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Welcome to HealthPAC! How HealthPAC Works

About this Handbook

On the following pages, you’ll find helpful information for receiving services that are provided by 
HealthPAC. This Handbook was written to help make this program easy to understand and easy to 
use. Please read it before making your first health care appointment.  

What is HealthPAC?

HealthPAC is a program created by the County to provide affordable health care to uninsured 
people living in Alameda County. 

	 HealthPAC stands for Health Program of Alameda County

What makes this program special is that you get to choose a 
Medical Home to go to when you’re sick AND for regular and 
preventive care to help you stay healthy. To learn more about 
what a Medical Home is, please see page 2. 

With HealthPAC:

• You can choose your own Medical Home
• �You will have your own Medical Home that will get to know 

you and your health history
• �You have a Medical Home and Customer Service Center to 

call when you need help
• �If you have to pay for services, you know how much your 

services will cost before you get them
• You don’t have to wait until you’re sick to get health care

HealthPAC is not Health Insurance

While HealthPAC provides basic and ongoing health care to Alameda County residents, the 
program does not provide the same range of benefits as most health insurance plans. HealthPAC 
offers you a limited network of health care providers (that means there are only certain places 
that you can go for health care). If you use other services or other providers, you may get billed. 
So if you have health insurance, do not drop it. Insurance is always a better choice. 

For these, and many other reasons, if you can get health insurance, you should do so.

Your Medical Home

When you enrolled in HealthPAC, you chose a Medical Home. A 
list of the Medical Homes you can choose from is in the “Where 
to Go for Care” section of this Handbook, starting on page 5. Your 
Medical Home is the health care facility (in most cases, a clinic) 
that will provide your basic health care, keep track of your health 
information and help coordinate the health care services that you 
need. Some of these services may include:

• Wellness check-ups and preventive services
• Care for when you are sick or injured
• �Care for ongoing health issues, such as asthma or diabetes
• Mental health care and health education
• Prescriptions for medicine you may need

Your Medical Home is the first place you should call when 
you need care. The address and telephone number of your 
Medical Home are printed on your HealthPAC ID Card.

What you Have to Pay for Services

What you have to pay for health care services (also called a co-pay) depends on your income. 
This was determined when you enrolled in the program. Please see the Co-Pay Insert for more 
information about co-pays. If you have any questions about how much you have to pay for 
health care services, please call HealthPAC Customer Service at 1-877-879-9633.  

Your ID Card and How to Use it

All new HealthPAC Participants are mailed an identification (ID) card. This lets your Medical Home 
know that you are enrolled in HealthPAC. Always bring your HealthPAC ID Card with you when:

• Visiting your Medical Home 
• Accessing health care services of any kind 
• Picking up prescriptions

You should carry your HealthPAC ID Card with you at all times.

About this Handbook    |    What is HealthPAC?    |    HealthPAC is NOT Health Insurance
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How HealthPAC Works How HealthPAC Works

Customer Service

HealthPAC Customer Service is ready to help you. They can answer your questions about HealthPAC 
services. They can also help you solve most problems. Customer Service representatives are available 
Monday through Friday from 8 a.m. to 5 p.m. and can be reached at the following numbers:

• 1-877-879-9633  
• �People who are deaf, hard-of-hearing, or have speech disabilities can call HealthPAC through 

the California Relay Service by dialing 7-1-1.

Your Medical Home and HealthPAC Customer Service are here to help you. Please call whenever:

• You have questions about your health care 
• You have questions about how HealthPAC works
• You have a complaint or problem

Here are some other reasons to call HealthPAC Customer Service:

• You need interpreter 
• You need a new HealthPAC ID Card
• You need to change your address 
• You want to change your Medical Home

We’ll send you a new card if:

• Any information is incorrect 
• Your card is lost or stolen 
• You change your Medical Home 
• Your Medical Home address or other information changes

There are two different kinds of HealthPAC ID Cards. One says “MCE” and the other one does not.

