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Welcomel!

Welcome to our Bupa family!

Sometimes insurance terms can be hard to
follow, so we’ve made this guide as simple
as possible. You’ll find individual sections
that help you manage your policy and a
step-by-step guide to making a claim.
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Contact us

As one of our valued customers, we want you to know we’re always here for you.

You can contact us or manage your membership in various ways.

Get in touch for
guestions,

claims, suggestions and
compliments

24-hour Customer Care Helpdesk:

(852) 2517 5333

Office hours

Mon - Fri (Except Public holiday) 9am to 7pm
We are happy to address all of your enquiries
Non-office hours

We are able to provide below services

1. Our network provider information

2. Benefit information

3. Claims procedure and other administration
procedures

4. Claims forms

Email: customercare@bupa.com.hk

Fax: (852) 3973 6970

Access Health Coaching
Services

24-hour Healthline: (852) 2517 5658
Email: mc@bupa.com.hk

Bupa Cancer Care Service

Cancer Care Hotline: (852) 2517 5788
Email: hc@bupa.com.hk

Worldwide Emergency
Assistance Service

(not applicable to Bupa
myBasic VHIS)

24-hour Worldwide Emergency Hotline:
(852) 28619229

Mental Health Support
(only applicable to Bupa
Hero)

24-hour Mental Health Service:
(852) 2521 8186

Apply for
pre-authorisation

Pre-authorisation hotline: (852) 2517 5328
Office hours

Mon - Fri (Except Public holiday) 9am to 7pm
Email: preauthapp@bupa.com.hk

Fax: (852) 3973 6966

Obtain forms

Visit: www.bupa.com.hk > Customer Care
> Download forms

You can also ask our Customer Care team
to send you any form by fax

Write to us or visit us

Address:

6/F, Tower 2, The Quayside,

77 Hoi Bun Road,

Kwun Tong, Kowloon, Hong Kong

Availability of the above services is dependent on your enrolled plan. Please refer

to your Policy and Benefit Schedule for details.
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Always there for you

We are here for you at all times, offering utmost peace of mind. Apart from
paying your medical bills, we minimise your worries through personal support
when you are unwell.

Health Coaching Services

Our 24/7 Healthline is staffed with a team of qualified nurses and health
management professionals, supported by doctors, providing assistance and
guidance from how to care for a sick child or the elderly to discussing your
symptoms, diagnoses and treatment options.

Availability of the above services is dependent on your Policy. Our service is
provided by Bupa and Bupa’s service provider. For your eligibility on the Health
Coaching Services, please refer to your Policy, Benefit Schedule, or our Health
Concierge Helpdesk.

The use of Health Coaching Services is free of charge. If the services suggested
by us are not covered under your insurance plan, you will be responsible for the
fees incurred.

Cancer Care

Bringing together a connected team approach, we can offer an integrated
cancer care support system to all our members, including a dedicated nurse
hotline, tailored treatment plan, fast-tracked booking, and more. By providing
transparent information and proactive follow-ups, we support all our members
at every step of their cancer care journey. Please call our Cancer Care hotline at
if you are in need.

Other Enquiries
You can contact the VHIS Office of the Health Bureau at
vhis_enqguiry@healthbureau.gov.hk for the below VHIS enquiries
e VHIS product availability
e Features of VHIS Certified Plans
e Compliance with the Code of Practice

Please contact the Inland Revenue Department with questions about tax

deduction.
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Mobile application and electronic

services

Making your life easier is part of how we deliver expert healthcare. We have

created a range of support services to help you stay in control of your health

and cover at a time that is convenient to you.

Blua Health, take charge of your health and insurance
Blua Health is Hong Kong’s first one-stop Al-powered mobile app designed for
your healthcare and insurance scheme management, integrated with a points-

based rewards system. It enables you to assess your health status anytime,

anywhere, ensuring you stay healthy and covered. You can also manage your

Bupa insurance scheme through the myBupa feature in Blua Health.

