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Member Support

What is UnitedHealth Group doing to help members concerned with COVID-19?

UnitedHealthcare has a team closely monitoring COVID-19, formerly known as the Novel
Coronavirus or 2019-nCoV. Our top priority is the health and well-being of the people we serve.

As with any public health issue, UnitedHealthcare will work with and follow all guidance and
protocolsissued by the U.S. Centers for Disease Control and Prevention (CDC), Centers for
Medicare & Medicaid Services (CMS), Food and Drug Administration (FDA), and state and local
public health departments.

Does UnitedHealthcare provide any support services for those people who have been affected
by the virus?

While the CDC website is the best place to go to stay up to date on this still developing situation,
Optum is offering a free emotional support help line for all people impacted. This help line will
provide those affected access to trained mental health specialists. The company’s public toll-free
help line number, 866-342-6892, will be open 24 hours a day, seven days a week for as long as
necessary.

This service is free of charge and open to anyone. Specially trained Optum mental health specialists
help people manage their stress and anxiety so they can continue to address their everyday needs.
Callers may also receive referrals to community resources to help them with specific concerns,
including financial and legal matters.

In addition, Optum and UnitedHealthcare members with EAP and behavioral health benefits can
access ongoing resources including Critical Incident Response Services (CIRS). We recommend
they access through their account-specific support numbers. Emotional-support resources and
information are also available online at www.liveandworkwell.com.

Are there any plans to enhance the support materials available on liveandworkwell related to
this crisis?

Yes - a COVID-19 portal went live on the liveandworkwell website on March 18.

If an individual is tested and the provider rules out COVID-19, does the employee need any
documentation that they can provide their employer for return to work clearance?

This is a policy determined between the employer and employee.

In light of the current situation, is UnitedHealthcare delaying member communications related
to preventive campaigns?

Yes. UnitedHealthcare will temporarily delay our preventive care reminders.
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UnitedHealthcare’s presentation materials and responses to your questions are intended to provide general information and assistance
during this national emergency and do not constitute medical, legal or tax advice. Please contact your medical, legaland tax advisors on
how to respond to this situation. The materials and discussion topics do not constitute a binding obligation of UnitedHealthcare with
respect to any matter discussed herein.

Some of our products and networks have different features and as aresult different guidelines and protocols are applicable to them.
Please contact your UnitedHealthcare account representative for additional details.
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Is UnitedHealthcare offering help to employees who are losing their health insurance coverage
after being laid off?

UnitedHealthcare offers a range of individual health insurance plans. Interested people may contact
(800) 827-9990 to speak with an advisor who can assist. They can also visit
https://www.healthmarkets.com to apply directly.

If a member has a valid prior authorization for a surgery that has been postponed, will the
member be required to go through the prior authorization process again?

Prior Authorization will remain in effect for 90 days from the date it was initially approved.
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