Your card has this information on it:

Name: 	� Last name, first name, middle initial. This is the person who is eligible to receive 
benefits under HealthPAC. You can’t let anyone else use your card.

HealthPAC ID#:	 This is the HealthPAC Participant identification number. 

DOB: 	 This is your date of birth.

Sex:	 This is your sex – female or male.

Language:	 This is the language that you prefer to speak.

Effective Date:	 This shows when your application to HealthPAC is effective.

Renewal Month:	� You can renew your application up to two months before the Renewal Month. 
Please see the “Staying Enrolled” section of this Handbook on page 15 for more 
information about renewing your HealthPAC application. 

Medical Home: 	 This is the name, address and phone number of your Medical Home.

Co-Pay: 	� These are the amounts that you will need to pay for certain benefits, usually 
at the time of an appointment. Please see the Co-Pay Insert for more detail. 

There is other information on your HealthPAC ID Card that can be helpful to both you and 
whoever provides you with health care services.

The kind of card you got is based on the information you provided when you applied for  
HealthPAC. For more details about the difference, see the bottom of page 11.
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How to Get Care How to Get Care

Making an Appointment

To make an appointment, just call your Medical Home. The phone number and address are 
printed on your HealthPAC ID Card. If you need help finding your Medical Home, call HealthPAC 
Customer Service at 1-877-879-9633, Monday through Friday, 8 a.m. to 5 p.m.

Be sure to bring your HealthPAC ID Card to all of your health care appointments. If you can’t keep 
the appointment, call your Medical Home and cancel or reschedule at least 48 hours in advance.

Where to Go for Care

As a HealthPAC Participant you can choose which Medical Home you’d like to get care from. 
If you need care in a hospital, you can go to Highland Hospital.

Below is a list of Medical Homes that are part of HealthPAC. They are listed by city. Once you 
choose a Medical Home, that is where you will go for health care. If you want to change your 
Medical Home you can call HealthPAC Customer Service at 1-877-879-9633.

Some Medical Homes provide specialist services. If your Medical Home does not provide specialist 
services that you need, your Medical Home will refer you to a specialist at Highland Hospital.

Hospital services are provided through Highland Hospital. 
If you have a life-threatening emergency, dial 9-1-1 or go to the nearest hospital.

Medical Homes

The staff and providers who work at HealthPAC Medical Homes often speak different languages. 
If there isn’t anyone at your Medical Home who speaks your language and you need an interpreter, 
you can call HealthPAC Customer Service at 1-877-879-9633 BEFORE YOUR APPOINTMENT at 
your Medical Home to request an interpreter. 

Berkeley

LifeLong Medical Care
Berkeley Primary Care Clinic
Address: 	� 2001 Dwight Way, Suite 1363 

Berkeley, CA 94704
Phone:	 (510) 204-4666
Languages spoken by staff: English,  
Spanish, Tagalog

LifeLong Medical Care
Over 60 Health Center
Address:	� 3260 Sacramento Street 

Berkeley, CA 94702
Phone:	 (510) 601-6060
Languages spoken by staff: 
Cantonese, English, Mandarin,  
Russian, Spanish

LifeLong Medical Care
West Berkeley Family Practice
Address:	� 2031 Sixth Street 

Berkeley, CA 94710
Phone:	 (510) 704-6000
Languages spoken by staff: 
English, French, Spanish

West Oakland Health Council
William Byron Rumford Medical Clinic
Address:	� 2960 Sacramento Street 

Berkeley, CA 94702
Phone:	 (510) 549-3166
Languages spoken by staff: English

Fremont

Tri-City Health Center 
Liberty Site
Address: 	� 39500 Liberty Street 

Fremont, CA 94538
Phone:	 (510) 770-8040
Languages spoken by staff: Cantonese, English, 
Farsi, Mandarin, Punjabi, Spanish

Tri-City Health Center 
Mowry Site
Address: 	� 2299 Mowry Avenue, Suite 3-B 

Fremont, CA 94538
Phone:	 (510) 770-8040
Languages spoken by staff: Cantonese, English, 
Farsi, Mandarin, Punjabi, Spanish 