Healthcare Management

e Enjoy a variety of free health
app features

e Assess your health in 30
seconds with Al technology

e Exercise with your personalised
Al coach anytime, anywhere

e Earn points to redeem rewards
for healthy living

e One-stop booking for multiple
medical services

e Order prescription medications
in just a few steps

Insurance management thru
myBupa feature
Assess to your e-Medical card
Check and update your
membership details
Submit claims online and
provide information to resolve
pending claims
Download claim forms and
other frequently used forms
Check your claims status and
any outstanding shortfalls
Access to “Network doctor
finder” and Network Provider
List including Medpass (if
applicable)
View claims e-statements and
shortall e-invoices (if applicable)
View your Clinical Benefit usage
(if applicable)
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Download and register Blua Health now to manage your scheme on the
“myBupa” page of Blua Health. If you’re not an iOS or Android mobile user, you
can also manage your scheme through myBupa online portal at
https://mybupa.bupa.com.hk.

Blua Health is offered, distributed and operated by Horizon Health and Care Limited. myBupa is
offered, distributed and operated by Bupa (Asia) Limited. Horizon Health and Care Limited and
Bupa (Asia) Limited are companies registered in Hong Kong under the Bupa Group. Terms and
conditions apply.

Blua Health is not a medical device, nor will it provide any personalised medical advice. The
content of the app cannot substitute any medical opinion, diagnosis or treatment provided by
medical professionals. If you have any questions related to a medical condition, or if you feel
unwell while conducting an activity with the app, please immediately seek help from a doctor or
other qualified medical professional.

Claims notification services

To keep you updated on the status of your claims, you will receive an e-
notification as soon as your claim has been processed, followed by a claims
statement (if applicable) by post or a notification by email (if you have chosen
to receive e-statements). You can also view your claims statement on the
“myBupa” page of Blua Health.
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Enjoying full cover (if applicable)

Applicable policy with Full Cover Benefit
You can enjoy the network coverage and the cashless service for below
scenarios (may not be applicable for certain benefit items, for details, please
refer to Benefit Schedule):
e Consult with Bupa Network doctor and admit into Bupa network
hospital; and
e Perform day case procedure, prescribed diagnostic imaging test and
non-surgical cancer treatment (“treatment”) under Bupa network
provider
Please follow the steps below in order to enjoy Full Cover Benefit. Otherwise,
Full Cover Benefit would not be applicable, and you'll need to pay for your
medical expenses first and file a claim afterwards.

Before confinement/treatment

Search your network Through our Blua Health app, you can search
doctors network doctors, or you may contact us for
enquiries.

Consult doctor and obtain a referral letter
(referral letter is not required for dermatology,
family medicine, gynaecology, ophthalmology,
orthopaedics, otolaryngology, paediatric
surgery, paediatrics and psychiatry).

Choose and consult Consult the Specialist and show your Bupa

your network specialist* Medical card and referral letter upon
registration Sign the claim form and keep the
member's copy.

Get Pre-authorisation If required, the Specialist should get pre-

(if required) authorisation from Bupa at least 2 working days
before your treatment.

Please choose a Bupa appointed hospital or day-
case centre with the Specialist who will be your
attending doctor. You must select the same room
level that you have chosen in your Bupa plan.

If your pre-authorisation is approved, we’ll inform
your network doctor and hospital/day-centre.

The pre-authorisation does not represent the
final claim decision. We will base on the final
claim documents to assess the claims. You'll
need to settle any additional or ineligible
expenses yourself.

29



*Note: Bupa network specialists shall mean the Specialists appointed by Bupa with their names,
specialties, addresses, phone numbers and consultation hours shown on the Bupa HealthPlus
Network Directory or Network Provider List. This directory is available on the Network Provider
List section under the myBupa page of Blua Health application. Please note that if the chosen
clinic location is not listed in the directory, it cannot be considered a Bupa network specialist,
and the relevant coverage may not apply. Bupa Network list may change from time to time, so
please confirm with the clinic before your consultation whether the doctor is still in the network
and still provides the listed services.

To receive treatment

If you are admitted to a Show your Bupa Medical Card upon admission.

hospital No hospital deposit is required. Make sure you
sign the claim form prepared by the hospital
before discharge. Please use your Bupa Medical
Card to pay the medical expenses.

