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Spring is in the air! We are happy to share the season’s 

spirit of new beginnings with you through this 

spring edition of the AFSPA in Action newsletter. 

We have many exciting updates to our benefits and 

programs for you to enjoy.

If you’re feeling the need to start fresh, we have 

some great spring-cleaning tips to help declutter your 

medicine cabinets and computers. These two locations 

may have gotten extra jumbled after spending much of the 

past year at home.

COVID-19 continues to affect our everyday lives, so we have 

worked diligently to ensure our benefits and programs adequately 

cover members’ evolving needs. You can read up on the difference 

between the Foreign Service Benefit Plan (FSBP)’s Telehealth 

and Telemedicine coverage in the COVID Updates section. Here, 

you also will find a breakdown of testing and vaccination coverage 

for FSBP members living in the U.S. and overseas.

AFSPA’s first 100% Virtual Annual Member Meeting was held 

March 5. While we missed seeing members in person, we were happy 

to have hosted a successful event, reaching twice as many members 

across the globe, and from the safety of their own homes. Be sure to 

take a look at the Annual Meeting Highlights on page 3 to learn more.  

The promise of warmer weather has many of us itching to get 

active and back outside. Do not let chronic pain hold you back! Our 

new FSBP partner program, Hinge Health, offers digital exercise 

and physical therapy sessions for members suffering from back, 

knee, hip, neck and shoulder pain. 

Other developments include the CIGNA Long-Term Disability 

Plan enhancement, which offers a higher maximum monthly benefit 

in response to changing federal regulations for Paid Parental Leave. 

We are also excited to roll out a new AFSPA Member Portal app this 

year, which offers increased services such as the ability to file your 

claim right from your phone. AFSPA COO Kyle Longton addresses 

your most frequent questions in his AFSPA Listens column on  

page 10, which touches on some timely topics worth reading up on.

But before you fully delve into the exciting developments 

featured in this newsletter, I want to briefly reflect on how the 

past year impacted our work here at AFSPA. 

2020 brought about challenges we never dreamed of 

facing. AFSPA’s top priority is continued service to our 

members while keeping our team safe. Our staff remains 

committed to efficient claims processing and stellar 

customer service — all from their homes. This was made 

possible through adequate planning and keeping abreast of 

technological advancements in the years leading up to our current 

environment.

The past year reinforced the importance of communication with 

our members. My monthly E-blasts provided regular updates, and 

we also expanded our communication efforts with new, topic-

specific blog posts — afspa.org/blog. These posts go into more detail 

and provide additional resources for readers.

Last fall we hosted our very first virtual Open Season. We 

gained nearly 1500 new members, which means FSBP now covers 

more than 87,000 individual lives. The addition of new members 

creates an increasingly stable plan with comprehensive benefits 

and competitive premiums.

Following a year of unprecedented challenges, spring still presents 

fresh, new developments to the many ways we serve our members. 

We look forward to springing into action as we 

get through these changing times together.  

Thank you for trusting us. Please know that  

AFSPA will always be here for you.

To Your Health,

Paula S. Jakub, RHU

CEO, AFSPA

Mental Wellness Leads to Better Physical Health

SPRING 2021
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Ancillary Insurances
The Importance of 
Dental Technology
Dental technology is essential for oral health treatment. 

With the many advances in dental technology, dental 

problems can be caught early and addressed more 

quickly. Both the dentist and patient benefit from 

these improvements, as certain procedures are now 

accomplished faster and are less painful. 

Here are a few advances in dental technology that 

are used on a regular basis: 

E4D DENTIST – The E4d Dentist is one of the 

top technology methods in dental practices. It 

can create dental veneers and crowns quickly and 

effectively, which means patients don’t have to 

wait as long for their new smiles.

INTRAORAL CAMERA – This camera is state-of-

the-art technology that takes photos of patients’ 

teeth and gums. Patients can view their oral 

concerns clearly with the 20x magnification feature 

that captures the most minute details. 

KODAK DIGITAL RADIOGRAPHY – The 

traditional x-ray has greatly improved. While 

radiation is a common concern with traditional 

x-ray methods, there is 50 percent less radiation 

with Kodak digital radiography.

PICASSO SOFT TISSUE LASER – The Picasso 

soft tissue high-energy laser enables dentists 

to perform many non-invasive periodontal 

procedures with precision, perfection and without 

the least bit of discomfort to patients. 

VELSCOPE VX – The Velscope VX allows the 

discovery of oral abnormalities, such as cancerous 

and non-cancerous lesions. A person dies from 

oral cancer every 60 minutes, so identifying 

these abnormalities in their early stages can help 

prevent this outcome. 

The practice of dentistry continues to evolve as 

technology in the dental field improves.  A solid dental 

insurance plan assures members can receive the best 

dental care available. Please be reminded that federal 

employees and annuitants not only have access to the 

Federal Employee Dental and Vision Insurance Program 

(FEDVIP), but AFSPA members also have access to four 

excellent and flexible dental plans — one specifically 

focused on the needs of our overseas members. And, if 

you consider a dental insurance plan a bit too much, our 

Stateside members can look into our Dental Discount 

Program.  All AFSPA-sponsored dental programs are 

available for enrollment at any time!

No matter what type of dental coverage works 

for you, AFSPA is here to meet your needs.  For more 

information visit our website at afspa.org/dental.  

You also can contact the AIP Department at  

dental@afspa.org or call 202-833-4910. 

What is Disability Insurance 
and Why Do I Need it? 
Disability insurance can be an important part of your portfolio. This coverage 

replaces a portion of your monthly income if injury or illness prevents you from 

working, especially for a long period of time. It helps to think of this type of 

insurance as financial protection for your most valuable asset — the ability to work 

and earn a living. 

