&Y Virtual Care

Frequently asked questions

Virtual care that's always there

WHAT IS VIRTUAL CARE? HOW DO | SIGN UP?

Taking care of yourself and your family’s health Visit bcbsm.com/virtualcare for a link to download
can be as easy as using your smartphone, the Teladoc Health app. You can also open the
tablet or computer for a virtual visit with a U.S. Blue Cross Blue Shield of Michigan mobile app,
board-certified doctor or licensed therapist. click Find Care and then Virtual Care.

With Virtual Care by Teladoc Health®, you don't You'll need your Blue Cross member ID card.

need an appointment for medical care, although an ~ Remember to choose your health plan and enter
appointment for mental health visits is required. your member ID number when updating or creating

your account, so your coverage is applied correctly.
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WHEN WOULD | USE 24/7 CARE?

When your primary care provider isn't available, you
can talk to a U.S. board-certified doctor about minor
illnesses such as:

* Sinus and respiratory infections
* Cold and flu

* Painful urination

e Eye irritation or redness

e Sore throat

Your primary care provider may offer virtual visits.
Talk to your provider about the services he or
she offers.

If your life is at risk, call 911 or go to the nearest
emergency room.

WHEN WOULD | USE MENTAL
HEALTH?

You can have a virtual visit with a therapist or
psychiatrist when you're struggling with challenges
such as anxiety, depression and grief.

This private and confidential mental health care
gives you more options and access. It's meant to
provide ongoing, long-term support.

For immediate behavioral health care, call the
Behavioral/Mental Health and Substance Abuse number
on the back of your Blue Cross member ID card.

Virtual Care provides routine psychological and
psychiatric treatment. Virtual Care does not provide
treatment for complex mental health and substance
use disorder conditions.

HOW DO | HAVE A VIRTUAL VISIT?

1. Open the Teladoc Health app. Or open the
Blue Cross app, click Find Care and then
Virtual Care.

2. Choose a service: 24/7 Care or
Mental Health.

3. Pick a doctor or begin a scheduled visit.
4. Meet with the doctor or therapist online.

5. Get a prescription, if appropriate, sent to your
preferred pharmacy.

6. After your visit, you can share an optional visit
summary with your primary care provider.

HOW LONG DOES A VISIT TAKE?

For medical visits, the average wait time is

10 minutes. Length of visits vary. Doctors will take as
much time as necessary to address the issue, answer
questions and determine next steps.

Therapy visits are scheduled for 45 minutes.
Psychiatry visits are 30 to 40 minutes for the initial
visit; follow-up visits are 15 minutes.

DO | NEED TO MAKE AN
APPOINTMENT?

Medlical care is available 24/7 without an appointment.

Mental health visits are available by appointment
only. Licensed therapists and U.S. board-certified
psychiatrists are available from 7 a.m. to 9 p.m.
seven days a week.



Therapy is available for members ages 13 and up.
Psychiatry is available for members ages 18 and up.

A parent or guardian will need to be present at
the start and end of therapy visits for children ages
13to 17.

HOW MUCH DOES IT COST?

Costs for medical visits will vary, depending on
the complexity and length of your visit. Your
out-of-pocket costs are based on your existing
medical benefits.

Costs for mental health visits vary, depending on
the type of provider and the services you receive.
Your out-of-pocket costs are based on your existing
outpatient behavioral health benefits.

You'll see your cost before you start your visit.
Be sure you've added your Blue Cross health plan
information to your Virtual Care account.

WILL | GET A PRESCRIPTION
DURING A VISIT?

If a prescription is needed, the doctor will send an
electronic prescription to a pharmacy you choose.
Make the most of your benefits by choosing an in-
network pharmacy. You'll pay for the prescription at
the pharmacy according to your pharmacy benefit.

Doctors don’t prescribe controlled substances.

WHAT KIND OF PROVIDERS ARE
AVAILABLE?

The doctors and therapists are specially trained
in online visits. You can read their profiles to learn
about them, including the languages they speak,
education and gender.

Doctors have an average of 20 years practicing
medicine and are U.S. board-certified. They have
experience in areas such as pediatrics, family
medicine and emergency care. Psychiatrists are
board-certified in psychiatry.

Providers are licensed in the state where you're
having a visit.

CAN MY FAMILY USE VIRTUAL CARE?

Yes. Everyone on your health care plan can use it.
Parents and guardians can add children ages 17
and younger to their account and have medical
visits on their behalf.

Spouses and adult children ages 18 and older
must set up their own accounts.

WHAT IF | NEED HELP WITH
VIRTUAL CARE?

If you have questions or need help with your
Virtual Care account or an online visit, please call
1-855-838-6628. Help is available 24 hours a day,
seven days a week.

All Virtual Care services from Teladoc Health are separate from virtual care
other providers may offer. Remember to follow up with your primary care provider.
Your plan may have copayments, deductibles and out-of-pocket costs.

Teladoc Health® is an independent company that provides Virtual Care
Solutions for Blue Cross Blue Shield of Michigan and Blue Care Network.
Blue Cross Blue Shield of Michigan and Blue Care Network
are nonprofit corporations and independent licensees
of the Blue Cross and Blue Shield Association.



We speak your language

If you, or someone you’re helping, needs assistance, you have the
right to get help and information in your language at no cost. To
talk to an interpreter, call the Customer Service number on the
back of your card, or 877-469-2583, TTY: 711 if you are not
already a member.