If you have a clinical Show your Bupa Medical Card and the
operation or treatment Specialist’s referral letter. Sign the voucher
at a network day-case provided and pay the medical expenses with
centre your Bupa Medical Card.

Note: A referral letter is valid for the same and related medical condition for six months from
the issue date. Another referral letter is required for treatment of a new or unrelated medical
condition.

After your treatment

Notification of claims You will receive an e-notification, followed by a

settlement claims statement or shortfall invoice (if
applicable) by post or a notification by email (if
you have chosen to receive e-statement).

Settle deductible or When shortfall occurs, for instance your medical

shortfall (if any) bill exceeds the maximum cover or is not part of
the cover, we will issue a shortfall notice. Please
settle the shortfall within 14 days of the notice.
Bupa will automatically collect any deductible or
shortfall directly from your designated credit
card account. This will take place 21 days after
the shortfall invoice is sent to you.

Note: If you have any outstanding shortfall or premium payment, Bupa reserves the right
to suspend your Bupa Medical Card and/or any claims payments.

You'll need to provide your credit card information to obtain pre-authorisation. Bupa will
temporarily place a hold of HK$500 on your credit card until the claim assessment is
completed.
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Why do | need pre-authorisation?

Pre-authorisation gives you peace of mind. It will provide you with confirmation
that your Full Cover Benefit will cover the costs of your medical treatment. So
all you have to do during and after the treatment is focus on getting better.

When is pre-authorisation required?
Pre-authorisation is necessary for hospital treatment, day-case and clinical
operation (as required by Bupa’s provider guideline).

What if | receive the treatment in an emergency before

| have obtained pre-authorisation?

If you receive emergency treatment outside of our office hours, subsequent
pre-authorisation can be arranged on the next working day after admission to a
hospital or receiving the treatment, provided that all other pre-authorisation
requirements are met.

32



Enjoying cashless service (if

applicable)

You can use your Bupa Medical Card to enjoy cashless service at Appointed
Hong Kong Private hospitals and Bupa Network Service Providers. Using your
card, you can settle eligible medical expenses up to your benefit limit and
applicable credit limit, without the need to submit any claims.

Before confinement/treatment

Get pre-authorisation You should get pre-authorisation from us at
least 2 working days before your
confinement/treatment.

Simply download the Pre-authorisation Form
from our website or the “myBupa” page of Blua
Health or call our Customer Care helpdesk to
obtain it.

For confinement

Complete Part 1 of the form and ask your
Specialist to complete Part 2. Choose a Hong
Kong private hospital together with your
Specialist.

For prescribed diagnostic imagding

test and non-surgical cancer

treatment:

Complete Part 1 of the form and ask a
Registered Medical Practitioner to complete
Part 2. Choose a Bupa Appointed Service
Provider for treatment.

Send us the pre-authorisation form by email,
fax or post.

If your pre-authorisation is approved, we’ll
inform you by phone/email or send you the
pre-authorisation letter upon request. We’'ll
inform the appointed hospital or day-case
centre you have chosen.

The pre-authorisation does not represent the
final claim decision. We will base on the final
claim documents to assess the claims. You'll
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need to settle any additional or ineligible
expenses yourself.

To receive treatment

If you’re admitted to a
Hospital

Present your Bupa Medical Card at registration.
No hospital deposit is required. Make sure you
sign the claim form prepared by the hospital
before discharge. You’'ll need to pay any
medical expenses that are ineligible or exceed
your credit limit shown on your pre-
authorisation letter.

If you receive a
prescribed diagnostic
imaging test or non-
surgical cancer
treatment at a Bupa
Appointed Service
Provider

Present your Bupa Medical Card. Sign the
voucher provided and pay the eligible
expenses with your Bupa Medical Card. You’'ll
need to pay any medical expenses that are
ineligible or exceed your credit limit shown on
your pre-authorisation letter.

After treatment

Notification of Claims
Settlement

You’ll receive an e-notification, followed by a
claims statement or shortfall invoice (if
applicable) by post or a notification by email (if
you’ve chosen to receive e-statement).

