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paula’s perspective

A

s I look back on the first half of 2021, it
seems very similar to that of 2020 when
AFSPA’s primary focus was to provide
COVID-centric services. While this certainly
continues to be the case, I can see a bit of light at
the end of the tunnel.
Though we are far from being “back to
normal,” the growing number of people getting
vaccinated seems to be having a positive effect.
However, many areas of the world still struggle
with recurring virus surges, government-enforced
lockdowns, not enough vaccine supply, etc.
Clearly, we still have a long way to go.
Here in DC, we continue to serve our members
with the same passion and commitment. I am
pleased to report that we have moved to a hybridwork model, with some team members slowly
returning to the office on a staggered basis. The
safety of our AFSPA family is of the upmost
importance to us and we continually look for ways
to provide a high level of service to you and keep
our staff safe.
Despite the promising signs, our minds are
processing future outbreak uncertainties and
new household and childcare responsibilities,
along with our normal day-to-day loads. It is
more important than ever to prioritize finding
your inner strength. That is why, as you may
have already seen, we continue to promote our
theme of Mental Wellness Leads to Better
Physical Health.
On page four, we provide news and updates
about AFSPA’s Ancillary Insurance Programs
(AIP). This summer, we launched two new
programs: an enhanced Long Term Disability
Plan and a Critical Illness Plan. The new 90-Day
Long Term Disability Plan is a response to the
changing federal regulations for Paid Parental
Leave from the National Defense Authorization
Act (NDAA). The Critical Illness Plan will help with
out-of-pocket expenses associated with a major
illness. Learn more about AFSPA’s supplemental
insurances at afspa.org/aip.
COO Kyle Longton addresses your concerns
in his AFSPA Listens column on page 10. We
appreciate your feedback and work daily to
address your concerns, so please continue to
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send questions and
comments to us.
We are working with the
Office of Personnel Management (OPM) and our
partners, Aetna and Express Scripts, to bring you
a 2022 health plan that provides comprehensive
benefits at a competitive premium.
OPM’s 2022 initiatives include:
• Quality – COVID-19 pandemic, mental
health and substance use disorder services,
opioid
• Affordability – Price and quality
transparency, surprise billing (as mandated
by the Consolidated Appropriations Act,
2021) and addressing low-value care
(services that have no net benefit or that
the harms outweigh the benefits).
As of this writing, there are a lot of moving
parts and we await OPM’s guidance over the next
several months. I will report in more detail when
I provide the 2022 FSBP overview in our Fall
AFSPA in Action newsletter.
Open Season will be here before we know it.
The COVID–19 pandemic will likely continue to
influence our travel plans. We still hope to visit
some of you in-person this year, but we will have
to yield to travel restrictions, different countries’
quarantine rules and basic safety and access
concerns. Regardless, we plan to offer virtual
presentations, as we did last year. These provided
a successful and interactive alternative that was
well received by our members.
The Protective Association continues to
enhance our programs and services to be your
“Partner in Health.” That means physically,
mentally, and financially. We strive to provide
unparalleled service every day. This is a tough
time for us all, but we will get through it
together. Thank you for your trust and giving us
the opportunity to serve you.
To Your Health,

Paula S. Jakub, RHU
CEO, AFSPA
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IS IT SAFE TO GO

L

Back
Outside?

ast year’s usual summer gatherings and activities took a serious
hit as the world grappled with the COVID-19 pandemic. This
time around, the widespread availability of vaccines and decrease
in case numbers have many of us hoping for a more normal season,
but lingering uncertainties persist. This begs the question, moving
forward, what exactly is considered safe?
The Center for Disease Control (CDC) recommends mainly outdoor
activities for both vaccinated and unvaccinated people. Walks, runs and
other forms of outdoor exercise fall into this
category. Small, outdoor gatherings do as well, but it
is important to keep masks handy. Indoor activities,
while generally safe for those who are vaccinated, are
still the riskiest for those who are not.
Be sure to regularly check for updated
guidelines on choosing the safest activities
throughout the season. In the meantime, here
are some fun and safe activities to try:
1.
2.
3.
4.