While the Federal Government offers a solid retirement benefit (including 

disability retirement for qualified individuals), it doesn’t address the higher 

probability that one might be temporarily unable to work.  Advances in medical 

technology have made it possible for us to return to work after a serious or 

previously permanent disabling diagnosis in many cases.

The American Foreign Service Protective Association (AFSPA) provides several 

disability plans to meet the diverse needs of our members, including one that covers 

routine maternity with a shorter elimination period.  Acknowledging the shifting needs 

of our unique membership, we recently added a new disability plan that offers a 90-day 

elimination period and higher maximum monthly benefit — up to $7,500 a month. We 

are offering this new disability plan through CIGNA  in response to changing federal 

regulations for Paid Parental Leave from the National Defense Authorization Act (NDAA). 

Existing CIGNA plan participants will have the option to remain in their current 

plan or transition to the new plan without having to meet new waiting periods or 

pre-existing time frames. More information will be sent to these insureds soon.

Some of the main benefits that might set us apart from other disability plans 

available include:

 Worldwide coverage (especially important to members living overseas)

 War and terrorism coverage (declared or undeclared)

 No health application required (pre-existing restrictions apply)

We highly encourage all members to review their portfolio and make sure you 

have adequate income protection coverage should you find yourself in a situation 

that prevents you from working due to an illness or accidental injury. 

To learn more about all Disability plans offered by AFSPA visit our website at 

afspa.org/disability or call the AIP Dept. at 202-833-4910. Choose the plan that 

works best for your financial situation.

Did you know?
1.  Tooth decay is the second most common disease in the 

United States.
  The only thing more widespread is the common cold. Just like washing 

your teeth regularly will keep decay-causing bacteria at bay. The American 
Dental Association (ADA) recommends brushing at least twice a day for 

2. People prefer blue toothbrushes to red ones.
  Who knew? But more important than the color of your toothbrush, is choosing 

the right strength bristles. You should brush your teeth using only a soft-
bristled toothbrush. Medium or hard toothbrushes can damage your gums 
and tooth enamel. Yes, it is possible to scrub away particles of your enamel 
with toothbrush bristles that are too hard!

3. Every person has a unique tongue print.
  You probably already knew your bite mark is unlike anyone else’s, but your 

In fact, biometrics companies are working on a technology that would allow a D
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Member Meeting was a Success

First Time’s a Charm: 

Every year, AFSPA holds its Annual Member Meeting on the first  
Friday in March. This event gives members the opportunity to hear  
about changes and updates to the Association’s services and programs, learn  

about upcoming initiatives from the Federal Employee Health Benefit (FEHB) Program, Medicare, and more. 

This year, the Annual Member Meeting was held on Friday, March 5, 2021. And for the first time in AFSPA history, the 
event was 100% virtual. With almost 200 members in attendance from across the world, the event was a success.  So, 
although the COVID-19 pandemic required us to host a completely virtual event, we still were able to reach twice as many 
members safely and efficiently.  

Dr. Charles Rosenfarb, former Medical Director of the State Department’s Bureau of Medical Services, 
delivered an engaging keynote presentation at the event. He focused on strategies and coping 
techniques for supporting emotional and mental well-being during the COVID-19 pandemic. He 
emphasized the importance of staying connected while we continue to social distance, staying vigilant 
for signs of depression, and 
staying physically active while 
spending more time at home. 

AFSPA CEO, Paula S. Jakub, 
delivered an informative 
presentation with a recap of 

our virtual Open Season experience, operational and 
claim volume statistics from 2020, costs and effects 
associated with the COVID-19 pandemic, and an 
overview of AFSPA’s programs and benefits. 

In addition, AFSPA partners demonstrated the 
Foreign Service Benefit Plan (FSBP)’s online 
engagement tools (AFSPA Member Portal, Aetna, and 
Express Scripts). 

A recording of the virtual meeting is available on our 
website at afspa.org/events.

GOOD TO KNOW
Are you wondering if you 
have the most current  
FSBP ID card or if you need  
a replacement?  

To receive a copy of your card immediately, 
download the Aetna HealthSM App in the App Store 
or Google Play. Log in or register to see if you have 
the most current version.  It should look like this 
(card above). You can request to receive a copy of 
the most current version using the app.  

You also can order a new FSBP ID card through the AFSPA Member Portal at 
myafspa.org, and of course, we are only a phone call or email away. Give us a call  
at 202-833-4910 or contact us at mqs@afspa.org. 

ESI Patient Promise Delivery 
 

Express Scripts PharmacySM (ESI) 
launched a new Patient Promise 

prescriptions. The program predicts 
an estimated deliver-by date (EDD) for our 
member prescriptions using machine learning, a 

via email, text, interactive voice response (IVR), 
or live call with the Contact Center, depending on 
the members' communication preferences. 

TIDBITS

Dr. Charles Rosenfarb

AFSPA Member Portal App Coming Soon
Soon we’ll be launching our AFSPA Member Portal App which 

We want to give you another convenient way to access your 
information, submit claims, and stay connected through your 
cellular or tablet device. Here are some of the features that will 
be included in the AFSPA Member Portal App:

•  View your AFSPA plan information (health, dental, 
disability) — all in one place

• Find an in-network provider or pharmacy
• Update your communication preferences
• Submit a claim by taking a photo
• View your claim history
• Single-Sign-On (SSO) — Connect to all portals inside the 

app (AFSPA, Aetna, ESI) 
• Send and receive secure messages to and from AFSPA
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FSBP’s Health  
Coaching Program 

Foreign Service 
 Health 

Coaching Program 
Success Stories

A Foreign Service Benefit Plan participant 

joined the TrestleTree Health Coaching 

Program to lose weight and gain more upper-

body strength. He and his Health Coach 

explored his eating habits and identified areas 

where he and his wife could progressively make 

sustainable improvements. 

