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From: fbforwarding@onemedical.com [fbforwarding@onemedical.com] 
on behalf of •-----■@gmail.com>--@gmail.com] 
Sent: 1/23/2021 4:08:45 AM 

To: feedback@onemedical.com 
Subject: Help Needed 

Hello, 
I am a health practitioner and was directed by UCLA to your company as a site that was going to be 
administering the COVID vaccine. I was under the impression that I signed up for the free trial and then 
proceeded to make an appointment to receive the COVID vaccine. I then got an email confirming that my credit 
card was charged. I could not see a way to proceed with scheduling without submitting my credit card 
information. I need to cancel this membership as I intended to initiate the free trial. 

I emailed admin@onemedical.com one week ago but never got a response. 
I have tried calling every day but can never get through. Additionally, I tried making an appointment by calling 
but could also never get through. If I had a medical issue that needed addressing I was disappointed to know a 
quick phone call would prove impossible. When I tried to access the online portal for appointments it 
coincidentally said all doctors were at a meeting. I guess it's bad timing on all accounts. 

I'm hopeful I can get some help .. .I would like to keep my appointment for the COVID vaccine, but need to 
cancel the membership and trade it for the trial. 

Thank you in advance. 
Best regards, 

-@gmail.com 

From: @gmail.com> 
Date: January 16, 2021 at 6:30:55 PM PST 
To: admin@onemedical.com 
Subject: Free trial 

Hello, 
I am a health practitioner and was directed by UCLA to your company as a site that was going to 
be administering the COVID vaccine. I was under the impression that I signed up for the free 
trial and then proceeded to make an appointment to receive the COVID vaccine. I then got an 
email confirming that my credit card was charged. I could not see a way to proceed with 
scheduling without submitting my credit card information. I hope that the amount will be 
refunded once the trial is over .... or can someone help right the situation now? I tried calling but 
was on hold for hours and gave up. 

Please help. 
Thank you, 

@gmail.com 

OM-SSCC-0007677 











Messages in chronological order (times are shown in GMT +00:00) 

� D01 BWKZJLKY 

 1/26/2021, 4:07 PM 
hey ! any chance we can squeeze in a vaccine referral for amir? i sent ya an email about it last night, but not sure 
if yo seen it yet 

 4:24 PM 
Yes! I'm sure we can get him in this week. Any chance we have a window of time that works best for him? I can add him 
in as soon as I publish a schedule so we can save a spot! 

 

why dont we say as close to lunchtime as possible on any day 

 

<a href="https://one.1 life.com/admin 
dashboard">https://one.1 life.com/admin 

 

here is the chart link 

 

/membership
/membership-dashboard</a> 

Got it. I plan to post the rest of the schedule for our moderna vax soon but I'm trying to make sure we keep our 
scheduling inventory separate to make sure we won't be going back and forth all day 

 

sounds good! 

 

just let me know when we get him in so I can loop in the enterprise team and amir! 

 

He is booked for this Thursday, Jan. 28 at 12:40pm 

 

Also, which types of people are we actually seeing at Transbay? Just Group 1A? Also 18? 
Also, is the qualifying age 65 or 75? 

 

we are doing 1a AND 65+ per governor newsom 

 

OK! Seeing different messaging sources give different "elderly" ages and just want to be sure! Thank you! 

 

thank you SO much for getting. booked 

 

any chance we could do one more? 

 

Sure! Hit me! 

 

4:50 PM 

4:51 PM 

4:51 PM 

4:51 PM 

4:58 PM 

4:58 PM 

5:00 PM 

5:14 PM 

5:15 PM 

5:15 PM 

5:42 PM 

5:42 PM 

5:42 PM 

7:01 PM 
Hi  - question for you- a lot of people self booking are not qualifying as a resident or someone who works 
in S be: 

OM-SSCC-0018933 
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• Cancelling them off the schedule?
• Even if they meet other eligibility requirements?
• Blocking people/ auto cancelling people who double book? People are holding spots for others and double booking.
We're trying to catch all of them but it's hard to reach out to each person we catch in enough time.

 7:34 PM 
if they meet other eligibity requirements okay to keep them on 

 7:34 PM 
we dont know if they work in SF and if they do, they qualify to be vaccinated here 

 7:35 PM 
we should discourage double booking 

 7:35 PM 
especially if theyre holding spots for folks that arent one medical members or who may not meet eligibility requirements 

 

:thankyoububble: 

 

<a href="https://one.1 life.com-/account">https://one.1 life.com-account</a> 

 

this is the other VIP for amir if there is still avialablity to get her in later this week 

 

just book the slot and ill let them know where we can slot her in 

 

7:40 PM 

8:25 PM 

8:25 PM 

8:26 PM 

8:40 PM

Would it be possible to wait until tomorrow to get them booked? All of my manager slots for the week have already been 
taken and every other spot is filled. We're hoping to get 100 pfizer vaccines from 4EC but don't want to publish a 
schedule until I know for certain how many we will have. 
If we need to get this person in right away, I can try to see if I can Jimmy-wrench (crowbar) my way into adding more 
slots. 

 8:58 PM 
we can wait until tomorrow! 

 8:58 PM 
lets just follow up then 

 8:58 PM 
OK! I know  is busy today but hope to get confirmation soon. 

 9:09 PM 
I got the patient in! I was just checking and there was a cancelllation for tomorrow. At 1 pm! Let me know if they can't 
make and I'll cancel the visit! 

 

 

 

great! 

 

and this would be at transbay? 

9:09 PM 

11:16 PM 

11:16 PM 
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One Medical, like many primary care providers, accepts most major insurance plans, 
Medicare, and many plans offered through Affordable Care Act exchanges.  In addition, One 
Medical operates on a membership model in which many of its patients pay an annual fee, 
currently around $199 per year, for services beyond those that are traditionally covered by 
insurance.  The membership provides access to One Medical’s suite of 24/7 digital health and 
other member services, which includes unlimited access to on-demand video chat and 
messaging with no additional billing to insurance or individuals.1  One Medical’s approach to 
primary care is designed around patients’ needs and can deliver highly responsive care and 
service.  For example, One Medical offers same-day and next-day appointments, commits to 
starting appointments on time, provides on-site lab services, and offers a variety of online 
services including on-demand video consultations anytime of the day or night, as well as online 
appointment scheduling.  To encourage longer and less-rushed appointments, clinical staff are 
salaried and thus not compensated by the number of patients they see.  One Medical does not 
require paid membership to call and receive care in any office.   

