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FAQs for In-Person Assisters (IPAs) 

Q. How can we communicate the value of the Ambetter Balanced Care plan (formerly 

known as silver)? 

A. There’s a video on the website showing the basic difference of having the silver plan over the 

bronze. You can find it under “Our Health Plans,” then click on Plan Options.  There’s also a 

visual on that page to help.  If the internet is not close by, it’s helpful to explain that the initial 

out-of-pocket costs you pay with the silver plan, can lower your deductible resulting in less 

money overall.   

 

Q. Is the member portal in Spanish? 

A. Yes, members can view the entire Ambetter site, member portals and forms in Spanish. To 

access the site in Spanish, visit Ambetter-es.CoordinatedCareHealth.com. If you’re already on 

the main page in English, you can switch to the Spanish version. At the top of the page under 

the search feature is your language option. From that drop down menu, anyone can select to 

read the content in English or Spanish.   

 

Q. How long does it take for a member to receive their welcome packet once they enroll? 

A. Once a member has submitted their first premium payment, a welcome packet should be in 

their mailbox within two weeks. In the meantime, members can check out the “For Members” 

section of our web site to start reading the Ambetter Member Handbook, translated materials, 

pharmacy resources, news and more. If there is a delay receiving a packet, please contact 

Member Services.  

 

Q. How can a member find the benefits available to him/her? 

A. Anyone can look at an overview of benefits in the Ambetter Member Handbook, but the 

Schedule of Benefits specific to each member can be found by logging on to their secure 

Ambetter Member Account. 

 

Q. Where can I find a list of Ambetter providers? 

A. You can find the most up-to-date directory of providers on the web site, 

Ambetter.CoordinatedCareHealth.com. A search option is at the top of the menu on the left-

hand side for convenience. You can search by provider name, facility name or your location. 

 

https://ambetter.coordinatedcarehealth.com/health-plans/plan-options.html
https://ambetter-es.coordinatedcarehealth.com/
https://ambetter.coordinatedcarehealth.com/resources/handbooks-forms.html
https://ambetter.coordinatedcarehealth.com/resources/handbooks-forms.html
https://ambetter.coordinatedcarehealth.com/contact-us.html
https://ambetter.coordinatedcarehealth.com/resources/handbooks-forms.html
https://member.ambetterhealth.com/sso/login
https://member.ambetterhealth.com/sso/login
https://ambetter.coordinatedcarehealth.com/benefits-services/wellness-programs.html
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Q. Does Ambetter cover adult immunizations? 

A. Vaccines or immunizations recommended for adults by the CDC are considered preventive 

care and fall under the essential health benefits covered by all Ambetter plans. Members are not 

charged for these services but should be aware of any extra facility fees or diagnostic procedure 

costs that could occur during a preventive visit.  

 

Q. With Coordinated Care’s Smart Start for Your Baby program pregnant moms receive a 

no-cost breast pump. Does Ambetter from Coordinated Care provide replacement parts 

and if so, how does a member go about getting them? 

A. Breast pump replacement parts can be ordered through Hygeia.  They have filters, tubing, 

bottles and flanges available on Amazon.com as well. 

Ambetter from Coordinated Care can order different size flanges through STL Medical Supply at 

the request of the members, or the member can call STL Medical directly at 1-855-855-8484 

once the order for the breast pump has been submitted by an Ambetter representative.  

 

Q. Can a member update their address in the member portal? Or do they have to go to 

Wahealthplanfinder.org? 

A. Yes, members can update their address in the secure Ambetter Member Account. As well as 

many other things like track their My Health Pays rewards, change their primary care provider 

(PCP), check the status on a claim and more. 

 

Q. What is the process and wait time for prior authorization? 

A. A list of medical services that require pre-approval/prior authorization is under the “Schedule 

of Benefits” on the secure Ambetter Member Account. You can also check with the member’s 

PCP or Ambetter from Coordinated Care Member Services. If a member does need prior 

authorization, the provider will submit a request. To complete that request, the provider will 

always need:  

 A name 

 Date of birth 

 Member ID number 

Once they complete the form, the provider will submit a request to Ambetter from Coordinated 

Care where a nurse will review it. Ambetter from Coordinated Care will let the member and their 

doctor know if the service is approved or denied.  

https://ambetter.coordinatedcarehealth.com/benefits-services/health-benefits.html
https://www.ambetterhealth.com/benefits-services/start-smart.html
https://member.ambetterhealth.com/sso/login
https://member.ambetterhealth.com/sso/login
https://ambetter.coordinatedcarehealth.com/contact-us.html
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Authorization decisions are made as quickly and thoughtfully as possible. Below are the specific 

timeframes utilized by Coordinated Care. In some cases it may be necessary to extend the 

timeframe below. You will be notified if an extension is necessary.  

