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COVID-19 FAQs for Agents

Eligibility

Q: What happens to a BlueChoice HealthPlan of South Carolina group policy/plan
if employees are furloughed, put on leave or temporarily laid-off?

A: Effective through March 31, 2021, BlueChoice® will provide coverage to any employee
on an employer’s health plan so long as the employer has not terminated the employee
and continues to pay for such coverage.

Q: Will a BlueChoice group policy be cancelled if employees are not actively at
work during this crisis?

A: To maintain a group policy, the employer must have at least two employees on the
policy. BlueChoice will provide coverage to any employee on an employer’s health plan
so long as the employer has not terminated the employee and continues to pay the
premiumthrough March 31, 2021.

Q: If an employer has a temporary layoff or reduces hours for some employees,
can they leave them on the plan, or do they have to offer them COBRA/State
Continuation?

A: Effective through March 31, 2021, BlueChoice will provide coverage to any employees
on an employer’s health plan so long as the employer has not terminated the employee
and continues to pay for such coverage. If employers terminate employees from their
group plan but continue to offer group coverage, then COBRA and State Continuation
rules may apply.

Additionally, the loss of group coverage qualifies as a Special Election Period (SEP) in
the Individual Affordable Care Act (ACA) market.

Q: How does an employer determine if they are a COBRA or State Continuation
Group?

A: COBRA and State Continuation coverage rules vary based on the size of the
Employer:

* For ERISA groups with 20 or more employees: COBRA allows coverage to be
extended for up to 18 months after an employee is terminated, longer for other
situations. Employees and dependents currently on the coverage can elect COBRA
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and each covered person can elect independently of the others (i.e., the employee
may choose not to elect, but the dependents do).

* For non-ERISA groups (typically a church group or a government-based
group) and groups with fewer than 20 employees: State continuation coverage
rules may apply. State continuation is like COBRA, but covered persons may elect it
only if they have been on the employer’s coverage for at least six months and it only
allows continuation of the coverage for the remainder of the calendar month plus an
additional six months.

Q: Would an individual who has lost his/her job be eligible for a Special
Enrollment in an Individual Affordable Care Act (ACA) plan?

A: Yes. ACA rules create a Special Enrollment Period for individuals who have lost
group coverage.

Q: What other coverage options are available to individuals?

A: BlueChoice offers ACA individual policies to individuals under age 65 in every county
of the state. BlueChoice also has Short-Term Health insurance plans available if the
individual qualifies and it is an appropriate fit for them.

Q: How do | as an agent get appointed to sell Individual products for BlueChoice?
A: Agents can be appointed to sell Individual health insurance for BlueChoice. For more
information, click here.

Business Rules and Practices

Q: Will BlueChoice reconsider the time (30 days) that members can be terminated
before having to restart the group’s waiting period upon rehire?

A: Effective through March 31, 2021, any groups with employees terminated temporarily
and returning to the same group, BlueChoice will waive the waiting period rule and allow
employees to come back.

Q: Can a group cancel their auto-draft and mail a check due to varying
enrollments?

A: Yes, premium and payments can be monitored through QuickBill or contact
BlueChoice Billing at 1-866-569-5933.
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Care Management

Q: Does BlueChoice have site of care plans for members who are unable to
access care due to hospital and physician shortages (i.e., moving to skilled
nursing facilities, expanding telehealth, on-site nurses, infusion centers)?

A: BlueChoice is in frequent communication with our provider partners and working with
them to quickly approve requests regarding level of care or treatment. BlueChoice has
relaxed its facility prior authorization process to allow providers the maximum flexibility is
addressing any needed. Additionally, BlueChoice has worked with providers to provide
alternative access to care (notably, through telehealth options) where possible.

Q: Is BlueChoice enhancing or promoting behavioral health programs for
caregivers, and other members facing crisis due to the COVID-19 situation?

A: BlueChoice has included behavioral health services in its expanded telehealth
options.

Q: Are BlueChoice’s current wellness and disease management platforms adding
any special content or outreach for members with chronic conditions?

A: Yes, BlueChoice is engaged in an ongoing process of updating our information.

Plan Design

Q: Is BlueChoice addressing the plan design and coverage for COVID-19
differently for fully insured, ASO and level funded clients?

A: No plan design changes are necessary and (consistent with the recent federal
guidance) BlueChoice is covering services related to COVID-19. ASO clients have the
right to not cover certain services associated with the treatment of COVID-19 at 100%,
so please speak with your Account Executive.

Q: Will BlueChoice be offering coverage at no-cost for a COVID-19 vaccine when
one becomes available?

