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Member Journey




Registering for the service

Once you click onthe app
iconyou willbe asked to
create a profile, if using the

This takes you to the
‘Register for the Care On
Demand’ page. Click on

Download the Care On
Demand appin the App
store or Google play

service for the first time. Click ‘continue’
Available on the on ‘create a profile’
D App Store
Wl EE = 09:34 96% -

al EE = 09:32 96% =)

o

CARE ON
DEMAND

Email Address

Register for the Care on
Demand Service

Care on Demand is a service that makes it
easy to arrange a consultation with a doctor
at a time and place that suits you.

Register for the Care on Demand Service

CONTINUE >

Password

D Remember my email address

Forgot your password?

Create a profile Back to Login

Teladoc.

HEALTH
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You willbe asked to complete your personal details,
including your name, email address, date of birth, gender,
preferred language, and contact telephone number. The

app detects your country location and this field is
automatically completed. Press ‘confinue’.

W EET o 09:37 95% ) W EEFT 09:37 95% )
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Let's start with the basics Ermal Addroce

First Name

Ashl
=2/ Date of Birth
Last Name DD/MM/YYYY
Delgado
9 Gender
Email Address Female
language
Date of Birth English
DD/MM/YYYY R
Country of Residence
Gender United Kingdom
Country Code Telephone Number
language +44 7791726157

CONTINUE >

Country of Residence



Regqistering for the service

You will then be asked to provide your access code or membership number. You willneedto set
up a password and confirmthat you hav e read and agreed to the terms and conditions and
privacy policy. Once you have completed this select ‘register’ you will asked if you wish to set
up a secure pin ortouch ID.

W EET

09:42

94 wm ol EEFT 09:48 93% . 2 EED 09:50 92% (wm)
Perfect! Let's tie up Caretosetupa Type your PIN
the details secure PIN? again to confirm
Access Code

Enter a 4-digit code. This replaces using
TESTAM a password to enter the mobile app . . . .
Password s m —
+ Both upper and lowercase letters .
+ At least 8 characters Activate Touch ID?
You can use Touch ID to access
* Min. one number the app
* Min. one special character

Confirm Password

OIOI®
DE@O®

| have read and agree to the Terms and

[~ |
Q0O

I'll skip this step

0 () (=) ()

I'll skip this step
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The next time you login you can use your pin or touch ID to
access the App. You'll also receive awelcome email.
If you Log out completely, you will need your email address and
password to access the App.

09:54

Q

CARE ON
DEMAND

Please enter your PIN

QIO

E@®®
HOIOIO

Not Ashley Delgado? @ Log out

91% (=

CARE ON DEMAND

Welcome to Care on Demand
Dear Ashley,

Your Care on Demand account has been created. If you have any questions about your
account you can contact us on +44 (0) 203 499 4891

Thank you

Teladoc Health Team



Book first appointfment — ID Verification

Once you are registered you
canrequest your first
appointment

If you wish to book avideo
consultation, please select
‘Requesta video

If you have not completed D verification yet
you willreceive a prompt which willnavigate

Request a video consultation

Book a video consultation with a doctor at
a date and time that suits you

You can request a phone call from one of

our doctors by using our Call Back service.

Request A Phone Call

When it matters most

Every one of us will face a medical crisis
at some time in our lives. When the need
arises, you need a team of doctors to
provide comfort, clarity, and the best way

£ Atnan L P
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o —
Okay, we need to know
where you will be

Country

@ United Kingdom

Medical regulations can differ based

on location, we use this information to
connect you to the appropriate licensed
provider.

consultation’

o —
How can we help?

How would you like to connect?

Video Call v

What service can we provide?

Consultation v

Can you be more specific?

General Medicine v

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.

you to an areato complete ID & add
information

Before continuing...

For regulatory reasons, before you can
access certain services, we need to gather
additional details about you.

Thank you for your understanding.

Not at this time




Book first appointfment — ID Verification

You will then be asked to input your Once you hav e entered your details you will then
Address, Emergency contactand GP receive final confirmation of this along with
details. receiving ID verification link SMS & emaiil.

