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New Member Welcome Overview

* A comprehensive New Member Welcome program helps make it
easy for new members to get started with Kaiser Permanente. A
series of coordinated outreaches proactively helps new members:

« choose a doctor and make their first appointment

« register for their secure health care account on kp.org
« transition prescriptions

= |earn the many ways they can get care

= |earn about key health resources

* Our outreaches direct members to our New Member Desk—
where members can get personalized support by phone from
specially-trained representatives—or to our Guided Member
Welcome pathway on kp.org.

 Members are walked through the getting started steps and
those with prescriptions are offered a telephone pharmacy
consult
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New Member Welcome Experience — Journey Map

Most fully-insured new commercial, individual, and Medicare members receive a similar onboarding experience once enroliment is received. All welcome activities are designed to
guide and invite our new members to register on kp.org, choose a PCP, transfer medications, and schedule an appointment if needed.
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« Digital ID Card
« High level plan benefits
* Scheduled appointments

Members have tasks & receive
reminders online/by email to:
« Update contact info

« SelectPCP

« Transfer Rx

« Update health needs

« Schedule visit
 Download the KP app

Task #1
Review your contact
information

Confirm that we have the most current

information about you so that you receive ca

and support from us in a timely manner.
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Visual of the overall experience


Outreach Details




Pre-Effective Campaign

Member receives Text Link goes to landing page Member receives MRN Registered member
& member completes (and plan start date and Member Registers receives email on
(or AutoCall) form to get MRN effective date
CORONAVIRUS/COVID-19: Learn how to protect yourself and get care CORONAVIRUS/COVID-19; Learn how to t yourself and get care W el C O m e TO Kaiser
% KAISER PERMANENTE. 8 KAISER PERMANENTE. » Permanente
Greetings! New health e
plan coverage for Get a head start on your health Get a head start on your health _ |
John, Ella begins - o 0 Today is your effective date.
10/01/20. ID cards will If your coverage hasn't started yet or if you're not sure when it starts, we can SRS The frst day of your heallh Care COVerage [s aimost nere.
H help you out. Please take note of the following important information about your plan: . . .
be mailed to the Sign-in to your account to
. . ; con- + Your HeatttvMedical Record number: [ ENEEEN “f@ @ '
addreSS On flle TO ot we peed some mfermaton + The date your coverage begins: [N Q ) KAISER PERMANENTE _Choose your doctor
VIeW Medlcal Record To look up your Health/Medical Record number, we'll need a bit more information. + Your plan type: | Create an account if you're a current or f%mer . .
. Fleasa let us know your To quickly and easily get care online, just register on kp org to get started. Click the icon below and follow the instructions to set up your member or hayg received care ata_Kaiser _TranSfer PreSCH pt|OnS
numberS, regISter kp.org account. Permanente facility and want to receive your . .
irst name:™ st name:™ medical records. -
online, and get a head Frst Last Schedule appointment if you
start on your health, Date of birth:™  MM/DD/YYYY - need to
visit KP-approved e . -Learn about your benefits.
vendor's website: ' - e -
https//kalse rpe rmane Va“dat.e your mobile phone number: Once you register for your online account, you can easily: Already have an account? Sign in
n te_ new- Viepie pnene number + View, save, or print your Member Information page If 5;‘1”‘;:;2a;‘::zh:r"a?]g‘uiz;iro‘?%i?:;E::gal'i“'e

= Learn more about your new plan

| ister at kp. X
- Start browsing our online doctor profiles to find a doctore who's right for you please register at kp.org/wa.

*Required fields

members.mpulsemobil

+ Transition your current prescriptions to a Kaiser Permanente pharmacy

“ - Explore the healthy resources that come with your plan
Create a caregiver account if you don't have a

Kaiser Permanente plan but care for someone

Message and Channel: Triggers:
Pre-effective Text or AutoCall message confirms: -Pre-effective Text or AutoCall: Sent to all members one business day after
* Your new plan will begin on mm/dd/yyyy. enrollment received.
* AnID card will be mailed to the address on file. -Day 1 Welcome Email: Sent on effective date if the member has registered.
 To view medical record number and get a head start on your health, go here:
mpO0.co/kp/hrfwT Regions: NCAL, SCAL, GA, CO, HI, MAS, NW, KPWA (TBD)
Day 1 Welcome Email: Audience: All members who have enrolled in a plan and provided a phone
* Informs the new member that they can now sign in to their account, choose a doctor, number

transition prescriptions, get care, manage their costs and plan documents.

“Smal P Modicars Medcad Ghoico
X X x o x o wa x X
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Members don’t have to register to get Day 1 Welcome Email. (We just have to have an email address.) 
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Thank you for working on your welcome tasks. You've made some great progress. There are just a few tasks that still need your attention.
Terms of use

MM/DDYYYY

Although you can always focus on these last tasks later, your welcome hub is the easiest way to find and finish them up quickly. But it will

Digital document delivery agreement only be available for another month.

Agreement for Electronic Document Delivery (E-Sign Disclosure and Consent? i I-I-IIE_'| s el & |'||:Id|'_'l SEArt Ofn sOur "Ed"_l"l o w Lkl B | g o 8
= d ¥ Please take a moment to complete your remaining tasks sooner than later. We want you to get the most out of your membership and
1 .
Electronic delivery of documents YRR LI I'\: LTS -"_ L RN s ey A rE ris '--'I:._ = e coverage.
More Thank you
and supparl right away o
u I have read and agree to Kaiser Permanenta’s document delivery terms of use, with Kaiser Permanente

the aption to change these preferences or request the paper version at any time, |

Take surway

understand paperless documents are available via the website or mobile device and

agree to maintain an updated email on file.

Go paperless later

mm Medicare Medicaid
X X X
6

You received this email because as a new member of Kaiser Permanente whose coverage has started, you have welcome tasks that you haven't
completed yet.

To ensure that future announcements are delivered to your inbox (not your bulk folder), please add kp-donotreply@kp.org to your address book.

Our website privacy statement.

Kaiser Foundation Health Plan, Inc.

