
PERS
PECT

IVES
2018 Spring/Summer 

7   VHP Achieves AAAHC Accreditation
7   Urgent Care Services
8   Protected Health Information
8   Lock-In Provision
9   Coordination of Benefits 
9   Non-Discrimination and Language Policy
10 Timely Access
11 VHP Advisory Board 
11 Member Fraud Notice 
12 CalFresh EBT Welcome

2   A Message from the COO
2   Summer Youth Programs
3   Weight Watchers®
3   Adult Diabetes Prevention Program
3   Healthy Eating 
4   MDLIVE Telehealth
5   Suicide & Crisis Hotline
5   VHP Pharmacy Network Expansion
6   Useful Information on VHP Website

TABLE OF CONTENTS

Introducing VHP’s NEW Mascot Beary!  
with Bruce Butler, CEO and Ruth Liu, CBDO

www.valleyhealthplan.org#VHPforLife

https://www.valleyhealthplan.org/Pages/default.aspx
https://www.facebook.com/valleyhealthplan
https://www.instagram.com/valleyhealthplan/


2   Perspectives  |  Spring - Summer 2018 www.valleyhealthplan.org   3

A MESSAGE FROM Debra Halladay, COO

VHP Chief Operating Officer

I would like to thank you for the opportunity to assume the position of Chief 
Operating Officer (COO) for Valley Health Plan (VHP). I have worked with the Santa 
Clara Valley Health & Hospital System since 2015 working in the capacity of the 
Director of Planning, Business Development, and Managed Care and the Director 
of Office of System Integration and Transformation leading the implementation of 
Whole Person Care, a pilot program supported by the Medi-Cal 2020 Waiver.

Prior to my arrival at the County, I worked in executive roles at a number of managed 
care organizations, including for example, Centene Corporation and Breakthrough 
Behavioral Health, a start-up acquired by MDLIVE. Throughout my career I have 
taken roles that allowed me to build high performing teams characterized by the 
desire to pursue innovative change in the health care industry focused on the most 
vulnerable individuals in our community.  I look forward to working with my new VHP 
team to create value for the County and those we serve.  

HEALTH EDUCATION  Summer Youth Programs

Join us at a weeklong day camp for asthmatic children 
ages 6 - 12 at Mayfair Community Center in San Jose.  
Learn to manage your asthma, make new friends, and 
enjoy exciting activities such as:

Visit www.breathebayarea.org/asthmacampsuperstuff 
to register. For more information, contact  
shaaban@lungsrus.org or 408.998.5865.

YMCA Locations: Central, East Valley, South Valley,  
Mt. Madonna. Camps focus on physical activity and 
healthy eating for diabetes prevention.

ADULT DIABETES Prevention Program
Valley Health Plan is partnering with the YMCA to offer a 16-week Diabetes Prevention Program (DPP) 
including YMCA membership during the program at no-cost.

The DPP can help you make lifestyle changes to improve your overall health & well-being while lowering 
your disease risk.  

Contact the YMCA Diabetes Prevention Program at ymcadpp@ymcasv.org or call 408.351.6440.

Visit www.ymca.net/diabetes-prevention to learn more about the program.

WEIGHT WATCHERS®  

Valley Health Plan (VHP) is proud to partner with Weight Watchers®. VHP Members can now take 
advantage of the new WW Freestyle® program at reduced pricing and take advantage of discounted 
pricing - over 50% off. 

To learn more, go to www.valleyhealthplan.org and join today!

Weight Watchers® Options VHP Member Cost 

Meetings & OnlinePlus $19.11 per month

OnlinePlus $8.48 per month

ASTHMA YOUTH SUMMER CAMP SUPERSTUFF 
Children ages 6-12

July 23 through July 27, 2018 
9:00am to 4:00pm

HEALTHY EATING to Prevent & Manage Type 2 Diabetes

We’ll talk about which choices matter for your health, how to recognize 
nutritious foods, and how to choose food that may help you manage your 
type 2 diabetes.  
 
