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Our goal is to provide members with the right care at the right time through a 
menu of options. To achieve this goal, we have Member Services staff dedicated 
to serving our members.  

Member Services Representatives 
Member Services representatives are trained to answer any questions members 
have about Health Alliance. From lost ID cards to changing doctors, all calls are 
documented and acted upon by Member Services representatives. Member 
Services representatives are available to members toll-free from 8 a.m. to 8 p.m., 
Monday through Friday. Member Service representatives are also available to 
providers toll-free from 8 a.m. to 5 p.m. Monday through Friday. Calls are 
returned within one business day if messages are left on voicemail. 

Community Liaisons 
The community representatives establish strong relationships and lines of 
communication with community, for-profit and not-for-profit, private and public 
organizations that also serve our member population. They encourage and create 
new opportunities to work collaboratively with these organizations and others to 
promote our common desire to serve the member population. They work closely 
with our internal staff to ensure that our community events, promotional and sales 
activities are appropriate, understandable and successful based on feedback 
from internal and external contacts. They are in a public-facing role for the 
organization in the community and coordinate, attend and host community 
meetings on behalf of Health Alliance. The community liaisons organize seminars, 
joint promotional events and provider partner events. 

Care Coordinators 
For members at risk for serious medical complications, we offer care coordination 
with experienced registered nurses called care coordinators. Care coordinators 
work with selected members to assess, coordinate and authorize services, and 
note any changes in health status. Care coordinators educate members on their 
medical condition and lifestyle changes that could impact or slow down the 
progression of the disease. For more information on care coordination, please 
refer to the Medical Management section of this manual. 

Health Coaches 
Health coaching is offered to our members to help with the management of 
chronic disease and wellness-focused efforts, including: 

- Management of early-stage chronic conditions, such as diabetes, 
hypertension, heart disease and asthma 

- Supporting members who are ready to explore weight loss, improved 
nutrition and physical activity 

- Assuring gaps in care are met and that members fully understand their 
wellness benefits 
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Health coaches partner with members to assess their readiness for change and to 
create a plan for best supporting their health management. Following a baseline 
assessment of risk, small goals are set in cooperation with the member to facilitate 
change and mitigate health risk. If the health coach determines the member is in 
need of care coordination to manage complex comorbidities, they can assist the 
member with transitioning to our care coordination program. 

 
 

 


