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FAQ / ANSWERS FOR EXISTING POLICYHOLDERS 

ON IMG PLANS

Good Neighbor Insurance corporate website: https://www.gninsurance.com/ / https://www.gninsurance.com/gmmi/ 
Email Karen with questions at karen@gninsurance.com or our service email at info@gninsurance.com 
INTERNATIONAL HEALTH / TRAVEL INSURANCE BROKER

Good Neighbor Insurance, Inc.

690 E. Warner Road, Suite 117

Gilbert, AZ 85296   USA

480-813-9100

866-636-9100 / toll free

480-813-9930 / fax

Meet your Good Neighbor team: https://www.gninsurance.com/meet-team-good-neighbor-insurance/ 
Your GNI Team: 
Owners:          Doug Gulleson

           Jeff Gulleson 

Manager:         Karen Bellas (individual/team)
Specialists:    Tracy Winters

         Jan Fisher (claims specialist)
IMG EMERGENCY CONTACT PHONE: 1-800-628-4664 or

1-317-655-4500 
(Call collect if necessary)
IMG Medical Concierge for USA only: Telephone (USA): 1-877-654-6229
(You may want to print and post this page on your refrigerator for quick reference)

PART ONE: INTERNATIONAL MEDICAL GROUP’S (IMG) INFORMATION
Akeso Care Management (ACM), a wholly owned subsidiary of IMG, performs most of the services you will need.  A medical doctor and staff of registered nurses are on call 24/7/365. The phone numbers listed on the insurance ID card ring into their offices, 1-317-655-4500.  The website is www.akesocare.com.  A link to their services is available in the Current Clients section at www.imglobal.com and on the MyIMG account (see below). 
MyIMG – a great resource for current clients
YOU CAN VIEW ALL OF YOUR CLAIMS THAT HAVE BEEN PROCESSED THROUGH YOUR “MyIMG” website link! Each family member has their own account. The accounts are not linked. This service is found at IMG’s website: www.imglobal.com. At the top of the home page, click on the link entitled ‘Login to MyIMG’. 
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If you are a first-time user of MyIMG website, please click here to go to the New User Registration website. Once registered, you will have access to your documents, completed claims (EOBs), frequently asked questions, printable ID cards, pre-certification and renewals. Each member of the family will need their own MyIMG account.
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	The IMG website provides a variety of services online. You can search the independent U.S. Preferred Provider Organization network for a doctor or hospital, find forms, view your coverage description, update personal information, and initiate pre-certification or renewal of your coverage. In addition, you can search a database of international doctors and hospitals by country, physician and/or specialty (IPA). You can also reprint insurance cards, claim forms and request visa letters. 


Locate a Provider:
You can search the independent U.S. Preferred Provider Organization (First Health Network and United Health Care) networks for a doctor or hospital, or a database of international doctors and hospitals by country, physician and/or specialty. Click Here  
eDocAmerica:

You also have access to eDocAmerica giving you 24/7 access to physicians and other medical professionals to answer your medical questions.

IMG is always striving to meet the needs of our insured members.  You may now access the premium paid receipt 24/7you’re your MyIMG account.  Once logged in, the receipts are available by clicking on “View Payment Data”.  The receipt will appear as a PDF document and can be either saved or printed at this point. 

PART TWO:  PRE-CERTIFICATION

You will not need to call IMG for every medical situation in order to go see a medical facility but certain medical procedures must be pre-certified to avoid a 50% reduction in benefits paid.  Please note, inpatient medical attention or hospital stays do need to be pre-certified as well as inpatient or outpatient surgery.  Please refer to your certificate of insurance for a full list of medical procedures that need to be pre-certified. Pregnancy must be pre-certified for full benefits.
Pre-certification can be initiated online in your MyIMG account or by calling ACM.  Pre-certification Coordinator number is 1-800-628-4664, option #2; or 1-317-655-4500, option #2 or email: acm@imglobal.com
Emergency Pre-certification must call within 48 hours after admission. A provider, family member, friend or you can do the Pre-certification. 
PART THREE:  RENEWALs

Going forward, the expatriate plans (GMI and GMMI) will automatically renew in 2019. If you will not want to renew, inform IMG that you will not be renewing at least 10 days before your scheduled expiration date.

For the travel (Patriot/Outreach) and student policies (Patriot Exchange, Student Health Advantage), IMG will send out a link to allow you to extend your coverage online. If you do not renew before your policy expires, you will have to purchase a new policy to continue coverage.
PART FOUR:  CLAIMS
Claims should be submitted within 90 days of the service date. Once claim has been submitted allow 30 business days for processing.

IMG has now instituted online Claims submission. This can be done through your MyIMG account.

Video on how to submit claims online:  Please go to https://www.youtube.com/watch?v=4PFHozHPOmw&feature=youtu.be&hq_e=el&hq_m=3243476&hq_l=4&hq_v=34261e8808 

to learn how to submit your claim(s) online. 
Claims email address: customercare@imglobal.com (make sure the subject line has the word “Claims” in it).

