Start Shield Terms of Service

Start Shield Overview

Start Shield is a medical bill advocacy and assistance program designed to help members manage
large or unexpected medical bills. Start Shield operates as a service that helps members review,
negotiate, and resolve balance bills, and in some cases may provide discretionary financial
assistance.

Start Shield exists to reduce the stress and financial disruption that can come from receiving
large medical bills, especially when charges are higher than expected or difficult to navigate
alone.

How Start Shield Works and How It Helps Protect You

Start Shield focuses first on advocacy and negotiation. When a member receives a large or
unexpected medical bill, Start Shield can review the bill, identify potential issues, and work
directly with providers to negotiate charges on the member’s behalf. In many cases, advocacy
alone can significantly reduce what a member owes.

If assistance is approved after advocacy efforts, Start Shield may also provide discretionary
financial help to further reduce the remaining balance. Financial assistance is secondary to
advocacy and is not guaranteed.

To help ensure fairness and sustainability, Start Shield uses internal reasonableness standards
when evaluating assistance. These standards may include objective benchmarks such as
Medicare-based pricing. In general, assistance will not exceed an amount benchmarked to no
more than 150% on top of our baseline fixed benefit amount of the applicable Medicare rate for
the services involved. These benchmarks are used internally and do not represent a promise or
guarantee of payment.

Enrollment

Enrollment in Start Shield provides members with access to medical bill advocacy services and
eligibility to request discretionary financial assistance if they experience a large or unexpected
medical bill.

Enrollment does not guarantee payment or a specific outcome. It simply ensures that if a
qualifying situation arises, the member’s case can be reviewed, negotiated, and supported by
Start Shield.



Eligibility for Start Shield Assistance

Members may request Start Shield assistance when they receive a large or unexpected balance
bill. Eligibility for assistance is determined case by case and is not automatic.

Eligibility Requirements

Except as described below for emergency care, Start Shield assistance for planned or scheduled
services requires advance notice through a pre-bill submission or phone call prior to receiving
care.

For planned procedures, including but not limited to surgeries and elective services, a pre-bill
must be submitted in advance to be eligible for Start Shield consideration. This allows Start
Health to review the anticipated charges, provide guidance, and engage with providers ahead of
care.

Emergency care is eligible for submission after treatment.
Emergency Care Exception

Emergency services are treated as eligible for Start Shield review regardless of provider
participation status, recognizing that members often cannot choose providers in emergency or
urgent situations.

Emergency care is defined as treatment for a sudden, serious medical condition where immediate
attention is required to avoid severe harm or death, and you cannot reasonably choose a provider
in advance.

Case-by-Case Review Factors
In reviewing assistance requests, Start Shield may consider factors such as:

The size and nature of the medical bill

Whether charges appear excessive or unreasonable

Whether services were eligible via a pre-bill submission or involved emergency care
The type and severity of the medical situation

Opportunities for bill reduction through advocacy or negotiation

Internal program guidelines and available resources



Start Shield prioritizes serious and high-impact situations, including emergency care, trauma,
extended hospital stays, complex inpatient treatment, or other catastrophic medical events. While
these situations are more likely to receive assistance in practice, no situation creates an
entitlement to payment.

Important Disclosures

Start Shield is a medical bill advocacy and assistance program. It is not insurance and does not
provide medical coverage. Start Shield does not guarantee payment of medical bills or specific
outcomes. All assistance is discretionary and request-based.

Start Shield s primary role is advocacy and negotiation. Any financial assistance, if approved, is

secondary and discretionary.

Start Shield relies on information provided by members and third parties. Members are
responsible for submitting complete and accurate billing information. Outcomes depend on
provider cooperation, and providers are not required to agree to bill reductions.

Start Shield does not provide legal advice or legal representation and does not control
healthcare providers or billing timelines.

Medical bills remain the responsibility of the member unless reduced, resolved, or paid through
negotiation or discretionary assistance.



