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Aetna Better Health”of Florida

Get care
anywhere

Visit with a doctor from your
computer, tablet or MDLIVE
app on your phone

We want you and your family to
be healthy wherever you are.
We know that when you do not
feel well, getting to a doctor is
not always easy. You are very
busy and it can be hard to get
an appointment. That is why
we offer MDLIVE telemedicine
services to our members.
MDLIVE provides quick access
to board-certified primary care
doctors and pediatricians.

Doctors are available for video
chat 7a.m.to 9 p.m. or by
availability 7 days a week,

365 days a year anywhere — at
home, work, or on the road.
And MDLIVE is available to our
members at no cost.

It is easy to sign up:

1. Register.

* Go online to mdlive.com/
aetnamedicaidfl.

 Call MDLIVE at 1-866-276-9381.

« Download the MDLIVE mobile
app from Google Play Store or
Apple iTunes Store.

2. Create an account.
Complete your profile, medical
history, and add eligible
family members.

Fall 2019

Secure and confidential
health care by:
*Video. See a doctor using your

computer or tablet webcam via
the Internet.

* Download the MDLIVE

mobile app. Video chat
through your smart phone.

* Have questions after your

video chat? Leave a private
message for your doctor at the
Message Center.

— Continued on next page
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Get care
anywhere

— Continued from front page

Common medical
conditions treated:

* Allergies

* Asthma

 Bronchitis

« Cold and flu

* Ear infections

* Fever

* Pediatric care

* Rashes

* Respiratory infections
* Sinus infections

* Sore throat

* Urinary tract infections

When to use MDLIVE:

* For non-emergency
medical issues

« If your doctor or pediatrician
is not available

* If you are traveling and need
medical care

* Video consults are 7 a.m.
to 9 p.m., 7 days a week, or
by availability

Making an appointment

with a doctor is just a video

chat away:

* Visit mdlive.com/
aetnamedicaidfl

* Use MDLIVE mobile app

Questions? Call MDLIVE at
1-866-276-9381 24/7.

MDLIVE doctors provide convenient
access to health care for our
members. They are U.S. board-
certified doctors who can diagnose
non-emergency health issues and
recommend treatment. Doctors
can also call in a prescription to
your local pharmacy, if needed.

MDLIVE does not replace the
primary care physician. MDLIVE
IS not an insurance product nor a

prescription fulfillment warehouse.
MDLIVE operates subject to state
regulation and may not be available
in certain states. MDLIVE does not
guarantee that a prescription will be
written. MDLIVE does not prescribe
DEA controlled substances,
nontherapeutic drugs and certain
other drugs which may be harmful
because of their potential for abuse.
MDLIVE physicians reserve the right
to deny care for potential misuse
of services. MDLIVE interactive
audio consultations with store

and forward technology are
available 24/7/365, while video
consultations are available during
the hours of 7 a.m. to 9 p.m.,

7 days a week or by scheduled
availability. MDLIVE and the MDLIVE
logo are registered trademarks

of MDLIVE, Inc. and may not be
used without written permission.
For complete terms of use, visit
mdlive.com/pages/terms.html.

Healthy you

Check up on
your health

Preventive care is one of the
best ways to keep you and your
family healthy. It's easy to get
started with preventive care.
Just get your wellness exam. It
can give you peace of mind and
help your PCP find any health
problems early, when they are
most treatable.

Be proactive with your health by
following these steps:

1. Choose your PCP. You
can search for a PCP at
aetnabetterhealth.com/
florida/find-provider, or just
call 1-844-528-5815 (TTY:
711) anytime. Be sure to ask
about earning rewards for
health screenings.

2. Call your PCP, make an
appointment and get your
wellness exam.

If you need assistance,
call Member Services at
1-844-528-5815 (TTY: 711).

aetnabetterhealth.com/florida
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Disease management

As a member of Aetna Better
Health of Florida, you can have
a disease care manager, which
we call a care coordinator. They
help you take care of yourself if
you have diabetes, asthma or
other conditions. This is part of
our care coordination program.
The program is voluntary,
which means you can decide to
participate or not. You will get
information in the mail to help
you take care of yourself.

Your care coordinator is here
to help you find the care and
services you need. Your disease

care coordinator works with you,
your doctors and other providers

to make sure you get the right
care and services. Our goal is to
help you live a healthier life.

If you have a special condition,

you are eligible for the program if:

* You're going to the emergency
room a lot

* You're having trouble getting
things your doctor has ordered

* Your doctor just told you that

you have a disease such as
asthma or diabetes and you'd
like to know more about the
illness or the treatment

* You need services to help you
athome

* Your doctor wants you to see
a specialist but you don't know
what to do

Do you have questions for a
care coordinator, or are you
interested in participating? If so,
please call Member Services at
1-844-528-5815.

