
Q.  Are my medical records kept 
confidential?
A. Yes. Blue Cross and Blue Shield of Texas (BCBSTX) is 
committed to keeping all specific member information 
confidential. Anyone who may have to review your 
records is required to keep your information confidential. 
Your medical records or claims data may have to be 
reviewed (for example, as part of an appeal that you 
request). If so, precautions are taken to keep your 
information confidential. In many cases, your identity 
will not be associated with this information.

Q. Who do I call with questions about  
my benefits?
A. Call the toll-free Customer Service number on the 
back of your ID card.

Q. How do I find a contracting network 
doctor or hospital? 
A. Go to bcbstx.com and use the Provider Finder® , or 
call Customer Service at the toll-free number on the back 
of your ID card.

Q. What do I do when I need  
emergency care?
A. Call 911 or seek help from any doctor or hospital. 
BCBSTX will coordinate your care with the emergency 
provider.

Q. What should I bring to my first 
appointment with a new doctor?
A. Your first appointment is an opportunity to share 
information about your health with your new doctor.  
Bring as much medical information as possible, 
including: 

	 • Medical records and insurance card — If you are 	
		  undergoing treatment at the time you change 		
		  doctors, your medical records are important to your 	
		  new doctor. Your insurance card provides 		
		  information about copayments, billing and customer 	
		  service phone numbers.

	 • Medications — Give your new doctor information 	
		  about prescription and over-the-counter medications,  
		  including any herbal medications you take. Be sure 	
		  to include the name of the medication, the dosage, 	
		  how often you take it and why you take it.

	

	 • Special needs — Make a list of any equipment or 	
		  devices you use including wheelchairs, oxygen, 	
		  glucose monitors and the glucose strips. Be prepared 	
		  to explain how you use them, not only to make sure 	
		  you have the equipment you need, but also to make 	
		  sure that there is no disruption in your care.

Q. What questions should I ask if I am 
selecting a new doctor?
A. In addition to preliminary questions you might ask a 
new doctor — such as “Are you accepting new patients?” 
— here are some questions to help you evaluate whether 
a doctor is right for you. 

	 • What is the doctor’s experience in treating patients 	
		  with the same health problems that I have?

	 • Where is the doctor’s office? Is there convenient and 	
		  ample parking, or is it close to public transportation?

	 • What are the regular office hours? Does the office 	
		  have drop-in hours if I have an urgent problem?

	 • How long should I expect to wait to see the doctor 	
	 	 when I’m in the waiting room?

	 • Are routine lab tests and X-rays performed in the 	
		  office, or will I have to go elsewhere?

	 • Which hospitals does the doctor use?

	 • If this is a group practice, will I always see my 	
		  chosen doctor?

	 • How long does it usually take to get an appointment?

	 • How do I get in touch with the doctor after  
		  office hours?

	 • Can I get advice about routine medical problems 	
		  over the phone or by email?

	 • Does the office send reminders for routine 	 	
		  preventive tests like cholesterol checks?

Q. What if I’m already in treatment  
when I enroll and my provider isn’t in  
the network?
A. We’ll work with you to provide the most appropriate 
care for your medical situation, especially if you are 
pregnant or receiving treatment for a serious illness. You 
may still be able to see your out-of-network provider for a 
period of time. Call the toll-free Customer Service number 
on the back of your ID card for more information.
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