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Intensive Community Based Outreach

= Qutbound Call Center
» 4 Representatives plus 1 Supervisor

= Get HIP Outreach Team
= 1 Coordinator
= 4 Qutreach Specialists and Adding 1 in Ft Wayne
) = North
= Southwest
= Southeast
= Central
=  Anthem Community Resource Centers
= Three Anthem CRCs: Northwest, Central and Southwest
= 4 Member Outreach Specialists
= 1 Community Health Programs Consultant
= 1 Health Promotions Specialist
= 4 Provider Network Education Representatives (RNS)
» 2 Clinical Quality Compliance (HEDIS) Administrators (RNS)

Anthem &1®
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Conditional Members

Members Are Not Fully Enrolled Until Their Initial Contribution is Processed

 Initial Contribution Must Be Received Within 60 Days
e Outbound Calls at 45 Days

« Anthem Sends Notice Member Has Paid
* Checks held 10 days first

« Anthem Receives File From the State (HP) to Fully Enroll Member

« Anthem Automated Processes Receive the File and Update Enroliment
System

- Effective Date is Given to Anthem on the File
« Effective Date Always First of the Month and Never Retro

Anthem &1®
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Fully Enrolled Members

File Received from HP
Records at Enroliment Broker, State and MCO must be in Sync

« Anthem Receives File From the State (HP) to Fully Enroll Member

« Anthem Automated Processes Receive the File and Update Enrollment
System

« Triggers Set Up of POWER Account
and Generation of ID Card and Letter

» File Generated for Outbound
Welcome Calls and Welcome Packets

» Welcome Packet Includes Materials
for Employer Contribution

* Invoices are Automatically Generated and Mailed Monthly for Required
POWER Account Contribution - Due 15t of Month

» Notice Sent for Termination if 65 Days Delinquent

A 3
C:lnmal Serviee:' (800) 553-2019
(800) 758-1769
24-Hour Nuru Allls! ine:(866) 800-8780
Prwlda S rvlees (800) 345-4344

(866)393 1922
Phann!ctds rvlces (800) 281-4880

Anthem. 29

Tutti Frutti Lumenos )
Consumer ID:  YRK250M62343

Rx Bin: 610575
ECN: CDH999
n Code: 332
Group. 0018004
ER Copay:  §3
Power Account Amount:  $1100  resnm e

Ploase subrit e & cal Bue plen, 8 prvider does nct
sul i claim on your behal
iihorn. G, BoY 37070 Loubuile, KY 4035370

‘wwaw.anthem.comhealthyindiana
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Member and Community Outreach

M \\elcome

. Get HIP. Get Healthy.

Outbound Call Center

Approximately 65% Success Rate Reaching Members by Telephone h Anthem &0

|« |nitial Contribution Follow-up at 30 days P
-+ Welcome Calls - Explain Basics and Identify Possible ESP

« Assist Pregnant Members to Transfer to Hoosier Healthwise

« Contribution Delinquency at 45 Days

« Annual and Lifetime Maximum Risk

» Recertification Reminder and Preventive Services Reminder

* Notice of Transfer to Enhanced Services Plan

« Mail New Member Welcome Packets (English and Spanish)

« Enter Health Assessment Information Received by Phone or Mall

« Send Birthday Cards with Preventative Care Reminder

Anthem &1®
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Member and Community Outreach
Get HIP Outreach Team

« 30 New Member Meetings Each Month o
Locations include: SOLUTIONSZW
‘t] ANSWERS.

« Anthem’s Community Resource Centers
« County Health Departments and Clinics
« Work One

« Community Based Organizations

» Hospitals and Other Provider Offices

« Faith Based Organizations

« Pharmacies

« Health Fairs and Community Events — Promote and Facilitate HIP
Enrollment

» Partnerships with Community Organizations and Safety Net Providers
Anthem ©@
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Other Member Outreach

« Emergency Room Over Utilization
« Right Choices Program

« Transfer to Enhanced Services Plan (ESP)

* Missed Appointments or Other Provider Office Referrals
* Preventive Service Reminders

« Language Translation Assistance

Anthem &1®
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Example from Member Education Meeting

