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Blue Cross® Preferred HMO
Virtual Primary Care






Dear Valued Member:

We know health care can seem complicated. That's why we're
committed to helping you understand your coverage. This guide will
help you learn the basics of your Blue Cross Preferred HMO Virtual
Primary Care health care plan. In addition, your Member Handbook
provides what you need to fully understand your coverage. You can
access it when your plan year starts by activating your online member
account at bcbsm.com.*

If you have questions, refer to your member account for 24-hour
access or call the Customer Service number on the back of your
BCN member ID card.

To get started, the next page has important first steps for you to take
advantage of your Blue Cross Preferred HMO Virtual Primary Care plan.

Sincerely,

Kathryn G. Levine
President and CEO

*In this guide, you'll be advised to check online at bcbsm.com or in your online member account for specific information about your health care
plan. If you don’t have internet access, you may request the information be sent to you in print. Call the Customer Service number on the back of
your BCN member ID card.



http://bcbsm.com
http://bcbsm.com

Getting started

Your Blue Cross Preferred HMO Virtual Primary Care plan gives you fast, easy access to primary, urgent
and behavioral health care through our virtual care partner, Doctor On Demand by Included Health.
Wherever you are, U.S. board-certified Doctor On Demand professionals support your health, through
your computer, tablet or mobile phone.

Register for your Doctor On Demand account.

Your Doctor On Demand account is how you access your primary care provider for virtual care.

After your plan’s effective date, register your account with Doctor On Demand:

With the BCBSM mobile app: Or through bcbsm.com:
1. Log in to your member account (see the 1. Log in to your mgmber account (See the
next page for registration instructions). next page for registration instructions).

2. Tap Find a Doctor. 2. Select Find a doctor within the Doctors
and Hospitals menu.

3. Select Virtual Care. 3. Select Virtual Care.

4. Tap Register. 4. Select Get started.




Register to activate your accounts

Activate your online member account.

Your online member account is where you
get your health plan information anytime, Activate your online member account
anywhere. It helps you understand how by registering in one of three ways:
your plan works and what it covers, so you
can make more informed choices about
your care.

1. Go online.

Visit bcbsm.com/register and select

Register Now.
Before using your health coverage, read

your Member Handbook. It explains your 2 B B Sl

health plan and benefits. To access your * Download the app on the App Store®
Member Handbook, log in to your account or Google Play™ (search “BCBSM").
at bcbsm.com or through our mobile app. * Tap the app and then Register.

3. Text us.

Text REGISTER to 222764 .*

Here's what else you can do using your online member account:
e Verify who's covered under your plan.
* See what's covered.

* View your deductible, copayments and coinsurance.

Learn about your prescription drug coverage, if you have it through BCN.

* Access your ID card and plan documents, including your certificate, riders and Summary of Benefits and Coverage.

*Message and data rates may apply. Visit bcbsm.com for our Terms and Conditions of Use and Privacy Practices.

Apple and the Apple logo are trademarks of Apple Inc., registered in the U.S. and other countries. App Store is a service mark of Apple Inc., registered in
the U.S. and other countries.

Google Play and the Google Play logo are trademarks of Google LLC.
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Connect with care

Selecting a new virtual primary care provider.

Your Doctor On Demand virtual primary care provider, or PCP, is the person you think of as your
doctor. Care provided by a BCN-participating provider isn't a benefit, unless you're referred to this
provider by your virtual PCP.

When you enrolled, Doctor On Demand automatically assigned you a virtual PCP based on your
location and PCP availability. Everyone on your contract age 18 and older was also automatically
assigned a virtual PCP. You may choose a new virtual PCP any time after you set up your Doctor
On Demand account.

Anyone on your contract who's 17 and younger will need to select a BCN-participating PCP for their care.
If they don't, we'll automatically select one for them. They may choose a new BCN-participating PCP at
any time.

