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FIRST HEALTH

We’re Adding Behavioral Health
Providers to the First Health Network

We’re continually working to enhance our First Health network to give members greater access and lower
costs. One of the ways we’re doing this is through our behavioral health provider initiative.

We have a two-year strategy, which began in 2018, to get the level of behavioral health participation to where
we want it to be. Thomas Hicks, network manager, is responsible for managing the initiative and ensuring that
our strategy remains on target and effective.

First, we analyzed the network to identify what types of providers were needed and in what areas of the
country. With that information in hand, our focus includes:

e Over 600 non-par providers nationwide with billed charges of $100K or greater
e Specific markets, including southern California, Florida, New Jersey, Texas and Utah
e Integrate First Health into enterprise behavioral health and other local market agreements

You should already be seeing the results in the network. In 2018, we added 81 previously non-par providers
representing over $41M in billed charges. We also integrated First Health into 755 enterprise behavioral health
contracts. And most providers are on a fixed rate schedule, not a percentage of billed charges.

We're excited to continue this initiative in 2019 and bring you even more behavioral health providers. We're
using some new tools to reach a larger number of prospects and bring them on more quickly. You can also
nominate a non-participating provider who sees your members. Simply follow the same nomination process
you use for other provider types. Check with your account executive if you have questions on that process.
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FIRST HEALTH

Meet the First Health Team

Thomas Hicks
Network Manager

Thomas Hicks (Tom) joined First Health in February 2018 as a network
manager. He's responsible for leading our behavioral health provider
network fortification project. For more details on that initiative, check
out the article in the First Health section.

Tom’s role in the project is to identify targets that will fill network
needs, then manage the outreach to bring those providers into the
network. He employs different contact methods, including electronic
tools, standard email and telephone calls. When we have an
enterprise-level agreement with a targeted provider, he works with
our local market teams to integrate First Health into that enterprise
agreement. He also handles the client nominations for behavioral
health providers. On an ongoing basis, he monitors the target list and
runs analytics to ensure we’re adding the types of providers you need
and that they’re in the right geographic areas.

Tom served in the Marine Corps for six years before pursuing his
degrees in rehabilitation studies and counseling. He then worked for
a supportive housing program where he served the chronic, mentally
ill and homeless population before moving into managed care. Over
the last 20 years, he’s focused on provider contracting and supporting
provider relationships. Most recently, before joining First Health he
spent six years developing provider networks in expansion markets
for a California-based managed care company.

Tom’s favorite part of his role is the interaction with providers. He
enjoys working with and educating them on how to navigate the
managed care system.
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PRODUCT SPOTLIGHT

Medical
Transportation

Experienced clinical specialists
managing the complexities of
medical transportations

OVER 1,900 CASES MANAGED SINCE 2007

Medical Transportation is available 24 hours a day, 7
days a week for members who require transportation
for medical care and it is a covered benefit. The
Medical Transportation clinical care coordinators are
specialized staff dedicated to managing and
expediting transport to a location, either domestic or
international, for medical treatment. The program is
designed to bring an added level of assistance and
support to our members at a critical time. The clinical
care coordinators negotiate the aeromedical flight
costs within the guidelines of the member’s
coverage, thus maximizing benefits, and minimizing
claim risk.

Our experienced clinical care coordinators oversee
the end-to-end process of a medical transportation,
including verifying benefits and eligibility coverage,
coordinating with the discharging and admitting
facilities, and arranging travel for members and their
families. They maintain contact with all parties:

the member’s family, providers, transportation
carriers, clients and Case Management.

The Medical Transportation department is also
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available to support employer groups who offer a
travel assistance or medical tourism benefit.When
managing a case, the Medical Transportation team
facilitates the most appropriate transport that meets
the member’s needs and urgency of his condition, is
most cost effective for the client and maximizes the
coverage of the benefit plan. We coordinate the
following types of transportation:

e Emergency air ambulance

e Complex ground transport

e Medical escort

e Commercial travel assistance
e Transplant patient transport
e Bariatric coach transport

® Repatriation services

Our Medical Transportation department is
supported by staff of seven who rotate calls 24/7.
Please see page six for an introduction to two
Medical Transportation team members.

To learn more about Medical Transportation, please
contact your account executive.
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WELLNESS NEWS

Wellness Portal Updates

American Health partners with ActiveHealth® Management to provide the OUTAGE DATES
below marketing pieces to help inspire members to start making healthy

changes. Share these materials with your employees electronically or by

placing in common areas. Production Environment

The Wellness Portal
production environment

Wellness Newsletter will be unavailable during
>\ the following times for
‘% This wellness newsletter shares easy scheduled maintenance:

guidelines to a stronger, healthier heart.

