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MediLink -Global(Beijing) TPA Services Co.,Ltd was founded in 2005 in Beijing,China, and has branches in
Shanghai and Guangdong. As an independent, professional third party service provider for health
insurance policies, our dedicated medical provider network, professional service team and comprehensive

health management ability are our core values. Currently we have more than 3,500 corporate clients and

served more than 200,000 valued customers.
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You are warmly welcome to choose the MediLink-Group to
serve your insurance. We sincerely thank you for your
trust. We will do our best to escort your health.

To ensure that you can use the service more smoothly, this
manual will provide you with guidelines on the following
matters:

Contact us

Get Service through Wechat

Doctor Appointment & Direct Billing Service
Non-direct Billing Claim

Pre-Authorization

Health Consultation & Online Doctor
Customized Service

If you have any doubts about the service content, please
feel free to contact us through the 24-hour service hotline,

Wechat service platform or email.

We wish you and your family good health and all the best!

T T7*24:/\BchZEIERRSZ 4L | 724 Chinese-English bilingual service hotline —\

Within Mainland China

REAFSEN | 400.114-9606

Outside Mainland China

PEAMES | 48610-65525313 .
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Wechat service platform
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Scan the QR code on the right
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Email

customerservice@medilink-global.com.cn
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o Get Service through Wechat

Get E-card

Il Follow Our Wechat Official Account

Scan the QR code on the right, or search
for [MediLink Online] in the official
account, and click [Follow Official

Account] to get further services.

A Verify Information

Click [Service]-[member] in the menu bar at the lower right
corner.

*If you have submitted your mobile phone number once your
health insurance get enrolled, you can log in directly through
the phone number and password. The initial password is the
last 6 digits of the valid certificate you used when you
submitted the insurance application.

*If you have not reserved or are not sure about the relevant
information when you apply for insurance, you could log in
with mobile phone verification code.

After all the above steps, please click [Sign in] to complete
the registration.

Ef Bind Insurance Card

If you have already completed the verification, the system shall
automatically pop-up input binding interface and you just
need to enter your card number and password to finish the
binding process.

*The card number is 16 digit number starting with 8000 1428
on your electronic medical card (insurance member card)
*The initial password is the last 6 digits of the valid certificate
you used when you submitted the insurance.

*If you forgot your password, you can use the ID number and
mobile phone number to bind it quickly. This method requires

you to prepare the image file of your ID in advance.

Link-Globa E



O Get Service through Wechat

Medil

Frequently Used Functions

Claim Settlement

MediLink Online provides you the convenient function of online self-service claim processing. After

» o«

logging in, you can click [Claim]for further operations of “self-service claims”, “supplementary

claim documents”, and “check claim status” and other operations”.

Pre-Authorization Application

MediLink Online provides you with the convenient function of online pre-authorization processing.
After logging in, you can click [Pre-Authorization]for further operations of “pre-authorization”,
“supplementary pre-authorization documents”, and “check pre-authorization progress” and other

operations.

Insurance Benefit Query

After logging in and clicking [Policy], you can inquire your or your dependent's insurance policy,
insurance terms, policy validity, policy status, policy benefits, insurance plan, previous policy and

other information.

Search for Hospital

Click [Healthcare Providers] in the menu bar:

*You can check the network medical institutions agreed in your policy, filter and find suitable direct
billing network medical institutions according to your own needs.

* You can view the nearest network medical institutions based on your current geographic location,
and one-click for navigation.

*You could view the medical institution information, one-click for medical appointment etc.

Value-Added Services Query

You can click [Value-Added Services] in the menu bar to view the value-added services you are

entitled to enjoy.

k-Glob
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o Hospital Assistant

Doctor Appointment

In Mainland China

G Find a hospital

1.Follow the wechat official account "Medilink Online" - "Service" - “Member

» 0

Hospital
Inquiry" to search hospital information:

2.Dial the hotline 400-114-9606 for hospital information or recommendation

@ Make an appointment

1. Follow the wechat official account "Medilink Online" - "Service" - " Appointment" - submit
appointment request;
2. Dial the hotline 400-114-9606 to make an appointment.

(@) vsichoso

1. Once appointment is completed, we will inform you the appointment information and
attentions through phone call/SMS/email;

2. Take your insurance member card (e-card/physical card) and valid ID card (ID card/passport)
to the hospital for registration. Arrive 10 to 15 minutes earlier before the appointment time is

recommended,;

Notes:

1. We can only help you make an appointment in a network hospital. If visiting a hospital
outside our network, you need to make an appointment and get reimbursement by yourself .
2. Excluded hospital (listed on the last page of the Table of Benefit) is not covered by your
insurance plan. And if your policy has limit on registration fees, High-Cost Providers, and other
relevant restrictions, you need to pay the corresponding expenses by yourself.