Note: Dependents who turn 18 while covered under your Virtual Primary Care plan will be
assigned a virtual PCP on their birthdate to provide or coordinate care. After they turn 18, care
provided by their current BCN-participating provider isn't a benefit. Specialist referrals must be
reissued by their new assigned virtual PCP.

Make an appointment with your virtual PCP.

Make an appointment for your annual physical or to discuss a medical condition. Your virtual PCP can
also write and renew your prescriptions electronically, if you have BCN prescription coverage.

Once you request an appointment through Doctor On Demand, you'll receive a Primary Care Kit
at your home. At your first visit, your virtual PCP will provide instruction on how to use the tools

in your kit. You'll be using the kit's blood pressure monitor and thermometer to capture your vitals
during all virtual visits.

It's also important for anyone under 18 on your contract to meet with their BCN primary care provider.




Getting in-person care

Referrals and authorizations

Your virtual PCP provides your care or coordinates it through our referral process.

* A referral is written approval from your virtual PCP to see a a BCN-participating provider in person.

* When BCN approval is required for certain services, your virtual PCP or BCN-participating provider will obtain
authorization for them.

* Your virtual PCP and the Doctor On Demand care team or your BCN-participating provider will help you find
BCN-participating providers or specialists near you.

* Your virtual PCP or BCN-participating provider will also provide any documentation you need to take to your visit.

Note: If your virtual PCP doesn't refer you, or if you don't get the appropriate authorizations, you're responsible
for the cost of the services.

You don’t need a referral for:
Emergency or immediate, in-person urgent care
Behavioral health services*

Routine women's health services*

*Must be seen by a BCN-participating provider.

In-network versus out-of-network providers

A network is a group of providers (doctors, hospitals and vendors)
contracted with BCN to provide health care services. Note: Emergency
care is always a benefit under your plan.

* In-network providers accept your health care plan. This means they're
a BCN-participating provider. Be sure your virtual PCP refers you to
in-network providers to get the highest-quality, lowest cost care.

e Out-of-network providers don't accept your health care plan and
aren’t BCN-participating providers. Except in an emergency or when
your service is approved by BCN, you're responsible for the entire

cost of the service received from these providers.




All your options for care

Primary care provider

* You want to schedule your annual
physical exam.

* You have a health question or condition.

* You need a test or screening.

If under 18, contact your
BCN-participating PCP.

Contact your Doctor On Demand PCP.

Emergency Your symptoms are severe enough that e Go to the nearest emergency room.
you or someone with average health o Call 911,
knowledge believes immediate medical
attention is needed.
Your virtual PCP will arrange the hospital
care you need and direct the care of any
specialists who will see you there.
On the go You have a health question or condition e If under 18, contact your

while you're traveling outside Michigan.

BCN-participating PCP.

e Contact your Doctor On Demand PCP.

Behavioral health services

You're covered for behavioral health, including mental health and substance use disorder services. You don't
need a referral from your virtual PCP to see a behavioral health provider, and you have access to behavioral
health therapists and psychiatrists through Doctor On Demand. You may also contact a behavioral health
provider of your choice directly; however, you must be seen by a BCN-participating provider.

If you need help finding a provider, call the mental health number on the back of your member ID card for
assistance, or 1-800-482-5982. You can also call this number with questions about your coverage, help finding
a provider, or to request the guidelines we use to make medical necessity decisions.

If you're experiencing a life-threatening emergency, dial 911 or go to the nearest emergency room. For urgent
concerns, call 1-800-482-5982 (TTY: 711) 24 hours a day to speak with a behavioral health care manager.




