
We know that you want to 
feel sure that you are getting 
the right care and services 
in the right place and right 
time. This is called utilization 
management (UM). Our UM 
Program and staff can help 
you and your doctors make 
decisions about your health 
care. But we also look at 
ways to make the most out 
of your health outcomes and 
manage costs. 

We use clinical review criteria, 
practice guidelines and 
written policies to make UM 
decisions. UM decisions are 
based on these reasons:
•  Services requested are 

medically needed (also called 
medically necessary).

•  Services requested 
are covered. 

We do not reward or pay 
extra money to health care 
providers, staff or other  
people to:

•  Deny you care
•  Give you less care
•  Deny tests or treatments that 

are medically necessary

If you ever need to contact 
someone on our UM staff, 
don’t forget that they: 
•  Are available at least eight 

hours a day during normal 
business hours for inbound, 
collect or toll-free calls about 
UM issues

•  Can receive inbound 
communication about  
UM issues after normal 
business hours

•  Identify themselves by name, 
title and organization name 
when initiating or returning 
calls about UM issues

Remember, you can also 
access TDD/TTY services 
or language assistance 
to discuss UM issues. Call 
1-866-638-1232,  
PA Relay 7-1-1.
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You, or a family member, may 
need more care right now. You 
may have special needs or a 
serious medical condition. You 
can get extra help through 
our Special Needs Unit. We 
have care managers who are 
nurses, social workers and 
behavioral health specialists. 
They work with adults and 
children with special needs. 
Special needs assistance can 
be anything from getting 

Our Special Needs Unit can help you Live Healthy
transportation to getting 
complex equipment.

Your link to care
Our Special Needs Case 
Managers can help you:
•  Get services and care
•  Work with your health  

care providers, agencies  
and organizations 

•  Learn more about  
your condition 

•  Set up a care plan that’s 
right for you

•  Locate community resources
•  Get needed transportation

What is a special need?
Special health care needs are 
issues that can be:
•  Physical—such as diabetes 

or a combination of health 
conditions

•  Developmental—such as an 
intellectual disability

Tell us how we’re doing! 
Join our Health Education 
Member Advisory 
Committee (HEMAC).  
You can give us feedback  
and recommendations  
about our:
•  Service
•  Health education and 

member materials
•  Wellness programs
•  Community outreach

The HEMAC meets 
four to six times a year. 
HEMAC members can 
attend meetings in 
person or by phone. We 
reimburse transportation 
costs for members who 
attend in person. For 
more information, call 
us at 1-866-638-1232, 
PA Relay 7-1-1.

Your rights and responsibilities
Every year, we review and remind Aetna Better Health 
members of their rights and responsibilities. You can get a 
complete copy of your rights and responsibilities at any time. 
Here’s how:
•  Go to www.aetnabetterhealth.com/pennsylvania .
•  Call Member Services.
•  Look in your member handbook.

For more information on rights and responsibilities, call 
Member Services at 1-866-638-1232, TTY 7-1-1. Aetna 
Better Health does not take action against members who 
exercise their rights.

•  Behavioral—such as 
depression or attention-
deficit/hyperactivity 
disorder (ADHD)

Special needs don’t fall into 
any one category. They can 
be basic (generic) needs. You 
don’t have to have a certain 
diagnosis to have a special 
need. Special needs can 
happen with any circumstance 
or situation. They can happen 
at any time to anyone. They 
can be short or long term. 

Who can make a referral to 
our Special Needs Unit?
Anyone can make a referral to  
our Special Needs Unit, including:
•  Members
•  Family
•  Doctors
•  Mental health/intellectual 

disability/substance 
abuse providers

•  Schools
•  Community agencies

Need help? Call us
If you think you have special 
health care needs and need 
someone to help, call us. Ask for 
someone in the Special Needs 
Unit. We’re here to help!

Aetna Better Health Special 
Needs Unit: 1-855-346-9828.

Be a voice in your community
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Be prepared 
with an advance 
directive
Staying healthy is a goal we 
all want. However, sometimes 
things happen all of a 
sudden. It’s always good to 
prepare for things we don’t 
expect. Advance directives 
help you be prepared.  

Advance directives are 
instructions about your 
medical care if you are not 
able to make those decisions. 
An advance directive 
becomes your voice when you 
can’t say what you want or 
speak for yourself. Advance 
directives can also say who 
makes medical decisions for 
you when you can’t. 