As of December 31, 2020, One Medical served approximately 549,000 members.  There 
are two ways to become a One Medical member.  First, patients may sign up directly with One 
Medical by paying the annual fee.  Second, many companies offer One Medical memberships to 
their employees as an employment benefit and a means of reducing overall healthcare costs.  As 
of December 31, 2020, more than 8,000 employers provided One Medical memberships to their 
overall workforce (and sometimes dependents), and nearly 60% of One Medical members 
receive their memberships through their employers.   

The company has also brought significant innovation to medical technology, developing 
and building its own comprehensive electronic health records platform that is used for all 
aspects of providing care.  By reducing the administrative burdens on providers, this technology 
permits them to spend more time with their patients delivering clinical care.  The platform also 
provides members with access to services through the One Medical Mobile App, including 
online appointment booking, online prescription renewal requests, 24/7 on-demand virtual 
provider visits, and digital access to other services and health information. 

COVID-19 Pandemic Response and Testing 

As it has for all healthcare providers, the COVID-19 pandemic presented significant 
challenges for One Medical.  But it also provided an opportunity for the company to leverage its 
flexible and nimble national model to make a significant impact in the fight.  In the early days of 
the pandemic, the company’s providers received a large influx of inquiries from both existing 
One Medical members and new patients seeking advice regarding the virus or treatment for 
respiratory symptoms.  At the same time, One Medical was moving quickly to secure personal 
protective equipment for its providers and reconfigure its offices to provide a safer environment 
for patients and providers alike.  The company modified certain offices to provide care to 
patients experiencing respiratory complications, in an effort to relieve the burden on hospitals 
and permit them to treat the patients with more serious medical needs.  In New York City, when 
                                                        
1 As discussed further below, One Medical has recently offered its services at no cost to the 
greater community as part of its efforts to confront the unique public health challenges of the 
pandemic. 
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extra hospital medical staff support was needed last summer, One Medical deployed a number 
of its providers to deliver care in emergency rooms and units within Mount Sinai Health 
facilities. 

Early in the pandemic, One Medical recognized the significant public need for increased 
access to COVID-19 testing and began to explore ways that it could assist.  One Medical’s 
operational and technology model enabled quick mobilization, including digital COVID-19 
screening, testing services, test result follow-up, and clinical plans.  In addition to providing 
COVID-19 testing and counseling across all of its markets, the company stood up several 
COVID-19 testing sites at medical offices, outdoor drive-through locations, employer sites, 
schools, and universities across the country.  By April 2020, One Medical was operating more 
than a dozen test sites nationwide in New York City, Washington, D.C., Chicago, Phoenix, Los 
Angeles, Portland, San Diego, and the San Francisco Bay Area. 

Recognizing that there was a broader need to serve the general public, on April 8, 2020, 
One Medical announced that it would offer its COVID-19 testing services to the community 
regardless of membership.  (It had already previously offered free access to essential workers.)  
Following this change, anyone in the public could register for One Medical using a special 
registration code that permitted signing up without charge.  Letting the community access 
services in this way served to facilitate the testing process, enabling One Medical to provide 
access to its testing services, capture the information needed, including permitting patients to 
access test results through the One Medical App, and care for patients who tested positive.  This 
process also provided patients with thirty days of no-charge access to One Medical’s full range of 
consumer membership benefits, including 24/7 on-demand virtual consultations, which were 
especially valuable for accessing virtual or digital medical care during the various shelter-in-
place orders in effect last year.   

One Medical also offered testing services in partnership with local public health 
authorities.  One Medical provided community testing services at large-scale outdoor testing 
sites in San Francisco, New York City, and the District of Columbia.  Working with city 
governments and local departments of health, the company provided COVID-19 testing for 
people in some of the hardest-hit areas of major cities, including all five boroughs of New York 
City.  Through its own offices and in partnership with local health authorities and employers 
throughout the country, One Medical had the capacity to perform tens of thousands of tests per 
week in this critical time of need. 

COVID-19 Vaccinations 

From the beginning of the pandemic, One Medical recognized that it should play a 
significant role in the inoculation of the larger community.  Primary care providers such as One 
Medical are often responsible for about half of all vaccines administered in the United States in 
a typical year.  In 2020, for example, One Medical administered hundreds of thousands of 
routine vaccines to its members.  Moreover, the company’s recent experience with COVID-19 
testing indicated that it could potentially help the public more broadly, in addition to its 
members, by using its experience, resources, and technology platform to collaborate with and 
support public health officials in the distribution of vaccines. 
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In November 2020, One Medical began outreach to state and local public health 
authorities to offer its services to support community vaccinations, much as it had done with 
COVID-19 testing throughout the pandemic.  As discussed further below, several departments of 
public health around the United States collaborated with One Medical to administer vaccines in 
their jurisdictions.  Similar to its community testing approach, One Medical provided free 
registration codes to allow the public to access One Medical’s vaccination services.  Because of 
the localized structure of the vaccine rollout and the individualized needs and requirements of 
each jurisdiction, the processes applicable to vaccinations were highly variable.   

Additionally, as is widely known, the government’s vaccine distribution process was 
generally fragmented and disorderly.  There were complex, overlapping, and often conflicting 
guidance from federal, state, and local authorities, guidance in certain areas was missing or 
inadequate, and the guidance that existed often changed rapidly from one day to the next.  One 
Medical dedicated significant resources and personnel to working with local departments of 
public health to implement vaccine programs in line with the departments’ expectations, and the 
company implemented numerous changes in its procedures to reflect the guidance of public 
health authorities.  Nonetheless, the company faced significant challenges in this chaotic and 
evolving environment. 

Notwithstanding these challenges, as of March 8, 2021, One Medical has vaccinated 
approximately 35,000 patients across all of its locations.  Generally, the vaccinated population 
consisted of the following: 

(1) Patients referred directly to One Medical for vaccination by the relevant local 
department of public health.  This patient population has included, for example, in-home 
healthcare workers in San Francisco, homeless individuals and shelter staff in New York City, 
and teachers in Washington, D.C.  Approximately 21,439 patients (57.9% of total patients 
vaccinated) are in this category.2 

(2) Patients who met vaccination eligibility criteria based on the varying guidelines.  This 
population included, for example, healthcare workers, frontline essential workers, and persons 
over age 75 or 65, depending on timing and applicable criteria.  These patients included both 
members of the community who accessed One Medical’s vaccine administration services using 
the free registration code process as well as existing One Medical members.  Approximately 
13,051 patients (35.3% of total patients vaccinated) are in this category. 