— Saturday, March 9 from
4:00 p.m. until Sunday,
March 10 at 12:30 p.m. EST

— Saturday, April 6 from 4:00
Healthy Heart Handouts p.m. until Sunday, April 7 at
12:30 p.m. EST
Use these educational flyers to promote
healthy heart habits to keep your heart Quarterly Release
strong and healthy.
— Monday, April 15 from 4:00
until 9:00 p.m. EST

2019 Webinar Series
For a full list of 2019 outage

ActiveHealth has released their 2019 dates, please see the attached
Wellness Webinar Series calendar to share list.
with your team and members. A flyer to

promote the next webinar on March 19th
will be provided in the next newsletter.

The information provided by ActiveHealth Management’s health and wellness programs is general in nature. It is not meant to
replace the advice or care you get from your doctor or other health professional. If you have specific health care needs or would like
more complete health information, please see your doctor or other health care provider.

ActiveHealth and MyActiveHealth are registered or service marks of ActiveHealth Management, Inc.
© 2018 ActiveHealth Management, Inc. All Rights Reserved.
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TELADOC NEWS

MARKETING CALENDAR POLICY UPDATE

In a continued effort to encourage member

participation in our 24/7 Physician Updated Policy Regarding Multiple Same Day

Consultations program, Teladoc offers a Visits

Monthly Communication Guide to support

your efforts in communicating the benefits of Click here to view Teladoc’s updated Request a

Teladoc to your members. Visit process regarding multiple visits within
24 hours.

March: Teladoc 101

Highlight the benefits of Teladoc which
provides 24/7 access to doctors by phone

or video from anywhere. Within minutes,
members can get the care they need to start
feeling better, faster. Teladoc Registration Updates

P You’re Covered with Teladoc flyer Teladoc is updating their registration process to a
simpler, more intuitive, streamlined approach that
will help our members register more easily.

The key changes to the registration include:

Removal of “Word Wheel” or Employer
Name Selection. Teladoc will check staged
eligibility for first name, last name and DOB.
If the member is not found, they will receive
a message to contact Teladoc.
American Health Book of Business
Multiple Active Benefits Options. If
members have multiple active benefits, we
present those active groups and allow the

Year-to-date utilization member to choose.
September 1, 2018 — January 31, 2019 11.37%

January utilization 2.59%

Mobile Optimization. The full web
Annualized utilization registration process is now optimized for
September 1, 2018 — August 31, 2019 27.29% use on a mobile device.

Utilization is based on forecasted number of lives Attached is an Updated mobile and web

paid. Each month the forecasted number of lives will registration guide to help your members
be updated. receive the benefits of Teladoc.
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AMERICAN HEALTH

Meet the American Health Team

MEDICAL TRANSPORTATION TEAM MEMBERS

We wanted to state the Medical Transportation Department provides services 24/7/365. Below are two
members from this department of seven clinical care coordinators.

Michele Jeffers
Case Manager

Michele Jeffers has been with American Health since 2002. Michele worked as an oncology case manager

on the Colonial Medical team for seven years. In that position, she managed the international patients’ care

in the U.S. and Caribbean Islands. She has been working on the Medical Evacuation team for about 7 years,
assisting Lynda Davis with various types of medical emergency transportation, both domestic and international.
As a case manager, Michele contacts providers, obtains and reviews clinicals, verifies benefits, contacts air
ambulance companies and follows the flights through completion. She also covers the on-call phone during the
day and some evenings.

Maria Taylor
Case Management Coordinator

Maria Taylor is a care coordinator on the Medical Transportation team and has been with American Health

as a case manager since 2011. Care coordinators are responsible for managing flights both internationally
and domestic, 24/7, 365 days per year, including all communication and coordination of medevac needs from
initial call to arrival at the receiving facility. Coordinating a medevac requires around-the-clock emergent
collaboration and communication with the referring physician/facility and identification and coordination with
the accepting facility, as well as the aircraft.

“Each medevac case presents its own unique complexities,” Maria says. “We have an excellent team of nurses.
Plus, our vice president, Lynda Davis, is always available to assist in working through flight complexities.” Maria
adds that the medevac team provides a wonderful opportunity to impact the lives of our members. “It is very
gratifying to be able to call a member with urgent health concerns out of the country and tell them that the
aircraft is on the way.”
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KEY DATES

National Heart Disease
Awareness Month

Heart Disease Awareness month is a great time to reflect on how healthy
choices can prevent heart conditions. American Health’s Population Health
Management program works to support members with chronic diseases, such
as heart disease.

System Release Dates

Updated Release Dates: Click here to view the updated calendar for our system release dates.