 

Notification to the provider for prior-authorization services are to be received anywhere from one 

to five business days before the date of service. 

 

Q. How does My Health Pays work? 

A. My Health Pays is the Ambetter from Coordinated Care healthy rewards program. Members 

earn rewards for completing certain healthy activities. These rewards can be used to pay for 

most out-of-pocket costs adding toward a deductible. For example, if a member takes the 

Welcome Survey, they earn $50 on a My Health Pays VISA card. When they go in for an annual 

checkup, the member can use that 

money towards the doctor’s visit co-

pay.  

Rewards can also be used to pay 

monthly premiums, deductibles or 

coinsurance. They cannot be used to 

pay pharmacy co-pays.   

If an individual continues as an 

Ambetter member, their My Health 

Pays balance carries over into the 

next year.  

Members automatically receive their 

card in the mail once they complete a 

healthy activity. Rewards are then 

loaded 2-3 weeks after each activity is completed.  

 

Q. Do members receive a notification when they earn a My Health Pays reward? 

A. No, notifications are not sent.  Members can check their balance online through their secure 

Ambetter Member Account or call Customer Service two to three weeks following the 

completion of the reward activity.   

https://ambetter.coordinatedcarehealth.com/benefits-services/wellness-programs.html
https://member.ambetterhealth.com/sso/login
https://member.ambetterhealth.com/sso/login
https://ambetter.coordinatedcarehealth.com/contact-us.html
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Q. How does one take advantage of the Gym Reimbursement Benefit? 

A. For anyone who regularly goes or begins going to the gym, the reimbursement benefit is a 
good way to maximize your health plan.  A portion of your monthly dues will be reimbursed onto 
a member’s My Health Pays VISA card.  

Check the Schedule of Benefits on each member’s secure Ambetter Member Account for the 
specific reimbursement amounts. To receive reimbursement, a member must file their claim no 
later than three months after the benefit year for which he/she is requesting the benefit for. 

 

Q. Which gyms participate in the My Health Pays program? 

A. Find a list of participating gyms on the website, under the “Health & Wellness” section. Click 

on the link titled “Find an approved gym near you” in the table. Some gyms also offer an extra 

discount for being an Ambetter member.  

 

For more information or questions on Ambetter from Coordinated Care, please connect with our 

Outreach team or Provider Reps:  

Outreach team: 

Name/Email Phone 

Lilia Cruz Rico  (253) 244-3677 

Fartun Farah (253) 442-1453 

Sandy Garcia-Quiroga (253) 244-3678 

Martha Jorgensen (253) 442-1560 

Stephanie  Lilla (253) 442-1511 

Benjamin Sheppard (509) 310-3807 

 

 

Provider Reps: 

Name Phone 

Keri Bergere (253) 306-1121 

Kimberly Burson (206) 715-3164 

Nick Campbell (425) 559-5205 

Veronica Gogo (253) 307-1798 

Sonja Owen (509) 310-3327 

Syndi Petersen (509) 742-0908 

Melissa Powell (253) 244-3653 

Mica Rockefeller (509) 778-3121 

Gina Roybal (509) 767-7193 

 

https://ambetter.coordinatedcarehealth.com/benefits-services/wellness-programs.html
https://member.ambetterhealth.com/sso/login
https://ambetter.coordinatedcarehealth.com/benefits-services/wellness-programs.html
mailto:LRICO@coordinatedcarehealth.com
mailto:FFARAH@coordinatedcarehealth.com
mailto:SQUIROGA@coordinatedcarehealth.com
mailto:MJORGENSEN@coordinatedcarehealth.com
mailto:SLILLA@coordinatedcarehealth.com
mailto:BSHEPPARD@coordinatedcarehealth.com
mailto:KBERGERE@coordinatedcarehealth.com
mailto:KBURSON@COORDINATEDCAREHEALTH.COM
mailto:NICAMPBELL@coordinatedcarehealth.com
mailto:VGOGO@coordinatedcarehealth.com
mailto:SOWEN@coordinatedcarehealth.com
mailto:SPETERSEN@coordinatedcarehealth.com
mailto:MEPOWELL@coordinatedcarehealth.com
mailto:MROCKEFELLER@coordinatedcarehealth.com
mailto:GROYBAL@coordinatedcarehealth.com

