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News and trauma: 
Information overload can trigger 
stress or fear just like a traumatic 
event 

Traumatic events affect people in different ways. You may begin to feel the 
effects soon after the event, or a few days or weeks later. Responses to 
trauma or repeatedly hearing news or information that cause fear or stress 
can last for weeks. 

Remember that these responses are normal. They can have an impact 
on people in the medical profession, friends and relatives. Traumatic 
events also can impact people who are not directly involved, but who see 
coverage of it on television or social media. 

Common reactions to this type of trauma can vary. They may include: 
• Fear, anxiety or depression 
• Nausea, dizziness, changes in appetite or sleep patterns 
• Withdrawal from daily activities 
• Symptoms of avoidance, including staying away from places related 
to the trauma or feeling detached 

• Emotional outbursts or being easily startled 
• Mood shifts or confusion 
• Lack of concentration, not feeling like “yourself” 

Here are ways to cope: 
• Understand that these reactions are normal, especially soon after 
the traumatic event 

• Keep up a routine 
• Exercise, try to relax and be kind to yourself 
• Allow yourself to feel bad, but recognize that some things are 
beyond your control 

• Reach out to family, friends and your faith community for support. 
• Talk about your feelings and what you’re experiencing 
• Try to face your fears and try not to shy away from situations, 
people and places that may remind you of the trauma 

• Seek trained help if you feel you need it by reaching out to a crisis 
line or mental health center 

Remember, Mercy Care has a dedicated crisis hotline at 1-800-631-1314 or 
602-222-9444. It’s available 24 hours a day, 7 days a week, to anyone who 
is in crisis or who just needs to talk. 

COVID-19: A few Mercy Care updates 
and links to FAQs 
We want you to know that Mercy Care is monitoring all the latest news 
with the coronavirus, which is also called COVID‑19. We’re making sure 
that providers who are serving you and your loved ones have plans in place 
to make sure you continue to get the care and support you need. 

We’re working to reduce the risk of spreading the virus so we’re also taking 
some precautions: 

• We’re not accepting visitors at any of our offices at this time. We’ll let 
you know when that changes. If you need something, you can always 
reach out to Mercy Care RBHA Member Services at 602‑586‑1841 or 
1‑800‑564‑5465 (TTY/TDD 711), 24/7. 

• We’re also postponing some community meetings and events, such 
as the Adult Community Care meeting and the GPS: Navigating Life in 
Transition event. 

• We’ll be posting updates on our social media. You can look for us on 
Facebook, Instagram and Twitter using the @MercyCareAZ handle. 

You should also know that state health care agencies are working to track 
and combat this new virus. Health care professionals and scientists are 
working every day to learn more about COVID‑19. There are still questions, 
and they’re working on getting answers. 

No doubt you have a lot of questions, too. That makes sense. Mercy Care 
wants you to know how to stay healthy, to understand what the risks are 
and how to avoid those risks. 

You can keep yourself informed. Just make sure you get your information 
from reliable sources.   

If you have questions about COVID‑19, you can visit the following websites 
for reliable information. 

211 
www.211arizona.org 

Arizona Together 
www.arizonatogether.org 

Arizona Department of Health Services (ADHS) 
www.azhealth.gov/covid19 

Centers for Disease Control and Prevention (CDC) 
www.cdc.gov/coronavirus/ 

Arizona Health Care Cost Containment System (AHCCCS) 
http://bit.ly/AHCCCS_Covid 

Behavioral Health Crisis Line 
If you or a loved one are facing a behavioral health crisis, you can 
call the crisis line 24 hours day, 7 days a week for crisis intervention, 
support and referrals. 
You should always call 911 in life threatening situations. 
602-222-9444 or 1-800-631-1314 (toll‑free) 
TTY: 602-274-3360 or 800-327-9254 
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Health and wellness beyond physical and mental health care
Health and wellness is about more than just making sure you get to 
your doctor’s appointments. It’s about more than just taking all your 
medications. There are social factors, too, that play a big part in your well‑
being. 
You might hear some people call these “social determinants of health.” 
Some of those include education, employment and social support 
networks. 
Here are some resources that can help: 
2-1-1 Arizona 
You can find information about employment and family services, food, 
clothing and shelter, and how to get help if you’re experiencing domestic 
violence. Go to www.211arizona.org or call 211. 

Substance Abuse and Mental Health Services Administration (SAMHSA) 
You can locate sites for HIV testing, mental health and substance use 
treatment. Go to www.samhsa.gov/find-treatment or call 1-877-726-
4727. 

