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PREMIER THE ONEcierge One Team Health Management

One Plan        One Team        One Stop Pan-Asia Health Solution
Everyone would like to be with a reliable partner to focus on their recovery and enjoy life even when facing any health 
problems. FWD Life Insurance Company (Bermuda) Limited (incorporated in Bermuda with limited liability) (“FWD”), as 
your trusted partner, not only provides you with comprehensive medical protection coverage, but also customises 
dedicated health services especially for your needs. PREMIER THE ONEcierge One Team Health Management 
(the “Service”)1 offers you priority and tailor-made treatment with a one-stop approach in the territories of the Pan-Asia 
Region (including Hong Kong, Macau, Mainland China, Taiwan, Singapore and Japan) (the “Pan-Asia Region”) from our 
professional health management team, helping you when you need help most. You can relax with ease knowing that all 
aspects of your wellness have been taken care of.

Professional & Experienced
Medical Specialist Team as your Partner
A professional medical service provider is undoubtedly your best assurance to receiving prompt and suitable medical advice and 
treatment. The Service provides you with a leading network of specialists so you can receive the most suitable treatment from the 
best-suited doctor and top-tiered network hospitals2 in the Pan-Asia Region.
The Service also provides you with extensive professional medical advice, through the Inpatient Medical Advice Service3, so you 
can feel comfortable with the medical assessment and treatment. With our professional team of experts as your guardian angel, 
you will be hassle free even when facing any illness or disease.

Superior Hospitalization
Arrangement where you prefer
The Service always puts your interest first. Should you require hospitalization as diagnosed by your consulting doctor of the 
Service4 (if applicable), the team of specialists will arrange you to admit to hospital and receive treatment promptly. Besides, the 
Service arranges medical treatment for you in the Pan-Asia Region and provides you with personalized travel-related assistance5 

in flights, accommodation, ground transfers and visa application. The medical team arranges what is needed in advance so you 
can rest assured that you will receive treatment on the road to recovery.

Efficient and Seamless Claims Resolution
and Cashless Facility6 for hospitalization in the Pan-Asia Region including all Grade 3A hospitals in mainland China
The team of specialists of the Service will assist you to apply for an efficient and seamless claims resolution arrangement with FWD 
prior to hospital admission. Upon the successful arrangement of the whole process of this resolution, FWD will then provide you 
with a Cashless Facility6 and pay the fees and charges on your behalf, subject to benefit limit, medical necessity and reasonable 
and customary charges limitations. Payment and claim requests for such fees and charges can be dispensed with and you can 
focus on recovery and managing your cash reserve more effectively!



International VIP Access
and Medical Companion Service in mainland China

The Service will arrange to escort the Insured Person to the designated mainland China hospitals in our network (including over 
300 Grade 3A hospitals in mainland China). The Insured Person will be accompanied during booking and hospital admission 
registration, to accelerate the Insured Person’s access to medical services.

Note:
• Please seek doctor’s individual advice on appropriateness of any medical service to be provided. HealthMutual Group Limited (“HMG”) and its healthcare team and Parkway Hospitals Singapore 

(“Parkway”) are all individual healthcare personnel instead of employees or representatives of FWD. FWD shall not be responsible for any act, negligence or omission of medical service or 
treatment on the part of them. FWD would not provide any medical advice and you should consult your own medical advisors for professional advice.

• You are required to consent to FWD, HMG and its healthcare network team and Parkway recording, sharing, using and archiving your personal data in pursuance of the Service being offered to you as 
well as for their training and quality assurance purposes. Failure to provide the relevant personal data may result in the said service providers being unable to provide the relevant services to you.

The information above is for reference only and none of the above is binding upon FWD, HMG or Parkway.

Remarks:
1. The Service, provided by HMG and its healthcare network team and Parkway, is not a part of the Policy or benefit item under the Policy provisions and only applicable to vTheOne Medical Plan. 

FWD reserves the right to terminate or vary the Service in its sole discretion without further notice. FWD shall not be responsible for any act, negligence or failure to act on the part of HMG and 
its healthcare network team and Parkway. The Service is only applicable in the Pan-Asia Region.

2. Hospital for this Service means a variety of network hospitals in the Pan-Asia Region providing treatment under the Service. Please contact FWD’s Service Hotline at (852) 3123 3123 to get more 
information about the list of hospitals in the Pan-Asia Region.