Register at www.valleyhealthplan.org in the Health & Wellness section 
by calling the VHP Health Education Department at 408.885.3490.

SPACE IS LIMITED – CALL OR EMAIL TODAY!

 – Educational Sessions
 – Arts and Crafts
 – Swimming

 – Skits and Games
 – Field Trips

Eat What You Love 
Everything is on the menu! 
You now have a wider range 

of zero Point foods. You don’t 
have to weigh, measure, or track 
them—so you can spend more 
Free time enjoying food and 
your life.

Do What Moves You 
Doing what you enjoy 
instead of what you 
think you should do is the key 
to sticking with physical activity. 
If walking or dancing to music 
makes you feel better, do what 
inspires you!

Shift your Mindset 
When you think differently, you 
act differently. A shift in your 
mindset helps you gain greater 
self-awareness to make 
different choices so you 
can achieve your goals 
and become a happier, 
healthier version of yourself. 

YMCA YOUTH SUMMER DAY CAMP  
Children ages 6-16

July 30 through August 3, 2018  
8:00am to 5:00pm

Saturday, September 8, 2018  
9:30am to 11:00am 

YMCA Association Office  
 80 Saratoga Ave. Santa Clara, CA 95051

http://www.valleyhealthplan.org
http://www.breathebayarea.org/asthmacampsuperstuff.html
http://www.ymca.net/diabetes-prevention
http://www.valleyhealthplan.org
http://www.valleyhealthplan.org
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*MDLIVE physicians may not treat any children with urinary symptoms. Parents/guardian will be required to complete a different medical history disclosure form for children under the age of 
36-months prior to making an appointment with an MDLIVE physician. Children under 36 months who present with fever must be referred to their pediatrician (medical home), child-friendly 
urgent care center or emergency department for clinical evaluation and care.
MDLIVE does not provide any healthcare services and is not an insurance product or a prescription fulfillment warehouse. MDLIVE does not replace the primary care physician. MDLIVE 
operates subject to state regulation and may not be available in certain states. MDLIVE does not guarantee that a prescription will be written. MDLIVE does not prescribe DEA controlled 
substances, non-therapeutic drugs and certain other drugs which may be harmful because of their potential for abuse. Contents in this material are not a substitute for professional healthcare 
advice, diagnosis or treatment. MDLIVE healthcare professionals reserve the right to deny care for potential misuse of services. MDLIVE interactive audio consultations with store and forward 
technology are available 24/7/365 for medical services only, while video consultations are available during the hours of 7 am to 9 pm 7 days a week or by scheduled availability for medical and 
behavioral services. MDLIVE and the MDLIVE logo are registered trademarks of MDLIVE, Inc. and may not be used without written permission. For complete terms of use visit 
www.mdlive.com/pages/terms.html
© 2016 MDLIVE, Inc.  All rights reserved.  V.101716

     

Welcome to MDLIVE!  
You're eligible, so activate your account today.

Avoid the wait. 
Your life is 24/7. Now your doctor is too.

Non-emergency conditions we treat:

 Acne
 Allergies
 Cold / Flu
 Constipation
 Cough
 Diarrhea
 Ear problems
 Fever*
 Headache
 Insect bites
 Nausea / Vomiting
 Pink eye
 Rash
 Respiratory problems
 Sore throats
 Urinary problems / UTI*
 Vaginitis
 And more

Behavioral Health

 Addictions
 Bipolar disorders
 Child and adolescent issues
 Depression
 Eating disorders
 Gay/Lesbian/Bisexual/

Transgender issues
 Grief and loss
 Life changes
 Men’s issues
 Panic disorders
 Parenting issues
 Postpartum depression
 Relationship and marriage issues
 Stress
 Trauma and PTSD
 Women’s issues
 And more

your account online 
or by phone.

e-prescriptions can be sent to your local pharmacy (if required) for medical conditions. 
MDLIVE cannot prescribe medication for behavioral health conditions.

