dO. FREQUENTLY ASKED QUESTIONS
'MN. DOCTOR ON DEMAND

1. What is Doctor On Demand?
Doctor On Demand (DOD) is a health care service that provides on-demand access or
same-day appointments with board-certified physicians or next-day appointments with
psychologists and psychiatrists from any device with a front-facing camera — smartphone,
tablet or computer. Doctor On Demand providers can treat most common non-emergency
medical issues through live, face-to-face video visits.

2. What conditions can be treated?
DOD physicians are able to treat urgent but non-emergency conditions such as upper
respiratory infections, allergies, yeast infections, sports injuries, nausea, diarrhea, heartburn,
back pain and rashes. They can also provide travel medicine and prescription refills.
Psychologists and psychiatrists treat stress, anxiety, relationship issues, depression,
changes in mood, alcohol and tobacco addictions, and eating issues.

3. Can DOD physicians prescribe medications?
Yes, DOD physicians are able to prescribe a wide range of medications in states where they
provide services. The physicians use an e-prescribe tool for prescribing medication, similar
to the systems most provider offices use.

4. What if lab tests are necessary?
If your condition requires a lab test, the DOD physician orders it from one of their nationwide
partner labs, LabCorp or Quest Diagnostics. You simply visit the lab location, have the test
run, and the results will be sent to you from Doctor On Demand within 10 business days.

5. Who can use DOD?
DOD is available to anyone.

6. How does it work?
Users connect online or via an app on any device with a front-facing camera — smartphone,
tablet or computer. Users can register in advance or at the time of service. When registering,
they will be prompted to enter personal information and payment / insurance details. Users
log in and a video chat will open at the scheduled appointment time.

7. What internet browsers and operating systems are supported by Doctor On Demand?
The app is available for Apple, Android or Kindle Fire devices. Firefox or Google Chrome
browsers should be used for online access. Internet Explorer is not an option, due to
security issues.

8. Do | need Wi-Fi?
Wi-Fi is recommended for the best experience, but it is not required to use the service. As
long as the connection is 4G or LTE, it should be fine. If there are connection issues, switch
to audio-only when connected to a doctor and your connection will improve. If switching
between Wi-Fi and 4G/LTE, it may be helpful to restart the device before attempting to
connect.

do.®is a registered trademark of Blue Cross® and Blue Shield® of Minnesota, a nonprofit independent licensee of the Blue Cross and Blue Shield Association.

Doctor on Demand is an independent company providing telehealth services. Behavioral health care is available in all states where mental health services
are available.
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How quickly can patients see a provider?
Medical appointments are available on demand or by appointment. Mental health
appointments require at least 24 hours advance scheduling.

Is a video consultation required?
All consultations require video to confirm the patient’s identity. However, after that step is
complete, they may switch to audio-only, if they prefer.

Can children use Doctor On Demand?

Yes. For children under the age of 18, the parent / guardian will need to create the account.
When logging in, the parent selects “My Child” or “Someone Else” and the consultation is
completed with both the child and parent / guardian.

Can | have multiple accounts on the same device?

Setting up accounts for multiple adults on the same device is easy. To create another
account, simply log out of the app and create a new account. Just remember to log out after
every appointment to keep your information private. Please note that having multiple
accounts for one person is prohibited. If you have created multiple accounts for yourself by
accident, please contact the member support team for assistance at
support@doctorondemand.com or 1-800-997-6196.

Where is Doctor On Demand available?
Medical treatment is available in all 50 states and the District of Columbia. Behavioral health
is available in all states where mental health services are available.

Can Doctor On Demand be used when traveling internationally?

Yes, but the provider will only be able to provide advice. The doctors are unable to provide a
prescription while traveling abroad. If medication is recommended, the doctor can advise on
medication you should try to obtain.

Are medical records secure?
Yes. Patient information is stored on encrypted servers inside encrypted databases, which
are HIPAA compliant.