When he first started health coaching, 

he was going to the gym three days a week, 

though that was interrupted at the start of 

COVID-19. He and his Health Coach discussed 

how he could find alternatives to the gym, and 

he started walking four miles every day. He 

also had some weights at home, so his Health 

Coach sent him articles with ideas to utilize his 

dumbbells and body weight exercises. 

He has lost about 10 pounds and a recent 

lab checkup revealed an improvement in his 

fasting glucose. He continues to work on 

his health goals and is committed to finding 

alternatives he will be able to maintain even 

post pandemic.

A Foreign Service Benefit Plan member 

enrolled in TrestleTree health coaching to lose 

weight, increase exercise, and maximize his 

ability to live healthy on a daily basis. 

While the desire had always been there, 

he continually battled with inconsistencies, 

tough life circumstances, and various 

barriers that made it difficult for him to lose 

weight. But he received direction from his 

primary care physician that he needed to 

focus on weight loss because of his family 

history, age, etc.

Since starting health coaching, he has 

lost 20 pounds and decreased his waist 

circumference by five inches!  He has 

repeatedly communicated the value of this 

coaching program, saying to his Health 

Coach, “I am astounded at the job you do... I am 

fascinated at your ability to take everything I say 

and pinpoint exactly my situation and what the 

underlying issues are...” 

While he is not allowing himself to become 

content with the changes he has made and 

results he is seeing, he is proud to recognize 

his progress!

T
he Foreign Service Benefit Plan (FSBP) offers access to many 
programs that help members stay healthy mentally and physically. 
This includes our Health Coaching Program by TrestleTree. This 

program allows you and your covered dependents to work one-on-one with 
a health coach on matters related to smoking and e-cigarette cessation, 
weight management, exercise, 
nutrition, stress management,  
and pain management. 

How does the Health Coaching Program work?
• Schedule appointments to speak with your Health Coach over the 

telephone to create a plan that is right for you. Appointments can 
range from 15 minutes to an hour. How long and how often you meet 
with your Health Coach depends on your individual needs.

• Explore ways to make lasting behavioral changes.

• Receive written materials from your Health Coach to help decide 
where you want to go with your health and how to get there.

How do I enroll?
Contact a Health Coach at 855-406-5122 or 479-973-7168. Coaches 
are available Monday through Thursday from 8:00 a.m.– 10:00 p.m. 
Eastern Time (ET) and Friday from 8:00 a.m.– 6:00 p.m. ET. You may 
also enroll online at http://enroll.trestletree.com (passcode: FSBP).

*Healthy Action incentives are rewards earned by completion of a wellness program or activity described in 

FSBP’s Simple Steps to Living Well Together program. Incentive rewards earned are credited to a wellness 

incentive fund account to partially reimburse you for eligible medical expenses.

TrestleTree also delivers our 
telephonic Health Risk Assessment 
(HRA). Health coaches will work 
one-on-one with you to complete 
a questionnaire that evaluates 
lifestyle factors and health risks.  
Based on the HRA results, the 
health coach can recommend 
strategies and available programs 
to improve your health and well-
being.  We are pleased that over 
200 members participated in the 
telephonic HRA and over 1,000 members took advantage of the Health 
Coaching Engagement Programs in 2020. Congratulations to these 
members who have taken the first steps to improve their overall health. 
Health Coaching really works!

Completion of this program can earn you up to $150 in Healthy 
Action incentives. *Complete six sessions to earn $75. Complete 
eight sessions to earn an additional $75.
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Focus on I.T.

Spring Cleaning? Don’t Forget 
Your Medicine Cabinet!

Digital Spring Cleaning
By Yancy Meiller, Information Technology Manager

Traditionally, spring cleaning means 
cracking our windows, dusting, mopping, 
vacuuming, and cleaning out clutter. But 

this year, consider taking a few minutes to spring clean your 
digital life. Here are a few tips that will refresh, renew, and 
reinvigorate your cyber life.

Update your logins and passwords – Your login 
information and passwords are the key to so much of your 
personal information. From bank accounts to healthcare 
records, a huge amount of personal and private information 
is stored online and is potentially vulnerable to cyber 
threats. Review your accounts to make sure you use strong 
and unique passwords and have the strictest authentication 
options. Do not use the same password for multiple sites. 

 – Just as you 
shred paper files yearly, do not forget to clean out your 
digital files as well. Back up important files and pictures on 
a secure hard drive or the cloud. Delete old and unused files, 
downloads, apps, pictures, and emails from your devices. 

Review and update privacy and security settings 
on your accounts – When was the last time you checked 
the privacy and security settings on all your accounts? This 
is a great time to go through your accounts and check that 
you have enabled the strongest possible security settings, 
especially for critical accounts like email, banking, and social 
media. Check out STOP.THINK.CONNECT.™ to learn how to 
activate strong authentication for your accounts. 

Source: niccs.cisa.gov

With many Americans asked to 
stay at home to help curb the 

impact of COVID-19, there is a higher 
risk of potential prescription drug 
abuse or prescription drugs accidentally 
falling into the wrong hands, especially 
those of children.

