


Member Impacted
Touches Members

235 150 24/T Hurs2ling
fapches
8338 2,312 All 360° Health
Total Unique Programs
Touches  Impacted Above
Members

N/R* (Not Reported) - Number of responses is insufficient {=5) fo ensure
member confidentiality

24/7 Nurseline. It may not include all servicas purchased.
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Program Description

ConditionCare reaches out to members living with chronic conditions, and it works in tandem with a member's
primary physician to provide the right level of individualized intervention at just the right time. Our goal-oriented,
ConditionCare programs proactively manage members diagnosed with Asthma, Diabetes, Coronary Artery Disease,
Heart Failure, and Chronic Obstructive Pulmonary Disease.

Through intense intervention, ComplexCare reaches out to members with multiple health issues to address
concems before they become more serious or costly. Members have their own dedicated nurse care
manager who helps coordinate care with multiple providers, offers self-management strategies for
improved health and serves as a vital resource for questions and information.

Offers prenatal education and intervention, helping to make expectant mothers better informed about their
pregnancy. In an effort to help reduce the severity and incidence of pre-term births and other
pregnancy-related complications, OB/GYN nurses, supported by a host of obstetric specialists, coordinate
individualized care for our expectant mothers.

LFe doasn't work 9 to 5 or take holidays, nor @0 healh concems or emeargencies. Our toll-free 2417
Nurseline makes it easy, Whih anylime access to registerad nursas 24 hours a day, seven days a week to
ansaer memoer health questions and provige additional resouncas.

Key Statistics:

82% of targeted members received healthcare-related mailings during the reporting period.

20% of the members received at lzast one call from a program professional or nurse consultant during that time.
10% had multiple calls to or from the 380° Health program professionals.

2% of members received referrals across 380° Health program andior other services.

*This report includes resuits for the fallowing programs as applicable: ConditionCare Core Conditions, ConditionCare Support, ComplexCare, Future Moms, MyHealth Advantage, MyHealth Coach, and

8,538 SJVIA members were touched by one of the Care Management

programs in 2010.
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ConditionCare uses a collaborative and holistic health management
approach to help members better manage the following prevalent,
high-cost conditions:

Asthma (pediatric & adult, Type | &
Type II)
Diabetes (pediatric & adult)

Chronic Obstructive Pulmonary H

Disease (COPD)
Coronary Artery Disease (CAD)
Heart Failure (HF)

Anthem. Private and Confidential

mmmmm



http://images.google.com/imgres?imgurl=http://www.wellmark.com/images/health_images/NCQA_Excellent.gif&imgrefurl=http://www.wellmark.com/about_us/companies/ncqa.htm&h=174&w=174&sz=7&hl=en&start=20&um=1&tbnid=koSXkTsPHvsh4M:&tbnh=100&tbnw=100&prev=/images?q=National+Committee+for+Quality+Assurance+(NCQA)&um=1&hl=en&sa=N

ConditionCare: How We Identify Membezrs

IDENTIFICATION PREDICTIVE MODEL ] OUTCOME )‘
Health Risk
Asthma
Assessment

Medical

vodic \ Diabetes
Pharmacy Heart Failure

Claims —
Impact Pro
\ Coronary
|

. Artery
Lab Claims Disease I
& Values
Chronic
Obstructive
Referrals Pulmonary
L Disease
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- 4

High

—
~ 4

~30%%

Moderate

N

~70%*

*Percentages assigned reflect the subset of the

High Risk
* Intense interaction with the Primary Nurse Manager and

health professionals supported by targeted mailings

* Outbound calls and outreach focused on a wide spectrum of
member needs related to their chronic conditions; a holistic
approach

Moderate Risk

* Focused intervention with the Primary Nurse Manager and
focused support by health professionals

= OQOutbound calls and outreach with a holistic approach,
focused on preventing these participants from becoming
tomorrow’s high risk

Low Risk

* Ongoing, monthly monitoring and reassessment of
member’s risk level

| population that will be stratified into the various risk® Access to a toll-free service staffed bY nurses 24x7 to

levels over a rolling 12-month period of time.

ssssssss

provide overall symptom support

= Access to a variety of mailings and web-based tools that
provide further education and support
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15,682 Total members eligible for the ConditionCare program

1,733 Total members with one or more of the conditions 11%* of eligible membershi
3 g P

1,519 Total identified members stratified to
Low intensity status and participating in the
program.

