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Using This Handbook 
This Member Handbook, also called the Combined Evidence of Coverage and Disclosure 
Form or “EOC”, has information about ViaCare Monterey County benefits, how to get care and 
the rights and responsibilities of ViaCare Monterey County Members. Please read it carefully 
and keep it where you will be able to find it if you need to look at it.  
 
About ViaCare Monterey County  
ViaCare Monterey County provides certain health care benefits for people who qualify. When 
you enroll in ViaCare Monterey County, you become eligible for those health care benefits. You 
must get your health care according to the rules of ViaCare Monterey County.  That means only 
going to providers that are part of the ViaCare Monterey County provider network. It also means 
getting approval in advance before seeing a specialist, getting hospital care or getting some 
medications. 

 
 ViaCare Monterey County contracts with Central California Alliance for Health (the Alliance) 
to administer some of the ViaCare Monterey County benefits.   
 
If you would like to see or request a copy of the ViaCare Monterey County policies and 
procedures, go to www.natividad.com or call 1-800-821-2967. 
 

How ViaCare Monterey County Works 
You will pick one provider (a doctor or clinic) to see for all your medical needs. This doctor or 
clinic is called your Primary Care Provider or PCP. If you need to go to a specialist or get special 
tests, you must have a referral from your PCP and authorization from the Alliance. If you need 
certain medications, you must have authorization from ViaCare Monterey County. 
  

Follow these important rules: 

 Call or see your PCP whenever you need care. You can call your PCP 24 
hours a day, 7 days a week.    

 Only go to the emergency room when you have a medical emergency.  
 Talk to your PCP about other care you might need. 
 Make an appointment with your PCP as soon as you can for a new patient 

exam. You should get this exam within 4 months of becoming enrolled. 
 Always keep and show your ViaCare Monterey County Member 

Identification Card when you go to the doctor, hospital, pharmacy or lab. 
 Always go to your PCP first for non-emergency health care services. Your 

PCP will arrange for you to see another doctor if needed. Your PCP will also 
arrange for you to go to a lab or go for x-rays if you need those services. 

 Put this Member Handbook in a place where you will be able to find it. 
 

 

Introduction
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Your Member Identification Card 
When you become enrolled in ViaCare Monterey County, the Alliance will mail you a Member 
Identification Card. The card has important information about your benefits. It will have your 
ViaCare Monterey County Member Identification Number on it. This is the number that 
providers will use to bill for services. Your Member Identification Card will also have the name, 
phone number and address of your Primary Care Provider. You will need to show this card 
whenever you get care and when you pick up medications. If you did not get a Member 
Identification Card or have lost yours, call the Alliance Member Services Department at  
1-800-700-3874. 
 
Only the Member can get services using his or her Member Identification Card. If you let 
someone else use your Member Identification Card, you may not be able to stay on ViaCare 
Monterey County. 
 
 

 
Advance Directive  
An Advance Directive is a way to tell providers how much and what type of care you want if 
you are not able to tell them yourself at the time. 

 
Acute Condition 
A medical condition that involves a sudden onset of symptoms due to an illness, injury or  
other medical problem that requires prompt medical attention and that has a limited duration. 
 
Authorization 
When a provider asks the Alliance or ViaCare Monterey County for approval before giving you 
some services, equipment or medication. Some services, equipment and medication need to be 
approved by the Alliance or ViaCare Monterey County before you get them. When the provider 
asks for approval in advance, that is called “requesting authorization.”  
 
Authorization Request 
An Alliance or ViaCare Monterey County form completed and sent in by a provider to request 
review and approval for a service, procedure or medication before services or treatment are 
rendered. 
 
Authorized Referral 
The request, once approved by the Alliance, for referral of an eligible Member to a specialty care 
provider. 

 
Benefits (Covered Services) 
Those services, supplies and medications that a Member is entitled to receive according to the 
terms of this agreement. A service is not a benefit, even if described as a covered service in this 

Definitions
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handbook, if it is not medically necessary or if it is not provided by a Contracted Provider with 
Authorization as required. 

 
Central California Alliance for Health (the Alliance) 
The health plan that administers some of the benefits for people enrolled in ViaCare Monterey 
County.  

 
Clinic 
A place where doctors, nurses and other health providers work as a team to provide health care. 

 
Complaint or Grievance  
A complaint is when you are unhappy with services you get from a provider, from the Alliance 
or from ViaCare Monterey County. The grievance system is how the Alliance or ViaCare 
Monterey County will handle your complaint. 

 
Contracted Provider 
A doctor, clinic, hospital or other licensed health professional or facility that, at the time care is 
given to a Member, has a written agreement in effect with the Alliance or ViaCare Monterey 
County to provide covered services to Members. 
 
Emergency Medical Condition 
A medical condition manifesting itself by acute symptoms of sufficient severity (including 
severe pain) that a prudent layperson, who possesses an average knowledge of health and 
medicine, could reasonably expect the absence of immediate medical attention to result in the 
following:  
 Placing the health of the individual in serious jeopardy. 
 Serious impairment to bodily functions. 
 Serious dysfunction of any bodily organ or part. 

It is when you think you will die or have serious damage to your body if you don’t get immediate 
medical care. You are covered for emergency services both in and outside of Santa Cruz County.  

 
Emergency Services 
Means covered inpatient and outpatient services that are furnished by a provider that is qualified 
to furnish these services, and needed to evaluate or stabilize an emergency medical condition. 
 
Evidence of Coverage and Disclosure Form 
This Member Handbook is the Combined Evidence of Coverage and Disclosure Form that 
describes your coverage and benefits. 
 
Exclusion 
Any medical, surgical, hospital or other treatment for which ViaCare Monterey County offers no 
coverage. 
 
Formulary 
The list of medications that have been approved for coverage by ViaCare Monterey County. 
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Hospital 
A health care facility licensed by the State of California and accredited by the Joint Commission 
on Accreditation of Health Care Organizations as: (a) an acute care hospital; (b) a psychiatric 
hospital; (c) a hospital operated primarily for the treatment of alcoholism and/or substance abuse.  
 
Inpatient 
A person who has been admitted to a hospital as a registered bed patient and receives covered 
services under the direction of a physician. 
 
Medically Necessary  
Services that are safe and effective. They must also be used in a way that other providers in this 
area would use them to treat an illness, injury or medical condition.  You are not covered for 
services that are only for the convenience of a member or a provider.  

 
Medi-Cal   
A federal and state program that pays for medical services if you have a low income or are 
disabled and you qualify for the program.  

 
Member 
A person eligible for coverage through ViaCare Monterey County. 

 
Member Identification Card 
The ViaCare Monterey County Member Identification Card sent to you by the Alliance. Always 
carry and show this card any time you get medical care. Your Member Identification Card will 
have your ViaCare Monterey County Member Identification Number on it. It will also have the 
name, address and phone number of your ViaCare Monterey County PCP on it. 
 
Member Services Representative 
A person who works at the Alliance to help Members who have questions about or problems 
with their ViaCare Monterey County benefits. 

 
Mental Health Care Services 
Services provided for the diagnosis and treatment of mental illness or an emotional disorder. 
Services can include counseling, group therapy and medication.  

 
ViaCare Monterey County  
The Program you are enrolled in. Also called “Program” in this handbook. 
 
Via Care Monterey County Eligibility Worker 
The person at Natividad Medical Center or the Monterey County Department of Social and 
Employment Services who helped you enroll in ViaCare Monterey County. 
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Out of Area (OOA) Services 
Services you get when you are outside of Monterey County. The only out of area services you 
are eligible for under ViaCare Monterey County are emergency and post-stabilization services. 
 
Post-Stabilization Care Services 
Covered services related to an emergency medical condition, that, subject to approval protocols, 
are provided after a Member is stabilized in order to maintain the stabilized condition or to 
improve or resolve the Member’s condition. 
 
Primary Care Provider (PCP) 
The doctor or clinic that manages all your health care. ViaCare Monterey County Members are 
assigned to a PCP. This is the doctor you should call or see first when you need medical care. 
See your Provider Directory for a list of Primary Care Providers.  
 
Program 
ViaCare Monterey County. 
 
Provider 
A physician, clinic, hospital or other licensed professional or facility. 
 
Provider Directory 
A list of health care providers who you can see as a ViaCare Monterey County Member.  

 
Service Area 
The Service Area for ViaCare Monterey County is Monterey County. 
 
Specialist Provider  
A doctor or clinic that provides specialty services to a Member. You must have a referral from 
your PCP and approval in advance from the Alliance to see a specialist. 
 

Urgent Care 
Services that you get that are not an emergency, but need to be cared for as soon as possible. 
Urgent care is when you think you need care quickly to prevent serious illness or injury. You 
must get urgent care services from your PCP only. 
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As a ViaCare Monterey County Member, you have the right to: 

 Be treated with respect and courtesy. 

 Choose your Primary Care Provider from the Provider Directory. 

 Get appointments within a reasonable amount of time. 

 Be part of discussions and decisions about your health care needs, including appropriate 
or medically necessary treatment options for your condition(s). 

 Have your records kept confidential. This means that the Alliance and ViaCare Monterey 
County will not share your health care information without your approval or unless it is 
allowed by law. 

 Tell the Alliance or ViaCare Monterey County about any concerns you have with health 
care services you received or with the Program. 

 Get information about ViaCare Monterey County, services and providers. 

 See your medical records, which are kept by your PCP. 

 Get services from providers outside of ViaCare Monterey County network in an 
emergency. 

 Ask for an interpreter at no charge to you. You do not have to use family members or 
friends as interpreters. 

 File a complaint if your language needs are not met. 

 Get materials from the Alliance in another format if you need. For example, if you need 
this handbook in large print or on a CD. 