If you would no longer like to
receive Disease Management
mailings and want to opt

out of the program, please

call Member Services at
1-844-528-5815 and ask for the
care coordination department.

Great news for
Florida Healthy
Kids members!

Aetna Better Health of Florida

is proud to announce that
beginning Jan. 1, 2020, we are
offering the Florida Healthy Kids

program statewide. We welcome

all our new members from
Region 4 (Baker, Clay, Duvall,
Flagler, Nassau, St. Johns and

Volusia counties) and Region 10
(Broward County).

The plan you know and trust
for your child's health care is
available all over Florida.

We look forward to being the
health plan choice for your
family. Please call us with any
questions at 1-844-528-5815
(TTY: 711). We are here from
8a.m.to 7 p.m.

aetnabetterhealth.com/florida

Get the Member
Handbook online

We review and update your
Member Handbook each year
and post it on our website so
you can access it any time. 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, including when
authorizations or referrals
are needed

* Information about
our quality and case
management programs

* Pharmacy benefits

* Privacy information

* How to choose a primary
care provider (PCP)
and specialist

* How to report fraud
and abuse

The Member Handbook

is available online. Visit
aetnabetterhealth.com/
florida. You can call Member
Services if you need a Member
Handbook mailed to you.

Call 1-844-528-5815 or TTY:
711. You can also request the
handbook in another language
or format.


http://aetnabetterhealth.com/florida
http://aetnabetterhealth.com/florida
http://aetnabetterhealth.com/florida

Take advantage of free health programs

Whether you want to improve
your health or stay healthy,
Aetna Better Health of Florida
offers programs just for you.
We're here to help you achieve
your health goals by offering the
following programs to you at

no cost.

* Weight Management
Healthy Behaviors Program.
All members who are
overweight (BMI of 25-29.9) or
obese (BMI of 30 or more) are
eligible to participate and can
earn a fitness tracking device
valued at $25 in Calendar
Year 2019 for three months of
participation and a reward for
meeting their weight-loss goals
at six months.

* Tobacco Cessation Healthy
Behaviors Program. All
members who use tobacco
and want to quit are eligible to
receive support and rewards if
they complete three months and
six months of tobacco cessation.

* Substance Use Healthy
Behaviors Program. Any
member who uses drugs or
alcohol and wants to quit is
eligible to participate and
can receive rewards if they
complete three months and
six months of the program.

* Prenatal and Postpartum
Healthy Behaviors Program.
All pregnant members are
eligible to enroll and can earn
two boxes of home-delivered
diapers valued at $50 for
getting recommended care.

* Neonatal Abstinence
Program. Pregnant members
who use opiate drugs are
eligible to receive personal
case management services
to support the delivery of a
healthy baby.

* Flu Vaccination Program.
All members are encouraged
to receive free flu vaccinations
during flu season.

* Diabetes Management
Program. All members
diagnosed with diabetes are
eligible to receive specialized
support to learn about
diabetes and how to manage
the serious condition.

* Hepatitis C Program. Any
member diagnosed with
hepatitis C is eligible to receive
personal case management
services to learn about living

with the condition and to get
help coordinating their care.
* Chronic Condition

Management Program
(Integrated Care
Management). Any member
who needs or requests help
with managing their chronic
conditions can receive it.
Different levels of help are
available depending on

the need.

Our health programs continue

to change based on the needs

of our members, so check our
website for current program
information at any time, including
how you become eligible, how

to use program services, and
how to opt in or opt out of

the programs.

¥ We hope you will participate in any program that
\a can help you live your healthiest life. For more
information about any of these programs, call Member

Services at 1-844-528-5815.

aetnabetterhealth.com/florida
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Take your best shot

It’s not too late to get
the flu vaccine

Even though this year’s flu season is
in full swing, you can still help protect
yourself from the flu if you get the
vaccine now. As always, your best
defense against the flu is to get a

flu shot.

Who needs it?

The Centers for Disease Control
and Prevention recommends that
everyone 6 months and older be
vaccinated against the flu.

It's especially important that people
at high risk for getting complications
from the flu — such as pneumonia —
get the vaccine.

That group includes kids younger
than 5 years old; adults 65 and older;
pregnant women; and people who
have chronic health conditions, such
as asthma, diabetes or heart disease.
Anyone who lives with or is in close
contact with someone on that list
should also make getting the vaccine
a priority.