Settle deductible or
shortfall (if any)

When shortfall occurs, for instance your medical
bill exceeds the maximum cover or is not part of
the cover, we will issue a shortfall notice. Please
settle the shortfall within 14 days of the notice.
Bupa will automatically collect any deductible or
shortfall directly from your designated credit card
account. This will take place 21 days after the
shortfall invoice is sent to you.

Note: If you have any outstanding shortfall or premium payment, Bupa reserves the right to

suspend your Bupa Medical Card and/or any claims payment.

You'll need to provide your credit card information to obtain pre-authorisation. Bupa will

temporarily place a hold of HK$500 on your credit card until the claim assessment is completed.
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Admission to a hospital outside of Hong Kong (Only
applicable to Bupa Hero)

Before your hospital confinement at an overseas hospital, please call our 24-
hour Customer Care helpdesk to confirm the cover for your treatment and
obtain prior approval. Where your treatment is approved, we will send a letter
of payment guarantee to the hospital to arrange your cashless service. Please
make sure that you show your Bupa Medical Card upon admission.

If you are admitted to an overseas hospital without obtaining prior approval,
we cannot arrange for cashless service. In such cases, please settle the medical
expenses first and submit a claim to Bupa for reimbursement. Please refer to
the “Making a claim” section of this guide.

If ’'m unable to get pre-authorisation due to an emergency,

what should | do?

Without the Guarantee of Payment Letter, you will be required to pay the
deposit. However you can still make use of your credit facility if you obtain
pre-authorisation before you are discharged.

If | only have the treatment at day-case centre of the hospital,

can | still enjoy the cashless service?
Yes, cashless service is still applicable to day-case centre of Appointed Private
Hospital in Hong Kong.
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Video consultation

Services

If you’ve enrolled in
Clinical Benefit, you
can also enjoy video
consultation services.
Consult our selected
doctors through a
video call comfortably
and safely at home.
Visit
www.bupa.com.hk/vc
for details.

Optional clinical network benefit (if

applicable)

If you’ve opted for our optional Clinical Benefit, you can use your Bupa Medical

Card to enjoy cashless service and full cover for eligible outpatient expenses at

any network clinic or diagnostic centre in Hong Kong. Please follow the steps

below, otherwise your eligible expense will be paid under non-network benefit.

Before treatment

Choose a network
doctor

You can search for network doctors on the
“myBupa” page of Blua Health. You may also call
us for help.

Consult network doctor

Show your Bupa Medical Card at registration.

If the GP recommends specialist treatment or
physiotherapy, he or she will give you a referral
letter. (referral letter is not required for
dermatology, family medicine, gynaecology,
ophthalmology, orthopaedics, otolaryngology,
paediatric surgery, paediatrics and psychiatry)
Bupa also accepts referral letters from a
registered Chinese medicine practitioner and
chiropractor for X-ray and laboratory tests.

If the GP or Chinese medicine practitioner
recommends diagnostic imaging and laboratory
tests, he or she will need to get pre-authorisation
from us at least 2 working days before the
imaging/laboratory test as required by Bupa’s
provider guideline.

If the psychiatrist recommends psychological
counselling, he or she will give you a referral
letter.

Consult specialist,
physiotherapist,

Please show your Bupa Medical Card
and doctor’s referral letter.
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psychologist, or receive
diagnostic imaging or
laboratory test within
network, if necessary

At consultation

After consultation and
obtain medication

The clinic will prepare a voucher with relevant
consultation, treatment and medication details.
Please read and confirm the relevant information
carefully and sign it.

Please settle the medical expenses to Bupa that
are ineligible or exceeded your benefit limit upon
receiving your shortfall notice.

After treatment

Notification of
claims settlement

You’'ll receive an e-notification, followed by a
shortfall invoice (if applicable) by post or a
notification by email (if you’ve chosen to receive
e-statements).

Settle shortfall (if any)

When shortfall occurs, for instance your medical
bill exceeds the maximum cover or is not part of
the cover, we will issue a shortfall notice. Please
settle the shortfall within 14 days of the notice.
Bupa will automatically collect any deductible or
shortfall directly from your designated credit card
account. This will take place 21 days after the
shortfall invoice is sent to you.