3. If any change of your reservation, please contact us at least one working day in advance to
cancel/change the appointment. Otherwise your subsequent appointment in this hospital will
be affected;

diLink-Globa



o Hospital Assistant

Doctor Appointment
Outside Mainland China

G Find a hospital

1You may email to customerservice@medilink-global.com.cn for specific country or region.

2. If you’ re not familiar with local hospital, you may call the hotline for hospital information

or recommendation according to your location.

@ Make an appointment

‘ Dial +86 10 6552 5313 for appointment;

G) =

O Hospital Assistant

1. After the appointment is completed, we will inform you the relevant appointment information

and attentions through phone call/SMS/email;

2. Take valid ID (passports) to the hospital 10-15 minutes in advance according to the appointment

time for registration ;

Notes:

Due to local regulations are different country by country , you may need to make an appoint-
ment by yourself at first and inform us to arrange the direct billing service later. For more details,

please call the hotline for confirmation.
2. Due to the possible time lag between countries, please make an appointment 1-2 working

days in advance for regular booking;

Cashless Direct-billing Process

1. You need to take your insurance
member card and valid ID to the
hospital;

2. The hospital will register and
verify your insurance member card
information;

3. After the treatment, the hospital
will issue the corresponding bill,
which you need to confirm and sign;
4. The hospital will take your
insurance member card for
settlement;

(Upon having the confirmation of
reservation/appointment from the
hotline)

1. You need to have your valid ID
card to the hospital;

2. The hospital will verify your
identification (including reservation)
information;

3. After the treatment, the hospital
will issue the corresponding bill
which you need to confirm and sign
onit;

4. The hospital will send the bill to
MediLink directly for settlement;

Mainland China Outside Mainland China

1. Direct-billing service does not mean
that the relevant expenses is fully
covered by your insurance. If the
medical treatment related to the
exclusion of your insurance policy and
any exceeding part over your policy
limit, you need to pay the relevant
expense back to Medilink;

2. Due to the possible time lag
between countries, please call the
hotline for appointment and
confirmation in advance.

3. Direct-billing services are only
applied in Medilink network hospitals.
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o Hospital Assistant

Self-paid Amount Collection

Public hospital

Public hospital will not collect the corresponding
Self-paid part due to the settlement process. If
any related Self-paid part, MediLink will pay this
part on behalf of you in advance. Upon receiving
claim documents from the hospital, MediLink
will collect the Self-paid part from you separately

later.

Private hospital

Private hospital usually can collect the Self-paid
part directly from you; therefore, If any Self-paid

part, the hospital will collect it with you on site.

land China

If there is a Self-paid part in your policy, the

hospital will collect it with you on site.




o Non-Direct Billing Service Procedure

If you visit a non-direct billing clinic or hospital, or when the benefit agreement cannot be paid

directly, you need to pay by yourself at first and keep all the paper materials for reimbursment later.

On-line Claim

On-line Claim Application available for the Claim amount < ¥3000 or equivalents, Please prepare

in advance.
The original bills and Complete treatment Examination reports,test Other materials if
receipts of the claim records,discharge summary reports,drug prescription necessary
expenses for inpatient treatment and soon

The on-line claim application steps are as follows

{ Access Medilink Official Account - Member Service - Claim Service }

{ Please fill the claim information, and upload the required claim documents }

If any claim amount over ¥3,000, please follow Off-line Claim Procedure. You would need to

submit the following documents/paper for appraisal within 30 days after the treatment.

0 e The original bills and e Valid ID(ID cards if Chinese

Complete Claim Application

Form receipts of the claim citizens,passports if
How to obtain Claim expenses foreigners)and membership
card copy

Application Form:

(1) Follow our official Wechat e Complete medical

account "Medilink records, discharges G Other materials if necessary
online"-"claims process"-" summary for inpatient
claims documents download" treatment

(2) Send mail to customerser-

vice@medilink-global.com.cn e

or call customer service Examination reports,test
hotline 400-114-9606 to get reports,drug prescrip-
help tion and so on

MediLink-Global
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The delivery address of the offline claim settlement is as follows, you can choose any one for delivery:

Beijing office address Shanghai office address
High-end medical service Group High-end medical service Group
High-end medical service Group 3F,Jianhua Building,No.85,Lane 623,Wanhangdu
100020 Road,Jing'an District,Shanghai
400 114 9606 200040

400 114 9606

o Non-Direct Billing Service Procedure

Off-line Claim Procedure

Step 1:Application

On-line Claim: | Complete the online application

Off-line Claim: | Submit complete claim documents/paper

Step 2:Claim Review

Turn around time for claim completion will be accepted and reviewed on the day once confirmation is

received. Generally, the which applied on the claim form is 2-5 working days

Step 3: Reimbursement payment

After the review is approved, the compensation will be paid to the bank account when you apply for

the claim. Overseas reimbursement are generally paid on a monthly basis, please be patient.

