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How to get the care you need  
Your primary care provider (PCP) 
is a central part of your health 
care. Your PCP should be the 
one you contact first with most 
health care issues. You should 
make an appointment to see your 
PCP when you join Aetna Better 
Health of Louisiana. If you need 
help scheduling appointments,  
call Member Services at 
1-855-242-0802 (TTY: 711). 

Your PCP helps you get care from 
other providers. Your PCP is 
responsible for coordinating your  
health care by: 
• Learning your health history 
• Keeping good health records 
• Providing regular care 
• Answering your questions 
• Giving you advice about 
healthy eating 
• Giving you needed shots and tests 
• Getting you other types of care 

• Sending you to a provider that has 
special training for your special  
health care needs 

We believe that the PCP is one of 
the most important parts of your 
health care. That is why we support  
you in choosing your PCP. You must 
be assigned to a PCP that is in 
our  network. 

How do I pick my PCP? 
When you first enroll in our Plan, 
you have the option to tell Healthy 
Louisiana the name of the PCP you 
would like. Healthy Louisiana will  
have a list of the PCPs that work 
with our plan. We will do our best to 
make sure you get to keep the PCP 
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you picked. Sometimes we cannot 
assign you to the PCP you picked. 
When this happens we will pick a 
PCP for you. The PCP’s name and 
phone number will be on your ID 
card. YOU can call us at any time to 
change PCPs. We might pick a PCP 
for you if: 
• You didn’t tell Healthy Louisiana 
the name of the PCP you want 
when  you  enrolled. 
• The PCP you picked isn’t taking 
new  members. 
• The PCP you picked only 

sees certain members, such 
as pediatricians who only 
see children. 

The provider directory has a list of 
providers to pick from in your area. 
You can find your own provider by 
visiting our website. Click “Find a 
Provider” at the top of the website. 
The online provider directory also 
gives a provider’s professional 
credentials, like board certification. 

For more information about  
our providers, you can visit  
AetnaBetterHealth.com/ 
Louisiana or call Member  
Services 24 hours a day, 7 days a  
week at 1-855-242-0802. 

Getting a 
second  opinion 
When a PCP or a specialist 
says you need surgery or other 
treatment, you have the right 
to check with another provider. 
This is called a second opinion. 
A second opinion is available at 
no charge to you. Your PCP can 
recommend a provider, or you can 
call  Member  Services. 

How to get after-hours care
Except in an emergency, if you get 
sick after your PCP office is closed, 
or on a weekend, call the office 
anyway. An answering service will 
make sure your PCP gets your 
message. A PCP will call you back  
to tell you what to do. Be sure  
your phone accepts blocked calls.  
Otherwise your PCP may not be 
able to reach you. 

We also have a nurse line available 
to help answer your medical 
questions. This number is available 
24 hours a day, 7 days a week. It is 
staffed by medical professionals. 
Call  1-855-242-0802 (TTY: 711), 
and listen for the option for the 
nurse  line. 

How to get emergency care 
If your or your child’s life is 
in danger, you should always 
call  911 or go to the nearest 
emergency room (ER). If you need  
transportation to the hospital, call 
911. The hospital does not have 
to be in our network for you to 
get care. If you’re not sure it’s an 
emergency,  call  your  PCP. 

AetnaBetterHealth.com/Louisiana 

You should only use an ER for real, 
life-threatening  emergencies.  An  
emergency is the sudden start of 
a medical condition with severe 
symptoms, including severe pain.  
These symptoms are so serious 
that not getting immediate medical 
attention could result in: 
• Loss of life or serious harm to 
you or another person 
• A pregnant woman becoming 

very ill and possibly losing her 
unborn child 
• Some bodily functions ceasing 
to work 
• Serious harm to any body organ 
or part 

Examples of emergencies are: 
• Sharp chest pain 
• Choking 
• Bleeding that won’t stop 
• Passing out 
• Poisoning 
• Drug overdose 
• Severe burns 
• Extreme shortness of breath 
• Broken bones 
• Severe spasms or convulsions 
• Sudden loss of feeling or not 
being able to move 
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 Out-of-service care when you’re away from home  
Aetna Better Health of 
Louisiana’s service area  
is the state of Louisiana. 
If you’re traveling or out 
of the state, you’re only 
covered for emergency  
services. Routine care 
out of the service 
area or out of the 
country isn’t covered 
by Medicaid. If you’re 
out of the service area 

and need health care 
services, call your PCP. 
She or he will tell you 
what to do. (You can 
also call us to check 
if you’re out of the 
service area.) 