 To have Advance Directives. Advance Directives are documents that let you tell 
providers how much and what type of care you want if you are not able to tell them 
yourself at the time. 

 

Your responsibilities are to: 

 Read all of the information you get after you are enrolled. This will help you understand 
how to use your ViaCare Monterey County benefits. If you have trouble reading or 
understanding anything the Alliance sends to you, call Member Services at   

1-800-700-3874. 

 Help keep yourself healthy by getting care when needed and making positive health 
choices. 

 Give your providers, the Alliance and ViaCare Monterey County correct information. 

 Understand your health problem(s) and work with your doctor(s) as much as possible to 
develop treatment goals. 

 Follow the treatment plans your doctor develops for you. If you choose not to follow your 
doctor’s plan, you must think about and accept the risks. 

 Always show your ViaCare Monterey County Member Identification Card when seeking 
all health care services. 

 Use the emergency room only in case of an emergency, or as directed by your PCP. 

Member Rights and Responsibilities
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 Make and keep your medical appointments and let your doctor know at least 24 hours in 
advance when you need to cancel an appointment. 

 Ask questions about any medical condition and make sure you understand what your 
doctor tells you. 

 Help the Alliance and ViaCare Monterey County keep accurate and current records by 
telling us right away if you move, change your phone number or get other health 
insurance. 

 Tell the Alliance or ViaCare Monterey County if you get a bill or if you have a 
complaint. 

 Treat all Alliance and ViaCare Monterey County staff and your PCP and his or her staff 
with respect and courtesy. 

 

Provider Network 
The Alliance has contracted with providers in Monterey County. For the locations of ViaCare 
Monterey County providers, look in your Provider Directory. If you do not have a Provider 
Directory, call Member Services at 1-800-700-3874. For the locations of mental health and 
pharmacy providers, call your primary care provider. 
 
What is a Primary Care Provider – PCP? 
This is the doctor who will provide most of your health care. Your PCP will give you regular 
check-ups and see you when you are sick. Your PCP will know your medical history and what 
medicines you take. Your PCP will also refer you to other doctors or to the hospital if needed. 
You were asked to pick a PCP when you enrolled in ViaCare Monterey County. This is the name 
of the doctor or clinic on your ViaCare Monterey County Member Identification Card. 
 
Changing Your PCP 
Most of the time it’s best to keep the same PCP. This helps your PCP really get to know your 
medical needs and history. You will keep this PCP unless you ask for a change. You can change 
your PCP by calling the Alliance Member Services Department at 1-800-700-3874. After you 
ask for a change, you continue with your current PCP until the end of the month.  You will be 
able to see your new PCP on the first day of the following month. The Alliance will make the 
change, and send you a new Member Identification Card. 
 
Example: You change your PCP May 6, you can see your new PCP June 1. 
 
If you change your PCP, remember to: 

 Ask your old PCP to send your medical records to your new PCP.  
 Tell your new PCP about any special medical needs you have. 
 Tell your new PCP about any medical appointments that you have scheduled. 

Your Primary Care Provider
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The Alliance will ask you to change your PCP if your PCP retires or leaves the area or your PCP 
no longer accepts ViaCare Monterey County. 
          
Your PCP may ask that you be changed to another PCP if: 

 You are unable to get along with your PCP. 
 You miss three (3) appointments in 12 months, without calling to cancel or 

reschedule. 
 You behave in a rude or abusive way, or disrupt the PCP’s office. 
 You don’t follow your PCP’s treatment plan. 

 
The Alliance will notify you in writing or by phone if the Alliance needs to ask you to change 
PCPs, or if your PCP asks that you be changed to a different PCP.  

 

Working With Your Primary Care Provider (PCP) 
You and your PCP are a team. When you work together, you will get the best possible outcomes 
for your health. 
 
Be open and honest with your PCP about your health. Talk to your PCP about your care 
concerns. Pay attention to your PCP. Accept the help that your PCP offers you. Follow your 
PCP’s advice.  If you don’t understand your PCP’s instructions speak up. 
 
These tips can help you work well with your PCP: 

 
Things to do at home: 
 

 Write down your PCP’s name and phone number. Keep it where you can find it.  
This will help you when you need medical care. You might also see a Nurse 
Practitioner or a Physician Assistant in your PCP’s office. Write down their 
names as well. 

 

 If you have not seen your PCP before, please make an appointment right away. 
This appointment will be for a new patient exam.  This is a long appointment. It 
gives you and your PCP time to get to know each other.  It is when your PCP can 
learn about your medical history. You will learn about things that you can do to 
be as healthy as possible. 

 

 Make a list of things to ask your PCP and bring it with you to your appointment. 
This helps you remember your questions. 

 

 Make a list of all the medicines you take. You can also take your medicines with 
you to your first appointment with your PCP. 

 

Getting Care
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Always keep your medical appointments. This shows that you respect your 
health care team. It helps your PCP know how you are doing. If you can’t keep 
an appointment, call your PCP’s office ahead of time to cancel. When you call, 
you can make an appointment for another date. Most offices ask that you cancel 
at least one day in advance. If you miss three appointments and don’t call to 
cancel, your PCP may decide not to see you anymore. 

 
 

 Take all medications that your PCP prescribes and ask about side effects.  Call 
your PCP if your medication does not seem to be working. 

 
 Call the Alliance Member Services Department at 1-800-700-3874 if you have 

questions or need help. 
 

At the PCP’s office: 
 

 Carry and show your Member Identification Card whenever you get medical 
care and at the pharmacy.  If you have other health coverage, show those ID cards 
too. 

 

 Tell your PCP about all the pills you take.  
 Prescription medicine  
 Nonprescription medicine 
 Vitamins 
 Herbs 

 Supplements 
 Other treatments 

 

 
You can bring them with you to show your PCP.  Some medicines, vitamins and 
herbs can change the way other medicines work. 

 

 Make sure you understand your condition. Be clear on the treatment you are to 
follow. 

 

 Ask your PCP what you should do if you get sick at night or on the weekend. 
 

 If your religion or culture keeps you from using some treatments, tell your PCP. 
 

 Cooperate with your PCP and the office staff. Treat them as you would like them 
to treat you. 

 
Be an active member of your health care team. Your PCP will always be in charge of your health 
care and will provide your regular care. Working together with your PCP, nurses, physician 
assistants and office staff is the key to quality health care. Your PCP will decide if you need to 
see a specialist or need special tests. If you do, your PCP will refer you. 
 
Making Appointments  
You should see your PCP for regular check-ups and preventive care. You should also see your 
PCP when you are sick. The name and phone number of your PCP is on your Member 
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Identification Card. If you are not sure who your PCP is, call the Alliance Member Services 
Department at 1-800-700-3874. 

  
When you call your PCP to make an appointment, be very clear about how you feel. Tell the 
office how long you have felt this way.  

 Do you have a fever? 
 Are you in pain? 
 How high is the fever?  
 Where is the pain? 
 Do you feel sick to your stomach? 

 
This will help the staff know how soon you need to be seen and how much time they should 
allow for your appointment.  Ask for directions to the office if you have not been there before. 
 

How long will it take to get an appointment? 
It will take longer to get an appointment for some kinds of care than others. Here is an idea of 
how long it might take: 

 Urgent appointments may be available. Tell the office if there is a fever, severe 
pain or other important symptoms. They will use that information to determine 
how soon you need to be seen. 

 For normal office visits, call at least 3 days in advance. 
 For non-urgent care, call at least 3 weeks in advance. 
 For regular check-ups, call at least 4-6 weeks in advance. 

 
You can call your PCP 24 hours a day, 7 days a week. If the office is closed, your PCP will:  

 Have another PCP ready to help, or  
 Have an answering service, or 
 Leave instructions on the office answering machine letting you know what to do. 

 
Please get to your appointment on time. This helps your PCP stay on schedule for other patients. 
If you can’t keep your appointment, call your PCP’s office to cancel. You can make a new 
appointment at the same time.  
 
Canceling Appointments 
Sometimes something happens, and you can’t keep your PCP appointment. Such as work, school 
or not having a way to get to the PCP. If you can’t keep an appointment, call the office and let 
them know.  

 
It’s important to call the office as soon as possible if you cannot make it to your appointment. 
Try to call at least 24 hours (1 day) in advance. If you miss appointments on short notice or 
without cancelling, your PCP can decide not to see you as a patient any more. 

 
Talk to your PCP if you need appointments only at certain times. For example, if you start work 
at 3:00 in the afternoon and can only see the PCP in the morning. Let the office staff know. 
Efforts may be made to work around your schedule. 
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How to Talk to Your Doctor in Your Language 
It is important that you can talk to your PCP easily. There are PCPs in the network who speak 
languages other than English.  It may be the PCP who speaks the other language. Or it may be 
someone else in the PCP’s office. You can call their office and ask. You can find this 
information in your Provider Directory or by calling the Alliance Member Services Department 
at 1-800-700-3874. 

 
If you have trouble talking with your PCP because you speak different languages, the Alliance 
can help. You don’t have to use family or friends to interpret for you. Your PCP can call a 
special telephone line to get an interpreter who speaks your language. Then you and your PCP 
will talk through the interpreter. ViaCare Monterey County providers can access interpreter 
services 24 hours a day. 

 
How to Use Free Interpreter Services  
When you make an appointment with your doctor, tell them you want an interpreter. Also tell 
them what language you speak. When you go to your appointment, the doctor will call a 
company that provides interpreters over the phone. ViaCare Monterey County covers this 
service, so interpreter services are free to you. 

 
If you or your doctor feel there are special circumstances that require you to have a face-to-face 
interpreter for a medical appointment, you or your doctor can call the Alliance to ask for 
authorization. If the request is approved, the Alliance will provide an interpreter to be in the 
office with you for the appointment. Face-to-face and American Sign Language interpreter 
services must be scheduled in advance. Please call the Alliance or have your doctor call the 
Alliance at least 3-4 days before your appointment. The number to call is 1-800-700-3874 ext. 
5625. 
 