(81.7% vs. 11.2% for 360° Health B of B)
These members receive:
*Quarterly newsletters

*Monthly ‘Non-compliance’
monitoring

*Monthly monitoring for changes to
condition severity

214 Total identified members stratified to High
and Moderate intensity status
(12.3% vs. 22.8% for 360° Health B of B)

53 Total High and Moderate intensity members
enrolled
(24.7% vs. 39.4% for 360° Health B of B)

39 Total ‘enrolled’ members
engaged/graduated
(713.6% vs. 65.0% for 360° Health B of B)

During the first year of participation in the ConditionCare program SJVIA
shows a 12.3% rate of members stratified to high and moderate risk. Once
enrolled, the rates increased and engaged/graduated members report well

above to the book of business.

Anthem @&

point in time prevalence rate.
Health,

*Reflects total members identified during the program year. This is not a
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Primary Condition Prevalence
ASJIVIA OReference Population

Asthma

CAD

HF

COPD

. 2%
Diabetes >2%

0% 1% 2% 3% 4% 5% 6%

The prevalence rate for 2010 program year was 11% compared to 11.1% for
the reference population. The diabetes rate among SJVIA members is higher
than the reference population by 1.5%.
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Member Progression Towards Engagement During the Reporting Period

a ™\
HighModerate Managed During Period [ oS N S
|
InIntroductory Phase (< 60days)

In Enroliment Progress n
Called, Unable to Contact N— ¢ —
No Valid Phone Number _

Other -Not Enrolled I 5

contacted [N
Declined Enrollment
Enrolled
Called, Unable to Reach
Declined Engagement n
Other -Not Engaged ”
b
s ]

In Engagement Progess

Engaged

= 50 100 150 200 250 300

-

48.1% of identified high/moderate SJVIA members were unable to be enrolled
in the program due to inability to reach member or member refusal to
participate in the program.
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Percent Assessed

P ——
can I I S I 51 7o
v I 15.5%
coPD I 7. 1%
Dicbetes | 26 4%

Total | 24 8%

0% 5% 10% 15% 20% 25% 30% 35%

Nurse coaching completes assessments on high and moderate risk
participants to identify non-compliance issues and guide goal setting. During
the 2010 program year, 53 (24.8%) of the 214 high and moderates cases under

management for SJVIA were assessed.

Anthem. Private and Confidential .
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Most Frequently Reported Comorbid Conditions

(percent of assessed high and moderate risk cases under management)

Hypertension 571% -

R

Hyperlipidemia 23%

COPD E.ﬁ%

Diabetes @' 5%

Migraines QI%

GERD
Heart Failwe 14

Diverticular Disease 14

Fibromyalgia 14 %
0%

20% 40% 60% 80% 100%

The most frequently reported comorbid conditions for SJVIA members are
hypertension (571.1%), hyperlipidemia and arthritis (both at 42.9%).
Hypertension and hyperlipidemia are associated with cardiovascular disease

and diabetes. )

mmmmm
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Referrals to Consultations
Number of Cases 0.0% 0
Referral Type with Referral* Percent 30 0% 5.0%
Referrals to Consultations
Dietician 11 55.0%
Exercise Physiologist 2 10.0% k 55 0%
Pharmacist 6 30.0% S!
Respiratory Therapist 0 0.0% : :
Social Worker 1 5.0% 10.070%48
Total 20 100.0% ®mDietician Exercise Physiologist
Referrals to Resources Pharmacist mRespiratory Therapist
Durable Medical (DME) 1 14.3% = Social Worker
Community Resources 3 42.9%
Diabetes Education 0 0.0%
Mental Health 0 0.0%
Other 3 42.9% Referrals to Resources
0,
Total 7 100.0% 14 3%
Distinct cases with a referral 28 .
Number of high/moderate risk 42.9 /0\
assessed cases 39
Percent of high/moderate risk
assessed cases with a referral 72% 0.0%
0.00% ] o
e 0 q 0.0% ;
In addition to nurse coaching, high and ’ ' .
moderate risk cases under management are S urableiiacloal it Gommunifyfesources
a a q = Diabetes Education Mental Health
referred for consultation with ancillary &
o ther
professionals and other resources to
lmprove condition management' * A case may have a referral in multiple categories. Report is for
cases under management during the reporting period.
Anthem Private and Confidential "
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Calls Member Provider
Inbound Calls 55 9
Outbound Call Attempts 1,111 2
Mailings to Program Members Description Number of
Letters
Introductory Letter After member first enrolls in telephonic management 0
Welcome Letter After member first enrolls in telephonic management 1,356
Get In Touch Letter When telephonic outreach was not successful 83
Quarterly Newsletter To all members with condition specific updates 2,458
Non-Compliance Alert Letter To specific members with condition related care reminders 1,513
Member Materials Mailing At member’'s request for additional condition related information 25
Patient Goals Letter Reminding members working with nurses about their set goals 0
Graduation Letter When member graduates to a lower risk level 8

