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Membership Satisfaction Survey Under Way

- The Annual Membership
Satisfaction Survey opened up in
July and will end Aug. 31.

- Postcards were sent to members
inviting them to participate.

- To date, 4,804 people have
completed the survey.
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Telephone Town Hall for Non-Medicare Retirees
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Let us know how we're doing

Your opinion matters — and so does your satisfaction
with the North Carolina State Health Plan. That's
why we're asking you to let us know about your
experience with the Plan. As an active or retired
member, both you and your covered spouse

(if applicable) are welcome to participate in our
quick, online survey.

Taking the survey is fast and easy:

@ Go to www.shpnc.org by August 31, 2015
@2 Click on the survey link

) Take the survey

Thank you in advance for your valuable feedback.

It helps us learn what's working well and what might
need improvement to ensure an excellent member
experience for you and your family.
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Rx Home Delivery Pilot

- Rx Home Delivery Pilot: Express Scripts (ESI) has developed a Rx
Home Delivery (Mail Order) pilot for its entire book of business.The
program begins in August 2015 and will run for one year.

- Who Qualifies: Members with established long-term medications.

- Goal: Increase Rx home delivery by removing some of the
standard, initial home delivery set-up requirements that may
discourage a member from utilizing the service.

- Member Identified: This month (August), ESI has identified
qualifying members and has mailed them a letter announcing the
program.

- Member Enrolls: Members will have 30 days to enroll in the
program which they can do by calling ESI or via ESI's secure
member web portal.
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Program Promotion

- ESI mailing to members
- Plan e-newsletters

- Facebook

- Website

[8) Most Visited { | Getting Started | | Suggested Sites { | Web Slice Gallery
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Express Scripts, the State Health Plan’s pharmacy benefits manager, is launching a new automatic home delivery pilot program designed to help members
with established long-term medications.

The new automatic home delivery program will provide members the convenience of having their long term medications delivered right to their home without a
trip to the pharmacy. Benefits include:

« Athree-month supply so you won't worry about running out

« Free standard delivery of your long-term medications
Members will receive a mailing on how to get enrolled in the program. If you're interested in this program, please watch your mailbox for details.

If you do not receive a postcard by the end of August and believe you should qualify for the new program, please call Express Scripts Customer Senvice at 866-776-0057 to enroll.
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t"o Enroll Now ” FindaDoctor S My Personal Health Portal Roto Coleulotor () Member Login

Home | Aboutthe State Health Plan | Plans for Active Employees | Plans for Retirees | Health and Wellness | Health Benefit Representatives
Accessibility | Online Security | Privacy Notice | Member Focus | Careers | ContactUs | SHP Contracted Vendors | NC.Gov

Skip the trip to the
pharmacy with automatic
home delivery.

It’s easy.

One simple step
And all your long-term medicine will be
delivered automatically

Two ways to get started
Just go to Express-Scripts/signup or give us
acall at 866.776.0057

Three-month supply
FREE standard shipping
straight to your door

Get any long-term medicines
(LI - you take now, or in the future,
delivered delivered automatically.

Here are just a few of the benefits:

¢ Your medicine delivered straight to your door
¢ Three-month supplies of your long-term medicines?
* Free standard delivery?

Sign up by <Insert Date> and you'll be set now and in the future.

It's easy to get started:
Visit Express-Scripts/signup or call 866.776.0057.

1 Supply dependent on specific medication and prescription.

2 Cost of standard shipping Is included as part of your prescription benefit plan.

N .
¥ 5% EXPRESS SCRIPTS
-
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Communications and Marketing Services Contract

- As a reminder, the purpose of securing a firm was to provide
services to assist with strategic initiatives regarding communication
and marketing campaigns of health plan benefits to our members.