(3) Certain employees of One Medical, predominantly its healthcare providers, others 
working directly on site in primary care facilities, and employees who volunteered to serve 
patients in One Medical’s existing and planned vaccination facilities.  One Medical also 
vaccinated, in consultation with the Department of Public Health in San Francisco, the location 
of its corporate headquarters, certain other employees who were residents of San Francisco.  A 
handful of its support employees were vaccinated in other jurisdictions.  Approximately 1,095 
employees (3.0% of total patients vaccinated) are in this category. 

                                                        
2 See footnote 8 regarding the number of patients. 
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(4) In seeking to respond to the Subcommittee’s inquiry, One Medical has identified a 
small percentage of vaccinations that it cannot at this time retrospectively determine fell into 
one of the categories above.  One Medical is continuing to seek to identify information about 
these patients, although some information may be impossible to obtain retroactively.  
Approximately 1,433 patients (3.9% of total patients vaccinated) are in this category. 

Although its review is ongoing, One Medical believes that several different types of 
patients could be included in the fourth category above.  First, One Medical estimates that 
approximately half of these vaccinations represent patients who were vaccinated in an effort to 
ensure that all vaccine doses were used before expiration.  Consistent with guidelines from the 
Centers for Disease Control and Prevention and vaccine manufacturers, One Medical has 
policies and procedures for distribution of unused doses before expiration.  One Medical’s 
records unfortunately do not generally contain a code or other indicator in patient records to 
identify such vaccinations positively.3  Second, One Medical believes that this category includes 
patients vaccinated in the short period following the start of vaccination when appointment 
booking language was clear that it was for eligible patients only but before One Medical required 
affirmative attestations of eligibility.  One Medical believed these patients to be eligible, though 
it does not have a record of attestation.  Third, this category includes patients who attested to a 
vaccine eligibility phase that was not then eligible for a vaccine in a relevant county, and who 
were apparently not identified for cancellation by One Medical’s manual schedule-scanning 
review process.  Fourth, this category includes certain patients vaccinated during short periods 
of confusion about eligibility guidelines from various governmental entities.  Finally, it may also 
include patients who were eligible to receive a vaccine, including individuals whose eligibility 
may have been confirmed at the point of care, but for whom One Medical’s records do not 
include information sufficient to determine eligibility retroactively today.4 

Vaccine Eligibility 

Although One Medical has been providing COVID-19 vaccines for only about two and a 
half months, its process for determining vaccine eligibility has changed and evolved several 
times as the company sought to address the changing environment for vaccine distribution and 
to respond to input from the public health authorities in the cities and counties in which it was 
vaccinating patients.   

When One Medical began engaging with departments of public health to assist with 
COVID-19 vaccinations in late 2020, the sense of urgency was truly overwhelming.  At that time, 
the country was setting new records for COVID-19 infections and deaths each day, and public 
health authorities were warned of new, more contagious, and deadlier variants of the virus.  
With tens of millions of doses of vaccines waiting to be administered, leading public health 
authorities were arguing fervently for accelerating vaccine administration.   

                                                        
3 See footnote 9 regarding One Medical’s effort to identify vaccinations provided under these 
end-of-day procedures. 
4 In instances where One Medical learned that its procedures were intentionally not followed, 
the company took employment actions that will be addressed in a subsequent submission. 
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With this in mind, and guided by a shared desire to offer vaccinations to at-risk patient 
populations as quickly as possible, One Medical and its department of public health partners 
initially adopted a policy of relying on patients’ determinations of their eligibility to be 
vaccinated.  This approach, which One Medical believes most vaccine providers used, was 
intended to allow for a rapid expansion of available vaccinations for all eligible patients.  In 
particular, relying on patients was seen as critical to reaching high-risk patients who may have 
been unable or afraid to produce documentation of their eligibility, including frontline essential 
workers, home health workers, and childcare workers. 

Since the company began offering vaccinations in early January, One Medical’s frontline 
teams have identified and turned away hundreds of ineligible patients at the point of care.  Many 
of those turned away have become emotional, and at times, volatile or physically threatening 
towards One Medical employees.  Nonetheless, the company has turned away people identified 
as ineligible at the point of care and will continue to do so as necessary to meet public health 
prioritization goals. 

 The first public health authority to pursue vaccinations through One Medical was the 
San Francisco Department of Public Health, which sought One Medical’s assistance in 
vaccinating in-home healthcare workers under the city’s In-Home Support Services program.  
This effort launched at the end of December 2020. 

Given that there were no public scheduling and attestation software systems launched at 
this time for this vaccination program, One Medical designed a registration system similar to the 
process that the company used for public access to its COVID-19 testing program earlier in the 
year (that is, a dedicated registration code and webpage).  This process initially proved 
challenging for some patients with language or technology barriers.  Following consultation with 
the San Francisco Department of Public Health, One Medical altered the approach to handling 
the referrals to a manual verification of a Department-provided list with additional onsite staff 
to assist with any technology or language barriers.  To further increase access, and again in 
consultation with the Department, One Medical next provided dedicated walk-in hours for 
patients referred by the Department.  During these walk-in hours, One Medical checked patient 
names against the list of names or checked for text or email confirmation provided by the 
Department.  Even while the walk-in process was ongoing, One Medical launched a revised 
dedicated website for Department referrals on January 5, 2021.  The website includes 
instructions on registering for a vaccination appointment and stated that appointments are 
“available only to those referred by San Francisco Department of Public Health who are 
currently eligible for vaccination.”  The vaccine appointments on the company’s reservation 
platform were labeled “DPH Visit.”  On January 8, 2021, One Medical added additional 
language to the appointment screens indicating that “COVID-19 vaccinations are not available 
without a referral from your local Dept. of Health.” 

In early January 2021, One Medical anticipated that vaccine eligibility would be 
expanded to include some of its members as well as members of the community using a free 
code provided by One Medical, similar to its approach with COVID testing.  On January 7, 2021, 
One Medical launched a landing page on the company’s website to provide information 
regarding vaccination eligibility criteria and prioritization plans.  This website has been updated 
regularly throughout recent weeks to provide One Medical members and the public with current 
information regarding eligibility criteria in the jurisdictions in which One Medical operates.  On 
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January 8, 2021, One Medical distributed an e-mail to its members regarding its vaccination of 
phase 1a patients referred by local departments of public health.  That e-mail stated that One 
Medical was vaccinating only eligible patients referred to the company by local departments of 
public health. 

