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Chronic Condition Management Plus

Frequently asked
questions, answered

Why are chronic conditions so challenging?

Chronic conditions such as diabetes, hypertension and prediabetes are widespread, with about 40% of U.S. adults living with two
or more.! Apart from the human impact, these conditions are costly. About 90% of U.S. healthcare costs are currently spent on
chronic conditions®—a figure that increases exponentially the more conditions a person has.?

What is Chronic Condition Management Plus?

The program supports members managing prediabetes, diabetes, hypertension, weight and/or mental health challenges to help
improve health outcomes. It combines connected technology, data science and expert coaching for a unified and comprehensive
experience consisting of:

Proprietary chronic condition All required equipment, including Diabetes testing strips and lancets
management systems and connected devices (Diabetes Management members only)
technologies

Who's eligible?

Teladoc Health partners with clients to identify members who meet each solution'’s eligibility requirements:
Diabetes Management Plus—requires diagnosis of type 1 or type 2
Hypertension Management Plus—requires diagnosis of hypertension

Prediabetes Management Plus—must meet CDC National Diabetes Prevention Program (NDPP) qualification criteria

Prediabetes qualification criteria Qualifying blood test results
Members must meet all of the following criteria, based on the
CDC-approved screening questionnaire:

 Beatleast 18 yearsold Hemoglobin Alc: 5.7%-6.4% -OR-
« Be overweight (BMI>25; >23 if Asian) Fasting plasma glucose: 100-125 mg/dL -OR-
« Have no previous diagnosis of type 1 or type 2 diabetes Two-hour plasma glucose (after a 75gm glucose

1 :140-1 L -OR-
 Have a blood test result in the prediabetes range within the oad): 140-199 mg/dl. -O

past year Be previously diagnosed with gestational diabetes
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What's the program'’s value to
members?

® A single registration process for all chronic
condition programs for which they are eligible
streamlines the process

Q Welcome Kits include connected devices for
each chronic condition program for which
they qualify

Diabetes: blood glucose meter, lancing
device and carrying case
Hypertension: blood pressure monitor
Weight management: scale

n Programs also include:

« Digital mental health and wellness tools

« Cellular-connected devices provide real-
time feedback

« Personalized, smart goal setting to keep
members on track and suggest next best
action

- 24/7 remote monitoring with emergency
outreach

« 1:1 live coaching with expert coaches

« Easy-to-share health summary reports for
care coordination

« Medication support and outreach

- Lifestyle and condition-specific curriculum
and content

« Teladoc Health app and portal—nutrition,
exercise and emotional health tools to track
progress
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Devices, strips and lancets

Can a member share their device with
family members?

Each device is assigned to a member's personal account, so
we do not recommend sharing a device with others. Letting
others use the device will result in inaccurate data.

What if a member needs a replacement
device?

If the device is defective, Teladoc Health willsend a
replacement at no charge in accordance with the warranty. If
amember breaks or loses the device, they will pay the cost
share defined by their plan's benefit.

Diabetes testing supplies
(Diabetes Management members only)

Who can receive a meter, strips and
lancets?

Members enrolled in the Diabetes Management Plus program
will receive a blood glucose meter, lancing device and a number
of test strips and lancets. Members can request additional
strips and lancets via their meter, the member portal, in the
Teladoc Health app or by calling member support.

Can a member use their current meter,
strips and lancets?

The provided device and strips and lancets are necessary
to take advantage of the benefits of the chronic condition
programs. Members can use their own lancing devices,
because that will not affect the efficacy of the meter. For
health and safety reasons, a member should not share the
lancing device with anyone, including family members.

Are the strips, meter and lancets
included with the program at no cost
to the member?

Yes, unlimited strips and lancets are included at no cost to
the member.
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Is there a limit on the number of strips?

No, there is no limit on the number of test strips that a
member can order. A member will receive a reminder to
order more test strips when they reach a 20-day supply. This
number is calculated individually for each member based on
the number of checks they perform each day in their health
profile. If the member needs more strips and the optionis
not available on their meter or member portal, they can call
the member support line.

How do members reorder strips?

Members can reorder strips in four ways:

1. Onthe member website at MemberTeladoc.com

2. Onthe meter

3. Onthe Teladoc Health app

4. By calling member support anytime at 800-835-2362

Does the meter integrate with an insulin
pump?

The meter does not currently integrate with insulin pumps.
However, insulin pump users are not excluded from
participating in the program. Typically, the lack of pump
integration requires the member to manually input their blood

glucose (BG) reading values rather than having the reading
transfer automatically.

What if a client or member has questions
about our device accuracy?

Reach out to your product lead or Teladoc Health sales
representative.

Can a member decide to turn off the
alerts that cause a coach to call the
member if they register a high reading?

Yes, alerts are customized to the member. They can set alerts
at whatever reading they want or turn them off entirely.

What devices are provided in the
Weight Management and Prediabetes
Management programs?

A cellular-connected scale that allows members to weigh
themselves without any manual set up or syncing of devices is
provided.
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Are activity trackers also offered?

Activity trackers are not offered. However, members who
have their own activity tracker will be able to sync their devices
to the Teladoc Health mobile app using Apple HealthKit or
Google Fit for iOS and Android devices, respectively.

Coaching

What credentials do Chronic Condition
Management Plus program coaches
have?