Plan Stru Ctu re You may have an annual

physical, flu shot, cholesterol
testing, mammogram, blood
glucose screening, etc. and
only have charge to your
POWER Account when over
$500 has been paid in that
benefit period

You contribute into your Power
Account by paying a monthly
- amount based on your income.
The state pays the remainder to

~ total $1,100. In some cases, Preventative Services \
the state pays the entire $1,100 When you see your family
contribution. If you have your doctor, go to an urgent
required preventive services Power Account care center, have family
this year, any money left in your $1,100 planning services,
Power Account will roll over to - . . behavioral health services,
next year and reduce the I_n_d|V|duaI & State Contribution surgery, labs or other
amount you have to contribute Individual contribution not to exceed 5% hospital services, see a
next year. ONLY ANNUAL of gross income ($0 - $75/mo.) ecialist, or fill a
EXAM REQUIRED THIS p ription for medication
=YEAR: \ l le medical
When your expefises total Insurance Coverage the itis paid for by
i plan - The first $1,100
more than $3{00inone $300,000 Annual Coverage comes from yobic Power
benefit pexod, claims are paid $1M Lifetime Coverage Account.
from apAnsurance policy - up
to $300,000 per year and $1 M
inyour lifetime.

Anthem &1®
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Example from Member Education Meeting

Ms. Reed had a complete
physical, including a
mammogram, cholesterol
screen, and blood glucose
screen. She also had a flu
shot this year. She went to
in-network doctors, hospital,
lab and radiologist and didn’t

Example

Ms. Reed is 48 years old. She is not
married and has no children.

| Ms. Reed contributes $66 Up to $500 \have to pay anything.
| permonth to her Power Free

| Account and the state put in . .
$308. Since she has had Preventive Services \ Ms. Reed had an eye
her r.equirfed preventive infection and went to
service Iﬂ}ls' y?]af, gny Power Account the urgent care
money left in her Power center. They gave
Account at the end of the L $1'100 . ) her a prescri);)gon for
year will roll over to next Individual & State Contribution medicine to put in her
year and reduce the amoy Individual contribution not to exceed eye. Ms. Reed paid
she has to contribute to 0 ; - ’

5% of gross income ($0 - $75/mo.) nothing because she

ITHTAL _ycal .

Ms. Reed hasn’t 4Sed all

ent to an in-network
uhgent care center.

count Insurance Coverage The slaims were paid
“her claims will be $1M Lifetime Coverage center and\§30 for
paid from this insurance medicine) antkshe
olicy up to $300,000/ yr. now has $1,010¥eft in
The state pays the entire her Power Account
cost of the insurance for
~Ms-Reed

Anthem &9
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Example from Member Education Meeting

How to access what you need to know
« Call Member Services at 1 800-553-2019

« New Member Welcome Packet
| » Anthem HIP website www.anthem.com/healthyindiana
d « Obtain certificate/handbook online *

» Access the provider directory online AND On Cell Phone
» Access prescription formulary list online

« Where to obtain internet access
Anthem Community Resource Centers
Library
Neighborhood Resource Centers
Schools and Churches

*You can also call the Member Helpline or return the eCert form
by mail and a Handbook will be sent to you

Anthem &1®
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http://www.anthem.com/healthyindiana

Healthy Indiana Plan Public Web Site

Anthem &V

Customer Service

& 1-000-253-2018

The Heathy nciena Pan (HF) e
W ey A Tlondabis hasts
Insurance program for
unnszred adsk Hzosers. The
pregram nffece congrahensivg
heath benafis ichiding
physizian sarvices, mantal
hesth services, and
preacriztion &rug coversge. If
¥OU nave any quastions pleass
comact Wamber Caslomes
Sevice al 1-800-553-201% of
TCO: 1 802-758-1763.5ir
habia ingles, codemse ta0.Cr
sl nTomacon g au dinee ain
carge siguno. Llare 2l nurem
telesanico que hgura en el
revnra the g s e
isentfcacion (D card).