You have the right to file a complaint if you feel your language needs are not being met. See the 
“Filing a Complaint” section in this handbook or call the Alliance’s Grievance Coordinator at  
1-800-700-3874 ext. 5525. 
 
New Patient Exam 
If you are a new ViaCare Monterey County Member or have not seen your PCP before, you 
should make an appointment for a new patient exam. You should see your PCP for this exam as 
soon as you can. It is a time for you and your PCP to get to know each other. Your PCP will ask 
you questions about your health. You can talk to your PCP about any questions you have about 
your health, or about any treatment or medications. 
 
Seeing a Specialist  
There are some doctors that only treat certain medical conditions. They are called specialists. 
Some examples are: 

 Cardiologists (who treat diseases of the heart) 
 Oncologists (who treat cancer) and  
 Ophthalmologists (who treat diseases of the eye).  
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If you need care that your PCP cannot give you, he or she may want you to see a specialist. Tell 
your PCP all about your medical condition and history. Your PCP will decide if you need to see 
a specialist. If this happens, your PCP will ask the Alliance for approval to refer you to a 
specialist in Monterey County who has a contract with ViaCare Monterey County.  If the request 
is approved, your PCP will let the specialist know that he or she has approved the visit and what 
he or she wants you to be seen for. Your PCP’s office may call to schedule the appointment with 
the specialist, or they may ask you to call. If there is no contracted specialist in Monterey County 
that can see you, the Alliance may approve you to be seen by a non-contracted specialist or a 
specialist outside of Monterey County.   
 
If you have a chronic medical condition where you need to be seen by a specialist for a long 
period of time, your PCP may ask the Alliance for approval to give you an extended referral. 
This type of referral can be good for up to one year. This means that you can see the specialist 
during that time, without needing a separate referral for each visit.  
 
If you think you need to see a specialist but your PCP does not, please talk to your PCP about 
why you think you do. If your PCP still does not want to refer you, you can call Member 
Services at 1-800-700-3874. 
 
If your PCP has referred you to a specialist but you don’t agree with what the specialist 
recommends, you have the right to a second opinion from a second specialist. If you want a 
second opinion, talk to your PCP.  

 
When You Need Approval for Care – Prior Authorization 
There are some services, medical equipment and medications that have to be approved by the 
Alliance before you get them. This process is called prior authorization. It means getting an OK 
in advance. To get approval, your provider and the Alliance or your provider and ViaCare 
Monterey County have to agree that the services you are going to get are medically necessary 
and are covered by ViaCare Monterey County. 
 
For medical services, supplies and equipment, the provider that will be giving you the service or 
equipment will need to get approval from the Alliance in advance.  Your provider should know 
when prior authorization is required. Some services that require prior authorization are: 

 Hospital stays that are not for an emergency 
 Visits to specialists 
 Certain tests like MRIs 
 Services you get outside of Monterey County, except for emergency services 

 
When the Alliance gets the request, Alliance medical staff reviews it. They review each case to 
make sure you get the most appropriate treatment that is covered for your specific medical 
condition.  

 
The Alliance approves most requests. There are times when the Alliance needs to get more 
information from your provider before making a decision. The Alliance may ask your provider to 
try another treatment first. The Alliance will contact your provider to let him or her know if the 
request was approved or if more information is needed. Please check with your provider to see if 
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a request was approved or not.  Prior authorization requests usually have a limit for the number 
of visits or services that will be covered.  

 
Once a prior authorization request expires or you get to the limit, you will have to see your 
provider again. If your provider thinks you still need the service or medicine, he or she will need 
to send the Alliance a new request. 

 
The Alliance will get back to your provider within fourteen (14) days from when the Alliance 
receives the request. If a treatment is urgent, the Alliance will get back to your provider within 
24 hours. 
 
Sometimes the Alliance denies a request. This means that they do not agree that you need the 
service or equipment. If the Alliance denies a request, they will send a letter to you and one to 
your provider. The letter will tell you why the request was denied. The letter will also let you and 
your provider know that you can file a complaint about the decision. Filing a complaint means a 
way that you can let the Alliance know that you disagree with the decision. 
 
Mental Health services require approval from ViaCare Monterey County. If you have questions 
regarding Mental Health services, please call ViaCare Monterey County at 1-888-258-6029. 
 
For more information about ViaCare Monterey County’s prior authorization process, call the 
Alliance at 1-800-700-3874. 
 
Getting Pharmacy Benefits 

What Your PCP Can Prescribe 
Your PCP has a list of medications that are approved by ViaCare Monterey County. This list is 
called a “formulary.” If your PCP thinks that you need to take a medication that isn’t on this list, 
or if your PCP feels you need a medication that isn’t usually prescribed for the specific medical 
condition you have, he/she can send the Alliance a request for prior authorization. The 
authorization request lets the Alliance know why you need that particular medication. The 
Alliance will need to approve the authorization request before covering that medication for you. 
The Alliance will respond to authorization requests within two (2) business days. If the request is 
approved, you can get the medication. If the request is denied, you have the right to file a 
complaint with the Alliance by calling 1-800-700-3874.  
 
When there is more than one medication that is appropriate for the treatment of a medical 
condition, ViaCare Monterey County may require your PCP to try the preferred medication first, 
before requesting authorization to prescribe any of the others. This is known as “step therapy.” 
 
ViaCare Monterey County will not limit or exclude coverage for a medication you are taking if 
the medication had been previously approved for coverage by ViaCare Monterey County and 
your PCP continues to prescribe the medication, as long as the medication is appropriately 
prescribed and is considered safe and effective for treating your medical condition. This does not 
mean that your PCP cannot choose to prescribe a different medication, or that a generic 
equivalent of the medication cannot be substituted. If you would like to know if a particular 
medication is on the list, or if you would like a copy of the ViaCare Monterey County formulary, 
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call the Alliance at 1-800-700-3874. However, even though a medication might be on the list, 
your PCP will be the one to decide which medication is best for you. Please talk to your PCP if 
you have questions about or feel you need a specific medication. 
 

Where to Get Your Prescriptions Filled 
To find a pharmacy, please look in your Provider Directory or on our website at  
www.ccah-alliance.org. If you get medications somewhere else, they will not be covered and 
you will be responsible to pay for them.  
 

Prescription Medications 
When available, generic medications are required to be dispensed unless there is a medically 
necessary reason for brand name medications to be dispensed. When you get your prescription 
filled, you will be given no more than a thirty (30) day supply of medicine. You may get refills if 
your doctor wrote your prescription with refills. Usually the pharmacy will call your doctor to 
check if refills can be given. 

Maintenance Medications 
When available, generic medications are required to be dispensed unless there is a medically 
necessary reason for brand name medications to be dispensed. Maintenance medications are 
medications that are prescribed for sixty (60) days or longer and are usually prescribed for 
chronic conditions such as heart disease, diabetes, high blood pressure or depression. 
 

Getting Urgent Care 
 
Urgent care services are services needed to prevent serious deterioration of your health resulting 
from an unforeseen illness, an injury, prolonged pain, or a complication of an existing condition, 
including pregnancy, for which treatment cannot be delayed. ViaCare Monterey County covers 
urgent care services when you are in Monterey County. To be covered, the urgent care service 
must be needed because the illness or injury will become much more serious if you wait for a 
regular appointment with your PCP. On your first visit, talk to your Primary Care Provider about 
what he or she wants you to do when the office is closed and you feel urgent care may be 
needed.  
 
To get urgent care when you are inside Monterey County on nights and weekends, call your 
Primary Care Provider. Your PCP’s phone number is on the front of your Member Identification 
Card. You can call your PCP anytime of the day or night. 
 
Getting Emergency Care 
An emergency is a medical condition manifesting itself by acute symptoms of sufficient severity 
(including severe pain) that a prudent layperson, who possesses an average knowledge of health 
and medicine, could reasonably expect the absence of immediate medical attention to result in 
the following:  
 Placing the health of the individual in serious jeopardy. 
 Serious impairment to bodily functions. 
 Serious dysfunction of any bodily organ or part. 
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Examples include: 

 Broken bones 
 Chest pain 
 Severe burns 
 Fainting 
 Drug overdose 
 Paralysis 
 Severe cuts that won’t stop bleeding 
 Psychiatric emergency conditions. 

 
Emergency services are covered inside and outside of Monterey County. If you have a medical 
emergency, go to the nearest emergency room or call 911. You are covered for emergency 
services both in and out of Monterey County with no prior authorization needed. If you are seen 
in the emergency room, you should follow up with your PCP afterwards and let him or her know 
what happened and what treatment you received. 
 
If you get emergency care from a provider (a hospital or an emergency physicians group) that is 
not contracted with ViaCare Monterey County and you get a bill from the provider, please call 
the Alliance Member Services Department at 1-800-700-3874. The Alliance will contact the 
provider on your behalf. 
 

What to Do If You Are Not Sure If You Have an Emergency 
If you are not sure whether you have an emergency or require urgent care:  

 Call your PCP at the phone number listed on your Member Identification Card to 
access triage or screening services, 24 hours per day, 7 days per week.  

 If you think you need emergency care, go to the nearest emergency room or call 
911. 

 If you think you need urgent care and are inside Monterey County, call your PCP. 
 

Post Stabilization and Follow-up Care After an Emergency 

Once your emergency medical condition has been treated at a hospital and an emergency no 
longer exists because your condition is stabilized, the doctor who is treating you may want you 
to stay in the hospital for a while longer before you can safely leave the hospital. The services 
you receive after an emergency condition is stabilized are called “post-stabilization services.” 
 