On January 11, 2021, in consultation with the San Francisco Department of Public 
Health and other departments of public health with which One Medical had initiated 
partnerships, One Medical began offering vaccination appointments to its own eligible patients, 
in addition to those referred by the departments.  One Medical again updated its vaccination 
appointments to indicate that appointments were available for “COVID Vaccine (Eligible Tier 
Only).”  This changed title was also accompanied by a new subtitle that read, “Only available to 
people who currently meet the eligibility criteria in their county.”  This appointment process was 
available both to existing One Medical members and members of the public who registered for 
free.5 

On January 14, 2021, One Medical implemented a new eligibility attestation page as part 
of the COVID-19 vaccination appointment workflow.  The attestation page directed patients to 
review the eligibility guidelines and confirm eligibility for the applicable phase.  Patients are 
directed to answer “truthfully and only for” the individual patient.  Patients can select phase 1a, 
phase 1b, phase 1c, or phase 2, and each option is accompanied by a short description of the 
categories of patients falling into a particular eligibility phase.  Importantly, since January 
14, 2021, a patient scheduling an appointment for a COVID-19 vaccination has been 
required as a matter of policy to provide an attestation of eligibility upon finalizing 
an appointment.6  

Recognizing that some patients may seek to register for an appointment outside of the 
applicable eligibility tier, on January 25, 2021, One Medical instituted a process by which 
employees conducted manual reviews of the day’s scheduled vaccination appointments.  When 
scanning the appointments, One Medical personnel will cancel an appointment that is identified 
to be missing an eligibility attestation or accompanied by an attestation for a tier that is not 
                                                        
5 Once vaccination appointments were open to One Medical members and the public, One 
Medical personnel regularly assisted eligible patients in scheduling appointments.  It is possible 
that some of the circumstances described in this letter have been misunderstood or 
mischaracterized as efforts to vaccinate ineligible patients.  As noted above, the company’s 
review of these matters is ongoing. 
6 Media reports have mischaracterized certain internal discussions regarding patient eligibility.  
As noted, after January 14, 2021, the appointment booking process required that patients attest 
to eligibility.  Several media reports have misquoted an internal discussion, quoting an employee 
as follows:  “If this person sees themself in a tier that is being vaccinated they can attest to that 
and make an appointment.  You don’t get to make the decision if someone ‘gets’ [a] vaccine or 
not.”  The actual internal communication was the following:  “We are asking people to attest - so 
if this person sees themself in a tier that is being vaccinated currently they can attest to that and 
make an appointment.  You don’t have to make the decision if someone ‘gets’ vaccine or not” 
(emphasis added). 
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currently eligible for a vaccine.  The company estimates that it has canceled more than 4,000 
appointments identified to be ineligible for a vaccine.7 

On February 26, 2021, in response to concerns about falsified attestations, One Medical 
instituted additional processes to confirm a patient’s eligibility in person, during the 
appointment, and before vaccination.  For example, if a patient’s eligibility is based on age, One 
Medical now requires a patient to provide proof of age before vaccination.  If eligibility is based 
on employment – for example, as a healthcare worker – One Medical requires demonstration of 
employment, such as an employment identification card or a paystub. 

Vaccinations by Location 

In response to the Subcommittee’s request, below is additional information regarding 
COVID-19 vaccines administered at One Medical facilities across the United States.  Where 
applicable, additional context and details regarding information that has been mischaracterized 
in the media is also included. 

Arizona 

Maricopa County.  In Maricopa County, One Medical began vaccinations of eligible 
One Medical members and community members using the free registration code on February 4, 
2021.  Second dose vaccinations are ongoing. 

Total vaccinations8: 735 
Eligible, healthcare/frontline essential: 325 
Eligible, age 65+: 336 
Eligible, essential worker/serious condition: 28 
Employee: 4 
Spoilage avoidance9: 17 

                                                        
7 Media reports have highlighted an employee’s internal communication stating, “scanning 
schedules and cancelling appointments is not recommended.”  This statement was erroneous.  
At the time of this communication, One Medical had already decided to implement schedule 
scanning as described above. 
8 This, and the following data, reflect One Medical’s best efforts to respond to the 
Subcommittee’s requests for information regarding vaccinated individuals.  There are 
significant challenges associated with providing this information retrospectively.  For example, 
because some patients received first and second vaccinations at different One Medical facilities, 
the number of vaccinations exceeds the total number of unique patients who received 
vaccinations from One Medical providers. 
9 As noted, One Medical’s generally records do not identify vaccinations administered in 
connection with wastage-avoidance procedures.  Moreover, One Medical’s procedures for 
spoilage-avoidance changed over time.  In an effort to respond to the Subcommittee’s request, 
One Medical sought to identify vaccinations that occurred after 3:00 p.m. local time for 
purposes of identifying end-of-day vaccinations. 
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Other or unknown: 25  
 

California 

Alameda County.  One Medical began offering appointments for vaccination to One 
Medical members and community members using the free registration code on January 25, 
2021, after the company implemented an attestation requirement for all appointments. 

On February 2, 2021, an Alameda County representative sought information regarding 
the One Medical members being offered vaccinations in the county.  In response, a One Medical 
employee inadvertently provided information regarding the number of One Medical members in 
each eligibility tier instead of specifically addressing the county’s direct question regarding the 
narrower subset of One Medical members who were then eligible to be vaccinated.  Due to this 
miscommunication, the County expressed concern regarding One Medical’s apparent intention 
to administer vaccination to its members not in currently eligible tiers.  One Medical has since 
sought to clarify with County officials that its providers did not intend to offer vaccination 
appointments to ineligible patients, and the company has continued to administer vaccinations 
to eligible patients in the County. 

Total vaccinations: 1,928 
Referred or verified by public health officials: 121 
Eligible, healthcare/frontline essential: 766 
Eligible, age 65+: 678 
Eligible, essential worker/serious condition: 178 
Employee: 3 
Spoilage avoidance: 88 
Other or unknown:  94 
 
Berkeley.  One Medical began offering appointments for vaccinations to City of 

Berkeley referrals, community members using the free registration code, and its eligible 
members on January 11, 2021.  One Medical began vaccinating patients, including eligible One 
Medical members and patients referred by the city, on January 22, 2021. 

