
OPERATIONAL UPDATE
S P R I N G  2 0 2 0



As you know, the COVID-19 pandemic is bringing daily changes, challenges and 

stresses to all of us. We want to personally assure you that for UnitedAg, everything 

is business as usual in terms of the services we provide.

Our top priority is the health, safety and well-being of our members, employees, 

communities, and those we work with and serve. Our team has grown stronger than 

ever. We’ve become even more creative and resilient, and it’s been amazing to see 

how all of us have adapted so quickly.

Kirti Mutatkar - CEO



GROUP ADMINISTRATION
P R E S E N T A T I O N  B Y : C H A N N Y  L E E



• Immediate turn around for contribution payment report 

• Working with employer groups needs 

S e r v i c e  l e v e l s  d u e  t o  C O V I D - 1 9  

• Behind the scene updates
P o r t a l  

UPDATES

I n v o i c i n g  
• New design still in the works 

E n r o l l m e n t  
• Responses kept at a 3 day turnaround or sooner  



OPERATIONAL UPDATES
P R E S E N T A T I O N  B Y : L A U R A  G A R Z A



Added in the Member ID on the top, to easily identify who 

the main enrollee is under the plan.

M e m b e r  I D

Updated the Spanish translation under Member Services to 

have ensure our members properly understood who to 

contact with questions.

S p a n i s h  T r a n s l a t i o n  

Previously: “For the Service Period”  

Updated: “For the Dates of Service”

Previously: “for bills received for the dates of service”

Updated: “your provider(s) charged for serviced received from”

Previously: “paid for services billed”

Updated: “paid on your behalf for services you received.”

U p d a t e d  L a n g u a g e



 Separated the “Discount Amount” and “Ineligible Amount” into two separate columns

 Totaling the Co-Pay Amount – fixed

 Change “Paid At” to “Remaining Paid At” – to clarify how the claim was paid at after benefits have been applied 

C l a i m  S u m m a r y  /  D e t a i l



Changing the date to reflect when the EOB is printed vs the date 

of the first claim in the episodic period

ADDITIONAL CHANGES TO COME

Adding in the “Dates of Service” to match to the detail claims listed on the EOB



Updating the Accumulators section, to make sure its easier to follow with clearly labels and data

ADDITIONAL CHANGES TO COME

Adding in the corresponding network number to match to the detail claims listed on the EOB



MEMBER SERVICES
P R E S E N T A T I O N  B Y :  S O N I A  R O L D A N



• Test for COVID-19 are available at our wellness centers. There will be a pre-vetting 

process that will take all symptoms and travel exposures into consideration. 

• Teleconsultations are now available for all our members by calling 877.877.7981 or 

visiting our online portal at unitedag.org/teleconsult

• Copay’s are waived for HSA members from April 1st until July 31st due to COVID-19.

U n i t e d A g  W e l l n e s s  C e n t e r s  

• Teladoc can help answer questions about the disease, evaluate risk and provide support 

by phone or video and help relieve symptoms for affected patients. You can contact them 

at 1-800Teladoc.  No deductible, copay or coinsurance is required for members enrolled 

in HSA plans from April 1st until July 31st

T e l a d o c

COVID-19 UPDATE



• Waiving early refill limits on 30-day prescription for maintenance. 

• Request “on-demand delivery” at checkout

* UnitedAg is waiving all home delivery charges for prescription medications.

• Controlled substances and medications that require refrigeration cannot be 

delivered to most locations at this time. 

• Incorporated the telehealth provision due to COVID-19 for office visits consultations. 

• Telehealth consults are subject to the members plan benefit for non-COVID-19 related.

B l u e  S h i e l d  o f  C A  

COVID-19 UPDATE
C V S  C a r e m a r k



• CT Scan for Diagnosis when kits are not available 

• Not covered for testing purposes

• Considered Diagnostic Testing / Subject to Deductible % Payable 

• Antibody Test 

• Currently under medical review

D i a g n o s t i c  t e s t i n g  &  A n t i b o d y  T e s t  

4

• FDA-Approved test are covered at 100% as of March 01, 2020 

• Health care provider visits ( in-out of network), urgent care visits and emergency 

rooms visits that may result in the administration of the test will be paid at 100% 

* The member will be responsible for standard out of pocket expenses for

treatment of COVID-19 

COVID-19 UPDATE
C O V I D - 1 9  T e s t i n g



PHARMACY

4

HSA Plans 
• Now include mail order as a pharmacy benefit 

Diabetic Benefit Program 
• No-cost diabetes Accu-Check Blood Glucose Meter.

