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Why should clients purchase Online 
Doctors when provincial health plans pay 
for some virtual visits?

As a result of Covid-19 social distancing requirements, 
most provincial health plans have set up temporary 
billing codes for family doctors to serve their current 
patients virtually by telephone or video. However, even 
this becomes permanent, it doesn’t address: Millions of 
people have no family doctor; many who have one can’t 
get an appointment in a reasonable timeframe and often 
someone needs a doctor in the evening or weekends –
times when family doctors are rarely available. In 
provinces where only a provincial health number is 
required the hours of availability are not 24/7, the health 
professionals are not always medical doctors, wait times 
to see someone are longer than with Online Doctors and 
typically the service is not available once the person is 
outside their province of residence.

All telemedicine consults are governed by provincial 
regulations. Healthcare providers may not be permitted to 
conduct some virtual consultation due to restrictions. 

What is the difference between the Lite 
and Unlimited products?

With the Unlimited product a cardholder/family member 
can access a doctor or general practitioner at no charge 
24/7/365. The Lite product access hours are Monday –
Friday 7AM – midnight Eastern Time, up to 5 times in a 
calendar year. 

Do unused consults for members with 
Online Doctors Lite carry over to the next 
calendar year?

No. The plan member’s account will be replenished to 5 
consultations each January 1st after they register their 
account.

How do cardholders know how many 
consults are left with the Lite product?

Maple’s system tracks the number of consultations used 
by each cardholder family unit. Cardholders will see the 
date consultations expire when logged into the app. The 
amount of consultations resets back to 5 every calendar 
year regardless of the effective date of the benefit.

If a member consults outside the 
Monday to Friday 7 AM to midnight ET
hours, what happens?

The member can still access a doctor or general 
practitioner but will be responsible for the cost. 
Connected Care prices will apply. Members with HSA/PSA 
can claim for reimbursement. 



Frequently Asked Questions (continued)

Does the benefit apply to employees who 
aren’t on Medavie’s MAAX system (i.e. 
opted out)?

As eligibility is verified in real time ahead of every Online 
Doctors’ consultation employees who have opted out of 
health coverage and who aren’t on system for other 
benefits such as life or disability will either NOT be eligible 
for virtual care or must be set up on system to be eligible. 
Follow usual enrollment guidelines.

Is there a minimum number of members 
that need to be enrolled?

Similar to EFAP, virtual care will not be a waivable benefit 
by the employee.  The plan sponsor can choose who it will 
apply to either: 

• Everyone in the group 
• Everyone who has health benefits. 

If the plan sponsor wants it for everyone, including those 
who have waived health benefits, they must be enrolled  
on Medavie’s MAAX system. Every Online Doctors 
consultation will be preceded by a real-time eligibility 
check. 

How is eligibility verified?

When the employee creates an account on the 
getmaple.ca/medavie registration page, they enter their 
policy and ID number. A link between Maple’s system and 
Medavie’s MAAX System will verify the employee’s 
eligibility, in real time, through API verification. When a 
dependant wants to consult a Maple practitioner, the 
cardholder adds the dependant to their account. Their 
eligibility is automatically granted, as all plans include 
family access. As with Medavie’s Group Member Portal, 
spouses and dependants cannot have their own account. 
As such they must be added to the member’s Maple 
account as dependants.
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If eligibility is not verified for dependants, 
how does Medavie and the Plan Sponsor 
know the benefit is being used for those 
who are eligible?

There are a number of checks and balances to ensure the 
benefit is not used fraudulently.

1) When the employee adds someone else to their account 
to see a GP, they must certify that they have legal 
guardianship or power of attorney over that person and 
then enter the individual’s name, relationship to them, 
gender and date of birth. 

2) During each consultation, the physician requires some 
type of photo ID (driver’s license, passport, etc.) or the 
account holder must be present to do so, for example, 
with minors who may not have such ID. 

3) In additional, physicians have the ability to flag activities 
or suspected fraudulent behaviour that constitute abuse of 
the platform or Maple’s terms of use. Physicians can 
escalate these flags to Maple who will look into the 
account and can deactivate the user’s account if deemed 
appropriate. If there are questions about the legitimacy of 
a dependant user, Maple will contact Medavie to 
determine if the dependant exists on our system before 
any action is taken. This ensures physicians have the ability 
to address inappropriate use of the platform and allows 
Maple to take action against any fraudulent behaviour.

4) As eligibility is verified at time of use for nearly every 
other benefit, there is an expectation on the employee’s 
part that it will be checked and that acts as a deterrent.

http://www.getmaple.ca/medavie


Frequently Asked Questions (continued)

How does privacy and confidentiality 
for dependents and Maple accounts 
work?

The Online Doctors benefit is designed for the primary card 
holder and is linked to one Maple account. Coverage does 
not extend to secondary Maple accounts. Primary card 
holders do have the ability to add eligible dependents to 
their account at their discretion. In doing so, they must 
acknowledge that they have some type of legal authority to 
be able to view and/or have access to the medical 
information of the patient they are adding - noting that 
parents and spouses have implied legal authority in this 
regard.

Can Maple provide referrals to 
specialists in the public system?

