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Compliments or complaints? 
Call Member Services.  

1-800-700-3874

How  
long will  
you wait?

These are the  
standards for different  
types of appointments:

Type of care  
you need

Time to get an 
appointment

Urgent care Within 48 hours of  
when you call

Non-urgent  
primary care 

Within 10 business 
days of  when you call

Non-urgent  
specialty 
care

Within 15 business 
days of  when you call

Non-
physician,  
non-urgent 
mental  
health care 

Within 10 business 
days of  when you call

Non-urgent  
diagnostic 
services

Within 15 business 
days of  when you call

Getting  
an appointment 

We know it is important 
for you to get care when 
you need it. But it is not 

always possible for a doctor to see 
you right away. 

We work with the doctors and 
clinics in our network to make sure 
you can get care when you need it. 
We have always done this because 
we know it is important.

The state has new regulations, 
which start in January 2011. The 
regulations set standards for how long 
members should wait for different 
types of care (see table at right).

Please note there are some 
exceptions. The waiting times for 
an appointment may be longer if 
the provider feels that it will not 
harm your health if you have a 
longer wait.

The waiting times for preventive 
services, such as well-child care, 
regular physical exams and 
immunizations, do not have 
specific timeframes. They may be 

scheduled according to how the 
provider normally schedules them.

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



I n July 2009, Medi-Cal stopped 
paying for eye exams and 
glasses for people 21 and older. 

Only children under 21 and adults 
in nursing homes could get these 
services.

The state mailed a letter in 
October 2010. The letter said that 
Medi-Cal is paying for eye exams 
again for adults 21 and older. 
Glasses are still not covered.

If you are an Alliance Medi-Cal 
member who paid for an eye exam 
after July 1, 2009, you may be able 

to get some money back. You must 
have gotten your eye exam between 
July 1, 2009, and November 30, 2010.

To ask for a refund, you will need 
to have a receipt. The receipt will 
have to have:

■■■ A description of the service(s) you 
received

■■■ The date of your exam
■■■ The name and location of where 

you got the exam
■■■ The amount you were billed and 

the amount you paid for the exam
You will need to mail or fax a 

copy of the receipt to the Alliance. 
We will review it to see if all of 
the information we need is on it. 
If you qualify for a refund, we will 
mail you a check.

If you qualify for a refund, the 
amount we send you will not be 
the same as the amount you paid 
the provider. We will send you 
the amount the provider would 
have gotten if Medi-Cal had 
covered the exam at the time of 
your visit.

Eye exam benefit for  
adult Medi-Cal Members

Please call Member Services 
at 1-800-700-3874 for more 
information.
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Drug name Used to treat

Dulera 
(mometasone/
formoterol) 

Asthma (inhaler)

Addition to  
our formulary

I t is important that you can talk 
to your doctor easily.

There are doctors in our 
network who speak languages 
other than English.

You can find this information 
in your Provider Directory or by 
calling Member Services. It may be 
the doctor who speaks the other 
language. Or it may be someone 
else in the doctor’s office. You can 
call their office and ask.

The Alliance contracts  
with an outside company to 
provide mental health and 
substance abuse treatment 
services to members in these 
programs:

If you have trouble talking with 
your doctor because you speak 
different languages, we can help.

You don’t have to use family or 
friends to interpret for you. Your 
doctor can call a special telephone 
line to get an interpreter who 
speaks your language. Then you 
and your doctor will talk through 
the interpreter. You do not have to 
pay for this service.

If you would like an interpreter, 
let your doctor’s office know 
when you call to schedule an 
appointment. Let them know 
what language you speak.

As an Alliance member, you 
have the right to these free 
services:

■■■ Interpreter services in your 
language to help you talk with 
your: » Doctor » Other health 

care provider » Health plan.
Telephone interpreters are used 

for most conditions. A face-to-face 
interpreter may be used for special 
conditions. Authorization from the 
Alliance is required for face-to-face 
interpreters.

■■■ Written translations of letters 
and notices that affect your health 
care coverage are available in Spanish 
and Hmong. We can also help you 
understand these documents if you 
read a different language.

