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IMPORTANT INFORMATION REGARDING: Changes to subscriber 

name and ID numbers for some Covered California™ members 
 

 

Provider FAQs 
What changed?  
For some members currently enrolled in Health Net* plans offered through Covered California, the primary 
subscriber listed on the member’s plan is changing to another member of the household for their renewing 
2020 health plan. For example, current member John Doe, who was enrolled as a dependent under the 
member identification (ID) U/R12345678, will now appear as the subscriber with a new member ID of 
U/R87654321 along with the other members in the household. 
 
Members impacted by this change will have a new member ID number and a new member ID card starting 
January 1, 2020. 
 
What is Health Net doing to address these changes? 
• Health Net is taking measures to minimize the impact for members. This includes taking steps to connect 

member information with what is available in historical data records.  
• Impacted participating physician groups (PPGs) will receive a list of their assigned affected members. 

This list will assist PPGs in updating their systems for their assigned members and for any delegated 
functions. 

• Health Net is sending letters to affected members on December 20, 2019, to provide their new member 
ID number and inform them about the changes. A copy of the letter is attached. 

• Covered California is also sending letters to affected members directing them to their health plan for 
questions and concerns. 

 
How are members and providers affected? 
• ID cards 

Each member in the household covered under the plan will receive a new member ID card with their new 
Health Net member ID number, effective January 1, 2020, and after. 

• 2019 dates of service  
For office visits and other services in 2019, members need to use their 2019 ID number.  

• 2020 dates of service  
Members will need to use their new 2020 member ID number when seeking health care services and 
filling prescriptions in 2020. If a member needs to see a doctor right away, the member does not have to 
wait for an ID card in the mail. Instead, the member can give their provider the ID number included in the 
letter mailed to them on December 20, 2019. 

• Prior authorizations 
Health Net is working to ensure open authorizations carry over into the new ID number for 2020 dates of 
service. Impacted PPGs will need to use the list of affected members provided by Health Net to ensure 
similar continuity in their systems and that there will be no disruption in care. 

• Primary care physician (PCP) assignment 
A subset of members may have been assigned to a new PCP and sent ID cards with this information. In 
such cases, Health Net will change the PCP back to the PCP the member had in 2019 and send a new 
ID card. These members will be contacted by telephone in addition to the mailing to let them know of the 
ID card correction. All members not part of this subset were already reassigned back to their 2019 PCP 
prior to the new ID card mailing. 
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• Claims  

Make sure to submit any new 2020 claims using the member’s new 2020 ID number. The 2019 ID 
number will not be recognized as eligible for new services. 

• Provider portal 
Look up members in the provider portal under their 2020 member ID for eligibility. For any historical 
information prior to 2020, look up members using their 2019 member ID. Historical information will not be 
linked to the new member ID. 

 
Why did this occur?  
Covered California made an update during the 2020 renewal process that changed the primary subscriber 
listed on the member’s health plan to match the primary tax filer for the household. All carriers’ Covered 
California members were impacted by this change if their primary subscriber and primary tax filer 
information did not match.  
 
For Health Net, this means that impacted Covered California Individual & Family Plan (IFP) members had 
their 2019 main subscriber changed to another household member for their renewing 2020 health plan. This 
change required new member ID numbers to be assigned to these members’ 2020 policies. 
 
Get more help 
If you have questions, contact your Health Net Provider Relations representative or contact the applicable 
Health Net Provider Services Center at: 
 

Line of business Telephone 
number 

Provider portal Email address 

EnhancedCare PPO (IFP) 1-844-463-8188 

provider.healthnetcalifornia.com provider_services@healthnet.com IFP (CommunityCare 
HMO, PPO, PureCare 
HSP, PureCare One EPO) 

1-888-926-2164 

 
If your Health Net patients affected by these changes have questions, please direct them to contact the 
Customer Contact Center at 1-888-926-4988 (TTY: 711).  
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Primary Subscriber Change and New Member ID Numbers  

Issued for Your 2020 Health Net Plan 
A Message from Health Net of California, Inc. and  
Health Net Life Insurance Company (Health Net) 

 
Dear «Full_Name», 
 
We are writing to provide you with information about a change that occurred to your Health Net plan 
through Covered CaliforniaTM. You will also receive a similar letter from Covered California. 
 