And there's good news for people
who previously could not get a flu
shot because they're allergic to eggs,
which are used to manufacture
vaccines. A flu vaccine called Flublok,
which is made without using eggs,
has been approved by the U.S. Food
and Drug Administration for adults
18 and older.

It takes several weeks for the flu
vaccine to take effect. And since flu
season can continue until May, the
sooner you get your shot the better.

What else can you do?

Even if you've had your flu shot, you
should take these steps to avoid the
flu virus:

« Wash your hands often with soap
and water, or use an alcohol-based
hand cleaner.

« Try not to touch your eyes, nose
or mouth.

« Stay away from sick people.

It's also important to minimize the
spread of germs to others. Cover your
nose and mouth with a tissue when
you cough or sneeze, and throw the
tissue away. If you get sick with a flu-
like illness, stay home until your fever
has been gone for 24 hours without
taking a fever-reducing medicine.

aetnabetterhealth.com/florida

Help us
help you

If you receive a
survey, please take
time to fill it out and
mail it back to us.
Some surveys are
done by phone. Take
a few minutes to talk
to us. Your answers
will let us know if your
needs are being met.
Your answers will help
us serve you better.

Your answers

are private. Your
doctors will not see
your answers.

We look forward to
your input. Thanks
in advance for
your help!

If you go to the
emergency room

for any treatment,

be sure to let your
doctor (PCP) know on
your next visit. Always
give the emergency
room the name of
your doctor. The
hospital and doctor
will work together to
make sure you get the
right care.
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Prior authorization helps you get
the right care at the right time

One of our most important
goals is helping you get the care
you need, when you need it. To
meet this goal, we work with
your doctors in advance to make
sure some services are medically
necessary and received at

the right time and in the right
place. This is done through the
prior authorization process,
which is part of our Utilization
Management program.

When prior authorization is

needed for a service, your doctor

will send us a coverage request
with your medical information

and we will review it against
evidence-based criteria to see
if the care is right for you. If
coverage is not approved for
any reason, we will let you know
the reason why and how you
can appeal the decision. We are
also available to help you and
your doctor find other covered
options for your care.

Important notes about prior
authorization (Utilization
Management) decisions:

* Our decisions are based only
on appropriateness of care
and service and the existence
of coverage.

* We do not reward practitioners,
employees, or other individuals
for denying coverage.

* Financial incentives do not
encourage decisions that result
in under-utilization of services.

* Check your Member Handbook,
available online or upon request,
to see if a service requires prior
authorization. Contact us if you
have questions.

For some care, you may need
to get a referral from your
primary doctor, which is different
than an authorization. Getting
a referral keeps your doctor
involved in your care and makes
sure you see the right specialist
at the right time. If you don't
get a referral when you need
one, you will have to pay for
the visit. A referral is needed
for you to see any specialist
except for mental health or a
women’s health practitioner for
routine care or family planning
services. Emergency services
and post-stabilization care do
not require a referral. Routine
out-of-network services require
prior authorization to be
considered for coverage.

Member grievance and appeal process

Members have the right to file a complaint (grievance) or dispute an adverse determination (appeal).
Members can file a complaint when they are unhappy. Members can also file an appeal when a decision
was made about benefits or other issues they don't agree with. The health plan asks that all providers
follow Aetna, Medicaid and/or CMS requirements needed to complete member complaints and appeals.
This includes providing information within the requested time frame. For more information on the
member grievance and appeal process, please call Member Services at 1-844-528-5815.

aetnabetterhealth.com/florida
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Outgrowing pediatrics
When your child is ready for
adult health care

You've seen your child pass many milestones. Now he or sheis
nearing adulthood. And there’s a milestone coming up you may
not have thought about.

Your child will need to switch from pediatric to adult care — and
may need to find a new doctor.

This change should occur between the ages of 18 and 21. You
can help your child prepare by making sure he or she knows the
answers to these questions:

« What kind of health insurance do | have?

* Do | know my medical history?

* What medicines do | take, and why?

* Am | allergic to any medicines?

Make sure your child knows how to talk to a doctor without

you being in the room. Talk with your son or daughter about
what it means to be in charge of one’s own health. And ask your
pediatric doctor for help in making this change. You can also
contact us for help with the transition at 1-844-528-5815.

Source: The National Alliance to Advance Adolescent Health

You can find more information at
gottransition.org.

/7

Filing an appeal

A plan appeal is a formal request
from an enrollee to seek a review
of an action taken by the Managed
Care Plan. A plan appeal must be
filed within sixty (60) calendar days
of receiving the Notice of Adverse
Benefit Determination (Denial
Letter). If the plan appeal is filed
orally (except for an expedited
appeal), it must be followed

up with a written notice within

ten (10) calendar days of calling in
the plan appeal.