UTILIZATION MANAGEMENT AND CASE MANAGEMENT

MARCH 4 MARCH 25
N Y4
Requests for new or updated Utilization Requests for new or updated Utilization
Management/Case Management letters, report logos  Management/Case Management letters, report logos
and business rules must be submitted and accepted and business rules must be submitted and accepted
by American Health by Monday, March 4 to be by American Health by Monday, March 25 to be
effective Friday, March 22. effective Friday, April 12.

WELLNESS AND DISEASE MANAGEMENT

MARCH 4 MARCH 25
N Y4
Requests for new or updated Wellness and Disease Requests for new or updated Wellness and Disease
Management letters must be submitted with final Management letters must be submitted with final
requirements to American Health by Monday, March  requirements to American Health by Monday, March
4 to be effective Monday, March 18. 25 to be effective Monday, April 1.
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2019 MyActiveHealth Outage Schedule

PRODUCTION OUTAGE

Hours EST

Description Date

Production Maintenance 03/09/2019 03/10/2019 4:00 PM 12:30 PM
Production Maintenance 04/06/2019 04/07/2019 4:00 PM 12:30 PM
Quarterly Release 04/15/2019 04/15/2019 4:00 PM 9:00 PM
Production Maintenance 05/04/2019 05/05/2019 4:00 PM 12:30 PM
Production Maintenance 06/08/2019 06/09/2019 4:00 PM 12:30 PM
Quarterly Release 07/08/2019 07/08/2019 4:00 PM 9:00 PM
Production Maintenance 07/13/2019 07/14/2019 4:00 PM 12:30 PM
Production Maintenance 08/03/2019 08/04/2019 4:00 PM 12:30 PM
Production Maintenance 09/07/2019 09/08/2019 4:00 PM 12:30 PM
Quarterly Release 09/30/2019 09/30/2019 4:00 PM 9:00 PM
Production Maintenance 10/05/2019 10/06/2019 4:00 PM 12:30 PM
Production Maintenance 11/02/2019 11/03/2019 4:00 PM 12:30 PM
Production Maintenance 12/08/2019 12/09/2019 4:00 PM 12:30 PM
Quarterly Release 12/23/2019 12/23/2019 4:00 PM 9:00 PM

© 2019 ActiveHealth Management, Inc.





		2019 MyActiveHealth Outage Schedule

		PRODUCTION OUTAGE








Category 1*
Request released

Deadline for minor release request

Friday, December 21, 2018

Friday, January 11, 2019

Monday, January 07, 2019

Friday, January 25, 2019

Monday, January 21, 2019

Friday, February 08, 2019

Monday, February 04, 2019

Friday, February 22, 2019

Monday, February 18, 2019

Friday, March 08, 2019

Monday, March 04, 2019

Friday, March 22, 2019

Monday, March 25, 2019

Friday, April 12, 2019

Monday, April 08, 2019

Friday, April 26, 2019

Monday, April 22, 2019

Friday, May 10, 2019

Monday, May 06, 2019

Friday, May 24, 2019

Friday, May 24, 2019

Friday, June 14, 2019

Monday, June 10, 2019

Friday, June 28, 2019

Friday, June 21, 2019

Friday, July 12, 2019

Monday, July 08, 2019

Friday, July 26, 2019

Monday, July 22, 2019

Friday, August 09, 2019

Monday, August 05, 2019

Friday, August 23, 2019

Friday, August 23, 2019

Friday, September 13, 2019

Monday, September 09, 2019

Friday, September 27, 2019

Monday, September 23, 2019

Friday, October 11, 2019

Monday, October 07, 2019

Friday, October 25, 2019

Monday, October 21, 2019

Friday, November 08, 2019

Monday, November 04, 2019

Friday, November 22, 2019

Thursday, November 21, 2019

Friday, December 13, 2019

Friday, December 06, 2019

Friday, December 27, 2019

*Category 1 minor requests include: UM/CM letters, report logos, business rules, automated queries, billing schedules, interface changes, etc.

In order for the request to be included in the release, you will need to submit the request and finalized requirements and obtain our approval by
the deadline noted. Please keep in mind that based on the complexity of your request, the target release date may be adjusted.

Please discuss any non-standard requests with your American Health Account Executive and/or Implementation Manager to determine the

appropriate timeline.