3. Inpatient Medical Advice Service is provided by HMG and its healthcare network team and this service offers inpatient medical advice for the Insured Person of vTheOne Medical Plan. Should 
the Insured Person be diagnosed with serious diseases and obtain a hospital admission letter, HMG will make an assessment based on the Insured Person’s medical reports as appropriate, 
including explanations of the medical report, alternative medical treatment and associated estimated medical expenses in the Pan-Asia Region. A final decision on the medical treatment 
arrangement shall be made solely by the Insured Person. Please note that Inpatient Medical Advice shall not be considered as medical consultation. If the Insured Person would like to have medical 
consultation, all relevant costs will be borne by the Insured Person. FWD reserves the right to terminate or vary this service in its sole discretion without further notice. 

4. The list of doctors of the Service may be revised from time to time without prior notice.
5. The Insured Person is responsible for all relevant fees and charges required of the travel and accommodation-related items. Travel-related assistance is only applicable to Taiwan, Singapore and 

Japan.
6. Terms and conditions apply to the Cashless Facility that can be accessed at https://www.fwd.com.hk/en/support/cashless-facility/. Cashless Facility is an administrative arrangement to pay the 

covered expenditures when the Insured Person is under confinement, but not a benefit item under Policy provisions or a guaranteed successful arrangement (“Cashless Facility”). FWD reserves 
the right to terminate or vary the service in its sole discretion without further notice. FWD would pay the medical cost to the relevant hospital on behalf of the Insured Person after successful 
arrangement of Cashless Facility. If there is Deductible balance (if any) of vTheOne Medical Plan (the “Eligible Plan”), Policy Holders are required to pay such balance when admitted to the 
hospital. If the medical cost paid by FWD is higher than the maximum amount of benefit, FWD would seek reimbursement from Policy Holders for such amount.

The service is provided by HMG and its healthcare network team and Parkway and it is not guaranteed renewable. FWD shall not be responsible for any act or failure to act on the part of HMG and 
its healthcare network team and Parkway and the professionals referred by HMG and Parkway.

This benefit/service is optional and does not form part of the Terms and Benefits of the VHIS Certified Plan – vTheOne Medical Plan (Certification Number: F00067). You have the right to opt-out this 
benefit/service. Please inform FWD in writing if you do not want to receive this free additional benefit/service.

Cancer Management Program
By expert of cancer case management

FWD is the first insurer^ in the local market to collaborate with HKSH Medical Group (“HKSH”) to launch the pioneer Cancer 
Management Program which consists of the following services:
1. Free second medical opinion service with a face-to-face consultation with a doctor from HKSH Cancer Centre, who will review 

medical reports and provide you with a personalized treatment strategy (for services available in Hong Kong only);
2. Cancer Concierge Service with a case nurse assigned by HKSH, coordinating the treatment plan for you throughout the 

journey; and
3. Cross-border cancer Doctor-to-Doctor Tele-Opinion between HKSH and designated hospitals in mainland China (e.g. link 

up with Shenzhen New Frontier United Family Hospital, Guangzhou United Family Hospital, other private hospitals and 
Grade 3A hospitals in mainland China with International VIP Access) through designated third-party service provider*, 
offering you professional cross-border medical advice on the best possible cancer treatment tailored to your medical 
condition and needs.

^ Per a comparison made on 2 June 2025 among the key insurers in Hong Kong, FWD is the first insurer to collaborate with HKSH to launch the Cancer Management Program.
* Currently by HMG.

Note:
• Before receiving any medical services, please seek doctor’s independent advice to ensure your physical condition is suitable for receiving the relevant medical services. Doctors of HMG and its 

healthcare team, HKSH and designated hospitals in mainland China are all independent healthcare professionals instead of employees or representatives of FWD. FWD shall not be responsible 
for any act, negligence or omission of medical services or treatments on the part of them. FWD would not provide any medical advice and you should consult your own medical advisors for 
professional advice.

• You are required to consent to FWD, HMG and its healthcare network team, HKSH and designated hospitals in mainland China for recording, sharing, using and archiving your personal data in 
pursuance of the services being offered to you. This personal data will also be used for training and quality assurance purposes. Failure to provide the relevant personal data may result in the said 
service providers being unable to provide the relevant services to you.

Remarks:
The service, provided by HMG and its healthcare network team, HKSH and designated hospitals in mainland China, is not a part of the Policy or benefit item under the Policy provisions and only 
applicable to vTheOne Medical Plan. The service is not guaranteed renewable. FWD reserves the right to terminate or vary the service in its sole discretion without further notice. HKSH reserves the 
final decision not to provide the service in special situations in its absolute discretion. FWD shall not be responsible for any act, negligence or failure to act on the part of HMG and its healthcare 
network team, HKSH and designated hospitals in mainland China.