You may file a plan appeal, or a
doctor or authorized representative
with written authorization may file
a plan appeal for you. To file a plan
appeal, call Member Services at
1-844-528-5815, Monday through
Friday, 8 a.m. to 7 p.m. Eastern time,
TTY: 711. Or you can write to:

Aetna Better Health of Florida
Attention: Appeals & Grievance-FHK
261 N. University Blvd.

Plantation, FL 33324

Fax: 860-607-7894

What if | don’t agree with
the plan appeal outcome?

If your appeal request was not
approved, you can request an
independent review. The appeal
decision notice you receive from
Aetna Better Health will tell

you how.

aetnabetterhealth.com/florida
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Give your child the gift of a positive body image

If you're the parent of a
young child, you might
think you don't have

to worry about body
image messages until
your child nears their
teen years. But experts
say even children as
young as 3 years old
can worry about their
size and weight.

So how can you help
your child feel good
about their body at any
age? Pay close attention
to the messages

you share with your
child — on purpose

or not. Check out

these examples of do’s
and don'ts.

Talk about nutrition and eating
healthy foods.

DON'T

Talk about dieting.

Talk about feeling fit and having fun while
being active.

Talk about exercising to
lose weight.

Take lots of photos of you and your
child together.

Avoid being photographed
because you dislike how you look.

Talk about the qualities of a good person.

Focus on people’s outer
appearance.

Teach your child to eat slowly and to
pause to see if they feel full before
eating more.

Tell your child to eat everything
on their plate.

Teach your child that it's healthy to eat
three nutritious meals a day.

Skip meals.

Eat a variety of fruits, vegetables, lean
meats and whole grains.

Eat mostly diet or fat-free foods.

Let your child help select what to buy at
the grocery store. Use the opportunity to
educate your child on healthy foods.

Make every food decision for
your child.

See a photo of a role model you admire
and say, “l want to be as good of a person
as them!”

See a photo of a celebrity and say,
“I wish | looked like that!”

Sources: Academy of Nutrition and Dietetics; American Academy of Family Physicians

Guess who's stressing now?

Grown-ups aren't the only ones
who get stressed out. Kids feel

plenty of pressure too.

A lot of things can cause stress for
kids, such as homework, problems
with friends, and concerns about
how they look or fit in. Big changes
can be stressful too, like having

How to show your support

To help your kids learn to cope
with stress:

Be a good listener. And don't
downplay their feelings. What
stresses them out (even if it
seems minor to you) is important
to them.

to move or switch schools — or

parents getting divorced.

Too much stress can put kids at
risk for problems like poor sleep,
poor grades, stomachaches and
depression. But there are ways

parents can help.

Set a good example. Let your
kids see you manage your own
stress in positive ways. You might
exercise, talk to a friend or take
deep breaths, for example.

Encourage stress-busting
skills. Teach kids healthy ways to
relax. Show them how to break
big projects into small tasks.

And remind them that doing
their best is enough. No one

is perfect!

Spend time together. Take a
walk, play, or just hang out and
chat. This shows your kids that
you care about them and the
pressures they may be facing.

Sources: American Academy of
Child & Adolescent Psychiatry,
American Academy of Pediatrics

aetnabetterhealth.com/florida
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Strike up a conversation
Talk to your kids about not smoking

You can't count on being there
to help your child say no if
someone offers a cigarette. But
by speaking up early and often
about smoking, you may be able
to snuff out the habit before

it starts.

Most smokers pick up the habit
before their 18th birthday.

But experts suggest that you
start talking to your kids long
before then.

With a youngster, for instance,
you might say something as
simple as “Smoking is bad for
your body."

Here are more ideas for what to
say and do as your child grows:

Make your feelings known.
When deciding about issues such
as smoking, children often ask
themselves, “What would Mom
or Dad think?” So be sure your
kids know where you stand. Tell
them you don't want them to
smoke because you love them
and don't want them harmed. Let
them know you'll be disappointed
if they do.

Put a face on it. Kids need to
know how dangerous smoking is. If
you know someone who died from

a smoking-related illness, mention
what happened to that person.

Play up the ugly stuff. Kids
may worry less about getting
lung cancer someday and more
about what might happen to
them now if they smoke. Point
out that the reality of smoking is
different from how it looks in the
media. They might have stained
teeth, bad breath, a nagging
cough, and smelly clothes

and hair.