Postal information Update emergency GP details ID verification
contact
Address line 1 Surgery Name
To access our medical services, you need
First Name to verify your identity (ID). This process
is an industry standard, requlatory
Address line 2 (optional) Address Line 1 requirement in the UK and only needs to
be completed once.
Last Name
‘ ) You will receive an automated SMS and
Town Address Line 2 (optional) email with a link directing you to Teladoc
UK's landing page, where you can use
Country code (1 Phone number (1
untry o . l) Onfido to verify your ID. Onfidois a
T trusted service that uses technology to
Postal code verify your documents against a selfie.
Country code (2) Phone number (2) Our team will notify you when this process
has been completed and then you can
County request an appointment.
County
Comments If you require any assistance, please
contact our customer service
Postal code team on 0044 (0) 2034994891 or
County
generaladmin@teladochealth.com
United Kingdom ~ Relationship
e — — = =

Teladoc
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Book appointment — ID Verification not completed

Evenwhen ID verification is not e
complete, you will be able to If you have not completed your ID v erification

receive the below screen. (Before continuing)

Okay, we need to know
where you will be

Before continuing...

Country For regulatory reasons, before you can
access certain services, we need to gather
additional details about you.

— Trentyestorsrindersiendng

@ United Kingdom

Book a video consultation with a doctor at
a date and time that suits you

You can request a phone call from one of

our doctors by using our Call Back service.

Request A Phone Call

When it matters most

Every one of us will face a medical crisis Medical regulations can differ based

at some time in our lives. When the need on location, we use this information to

arises, you need a team of doctors to connect you to the appropriate licensed
provide comfort, clarity, and the best way provider.

frnuard tn an Antimal madical aiteama Not at this time

Teladoc
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Book an appointment — Video consultation

Once you areregistered you

canaccess the service. Home If you wish to book avideo If you are already registered, then most of
page — from here you can consultation, please select these fields will be pre-populated. Please
request a video consultation or a ‘Requesta video advise of the type of consultation you require,

phone CqII, as Well as call consultation’ as well as the language and your time zone
in/email us, view your and press ‘confinue’
appointments and log out of the

service.

W EET 10:15 86% =.
o EET 10:21 85%

Request a video Okay, we need to know
consultation where you will be
Country
Please enter your personal details to
get started. Q

Type of Consultation

Fec NEXT >
General Medicine

Country Code Telephone Number

Book a video consultation with a doctor
at a date and time that suits you.

+44 7791726157
You can request a phone call from one of our

doctors by using our Call Back service.

NTINUE
REQUEST A PHONE CALL > (ole] u >

When it matters most

Every one of us will face a medical crisis at
some time in our lives. When the need arises,
younedad@teamofdoctoisitaiprovide Medical regulations can differ based on
comfort, clarity, and the best way forward to . . "
A @ location, we use this information to connect
an optimal medical outcome. . N
you to the appropriate licensed doctor.

Teladoc
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Book an appointment — Video consultation

Input the reason for your
appointment. Here you can
also securely upload any
scans/pictures and these are
then savedinyour history.

Select the timezone,
language selection and the
date and time for your
consultation and select
‘request appointment’

You willthenreceive confirmation that your consultation is
booked, as well as an email confirming this.

CARE ON DEMAND
sl EE 7 10:23 B84% R ol EET 10:25 847, =m

W/ EET 10:27 83% =m
(<] (<]
Appointment details

Reason for Consultation (include any specific
requests such as gender of doctor and
language)

Test- do not allocate a doctor

Securely upload up to 5 pictures

CONTINUE >

Teladoc

HEALTH

Please select an
appointment time

language

English

Time Zone

Europe/London (British Time)

Date Time

elect a date Select a time

REQUEST APPOINTMENT >

Your appointment has
been booked

We have sent you an email with your
appointment details. You can access
your Care on Demand appointment up
to 5 minutes before your appointment
time.

Care on Demand Video Consultation

Dear Ashley,

You are now booked in for a video consultation. Please see your consultation details

below!

For: Ashley Delgado

Day: 31 July 2020

Time: 8:00 AM (Europe/London)

If you have any questions you can contact us on +442034994891

Thank you

Teladoc Health Team

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.

At the time of your
consultation go into the
appointment sectionin the
app and press ‘start video
call’ to connectwith your
doctor.

w EEF 10:43 B80% W

Your Appointments
Video Calls (1)

Ashley Delgado >
Test- do not allocate doctor

24/07/2020
Upcoming

Phone Calls (0)



Cancel a Video Consultation

To cancelavideo
consultation, fromthe
Home page select
‘Appointments’.

