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As the coronavirus (COVID-19) situation progresses, questions and concerns arise daily. We 
created this FAQ document to try our best to address your questions. We’ll make sure the document 
is updated and distributed frequently.  
 
If you have additional questions or need clarification on something, please don’t hesitate to reach out 
to your Kairos team. We’ve got you covered.  
 
 
UPDATED: Are the Kairos offices open? 
 
We are planning a phased return to the office beginning Monday, May 18. There will be staggered 
scheduling, new health/safety protocols, and so on, to ensure that we’re being smart and safe. 
Travel and in-person meetings are still a no-go for now, but we’ll keep working hard to make sure 
service doesn’t suffer. 
 
How does the COVID situation affect schools in Arizona? 
 
On March 29, 2020, Governor Doug Ducey and Superintendent of Public Instruction Kathy Hoffman 
announced that Arizona schools will remain closed until the end of the school year.  
 
How can I contact Kairos? 
 
You can reach out to your member services coordinator, or email KAIROS@kairoshealthaz.org, or 
call us at 888.331.0222.  
 
Is there a COVID-19 hotline available? 
 
Yes, there is a state-sponsored COVID-19 hotline available on weekdays from 8:00 a.m. to 8:00 
p.m. Just dial 2-1-1. 
 
Where are the Kairos COVID-19 resources kept?  
 
On the Kairos website, here.  
 
What about open enrollment meetings and health fairs? 
 
To ensure that Kairos is adhering to Centers for Disease Control and Prevention (CDC) guidelines, 
we’ve decided to suspend scheduled health fairs and in-person open enrollment meetings until 
further notice. However, we’re still providing web-based alternatives like webinars and customized 
open enrollment videos. 
 
If you had an upcoming meeting scheduled or you’re wondering when yours will be held, please 
reach out to Kairos and/or your HR/benefits coordinator. 
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If I get COVID-19, am I covered? 
 
Based on what we know today, Kairos will cover COVID-19 diagnostic testing and related services, 
per the following: 
 

• There is no copay or cost-sharing for COVID-19 testing, including antibody testing. 
• Required medication is covered if you’ve tested positive for COVID-19. 
• Hospital-based quarantine services are subject to the usual inpatient coverage terms. 
• There are no penalties for out-of-network versus in-network lab work. 
• Telemedicine services are available at the normal cost-sharing amount. 
• Nurse advice and online doctor visits are available as follows: 

o Nurse on Call Service: Call 866.422.2729 any time, day or night, to speak with a 
registered nurse.    

o BlueCare Anywhere: This 24/7 service connects you with a board-certified doctor by 
live video. It's just like going to see a doctor in person, only you don't have to leave your 
home or office. You can use your computer, tablet, or mobile device for your video visit. 
Plus, you’ll pay $0 out-of-pocket through June 30, 2020 if you use coupon code 
AZFREE. 

 
Are Kairos program partners—like Blue Cross Blue Shield of Arizona—still open? 
 
As of now, Kairos program partners plan to remain open for business and continue to process claims 
as necessary.  
 
UPDATED: I’ve heard there are some challenges with telehealth services right now. Is this 
still a good option?  
 
As of April 21, 2020, telehealth wait times have returned to normal. 
 
Speaking of telehealth, cost-sharing will now be waived on all five Kairos medical plans through 
June 30, 2021 (this was recently approved by the Kairos board). That means that whether you’re on 
a high-deductible health plan or not, telehealth services are available to you at no cost. 
 
I’m looking for counseling sessions. Is EAPP still providing counseling services? 
 
More good news! 70% of employee assistance program network providers are moving to telephonic 
sessions. EAPP has also contracted with three new providers who are only doing telephonic 
sessions—including emergency sessions.  
 
If you’re looking to schedule counseling services, you can reach EAPP directly at 800.327.3517. 
 
NEW: I’m enrolled in the BCBSAZ Fitness Your Way program. If gyms are closed, do I still 
have to pay? 
 
BCBSAZ is monitoring developments as states begin to lift their stay-at-home orders and gyms 
begin to reopen. As individual states announce that gyms are reopening, memberships in those 
open states will be reactivated, and participants can return to the gym at any time. Please note: 
 

• Members with accounts placed in a freeze status through April 30 will be automatically 
extended until their state guidance allows gyms to open. No action is required on the 
member’s part. 



 

 
 

• Members who live in a state where gyms are permitted to reopen and who previously placed 
a hold on their account will receive an email from Fitness Your Way to let them know their 
account is active and they may return to the gym. The email will also notify members when 
they can expect to see their next monthly membership fee charged to their account.   

• Members that chose the three-month, $15/month option with BurnAlong will remain at that 
rate. These members will continue to have access to their BurnAlong subscription and their 
local gym. Their accounts will resume regular billing at the expiration of the three-month 
period.   

 
NEW: I have a dependent care FSA. If daycares are closed, do I still have to contribute? 
 
To assist with the response to the COVID-19 pandemic, this IRS issued notice allowing for increased 
flexibility with respect to mid-year election changes and unused amounts in health and dependent 
care FSAs.  Additional clarification will be provided in the coming week.   
 
What is the CARES Act, and where can I find more information? 
 