X X X X



Presenter Notes
Presentation Notes
- Overview of what members experience on kp.org
- Once register, choose paperless preferences
- Then see a task list where they can: 
 - Validate/Update Personal Info
 - View high level summary of plan benefits (pre-effective) 
 - Select a PCP (post-effective)—for them and dependent 
 - Identify Health needs—like pregnancy, mental health, cancer (post-effective)
 - Transfer prescriptions (post-effective)
Also get reminders if haven’t completed tasks:
After 3 months if no tasks completed- on kp.org
After 5 months if still uncompleted task- email
After 2 months not signing into kp.org and have task left (only in first 6 months)- email
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Dual Choice Microsite (Dual Choice members only)

Finding Doctors and Facilities

kp.org | Member Support | Employer & Broker Support

Dual Choice PPO makes it more convenient to find doctors and facilities for your care.

8% KAISER PERMANENTE. Dual Choice PPO -

Kaiser Permanente Insurance Company

Here's an overview of getting care with Dual Choice PPO. You have the option to zse Kaizer Permanenta

Providers in Georgia. Network Providers, or any licenzed provider.

Why Dual Choice PPO?

For Members For Employers & Brokers

I fatarork Providars Chrt-of-Matwork Providers

In-Network Providers

“zizer Permanente Providers in Georgia & Metwork Providers

In Georgin: Find Metwoit praviden and leoathsmm
In orrather Esiacr Permonenis S5ose: The PHOS Matvasik grovidcs opocsaa i cers it Keiaer Pemmerenis stpbe o C8, CO HIL D

QR WA, WA, ond DCL

Nen-Keiysr Fzrmeneres Sketex The ChignafPORebsark® anly provides seosx ko core in man-Keiser Fermzreres atohe,

For Members

Cigra PPO d=r Shered Adminiriretion.
Fired Bt Permanans phafmeciad in Gacrgia

Fred Madiimg et o i ias

Hedginad Surgriss Billirey Ratineg

. . Kaiser Permanente Providers and medical offices in Georgia.
Important Notice Regarding

Coronavirus (COVID-19) and
your Benefit Plan

How to Access

Cﬂv&m Care iliti ] ey ey M B v o o o e (S o e et | i B oo gy o o o o g g ey o [ e g o | o e oy g e e ol o [ e ap g o by

Understanding Your
Plan and Benefits

Home = Dual Choice PPO = For Members

# ToSnd o proy

=== In-Network Providers

# ToSrdockKoi

You can choose yol
and where to get ca

Leam how to get care with the
Dual Choice PPO insurance plan.

Leam about features and benefits
of Dual Choice PPO under the
provider and pharmacy seclions.

Experience care your way. Dual Choice

PPO allows you to choose how and ) ) ) ) )
Kaiser Permanente Providers in Georgia & Network Providers

Important Notice Regarding
Coronavirus (COVID-19) and
your Benefit Plan

where you get care, and how to
manage your costs.

In Georgia: Find Network providers and locations.

In another Kaiser Permanente State: The PHCS Network provides access to care in the Kaiser Permanente states of CA, CO, HI, MD,
OR, VA, WA, and DC.

Pharmacy Precertification Member Support

Experience care your way. Dual Choice

PPO allows you to choose how and
Non-Kaiser Permanente States: The CignaPPONetwork* only provides access to care in non-Kaiser Permanente states.

Quick Documents and et et hen
where you get care, and how to Links —

An overview of precertification Where and how to get member
and how to obtain it support.

*Disclaimer: The Cigna PPO Network refers to the health care providers (doctors, hospitals, specialists) contracted as part of the

Search for Providers Cigna PPO for Shared Administration.

Provider Directory Options by Location:

In Georgia: Find Network providers and Find Kaiser Permanente pharmacies in Georgia

locations.
Find MedImpact pharmacies

In another Kaiser Permanents State: The
PHCS Network provides access to care in
the Kaiser Permanente states of C&, CO, HI,
MD, OR, VA, WA, and DC.

Mon-Kaiser Permanente States: The
CignaPPONetwork* only provides access to
care in non-Kaiser Permansnte states.

*Disclaimer; The Cigna PPO Metwork refers
to the health care providers (doctors,
hospitals, specialists) contracted as part of
the Cigna PPO for Shared Administration.

Claims

When you need to file a claim
and how to submit one to Kaiser
Permanente.

Coverage Documents

MNeed a coverage document?

Documents and
Forms

View, download, or print
commonly used forms, FAQs,
and other documents here.

Hospital Surprise Billing Rating



Presenter Notes
Presentation Notes
Microsite just for Choice product members
Has info about plan benefits, network and finding docs, claims, and more
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Im an Emergency: Dial 911 or go to the nearest Emergency Room
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OUT OF POCKET MAX

(TTY 711)
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Questions about COVID-197?

Visit kp.org/coronavirus to learn how to protect
yourself and get care,

kp.org/newmember
404-760-3540
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* Starred lines of business do not get the sticker



Get Started Insert (sent with ID Card)

Message: The physical ID Card is delivered along Welcome to Kaiser Permanente

with an insert which explains the steps to get started
with KP. (Members can also access their digital ID

card via the Kaiser Permanente app.) . F
nce Your coverage starts, you can create to acoess vour diaital I card on vour mobile
¢ ChOOSG your DOCTOf - Clﬂd Ch(]nge OHYTIme your account through the Kaiser Permanents phnne.lllthliunaf.}fil.?ruluilc?ue nr?edicilre-:-:-rdbl

app or at kp.org/newmember. Then you can _ _ _
PP porg yo number and important contact information.

¢ CreOTe your On“ﬂe OCCOUHT OT kp.org conveniently schedule routine appointments, You'll need your numberto get care, make

fill most prescriptions, email Your doctor's _ _ .
P F ’ yo appointments, and fill prescriptions.

° Ge'l' prescri p'l'io NS office with nonurgent questions, and so much

more* You can also access your digital D card

- Learn about getting care at KP and our 24/7 when you use the app Get your care, your way

3 easy steps to get started

@ Step 1: Keep your ID card handy

Create your online account To enjoy all your benefits, always keap your
member |D card with you. (Or just use our app

. (5o ahead and schedule your first doctor
nurse advice w

appointmant o You can start building a
relationship with your new partner in haalth.
Your visit can even b by phone or video.

Channel: Direct mail

Step 2:
Choose your doctor

Choose your doctor now, even if you don't
nead care right away. At kp.org/newmember,

you can browse our doctor profiles and

search based on what's important to you —

like location, languages spoken, or gender.

Or you can call our New Mamber Desk for help.

Mo matter what life throws your way, you
have access to a full range of care. Call us at
404-355-0966 if you're not sure what kind
of care you need or for 24/7 maedical advice.
You can also visit kp.org/newmember to
see where you can get care.

