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Does your
doctor speak
your language?

I

t is important that you can talk
to your doctor easily. If you
do not understand each other
100 percent of the time, it could
affect your health care. There are
doctors in our network who speak
languages other than English. You
can find these doctors in your
provider directory or by calling
Member Services. You can also call
the doctor’s office and ask.
If you have trouble talking with
your doctor, we can help. You
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don’t have to use
family or friends
to interpret for
you. You don’t
have to rely on
the doctor’s
office staff to
interpret, either.
You have the
right to a trained
interpreter. The
Alliance pays
for this service.
Your doctor can
call a special telephone line to
get an interpreter who speaks
your language. Then you and
your doctor will talk through the

interpreter. If you would like an
interpreter, let your doctor’s office
know when you call to make an
Continued on page 2
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Call Member Services.

member news

Did you know?

T

here are many things you
can do from our website.
If you have access to the
Internet, you can:
■■ Ask for a new Alliance ID card.
■■ Tell us you want to change your
PCP.
■■ Tell us you’ve moved or have a
new phone number.
■■ Look for a provider.
■■ File a complaint.
■■ Find a copy of the Member
Handbook/Evidence of Coverage.
■■ See what medications we cover.
■■ See what your benefits are.
Just go to www.ccah-alliance
.org and click on the “Members”
section. Pick your health plan
(Medi-Cal, Healthy Families,
Healthy Kids, Alliance Care IHSS or
Alliance Care AIM). Then choose
from the menu of links on the left.

Possible
pharmacy
network change
We have been notified by
Walgreen’s pharmacy that
they plan to stop being part of
our pharmacy network as of
December 31, 2011.
If you get your prescriptions
filled at Walgreen’s pharmacy,
you will have to transfer them
to a different pharmacy by
December 31, 2011, unless
they change their mind.
If you are not sure which
pharmacies are in our
network, please look in your
Provider Directory, go to our
website, www.ccah-alliance.org,
or call Member Services at
1-800-700-3874, ext. 5505.

Does your doctor speak your language?
Continued from page 1

appointment. Let them know what
language you prefer. Ask them to
call the Alliance’s Language Line
telephone interpreter service when
you arrive.
As an Alliance member,
you have the right to free
interpreter services in your
language to help you talk with
your: » Doctor » Other health
care provider » Health plan.
Telephone interpreters are used
for most conditions. A face-to-face
interpreter may be used for special
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conditions. The Alliance must
approve face-to-face interpreters
ahead of time.
Written translations of
letters and notices that affect
your health care coverage
are available in Spanish and
Hmong. We can also help you
understand these documents if you
read a different language.
For help with getting an
interpreter or understanding
something we send you in writing,
please call Member Services at
1-800-700-3874, ext. 5505. If you
have impaired hearing or speech,

please call our TTY line at 1-877548-0857. You can reach us Monday
through Friday, 8 a.m. to 5 p.m.

Additions to
our formulary
Drug name

Used to treat

Lansoprazole
(Prevacid)

Gastroesophageal
reflux disease
(GERD) and ulcers

Venlafaxine XR Depression and
(Effexor)
Anxiety

customer service

Santa Cruz County Staff

Monterey County Staff

Service
with a smile!

H

Merced County Staff
about the challenges and rewards of being an MSR:
“I help our members understand their benefits and
how to get care. I find my job to be most rewarding
when I have helped a member in a way that makes a
difference in his or her life.”

action
take

ave you ever wondered who is on the other end
of the phone when you call Member Services?
Our Member Services Representatives
(MSRs) are caring, dedicated professionals. They are
here to answer your calls Monday through Friday from
8 a.m. to 5 p.m.
Our MSRs are ready to:
■■ Tell you how the health plan works
■■ Answer questions about your benefits
■■ Explain how you can get medical care and services
■■ Let you know which doctors and clinics you can go to
■■ Help you choose or change your Primary Care
Provider
■■ Assist you with concerns or complaints
■■ Give you information about other programs if you
need services that are not covered by the Alliance.
We have MSRs in each of our three service areas—
Santa Cruz County (Scotts Valley), Monterey County
(Salinas) and Merced County (Merced). They live and
work in the communities that we serve.
Some of our MSRs have been with us for more than
12 years. Others have joined us more recently. But all
of our MSRs share a desire to provide you with the best
service they can.
Here is a quote from one of our staff, when asked

You and your health are important to us. Please
call us at 1-800-700-3874 if you have questions,
need help or have concerns about your care as an
Alliance member.
If you would like to meet with an MSR in
person, you can do so from 8:30 to 11:30 a.m.
and from 2 to 4 p.m. Please call us at the number
above to make an appointment at the office
closest to you.
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member news
Another family wins a $50 gift card for
joining in Alliance quiz monthly raffle

M
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When Fatima found out that she
had won the monthly raffle, she
was happy and surprised. She used
the gift card to buy diapers and
other items for Rolando. Fatima
learned a lot from the quiz. Filling
it out helped her understand how
the Alliance works and how to
access services.
“This is a great program and
provides a lot of help,” says Fatima.