MDLIVE.com/ACTIVATE
Download the MDLIVE App

Consult with a board-certified doctor 
by phone, secure video, or MDLIVE 
App— anytime, from anywhere. Licensed 
therapists also available by appointment via 
secure video

Average wait time is less than 10 minutes 
to see a state-licensed, board-certified 
physician averaging 15 years of practice 
experience

Your family members are also eligible, 
and we have pediatricians available 24/7

VHP
1.888.467.4614

VHP is excited to announce a new telehealth benefit with MDLIVE for 
urgent care, non-emergency primary care, and behavioral health visits. 
For emergencies, call 911 or go to the closest Emergency Room. 
Members now have 24/7/365 access to board-certified doctors via phone, 
secure video, or the MDLIVE App—from anywhere! With an average call-
back time of less than 10 minutes, MDLIVE can have you feeling better 
faster, without the need to leave your home or office. Plus, if the doctor 
feels you need a prescription, they can electronically send it to the closest 
VHP plan pharmacy.

The Santa Clara County Suicide & Crisis 
Hotline is a 24-hour, toll-free, confidential 
suicide prevention hotline available 7 days a 
week.  

The hotline is answered by highly trained 
volunteer Crisis Phone Counselors who can 
help individuals who are experiencing:

 –  Different types of crisis

 –  Emotional or situational distress

 –  A need for ongoing support

 –  Varying degrees of mental illness

 –  A need for general information or   
  referrals 

For help, call 1.855.278.4204 (toll-free) 
Available in English and Spanish.

SANTA CLARA COUNTY 
Suicide & Crisis Hotline 

MDLIVE TELEHEALTH

VHP PHARMACY 
NETWORK EXPANSION 

Nationwide Costco Pharmacies
Effective July 1, 2018, Costco Pharmacy is accepting 
VHP member’s prescriptions. You do not need to 
be a Costco member to use the Costco Pharmacy. 
Members using Costco Pharmacy will have the option 
for warehouse pickup or home delivery. Visit  
www.pharmacy.costco.com for more information.

Retail Pharmacy Network: 

 

 
Some retail pharmacies may offer home delivery of 
your prescription drug, please inquire at your local 
network pharmacy. 

Prescription Mail Order Service: 
Effective July 1, 2018, VHP will begin using Costco 
Pharmacy as its new prescription drug mail order 
provider. VHP will no longer be using Novixus 
Pharmacy Services.

Costco Pharmacy Offers Key Benefits: 
Convenient 24/7 online access to refills and status 
check at www.pharmacy.costco.com or the 
automated phone system at 1.800.607.6861  
(toll-free). Customer Service hours are Monday - 
Friday, 5:00am to 7:00pm PST and Saturday, 9:30am 
to 2:00pm PST.

To use Costco Pharmacy services, you will need 
to:

 
If you have any questions about pharmacy benefits 
including the new Costco retail or mail order service 
pharmacy, visit www.valleyhealthplan.org or call 
VHP Member Services at 1.888.421.8444 (toll-
free) or Navitus Customer Care at 1.866.333.2757 
(toll-free).

 – Nationwide Costco Pharmacies – NEW!
 – Nationwide Safeway Pharmacies 
 – Nationwide Walgreens Pharmacies 
 – Select Local Pharmacies
 – Valley Health Center (VHC) Pharmacies

2. Register and create 
an account with Costco 
Pharmacy before filling a 
prescription, even if you are 
currently using your mail 
order benefit. To register, 
visit www.pharmacy.
costco.com and click “Sign 
In/Register.” 