If you’re not in Louisiana 
and you think your 
or your child’s life is 
in danger, go to the 
closest ER. Show your 

Aetna Better Health of 
Louisiana ID card, your 
Medicaid ID card and 
any  other  insurance  ID  
cards you have to the 
ER staff. If you or your  
child gets services in 
the ER and is admitted 
to the hospital, have 
the staff call us at the 
number on the back of 
your ID card. 

Out-of-network 
services 
We have a large network of 
providers and services. If 
a provider you want to see 
is not in our network, your 
PCP must first get approval 
from us before you can see 
that provider. Except for in 
an emergency, only your PCP 
can make this request. It’s 
not something you can do 
yourself. If approved, we will 
properly and timely cover 
these services. This is only for 
as long as you can’t get the 
service in our network. If you 
have questions, please call us. 

Self-referral 
You can get some services 
without needing the Plan’s 
prior approval. We call this 
self-referral. It is best to 
make sure your PCP knows 
about any care you get. Some 
examples are family planning  
services and behavioral 
health services. You must go 
to an Aetna Better Health of 
Louisiana provider for your 
services to be covered, except 
for  emergency  services.  Aetna  
Better Health of Louisiana 
members must receive  
family planning services from 
an Aetna Better Health of 
Louisiana provider. 

Contact us Aetna Better Health of Louisiana 
2400 Veterans Memorial Blvd., Suite 200 
Kenner, LA 70062

24 hours a day, 7 days a week  
1-855-242-0802 (TTY: 711)  
AetnaBetterHealth.com/Louisiana 

This newsletter is published as a community service for the friends and members of Aetna Better Health of 
Louisiana, 2400 Veterans Memorial Blvd., Suite 200, Kenner, LA 70062.  This is general health information 

and should not replace the advice or care you get from your provider. Always ask your provider about your own 
health care needs.  Models may be used in photos and illustrations. 
2020 © Coffey Communications, Inc. All rights reserved. 
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AETNA BETTER HEALTH® OF LOUISIANA 

Nondiscrimination Notice 

Aetna complies with applicable federal civil rights laws and does not discriminate on the basis of race, 
color, national origin, age, disability or sex. Aetna does not exclude people or treat them differently 
because of race, color, national origin, age, disability or sex. 

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

other formats) 
• Provides free language services to people whose primary language is not English, such as: 

o Qualified interpreters 
o Information written in other languages 

If you need a qualified interpreter, written information in other formats, translation or other services, 
call the number on your ID card or 1-800-385-4104. 

If you believe that Aetna has failed to provide these services or discriminated in another way on the 
basis of race, color, national origin, age, disability or sex, you can file a grievance with our Civil Rights 
Coordinator at: 

Address:  Attn: Civil Rights Coordinator  
   4500 East Cotton Center Boulevard

Phoenix, AZ 85040
Telephone:  1-888-234-7358 (TTY 711) 
Email:   MedicaidCRCoordinator@aetna.com
Hours of operation: 8:00 a.m. – 5:00 p.m.

You can file a grievance in person or by mail or email. If you need help filing a grievance, our Civil Rights 
Coordinator is available to help you. 

You can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office for 
Civil Rights electronically through the Office for Civil Rights Complaint Portal, available at https://ocrportal. 
hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at: U.S. Department of Health and Human Services,  
200 Independence Avenue, SW Room 509F, HHH Building, Washington, D.C. 20201, 1-800-368-1019,  
1-800-537-7697 (TDD). 

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html. 

Aetna is the brand name used for products and services provided by one or more of the Aetna group of 
subsidiary companies, including Aetna Life Insurance Company, and its affiliates. 
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