From now on, let the Service be your partner in safeguarding your health!

PREMIER THE ONEcierge
One Team Health Management Hotline#:

Hong Kong: (852) 8120 9066
Toll-free number for mainland China: 400 9303078 

24-hour full support

# The hotline is operated by HMG. Please note that the hotline is for non-emergency reservation of doctor consultation instead of for emergencies.

For any enquiries about Policy information and the list of designated hospitals of International VIP Access and Medical Companion Service in mainland China, please contact your advisors or FWD's 
Service Hotline at (852) 3123 3123.
FWD reserves the right to amend, suspend or terminate the PREMIER THE ONEcierge One Team Health Management and to amend the relevant terms and conditions at any time without prior notice.

This benefit/service is optional and does not form part of the Terms and Benefits of the VHIS Certified Plan – vTheOne Medical Plan (Certification Number: F00067). You have the right to opt-out this 
benefit/service. Please inform FWD in writing if you do not want to receive this free additional benefit/service.



Second Medical Opinion Service

International SOS 24-hour Worldwide Assistance Services

As part of FWD’s promise of care, you are given the access to some of the highest ranked medical institutions in the US through 
International SOS once your claim is approved and such claim is relevant to designated diseases. For the list of designated 
diseases, please call the International SOS at (852) 3122 2900 for details.

What is Second Medical Opinion Service?
The objective of the Second Medical Opinion Service is to meet the public’s increasing demands for the best possible medical 
treatment bearing in mind the continual development of leading-edge treatments for diseases. This is why we offer the Second 
Medical Opinion Service to our valuable Insured Person via International SOS.

Under this distinguished service, Insured Person have access to a panel of specialists at leading medical institutions in the US to obtain 
alternative advice on his/her medical condition and confirmation of the diagnosis in the event that Insured Person have been diagnosed 
as suffering from designated disease made by Insured Person’s attending physician, plus any other relevant medical advice.

Panel of Second Medical Opinion Specialists
The panel provides you to access to some of the highest ranked medical institutions in the US, together with more than 15,000 
specialists who practice there, including:
• Harvard Medical School • Brigham and Women’s Hospital, Boston
• Johns Hopkins Hospital, Baltimore • Dana-Faber Cancer Institute
• Massachusetts General Hospital • Cedars-Sinai Medical Center, Los Angeles
The list of medical institutions may be revised from time to time without prior notice.

How to seek Second Medical Opinion Service?
When you have been diagnosed with a major disease, you are required to follow the instruction below to obtain the Second 
Medical Opinion Service.

1. Call International SOS at (852) 3122 2900 and request for the Second Medical Opinion Service.
2. Within 24 hours International SOS will confirm membership and whether medical condition is eligible for the service.
3. If your medical condition is eligible for the service, the Second Medical Opinion will be provided to you by phone.

How to seek for an additional Second Medical Opinion Report
1. Receive “Information Request Form” from International SOS via fax or email.
2. International SOS will assess the case and reply to you if your case is eligible for the report. You need to complete the 

Information Request Form and send to International SOS together with the relevant medical documents for the Second 
Medical Opinion Report*. (via courier or registered mail at your own cost)

3. The panel of Second Medical Opinion will send acknowledgement to International SOS after receipt. If additional medical 
information is required, the panel of Second Medical Opinion will inform International SOS who in turn contact you.

4. After evaluation, written Second Medical Opinion report and advice will be faxed/emailed to International SOS within 3-5 
US working days depending on complexity of the report.

5. Upon receipt of the Second Medical Opinion report, International SOS will send it to you and your treating physicians, as required.

If requested, International SOS will arrange transportation, accommodation and admission to the identified treating facility and 
with a medical escort, if medically necessary. ALL RELATED COSTS to International SOS WILL BE BORNE BY YOU.

* Second Medical Opinion Report is US$850. (The cost may be reviewed from time to time)

The information above is for reference only and none of the above is binding upon FWD or International SOS. The service is currently provided by International SOS and it is not guaranteed renewable. 
FWD shall not be responsible for any act of failure to act on the part of International SOS and the professionals referred by International SOS. FWD reserves the right to amend, suspend or terminate 
the Second Medical Opinion Service and to amend the relevant terms and conditions at any time without prior notice.

