Client
Services Guide

sFITON

HEALTH

BlueCross BlueShield M E D I c AR E
of North Carolina

Contains FitOn Health Confidential & Proprietary
Information - Public Disclosure Prohibited



FFITON

HEALTH

Table of Contents

e FitOn Health Client Services

e FitOn Health Introduction

e Supported Browsers & Mobile OS

e Registration
e FitOn Health Dollars

e Benefit Breakdown

e Member ID Numbers

e Online Experience

o Preferred Network

m Purchasing a Membership

m Reserving a Class or Day Pass

o Qut of Network

e Adding Activities

e Diqital Experience
e Online vs. Offline

e Grievance Process

Knowledge Base & Help Center



#

FitOn Health FFITON
Client Services Team

© Hours of Operation

Monday through Friday, 8:00 AM - 9:00 PM EST
Yy g Y

() Voicemails are received on excluded days

© Contact Information
) Email: help@fitonhealth.com
() Phone Line: 1855-462-8602

© Language Support
English
Spanish
Viethamese
Korean
Mandarin

Cantonese

ONONORCNONORC

Plus language line services




FitOn Health FFITON

Introduction

© Weare the leading wellness benefit for Medicare

Advantage and Medicare Supplement plans.

o Members create a personalized experience and
decide how to stay active and healthy with FitOn
Health!

o FitOn Health offers access to one of the largest
nationwide network of gyms, studios, community
center, and more. In addition, we offer all members
access to our premium digital experience through

our website, mobile, and streaming TV apps.

© Members can activate their account through their

BlueConnect account.




FFITON
Supported Browsers

& Mobile OS

T Web

FitOn Health supports the latest versions of Google
Chrome, Moitzilla Firefox, Safari, and Microsoft Edge.

2 iOS
The FitOn Health mobile app is supported on iOS 11 or
later.

3 Android

The FitOn Health mobile app is supported on Android
5.0 or later, available to your members by
partnership launch.



https://www.google.com/chrome/?brand=CHBD&gclid=EAIaIQobChMIksa42fWk6AIVlI7ICh3-0gnqEAAYASAAEgKttPD_BwE&gclsrc=aw.ds
https://www.google.com/chrome/?brand=CHBD&gclid=EAIaIQobChMIksa42fWk6AIVlI7ICh3-0gnqEAAYASAAEgKttPD_BwE&gclsrc=aw.ds
https://www.mozilla.org/en-US/firefox/new/
https://apps.apple.com/us/app/peerfit-move/id1457588739
https://play.google.com/store/apps/details?id=com.peerfit.move&hl=en_US
https://play.google.com/store/apps/details?id=com.peerfit.move&hl=en_US
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Reglstratlon HEALTH
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1 Members go to their BlueConnect Member Portal.

2 Navigate to the “Coverage” section.

3 Click on the “Visit FitOn Health’ link.

Now let’s finish setting
up your FitOn account!

4 Member is directed into the FitOn Health experience
to set up their credentials and profile.

Member will check emaiil for their emaiil for their
verification code.



FitOn Health Dollars FEITON

o FitOn Health dollars can be used for gym memberships,

fitness classes, and fitness equipment*.

o Dollars are pre-paid as a part of the member’s health

plan at no additional cost.

@ Dollars will be supplied to every member’s account upon

completion of registration.

@ Members can choose to spend their dollars on a variety of

fitness experiences, including fitness equipment.

@ Dollars do not roll over, they are replenished at the beginning

of every month and can be viewed in the member’s account.

0 Each fitness experience has a cost associated with it. For

example:

@ 1 class at a local yoga studio may cost $22

@ 1 monthly gym membership may cost $80

All plans receive $112/month

Med Supp members who paid the fee for the current year will
receive additional dollars for the first 4 months of the 2025
year.

* Members can order one of each item per year
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Benefit Breakdown

When do dollars renew? Members get a new allowance

of dollars on the Ist of every month.

@@ Do dollars roll over? Dollars do not roll over and will reset
each month. Members can view their available allowance
by logging into their account, clicking on the menu icon in

the top right corner, and selecting ‘Wallet.

@ Where can they be used? Dollars can be used to reserve
any fitness experience available on our network, including
gym memberships, individual classes, and fitness

equipment. Dollars can also be used toward Out of

Network gyms and classes.

*All digital content is available at no cost to Medicare members.

@ Can additional dollars be purchased? If a member uses
up all of the dollars their health plan provides them OR

they’'d like to purchase a fitness experience beyond their

allotment, they may chose to purchase dollars.

@ A payment method may be added to the member’s account
by clicking on the menu icon in the top right corner and

selecting ‘Wallet'.



FZFITON
Member ID Numbers

o A member ID is our way of uniquely identifying each
FitOn Health member. This way, every member has
their own unique ID number, and each participating
facility has a way of identifying our members within
their system.

