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Why Care Coordinators?

* High level of member support
* Intercept complicated journeys early
* Foster efficient use of health care

* Commitment to caring for those
who serve
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Wespath Care Coordination: A Brief History

Fall 2022
Introduced Care Coordination concept to plan sponsors in response
to challenging member escalations and feedback from Church Benefit
Association peers

Fall/Early Winter 2023 (Annual Election and After)
Shared details about Care Coordination with members

January 2024 2024 YTD
Launched Communications: Regular touchpoints Regular meetings
"Have You Called Your Care between Wespath, BCBS, between Care
Coordinator?" and Care Coordination Coordinators and
pod leadership; BCBS and OptumRx
tracking escalations,
trends, opportunities
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Wespath’s Dedicated Team
of Care Coordinators

Claims experts, customer experience
professionals and nurses ensure
HealthFlex members get the help
they need every time they call
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Why Connect With a Care Coordinator?

Order a new ID card

Receive answers to urgent questions while at a provider’s office
or pharmacy

Avoid being caught in the middle between your provider and insurance
Check benefits before a service

Understand cost impact (deductible, out-of-pocket cost)

Understand a bill or expense

Find a provider

[

Encourage members to call a Care Coordinator before Wespath or your office
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Call, Chat or Message a Care Coordinator
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View Notfication Center |

(4

You dont have any new notifications

(833) 762-0876




When Members
Encounter an Issue

Members should call their
Care Coordinator

You or your members should
inform Wespath if something
isn’t going as expected
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Some Questions
Come to Wespath

Our Active Benefits staff can help get
members to the right place

e 2023 claims * Health Equity

* Dental * Well-being programs

* Vision

4 )
1-800-851-2201

8:00 a.m.—6:00 p.m., Central
- J
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What Is Going Well?

* Strong engagement
e Qverall satisfaction

* Strong partnership:
Wespath, Care Coordinators,
Blue Cross Blue Shield, OptumRx

e Success stories




Who Is Engaging With Care Coordinators?
L

833) 762-087

MEMBERS

* 45% of all enrolled
individuals have
connected with
a Care Coordinator

* Average 5.1
touchpoints per
engaged member

HIGHER UTILIZERS

* 88% of those with
S10K-S100K in paid
claims and 95% of
those with >S100K
in paid claims have
engaged with a
Care Coordinator

PROVIDERS

* Of members
whose provider
has connected with
a Care Coordinator,
there have been
an average of 5.4
touchpoints per
member
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Overall Satisfaction—Net Promoter Score

* NPSis percent of
promoters minus

percent of detractors 54

 Above 50 is excellent
(industry average
is 30)

B Detractor

" Passive B Promoter

19.0% 7.6% 73.4%
(15 Members) (6 Members) (58 Members)




Partnership for Continued Improvement

Care
Coordinators




Wespath Successes!

K’Iam thankful for the Care J’b

| got a new maintenance inhaler to try
yesterday but must wait until the first
Saturday in August for the new rescue
inhaler because | had gotten the one that
doesn’t work a couple of days ago. I’'m so
thankful they are there to help! So much

\easier having someone be the go-betweeny
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— Wespath Successes!
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Kljust wanted to take a minute to thank you and

tell you how great Natori did helping me. She really
went above and beyond. She called the MRI center,
my kid’s physician, and others. She just did it all and
made sure | was set to take my son for his MRI. She
just thought about everything | would not have even
known to think about to ensure corrections were
made with all parties and ensure everything went
smoothly. I just wanted to brag on her for her great
customer service and ensure she gets the kudos she

\deserves." /
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Wespath Successes!

“She was very helpful. | felt like | was
talking to a friend who wanted to help

144
!

)

“I really appreciate you being there for
me. It is nice to know you are there
if | need you.”

J

15 | Wespath




Go to Menti.com

On your mobile device:
°* Go to Menti.com or scan the QR code
 Passcode: 2517 3129
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i Mentimeter

Join at menticom | use code 2517 3129

What is going well?



What Challenges Remain?

* Fine-tuning with BCBS

* Self-submitted claims, including
out of network behavioral
health

* Spreading awareness to new
enrollees
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Self-Submitted Claims: Process
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Future Communications
Efforts

* New hire education
* Encourage preventive focus

* |t's okay to call for little and big
things

* Continue to promote awareness

ZZZZZZZZZ



i Mentimeter

Join at menticom | use code 2517 3129

What challenges remain?



How Care Coordinators
Can Help During Annual Election

* Review historical claims with members
* Explain plan differences

* Encourage use of ALEX, OptumRXx
pricing tool, updated formulary

* Please Note: Care Coordinators can’t
help make elections online or see
premium/premium credit information
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Now and Looking
Forward

* Overall positive!

e Continue to monitor
and adjust
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