Anthem &9

HEP

A TITY P A

Welcome Healthy Indiana Plan Members

Plan Overview

Flan Oueraaw
+ General Information 3bout Fower Accounts

My Provider

+ Baaren for Frovicans
+ Saaren for Fharmacy Frovoars

360 Health

Freacaphon Orug Fanmusany
Healh and Wellness Programs
© Preventive Care

Other Useful Information

Memser Handbook

* HIP Slale of Indiana Ste

¢ HIPAM Noace of Fruacy Prachees

» Arnual Quaiity Impravement Reoon

' Member Rights and Responsibiiies
Beneft Cuice

To access the Anthem Healthy Indiana
Plan public site, enter:

www.anthem.com/healthyindiana

The site features the plan overview,
provider search, member handbook
and more.

Anthem. 2%
HEP

1 Cimsngs P b

Anthem Blue Cross and Blue Shield

Healthy Indiana Plan™

WELCONE
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MyAnthem™ QOverview tab

Anthem. &9,

MyAnthem Lumenos" ‘ - . :
=4 The Overview tab is designed
Welcome Roger Harris [y Prorie (8] Corvact Us ) Logout to give quick access to the

most commonly used tools and
resources “at a glance”

[0 "C1NTOYR Provider Finder  380° Health MyAccount MyClaims

Consumer ID : 205M00045 My Anthem'“
Message Center Overview

= You have 2 new messaes Roges Harms

MyBenefits

Things You Can Do Can’t see other members on this policy?
To view the names and daim informaltion of other
adull policyholders (age 18+), they musl register for . ) ¢ Secure Message Center
4 I4yAnthem online services and authorize you 1o view A 1 1
e their information. They can grant you authorization > / ¢ F In d a P rovi d er
> Manaqe My Profile from thesr My Profle’ page % ‘R eq uest ID Card
» RequestID Card Messa - .
> HIA Plus Activity mmuggnmammmmwm * Manage Profile
; e L Ee et L kel L DA o Manage Prescrlptlons
Health Tools and Resourcas , B T R T R — P
e ca S Lo W S M ey Sm— . POWER Account Activity
s oMparisoen IESE JWE00E L13E0I8 Dok . .
s> Hospital Compatison My Account wl; AN OGN likie ° Qu |Ck ||nkS to 3600 Health
» Medical Cost Estimators Annual HIA Plus Allocation $125.00 [rTe— * Contact Us
> MyHealth Coach Current HIA Plus Balance. $125.00 nmg-anuﬁgu
Cznzumer (D 20502045
> 24/7 Nursaline Calzgey: l""‘“‘ 3 zaieqory T.]
> MyHealth Assessment e i
: : < 12 imelantod on irranents

» Healthy Lifestvies S04 oAt
MyHealth Assassment
‘ » Contact Us ’ B MyHealth Coach

Anthem &1®

H.mzerof Crarzders ame'zd n
Rezzonze Frederance
O Contscme sy phane |
{5 Flzaza reszond viz the Veszoze Comer
Salerir ¥
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MyAnthem™ Pharmacy tab
Anthem. 9.

MyAnthem™ PRSE | 'anage your prescriptions
=4 through the My Pharmacy tab

Weizome Donna N FooNe g Conict UN s oot and take advantage of a host of
other prescription related
information and services

Overview Provider Finder BUMIETUETSE 360° Health My Account My Claims My Benefits

T MyAnthem™
Things You Can Do
My Pharmacy
> Reflll Prescoptions , | . L
. :szktzg:lgtg:[?s_zﬂ | Member information * Refill Prescription

> eck Mail Order Status ° H
» Order Over.The.Counter | Name‘zl V!eW Order Status )

Eroducts | - * View Pharmacy Benefits

. fccomtSmmarny « Search Drug List

Etuesy Joos = Total spentin the last 30 0.00 :

s Dol spentin e s 0 e ¥ « Look Up Drug Prices
> Look Up DruqBrices Total spentinthe last 365 days: $0.00 ;
» Drug Information & i e « Check Drug Interactions

W&Qﬂﬁfﬂ Available for Refil
> How To Submit tew —_— -

Prescriptions No prescriptions Available Mymm Anthem.,@.va
» View Forms ReMIPrss opbo: Viekzoms B iyerone @ Cantectus @ 120 B Logsat