Outdoor movie screenings
Family barbecue or cookout
Outdoor exercise class
Hiking

Sources: https://www.cdc.gov/coronavirus/2019-ncov/vaccines/pdfs/324153_choosingSaferActivities11.pdf
https://www.cdc.gov/coronavirus/2019-ncov/daily-life-coping/participate-in-activities.html

GOOD TO KNOW
TIDBITS

Your Nurse Is Waiting for Your Call

FSBP members have access to our Informed Health®
Line (the Plan’s 24-Hour Nurse Advice Line) that provides
telephone access to registered nurses to answer
questions on a variety of topics from considering
treatment or whether to go to your physician’s office or
the ER. And it doesn’t stop there—members can expect
a call from a case manager within 24 hours just to check
up and ensure you received needed care and to provide
any additional assistance you might need. Informed
Health Line is available 24 hours a day, 7 days a week by
phone at 855-482-5750 or 704-834-6782. We are here
when you need us.

Tip for Preventing Claim Processing Delays
(Stateside and Overseas)
FSBP members can file their claims easily through the Secure Member Portal
(myafspa.org). For each claim, it is required and especially important to provide
the clear reason for the visit or service if you do not have a diagnosis. For
example, stating “labs” for lab services is not sufficient and it may delay benefits
from being issued for your claim. An acceptable reason could be, “cough or
abdominal pain.” Without the necessary documentation, your explanation of
benefits (EOB) will show no payment for the service and there will be a remark
stating, “We need a bill with the diagnosis and reason for treatment. When we
get it, we’ll consider this service.” You will be required to provide the information
requested to receive your benefits. You also can find detailed information on our
website, afspa.org under “How to Submit Claims.”

Mental Wellness Leads to Better Physical Health

n

3

Ancillary Insurances
New! Long Term Disability and
Critical Illness Insurance Plans

W

e are excited to introduce not one, but two new
ancillary insurance programs this summer.
Both plans came about as part of AFSPA’s
commitment to meeting the ever-evolving needs of our
members.
Our new Cigna 90-Day Long Term Disability Plan
offers a longer elimination period and higher maximum
monthly benefit – up to $7,500 a month. We added this
new plan in response to the change in federal regulations

for Paid Parental Leave from the National Defense
Authorization Act (NDAA). While the 30-day elimination
plan is still available to members, the 90-day elimination
plan accommodates a greater range of salaries at a lower
premium. If you would like more information about our
disability plans, to enroll or transfer, from the 30-Day to the
90-Day plan, visit the Disability page on our website.
Our new Critical Illness Insurance Plan, available
to members under the age of 65, can add extra financial
protection as you deal with a serious illness,
like major organ failure, strokes, cancer
and heart attacks. It can help cover fees
associated with lodging, transportation,
medical facilities, mortgage, rent, utility or
car payments, childcare, and other medical
or non-medical expenses. This plan aims to
help members and their families focus on
recovery, not the financial burden brought
on by a challenging diagnosis. To learn more
about this plan, visit afspa.org/criticalillness.
Or apply for Critical Illness Insurance at
enrollment.afspa.org.
Detailed information on our newest
plans, as well as other ancillary insurance
programs, is available at afspa.org/aip or give
us a call at (202) 833-4910.

TRAVEL FUN FACTS:

Did You Know?