- Since the award of the Communications and Marketing Services
contract to Buck Consulting, Inc. in May:

- Execution of Contract completed

- Kickoff meeting held to provide background and set expectations
for services

- Buck is currently in the discovery phase of their implementation
which includes information gathering and analysis

- Buck has also been utilized to assist the Plan and DST with
messaging and strategy regarding the transition of enroliment

vendors
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Annual Enroliment Communications Strategy

P

Website

p— \ >\/\

Educational : _
\Meetings > Qct Mail >
=

/

Webinars > HBRs >

W

\Videos
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Member Outreach-Actives & | |
Non-Medicare Retirees J

Member Outreach — Phase | Overview of 2016 Changes: The Importance of Wellness

Teaser Postcard
*  Promote Annual Enroliment early

* How wellness plays a part in 2016 changes
e Introduce Wellness Premium Credit changes

Member Outreach — Phase I Review 2016 Options and Resource Tools

Fresh Look at the CDHP  Enrollment Events

Online Learning Modules * Plan details for each option
Videos e How to choose and how to enroll
Promote informational sessions

Invite to Telephone Town Halls
Videos
Enroliment Guide

Enrollment Events

* Enrollment has started, take action now
e Option overview

* Reference website and enrollment kit

Reminder Postcard

Collateral no longer being produced
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Member Outreach-Medicare Retirees

Member Outreach — Phase |

Overview of 2016 Changes: The Importance of Wellness

*  Promote Annual Enroliment early
* How wellness plays a part in 2016 changes

Member Outreach — Phase I Review 2016 Options and Resource Tools

 Enrollment Events

* Plan details for each option

e How to choose and how to enroll
Promote informational sessions

Invite to Telephone Town Halls Enrollment Events

Enrollment Guide * Enrollment has started, take action now
Reminder Postcard e Option overview

* Reference website and enrollment kit

Collateral no longer being produced
Additional mailing
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Member Outreach-Medicare Retirees Educational

Meetings

Medicare Outreach meetings will be held in Sept. and Oct.
Presentations by Plan staff, Humana, UHC, BCBSNC
SilverSneakers will be onsite for each meeting

Schedule includes 81 meetings in 45 counties

To date, 364 members have RSVP’d to attend a meeting

HEALTH PLAN OPTIONS & OUTREACH EVENTS SCH

~9016 annual enrollme

| 4
o QF
Visit www.shpne.org Ao
mormt
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Telephone Town Hall Meetings EPRRI

Meetings

- Events are being promoted via website, all printed mailings and
social media

- Registration is not required and all members (with a valid phone
number) will receive an outbound call the day before the
scheduled event.

Event Date/Time Population Members Registered

September 15; 7-8pm  Medicare Retirees 99
September 16; 7-8pm  Non-Medicare Retirees 387

September 17; 7-8pm  Non-Medicare Retirees 40

September 22; 7-8pm  Actives 132
September 24; 7-8pm  Actives 35
October 7; 2-3pm Medicare Retirees 95
Total = 788
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Vendor Transition Communications
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Health Benefit Representative (HBR) Announcements

The Plan has been communicating with

HBRs all year regarding the eligibility e | Nemges | Molcsien | beig | kg

L Lori Morgan Lawson and Robin Matkins like this
and enrollment vendor transition. A £ @ e

73 0

- HBR Alerts (email blasts) were sent | .,

)0 Atlantic Avenue

. View Insights

regularly to inform HBRs and employing e

7" North Carolina State Health Plan

units of all the impacts related to the o s D e e - 451
d Price Range The State Health Plan’s top priority is to ensure that our members have

tra n S iti 0 n S i n Ce J u n e 1 2 0 1 5 il shpnc.org/ access to care—which includes medical coverage and prescription I R
J - -

medication,

THIS WEEK

. . | N The}PIan implemented a new contract for ellgrbllny.and enrollment services T

- Messaging to members regarding s s T e e e sty 2
access to care and who to call has been | : :
posted to the Plan’s website as well as

social media.

Affected members include those members who have made a change to
their coverage, newly hired and newly retired since June 1, 2015, and are
enrolled in one of the Blue Cross and Blue Shield of NC plans.

Members who are experiencing enroliment issues or who have not received
their insurance cards should call State Health Plan's Customer Service at
855-859-0966, Monday-Friday 8a.m.-5p.m. Customer Service will also be
open August 15 from 8a.m.-5p.m. for anyone who may need assistance.
Representatives are ready to help members expedite any issues and
ensure access to care.

Moving forward the Plan is working toward a permanent solution which we
hope to have resolved by the end of September. We apologize for any
inconvenience.

HBR Alert I8

~al 'l

pdatfes and Information
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