Note: If you have any outstanding shortfall or premium payment, Bupa reserves the right to
suspend your medical card and/or any claims payment.

Some diagnostic centres may not accept referrals from a registered Chinese medicine practitioner
and/or chiropractor for certain X-ray and laboratory tests. If you have any queries, please contact

the centres directly.

For diagnostic imaging or laboratory test, please ask your network doctor to obtain pre-
authorisation approval from Bupa as required by Bupa’s provider guideline.

You'll need to provide your credit card information to obtain pre-authorisation. Bupa will
temporarily place a hold of HK$500 on your credit card until the claim assessment is completed.
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What if | choose a doctor outside of your network or

do not follow the above process?

You'll still be reimbursed but have to pay your medical expenses first and then
submit a claim to Bupa afterwards. The benefit will be paid according to the
benefit limit of non-network benefit.

What if the specialty referred by the network doctor

is not available within the network?

In such case, please ask your doctor to obtain approval from Bupa. We will
send the pre-authorisation confirmation letter to your doctor and inform you of
the decision by phone. When you visit that specialist, please show your referral
letter upon registration (referral letter is not required for dermatology, family
medicine, gynaecology, ophthalmology, orthopaedics, otolaryngology,
paediatric surgery, paediatrics and psychiatry). You have to pay the medical
expenses first and then make a clinical claim for reimbursement.
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Optional dental treatment (if

applicable)

If you’'ve opted for our optional Dental Benefit, you can enjoy cashless service
and full cover for eligible dental expenses at any network dental centre in Hong
Kong (if you have network dental benefit). Just follow the steps below:

Choose a network You can search for network dental centres on

dental centre the “myBupa” page of Blua Health. You may
also call us for help.

Consult the network Show your Hong Kong ldentity Card and Bupa

dental centre Medical Card/ the “myBupa” page of Blua Health

for identity verification.
Sign the voucher and keep the member’s copy.

Please note that if you do not show the Bupa
Medical Card or pay the network dental centre
directly, eligible claims will be paid under the
Non-Network Dental Centre Benefit, subject to
the benefit limits in the Benefit Schedule.

You can also visit non-network dental centres for covered dental services and
submit your claim afterwards. Please refer to the Benefit Schedule for details.
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Applying for pre-approval

(if applicable)

If certain benefits in your policy requires you to obtain pre-approval, you need

to follow the pre-approval procedures below. Otherwise, you may not be able

to fully enjoy the coverage as stated in the Benefit Schedule.

Get a “Bupa Pre-
authorisation Form
(Applicable to

Visit www.bupa.com.hk > Customer care >
Download forms.

Individual Call our Customer Care helpdesk on (852)
Scheme)” 2517 5333 and request a form by fax.

Fill in the pre- Complete Part 1 of the form and ask your attending
authorisation doctor to complete Part 2.

form

Submit the pre-
authorisation form to
Bupa

Send us the pre-authorisation form by email, fax or
post.

If your pre-authorisation is approved, we’ll inform
you by phone/email or send you the pre-
authorisation letter upon request. We’'ll fax the
letter to the hospital you have chosen.

You should get pre-authorisation from us at least 2
working days before your confinement/ treatment.
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Claims service
pledge

We promise to settle
your claim within 5
to 7 working days of
receiving your claim
form and all required
documentation.

Making a claim

(Pay first and submit a claim)

If you do not have a Bupa Medical Card, or your Bupa Medical Card is not

applicable to pay your medical expenses, please follow these simple steps to

make a claim. No matter hospital or clinical claims, you can either submit a

physical copy of claim form or submit your claims through the “myBupa” page of

Blua Health.

Please follow the simple steps below to submit your claims after receiving your

treatment.

Get a claim form

Visit: www.bupa.com.hk > Customer care >
Download forms.

Call our Customer Care helpdesk on (852)

2517 5333 and request a form by fax.

If you’d like to submit claims online, please log
in to Blua Health and submit your claims on the
“myBupa” page.

Collect the required
Documentation

For the list of documents required, please refer to
the “Useful tips for claiming” section of this guide.