Step 4:Sent claim settlment letter
The claim settlment letter will be sent to your inbox which applied on the claim formemail address,
mobile phone number and public account notification inbox.

Step 5:Inquiries and appeals

You may log on to our We-chat official account [ MediLink Online] to check the progress under [My
Claims],or Call Customer Service Hotline 400-114-9606 to get help.

If you have any doubt, you can contact us through the customer service hotline or email.



v Pre-authorization

Pre-authorization is a process by which an insured member obtains written approval before the
medical treatments. The written approval issued by Medilink empowered from insurance company.

atments require Pre-authorization:

Allinpatient admissions and/or treatments;

Outpatient surgery requiring general anesthesia,Chemotherapy, radiation therapy,Hemoperito-
nea | dialysis;

Purchase or rent disposable,durable medical equipment,including but not limited to insulin
pumps and their associated equipment;

Emergency medical evacuation;

Dental accidental injury repair treatment;

Adrug or vaccine that costs more than ¥8,000 per dose;

Pre-authorization approval does not guarantee payment of a claim in full, and you have to pay the
self-paid amount. In addition, the proposed treatment and diagnosis shall be covered under the
policy.

If the subsequent reviews or new evidences prove that the treatment or medical expenses are not
eligible, pre-authorization may be revoked. We shall be entitled to recover all expenses in respect
of any liabilities incurred or paid by us for expenses that are not eligible under this policy.

You may also receive a notice that your pre-authorization application has not been approved, and
we will no longer accept your repeated application for the relevant treatment. But this does not
mean the final decision of your claim was declined. You can still follow the normal procedure and
pay for the relevant medical expenses, and then apply for the reimbursement according to the
non-direct billing service process.

Pre-authorization is required before certain medical procedures or treatments whether they are
undertaken within or outside of the direct billing network.

If you have not applied for pre-authorization, you may spend an additional part of the expenses

which may not be in the insurance coverage within the compensation.
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Pre-authorization
Applicationsteps steps for pre-authorization

Step 1:Application

The insured member should submit a completed Pre-authorization request form and supporting
documents to Medilink-Global a minimum of 3-5 working days prior to the scheduled procedure or
treatment date.

Step 2:Verify

We will review the case and respond to the applicant within 48 hours. If your estimated cost is
rather high (exceeding RMB50,000) or length of stay is too long, we may need extra days to review
it, normally within 5 working days.

Step 3: Visit hospital

Written approval must be received prior to the commencement of your treatment.If you visit a
direct-pay hospital, the cost within the insurance coverage will be settled directly by us and the
medical institution.

Step 4: Emergency

Taking into account that the prior authorization was difficult to implement in case of emergency,
you or your family members could pay deposit at first for hospital admission, then contact
Medilink-Global service center for applying. pre-authorization within 48 hours after the accident or
emergency occurs.

t

Include but not limited to: Medical records and lab test reports, Pre-authorization application
form, History of diseases or injury descriptions, Valid identity documents (such as ID card for
Chinese nationality / passport for foreigners)etc.

The pre-authorization form can be obtained as described below:

1.We placed our Pre-authoriza-tion form at each of the Medilink-Global Contracted Direct Billing
Medical Facility,so you can take it directly;

2You may download it by visiting www.medilin k-gloal.com.cn;

3You may send your request to our CS team at customer-servicec@medilink-global.com.cn
forfurther assistance;

4You can download it through the wechat public address “Medilink Online”—Enjoy the service —

Pre-authorization application — Pre-authorization document.




o Use On-line Health Service

Health Consultation

Service Content

MediLink online exclusive family doctors could provide your family daily health consultation services,
including: health-related consultation, dietary regulation, sub-health consultation, medication guidance
of OTC common drugs, management of chronic diseases such as hypertension, diabetes, hyperlipidemia,
professional triage of severe diseases, post-operative rehabilitation and nursing knowledge and etc.
(This service is only for health management advice, prescription is unavailable from this service)

Service Time
9:30 - 17:30,weekdays

Operation Instructions

[MediLink Online Official WeChat Account]
I
(=ZR% - @RS | Online Health Management || Health Consultation |

o Online Consultation

Service Content

MediLink assemble famous doctors and specialists who are working in the first-class hospitals to provide
you with multiple online consultation, they can also help to integrate your Iness-check-up report and
provide prescription.This service could issue online prescriptions for you, the drug fees are paid by
MediLink in advance,so the consultation and dispensing show a closed loop.

