BlueCross BlueShield of Texas

1001 E. Lookout Drive
Richardson, TX 75082

May 1, 2018

<Individuals_First_ Name> <Individuals_Last_Name>
<Individuals_Street_Address>
<Individuals_City>, <Individuals_State> <Individuals_Zip_Code> Subject:
Make sure your ER visits are covered

To contact us; 888-697-0683

Dear <Individuals_First_Name>,

As your health benefits company, we want to be good stewards. One of the ways we do that is to confirm that you have
been billed correctly for the services and/or tests that you received. Or, we may provide information that may help you make
the best choice possible when using your health benefits.

We want you to know that your health plan only covers emergency room (ER) services for emergency care. Starting June 4,
2018, you may be required to pay the entire ER bill if you go to an ER as a convenience for a condition you don't think is
serious or life-threatening.

While this isn’t a change to your benefits plan, we want to make sure you have the information you need to make decisions
about your care options. Staying in network and choosing the best place for the care you need could lower your costs.

If you think your health issue is life-threatening, don’t wait! Call 911 or go to the nearest ER. We've got you covered.

Consider these convenient alternatives when you don'’t think it's an emergency:
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To learn more about your care options, try one of these:

e Visit our SmartER Cares™ website at smartercaretexas.com to learn more about where you can go when you need
care.

o Visit Blue Access for Members** at bcbstx.com and click on the Find a Doctor link to find a doctor or urgent care
clinic near you.

o Getthe BCBSTX app. Text BCBSTXAPP to 33633* or search for BCBSTX in the iTunes App Store or Google Play.
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To contact us: 888-697-0683

If you have any questions, please call the number on your member ID card.

Sincerely,

Your Customer Advocates
Blue Cross and Blue Shield of Texas

1 Check with your plan for availability.

2 Internet/Wi-Fi connection is needed for computer access. Data charges may apply. Check your cellular data or internet service provider's plan for details. Non-emergency medical
service in Idaho, Montana and New Mexico is limited to interactive audio/video (video only), along with the ability to prescribe. Non-emergency medical service in Arkansas is limited to
interactive audio/video (video only) for initial consultation, along with the ability to prescribe. Behavioral Health service is limited to interactive audio/video (video only), along with the
ability to prescribe in all states. Service availability depends on location at the time of consultation.

3 Virtual Visits, Powered by MDLIVE, may not be available on all plans. Virtual Visits are subject to the terms and conditions of your benefit plan, including benefits, limitations, and
exclusions. MDLIVE operates subject to state regulations and may not be available in certain states. MDLIVE is not an insurance product or a prescription fulfillment warehouse. MDLIVE
does not guarantee that a prescription will be written. MDLIVE does not prescribe DEA-controlled substances, non-therapeutic drugs and certain other drugs that may be harmful because
of their potential for abuse. MDLIVE physicians reserve the right to deny care for potential misuse of services.

MDLIVE, an independent company, operates and administers the virtual visit program and is solely responsible for its operations and that of its contracted providers. MDLIVE and the
MDLIVE logo are registered trademarks of MDLIVE, Inc., and may not be used without written permission.

4 Vitals Annual Wait Time Report, 2017.
5 Viitals Annual Wait Time Report, 2017.
& Wait Time Trends in Urgent Care and Their Impact on Patient Satisfaction, 2017.

Blue Cross®, Blue Shield® and the Cross and Shield Symbols are registered service marks of the Blue Cross and Blue Shield Association, an association of independent Blue Cross and
Blue Shield Plans.
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BlueCross BlueShield of Texas

If you, or someone you are helping, have questions, you have the right to get help and information in
your language at no cost. To talk to an interpreter, call 855-710-6984
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Chinese sO—{BFEE, SERIESE SRAS 855-710-6984.

. Si vous, ou quelqu’un que vous étes en train d'aider, avez des questions, vous avez le droit d'obtenir

Frengh de l'aide et l'information dans votre langue a aucun colt. Pour parler a un interprete, appelez
855-710-6984.

Dt Falls Sie oder jemand, dem Sie helfen, Fragen haben, haben Sie das Recht, kostenlose Hilfe und

GermaEn Informationen in lhrer Sprache zu erhalten. Um mit einem Dolmetscher zu sprechen, rufen Sie bitte die
Nummer 855-710-6984 an.
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Diné T’aa ni1, éi doodago ta’da bika ananilwo’igii, na’iditkidgo, ts’ida bee na ahooti’1’ t’4a niik’e

Nais6 nika a doolwol doo bina’iditkidigii bee nit hodoonih. Ata’dahalne’igii bich’}” hodiilnih kwe’é

J 855-710-6984.
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nepeBoaYMKOM, MO3BOHUTE No TenedoHy 855-710-6984.
Espariol Si usted o alguien a quien usted esta ayudando tiene preguntas, tiene derecho a obtener ayuda e
Spanish informacién en su idioma sin costo alguno. Para hablar con un intérprete, llame al 855-710-6984.
Tassalle Kung ikaw, 0 ang isang taong iyong tinutulungan ay may mga tanong, may karapatan kang makakuha ng
Tag al Og tulong at impormasyon sa iyong wika nang walang bayad. Upang makipag-usap sa isang tagasalin-wika,
galog tumawag sa 855-710-6984.

33 Jnuudmub_)‘fuﬁ_gsulc}\:uﬁm_})d‘}m@js‘uuca‘)‘)samg_:\éumjsa)s:u\susuc}sg_\\ )S\
Urdu - S J& 1855-710-6984 « ) S S S Al —was sl 0 388 S S Juals Glaglaa
Tiéng Vit Néu quy vi, hodc ngwdi ma quy vi dang giup d6, c6 cau héi, thi quy vi c6 quyén dwoc gilip va nhan
Vietr?amése théng tin bang ngdn ngi¥ cia minh mién phi. D& ndi chuyén véi mét théng dich vién, xin goi

855-710-6984.
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BlueCross BlueShield of Texas

Health care coverage is important for everyone.

We provide free communication aids and services for anyone with a disability or who needs language assistance.
We do not discriminate on the basis of race, color, national origin, sex, gender identity, age or disability.

To receive language or communication assistance free of charge, please call us at 855-710-6984.

If you believe we have failed to provide a service, or think we have discriminated in another way, contact us to file a grievance.

Office of Civil Rights Coordinator Phone: 855-664-7270 (voicemail)

300 E. Randolph St. TTY/TDD: 855-661-6965

35th Floor Fax: 855-661-6960

Chicago, lllinois 60601 Email: CivilRightsCoordinator@hcsc.net

You may file a civil rights complaint with the U.S. Department of Health and Human Services, Office for Civil Rights, at:

U.S. Dept. of Health & Human Services Phone: 800-368-1019
200 Independence Avenue SW TTY/TDD: 800-537-7697
Room 509F, HHH Building 1019 Complaint Portal: https://ocrportal.hhs.gov/ocr/portal/lobby.jsf
Washington, DC 20201 Complaint Forms: http://www.hhs.gov/ocr/office/file/index.html
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