
    
 

     
          

 
     

           
           

            
 

 
     

             
   

 
     
                

  
 

         
        

 
     

           
         

 
        

                 
             
        

 
        

       
 

    
          

             
  

 
      

              
                  

           
 

 

 

Frequently Asked Questions (FAQs) 

Where can I find my member ID number? 
It can be found on the front of your health plan ID card. 

What is the Over-the-Counter (OTC) benefit? 
The OTC benefit offers you an easy way to get generic over-the-counter health and wellness products 
through select CVS retail locations, by phone or online at cvs.com/otchs/doctorshcp. You order 
from a list of approved OTC items, and OTC Health Solutions will mail them directly to your home 
address. 

How much is my OTC benefit? 
The amount depends on your benefit plan. Check your plan documents or call OTC Health Solutions 
at 1-888-628-2770 (TTY: 711). 

How often can I use my OTC benefit? 
Your benefit can be used only once per month. There is no replacements for lost or stolen orders 
during the same month. 

Can I carry over unused benefit amount to the next benefit period? 
Unused benefit amounts do not roll over to the next month. 

Can I order more than my benefit amount? 
You cannot exceed your benefit amount online or by phone. However, you may exceed your 
benefit amount in a CVS retail location and pay the difference out of pocket. 

Is there a limit on the number of items I can order? 
There is no limit on the number of items you may order. There is a quantity limit of one (1) per any 
single item, per month, with the exception of the Blood Pressure Monitors and Digital Body Scale, 
which are limited to one (1) per year. 

How long will it take to receive my order? 
You will receive your order within 7-10 business days. 

Is there a return policy? 
If you receive a damaged item, please call OTC Health Solutions at 1-888-628-2770 within 30 days 
after receiving your order. An identical replacement item will be shipped. No other returns or 
exchanges are allowed. 

Who can I call if I have questions? 
You may call us at 1-888-628-2770 (TTY: 711) from 9:00 a.m. to 8:00 p.m., E.S.T. Monday through 
Friday. You may also call your plan at the number on the back of your ID card - Member Services at 
786-460-3427 or 833-342-7463 (TTY: 711), 7 days a week 8 a.m. to 8 p.m. 
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DISCRIMINATION IS AGAINST THE LAW 
Doctors HealthCare Plans, Inc., complies with applicable federal civil rights laws and does not discriminate on the 
basis of race, color, national origin, age, disability, or sex. Doctors HealthCare Plans, Inc., does not exclude individuals 
or treat them differently because of race, color, national origin, age, disability, or sex. 

Doctors HealthCare Plans, Inc. provides: (1) free aids and services to people with disabilities to communicate 
effectively with us, such as, qualified sign language interpreters and written information in other formats (large print, 
audio, accessible electronic formats, other formats); and, (2) free language services to individuals whose primary 
language is not English, such as, qualified interpreters and information written in other languages. 

If you need these services, contact the number on the back of your ID Card. If you believe that Doctors HealthCare 
Plans, Inc., has failed to provide these services or discriminated in any way on the basis of race, color, national origin, 
age, disability, or sex, you can file a grievance with: Doctors HealthCare Plans, Inc., Attention: Member Services 
Department, 2020 Ponce de Leon Blvd., PH 1, Coral Gables, FL 33134 or call (786) 460-3427 or (833) 342-7463, TTY: 
711; fax: (786) 578-0283, 7 days a week; 8AM to 8PM EST. 

You can file a grievance in person, by mail, or by fax. If you need help filing a grievance, our Member Services 
Representatives are available to help you at the number listed above. You can also file a civil rights complaint 
electronically through the U.S. Department of Health and Human Services, Office for Civil Rights Complaint Portal, 
available at https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at: U.S. Department of Health and 
Human Services, 200 Independence Avenue, SW, Room 509F, HHH Building, Washington, D.C. 20201 or call (800) 
368-1019, (800) 537-7697 (TDD). Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html. 

MULTI-LANGUAGE INTERPRETER SERVICE 
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