Does this replace seeing a primary care provider?
No. DOD is intended to complement existing care. For more emergent or chronic conditions,
treatment from a primary care provider or hospital is necessary.

Can a record of the visit be sent to the primary care physician?
Yes. During the visit, patients can request a record be sent to their primary care physician.
Patients can also download the record from the “My Health” section.

Can Doctor On Demand provide notes to be excused from work or school?
Yes. Documents to excuse from or return to work or school can be provided as clinically
appropriate.

Can Doctor on Demand prescribe tobacco cessation quit aids?
Yes.
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How personal information be updated or edited?

After logging in to the app, click on the “gear” icon located in the top right of the screen.
From this screen account and payment information can be edited. For security reasons,
users will need to contact the DOD member support team to update name, date of birth,
email address or gender.

Is Doctor On Demand able to provide language Interpretation?

Doctor On Demand is able to provide American Sign Language (ASL) interpretation and
language translation for medical visits by appointment. These visits are completed via
Google Hangouts where the patient is able to connect with a licensed Doctor On Demand
physician and an interpreter.

Scheduling an appointment:

Contact the Doctor On Demand member support team at support@doctorondemand.com or
1-800-997-6196 to indicate the language needed. A member of the support team will assist
with scheduling an appointment. After the appointment is scheduled, you will receive an
email with verification of your appointment time and instructions on using Google Hangouts.
Once the visit is completed, you will be able to log in to your Doctor On Demand account to
view any associated documents and visit notes.

What type of services are not provided?

Services that require an in-person evaluation are not provided, such as:

o Family Medical Leave Act forms, disability forms or handicap/DMV documents

e Maternity care. However, DOD can help with medical issues related to pregnancy, like
nausea and heartburn.

¢ Annual physicals. However, DOD can review laboratory results, for example.

COST, PAYMENT AND INSURANCE
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How much does it cost? How long is a visit?

Type of visit How much does it cost? How long is the visit?
Medical $48 15 minutes
Psychology $60 25 minutes
$115 50 minutes
Psychiatry $242 Initial, 45 minutes
$104 Ongoing, 15 minutes

What if the medical visit goes over 15 minutes?

Once a visit reaches the 13-minute mark, the patient will be asked if they’d like to extend the
visit for an additional 15 minutes. If so, they will be billed for an additional visit at the same
rate. For example, for a medical visit, the charge would be $48 for the first 15 minutes and
an additional $48 for each additional 15 minutes.
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Do you accept insurance?

Yes. For Blue Cross and Blue Shield of Minnesota members, the visit will be processed like
a typical claim (using the costs noted in the table above). The only amount due at the time of
service is your copay, if there is one. For benefits to apply, the group and member ID
information need to be entered as part of the registration process. If using DOD through
another insurance provider and they do not have DOD as a preferred provider, the session
will need to be paid in full at the time of service and may be submitted to the insurance
company for reimbursement.

Is DOD available without medical insurance?
Yes. DOD is available to everyone, but members with medical insurance receive a reduced
cost. For people without medical insurance, the price for medical visits is $75.

Can a health savings account (HSA) or flexible spending account (FSA) be used?
Yes. Services may be paid with an HSA or health care FSA debit card with a Visa or
MasterCard logo. Payment may also be made with a credit card and submitted to the HSA
or FSA account for reimbursement.

What credit cards do you accept?
DOD accepts all major credit cards: VISA, MasterCard, American Express and Discover.

Why is a credit card required if there is a $0 copay?
For security reasons, a credit card must be entered to verify the user, but no charges will
occur if there is no copay.

Can visits be purchased in bulk, prepaid and used as needed?
No. Payment must be made at the time of service.

PRESCRIPTION QUESTIONS
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What pharmacies are used?