Tri-City Health Center
State Street Site 
Address: 	� 39184 State Street 

Fremont, CA 94538
Phone:	 (510) 713-6690
Languages spoken by staff:  English, Spanish

Making an Appointment   |   Where to Go for Care   |   What is Covered   |   What is NOT Covered   
Accessibility and Language   |   Staying Enrolled   |   Complaints and Problems
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Hayward

Tiburcio Vasquez Health Center
Hayward Clinic
Address: 	� 22331 Mission Boulevard 

Hayward, CA 94541
Phone:	 (510) 471-5880
Languages spoken by staff: Cambodian, 
English, Farsi, Spanish, Tagalog

Winton Wellness Center 
Alameda County Medical Center
Address: 	� 24100 Amador Street, Suite 250 

Hayward, CA 94544
Phone:	 (510) 266-1700
Provides real time language interpreter services 
for the following languages: American Sign 
Language (by appointment), Amharic, Arabic, 
Bosnian, Burmese, Cantonese, Cambodian/
Khmer, Croatian, Dari, Farsi, French, Hindi, 
Korean, Laotian, Mandarin, Mien, Nepali, 
Pashtu, Punjabi, Russian, Shanghainese, 
Spanish, Thai, Tigrinya, Urdu, Vietnamese.

Oakland

Asian Health Services
Adult Medical Services at Hotel Oakland 
Address:	� 275 14th Street 

Oakland, CA 94612
Phone:	 (510) 986-8688
Languages spoken by staff: Cantonese,  
English, Mandarin

Asian Health Services
Asian Medical Center
Address:	� 818 Webster Street 

Oakland, CA 94607
Phone:	 (510) 986-6800
Languages spoken by staff: Cantonese,  
English, Khmer, Korean, Laotian,  
Mandarin, Mien, Tagalog, Vietnamese

Asian Health Services
Frank Kiang Medical Center
Address:	� 250 East 18th Street, 2nd Floor 

Oakland, CA 94606
Phone:	 (510) 986-6860
Languages spoken by staff: Burmese, 
Cantonese, English, Khmer, Korean, Mandarin, 
Mongolian, Tagalog, Vietnamese

Eastmont Wellness Center
Alameda County Medical Center
Address:	� 6955 Foothill Boulevard, Suite 200 

Oakland, CA 94605
Phone:	 (510) 567-5700
Provides real time language interpreter services 
for the following languages: American Sign 
Language (by appointment), Amharic, Arabic, 
Bosnian, Burmese, Cantonese, Cambodian/
Khmer, Croatian, Dari, Farsi, French, Hindi, 
Korean, Laotian, Mandarin, Mien, Nepali, 
Pashtu, Punjabi, Russian, Shanghainese, 
Spanish, Thai, Tigrinya, Urdu, Vietnamese.

Livermore

Axis Community Health 
Livermore Site
Address:	� 3311 Pacific Avenue 

Livermore, CA 94550
Phone:	 (925) 462-1755
Languages spoken by staff: English, Spanish 

Newark

Newark Wellness Center
Alameda County Medical Center
Address:	� 6066 Civic Terrace Avenue 

Newark, CA 94560
Phone:	 (510) 505-1600
Provides real time language interpreter services 
for the following languages: American Sign 
Language (by appointment), Amharic, Arabic, 
Bosnian, Burmese, Cantonese, Cambodian/
Khmer, Croatian, Dari, Farsi, French, Hindi, 
Korean, Laotian, Mandarin, Mien, Nepali, 
Pashtu, Punjabi, Russian, Shanghainese, 
Spanish, Thai, Tigrinya, Urdu, Vietnamese.

