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Putting Tools in the
Hands of Our Members

Tim Skeen

What We’ve Learned

Three primary drivers of good consumer experiences

g

CONFIDENCE
in coverage

Feeling confident you are
covered and will be taken
care of in the event of
a health issue

CLARITY
of benefits

Understanding your costs
and coverage so there
aren’t any negative
surprises when you need
to use your benefits

b

EASE
of getting help

Minimal interaction with your
insurer, except when you
have a question or an issue
arises — then high
engagement through
personalized, effortless
service is demanded
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Key Elements of our
Consumer Experience Transformation

REORIENTOUR ™ FLEX OUR
_BUSINESS . .. PLATFORM

Plan Post F"?: 4 & Medical Urglent &d Prescription Insurance
Selection Enrollment Qe Decision Yighliis Pick-up says “No”
Payment Care
REDESIGN

CONSUMER
JOURNEYS

Mobile Improvements
Transparency

Engagement

FLEX OUR Service Oriented Architecture
PLATFORMS Consumer Hub

Enterprise Content Management System

Culture Transformation
Innovation Lab

- Consumer Insights & Analytics
REORIENT THE

Improve Service Operations
BUSINESS
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Our Process

IDEA GENERATORS

Consumer Provider Service Technology National Healthcare Clinical Business Associates
Experience Collaboration Ops R&D Accounts Analytics Units (S0apBox)

v

Identify an idea

Sense
make us excited

Shape

make us believe Explore the idea,

Define

R Create the detailed business plan and concept
make it real

Prototype

o Build functional Prototype
visualize it

Develop

) Build Minimal Viable Product (MVP)
create it

Incubate

scale the business Release, operate, and scale the product

Mobile App Ecosystem for Diabetics

Care Evolution Family

Health Record cFHR™ One Drop Diabetes myStrength
mApp mApp —
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mHealth Ecosystem Technology

Employees
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Wearables, Mobile & Desktop
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cFHR Blood Pressure G| One Drop Apple
ucose HealthKit
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Anthem Anthem’s Data Hub ".A

Providers
Care Gaps
Claims . Earelsllerts 0
Care plans © CHRIHENS ’
i

Lab Data ¢ Patient data

TeleHealth Tracks

% Patient Centricity Clinical Outcomes and Efficiency
Tools for Patients Tools for Clinicians and IDT

Benefits: Benefits:
Improve outcomes * Improve outcomes
Ability to initiate support e High risk patient management
Patient satisfaction ¢ Increase productivity
Patient experience ¢ Workload balance
Caregiver involvement e Lean out CCC’s
Self management ¢ Reduce reliance on CCC’s
Concierge medicine * Solution for dispersed
populations

e Expand target markets
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Overview

Over time the
system reduces
negative health

events

Patient measures
biometrics at home
using easy to use
wireless sensors

Positive & negative
outcomes are fed

back to the learning ]

engine

Home hub or mobile device
passively uploads measured
data to secure system cloud

System learns from actual
patient outcomes to discover
and recommend improved
health deterioration rules

Care team views generated
notifications to prioritize

patients for outreach
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System evaluates measured patient
data against health deterioration rules
and generates notifications if a patient

e l
e
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needs further investigation

as

Care team virtually manages
the patient’s condition

<

mHealth for Clinical
Consumer Experience for Digital / Mobile Channels

Anthem Portal

Mobile Configured e
Anthem Portal ottt e ot

Eam $75 for completing yo...

Colon Scresning

mAnthem mobile App

Fawards & Balances

Cash HEA
Rewards  Halance

Other Mobile configured ;ﬁ e

& mobile Health Apps

Digital device support
(tablets, watches, etc.)
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