Services

These services are provided virtually by Doctor On Demand:

* Annual physicals * Lab and screenings

* Preventive visits * Diet and nutrition

e Family medicine * Behavioral health for anxiety, trauma, relationship or other issues
e Chronic conditions * Urgent care for flu, COVID or other symptoms

Specialist care

Some services aren’t covered
Here are a few examples of services your medical plan doesn’t cover:
* Services obtained without following BCN procedures
* Cosmetic services or supplies
¢ Custodial care
* Experimental or investigational treatment
* Personal convenience items, such as air conditioners, hot tubs and water beds
* Routine exams related to employment, insurance, a court order, school purposes or sports physicals
* Self-help programs

For more details about other health care services and benefits not covered, refer to your certificate and riders or
to the Summary of Benefits and Coverage in your online member account at bcbsm.com. Select My Coverage in
the navigation menu, then select Plan Documents.

When you travel outside Michigan

You can access the Doctor On Demand app in all 50 states. Tap See first
available to see a virtual PCP who's licensed in the state you're visiting.

Talk with your virtual PCP to address any health concerns before you
leave. Also, log in to your member account at bcbsm.com and refer to
your Member Handbook and your certificate and riders to see the types
of services your health plan covers outside of Michigan. Or you may call
the Customer Service number on the back of your member ID card.



http://bcbsm.com

Your prescription drug coverage, if applicable
Check to see if you have prescription drug coverage with BCN by:

Logging in to your account at bcbsm.com or through our mobile app.
Selecting My Coverage in the navigation menu.

Selecting Prescription.

If your have BCN prescription coverage, you'll be able to:

See what's covered (you'll be redirected to view your certificate and prescription drug rider)
Price a drug

Pay for prescriptions

See your prescription drug history

Find a pharmacy

Learn about mail orders

There’s more for you to know

Go to bcbsm.com/importantinfo to learn:

Your rights and responsibilities

How to submit a complaint

How to appeal a decision that affects your coverage or benefits
About your right to an independent external review

How we evaluate new medical technology

Our privacy practices

How to submit a claim for reimbursement of covered services
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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.

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.
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Néu quy vi, hay ngudi ma quy vi dang gilp d&, can tro gilp,
quy vi s& cé quyén duoc gitip va cé thém thang tin bing ngdn
nglt ctia minh mién phi. D& ndi chuyén véi mot thong dich
vién, xin goi s6 Dich vu Khach hang & méit sau thé cda quy vi.

Nése ju, ose dikush gé po ndihmoni, ka nevojé pér asistencég,
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.
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Jesli Ty lub osoba, ktérej pomagasz, potrzebujecie pomocy,
masz 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.

Falls Sie oder jemand, dem Sie helfen, Unterstltzung
benotigt, 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 Ihrer Karte an.

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.
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Ecnu BaM uiu uily, KOTOPOMY BBl IOMOTaeTe, Hy>KHa
MTOMOIIlb, TO BBl KIMEETE MPABO Ha OECIUIATHOE MOTYUCHHE
MTOMOIIM ¥ HH(POPMAIIUHU Ha BalleM si3bike. J{7st pasroBopa ¢
NepeBOAYMKOM ITO3BOHUTE MO TeaeoHy oTaesa
o0ciry)KMBaHHs KIMEHTOB, yKa3aHHOMY Ha 00paTHOI CTOpOHe
Ballle KapThl.

Ukoliko Vama ili nekome kome Vi pomazete treba pomo¢,
imate pravo da besplatno dobijete pomoc i informacije na
Vasem jeziku. Da biste razgovarali sa prevodiocem, pozovite
broj korisnicke sluzbe sa zadnje strane kartice.

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.

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. 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.qov/ocr/office/file/index.html.
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Find us online
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bcbsm.com | news.bcbsm.com | facebook.com/MiBCN
MiBluesPerspectives.com | aHealthierMichigan.org | twitter.com/bcbsm | youtube.com/bcbsmnews

Doctor On Demand by Included Health® Inc. is an independent company contracted by Blue Care Network
to provide acute care, behavioral health care services and primary care services to BCN members.

OD 19567 OCT 22 Blue Care Network of Michigan is a nonprofit corporation and independent licensee of the Blue Cross and Blue Shield Association. W008272
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