YOUR NEW TELEHEALTH SERVICES
Common Questions about Behavioral Health and Dermatology
BEHAVIORAL HEALTH
What is the behavioral health telehealth service?
With the MDLIVE web or mobile app, you can see a
counselor or psychiatrist through the secure, live video
connection using your laptop or smartphone. You can also
schedule a consult via telephone if that is more comfortable
for you.

What types of providers can I see?
MDLIVE has a national network of licensed doctoral-level
psychologists and master’s level counselors, as well as
board-certified psychiatrists.

What is the difference between counselors and
psychiatrists?
Counselors provide guidance and support by talking to
you. They do not prescribe medications. Psychiatrists are
medical doctors who primarily prescribe medication for the
treatment of behavioral health conditions.

What behavioral health conditions can I be treated for?
There are a variety of conditions that can be treated such as
stress due to grief, parenting, or other major life changes, all
the way up to chronic concerns, like depression, anxiety or
substance abuse.

I currently have a prescription for medication from a
previous psychiatrist. Can I use telehealth to refill that?
An initial visit with a psychiatrist is necessary to determine
how to best address your needs.

Can I speak with the same provider each time I have
a visit?
Yes,  it’s best if you see the same provider each time,
though you can choose to change providers if you wish. Your
provider will be licensed in your state.

Are behavioral health providers available on-demand?
All behavioral health visits are scheduled in advance.
Behavioral health services are not meant for emergencies
or crisis situations. If you are experiencing an emergency,
call 911 or go to your nearest emergency room.

How quickly can I get an appointment?
The services can be scheduled, on average, in 10-15 days or
less. Many providers are available on evenings and weekends
as well as normal office hours.

Can I schedule recurring appointments?

Do I have to be over 18 to use behavioral health services?

Absolutely! Behavioral health services are intended to be
ongoing. At the end of your visit, your provider will schedule
a follow-up appointment.

Minors can use behavioral health, but parents/guardians
must be present during the consultation.

How long is an average visit?

What if I need medication?
Only psychiatrists can prescribe medications. If your
psychiatrist feels it’s warranted, he or she will send your
prescription electronically to the pharmacy of your choice. In
the event your pharmacy is unable to receive e-prescriptions,
a traditional prescription is generated for our doctors to sign
and fax.

Visits with a counselor are typically 45 minutes. Initial visits
with a psychiatrist last approximately 1 hour, while follow-up
visits for medication management are 15 minutes.
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BEHAVIORAL HEALTH (continued)
Will I receive a reminder of an upcoming appointment?
Yes, you will receive a notification of your upcoming
appointment via email and through your online account.
You can cancel or change your appointment online. Please
give 24 hours notice to cancel or change appointments. In
the event you are not able to give notice, please contact your
provider as soon as possible or you may be subject to a fee.

How much will I pay per visit?
You will only be responsible for your telehealth cost share
at the time of service. MDLIVE accepts most major credit
and debit cards, and it’s a qualified expense for HSAs, HRAs
and FSAs.

What types of images should I upload?
Appropriate image file types include JPEG, GIF and PNG
(15MB max per image).

Can I address more than one condition when I request
a visit with a dermatologist?
You should limit your request for a visit to one medical
condition at a time.

Who can use telehealth dermatology services?
Any adult can use the service. Minors under the age of 18
can be seen with parent or guardian consent.

What conditions can be treated?
The dermatologists are trained to diagnose and treat over
3,000 medical conditions affecting the skin, hair and nails.

DERMATOLOGY

Can patients see a dermatologist for an emergency
skin, hair or nail issue?

What is dermatology?

The dermatology services are not to be used in the event
of an emergency. In case of a medical, life-threatening
emergency, dial 911 immediately.

MDLIVE’s dermatology service gives you national access
to board-certified dermatologists through a secure website
or mobile device. You’ll receive a full consultation —
complete with a diagnosis, personalized treatment plan and
appropriate prescriptions — allowing you to avoid lengthy
waits for appointments and time-consuming trips to the
doctor’s office.

How does the telehealth dermatology service work?
Simply choose Dermatology from the medical options on
MDLIVE’s patient dashboard. You will be taken to a partner
site, powered by DermatologistOnCall. After answering
a few basic questions and providing a brief medical history,
upload photos of your skin, nail or hair condition. In an
average of 24 hours, you’ll receive a diagnosis and treatment
plan via email or secure message from a board-certified
dermatologist, which wil include prescriptions if necessary.

Can I ask follow-up questions?

If the dermatologist has additional questions, how will
I be notified?
The physician will send you a message via email and through
your message center asking for further clarification. You can
choose how you are alerted that a new message is in your
message center (i.e., text or email).