1. Contact your 
prescribing 
physician(s) to submit 
new prescriptions for 
all of your medications 
to Costco Pharmacy. 

http://www.valleyhealthplan.org
https://members.mdlive.com/vhp/landing_home
https://www.costco.com/Pharmacy/home-delivery?storeId=10301&catalogId=10701&langId=-1
https://www.costco.com/Pharmacy/home-delivery?storeId=10301&catalogId=10701&langId=-1
http://www.valleyhealthplan.org
https://www.costco.com/Pharmacy/home-delivery?storeId=10301&catalogId=10701&langId=-1
https://www.costco.com/Pharmacy/home-delivery?storeId=10301&catalogId=10701&langId=-1
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Valley Health Plan (VHP) has achieved accreditation 
by the Accreditation Association for Ambulatory 
Health Care (AAAHC). Accreditation distinguishes 
this health plan from many other health plans by 
providing the highest quality of care to its members 
as determined by an independent, external process 
of evaluation.

Status as an accredited organization means VHP 
has met nationally recognized standards for the 
provision of quality health care and the plan set by 
AAAHC. More than 6,000 ambulatory health care 
and plan organizations across the United States are 
accredited by AAAHC. Not all ambulatory health 
care and plan organizations seek accreditation and 
not all the plans that undergo the rigorous on-site 
survey process are granted accreditation.

“We believe our members deserve the best,” stated 
Steven Cheng, Accreditation Manager of VHP. 
“When you see our certificate of accreditation, 
you will know that AAAHC, an independent, not-
for-profit organization, has closely examined our 
organization, health plan, facility and procedures. 
It means that we as an organization care enough 
about our members to strive for the highest level of 
quality care possible.”

Health care organizations seeking accreditation 
by AAAHC undergo an extensive self-assessment 

and on-site survey by AAAHC expert surveyors 
– physicians, nurses, and administrators who 
are actively involved in health care and health 
plans. The survey is consultative and educational, 
presenting best practices to help an organization 
improve its care, plan, and services.

“Going through the process challenged us to find 
better ways to serve our members, and it is a 
constant reminder that our responsibility is to strive 
to continuously improve the quality of care we 
provide,” said Steven Cheng.          

The Accreditation Association for Ambulatory 
Health Care, founded in 1979, is the leader in 
ambulatory health care accreditation with more than 
6,000 organizations accredited nationwide. AAAHC 
accredits a variety of organizations including, 
ambulatory surgery centers, office-based surgery 
centers, endoscopy centers, student health centers, 
military health care clinics, and large medical and 
dental practices. AAAHC serves as an advocate 
for the provision of high-quality health care through 
the development of nationally recognized standards 
and through its survey and accreditation programs. 
AAAHC accreditation is recognized as a symbol of 
quality by third-party payers, medical organizations, 
liability insurance companies, state and federal 
agencies and the public.

USEFUL INFORMATION on the VHP Website VHP ACHIEVES AAAHC ACCREDITATION 

Valley Health Plan (VHP) would 
like to encourage you to visit  
www.valleyhealthplan.org for 
important member information. 
If you would like any of the 
information mailed to you, please 
contact Member Services at 
MemberServices@vhp.sccgov.org 
or 1.888.421.8444 (toll-free).  

Our website also contains 
information and interesting tools to 
help you better understand what 
you can do to improve your health.  

 – Information about VHP’s Quality 
Improvement Program including 
goals, processes, and outcomes as 
related to care and service.

 – Information about VHP’s Case 
Management programs (Complex 
Case Management, Condition Case 
Management and Autism Spectrum 
Case Management) and how you or 
your caregiver may self-refer to these 
programs.

 – Information about Utilization 
Management and how to contact 
staff if you have questions about 
how we manage care and services 
including the toll-free phone number 
to call to contact staff.

 – The availability of TDD/TTY 
services.

 – VHP’s policy prohibiting financial 
incentives for utilization management 
decision-makers.

 – A description of the availability of 
an independent external appeals 
process for utilization management 
decisions made by VHP.

 – VHP’s Member Rights and 
Responsibilities statement.