An update was made during the 2020 renewal process that changed the primary subscriber listed on your 
health plan to match the person you listed as the primary tax filer on your Covered California application. 
All Covered California members were impacted by this change if their primary subscriber and primary tax 
filer information did not match.  
 
In addition to the subscriber name changing, Health Net plan members will also have a new member ID 
number starting January 1, 2020. This means your 2019 ID number will no longer be valid in the new year. 
 
Please read the information below for details on how this change affects you. If you have 
questions, please call our Customer Contact Center at 1-888-926-4988 (TTY: 711). 

 
1) New member ID cards 

• Each member in your household covered under your plan will receive a new member ID card 
with their new 2020 Health Net member ID number.  

• If you have not received a new member ID card by January, you can request another card on the 
member portal at www.myhealthnetca.com or call our Customer Contact Center at  
1-888-926-4988 (TTY: 711). 

(continued) 

 

«First Name» «Last Name»  
«C/O Line» 
«Addr1» «Addr2» 
«City», «State» «Zip»-«Zip4» 

New Subscriber Name: 
«First Name» «Last Name» 
 
New 2020 Member ID #: 
«Ref ID»  
 
 



 

 

2) Member portal on www.myhealthnetca.com 
• You will need to create a new portal account for 2020. If you have an existing account, you will 

need to register for the 2020 account using a different email address (your email address is your 
user name). 
 

• Your 2019 plan information will not carry over to the 2020 account. To view 2019 information, log 
in using your current email/user name and password.  

 
3) Getting care and your prescriptions filled 

• Make sure to give your new 2020 member ID number to your doctor, hospital, pharmacy, or other 
provider prior to receiving services. This will let them know you are covered through Health Net 
under a new member ID number. If you need to see a doctor right away, you do not need to wait 
for a member ID card. Use the member ID number listed at the top of this letter. 

For office visits and other services in 2019, use your 2019 member ID number. Your new member 
ID number does not take effect until January 1, 2020. 

• Use your new 2020 member ID number when filling prescriptions in 2020.  

For prescriptions filled in 2019, use your 2019 member ID number. Your new member ID number 
does not take effect until January 1, 2020. 

You must provide your new member ID number to your pharmacy prior to filling any refills or new 
prescriptions in 2020. If you do not provide your number to the pharmacy, they will not be able to 
identify you as eligible for prescription coverage. 

• If you use Teladoc services, you will need to update your Teladoc account with your new ID 
number. Go to www.teladoc.com/hn and log in. 

• If you use Heal services, you will need to update your Heal account with your new ID number.  
 
4) Making your 2020 January premium payments 

• You may have received an invoice under your new member ID number. Please use this invoice 
to make your January payment. 

• If you were on automatic bill payment in 2019, you will need to set up automatic bill payment 
for 2020 again using your new member ID. January payments will not draft from your 2019 
set up. You must first register for your 2020 member portal account as described in #2 above 
and then set up automatic bill payment through your new account. Make your January payment 
by phone, online or by mail until your automatic bill pay has been successfully set up.  

• To make your payment by other methods, use your 2020 member ID number: 
- Call 1-800-539-4193 and use our Interactive Voice Response (IVR) system to make a 

payment quickly, 24/7.  

- Pay online. Go to www.myhealthnetca.com, then Pay My Bill for online options. 

- Pay by mail using your invoice. 

(continued) 

 

 



 

 

 

We are sorry for any confusion or inconvenience this change may have caused. If you have any 
questions, please contact your broker or give us a call at 1-888-926-4988 (TTY: 711).   