On January 25, representatives of the City of Berkeley raised concerns regarding the 
limited number of appointments that had been reserved by patients referred to One Medical by 
the city from the appointments made available to all patient groups.  In response to these 
concerns, One Medical immediately reserved its remaining appointments in order to serve 
patients referred by the City of Berkeley exclusively and contacted more than 400 patients 
referred by the city to attempt to fill those appointments.   

On January 28, 2021, city representatives expressed concern regarding the number of 
referred patients who were able to obtain appointments during the first week of vaccinations in 
the city.  In an effort to provide these patients with a dedicated avenue for obtaining 
vaccinations, One Medical proposed adopting walk-in hours for patients referred by the city for 
the upcoming week, with no appointments for One Medical members during that period.  The 
next day, the city proposed an indefinite prioritization for its referred patients.  One Medical had 
proposed that appointments after February 15 be divided evenly between referred patients and 
eligible One Medical members.  To date, the city has not responded to this proposal. 
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Total vaccinations: 829 
Referred or verified by public health officials: 108 
Eligible, healthcare/frontline essential: 170 
Eligible, age 65+: 401 
Eligible, essential worker/serious condition: 107 
Employee: 2 
Spoilage avoidance: 17 
Other or unknown:  24 
 
Los Angeles County.  One Medical began offering appointments for vaccinations to 

referrals from the Los Angeles Department of Public Health, community members using the free 
registration code, and eligible One Medical members on January 11, 2021.  One Medical began 
vaccinating patients in Los Angeles County on January 12, 2021. 

Soon after vaccinations in the county were underway, the Department alerted One 
Medical to reports of potentially ineligible patients reserving vaccination appointments and 
receiving vaccinations, apparently due to use by these ineligible individuals of the referral code 
provided by the Department for use by eligible community members.  After learning of these 
reports, One Medical implemented a proof of eligibility verification procedure at the point of 
care for vaccination appointments in Los Angeles.  One Medical also needed to hire security staff 
as a result of this change.  In hindsight, despite the concerns articulated above, One Medical 
believes it would have been better to extend this requirement across all jurisdictions in which it 
was operating, rather than only where a problem had been reported in Los Angeles.  One 
Medical now requires identification or other verification of eligibility for vaccinations based on 
age or employment unless otherwise directed by a state or local public health department.10 

On February 26, 2021, the Department raised a concern regarding ineligible patients, but 
subsequently indicated that the concerns related to a vaccination site operated by the Federal 
Emergency Management Agency, not One Medical.   

Total vaccinations: 6,125 
Referred or verified by public health officials: 4,589 
Eligible, healthcare/frontline essential: 428 
Eligible, age 65+: 699 

                                                        
10 The State of California has not adopted clear state-wide guidelines requiring identification for 
age or employment and has instead allowed county authorities to issue requirements governing 
vaccinations in their jurisdictions.  When the California Department of Public Health announced 
that the state would begin allowing vaccinations of patients with high-risk medical conditions or 
disabilities, the Department instructed providers to rely on self-attestation as the method of 
verification.  See Cali. Dep’t of Public Health, Fact Sheet (March 11, 2021), 
https://www.cdph.ca.gov/Programs/CID/DCDC/Pages/COVID-19/vaccine-high-risk-
factsheet.aspx (“To protect confidentiality, verification documentation of the diagnosis or type 
of disability is not required but instead anyone meeting the eligibility requirements will be asked 
to sign a self-attestation that they meet the criteria for high-risk medical conditions or 
disabilities.”). 
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Eligible, essential worker/serious condition: 91 
Employee: 3 
Spoilage avoidance: 178 
Other or unknown: 137  
 
Marin County.  One Medical began vaccinating patients in Marin County on January 

27, 2021.  

Total vaccinations: 651 
Referred or verified by public health officials: 72 
Eligible, healthcare/frontline essential: 91 
Eligible, age 65+: 443 
Eligible, essential worker/serious condition: 15 
Employee: 3 
Spoilage avoidance: 18 
Other or unknown: 9  
 
Orange County.  One Medical began vaccinating patients in Orange County on 

January 13, 2021. 

Total vaccinations: 333 
Referred or verified by public health officials: 102 
Eligible, healthcare/frontline essential: 29 
Eligible, age 65+: 92 
Eligible, essential worker/serious condition: 3 
Employee: 93 
Spoilage avoidance: 3 
Other or unknown: 11  
 
San Diego County.  One Medical began vaccinating patients in San Diego County on 

January 13, 2021.  

Total vaccinations: 638 
Referred or verified by public health officials: 12 
Eligible, healthcare/frontline essential: 98 
Eligible, age 65+: 467 
Eligible, essential worker/serious condition: 13 
Employee: 6 
Spoilage avoidance: 8 
Other or unknown: 34  
 
San Mateo County.  One Medical began offering appointments for medical laboratory 

workers referred by the San Mateo County Health Department on January 13, 2021.  A week 
later, One Medical began offering vaccine appointments in the county to enrollees in the Health 
Plan of San Mateo (a Medi-Cal health plan for the underserved), as well as eligible One Medical 
members and patients using the free One Medical code.  
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On January 20, 2021, San Mateo County raised concerns regarding the limited number 
of appointments available to patients referred by the county.  In response to these concerns, One 
Medical blocked future appointments, canceled remaining One Medical eligible member 
appointments for the week, and reserved the remainder of the allocation of vaccines for Health 
Plan of San Mateo.  Thereafter, on January 22, 2021, One Medical began vaccinating patients in 
San Mateo County who were referred by the San Mateo County Health Department.  Following 
consultation with the county, One Medical again made available vaccination appointments for 
eligible One Medical members and community members on February 3, 2021. 

On February 4, 2021, One Medical understands that the California Department of Public 
Health alerted educators in the state that they were eligible for vaccinations beginning the 
following day.  In response to that message, school leadership in San Mateo County shared a 
link to One Medical’s online appointment booking site with a number of educators in the 
Burlingame School District.  At the time, One Medical was not involved or aware of this e-mail.  
As a result of these communications, on February 5, 2021, employees of Burlingame public 
schools arrived at a One Medical facility in San Mateo County seeking vaccinations, of which 
approximately 70 were under age 65.  These teachers showed their proof of eligibility (i.e., 
communications they received from the state or school district) to the One Medical staff.  
Lacking definitive guidance from state and local authorities, the One Medical staff administered 
vaccinations to the teachers.  One Medical leadership has since clarified that on-site staff will 
seek further guidance from more senior supervisors when facing conflicting information 
regarding eligibility criteria.  This incident resulted from confusion about incorrect guidance 
provided to the educators.  San Mateo subsequently terminated the agreement with One Medical 
and requested cancellation of about 700 second-dose appointments.   