According to the 2018 National 
Survey on Drug Use and Abuse, 
more than 9.9 million Americans 
abuse prescription drugs. In fact, more 
than 70 percent of individuals who 
have misused or abused a prescription 
drug obtained them through their 
friends or family, sometimes by 
searching home medicine cabinets. 
Here are some tips to help curb 
prescription drug abuse in your family 
and community.

Keep Drugs Secure and  
Out of Reach
Medications should be stored in a 
locked area, out of children’s reach, 
with narcotics and other potentially 
addictive drugs stored in a separate 

secure location. If this isn’t an option, 

a lock should be added to the medicine 

cabinet and the key secured.

Don’t Share Medication
Not only is sharing medication with 

someone else illegal, but it could lead 

to dangerous drug interactions and 

serious side effects due to potential 

allergies and wrong dosages. 

Throw Out Expired or  
Unused Medications
Follow specific disposal instructions 

on the label, if provided. Another 

option is to mix the medication with 

an undesirable substance like coffee 

grounds, cat litter or sawdust, place the 

mixture in a sealable bag and dispose of 

it in the trash. Another option is to visit 

takebackday.dea.gov to locate nearby 

collection sites that safely dispose of 

prescription medications. Medication 

containers should be stripped of all 

personal information prior to placing 

them in the trash or recycling. 

Remembering these simple steps can go 

a long way to help protect your family 

and friends against prescription drug 

abuse. Happy cleaning!

Source: ExpressScripts

Express Scripts Advanced 
Opioid Management
The  
participates in the Express Scripts 
Advanced Opioid Management Program. 
This program provides FSBP members 
with education, proactive care, and safe 
disposal of opioids via a safe disposable 
bag. To learn more about this program, 
visit my.express-scripts.com/opioids.
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May is Mental Health Awareness 

Month, an opportunity for us to 

reflect on the effects COVID-19 has 

had on our mental health and well-being. 

Continued social distancing measures and 

the resulting economic recession have created 

lingering feelings of worry, isolation, stress, 

and anxiety for many. This is part of the 

reason we decided to continue our theme, 

Mental Wellness Leads to Better Physical 
Health in 2021. 

The statistics illustrated below haven’t changed 

much in the past 6 months. In fact, some of 

the numbers have increased. Mental wellness 

continues to be an important focus for us, so 

much so that it was the topic of the Keynote 

at our Annual Meeting held on March 5th.  

You can watch Dr. Rosenfarb’s excellent 

presentation on our site afspa.org/events.

As a Foreign Service Benefit Plan 

(FSBP) member, you have access to various 

programs that can help address emotional 

and behavioral health needs in a safe and 

confidential environment. These programs 

give you and your family the practical tools to 

improve your mental health, regardless of the 

situation you are dealing with. Take a look at 

just a few of the programs we offer that can 

help with various mental health challenges 

you may be facing.

May Is Mental Health Month
AbleTo 
A web-based video conferencing support program addressing the unique emotional and 

behavioral health needs of individuals learning to live with conditions like heart disease, 

chronic pain, type 2 diabetes, or life events such as losing a loved one or having a baby. 

How to enroll: Call 866-287-1802 or visit AbleTo.com/enroll. This program is available to 

members in the 50 United States.

Health Coaching Program
A telephonic program providing you and your covered dependents the opportunity to work 

one-on-one with a health coach on topics related to smoking cessation, weight management, 

diet and exercise, and stress management.

How to enroll: Contact a Health Coach at 855-406-5122 or 479-973-7168. Coaches  

are available Mon-Thu from 8am– 10pm ET and Friday from 8am– 6pm ET. You may  

also enroll online at enroll.trestletree.com (passcode: FSBP).

myStrength™
An interactive web and mobile application providing you and your covered dependents (age 

13 and older) evidence-based resources to help overcome depression, anxiety, and substance 

use disorder. 

How to enroll: Visit mystrength.com, select “Sign-up,” enter the access code “FSBP.” 

Telehealth Services for Mental Health
FSBP members living in the 50 United States have two options:

 1.  Teladoc® – You can talk to a psychiatrist, psychologist, and licensed clinical social worker 

(LCSW) by phone or video through Teladoc®. Services are covered at 100%. 

   How to enroll: Visit teladoc.com/aetna or call 855-Teladoc (855-835-2362) 

for more information.

 2.  You can visit any licensed psychiatrist, psychologist, and licensed clinical social worker 

(LCSW) or family therapist at an office visit, by phone or by video. These visits are covered 

at 90% of the Plan allowance for in-network providers and 70% of the Plan allowance for 

out-of-network providers. 

FSBP members living overseas can visit a psychiatrist, psychologist, and licensed clinical social 

worker (LCSW) or family therapist at an office visit, by phone or by video. These visits are 

covered at 90% of the Plan allowance.

For more information about our Mental Wellness Programs and other benefit 

coverage, please visit our website at afspa.org/fsbp or refer to the 2021 FSBP Brochure.  

31%

26%

13%

11%

Anxiety/Depression

Trauma/Stressor-Related Disorder

Started Or Increased Substance Use

Seriously Considered Suicide†

Mental Health Symptoms 
During COVID
During late June, 40% of  
US adults reported struggling  
with mental health or 
substance use.*

Source: CDC.gov
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Roughly a year has passed since the COVID-19 pandemic disrupted our lives. From the 

beginning, the Foreign Service Benefit Plan (FSBP) took swift measures to ensure 

that our members have access to the care they need. This includes making provisions in 

our benefit coverage.

Because the pandemic is ongoing, prevention and treatment continue to evolve. We 

encourage you to visit our website afspa.org to view our COVID-19 guidance, updates, and 

resources. For general information about vaccines and testing, visit the Center for Disease 

Control and Prevention’s COVID-19 webpage at cdc.gov/coronavirus. If you have questions 

about the vaccine or whether you should obtain it, please contact your healthcare provider.