Video Consultation

Status
Upcoming

Patient
Ashley Delgado

Scheduled visit time
23:30 - 24 07 2020

Time Zone
Europe/London

START VIDEO CALL Cx

Cancel appointment

Book a video consultation with a doctor
at a date and time that suits you.

Teladoc

HEALTH

Your pending and past

appointments will show
here. Click on the video

callyou would like to

cancel.
o EET 10:43 80% ==
Your Appointments
Video Calls (1)
Ashley Delgado >

Test- do not allocate doctor

24/07/2020
Upcoming

Phone Calls (0)

Click on ‘cancel
appointment’ af the
bottom of the screen.

Video Consultation

Status
Upcoming

Patient
Ashley Delgado

Scheduled visit time
23:30 - 24 07 2020

Time Zone
Europe/London

START VIDEO CALL Cx

Cancel appointment

Book a video consultation with a doctor
at a date and time that suits you.

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.

You will be asked if you
are sure that you want to
cancel this appointment.

Click ‘Yes’

Are you sure you
want to cancel this
appointment?

This cannot be undone

YES >

This will then take you back
to your appointments, where
you will see that the
appointment has been
cancelled. You will also
receive a cancellation email

CARE ON DEMAND

Cancelled: Care on Demand Video Consultation

Dear Ashley.

We confirm that the video consultation you requested has been successfully cancelled:
For: Ashley Delgado

Day: 24 July 2020

Time: 11:30 PM (Europe/London)

If you have any questions you can contact us on +442034994891

Thank you

Teladoc Health Team



Make a call back request

From the home page select
'Requesta Phone call' and
thenselectwho the
appointment is for

w! 02-UKF 14:48 62% W

Who needs help today?

Family members Add new +

John McQuillan

Teladoc
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Enter your location

!l 02-UK & 14:48 v62% @

Qo —
Okay, we need to know

where you will be

Country

Q United Kingdom (current location)

Medical regulations can differ based on
location, we use this information to connect
you to the appropriate licensed doctor.

Select the time zone,
language selection, addin
your phone number and
select ‘continue’

w!l 02-UK T 14:48 ¥ 62% W

<]

Request a call back

Please complete the details below and
a doctor will call you back as scon as
possible.

Type of Consultation
General Medicine
language
English
Time Zone

Europe/London (British Time)

Country Code Telephone Number

+44 754598791

CONTINUE >

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.

Input the reason for your
consultation. Here you can
also securely upload any
scans/pictures and these are
thensavedinyour history.

! 02-UK & 14:49 62% W)

Consultation details

Reason for Consultation (include any specific
requests such as gender of doctor and
language)

Test

Securely upload up to 5 pictures

L+ [+ [+

Take Photo

Choose Existing Photo

Cancel



Make a call back request cont'd

You willthenreceive confirmation that your call back has been
requested as well as an email confirming this.

! 02-UK & 14:49 62% =

CARE ON DEMAND
We have received your
Call Back request.
Care on Demand Call Back Telephone

A doctor will call you back as soon as Consultation
possible within the next 24 hours.

Dear John

Thank you for using the Care on Demand Call Back Telephone Consultation
service. You will receive a call back from one of our GPs, typically within 1-2
hours

For any questions about your appointment, you can contact us on
+442034994891

Thank you

Teladoc Health Team

Teladoc
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lew video/phone consultaftion notes

From the Home page you canselect ‘Appointments’ to see any past video or phone consultations. The notesrelating to your
Select the appointment you wish to view consultation can be viewed here
along with any recommendations
made by your doctor.

wll EE = 10:55 78% . W EET 10:43 80% ==
CARE ON B Your Appointments
DEMAND
Video Calls (1)
HOME

Ashley Delgado
Test- do not allocate doctor

24/07/2020
Upcoming

REQUEST A VIDEO CONSULTATION
REQUEST A PHONE CALL

CALL IN
Book a video consultation with a doctor Phone Calls (0)

I at a date and time that suits you.
APPOINTMENTS

You can request a phone call from one of our
doctors by using our Call Back service.

REQUEST A PHONE CALL >
LOG OUT

When it matters most

HELP & SETTINGS

Every one of us will face a medical crisis at
some time in our lives. When the need arises,
you need a team of doctors to provide
comfort, clarity, and the best way forward to
an optimal medical outcome.