• Meters and Test Strips 

• You can get started by visiting this web address:  

info.caremark.com/managingdiabetes

• Or by calling 877.418.4746 

Monday - Friday 8:00 a.m. - 6:00 p.m. (CT)

Glucose Monitors 
• UnitedAg has now included the Continuous Glucose 

Monitors 

FreeStyle Libre 
• Paid at no cost to the member 

Dexcom 
• Subject to the members pharmacy benefits and 

consider Formulary Tier 2

https://info.caremark.com/managingdiabetes


DIABETIC BENEFIT PROGRAM 

4

Freestyle Libre 14-Day

• Sensor - replaced every 14 days

• Reader – This is the rechargeable device that 

allows member to view the BG readings. 

Manufacturer offers a warranty on the reader.

Freestyle Libre 10-Day

• Sensor - replaced every 10 days. 

• Reader – This is the rechargeable device that 

allows member to view the BG readings. 

Manufacturer offers a warranty on the reader.

Dexcom G6

• Sensor - replaced every 10 days. 

• Transmitter - replaced every 90 days. 

• Receiver – This is the rechargeable device that allows member 

to view the BG readings. Dexcom offers a 1-year warranty. 

Dexcom GG5

• Sensor - replaced every 7 days

• Transmitter - replaced every 90 days

• Receiver – This is the rechargeable device that allows member 

to view the BG readings. Dexcom offers a 1-year warranty.

F r e e s t y l e  l i b r e D e x c o m



The member advocate service was designed to assist our members with complex 

situations such as medical authorizations, pharmacy denials, appeals and 

medical bills. Our advocates understand the complexities of the health care 

system and know the right people to get the necessary results on behalf our 

members. When we work with a member, they will be assigned to an Advocate 

who will provide a means of contacting them. 

Our advocates are prepared, trained and supported in their role, and have 

regular opportunities to develop their skills and experience. We continue to 

expand the service level by adding more hands-on deck.

For any inquiries or for assistance, please email memberadvocate@unitedag.org.

MEMBER ADVOCATES 

mailto:memberadvocate@unitedag.org


CLIENT & F IELD SERVICES
P R E S E N T A T I O N  B Y :  D O N N A  B A R E S



Virtual Open Enrollment

Renewal Distribution

COVID-19 Resource Highlight Sheet

Upcoming Advancements 

Hardships Requests 

TOPICS



Video or Telephone Conference Meetings
Employers can schedule a video or telephone conference call to replace in person open enrollment presentations for 

their staff with their designated field service representative. Similar to standard meetings, the representative will 

provide a benefit overview via phone or video, and will be available for questions after the presentation. 

1

VIRTUAL OPEN ENROLLMENT

Virtual Office Hours
Employers can request a specific date and time frame they would like their field service representative to be available to 

answer member benefit questions. Members can sign up for their own one-on-one appointment with the 

representative during that time frame. 

2

Customized Benefit Recordings 
Based on a particular employer’s benefits, a field service representative can prepare a recording to distribute to 

employees during open enrollment.  Members can listen to the overview of their unique benefits at their own time. 

3

Below are three virtual open enrollment options that are available to you:  

To set up a virtual open enrollment please contact your UnitedAg Account Manager or email clientservices@unitedag.org



ANNUAL RENEWAL DISTRIBUTION

• To reduce paper waste and accommodate those 

sheltering in place, renewals will begin to be distributed 

via email when acceptable to the employer

• Per renewal cycle, each employer will be contacted to 

determine if receipt of renewal materials via email is 

suitable

• If you would like to confirm your ability to accept 

renewal documents via email in advance, please contact 

your UnitedAg account manager or email 

clientservices@unitedag.org

mailto:clientservices@unitedag.org


• One-page reference sheet 

• Member benefits accessible 

from the comfort of home

• Includes hyperlinks to related 

flyers and web locations

• Available in English and 

Spanish

COVID-19 RESOURCE HIGHLIGHT SHEET



UPCOMING ADVANCEMENTS

As the nature of the environment continues to change as the result of the current 

pandemic, UnitedAg promises to continue to deliver virtual alternatives like:

• Online Enrollment Platforms

• UnitedAg Event Video Conferencing 

• Expanding Telehealth Services

o Mental Health Resources, Back Care & Nutrition Services



HARDSHIP REQUESTS 

We want to hear from you; let us know how we can help. If your organization is 

experiencing hardship as a result of the coronavirus and you would like information on 

assistance or options, please contact your designated UnitedAg account manager or 

email clientservices@unitedag.org. 

mailto:clientservices@unitedag.org


QUESTIONS
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