Fill out the claim
Form

For a hospital claim
You will need to complete Part 1 of the hospital
claim form and ask your attending doctor to

complete, sign and stamp Part 2 of the form.

For a clinical (including consultation before
and after surgery) or dental claim

You may complete the clinical claim form
yourself. You can also submit the online claim

form and upload the required documents through
our e-claims service.

Submit the claim form

Send us the original claim form with the required
documentation by post within 90 calendar days
after your treatment or being discharged from the
hospital.
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If you use our e-claims service, you do not need
to send us the original documentations. Please
keep them yourself.

Track the status of You can check your claims status on the

your claims “myBupa” page of Blua Health or call our
Customer Care helpdesk.

Receive notification You’ll receive an e-notification, followed

of settled claims by a claims statement by post or a

notification by email (if you have chosen
to receive e-statement).

Receive payment We’'ll credit the claims payment to your
designated bank account by autopay.

How do | apply for the premium waiver for specified serious
illness?

(Only applicable for Bupa All Together Health Insurance Scheme)
Starting from the second policy year, you can enjoy a one-year premium waiver
if you are diagnosed with cancer, heart attack or stroke. What’s more,
premiums will be waived for every family member covered under your policy to
support you all during your treatment and recovery. One-year premium waiver
is applicable to premiums paid for Hospital and Surgical Benefit and optional
benefits (if any) of the following policy year, upon written request from the
policy holder with relevant supporting documents. Please refer to the policy for
detailed terms and conditions.

To apply for the premium waiver, please follow the below steps:
1. Tick the check box "Premium Waiver" in the Hospital Claim Form
2. Please ask your attending doctor to complete the Bupa Critical lliness
Claim Form. You can obtain the form by calling our Customer Care
helpdesk.
3. Send us the original claim form with the required documentation by post
within 90 days (i.e. calendar days) of treatment or hospital discharge.



Follow your claim
closely

We'll contact you by
post or email
immediately if any
documentation is
missing for your claim
to be processed

Useful tips for claiming

(Pay first and submit a claim)

We will do our best to process your claims swiftly. Follow these tips so
that we can reimburse you as soon as possible.

Claims Submission period

Please note that you should request the necessary documents from the
hospital before discharge or upon completion of treatment, and submit your
hospital claim within 90 calendar days after discharge, either through the
“myBupa” page of Blua Health, myBupa online portal or by mail. Bupa will
process the claim within 5-7 working days upon receiving the completed claim
form and required documents.

Expenses related to claims documents

You may be required to obtain certain documents that are needed to make a
claim and will have to pay for them if any charges are incurred. If you receive
treatment at public hospital in Hong Kong, please note that:

e hospitals will charge a fee for a discharge slip requested after you have
been discharged - so remember to pick it up before you leave the public
hospital

e public hospital will charge a fee to issue a medical report

How do | file a maternity claim if | have Maternity Benefit?
(if applicable)
Please log in to Blua Health and click “myBupa” page and submit your
maternity claims under “Clinical/Hospital Claims”. Alternatively, you can submit
through the myBupa online portal. You should submit claims within 90
calendar days in the below events:

e pre- and post-natal check-up;

e discharge from hospital; or

o after delivery
Bupa Medical Card is not applicable to any outpatient treatment and
any maternity related expense.
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Required documents

Hospital claims

For hospital treatment, day-case or clinical operations. The required documents

include:

completed Bupa Hospital Claim Form

original receipts, including any receipt of deposit paid

Statement of Account (if any) showing the treatment date, patient’s
name, doctor’s name and breakdown of charges, together with the
official stamp of the hospital, doctor’s signature and stamp

doctor slip (if any) showing the breakdown and the treatment details
discharge slip showing the diagnosis and treatment details if you sought
treatment in a public hospital

medical report such as x-ray report, ultrasound report and/or blood test
report, etc.

referral letters issued by a registered medical practitioner are required if
you have incurred charges for services from in-patient specialists,
diagnostic imaging or laboratory tests and pre-admission, post-
hospitalisation out-patient visits

claims statements from other insurance companies that have partially

paid your claim

Note: A referral letter is valid for the same and related medical condition for six months from

the issue date. Another referral letter is required for treatment of a new or unrelated medical

condition.
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Clinical claims

For all clinical claims including pre-admission and post-hospitalisation out-

patient visits, dental consultation and maternity-related claims (if applicable).

