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Know how

your plan works

v

With your plan, you can go to any doctor or specialist in your plan's network without a referral.
You don't need to select a primary care provider (PCP), but we do recommend that you

establish a relationship with a PCP.

HMO PLAN

Use network providers

Don't pay more than you should. Check
that all your healthcare providers and
facilities are in your plan’'s network
before you go.

Services by healthcare professionals
outside the network are generally not
covered except for emergencies, select
ancillary services performed by out-of-
network providers at an in-network facility,
and other special circumstances when
use is preapproved.’

PPO PLAN

The freedom to choose your doctors

You can go to any doctor or specialist
— whether in your plan’'s network or

out of network in Arizona — without a
referral. Keep in mind, you will enjoy full
coverage and lower costs by staying
within your network.

If you choose out-of-network providers,
imaging facilities, or other healthcare
professionals in Arizona and they
charge more than AZ Blue's allowed
amount, you will have to pay the
difference. In some cases, out-of-
network providers may ask you to
assign benefits to the provider, which
would allow AZ Blue to send the
payment to them directly.

NOTE: Register your member account, MyBlue™, at azblue.com/MyBlue to read your Summary
of Benefits and Coverage (SBC), which details coverage specific to your health plan and network.

Urgent care is available for visits to BlueCard® Traditional providers outside of Arizona.
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Get care -1

when you need it

Day or night, in person or at home — we've got you covered.

In-person care
To find a provider or facility near you:

Visit azblue.com/MyBlue.
Log in to your MyBlue account.
Click “Find Care” to search by name, specialty, type, and location.

b=

Click “Advanced Search” to refine your results by gender, languages
spoken, and more.

Video visits

With BlueCare Anywhere™, you can visit virtually with a doctor, counselor,
or psychiatrist at any time using your computer or mobile device.

Visit azblue.com/MyBlue.
Log in to your MyBlue account.

Click “Find Care,” then “BlueCare Anywhere.”

e

Choose the type of service you need: medical, behavioral health,
or psychiatry!

Help by phone

With Nurse On Call, you can talk with a registered nurse 24/7 at no
charge. They can talk with you about your symptoms and if needed,
help you decide where to go for additional care.

1. Call 1-866-422-2729.

2. Provide your name, date of birth, member ID number, and the
reason for your call.

"Virtual visits do not provide emergency care. In an identified or probable emergency, the virtual visit provider will direct the patient to seek emergency care.
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Where to go
for care

Primary Care

Provider (PcP)

Telehealth
(BlueCare Anywhere)'

Retail
Clinic

® ®

Hospital or
Emergency
Room (ER)

Symptoms

When
to go

Wait time

How
to get
care

Cost

Is it something that
can wait?

Routine, non-
emergency care or
help managing an acute
or chronic condition.

Colds and flus
Headaches

Sinus, eye, or

ear infections
Diarrhea or vomiting
Rashes

Sprains

High fever

Vaccines and

health screenings

Minimal,
depending on the office.

Call your doctor or
healthcare provider to
make an appointment.

Not feeling well and want to see
a doctor within minutes, from
anywhere?

Non-emergency care.
BlueCare Anywhere lets you

visit with a physician from a
smartphone, tablet, or computer.

* Colds and flus

* Headaches

« Sinus, eye, or ear infections
» Diarrhea or vomiting

* Rashes

* Sprains

Counseling and
Psychiatry

Immediate, get access to
a provider 24/7.

Log in to azblue.com/MyBlue,
click “Find a Doctor,” then
select “BlueCare Anywhere.”

Get cost estimates for care.

Log in to your MyBlue account at azblue.com/MyBlue, click “Find Care,” and use the “Costs for Procedures”
tool to get estimates on various treatments such as eye exams, mental health services, and more.

Feel bad but can't getin to
see your doctor?

Non-life-threatening

illness or injury and can't

get in to see your primary
care provider.

» Colds and flus

* Sinus, eye, or ear
infections

* Rashes

» Vaccines and health
screenings

Typically short.
May have online check-in.

No appointment needed,
but calling ahead or

scheduling online is always

a good idea.

$$

Not feeling well, and it's
after hours or on the
weekend?

Non-life-threatening
medical issues, it's a

weekend or an evening, and

your doctor isn't available.

Colds and flus
Headaches

High fever

Spreading skin
irritations/rashes
Minor cuts and burns
Sprains

 Minor fractures

Shorter than ER
plus some clinics let you
sign in online.