For help with getting an 
interpreter or understanding 
something we send you in writing, 
please call Member Services 
at 1-800-700-3874. If you have 
impaired hearing or speech, please 
call our TTY line at 1-877-548-0857. 
You can reach us Monday through 
Friday, 8 a.m. to 5 p.m.

■■■ Healthy Families
■■■ Healthy Kids
■■■ Alliance Care IHSS
■■■ Alliance Care AIM

This company used to be 
called United Behavioral 
Health, or UBH for short. Their 
new name is OptumHealth 
Behavioral Solutions of 
California, or OptumHealth.

Nothing else has changed. The 
phone number to call for services 
is the same, 1-800-808-5796. The 
benefits you have are the same.

Language assistance

Get the help you need

Name change  
for United 
Behavioral Health 
News for Alliance Healthy 
Kids, Healthy Families, AIM 
and IHSS members

member news
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Baby bottles can cause tooth troubles
If your child drinks sweet 

liquids—like milk, formula or 
fruit juice—from a bottle, he or 
she might be at risk for tooth 
problems.

When the sweet liquid stays 
too long on the child’s teeth, 
decay can start. It’s called “baby 
bottle tooth decay.”

To help prevent tooth decay:
■■■ Never let your child fall asleep 

with a bottle.

■■■ Never fill your child’s bottle 
with sugar water or soft drinks.

■■■ Wipe your baby’s gums with a 
clean cloth after every feeding.

■■■ Teach kids—starting about 
age 1—how to drink from a cup.

■■■ Take your child to the dentist.
■■■ Ask your dentist about fluoride.

By taking these steps, you 
can help your child have good, 
strong teeth.
Source: American Dental Association

Being a parent is a full-time job.
Sometimes it’s the best job in 

the world. At other times it can be 
the hardest.

So when was the last time you 
took a break from it?

As a parent, you get frustrated. 
You get mad. That’s normal.

If it happens too often, though, 
it may be a sign that you need to 
take time off.

If you’re upset that your baby 
won’t stop crying, call a friend for 
help. Ask a relative to babysit while 
you take a walk. Reach out for help 
before you act out of anger.

And remember that it’s never 
OK to shake a baby. Even a few 
seconds of shaking can seriously 
hurt a baby’s brain. Talk with your 
provider if you feel overwhelmed. 
Source: American Academy of Family Physicians

Overwhelmed?  
It may be time  
to call a friend

S IDS is a mystery.
SIDS is short for sudden 

infant death syndrome. When 
a baby younger than a year old dies 
for no clear reason, it’s called SIDS.

No one knows exactly what 
causes SIDS. But we do know that 
some things make it more likely.

Breathing cigarette smoke, for 
example, raises a baby’s risk of SIDS.

We also know some things that 
lower the risk of SIDS.

Here are some steps you can 
take to help keep your baby safe: 

Go back to sleep. The safest 
way for a baby to sleep is on his 
or her back, not side or stomach.

Keep baby nearby. The safest 
place for a baby to sleep is in 
your room, near your bed (but 
not in your bed). 

Make the sleep area safe. A 
crib with a firm mattress is likely 

the safest sleep area. Be sure the 
crib is safety-approved.

Remove soft items. Clear the 
area of toys, blankets, pillows and 
other soft items at sleep time. They 
could block your baby’s breathing.

Keep air flowing. A crib with 
slats or mesh sides helps air flow 
around your baby. You might want 
to use a fan in the room too.

Control the heat. Don’t let the 
room—or your baby—get too hot.
Sources: First Candle; American Academy of Pediatrics

You can find other safe 
sleeping options at  
www.cpsc.gov/info/cribs/
index.html. 
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stay well

N obody wants to 
catch the flu. 
But it can sweep 

through a family. One 
person gets sick, and 
before you know it—
coughs, fevers and sore 
throats for all. And this 
isn’t the worst of it.

The flu can lead to 
pneumonia. You might 
have to stay in the 
hospital. Some people, 
such as kids younger 
than 5 and adults older 
than 50, have a high 
risk of serious problems 
from the flu.