Y
 ou can lose more than 60 fluid ounces of water from your
body during a 10-hour flight. Stay hydrated!
T
 he pilot and co-pilot of a plane must eat different meals
while working; if the pilot gets food poisoning from their
meal, the co-pilot can take over the flight.
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With the Whole
World on Pause,
AFSPA Continued
to Push Play

T

here is no doubt that the
COVID-19 pandemic brought
many challenges, but it
also brought new opportunities.
It forced many organizations,
including AFSPA, to migrate onto
digital platforms and form new
strategies. Our team found ways to
build our virtual and social media
presence to expand our reach and
better engage with members.
We mastered various platforms,
like Zoom and Teams Live, to reach
members through webinar events.
After receiving positive feedback, we
began offering more online learning
opportunities and created an Events
page on our website for our members
to track them.
We continue to strengthen our
social media presence by creating
more engaging content on our
LinkedIn, Facebook and Instagram
pages (@afspacares), as well as our
YouTube channel. Many of our members regularly
use these channels to get up-to-date information on
our offerings and learn about our plan benefits.
We further expanded our digital footprint by
starting a blog on our website. The blog serves as
an additional resource for members to read up
on various health topics and how AFSPA’s benefit
coverages can help. Most recently, we launched
our AFSPA Talks podcast. Each episode highlights
a particular wellness topic through an in-depth
discussion between host, AFSPA COO Kyle
Longton, and a subject matter expert. Members can
listen to the podcast on their favorite streaming service at their own convenience.
This is an exciting next step and effective way to reach more of our members. Listen
and subscribe at afspatalks.buzzsprout.com.
AFSPA’s continued digital growth will include more interactive videos, a
convenient AFSPA Member Portal app and a redesigned website. As you can see,
there is much to look forward to on the technology front, and we are excited to share
these enhancements with our members in the coming months. Stay tuned!
Mental Wellness Leads to Better Physical Health
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Focus on Services
FSBP Is Your Partner
in Remembering Your
Medications

T

hose of us who are prescribed maintenance
medication for chronic conditions such as
hypertension or diabetes, understand they are
crucial to control our condition and maintain our overall
health. But, it’s not enough to just have prescriptions, we
must actually take them too.
According to Annals of Internal Medicine, April 17, 2017,
20 to 30 percent of prescriptions are never filled, and
approximately 50 percent of medications for chronic
disease are not taken as prescribed. In fact, according to the
National Institutes of Health, 75 percent of Americans have
trouble taking their medicine as directed. This is known as
medical non-adherence.
In a recent study, Express Scripts found the reasons for nonadherence to be largely (69 percent) related to forgetfulness.

Other reasons were cost (16 percent) and clinical concerns
(15 percent) such as anxiety about side effects or medication
not working.
The good news is, encouraging adherence is a priority for the
Foreign Service Benefit Plan. We recommend:
• Speaking

to a Specialist Pharmacist about your
condition-specific concerns. They are available by calling
800-818-6717
• If
 cost is your concern, use the Price a Medication tool for
retail and mail. You can see your options for lower cost
medications and the best place to receive a 90-day supply:
the Express Scripts Pharmacy, CVS or Walgreens.
• R
 egister on express-scripts.com or the Express Scripts
mobile app to receive messaging reminders to fill
prescriptions and easy step-by-step dose reminders.
The programs offered by FSBP really work. And our
village of healthcare professionals work together every
day to provide the right support for the best outcomes for
individual patients. For more information, please contact
a Care Manager at 800-593-2354. We are available to assist
you Monday-Friday from 6 a.m. – 5 p.m. Mountain Standard
Time (MST).
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An ESI Health Manager identified a 51-year-old
male with a history of high blood pressure and high
cholesterol, who recently started taking diabetes
medication.
Patient referred to Aetna Care Management to better
understand disease state and goals

The programs FSBP offers through its partnership with
Aetna and ESI are designed to help patients stay on their
medications. This results in better health outcomes and an
improved quality of life for our members — a constant and
important goal.
The Aetna and ESI Healthcare professionals work together
every day on behalf of individual patients. Here are just a
few examples of our and, more importantly, YOUR, wins
from 2020:
• Diabetes
Management*

