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NEED AN URGENT
APPOINTMENT AND NOT
SURE WHERE TO GO?

Call the
Alliance
Nurse
Advice Line

Home care. The NAL helps you

make informed decisions on when
and how to seek care for an urgent
problem or gives advice on selfcare at home.

T

he Alliance is committed to
helping members get good
health care advice 24 hours
a day, 7 days a week. A free call will
connect you to a registered nurse
who can answer your health care
questions and quickly give you
advice on care options. Call toll-free
at 1-844-971-8907 (TTY: Dial
7-1-1). The phone number is also
on your Alliance ID card.
The Nurse Advice Line
(NAL) can assist you with an
appointment with your Primary
Care Provider (PCP) or a referral
for an urgent medical appointment
with a different provider.

Urgent care visit. Urgent care

is a great option to consider when
your PCP is not able to see you and
the NAL nurse determines that an
urgent appointment is needed. A
NAL referral is required, and the
nurse will direct you to a site for
urgent care.

Primary Care Provider. Many

primary care clinics offer same-day
sick appointments when you need
to see a provider quickly for nonemergency injuries and illnesses
of all kinds. For more information,
please call your PCP. If you call the
NAL, the nurses can also help you
schedule an appointment.

Emergency room. Emergency
rooms are prepared to handle
the most life-threatening and
serious emergency health needs.
If you believe you have a medical
emergency, call 911 or go to the
nearest emergency room.
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Member Services will not be
available on March 22 from
11:45 a.m. to 4:15 p.m. due to
a companywide meeting.

family health

WIC works!

Hospice and
palliative care

B

oth hospice and palliative
care aim to relieve a
patient’s pain and distress
and improve quality of life. Both
rely on a team approach, where
medical professionals and the
patient’s loved ones work together.
But while palliative care is for
anyone at any stage of an illness,
Palliative care

regardless of life expectancy,
hospice is for people in their last
months, weeks or days of life.
The Alliance covers hospice
care and palliative care. If you or
a loved one has a serious illness,
it may help to know that this care
is available and the services each
type provides.
Hospice care

For patients who have a serious illness For patients who need care in the
that causes pain or other distress
last six months of life, when they stop
(including emotional distress).
treatments aimed at curing them.
Relieves symptoms caused by the
illness—or by treatments for that
illness, such as pain after surgery.

Gives compassionate care that
allows patients to die with dignity.

Given at home or in a care facility,
Given where the patient lives.
such as a hospital or a doctor’s office.
Offers help with coping with a
diagnosis—or with sticking to the
treatment plan.

Offers physical, spiritual and
emotional support. It also gives
comfort to loved ones.

If you have questions about these benefits, please talk to your doctor. If
you need help finding a provider, you can call Alliance Member Services at
1-800-700-3874, Monday through Friday, 8 a.m. to 5:30 p.m.
Sources: Center to Advance Palliative Care; National Hospice and Palliative Care Organization
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The Women, Infants, and Children
(WIC) program has been helping
families for the last 40 years. WIC is
a public health nutrition program
made up of a team of health care
workers dedicated to improving
health.
Who qualifies?
■■ Women who are pregnant, are
breastfeeding or just had a baby
■■ Children under 5 years old (as well
as foster children)
■■ Families with low to medium
income (working families may
qualify)
How can WIC help?
■■ Nutrition education
■■ Food vouchers
■■ Breastfeeding education and
support
■■ Referrals for health care and
community resources
They also have classes on how to
start healthy habits and keep them
for life. Those who work at WIC have
a goal of making you feel that you
are not alone. They help make our
communities healthier!
If you need help with food,
have questions about foods you
should eat during pregnancy, need
breastfeeding support or would like
to know more about how your child
is growing, call your local WIC. They
are here to help!
How do I contact WIC?
■■ Call: 1
 -888-WIC-WORKS or
1-888-942-9675
■■ Visit: morehealth.org/
cdph.ca.gov/WIC

member news

FIND PROVIDER
INFORMATION FAST

Does your doctor
speak your language?

I

t is important that you can talk
with your doctor clearly. If you
and your doctor are not able to
understand each other all the time,
it could affect your health care. The
Alliance has doctors in our network
who speak a language other than
English. You can find these doctors
in your Provider Directory or by
calling Member Services.
If you have trouble talking with
your doctor, we can help. You
don’t have to use family or friends.
You have the right to a trained
interpreter, and the Alliance
pays for this service. Your doctor
can call a special phone 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 which
language you need when you call
to make an appointment. Ask them
to call the Alliance’s telephone
interpreter service when you
arrive.
As an Alliance member, you have
the right to these free services:
Interpreter services in your
language to help you talk with
your:
■■ Doctor
■■ Other health care provider
■■ Health plan