If the hospital where you received emergency services is a Non-Contracted Hospital, it must 
contact the Alliance to get approval for the post-stabilization stay. If the Alliance approves your 
continued stay in the Non-Contracted Hospital, you will not have to pay for services.  
 
If the Alliance has notified the Non-Contracted Hospital that you can safely be moved to a 
hospital contracted with ViaCare Monterey County, ViaCare Monterey County will arrange and 
pay for you to be moved. 
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If the Alliance determines that you can be safely transferred to a Contracted Hospital, and you do 
not agree to you being transferred, the Non-Contracted Hospital must give you a written notice 
stating that you will have to pay for all of the cost of post-stabilization services provided to you 
at the Non-Contracted Hospital after your emergency condition is stabilized. 
 

Also, you may have to pay for services if the Non-Contracted Hospital cannot find out what your 
name is and cannot get contact information at the Alliance or ViaCare Monterey County to ask 
for approval to provide services once you are stable. It is important that you always carry your 
Member ID card with you. 
 
If you think that you were wrongly billed for services that you received from a Non-Contracted 
Hospital following an emergency, contact the Alliance’s Member Services Department at  
1-800-700-3874, Monday-Friday between 8:00 a.m. and 5:00 p.m. 
 
After receiving any emergency or urgent care services, you will need to call your Primary Care 
Provider for follow-up care.  Additionally you may receive a telephone call from a nurse case 
manager who will contact you to assist with your discharge plan and accessing your PCP. 
 

Member Liability  
You do not have to pay for covered services. Covered services are those services that are 
provided according to this Evidence of Coverage. You may have to pay for services you receive 
that are NOT covered services, such as: 

 Specialty services you received if you did not get a required referral or 
authorization before receiving such services  

 Services from a Non-Contracted Provider, unless the services are for situations 
allowed in this Evidence of Coverage handbook (for example, emergency services  
outside of Monterey County or specialty services approved by the Alliance), or  

 Services you received that are greater than the limits described in this Evidence of 
Coverage booklet unless authorized by ViaCare Monterey County. 

 
ViaCare Monterey County is responsible to pay for all covered services including emergency 
services. You are not responsible to pay a provider for any amount owed by the health plan for 
any covered service. If ViaCare Monterey County does not pay a Non-Contracted Provider for 
covered services, you do not have to pay the Non-Contracted Provider for the cost of the 
covered services.  
 
The Non-Contracted Provider must bill ViaCare Monterey County, not you, for any covered 
service. But remember, services from a Non-Contracted Provider are not “covered services” 
unless they fall within the situations allowed by this Evidence of Coverage. 
 
If you receive a bill for a covered service from any provider, whether contracted or non-
contracted, contact the Alliance Member Services Department at 1-800-700-3874. 
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The Alliance Member Services Department 
Alliance Member Services Representatives can: 

 Help you understand how ViaCare Monterey County works 
 Send you a new Member Identification Card if you lose yours 
 Help you change your PCP 
 Help you get in to see a doctor 

 

Staff at the Alliance speak English and Spanish. They also use a telephone language line to talk 
to members who speak other languages. The Alliance a TTY line for the hearing and speech 
impaired. 
 

Member Services Department 
Monday through Friday from 8 a.m. to 5 p.m. 

1-800-700-3874 (toll free)  TTY 1-877- 548-0857 (toll free) 
 
Billing  
Always show your ViaCare Monterey County Member Identification Card when you get health 
care services.  Tell the provider about any other health insurance you have. Tell the office about 
any changes in your insurance. 

 
 If you follow ViaCare Monterey County rules, you should not be billed for health care services. 
You may be billed if: 

 You get services that are not covered by ViaCare Monterey County. 
 You go to a non-contracted provider; or you see a specialist without getting a 

referral from your PCP and approval from the Alliance.   
. 

If you get a bill for medical services, make sure you were eligible with ViaCare Monterey 
County at the time of service. If you were, call the provider. Give them your Member ID 
number. Tell the office that you were covered by ViaCare Monterey County for that date of 
service. Ask the office to bill the Alliance.  If you keep getting bills, call Alliance Member 
Services as soon as you get a bill.  The Alliance can’t help you with bills that are more than 
one year old. You may send a copy of the bill to us at: Central California Alliance for Health, 
Attention: Member Services, 1600 Green Hills Road, Suite 101, Scotts Valley, CA 95066. 

 
Filing a Complaint 
ViaCare Monterey County has a grievance process to help you with problems you may be having 
with your health care. You may have problems with a doctor or hospital. You may have 
problems getting the medical equipment you need.    

 

Alliance Member Services – Call us for help
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As a ViaCare Monterey County Member, you have the right to file a complaint about things like:  
 Having to wait a long time at the doctor’s office or to get an appointment 
 Being unhappy with the way you were treated 
 If the Alliance or ViaCare Monterey County denies a service that you think 

you need 
 Being charged or asked to pay for services 
 Being unhappy with the type of care you received 
 If you feel that the Alliance or ViaCare Monterey County has not respected 

your privacy 
 

You must file a complaint within sixty (60) days of the date of the event that you are 
complaining about. 

Another reason you might file a complaint is if the Alliance or ViaCare Monterey County sends 
you a Notice of Action. A Notice of Action is a formal letter telling you that a medical service 
has been denied, deferred, or modified.  

If you receive a Notice of Action from the Alliance, you have ninety (90) calendar days from the 
date on the Notice of Action to file a complaint with the Alliance; 

The Alliance Member Services staff will try to resolve your concern right away. Most of the 
time, the Alliance can help you that same day. Once you file a complaint, the Alliance will 
resolve it within thirty (30) calendar days. 

 
If you decide to file a complaint with the Alliance, you can  

 Make your complaint 
through the mail 

 Ask the Alliance to mail 
you a complaint form 

 Fill out a complaint form on the Alliance 
Website, www.ccah-alliance.org 

 Ask your PCP for a complaint form 
 Make your complaint over the phone 

Once the Alliance gets your complaint, the Alliance will send you a letter to let you know they 
received it. The Alliance will send this letter within five (5) calendar days. The letter will also 
tell you about your rights in the grievance process. The grievance process is how complaints are 
resolved. 

 
As part of the Alliance grievance process, the Alliance will: 

 Get the provider’s side of what happened 
 Tell the provider why you filed a complaint 
 Work with you and the provider to resolve the complaint 

 
The Alliance will send you a written resolution within thirty (30) calendar days. If you are not 
happy with the resolution, you can appeal it by filing a request for a Fair Hearing. Please see 
below for how to request a Fair Hearing. 
 
If you receive a Notice of Action from ViaCare Monterey County, you must file a complaint 
with ViaCare Monterey County, not with the Alliance. You would file a complaint with ViaCare 
Monterey County if you are unhappy with a decision they made affecting your: 
 Eligibility for or enrollment in ViaCare Monterey County. 
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 Mental health care services. 
 
For more information about ViaCare Monterey County’s grievance process or to file a complaint 
with ViaCare Monterey County, call them at 1-831-759-6517 or 1-800-821-2967. 
  

Expedited Review of Complaints  
If a complaint is about a serious threat to your health, the Alliance will resolve it within three (3) 
calendar days. These complaints may include severe pain or potential loss of life, limb or major 
bodily function. 

 The Alliance will send you a letter within twenty-four (24) hours so you know 
that they received it.  

 The Alliance will talk to you about their decision within three (3) calendar 
days 

 The Alliance will confirm the decision in writing within three (3) calendar 
days. 

 If you accept the resolution, the complaint will be closed. 
 If you do not accept the resolution, the Alliance will explain how you can 

appeal it. 
 

Fair Hearings 
You may also request a Fair Hearing if you disagree with the resolution to a complaint you have 
filed with the Alliance or ViaCare Monterey County regarding a denial of service or an 
eligibility decision. 

. 
You must request a Fair Hearing within ninety (90) days from the date of the decision. To 
request a Fair Hearing: 

 Call or go to: 
Monterey County Dept. of Social & Employment Services        831-755-4472 
Attention: Fair Hearings Officer     866-323-1953 
1000 S. Main Street, Suite 208 
Salinas, CA 93901 

 
 
You may also file a complaint if you feel your privacy has not been kept. Privacy complaints are 
through the Federal Office of Civil Rights.  You can file at any time. You do not have to file a 
complaint with the Alliance or ViaCare Monterey County first.  Send your privacy complaint to: 

 
 U.S. Department of Health and Human Services 
 Office of Civil Rights 
 200 Independence Avenue SW 
 Room 509F, HHH Building 
 Washington, DC 20201 
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Services for Members with Disabilities 
If you are a ViaCare Monterey County Member with a disability, you may have questions or 
concerns about getting the care you need. The Alliance has medical social workers who can help 
if: 

 You have questions about durable medical equipment or have problems while you 
are waiting to get equipment 

 You need help getting medical services 
 You have trouble getting medical equipment fixed 
 You get services from several agencies and need help to coordinate them all. 

 
Alliance Member Services Representatives can also refer you to places in the community that 
provide certain services you might need. You can reach Member Services at 1-800-700-3874. 
You can reach a medical social worker at 1-800-700-3874 ext. 5567. 
 
Services to Help you Stay Well 
ViaCare Monterey County covers services to help you stay well. These are called preventive 
health care services. Preventive care keeps you healthy.  It can help catch and treat problems 
before they become serious. Preventive care includes: 

 Regular check-ups (for everyone) 
 Pap smears (for women) and prostate exams (for men) 
 Mammograms (for women) 
 Immunizations (shots) 

 
Look at the charts on the next two pages. They list the preventive check-ups that you should 
have. They also show how often you should have these visits. There is a chart for when to have 
shots to keep you from getting sick. The schedule is different for men and women. If you have 
questions about preventive health care, check with your PCP.  
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Test Ages 19-39 Ages 40- 64 

Health Exam 
This may include: 
height and weight, 
hearing and eye 
exam 

For all ViaCare Monterey County Members: 
Schedule your first check-up within 120 days (4 months) of 
becoming a Member 

For All Patients 
Tuberculosis 
Test (TB) 

Initial entry into health plan for all Members. Repeat testing at 
regular intervals for people at risk. 