Sign in to your MyBlue
member account at
azblue.com/MyBlue
to find locations that are
covered by your plan.

$$

Think it could be a matter
of life or limb?

Serious medical
condition that could be
life- or limb-threatening.

* Severe chest pain
Difficulty breathing
Major trauma or injury
(such as

broken bone)

Severe diarrhea
Uncontrolled bleeding
or vomiting blood
Animal bite

Seizures

Severe burns
Unconsciousness

Depends on time

of day but if it's a true
emergency, you'll be
seen/evaluated promptly.

In an emergency, call 911
or have a friend or family
member drive you to the
nearest location.

$SS

Your health plan includes free preventive services and at least two free primary care provider visits.2
Preventive services include flu shots, vaccinations, blood pressure checks, screening tests, and more.
If you're not sure where to go for non-emergency healthcare, use our 24-hour Nurse On Call service

at 1-866-422-2729.

Call 911 in an emergency.

'The BlueCare Anywhere service should not be used in health emergencies. If you have a health emergency or need immediate help for an accident or injury, seek emergency care or call 911. Availability of services and programs
will vary. Recommendations and online resources are not a substitute for the advice of your physician or healthcare provider. Recommended services or treatment options may not be covered under AZ Blue benefit plans.

*Applies to two or more visits (depending on your plan) with any in-network doctor in a calendar year. Free visits are not available for Portfolio or StandardHealth plans.
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Stay connected
with AZ Blue *V

Create your MyBlue account

Visit azblue.com/MyBlue to create a MyBlue account, Al

where you can: i e fwe e
. Member Log

*  View your member ID card n

«  Check on the status of your claims ik o

« See where you are in meeting your deductible and e Cae At

(ACA) on-or off-
yearly out-of-pocket maximum e v
Supplement.

Find doctors, hospitals, or other healthcare
providers in your plan's network

Get an idea of the healthcare costs for common \——
conditions by using the cost estimator tool

Pay your monthly premium bill

iy MANAGE YOUR PRESCRIPTIONS

=

Log in to your MyBlue account and select “Pharmacy” to view your prescriptions, check order

status, price medications, and more. To learn more about your prescription drug benefit, visit
azblue.com/Rxinfo.

{i} YOU'RE GETTING THE LOWEST PRICE ON GENERICS

6 |

You don't need to hunt for discounts or submit claims forms for coupons. With our

Price Edge program, we scan pricing on generic drugs and automatically apply the lowest
possible price for you, even if it's not a covered medication. You don't need to take any
additional actions — this is included with your pharmacy benefit.

LH
a

You can download your member credentials to your mobile wallet. Log in to your
MyBIlue account on your smartphone and select “My ID card” to get started!

azblue.com/MyBlue
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There's more...

An ounce of prevention can save your life

By staying on top of regular exams and screenings, you can often avoid diseases and find health issues
early, when they're easier to treat. Preventive care is often covered on your plan at no cost. This can include:
* Annual health exams

* Shots (immunizations)

» Screenings for colorectal, breast, cervical, and lung cancer

» Health screenings for cholesterol, blood pressure, type 2 diabetes, depression, and more

Talk with your doctor about how to best manage your health and create an action plan that's right for you.

E Earn up to $100 for healthy actions

Your checkup, vaccinations, and screenings are available at no cost to you and
can earn you and anyone on your health plan up to $100 throughout the year:
Plus, your health plan includes free preventive services and at least two free
primary care provider visits.? Start scheduling your visits for 2025 and look out
for more information on how to claim your rewards.

2@ #= Healthy living discounts

Blue365 Get exclusive access to healthy deals with Blue365®, our national discount program.
Register at Blue365Deals.com/BCBSAZ for special offers from top national brands.

Experience the care in Care Management’

If you have a chronic medical or behavioral health condition, have recently had

a hospitalization, or need assistance navigating the healthcare system, our Care
Managers are here for you. They can help you coordinate care, understand your
benefits, and assist with community resources at no cost to you. To request Care
Management, call the member services number on the back of your member ID card.

"Up to $100 in prepaid Mastercard® rewards per member, per calendar year, for completing eligible visits by December 31, 2025. Each provider visit counts only as one visit for a $75 gift card. One visit cannot be used
for multiple rewards.