Trigger: Effec.l.ive D(].I.e And remembear - you can switch doctors forany

reason, at any time.

. -@ Step 3: Ij Get started today!
AUdlence: A” Nnew members Get prescriptions Call the New Member Desk

Finally, we'll help you transition your current at 404-760-3540.

prescriptions to Kaisar Permanante. Just go to
kp.org/newmember and follow the staps. Or Or go to kp.org/newmember.
call cur Mew Member Desk. Be sure to have your

Timing: Arrives within 1-10 days of Effective Date or prescription information handy.
sooner

*These features are available when you get care from Kaiser Permanente facilities.

Kaiser Permanent= is an HMO |:-|En with a Medicare contract. Enrollment in Kaiser Permanents

depends on contract renewal.
Mmm Go to kp.org/newmember today. _
X X X X n/a X X §M% KAISER PERMANENTE.
9

Ea Plaasa recycha. 13066001 MM 15 Jans HIF]
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This is customized based on product (and in a few other instances)



Product-Specific ID Card Inserts (when applicable)

Message: The physical ID Card is delivered along
with an insert which provides information to help
members understand their non-Kaiser Permanente
provider options.

Channel: Direct maill
Trigger: Effective Date

Audience: New members in products with non-
Kaiser Permanente provider options

Timing: Arrives within 1-10 days of Effective Date or
sooner

ol KPIF e Wedcaa_Ghoioe
xox  ox  x  wa X na
10

WELCOME!

To help you get care outside a Kaiser Permanente medical office, use the enclose
ID Card sleeves.

Pull a sleeve off and insert your Kaiser Permanente ID Card. Then show the sleeve when
checking in at any Network or Out-of-Network provider.

&% KAISER PERM.

Kaiser Permanente Insuran

For Providers & Pharmacies DUAL CHOICE PPO

v This member has a PPO plan which lets them get care
from any licensed provider or pharmacy they choose.

v In Georgia and other Kaiser Permanente states (CA, CO, i ?
DC, HI, MD, VA, OR, WA), most PHCS Providers and QU@SUOHS g
MedImpact pharmacies are covered In-Network. Call: 1-855-364-3185

v In non-Kaiser Permanente states, Cigna PPO Network
providers are covered In-Network.

Visit: kp.org/dualchoice-georgia

v For questions, see contact info on member ID Card.

Ming Fiadmont Canter = 2495 Fladmont Road ME » SAtdarta, G I0305 = 404-3£8-7000

£y Pleass Recycls. 471055608 OAM1E 2018 Kaiser Foundation Haalth Plan of Georgia, Inc

What to know about your
Kaiser Permanente Plus plan

With your new plan, you've got

more choice and more convenience.
With Kaiser Permanente Plus™ (KP Plus),
you get access to Kaiser Permanente
facilities, services, and providers

all under one roof — plus care from
out-of-network providers for a

limited number of times each year*

Convenient care that fits your life

Get comprehensive care

& with Kaiser Permanente when
and where you need it

Receive Kaiser Permanente
preventive care services such
as routine physicals and certain
screening tests for $0 copay

See out-of-network providers for
—id upto 10 physician visits/medical
services and 5 prescription fills
peryear

See everything your KP Plus plan hasto
offer and important details about your
benefits at <kp.org/kpplus-georgia>.

*Refer to Evidence of Coverage for more details on your
plan design.

Kaiser Foundation Health Plan of Georgia, Inc, Mine
Piedmont Center, 3495 Pieadmont Road ME, Atlanta, GA
30305, 404-344-7000 = Kaiser Foundation Health Plan
of the Morthwest, 500 NE Multnomah St., Suite 100,
Portland, OR 97232

"% KAISER PERMANENTE.

BA2O54047 April 2022
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Members in our PPO plans and KP Plus plans receive a product-specific insert



Welcome Book

Message: Geftting started is simple. Details
about how to:
- Choose your Doctor — and change
anytime
- Create your online account at kp.org
-  Get prescriptions
- Get care at KP and use our 24/7 nurse
advice
« Rouftine vs urgent vs emergent
« Telehealth
* |n-person, including nearest KP

Welcome to

Kaiser Permanente

Get started in 3 easy steps

Welcome,
<subscriber name>

Get started in 3 easy steps

Complete all 3 by visiting kp.org/newmember or by calling our New Member Desk

It's easy to get the care you need

Call us at 404-365-0966 (TTY 711), 24/7, to make an appointment or get

medical advice. (For specialty appointments, call Manday-Friday, & am - 5 pm.) You can also
schedule routine appointments by signing in to your online account from your computer or the

Kaiser Permanente app.

If you balieve you have an emergency madical condition, call 911 or go to the nearest hospital.

Convenient care options

You've got many ways to connect to quality
care when and where it's most convenient for
you and your family. Visit kp.org/getcare to
learn more.

« E-visit: Sign in to your account and fill out a
short questionnaire about your symptoms,
and a clinician will get back to you — usually
within 2 hours.

+ Video visit Meet face-to-face with a doctor
or nurse by vides, straight from your
smartphone, tablet, or computer.l. 2

» Phone appointment: Talk with a doctor
or nurse over the phone for the same
high-quality care as an in-person visit.l: 2

» Email your care team: Massage your
doctor's office anytime with nonurgent
health questions.

« Chat with a docter: Chat live online with
a Kaiser Permanente doctor for advice,
referrals, and even prescriptions.

« In-person: Most locations offer many
sarvices under one roof, so you'll save
timea with a single trip.

+ Urgent care: When you need care quickly
(but it's not an amergency), you can get
24/7 walk-in care at our three Advanced
Care Centers. Even get care for more
serious (but non-life-threatening) issues
like deeper cuts, broken bones, stomach
pain, and dehydration.

You also have access to a broad network
of contracted urgent care centers.

1. These features are availzble when you get care from Kaiser Permanente facilities. 2. When appropriate and available.

at 404-760-3540 (TTY 711), Monday through Friday, 7 a.m. to 7 p.m.

facility

Healthy extras

Resources for healthy living

Channel: Direct mall
Trigger: New member effective date

Timing: 2-3 weeks post effective date

kp.org/newmembq

Step 1 Step 2 Step 3
Ly B

Create your Choose your doctor Get
online account - and make your first prescriptions
appointment

For help in your language, you may request language assistance at no cost to you by calling
our Member Services (ses phone numbers on inside back cover).