The required documents include:

Note:

completed Bupa Clinical Claim Form

original receipts showing the treatment date, patient’s name, name and
address of the service provider, diagnosis, nature and breakdown of
charges, and the official stamp and signature of the doctor

Chinese and western medicine prescriptions with the patient’s name,
diagnosis, medicine information, including name, dosage and usage, date
of prescription, the official stamp and signature of the doctor

referral letters issued by a registered medical practitioner are required if
you have incurred charges for services from specialists, physiotherapists,
chiropractors, diagnostic imaging or laboratory tests (Bupa also accepts
referral letters issued by a registered Chinese medicine practitioner or
chiropractor for X-ray and laboratory tests)

referral letter issued by a psychiatrist is required for psychological
counselling

for claims related to outpatient consultations before and after surgery or
hospitalisation, please submit a copy of the hospital receipt and
remember to check 'Yes' in the 'Pre / Post hospitalisation follow-up visit’
option on the 'Bupa Clinical Claim Form . If pre-authorisation approval
has been obtained from Bupa before hospitalisation, there is no need to

submit a copy of the hospital receipt.

Some diagnostic centres may not accept referrals from a registered Chinese medicine

practitioner and/or chiropractor for certain X-ray and laboratory tests. If you have any queries,

please contact the centres directly.

A referral letter is valid for the same and related medical condition for six months from the issue

date. Another referral letter is required for treatment of a new or unrelated medical condition.
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Guarantee renewal

As part of our commitment to support you throughout your life with our
healthcare expertise, we are pleased to offer you a lifetime renewal guarantee.
Your premium will be based on your age only regardless of claims made on
conditions that arise after your membership starts. Every year your policy will
renew automatically with premium payments collected automatically, following

the process below.

Renewal notification

You will receive a renewal notification by post 6
weeks before your cover is due for renewal.

Change of benefits

You may change your room level, add / remove
any optional benefits or change your payment
method by contacting your health management
consultant at least 1 month before your renewal
date.

Make payment and
complete renewal

If you have chosen to pay your premium by
autopay or credit card and have not informed us
of any change in arrangement, your renewal
premium will be collected automatically:

« payment by autopay will be collected on the
premium due date

* payment by credit card will be collected 7
working days before the premium due date

Please also pay any outstanding shortfall before
renewal. If you wish to discontinue your cover,
please inform us in writing at least 10 days before
your renewal date.
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Giving you more than protection

In addition to comprehensive coverage that minimises your worries about

unexpected medical bills, we also offer a range of free services.

Free Bupa Worldwide Assistance Programme (if applicable)

Bupa Worldwide Assistance Programme supports you wherever you are by
providing a guarantee or advancement of any hospital admission deposit in the
event of hospitalisation and providing emergency medical repatriation to your
home country. If you need help when you are overseas, please call the 24-hour
worldwide assistance service hotline (852) 2861 9229. This service is provided
by our service provider. For details of the services rendered, please refer to your

policy and the “myBupa” page of Blua Health for the Programme details.

Admission to a Mainland China hospital without deposit (if
applicable)

If you require hospitalisation due to any injury or sickness while travelling in
Mainland China, you can be admitted to any hospital in the MedPass Network
without payment of a deposit, subject to a maximum limit as stated on the policy.
What you need to do is to call the 24-hour worldwide assistance service hotline
(852) 2861 9229 which will advise the nearest hospital within the MedPass
Network and guide you through the process. You may also access the list of

MedPass Network hospitals through the “myBupa” page of Blua Health.

You will need to pay any medical expenses incurred at the hospital upon
discharge and you can submit a claim to Bupa for any eligible medical expenses

thereafter.