How much will I have to pay per visit?
You will only be responsible for your vendor telehealth cost
share at the time of service. MDLIVE accepts most major
credit and debit cards, and it’s a qualified expense for HSAs,
HRAs and FSAs.

I have a question that isn’t listed here. What should I do?
For questions about MDLIVE, visit
mdlive.com/ncvideodoc or call 1-888-657-9982.

Follow-up questions can be directed to the provider within
7 days of the initial visit. All treatment plans will
be communicated through email and your secure
message center.

MDLIVE is an independent company that is solely responsible for the telehealth services it is providing. MDLIVE interactive video consultations are available 24 hours a day, 7 days a week. MDLIVE does not offer Blue Cross or
Blue Shield products or services. Telehealth services are subject to the terms and conditions of the member’s health plan, including benefits, limitations and exclusions. Telehealth services are not a substitute for emergency care.
MDLIVE does not replace your primary care doctor and is not an insurance product. MDLIVE is subject to state regulations. MDLIVE does not prescribe DEA-controlled substances and may not prescribe nontherapeutic drugs and
certain other drugs which may be harmful because of their potential for abuse. MDLIVE does not guarantee patients will receive a prescription. Health care professionals using the platform have the right to deny care if, based
on professional judgment, a case is inappropriate for telehealth or for misuse of services. MDLIVE and the MDLIVE logo are registered trademarks of MDLIVE, Inc. and may not be used without written permission. For complete
terms of use, visit https://welcome.mdlive.com/terms-of-use.
BLUE CROSS®, BLUE SHIELD®, and the Cross and Shield symbols are marks of the Blue Cross and Blue Shield Association, an association of independent Blue Cross and Blue Shield Plans. All other marks are the property of their
respective owners. Blue Cross NC is an independent licensee of the Blue Cross and Blue Shield Association. U15155a, 12/18
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NON-DISCRIMINATION
AND ACCESSIBILITY NOTICE
Blue Cross and Blue Shield of North Carolina (Blue Cross NC) provides:

Discrimination is Against the Law

+	Free aids and services to people with disabilities to communicate
effectively with us, such as: qualified interpreters and/or written
information in other formats (large print, audio, accessible electronic
formats, other formats.)

Blue Cross NC complies with
applicable Federal civil rights laws
and does not discriminate on
the basis of race, color, national
origin, age, disability or sex.

+	Free language services to people whose primary language is not English,
such as: qualified interpreters and/or information written in other languages
If you need these services, contact:
Customer Service
Call: 1-888-206-4697, 1-800-442-7028 (TTY and TDD)

Blue Cross NC does not exclude
people or treat them differently
because of race, color, national
origin, age, disability or sex.

If you believe that Blue Cross NC has failed to provide these services or
discriminated in another way on the basis of race, color, national origin, age,
disability or sex, you can file a grievance with:
Blue Cross NC, P.O. Box 2291, Durham, NC 27702
Attention: Civil Rights Coordinator-Privacy,
Ethics & Corporate Policy Office
Call: 919-765-1663, 1-888-291-1783 (TTY)
Fax: 919-287-5613
E-mail: civilrightscoordinator@bcbsnc.com
You can file a grievance in person or by mail, fax or email. If you need help filing
a grievance, the Civil Rights Coordinator-Privacy, Ethics & Corporate Policy
Office is available to help you. You can also file a civil rights complaint with
the U.S. Department of Health and Human Services, Office for Civil Rights,
electronically through the Office for Civil Rights Complaint Portal, available at:
Online: https://ocrportal.hhs.gov/ocr/smartscreen/main.jsf
Mail: U.S. Department of Health & Human Services
200 Independence Avenue, SW Room 509F
HHH Building Washington, D.C. 20201
Call: 1-800-368-1019, 1-800-537-7697 (TDD)
	Complaint forms are available online at:
http://www.hhs.gov/civil-rights/filing-a-complaint/index.html
This notice and/or attachments may have important information about your
application or coverage through Blue Cross NC. Look for key dates. You may
need to take action by certain deadlines to keep your health coverage or help
with costs. You have the right to get this information and help in your language
at no cost. Call Customer Service: 1-888-206-4697.

BLUE CROSS®, BLUE SHIELD® and the Cross and Shield symbols are registered marks of the Blue Cross and Blue Shield Association, an association of independent Blue Cross
and Blue Shield Plans. Blue Cross NC is an independent licensee of the Blue Cross and Blue Shield Association. NDM4L1001 v12. 6/15/2017, U13382a
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