Blood Pressure Every 1-2 years Every 1-2 years 

Cholesterol 
Men, starting at age 
35 

Women, starting at age 45  

Stool Test 
As determined by 
your PCP 

Every year at age 50 and over 

Patients with 
Diabetes 

Every year: foot 
exam, urine and 
retinal exam, 
HgAIC, lipids 

Every year: foot exam, urine and retinal 
exam, HgAIC, lipids 

For Female Patients Only 

Breast Exam 
by your doctor 

Every 1-3 years Every year 

Mammography 
 As recommended 
by your doctor 

Ages 40-50, As recommended by your 
doctor. 
Ages 50-64, every year 

Pap Smears 
 

Age 21 to 30 Every 
3 years Pap alone. 

Age 30 to 39 Pap 
alone every 3 years, 
OR Pap with HPV 
testing every 5 
years, 

40-64 Every 3 years Pap alone OR Age 40-
64 Pap with HPV testing every 5 years. 

Chlamydia Exam 
(For sexually active 
women) 

Every year for ages 
16–24 if sexually 
active.  

Age 25 and older 
only if at increased 
risk, even if 
pregnant.  

 
 
 
 

Adult Health Screening Guidelines
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To keep yourself healthy, it is important to get regular health exams and the right screening 
tests and immunizations. Check with your PCP even if you are not sick or having problems. 
 
Below is a list of immunizations that should be done for your age group. Some vaccinations are 
given only to people who are “high risk”. Chronic illness or other life circumstances make 
some people more likely to get the disease. Ask your PCP which shots you should have and 
when. Your PCP may want to do some shots more often, depending on your risk. 

 
Vaccinations/ 

Shots 
Ages 19-49 Ages 50-64 

Tetanus/Diphtheria 
(Td) (once in 
adulthood –Tdap 
replaces Td) 

Every 10 years Every 10 years 

Influenza Every year  Every year  

Pneumococcal 
One time if  
high risk 

Once at age 65 
 
Before age 65: One time if  
high risk, if given before age 65, repeat no 
sooner than five years or at age 65, 

Hepatitis B (Hep B) 
Three doses if high 
risk  

Three doses if high risk 

Hepatitis A (Hep A) 
Two doses if high 
risk 

Two doses if high risk 

Meningococcal 
One dose if high 
risk 

One dose if high risk 

Measles 

One dose if unsure 
whether vaccinated 
before.  Two doses 
if high risk. 

 

Rubella 
Women who have not received the vaccination and are not 
pregnant 

Varicella 
Two doses if high risk and no prior vaccination or chickenpox 
infection.  Not given if patient is pregnant, immunosuppressed, or 
HIV+. 

Herpes Zoster  
Once per lifetime for those 60 years of age 
and older 

Adult Immunizations
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Availability of Funds for ViaCare Monterey County  
The acceptance of any application for enrollment in ViaCare Monterey County depends on the 
availability of funds from funding entities to pay the costs of the program.  
 

Requirements for Member Eligibility 
If funds are available, in order to be eligible, an individual must be all of the following: 

 Between 19-64 years of age. 
 Live in Monterey County. 
 Have an income of no more than 133% of the Federal Poverty Level 

(approximately $13,350 per year for one person). 
 Be a U.S. citizen, a legal resident for at least 5 years, or a qualified alien, as 

defined by federal law, not subject to the five year exclusion. 
 Not eligible for Medi-Cal. 

Application Process  
To apply for ViaCare Monterey County, you will need to meet with a ViaCare Monterey County 
eligibility worker. You will need to give the eligibility worker any information he or she needs to 
see if you are eligible. That information includes: 

 Your name and address 
 A statement and documentation of your household income 
 A birth certificate for each potential member, showing proof of age, and 
 Proof that you live in Monterey County. 
 

Starting Date of Coverage for Members 
If you are eligible, your eligibility will start the first day of the month in which you apply. For 
example, if you apply on November 12, your effective date of coverage would be November 1.  
 
Renewal Provisions  

Annual Eligibility Reviews for Members 
Each Member will be re-evaluated annually to determine continued eligibility for the program. 
Applicants will get a renewal notice at least sixty (60) calendar days prior to their anniversary 
date. 
 
To requalify, the Member must provide to a ViaCare Monterey County eligibility worker all of 
the information required to re-establish eligibility: 

 The name, ViaCare Monterey County ID number and address of the Member. 

Enrollment, Effective Date of Coverage and 
Member Financial Responsibility
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 Statement of gross (before taxes) income of the Member’s household.  
 Proof that the Member lives in Monterey County. 

All required information must be submitted to ViaCare Monterey County at least fifteen (15) 
calendar days before the anniversary date.  

Notification of Eligibility Changes 
It is the Member’s responsibility to notify ViaCare Monterey County within thirty (30) days of 
the following changes affecting Member’s eligibility for enrollment in the Program: 

 Notification that the Member has moved. 
 Notification that the Member has become eligible for or is enrolled in Medi-Cal 

or Medicare. 
 Notification that the Member’s income has changed. 

 

Appealing Enrollment Decisions  
If you believe that a mistake was made in deciding whether you are eligible, you may file a 
complaint with ViaCare Monterey County by calling 1-831-759-6517 or 1-800-821-2967. 
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ViaCare Monterey County  
Summary of Benefits 

 
Benefits are subject to Utilization Management. Services must be received from a Contracted 

Provider except for Emergency Services. 
CATEGORY DESCRIPTION COMMENTS AND LIMITATIONS 

HOSPITAL SERVICES  
Inpatient room and services 
Inpatient Physical, Occupational and 
Speech Therapy 
 
Emergency Room (services in and out 
of the Plan’s Service Area and with 
Contracted and Non-Contracted 
Providers) 
 
Outpatient surgery - facility 

Some services require prior authorization 
from the Alliance. 
 
 

PROFESSIONAL SERVICES  
PHYSICIAN SERVICES 

Office Visits (includes primary and 
specialty care and periodic physical 
exams) 
 
 
 
 
Physician services in the hospital 
Outpatient surgery - professional 

 
You must get primary care services from 
your Primary Care Provider.  
 
You must have a referral from your Primary 
Care Provider and prior authorization from 
the Alliance for specialty care. 

OTHER HEALTH CARE SERVICES  
AMBULANCE SERVICES Services are covered as medically necessary. 
BLOOD AND BLOOD PRODUCTS 
(includes collection and storage of 
autologous blood) 

Services are covered as medically necessary. 

DIAGNOSTIC SERVICES 
                Radiology services 
                Lab services 

Some imaging services require prior 
authorization from the Alliance. 

DURABLE MEDICAL EQUIPMENT 
(includes prosthetics and orthotics) 

You must have a prescription from your 
Primary Care Provider.  
 
Some supplies and equipment require prior 
authorization from the Alliance. 
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CATEGORY DESCRIPTION COMMENTS AND LIMITATIONS 
HEARING EXAMS AND SERVICES 
Audiology exam and hearing aid instrument 

Requires prior authorization from the 
Alliance. 
 

HOME HEALTH CARE You must have a prescription from your 
provider and prior authorization from the 
Alliance. 

HOSPICE CARE Hospice services are covered for members 
who are diagnosed with a terminal illness and 
who choose or elect hospice care. 

MENTAL HEALTH SERVICES 
 
 
Inpatient Services 
 
 
 
 
Outpatient Services 
 
 
 
 
 
 
 
 

 
 
 
Inpatient hospitalization in an acute care 
hospital or psychiatric hospital. Requires 
prior authorization by ViaCare Monterey 
County. 
 
Crisis and transitional residential services 
 
 
 
Outpatient visits include assessment, 
individual or group therapy, crisis 
intervention, medication support and 
assessment. Requires prior authorization by 
ViaCare Monterey County. 
 
Day treatment 

NON-EMERGENCY MEDICAL 
TRANSPORTATION 

Benefit is limited to transportation to and 
from covered medical appointments for 
members who meet criteria. 
 
Requires prior authorization from the 
Alliance. 
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CATEGORY DESCRIPTION COMMENTS AND LIMITATIONS 
OUTPATIENT REHABILITATIVE 
THERAPY SERVICES 
Physical Therapy 
Occupational Therapy 
Speech Therapy 

 
 
You must have a referral from your Primary 
Care Provider and prior authorization from 
the Alliance. 

PHARMACY SERVICES You must have a prescription or a provider 
order. If the prescribed medication is not on 
the ViaCare Monterey County formulary, 
prior authorization must be obtained from the 
Alliance. 

PODIATRY SERVICES You must have a referral from your Primary 
Care Provider and prior authorization from 
the Alliance. 

URGENT CARE Must be provided by your Primary Care 
Provider when you are inside of Monterey 
County. 
 

There are no copayments, deductibles or lifetime maximum limits on benefits under this 
Program.  
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Annual Exams and Gynecological Care 
Women may get these exams from any gynecological and/or obstetric (OB/GYN) provider in 
Monterey County that is contracted with ViaCare Monterey County. Regular Well Woman 
exams include pelvic exams, breast exams and pap smears.  
 
Women should get a check-up from their PCP or an OB/GYN once a year.  Men should get their 
yearly check-up from their PCP. Set up these exams near your birthday so you remember every 
year. These check-ups help you stay healthy.  
 