For client with Online Doctors as a group benefit,
Maple’s general practitioners can provide a referral to 
a specialist in the public system. Maple will ensure that 
this referral is submitted to the public system to a 
specialist in the patient’s community. 

Note that these specialist visits will not be completed 
on the Maple platform. Specialists are also available on 
the Maple platform but are not covered and payment 
will be requested directly from the member to book a 
visit.

What other services can Maple 
provide and are they covered under 
this benefit?

Services such as dermatology, endocrinology and many 
others are available to Medavie members on Maple’s 
platform but must be paid for out of pocket. Services 
vary by member’s province. Some, but not all, of these 
services can be claimed under the member’s EHB. 
Maple’s platform also includes various mental health 
therapists including MSW, RSW, or RP certified 
therapists. These services are available for adults 18+ 
or older. 
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Is the price cheaper for large groups?

Both Online Doctors group benefit products have a flat  
rate per-member-per-month (PEPM) regardless of group 
size or usage. 

Does the EHB co-pay apply?

For general practitioner consults, there is no co-pay 
required by the employee and no claim to submit. If the 
employee has a mental health practitioner consult, they 
can submit it for reimbursement under the psychology 
benefit and the EHB co-pay will apply. If a member has LITE 
coverage and pays for an overnight or weekend consult 
they can submit a claim through an HSA.

Doesn’t telemedicine as a paid service 
contradict the Healthcare Act?

No. The Canada Health Act guarantees equal access to 
healthcare. This means that services are either completely 
covered (such as in-person family doctor or emergency 
department visits) or not covered at all (such as 
optometrist or dentist visits). Maple services are very 
similar to those of mental health supports such as 
Employee Assistance Programs, Counselling / 
Psychotherapy, and iCBT programs that are publicly and 
privately available. While some provinces have 
implemented permanent fee codes, other provinces have 
fee codes which are temporary in nature. All these fee 
codes have some nuances that make them restrictive and 
do not address the broader needs of a virtual care program 
to provide access and uptake from employees. 

Maple’s virtual care program has many differences to the 
provincial offering, and does not create a two tiered 
system, as they offer services that are not covered under 
public funding models, such as text based services, virtual 
medical record keeping, and after hours coverage from 
physicians across provinces. Maple coordinates with 
publicly available funding models where they are available, 
and continues to evolve service delivery and business 
models as provincial regulations change.
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Group Size Recipients Frequency

< 50 Lives Broker & Medavie account associate Annual grouped report (by calendar year)

50-99 Lives Plan sponsor & Medavie account associate Semi-annually

100-999 Lives Plan sponsor & Medavie account associate Quarterly

1000+ Lives Plan sponsor & Medavie account associate Monthly

Reporting Frequency
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Why is there a separate contract for 
Online Doctors?

Having a separate contract makes the product subject 
to GST/HST as a taxable service. If it was bundled into 
the health insurance contract, which has an element 
of risk, it would attract sales/premium tax instead. A 
business can deduct GST/HST paid from what they 
owe which makes the product less expensive. 

Is there reporting for clients?

Yes. Reports showing the number of consultations by 
the time-of-day band (weekday, overnight, 
weekend/holiday), landing page activity, account 
registrations, average wait time (minutes), average 
length of consult (minutes), ratings (out of 5 stars) and 
selected user feedback will be provided to clients. 
Frequency of reporting is dependant on group size as 
shown in table below.

For consults resulting in lab* or blood 
work. How does the member proceed?

Maple is not affiliated with any specific testing centres. 
Patients can email and print out their lab or blood 
requisition from the Maple app and bring it to the lab, 
clinic, or hospital of their choice for testing. Once the 
results are ready, Maple receives them by fax – as 
indicated on the form – and members of their clinical 
team reviews them and uploads them to the patient’s 
account. The patient will receive a notification advising 
them that they have results ready. There will also be 
an indication of whether a follow up is recommended. 
If the patient chooses to follow up on Maple, they can 
request a new consult and the results and previous 
consult will be available for the doctor or GP to review, 
advise, and provide recommended treatment. 
Alternatively, the member can download their results 
and email, fax, or bring a copy to their family doctor.

Note: Upon receiving the results, Maple’s clinical team 

will conduct a review process, if the Maple clinical 

team considers it an emergency, they will get in direct 

contact with the patient and advise them to go directly 

to the nearest emergency room for immediate 

treatment. 

*Not available in Nova Scotia
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Can a member with Survivor Benefits 
access Online Doctors?

Online Doctors only verifies eligibility for the Primary Card 
holder. Members that are receiving Survivor Benefits are 
Secondary Card holders and will not be able to access it.

How do members register their Online 
Doctors’ account?

When plan sponsors add Online Doctors to their plan they 
will receive a welcome email with links to  communication 
tools they can choose from to send to their employees. 

Is there a separate application form for 
Online Doctors?

Yes. As there is information that needs to be provided to 
our external vendor Maple, a short application form must 
be completed.

When will the welcome email arrive?

As the benefit must be set up in MAAX for members to 
be able to register, the welcome email is not sent to 
the plan sponsor until this has been confirmed. For that 
reason, requests to add Online Doctors should NOT be 
sent close to or after the desired effective date but 
rather 3-4 weeks in advance. 

More questions?

Reach out to your Medavie Account Executive for more 
information.
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