Oakland

Highland Hospital Wellness Center
Highland Hospital – Primary Care Clinic
Alameda County Medical Center
Address:	� 1411 East 31st Street 

Oakland, CA 94602
Phone:	 (510) 437-8500
Provides real time language interpreter services 
for the following languages: American Sign 
Language (by appointment), Amharic, Arabic, 
Bosnian, Burmese, Cantonese, Cambodian/
Khmer, Croatian, Dari, Farsi, French, Hindi, 
Korean, Laotian, Mandarin, Mien, Nepali, 
Pashtu, Punjabi, Russian, Shanghainese, 
Spanish, Thai, Tigrinya, Urdu, Vietnamese.

Healthy Communities, Inc.
Save a Life Wellness Center
Address:	� 2580 San Pablo Avenue 

Oakland, CA 94612
Phone:	 (510) 444-9155
Languages spoken by staff: English

La Clínica de La Raza
Clínica Alta Vista
Address:	� 1515 Fruitvale Avenue 

Oakland, CA 94601
Phone: 	 (510) 535-6300
Languages spoken by staff: English, Spanish 

La Clínica de La Raza
San Antonio Neighborhood Health Center
Address:	� 1030 International Boulevard 

Oakland, CA 94606
Phone:	 (510) 238-5400
Languages spoken by staff: Amharic, 
Cantonese, English, Spanish, Tigrina, 
Vietnamese

La Clínica de La Raza 
Transit Village
Address:	� 3451 East 12th Street 

Oakland, CA 94601
Phone:	 (510) 535-4000
Languages spoken by staff: English, Spanish 
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Oakland

LifeLong Medical Care
Downtown Oakland Clinic
Address:	� 616 16th Street 

Oakland, CA 94612
Phone:	 (510) 451-4270
Languages spoken by staff: English, Spanish 

LifeLong Medical Care 
Howard Daniel Clinic
Address:	 9933 MacArthur Boulevard, Suite 14B
	 Oakland, 94605
Phone: 	 (510) 568-3206
Languages spoken by staff: English, Spanish

LifeLong Medical Care 
East Oakland Clinic
Address: �10700 MacArthur Boulevard, Suite 14B 

Oakland, CA 94605
Phone:    (510) 563-4300
Languages spoken by staff: English, Farsi, 
Hmong, Spanish, Tagalog

Seven Directions
Native American Health Center
Address:	� 2950 International Blvd. 

Oakland, CA 94601
Phone:	 (510) 535-4400
Languages spoken by staff: English, Spanish 

West Oakland Health Council
Albert J Thomas Medical Clinic
Address: 	� 10615 International Boulevard 

Oakland, CA 94603
Phone:	 (510) 568-9230
Languages spoken by staff: English, Spanish 

Oakland

West Oakland Health Council
East Oakland Health Center
Address:	� 7450 International Boulevard 

Oakland, CA 94621
Phone:	 (510) 430-9401
Languages spoken by staff: English, Spanish 

West Oakland Health Council
West Oakland Health Center
Address:	� 700 Adeline Street 

Oakland, CA 94607
Phone:	 (510) 835-9610
Languages spoken by staff: Cantonese, Farsi, 
English, Mandarin, Punjabi, Spanish, Tagalog

Pleasanton

Axis Community Health
Pleasanton Site
Address:	� 4361 Railroad Avenue 

Pleasanton, CA 94566
Phone:	 (925) 462-1755
Languages spoken by staff: English, Farsi, 
Hindi, Spanish,

Union City

Tiburcio Vasquez Health Center
Union City Clinic
Address:	� 33255 Ninth Street 

Union City, CA 94587
Phone:	 (510) 471-5880
Languages spoken by staff: Cambodian, 
English, Farsi, Spanish, Tagalog 

Hospital

Highland Hospital
Alameda County Medical Center
Address:	� 1411 East 31st Street 

Oakland, CA 94602
Phone: 	 (510) 437-4800
Provides real time language interpreter services for the following languages: American Sign 
Language (by appointment), Amharic, Arabic, Bosnian, Burmese, Cantonese, Cambodian/
Khmer, Croatian, Dari, Farsi, French, Hindi, Korean, Laotian, Mandarin, Mien, Nepali, Pashtu, 
Punjabi, Russian, Shanghainese, Spanish, Thai, Tigrinya, Urdu, Vietnamese.
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What is Covered

•  �Preventive and Routine Care 
Regular check-ups and health screenings help prevent illness and are an important part of taking 
care of your health. All of these services are provided by your Medical Home. Be sure to make 
appointments with your Medical Home for regular check-ups.