 – Information about benefits and 
services included in, and excluded 
from your coverage.

 – Information about our pharmacy 
procedures and coverage of drugs 
including copayments; VHP’s 
drug list (formulary) along with 
restrictions and preferences; how 
to use our pharmacy procedures; 
an explanation of limits and quotas; 
how to receive coverage for non-
formulary drugs and an explanation 
of how practitioners can provide 
information to support an exception; 
and VHP’s processes for generic 
substitution, therapeutic interchange, 
and step-therapy.

 – Information about copayments and 
other charges for which you are 
responsible.

 – Information about restrictions on 
benefits that apply to services 
obtained outside the VHP network or 
service area.

 – Information about how you may 
obtain language assistance to talk 
about how VHP manages care and 
services or to obtain information 
about benefits, access to services 
and other issues.  

 – Information about how you may 
submit a claim for covered services, 
if applicable.

 – Information about how you may 
obtain information about network 
practitioners and the professional 
qualifications of practitioners, 
including specialty, medical school 
attended, residency completed, and 
board certification status.  

 – How you may obtain primary 
care services, including how to 
choose and access a Primary Care 
Practitioner.

 – How you may obtain specialty care, 
behavioral health services, and 
hospital services.

 – How you may obtain care after 
normal office hours.

 – How you may obtain emergency 
care, including VHP’s policy on when 
to directly access emergency care or 
use 911 services.

 – How you may obtain care and 
coverage when you are out of VHP’s 
service area.

 – How you may voice a complaint.

 – How you may appeal a decision that 
adversely affects coverage, benefits 
or your relationship with VHP.

 – How VHP evaluates new technology 
for inclusion as a covered benefit.

 – How to find information on privacy 
protection, HIPAA and PHI.

 – How to find information on fraud and 
abuse.

 – Provider Search will allow you to 
select a provider or facility that best 
meets your needs.  

 – Personal Health Assessment to help 
you assess your current health and 
determine risks.  

URGENT CARE Services 
If you require urgent care services outside of VHP’s Plan Network providers and it is during VHP 
business hours Monday - Friday, 9:00pm to 5:00pm, please call Member Services at 1.888.421.8444 
(toll-free). A Member Services Representative can assist you by either directing your call to 24/7 Nurse 
Advice and/or to request approval to seek services with a Non-Plan urgent care provider.  

For urgent medical issues and questions, it is always recommended that you contact your Primary Care 
Physician (PCP) or call our 24/7 Nurse Advice Line (phone number is located on the back of your 
VHP ID card). 

Another option to consider is to use VHP’s benefit through MDLIVE. This is now a part of your benefit 
plan. VHP Members can access primary care and behavioral health providers for a wide range of urgent 
and non-emergency conditions for the same cost as a regular doctor visit. For additional information 
please visit www.MDLIVE.com/VHP or call 1.888.467.4614 (toll-free) to activate your account and/or 
schedule an appointment (language assistance is available).

VHP has several Plan Network urgent care clinics, many with services available on a walk-in basis.  
Walk-in days/hours are subject to change, please call ahead to confirm. For a list of contracted Urgent 
Care Clinics, visit www.valleyhealthplan.org to use the Provider Search and select Urgent Care as a 
service type, or call Member Services at 1.888.421.8444 (toll-free) for assistance.

http://www.valleyhealthplan.org
http://www.valleyhealthplan.org
http://www.valleyhealthplan.org
https://members.mdlive.com/vhp/landing_home
http://www.valleyhealthplan.org
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PROTECTED HEALTH INFORMATION  (PHI)
Valley Health Plan (VHP) understands that 
information about you and your health is confidential 
and personal. We are committed to protecting 
health information about you. A record is created 
and maintained with the care and services you 
receive through VHP.  We need this record to 
provide you with quality care and to comply with 
certain legal requirements. 
 