The Coronavirus Aid, Relief, and Economic Security Act (CARES Act) took effect on April 1, 2020. 
The CARES Act builds on the Family and Medical Leave Act (FMLA) to help employers and 
employees affected by COVID-19. A poster summarizing who is eligible for paid leave and under 
what circumstances can be found here. Additional information can be found on the U.S. Department 
of Labor COVID-19 website. 
 
Will the CARES Act affect my FSA or HSA? If so, how? 
 
Yes, the CARES Act will affect HSAs, HRAs, and FSAs. Here’s how: 
 

• FSAs, HRAs, and HSAs can now reimburse you or pay for over-the-counter drugs with no 
medical note or prescription needed. 

• Menstrual care products are now considered a qualified medical expense and are eligible for 
reimbursement or payment through an FSA, HRA, or HSA. Any expense incurred after 
December 31, 2019 will qualify.  

• A high-deductible health plan (HDHP) with an HSA will be able to cover telehealth services 
prior to an individual reaching the deductible.   

• For FSAs, election changes still aren’t allowed without a qualifying life event. We will 
continue to monitor developments and advise you of any future changes. 

• For dependent care FSAs, elections can be updated if there’s a change in childcare 
providers or the cost of coverage. 

 
Is there coverage for essential medical care services with VSP? 
 
From now through May 31, 2020, VSP members can access essential medical eye care services. 
These include urgent eye care needs like sudden vision changes or vision loss, eye trauma, pink 
eye/conjunctivitis, or other symptoms that interfere with day-to-day activities. 
 
Visit VSP for more information. 
 
 
 
 

https://www.dol.gov/sites/dolgov/files/WHD/posters/FFCRA_Poster_WH1422_Non-Federal.pdf
https://www.dol.gov/agencies/whd/pandemic
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https://www.vsp.com/eyewear-wellness/in-the-community/coronavirus-response


 

 
 
What can I do to help limit COVID-19 exposure?  
 
On March 30, 2020, Governor Doug Ducey issued a “stay at home” order for all residents of Arizona. 
Click here for more information on what this means and how it may affect you. 
 
Besides staying home, the best way to prevent illness is the obvious one: Avoid being exposed to 
the virus. Here are some tips: 
 

• Avoid close contact with people who are sick.  
• Wash your hands often with soap and water for at least 20 seconds, especially after you’ve 

been in a public place, or after blowing your nose, coughing, or sneezing.  
• If soap and water are not readily available, use a hand sanitizer that contains at least 60% 

alcohol. Cover all surfaces of your hands and rub them together until they feel dry.  
• Avoid touching your eyes, nose, and mouth with unwashed hands.  
• Cover your mouth and nose with a tissue when you cough or sneeze, or use the inside of 

your elbow. Also: 
o Throw used tissues in the trash.  
o Immediately wash your hands with soap and water for at least 20 seconds after coughing 

or sneezing. If soap and water are not readily available, clean your hands with a hand 
sanitizer that contains at least 60% alcohol.  

• Stay home if you are sick, except to get medical care.  
• Put distance between yourself and other people if COVID-19 is spreading in your community.  

 
Who is considered “high-risk”? 
 
COVID-19 poses a higher risk to some people than others. Higher-risk groups include older adults    
(age 60 and older) and people who have serious chronic medical conditions like heart disease, 
diabetes, and lung disease.  
 
What are the symptoms of COVID-19? 
 
According to the CDC, symptoms that may appear 2‒14 days after exposure include fever, cough, 
and shortness of breath. These symptoms can range from minor to severe. 
 
Please note that the list above is not all inclusive. Consult your medical provider for any other 
symptoms that are severe or that concern you. 
 
What are the emergency warning signs of exposure? 
 
If you develop emergency warning signs for COVID-19, you should get medical attention 
immediately. Emergency warning signs include: 
 

• difficulty breathing or shortness of breath, 
• persistent pain or pressure in the chest,  
• new confusion or inability to arouse, or 
• bluish lips or face. 

 
Again, this list is not all-inclusive. You should consult your medical provider for any other symptoms 
that are severe or that concern you. 
 

https://www.azdhs.gov/


 

 
 
I’m looking for more information on Vitalant plasma research. What is that all about? 
 
Vitalant (previously Blood Systems), the nation’s second largest blood bank, has been studying the 
use of convalescent plasma to treat those who are critically ill with COVID-19. This is an FDA-
approved investigational treatment. Vitalant is collecting plasma from individuals who have 
recovered from coronavirus to help individuals currently dealing with a COVID-19 infection. Those 
interested in participating must meet the following criteria:  
 

• Prior diagnosis of COVID-19, documented by a test result that is positive for SARS-CoV-2 
antibodies. 

• Complete resolution of symptoms for at least 14 days. 
• A current negative nasal swab test result for COVID-19 if individuals intend to donate 14‒27 

days after symptoms—i.e., fever, cough, shortness of breath—have fully subsided. This test 
is not required if individuals donate 28 days after symptoms fully subside. 

• All other donor eligibility requirements for an automated plasma donation. 
 
We are providing this information in the hope that it will be shared with individuals who have had 
COVID-19, or know someone who has had it. More information on the Vitalant program can be 
found here.  
 

https://www.vitalant.org/COVIDFree