•  �Specialty Care 
Your Medical Home will refer you to a specialist if you need expert advice or treatment for a 
specific problem. Some Medical Homes have specialists on staff who can treat you. If your Medical 
Home does not have the specialist you need, they will refer you to a specialist at Highland Hospital.

•  �Urgent Care 
If you need to see a doctor right away because you’re sick, have a fever, or are in pain, check first 
with your Medical Home to ask if they can see you.

•  �Hospital Care 
HealthPAC provides hospital care or services only at Highland Hospital. Except in an emergency, 
you’ll need a provider, partnered with your Medical Home, to refer you for hospital care or services. 
Always check with your Medical Home if you are unsure about where to go for hospital care or 
services. The telephone number of your Medical Home is on your HealthPAC ID Card.

•  �Emergency Care 
You might have a health care emergency if you are experiencing:
- Difficulty breathing and/or shortness of breath
- Chest or upper stomach pain, or feel pressure in your chest
- Fainting spells or sudden dizziness or weakness
- Uncontrolled bleeding
- Severe vomiting or diarrhea
- Feelings that you want to hurt yourself or others 
 
If you have a life-threatening emergency, dial 9-1-1 or go to the nearest hospital.

If you are not sure whether you have an emergency and need to go to the emergency room, please call 
your Medical Home. Your Medical Home number is on your HealthPAC ID Card. If your card says MCE, 
based on your income and your proof of citizenship, your out-of-network emergency care may be covered 
within the state of California. It is VERY IMPORTANT that if you are seen in an emergency room in a hospital 
that is not Highland Hospital and you are admitted to that hospital, the hospital should call HealthPAC 
Customer Service at 1-877-879-9633 right away (within 24 hours). Please keep in mind that that if you 
have to go to an emergency room outside of California, HealthPAC will not pay for it and you may be billed. 

•  �Mental Health Care 
As a HealthPAC Participant, you can receive confidential mental health services for help with 
emotional and psychological problems. Many Medical Homes provide mental health services. 
You can speak with your Medical Home to ask about mental health services and you can also  
call the Alameda County Behavioral Health Care Services ACCESS Program:  
 
Monday through Friday from 8:30 a.m. – 5:00 p.m. 
Local Number: 510-346-1000   |   Toll Free: 1-800-491-9099 
 
The ACCESS telephone menu of options is provided in six languages: English, Spanish, 
Cantonese, Mandarin, Vietnamese and Cambodian. ACCESS staff uses Language Line Services 
for other languages and the California Relay Service 7-1-1 or a TDD/TTY line for persons who  
are deaf or hearing impaired. 
 
The licensed clinicians at ACCESS will hear your concerns and help you find the provider who 
can best meet your needs. 
 
ACCESS staff can help you by:
- Providing general information about their services and community resources 
- Conducting a telephone screening to understand your needs 
- Referring you to: 
	 Local mental health service providers 
	 Mental health crisis services 
- Referring you to non-covered services, such as substance use disorder services

•  �Emergency Dental Services 
HealthPAC covers dental care that is medically necessary and that occurs suddenly for which you 
have an urgent need for professional consultation and/or treatment. Medically necessary means  
that you need the services to prevent illness or disability or to relieve severe pain.

•  �Laboratory Services/Tests 
If you need laboratory services or tests, they may be performed either at your Medical Home  
or your Medical Home will send you to a lab.

•  �Medical Equipment & Supplies 
If you need medical equipment or supplies, your Medical Home will write you a prescription.  
Check with your Medical Home about where to take a prescription for medical equipment  
and supplies. The telephone number for your Medical Home is on your HealthPAC ID Card.

