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In order to solve the routing problems, | worked with business and the IVR
team to create special routing rules in the IVR system. \We identified a target
population of about 4,000 members in the Orlando area as a pilot group for
the new system and loaded their contracts into the IVR. Instead of them
calling a different 1-800 number, when they call Florida Blue and authenticate,
they are routed to the CCT team. If a CCT advocate opens CustomerConnect,

they have a ‘Concierge’ user setting to view the new tools.



CASE STUDY

02

RESEARCH

SLICE N’ DICE

Over a series of 8 weeks, | met with a focus group of experts from the area,
and conceptualized a new tool that would help them quickly understand where
the member was in their health journey. Through interviews with the team

leadership and focus groups, we found how different this team really is.

When talking to a member that has been recently diagnosed, the CCT user
will offer community resources, take a look at the health plan they are on and
triage whether the member needs to be referred to the Care program with a
nurse, or needs information on new specialty providers for their condition.
They also look at visit history and help the member lower the cost of
healthcare and OOP expenses by influencing them to use low-cost or free
healthcare options such as PCP visits or Urgent-Care clinics. This drove home
the fact that the success measurement of this tool would be Quality scores
over Average Handle Time [AHT) — in fact if the right members were on the

phone it would actually increase AHT.

| created a series of discussion guides to drive the Focus Group conversations

and target specific areas of the new screens | was building for the team. \We

found that presenting information in a linear path would help them ask probing

questions to determine if the member was suited for special programs, or

how they could quickly understand what kind of care they needed:

1. Episode history quickly shows them which types of care they are using

2. Benefits Utilization to show how close they are to meeting Deductibles or
OOP Max.

3. Pre-Service Authorizations to assist preventing high-cost visits such as

MRI’s at a hospital vs a Diagnostic Imaging facility

1. Do we need to capture method / preference, we should be waiting on PAC...
- No preference indicated for new members ( 2,000 +)

- What is Phone Number of record / where do we pull it

Best Time to Contact Contact#
Evenings ( After 5pm) 904.123.4567

2. Do we need to see Concierge Group/Pod on the card?
- Collection does not exist today

- What is Phone Number of record / where do we pull it

3. Phone Number is account-wide, not member specific, is this a problem?
- Can we show the account-level phone number on the card?
- e-mail address, do we prefer on the card, or show in Notifications
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4, Episode History

- Show rolling 12 month history, dropdown for full two years? No

- What should Other/ Ancilliary be, or does it make more sense to omit this?
- Rules/ Threshold for Low / Med / Hi visits, ( frequent flyer)

- Canwe pull these from claims collection with Place of Service Code for locations?

U+ Member Journey Last 12 Months
In-Patient Hospital Qut-Patient Hospital Emergency Room Doctor Office
$0 $150.00 $45,093.22 $50.00
Urgent Care Advanced Imaging Surgery Center

2

$45,093.22 $0 $0

5. Pending Pre-Service Auths
- Do you need to see the Procedure/Dx description at first glance, or does hovering on Proc code work?

- Missing any information? Status etc... Expected Auth approval date ( 30/60 days )

== Open Pre-Service Authorizations

Start Date Proc Code Referring Treating Details
12/31/2020 12345 Dr. Jonathon Gonzales Shand’s Emergency Care >
12/31/2020 12345 Dr. Jonathon Gonzales Baptist Primary Care >

6. Where are we getting Provider Data from,

- Do you need PCP Status Information ( Expiring / Future )

- Can we get Case Manager ( Care Mgmt ) from Jiva or do we have this somewhere?
- Alerts for No PCP or Case Manager should go in Notifications Section

- Do you want to see this in a table or cards?

1.PCP

2. Care Case Manager
3. Specialists from Claims Data

as Provider Network

Name Type Specialty Network Details
John Bosworth, MD PCP Primary Care In Network >
John Bosworth, MD Care Manager Cardiologist Qut of Network

Dr. John Bosworth Specialist Oncology In Network >

Show 14 More

7.Rewards Information
- Duplicative of incoming Rewards screens. / No action items

- Is this valuable on screen?