Flease refer to your Evidence of Coverage (EOC) for maore details on your plan or for specific
limitations and exclusions.

X X X X* X

Sl O Wedicrs _Wodicaid
X
11

Take advantage of our resources to help keep you informed, inspired, and feeling your best.

Total Health Assessment

Answer questions about your daily
habits and get a great overview of
your health, along with personalized
tips. Visit kp.org/tha for this free
onlina tool.

Healthy Lifestyle programs
These free online programs create
customized action plans to help
you eat healthy, lose weight, quit
smoking, reduce stress, sleeping
better, and much mare. Visit

kp.org/healthylifestyles.

Mental Wellness Apps

Try Calm and myStrength at no cost
at kp.org/wellnessapps. These apps,
which are recommended by Kaiser
Permaneante clinicians, help with
sleep, stress, anxiety, and more.

Wellness coaching
Want some inspiration or support?

Talk to your own free wellnass coach
at 1-866-862-4295.

Healthy Living classes

Free or low-cost health classes in our
medical offices or virtually include
yoga, healthy cooking, weight
management, managing stress, and
much more. Visit kp.org/classes/ga.

Online tools

Take advantage of the tools in the
"Health & Wallness" section of kp.org:
* On demand video workouts

* Guided meditation

# Health and drug encyclopedias

Managing your conditions

If you have an ongoing health condition, you'll have
the support of our award-winning Complete Cara
[case managemeant) program at no additional cost.
[Your doctor will automatically enrcll you.) You

can also get free telephone health coaching
through our Healthy Solutions program by calling
1-888-251-6733.

Discounts
Enjoy discounts on chiropractic care, massage
therapy, fitness club membership, vitamins, and

more by signing in at kp.org/choosehealthy.

Publications
Evidence of Coverage

Providas more-detailed information about your
benafits and getting care. Download a copy by
signing in at kp.org/coverageandcosts.

Partners in Health

Register on kp.org and you'll receive this monthly
e-newsletter with health tips, member stories,
and other resources to help you thrive.


Presenter Notes
Presentation Notes
The Welcome Book provides in-depth information about the steps to get started and options for getting care.
Customized with members’ chosen or nearest KP facility

* Medicaid has a different outreach that combines a Welcome Book and a Welcome to My Practice letter.


SMS with Onboarding Video

Message:

Welcomes members in personalized video and explains
the steps 1o get started and provides overview of their
plan benefits

L1 ATET LTE .20 PR

o
BIE-45

Welcome to
Kaiser
Permanente. To
get started, watch
this video we
made just for you:
mp0.co/M44E8
Reply STOP to
opt out. Msg &
data rates may

apply
o0

« Create your online account at kp.org
 Choose a doctor and fransition prescriptions

« Connect to care

« Effective date

« Understand your plan (deductible, copay, etfc.)
« Key, high level benefits/costs

o Cost estimator

* Paying for care

=

o2

_Chris

Welcome to Kalser Permanente

Channel: SMS / Video

Trigger: Automatically sent fo members in the first two
weeks of membership

Audience: New and returning members who provided
a textable phone numlber

x X X X o
12

» 0:03/3:46

/a n/a n/a



Presenter Notes
Presentation Notes
NOTE:  New members with a working textable phone number will receive the text with the video link. 
If we do not have a textable phone number for a new member, they will not receive the text but will receive all other welcome touchpoints. 

The closing scene of the video includes clickable buttons to:
Create online account
Learn more about getting care
download the KP app to their mobile device
Set up premium autopay (KPIF only)



"R Onboarding Video Overview

(Different versions for HMO vs DHMO vs Medicare plan members.)

Welcome

Where to go for care

Plan Overview

Your Deductible

Out-of-Pocket max

Kaiser Permanente
HMO plan

Your HMO Plan

Cost Estimator Tool

n/a

Copay / Coinsurance

—)

Your Rx Deductible

Onboarding

e S
$500 for an
individual

S—— )+

Get Started Steps

Click to:

-Create Online account
-Learn about getting care
-Download the app




Month 1 - Welcome Call

Message:

Welcomes New and Returning Members. Reviews the

three important steps to getting started with KP:
Choose a doctor

Register for an account on kp.org
Transition prescriptions if you need to

CEERLREREatll

Offers to transfer member 1o a live agent.

Channel: Automated call (IVR)

Trigger: First 1-10 days of effective date

a0
X X X X X* X* X

14



Presenter Notes
Presentation Notes
Medicare members, in addition to the IVR call, receive a live clinical onboarding call if they haven’t had an encounter yet
* Medicaid members receive a different version of the IVR call
* Choice product members receive a LIVE welcome call instead of the IVR call.





Suggested PCP Outreach

% KAISER PERMANENTE..

<MbrFirstName™ <MbrMiddleName™ <MbrLastName™= <MbrSuffix>

<MbrAddrLnl>
<MbrAddrLn2>
Messq g e: <MbrAddrCity™>, <Mbr5State> <MbrAddrZip>-

- Choosing your PCP is an important step Maiting Date-

- We notice you haven't selected one

- We've identified one near your home, and will list Dear <MbrFirstName>,

|n your records for your Con\/en|ence G]i.te T:i?the{?zr;&jﬂrssfﬁaiserf&rmanﬂe is rhatym;zmllshfﬂseynur nwnprimarycaredhk
. . rsician (PCP) to be yvour advocate artner 1n health. It’s an important step, so we'd like to
° YOU cdan ChOﬂge Oﬂ|lﬂe or by phOﬂe Ony hme Eefp.ﬂurrﬂnrds shnmj'rthat}rnuhﬂven"tcﬁlnsenadnctnr._ sc:-we:v:?[’dentiﬂed;j:enem yvour home

that might be convenient for you. <NewPCPname™ 15 nearby at our <NewFacilityName™ in
<NewFacilityCity>. We’ll note this in our records, so when you call to make your next
appeintment with vs, 1t will be siumple to choose this doctor if you'd like.

- Learn about your other PCP options on kp.org

C h ann el: D | re C'I' anle | | It's also siumple to learn more about yvour ofther choices. You have access to our many carefilly-
selected, board certified physicians in our medical offices throughout metro Atlanta_ Jost visit

kp.org/choosevourdoctor for information about their education, training, languages spoken,
specialties, and more. You can select or change your doctor at any time,_ either online or by

Trig g er. PC P N OT C h osen d fTer 60 d Oys calling the phone number below. You can choose a different doctor—and even a different office

location—{for each family member.