Category 2

Deadline for minor release request Welcome letter proofed/released week of:
Friday, December 21, 2018 Monday, January 07, 2019
Monday, January 07, 2019 Tuesday, January 22, 2019
Monday, January 21, 2019 Monday, February 04, 2019
Monday, February 04, 2019 Monday, February 18, 2019
Monday, February 18, 2019 Monday, March 04, 2019
Monday, March 04, 2019 Monday, March 18, 2019
Monday, March 25, 2019 Monday, April 01, 2019
Monday, April 08, 2019 Monday, April 15, 2019
Monday, April 22, 2019 Monday, May 06, 2019
Monday, May 06, 2019 Monday, May 20, 2019
Friday, May 24, 2019 Monday, June 03, 2019
Monday, June 10, 2019 Monday, June 17, 2019
Friday 6/21/19 Monday, July 01, 2019
Monday, July 08, 2019 Monday, July 15, 2019
Monday 7/22/19 Monday,August 5, 2019
Monday, August 05, 2019 Monday, August 19, 2019
Friday, August 23, 2019 Monday, September 9, 2019
Monday, September 09, 2019 Monday, September 23, 2019
Monday, September 23, 2019 Monday, October 7, 2019
Monday, October 07, 2019 Monday, October 21, 2019
Monday, October 21, 2019 Monday, November 4, 2019
Monday, November 04, 2019 Monday, November 18, 2019
Thursday, November 21, 2019 Monday, December 2, 2019
Friday, December 06, 2019 Monday, December 16, 2019

*Category 2 minor requests include PHM letters (which includes Wellness, Disease Management, and year-two
letters)

In order for the request to be included in the release, you will need to submit the request and finalized requirements
and obtain our approval by the deadline noted. Please keep in mind that based on the complexity of your request, the
target release date may be adjusted.

Please discuss any non-standard requests with your American Health Account Executive and/or Implementation
Manager to determine the appropriate timeline.
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ActiveYou

ActiveHealth® Management: Tips for well-being
February 2019

February is heart month!

Do you want to keep your heart healthy but don’t
know how to start? Keep it easy with these guidelines.
A stronger, healthier heart is on the way!

Choose a healthy lifestyle
Put your health first. Eat well, exercise often and drink lots of water. Every small change adds

up.

Get regular checkups
Your health care provider may run tests to measure your blood pressure and cholesterol. Along
with lifestyle changes, they may also recommend medicine to keep it all in check.

Say farewell to unhealthy fats
Avoid foods high in saturated fat and trans fat. We're looking at you, ice cream and cake! Seek
out the healthier, unsaturated fats in avocados and nuts.

If you smoke, quit

Smoking can increase your risk of heart disease. It's time to quit. Ask your health care provider,
friends, and family for help. You’re not alone. You can do this.

Walking for a healthy heart

Physical activity, like walking, increases your: U pco m I ng
e Heartrate eVe ntS

e Strengthens your heart, and
e Increases blood circulation through your body.

Wellness Webinar Series

This can bring more oxygen and nutrients to your
organs.

Exercise also:

Increases your lungs’ ability to take in oxygen
Lowers blood pressure

Helps to reduce body fat, and

Improves blood sugar and cholesterol levels.

Stay motivated by walking with family, friends or
coworkers. Be sure to check with your health care
provider before you begin any new exercise routine.

)

“Road to wellness: Know your numbers”
March 19, 2019

10:00 am, 12:30 pm and 4:30 pm ET
http://go.activehealth.com/
wellness-webinars




http://go.activehealth.com/wellness-webinars

http://go.activehealth.com/wellness-webinars



M hak
ango shake QCoach’s corner

Try this easy shake for a flavor-

filled, heart healthy drink. Meet Nakia, a nurse who has worked in a variety
) of fields, including pediatrics, oncology, and

Ingredients orthopedics. As a health coach, she’s passionate

2 cups low-fat (1%) milk about helping people achieve their personal

4 tablespoons frozen mango juice (or 1 fresh health goals. - R

pitted mango)

1 small banana Nakia’s tips for controlling s

2 ice cubes blood pressure:

Put all ingredients into a blender. Blend until

When blood pressure is high, it can damage your
foamy. Serve immediately.

blood vessels, heart, and kidneys. This can lead to

. a heart attack or stroke, as well as other issues.
Variations: Instead of mangos, try orange,

papaya, or strawberries. Here’s what you can do to keep it under control:

e [f you're on medicine, take it as
prescribed.

e Reduce your sodium (salt) intake.

e Stay active, but check with your health
care provider before you begin any new
activities.

e Practice stress management.

e Monitor your blood pressure and know
your baseline numbers.

Check out
MyActiveHealth

MyActiveHealth is a digital gateway to help you
manage your health and well-being. Best of all, it’s
designed around you. You choose your goals, and
you set the pace. And, it’s easy and fun to use.

You'll find many items, such as a health assessment,
online learning tools, healthy recipes, and more!

Sign up or visit myactivehealth.com today!