Prescnption Shipments Ovarvia x Myluimx MyPrave
EHADINGY HOp. & ! No Shipped Orders Available PO IR 5 R A (i

» Pharmacy Frequently View Order S1atus 221

Asked Questions T — Refill Prescriptions
» Help Directory ‘
» Provide Feedback View prescnplions tor. | A1 v

Select KxMumber  Urug Hame. o MextRof Date  Pabent Hame Rx Status ‘
& 4273304 FREVACID CAP 13MGDR 3 20070810 Sa Renew Now
Plave Refill | Remuove frum List |

Anthem &1®
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MyAnthem™ 360° Health tab

MyAnthem"”

Wekczme B vy rota [B] Cormtact U= B Logaut

O ew Provider Finder MyPharmacy BLIGETIIN wyAccount &

IR 60" Health

RESQU 3
[ ol ¢
8

‘t] Lyiaath Azzasgnent
Canndition Celiw

M Eovaie Care Suies

Busts Tepew A-7

Hapiz Quzzes

Syrephuee Sl

Laap

Howth Trychows.

—“ﬁ\“ 1”

. = “ ;‘.- .. '
e &

Healthy Lifestyles

Lanin evial aliga 05 Dika 10 buse banttasr Gat prognins and
NEWSLETTERS SUpzortio suzcesd nildrg otlte rulmiin, ftnses and hasth
wrpeoenmanl shne, o ancking shins gedancs and auspat

Sign Up for Hewsbetiers mantan 3 taatty weighl. ans more.

Cetthe kiteal rews Comoiele the [ullaakh Sezeszrag) for reczmimes
ard wting exge hesth teastheath oas ans pats for you, ar set yoar oy

nromatos nien dive rgat n 20 pat startec

CLAIMS STATUS
Chazge Cang Preferances

M Muteathitaniver
Parsoralzes hisrmatior and reszurces to
you ke o bedbee el e

NEED HELP?
B Mtaath herarsen
CoraqUs Az easy-to-campiens 120l 1o hep you batte
itk sinred wour hwsath cmt
£ oty Asd
Quastong
Ow Coaanry hes
ik e et UL Access Health Info & Tools
usad on our ste. Hesihicars Aduizor ™
Pewzans fur your dodor vae. baen sboal
< canizzas. tragtnants atd hoszrals. b

Anthem. &%,

Lumenos , |

ms  MySenefits

Update MyHeslth Record

NEVY - 285w yaur heath 2lan % sans
your el to VAehMD 12 popuions
Wy*lesth Sezord. Thes iztormabon e
sacure and ony avalable 2 you

— lgyy loea til hermy me
1 1apres 1o atow rry heath stan

send clarme o YesliL to posulsie
Ny'leskth Sezord. [ucaras

WebMD's sYMpPIom CHECKER

SKn
Head s Mecx
EyesSEars
MHosa f Mouth
Chesl
! Dack
B @ AmfHand
@ Abdomen
@ Male Groin
Bullocks
@ Legsroot

Qe Synglones

o FrontView O BackVaw

Anthem &1®

\ ¥ale ) Female )

3600 Health - :
Your gateway into leading a better,
healthier life and becoming a more
informed healthcare consumer

» Compare Hospitals

* Health Risk Assessment
* 3D Symptom Checker

* Personal Health Record
* Animated surgery guides
* Talk to a Health Coach

Procediree  Knag Arreampy 3 Remirs Lcoss Tasus a0d Tom Calatae
Madkcal Tare Knaa Afreacapy

Fast Fresard bb w Wrdow »
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MyAnthem™ My Account tab

Anthem.&¥9.