Service Time
8:00-22:00,Everyday

Operation Instructions

[ MediLink Online Official WeChat Accou nt]

I
[?&HE% ]—[ HEERS H Online Health Management ] Online Consultation

o Online Pharmacy Delivery

Service Content

MediLink can provide Pharmacy Delivery Service for OTC and dual-track medicines, if the patient has
been in a stable conditionl without adverse reactions, and there is no need to adjust the drug or dosage
accordingly.The medical prescription and records within 6 months are required before the arrangement
of Pharmacy Delivery Service.

Service Time
7*24 hours

Operation Instructions

[ MediLink Online Official WeChat Accou nt]
I
[5’*115&% H HERS H Online Health Management ]—[ Online Pharmary Delivery]
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o Customized Service

Green Channel Appointment

Service Content

® According to your application and condition, we will provide you with green channel appointment
service for outpatient treatment with expert clinic.

e MediLink can coordinate surgical and inpatient services as soon as possible in Beijing, Shanghai,
Guangzhou, Shenzhen and other major cities in Mainland China.

® MediLink could provide you with priority examination services for hospital examination items
(B-ultrasound, CT, MRI, gastroenteroscopy, PET-CT, biochemical examination, etc.)

Appointment Process

O Please make a request to MediLink Customer Service Center before starting treatment.

Mainland China : | 400-114-9606 Outside Mainland China: | +86 1065525313

Please provide the following information for appointment:
Insurance card number, date of visit, name, date of birth, name of specific medical institution,

contact information(phone number or e-mail address , symptom or diagnosis

The Customer Service Center will reply to your reservation information within 3 working
days, and send a prior notice to the medical institution or accompanying staff.

@ MediLink will work with medical institutions to make direct payment or advance

payment arrangements for the cost of your visit. In case of self-paid amount, please
cooperate with the medical institution to settle it; If the medical structure is unable to
collect the self-paid amount, MediLink will notify you and collect it from you in time
after completing the claim settlement review.




Customized Service
Second Opinion For Critical Illness

® MediLink provides medical advice for patients diagnosed with major diseases, such as evaluation

of diagnostic accuracy, rationality of drug use and optimization of clinical treatment plan.

Appointment Process

If you are unfortunately suffering from a major disease, you can call MediLink Customer
Service Center for medical treatment at any time.

Mainland China : | 400-114-9606 Outside Mainland China: | +86 1065525313

Please provide the following information for appointment:
Insurance member card number, name, date of birth, contact information(phone number or e-mail

address , all medical records of relevant diseases, designated hospitals and departments (doctors
cannot be designated)

2 The Customer Service Center will reply you within 1 working day, and recommend the
expert for you.

The doctor's advice will be issued within 7 working days in Mainland China, and be
issued within 14 working days overseas (Hong Kong, Singapore and the United States)
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Customized Service
Flu Vaccine

Service Content

® During your insurance period, you could get a free influenza vaccine injection, without occupying

the insured amount or visit time. (restricted to Mainland China only)

Appointment Process

You can call the number 400-114-9606 at any time to ask for influenza vaccination.

Please provide the following information for appointment:
Insurance member card number, name, date of birth, contact information(phone number or

e-mail address) , time of vaccination, name of specific medical institution

The Customer Service Center will reply to you within 1 working day, and tell you the
progress of your appointment.

Please take your valid ID card and insurance card to the medical institution for
vaccination on the appointed date.
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Physical Exam Package

Service Content

® MediLink have all-round cooperation with first-line brand physical examination institutions,
well-known public hospitals and famous private hospitals. We can provide the best physical
examination project suggestions according to your physical condition, insurance benefits, and
also match the physical examination projects according to your personal preferences.(restricted
for Mainland China only)

Appointment Process
Please call 400-114-9606 to ask for a physical examination appointment.

Please provide the following information for physical examination:
Insurance member card number, expected physical examination date, name, date of birth,

contact information(phone number or e-mail address) , expected physical examination items

MediLink Customer Service Center will reply you within 3 working days, and recom-
mend physical examination package and suitable medical institution for you.

Please take your valid ID card and insurance member card to the medical institution
for examination on the appointed date.

The physical examination institution shall issue the physical examination report
within 5 working days, but when the hospital can issue the physical examination
report are subjected to the actual situation.
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