VHP is required by law to:

 –  make sure that Protected Health Information  
 (PHI) that is linked to you is kept private and  
 confidential (with some exceptions);

 –  give you a Privacy Notice about our   
 responsibilities and privacy practices about  
 your PHI; and

 – follow the terms of the Privacy Notice that is 
 currently in effect.

Unless permitted by law, VHP will not use or share 
your PHI unless you have signed an authorization 
form that allows us to do so. You have the right to 
cancel the permission by requesting it in writing, 
except if we have used or shared your PHI when 
you first gave us permission to do so. The law limits 
how we can use and disclose some PHI related to 
treatment of drug and alcohol abuse, HIV infection, 
and mental illness.

VHP may use, share or disclose your PHI when 
necessary as required by law and for treatment, 
payment, and other health care operations.

All members 18 years of age or older wishing 
to share their PHI may elect to share their PHI 
information with an authorized representative such 
as a friend, family member or anyone you choose. 

For this type of sharing to happen, the member 
must complete the “VHP Authorization for use/or 
disclosure of Protected Health Information” form. 
This form will be placed in your file and VHP will 
follow your instructions on what information to 
share. For a copy of this form, you can visit 
www.valleyhealthplan.org/sites/m/mm/
formsresources/pages/resources.aspx or contact 
VHP Member Services at  
1.888.421.8444 (toll-free).

You have the right to request that health care 
communications regarding sensitive services 
you receive be sent to an alternate address. 
These sensitive services can include, but are 
not limited to, services and treatment for mental 
health, pregnancy, sexually transmitted diseases, 
sexual assault, drug or alcohol treatment, HIV 
and counseling.  Members 12 years of age 
and older can request that sensitive services 
confidential communications be sent to an alternate 
address by contacting VHP Member Services at 
1.888.421.8444 (toll-free).

VHP’s website provides members with information 
regarding their health coverage. When browsing the 
website, information may be collected and stored 
regarding your site visit such as the date, time 
and number of visits. No identifying information is 
collected.

Visit www.valleyhealthplan.org/Pages/
PrivacyNotice.aspx to view VHP’s Privacy Notice, 
including a list of your rights and how VHP uses 
your health information. If you have questions about 
this Privacy Notice, please contact VHP Member 
Services at 1.888.421.8444 (toll-free), 
Monday – Friday, 9:00am to 5:00pm.

VHP Non-Discrimination and Language Policy
Discrimination is against the law. Valley Health Plan 
(VHP) complies with applicable Federal civil rights 
laws and does not discriminate on the basis of 
race, color, national origin, age, religion, disability, 
sex, sexual orientation, gender identity, gender 
expression, or any other classification prohibited by 
state or federal laws. VHP does not exclude people 
or treat them differently because of race, color, 
national origin, age, religion, disability, sex, sexual 
orientation, gender identity, gender expression, or 
any other classification prohibited by state or federal 
laws. 

Valley Health Plan provides:

Free aids and services to people with disabilities to 
communicate effectively with us, such as:

 –  Qualified sign language interpreters

 –  Written information in other formats (large  
  print, audio, accessible electronic formats,  
  other formats)

 –  Free language services to people whose   
  primary language is not English, such as:

 –  Qualified interpreters

 –  Information written in other languages 

If you need these services, contact VHP Member 
Services Department at 1.888.421.8444 (toll free).

If you believe that VHP has failed to provide these 
services or discriminated in another way on the 

basis of race, color, national origin, age, religion, 
disability, sex, sexual orientation, gender identity, 
gender expression, or any other classification 
prohibited by state or federal laws, you can file a 
grievance with: 

Valley Health Plan Member Services
2480 N. First Street, Ste. 160, San Jose, CA 95131
Phone: 1.888.421.8444 (toll-free) 
Email: MemberServices@vhp.sccgov.org
Fax: 408.885.4425 

California Relay Service (CRS) 711 or the 800 CSR 
number from your modality

You can file a grievance in person, by mail, fax, 
or email. If you need help filing a grievance, VHP 
Member Services 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  
www.hhs.gov/ocr/office/file/index.html

COORDINATION of Benefits 
Do you or any of your eligible dependents have 
health insurance coverage with another health plan 
or insurance agency? If so, you are required to 
notify Valley Health Plan (VHP) of such coverage 
in the case where medical claims may need to be 
coordinated for payment.