Total vaccinations: 1,847 
Referred or verified by public health officials: 1,039 
Eligible, healthcare/frontline essential11: 225 
Eligible, age 65+: 405 
Eligible, essential worker/serious condition: 57 
Employee: 17 
Spoilage avoidance: 65 
Other or unknown: 39 
 
San Francisco.  As described above, One Medical’s vaccination efforts in San Francisco 

were undertaken in partnership with the San Francisco Department of Public Health.  One 
Medical began vaccinating patients in San Francisco on December 29, 2020.  One Medical 
frequently communicated with the Department on its current vaccine efforts as well as 
numerous Department proposals for One Medical to assist with mass vaccinations sites, which 
One Medical offered to do.   

Total vaccinations: 5,677 
Referred or verified by public health officials: 2,482 
Eligible, healthcare/frontline essential: 789 

                                                        
11 The teachers were categorized based on their attestations.  In some cases, teachers may not 
have made an attestation and therefore may fall in the “other” category. 
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Eligible, age 65+: 1,176 
Eligible, essential worker/serious condition: 180 
Employee: 724 
Spoilage avoidance: 136 
Other or unknown: 190 
 
Santa Clara County.  One Medical began vaccinating patients in Santa Clara County 

on January 21, 2021.  

Total vaccinations: 420 
Referred or verified by public health officials: 25 
Eligible, healthcare/frontline essential: 82 
Eligible, age 65+: 211 
Eligible, essential worker/serious condition: 58 
Employee: 8 
Spoilage avoidance: 16 
Other or unknown: 20 
 

Illinois  

Cook County.  One Medical began vaccinating community members using the free 
registration code and eligible One Medical members on January 21, 2021. 

Total vaccinations: 3,014 
Referred or verified by public health officials: 1 
Eligible, healthcare/frontline essential: 1,879 
Eligible, age 65+: 515 
Eligible, essential worker/serious condition: 546 
Employee: 14 
Spoilage avoidance: 28 
Other or unknown: 31 
 

New York 

New York City.  One Medical partnered with the New York City Health Department 
and the Mayor’s office to vaccinate homeless persons and shelter workers beginning on January 
15, 2021.  Through this partnership, One Medical has vaccinated several thousand patients to 
date.  One Medical members who have been vaccinated in New York City are those who have 
received end-of-day leftover doses to prevent spoilage, in consultation with City health officials. 

Total vaccinations: 3,922 
Referred or verified by public health officials: 3,621 
Eligible, healthcare/frontline essential: 17 
Eligible, age 65+: 55 
Eligible, essential worker/serious condition: 8 
Employee: 163 
Spoilage avoidance: 10 
Other or unknown: 48  
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Washington, D.C. 

On February 2, 2021, in partnership with D.C. Health, One Medical launched a mass 
vaccination site for school teachers and child care workers referred by D.C. Health.  On February 
25, 2021, with approval from D.C. Health, One Medical began offering vaccination 
appointments to eligible One Medical members and community members using the free code 
through vaccinate.dc.gov.  At that time, the company required all patients reserving vaccination 
appointments through One Medical to attest that they were eligible to receive a vaccine.  
Appointments are now exclusively made through vaccinate.dc.gov and are verified as eligible 
through the D.C. site and its booking process.  In partnership with D.C. Health, One Medical has 
been expanding its vaccination efforts in this jurisdiction. 

Total vaccinations: 9,171 
Referred or verified by public health officials: 7,908 
Eligible, healthcare/frontline essential: 814 
Eligible, age 65+: 87 
Eligible, essential worker/serious condition: 208 
Employee: 15 
Spoilage avoidance: 70 
Other or unknown: 69  
 

Washington  

In King County, One Medical began offering appointments for vaccinations to referrals 
from the Washington State Department of Health, community members using the free 
registration code, and eligible One Medical members on January 11, 2021.  One Medical began 
vaccinating patients in King County on January 12, 2021.  Patients are directed to One Medical 
from the Department of Health’s site, called Phase Finder.  Patients verify eligibility on Phase 
Finder and are requested to bring confirmation of their results to their appointment.  One 
Medical requests these results at time of appointment.  On February 22, 2021, representatives of 
the Washington State Department of Health requested the removal of language referring to trial 
memberships from One Medical’s appointments workflow, as well as other modifications to 
make clear that One Medical did not require patients to provide credit card information in order 
to reserve a vaccination appointment.  One Medical implemented these changes and, after 
receiving approval from the Department of Health, One Medical updated its appointments 
workflow on March 1, 2021.  One Medical is currently working with the Department of Health 
on additional modifications. 

Total vaccinations: 1,716 
Referred or verified by public health officials: 1,358 
Eligible, healthcare/frontline essential: 97 
Eligible, age 65+: 163 
Eligible, essential worker/serious condition: 21 
Employee: 32 
Spoilage avoidance: 24 
Other or unknown: 21  
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Improvements 

Throughout its partnerships with public health authorities, One Medical has worked 
continuously to improve its COVID-19 vaccination processes and proactively address concerns 
as they arise, including as described above.  One Medical takes very seriously the media reports 
regarding the company’s policies regarding vaccinations and adherence to eligibility guidelines.  
Even as improvements to its processes were ongoing, the media reports underlined the 
importance of its continuous improvement effort.  The following is a summary of key 
improvements that One Medical has implemented in recent weeks, particularly with respect to 
its efforts to provide vaccinations based on current eligibility guidelines. 

▪ On February 26, 2021, the company revised its COVID-19 vaccination procedures to 
require staff to conduct identification and employment verification at the point of 
care for vaccinations administered at One Medical locations.12  Under the company’s 
current procedures, a patient’s age-based eligibility is verified through review of 
government-issued identification, and a patient’s occupation-based eligibility is 
confirmed through review of an IRS Form W-2, paystub, employee identification, or 
employer letter.  

