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KAIROS NETWORK CHANGE FAQ 
For Participants 

 
In November of 2020, the Kairos board approved a change in Kairos’s network from Blue Cross Blue 
Shield of Arizona to UnitedHealthcare, with UMR as claims administrator. This change will take 
effect at the start of the new policy year, on July 1, 2021.  
 
We’re really excited about this change and hope you are too! To help make this a smooth transition, 
we created this FAQ document to answer some of your questions. We’ll be adding questions and 
answers in the coming weeks and months, and will be communicating about the change in many 
other ways, too.  
 
Of course, if you want to talk to the Kairos team directly, give us a call at 888.331.0222. We’ve got 
you covered! 
 

GENERAL 
 

1. What’s this change mean for me? 
 
First and foremost, nothing about your relationship with Kairos is changing. We’re still here, right 
where we’ve always been, and we’re not going anywhere. A few program changes will be 
happening, though: 
 

• a new provider network and claims payor/processor; 
• new ID cards for everyone, which you’ll receive before the new plan year starts; and 
• new telehealth services through Teladoc. 

 
2. Will our medical plans be changing? 

 
We’re not making any changes to our medical plans this year. There are some other plan 
changes happening, though, which will be discussed during open enrollment.  
 

3. Will the network change cost us more money? 
 
No. Kairos is a self-funded employee benefits pool, so contributions will be determined 
independently of this change and will be based on actual claims experience. 
 

4. Are the customer service operation hours changing? 
 

Kairos’s hours will be the same—we’ll still be here when you need us most. A great 
enhancement that comes with this change, though, is that UMR’s customer service team is 
available 24 hours a day, 7 days a week. So if, for example, you have a coverage issue over the 
weekend, you can now get immediate help.  
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NETWORK 
 

1. Is my provider in-network?  
 

We’ve crunched the numbers, and there’s greater than 99% provider overlap between the old 
network and the new one. To find out if your specific provider is in-network, follow these simple 
steps: 
 

• Go to www.go.umr.com/KairosHealthArizona.  
• Click on the "Find a provider" button. 
• Begin your search. 

 
2. What if my provider isn’t in-network? Can you do anything about that? 
 

Our team will address these situations on a case-by-case basis. If important providers are 
missing from the network, we may be able to help. While we can’t make any promises, we 
encourage you to call us with specifics. 
 

3. I already started treatment with my current provider, and I don’t want to switch. What do I 
do? 
 
First, start by checking to see if your provider is in-network. If not, again, give us a call, and we 
can talk to you about what’s known as “transition of care” (that’s just a fancy phrase for making 
sure you’re getting the best care possible even as the network changes). 
 

4. Speaking of network, does UMR have a PPO or HMO network? 
 

It’s a PPO network, similar to our current set-up. The network is referred to as the 
UnitedHealthcare Choice Plus Network and offers national access to a wide array of providers.  
 

5. How many providers are in the network?  
 

As of November 2020, there are 658,000 physicians and 5,711 hospitals in-network nationwide.  
 

6. Can I leave Arizona and still have in-network coverage?  
 

Yes! There’s network access throughout the country.  
 

7. Is Mayo Clinic still in-network? 
 

Yes, it is! 
 
8. Is my prescription coverage changing? 
 

Nope. Kairos’s prescription coverage will continue to be offered through MaxorPlus. 
 
 
 
 
 

https://go.umr.com/KairosHealthArizona
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9. Can I contact Kairos and UMR before the new plan year with questions about network
providers and/or coverage?

You sure can. Kairos member services reps will be available, just as we’ve always been. Give us 
a call. Or, if you have provider questions, you can contact the UMR pre-enrollment line at 
844.212.6811 (note: all other inquires should come to Kairos).

COVERAGES 
1. Will telehealth still be available?

Of course. Telehealth will now be available through Teladoc and will cover the same services as
before—general medicine and behavioral issues—along with dermatology services, too. Even
better, Teladoc allows the convenience of telephone visits—which aren’t available through
BlueCare Anywhere.

You can check out the Teladoc website here: www.teladoc.com.

2. Will Kairos still offer wellness services? If so, what can you tell us about them?

Yes, Kairos will still offer wellness services. Here’s just some of what you can expect for
2021/2022:

• preventive services covered at 100% with no age restrictions;
• onsite events for flu shots, biometrics, and mammogram screening (if offered by your

employer);
• a maternity program with a $25 reward for completion;
• condition care programs for things like asthma, health failure, diabetes, heart disease,

hypertension, COPD, and depression, with a $100 reward for completion;
• Kairos and UMR case management programs and advocacy;
• online health center tools;
• telehealth services for medical, behavioral, and dermatological issues; and
• assistance programs for work-life, financial, and health issues.

http://www.teladoc.com/