74> Rewards Programs

Eligible Completed
Title Enroll By Amt Description
Get aFlu Shot 1/1/2020 $20 Incentive for older members with a chronic condition to get the
flus shot. Must be 50+ with at least one chron...
Get a Flu Shot 1/1/2020 320 Incentive for older members with a chronic condition to get the
flus shot. Must be 50+ with at least one chron...
8. Conditions

- Data does not show Diagnosis today

- Is this valuable on screen?

Qs Cenditions / Diagnoses

Diagnosis Date of Service Place of Service Provider

DX11 Hypertension 1/22/2010 Baptist Primary Care Dr. James Smith
DX12 Pre-diabetes 1/22/2010 Baptist Primary Care Dr. James Smith
DX14 Sleep Apnea 1/22/2010 Baptist Primary Care Dr. James Smith
Show 14 More

m Care Network

™ Dr.John Bosworth
1 Primary Care Physician

™ Dr.Roger Holmes
+  Specialist | Cardiologist

™ Dr.Jimmy Fallon
1 Specialist | Physical Therapist

Show 4 More
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TESTING & PROTOTYPING

INFLUENCING THE CUSTOMER

When we conceptualized how the business could intervene and redirect a
member to the appropriate kind of care, we came up with a model for
outreach. The Concierge Roster was born as a unique tool that could be
leveraged by leadership or the CCT team to use specific data points to find

slices of the population that fit specific criteria.

The power of this tool is the ability to quickly filter a list of members that are
high utilizers of benefits, have no PCP assigned, or have a chronic conditions.
The architecture supports the ability to run these pre-defined models against
the population to create these lists that could potentially be used to load lists
into the IVR for Specialty advocates, run new campaigns via SMS or mail, or

refer members to Care Programs.

When testing both of the new tools, the Focus Group was instrumental in
walking us through their journey. Taking side-by-side phone calls was powerful,
as you could listen to that phone call where a member was out of the area and
recently diagnosed with Cancer. The level of support and empathy this team
provides to our customer is what drives me to empower them with the best

tools at their fingertips in order to give that member a sense of peace.

| also found that since these specific tools were very new, the users did not
have a ton of feedback, as they would have to put them in action. From a
results perspective, we have to evaluate the influence these tools have from a
health-cost perspective over time and monitor the Quality scores from
Member Surveys. This exercise was the first step in leading the enterprise on

ways to innovate for the service advocate for the future.

< Customer Search

My Roster (1108) ~

Activity
Open Care Gaps
Claims ( Hospital, ER & High Mbr Resp )
Recent Touchpoints ( 20 days )

Pending Auths ( Pre-service & regular )

Status
Episodic

Low Acuity

Conditions ( Core Chronic)

Asthma

(<

Hypertension

8

Diabetes

]

COPD

<)

CHF

Targeted

Advanced Imaging / Diagnostic
_) Pharmacy (High-Cost)

High Utilization of Benefits

Case Manager Outreach

Activity

© Jonathon Doe
H12345678 1

Last Contact: 11/7/1%

© Jonathon Doe
W H12345678 1

Last Contact: 11/7/1%

Status

© Jonathon Doe

H12345678 11/

Last Contact: 11/7/1%

® Jonathon Doe

W 112345678 11/22

Last Contact: 11/7/19

Conditions

© Jonathon Doe

H12345678 11/22

Last Contact: 11/7/19

© Jonathon Doe

Open Care Gaps X

© Jonathon Doe

H12345678 11/22/1943

Last Contact: 11/7/1%

M Jonathon Doe

H12345678 11/22/1963

Last Contact: 11/7/1%

® Jonathon Doe

H123454678 11/22/1943

Last Contact: 11/7/1%

M Jonathon Doe
WP 112345678 11/22/1963

Last Contact: 11/7/19

© Jonathon DogAsthma  x

H12345678 11/22/1963

LastContact: 11/7/1%

© Jonathon Doe

Claims x

Diabetes y  Mypagsathon Boe COPD  »  CHF ;
H12345678 11/22/19463

Recent Touchpoints x Pending Auths X

© Jonathon Doe

H12345678 11/22/1943

Last Contact: 11/7/1%

M Jonathon Doe

W 12345678 11/22/1963

Last Contact: 11/7/19

>

Low Acuity x Episodic x

© Jonathon Doe

H12345478 11/22/1943
Last Contact: 11/7/1%
M Jonathon Doe
-« H12345678 11/22/1963

Last Contact: 11/7/19

Last Contact: 11/7/1%
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