VHP does not coordinate benefits with other health 
insurance companies for services provided by non-
VHP providers or for services that have not been 
pre-authorized by VHP. 

If you or your eligible dependents have other health 
insurance, please call VHP Member Services at 
1.888.421.8444 (toll-free). Or, you can fax a copy of 
the insurance ID card(s) to VHP Member Services to 
408.885.4425. Please include the subscriber’s name 
and a daytime phone number.

For more detailed information, see VHP’s Combined 
Evidence of Coverage & Disclosure Form – Member 
Handbook or call VHP Member Services at 
1.888.421.8444 (toll-free).

LOCK-IN Provision
Your benefit plan requires members to obtain all covered services through Plan Providers in the VHP 
Network, except in the case of an emergency or an out-of-area urgent care. If you seek services from Non-
Plan Providers without a VHP approved referral, you may be financially responsible for the charges.  

To find a Plan Provider – visit www.valleyhealthplan.org and use the Provider Search or contact VHP 
Member Services at 1.888.421.8444 (toll-free), Monday – Friday, 9:00am – 5:00pm for assistance.

http://www.valleyhealthplan.org
https://www.valleyhealthplan.org/sites/m/mm/formsresources/pages/resources.aspx
https://www.valleyhealthplan.org/sites/m/mm/formsresources/pages/resources.aspx
https://www.valleyhealthplan.org/Pages/PrivacyNotice.aspx
https://www.valleyhealthplan.org/Pages/PrivacyNotice.aspx
https://ocrportal.hhs.gov/ocr/smartscreen/main.jsf
https://www.hhs.gov/ocr/complaints/index.html
http://www.valleyhealthplan.org
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APPOINTMENT SCHEDULING WAITING TIME

Emergency services Immediately

Urgent Care appointments that do not require prior  
authorization from a Primary Care Practitioner (PCP)

48 hours of request

Urgent Care appointments that require prior authorization 96 hours of request

Non-urgent appointments for PCP 10 business days of request

Non-urgent appointments with Specialty Care Physicians  
(SCP) including Obstetrical Care

15 business days of request

Non-urgent appointments for Ancillary Services                      
(for diagnosis or treatment of injury, illness, or other health 
condition)

15 business days of request

Office/Clinic Wait Time                                                         
(From appointment registration time to when seen by the 
practitioner/doctor.)

30 minutes (VHP Standard)

AVAILABILITY OF BEHAVIORAL HEALTH CARE 
PRACTITIONERS WAITING TIME

Life threatening emergency Immediately

Non-life threatening emergency 6 hours

Urgent Care appointments 48 hours of request

Non-urgent appointments with Psychiatrists 10 business days

Non-urgent appointments with a non-physician Behavioral 
Health Care Practitioner (Psychologist, MFT, LCSW) and 
Psychiatrist

10 business days

Office/Clinic Wait Time VHP has a standard of 30 minutes maximum  
(The time from appointment registration until you  
see the practitioner/doctor)

AFTER-HOURS CARE AVAILABILITY

24/7 Nurse Advice Line Employer Group Members: 

Call 1.866.682.9492 (toll-free) including holidays and 
weekends.

Covered California and Individual & Family Plan 
Members: 

Call 1.855.348.9119 (toll-free) including holidays and 
weekends.