To select vour new doctor by phone, vou can call vs at 404-265-0966 (TTY: 711). 24 hours a
day, seven days a week. You can also call this nnmber to malke an appointment or to get nurse
advice. Please take a moment now to choose vour personal doctor and make your first
appeintment. (There’s no need to bring your past medical records unless your doctor asks for

them when vyou wvisit.)

Once agamn_ thank you for being a Kaiser Permanente member. We hope you take this
opportunity to select your personal doctor, and we look forward to being your partner in health!

smcerely,

<insert name:
<insert title™

mm Medicare Medicaid Choice
If vou need help understanding the information in this letter, please contact Member Services at
x x| X

X the number on the back of your ID card for free language translator services (seven days a week,
S8am to8 pm).

15



Presenter Notes
Presentation Notes
Members who have not chosen a PCP after 60 days receive this outreach to suggest a PCP and encourage them to choose their own


1

Welcome to my Practice

Message:

For those who self-selected

Thanks for choosing me as your PCP

I'm looking forward 1o meeting you

Call to schedule an appointment

You can also email me any time with nonurgent
health questions

For those who have not selected:

It's iImportant to see your new doctor in person
Since you haven't chosen one, we matched you
with one close to your home

I'd be happy to be your PCP

You can also change to a different one

Call us to make an appointment or to change
PCPs

Channel: Direct mail

Trigger: PCP selected, or PCP not selected after 90 days

mm
X X X X X* X X
16

Hi, Victorial

At Kaiser Permanente, we're passionate
about meeting our members face to
face as soon as possible. We want to
help you with your health goals early
on — so you can see (and feel) the

benefits for the long haul.

You're likely getting this card because
you haven't chosen your doctor yet.
That triggers our system to match

you with a doctor close to your home.
That's me, so I'm delighted to be your
personal doctor! f you'd like to switch,

no worries — just visit kp.org/doctors.

I'm Dr. Reddy,
your new doctor.

Either way, we'd love to meet you in
person — or even by video if that's what
you'd prefer. Your initial visit is the first
step to getting the most out of our
relationship. See below for the easy

ways to schedule your appointment.
Hope to see you soon!

Shyavanfika B Reddy, MDP
Shravantika B Reddy, MD

NEXT STEPS

Schedule your first visit

If you want to switch

Questions about how

your doctor your plan works?

Visit kp.org/appointments

or call #04-365-09646 (TTY: 711) Visit kp.org/doctors

Mon-Fri, 7 a.m. - 7 p.m.

Call 1-855-364-3185

We hope to see you soon.

¢ KAISER PERMANENTE.

TownPark Comprehensive Medical Center
750 TownPark Lane
Kennesaw, GA 30144

#% KAISER PERMANENTE.


Presenter Notes
Presentation Notes
* For Medicaid, a Welcome to My Practice letter is included in the Welcome Book


First Visit Welcome Kit

Message: More details about types of care and

resources YO Uur care

-  Convenient care opftions
- Kp.org and the KP App YOU r Way
- Healthy Living Classes and other health resources
such as online tools and telephone coaching
. Required health care notices Convenient care options

ONE
POWERFUL APP

Lab results

Email your doctor
Prescriptions

Appointments

Video Visits

Channel: Hondout provided in person

Trigger: First visit fo KP facility H ea IthyL/'\//'ﬂg

Chat with a Doctor

View your online Personal Action Plan

N WKWK

Payments
Create your
Access live virtual classes and on-demand fitness videos from online account Save time and trips
the comfort of your own home. Get started with our new It's simple to keep up with your care and costs —
and improved features at quickly, securely, anytime, anywhere. Download
kp.org/registernow or our mobile app today and activate your personal
download and sign in to the kp.org account.
—T—TEe free Kaiser Permanente app.
—_ - S me
—_ = =" &% KAISER PERMANENTE.
o . 606359690 12420 ©2020 Kaisar Foundation Haalth Plan of Georgis, Inc.
et Nins Pisdmont Canter * 3495 Pisdmant Road, NE » Atlants, GA 30305

Explore kp.org/classes/ga to get free access to live virtual classes and on-demand fitness videos
from the comfort of your own home. Qur classes are led by Kaiser Permanente industry experts
who give you hands-on training on how to make conscious, everyday choices to live well.

Live virtual class and on-demand
video content includes: ITXmIm  View live virtual class schedules
SRt and on-demand videos at

* Healthy cooking & eating classes b
i e ™ gEl  kp.org/classes/ga

* Fitness & exercise classes

* Weight management classes _ -
e Diabetes prevention & management To register for live virtual classes:
e Members: 404-365-0966

s Heart health classes Non-members: 404-364-7117
» Kidney disease management classes
Medlcare Medlcald ChOIce *After registering for your desired live virtual class, you wil
X X X X
17

receive an emazil with instructions with a link to join the virtual

class you selected one to two days before the dass date. M KAISER PERMANENTE.



Presenter Notes
Presentation Notes
Distributed to new members on their first visit to a KP facility


Month 2 - Care Access

Message:

« Get care that fits your schedule and
lifestyle (in person, phone, video,
online)

 How to get care in the moment

(24/7 care and advice via phone,
urgent care, email, and e-visit)

Call To Action:

Direct Mail & Email: Visit kp.org or the
KP app to get care how you want it

SMS with Video: Watch video to learn
about care options

Channel(s): Email, SMS with video,
and/or Direct mail

Trigger: Automatically delivered to
members in their second month of
membership

Learn all the ways you and your family can get care

at kp.org/getcare.

To view in browser, click here.

§% KAISER PERMANENTE.

Get the care you need, when you need it

Staying healthy is more impaortant than ever. You have many convenient ways to safely get
quality care.

. Connect to care online. You don't need an appointment for an e-visit. Answer a

@ few questions about your health condition, including COVID-19 symptoms, and
usually within 2 hours, a clinician can send you a care plan, prescribe
medication, order a COVID-19 test, and more. Clinicians are available daily,

7Tam. to7pm.

Schedule a video or phone visit! with a doctor for the same high-quality care
m as an in-person visit — at no cost for most plans.2

Email your Kaiser Permanente care team with nonurgent questions and get a

&

reply usually within 2 business days.

See us in person. Your safety is our top priority, and we've made important
El changes in our facilities to help prevent the spread of COVID-19 — from
mandatory masks to more intensive cleaning.

For help choosing the care that's right for you, call us 24/7 at 1-866-454-8855
(TTY 711).