Source: Delicious Heart Healthy Latino Recipes from the National Heart, Lung, and Blood % o
Institute. Retrieved January 24, 2019, from: Act Ive I |e a t

https://www.nhlbi.nih.qgov/files/docs/public/heart/sp recip.pdf. MANAGEMENT.

The information provided by ActiveHealth Management’s health and wellness programs is general in nature. It is not meant to replace the advice or care
you get from your doctor or other health professional. If you have specific health care needs or would like more complete health information, please see
your doctor or other health care provider.

ActiveHealth and MyActiveHealth are registered or service marks of ActiveHealth Management, Inc. 2/2019
© 2019 ActiveHealth Management, Inc. All Rights Reserved.
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EATING FOR A HEALTHY HEART
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Love your heart

Small steps count

To take good care of your heart, one of the most important things you can do is eat a
heart-healthy diet. It may seem obvious. But doing so can help stop or even reverse
heart disease.

At first, it may feel like there is a lot to learn. But you don’t have to make these changes all
at once. Start with small steps. Over time, a number of small changes can add up to a big
difference in your heart health.

N/ Make healthy a habit

It's easy to fit in fruits and vegetables at every meal. Fresh, frozen, canned
and dried all count.
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Tips for a
healthy heart

Focus on these lifestyle changes to keep your heart strong and healthy.

Fill your plate with color.

Eat a variety of fruits and
vegetables in colors like dark
green, deep orange and yellow.

................................................................

Eat fish at least two times a week.
Oily fish containing omega-3 fatty
acids, like salmon, mackerel and lake
trout, are best for your heart.

................................................................

Choose healthy fats.

Unsaturated fats, like olive, canola,
corn and sunflower oils, are part of a
heart-healthy diet.

.
...............................................................

Cut back on sugar.

Limit drinks and foods with added
sugars, as they're high in calories
and low in nutrients.

Try a variety of grains.

Include whole-grain foods filled
with fiber and nutrients, like oats,
whole wheat bread and brown rice.

..................................................

Limit salt to lower blood pressure.
Aim to eat less than 2,300 mg of
sodium daily, or as low as 1,500 mg if
you already have high blood pressure.

..................................................

If you drink alcohol, drink only a little.
Even if you drink in moderation,
consider cutting back to one drink a
day (women) or two (men).

..................................................

Limit saturated fat.

Choose foods like lean meats,
fish, vegetables, beans, nuts
and nonfat or low-fat dairy.

““ActiveHealth

MANAGEMENT.

Copyrighted material adapted with permission from Healthwise, Incorporated. This information is not intended to replace the advice of a doctor. ActiveHealth® Management
and Healthwise are not responsible for the decisions you make based on this information. If you have specific health care needs or would like more complete health

information, please see your doctor or other health care provider. © 2019 ActiveHealth Management, Inc.

ActiveHealth and MyActiveHealth are registered or service marks of ActiveHealth Management, Inc. © 2019 ActiveHealth Management, Inc. All Rights Reserved. 2/2019
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ActiveHealth

MANAGEMENT.

LIVING WELL (Y

2019 Wellness Webinar Series

Ready to make a few healthy changes this year? You can do it, and ActiveHealth®
Management can help! Check out our Wellness Webinar Series and see how you

can live well and feel better in 2019!

Webinars last about 45 minutes, and are offered three times a day:
10 AM ET, 12:30 PM ET, and 4:30 PM ET. Question and answer sessions are included.

January 15 March 19

Total health, total you Road to wellness:

Know your numbers

Most of us don't realize how Why are your biometric
many different things affect numbers important? What's
our well-being. It's not just an ideal range? Learn more
what we eat or how much we about these numbers and
exercise. Well-being also how you can manage your
includes our jobs, money risk for conditions like
concerns, and family. Learn diabetes and heart disease.

how to focus on all these
areas and achieve greater
wellness in your life.

May 21

Make your workplace

work for you

How much do you sit during
the day? You may not be able
to fit in a full workout over
your lunch break. But you can
find ways to move, stretch,
and help your posture during
work. Learn how you can
develop daily habits to make
your workplace better for
your health.

See other side for more webinars





July 16

Go for your goals

How ready are you to make a
healthy lifestyle change? To
answer that question, you
might first think about your
values, motivations,
strengths, support systems,
and even the things that get
in your way. Learn how you
can develop a S.M.A.R.T. goal
that makes sense and fits
your life.

September 17

Fall in love with veggies

Did you know that most
Americans don't eat enough
vegetables? If you're looking
to improve your health, you
might want to make veggies
the star at every meal. Learn
all the fun ways you can
pump up flavor and add
more veggies to your life.