Health-e-Arizona 
You can apply for Medicaid or see if you’re eligible for other coverage, 
benefits or services. Go to www.healthearizonaplus.gov.

Arizona @ Work  
You can get help finding a job. Go to www.arizonaatwork.com.

Is this an emergency? 
Sometimes, we all need help making decisions about our health. One 
minute everything’s fine, and the next minute, you may be injured or not 
feeling well. How do you know when it’s best to see your primary care 
provider? Or, when you should go to a walk‑in clinic or an urgent care 
center? Or, when you should go to the emergency room? If you know your 
options in advance, it can help you make the best decision. 
If you’re thinking of hurting yourself or someone else, you can call the 
Crisis Line at 602-222-9444. They’re available 24 hours a day, 7 days a 
week. 
You can go to many walk‑in clinics and urgent care centers seven days a 
week. You can also go during nights, weekends and holidays. They don’t 
often require you to make an appointment. That makes visiting them 
easier. It also saves you a trip to the ER. 

Urgent care 
This is when you need care today, or within the next couple of days, but 
aren’t in danger of lasting harm or of losing your life. For example: 
• Bad sore throat or earache
• A cut that may need stitches
• Migraine headaches
• Medication refill or request
• Flu
• Back pain
• Sprains

What to do 
Call your doctor before going to an urgent care center. You can find the 
urgent care center closest to you online at www.mercycareaz.org/find-a-
provider. You can also call Member Services for help at 602-586-1841 or 
1-800-564-5465; TTY/TDD 711. 
If it’s late at night or on the weekends, your doctor has an answering 
service that’ll get your message to your doctor. Your doctor will call you 
back and tell you what to do. You 
shouldn’t go to the emergency room 
for urgent/sick care. 

Emergency care
This is when you have a serious 
medical condition and are in danger 
of lasting harm or the loss of your 
life. 
For example: 
• Poisoning
• Overdose
• Car accident
• Convulsions
• Sudden chest pains/heart attack
• Deep cuts
• Broken bones
• Serious burns
• Trouble breathing
• Very bad bleeding, especially if
you’re pregnant

• Signs of stroke (numbness/
weakness in face, arm or leg
weakness, trouble seeing with
one or both eyes)

• Migraine headaches

What to do 
Call 911 or go to the nearest 
emergency room. You don’t have to 
call your doctor or health plan first. 
You don’t need prior authorization to 
call 911. If you can, show them your 
health plan ID card and ask them to 
call your doctor. 

Virtual provider visits during the 
COVID-19 emergency 
Mercy Care understands your concerns and that you might have questions. 
First, call your primary care provider if you are feeling sick – it’s very likely 
that they can resolve your question over the phone, or with a remote visit. 
If you had a routine visit already scheduled with your provider, it is likely 
that they will re‑schedule that visit until the COVID‑19 emergency status 
has been lifted. Call your provider to confirm whether your appointment 
has been cancelled. 
Your primary care provider may be able to coordinate home monitoring if 
you require it. Ask them when you call.  
Your pharmacy may be able to deliver your prescriptions to your home. 
If your pharmacy does not deliver, we have a list of pharmacies online at 
www.mercycareaz.org/find-a-provider. 
If your provider doesn’t offer remote visits or phone consultation as 
an option, we have a number of other practices that can take your call. 
We have practices who can help with a wide variety of member health 
concerns, from pediatrics to behavioral health care and counseling. 
Mercy Care also has provider practices that are able to provide urgent 
care in your home, once you’ve answered some pre‑screening questions. 
Contact them using the information below. 

• Dispatch Health: Call 480-295-4490 or visit dispatchhealth.com.
• Scottsdale Physicians Group (SPG): Call 480-268-2670 any time. (If you
call between 5 p.m. and 8 a.m., you’ll reach the answering service and
they will contact the provider on call.)

To see a list of our other telemedicine/telehealth providers, visit our online 
directory at www.mercycareaz.org/find-a-provider. 
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of the coronavirus disease (COVID-19) 

•• 
Know the symptoms: coughing, 
fever, shortness of breath. 

Wash your hands often with soap 
and water or use a hand sanitizer 
that contains at least 60% alcohol. 

Cover your mouth and nose with a 
tissue when you cough or sneeze, or 
use the inside of your elbow. Throw 
tissues in the trash. 

Clean and disinfect frequently 
touched surfaces daily, including 
tables, doorknobs, countertops, 
desks, phones and keyboards. 

Call your health care provider if you 
have symptoms. Let them know you 
may have the virus. 

Don't: 
Touch your eyes, nose and 
mouth with unwashed hands. 

Spend time with people who 
are sick. 

Go out in public if you're sick 
unless it's to get medical care. 