A: BlueChoice is monitoring the availability of a vaccine for COVID-19 and will address
this when one becomes available, however, current guidance suggests that this would
be offered without cost to the consumer.

Telehealth

Q: Is BlueChoice offering an expansion of its telehealth policies?

A: Yes, BlueChoice has expanded their telehealth policy effective March 17, 2020.

Members can now choose from the following options:
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* BlueChoice’s telehealth service, Blue CareOnDemands": BlueChoice is
temporarily waiving the visit cost.

« Telephone visits: Services delivered over the phone by a BlueChoice network
provider will be covered.

» Telehealth services by Provider: Audio and video consults by a BlueChoice
network provider will be covered at the same benefit level as office visits.

We continue to monitor the situation and want to remind you to refer to our website for the
most up-to-date information: www.BlueChoiceSC.com/covid-19.

Q: Should Blue CareOnDemand be used to diagnose COVID-19?

A: Telehealth services cannot diagnose someone with COVID-19. Telehealth doctors
can triage and help route people to the best local site that can assist with potential
COVID-19 testing.

Additionally, MUSC and PRISMA Health have COVID-19 specific telehealth services
available to the general public.

Q: When should Blue CareOnDemand be used?

A: Blue CareOnDemand is best for those who have non-COVID-19 symptoms and prefer
toavoid in-person contact in a waiting room.

Q: How can Blue CareOnDemand by accessed?

A: By visiting www.BlueCareOnDemandSC.com or downloading “Blue CareOnDemand”
app from the App Store or Google Play.

Q: What are the best times for patients to access Blue CareOnDemand?

A: The longest wait times currently are between 9 a.m. and 3 p.m. We suggest avoiding
these times.

Q: Is BlueChoice offering a means to waive the fees associated with Blue
CareOnDemand?

A: Yes, members no longer need to enter a coupon code to receive the $0 cost share for
urgent care, behavioral health and lactation support telehealth services. We will use real-
time eligibility verification to confirm members’ coverage based on their insurance 1D
numbers. If there is an issue with eligibility or the patient is not a BlueChoice member,
the cost share will not be waived. The patient will be charged the usual cost share for a
telehealth visit according to his or her health plan or policy.
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Q: How does the virtual visit benefit impact our members not using Blue
CareOnDemand but with their own doctor?

A: Separately from Blue CareOnDemand, BlueChoice is now covering virtual visits that
members may have with their own provider located in South Carolina. This means a

provider will now be reimbursed by BlueChoice the same way they would for an in-
person visit. This does not mean these visits are free. The same member cost share that
an in-person visit would be is applicable.

Q: If amember cannot get into see their normal doctor, can Blue CareOnDemand
prescribe normal maintenance medications?

A: BlueChoice recommends our members call their normal doctor to ask for them to
prescribe a bridge dose of any needed medication. If this is not possible, Blue
CareOnDemand may prescribe a limited bridge dose to allow more time for the member
to get in touch with their normal doctor.

Communications

Q: I am a BlueChoice agent. Where can | find BlueChoice’s COVID-19 related
announcements and other resources?

A: Agents can visit the news section of our Agent website to view all recent
communication.

Q: How is BlueChoice contacting members?

A: We use telephone, text and email methods to contact members. The topics range
from COVID-19 prevention methods to pertinent benefit related updates.

When possible, we are encouraging members to check out our dedicated COVID-19
section of our website.
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Non-Discrimination Statement and Foreign Language Access

We do not discriminate on the basis of race, color, national origin, disability, age, sex, gender identity,
sexual orientation or health status in our health plans, when we enroll members or provide benefits.

If you or someone you’re assisting is disabled and needs interpretation assistance, help is available at the
contact number posted on our website or listed in the materials included with this notice (TDD: 711).

Free language interpretation support is available for those who cannot read or speak English by calling
one of the appropriate numbers listed below.

If you think we have not provided these services or have discriminated in any way, you can file a
grievance by emailing contact@hcrcompliance.com or by calling our Compliance area at 1-800-832-9686
or the U.S. Department of Health and Human Services, Office for Civil Rights at 1-800-368-1019 or 1-
800-537-7697 (TDD).