Note:
1. FWD, the medical panel, International SOS and/or any of its affiliates, record, share, use and archive your personal data in pursuance of the services being offered to you as well as for their training 

and quality assurance purposes. The failure to provide the relevant personal data may result in the said service providers being unable to provide the relevant services to you.
2. The Second Medical Opinion Service and report (if applicable) are provided by panel of second medical opinion specialists of International SOS who are not employees and/or agents of FWD. 

The opinion and report (if applicable) are general in nature to meet your healthcare needs and should not be used as a substitute for medical services. It is for you and your physician or consulting 
hospital to decide the appropriate medical course of action to be pursued. FWD shall not be responsible or liable to you for anything in relation to such opinion and report (if applicable) given by 
panel of second medical opinion specialists of International SOS. FWD would not provide any medical advice and you should consult your own medical advisors for professional advice.

3. International SOS, and/or its affiliates and the panel providing the Second Medical Opinion and Report (if applicable) do not have any authority or responsibility to determine the benefits/ 
amounts payable, its eligibility claim procedures etc.

This benefit/service is optional and does not form part of the Terms and Benefits of the VHIS Certified Plan – vTheOne Medical Plan (Certification Number: F00067). You have the right to opt-out this 
benefit/service. Please inform FWD in writing if you do not want to receive this free additional benefit/service.

General Benefits and Terms
The following SOS benefits are available to FWD’s Insured Persons under the Policy when travelling outside the home country 
or usual country of residence for periods not exceeding 90 consecutive days per trip.
The International SOS 24-hour Worldwide Assistance Services is provided as a benefit by International SOS (“Intl.SOS”). 
Intl.SOS is not an agent of FWD and FWD shall not accept any liability for the services provided by Intl.SOS, or their availability. 
The contract between Intl.SOS and you are separate and independent to the Policy.



Medical Assistance:
1 Telephone Medical Advice
 Intl.SOS will arrange for the provision of medical advice to you over the telephone.
2 Arrangement and Payment of Emergency Medical Evacuation
 Intl.SOS will arrange and pay for the air and/or surface transportation and communication for moving you to the nearest 

hospital where appropriate medical care is available.
3 Arrangement and Payment of Emergency Medical Repatriation
 Intl.SOS will arrange and pay for the return of you to the home country or usual country of residence following an emergency 

medical evacuation for subsequent in-hospital treatment in a place outside the home country or usual country of residence.
4 Arrangement and Payment of Repatriation of Mortal Remains
 Intl.SOS will arrange for transporting your mortal remains from the place of death to the home country or usual country of 

residence and pay for all expenses reasonably and unavoidably incurred in such transportation so arranged by Intl.SOS or 
alternatively pay the cost of burial at the place of death as approved by Intl.SOS.

5 Arrangement of Hospital Admission and Guarantee of Hospital Admission Deposit
 If the medical condition of you is of such gravity as to require hospitalization, Intl.SOS will assist such Insured Person in the hospital 

admission. In case of hospital admission duly approved by Intl.SOS and you are without means of payment of the required hospital 
admission deposit, Intl.SOS will on behalf of your guarantee or provide such payment up to US$5,000. The provision of such 
guarantee by Intl.SOS is subject to Intl.SOS �rst securing payment from you through your credit card or from the funds 
from your family. Intl.SOS shall not be responsible for any third-party expenses which shall be solely your responsibility.

6 Delivery of Essential Medicine 
 Intl.SOS will arrange to deliver you the essential medicine, drugs and medical supplies that are necessary for your care 

and/or treatment but which are not available at your location. The delivery of such medicine, drugs and medical supplies 
will be subject to the laws and regulations applicable locally. Intl.SOS will not pay for the costs of such medicine, drugs or 
medical supplies and any delivery costs thereof.

7 Arrangement and Payment of Compassionate Visit and Hotel Accommodation (US$1,000 subject to a sub-limit US$250 per day) 
Intl.SOS will arrange and pay for one economy class return airfare and hotel accommodations for a relative or a friend of 
you to join who, when travelling alone, are hospitalized outside the home country or usual country of residence for a period 
in excess of seven (7) consecutive days, subject to Intl.SOS’ prior approval and only when judged necessary by Intl.SOS on 
medical and compassionate grounds.

8 Arrangement and Payment of Return of Minor Children
 Intl.SOS will arrange and pay for the economy class one-way airfare for the return of minor children (aged 18 years old and 

below, unmarried) to the home country or usual country of residence if they are left unattended as a result of the 
accompanying Insured Person’s illness, accident or emergency medical evacuation. Escort will be provided, when necessary.