Teladoc
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Appointment Details

Dr. Alex Mata
4006381333932

Doctor's Comments
37 year old male with no previous past medical or
surgical history. No allergies.

Patient started experiencing left thigh pain,
laterally and anteriorly. The pain is described as a
dull ache, especially when uncrossing legs or lying
on the left extremity. He has been having these
pains since last January, when, after a few weeks of
exercising, he woke up one morning hurting. He has
no other symptoms and his daily activities are not
limited. He continues to work out at the gym and it
seems the pain has decreased.

We have re antii ies, heat
pads and we have sent him a referral letter for
further investigations

Date
2019-02-19;11:00

Patient
Mata Alex
Age

a4

Telephone Number

+34 932540010 emm—



Adding dependents

Dependants can be Complete the details for your Once you have added their Your details and any details of

added to your details — dependant, including their details, select Add your added dependants will
select Add new + age, gender, and contact Dependant and you will show when you go to book
details receive confirmation that an appointment
they have been added

wil vodafone UK & 14:25 71% - il vodafone UK & 14:26 71% ) il vodafone UK = 14:25 n%- il vodafone UK & 14:25 71% -

= (%] =

Who needs help today? Relationship Dependant Added Who needs help today?

Family members Add new + sor Family members Add new +

Email Address
Mandy Dicksee > Mandy Dicksee >
4 f d mandydicksee+gcod3@gmail.com Y 5 ye 1
Date of Birth
John Smith > John Smith >
i 17/02/2003 e

Gender

Male

language

English

Country of Residence

United Kingdom

Country Code Telephone Number

+44 0123456789

ADD DEPENDANT o CONTINUE >

© 2002-2020Teladoc Health, Inc. Allrights reserv ed.



Resetting your password

If you have forgotten your
password click on the
‘forgotten password’

You willneed to check
your emails, where there
willbe a link to reset your

Once you have entered these
details you will be asked to
change the temporary

After you click on the link you will be
asked to log in with your temporary
password through the portal or you

button from the log in password. can go back into the app and put password to anéw one.
screen in the temporary password provided Once you submif these you
by Clicking on ‘continue’ will be asked if you wish to set
up a pin number to access
the app.
CARE ON DEMAND
s oerse o= Password reset for Care on Demand wET 09:59 s ";? 1o s
ForQOt your password? '.L:.‘e:r::yjlriiewec your request to reset your password for Care on Demand. A new password has been Change Temporary
‘ . ) e e o oot bl o e o o D sent to your email. Please Password
We will send you instructions for your Please use the password below to log into the Care on Demand App.
password recovery to the email address on Username: 3_delgado9B@hotmail.com use this to Iogin and reset
file. I - Password

Email Address

Return to Login

Teladoc

HEALTH

Password: =cRNg89%,

For security reasof
Care on Demand

on +44 (0

will need to change your password when you log into the
you have any questions please do not hesitate to contact us

Thank you

Teladoc Health Team

your password.

You will receive an email with a new password
for the Care on Demand service.

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.

+ Both upper and lowercase letters
* Atleast 8 characters
¢ Min. one number

+ Min. one special character

Confirm Password

CHANGE PASSWORD )



Other functions

Once you have selected the

From the Home page you can number if will ask you to
also call in directly to the confirmif you wish to call. If
service. Clickon ‘Callin’ you select ‘Call’ then you will

be connected with one of
the Care on Demand team
who will assist you

Wl EEF 10:55 78% W)
Q g
CARE ON
DEMAND

HOME

REQUEST A VIDEO CONSULTATION

REQUEST A PHONE CALL
CALL IN

I APPOINTMENTS CARE ON
DEMAND

HELP & SETTINGS

LOG OUT

A\, Call +44 20 3499 4891

Cancel

Teladoc
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If you wish to send us an
email, either about the app
or an appointment then go

to ‘Help & Seftings’ on the

Home page and select

‘Help Center’

)

10:59 77% -

n =
]

Help & Settings

Account Settings

Pin & Touch ID

Help Center

Legal

Rate Care on Demand

Version 1.1

Select ‘Reporta Problem’ and you will get tw o options

for either Help with the app or Help with my account

Wl EEFT 11:00 77% .

(<}
Help Center

Report A Problem

About Teladoc Health

Want to talk to someone?