O®O0

"When appropriate and available. If you travel out of state, phone appointments and video visits may not be
available due to state laws that may prevent doctors from providing care across state lines. Laws differ by
state.

Yfyou have a deductible plan that qualifies for a health savings account, you may need to pay the full
charge for scheduled phone appointments and video visits until you reach your deductible. Once you
reach your deductible, you won't pay anything for scheduled phone appointments and video visits.

@ Otherlanguages Mondiscrimination Motice

Please do not reply to this message. This email message was sent from a notification-only address that
cannot acceptincoming email.

To remove yourself from this email list, please go to unsubscribe.

CQur website privacy statement.

This email was sentto you by Kaiser Permanente. To ensure that future announcements are delivered to
your inbox (not your bulk folder), please add members@respond.kaiserpermanente.org to your address
book.

Kaiser Foundation Health Plan, Inc., 1950 Franklin St., Oakland, CA 94612. Kaiser Foundation Health
Plan, Inc., 383 E. Walnut 5t, Pasadena, CA 81188. Kaiser Foundation Health Plan, Inc., 711 Kapiolani
Blvd., Tower Suite 400, Honolulu, HI 96313, Kaiser Foundation Health Plan of the Northwest, 500 NE
Multnomah St, Suite 100, Portland, OR 97232, Kaiser Foundation Health Plan of Colorado, 10350 E.
Dakota Ave., Denver, CO 80247 Kaiser Foundation Health Plan of Georgia, Inc., Nine Piedmaont Center,
3495 Piedmont Road NE, Atlanta, GA 30305; 404-364-7000. Kaiser Foundation Health Plan of the Mid-
Atlantic States, Inc., 2101 East Jefferson St., Rockville, MD 20852

Your safety is our top priority

Dzt Sl 3oy raechad care 12 nabe ko corms 2 wain perecn,
whather youre dus for 3 prevente scresning ot 2 vl with goer
r=ad alet. Wa've madde imesoriane changas inoar tadiiea io felp
Freve: the aprasd of OOWIZ-T2, inciucing

a Pacuiting madka

a Srrring Ve yore o sampicee beltre ey et
3 Duysporting phgical dabircing

= Offwing contactan chede-in at mony, bcifie

+ Wora inferaive ceaning and dainfecfing procedures

Fyoz Eoldlove yos hove an smsigansy mecical condition, ol #11 or 9o io S nearsai hoepeal
For ine comed sie aefindicn of an smsrgency medicl condibon sleas refer o your Evicencs of

Cowwrage 01 ot covarage dots mera.

- e [ o 1
P KAISER PERMANENTE. s
s | i s s i "'F’E‘-"I"'

19063 Frarshiln Wi
=1 =1

Impariznt Flan informat on

From the doctor's office
to your living room ...

'Wa'ra here wian you need care.

Emalil

X n/a n/a

mm Medicare Medicaid
X X X
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Get the care
you need;
when yau
need it

Lo mars ot EROMQatmag. | o s e et % KAISER PERMANENTE,

Care meets you where you are

A2 3 aiser FETronanis M, you's gebmany Wi o gat qualiy e where B2 meet corvenient
"n'lﬁ:uhrr: avan Hyoe neess il o refil 3 prasTipton, you san hye mot mesicricom: cel vere o

F il

10:33 ol = .

A4 @ myvideo.kaiserpermanente.org &

CORDHNAYIRLUSCOVID-19

#% KAISER PERMANENTE

Hi,
Tap here to learn more
about your care option

Some visuals in this video were

captured prior to the onset of the

COVID-19 pandemic.

In accordance with public health

guidelines,

Kaiser Permanente requires the

following precautions to stay safe:

»Wear face masks

= Social distance: maintain at least a
6-foot distance

sHand wash frequently

u 1] O

Direct Maill

SMS with video



Presenter Notes
Presentation Notes
Outreach sent by SMS and Email if contact info available. If not, sent by Direct Mail. 


Month 3 - Mental Health and Wellness | mcaimand

myStrength at no cost

These apps can help with stress,
sleep, depression, and more.

Ir:

Take care of yourself with Calm and myStrength % KAISER PERMANENTE,
Everyone needs support for total health — mind, body, and spirit. That's why we're offering

Message:
Mental wellness and emotional
wellness are important to your overall
health.

KP provides self-care tools to help e ergeing

Business Name>
Calm and myStrength to adult Kaiser Permanente members, atno cost. These wellness apps <Street Addrass>
can help you ease anxiety, improve sleep, manage relationships, lift your mood, and more. <City, State Zipcode>

Includes guided meditation sessions, and maintaining your well-being
soothing bedtime stories read by Get a personalized plan to improve your mental
m e m b e rS S | e e p b e -I--l-e r m O n O g e celebrities, and mental fitness sessions health. Includes tools for managing stress,
/ led by professional athletes. setting goals, tracking progress, and meditating.

stress, relationships, and more. § KAISER PERMANENTE. CE) S0 now ot kperglmelnessap

1141301718 _Gettylmages_RF_HiRes.jpg
Calm and myStrength are not available to Kaiser Permanente Dental-only members. myStrength® is a wholly owned
subsidiary of Livongo Health, Inc.

The services described above are not covered under your health plan benefits and are not subject to the terms set forth
in your Evidence of Coverage or other plan documents. These services may be discontinued at any time without notice.

Call To Action
Download Calm and myStrength
self-care apps at
Kp.org/wellnessapps

Kaiser Permanen te health plans around the country: Kaiser Foundation Health Plan, Inc, in Northern and Southern
California and Hawaii ® Kaiser Foundation Health Plan of Colorado # Kaiser Foundation Health Plan of Georgia, Inc., Nine
Piedmont Center, 3495 Piedmont Road NE, Atlanta, GA 30305, 404-364-7000 # Kaiser Foundation Health Plan of the
Northwest, 500 NE Multnomah St., Suite 100, Portland, OR 97232

Postcard

Take care of yourself with Calm and myStrength

Everyone needs support for total health — mind, body, and spint. That's why we're offering adult Kaiser Permanente #irtel: NTIT LT 2:30 P
Channel(s): Direct Mail, Email, SMS o o o 90 1 1 You ks sl s :
Kaiser Permanente:
. . . ry Calm and myStrength now Your mental health
Trigger: Automatically delivered to is important. Try
members in their third month of self-care apps Calm

membership Foatremincode | 2t maiiaining yor overall el boingand roiince & Ipsiiengin (g
) + Guided meditation sessions and videos on Features include: Reply STOP to opt

. Eligmm% read by celebrites s et use, o T AL out. Msg & data

om0 " ok for managing sres, seng godls, and rates may apply.