Here is some information about FSBP’s coverage and how to seek care for the COVID-19 

vaccine and testing.

FSBP Coverage for COVID-19 Vaccines

Participating Pharmacy Non-Participating Pharmacy
COVID-19 vaccinations obtained at a participating network pharmacy 
are covered at 100% per Section 5(f) of the 2021 FSBP Brochure. 
The network pharmacy should submit a claim for payment directly 
to FSBP. FSBP members pay nothing. Find your nearest network 
pharmacy at www.express-scripts.com.

COVID-19 vaccinations obtained at pharmacies not participating in the 
network are covered at 100% of the billed charges. FSBP members 

charged. No letter of explanation is needed for a COVID-19 vaccine 
claim obtained at a non-network pharmacy. The claims submitted to 
FSBP must contain all the elements outlined in Section 7 of the 2021 
FSBP Brochure for processing. 

Administered Overseas
COVID-19 vaccinations obtained from a non-pharmacy provider will 
be covered at 100% of the billed charges for both adults and children. 
The coverage for this vaccine will be the same for both in network 
and out of network providers according to the current regulations. If 
the provider requires you to pay for the vaccine at the time of service, 
submit a claim to the Plan for reimbursement. Please make sure your 
claim submission includes all the elements outlined in Section 7 of the 
2021 FSBP Brochure. 

Vaccines obtained outside the United States will be reimbursed at 
100% of billed charges. 

FSBP Coverage for COVID-19 Testing

In the 50 U.S. Outside the 50 U.S.
The  will 
continue to pay 100% of charges for all  
FDA-approved tests conducted in the U.S. 

The Plan will continue to pay 100% of charges for locally approved Coronavirus (COVID-19) 
tests conducted overseas. Any claims you submit to the Plan for reimbursement should 
contain all the elements outlined in Section 7 of the 2021 FSBP Brochure. 

FSBP Telehealth FSBP Telemedicine
Video/telephone conference through 
Teladoc® and/or vHealth (Worldwide)

Secure video/telephone conference  
with established provider or PCP

U.S. Overseas
In-Network Out-of-Network

U.S. and Overseas U.S.

FSBP
telehealth services 
through Teladoc. 
These services 
are covered at 
100%
coverage details 
and information 
to access these 
services in Section 
5(a) and 5(e) of 
the 2021 FSBP 
Brochure.

FSBP
telehealth services 
through vHealth 
(Worldwide). 
These services 
are covered at 
100%
coverage details 
and information 
to access these 
services in Section 
5(a) of the 2021 
FSBP Brochure.

FSBP covers 
90% of the Plan 
allowance for in 
network providers 
and providers 
outside the 50 
United States.

Subject to calendar 
year deductible. 

FSBP covers 
70% of the Plan 
allowance for 
out of network 
providers.

Subject to calendar 
year deductible.

What’s the Difference Between 
Telehealth and Telemedicine 
Coverage?

hile telehealth technology is not new, the demand for 

this type of service increased because of the COVID-19 

pandemic. Since then, the Foreign Service Benefit Plan 

(FSBP) has sought to provide additional means for continued 

remote access to primary care providers and specialists — 

including mental and behavioral health.

As a member of FSBP, you have access to telehealth and 

telemedicine services, but what’s the difference between the 

two? When you are utilizing services from Teladoc® or vHealth 

(Worldwide), we (FSBP) refer to this as a “telehealth” visit. 

When you consult with an established provider or primary 

care physician (PCP) for clinical services virtually (via secure 

video conference or by telephone) we (FSBP) refer to this as a 

“telemedicine” visit. Take a closer look at how the two services 

differ in terms of benefit coverage with FSBP.
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Focus on Partners
Struggle With Back or Joint Pain? Introducing  
a new  
through our Pain Management Program!

Ask Questions to Help Avoid Misdiagnosis

QUESTION: How many of us suffer from 

some level of shoulder, back or knee pain?

ANSWER: The majority of us.

Musculoskeletal (MSK) conditions were in the 

Foreign Service Benefit Plan (FSBP)’s 2020 

top five diagnosis categories. This is not a new 

trend, but certainly a concerning one. And 

given the constraints COVID-19 places on our 

activities, this trend will only grow. 

FSBP understands that pain is real, and our 

goal is to meet members where they are, 

especially during our pandemic-related home 

confinement. Several years ago, we implemented 

our Pain Management Program — a program 

for members with chronic pain that guides 

them through non-pharmacologic modalities 

in an attempt to avoid opioids. So, when 

we learned about Hinge Health, a no-

cost virtual exercise and physical therapy 

program, we jumped at the opportunity to 

offer it to our members.

Those interested in Hinge Health must first 

complete an online screening to confirm they 

are clinically appropriate for enrollment. 

Once enrolled, you will be connected with a 

personal health coach who will be with you 

every step of the way. Members also will 

receive the Hinge Health Welcome Kit, which 

includes a tablet computer and wearable 

motion sensors that will guide you through 

the exercise therapy program your health 

coach tailored to your needs. 

Initially, this program is offered to eligible 

members within the U.S. An international 

rollout is planned for late 2021 or 2022. 

Participants will be automatically enrolled in 

our Pain Management Program.

If you have questions about Hinge Health, call 

(855) 902-2777 or email hello@hingehealth.com. 

If you would like more information about 

FSBP’s Pain Management Program, please call 

800-593-2354. Our Care Managers are available 

to assist you Monday–Friday from 6:00 a.m. – 

5:00 p.m. Mountain Standard Time.