There are two kinds of 
advance directives:
•  A living will is a document 

that says what medical care 
you want or don’t want. It  
is used in the event that  
you are not able to speak  
for yourself. 

•  A health care power of 
attorney is a legal document 
that says who can make 
medical decisions for you. 
It is also used when you  
are not able to speak  
for yourself.  

For more information 
about advance directives, 
visit our website: 
www.aetnabetterhealth 
.com/pennsylvania . You 
can also get information 
about advance directives at 
www.state.pa.us . 

We understand the importance of keeping 
your personal and health information (PHI) 
secure and private. We are required by law 
to provide you with the notice of privacy 
practices. This notice tells you of your  
rights about the privacy of your PHI. It tells 
you how we may use and share your personal 
information. You can request a copy at  
any time.

Both Aetna Better Health and your providers 
make sure that all member records are kept 
safe and private. You can access our privacy 
policy at www.aetnabetterhealth.com/
pennsylvania/privacy-policy . If you have 
any questions, Member Services can help. Call 
1-866-638-1232, PA Relay 7-1-1.

We review the Aetna Better 
Health member handbook each 
year. The member handbook can 
help you be an active and 
informed member. It can help 
when making your or your child’s 
health care choices. 

Your member handbook includes:
•  Your rights and responsibilities
•  How to access care and services
•  Information about our quality and 

case management programs
•  Pharmacy benefits
•  Privacy information
•  How to choose a PCP 

and specialist
•  How to report fraud and abuse

The member handbook is 
available online. Log on to 
www.aetnabetterhealth.com/
pennsylvania . You can call 
Member Services if you need a 
member handbook mailed to 
you. Call 1-866-638-1232 or 
PA Relay TTY 7-1-1.

You can also request the 
handbook in another language 
or format.

Privacy and security

Check out the 
latest member 
handbook online
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Good relationships take work. But 
they’re worth it.

Respect is a big part of a good 
relationship. Learn to respect  
your partner and expect respect  
in return.

Other important elements of 
healthy relationships include:

Trust. Choose to trust each other.

Honesty. Be open with  
one another.

Shared interests. Have fun 
finding out what each of  
you enjoys.

Give and take. Neither one of you 
is always right or always wrong.
Source: American Academy of Pediatrics

Caring for our health includes caring for 
the quality of our relationships. When 
teens have healthy relationships, they 
are more likely to have better health now, 
and later, as adults.    

Parents are important in teaching teens 
how to have healthy relationships. 
Parents can behave in ways that show 
what it means to respect and listen 
to others. They can also have general 
talks with teens about what it means to 
respect and listen to a dating partner. 

Parents can start these talks by asking:
•  How are things going with your friends?
•  Is your best friend hanging out 

with anyone? What do you think of 
that person?

•  Are you talking to anyone? What do 
your friends think of that person?

Parents can ask about things they hear 
that seem unhealthy:
•  What do you think about your friend 

having to tell her boyfriend where she is 
all of the time?

•  What does that mean when your friend 
receives 50 texts a day from a girlfriend? 

Parents can talk to 
teens about healthy 
relationships

•  Is that healthy or controlling?
•  How do you feel when your boyfriend 

comments on how you look or 
embarrasses you in front of friends?

Parents can also show appreciation for 
things they hear that seem healthy. This 
may include respect for someone’s:
•  Body and what they do or don’t want to 

do sexually or physically
•  Personal space and boundaries
•  Life or career choices
•  Time with friends or family or alone time
•  Property
•  Online social space including text or 

private messages

Advise a teen who seems to be in an 
unhealthy relationship that he or she can 
call the National Dating Abuse Helpline 
and can ask questions and talk to a teen 
or adult: 1-866-331-9474 or  
TTY 1-866-331-8453.

Or visit the websites: 
loveisrespect.org
thatsnotcool.com 

To find the domestic abuse program 
nearest you, visit pcadv.org and click on 
“Find Help” or use the “Find Help” map on 
the home page.
Provided by the Pennsylvania Coalition Against 
Domestic Violence

Work on a healthy 
relationship

Better Your Health is published as a community 
service for the friends and members of Aetna 
Better Health, 2000 Market St., Suite 850, 
Philadelphia, PA 19103.

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.

Contact us
1-866-638-1232
PA Relay 7-1-1 
www.aetnabetterhealth.com/
pennsylvania
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