▪ In conjunction with these revisions, managers and vaccination site leaders have 
conducted trainings for on-site staff in all One Medical facilities conducting COVID-
19 vaccinations.  These trainings included guidance on applicable eligibility criteria, 
acceptable verification materials, checkpoints in the verification process, and 
instructions on reporting any errors or concerns.  Vaccination teams were further 
trained on addressing issues with patients whose eligibility cannot be verified at the 
point of care.  

▪ One Medical made a series of changes to its attestation process including 
(1) on February 16, One Medical included an additional page directing patients who 
have attested to an ineligible phase to cancel their appointments, (2) on February 27, 
One Medical added clear and highlighted language specifying that patients will be 
asked for documentation of eligibility upon arrival for a vaccination appointment, 
and (3) on February 28, One Medical required patients attesting to eligibility on the 
basis of their employment to identify their occupation and employer. 

▪ On March 2, 2021, the company added a banner to the top of its public-facing 
homepage reiterating the company’s commitment to complying with vaccine 
eligibility guidelines and providing a link with additional information regarding the 
company’s vaccine eligibility verification procedures. 

In addition to these process improvements, One Medical’s senior leadership has 
reinforced the company’s commitment to verifying the eligibility of vaccinated patients through 
company-wide communications and in-person and virtual meetings with all vaccination and 
                                                        
12 These procedures do not apply in jurisdictions where the relevant health authorities have 
implemented different eligibility processes of their own, such as New York City and the District 
of Columbia. 
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office leaders to review the company’s updated processes and resources.  These communications 
have further emphasized One Medical’s commitment to open communication, along with 
employees being provided with resources to provide feedback and escalate concerns. 

Going forward, One Medical will conduct regular audits of its vaccination procedures 
through a weekly sampling of vaccinated patients to identify trends or areas for potential 
improvement of the company’s eligibility verification processes.  Likewise, to reinforce 
compliance with these processes, the company will publish written training materials on its 
electronic training platform describing vaccination eligibility criteria and One Medical’s 
eligibility verification processes.  Importantly, One Medical will continue to monitor changes to 
vaccination eligibility guidelines in the jurisdictions in which it offers vaccinations and will 
revise its eligibility verification procedures as necessary to comply with such changes. 

One Medical believes that its providers have played a vital role in delivering vaccinations 
safely and efficiently to tens of thousands of healthcare and other frontline workers, seniors, and 
vulnerable patients across the country.  The company firmly believes that getting more vaccines 
into the hands of trusted primary care providers is crucial to getting more vaccines into the arms 
of all Americans, and One Medical very much wants to continue to be a part of that effort.   

*  *  * 

Documents and information provided to the Subcommittee may contain confidential 
business and financial information that One Medical considers proprietary and competitively 
sensitive.  Disclosure of such information would harm One Medical and undermine the 
competitive marketplace.  If the Subcommittee should nonetheless consider the public release of 
such materials, we respectfully request that One Medical be given advance notice and an 
opportunity to discuss the matter with you, so that we may explain One Medical’s basis for 
objecting to public release of the materials. 

Respectfully submitted, 

Brian D. Smith 

cc:  The Honorable Steve Scalise, Ranking Member 
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Beginning on January 13, 2021, and over the course of several days, the One Medical 
provider contacted a One Medical phlebotomist involved in administering vaccinations to 
inquire regarding the availability of a vaccination for her husband.  On the morning of January 
17, 2021, the One Medical provider volunteered to work at a One Medical vaccination site.  
While there, she told the phlebotomist that she had an extra vaccine dose and asked the 
phlebotomist to assist in the vaccination of her husband.  The phlebotomist agreed and assisted 
the One Medical provider in vaccinating the provider’s husband in the parking lot outside of the 
One Medical vaccination site. 

One Medical supervisors became aware of this incident on January 22, 2021.  Following 
an investigation, One Medical terminated both the provider and the phlebotomist who 
administered the vaccination.  The provider was terminated for violating One Medical’s policy 
related to vaccine distribution and One Medical’s Code of Business Conduct; the phlebotomist 
was terminated for violating company policy related to vaccine distribution.  One Medical 
terminated the provider on February 10, 2021, and the phlebotomist on February 7, 2021. 

Director of Strategic Operations 

On February 19, 2021, One Medical’s human resources team received a report that the 
company’s Director of Strategic Operations appeared to be using her position to circumvent the 
standard One Medical vaccination scheduling process.  One Medical’s investigation indicated 
that the employee contacted multiple site leads at various One Medical vaccination sites to seek 
to include friends and family members on lists of patients who would be contacted by One 
Medical administrative staff in connection with end-of-day procedures.  One Medical believes 
that four individuals were vaccinated as a result of these efforts.  

Although One Medical understands that the vaccinated people met applicable eligibility 
criteria, One Medical concluded that the employee’s actions were contrary to company 
instructions regarding vaccinations, including specific directions to the employee.  As a result of 
One Medical’s investigation, the company terminated the employee on March 5, 2021. 

Other Employment Matters 

One Medical is currently conducting investigations that may result in additional 
employment actions.  One Medical may supplement this response as a result of additional 
employment actions taken at the conclusion of these, or future, investigations.  In addition, One 
Medical is aware of at least one instance in which an employee resigned while an investigation 
was pending and before One Medical concluded the investigation or took employment action.   

*  *  * 

Second, One Medical is today producing documents numbered OM-SSCC-0002061 to 
OM-SSCC-0002365.  These documents, collected through targeted searches, contain the 
following: One Medical policies relating to scheduling coronavirus vaccination appointments 
and screening patients for eligibility under vaccination prioritization guidelines; materials 
responsive to a request from your staff for marketing materials associated with One Medical's 
vaccination efforts.  As discussed with your staff, we are continuing to collect and review 





 

 May 14, 2021 

The Honorable James E. Clyburn 
Select Subcommittee on the Coronavirus Crisis 
U.S. House of Representatives 
Washington, D.C. 20515 

Dear Chairman Clyburn: 

On behalf of our client 1Life Healthcare, Inc. (“1Life”) and its affiliated professional 
corporations (collectively “One Medical”), this letter is a supplemental response to your March 1, 
2021, letter to One Medical.  This letter first responds to a request from your staff for additional 
information regarding the resignation of a One Medical employee in connection with the 
investigation described in our March 23 letter. 