November 26

Get the details on
diabetes

Diabetes is a serious
condition that can impact
the future of your health. The
good news? Lifestyle
changes can help prevent or
manage this condition. Learn
the basics about diabetes
and what you can do about
it.

ActiveHealth’s free online webinars are delivered through Cisco Webex event
center. Sign up today at: http://go.activehealth.com/wellness-webinars

Want to watch a webinar again? Just go to MyActiveHealth.com and follow

Iﬂ : these simple steps: Click “Health Library,” then “Wellness Webinars.” Every ActiveHealth

webinar can be viewed here.

““ActiveHealth

MANAGEMENT.

The information provided by ActiveHealth Management'’s health and wellness programs is general in nature. It is not meant to replace the advice or care you get from your doctor or
other health professional. If you have specific health care needs or would like more complete health information, please see your doctor or other health care provider.

ActiveHealth and MyActiveHealth are registered or service marks of ActiveHealth Management, Inc. © 2018 ActiveHealth Management, Inc. All Rights Reserved. 11/2018
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Anytime you need a doctor's care,
you're covered with Teladoc.

O \

Select state

O e °

Aisbama

Alaska

Arizona

Arkansas.

California

Colorado

Connecticut

On-the-go

“l travel a lot which makes the
convenience of Teladoc a real value
for me and my family. It is easy to use,
saves time, saves money, and is just as
effective as a face-to-face consult.”*

- Randy, Teladoc Member

( = \

°
Medical history.

CONSULTS.

Head to toe

“The service isincredible! Being able to get a
visit wherever you are and whenever you need
it is beyond convenient. On top of that, the
doctors always make me feel very confident in
their diagnoses and recommendations.”

- Sam, Teladoc Member

Whenis a good
time?

Select atime

As soon as possible

Late at night

“One night my child was running a
high fever. | called Teladoc and the
doctor prescribed a medication and
plenty of fluids. Glad | avoided the
time and expense of the ER."?

- Holly, Teladoc Member

Set up your account now so it's ready when you need it!

MyDrConsult.com

2 Download on the GET ITON

® Google Play

o App Store

o

Made available by

- American Health Holding
TELADOC.

1. If medically necessary 2. Teladoc is not available outside of the U.S.

© 2018 Teladoc, Inc. All rights reserved. Teladoc and the Teladoc logo are registered trademarks of Teladoc, Inc. and may not be used without written permission. Teladoc does not replace the primary care
physician. Teladoc does not guarantee that a prescription will be written. Teladoc operates subject to state regulation and may not be available in certain states. Teladoc does not prescribe DEA controlled
substances, non therapeutic drugs and certain other drugs which may be harmful because of their potential for abuse. Teladoc physicians reserve the right to deny care for potential misuse of services.
9122
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Teladoc Registration Updates





Teladoc’s Updated Registration

Teladoc has updated their registration process to a simpler, more intuitive,
streamlined approach that will help our members register more easily. The
enhancements will reduce number of members that are unable to be
identified through online registration.

The key changes to the registration include:

* Removal of “Word Wheel” or Employer Name Selection. Teladoc will
check staged eligibility for first name, last name and DOB. If the member is
not found, they will receive a message to contact Teladoc.

* Multiple Active Benefits Options. If members have multiple active
benefits, we present those active groups and allow the member to
choose.

* Mobile Optimization. The full web registration process is now optimized
for use on a mobile device.





Members ldentified and
Registration Complete






Set up your account from a computer

+ Enter basic information like name, date of birth, ZIP © reLapoC. CANCEL REGISTRATION X
code, etc. to check your eligibility -

2 Confirm Benefits ¥ Create Account > GetCare

+ Click “Continue”

24/7 Access to Care

of information to confirm your benefits, Please make sure that the persona

g TELADOC





« If your benefits were found, select “My healthcare CANCEL REGISTRATION X |
benefits provider is ..."

¥ Confirm Benefits » Create Account

+ If your benefits were not found, you'll be prompted to —_—
enter more information by selecting “choosing a health
or insurance provider” to better help us look you up.

. . Your benefits have been found!
¢ CIICk ‘lconhnue“ We've matched you to & benefits provider. Please confirm below

g TELADOC
4





 Finish creating your account by filing in personal O TeLADOC. CANCEL REGISTRATION X
information like address, phone number, etc.

2 Confirm Benefits » Create Account » GetCare

Finish creating your account

Your benefits are confirmed - we just need alittle more information to create your account

Enter Your Home Address

STREET ADDRESS

g TELADOC





+ Create your username, password and set your security O teLapoc. CANCEL REGISTRATION X
questions and answers

2 Confirm Benefits » Create Account » GetCare

+ Click “Complete Registration”

Create Your Username & Password

CONFIRM PASSWORD

Your password must follow the guidelines below

COMPLETE REGISTRATION

g TELADOC





Set up your account on a mobile phone

* Download the Teladoc app on either the Apple App
Store or Android Google Play Store

* Open the app and click “Set up your account”

9 TELADOC

O

(=
TELADOC.