Check out our brand-new
online Provider Directory
page at https://provider
.portal.ccah-alliance.org/
providerdirectory/. The
new and improved page
will help you find the
provider information you
need in no time!
In most cases, telephonic
interpreters are used, but a faceto-face interpreter may be used for
complex cases. The Alliance must
approve face-to-face cases ahead of
time.
Writtenletters and notices
that affect your health care
coverage offered in your language.
We can also help you read these
documents if you speak a language
other than English.
For help with getting an
interpreter or reading documents
you receive, please call Member
Services at 1-800-700-3874,
Monday through Friday, 8 a.m. to
5:30 p.m. For the Hearing or Speech
Assistance Line, call 1-800-735-2929
(TTY: Dial 7-1-1).
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medications

Use prescription drugs safely

P

rescription drug safety is
key to ensure that your
medication works the way
it is intended to. Always ask your
doctor and your pharmacist any
questions or concerns you may
have about your medications.
These are some things to keep
in mind when getting a new
prescription drug.
When talking with your doctor
and/or your pharmacist, be sure to:
■■ Give them a complete list of all
medications you are currently
taking, including over-the-counter
medications and supplements. This
helps your pharmacist know about
any possible negative side effects
with new medications.
■■ Let them know if you have any
allergies.
■■ Do not leave your doctor’s
office or the pharmacy until you
understand why you are taking this
medication and the directions on
how to use it.
■■ Ask your pharmacist the best way
to store the medication.
■■ Talk to your pharmacist about
how to dispose of the unused or
expired medication.
When taking the medication,
remember:
■■ Keep it in its original container.
■■ Keep it away from the reach of
children and pets.
■■ Do not store it in extreme
temperatures. Heat, moisture and
freezing temperatures can lower
the effectiveness of the medication.
Follow your pharmacist’s direction
on how to store it.
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Read the label every time you
take your medication, especially
if you are taking multiple
medications. You do not want
to take the wrong medication by
mistake.
■■ Do not take more than what
is prescribed, especially of pain
medication.
■■ Do not share your medication
with anyone else.
■■ Do not dispose of your unused
or expired medication where
someone can easily find it. Some
medications should be flushed
■■ 

down the toilet. Some are to be
thrown out mixed in cat litter
in a sealed bag. Follow your
pharmacist’s directions for disposal
of your medication.

Formulary changes
Drug

Used for

Change

Promethazine with Codeine Syrup

Cough

Removed

Perindopril tablets, Telmisartan tablets,
Irbesartan HCT, Amlodipine-valsartan
tablets, Amlodipine-valsartan-HCTZ
tablets

High blood pressure,
heart failure, coronary
artery disease

Added

Captopril tablets, Moexipril tablets,
High blood pressure,
Benazepril-HCTZ tablets, Captopril-HCTZ heart failure, coronary
tablets, Moexipril-HCTZ tablets
artery disease

Removed

Nadolol tablets, Diltiazem ER 12H
capsules, Matzim LA 24H tablets,
Dyrenium tablets, Aldactazide 50-50
tablets

High blood pressure

Removed

Atenolol-chlorthalidone tablets,
Metoprolol tartrate-HCT tablets,
Felodipine ER tablets, Amiloride tablets

High blood pressure

Added

Rosuvastatin tablets, Ezetimibe tablets

High cholesterol

Added

Omega-3 Acid Ethyl Esters 1G

High triglycerides

Added

Rizatriptan ODT

Migraine

Added

Cyanocobalamin injection

Vitamin B12 deficiency

Added

your care

When should you
expect to get antibiotics?

M

ost likely you know that
germs make you feel sick,
but did you know that
there are two types of germs? The
treatment you get depends on the
type of germ that caused you to
get sick.
1. Viruses c ause colds and sore
throats, and they need to run
their course. Antibiotics do not
work to treat illness caused by
viruses.
2. Bacteria cause ear and sinus
infections. Antibiotics do work
for these illnesses, and antibiotics
will be prescribed.
If you use antibiotics to treat a
virus, your body will soon become
used to the antibiotic. Then, if you
later get an infection caused by
bacteria, the antibiotic won’t be
able to fight the bacteria in your
body. Your doctor may have to
give you a stronger medication
or a larger amount to kill the
bacteria when this happens.
The best treatment for viruses
is sleep, drinking water or juices,
and taking over-the-counter
medication as advised by your
doctor. If you have questions
about your symptoms, call your
Primary Care Provider. You
can also call the Alliance Nurse
Advice Line at 1-844-971-8907,
24 hours a day, 7 days a week.
It’s free, fast and easy. For the
Hearing or Speech Assistance
Line, call 1-800-735-2929 (TTY:
Dial 7-1-1).