•  �Non-Emergency Transportation 
If you have a health condition that makes it hard for you to get to your health care appointments,  
HealthPAC can provide you with transportation to help you get to and from your health care 
appointments. Call HealthPAC Customer Service at 1-877-879-9633 to ask for help getting to 
and from your health care appointments. 

Preventive and Routine Care
Specialty Care
Urgent Care
Hospital Care
Emergency Care
Mental Health Care

Emergency Dental Services
Laboratory Services/Tests
Medical Equipment & 
Supplies
Non-Emergency Transportation
Pharmacy and Prescriptions

Physical Therapy
Podiatry
Prosthetics and Orthotics
Radiology 
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•  �Pharmacy and Prescriptions 
As a HealthPAC Participant, you can get prescription medicines. They’ll be prescribed to you by 
your Medical Home when you need them. HealthPAC covers certain medications that have been 
approved for use. Your Medical Home will refer you to a pharmacy.

•  �Physical Therapy 
If you need services that use exercises and hands-on care to help keep or improve function, your  
Medical Home will refer you to physical therapy.

•  �Podiatry 
If you have problems with your feet that are related to or caused by a chronic illness or problems 
with your feet that make it hard for you to walk, your Medical Home will refer you to see a podiatrist. 

•  �Prosthetics and Orthotics 
If you need prosthetics (a device that replaces all or part of an organ, arm or leg) or orthotics (a 
device that supports or corrects a body part), your Medical Home will write you a prescription.

•  �Radiology 
If you need imaging, such as x-rays, mammograms, ultrasounds, MRIs (magnetic resonance 
imaging), CT scans (computed tomography), PET scans (positron emission tomography), your 
Medical Home will refer you to a radiologist. 

What is NOT Covered

Accessibility and Language

HealthPAC is a health care program provided by Alameda County to uninsured residents only. 
HealthPAC is not health insurance and does not provide everything that insurance does. There 
are certain services that are not included in HealthPAC. Below is a partial list of services that are 
not included in HealthPAC.

The following is a non-exclusive list of services that are not provided by HealthPAC:

Accessibility
Access for People who are Deaf or Hearing Impaired 
You can contact HealthPAC Customer Service through the California Relay Service by 
dialing 7-1-1. At your request, HealthPAC Customer Service can help to arrange a sign 
language interpreter to be with you at your next health care visit.

Access for People who are Blind or Vision Impaired 
For help in reading this Handbook, please contact HealthPAC Customer Service. You can also 
request a copy of this Handbook in an alternative format (Braille, audio, electronic text file,  
or large print).

Access for People who Have a Physical Disability 
If you need help finding a Medical Home that meets your needs, you can call HealthPAC 
Customer Service at 1-877-879-9633.

Language Services 
If you or your representative prefers to speak a language other than English, call HealthPAC 
Customer Service at 1-877-879-9633. We can help you find a Medical Home that speaks your 
language. If you cannot find a Medical Home that meets your language needs, you can ask to 
have an interpreter for health care visits at no cost to you or your provider. 

Interpreter services are available 24 hours a day, 7 days a week. HealthPAC providers and 
hospitals are also required to offer a qualified interpreter for you, either face-to-face or  
over the phone.

To schedule face-to-face interpreter services:

Call HealthPAC Customer Service at 1-877-879-9633, Monday through Friday, 8 a.m. to 5 p.m.
Please call 72 hours in advance to schedule face-to-face interpreter services.

The services that have a (*) next to them are only covered for HealthPAC Participants who are 
between the ages of 0-18.

Remember, HealthPAC is NOT insurance. If you have insurance, do not drop it to join HealthPAC. 
Insurance is always the better choice.