24/7 access to adoctor






* Enfter basic information like name, date of birth, ZIP —
code, etc. to check your eligibility i = 5150 AM
+ Click "Continue"
Let's start by finding your
benefits
Last name
v v

o J

g TELADOC





« If your benefits were found, click the blue button

« If your benefits were not found, you'll be prompted to
enter more information be selecting "Choose a health
or insurance provider” to better help us look you up.

2 TELADOC

Benefits found! Please confirm
below

MY GROUP >

LOOK ME UP THROUGH MY HEALTH OR

INSURANCE PLAN >

*If you are unsure of the options above, it may be
because your access to Teladoc is provided by a 3rd
party. Please speak to your HR department or call
1-800-TELADOC (855-2362) for assistance.

O






 Finish creating your account by filing in personal
information like address, phone number, etc.

+ Click “Continue”

O teLADOC

Ll T 9:50 AM

Nearly done...please provide
your address and phone

Street address 1

Street address 2 (optional)

City

State Zip code

v

Preferred phone number

D Hearing impaired? (relay required)

O

v






« Create your username, password and set your security
questions and answers

+ Click “Complete Registration”

O teLADOC

Ll T 9:50 AM (=

<]
Perfect! Let's tie up the details

Username (20 Character limit)

Password
* use 10 - 20 characters
+ include at least one number and one letter

Confirm password

Each security question cannot be selected more than
once. Answers must be at least 2 characters withno
special symbols.

Security question 1

Security answer 1

COMPLETE REGISTRATION >

v






Members Not Identified






24/7 Access to Care

We need just a few pieces of information to confirm your benefits. Please make sure that the personal information you enter is the same as
that on record with your health plan.

Already have an account? Please signin

—— FIRST NAME

Marge

—— LASTNAME
Tester

— DATEOFBIRTH — ZIPCODE
01/01/1980 33323

— EMAIL

test@gmail.com

—— PREFERRED LANGUAGE —— GEMNDER
English w7 Female v

| have a Teladoc Prome Code

CONTINUE »





CANCEL REGISTRATION X

O teLADOC.

» Confirm Benefits ¥ Create Account ¥ Get Care
.. ]

Please confirm your benefits provider

@ Look me up using my health orinsurance provider

Please enter the information for your health plan below. Your benefits provider is most often your health insurance plan.

SELECTHEALTH OR INSURANCE PROVIDER
Aetna v

— ENTER YOUR AETNA MEMBER ID

This field is required

@ My health plan does not appear on this list

CONTINUE ?





9 TELADOC. CANCEL REGISTRATION X

¥ Confirm Benefits ¥ Create Account ¥ GetCare
. ]

Please confirm your benefits provider

@ Look me up using my health or insurance provider

@ My health plan does not appear on this list

CONTINUE »

Motice of Hon-Discrimination & 2002-2019 Teladoc, Inc_ All Rights Reserved. Web and Mobile Privacy Policy  Cookie Policy
Engﬁshl._;;.:lhm,lql]:hl mxlﬁﬁlﬂm"g |BEE | E301|BH Web and Mobile Terms and Conditions  Increase Contrast
ke
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Please review your information

FIRST NAME
Marge

LAST NAME

Tester

DATE OF BIRTH —— ZIPCODE
01/01/1980 33323

EMAIL

test@gmail.com

PREFERRED LANGUAGE —— GEMDER

English A Female






Q TELADOC. CANCEL REGISTRATION X

¥ Confirm Benefits ¥ Create Account » GetCare
.

Please confirm your benefits provider

@ |am stillunable to find my benefits

CONTINUE »





9 TELADOC. CANCEL REGISTRATION X

» Confirm Benefits » Create Account » Get Care

Please contact us
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Teladoc has recently modified its policies regarding multiple visits within 24 hours. Please see the
details below.

Teladoc has received feedback that some payers will not pay a claim for the second General Medical or
Dermatology visit a member has within the past 24 hours. This list of payers has been growing recently
and as a result Teladoc has modified their process when requesting a second visit within 24 hours.

Thefollowing only applies to plans that have a consult fee, it does not apply to plans under the
consultsincluded pricing model.