 
Sincerely, 
Health Net 
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Nondiscrimination Notice 
In addition to the State of California nondiscrimination requirements (as described in benefit coverage documents), 
Health Net of California, Inc. and Health Net Life Insurance Company (Health Net) comply with applicable federal 
civil rights laws and do not discriminate, exclude people or treat them differently on the basis of race, color, 
national origin, ancestry, religion, marital status, gender, gender identity, sexual orientation, age, disability, or sex. 

HEALTH NET: 
• Provides free aids and services to people with disabilities to communicate effectively with us, such as qualified 

sign language interpreters and written information in other formats (large print, accessible electronic formats, 
other formats). 

• Provides free language services to people whose primary language is not English, such as qualified interpreters 
and information written in other languages. 

If you need these services, contact Health Net’s Customer Contact Center at: 
Individual & Family Plan (IFP) Members On Exchange/Covered California 1-888-926-4988 (TTY: 711) 
Individual & Family Plan (IFP) Members Off Exchange 1 800 839 2172 (TTY: 711) 
Individual & Family Plan (IFP) Applicants 1-877-609-8711 (TTY: 711) 
Group Plans through Health Net 1-800-522-0088 (TTY: 711) 

If you believe that Health Net has failed to provide these services or discriminated in another way based on one of 
the characteristics listed above, you can file a grievance by calling Health Net’s Customer Contact Center at the 
number above and telling them you need help filing a grievance. Health Net’s Customer Contact Center is 
available to help you file a grievance. You can also file a grievance by mail, fax or email at: 

Health Net of California, Inc./Health Net Life Insurance Company Appeals & Grievances 
PO Box 10348, Van Nuys, CA 91410-0348 

Fax: 1-877-831-6019 
Email: Member.Discrimination.Complaints@healthnet.com (Members) or  

Non-Member.Discrimination.Complaints@healthnet.com (Applicants) 

For HM0, HSP, EOA, and POS plans offered through Health Net of California, Inc.: If your health problem is 
urgent, if you already filed a complaint with Health Net of California, Inc. and are not satisfied with the decision or it 
has been more than 30 days since you filed a complaint with Health Net of California, Inc., you may submit an 
Independent Medical Review/ Complaint Form with the Department of Managed Health Care (DMHC). You may 
submit a complaint form by calling the DMHC Help Desk at 1-888-466-2219 (TDD: 1-877-688-9891) or online at 
www.dmhc.ca.gov/FileaComplaint. 

For PPO and EPO plans underwritten by Health Net Life Insurance Company: You may submit a complaint by 
calling the California Department of Insurance at 1-800-927-4357 or online at https://www.insurance.ca.gov/01-
consumers/101-help/index.cfm. 

If you believe you have been discriminated against because of race, color, national origin, age, disability, or sex, 
you can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office for Civil 
Rights (OCR), electronically through the OCR Complaint Portal, 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, DC 20201, 1-800-368-1019 (TDD: 1-800-537-7697). 

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

 

mailto:Member.Discrimination.Complaints@healthnet.com
mailto:Non-Member.Discrimination.Complaints@healthnet.com
http://www.dmhc.ca.gov/FileaComplaint
https://www.insurance.ca.gov/01-consumers/101-help/index.cfm
https://www.insurance.ca.gov/01-consumers/101-help/index.cfm
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
http://www.hhs.gov/ocr/office/file/index.html


 

 

 
  



 

 

 
  



 

 

 
  



 

 

 


	IMPORTANT INFORMATION REGARDING: Changes to subscriber name and ID numbers for some Covered California™ members 
	Provider FAQs 
	What changed? 
	What is Health Net doing to address these changes? 
	How are members and providers affected? 
	Why did this occur? 
	Get more help 

	Primary Subscriber Change and New Member ID Numbers Issued for Your 2020 Health Net Plan 
	1 )New member ID cards 
	2 )Member portal on www.myhealthnetca.com 
	3 )Getting care and your prescriptions filled 
	4 )Making your 2020 January premium payments 

	Nondiscrimination Notice 




