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Why Care Coordinators?

* Higher level of support
for members

* Intercept complicated
journeys earlier

 Committed to caring for
those who serve
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Care Coordinators: Foundational Pillars

Sanctuary Expertise Stick with Them Warrior Friendship




Care Coordinators: Real-Time Intercept

RTI® helps deliver improved clinical and financial outcomes

Real-Time First Claim
Intercept” Point Received

alan needed an appendectomy,
hospital requested suthorzation

OUTCOMES

17 INTERACTIONS WITH QUANTUNM HEALTH
10 with the provider / 2 with Alan

414

u

Cuantum Health receives Quantum Health helps Quantum Health first saw
authorization reguest, reaches out Alan find a doctor to claim im the system

for concurrent daily review and manage disbstes care

lzarnz of disbetes diagnosiz

Alan admitted to
the hospital
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Care Coordinators:
Experience with Church Clients

Employee High-risk
Engagement Engagement




iy S
Wespath’s Dedicated Team #J

of Care Coordinators

Wespath’s pod is made up of claims experts,
customer experience professionals and
nurses to ensure HealthFlex members get
the help they need every time they call.

Pods are designed to offer:
* Personalized service
* Cross-functional collaboration

e Multi-disciplinary expertise
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How’s It Going
for HealthFlex
Members?




=

Wespath Successes!

s —

[l am new to HealthFlex] and | have not
been able to access my ID cards. Maya
went above and beyond today to help me

way in the mail, too. | want you to know |
really appreciate her extra efforts.

-

get electronic copies. She got some on the

J
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Wespath Successes!

/\

/Aparticipant called whose doctor of 28 years
disappeared. The number wasn’t working
and the office was vacant. She wanted her
medical records, so she called her Care
Coordinator. Within an hour, Mia tracked
down and talked to the doctor and found the
storage company where he sent his files. The

\participant is breathing a sigh of relief! /
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Wespath Successes!

C\sked Sheena to transferED

manager so | could tell you how great she
was. She fixed my problem and she is going
to sit on hold with the provider so | can go
take a shower and get ready to go to my
chemotherapy appointment. It is wonderful
to have someone advocating for me this

\way. She is just terrific! /
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January 2024 Engagement Metrics

23 gN\BER AND PR
Provider Interactions »
Per Member
% Member engagement
1,962 686 %+
Phone interactions Digital interactions 7—)\
| i ]
0o
C\ 1 2 /0 > ]
Engagement
i a two-way conversation
1 ,769 Topics per.engagement b
one interactions ¢
B 165 Mica suppO™

Digital engagements
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January 2024 Engagement Metrics

Engagement
12.0% phone, email, chat

10.0%

Engaged members:

— 15% primary

8.0% — 13% spouses

— 5% dependents

0% 10.4%
s * Engaged members
4.0% have an average of 2.2

conversations with a
2.0% Care Coordinator
0.0%

Week 1 Week 2 Week 3 Week 4 Week 5
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January 2024 Engagement Metrics

Phone Calls Web Logins

O

Secure Messages Chats




January 2024 Web Metrics

Digital Engagement

3%

6%

4%

2%

0%
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Week 3
B °: Registration

Week 4
[] % Engaged members

90% of those
registered are primary
participants

Some spouses and
dependents are also
registered




January 2024 Web Metrics: Page Views

ID Card

Plan

Whats New Tile
Care

Benefits

Claim Details
Documents
Profilesettings
Accumulator Info
Authorizations

Messages

Almost half of those who
have viewed their ID card

Notification Center

online have downloaded it

Schedulecall

Mobilesettings

FAQ .

ECB 1
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58'%} of HealthFlex claims in January were
managed by a Care Coordinator

Engagement

17% <$10k in paid claims

100%  $10k to $100k in paid claims
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Challenges We
Are Resolving




Common Concerns

* Pharmacy or provider not
updating information from
new ID card

* Duplicate ID cards

* Provider not reaching out to
Care Coordinators
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What Other Concerns
Have You Heard?
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When Issue Encountered

Members should call their Care
Coordinator

You or your members should
inform Wespath if something
isn’t going as expected
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New ID Cards for Everyone

F" _-\ Pligee{irss BliireShachi -'\l
ol d“..m'“
Y E:ﬂﬁgﬂ?ws- d @ o waapatn (@ == N
L1 N oAy o pal ry ) ami g :
] iy ﬁvﬁ?' -_E Peleiiel B5,060 Fursly £15,000 |!'/ | Proviger 85" 1.566.355.0408
Subscriber Name: W'”M‘ﬁmFﬂ!r_m:‘ _/I Bl H

v/ w2
H5000 SAMPLE FAM GE16 N e ’*&\
Identification Number: || ! ;. .WLE FAM GB1E

puzmsmeme o )

PEMES156T136 \,;-:n__’l ' 5

] EluaCizn BueStield of linss, an ifdece rdea| loenses
of this BlusCress Biusthbakd faso skl chakr
procesing anly and easures no Srancel foln caims.

