

[image: ][image: Untitled 3.jpg]

[image: ][image: Untitled 3.jpg]

image1.png
Quick Reference Guide
Frequently Asked Questions - Receiving Provider Text Messages on Android

What will | need to receive a secure text message from my provider?

In order to be able to engage in a secure chat session or video call with your provider, the phone number you
provided must be associated with an Apple device using the Safari web browser, or an Android device using
Chrome or Firefox. A landline cannot be used to receive a secure text message.

How will | know when my provider is contacting me for secure chat?
Your provider's office may provide you with a 10-digit phone number for you to put into your contacts. You will
receive an SMS text message from the number provided that will state the following:

You have a secure message from [Provider's Name] at [Facility Namel. To view or reply, tap here:
[URL to access your conversation]
(Note: This secure link is available through [Date of conversation expiration].)

How do | access my secure conversation?
Once you have received the link from your provider or physician simply tap it to begin accessing your secure
messaging session.
1. Tap on the link in the SMS text message you received.
2. Tap Request Access Code.
3. This will take you to the verification screen and send a second SMS text message containing the code.
On most Android smartphones, the verification code will appear in the notification pop-up that appears
at the top of the screen. Tap Copy and tap in the Enter Access Code field and hold to paste.
Alternatively, you switch apps to find the code in your messages (write it down if necessary) and switch
back to your web browser to enter the code. Do not request the code multiple times as it will prevent
you from initiating the secure chat.
4. You will be asked to enter the 6-digit code and your Date of Birth. Date of Birth is only requested if you
are a patient. Primary contacts will simply need to enter a 6-digit code.
5. Tap "Go to conversation” once the verification code and/or Date of Birth have been entered.
6. Chat with your provider by tapping on the field "write message here” and send when ready. You can
attach a photo or video by tapping the + to the left of the message field.
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How long do | have to access my secure chat with my provider or physician?

With the initial SMS text message and each subsequent text message you receive from your provider or
physician, the expiration date for your conversations will be included in the text message. Once this date has
passed, contact your healthcare provider or hospital directly for further communication.

Will | have to request access each time | open the link?

Once you confirm your access with your verification code (and DOB for Patients), you will be able to continue
accessing the conversation for up to 7 days via the link(s) you receive. Every 7 days, you will be asked to provide
a verification code (and DOB for Patients) when clicking a link to access the conversation again.

I've misplaced the original SMS text message with the links to my secure chat. How do | contact my provider
or physician?

If you misplace the SMS text message with any secure links to existing conversations, contact your healthcare
provider or hospital directly for further communication and to arrange to have the physician follow up with you
further. Additionally, note that you will receive a subsequent link from the dedicated phone number for your
organization if your provider or physician contacts you in the future.