GIVE US A CALL

Cance!
Help with the app
careondemand@advance-medical.corr

Subject: Help with the app

Sent from my iPhone

77% -

(1)

®



Other functions

From the AppOintmeniS section YOu Ccdn You can access Care On

Or using your pin Or using Face ID if your
view your history of booked video and Demand using Touch number iPhone supports this
phone calls, as well as any past ID/Face ID
consultations. All of yourrecords and
summaries of your cases are kept here.
ol EE T 10:43 80% ) il vodafone UK = 09:26 97% (#4i) il vodafone UK = 09:26 97% &)

Your Appointments
Video Calls (1)

Ashley Delgado >
Test- do not allocate doctor

24/07/2020
Upcoming

Phone Calls (0]

Teladoc.

HEALTH

Type your PIN
again to confirm

Activate Touch ID?

You can use Touch ID to access
the app

ey
Q100
o) e

I'll skip this step

Caretosetupa
secure PIN?

Enter a 4-digit code. This replaces using
a password to enter the mobile app

OICIC

QIOIOIO
b [l

I'll skip this step

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.

Activate Face ID?
You can use Face ID to access the app

No Yes




Other functions

From Help and Settings you
cansecurely accessand
amend your account details,
setup Pin & Touch ID, as well
as access the Help Centre
and give feedback

= 11:08 74% ==

I
R

Help & Settings

Account Settings

Pin & Touch ID

Help Center

Legal

Rate Care on Demand

Version 1.1

Teladoc

HEALTH

You can set the app up to
either recognise a pin number
orTouch ID, if available on
your phone and change pin

Wl EEFT 11:08 74% -
PIN & Touch ID
Use PIN 0
Use Touch ID 0

CHANGE PIN >

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.
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From Help & Settings you can amend your personal details
in Account Settings as well as change your password

=3 1:08

74% .-

Help & Settings

Account Settings

Pin & Touch ID

Help Center

Legal

Rate Care on Demand

Version 1.1

W EEFT 11:09 74% -

Change Password

Old Password

Change Password
+ Bothupper and lowercase letters
¢ Atleast 8 characters
* Min. one number

* Min. one special character

Confirm Password

SAVE >



mail outputs

Welcome email - after registering

CARE ON DEMAND

Welcome to Care on Demand

Dear Ashley,

Your Care on Demand account has been created. If you have any questions about your
account you can contact us on +44 (0) 203 499 4891

Thank you

Teladoc Health Team

Appointmentreminder

CARE ON DEMAND

Reminder: Care on Demand Video Consultation

Dear John,

This is a reminder of the video consultation you booked. Please see your
consultation details below

For: John McQuillan
Day: 08 August 2019
Time: 10:00 AM (Europe/London)

Please log into the Care on Demand App before your consultation and a doctor
will connect with you via video

If you have any questions you can contact us on +442034990736

Thank you

Teladoc Health Team

Teladoc

HEALTH

Video consultation confirmation email

CARE ON DEMAND

Care on Demand Video Consultation

Dear Ashley,

You are now booked in for a video consultation. Please see your consultation details
below

For: Ashley Delgado
Day: 31 July 2020
Time: 8:00 AM (Europe/London)

If you have any questions you can contact us on +442034994891

Thank you

Teladoc Health Team

Video cancellation email

CARE ON DEMAND

Cancelled: Care on Demand Video Consultation

Dear Ashley,

We confirm that the video consultation you requested has been successfully cancelled:
For: Ashley Delgado

Day: 24 July 2020

Time: 11:30 PM (Europe/London)

If you have any questions you can contact us on +442034994891

Thank you

Teladoc Health Team

© 2002-2020 Teladoc Health, Inc. Allrights reserv ed.

Call back confirmation email

CARE ON DEMAND

Care on Demand Call Back Telephone
Consultation

Dear John,

Thank you for using the Care on Demand Call Back Telephone Consultation
service. You will receive a call back from one of our GPs, typically within 1-2
hours.

For any questions about your appointment, you can contact us on
+442034994891

Thank you

Teladoc Health Team

Password reset email

CARE ON DEMAND

Password reset for Care on Demand

Dear Ashley,

We have received your request to reset your password for Care on Demand
Please use the password below to log into the Care on Demand App.

Username: a_delgado96@hotmail.com

Password: =cRNg89%/

For security reasons, you will need to change your password when you log into the

Care on Demand App. If you have any questions please do not hesitate to contact us
on +44 (0) 203 499 4891

Thank you

Teladoc Health Team
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