Asthma Care 
You can get asthma at any age. Asthma makes it hard to breathe. Luckily, most people can learn 
to control their asthma and stay healthy. Work with your PCP to create an Asthma Action Plan. 

 
Your PCP will talk to you, or refer you to someone who will talk to you about: 

 What asthma is and how to control it 
 How to avoid the things that cause asthma attacks 
 How to use medicine the best way 

 
 

Diabetes Care 
Diabetes can be a serious disease. If you don’t take care of yourself, it can affect all parts of your 
body. Anyone can learn how to live a healthy life even with diabetes! When you have diabetes, 
you should have check-ups every three months with your PCP. Your doctor will do an exam and 
check your feet and blood pressure. Your PCP will also order lab tests. You should also have a 
diabetic eye exam every year with an eye doctor. ViaCare Monterey County covers diabetes 
medicine and supplies. 

 
Your PCP will talk to you, or will refer you to someone who will talk to you about: 

 Taking your medicines 
 Planning your meals 
 Testing your blood sugar 

 Keeping a blood sugar log 
 Being active and exercising 
 How to lower stress 

 
 
Diagnostic and Radiology Services 
You are covered for diagnostic and therapeutic radiological services that are necessary to 
appropriately evaluate, diagnose and treat your medical condition. These include x-rays, MRI 
and CT scans. You will need a prescription from your doctor for these services. Some services 
require prior authorization by the Alliance.  

Benefits and Services that are Covered
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Disability Services 
If you have a disability, the Alliance has medical social workers who can help: 

 If you have questions about the equipment that you doctor wants for you 
 If your equipment needs to be fixed 
 If you are having trouble getting services or equipment 

 
The Alliance has social workers on staff.  They can tell you about agencies that work with people 
with disabilities.  If you already get help from lots of agencies, they can help with trying to get 
them all to work together. Alliance Member Services Representatives can refer you to other 
agencies and services you might need. 
 
Doctor Visits 
You are covered for visits with your PCP. The Program pays for visits to your PCP when you are 
sick. It also pays for preventive health visits, well child care and immunizations. Sometimes a 
Physician Assistant may provide your care. You may also be seen by a Nurse Practitioner in your 
PCP’s office. 

 
If you need night or weekend care, call your PCP’s office first. Even if it is closed, there will be 
another doctor on call or a message on the office answering machine telling you what do to. Call 
the number on your ViaCare Monterey County Member Identification Card.  

 
Durable Medical Equipment 
Medical equipment for use in the home such as wheelchair and walkers. If you need Durable 
Medical Equipment, your PCP will prescribe it. Some types of equipment require prior 
authorization from the Alliance. For some types of equipment, like wheelchairs, you will need to 
be evaluated or fitted by someone who is trained in physical medicine. The evaluation is to see if 
you need equipment and if so, what kind.  
 
Emergency Care          
An emergency medical condition is one that you feel could lead to disability or death if you 
don’t get immediate treatment. You are covered for emergency care 24 hours a day, seven days a 
week. You are covered for emergency care inside and outside of Monterey County. 

 
An emergency is: 

 When you think that you will die without fast help. 
 When you are in great pain. 
 When you think a body part may have serious damage. 
 When you think you have major problems with a body function. 

 
If you have a life threatening emergency, go to the nearest hospital. If you can’t drive, call 911. 
Show your ViaCare Monterey County Member Identification Card. You can get 24-hour 
emergency care at any emergency room, without prior authorization.  
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If the hospital doesn’t get a copy of your card, you will get a bill from the hospital and one from 
the doctors. If you get billed, make a copy of the front and back of your ID card. Mail the copies 
to the addresses on the bills. If you still get bills after telling the hospital and doctor that you are 
a ViaCare Monterey County Member, call the Alliance Member Services Department. 

 
You will need to follow-up with your PCP after an emergency. Your PCP needs to know that 
you were hurt or very sick. Your PCP will do the follow-up care for the emergency visit, if any is 
needed. You are not covered for follow-up care in the emergency room. 
 

Emergency Medical Transportation (Ambulance) 
ViaCare Monterey County pays for ambulance trips if needed. If you aren’t sure that you need an 
ambulance, call your PCP for help. Call 911 in a real emergency.  

 
Follow-Up Care 
If you went to the hospital for an emergency, call your PCP as soon as you can. Your PCP will 
help you get more lab work, x-rays or treatments. If you saw a doctor in the hospital that is not 
your PCP, your PCP will have to refer you for that follow up visit with that doctor.   
Additionally, you may receive a telephone call from a nurse case manager who will contact you 
to assist with your discharge plan and accessing your PCP. 

 
Health Education  
When you know how to take care of your body you can make healthy choices. When you make 
healthy choices, your health improves. You feel better. ViaCare Monterey County wants you to 
be as healthy as possible.  

 
Working together with your provider is the key to quality health care.  Your PCP may ask you to 
make changes in your life. You might need to quit smoking. Your PCP might suggest a healthier 
diet and exercise. You may need to lower stress.  

 
You should also ask your PCP about health education programs to meet your needs.    

 
Hearing Aids 
If your PCP thinks you need a hearing aid, he or she will write a prescription for one and arrange 
for you to have a hearing aid evaluation. Prior authorization is required for hearing aids and 
hearing aid repairs.  
 
Hospice Services 
Hospice services are covered for members who are diagnosed with a terminal illness and who 
choose or elect hospice care. Hospice services include: 

 Nursing care 
 Medical social services 
 Home health services 
 Physician services, medications, medical supplies and appliances 
 Counseling and bereavement services 
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 Pain control and symptom management 
 

Members who choose hospice care are not entitled to any other benefits for the terminal illness 
while the hospice election is in effect. 

   
Hospital Services 
When authorized in advance or if an emergency. The room, all the supplies and the doctors’ care 
in the hospital are covered. Your PCP will send you to the hospital that he or she uses. If it is an 
emergency, you will go to the nearest hospital.  
 
Lab Services 
If you need lab services, your PCP will need to order them. You must only go to a lab that is 
contracted with ViaCare Monterey County.  
 
Medications 
ViaCare Monterey County covers only certain medications. These medications are listed in what 
is called a “formulary.” A formulary is a list of the medications that ViaCare Monterey County 
will pay for.  
 
You will have to get your prescriptions at certain places.  
 
If you take some medicines on a regular basis, you will get a one month supply.  Call your doctor 
before you run out if you need a refill. 

 
To find out what medications ViaCare Monterey County covers, and where to get your 
prescriptions filled, call the Alliance at 1-800-700-3874. Even though a medication might be on 
the list, your PCP and ViaCare Monterey County will decide which medication is best for you. 
Please talk to your doctor if you have questions about a specific medication. 

 
If your medications are not on the formulary, or if your doctor prescribes a brand name 
medication instead of a generic, your doctor will need to ask ViaCare Monterey County for 
approval. ViaCare Monterey County may find that another medication may work just as well. 
Then they may talk to your doctor about changing your prescription. 

 
Talk to your PCP if you are taking a lot of medications.  Tell your PCP about vitamins or over-
the-counter medications you are taking. If you feel worse after taking any medicine, call your 
doctor right away. Talk to the pharmacist about side-effects. 

 
If you have other health insurance that covers medication, it will be billed first.  

 
Mental Health Care Services 
For mental health care services contact your PCP or the Behavioral Health Access Line at  
1-888-258-6029. If you are experiencing a mental health crisis, you can call the Mental Health 
Crisis Line, located at Natividad Medical Center, at 831-755-4111. 
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Covered mental health services may include treatment for anxiety, depression, and other 
emotional or behavioral problems. Your PCP will provide you with some outpatient mental 
health services within the scope of his or her training and practice. Ask your PCP for more 
information about mental health services available through your PCP’s office. 
 
Specialized mental health services may be needed if your mental health problem is limiting an 
important area of life functioning. If this care is beyond your PCP’s training and practice, these 
services will be provided through the Monterey County Health Department, Behavioral Health 
Bureau (BHB). You may receive services from BHB with or without a referral from your PCP. 
BHB can be reached toll-free at 1-888-258-6029.   
 
New Patient Exam 
It’s important to see your PCP as soon as you become eligible for ViaCare Monterey County for 
a new patient exam. See your PCP before you get sick. Your PCP will help you understand your 
medical needs. Learn how to stay healthy. Be part of your health care team. Help your PCP help 
you. Call your PCP today! 

 
Night and Weekend Care 
You can call your PCP 24 hours a day, 7 days a week.  If you get sick when the office is closed, 
you should still call your PCP. Your PCP may have another doctor who helps after hours or there 
may be an answering service than can tell you how to get care after hours. Some offices and 
clinics are open in the evenings. Some are open weekends. Ask your PCP what you should do for 
night and weekend care.   
 
Occupational Therapy 
Occupational therapy is therapy to help someone relearn the skills they need to perform everyday 
tasks (like eating and dressing) after an illness or injury. If you or your PCP feels you need 
occupational therapy, you will get prior authorization for an evaluation by an occupational 
therapist. If the therapist feels that therapy is medically necessary, he or she will send a request 
for prior authorization to the Alliance.  
 
Out of Area Care 
When you are outside of Monterey County, you are only covered for emergency services. If you 
have a life threatening emergency while you are away from home, you should go to the closest 
emergency room. Take your ViaCare Monterey County Member Identification Card and be sure 
to show it at the emergency room.   

 
If it is not an emergency, but you think you need to get care that cannot wait until you get back 
home, call your PCP. You are only covered for care that is an emergency and is provided in an 
emergency room when you are out of Monterey County.  

 
Physical Therapy 
Therapy to help someone who has been in an accident or been injured to be able to regain 
strength and functioning. If you or your PCP feel you need physical therapy, you will get an 
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evaluation by a physical therapist. If the physical therapist feels therapy is medically necessary, 
he or she will send a request for prior authorization to the Alliance.  
 
