
Step 5 
The right care in the right place  
at the right time 

We’re here for you 24/7 
If you have questions about your benefits 

When you have questions about how to find a care, or 
submit a claim and track it, our Member Services team 
can help, with highly-trained representatives available 
around the clock. 

How to contact Member Services: 
Call the number on the back of your  
Member ID Card. 

For questions about your health 

When you have detailed health questions, you can call on 
our Care and Response Excellence (CARE) team. These 
clinicians are available 24/7 to support you before your 
travels, after you return home and anytime in between. 

They can help with: 

• Pre-trip planning 

• Coordinating routine and urgent medical 
care worldwide 

• Locating doctors and hospitals 

• Coordinating and supervising medical evacuations 

If you or a family member is managing a chronic health 
condition, or if you’re pregnant, it’s a good idea to talk 
with a CARE team clinician. They’ll be able to help make 
sure you get the care and medication you need no 
matter where you are in the world. 

How to contact our CARE team: 
Call the number on the back of your  
Member ID Card to be connected with  
a CARE team clinician. 
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Choosing  the right
  
kind of care
 

Care in the United States 
Every team needs a leader. And the primary care doctor 
you choose will help lead you down the path toward 
better health. Your doctor gets to know you and your 
medical history and sees you for your annual wellness 
exam and preventive screenings. So if you get sick, your 
primary care doctor can treat you and help guide you on 
important health decisions. They can also direct your 
care across other specialties and facilities in your 
network.How to choose a primary care doctor. 

How to choose a   
primary care doctor  

1. Go to AetnaInternational.com and log in to  
Health Hub with your user name and password 

2. Using the drop-down boxes under “Find Health 
Care,” select a country and city, then click “Search” 
to find a doctor near you 

3. You will be redirected to Aetna.com where you select 
“Medical Doctors & Specialists” to search for a 
primary care doctor near you who is covered on your 
health care plan 

If you have a health event that needs immediate attention 
and your primary care doctor isn’t available, a walk-in 
clinic, urgent care facility, or even an emergency room 
(ER) may be your best bet. 

Walk-in Clinics and Urgent 
Care Centers 

If you have a minor and non-life threatening health 
concern, walk-in clinics and urgent-care centers can  
be a smart choice.* 

Walk-in clinics are generally found in stores, pharmacies 
and private establishments and treat minor medical 
problems such as ear infections, colds, allergies, strep 
throat and bronchitis for a low cost. You can even get flu 
shots and routine screenings at most locations. 

Many clinics are open seven days a week, with extended 
business hours, making them a great choice for care 
outside of your doctor’s regular office hours. 

Urgent-care centers treat conditions such as bad 
headaches, fractures, sprains and minor cuts or burns. 
You’ll pay a fraction of what an ER visit would cost. Keep 
in mind that urgent-care centers are not a substitute  
for the ER. 

Finding a clinic is easy 

Get familiar with the urgent care and walk-in clinics in 
your neighborhood before you need them. 

Here’s how: 

• Log in to Health Hub at AetnaInternational.com 

• Select “Find Health Care” 

• Choose your country and city, then select search 

• You will be redirected to Aetna.com where you select 
“Find Urgent Care” 

• Select either “Walk in Clinics” or “Urgent Care 
Centers,” to search for care in your area 

* Not every health need is a medical emergency. If you have chest pain, trouble breathing, excessive bleeding or other 
symptoms that may put your life at risk, go immediately to the ER. 
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Reasons to consider a walk-in 
clinic or urgent care center  
next time you need non-life 
threatening care: 

• No appointment needed. Just walk right in. 

• Convenient hours. Some are open seven days  
a week, with extended evening, weekend and  
holiday hours. 

• Lower prices. You’ll almost always pay lower copays 
and out-of-pocket costs than you will at an ER. 

• Less waiting. The average ER visit is significantly 
longer than a visit to a walk-in or urgent care facility. 

• Many locations. It’s easy to find a walk-in or urgent 
care facility near you. 

• Fully staffed. Urgent care centers are overseen by 
doctors with doctors providing the service, while 
walk-in clinics are overseen by doctors with nurse 
practitioners or physician assistants onsite. 

• Connections with local ERs. If you need more 
extensive care, you’ll be referred to the closest ER. 

When you need lab work 

When your doctors request lab work, it’s best to choose 
Quest Diagnostics, or LabCorp, our preferred in-network 
lab testing providers. Aetna has preferred negotiated 
rates with Quest Diagnostics and LabCorp. This means 
that members who seek lab work from out-of-network 
labs, will pay more money out of pocket as they generally 
cost more. 

Care outside of the 
United States 
Through us, you have access to 1.2 million medical 
providers in the United States and 165,000 outside of 
the United States. We make it easy for you to find care 
when and where you need it using these simple steps. 

To find care: 

1. Go to AetnaInternational.com and log in to  
Health Hub with your user name and password 

2. Using the drop-down boxes under “Find Health 
Care,” select a country and city, then click “Search” 
to find a doctor near you 

To initiate a direct settlement request for a listed 
hospital outside of the United States: 

1. Click the “Apply for direct settlement” button to 
be directed to the appropriate form 

2. Complete the form, then click “Submit” at the 
bottom of the page 

Scheduling your non-emergency 
appointment 

To make a non-emergency medical appointment, you can 
just call the doctor or medical facility directly. 

Requesting a preauthorization 

If you need non-urgent medical attention and want to 
ensure a smooth direct settlement process, it’s a good 
idea to contact us at least five business days before your 
scheduled visit to request a Letter of Authorization (LOA). 
This helps ensure procedures will be covered and your 
provider will settle the charges with us. Please remember 
to bring a copy of the LOA and your Member ID Card with 
you to your appointment. 

In emergency situations, please get the care you need 
first, and then submit your direct settlement request as 
soon as you’re able. 
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