–	Improvement in all
three categories —
A1c, use of statins,
diabetes medadherence
–	Almost 30% of
eligible members
enrolled in Livongo Diabetes Program
–	Members performed 1.4 checks per day and 83%
were in normal range
–	78% of daily users lost weight
• Hypertension Management*

–	Improvement in cholesterol adherence,
hypertension adherence and use of ACE/ARBs in
patients with heart failure
–	62% connect through their monitor provided as
part of the Livongo Hypertension program
–	Members performed 16 BP checks per month on
average

Result:
Patient is working with a registered dietician and is
committed to losing weight
Patients is in regular contact with Care Management team
Patient remains adherent to his medications

An ESI Health Manager identified a 25-year-old
male with a history of diabetes, hypertension,
and autism.
Patient referred to TRC Pharmacist and Aetna Care Manager
Result:
Pharmacist educated patient’s mother on importance of
adherence to maintain blood pressure and sugar levels
Mother continues to use remote monitoring for diabetes
Aetna connected patient with a registered dietitian

• Opioid
Management

–	Reduction in
average days’
supply of shortacting opioids
–	Patients prescribed
a long-acting opioid
as initial therapy
redirected to safer, short-acting opioid
–	961 disposal bags mailed for destruction of
unused opioids

*For more information visit get.livongo.com/FSBP or call 800-945-4355.
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Focus on Partners
Direct Billing Partner Spotlight
The Foreign Service Benefit Plan (FSBP)’s commitment
to overseas member care continues to break new ground.
We are excited to highlight one of our newest Direct Billing
Arrangement (DBA) partners, Raphael Hospital, located in
Tel-Aviv, Israel.
The modern, private hospital prides itself on
a professional staff that prioritizes a unique
patient experience while offering advanced
technology. The facility offers diagnostics,
therapy and various fields of surgery, all
performed by senior and leading specialists.
Surgery types include general, bariatric,
orthopedic and urology.
FSBP’s direct billing arrangement with Raphael
Hospital covers inpatient, accidental injury,
routine annual physical exam and outpatient
medical services.
Generally, you do not pay a provider in our Direct
Billing Arrangement. They will bill us directly
for any covered expenses. You are responsible,
however, for any deductible and coinsurance,
which we do not reimburse. To learn more about
our overseas DBA partners, visit the “Overseas
Partners” tab on afspa.org/fsbp.



Foreign Service
Benefit Plan
COMMITMENT
to MEMBER
ENGAGEMENT
Consumer Assessment of
Healthcare Providers and
Systems (CAHPS) surveys
ask consumers and patients
to report on and evaluate
their experiences with health
care. These surveys cover
topics and focus on aspects of
quality that are important to
consumers and that they are
best qualified to assess.
The 2020 calendar year
survey results were recently
released.* Here is how
you rated us in these very
important categories:

88% – Reported receiving
their needed care,
tests, or treatment
easily

90% – Rating for FSBP’s
Customer Service

How to Submit an FSBP Claim in the U.S & Overseas

90% – R ating for FSBP’s

Generally, if your U.S. provider is in-network, he or she will bill us with the appropriate
information. If we need more information, we will contact your provider or you, directly.

96% – Rating for FSBP’s

If your U.S. provider is out-of-network or you see an overseas provider who does not have a
Direct Billing Arrangement with us, he or she will not bill us directly. You must obtain a fullyitemized bill prepared by the provider that contains the below information:
 Patient’s name, Plan identification number, date of birth, address, phone number and
relationship to enrollee
 Name, address, and tax identification number of the person or company providing the
services or supplies. (Tax ID number not required for providers outside the U.S.)
 Dates that services or supplies were furnished
 Type and charge of each service or supply
 Diagnosis
 Valid medical or ADA dental code (not required for overseas claims) or description of
each service or supply
Submit your claim or itemized bill via our secure Member Portal at myafspa.org for the quickest
processing. Please see filing tips in the TIDBITS section on page 3.
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Claims Processing
How Well Doctors
Communicate

We are glad you are more than
satisfied with your health plan.
* Survey results are compiled from
2020 CAHPS Survey Responses.