Podiatry 
Specialty care focusing on the diagnosis and treatment of disorders and injury of the feet 
including bunions, heel spurs and hammertoes. You must have a referral from your PCP and 
prior authorization from the Alliance for podiatry services. 

 
Preventive Health Care 
You don’t have to wait until you get sick to see your PCP. You don’t have to go to the 
emergency room to get care. The Program covers services that help you stay well. These are 
called preventive health care services. You can see you PCP for check-ups to keep you healthy. 
Preventive care includes: 

 
 Regular check-ups (for 

everyone); 
 Pap smears (for women)  

 Mammograms (for women); 
 Immunizations 
 Prostate exams (for men). 

 
Look at the charts in this document called, “Adult Health Screening Guidelines” and “Adult 
Immunizations”. They list the preventive check-ups that you should have. They also show how 
often you should have these visits. There is a chart for when to have shots to keep you from 
getting sick. The schedule is different for men and women. If you have questions about 
preventive health care, check with your PCP.  

 
Specialty Care 
If you need to see a specialist, your PCP will ask the Alliance for approval (prior authorization) 
first. If the Alliance approves the request, your PCP will refer you to a contracted specialist in 
Monterey County. If there is no contracted specialist available in Monterey County, the Alliance 
may approve you to see a non-contracted specialist or a specialist outside of Monterey County. 

 

Speech Therapy 
Therapy to help someone who is having difficulty speaking due to a physical impairment, illness 
or injury. If you or your PCP feels you need speech therapy, you will get an evaluation by a 
speech therapist. If the therapist feels that therapy is medically necessary, he or she will send a 
request for prior authorization to the Alliance.   

 
Transportation -- Non-Emergency Medical 
Non-emergency medical transportation requires authorization. It is covered when the Member’s 
medical and physical condition is such that being transported by ordinary means of public or 
private transportation is medically contraindicated and the transportation is required for the 
purpose of obtaining medically necessary covered ViaCare Monterey County benefits. 
 
If you qualify, transportation is covered only to and from the health care provider closest to your 
home. If you think you qualify, call the Alliance at 1-800-700-3874 ext. 5625. If you qualify, all 
rides must be authorized and scheduled in advance.   
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Urgent Care 
There is a difference between urgent care and emergency care. Urgent care is necessary when 
you need immediate attention, but your condition is not life threatening.  It could be an earache, a 
cut or a broken bone.  

 
If you need urgent care, call your PCP right away.  You can call 24 hours a day, 7 days a week.  
If your PCP cannot see you right away, he or she may refer you to another doctor or to the 
emergency room.   
 

Excluded Benefits
 

Services Not Covered  
The following health benefits are excluded under this health plan:  

 Any services or items specifically excluded in the Benefits Description section. 
 Any benefits in excess of limits specified in the Benefits Description section. 
 Services, supplies, items, procedures, or equipment that is not medically 

necessary, unless otherwise specified in the Benefits Description section. 
 Any services which were received prior to the Member’s effective date of 

coverage. This exclusion does not apply to covered services to treat complications 
arising from any services a Member may have received prior to the Member’s 
effective date of coverage under ViaCare Monterey County. 

 Any services which are received subsequent to the time coverage ends. 
 Those medical, surgical (including implants), or other health care procedures 

services, products, medications, or devices which are either experimental or 
investigational, or not recognized in accord with generally accepted medical 
standards as being safe and effective for use in the treatment in question, or 
outmoded or not effective.  

 Outpatient hemodialysis. 
 Organ transplants and associated services. 
 The diagnosis and treatment of infertility is not covered. 
 Maternity services 
 Birth control and family planning services. 
 Vision services, including fabrication of optical lenses. 
 Dental services. 
 Acupuncture services. 
 Chiropractic services. 
 Prayer and spiritual healing services. 
 Bariatric surgery. 
 Long-term care benefits including long-term skilled nursing care in a licensed 

facility and respite care are excluded.   
 Treatment for any bodily injury or sickness arising from or sustained in the course 

of any occupation or employment for compensation, profit or gain for which 
benefits are provided or payable under any worker’s compensation benefit Plan. 
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The Program shall provide services at the time of need, and the Member will 
cooperate to assure that the Program is reimbursed for such benefits. 

 Services which are eligible for reimbursement by insurance or covered under any 
other insurance or health care service plan. The Program shall provide services at 
the time of need, and the Member will cooperate to assure that the Program is 
reimbursed for such benefits. 

 Cosmetic surgery that is solely performed to alter or reshape normal structure of 
the body in order to improve appearance.  

 Any services not authorized by the Program when prior authorization is required. 
 
 

Benefit Changes, Disenrollments, Termination 
and Cancellation

 

Changes in Benefits and Charges 
ViaCare Monterey County reserves the right to change the benefits and charges of this program. 
Members will be given at least thirty (30) days notice before any changes are made in the 
benefits or charges. 

Termination of Benefits 

Disenrollment 
A Member will be disenrolled from participation in the program if any of the following occur: 

 The Member is found to no longer be eligible during the annual eligibility review 
period. Disenrollment for this reason will be effective at the end of the month for 
which timely notice of action can be issued to the member. 

 The Member turns 65 years of age. Disenrollment for this reason will be effective 
on the last day of the month in which the Member turns 65. 

 The Member requests disenrollment. Disenrollment for this reason will be 
effective at the end of the month for which the request was made. Confirmation of 
the disenrollment will be sent to the Member.  

 ViaCare Monterey County can demonstrate that the Member has committed fraud 
or intentionally misrepresented material facts under the terms of the contract with 
regard to eligibility, enrollment, use of a ViaCare Monterey County Member ID 
Card or use of services. You will be given the opportunity to provide necessary 
documentation. If you fail to provide necessary documentation, ViaCare 
Monterey County may cancel your coverage effective at the end of the month for 
which timely notice of action can be issued to you.   

 Death of a Member. Disenrollment for this reason will be effective at the end of 
the month in which the death occurred. 

 The Member becomes eligible for Medi-Cal. To qualify for ViaCare Monterey 
County, a Member must not be eligible for Medi-Cal. It is a Member’s 
responsibility to report changes in health insurance status to ViaCare Monterey 
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County. Disenrollment for this reason will be effective at the end of the month in 
which Medi-Cal coverage becomes effective. In cases where the Member does not 
report a change in insurance status directly to ViaCare Monterey County, the 
Member will be provided at least fifteen (15) days notice prior to termination of 
coverage. 

 The Member moves out of Monterey County. Residence in Monterey County is a 
requirement for ViaCare Monterey County. It is a Member’s responsibility to 
report a change of address to ViaCare Monterey County. Disenrollment for this 
reason will be effective at the end of the month in which the address change 
becomes effective. In cases where the Member does not report a change of 
address directly to ViaCare Monterey County, the Member will be provided at 
least fifteen (15) days notice prior to termination of coverage. 

 
Members may be able to enroll in a similar program in their new county of residence. 

Individual’s Right of Cancellation 
Via Care Monterey County Members can request to disenroll any time with thirty (30) days 
written notice. 
 

General Information
 

Other Health Insurance 
It is to your advantage to let your network provider know if you have medical coverage in 
addition to this program. Most carriers cooperate with one another to avoid duplicate payments, 
but still allow you to make use of both programs. 
 
Coverage provided under this program is secondary to all other coverage. Benefits paid under 
this program are determined after benefits have been paid as a result of a member’s enrollment in 
any other health care program.  
 
Be sure to advise your provider of all programs under which you have coverage so that you will 
receive all benefits to which you are entitled. For further information, contact the Alliance’s 
Member Service department. 
 

Coordination of Benefits 
By enrolling in ViaCare Monterey County, each Member agrees to complete and submit to 
ViaCare Monterey County such consents, releases, assignments and any other document 
reasonably requested by ViaCare Monterey County in order to assure and obtain reimbursement 
and to coordinate coverage with other health benefit plans or insurance policies. The payable 
benefits will be reduced when benefits are available to a Member under such other plan or policy 
whether or not claim is made for the same. 
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Independent Contractors 
Program providers are neither agents nor employees of the Alliance or ViaCare Monterey 
County but are independent contractors. The Alliance and ViaCare Monterey County regularly 
review the physicians who provide services to Members. However, in no instance shall the 
Alliance or ViaCare Monterey County be liable for negligence or wrongful acts of omissions on 
the part of any person who provides services to you or your dependents, including any physician, 
hospital or other provider or their employees. 
 

Provider Payment 
ViaCare Monterey County contracts with doctors and other health care providers to provide 
services to Members. Providers are paid fee-for-service. This means that the doctors provide 
health care services to their patients, and then send a claim to the Program for each of the 
services they give you. ViaCare Monterey County and these health care providers agree on how 
much is paid for each service. 
 
Hospitals and other health facilities are paid a fixed amount of money for the services they 
provide that ViaCare Monterey County and the hospital or facility agree upon in advance. 
 
ViaCare Monterey County does not use a Physician Incentive Plan. 
 
If you would like more information about how providers are paid, please contact an Alliance 
Member Services Representative. 
 

Reimbursement Provisions - If You Get a Bill  
If you receive services in accordance with your benefits and the guidelines of ViaCare Monterey 
County, you should not be billed for covered services. If you do receive a bill for services that 
are covered under ViaCare Monterey County, and you obtained benefits in accordance with 
Program guidelines, you should do the following: 

 Contact the provider or billing office. There is usually a phone number on the bill 
or statement that you are sent. 

 Give them your insurance information. Tell them you are covered by ViaCare 
Monterey County, and give them your Member ID number. 

 Ask them to bill the Program for the service. If they need information on how to 
bill us, the billing address and phone number are on the back of your Member ID 
card. 