During the Request a Visit process the system will check to determine if the member has had a previous
same-product visit within the past 24 hours. If so, the system will display a message to the member,
informing that they will be chargedthe full visit amount. (For example, if a plan has shared the $40
consult fee with members and the member is responsible for $20 the member would be charged $40 for
any additional consults requested within the same 24 hour period.) We will display this messagein 2
places:

1) Atthe beginning of the visit request — as soon as the member chooses the visit type (GM or Derm)
2)  Onthe Billing Information screen under a heading of “Why is my visit fee this amount?”

This applies to visits scheduled on the member website, the member mobile app, and throughthe call
center.





Multiple Visits On Same Day —web screens

* At the beginning of the visit request — as soon as the member chooses the visit type (GM or Derm), we will display
a message to the member “Because your health benefit plan does not cover more than one telehealth visit within
a 24-hour period, you will be charged the full visit fee.”

* The member can cancel the visit request if they do not want to pay the visit fee.

1. Visit details > ]
Request a Visit
If this is a medical emergency, please dial 911 or go to your nearest medical facility immediately

Who is this visit for?*

® Carline Heidenreich

Connecticut

Visit Type *
General Medical
\ Because your health benefit plan does not cover more than one telemedicine visit within a 24-hour periad, you will be charged the full visit fee.
Reason for Visit*

Select areason...

Teladoc

HEALTH © 2002-2018 Teladoc Health, Inc. All rights reserved.






Multiple Visits On Same Day —web screens

* We will also display the message on the Billing Information screen under a heading of “Why is my visit fee this
amount?”

* The member can cancel the visit request if they do not want to pay the visit fee.

?  2.Billing information ?

Confirm billing information

Your total visit fee is $49.00.

\ Why is my visit fee this amount?

Because your health benefit plan does not cover more than one telemedicine visit within a 24-hour period, you will be charged the full visit fee.

How would you like to pay?*
® Credit Card (LAST 4 DIGITS: XXXX0019)
I Update Billing Information

! | paypar]

CONTINUE

Teladoc

HEALTH © 2002-2018 Teladoc Health, Inc. All rights reserved.





Multiple Visits On Same Day — mobile screens

* The messaging will be displayed on the “How will you be paying today?” in the mobile app.

12:459 Wl FE

o —
What type of visit do
you need?

GENERAL MEDICAL

BEHAVIORAL HEALTH

DERMATOLOGY

Which one should | choose?

Teladoc

HEALTH

GM

1264 w T -

How will you be
paying today?

Today's visit will cost:

$45.49

Why is my visit fee this amount?

Because your health benefit plan
does not cover more than one
telemedicine visit within a 24-
hour period, you will be charged
the full visit fee.

EXISTING CARD (XXXX0019) >
NEW CREDIT / DEBIT CARD >

PAYPAL

The estimated cost of your visit is
$45.49, which is based on your
health plan benefits for this
service.

DERM

© 2002-2018 Teladoc Health, Inc. All rights reserved.
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(<]

How will you be
paying today?

Today's visit will cost:

$70.79

Why is my visit fee this amount?

Because your health benefit plan
does not cover more than one
telemedicine visit within a 24-
hour period, you will be charged
the full visit fee.

EXISTING CARD (XXXX0019) >
NEW CREDIT / DEBIT CARD >

PAYPAL

The estimated cost of your visit is
$70.79, which is based on your
health plan benefits for this
service.






Multiple Visits On Same Day — call center screen

* Messaging will be displayed in the call center at the time the CC Rep selects the visit type of GM or Derm.

End Call Resource Cenlter My Account -

O tELADOC.

Choose a walkihrough: | Emergency Call Handling ¥ | | Start | fast updaied 2 months ago

Back to Member View
*Who will the visit be for?

* Member
® Carline Heidenreich | 08/10/1963

Cur records indicate that your benefit provider may not cover multiple telehealth visits
*In what state will this visit take p wilhin a 24-hour period. Al this time. you will need fo pay for the visit in full as a non-
covered benefif io receive service. We will submit the charge to your benefit provider
Connecticut L who will determine if your benefit covers multiple visits within a 24-hour period. If so
you will receive a refund for this visit. If it is not covered, your payment will be
processed as a non-covered benefit. If you feel this is in error, we can stop the
scheduling process now and you can reach out to your benefit provider for further
clarification. YWould you like to confinue the visit scheduling process?

[oK]

{Dermalology - Member must be in front of a computer or mobile device to schedule a visit io be able to upload images to be reviewed by the physician. Provide member their
usemame and password to access the member site.)

General Medical v

\Behavioral Health- Due to privacy policies, the member must be in front of a computer or mobile device to schedule a Eehavioral Health visit. Member will need to complete the

Teladoc

HEALTH © 2002-2018 Teladoc Health, Inc. All rights reserved.
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