“Without the Alliance, where
would we be?”
Information reported with consent.

action
take

eet Rolando and his
mother, Fatima. Rolando
is 8½ months old and
the first child and grandchild in
the family. Fatima and Rolando
are pictured here with Virginia
“Ginny” Davis, Certified Physician
Assistant. Fatima takes Rolando to
Salinas Pediatrics, where he sees
Ms. Davis regularly for his wellchild visits.
Ms. Davis is pleased that the
Alliance covers well-child visits.
She says, “These visits are a time
for parents to ask questions.
They learn all about their child’s
growth and development.” Ms.
Davis says that Fatima keeps her
son up-to-date on all of his exams.
“She listens and tells me about
her concerns at each visit. I am
enjoying seeing Rolando grow up.”
Fatima says that she is very happy
with the way Ms. Davis treats her
son.
Fatima and Rolando were
the lucky winners of a $50 gift
card from the Alliance’s Member
Rewards program. And it was easy!
A couple of months ago, Fatima
got a quiz in the mail from the
Alliance. The short quiz asked
questions such as, “How do you
tell the Alliance which Primary
Care Provider you want?” and
“Who should you call if you have
questions?” Fatima found all of the
answers in her member handbook.
She filled out the quiz and sent it
back to the Alliance.

If you’re a new member,
you could be our next
winner! Use your member
handbook to fill out your
quiz, then send it in.

wellness

Be careful
with home
remedies

M

edicines can help keep
you and your family
healthy. But the wrong
one can make you sicker. Drugs or
other items you buy at the market
are not always safe, even if the
label says natural. Just because
something is sold at the store
doesn’t mean it’s OK to use. In fact,
some traditional remedies aren’t
safe. Some of them have been
around for a long time, but now we
know that they can cause harm.
Do not use any of the items
described in the chart, especially
for babies or children.
Some home remedies can be
unsafe when used with medicines
Remedy name
Camphor

Azarcon and
greta

your doctor prescribes. Always tell
your doctor about all medicines,
vitamins and anything else you take
or give to your child. Talk to your
doctor about what is safe and what

Traditional uses
Sold as a cube, tablet or ointment.
Swallowed, inhaled or used on the skin.
Used for: » Colds » Pain » Stuffy nose.

Sources: American Academy of Family Physicians; Archives of Pediatric and Adolescent
Medicine; Centers for Disease Control and Prevention

Dangers
Any of these uses can be toxic. Too much camphor can cause
seizures. Never give to children or apply to the face, nose or
elsewhere on babies.

Fine powders also known as alarcon, coral,
luiga, maria luisa and rueda. Used for:
Contain high levels of lead. Even a small amount of lead can
» Upset stomach » Constipation » Diarrhea be harmful. Too much can cause death.
» Vomiting » Teething babies.

Swallowed or used with dropper and put in
Mineral oil
nostril. Used for: » Constipation » Stuffy
and castor oil
nose » Stomach ache.

Olive oil or
vegetable oil

is not. For more information, call
the free Alliance Health Education
Line at 1-800-700-3874, ext. 5580.

Swallowed or used with dropper and put in
nostril. Used for: » Constipation » Stuffy
nose » Stomach ache.

Oils taken this way can injure the lungs. It can make it very
hard to breathe. Too much mineral oil can lead to a lack of
vitamins A, D, E and K in the body. Too much castor oil can
weaken bowel muscles. This can lead to chronic constipation.
Oils taken this way can injure the lungs. It can make it very
hard to breathe. Babies can end up in the hospital with serious
lung problems. (Olive oil and vegetable oil are OK for cooking.)
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Getting an
appointment
How long should you have to wait?

W

e know it is important
for you to get care when
you need it. But it is not
always possible for a doctor to
see you right away. You may have
to wait longer for some types of
appointments than others. For
example, you should be able to
get an urgent care (care when
you are sick) appointment sooner

living

than an appointment for a regular
checkup.
We work with the doctors and
clinics in our network to make sure
you can get care when you need it.
We have always done this, because
we know it is important.
As of January 18, 2011, health
plans in California have to meet
certain standards for access to

healthy
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If you feel you are not getting
care when you need it, please
call Member Services at
1-800-700-3874, ext. 5505.

care. The regulations to put this law
into place are called the “Timely
Access to Non-Emergency Health
Care Services” standards. There are
different standards for different
types of appointments.
These are the standards for
different types of appointments:
■■ Urgent care—within 48 hours of
when you call
■■ Non-urgent primary care—within
10 business days of when you call
■■ Non-urgent specialty care—within
15 business days of when you call
■■ Non-physician, non-urgent
mental health care—within
10 business days of when you call
■■Non-urgent diagnostic services—
within 15 business days of when
you call.
Please note there are some
exceptions. The waiting times for
an appointment may be longer if
the provider feels that it will not
harm your health if you have a
longer wait.
The waiting times for preventive
services, such as well-child care,
regular physical exams and
immunizations, do not have
specific timeframes. They may be
scheduled according to how the
provider normally schedules them.
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