 
If you still receive a bill from the provider after you have done this, please call the Alliance 
Member Services Department at 1-800-700-3874. Important Note:  Please do not wait until the 
bill is several months old or is in collections to call the Alliance. The Alliance will not be able to 
help you with bills that are more than one (1) year old. 
 
Please note:  If you are outside of Monterey County, you are only covered if you need 
emergency services. Give the provider your ViaCare Monterey County Member ID card and ask 
them to send the Alliance an insurance claim form. The billing address and phone number are on 
the back of your ViaCare Monterey County Member ID card. 
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If the provider is not willing to send an insurance claim form and you pay for the services, the 
Alliance will need the following information either from you or from the provider: 

 A detailed description of the services you received from the provider(s) including 
date(s) of service, place(s) of service and billing codes, if available; and; 

 Proof that you paid for the service(s) you received 
 
If you received emergency or urgent care services out of area and have paid for them, please call 
the Alliance Member Services Department at 1-800-700-3874. 
 
Making Decisions About Your Medical Treatment 
If you get hurt or are very sick, you may not be able to make good health care choices. You may 
not be able to even talk to your PCP about the care you want. You may not be able to tell your 
PCP that you don’t want a treatment. You have the right to have something called “Advance 
Directives”. This means that you can fill out a form and list the types of care you want, the types 
of care you don’t want and the people who can make health care decisions for you. Ask your 
PCP about advance directives. You have the right to be informed by ViaCare Monterey County 
of State law regarding Advance Directives and to receive information regarding any changes to 
that law. 
 
If there are changes to State law regarding Advance Directives, the Alliance will send the 
information to you within 90 days of when the changes become effective. 
 

Notifying You of Changes in the Program   
Throughout the year the Alliance or ViaCare Monterey County may send you updates about 
changes in the Program. This can include updates for the Provider Directory and Evidence of 
Coverage. The Alliance and ViaCare Monterey County will keep you informed and are available 
to answer any questions you may have.  
 

Privacy Practices  
The Alliance protects the confidentiality of your information. The Alliance does not disclose 
your information for any purpose other than carrying out the terms of the ViaCare Monterey 
County contract, in conformance with federal and state law and regulation. You have the right to 
file a complaint if you feel the Alliance has violated your privacy. For more information about 
the Alliance’s privacy practices, please see the Notice of Privacy Practices which follows, or call 
Member Services at 1-800-700-3874.  
 

Organ and Tissue Donation 
Donating organs and tissues provides many societal benefits. Organ and tissue donation allows 
recipients of transplants to go on to lead fuller and more meaningful lives. Currently, the need for 
organ transplants far exceeds availability. If you are interested in organ donation, please speak 
with your physician. Organ donation begins at the hospital when a patient is pronounced brain 
dead and identified as a potential organ donor. An organ procurement organization will become 
involved to coordinate the activities. The Department of Health and Human Services' Internet 
website (www.organdonor.gov) has additional information on donating your organs and tissues. 
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Notice of Privacy Practices 
 

This notice describes how medical information about you may be used and disclosed. This 
notice also describes how you can get access to this information. Please review it carefully. 
  
Why am I receiving this Notice? 
The Alliance is required by law to maintain the privacy of your health information. We are 
required to inform you of our legal duties and privacy practices. This notice describes our 
privacy practices and your rights relating to your health information. This notice does not restrict 
uses or disclosures of health information that are otherwise allowed by law. 
We are required to follow the terms of this Notice of Privacy Practices. We also have the right to 
change the terms of this notice. If we make any changes to this Notice, we will mail it to you at 
your address in our records. 
 
How does the Alliance use and disclose my health information? 
The Alliance stores health-related records about you, including your claims history, health plan 
enrollment information, case management records, and treatment authorizations and referrals for 
health services. We use this information and disclose it to others for the following purposes: 
 
Treatment  
The Alliance uses your health information to coordinate your health care. We may disclose it to 
hospitals, clinics, physicians and other health care providers to allow them to provide health care 
services to you. For example, the Alliance maintains your health information in electronic form, 
and may allow health care providers to have access to it to provide treatment to you. 
 
Payment  
The Alliance uses and discloses your health information to make payment for health care 
services you receive, determine your eligibility for benefits, and your provider’s eligibility for 
payment. For example, we inform providers that you are a Member of our plan, and we tell them 
what benefits you are eligible for. 
 
Health care operations  
The Alliance uses and discloses your health information as necessary to operate our health plan. 
For example, we use our Members’ claims information for our internal financial reports, and for 
quality purposes. We also disclose health information to our contractors and agents who assist us 
in these functions. We require a confidentiality agreement from them before we make these 
disclosures. For example, companies that provide or maintain our computer services may have 
access to health information in the course of providing services to us. 
 
Contacting you  
We may contact you to provide appointment reminders or information about treatment options 
available to you. We may also contact you about other health-related services that may interest 
you.    
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Others involved in your care  
We may release medical information to a person responsible for paying for your care. With your 
verbal or written consent, we may release information to a friend, representative or family 
Member who is involved in your care. This includes responding to telephone calls about your 
eligibility, claim status, and coordination of your care. 
    
Employee Health Benefit Plans and their Sponsors  
Employers sponsor employee insurance plans that provide health services to their Members. 
These plans may contract with us to provide services to you and pay claims. We may disclose 
your health information to the plan. We may also notify the plan sponsor if you are enrolled in or 
disenrolled from the plan. We may also disclose your health information to the plan sponsor as 
necessary to manage the plan, if the sponsor agrees in writing to keep your health information 
confidential and secure, and not to use it for employment-related purposes.   
     
Other Disclosures  
We may disclose health information without your written permission (authorization) to 
government agencies and others where we are allowed by law to do so. Here are the general 
kinds of disclosures we may make without your written permission: 

 Disclosures that are required by state or federal law 
 Disclosures to public health authorities or for public health activities 
 To government agencies in cases of abuse or neglect of children or dependent adults, or 

domestic violence   
 To agencies that oversee the health care system, for audits, or investigations 
 For judicial proceedings, such as lawsuits 
 To law enforcement agencies 
 To coroners and medical examiners 
 To organ procurement agencies, if you are an organ donor or a possible donor 
 To researchers conducting research, with the approval of an Institutional Review Board 

or privacy board 
 To avert a serious threat to health or safety 
 If you are a Member of the armed forces or a veteran, we may release health information 

to a military authority to help determine your eligibility for veterans’ benefits 
 For national security activities   
 If you are an inmate or under the custody of a law enforcement official, we may release 

health information about you to them. 
 To other agencies conducting government health benefit programs 
 To comply with workers’ compensation laws. 

     
Limitations   
In some circumstances, your health information may be subject to restrictions that may limit 
some uses or disclosures described above. For example, government health benefit programs 
may limit the disclosure of Members’ health information for purposes unrelated to the program. 
There are special restrictions on disclosing information relating to HIV/AIDS status, mental 
health treatment, developmental disabilities, and drug and alcohol abuse treatment. We comply 
with these restrictions in our use of your health information. 
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Authorization  
Except as described above, we will not permit other uses and disclosures of your health 
information without your written permission, which you may revoke at any time. 
 
Your Individual Rights 
As an Alliance Member you have the following rights: 

 You have the right to ask us to restrict certain uses and disclosures of your health 
information. However, we are not required to agree to your request. 

 You have the right to ask us to contact you at an alternate telephone number, post office 
box or other address. We will accept reasonable requests when necessary to protect your 
safety. 

 You have the right to sseeee and copy certain records that the Alliance maintains on you. 
These include your enrollment, payment, claims history, case or medical management 
records, and any other records that are used to make decisions about you. The Alliance 
may deny your request. If your request is denied, we will tell you the reason why in 
writing. You have the right to appeal the denial. 

 If you ffeeeell  that certain medical or claims information about you is wrong in our records, 
you have the right to ask us to amend the records. We may deny your request in certain 
circumstances. If your request is denied, you have the right to submit a statement to 
include in the record.  

 You have the right to receive a report of non-routine disclosures that we have made of 
your health information, up to six years before the date of your request (but not earlier 
than April 14, 2003). There are some exceptions: For example, we do not maintain 
records of disclosures made with your permission; disclosures made for providing health 
services, paying for health services, or conducting health plan functions of the Alliance; 
and certain other disclosures.  

 If you received this notice electronically, you have the right to request a paper copy from 
us at any time.  

 
This Notice describes your privacy rights in general. These rights may be limited by law.  
How do I exercise these rights?  
You can exercise any of your rights by sending a written request to our Privacy Official at the 
address below. For quicker processing of your request, please use our request form, which you can 
find on our Internet site at www.ccah-alliance.org. Or you may ask by calling us at the telephone 
number below. You can also call or write to our Privacy Officer at the below address. 
 
How do I file a complaint if my privacy rights are violated? 
As an Alliance Member, you have the right to file a complaint with our Privacy Official. We will 
need information from you in writing to support your complaint. You may also file a complaint 
with the Secretary of Health and Human Services.  The Alliance will not retaliate against you in 
any way for filing a complaint. Filing a complaint will not affect the quality of health care 
services you receive as an Alliance Member. 
 
Contact us: 
Central California Alliance for Health  
1600 Green Hills Road, Suite 101 - Privacy Officer 
Scotts Valley, CA 95066 
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1-800-700-3874 toll-free phone number  
1-877-548-0857 TTY number 
 
Contact the Department of Health Services: 
Privacy Officer 
c/o Office of Legal Services 
California Dept. of Health Services 
P.O. Box 997413, MS  0011 
Sacramento, CA 95899-7413 
 
Contact the U.S. Secretary  of Health  and  Human  Service: 
Secretary of HHS 
Office for Civil Rights 
200 Independence Avenue SW 
Room 509F, HHH Building 
Washington, DC  20201 
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