Si usted, o alguien a quien usted estd ayudando, necesita
asistencia, tiene derecho a obtener ayuda e informacion en su
idioma sin costo alguno. Para hablar con un intérprete, llame al
numero telefénico de Servicio al cliente, que aparece en la parte
trasera de su tarjeta, o 877-469-2583, TTY: 711 si usted todavia no
es un miembro.
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minh mién phi. D& néi chuyén véi mot thdng dich vién, xin goi s6
Dich vu Khach hang & mét sau thé cda quy vi, hoac 877-469-2583,
TTY: 711 néu quy vi chuwa phai I3 mot thanh vién.
Nése ju, ose dikush gqé po ndihmoni, ka nevojé pér asistencé, keni
té drejté té merrni ndihmé dhe informacion falas né gjuhén tuaj.
Pér té folur me njé pérkthyes, telefononi numrin e Shérbimit té
Klientit né anén e pasme té kartés tuaj, ose 877-469-2583,
TTY: 711 nése nuk jeni ende njé anétar.
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prawo do uzyskania bezptatnej informacji i pomocy we wtasnym
jezyku. Aby porozmawiac z ttumaczem, zadzwon pod numer
dziatu obstugi klienta, wskazanym na odwrocie Twojej karty lub

pod numer 877-469-2583, TTY: 711, jezeli jeszcze nie masz
cztonkostwa.
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Falls Sie oder jemand, dem Sie helfen, Unterstiitzung benétigt,
haben Sie das Recht, kostenlose Hilfe und Informationen in lhrer
Sprache zu erhalten. Um mit einem Dolmetscher zu sprechen,
rufen Sie bitte die Nummer des Kundendienstes auf der Riickseite
lhrer Karte an oder 877-469-2583, TTY: 711, wenn Sie noch kein
Mitglied sind.

Se tu o qualcuno che stai aiutando avete bisogno di assistenza, hai
il diritto di ottenere aiuto e informazioni nella tua lingua
gratuitamente. Per parlare con un interprete, rivolgiti al Servizio
Assistenza al numero indicato sul retro della tua scheda o chiama
il 877-469-2583, TTY: 711 se non sei ancora membro.
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ETHBHECLZSLY,
Ecnu BaM unu nuuy, KOTOpoOMY Bbl IOMOTaeTe, Hy’KHa IOMOLLb, TO
BBl IM€ETE MPaBO Ha OecryiaTHOe MoTyYeHUue MOMOILH U
WH(OPMALMY Ha BalleM s3bIke. J[7s pasroBopa ¢ nepeBoTIHKOM
MO3BOHHUTE 110 HOMePY TeliehOHa OTaesa 00CITyKUBAHHSA
KJIMEHTOB, YKa3aHHOMY Ha OOpaTHOI CTOpOHE Ballleil KapThl, UIU
o Homepy 877-469-2583, TTY: 711, ecnu y Bac HET YJIEHCTBA.

Ukoliko Vama ili nekome kome Vi pomaZete treba pomo¢, imate
pravo da besplatno dobijete pomoc¢ i informacije na svom jeziku.
Da biste razgovarali sa prevodiocem, pozovite broj korisnicke
sluZbe sa zadnje strane kartice ili 877-469-2583, TTY: 711 ako ve¢
niste ¢lan.

Kung ikaw, o ang iyong tinutulungan, ay nangangailangan ng
tulong, may karapatan ka na makakuha ng tulong at impormasyon
sa iyong wika ng walang gastos. Upang makausap ang isang
tagasalin, tumawag sa numero ng Customer Service sa likod ng
iyong tarheta, o 877-469-2583, TTY: 711 kung ikaw ay hindi pa
isang miyembro.

Important disclosure

Blue Cross Blue Shield of Michigan and Blue Care Network comply
with Federal civil rights laws and do not discriminate on the basis
of race, color, national origin, age, disability, or sex. Blue Cross
Blue Shield of Michigan and Blue Care Network provide free
auxiliary aids and services to people with disabilities to
communicate effectively with us, such as qualified sign language
interpreters and information in other formats. If you need these
services, call the Customer Service number on the back of your
card, or 877-469-2583, TTY: 711 if you are not already a member.
If you believe that Blue Cross Blue Shield of Michigan or Blue Care
Network has failed to provide services or discriminated in another
way on the basis of race, color, national origin, age, disability, or
sex, you can file a grievance in person, by mail, fax, or email with:
Office of Civil Rights Coordinator, 600 E. Lafayette Blvd., MC 1302,
Detroit, MI 48226, phone: 888-605-6461, TTY: 711,

fax: 866-559-0578, email: CivilRights@bcbsm.com. If you need
help filing a grievance, the Office of Civil Rights Coordinator is
available to help you.

You can also file a civil rights complaint with the U.S. Department
of Health & Human Services Office for Civil Rights electronically
through the Office for Civil Rights Complaint Portal available at
https://ocrportal.hhs.qov/ocr/portal/lobby.jsf, or by mail, phone,
or email at: U.S. Department of Health & Human Services,

200 Independence Ave, S.W., Washington, D.C. 20201,

phone: 800-368-1019, TTD: 800-537-7697,

email: OCRComplaint@hhs.gov. Complaint forms are

available at http://www.hhs.qgov/ocr/office/file/index.htmi.
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