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 What makes United Healthcare StudentResources
great

e Customer Service
e Prescription Drugs
e Questions
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What makes United Healthcare StudentResources
great?

 Ability to contract with the mental health
providers that Duke students use

 Ability to offer the copay benefits that we
requested

 Offer of the premium arrangement that
protects us against overpayment of premium
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Customer Service

 How to respond if your claim is rejected?

 Resources: Customer Service, Student Health

e Call Log Volume
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How to respond if your claim is rejected?

Response: If the student disagrees with how a claim was handled, they need to send in a written
appeal, stating why they disagree with it. And if they can provide any additional documentation to
support the dispute, that would be helpful in the review.

When the students submit their appeal, they need to put Attn: SIU — Claims appeal,
so it is directed to the correct department.

UnitedHealthcare StudentResources
Attn: SIU-Claims Appeal

PO Box 809025

Dallas, TX 75380-6259

After this process, students can submit an appeal (External Review Notice) to

North Carolina Department of Insurance
1204 Mail Service Center

Raleigh, NC 27699-9001
1-877-885-0231 (toll free in state)
1-919-807-6860 (out of state)
1-919-807-6865 (fax)
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External Review Notice

North Carolina law provides for the review of non-certification decisions by an external,
independent review organization (IRO). Except for cases when you request an expedited
appeal, external review is available to you only after you have completed the Company’s
internal appeal and grievance process. You or an authorized representative must make a
request to the North Carolina Department of Insurance (NCDOI) for an external review within
60 days of the date of this notice of non-certification or final determination. The NCDOI
administers this service at no charge to you and will arrange for the review of your case by an
IRO once the NCDOI establishes that your request is complete and eligible for review.

You may request a copy of the complete description of the External Review policies and
procedures including information about when an expedited external review is available from
our Customer Service Department at our toll-free number 1-800-767-0700.

NCDOI is also available to help you understand external review policies and procedures and
your right to request an External Review under North Carolina law. To request an External
Review or if you have additional questions about your right to an External Review, contact
the NCDOI at:

North Carolina Department of Insurance
1201 Mail Service Center
Raleigh, NC 27699-9001
1-877-885-0231 (toll free in state)
1-919-807-6860 (out of state)
1-919-807-6865 (fax)
Health Care Review (Consumer Section of the DOI Web site)

If you believe you are eligible for and request an expedited appeal from the Company, you
may be eligible to request an expedited external review from NCDOI. Expedited external
review is available if you have a medical condition where the time frame for completion of
an expedited appeal with us would reasonably be expected to seriously jeopardize your life or
health, or jeopardize your ability to regain maximum function. However, you must have also
filed a request for an expedited appeal (even if you have not yet received a decision on the
appeal) before NCDOI can accept your request for expedited external review.

Managed Care Patient Assistance Program

The Managed Care Patient Assistance Program (MCPAP) is available to assist you with
insurance related problems and questions. You may contact the Managed Care Patient
Assistance Program at:

Telephone: 1-919-733-6272 or toll-free 1-866-867-6272
In writing: FAX 1-919-733-6276 or
Managed Care Patient Assistance Program
Consumer Protection Division
Office of Attorney General
9001 Mail Service Center
Raleigh, NC 27699-9001
19



Resources: Customer Service, Student Health

e Customer Service

= 866-548-8472
» Please note who you spoke to, time, and the number you called from

e Student Health Center
= Jean Hanson

e My Account Flyers
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UnitedHealthcare StudentResources Online Services ...
Insurance Information At Your Fingertips!

UnitedHealthcare

A UnitedHealth Group Company

®

07COL366

Create your Account today!

Access information at your convenience, 24/7/365!

Through www.UHCSR.com, those students who are covered by our
student health insurance can access their insurance information any
time of day or night.

Our secure site provides online access to coverage information, print-
friendly replacement ID cards and claims status including associated
correspondence.

Creating an Online Account is as Easy as 1-2-3!

Visit wew.UHCSR.com and:
1. Click the “Create an Account” link in the College Student Login area
of our Home page
2. Follow the onscreen prompts - you'll need your 7 digit member ID
number, located on your insurance |ID card or your email address.
3. Access your account information!
After creating your account, log in and begin to access your account online,
at your own convenience. Create your account today and:
® Print an ID card
Check Claim Status
Update Personal Information
Contact us with a question or comment
Look up a Network Provider
Review Plan Coverage
Review effective dates and cost

Visit www.UHCSR.com today!



Call Log Volume

Policy name or school

Total Answered
Interactions

Average Queue
Time

Service Level

Abandon Rate

*Duke University

665

0:00:24

83.01%

1.16%

*Data Reporting as of December 2008
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