Deductible and out of pocket
max information

Name (may not include punctuation)
ID number (new alpha prefix)
Dependents listed and separate cards
New group number

Includes RX details for pharmacy

Required pre-certifications

Member and provider numbers for
Care Coordinators, Provider Services,
MDLIVE, and EAP
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Accessing ID Cards through Benefits Access

-

BenefitsAccess.org

On the Health tab, click “Medical
Benefits & Care Coordination”

R/
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Accessing ID Cards Directly (Dependents)

4 )

MyWespathHealth.com

* Log in with username and password

* Care Coordinator can help register

R/ /

24 | Wespath



ID Card Access on Quantum Health Site

P W e Q Search (833) 762-0876 .
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Members Should Give New. ID Card to

Providers and Pharmacy s :
g @ BlueCross <~ o h -
 BlueShipid, Ny Common complaint:

gﬁ%ﬁ;ﬁmﬁ ; " %%%ﬁm . Provider or pharmacist says no
p———— Kmf o coverage even with new card

oL Call A Wespath Care Coordinator!

DY g wove Sometimes the provider or

.. / pharmacist still files the claim
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under old card information

\_




What About 2023 Claims and Questions?

/Primary Participants go \

through Benefits Access:

1. Click “Manage Health
Benefits” in upper right

2. Scroll down to “Review Past
Claims” and click “Go to
Blue Cross Blue Shield” or

“Go to United Healthcare”/
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© Make Health Accounts Work For You

T Health Account Differences
T What is & Premium Credit?

¥ Review Past Claims




2023 Claims and Questions: Blue Cross

/Covered Dependents: \

1.  Visit BCBSIL.com and under
Log In or Sign Up, click
“Member Login”

2. Login with username

\andisswo rd /
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BCBSIL.com

2023 Claims and Questions: United Healthcare

4 )

Covered Dependents:

1.  Visit MyUHC.com and click
“Sign In” or “Register”

United i
'JJ Hggﬁhcale ENGLISH +

Welcome back
Let's get you signed in again

2. Login with username
and password

N /
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2023 Claims and
Questions: Call Wespath

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

800-851-2201

8:00 a.m.—6:00 p.m., Central

|
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Other Concerns to
Direct to Wespath

* Dental e MDLIVE
* Vision *  Well-being
* Health Equity programs

Care Coordinators specialize in
medical, pharmacy and behavioral
health concerns
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Ask:

Have You Called Your
Care Coordinator?
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Connect With Care Coordinator To:

Order a new ID card

Get urgent questions answered right away while at a provider’s
office or the pharmacy

Get out of 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

(" G e

mm I
Irativiuinl B 000 Farmily $10,000 |
Cust-crb mtwrork, ind hichuml §10,000 Famnily m:.jm\

l!-dlne‘htllﬂ.-
Ia-Flabwaik Irelbdcual 85,000 Farily $10,000 |
Cush-crib mtmrork, I hvichuml 10,000 |

3 winiam,
scaptuicston and gemies cupasent for mantst
nbtnce suss. .

Pre-certmoalion=: ;. 1.866.955.0408

RX PhamiacistSenvices™™ 1552358471
MOLVE®: 5 1.688.750.4351
EARES = L 1.556.651.6800

Gmup mnl:m:.‘ls directly with Quantum

| "“Groyp contracts directly

BluaCiois Biues el of (Bnos, an Muu—mhmh
ol Hre Browlfcuch 3 et bk Sasochals i, previces claims
processing only and asaures no Srancel i for ceim

L‘ (R Qu:

*Health Acvocate Group contracts drecty

833-762-0876
8:30 a.m.-10:00 p.m., Eastern
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(833) 762-0876

o

You dont have any new notications

View Notfication Center |



Care Coordination:

e Positive so far

* Continuing to
monitor and adjust
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