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Frequently Asked Questions: symplr Access + IntelliCentrics

Thank you for being part of the symplr and IntelliCentrics community. We’re committed to
supporting healthcare professionals by simplifying compliance, improving efficiency, and
ultimately making healthcare work better.

If you have questions after reading the following, our customer service team is happy to help at
support@symplr.com or 866-373-9725 or through a ticket submitted at

www.symplr.com/contact.

Section 1: General Questions:

1. Why am | being asked to update my credentials or provide more information?

Healthcare facilities are responsible for ensuring the safety and privacy of their patients, staff,
and visitors onsite. These include our customers who need to confirm that everyone who
accesses the premises — including their vendors — has the necessary qualifications, licenses,
and certifications. Our credentialing tools help health systems meet those responsibilities and
remain audit-ready at any time. Vendors should expect to share qualifications, licenses, and
other criteria of people who access their facilities. We support our customers by managing
credentials with our solution. We understand this process can be time-consuming, and we
continue to innovate to make it faster and easier for you.

2. Why was | charged $150 after my subscription expired?

To support uninterrupted service and to maintain up-to-date records for our customers we
offer auto-renewal of services and recommend this for all subscribers. When accounts lapse,
fees may apply as part of the standard subscription renewal process. To avoid this situation, we
notify users in advance of their renewal date so they can make changes if needed. If you have
guestions, our customer service team is happy to help: support@symplr.com or

customerservice.us@intellicentrics.com or visit symplr's official contact page:

https://www.symplr.com/contact.
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3. I noticed a recent price increase. Why did this happen?

We periodically update our pricing to reflect enhancements in our platform, rising service costs,
and new capabilities that support our mission: helping customers ensure compliance, reduce
administrative burden, and focus more time on patient care. The most recent price increase
went into effect on January 1, 2025 and applies to new subscriptions and renewing
subscriptions. In advance of a customer’s annual renewal date, they are provided additional
information with a link to subscription packages and the features for each pricing package.

Each price adjustment is made thoughtfully to uphold compliance and ease of use. We continue
to reinvest to provide reliable and secure solutions that improve your experience and value.

4. |can’tloginto my account — what should | do?

If you're locked out or experiencing login issues, please contact our customer service team for
help: support@symplr.com or customerservice.us@intellicentrics.com. For more contact

options or to submit a request online, please visit symplr's official contact page:
https://www.symplr.com/contact. Most access issues are quickly resolved by confirming

account status or updating credentials. If you are unable to access your account, it may be that
you have not paid your renewal fee. We are happy to help resolve this issue.

5. Does symplr or IntelliCentrics decide credentialing requirements?

Neither. Credentialing standards are set by health systems, guided by regulatory agencies like
the CDC and The Joint Commission. Our job is to help health systems enforce those standards
with tools that streamline credential tracking and make compliance easier for both hospitals
and vendors. Additionally, new features enable this information.

6. Where can | go if | need help or have questions?

Our customer service team is here for you at support@symplr.com or by submitting a request

online at symplr's official contact page: https://www.symplr.com/contact. If you need to

contact the IntelliCentrics Support team, please email customerservice.us@intellicentrics.com.

7. How does symplr handle customer feedback on social media?

We monitor feedback closely and use it to identify opportunities for improvement. If a concern
or question is asked online, we’ll share a link to our FAQs and the customer support contact
information so that the team can assist directly. This helps ensure customer issues are logged,
addressed promptly, and handled with care.
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8. | saw something about symplr acquiring IntelliCentrics. What’s the status?
symplr completed the acquisition of IntelliCentrics in 2024. We're currently integrating our

systems and teams to create a more unified experience. This includes simplifying access,
credentialing, and billing — always with the goal of improving customer service and
ensuring compliance for healthcare systems.

9. If I subscribe to IntelliCentrics and symplr, when can | consolidate into one
subscription? What efficiencies can | expect?
The timing of this consolidation is decided and scheduled by hospitals. Until complete, you
will need active subscriptions at facilities you visit for vendor credentialing. We are
scheduling hospitals to consolidate systems for a seamless experience and unified billing,
bringing together people and processes. There are real efficiencies to expect, including
access to the largest vendor credentialing network in the U.S. This streamlines credentialing
and offers enhancements like “one click” review of policies for a unified policy signature
across all hospitals within a network and SMS capabilities, improved registration and
renewal across all locations.

Section 2: IntelliCentrics Transition Questions:

Managing my account

1. If I subscribe to IntelliCentrics only, when when do | need a symplr Access
account?

We will be in touch with instructions on how to set up a symplr Access account as soon as a
health system you visit has transitioned to symplr Access. All you will need to do to activate
your account, is to log into the symplr Access account using the link received via email. Check
your profile to ensure your information and credentials are up to date. Until then, keep your
IntelliCentrics account up to date and we will apply the expiration dates to your symplr account.
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2. What if | don’t receive an email with my activation link?

If you know your health system has been assigned a transition date and you still haven't
received an email, please reach out to symplr customer support at support@symplr.com or
866-373-9725 (Option 1).

3. What happens if | forget to create my symplr account?

As an IntelliCentrics vendor representative, you will need to make sure to confirm your
symplr account by clicking on the activation link in the email you received. If you have not
received the email with the activation link, please reach out to symplr customer support. To
ensure uninterrupted access to your facility, please be sure to activate your symplr account
once the facility has transitioned. Delaying activation may result in temporary access issues.

Accessing a facility

4. How do | access a facility that uses IntelliCentrics now?

You continue to use the SEC3URE check-in process until the health system has switched
over to symplr Access. We will notify you via email once the facilities that you are visiting
are switched over. Until then, you can use your IntelliCentrics GoBadge, mobile app or kiosk
to check into the facility.

5. Will I know when the health system switches from IntelliCentrics over to
symplr Access?

Yes, communication will be sent via email. You can also see the status by looking into the
SEC3URE or Access account to see where the facility is active.

6. What should | do before my first visit to a facility using symplr Access?

Log into your symplr account and enter and confirm the details on your Profile page
e Add the Facility
e Go to “Manage Credentials and Policies” to review your credentials to confirm your
compliance status.
e Go to “Policies” tab and read and sign all that are marked incomplete and expired
e Click “Check Light Status” — A green light status is what you need to check in at the
facility.
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7. How do | check into a facility with a symplr account?

You can check in with the symplr Access mobile app. Your check-in code will appear on
screen. Scan your code at the next symplrPass.

e Select “Facility Check-In”

e Tap “Check In” button of the facility you are visiting

e Select Department and tap “OK”

e Select “Reason for Entry” and tap “OK”

e Select “Time of Check-In” and tab “Done”

e Type the name of the person you are visiting and tap “Submit”
e Tap “Confirm” to finalize your check-in