@ EachID starts with "PF" and includes 8 digits (see
example below). This is the member’s FitOn Health
unique ID number used to identify their account.

o Member ID’'s may be requested by a facility partner.
Members should be ready to provide their Member
ID numbers upon request.

0 Members can navigate to their Member IDs directly
from the home page once signed into their
accounts underneath their settings and “Personal
Info” as seen below.

FFITON GZNLGES @ For You @ Digital (M} In-person m Meals {’fﬁ Friends () =




FFITON
Preferred Network

0 Navigating to the In-Person tab geolocates the
member’s location and displays nearby facilities on

the FItOn Health network.

a To begin exploring the network, members may
choose to filter results by workout preference,
distance, name, or membership only facilities.

FFITON GIENGES @ For You @ Digital 1 meals f@% Friends [} =
X Classes Q Q FavoriTes
ﬁ é‘i.d @ & § m %/ 38 Studio Results  wilswoo é 2/
>
© 7 omTease
Yoga Treadmill Toning Stretch Dance Strength Pilates |\ CHARiEsTon
North
Sort v Membership v Clear
I} | |
[ =L € .L [ ‘ .L
0
Rantowles
still Soul Studio Dance.Sweat.Sculpt The Salt Spa & Yoga ®
0.2miles 0.4 miles 10mies [ crownswoop
vvvvvv
& A & @
Y‘J(Lan/ @
an, @ +

Folly fsland;
Folly Beach

© fthe member wishes to purchase a class, they can
change the toggle in the top left from ‘Location’ to
‘Classes’. Classes can be filtered by distance, date,

time, time of day, and intensity.
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FFITON
Preferred Network (contd)

e To purchase a membership at a facility on the
network, navigate to the facility details page. Here
you can see details about the facility and the cost
associated with a monthly membership.

Q Once the member has confirmed their desire for a
membership at the facility, they’ll simply tap
‘Purchase Membership.’ A confirmation window wiill
appear to confirm the purchase.

FZFITON NGRS @ For You @ Digital ﬂﬂ Meals &53 Friends () =
Studio
'

Gold's Gym - Mt. Pleasant O Favort

Strength Training - Cycling - HIIT - Yoga - Open Gym + Bootcamp

30 Coleman Bivd Suite B, Mount Pleasant, SC 29464

9
% @ D land
=2 Mt Pleasant
10} & von
L -
@ I Qo
Charleston >
—_ Sullivan's,
Island’
o

JROVTSHIoD Woor Terms of Use

Membership About
The legend is here in Mount Pleasant! We have renovated

Gold's Gym - Mt. Pleasant Unlimited Membership T the old Southern Seasons retail location at 730 Coleman
15 Credits/Month Boulevard and are so excited to bring a much-needed

state-of-the-art fitness center to Mount Pleasant. We are

Get month-to-month unlimited access to this facility using your credits. curreritiy'ehrolling msmbers'and wolld love fof you to

come check out our space!

e After a membership has been purchased, members
can manage (view or cancel) their membership
through the Memberships tab under the menu icon

in the top right corner.

1



FFITON
Preferred Network (contd)

o To reserve a class or day pass at a facility, navigate to
the facility’s detail page. Here you can view details
about the facility and the associated cost.

There are two ways to reserve a class...

Option 1: Many of our facilities are directly integrated so
0 their class schedule will automatically appear, as seen

below. A member can then simply scroll through the

available classes and tap ‘Reserve’ to purchase.

Schedule
< Thu, Aug 10 Fri, Aug 11 Sat, Aug 12 Sun,Aug13  Mon, Aug 14 >

04:00PM  Vinyasa The Salt Spa & Yoga

0min Tashi Marshall Charleston
05:15PM  Vin To Yin The Salt Spa & Yoga

0min Tashi Marshall Charleston
06:30PM  Vinyasa The Salt Spa & Yoga

0min Ji Hwang Charleston

Q Option 2: When a facility isn't integrated directly, the
class schedule will need to be viewed on the facility’s
website. Members can click ‘View Schedule’ to open the
facility’s schedule in another tab. Once the member has
decided which class they'd like to reserve, they will

navigate back to FitOn Health to book their reservation.

12



FFITON
Out of Network oN

e In the rare case a particular gym or studio isn’t in the
network, the facility can be nominated at any time:
fitonhealth.com/request

While a member is waiting on their nomination...

e Members may use their benefit for a membership or
classes through our Out of Network option. To find
facilities that are out of network, members can simply
search for their preferred facility on our website or
mobile app, and select ‘Purchase Membership'.

The member will be provided a digital payment card

Q they can use at the selected facility. All of the
membership or class fees are associated with the
digital payment card.