Wear a face mask unless 
you're sick. 

Share household items, 
like dishes, drinking glasses, 

eating utensils, towels or 
bedding, with other people 
if you're sick. 

Source: Centers for Disease Control and Prevention 
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Using medication to treat substance use disorders/ opioid addiction with 
medications 
Do you know MAT?
MAT stands for medication‑assisted treatment. It involves using approved medicines and behavioral therapies, like counseling, to treat substance use 
disorders. Those medications are methadone, buprenorphine and naltrexone. 

Get to Know MAT 
When people abuse opioids, their bodies can become addicted or dependent on them. If they don’t have opioids in their system, they can feel opioid 
withdrawal. The symptoms of opioid withdrawal can include diarrhea, abdominal cramping, nausea, vomiting, rapid heartbeat and intense cravings. 
When you’re ready to get connected to MAT, these medications can help in your recovery from opioid dependence. 
• Methadone comes in a liquid dose. It may provide better control of withdrawal symptoms and cravings for long‑term opioid users.
• Buprenorphine reduces cravings from opioids. It can come in a pill form, cheek film or 6‑month implant under the skin.
• Naltrexone, which can be taken as a daily pill or monthly injection, works a little differently. If a person on naltrexone starts abusing opioids again, the
naltrexone blocks the “high” and sedative effects.

MAT can support you
Your relationship with MAT will be about more than just meds. As part of your care, you’ll get behavioral therapy such as counseling. Some of our  
providers have sites called MAT 24/7 Access Points.
Mercy Care contracts with over 35 different opioid treatment programs. They’re ready to introduce you to MAT. They can show you how MAT can get you 
started on a path to recovery, health and wellness.
For locations near you, visit DoYouKnowMAT.com.

What if I’m not ready?
We get it. People move through recovery differently. Not everyone is ready for MAT. But know that Mercy Care contracts with over 57 different providers 
that offer other treatment options to support your recovery. When you’re ready, we’ll be here. We can connect you to MAT or whatever treatment and 
support is right for you. 

Remember these steps if someone 
overdoses on opioids. 
Step 1 
Call for help (dial 911). 
Step 2 
Check for signs of opioid overdose. 
• You can’t wake someone up by calling to them or rubbing their
chest bone.

• Shallow breathing, a slow heartbeat or making a choking sound
(death rattle).

• Lips or fingernails are turning blue/purple.
• Extremely small “pinpoint” pupils.
Step 3
Support the person’s breathing.
• If oxygen isn’t available, rescue breathing (mouth‑to‑mouth
resuscitation) can be very effective.

Step 4 
Monitor while waiting for help. 
• Monitor the person’s response and breathing until emergency
help arrives.

Step 5 
Give the person Naloxone, a drug that can reverse the effects of an 
overdose. You can access Naloxone in your community at Sonoran 
Prevention Works at no cost by calling or texting 480-442-7086. 

Do I need insurance to get involved with MAT?
Not necessarily. 
If you’re on an Arizona Health Care Cost Containment System (AHCCCS), or 
Medicaid, health plan, like Mercy Care, you can get MAT services at no cost 
to you. 
If you aren’t eligible for Medicaid, or if your private insurance doesn’t 
cover MAT services, that shouldn’t stop you from reaching out for MAT. 
Mercy Care receives Substance Abuse Block Grant (SABG) funds to 
make sure people who are uninsured or underinsured can still get MAT 
services. You can find a list of Mercy Care providers with SABG funding at 
DoYouKnowMAT.com. 
Until you’re ready, we want you and your loved ones to stay safe. 
•Don’t share or reuse needles and don’t mix drugs.
•Get medical attention if you feel unwell (physically or mentally).

Lowering risk of chronic illness
Chronic illnesses are the most easily preventable of all health problems 
These unhealthy behaviors can cause chronic illness: 
• Lack of activity
• Poor nutrition
• Smoking
• Drinking large amounts of alcohol

You can lower your risk of chronic illness by doing the following: 
• Increasing exercise
• Eating healthy
• Quitting smoking
• Limiting alcohol
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Measuring cultural competency 
We’re committed to our members and their care. It’s very important to 
us. That’s why we spend a lot of time and effort making sure cultural 
competency is part of everything we do. This means being respectful to 
your beliefs and your culture. It also means understanding your language 
needs. 

We require our providers to support members with culturally sensitive 
services. They use the Culturally and Linguistically Appropriate Services 
(CLAS) standards as a guide. These standards make sure that services are 
respectful to your culture and language needs. 

