
 

 

	 	 	 	 	
 

 

 

 

 

 

 

 

 

 

 

 

 

Frequently 
Asked 

Questions 
(FAQs)

Q: What is Sutter Health | Aetna? 
A: We’re a new health care company that administers 
affordably priced health plans in Northern 
California. We were created by Sutter Health and 
Aetna — two leading organizations who came 
together with a goal to deliver more affordable, 
connected and convenient care. 

Q: Why create this new company? 
A: Today’s employers and consumers want more 

value for their health care dollars. They want 
comprehensive coverage that gives them access 
to the doctors and hospitals they need — all at a 
more affordable price. By creating a company that 
combines the best of both worlds — an insurance 
company and a health care provider — it’s our goal 
to deliver a convenient, connected and seamless 
experience for members. 

Q: How will Sutter Health | Aetna be 
different than other health plans? 

A: While we sell products that give members access 
to a network of local high-quality providers — 
like other health plans — it’s our goal to create a 
differentiated member experience centered on: 

• Developing affordable health plan products that 
give you access to the services you want — such 
as virtual care and same-day walk-in care clinics 

• Giving you one phone number to call for answers 
to your questions about care and coverage — you 
no longer need to bounce between your plan and 
doctor’s office to get the information you need 

• Simplifying your experience and helping you 
achieve your health goals 

• Connecting your care by sharing information 
between your plan and health care provider 

• Being affordable and transparent while delivering 
great health care and value 

Q: What health care providers can I access 
with Sutter Health | Aetna? 

A: Sutter Health | Aetna gives you convenient access 
to local hospitals, physicians and care teams and 
local non-clinical resources, including: 

• 1,600+ primary care doctors 

• 8,100+ specialists 

• 32 hospitals 

• 20+ walk-in clinics 

• 70+ urgent care centers 
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Q: Where are Sutter Health | Aetna 
plans available? 

A: Our plans and network are available for 
employees who live or work within 15 counties 
in Northern California: 
East Bay 
Alameda 
Contra Costa 
San Francisco 
Sonoma 
Central Valley 
San Joaquin 
Stanislaus 
South Bay 
Santa Clara  
San Mateo 

North Valley 
El Dorado* 
Placer* 
Sacramento 
Solano 
Sutter 
Yolo 
Yuba 

*Partial county. Some ZIP codes in this county 
are not part of the network. 

Q: Can I schedule appointments and access my 
health records online? 

A: Sutter Health’s online patient portal, My Health 
Online (offered by Sutter-affiliated medical 
foundation providers), is a secure service that 
allows members to stay connected with most 
doctors and access medical records anytime, 
anywhere. Features include the ability to email 
most doctors offices, view lab and most test results, 
search for providers, schedule appointments with 
primary care providers and some specialists, and 
even schedule same-day or video visits. 

Q:	 Can I manage my health benefits and learn 
more about them online? 

A: Yes! Our member portal enables 
Sutter Health | Aetna members to get real-
time information about your plans and benefits. 
Additionally, you can: 

• Refill prescriptions 
• Pay bills 
• Access plan information, health records 

and claims 
• Get reliable health and wellness information 
• Link to My Health Online 

Q: Are video visits or other telemedicine 
options available through 
Sutter Health | Aetna? 

A: Yes, with access to Teladoc and Sutter Health 
Video Visits (if your plan includes it), members can 
resolve minor medical issues quickly, easily and 
remotely. 

Q: What information will I receive once I sign up 
for a Sutter Health | Aetna plan? 

A: With your new plan, you’ll receive a personal 
welcome package that includes a quick start guide, 
member ID card and other helpful information 
delivered right to your home. 
It will detail: 

• Your health benefits 
• Support programs and wellness resources 
• How to access My Health Online  
(offered by select providers)

• How to use your new health plan 
• Where to go for care 

Q: How can I access customer service? 
A: The phone number is on the back of your ID 
card. Sutter Health | Aetna offers one-stop-shop 
customer service by representatives trained 
to resolve administrative and clinical issues or 
questions in a single telephone call, 
if possible. 
Our representatives can help you: 

• Answer questions about your benefits and billing 
• Find providers and schedule appointments 
• Connect to an on-call registered nurse for care 

advice any time of the day or week 

Q: Do I need a Primary Care Physician (PCP)? 
A: While we don’t require you to select a PCP, there 
are many benefits to choosing a PCP. They can help 
guide you in making health choices. They can also 
coordinate your care across other specialties and 
facilities in the network. 
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Q: Can I keep my current PCP? 
A: Yes, but you may pay more. If your PCP is outside 
of the Sutter Health | Aetna network and your plan 
offers out-of-network coverage, you can keep your 
current PCP, but you may have to pay more out-of-
pocket at each visit. Typically, you’ll pay less if your 
PCP is in the Sutter Health | Aetna network. Some 
plans are network-only plans, which means that we 
do not cover any health care services from 
out-of-network doctors. 

Q: Do I need a referral to see a specialist? 
A: No. Referrals are not required for 
Sutter Health | Aetna plans. You can go to any 
Sutter Health | Aetna in-network specialist. 
If you go to a specialist outside of the 
Sutter Health | Aetna network, you may have 
to pay more out-of-pocket. Some plans are 
network-only plans, which means that we 
do not cover any health care services from 
out-of-network specialists. 

Q: What if I’m in the middle of care? 
A: You can work with your current provider and ask 
for transition-of-care coverage. If we approve your 
request, you can stay with your current out-of-
network provider at the highest benefit level for a 
limited time. However, transition-of-care coverage 
is for your current provider only. It doesn’t cover 
health care facilities, durable medical equipment 
(DME) or prescription drugs. So you’ll need to use 
Sutter Health | Aetna network facilities, DME 
vendors and pharmacies while you’re in treatment 
with your current provider. Before your grace 
period ends, we can help transfer you to a new 
provider within the Sutter Health | Aetna network. 

Q: Does Sutter Health | Aetna have a 
mobile application for on-the-go member 
portal access? 

A: It’s on the way and should be ready for you 
in early 2019. In the meantime, visit us at 
sutterhealthaetna.com for information 
and access to My Health Online. 

Q: If I’m an Aetna member utilizing the 
Sutter Health | Aetna network, do I get the 
same access and member experience? 

A: Yes, if you are an Aetna member who has a plan 
featuring the Sutter Health | Aetna network, 
you’ll get the same industry-leading service and 
technology you’re used to from Aetna, plus all 
of the benefits of our Sutter Health | Aetna 
collaboration. For additional information, visit 
sutterhealthaetna.com. 

To learn more, just visit sutterhealthaetna.com 
Health plans are administered by Sutter Health and Aetna Administrative Services LLC (Sutter Health | Aetna). Sutter Health | Aetna is an 
affiliate of Sutter Health and its affiliates (Sutter) and of Aetna Life Insurance Company and its affiliates (Aetna). Aetna and Sutter provide 
certain management services to Sutter Health | Aetna. 
This material is for information only. Health insurance plans contain exclusions and limitations. Providers are independent contractors and are not 
agents of Sutter Health | Aetna. Provider participation may change without notice. Sutter Health | Aetna does not provide care or guarantee access to 
health care services. Information is believed to be accurate as of the production date; however, it is subject to change. 

©2018 Sutter Health and Aetna Insurance Holding Company LLC. 
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