11:08

<« Search

Experiences

&«

PURCHASE MEMBERSHIP

Complete Your Purchase

Card Number
4279 2849 2910 3090
Name on card
Joanne

cw
992

Expiration date

05/26

Don't see your favorite
gym or studio?
aarch o nominate a new locaton
Instructions
Click “Visit Website" below
Click “Join This Club” and select “PF Black Card” membership

When asked to enter Payment Info, use the card info above

VISIT WEBSITE

Click here

13



http://fitonhealth.com/request

FFITON
OUt Of Network (cont'd) HEALTH

0 Activation: FitOn Health agents cannot activate the
digital card on a member’s behalf. For security
purposes, card details (card number, expiration date,
CVV, etc.) are provided securely only to the member.

o Only charges for memberships and classes from
non-partnered fitness locations will be approved, all
other purchases (protein shakes, gas, groceries, etc.)
will be declined.

o Renewals: Memberships automatically renew each
month, no additional steps are needed by the member.

0 If a member activates an Out of Network membership
and has left over dollars, they may use the remaining
dollars towards Preferred Network experiences, OON
classes, and fitness equipment.

o Members can only have ONE Out of Network
membership active at a time.

o Cancellation: The process to cancel any membership
(Preferred or Out of Network) is the same. The member
simply goes into FitOn, taps on Memberships and then
taps to cancel. The only difference for Out of Network is
the member will be reminded to also cancel directly
with the facility. That same reminder is also provided on
the Out of Network membership cancellation email.

When an Out of Network facility joins our Preferred
Network memberships are automatically transferred
without the member needing to take any action.

14



. . . FFITON
Digital Experience

o Members have unlimited access to FitOn Health's
premium digital experience which can be accessed
via our website or mobile apps for Android or iOS.

@ ForYou ([>) Digit {Hp In-person W Meals f@% Friends O

o Members can set preferences based on their
abilities and needs to create a personalized
experience that will help them reach their goals
faster. With daily content tailored to each member,
they can explore a variety of workouts, meditations,
meal plans, advice from experts and so much more.

Friends O =
@® Profile
@ Personalnfo WORKOUT PROFILE
= Preferences
S Wallet (10 Credits) @ Fitness Goal Be more active -
8 Membershi
& Membership Workouts per Week 3-4.
© Favorites
1 Workouts Length 15-20 minutes ~
Q© Workout Favorites >

SAVE

15




. . . FFITON
Digital Experience (contd)

o Fitness videos can be filtered by category, target
areq, time, intensity, trainer, and experience so
members can quickly and easily find something

that fits their needs.

Mopility Meditation Yoga
New New New

- , : ] ,! | MF b % HOT & NEW
i 4 | < '0‘
Booty s arms TotatBoay Logs Back

FitiForever
NEW.

WalKing Fitgess Strength HIT!
New New New

006 0

Pilates Weightlifting
New

Barre, Celebrity:
New

© Members can set preferences to receive recipes
and personalized meal plans, as well as shopping
lists to help guide them along in the grocery store.

3 ;l’\lg.r;‘dhn( Kale Chips

SERVINGS

Meal plan

ppppppppppppppppp

HEALTHY PLANT-BASED  PROTEIN Clean Eating
= Jumpstart

KET
WEIGHTLOSS  KICKSTART P OWER  STRONG V

&
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Adding Activities ZRITON

Members can add activities in the ‘For You' section
of their account > Activities > + Add

=] Q i ivi = &

Membership Checkin Classes Groups Challenges Programs

: & W

Activities Courses Advice ———

-

o Member will select their activity and log the date,
duration, and any applicable details* (*optional).

a % .
Add ACthIty Walklng BACK
Q Sear

Date Today
Walking

Duration 0 mins
Water aerobics
Weightlifting Distance optional mi
Yoga Calories optional kcal
Zumba
Household
Gardening
Mowing lawn

Q Members who do not have access to an online
account can call into FitOn Health Client Services to
have an activity added to their account.

17



. . FFITON
Online vs. Offline

We service offline members by assisting them with access
to our program and nationwide network. We are able to
book class reservations, create monthly memberships
and/or order at-home fitness equipment all over the phone.

Online Members

© Have an email address and internet access with
an electronic device (Ioptop, computer, tablet,
or smartphone).

© Have the ability to create and log into their FitOn
Health benefits account.

© May also contact us for assistance with using
the platform via online means if they so choose.

(O Offline Members

© Do not have access to the internet and/or an
electronic device.

© Prefer not to use the platform via online means.

Email: help@fitonhealth.com Phone: 1-855-462-8602

18



FFITON
Knowledge Base &

Help Center

o Our knowledge base is full of information meant to

guide members through a seamless experience.

o To find our Knowledge Base of FAQs, simply visit
fitonhealth.com/help

© Use the search bar to find articles about specific

topics or browse our categories below:

e Getting Started: Articles to help members get started
with their fitness benefit today. This category includes...
o What is FitOn Health? How does FitOn Health work?

o How to Sign-up?

o  How can | find my Member ID?

e Learn About the FitOn Health Benefit: Dollars can be

used for fitness experiences on our network.

Using Your Benefit: Ready to get moving? This category
will help members learn about the different ways they

can use their benefit, either at-home or in-person.

19



http://www.fitonhealth.com/help
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