9 Arrangement and Payment of Convalescence Expenses (US$1,000 subject to a sub-limit US$250 per day)
 Intl.SOS will arrange and pay for the additional hotel accommodation expenses necessarily and unavoidably incurred by 

you related to an incident requiring emergency medical evacuation, emergency medical repatriation or hospitalization. 
Intl.SOS’ prior approval, subject to its determination on medical grounds, is required in respect of such payment.

10 Arrangement and Payment of Unexpected Return to the Home Country or Usual Country of Residence
 In the event of the death of your close relative in your home country or usual country of residence while you are travelling 

overseas (save for in the case of migration) and necessitating an unexpected return to your home country or usual country 
of residence, Intl.SOS will arrange and pay for one economy class return airfare for the return of you to your home country 
or usual country of residence.

11 Arrangement and Payment of Return of Insured Person to Original Work Site
 Following your emergency medical evacuation or emergency medical repatriation and within one (1) month period, Intl.SOS 

will, upon your request, arrange and pay for a one-way economy class airfare to return you to the original work location.

Travel Assistance:
1 Inoculation and Visa Requirement Information
 Intl.SOS shall provide information concerning visa and inoculation requirements for foreign countries, as those 

requirements are speci�ed from time to time in the most current edition of World Health Organization Publication 
“Vaccination Certi�cates Requirements and Health Advice for International Travel” (for inoculations) and the “ABC Guide to 
International Travel Information” (for visas). This information will be provided to you at any time, whether or not you are 
travelling or an emergency has occurred.

2 Lost Luggage Assistance
 Intl.SOS will assist you who has lost his/her luggage while travelling outside the home country or usual country of residence 

by referring you to the appropriate authorities involved.
3 Lost Passport Assistance
 Intl.SOS will assist you who has lost his/her passport while travelling outside the home country or usual country of 

residence by referring you to the appropriate authorities involved.
4 Legal Referral
 Intl.SOS will provide you with the name, address, telephone numbers, if requested by you and if available, o�ce hours for 

referred lawyers and legal practitioners. Intl.SOS will not give any legal advice to you.
5 Emergency Travel Service Assistance
 Intl.SOS shall assist you in making reservations for air ticket or hotel accommodation on an emergency basis when 

travelling overseas.

Intl.SOS, at its sole discretion, may provide assistance to Insured Persons on a fee-for-service basis for those cases which do not fall within the service scope, subject to Intl.SOS receiving additional �nancial 
guarantees or indemni�cation from FWD and/or its Insured Person(s) prior to rendering such services on a fee-for-service basis.

The information above is for reference only and none of the above is binding upon FWD or Intl. SOS.
The service is currently provided by Intl. SOS and the medical advice is provided by medical service providers which are not employee and/or agent of FWD. The service is not guaranteed renewable. FWD shall 
not be responsible or liable to you or the Policy Holder for anything in relation to such service given by International SOS and the medical service providers referred by Intl. SOS. FWD reserves the right to amend, 
suspend or terminate the Intl. SOS 24-hour Worldwide Assistance Services and to amend the relevant terms and conditions at any time without prior notice.

This bene�t/service is optional and does not form part of the Terms and Bene�ts of the VHIS Certi�ed Plan – vTheOne Medical Plan (Certi�cation Number: F00067). You have the right to opt-out this 
bene�t/service. Please inform FWD in writing if you do not want to receive this free additional bene�t/service.



MINDcierge
Comprehensive Services Offered For Better Mental Wellness

The comprehensive mental health-related services (the “MINDcierge Services”) are offered to you under the Policy. You will be 
able to enjoy the MINDcierge Services, which include an Emotional Wellness Management and Child Development Referral 
Service Program1, and mental health service support in Hong Kong, with flexibility and convenience by simply making a call to 
the MINDcierge Hotline2 (the “MINDcierge Hotline”). You will never feel helpless when encountering any mental health issues.

Emotional Wellness Management And Child Development Referral Service Program
The MINDcierge Services provide you with the Emotional Wellness Management and Child Development Referral Service 
Program1. When you wish to seek assistance in enquiring about or resolving mental health issues, you can call the number below 
for arrangement of emotional wellness counselling and child development and/or preliminary medical consultation and other 
mental health service support.