One of doctors’ most important skills is listening. But if you do not have 

an in-depth, open conversation with them, it can increase your risk of 

misdiagnosis or inappropriate care. 

To lower that risk, ask these questions:

 What could be the underlying cause of my symptoms? 

Rather than asking what your diagnosis is, ask about the 

possible causes of your symptoms. This starts a broader 

discussion that isn’t limited to a single diagnosis.

     What tests could narrow down the cause of my 

symptoms? Ask if there are any tests that could provide 

more information by ruling out unconsidered or less 

common causes for your symptoms. 

What is the range of treatments I should consider? 

Ask about all possible treatments, from the least impactful 

(change in diet or activity or physical therapy) to higher 

impact options like medication or surgery. This information 

may help you make a more informed decision.

 What outcome should I expect? It’s important to 

understand what the likely outcome of your treatment will 

be. You may think that after back surgery you’ll feel 100% 

better, while your doctor’s definition of success is a small 

improvement in range of motion or reduction in pain.

 What are the potential side effects or impacts on my 

quality of life? Knowing a treatment’s side effects can help 

you decide if symptom relief is worth a possible decrease in 

quality of life.

 What clinical evidence supports this treatment? There 

should be evidence from double-blind clinical studies. For 

example, if you’re considering stem cell-based treatment for 

knee pain, ask what studies have been done that show the 

treatment as effective and safe.

The Foreign Service Benefit Plan (FSBP) has partnered with 

PinnacleCare to offer personalized support for FSBP members. If you 

are diagnosed with a qualified complicated medical issue, PinnacleCare 

can assist. This specialized program can connect you with experts to 

evaluate your diagnosis — at no cost to you. 

To learn more about PinnacleCare, call FSBP’s Clinical Team at  

800-593-2354 or visit afspa.org/fsbp/pinnaclecare.

The average Hinge Health 
participant reports 
reducing their pain by 
more than 60 percent.

“ Ask about all possible treatments, from 
the least impactful (change in diet or 
activity or physical therapy) to higher 
impact options ...”

*This program is available to FSBP Members and dependents 18 years and older within the U.S. Medicare Part B enrollees are not eligible.
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Keeping Your Medications 
Safe — And on Time
Recently, there’s been a lot of press coverage about mail-system delays.  Any delay is 

of great concern to the Foreign Service Benefit Plan (FSBP) members who rely 
on us and Express Scripts (FSBP’s Pharmacy Benefit Manager) to get medications 

to them where and when they need them.
Express Scripts (ESI) dispenses more 

than 100 million adjusted prescriptions 
each year from four automated pharmacies 
across the United States. The depth and 
scale of that experience allows them 
to carefully plan for, and navigate, any 
potential disruption. They have weathered everything from the current global 
pandemic, to supply disruptions, to destructive storms, to the grounding of flights 
after September 11, 2001, by relying on technology and careful business planning.

This careful planning has allowed ESI to continue serving our members without 
any unusual delays despite reported issues with our valued delivery partner, the 
U.S. Postal Service (USPS).   However, they also partner with virtually every national 
and international delivery carrier to get medications to members’ homes, where safe, 
allowable and appropriate, regardless of where you are in the world.

Keeping our members — and their 
medications — safe
Here are some ways ESI ensures your medications 
arrive safely and on time:

• Their automated technology allows for 
seamless transfer of prescriptions between 
their four pharmacies to optimize the 
dispensing process and navigate potential 
disruptions, such as a storm.

• For temperature-sensitive prescriptions, 
their proprietary software calculates the 
temperatures along the route and at the 
destination, then determines how many 
cooling packs and type of insulated coolers 
are needed. This special packaging ensures 
that the medications stay within a safe 
temperature range — even if the package is 
sitting outside for several hours after delivery.

• To serve our members without any disruption, 
they maintain daily contact with delivery carriers to track potential severe storms or 
other issues and adjust shipping methods accordingly.

If you have concerns about shipments, you can call ESI’s Patient Care Advocates any 
time, day or night, every day of the week, at 800-818-6717. For those living or traveling 
abroad, contact the Express Scripts’ Expatriate Team via phone at 1-877-846-3630 or 
email at ExpatriateProcessingGEN@express-scripts.com.

A word about cost: 

Reminder: The Price a Medication Tool can be found under the Prescriptions Menu.  

Find pricing and coverage information for both brand and generic medications 
at home delivery or from a retail pharmacy, as not all retail pharmacies offer 
the same pricing. You can access information about the cost savings afforded by 
generics, if available, and plan-preferred medications (preferred alternatives). Drug 
information, including appearance, is available by clicking drug names. 

In 2020, Express Scripts shipped 
6521 temperature-sensitive 
medications to FSBP members  
all over the world.

Personalize your Express Scripts’ 
online experience every time 
you log in. Your personalized 
message can allow you to easily:

 Check order status
 
  Enroll in and manage 

  Find a convenient, in-network 
pharmacy
 Price a medication
  Review important messages 
that help manage your 
account and health
  Access all other areas of the 
website

Shanghai International 
Medical Center (SIMC)
The  (FSBP) is proud 
to consider all overseas providers as in-network. To 
further simplify international care, FSBP has Direct 
Billing Arrangement (DBA) relationships with over 200 
health care providers and facilities across the world. 
If you receive care from a DBA provider, the only 
expense you may be responsible for is your deductible 
and/or coinsurance and any non-covered services. 
DBA providers bill us directly and we pay the provider 
for covered services.  