2Applies to two or more visits (depending on your plan) with any in-network doctor in a calendar year. Free visits are not available for Portfolio or StandardHealth plans.

*Availability of services and programs will vary. Not all programs are available to all members. Certain programs, such as health coaching, have eligibility requirements. AZ Blue members should always consult

with their doctor or healthcare provider about medical care or treatment. Recommendations, advice, services, or online resources are not a substitute for the advice of a member's doctor or healthcare provider.
Recommended services or treatment options may not be covered under AZ Blue benefit plans. Certain health and wellness services are provided by an independent third party contracted by AZ Blue to provide health
enhancement services to AZ Blue members.

Mastercard is not affiliated with Blue Cross® Blue Shield® of Arizona and does not sponsor, endorse, approve, or have any responsibility for this promotion.
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Questions
or need help?

Customer Service

v

Call the number on the back of your member ID card or email us at memberhelp@azblue.com.
We're here Monday through Friday between 8 a.m. and 5 p.m. Arizona time.

FAQs

Find answers to our most common questions at azblue.com/fagq.

Key Contacts

24/7 Nurse On Call
1-866-422-2729

AutoPay Bill
1-844-729-2583

Claims Address

Blue Cross Blue Shield of Arizona
PO. Box 2924
Phoenix, AZ 85062-2924

Connect with Us

0 Facebook.com/BCBSAZ
€ x.com/BCBSAZ
YouTube.com/BCBSArizona

Instagram.com/BCBSAZ

MyBlue Account Support
602-864-4844

Pharmacy
1-866-325-1794

-

For more information about your

AZ Blue plan, reference your Benefit
Book and your Summary of Benefits
and Coverage (SBC) under the "My
Benefits” tab of your MyBlue account
at azblue.com/MyBlue.

For additional resources, visit
azblue.com/members/24-7-help
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TERMS TO KNOW

We want all of our members to enjoy the best care and service. To help make it happen, we promise to do our
part to meet your healthcare needs. There are also things you can do to take charge of your own healthcare.

Allowed amount

The amount AZ Blue has agreed to pay for a covered
service. The allowed amount includes both the AZ
Blue payment and your cost share.

EXAMPLE: A doctor may normally charge $100 for
a particular service. But he has an agreement with
your plan to accept only $80 as reimbursement
for that service. $80 is the “allowed amount.” The
allowed amount includes any amount paid by the
plan, plus any amount the member pays as a cost
share, including copays and deductibles.

Balance bill

This is the difference between the AZ Blue allowed
amount and a non-contracted provider’s billed charge.
Non-contracted providers have no obligation to accept
the allowed amount, with the exception of emergency
and ancillary services provided in an in-network
facility. Any amounts paid for balance bills do not
count toward any deductible, coinsurance, or
out-of-pocket limit.

Coinsurance

The share you pay for covered care once you've

paid your deductible. Services from a healthcare
provider that is not in your network probably won't be
covered. Services by healthcare professionals outside
the network are generally not covered except for
emergencies, select ancillary services performed by
out-of-network providers at an in-network facility, and
other special circumstances when use is preapproved.

Copay

A fixed dollar amount you pay for certain care your
plan covers. You can pay your copay before or after
you receive care, depending on what your doctor’s
office requires.

Deductible

The amount you pay for care during the plan year
before your health insurance starts to pay.

EXAMPLE: Your plan may have a yearly deductible.
As you get care that your plan covers, you pay for
it yourself until you have reached the deductible
amount. You will see your deductible amount on
your member ID card.

Network (participating) provider

A doctor, clinic, hospital, or other healthcare
provider that has contracted with AZ Blue to serve
plan members.

Out-of-pocket maximum

The most you pay in a year before your health
insurance pays 100% of the cost of covered network
services. This limit puts a cap on healthcare costs if
you ever have a major illness or injury. This limit never
includes items such as your premium or non-covered
services. Costs for services from providers outside
your network do not apply to this limit.

Prior authorization

Some services and medications require prior
authorization (sometimes referred to as
precertification). Except for emergencies, urgent
care, and maternity admissions, prior authorization
is always required for inpatient admissions (acute
care, behavioral health, long-term acute care,
extended active rehabilitation, and skilled nursing
facilities), home health services, and most specialty
medications. Prior authorization may be required for
other covered services and medications.
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MEMBER RIGHTS AND RESPONSIBILITIES

We want all of our members to enjoy the best care and service. To help make it happen, we promise to do our
part to meet your healthcare needs. There are also things you can do to take charge of your own healthcare.

