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Terms and Conditions for 24-hour Mental Health Service Hotline
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Terms and Conditions for 24-hour Mental Health Service Hotline Provision (“Provisions”)

The services set out in this Provisions are only available to the Insured Person who is covered under the medical
insurance plan (the “Plan”) underwritten by BOC Group Life Assurance Company Limited (the “Company”) with 24-hour
mental health service hotline service (the “Services”) expressly provided in the terms and conditions for other services or
schedule of benefits of the Plan (as the case may be). The Company appointed Bupa (Asia) Limited (“Bupa”) to provide
and arrange all these other services, and subsequently the services may be provided by third party service providers
selected by Bupa and they are not guaranteed renewable.

1.  General Provisions

1.1

1.2

1.3

14

1.5

The terms and conditions for this Provisions are attached to and form part of the Policy of the Plan. Except
as otherwise specified in this Provisions, all terms and conditions applied to olicy of the Plan shall have
full force and effect. To the extent that any terms and exclusions applied Plan is inconsistent with the
provisions expressly provided in this Provisions, the terms in this Pr, s shall prevail to resolve such
inconsistency.

Unless otherwise defined in Section 1.6 of this Provisions below, capi sed in this Provisions

shall have the meanings ascribed to them under Policy of the Plan.

The services set out in this Provisions are value adde i i son without
additional fees and do not form part of the Certified

Subject to the exclusions set out in Sectio vided by the Provider
are delivered by its appointed healthcar ounsellors and Clinical
Psychologists. The services and assista subject to availability and
may not be available for reasons reasonable control

The Company shall have the right t to this Provisions, amend the scope of Services or
terminate the Services (in part or in sary to comply with any necessary operational

on should refer to the Company’s website from
/en/product/smartviva-flexi-vhis.html or
-24hours-mental-health-hotline-provision.pdf for the

qualified for rendering counselling services in Hong Kong.

has the meaning assigned to it under Section 3.4 of this Provisions

“Mental Health has the meaning assigned to it under Section 2.1 of this Provisions.

“Provider” shall mean the third party provider appointed by Bupa in providing the
Services.
“Clinical Psychologist” shall mean a psychologist,

(@) who is duly qualified to practise as a clinical psychologist for
rendering services for emotional and behavioural disorder
following completion of a degree in psychology and has
qualifications at least equivalent to those of a psychologist
registered with the Hong Kong Psychological Society; and

(b) legally authorised for rendering psychological counselling or
service in Hong Kong or the relevant jurisdiction outside Hong
Kong where the counselling or service is provided to the Insured


https://www.boclife.com.hk/en/product/smartviva-flexi-vhis.html
https://www.boclife.com.hk/f/product/1116/5340/flexi-vhis-24hours-mental-health-hotline-provision.pdf




2. Description of Services

2.1

22

2.3

If the Insured Person is in need of personal counselling in preventing, identifying and resolving personal,
psychological, emotional and social related concerns, including but not limited to health, stress, family or
other personal issues that may affect the Insured Person’s personal well-being (referred to as “Mental
Health Assistance” in this Provisions), the Insured Person can utilise the services and assistance from the
Provider under Sections 2.2 to 2.3 below.

For Insured Person Aged below eighteen (18) years old, he must be accompanied by the Policy Holder or
an adult guardian while using the Services. The provision of the Services is subject to the territorial limit as
specified under Section 4 below.

24-hour mental health service hotline

service hotline when he is in
in force when using the hotline
is require rovide information

The Insured Person may call the Provider designated 24-hour mental
need of nonemergency Mental Health Assistance. The Policy mu
services. For the purpose of eligibility checking, the Insured P
related to the Plan to the hotline personnel in order to start the

fees incurred for using the hotline services.

The hotline service is available 24 hours a da 1 only be provided

the hotline services is subject to la
guarantee the availability of lang

This service is not an emergency Health Assistance. In case of emergency, the Insured
Person should seek advice from m i

accept the recomm
concern.

er using the hotline services as described in Section 2.2
e counselling services to the Insured Person when there is a

are not intended and do not provide the Insured Person with any medical
treatment or prescription of medication.

lling services must be received in Hong Kong at the designated location(s) provided
. All appointments for the face-to-face counselling services must be made by the
Counsellor and subject to the availability of the Clinical Psychologist. The Policy must still in force when
receiving the face-to-face counselling services and the Provider may check the Insured Person’s eligibility
by collecting the Plan’s information from the Insured Person. The Insured Person must present the BHP
card to the Provider and follow the procedures prescribed by the Company, Bupa and/or the Provider as
stated in the Plan’s membership guide when receiving the face-to-face counselling services.

Each Insured Person can enjoy up to a maximum number of four (4) face-to-face counselling services per
Policy Year. For any visits exceeding the maximum limits per Policy Year or any services recommended
by the Clinical Psychologist which are not covered by the Policy, the Insured Person shall be responsible
for the costs of the services and all fees must be settled with the provider directly.



The Insured Person’s Obligation

3.1 The Insured Person shall co-operate with the Company, Bupa and the Provider in all matters relating to
provision of the Services. The Insured Person shall not deliver any defamatory, abusive, offensive or
vulgar message or content towards the personnel of the Provider or its appointed agents in enjoying the
Services.

3.2 The Insured Person shall promptly provide the Company, Bupa and/ or the Provider with such information
and materials as the Company, Bupa and/or the Provider may reasonably require in order to supply the
Services and ensure that such information is accurate and up-to-date in all material respects.

3.3 The Provider’s ability and effectiveness to provide the Services under this Provisions are necessarily
dependent upon the Insured Person's willingness to disclose their mental and/ or health concerns truthfully
and comprehensively.

34 If the Company, Bupa and/ or the Provider’s performance of any of
prevented or delayed by any act or omission by the Insured P
perform any relevant obligation (“Insured Person Default’):

(a) The Company, Bupa and/or Provider shall without limiting it

Igations under this Provisions is

of its obligations to the extent the Insure
performance of any of its obligatio

Territorial Limit

The services set out in Secti
make the call to the hotline a ' ut in"Section 2.3 above are available in Hong Kong
only.

5.1 i r g dependent contractors who are responsible for their own acts

e Insured Person in using the services described under Sections 2.2 and 2.3
confidence. However, the Company and Bupa shall not be liable to the Policy
red Person in any respect of any loss, damage, expense, suit, action or proceeding
y the Insured Person, whether directly or indirectly, arising from or in connection with
ed or advice given by the Provider, or any fault or omission of the Provider or its appointed
agents which is out of the Company’s and Bupa’s reasonable control.

General Exclusions

Apart from the general exclusions set out under the Policy of the Plan, the Services under this Provisions shall not
include the provision of —

6.1 health insurance;

6.2 medical advice;

6.3 medical consultations;

6.4 prescriptions;

6.5 diagnosis and treatment plan;



6.6 healthcare decisions;

6.7 medical service in any part of the treatment process;
6.8 home and unscheduled visits; or

6.9 advice on experimental and alternative treatments.

Force Majeure

The Company and Bupa shall not be held responsible for delays or failures in providing the Services caused by any
strike, war, invasion, act of foreign enemies, armed hostilities (regardless of a formal declaration of war), civil war,
rebellion, insurrection, terrorism, political coup, riot and civil commotion, administrative or political impediments or
radioactivity or acts of God or any other event of force majeure which prevents the Provider or its appointed agents
from providing the Services.
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