TIMELY ACCESS  
How Much Time Should it Take to Access Health Care Services?
Valley Health Plan (VHP) would like to keep you informed of the important facts regarding the California 
Timely Access Standards. The California Department of Managed Health Care (DMHC) requires health 
plan members to be seen in a timely manner. The primary intent of these regulations and the underlying 
legislation is to ensure that the VHP network of providers have the capacity and availability to provide care 
to you within certain timeframes for the various levels of care. However, sometimes waiting longer for care 
is not a problem. Your physician may give you a longer wait time if it would not be harmful or your health. 
It must be noted in your record that a longer wait time will not be harmful to your health. Please take time 
to read the following California Timely Access Standards.

VHP would also like to advise you that it is important for you to receive a call back from your health 
professionals and practitioners. If you are unable to directly reach your health care provider, the law 
requires you to be told, by live operator or recorded message, how long it will take to get back to you. 
For triage and screening services, health plans are required to provide 24/7 triage or screening services 
for you by telephone. Waiting times for triage or screening services may not exceed 30 minutes.  
However, the waiting time must be appropriate for the problem and if that problem is urgent, a plan’s 
screening and triage must respond more quickly. Lastly, VHP continues to provide health care advice 
through the 24/7 Nurse Advice Line including holidays and weekends. Employer Group Members can call  
1.866.682.9492 (toll-free) and Covered California and Individual & Family Plan Members can call 
1.855.348.9119 (toll-free).

VHP, along with our Community Health Partners and Network Practitioners, works collaboratively to 
provide the utmost quality of care to meet or exceed the timely access requirements necessary to meet 
your health needs.

VHP sincerely appreciates you for being our valued members. Thank you for your continued confidence as 
we look for ways of providing you with the best available care and services possible. 

For more information, please visit www.valleyhealthplan.org to review the Combined Evidence of 
Coverage (EOC) and Disclosure Form, call your health care provider, or contact VHP Member Services at 
1.888.421.8444 (toll-free).

VHP ADVISORY Board 
What is the VHP Advisory Board? 
Advisory Board members may assist Valley 
Health Plan (VHP) in establishing Public 
Policy. Public Policy means acts performed 
by VHP and its employees to assure 
them comfort, dignity, and convenience of 
Members who rely on VHP providers for 
services. The findings and recommendations 
of this Public Policy Committee or Advisory 
Board are regularly reported to VHP’s 
governing body. A minimum of 51% of 
the VHP Advisory Board must be VHP 
members.

Interested in Serving on the VHP 
Advisory Board? 
If you would like more information, please 
call Member Services at 1.888.421.8444 
(toll-free), Monday - Friday, 9:00am 
to 5:00pm and ask to speak to Martha 
Cisneros, Member Services Manager.

MEMBER FRAUD Notice 

Valley Health Plan (VHP) is committed to providing 
members with quality care. We encourage 
members to notify VHP of any suspicious activity 
you might encounter while receiving care from one 
of our practitioners or providers. All complaints 
regarding fraud will be investigated. This will allow 
VHP to take the necessary actions to protect 
members from unlawful activities.

If you believe you’ve experienced or are aware 
of any fraud (waste or abuse of VHP health care 
resources), please contact VHP Member Services 
at 1.888.421.8444 (toll-free), Monday - Friday, 
9:00am to 5:00pm for assistance.
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COUNTY EXECUTIVE
Jeffrey V. SmithCALFRESH EBT WELCOME! 

UnBEETable Quality at Your Local Farmers’ Market
Most Santa Clara County farmers’ markets now accept CalFresh/EBT cards. You can swipe your EBT card 
at the info booth and get CalFresh tokens to spend at the market. 

For every CalFresh dollar you spend at participating farmers’ markets, you will get a dollar-for-dollar match 
FREE up to $10 per day to spend on fruits and vegetables through the Market Match incentive program.  

Find a list of all farmers’ markets in the County, along with those that accept CalFresh and participate in 
Market Match by visiting the SCC Public Health Department website at www.sccgov.org/sites/phd > 
Health Information > Healthy Eating and Active Living. Information is available in English, Spanish and 
Vietnamese.  
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