MINDcierge Hotline - Professional Service (Hong Kong) Referral Hotline2 

Hong Kong: (852) 8120 9066
Toll-free number for mainland China: 400 9303078

24-hour full support

A Preliminary Medical Consultation
A preliminary diagnosis and advice from doctors or other medical professionals are what you need when you face mental health 
problems and have no idea how to tackle them. With the consultation service, you will be able to receive guidance and advice 
from a team of medical professionals who can alleviate your worries. The preliminary medical consultation service is offered to 
you at the preferred price3.
Further consultation referral to professionals from related fields will be arranged (when required)3.

For any enquiries about Policy information, please contact your advisors or FWD’s Service Hotline at (852) 3123 3123.

The above information is for reference only and is indicative of the key features of the Services instead of the Policy benefits of vTheOne Medical Plan. For a complete explanation of the terms and 
conditions of vTheOne Medical Plan, please refer to the Policy provisions.

Terms and Conditions:
1. In order to be eligible for the Emotional Wellness Management and Child Development Referral Service Program, the policy(ies) of vTheOne Medical Plan (“Policy”) must remain in force. The service 

program is provided by HMG and its healthcare network team. All fees and charges will be paid by you. This service program is only available in Hong Kong region and to the Insured Person under 
the Policy. This service program is not a part of the Policy or benefit item under the Policy provisions and is only available to the Insured Person covered by the Policy. FWD reserves the right to 
terminate or vary the service in its sole discretion without further notice. FWD shall not be responsible for any act, negligence or failure to act on the part of HMG and its healthcare network team.

2. The MINDcierge Hotline – Professional Service (Hong Kong) Referral Hotline is operated by HMG. Please note that this hotline is for non-emergency reservation of medical consultation, 
professional referral (including child development) and/or counselling services on emotional wellness.

3. For any additional service provided by HMG and their healthcare network teams, the Policy Holder of the Policy should settle the payment directly with HMG.

Notes:
• vTheOne Medical Plan is subject to all its respective Policy terms and conditions. Please refer to the relevant terms and conditions in the product brochure and Policy provisions for more details.
• FWD reserves the right to make any amendment of the terms and conditions of the MINDcierge Services, including discontinuing the MINDcierge Services at any time without prior notice. In 

case of any dispute, the decisions of FWD shall be final.
• Please seek doctor’s individual advice on the appropriateness of any medical service to be provided. Doctors and medical professionals of HMG and its healthcare network team are all individual 

healthcare personnel instead of employees or representatives of FWD. FWD will not be responsible for any act, negligence or omission of medical service or treatment on the part of them.
• You are required to consent to FWD, HMG and its healthcare network team, recording, sharing, using and archiving your personal data in pursuance of the MINDcierge Services being offered to 

you as well as for their training and quality assurance purposes. Failure to provide the relevant personal data may result in the said service providers being unable to provide the relevant services to you.
The service is provided by HMG and its healthcare network team and it is not guaranteed renewable. FWD shall not be responsible for any act or failure to act on the part of HMG and its healthcare 
network team and the professionals referred by HMG. FWD reserves the right to amend, suspend or terminate the MINDcierge Services and to amend the relevant terms and conditions at any time 
without prior notice.

This benefit/service is optional and does not form part of the Terms and Benefits of the VHIS Certified Plan – vTheOne Medical Plan (Certification Number: F00067). You have the right to opt-out this 
benefit/service. Please inform FWD in writing if you do not want to receive this free additional benefit/service.

Mainland China Focus –
Mainland China Home Care Services

Mainland China Emotional Counselling Service
The MINDcierge Services also provide you with 6 free counselling consultations annually in mainland China either through 
phone call or face to face for any emotional concerns1. By dialing the number below, you may schedule a 45-minute consultation 
of emotional wellness counselling. A dedicated support team offers assistance when you need it most.

MINDcierge Hotline - mainland China Emotional Counselling Service Hotline2 

Toll-free number for mainland China: 400 9210104 (24-hour full support2)

Elderly Care Services for 68 Major Crises
If the Insured Person is diagnosed with 68 Major Crises4, the Insured Person can enjoy the Elderly Care Service (the “Elderly Care 
Services”), which include elderly emotional counselling service5. It is always ready to help when the Insured Person encounter 
mental health issues.
Besides, Professional Home Care Guidance and Premier Home Care Service will provide care guidance for the Insured Person’s 
needs in general to caring on activities of daily living6.
With flexibility and convenience by simply making a call to the designated hotline3 (the “Hotline”) below, you would make caring 
easier through the Services.

Hotline
Toll-free number for mainland China: 400 9210104 

24-hour full support

Any additional counselling services will be provided at a preferred price3 which will be paid by you.