Build a relationship on trust.
When children feel like they can
talk with you, they'll be more
likely to speak up if they're
pressured to smoke. Listen

to what your kids say about
their lives, and get to know
their friends.

Be a role model. When parents
smoke, their kids are more likely
to become smokers too. So if
you smoke, set an example by
quitting for good! Until then,
don't smoke around your kids
and don't let anyone else smoke
in your car or home.

Sources: American Academy

of Pediatrics; American Lung
Association,; Centers for Disease
Control and Prevention, U.S.
Department of Health and
Human Services

This newsletter is published as a community service for the friends and members of Aetna Better

Health® of Florida. 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. Aetna Better Health® of Florida is a Managed Care Plan with a Florida
Medicaid Contract. Health or wellness or prevention information.

2019 © Coffey Communications, Inc. All rights reserved.
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AETNA BETTER HEALTH® OF FLORIDA

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:

e Provides free aids and services to people with disabilities to communicate effectively
with us, such as:
o Qualified sign language interpreters
o Written information in other formats (large print, audio, accessible electronic formats,
other formats)

e Provides free language services to people whose primary language is not English, such as:
o Qualified interpreters
o 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 East Cotton Center Boulevard
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.

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.

FL-16-07-19

aetnabetterhealth.com/florida
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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 disposicién servicios gratuitos de asistencia lingiiistica. Llame
al nUmero que aparece en el reverso de su tarjeta de identificacion o al 1-800-385-4104 (TTY: 711).

FRENCH CREOLE: ATANSYON: Si w pale Kreyol Ayisyen, gen sévis éd nan lang ou pale a ki disponib gratis pou
ou. Rele nan nimewo ki sou do kat Idantifikasyon (ID) w la oswa rele nan 1-800-385-4104 (TTY: 711).

VIETNAMESE: CHU Y: néu ban ndi tiéng viét, cé cac dich vu hd tro ngdn ngtt mién phi danh cho ban. Hay goi s6
cé & mat sau thé id cda ban hodc 1-800-385-4104 (TTY: 711).

PORTUGUESE: ATENCAO: Se fala portugués, encontram-se disponiveis servigos linquisticos, gratis. Ligue para
o0 numero que se encontra na parte de tras do seu cartdo de identificacdo ou 1-800-385-4104 (TTY: 711).

CHINESE: I & : MIREFERER I > B IaEEEESERYE - BHEEH ID R EMEER
TEE, 1-800-385-4104 (TTY: 711) ©

FRENCH: ATTENTION: si vous parlez francais, 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).

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).

RUSSIAN: BHUMAHMWE: ecnv Bbl roBOpUTE Ha PYCCKOM A3bIKE, BaM MOTYT NpeaocTaBuTb becnaaTHble ycayrm
nepesoga. [o3BOHMTE MO HOMEPY, YKa3aHHOMY Ha 06paTHOM CTOPOHe Ballel UAEHTUPUKALMOHHON KapTOUKM,
nnu no Homepy 1-800-385-4104 (TTY: 711).

ARABIC: 2 gall Q81 e Jeadl laally el ja) 655 45 gall) sacluall Ciladd 8 i jal) 43lL Saaats i€ 1)) 1dds ala
(711 :2Sd) 5 aall) 1-800-385-4104 Jo 5 dnasill el Cala

ITALIAN: ATTENZIONE: Nel caso la lingua parlata sia I'italiano, sono disponibili servizi di assistenza linguistica
gratuita. Chiamare il numero sul retro della tessera oppure il numero 1-800-385-4104 (utenti TTY: 711).

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

KOREAN: =2|: $t=01E AIE3IA= 2, 210 X[l MH|AE E=2 0|83 & JSLICE Flste] Ip 7tE HHo|
QU= HS 2Lt 1-800-385-4104 (TTY: 711) HO 2 Qi2H5|| FAA|Q.

POLISH: UWAGA: Jesli méwisz po polsku, mozesz skorzystac z bezptatnej pomocy jezykowej. Zadzwon pod
numer podany na odwrocie Twojego identyfikatora lub pod number 1-800-385-4104 (TTY: 711).

GUIJARATI: 241l 241U 671 dH Asy21dl ollddl €, dl [2:965 ®UNLASAAL AADA dHIZL HIZ BUESH 89, dHIRL
WSS 518l UL BIYAL 12 Y2 24| 1-800-385-4104 U2 514 520 (TTY: 711).

THAI: diaa255239: dnaunan1s ng Auamnsalduinisdisimiannis lans
TmmmmaumﬂLammaﬂmuwaqum ID VYA UFDUUNELAT 1-800-385-4104 (TTY: 711)
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