We want to shine a “spotlight” on one of 
our most recent DBA partners, Shanghai 
International Medical Center (SIMC) in Shanghai, 
China. This partnership was established on 
September 25, 2020.

SIMC is an 

international hospital 

that was established 

in 2014 and is in 

the Shanghai International Medical Zone of Pudong 

New District. SIMC offers a comprehensive range of 

premium services and features including:

   500 hospital beds 

  5 Centers of 

Excellence

  10 labor delivery 

recovery units

  16 operating rooms, critical and intensive care 

units, executive health screening facilities and 

other ancillary services

SIMC cooperates with over 2,000 specialists from 

top-class national hospitals renown throughout 

Shanghai. They were appointed by the Shanghai 

Health and Family Planning Commission as the 

physician’s multipoint practice pilot.

FSBP’s DBA with SIMC is for inpatient, accidental 

injury, complete maternity care, and routine 

annual physical exam. Members pay no deductible. 

FSBP pays 100% for these covered services.

For more information about FSBP’s Overseas DBA 
Partners, visit our ‘Overseas Partners’ tab on our 
website at afspa.org/fsbp.
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AFSPA Staff in Action
The Open Season webinars and Annual 
Member Meeting provided me numerous 
occasions to answer questions about 
AFSPA programs. These were great 
experiences, and I am glad for the 
continued opportunity to provide 
member guidance with this column. 

Q:  I submitted my FSBP claim through the Member 
Portal two weeks ago. Why have I not received my 
reimbursement yet? 

A: Claims status, and by extension the processing time, is one of 

the most frequent reasons members contact us. While your claim 

appears immediately on your Member Portal, it will not appear in the 

Aetna secure member website until its processing has been finalized. 

There is not much information available to you (or us) until then. 

 On average, claims are adjudicated in 15 business days, but here are 

some components that can affect processing time:

• Missing information – We cannot begin processing a claim until 

all required information, such as medical documentation or the 

date of service, is received. 

• Human processing – Close to 60% of our claims are auto-

adjudicated, meaning a claims computer system completely 

manages the processing. However, all overseas claims and many 

alternative benefit claims must be manually processed. Our 

processors are experienced and excellent at what they do, but it 

still takes time. 

• Codes – We do not require members to submit codes with 

overseas or alternative benefit claims. However, they are still 

necessary for processing. Much of the time processors spend on 

a claim is dedicated to locating and entering these codes. 

• Translation – Certain medical terms need to be translated from 

their original language and may require outside translation. 

Depending on the amount and complexity of the translation, it 

could add between a few to several days to the processing time. 

• Mailing times – The fastest way to submit a claim is through our 

secure Member Portal at myafspa.org. The fastest way to receive 

reimbursement is through electronic funds transfer (EFT). Sign 

up today at www.AFSPA.org/FSBP/eft. 

Q: Last year, telemedicine was covered at 100%. However, 
I’ve learned that you are only paying the 90/10 or 70/30 

A: I’ll begin by referring you to page seven of this newsletter for an 

explanation of the difference between telehealth and telemedicine. 

Telehealth visits through Teladoc and vHealth (Worldwide) remain 

covered at 100%, per the terms of the Brochure. This was the 

approved and published benefit for telehealth in 2020 and remains 

unchanged in 2021. 

 In contrast, telemedicine — with the exception of behavioral health 

treatments for members located outside the U.S. — was initially not 

covered in 2020. This was a specific exclusion in the FSBP Brochure. 

But at the onset of COVID-19, we recognized our members’ needs 

and waived the exclusion as part of our emergency response, 

providing 100% coverage for telemedicine visits. This benefit change 

applied to both in network and out of network providers through the 

end of 2020. 

 Last year, we worked with OPM to officially remove the telemedicine 

exclusion in 2021. Now when your provider uses a HIPAA-compliant 

video-call platform, telemedicine visits are considered a covered 

benefit. Its coverage, located in section 5(a) and 5(e) of the 2021 

Brochure, matches that of in person benefits: after the calendar-year 

deductible, the Plan pays 90% of the Plan allowance for visits with 

in-network providers and providers outside the 50 United States, and 

70% of the Plan allowance for out-of-network providers. 

INGREDIENTS
1–2 tablespoon olive oil

1 onion, diced

1 red bell pepper, diced

1 cup rice (leftover rice works great here!)

1/2 cup kimchi, chopped

1 can black beans, rinsed, strained

salt to taste (I use 1/2 teaspoon)

1–2 scallions, chopped

1/2 cup to 1 cup shredded cheese or meltable vegan cheese.

optional garnishes: hot sauce (or sriracha ),  sour cream or vegan 
sour cream, cilantro.

3 to 4  10-12-inch tortillas, warmed or lightly toasted until soft 
and pliable.

INSTRUCTIONS

In a large skillet, heat oil over medium heat. Saute 

onion and bell pepper until tender, about 4-5 minutes. 

Add rice, kimchi and black beans, stirring to combine.

Season with salt and scallions.

Taste, making this spicier if you like (add sriracha or 

chili garlic paste) or add more chopped kimchi.

Add cheese to the pan and gently melt, stirring for 

about one minute until melty and stringy.

Divide filling into the center of the warm tortillas, feel 

free top with sour cream, hot sauce, cilantro and wrap 

up into a burrito.

Serve immediately!

Hannah Wohlfahrt, Jr. Communication 
Coordinator, Employed at AFSPA 5 monthsST

A
FF

 R
EC

IP
E Kimchi Burritos

Vegetarian Kimchi Burritos! A 20-minute dinner recipe, loaded up with healthy 

veggies, black beans, leftover rice and flavorful kimchi! Easy and delicious! 

FULL of flavor!