All coaches receive cultural competence and motivational
interviewing training and are certified based on the program
they are serving:

Diabetes Management: Certified Diabetes Care and
Education Specialist (CDCES)

Hypertension Management: CDCES or National Board-
Certified Health & Wellness Coach (NBC-HWC)

Prediabetes Management: Diabetes Prevention Program
Lifestyle Coach (DPP coach)

Can members work with the same
coach?

Yes, a member can request to work with the same coach
over time.

How often are coaches available to
assist participating members?

Within the context of the one-on-one coaching relationship,
members can expect individualized interactions and
responses coming during normal business hours. Coaches
are available to support acute events 24 hours a day, 365
days a year so that members can always get the help and
support they need to manage their condition. Members also
have the ability to ask questions via the “"ask a coach” app
function at any time.

How much time does the coach have
torespond to a member after analert
(Diabetes Management members only)?

Our diabetes response specialists respond to alerts within
three minutes (per service-level agreement).
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What happens during a diabetes
response call (Diabetes Management
members only)?

@ When coaches respond to a real-time alert, the goalis
to ensure that the member is stable and able to follow
physician-recommended guidelines for treating low or
high blood glucose.

CZ) The coach will work with the member to follow
physician-provided treatment recommendations to
safely return blood glucose to the targetrange. The
coach will also then seek to understand if the member
should be a future candidate for scheduled coaching.

@) If the member is regularly alerting with unsafe low

or high blood sugar readings, coaches may look to
schedule a coaching session to help educate the
member and collaborate on strategies that can help
the member decrease the frequency of out-of-range

readings in the future.

Does the Chronic Condition
Management Plus program work for
members who are currently on insulin?

Our coaches work with allmembers regardless of the types
of medication they take (insulin, oral, combination of insulin
plus oral). Coaches do not make medication adjustments
or dosing recommendations as this is outside the scope
of practice for a CDCES. However, if a member voices the
goal of wanting to reduce the number of medications

they are taking to manage their diabetes, a coach will

work with the member to ensure other areas of diabetes
self-management (healthy eating, physical activity, stress
management) are optimized to help in achieving the
broader goal of reducing or eliminating medications.

A coach will work with members to help them better
understand the medications that they are taking, ensure
that members understand dosing and are following their
physician's recommended dosing guidelines, and are taking
medications in a safe manner.

Member experience
How do members find out about the

program?
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The Chronic Condition Management Plus program includes

a multi-channel enrollment and engagement strategy

to reach eligible members. Channels include employer
communications, direct mail and email. The Teladoc Health
team responsible for this member communication strategy
consistently evaluates and refines the messaging and channel
use to optimize engagement.

Each group launch includes a 90-day engagement plan that
targets the eligible population with relevant messaging.

The launch campaign typically kicks off with a staff-wide
notification (template provided) sent by the group's HR or
benefits administrator. After launch, the Teladoc Health team
delivers ongoing campaigns to ignite interest and usage.

What happens after sign-up?

After a member signs up, Teladoc Health will process
registration, send a confirmation email and ship a Welcome
Kit. Amember can expect to receive the Welcome Kit within
three to five business days after receiving the confirmation
email. The Welcome Kit includes the program-specific
device and applicable strips and lancets.

Members also receive access to the member website and
mobile app, where they can personalize the program and
access their readings and program tools, and the Teladoc
Health web portal and mobile app, where they can access
mental health and wellness digital programs and tools.

How many languages are available?

Our language line supports over 240 languages.

Is there a cost for members who
participate in the program?

The program is offered at no cost to members.

How can members view their health
information or trends?

After a member takes a reading with their device, it will
automatically upload readings to their personal online
account. A member can access the readings on their device,
at MemberTeladoc.com (Diabetes Management) or via their
Teladoc Health app, which shows logs along with insights
and graphs of their blood glucose (BG). Health summary
reports can be printed or emailed to a member's doctor or
healthcare provider.
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Can a member share their health
information with their doctor and people
on their healthcare team?

A memberis always in charge of how they want the program
to work for them. All chronic condition programs give
members the tools to easily share their information with
their doctor, nutritionist or anyone else when they want via
the meter or portal-sharing features.

Does a member have to use the device
provided to them, or can they use their
own?

Members must use our proprietary devices to participate in
the program.

How often will the member receive
communication, and how can they adjust
the frequency or opt out?

Frequency varies depending on the preferences the
member has set in their account. Members can customize
when a coach should contact them for out-of-range
readings. Members can opt out of communications by
logging in to their account and visiting "notifications” in the

drop-down menu located at the top right of the screen.

How long can a member participate in
the program?

A member can participate in the program as long as they
remain clinically eligible and retain active coverage.
Is a member’s information confidential?

Yes. View our full privacy statement by visiting
privacy practices and policy.

Can a member cancel their membership?

Yes, they can cancel at any time for any reason. Members
just need to call the Member Support line at 800-835-2362
or email MemberSupport@TeladocHealth.com.

Program website

Member portal: Member.Teladoc.com

! Centers for Disease Control and Prevention, Chronic Diseases in America
2 Centers for Disease Control and Prevention, Health and Economic Costs of Chronic Diseases
*Data on file (DS-4266)

About Teladoc Health: Teladoc Healthis ona mission to empower all people everywhere to live their healthiest lives. As the world
leader in whole-personvirtual care, the company leveragesits 20+ years of expertise and data-driven insights to meet the growing
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needs of consumers and healthcare professionals across the full care continuum, at every stage ina person’s health journey.
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