If a prescription is needed, users are prompted to select a pharmacy prior to each
consultation. Be sure to choose a pharmacy in your health plan network to save on your out-
of-pocket costs. To find a participating pharmacy, log in to bluecrossmn.com and search
with the Find a Doctor tool, or call the number on the back of your member ID card.

What if you want to change the pharmacy with Doctor On Demand?

Log in to the Doctor On Demand app or website. Go to “My Health.” Click on “Pharmacies”
and select “Add Pharmacy” or “Edit.” When connecting to a provider or scheduling an
appointment, the app will prompt you to select a pharmacy using a locator.

Will | end up with an expensive prescription?
97 percent of prescriptions are for generic medications.

Can you provide prescription refills?
No. DOD can only issue bridge prescription refills, which means a refill to bridge the member
to their next appointment with their primary care provider.



MENTAL HEALTH

35. Are there pediatric psychiatrists available?
Licensed and board-certified child psychiatrists are available in some states. This
information will be available when selecting the provider during scheduling.

36. Is a member required to have a diagnosis before setting up a psychology or
psychiatry appointment?
No diagnosis is required to receive treatment.

37. Can a psychiatrist prescribe medication?
Yes. Our psychiatrists can prescribe medication at their discretion. However, there are
limitations for any medication that has a DEA Schedule |-V or requires an in-person visit with
a local psychiatrist. If the medication is one our providers are unable to prescribe, we
recommend consulting with your primary doctor or a local health facility.

38. Can individuals with a history of chemical dependency and a mental health
comorbidity (depression, anxiety, bipolar disorder, etc.) be treated?
Yes. Patients with both mental health and substance abuse issues can be treated by either
a psychologist or psychiatrist.

39. Can mental health visits be extended, if we run out of time?
Yes. A patient can extend a psychology visit by 25 minutes for a fee of $60 if both the
patient and the provider agree.

ENHANCED DIAGNOSTIC CAPABILITIES (LAB SERVICES)

40. What lab screenings are available?
Below is a list of lab screenings that Doctor On Demand physicians are able to request.

Alcohol Level Desipramine Iron Panel Testosterone, Total AM
Amylase Digoxin LFTS Theophylline

B12/Folate Drug Test, Urine Lipase Triglycerides

Basic Metabolic Panel ESR Lipid Panel TSH with Reflex to Free T4
Blood Typing Fluoxetine Lithium Urinalysis, Complete
Carbamazepine Glucose, Serum Lyme Disease (w/ reflex to western) Urine Culture, Routine
CBC+diff Haloperidol Level Nortriptyline Valproic Acid

Clozapine HcG Qualitative, Urine  Olanzapine Vitamin D
Comprehensive Metabolic Panel  Hemoglobin Alc Risperidone

Creatinine, Serum (Creatinine) HSV1 and 2 Antibody Testosterone, Free

41. Can my lab results be shared with my primary care provider?
Yes. After our doctor sends you the lab results, you can view and save the results to your
device. You can then send the results to your primary care physician through their preferred
type of communication.



42. Which laboratory facilities participate?
DOD partners with two national labs, LabCorp and Quest Diagnostics. Combined, they offer
more than 4,000 service centers nationwide. Patients can find a listing online and have the
flexibility to visit any service center within these networks.

43. Are all service centers in network?
Patients will be shown all the available service centers based on the patient’s location.
Service center details will include whether they are in or out of of the patient’s network.

44. How will lab claims be submitted?
Claims for lab work are submitted by the lab and processed as part of the patient’s
diagnostic benefit.

45. What happens if there is no nearby LabCorp or Quest Diagnostics location?
If the patient is unable to travel to the closest location, no order will be issued.

TROUBLESHOOTING

46. During registration, the site won’t accept the “Employer” box entry. What do | do?
Entering your employer is not required for registration. Click on the “Skip” button to proceed.

47. What if | have questions or issues?
Call Doctor On Demand at 1-800-997-6196 or email support@doctorondemand.com. You
can also visit doctorondemand.com/bluecrossmn for general information.




