
January 2025

Aetna 101
Lunch & Learn



www.shpnc.org      | 2

Lunch & Learn: Aetna 101
Quick Reminders

• New Aetna Member ID
• Your new Aetna member ID is now a 12-character ID, which includes letters and/or 

numbers and begins with the letter ‘N’ (for example, NCHG90744201). The previous 
member ID was 10 characters in length. 

• If you have questions about your new ID, you can call Aetna Health Concierge at 
833-690-1037 (TTY: 711), Monday through Friday, 8 AM to 5 PM ET. 

• Notice of Creditable Coverage
• Members may have received, or may be receiving, a Notice of Creditable Coverage 

in the mail from Blue Cross NC. This is informational only and no action is required 
from members. This is a required notice given that Blue Cross NC is no longer the 
Plan’s third-party administrator.

• The State Health Plan website (www.shpnc.org) is the hub of information you need 
regarding your benefits!
• Benefits Booklets
• Plan Comparisons
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Accessing the Member Portal
• Aetna Health Website & App
• Manage your Plan
• View Claims 
• Connect to Care
• Improve your health
• Registering for the Member Portal

Member Programs
• Aetna Health Concierge
• 24 Hour Nurse Line
• Teladoc
• LifeMart
• Lifestyle and Condition Coaching

Helpful Hints
• Accessing your ID card
• How to Download the Aetna Health App
• Important Phone Numbers



Take charge of your health care
With the Aetna® member website and Aetna Health℠ app 

Visit Aetna.com. Download the app.

Find everything you need, all in one place
Set up your account to manage your benefits and 
more at home or on the go. Manage your plan 

• Check your plan summary 
to see what’s covered. 

• Track your spending and 
understand your progress 
toward meeting your 
deductibles.

• Access your digital ID card 
anytime.

Connect to care
• Use the robust Find a Provider tool 

to find quality in-network 
providers. 

• Get cost estimates before getting 
care. 

View claims
• Check up to two years of 

claims.

Improve your health
• Get personalized reminders.



Manage Your Plan

• Check your plan summary to see 
what’s covered.

• Track your spending and 
understand your progress toward 
meeting your deductible.

• Access your digital ID card 
anytime. 



View Claims

Check up to two 
years of claims.



Connect to Care

Find quality 
in-network 
providers.

Find cost 
estimates 

before 
getting 
care.



Improve your Health
Get 

personalized 
reminders.



How to Register for the Member Portal
Visit the State Health Plan website at www.shpnc.org and click eBenefits at the top of the landing page. 



How to Register for the Member Portal
After you’ve logged into eBenefits, click on “Aetna Member Portal” under the “Quick Links” section.



How to Register for the  Member Portal
Click on “Create Account” 



How to Register for the  Member Portal



Elevating 
your service experience

Aetna Health Concierge

Customer service

Our core commitment 
to every member

Locates providers

Estimates costs

Provides benefits education

Shares clinical alerts

Offers real-time claims assistance

Uses predictive analytics to reach 
out to members proactively

Aetna Health Concierge

Our core commitment plus 
personal member connections

Communicates key customer initiatives  

Completes extensive training including 
soft skills and motivational interviewing 

Dedicated toll-free number

Engages in customer culture training

Helps schedule doctor visits

Makes warm transfers 

Offers welcome and overview of services 
for first-time callers

Participates via webchat

Provides guidance on both Aetna® and non-Aetna programs

Shares direct phone number with members

1-833-690-
1037
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24-Hour Nurse Line
Health information 
is a phone call away
• Get information on a wide range 

of health and wellness topics

• Make better health care decisions

• Find out more about a medical test or 
procedure

• Get help preparing for a visit to 
your doctor

• Receive emails with links to videos 
related to your question or topic

of members said the 
24-Hour Nurse Line 
helped them make 
a better health 
care decision1

96% 
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1-800-556-
1555 

(TTY: 711)

1 24-Hour Nurse Line Member Satisfaction Survey. October 2019.



How to access 24-Hour Nurse Line
Log into eBenefits on SHPNC.org and click on Quick Links on the lefthand side of the screen. 

Select Aetna Member Portal, and select the “Support tab” and then click on “Contact us”



How to Access Teladoc
Log into eBenefits on SHPNC.org and click on Quick Links on the lefthand side of the screen. 

Select Aetna Member Portal, and then Select “Find Care & Pricing” , then “Quick Care”.



How to Access Teladoc
Click on Plan a Visit under the Teladoc section. You will be taken to the Teladoc website where you will need to register 

for services. 



How to Access LifeMart
Log into eBenefits on SHPNC.org and click on Quick Links on the lefthand side of the screen. 

Select Aetna Member Portal, and click on “Health & Wellness” and choose “Health & Wellness Discounts” on the 
drop-down menu.



How to Access LifeMart
• Select any of the discounts you’d like to learn more about! 

• You will need to register
with LifeMart to receive discounts and participate in the programs.

• You can also download the LifeMart app!



How to Access Lifestyle and Condition Coaching Programs
Log into eBenefits on SHPNC.org and click on Quick Links on the lefthand side of the screen. 
Select Aetna Member Portal, and then Select “Health & Wellness” at the top of the homepage.



How to Access Lifestyle and Condition Coaching Programs
Select “Condition Management Programs” and then proceed through the enrollment process for the program in 

which you would like to participate.



Helpful Hints

There are a couple of ways to get your 
ID card!



How to Download the Aetna Health App

Scan the QR Code

to download the Aetna 
Health app. 

OR Text “AETNA” to 90156 
to receive a download link. 

Message and data rates 
may apply. 



Important Phone Numbers
Aetna Health Concierge: 

1-833-690-1037

Eligibility and Enrollment Support Center:

1-855-859-0966 

CVS CareMark (Pharmacy):

1-888-321-3124 

24 Hour Nurse Line:

1-800-566-1555 (TTY: 711)
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Engage with YOUR State Health Plan
It’s important to stay informed all year round!

To ensure you receive information from the State Health Plan:
 Make sure you have your correct address, email address and 

phone number in eBenefits, the Plan’s enrollment system, which 
you can access on the Plan’s website at www.shpnc.org.

 Make sure your employer has the correct address as well. 
 If you are a retiree, your address needs to be current in ORBIT 

and eBenefits as both systems do not coordinate.
 Sign up for the Plan’s monthly e-newsletter, Member Focus, on 

the Plan’s website at www.shpnc.org.
 Follow the Plan on Facebook!
 Follow the Plan on Instagram! 

nchealthplan

facebook.com/SHPNC/



This presentation is for general information purposes only. If it conflicts with federal or 
state law, State Health Plan policy or your benefits booklet, those sources will control. 

Please be advised that while we make every effort to ensure that the information we provide 
is up to date, it may not be updated in time to reflect a recent change in law or policy.

To ensure the accuracy of, and to prevent the undue reliance on, this information, 
we advise that the content of this material, in its entirety, or any portion thereof, should not 

be reproduced or broadcast without the express written permission of the State Health Plan.
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