Lumenos

7

MyAnthem”

Welcome Roger Harrie

Manage your POWER Account
with easy-to-use tools and

B vy frofie [ Contoct Us ) Logout

information

rview  Provider Finder 0° Health QLTSNS MyClaime  MyBenefits

My Account

HIA Plus Summary

i A s b g === « Account Summary Balance
Bridge Dotais = = * YTD amounts spent on
Annuzl Bridge Amount: ‘ v ia ;h::..:;f. ‘ services
R | e e | * Most Recent Claim Activity
Beglrrlsvatierv spe.nénﬁ &us amount ] * Account An alySiS Tool
senvices: | P ‘ .
Begins after spending this amount( | eI T ‘ ® Usel‘-frlendly Health Statement
Senices: e womnw| | Zemo e R
Amount spent o date on In-Network | m-——m R :&-—-b;--:—-— RS
Amount spent {o date on Out-of-Neh PRI Srore tonmmsmd “owey et v wne
el I MO Ve Sy ot Mvceen nesw |

Anthem &1®

Recent Claims Activity

You can view the five most recent fin|
Claims. The subscribar can view clg
adult dependents on the policy (incl

under. Dependents age 18 and ave;
Description

odeo

My by Lo et P

B

Amount

B

L
Dy et e

Frevent of Tatal Fxpenae I.w Service Type

24.‘8%-‘ )
B b rnmeics S0

7T.52%

.M. dicallFrevurzwe]
.Ma dieal{kar Bracsrtue]

03U Surgery LLC oy e 4 ‘— [rraseration Druge
University Family Physicians In¢ et B NS
N2l Dathalam Sandrac 11 ,,;.::'_. e e

w3 e T 24 D0 e e MO0 3 A | IATE JM-IL

ISR p—
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MyAnthem™ My Claims tab

.
MyAnthem- M s

Stay on top of your Medical &
Pharmacy claims from one
integrated user experience

‘Welcome Roger Harris 3 vy Profie [B) Comsct Us (B Logout

Overview FProwider Finder 360" Health MyAccount IVETHEE MyBenetits

My Claims { Medical Claims

: Medical Claims

Consumer Name i | R@];;';lﬂ e ————— - . . .
Starl Date » | 04/10/2006 =l Anthern @9 [l i s ) — b Processedlpendlng Clalm
(mmislyyyy) L s i
End D?;:W - [oarioz008 |5 Ll Your Claim Recap Status
(meniadlyyyy) r \ .
P e * View Processed Date &
15314 Hostt Progres T -
‘T o Amount Paid
We have found 3 medical claims betwaen 04/1 002006 and 04)10/2008 ror ;?&2;“ ¢ Clalm Detalls Member
— Chaim Highlgtes Responsibility
How Wuch was 00 Expensa? Diwn ol Sorvien
reet b il [t R | ‘o= i oo toee e » Download Claims Recap

\ Hhows W s Pald Uncier Vs Progearm?
Ainoe

. ::: ot o gar M ] "o w . .
IGO12031200 11202006 - RonalaP Pester 5500000 116 | emareniomedimen 3 1om o Pr|nter_fr|end|y pages
PLO611280200 111152006  Robert Smith STEOHIES || S atvrondrta oy 0. .

* View Benefits/Deductibles
Used

1111512006 e g Tt

06299E246F00 10/10/2006- OSU Pzthology Serices  $344.00  §| | \elimpeetistormsanmnt U aimee
10102006 LLC R

. Ao Dl ' 0
Your Tradtoral Heath Coverage
Boprn, S g e ] v d ' 3800
Ferm X0ent O dex - - b X
Your Arrasd Out-of Pochet Magrure

bt Mmwart Froween. 1 Lwom

Aot P it T 84 Vs v b D . LU

Anthem &1®
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MyAnthem™ My Benefits tab

MyAnthem"™ Ant}“ff,',,‘,:i? "

=X 24 x 7 access to your Plan
Wekcore Roger tarms 881 1y P afin 8] ool e B8 Lo Summary, Benefit Details,

Certificate Booklet, Benefits
Used, & Eligibility information

Oververw  Froader bnder 30 Besith - MyAccount  MyClasns

My Benefits

Things You Can Do

» View Banahts Details
| » View Pian Certihcatas of Heasa seiact the membar whosa Banafits you want 1o viaw. [he current product aftactive
q Covarage date Is disployed delow. It reprasants the effectve date of the preductis} you are ennclied
| » Riaqueat 1D Card in it does not regresent your onguid elfective date of elimbdity with yow groap o plan.