= Mindfulness and meditation activities

Try Calm and myStrength now S M S

Emaill
mm Medicare Medicaid
X X X
19

X n/a n/a n/a



Presenter Notes
Presentation Notes
Outreach sent by SMS and Email if contact info available. If not, sent by Direct Mail. 

https://healthy.kaiserpermanente.org/health-wellness/mental-health/tools-resources/digital?kp_shortcut_referrer=kp.org/selfcareapps

Month 4 - Class Pass .
Try yoga, cardio, \ '

and bootcamp -
without leaving home

Members get a special rate on ClassPass

Message: T St kp-org/vorkout
Get more out of your KP membership &
L /
Take advantage of online fitness tools to °0 }
stay fit and healthy itianicall N~ .S

4,000+ online fitness classes, including and in-person fitness classes

Postcard

We're making it easier to exercise M KAISER PERMANENTE.
from anywhere

Regular workouts can help improve your mood, sharpen your mind, and help you feel
healthier and happier overall. That's why we teamed up with fitness industry leader
ClassPass to make it easy for you to exercise from the comfort of home.

<Business Name:>
<Street Address>
<City, State Zipcode>

ONLy
Ve
)
-
S35

With this special rate for ClassPass, Kaiser Permanente members can get:

cardio, dance, meditation, bootcamp, Access to some of the top gyms and fitness

Free online classes from library
Discounted live video or in-person B e

ClassPass is not available to Kaiser Permanente Dental-only members.

The services described above are not covered under your health plan benefits and are not subject to the terms
set forth in your Evidence of Coverage or other plan documents. These services may be discontinued at any time

C I a S S e S without notice.
Kaiser Permanen ite health plans around the country: Kaiser Foundation Health Plan, Inc., in Northern and Southern

Califernia and Hawali » Kaiser Foundation Health Plan of Colorado ¢ Kaiser Foundation Health Plan of Geergia, Inc.,
Nine Piedmont Center, 3495 Piedmont Road NE, Atlanta, GA 30305, 404-364-7000 « Kaiser Foundation Health Plan
of the Northwest, 500 NE Multnemah St., Suite 100, Portland, OR 97232

546370016 September 2020

Call To Action: &% KAISER PERMANENTE. | CLASSPASS

Go to kp.org/workout

LS ATET LTE

Channel(s): Direct mail, Email, SMS

Trigger: Automatically delivered monthly to

. . . Sweat it out from the comfort of your living room Kaiser Permanente:
members in their fourth month of membership.

Regular workouts can help improve your mood, sharpen your mind, and help you feel healthier and happier overall. ACCGSS on I Ine
That's why we teamed up with fitness industry leader ClassPass to make it easy for you to exercise from anywhere. exerC|Se resources.

T [link] Reply STOP to
(s stop. Msg & data

With this special rate for ClassPass, Kaiser Permanente members can get: rates may apply
o]
. 5
On-demand video workouts at no cost Reduced rates on livestream and in-person S S

4,000+ online fitness classes, including cardio, dance, fitness classes

meditation, bootcamp, and more. Access to some of the top gyms and fitness studios in
your area and around the world.

. . . Why ClassPass? E m a i I
MEdlcare Medlcald = 50,000 livestream classes every week to keep you moving
= 4,000 on-demand classes to access anytime
= 30,000 studios and gyms to choose from worldwide

3
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Presenter Notes
Presentation Notes
Outreach sent by SMS and Email if contact info available. If not, sent by Direct Mail. 

https://healthy.kaiserpermanente.org/health-wellness/#fitnessdeals

First Visit Outreaches

21




DHMO Pre-Visit Outreach

&% KAISER PERMANENTE.

Message: Helps members prepare for
upcoming Visit:

=  Esfimate your costs before visit

=  Additional services may result in costs
= What to do if need help

= Watch this video to prepare for your
appointment

Prepare for your upcoming appointment

With your new deductible HMO plan, you’ll pay for care a little differently. Get ready for your
visit by estimating your costs and understanding what to expect.

Channel(s): IVR or Emaill

During your visit, you may get additional services such as X-rays or blood tests.
These may have extra costs. If so, you’'ll get a bill later.

G

You’'ll pay the full amount for many services until you reach a set amount called
your deductible. After you reach your deductible, you'll start paying less —
a copay or coinsurance.

Trigger: Scheduled an upcoming visit in the
next 7-10 days

tle

Need help paying for care? You have options. Call us at [DOO-3000-20(XX].

Get a cost estimate
Before your appointment, use our convenient cost estimates tocl to get an idea of
‘ what you’ll pay. You get personalized information every time.
Sl K Wodicars Wi 0000
X X X n/a n

S U I

22




DHMO Post-Visit Outreach A o e

Message: Follow-up 1o help set expectations for
member and help them understand:

=  Additional services may have costs

= You may receive a billl

= Understand your bill and how to pay

= Track your expenses
= What to do if need help paying B, HASHEA o e B o, DR b BT ARG T gD,
= Manage/estimate your costs now and in the 3

future =

You may get a bill after your visit. It will show the cost of the services you got,
what you paid, and the amount you owe. You can pay your bill online, on the
Kaiser Permanente app, by mail, or by phone at [2XOO(-X00(-XXX], [weekdays]

Channel(s): IVR and Email e PRt AR
[l

Trigger: H O d G ViSiT in -l-h e pOS-I- 7— ] O d Gys You’ll also get a summary of your care (also known as your Explanation of

Benefits). This isn’t a bill. Use your summary of care to track your expenses and see

What to expect after your appointment

how close you are to reaching your deductible and out-of-pocket maximum.

Q
-

Need help paying for care? You have options. Call us at [XOO{-X00-00(X]
for more information.

Get a cost estimate

After your visit, use our convenient cost estimates tool to get an idea of what you may

owe. You'll get personalized information every time.

la n/a n/a o @ 0 O
N .

X X X n/a n
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DHMO Switcher Outreach

Message: Inform members that they are
now on a new deductible plan.