• Acupuncture*
• Allergy testing and injections
• Chiropractic*
• Cosmetic services
• Dental services (non-emergency)*
• Eyeglasses and appliances
• �Gastric bypass surgery and 

services/bariatric surgery

• Genetic testing and counseling
• Infertility treatment
• Long-term care
• Organ transplants
• Sexual reassignment surgery
• Travel immunizations
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To keep getting services provided by HealthPAC you must renew your application for the program 
every twelve months. This means that every year, you have to show proof of income and if you’ve 
moved, you have to also show proof of residence (where you live).

You can renew your application in HealthPAC at your Medical Home.  

If you move, be sure to call HealthPAC Customer Service right away at 1-877-879-9633. 

The Renewal Month on your HealthPAC ID Card tells you when you have to renew your application 
for HealthPAC. You can renew your application up to 2 months before your Renewal Month. 

For example: If your Renewal Month is March, you have until the end of March to renew your 
HealthPAC application. You can renew your application as early as January.

You can renew your application at your Medical Home or by calling HealthPAC Customer Service at 
1-877-879-9633.

It is your responsibility to make sure that you renew before your enrollment period ends each year. 
If you don’t renew each year, you could be disenrolled from HealthPAC.

You will be disenrolled from HealthPAC if you:

• Move outside of Alameda County 
• Become eligible for full-scope Medi-Cal 
• Are found to have made untrue statements in your application or renewal materials 
• Abuse the program

You may be disenrolled from HealthPAC or your enrollment status may change if you:

• Obtain health insurance 
• �Become eligible for government-sponsored health insurance such as share-of-cost  

Medi-Cal or Medicare

Participation in HealthPAC is based on the availability of funding from Alameda County. Program 
rules, including who can enroll, what services are included, the cost of participation, the availability of 
various Medical Homes, and the cost of health care services may change without notice as deemed 
appropriate by the County. Should changes to eligibility, fees, or services occur, program participants 
will be notified once a year.

If you have a complaint or problem with the program or the health care you get, try talking about it with 
someone at your Medical Home when it happens. This may be the best way to fix the problem quickly. 

If you still haven’t reached a solution, you can call HealthPAC Customer Service at 
1-877-879-9633 for help. Or you can write a letter and send it to:

Attn: HealthPAC Grievances & Appeals  
Alameda County Health Care Services Agency 
1000 San Leandro Blvd, Suite 300 
San Leandro, CA 94577

As a HealthPAC Participant you have the right to make a complaint. This is also called filing an appeal or 
a grievance. This is when you call or write a letter to tell HealthPAC about your problem or complaint (also 
called an appeal or grievance). HealthPAC Customer Service can help you with this process. 

An appeal is when you ask for an “action” to be reviewed. Actions are:

• A denial, termination or reduction of eligibility for HealthPAC
• A denial or limited authorization of a requested service 
• A reduction, suspension, or termination of a previously authorized service 
• A failure to provide services in a timely manner 
• A failure of HealthPAC or the State to act within the timeframes for grievances and appeals

Anything other than an appeal is usually called a grievance. 

If something happens and you want to file a grievance or appeal, you have forty-five (45) days to file 
a grievance or appeal with HealthPAC. 

Once you call or write a letter to HealthPAC about your grievance or appeal, HealthPAC will send you 
a letter to tell you that we got your grievance or appeal. HealthPAC will then have sixty (60) days to 
resolve your grievance or appeal and send you a response. 

If you need an answer to your appeal faster because of your health condition, you can ask for an 
expedited appeal. This means that HealthPAC will get back to you with an answer within three (3) 
business days after you file your appeal. 

If HealthPAC needs more information from you or your provider, the timelines above can be extended 
by up to fourteen (14) days as long as it is in your best interest. 

If you have filed your appeal and you are not happy with the result, you may be able to request a 
State Fair Hearing. Please call HealthPAC Customer Service to find out if you have the right to ask 
for a State Fair Hearing. A State Fair Hearing is when your case is heard by an Administrative Law 
Judge who listens to both sides and makes a decision. This is NOT a court hearing.

You won’t be dropped from HealthPAC for filing an appeal or grievance or requesting a State Fair Hearing.
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