The best way to keep 
from catching the flu is 
to get a flu shot every 
year. Talk to your doctor about 
getting a flu shot for everyone in 
your family. These healthy habits 
can help too: » Wash your hands 
often. Scrub with soap and warm 
water for at least 20 seconds.  

Stay healthy—wash your hands
Here’s an easy way to help 

keep germs away: Wash your 
hands at least five times a day.

Germs are everywhere. 
They’re in bathrooms, on stair 
railings and on doorknobs. 
They’re at the store, on the 
bus and at home.

Touch things, and 
germs are on your 

hands. Now you can spread the 
germs to whatever you touch.

Luckily, most germs are 
harmless. Others, however, can 
make people sick.

Washing your hands is 
the best way to protect 
yourself and your family.

Here’s how:
■■■ Wet your hands under 

warm running water.
■■■ Apply soap and build a lather.
■■■ Scrub your palms, wrists and 

fingers for about 20 seconds.
■■■ Rinse well and dry.

Make it fun for the kids with 
a song. Have them sing two 
choruses of “Happy Birthday” as 
they scrub.

Their hands will be clean by 
the time they’re through.
Source: Centers for Disease Control and Prevention

ART 
Soap with 
bubbles

Avoid the flu

Getting a flu shot each year 
can protect you and your family. 
Alliance members 6 months to 
18 years old must get the flu 
shot from their doctor. Call 
your doctor today to make an 
appointment.

Members 19 years and 
older can get a flu shot from 
their doctor. They can also 
get a flu shot at most Alliance 
pharmacies. Call your 
pharmacy and ask if they offer 
free flu shots for Alliance 
members 19 and older. 
(The Alliance cannot refund 
members who pay for a flu shot 
on their own.)

If you are not sure who your 
doctor is, or if you need help 
finding a pharmacy, please 
call the Member Services 
department at 1-800-700-3874.

» Try to stay away from sick 
people. » Don’t touch your eyes, 
nose or mouth. » Eat healthy 
foods. » Get plenty of exercise. 
» Get enough sleep.
Source: Centers for Disease Control and Prevention

The Alliance  
pays for flu shots
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S tarting in 2011, you will be 
eligible to win some prizes. 
We call these prizes member 

rewards. We hope these rewards 
will help you learn how the 
Alliance works. They can also help 
you work with your doctor to stay 
healthy.

Some of the rewards will be 
given through a raffle. We will 
pick three winners each month 
(one in Santa Cruz County, one 
in Monterey County and one in 
Merced County) for each reward.

Other rewards will be given out 
to members who get certain tests 
and exams from their doctor to 
help them stay healthy.

How can I enter a raffle for 
a chance to win 
rewards?

■■■ Answer questions 
about being an 
Alliance member. 
The list of 
questions will be 
mailed to all new 
members in their new 
member packet.

■■■ Keep appointments that you 
make with your doctors. If you 

have to cancel 
a doctor visit, 
call the doctor 
to reschedule at 
least one or two 
days before the 
appointment.

■■■ Return a phone 
call from a staff 
member in our 
Health Programs 
Department. 
If we leave a 
message for you, 
it’s important that 
you call us back.

■■■ If you have a child (0 to 18 years) 
with asthma, work with your 
child’s doctor to create an asthma 
action plan for him or her. This is 

something that will help you and 
your child learn more 
about his or her asthma 

and how to manage it.
How can I get rewards 

directly?
■■■ If you have diabetes, you 

can get a reward if you get 
certain tests and exams each 

year that will help you stay healthy. 
Talk to your doctor about when 

you should have these done.
■■■ Have a prenatal visit within 

the first three months of your 
pregnancy. This will help to make 
sure you and your baby are healthy.

We know that you are an 
important partner, along with your 
doctor and with us, in making sure 
you stay healthy. These rewards 
are our way of letting you know 
we appreciate your efforts in 
maintaining your good health.

If you have questions about the 
member rewards, please call the 
Alliance’s Health Education Line at 
1-800-700-3874, ext. 5580.

You could win a 
$25–$50 gift card!

member rewards
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