Our promise to you

You have the right to:

- Get information from us, our contracted providers, and
business partners

« Access quality care

« Speak freely and privately with your doctors about your care

+ Have your information kept secure in accordance with
AZ Blue's Privacy Practices (see azblue.com/legal)

+ Know who can get your private information

- Know AZ Blue's security policy (see azblue.com/legal)
- Be treated with respect and dignity

+ File a complaint or challenge a decision we make

+ Know how long it will take us to reply to and solve your issue

+ Get information that is easy to grasp

« Get information about end-of-life planning and advance
directives

Your promise to us

It is your responsibility to:

+ Read the information we give you and ask questions
when you need to know more

+ Know how to get care and supplies that are covered
under your plan

+ Follow the rules of your health plan

+ Let us know right away of changes related to your phone
number, mailing address, and/or email address, so that we
can reach you

- Treat us, and the doctors and hospitals you get care
from, with respect

+ Give us information we need to help you

+ Give doctors and hospitals honest information
about yourself

+ Understand your health and work with your doctor on
a care plan that is right for you

+ Do as your doctor advises for your health

+ Talk to your doctor before you change something with your

healthcare plan
+ Keep scheduled visits with your doctors
+ Pay your cost share when it is due

"In effect for non-grandfathered employer Group plans on that plan’s renewal date in 2014.

The Patient’s Bill of Rights under the
Affordable Care Act (ACA)

Under the law, a “Patient’s Bill of Rights” aims to help

you make informed choices about your health. These
tenets apply to all AZ Blue non-grandfathered plans in
effect after March 23, 2010.

THE PATIENT’S BILL OF RIGHTS:

+ Provides coverage to those with preexisting conditions’

+ Protects your choice of doctors: Choose any primary care
doctor you want from your plan's network

+ Allows young adults to stay covered on a parent’s plan
up to age 26

+ Ends lifetime limits on coverage, banning them for all new
health insurance plans

- Stops your insurance from being dropped if you make
an honest mistake on your application

* Reviews premium increases: Insurance companies must
now publicly say why rate hikes (above a certain level)
may be needed for Small Group plans and Individual and
Family plans

* Helps you get the most from your premium dollars: Most
of your premium dollars must be used for your healthcare—
not for administrative costs

« Ended annual dollar limits on essential covered services
in 2014

+ Continues to allow you to get emergency care at a
hospital outside of your health plan's network without
a referral

Since the Patient’s Bill of Rights became law, some
additional rights and protections now apply. The
healthcare law:

* Requires that non-grandfathered plans cover most
preventive services in network at no cost share.

+ Continues to guarantee your right to appeal: You have
the right to ask your insurer to reconsider its decision to
deny authorization for a service or refusal to pay a claim.
This has been the law in Arizona for many years, and it is
now reflected in federal law through the ACA.2

2 Complaints and appeal information and forms are available once you log in to azblue.com/MyBlue, under the Manage My Plan tab.
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MULTI-LANGUAGE INTERPRETER SERVICES

Spanish: Si usted, o alguien a quien usted esta ayudando, tiene preguntas acerca de Blue Cross Blue Shield of Arizona, tiene derecho a obtener ayuda e
informacidn en su idioma sin costo alguno. Para hablar con un intérprete, llame al 602-864-4884.

Navajo: Dii kwe’é atah nilinigii Blue Cross Blue Shield of Arizona haada yit’éego bina’iditkidgo éi doodago Haida bija anilyeedigii t’aadoo le’é yina’iditkidgo
beehaz’danii hol¢ dii t’aa hazaadk’ehji hakd a’”doowotgo bee haz’g doo bagh ilinigdd. Ata’ halne’igii kojj’ bich’j’ hodiilnih 877-475-4799.

Chinese: MR 1%, BERGEARBMNER, HENEAIEBRATE Blue Cross Blue Shield of Arizona AHERIMIRE, EEEFAELUGHAESIIERM
AR, AE—WUEE, FRERE TULBABRT 8774754799,

Vietnamese: Néu quy vi, hay ngudi ma quy vi dang gitp d&, c6 cau hoi vé Blue Cross Blue Shield of Arizona quy vi s& cé quyén duoc gilip va c6 thém théng tin
bang ngdn ngir ciia minh mi&n phi. D& ndi chuyén véi mot thong dich vién, xin goi 877-475-4799.