For claims questions, call IMG: In the US: 1-800-628-4664               Outside the US: 1-317-655-4500 (you may call collect)
Always submit your claims to:

International Medical Group®

2960 N. Meridian Street or P.O. Box 88500

Indianapolis, IN 46208-0500 (USA)
Or FAX: 1-317-655-4505

Always complete a claim form for each occurrence outside and inside the United States, making sure that each section is completed and signed.  If you have paid the expenses and IMG is reimbursing you (instead of the physician or hospital), indicate the address the check is to be sent to. This is very important and will cut down on the mail delay in getting your money to you. 

For Overseas claims:


Gather as much information as possible from the provider or hospital.  If you are submitting the bills yourself, any medical notes or medical records from the hospital would be helpful. If the hospital is located in a different city, you may have difficulty in retrieving the records yourself after you leave. If the hospital is submitting the bills, ask them to send the medical notes with the claim. This information will also expedite the claims processing and alleviate most of the questions regarding your treatment.
Direct Payment to Providers:  In many cases IMG works directly with the hospital or clinic, including those outside our independent Preferred Provider Organization, for payment of eligible medical expenses. To file a claim, complete the Claim Form and submit it with copies of original itemized bills. In this case, you will be responsible for your deductible, coinsurance amounts, and non-eligible expenses. You can also use IMG Interactive Claim Form (123 kb). Microsoft Word is required to use the interactive form. You must still print the completed form and sign by hand.
Reimbursement: If you have received treatment and need to be reimbursed for out-of-pocket medical expenses, complete the Claim Form and submit your original itemized bills and paid receipts (after making copies for your files) within 90 days. You will be reimbursed for your eligible medical expenses after applying the deductible and coinsurance, if applicable. Please remember to submit your bills and receipts as soon as you receive them. Do not hold them until the end of the year. IMG will apply eligible medical expenses to your deductible and coinsurance throughout the year. Please allow 30 business days for claims to be processed.
Pending Claims:  Pending EOBs for claims are mailed to address on record, they are not yet available online until completed.

Claims Challenges:  Should you ever need help with getting a claim resolved, please do not hesitate to contact us here at doug@gninsurance.com. We would need to have a signed privacy release form on record with IMG for them to be able to discuss your claims with us. 

Claims Appeals:  An appeal must be submitted within 60 day of the dated Explanation of Benefits (EOB). State clearly in a letter why you want IMG to reverse their decision and include supporting documents and information for your appeal. Send the appeal letter to customercare@imglobal.com  Attn: Claims Department – Appeal. It can take up to 90 business days for a decision by IMG after receipt of an appeal.
PART FIVE​​:  USING IMG in U.S. 
USA Medical Concierge Service

The Medical Concierge Service is a service of IMG which helps you navigate the US healthcare system to identify the highest quality, most cost-effective providers for scheduled in-patient and certain out-patient treatments The Medical Concierge can give you important information to help you choose your medical provider, including information on the number of procedures performed by the highest quality providers, the reported quality of the outcomes, the cost of the Treatment and other important information. Using the Medical Concierge Service will give you the ability to choose a Physician, other healthcare provider or Hospital from a list of high quality, yet competitively priced providers within the geographical area where you are located.
Special Benefit When Using the USA Medical Concierge Service
When you obtain Treatment from a healthcare provider or Hospital choosing by the use of our Medical Concierge Service, irrespective of whether the provider is within the US PPO Network – The Company will:

1) Reduce by 50% the Deductible applicable to such claims, to a maximum reduction of $2500; and

2) Waive any and all Coinsurance applicable to such claim.

In order to qualify for these enhanced benefits, the Insured must contact the Company immediately upon the recommendation by a healthcare provider that the Insured Person seek any of the following Treatments:

In-Patient Treatment or Surgery in Hospital

Out-Patient Surgery

CAT and MRI scans, Echocardiography, Endoscopy, Gastroscopy, Colonoscopy and Cytoscopy

Home nursing care

Care in a hospice, Extended Care Facility or rehabilitation facility

Receiving Covered Transplant Treatment or supplies

Contact the Company as soon as possible PRIOR to the scheduling of Treatment as follows: 877-654-6229 (Toll Free within the USA)

or Email: mcs@akesocare.com
PPO network in the U.S. is First Health Network or United Health Care
All New Expat policies will be United Health Care

Check the logo on your medical ID card to know the appropriate PPO to use. The PPO directories are updated on a routine basis; however, changes may be made between updates. To ensure that the physician you have selected is in the network, please contact the physician's office to confirm his/her participation. 
To make sure you are using in-network doctors you can check on this website to double check: www.imglobal.com/clients/ppo_search.  You may use any medical facility overseas/outside the USA. Your USA network will be First Health Network (travel plans) or United Healthcare (expatriate plans).  Using your in-network medical staff means a big savings for you.  Your deductible is cut in half and no co-insurance is needed if you use your PPO in the USA.
Prescription Coverage

One of the attachments (electronic) or documents (mail) that you receive when you receive your first confirmation is something called “Inserts”. On page 4 of that document is Prescription discount card that you may use in the U.S. Beyond that, prescriptions for eligible medical expenses are covered at 100% after the deductible has been met.
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