Author: Sylvia Fountaine – Prep Time: 10;  Cook Time: 10;  Total Time: 20 

minutes;  Yield: 3-4;  Category: main, vegan, vegetarian;  Method: stove-top;  

Cuisine: Korean; Diet: Vegetarian
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“To me, mental wellness means being balanced and at 
peace. Some of the activities that help me stay at ease 
include cooking, praying, meditating, doing yoga, breathing 
exercises, reading, and taking nice relaxing baths. At nights, 
I try to limit my screen time and make sure I get enough 
sleep. For me, doing these things help reduce undue stress so 
I can stay positive and productive for myself and my family. 
Because I am teleworking, I make it a point to separate “work 
and home.” When I am done with work, I do not return to my 

workspace at home. Lastly, I am also aware of the quality time that I spend with my son. I 
continue to have conversations with him to see how he is coping, and I always make sure 
that he knows I am available to provide positive reinforcement, when needed.” 

Tarra Johnson |  HR Generalist, Employed at AFSPA 1 year 

“ For me, mental wellness is rooted in awareness. If we take 
the steps to understand how our minds work and how 

then take the necessary steps to keep ourselves mentally and 

own unique balance of factors that help keep them positive, 
self-assured and happy.” 

Karina Solis |  Jr. Communication Coordinator,  
Employed at AFSPA 5 months  

 Mental Wellness 

PRAISE  FOR  Igor Cherevko 
Dear Ms. Jakub: 

I wanted to write you to thank you for Igor Cherevko going above and beyond 
to help me as an AFSPA member. I was so impressed with the professionalism 
and positive customer focus of Mr. Cherevko. He proactively kept me informed 
of the status of my request, reached out to me to make sure I understood 
what was going on, and used his excellent communication skills to guide me 

Absolutely fantastic professional.

AFSPA and skilled and dedicated professionals like you and Mr. Cherevko 
have helped me to reach my goal of staying as healthy as possible during the 
pandemic. I am very thankful to both of you.

MICHAEL BURKLY  

 We recognize that many of us are continuing to take precautions 

because of COVID-19. As a result, this change was not made 

because we believe the pandemic is over, it was made during 

negotiations with OPM to secure continued telemedicine coverage. 

Q: I have heard that there are surprises coming with 

FSBP coverage? 

A: An omnibus spending bill signed into law in December 2020 

contains numerous financial provisions, including the No 

Surprises Act. Many of the regulations that will govern those 

appropriations will be finalized in the months ahead, with the 

bill taking effect on January 1, 2022. 

 No Surprises Act protects patients against surprise balance 

billing on excessive charges in three scenarios:

• Emergency services;

• Ancillary services at an in-network facility by out-of-

network providers; and 

• Air ambulance services.

 FSBP has protected its members from surprise billing for years. 

You may have heard us talk about ERAP and HAIRPEN, acronyms 

for the provider categories that most often issue surprise bills. 

Most recently, we partnered with Aetna to implement the National 

Advantage Program (NAP) which includes a comprehensive 

process for negotiating with providers who may surprise bill. 

 Our efforts combined with the new federal law are in place 

to protect you. If your provider bills for an amount above the 

member liability found on your explanation of benefits (EOB), 

please contact us. Our goal is to remove you from the middle to 

allow you to focus on your health. 

Thank you for your loyalty. I truly enjoy hearing from you. If I can 

help in any way, just ask: kyle.longton@afspa.org. 

It has been a whole year since the COVID-19 pandemic forced AFSPA, 
and so many other businesses to move service to a virtual environment.  
Luckily, we had a Business Continuity Plan in place which allowed us 

to change our operations within days. While COVID-19 has changed 
the way we do a lot of things,  it hasn’t changed AFSPA’s dedication to 
our members. Even from a distance, our staff continues working hard to 
provide the high level of service our members have come to expect. 

Working remotely hasn’t hindered our ability to connect with you 
over the phone. In 2020, we lowered FSBP members’ average hold 
time to 20 seconds. Our call abandon rate (the rate at which members 
disconnect the call before reaching a live voice) dropped to 1 percent. We 
answered member emails in an average of 3 days. We value all phone and 
email interactions with our members and want you to feel confident in 
your ability to reach us when in need of assistance.

AFSPA’s focus is and always will be the wellbeing of our members. 
Whether it is at the office or from home, we work diligently to support 
you through this uniquely challenging period and beyond. 

National 
Wear Red Day

AFSPA staff, even while working remotely, got in the spirit by wearing 
red to help raise awareness about cardiovascular disease. This important 
observance was shared throughout our social media channels (Facebook, 
Instagram, LinkedIn, and YouTube). Follow us!  
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Like us on Facebook!         AFSPA: facebook.com/afspacares
SENIOR LIVING FOUNDATION:  
facebook.com/seniorlivingfoundation

WE'RE NOW ON INSTAGRAM! 
FIND US @afspacares

afspa.org

® ®

We encourage you to visit a CVS® HealthHUB® location near you. CVS® HealthHUB® offers an expanded range of health 

services and wellness products for everyday care and chronic conditions — all in one place.  The services range from 

dietitians and DME specialist on staff to help manage your health and answer questions, to education and fitness classes 

such as Yoga and Zumba — and, of course, provide prescriptions. These HUBs are a great community resource and 

provide convenient options for care, closer to you and your community. CVS Health plans to open as many as 1,500 new 

HealthHUB® locations by the end of 2021. Health services may vary by location. Check your local store for details. 

To find a CVS HealthHUB® location near you visit cvs.com/healthhub.

CONNECT WITH US 
linkedin.com/company/afspa
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