(i) Elderly Emotional Counselling Service
 The Elderly Care Services also provide the Insured Person with 6 free counselling consultations annually in mainland China 

either through phone call, video conferencing or face to face setting for any emotional concerns5. By dialing the Hotline, the 
Insured Person may schedule a 45 to 60-minute consultation of emotional wellness counselling. A dedicated support team 
offers assistance when the Insured Person needs it most.

(ii) Professional Home Care Guidance
 The Elderly Care Services offer homebound guide6 twice a year for free to the Insured Person and his/her family member on 

nursing care guidance for the Insured Person’s road of recovery including personal hygiene management such as bath taking 
and oral care, assistance in feeding and roll over/muscle massage to alleviate pain and tiredness from lying in bed. By dialing the 
Hotline, the Insured Person may schedule a 60-minute session.

(iii) Premier Home Care Service
 The Elderly Care Services offer homebound of visiting nursing staff6 6 times a year for free to care for the Insured Person’s 

activities of daily living thoroughly offering help when it is needed. By dialing the Hotline, the Insured Person may schedule 
a 60-minute session.

Any additional counselling services will be paid by Insured Person.

For any enquiries about Policy information, please contact your advisors or FWD’s Service Hotline at (852) 3123 3123.
The above information is for reference only and is subject to respective terms and conditions. It is indicative of the key features of the MINDcierge services instead of the Policy benefits of vTheOne 
Medical Plan. For a complete explanation of the terms and conditions of vTheOne Medical Plan, please refer to the Policy provisions.

Terms and Conditions:
1. In order to be eligible for the Mainland China Emotional Counselling Service, the policy(ies) of vTheOne Medical Plan (“Policy”) must remain in force. The service is provided by Valurise Health 

Solutions International Limited (“VHS”) and its healthcare network team. The Insured Person is eligible for 6 free counselling sessions annually. All fees and charges will be paid by you for 
additional counselling sessions at a preferred price. This service is only available in the mainland China region and to the Insured Person under the Policy. This service is not a part of the Policy or 
benefit item under the Policy provisions and is only available to the Insured Person covered by the Policy. FWD reserves the right to terminate or vary the service in its sole discretion without 
further notice. FWD shall not be responsible for any act, negligence or failure to act on the part of VHS and its healthcare network team.

2. The MINDcierge Hotline - Mainland China Emotional Counselling Service Hotline is operated by VHS. Please note that this hotline is for non-emergency reservation of medical consultation, 
professional referral and/or counselling services on emotional wellness. Please note that the Hotline service hour is 24 hours, Monday-Sunday and the counselling service hour is 8am-8pm 
Monday-Sunday (except Chinese New Year Public Holiday).

3. For any additional service provided by VHS and its healthcare network teams, the Policy Holder of the Policy should settle the payment directly with VHS.
4. 68 Major Crises mean the following diseases. For definitions of these Major Crises, please call VHS at (400) 9210104 for details. The meaning of “Major Crises” is subject to change as determined 

by FWD from time to time at its sole and absolute discretion without further notice.
5. In order to be eligible for the Elderly Emotional Counselling Service, the policy(ies) of vTheOne Medical Plan must remain in force for Insured Person at age next birthday 56 or above. The Insured 

Person is eligible for 6 free counselling sessions annually.
6. In order to be eligible for the Professional Home Care Guidance and Premier Home Care Service, the policy(ies) of vTheOne Medical Plan must remain in force for Insured Person. Each session 

of service is 60 minutes. The service excludes (but not limited to) care for wound dressing management, pressure sore and tracheostomy nursing. Please note that the on-site visiting hour is 
9am-6pm, Monday-Sunday (except mainland China Public Holidays).

 
 1. Cancer
 Related to circulatory system 
 2. Heart Attack 6. Eisenmenger’s Syndrome 10. Major Organ Transplantation (Kidney, Heart)
 3. Stroke 7. Heart Valve Surgery 11. Other Serious Coronary Artery Disease
 4. Cardiomyopathy 8. Infective Endocarditis 12. Primary Pulmonary Arterial Hypertension
 5. Coronary Artery Disease Surgery 9. Kidney Failure 13. Surgery to Aorta

 Related to organ failure
 14. Aplastic Anaemia 19. Fulminant Hepatitis 24. Severe Systemic Lupus Erythematosus (SLE) with   
 15. Chronic Auto-Immune Hepatitis 20. Major Organ Transplantation (Lung, Pancreas, Liver )  Lupus Nephritis
 16. Chronic Liver Disease  and Bone Arrow 25. Severe Pulmonary Fibrosis
 17. Chronic Lung Disease 21. Medullary Cystic Disease 26. Surgical Removal of One Lung
 18. End Stage Lung Disease (including Chronic  22. Occupationally Acquired HIV
  Obstructive Lung Disease, Severe Bronchiectasis and  23. HIV Due to Blood Transfusion
  Severe Emphysema)
 