Focus on I.T.
The AFSPA Mobile Optimized
Member Portal Is Almost Here
By Yancy Meiller, Information Technology Manager

A

FSPA members soon will have access to a more mobile
and user-friendly version of the AFSPA member
portal. Our new and improved web portal provides you
with Plan ID cards, claims history, the ability to submit a claim
and more, right from your phone or tablet device!
Some of the valuable features included in the Mobile
Optimized AFSPA Member Portal include:
• Submitting a claim by taking a photo
• Finding an in-network provider or pharmacy
• Single-Sign-On (SSO) Access— Seamlessly connect to
all member portals (AFSPA, Aetna, ESI)

Home 2

• Sending and receiving secure messages to and from
AFSPA
• Viewing and updating your AFSPA plan information
(health, dental, disability, etc.) in one place
• Updating your communication preferences
• Viewing your claim history
This new way of interacting with us is just another example
of our continuous commitment of Caring for Your Health
Worldwide® and staying connected with you. Keep your
eyes peeled for updates on our progress by following us on
Facebook, LinkedIn, Instagram and our website at afspa.org.

Home
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AFSPA Staff in Action
I want to take this opportunity to thank
our members who continue to reach out
to me with your questions and concerns.
Your valuable feedback is always
welcomed. It not only helps us improve
our services but is also helps other
members who may be experiencing the
same concerns. Here are a few questions
that came across my desk recently.
Q: I am expecting a baby, and the overseas hospital
where I plan to receive prenatal care and deliver
offers a maternity package. Will the Plan cover
this package?
A: This is not uncommon with hospitals or maternity

centers outside the U.S. They may offer a package that
includes prenatal visits, testing, and ultrasounds; your
delivery; and certain post-partum care. In some cases,
the hospital may require payment at the time of your
first appointment, either in full or in part.
The Plan will pay for covered maternity care, including
prenatal visits, lab tests and delivery. However, we
cannot process a claim until after the services are
rendered. This means that the Plan may not be able to
reimburse you for the cost of the package until after
you deliver.
You can speed
our processing by
providing us with
the description of
the package, proof
of payment, and
a list of services
you received and
on what dates.
This enables us
to confirm that
you received the
promised services.
Additionally, you can check the “Overseas Partners”
tab at afspa.org/fsbp to see the list of our direct billing
partners. Many of these partner facilities will bill the
Plan directly for maternity care, relieving you of the upfront, out-of-pocket cost.
One note on these packages: beware of uncovered
services. I have seen some fantastic options in some
countries, with spa-like care for weeks following
delivery. Refer to the terms of the FSBP Brochure for
clarification of covered services.
10
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Q: I love the massage therapy coverage, and I want
to maximize the benefit as much as possible. I
purchased a membership to a massage therapy
provider. How can I submit a claim to get
reimbursed?
A: The massage benefit

remains one of
our most popular
benefits. There
are many massage
therapists that offer
a subscription or
membership option
that covers a service
each month at a
reduced price. In
some cases, there is a further discount if you pay for a
full year of membership when you first sign up.
FSBP can process reimbursement for such membership
services, but can only reimburse you for the cost of
sessions after you have received the massage. When you
submit a claim to the Plan, it will need to include proof
of payment as well as proof of the date when services
were received. The documentation you submit must
state clearly the following:
		 •	The service received – some of the memberships
may cover options for facials or other services not
covered by FSBP
		 • The date of the service
		 • The cost of the service
		 •	The provider’s, name, address, and EITHER their
license number or tax ID number
We cannot process a massage claim without the license
number or tax ID number, and it is often difficult for our
claims processors to obtain this information after the
fact. Please include it when submitting the claim.
Q: I live overseas, and my doctor prescribed a
medication for me. Here, the medication requires
a prescription, but in the U.S. it is considered over
the counter. Does FSBP cover the prescription? If
so, how do I submit the claim?
A: Every country has a different medical culture, and we

have designed FSBP to be flexible enough to provide you
benefits wherever you are. We address this issue related to
differences in prescription requirements in Section 5(f)
of the FSBP Brochure (page 82 of the 2021 edition):

