioral health
providers offer telehealth
services. Telehealth is a visit
with your doctor by phone or by
video. These visits are covered.
Call your health care provider
to see what telehealth services
they offer.

We offer a 24/7 behavioral
health crisis hotline. The number
is 1-855-652-8249 (TTY: 711).
We've also partnered with
Mental Health America of
Virginia (MHAV) and AliveRVA.
You can call and talk with people
over the phone who can tell you
about their own experiences
with mental health and/or
substance use challenges. They
can tell you how they recovered.

You can call AliveRVA at 1-833
473-3782 between 8 AM and
midnight, 7 days a week,

365 days a year. You can also
call MHAV at 1-866-400-6428
Monday to Friday, 9 AM to 9 PM,
and Saturday to Sunday, 5 to

9 PM, 365 days a year.

=4 Contactus
@ 1-855-652-8249
(TTY:711)
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This newsletter is published as a community service for the friends and

members of Aetna Better Health® of Virginia, 9881 Mayland Drive, Richmond,
VA 23233-1458. 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.
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