Exclusive offers
We offer exclusive discounts on a wide range of health, wellness and lifestyle
services through our online customer service portal. Just log in to Blua Health

and view and redeem these special offers for Bupa customers on the “myBupa”

page.
47



Your personal data

Keeping your personal data confidential is very important to us. From time to
time, it may be necessary for Bupa to collect personal information relating to
you or your dependant including without limitation your or your dependant’s
name, identity card number (and copy of identity card), or passport number (and
copy of passport), contact information, health and medical information and
financial information (‘Personal Information’) in connection with the provision of
health insurance services or the processing of health insurance claims (including
where relevant, credit information and claims history). Failure to supply such
Personal Information will result in Bupa being unable to process/provide

insurance products/ services and other related services to you.

Any Personal Information collected or held by Bupa, whether contained in the
application form or obtained in any claim processing procedure or otherwise
from time to time may be used by Bupa in accordance with the privacy notice
of Bupa (“Privacy Notice”), which is available at
https://www.bupa.com.hk/en/privacy/ and/or by following “Privacy” link on
Bupa’s website homepage. For example:

(a) processing the application and providing subsequent services;

(b) processing any claims analysis and/or medical or other insurance-related

checks;

(c) provision and design of insurance products and services of Bupa;

(d) detecting and preventing fraud (whether or not relating to the policy
issued in respect of any application or claim);

(e) coordinating your care, or the Members’, within the Bupa group of
companies to achieve better health management outcomes;

(f) data matching, data analytics, statistics and research reasonably
incidental to or related to the insurance products and/or services
provided by Bupa;

(g9 communication with you or your dependants in relation to any of the

purposes set out in the Privacy Notice;
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(h) enabling an actual or proposed assignee, transferee, participant or sub-
participant of all or a substantial part of Bupa’s rights or business to
evaluate the transaction intended to be the subject of the assignment,
transfer, participation or sub-participation; and

() makingdisclosure to satisfy any applicable legal or regulatory requirements.

3. Such Personal Information may be transferred for the purposes and to any of
the classes of transferees (within or outside Hong Kong) as described in the
Privacy Notice which include: any company and/or brand within the Bupa group
of companies, any insurance intermediaries, any reinsurance companies
authorised by Bupa, healthcare professionals and hospitals, your employer, any
agents, contractors or third party service providers who provide administrative,
telecommunications, computer, payment, data processing or storage, printing,
research or other services to Bupa in connection with the operation of Bupa’s
business (including without limitation insurers, banks, lawyers, accountants,
claims investigators, debt collection agencies, data processing companies, fraud
prevention agencies, organisations that consolidate claims and underwriting
information for the insurance industry, research agencies and professional
advisors), any actual or proposed assignee, transferee, participant or sub-
participant of all or a substantial part of Bupa’s rights or business; any person to
whom Bupa is under an obligation to make disclosure under the requirements of
any law, rules, regulations, codes of practice or guidelines binding on Bupa
including, without limitation, any applicable regulators, governmental bodies,
industry recognised bodies, credit reference agencies, the Courts, and where

otherwise required by law.

4. You shall have the right to access and request correction of your Personal
Information held by us. You can contact the Data Protection Officer of Bupa
(Asia) Limited at 6/F, Tower 2, The Quayside, 77 Hoi Bun Road, Kwun Tong,
Kowloon, Hong Kong. The Privacy Notice may be amended or updated from
time to time. Please visit our website www.bupa.com.hk or mobile application
regularly to learn about updates to the Privacy Notice. If you have any questions,
please contact our Customer Care helpdesk at (852) 2517 5333.
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Thank you

Thank you for choosing Bupa to take care of
your health. We hope you have peace of mind
now that your health is in good hands.

fRiA (GE) BRAE
Bupa (Asia) Limited

EEE 1T SR
E2FE612

6/F, Tower 2,

The Quayside,

77 Hoi Bun Road,
Kwun Tong, Kowloon,
Hong Kong

=R IRBELS
Customer Care helpdesk
(852) 2517 5333

5 E Facsimile:
(852) 2548 1848
www.bupa.com.hk

n | Bupa Hong Kong |Q|
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	歡迎你加入保柏！
	我們明白有時候保險內容不易理解，因此我們為你提
	供此簡易的《會員指引》，清楚解釋如何管理你的保
	單，以及逐步說明索償步驟。