 Related to nervous system
 27. Alzheimer’s Disease 35. Encephalitis 42. Paralysis
 28. Amyotrophic Lateral Sclerosis 36. Loss of Hearing 43. Parkinson’s Disease
 29. Apallic Syndrome 37. Major Head Trauma 44. Poliomyelitis
 30. Bacterial Meningitis 38. Meningeal Tuberculosis 45. Progressive Bulbar Palsy
 31. Benign Brain Tumour 39. Motor Neurone Disease 46. Progressive Muscular Atrophy
 32. Blindness 40. Multiple Sclerosis 47. Progressive Supranuclear Palsy
 33. Brain Surgery 41. Muscular Dystrophy 48. Severe Myasthenia Gravis
 34. Creutzfeld-Jacob Disease

 Other major crises
 49. Amputation of Feet due to Complication from  56. Haemolytic Streptococcal Gangrene 63. Pheochromocytoma
  Diabetes Mellitus 57. HIV due to Assault 64. Severe Osteoporosis
 50. Chronic Adrenal Insufficiency 58. Loss of Independent Existence 65. Severe Rheumatoid Arthritis  
 51. Chronic Relapsing Pancreatitis 59. Loss of Limbs 66. Systemic Sclerosis
 52. Coma 60. Loss of Speech 67. Terminal Illness
 53. Crohn’s Disease 61. Major Burns 68. Ulcerative Colitis
 54. Ebola 62. Necrotizing Fasciitis
 55. Elephantiasis

Notes:
• vTheOne Medical Plan is subject to all its respective Policy terms and conditions. Please refer to the relevant terms and conditions in the product brochure and Policy provisions for more details.
• FWD reserves the right to make any amendment of the terms and conditions of the Mainland China Home Care Services, including discontinuing the MINDcierge Hotline – Mainland China Emotional 

Counselling Service Hotline and Hotline for Elderly Care Service for 68 Major Crises at any time without prior notice. In case of any dispute, the decisions of FWD shall be final.
• Please seek doctor’s individual advice on the appropriateness of any medical service to be provided. Doctors and medical professionals of VHS and its healthcare network teams are all individual healthcare 

personnel instead of employees or representatives of FWD. FWD will not be responsible for any act, negligence or omission of medical service or treatment on the part of them. FWD would not provide any 
medical advice and you should consult your own medical advisors for professional advice.

• You are required to consent to FWD, VHS and its healthcare network team, recording, sharing, using and archiving your personal data in pursuance of the Mainland China Home Care Services being offered 
to you as well as for their training and quality assurance purposes. Failure to provide the relevant personal data may result in the said service providers being unable to provide the relevant services to you.

The service is provided by VHS and its healthcare network team and it is not guaranteed renewable. FWD shall not be responsible for any act or failure to act on the part of VHS and its healthcare network team 
and the professionals referred by VHS. FWD reserves the right to amend, suspend or terminate the Mainland China Home Care Services and to amend the relevant terms and conditions at any time without prior 
notice.

This benefit/service is optional and does not form part of the Terms and Benefits of the VHIS Certified Plan – vTheOne Medical Plan (Certification Number: F00067). You have the right to opt-out this 
benefit/service. Please inform FWD in writing if you do not want to receive this free additional benefit/service.

This service flyer is issued by FWD and is intended to be distributed in Hong Kong only and shall not be construed as an offer to sell, a solicitation to buy or the provision of any insurance products or 
services of FWD outside Hong Kong. All selling and application procedures of the insurance plans and services must be conducted and completed in Hong Kong.

This service flyer should be read along with the illustration documents and/or other relevant marketing materials of vTheOne Medical Plan. Any promotional offer(s) or material(s) should be read in 
conjunction with the relevant product brochure and the terms and conditions of the insurance products. Customers should not purchase the relevant insurance product(s) solely on the basis of any 
promotional offer(s) or material(s). The above does not contain the full terms and conditions of the relevant insurance plan. For full terms and conditions, details and risk disclosures of the relevant 
insurance plan, please refer to relevant product brochure and policy documents. Before applying for any insurance products, customers should confirm the product(s) is/are suitable for their insurance 
needs and objectives.
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