Si usted, o alguien a quien usted estd ayudando, tiene preguntas acerca de este plan de salud, tiene derecho a
obtener ayuda e informacién en su idioma sin costo alguno. Para hablar con un intérprete, llame al 1-844-396-
0183. (Spanish)

MEE SHBEEAEGMNESR, BERARETESFEMNMNE CHEMNRE LGN ESIIEBMA
B, AA—IEES, 5% 1-844-396-0188, (Chinese)

Néu quy vi, hodc la nguwdi ma quy vi dang giup d&, cé nhitng cu hdi quan tdm vé chuwong trinh strc khoe nay, quy
vj sé duoc gilp d& véi cac thong tin bang ngdn ngir clia quy vi mién phi. D& ndi chuyén véi mot thong dich vién,
xin goi 1-844-389-4838 (Vietnamese)
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Kung ikaw, o ang iyong tinutulungan, ay may mga katanungan tungkol sa planong pangkalusugang ito, may
karapatan ka na makakuha ng tulong at impormasyon sa iyong wika nang walang gastos. Upang makausap ang
isang tagasalin, tumawag sa 1-844-389-4839 . (Tagalog)

Ecnm y Bac uam nnua, KOTOpoMy Bbl MOMOraeTe, MMelTCa BONPOCHI No nosoAy Bawero niaHa meguuMHCKOro
obcnyKunsaHus, To Bbl MmeeTe npaso Ha 6ecnnaTtHoe NoJlyYyeHne NoOMOLM M MHGOPMaLIMM Ha PYCCKOM A3blKe. s
pa3roBopa c nepeBoAYMKOM No3BoHUTe No TenedpoHy 1-844-389-4840. (Russian)

il slaall 5 s2elosall e Jsmall 3 3ad) chals o daall Aad (o geady Al saelud (ads gl §f el (1S )
(Arabic) 1-844-396-0189 « Juail aa jie pe Gl AT 49 ()53 (e clialy 4y ) 5 yuall
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Si ou menm oswa yon moun w ap ede gen kesyon konsénan plan sante sa a, se dwa w pou resevwa
asistans ak enfomasyon nan lang ou pale a, san ou pa gen pou peye pou sa. Pou pale avék yon
entépret, rele nan 1-844-398-6232. (French/Haitian Creole)

Si vous, ou quelqu'un que vous étes en train d’aider, avez des questions a propos de ce plan médical, vous avez le
droit d'obtenir gratuitement de I'aide et des informations dans votre langue. Pour parler a un interprete, appelez
le 1-844-396-0190. (French)

Jesli Ty lub osoba, ktdorej pomagasz, macie pytania odnosnie planu ubezpieczenia zdrowotnego, masz prawo do
uzyskania bezptatnej informacji i pomocy we wtasnym jezyku. Aby porozmawiac z ttumaczem, zadzwon pod
numer 1-844-396-0186. (Polish)

Se vocé, ou alguém a quem vocé esta ajudando, tem perguntas sobre este plano de saude, vocé tem o direito de
obter ajuda e informagdo em seu idioma e sem custos. Para falar com um intérprete, ligue para 1-844-396-0182.
(Portuguese)

Se tu o qualcuno che stai aiutando avete domande su questo piano sanitario, hai il diritto di ottenere aiuto e
informazioni nella tua lingua gratuitamente. Per parlare con un interprete, puoi chiamare 1-844-396-0184.
(Italian)

Hlatz, FREHLBEAEHEZSIATLEIAN., COBERR ICOLWTIEBERNSSNWELEZL, &
FEDEBETHR—F2ZT-Y. BHREAFLEYITZZIENTEET, HEEIHLMY FEFEA, ER
EBEINDIEE. 1-844-396-0185 FTHEFEL ZE LY, (Japanese)

Falls Sie oder jemand, dem Sie helfen, Fragen zu diesem Krankenversicherungsplan haben bzw. hat, haben Sie das
Recht, kostenlose Hilfe und Informationen in Ihrer Sprache zu erhalten. Um mit einem Dolmetscher zu sprechen,
rufen Sie bitte die Nummer 1-844-396-0191 an. (German)

Lrl.[f:l.l.@._) saolyy ol soyly o VT e LS 0 SaS gl 4 4S s Ly L S
Oy yeb 4 1y 0e3 Glo)y 4o QL.%‘-)L&H 9SS 4SS woylo Ty ol G cdobly 4ddl
Juols> wlas  1-844-398-6233 oyl Lo Labd ¢ p>yin Lo 048 Guxo ol g .« oS asdloyo

(Persian-Farsi) . Lo

Ni da doodago t’44 haida bika’ana nilwo’igii dii Béeso Ach’4éh naa’niligi haa’ida yi na’ idil kidgo, niha’ah6ot’i’
nihi ka’a’doo wolgo kwii ha’at’ishif bi na’idotkidigi doo bik’¢’azlaagd6. Ata’ halne’¢ ta’ bich’{’ ha desdzih
ninizingo, koji’ béésh bee holne’ 1-844-516-6328. (Navajo)
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