A new resource for members
The Alliance online member Health and Wellness Calendar is here!
You can find information and resources on behavioral and mental
health, nutrition and fitness, pain management and alternative
treatments, social support services and domestic violence, and
substance use and tobacco cessation. To view the calendar, visit:
ccah-alliance.org/health-and-wellness-calendar.html.
Click on your county to find resources near you. Classes or programs
are offered at no cost, low cost or on a sliding scale to help you and your
family live a healthier life.
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staying healthy

Clear your head of
allergy symptoms

How satisfied are you?
The answer to this question is
important to the Alliance. We
want to serve you well. For this
reason, the Alliance does an annual
member satisfaction survey. This
survey gives us the chance to hear
what you think about the care
and service you receive. Only a
handful of Alliance members were
asked to participate in the survey
for 2016. Thank you to those of you
who participated! This is a brief
summary of what we heard. You
said that you:
■■ Really like your health care
providers
■■ Appreciate the Alliance and the
service you receive from us
We’re pleased to hear it! We
will share this feedback with our
providers.
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Although we love hearing
where we succeed, we also like
to hear where we can improve.
You shared that it can be hard
to get the care you need quickly
and that communicating with
your doctors can be difficult. We
would like you to know that we
are working hard to create the best
health care experience for you. For
example, have you heard about
Ask Me 3? Ask Me 3 encourages
communication with your health
care providers so you understand
how to stay well or get better. For
more information about Ask Me 3,
visit npsf.org/askme3.
Keep an eye out for other new
ways the Alliance is working to
help get you the right care, at the
right time, in the right place.

Do you sneeze and sniffle whether
or not you’re sick? That could
mean you’re one of the 50 million
Americans with allergies.
Allergies can affect your eyes,
nose, mouth, throat and skin. They
are a sign that your immune system
is overreacting to an allergen. Plant
pollen is one of the most common
allergens. Others include mold, dust
mites and pet dander.
Allergies might come and go with
the seasons. Or they may be severe
and yearlong. They can cause ear and
sinus infections or asthma flare-ups.
Your provider can help. You may
find relief with over-the-counter
remedies. Saline nasal sprays, for
instance, can help moisten your
nasal passages. Other options include
decongestants and antihistamines.
But talk with your health care
provider first. Some of these
medications have side effects, such as
drowsiness, or should be used only for
a limited time. And some shouldn’t be
used at all by people with high blood
pressure or heart disease.
What can you do? You can take
steps to feel better, such as:
■■ Ask someone else to mow the grass
or rake up leaves. Yardwork can send
pollen and mold into the air and up
your nose.
■■ Keep an eye on pollen and mold
levels.
■■ Stay indoors and keep windows
closed when counts are high.
Go to morehealth.org/allergies
for daily pollen and mold counts.
Sources: American Academy of Allergy, Asthma & Immunology; American College of Allergy,
Asthma & Immunology; U.S. Food and Drug Administration
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The Alliance Care Transitions Program
The transition from a hospital or
a skilled nursing facility (SNF) to
home after discharge can be difficult.
This is why the Alliance has taken
extra steps to help members have

a smooth transition. The Alliance
Care Transitions Program makes
sure members get coordinated and
ongoing care after being discharged
or moved to their home.

There are many reasons members
may end up back at the hospital:
■■ Unable to follow up with Primary
Care Provider (PCP)
■■ Medication not taken as prescribed
■■ Communication gaps between
settings
This is how the Alliance Care
Transitions Program can help:
1. Calls members or their caregivers
within three days of the member’s
discharge
2. Assesses if the member has a
post-hospitalization follow-up
appointment with their PCP within
14 days of discharge
3. Reviews discharge paperwork with
the member or their caregiver
4. Assists with finding out if any new
medications were ordered
If the member or caregiver has
questions, they will be directed to the
Alliance Nurse Advice Line or to their
PCP. The coordinator will also call the
hospital staff, the PCP office or other
Alliance departments to coordinate
care for the member. This ensures a
smooth transition.
If you have questions about the
Alliance Care Transition Program,
please call 1-800-700-3874, ext. 5517.

For our new Medi-Cal members only
If you or your child is a new
Alliance member, you will be asked
to complete the Staying Healthy
Assessment, or SHA for short. The
SHA is a list of questions for you to
answer about your (or your child’s)
health. Your answers to these
questions help your Primary Care
Provider (PCP) learn more about

your health and figure out what kinds
of services and information may be
helpful to you. It should only take a
few minutes for you to fill out the
assessment. Your answers are shared
only with your new PCP.
Members currently complete
the SHA during visits to their PCP.
In the next few months, the SHA

will be available to complete
online on the Alliance member
website. An Alliance-approved
vendor will be calling new members
to remind them to fill out their
SHA. During the call, you can ask
the vendor for a paper copy of the
form if you have not completed it
yet.
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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 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.
Health plans in California have
to meet certain standards for
access to care. The regulations
to put this law into place are
called the Timely Access to Nonemergency Health Care Services
standards. There are different
standards for different types of
appointments.
In the chart at right are the
standards. 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.
If you feel you are not getting
care when you need it, call Member
Services at 1-800-700-3874.

living

healthy

Type of care you need

Time to get an
appointment

Urgent care appointments that do not require prior 48 hours
authorization
Urgent care appointments that require prior
authorization

96 hours

Non-urgent primary care appointments

10 business days

Non-urgent specialist

15 business days

Non-urgent mental health provider (non-physician) 10 business days
Non-urgent appointment for ancillary services
for the diagnosis or treatment of injury, illness or
other health condition

15 business days

Telephone wait times during normal business
hours

10 minutes

Telephone triage (the Alliance’s Nurse Advice Line)

24/7 services—no
more than 30 minutes
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