PRAISE FOR THE

Hinge Health
PARTNERSHIP

I want to express my gratitude for the Hinge Health
partnership that FSBP rolled out recently. I signed up
to help with back pain from an injury, and I’m having
a fantastic experience. I really appreciate the tailored
exercise therapy and personalized approach—it has
helped me build a daily routine over the past several
weeks, and I find myself actually looking forward
to the physical therapy program every morning
(as well as all the positive motivation and personal
encouragement from my Health Coach). I’m already
noticing some small improvements in my back pain,
and I feel stronger and more flexible overall. Thanks
so much for adding Hinge Health to the FSBP roster!
—Satisfied AFSPA Member

“What personal
experiences
have shaped
your perspective
on mental health?”
“I view mental wellness as a state in
which someone is able to deal with
stress and chaos in different areas of
their daily lives and still maintain the
ability to function with effectiveness. I
make an effort to exercise the power of
positive thinking and prayer, even when
my inner critic starts to speak not so nicely to me. Sometimes the
worst place you can be is in your own head, therefore I counter
those negative thoughts with positive ones and feed my soul

Hinge Health is a no-cost, virtual exercise and physical

regularly with uplifting, motivational and encouraging words

therapy program. If you have questions, call (855) 902-2777

from various spiritual and positive people. I also understand that

or email hello@hingehealth.com

self-care plays a major role in mental wellness in order for one to
have a well-balanced healthy life. Therefore, I will continue to seek
ways to nourish my mind, body and soul and encourage others
to do the same. Take care of YOU! You only get one.”

“Medications that are
considered prescription
drugs outside the 50
United States, but are
non-prescription (OTC) in
the 50 United States, are
covered.” The Plan will pay
90% of the cost, and the
member is responsible for
10% of the cost.
When you submit the claim
for overseas prescription
medications, please include
the pharmacy receipt
that includes the name and address of the pharmacy,
date of purchase, cost and name for each drug, along
with the diagnosis or the reason for seeing the doctor
and obtaining the prescription. This will speed our
processing.

Yvette Brown | Controller
“My perspective on mental health
has been largely shaped by my own
experiences and seeing others around
me. I do believe that there is a need
for improved cultural awareness and
consistent responsiveness in the health
care and mental health workforce.
Considering a good majority of our week is involving work,
it’s imperative to really take everything into consideration.
Fortunately enough, with the rise of social media and improved
awareness to mental health, the development of and funding for
culturally responsive mental health treatment are increasing.”
Jonathan Brown | Manager of Strategic Engagement

Thank you for your loyalty. I truly enjoy hearing from you. If
I can help in any way, just ask: kyle.longton@afspa.org.
Mental Wellness Leads to Better Physical Health
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Congratulations to our longstanding
AFSPA Chairman and SLF Board of Directors member,
Thomas M. Tracy, for being the recipient of the
2020 Foreign Service Cup, presented by DACOR, an
Organization of Foreign Service Professionals. This
prestigious award, which honors foreign service retirees
who have made significant contributions to the field,
was presented to Mr. Tracy at Foreign Affairs Day on
Friday, May 7. This annual event was held virtually this
year due to COVID-19, but you can request to watch it
by sending an email to ForeignAffairsDay@state.gov.

Like us on Facebook!

Join the conversation today.
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AFSPA: facebook.com/afspacares
SENIOR LIVING FOUNDATION:

facebook.com/seniorlivingfoundation

WE'RE NOW ON INSTAGRAM!
FIND US @afspacares

CONNECT WITH US

linkedin.com/company/afspa