Arabic:

038 (e linly 4y 5 pual) il slaall s saclall e Jseanll b Gal) clali (Blue Cross Blue Shield of Arizona e swads Aiul sielud padd gl 5 &bl (IS )
BTT-475-4799 & Jesdl 2 sia go nll, 4ilS5 4

Tagalog: Kung ikaw, o ang iyong tinutulangan, ay may mga katanungan tungkol sa Blue Cross Blue Shield of Arizona, may karapatan ka na makakuha ng tulong at
impormasyon sa iyong wika ng walang gastos. Upang makausap ang isang tagasalin, tumawag sa 877-475-4799.

Korean: 2t2F 23t L= Aot &1 U= HE AHEO| Blue Cross Blue Shield of Arizona 0ff 2t A 2201 UJCHH Fote Ddst S22 FEE Aot
HOZ HIE FE80l €= = JAes et ASUCL DS H SHALE 0HIIoH)| Ao A = 877-475-4799 & M ototd Al 2.

French: Si vous, ou quelqu'un que vous étes en train d’aider, a des questions a propos de Blue Cross Blue Shield of Arizona, vous avez le droit d'obtenir de 'aide
et I'information dans votre langue a aucun co(t. Pour parler a un interpréte, appelez 877-475-4799.

German: Falls Sie oder jemand, dem Sie helfen, Fragen zum Blue Cross Blue Shield of Arizona haben, haben Sie das Recht, kostenlose Hilfe und Informationen in
lhrer Sprache zu erhalten. Um mit einem Dolmetscher zu sprechen, rufen Sie bitte die Nummer 877-475-4799 an.

Russian: Ecav y Bac uaum nnua, KOTOpoMy Bbl MOMOraeTe, MMetoTcA Bonpockl no nosoay Blue Cross Blue Shield of Arizona, To Bbl umeeTe npaBo Ha 6ecniatHoe
nosyyeHve nomowm n nHGopmaLmMm Ha Balwem A3bike. [0 pasroBopa ¢ nepeBog4YMKOM No3BOHUTe no TenedoHy 877-475-4799.

Japanese: TR Ak, FRIEEFHROEDMEY DA TH. Blue Cross Blue Shield of Arizona [CDWT ZHEMNZEWE Lz, CHENDEETYR—
FEZFRY, BREAFLEYTEHIENTEET, HEEMDNYERA, BRREBIEINDHE. 8774754799 FTHEFELZE LY,

Farsi:
255 b 4 Gle Dl 5SS a8 3yl |y ol (3 a3l 4380 ¢ Blue Cross Blue Shield of Arizona 25 o Jlsw ¢ 238 (SaS gl 43 LadiaS € L e Kl
Aulat Juals (ulai 877-475-4799 anlas iy 53 18415 Hshas ),
Assyrian:
54 mb 2ooyoat .au2ils L n0iilha JAeslaoke 28850 (oA Na8y 1Aend (aselaut (eami ¢Blue Cross Blue Shield of Arizona aes 1350 (6508801 (685 uoodondn 1ogdd B b 68mi <2
877-875-4799 ticsn (4388 AL Laxx 230 LA 3k

Serbo-Croatian: Ukoliko Vi ili neko kome Vi pomaZete ima pitanje o Blue Cross Blue Shield of Arizona, imate pravo da besplatno dobijete pomo¢ i informacije na
Vasem jeziku. Da biste razgovarali sa prevodiocem, nazovite 877-475-4799.

Thai: MnAa Wiaauaan&ethandaiAnaiaiadfu Blue Cross Blue Shield of Arizona Aau&nanaglafuanutamdauastiayalunim
wavnalalaeluia1d31e wanaduau Tns 877-475-4799

NOTICE OF NONDISCRIMINATION

AZ Blue complies with applicable federal civil rights laws and does not discriminate on the basis of race, color, national origin, age, disability,
or sex. AZ Blue provides appropriate free aids and services, such as qualified interpreters and written information in other formats, to enable
people with disabilities to communicate effectively with us. AZ Blue also provides free language services to people whose primary language
is not English, such as qualified interpreters and information written in other languages. If you need these services, call 602-864-4884 for
Spanish and 1-877-475-4799 for all other languages and other aids and services.
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