On February 24, 2021, One Medical received an anonymous report through its online 
compliance reporting system that the husband of an employee may have received a vaccination 
at the company’s Chicago vaccination site at a time when he was ineligible to be vaccinated 
under then-applicable Cook County prioritization guidelines.1  According to the report, the 
reporter learned of this potential issue upon reviewing a social media posting by the employee.   

 Through subsequent investigation, One Medical learned that the employee and her 
husband were both One Medical members, and the employee was on sabbatical from the 
company after relocating .  Due to a serious medical 
condition, we understand that the employee’s husband was eligible under phase 1b to receive a 
vaccination in .  At the husband’s request, a One Medical medical provider in  

, provided a letter indicating that the husband was eligible to receive a 
vaccination under phase 1b.  The employee contacted another One Medical employee to inquire 
about the availability of vaccination appointments at the company’s vaccination site in Chicago.  
(At that time, we believe the Chicago site would have been the closest One Medical facility 
offering vaccinations.)  The employee reported that both she and her husband were eligible to 
receive vaccinations.  Thereafter, prior to his vaccination appointment, the husband completed 
One Medical’s eligibility attestation survey and reported that he fell into phase 1c by virtue of his 
serious medical condition.  Although One Medical is unable to determine why the husband 
indicated he was phase 1c, the office staff at One Medical’s Chicago vaccination site relied on the 
employee’s representation that her husband was eligible to receive the vaccine.  Both the 

                                                        
1 As previously noted, due to issues related to medical privacy and personal information 
concerning employees, these events are discussed generally in this response.  To the extent that 
the Committee requests more specific information, we would be happy to discuss the matter 
with your staff. 
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employee and her husband received their first-dose vaccinations from One Medical on January 
29.   

 Before his second-dose appointment, the employee’s husband again completed One 
Medical’s eligibility attestation survey and attested that he fell into phase 1c by virtue of his 
serious medical condition.  As a result, he was alerted that he should cancel his appointment, 
consistent with One Medical’s scheduling scanning process previously described to the 
Subcommittee.  That contact prompted him to contact One Medical to confirm whether he 
would be permitted to receive a second-dose vaccination.  Consistent with what One Medical 
understands to be the applicable standard of care for patients who have received a first-dose 
vaccination, One Medical providers administered a second vaccination to the employee and her 
husband on February 26.   

 As previously indicated, the employee involved in this incident resigned while One 
Medical’s investigation of the incident was pending, thus precluding further employment action.  
We continue to investigate matters associated with this incident, and we will provide additional 
information as warranted and as it becomes available.  

*  *  * 

Second, One Medical is today producing documents numbered OM-SSCC-0004895 to 
OM-SSCC-0006590.  Today’s production includes documents identified as responsive to one or 
more of the requests included in your March 1 letter.  As discussed with your staff, we are 
continuing to collect and review information and materials in response to the Subcommittee’s 
requests, and we will make supplemental productions on a rolling basis.   

*  *  * 

Certain of the documents produced today may contain confidential business and 
financial information that One Medical considers proprietary and competitively sensitive.  One 
Medical respectfully requests that these materials be treated as confidential.  If the 
Subcommittee should nonetheless consider the public release of such materials, we respectfully 
request that One Medical be given advance notice and an opportunity to discuss the matter with 
you, so that we may explain One Medical’s basis for objecting to public release of the materials. 

Please let us know if you have any questions about the materials and information being 
provided today.  We will continue to make regular productions of documents as they are 
collected and reviewed. 

Respectfully submitted, 

Robert K. Kelner 
Brian D. Smith 

cc:  The Honorable Steve Scalise, Ranking Member 
 



 

 July 2, 2021 

The Honorable James E. Clyburn 
Select Subcommittee on the Coronavirus Crisis 
U.S. House of Representatives 
Washington, D.C. 20515 

Dear Chairman Clyburn: 

On behalf of our client 1Life Healthcare, Inc. (“1Life”) and its affiliated professional 
corporations (collectively “One Medical”), this letter is a supplemental response to your March 1, 
2021, letter to One Medical.  One Medical appreciates the opportunity to address your questions 
and is committed to cooperating with your inquiry. 

Today, we are producing documents numbered OM-SSCC-0018022 to OM-SSCC- 
0027591.  Today’s production includes documents identified as responsive to one or more of the 
requests included in your March 1 letter.  As discussed with your staff, we are continuing to 
collect and review information and materials in response to the Subcommittee’s requests, and 
we will make supplemental productions on a rolling basis, though we believe we are getting close 
to completing our document productions.   

Your staff requested additional information regarding free One Medical memberships 
described in our April 30 letter.  As previously described, One Medical created dedicated 
registration codes to allow individuals referred by one of One Medical’s department of public 
health partners to obtain a free trial membership that allows patients to access One Medical’s 
vaccination appointment process.  One Medical also created a similar registration code for 
patients who were not already One Medical members and who were not otherwise referred by a 
department of public health.  As of June 14, 2021, only 399 of the nearly 69,000 patients (about 
0.58%) who initiated free short-term trial memberships using one of these codes are paying One 
Medical members.  These members represent approximately 0.07% of One Medical’s overall 
membership as of March 31, 2021.  We understand that each of these members affirmatively 
chose to become paying One Medical members following the conclusion of their free trial 
membership period. 

Your staff also requested information regarding the number of One Medical members 
who cancelled their membership due to an inability to obtain a vaccination appointment.  One 
Medical generally does not track or attribute a former member’s reason for terminating a 
membership.  Moreover, although a One Medical member who chooses to cancel a membership 
receives an optional survey regarding the decision to terminate a membership, this optional 
survey does not include a category related to a former member’s efforts to obtain specific 
services from One Medical.  As a result, One Medical is unable to determine how many former 
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members may have canceled their membership due to an inability to obtain a vaccination 
appointment. 

*  *  * 

Certain of the documents produced today may contain confidential business and 
financial information that One Medical considers proprietary and competitively sensitive.  One 
Medical respectfully requests that these materials be treated as confidential.  If the 
Subcommittee should nonetheless consider the public release of such materials, we respectfully 
request that One Medical be given advance notice and an opportunity to discuss the matter with 
you, so that we may explain One Medical’s basis for objecting to public release of the materials. 

Please let us know if you have any questions about the materials and information being 
provided today.  We will continue to make regular productions of documents as they are 
collected and reviewed. 

Respectfully submitted, 

Brian D. Smith 

cc:  The Honorable Steve Scalise, Ranking Member 
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