We have two departments at Mercy Care that keep an eye on how 
providers are doing. They are Cultural Competency and Quality 
Management. They offer support to providers. They make sure members 
are getting services in the right way. And that helps to make sure we are 
always improving services sensitive to your culture and way of life. 

Vaccines help keep you healthy 
It’s important for individuals to stay up‑to‑date on their vaccinations. The 
vaccines you received as a child may wear off as you get older. Getting 
vaccinated throughout your adult life will help you stay healthy. That’s why 
it is important to stay current with all of your vaccines. 
For young adults, it’s important to protect yourself against diseases. For 
that age group, the Centers for Disease Control and Prevention (CDC) say 
it’s important to get vaccinations for these diseases: 
• Flu 
• Whooping cough 
• Tetanus 
• HPV (human papillomavirus) 
• Measles, mumps, rubella 
• Chicken pox 

You and your doctor can discuss this over the phone or online. 
When the COVID‑19 emergency status passes, you can call Mercy Care 
RBHA Member Services. We can help you schedule an appointment. We 
can also help you get a ride to your appointment. You can call us at 602-
586-1841 or 1-800-564-5465; (TTY/TDD) 711. 

Get information about Medicare 
prescription drug coverage (Part D) 
Medicare prescription drug coverage is an optional benefit offered to 
everyone who has Medicare. You can go to www.medicare.gov/drug‑
coverage‑part‑d to learn more about prescription drug coverage and get 
tips for making the right choices for you. 
You can learn about: 
• How to get prescription drug coverage 
• What Medicare Part D drug plans cover 
• Costs for Medicare drug coverage 
• How Part D works with other insurance 

Community resources 
WIC 
WIC (Women, Infants & Children) offers healthy foods for moms and  
their babies. You can learn how to cook healthy meals and get help with  
breastfeeding. Call 1-800-252-5942 to apply for these free services or visit  
www.azdhs.gov/azwic. 
La Leche League of Arizona
La Leche League gives free support for women who choose to breastfeed  
through the Valley Help Line and monthly support groups. They can be  
reached at 602-234-1956 or 1-800-525-3243, or online at www.lllofaz.org. 
ADHS Pregnancy and Breastfeeding Hotline
A 24‑hour, 7 days a week hotline answered by an International Board  
Certified Lactation Consultant RN, just call 1-800-833-4642. 
Strong Families AZ is a network of free home visiting programs that helps  
families raise healthy children ready to succeed in school and life. The  
programs focus on pregnant woman and families with children birth to age  
5. Visit https://strongfamiliesaz.com/ to find programs in your area. 
Nurse-Family Partnership
Offers help for first‑time mothers who are less than 28‑weeks pregnant in  
Maricopa or Pima counties. A specially trained nurse will visit you in your  
home to help you have a healthier pregnancy, and can continue to visit  
until your baby is 2 years old. This is at no cost to you. Call 602-224-1740 or  
online at www.nursefamilypartnership.org/locations/Arizona 
SNAP (Supplemental Nutrition Assistance Program)
Nutrition Assistance supports families to prevent under‑nutrition in Arizona.  
1-855-432-7587 
https://des.az.gov/services/basic-needs/food-assistance 
ADHS Health Start 
The Health Start program utilizes community health workers to provide  
education, support, and advocacy services to pregnant and postpartum  
women and their families in targeted communities across the state. 
602-542-1025 
www.azdhs.gov/prevention/womens-childrens-health/womens-health/
index.php#health-start-home 
CPLC Parenting Arizona
CPLC Parenting Arizona offers positive parenting education to all Arizona  
families by empowering parents with the skills to raise healthy and  
successful children. For more information, call 602-248-0428 or online at  
www.parentingaz.org. 
text4baby
text4baby is a free text message service that sends you important  
information about prenatal care, safety and your baby’s growth. To sign up,  
text “Baby” to 511411. Enter your baby’s due date and your zip code. And  
then wait for your texts. You can also sign up online at www.text4baby.org. 

Mercy Care
4755 S. 44th Place, Phoenix, AZ 85040 
Contract services are funded under contract with AHCCCS. This is  
general health information and should not replace the advice or care  
you get from your provider. Always ask your provider about your own  
health care needs.
Mercy Care is administered by Aetna Medicaid Administrators, LLC, an 
Aetna company. 

/MercyCareAZ 

@MercyCareAZ 

@MercyCareAZ 

Call Mercy Care RBHA Member Services at 602-586-1841 or 
1-800-564-5465; (TTY/TDD 711). We’re available 24 hours a day, 7 days 
a week. 24‑hour nurse line: 602-586-1841 or 1-800-564-5465. 
www.MercyCareAZ.org 
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