Consumer Name  Reqar Harris ]

Constmar infarmaton

Conzumer Nama: Roger Hams Group Number 42042010
Corsumer il - 2050000425 EmployenGroap - MiIssoun iIndiwdoal
Ralaicnship: Subscribar For CDHP E-Biz

» Our Glossary has
getnrons forthe
lerms uged o our sile.

My | vmanos Pan

e Lo i P
Fiacine Date * V02004

Coverzge End Da%e - Banefits Tedoctiies Dsad
Carmrcats Dooket

Anthem &1®
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Spanish Language Support

Anthem. €. M i

Leading multi-lingual web
capabilities:

—a ?
a Anthem
| Anfree, und de s pricipales empresas de cobartura médica dal pais ofraoe:
© planes de saud ineovadans, planes de saud dental visual y de salud mental
v abuso 0o (drogas, Secvicios de coberfura y administracion farmanéutica y
Shguros da vida, En nuestro cardcter de icanciatarios de Blue Crossy Blos
Shield en nueve estados, ayudamos a mejocar & sakud de mas de 10 milones
e personas.

Comience aqui, Seleccione su estado:

-+ Spanish language provider

! directories
+ Health and wellness information
* WebMD

*  Product information e e — ; Ehistirechiar b SRS

disbates al 3sma y o153

et Aoy o Chuos e S

+ Health Risk Assessment e e dess s e i a ot
i o o o Aot athos

+ Cost and quality tools e AR

*  Newsletters A

L0 WD o e e et
Wy
[

« Health alerts and product recalls B oot NuestroBien

-

.. . Fartte et of o \’mygrf :
* Mini health quizzes = Antherm 9. - 21 et

Sovwron &3

10 Buess Ve Health
St s bt
Lt Ptans »
ey e oo 10

L p——
Lhving ‘Mt U.‘.”.E
Garvurry Well~

« Condition centers
* Tools and calculators

et Lbray

_ Eigeciaos 0r MWD Hoet)

L T e T
PRATR BNER O @  LEErend ol
U witadn iwhEs B0 W i

rsrmn s b e ot ol trsan e ko ey
ke s

Anthem &1®

click to edit footer 7/15/2010 18



POWER Account

 POWER Account

» Contributions are based on income-not everyone has a
required monthly amount.

d * Must make the required monthly contribution on-time - you will
| be removed from the plan if more than 60 days late.

« Members of the Anthem HIP contact center will make a
courtesy reminder call if you are 45 days past due.

« Pay by phone (1-800-553-2019), mail, credit card, bank draft,
or cash (at National City Bank located downtown Indianapolis
at 101 W. Washington Street)

Anthem &1®
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POWER Account

KEEP the POWER

 Get Your Preventative Care
* Rollover Option-

) « if you receive your age/gender appropriate preventative care
g by the end of your benefit period the entire account balance
(including the State’s portion) rolls over.

 If you don’t receive the recommended preventative care, only
the unused amount you contributed rolls over.

* Check Monthly POWER Account balance statements by mail
and on-line.

Anthem &1®
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Health Needs Survey

« Eliminated Anthem’s HNA - Changing to State Format
 New Process Being Implemented in August
« Post Card in Welcome Packet

 Incentive: $25 or $15 Gift Card
« Higher Amount for On-Line

« Encourage to do On-Line
« Can Also do by Phone or Mail

* Analysis by Medical Management
» Disease Management Programs
 Care Management
* Other Health Improvement Programs
 Member Outreach

Anthem &1®
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Member Satisfaction

DSS Research Conducts CAHPS
« Consumer Assessment of Health Care Providers and Systems

« DSS is a National Research Company Specializing in
Healthcare Market Research

 NCQA Requires CAHPS for Accreditation and HEDIS —
Anthem Healthy Indiana Plan is Accredited by NCQA

* DSS Successfully Surveyed 771 Anthem HIP Members in
2010
* Anthem Healthy Indiana Plan 2010 Health Plan Overall Rating
« 78.8%
« Significantly Higher Than DSS 2010 Average of 70.9

« Estimated Accreditation Score = 13.000 Points out of 13.000
Possible

Anthem &1®
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