= Waitch this video to view your
personalized plan costs

=  Estimate your costs before next visit

= Visit kp.org/deductibleplans for more
= |[VR only: Connect to a live agent

Channel(s):

Email with video

IVR call

Trigger: Member switches to DHMO plan

Audience: New switchers to DHMO

/a n/a

X X X n/a n

n/a

Learn how your plan works Having trouble viewing this amail? Click here.

8% KAISER PERMANENTE.

Watch now to
learn about your
new plan costs

! T
L

Hi <First name=,

With your new deductible plan, you get the same great care, services, and tools you expect from
Kaiser Permanente. The main difference is what you pay for care. To avoid surprises, it's important
to understand how your plan works.

View your plan costs

Most preventive care is covered at no cost. Preventive care includes services like routine physical
exams, flu shots, and mammograms.

You’ll pay the full amount for many services until you reach a set amount called your deductible.
After you reach your deductible, you'll start paying less — a copay or coinsurance.

d

If you have questions about your new plan, view our online information and resources. You can al
so call [XXX-XXX-XXXX], [weekdays] from [X a.m. o X p.m.]

Get a cost estimate
Before your next appointment, use our convenient cost estimates tool to get an idea of what

you'll pay. You get personalized information every time.



Presenter Notes
Presentation Notes
Also get outreach when switch to a DHMO plan


HMO Pre-Visit Outreach

Message: Register on kp.org to enjoy the
benefits of the KP app before your visit Kaiser Permanente: Enjoy

Channel(s): SMS the benefits of our KP

mobile app before your
next visit. Register at k-
p.li/2VNhMOI. Reply STOP
to opt out. Msg & data
rates may apply

Trigger: Scheduled an upcoming visit in the
next 7-10 days

Audience: Unregistered HMO members

O JLA O

OQOWEIRTYWU I OFP
AISIDIFIGIHIJIKIL

¢ Z X CVBNMK

123 SPICe return

© 9

/a n/a n/a

X X X n/a n
25



Presenter Notes
Presentation Notes
Outreaches for HMO plan members focus on registration/app download



HMO Post-Visit Outreach

Message: Register on kp.org or download the KP
app to view your past visit information, lab results,

and more Kaiser Permanente:

Register k-p.li/3itxiFY to
view past visit
Channel(s). SMS or IVR information, most test
Did you know that after your visit you can —

results & more. Reply . doct v refill ot
. . T i email your doctor, easily refill prescriptions,
Trigger: Had a visit In the past 7-10 days STOP to opt out. Msg & view most lab results, schedule appointments,

data rates may apply. pay bills and much more?

IVR Call

Audience: Unregistered HMO members
O A O We can send you a text message with a

link so you can register easily on your

cell phone. Would that be okay?
QWERTYU I OFP

A'SDFGHJ KL

If you’d like, we can connect you with a

# JZ|X|C|V|BINIMESS representative who can help answer any
123 — e guestions you may have about creating

your online account. Would that be, okay?

© Y

/a n/a n/a

X X X n/a n
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Advanced Explanation of Benefits ‘cost estimate’

AEOB Legislative

Requirements
A. Provider Information
B. Service codes
C. What the plan pays
D. Member’s cost share

E. Progress towards
deductibles and out-of-
pocket maximums

F. If services are subject
to medical
management
technique; prior auth,
step-therapy, etc.

G. Disclaimer that the
information is “an
estimate” and subject to
change

H. Other information
and/or disclaimers

- T

Patient name: Blair Gordon
Estimate date: August &, 2021
Estimate [D: 202110801 122345678012

Cost information about your upcoming visit

Hello, Blair. Here's some important cost information for your Dermatology appointment on
August 16, 2021 at the Dermatology department in the Parkside Medical Offices.

If you received this document in the U.5. mail and would prefer to get it electronically, please
go to kp.org/paperless and change your communication preferences.

n Total estimated costi.2

(This is not a bill)

MNeed help or have questions?

j__E'_'| Find answers and tools to help you manage your costs at
kp.org/coverageandcosts,

We're here to help if you have questions about your costs or 3

need help paying for care, including setting up a payment plan or Ematﬁ? amount
applying for financial help. Call 303-338-3219 (TTY 711) Monday youllpay
through Friday, 3 am. to 6 p.m. M3T, and reference cost for your visit:
estimate |ID 20211080112345675912 or go to kp.org for a live $88.00

chat option Monday through Friday, 3 a.m. fo 6 p.m.

quvision of this estimate does not indicate any medical management decision. Our payment for any covered

Yourdeductible and DUt-Df-pDBHEttD'IEIS as of August 8, 2021
Tracker totals dont includeestimates listed in this d ccument.

Deductible® Out-of-pocket®

Youwvereached 31,959,000 of your 23,000.00 You'vereached 52,225.00 of your 23, 550.00
individual deductible. individua out-of-pocket maximum.

s0 3,000 =0 G $3,550.00
‘Youve reached $1,959.00 of your $6,000.00 Youvereached 32,225.00 of your 317,100.00

family d eductible. family out-of-pocket maxamum.

so 56,000 =0 . $17,100.00

Faor the most up-to-date information on yvour coverage and costs, visit kp.onicoseraneandcosts.

1. You may be asked to pay when vou check in for your visit. 2. Your actual costs may be different. These
estimates are based on your plan details, including whether you've reached your deducfible or oui-of-
pocket maximum. 3. These don't reflect unprocessed changes.

Page 3 of 4

Here’s a closer look at the estimated costs.*

Your share
of the charges
. L. Estimated . . Copay/
Provider Description charges Plan rate We'll pay Deductible T .
ARUN L PATHY Office visit
(MD) (99212) $105.60 $88.00 $0.00 $86.00 —
Totals n $105.60 $88.00 $0.00 $86.00 —
What you owe: $88.00

You have $1,190.00 in your health payment account, which you can use toward your visit.

*This estimate was prepared on August 8, 2021. Your actual costs may be different. This estimate was
developed based on the information that your provider gave us. If's based on your plan details, including
whether you've reached your deductible or out-of-pocket maximum.

e items or services included in this estimate may be subject to medical management requirements, and

items or services and/or your share of the costs may be different than what this estimate indicates depending

decision regarding coverage or payment. You must be enrolled and entitled to coverage on the date of
service. Our coverage and payment will be based on the terms and conditions of your plan as set forth in your

mm
X X X n/a n/a X X
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Evidence of Coverage.

Common terms

C Odrvlli A e
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el Sl e walloul e b0 reaCh your deeadiu Btk

E stumated charges

The charges for serace you Qe 7 ou won T slsasy
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