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Singlife PriorityCare Hotline FAQs

All about Singlife PriorityCare Hotline

1. What is Singlife PriorityCare Hotline?
Singlife PriorityCare Hotline is a one-stop hassle-free customer service hotline for insured members.

2. What are the services provided by Singlife PriorityCare Hotline?

Singlife PriorityCare Hotline can help you with:

*  Specialist Appointment (only applicable to policy with Outpatient Specialist benefit)
Scheduling an appointment with our curated panel of private medical specialists across
various disciplines.

*  Pre-authorisation Service
Pre-authorisation is a service where Singlife approves coverage for medical costs based on
your policy coverage and benefits, and information provided by your doctor prior to an insured
member’s hospitalisation at a local Private Hospital and/or surgery under Singlife’s panel of
private medical specialists. This assurance means you can focus on recovery without worrying
about medical bills.

* LoG Service
A LoG is a Letter of Guarantee issued by Singlife to Government Restructured Hospitals and
Private Hospitals (depending on your group policy eligibility) for full or partial waiver of the
hospital’s requirement for an upfront deposit in the event of hospitalisation and/or surgery.

» Direct Claim Settlement
With pre-authorisation and LoG, Singlife can settle your pre-authorised hospitalisation and/or
surgical expenses directly with the hospital you are admitted into.

3. What is the hotline number and the operating hours?
You can call the Singlife PriorityCare Hotline at 1800 8300 880. It operates 24/7, all year-round.

4. Why does Singlife introduce this Singlife PriorityCare Hotline?
Previously, it might have been difficult for an insured member to know what to do when a hospital
admission was needed. They might have needed to call several providers in order to get assurance
that they would have insurance coverage for their treatment. With a one-stop solution, we hope to
help insured members get what they need efficiently, especially during times of need.

5. What is Singlife Pre-authorisation service?
Pre-authorisation is a service where Singlife approves coverage for medical costs based on your
policy coverage and benefits, and information provided by your doctor prior to an insured
member’s hospitalisation at a local Private Hospital and/or surgery under Singlife’s panel of
private medical specialists.

6. What does a sample Certificate of Pre-authorisation look like?
Kindly refer to Appendix 1.

7. Dol still need a Letter of Guarantee (LoG) with Pre-authorisation?
There is no need to apply for a LoG if you've already received the Certificate of Pre-authorisation
as Pre-authorisation also includes the waiver of upfront deposit at the point of admission.

8. What does a sample LoG look like?
Kindly refer to Appendix 2.
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Singlife PriorityCare Hotline FAQs (continued)

9. What is the key difference between a LoG and Pre-authorisation?
A LoG serves to waive the hospital’s upfront deposit requirement. However, the insurer may
decline the medical treatment claim upon assessment despite having issued the initial LoC.

Pre-authorisation, on the other hand, provides greater peace of mind because prior approval is
provided by the insurer on the actual hospitalisation and/or surgery cost. Please note that insured
members will still be required to pay for medical conditions or expenses not covered under their
group health insurance policy.

10. With this Pre-authorisation service, will there be circumstances where I'll be issued a LoG
instead of Pre-authorisation?
Pre-authorisation can only be given if you've visited Singlife’s panel of medical specialists and will
be receiving treatment at a Private Hospital.

For other non-panel specialists, or treatments at Government Restructured Hospitals, the
Singlife PriorityCare Hotline will still be able to assist you to obtain a LoG. We encourage you to
call Singlife PriorityCare Hotline before you visit a medical specialist.

1. What is the whole process for getting a LoG or Pre-authorisation right through to the outcome?
There are 4 simple steps you need to go through.

Call 1800 8800 880 prior
to your hospital admission.

Provide some simple details to
verify your identity and coverage.

A customer care officer will start the
pre-authorisation process, liaising with
your Specialist, the Hospital and Singlife

You'll receive an SMS and email
notification on whether the
pre-authorisation was successful.
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Singlife PriorityCare Hotline FAQs (continued)

12. How many days in advance do | need to apply for a LoG or Pre-authorisation prior to my
admission/surgery?
Please request for a LoG or Pre-authorisation at least 5 working days before your hospitalisation
and/or surgery date. Requests with a notice period of fewer than 5 working days will be treated
as exceptions and will be reviewed on a case-by-case basis.

13. Canlrequest for a LoG or Pre-authorisation after | am discharged?
No, you cannot request for a LoG or Pre-authorisation after you are discharged.

14. Canlrequest for a LoG or Pre-authorsation on behalf of my dependant?
Yes, you can call Singlife PriorityCare Hotline on behalf of your dependant, only if your dependant
is covered under your group medical scheme.

15.  What can | expect after Singlife approves my Pre-authorisation request?
Once your Pre-authorisation request has been approved, we will issue you a Certificate of
Pre-authorisation stating that the approved amount under the insured member’s group
medical scheme. You will be notified via SMS and email.

16. What happens if my Pre-authorisation request is declined?
We will call you if your Pre-authorisation request is declined and provide the reasons for rejection.

17. What should | do if | need emergency treatment?
An emergency refers to hospitalisation via a hospital Accident & Emergency Department. You
can call 1800 8800 880 and we will issue a standard LoG of S$10,000 within 2 - 4 hours.

18.  What if I need to make changes to my LoGC or Pre-authorisation?
You can call our hotline number 1800 8800 880, which operates 24/7, all year-round, for help.

19. What should | do if | need a LoGC or Pre-authorisation for a higher amount?
You can call our hotline number 1800 8800 880, which operates 24/7, all year-round, for help.

20. Do I need to sign the Medisave Withdrawal Form if ’'m using a LoG or Pre-authorisation?
Yes, Singaporeans and Singapore Permanent Residents are required to sign the Medisave
Withdrawal Form upon admission even if they use a LoG or Pre-authorisation. If there are any
expenses not payable under the group policy, it will be charged to their Medisave Account.
This will help to minimise ther out of pocket payment from the insured member.

21. Dol (claimant) need to provide Consent for the LoG or Pre-authorisation Certificate?
Yes, while a written consent will be required to issue a LoG, the option of a verbal consent is
also available to issue a Certificate of Pre-authorisation by calling us at the Singlife Priority
Care Hotline.
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Appendix 1: Sample Certificate of Pre-authorisation
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Appendix 1: Sample Certificate of Pre-authorisation
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Appendix 1: Sample Certificate of Pre-authorisation
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Appendix 1: Sample Certificate of Pre-authorisation
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Appendix 1: Sample Certificate of Pre-authorisation

IMPORTAMT NOTE FOR EMPLOYEE:
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3p Sign the Medi2awe Wilhcrawal Farm

4 The hoapitalidinic resanaes the right Lo reject this Cantificata il i iz nol ully complets
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Appendix 2: Sample Letter of Guarantee
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