Mailings to Providers

Number of Letters

New Participant Letter

21

Physician Communication Letter

Physician Action Guide Letter

Physician Lab Request Letter

Pharmacy Alert Letter

Physician Medication Letter

OIN|O | |O

Call attempts and successful contacts are shown here as often multiple
attempts are required to reach members. This report shows calls and mailings
made on behalf of the 1,733 SJVIA members with cases under management

Anthem &

Health,

during the 2010 program year.
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CAD, HF, COPD Claims Based Clinical OQutcomes

70.0%
60.0%
50.0%
40.0%
30.0%
20.0%
10.0%

0.0%

Prescribed Beta blockers Prescribed ACE Prescribed Lipid Annual Lipid Test- CAD Prescribed ACE Prescribed
-CAD Inhibitors- CAD Lowering Medication- Inhibitors - HF Bronchodilator
CAD Medication - COPD

mSJVIA mReference Population

SJVIA Claims based clinical outcomes for the first program year (2010) for
Coronary Artery Disease (CAD), heart failure (HF), and Chronic Obstructive
Pulmonary Disease (COPD) indicate opportunity for growth when compared

to the reference population. After this first program year, charts will
indicate year over year comparisons.

\ y
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Asthma Claims Based Clinical Outcomes
120.0%
100.0% 2432 2LEE
80.0%
60.0%
40.0%
20.0%
0.0%
Prescribed Long-term Control Achieving Appropriate Ratio of Control
Medications (persistent asthmatics) to Rescue Medications (Ratio of C/(C+R)
should be ==0.5)
=SJVIA = Reference Population

SJVIA Asthma claims based clinical outcomes for the first program year
(2010) indicate opportunity for growth when compared to the reference
population in the Prescribed Long-term Control Medications, however Ratio
of Control to Rescue Medications are reporting better than the reference
population. After this first program year, charts will indicate year over year
comparisons.

.

Anthem. Private and Confidential

360/Health,

14




Diabetes Claims Based Clinical Outcomes

80.0%%
70.0%%
60.0%%
50.0%%
40.0%%
30.0%%
20.0%%
10.0°%%

0.0%¢

68.7% g7.9% 66.9%% g5 4%

28.7% 37.7%

Al1C test 1/year AlC test 2/yvear  Arnnuaal Dilated Annual FArmual Lipid Test
Retinal Exam Microalbumin
Test

m3SJVIA = Reference Population

SJVIA diabetes claims based clinical outcomes for the first program year
(2010) indicate positive results in each category with all but one measure
reporting better than the reference population. After this first program year,
charts will indicate year over year comparisons.
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$1400
$1.200
$1.000
$800
$a00

$400 1
$200 1

Utilization per 1,000 Members
(per100 Members for OP Prof and Ofﬁce)

IP Admits

IPDays | ERVisits

P
Facity

OP Prof

Office

Pharmacy

o210 133

469 i)

1,238
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289

/

\

Condition-Related Utilization per 1,000 Members

(per 100 Members for OP Prof and Office)
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The charts above show utilization in both the non-condition and condition
related settings of care. Utilization experience and any savings or increases

will be shown in subsequent years and services are incurred.
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/ . [ y .
Claims Dollars PDMPM ) Condition-Related Claims Dollars PDMPM
$200 $120
$100
8150
900 -
100 - |
$ 90 -
5 $0 o u
| . | i ] N N . i . . |
\;‘ Inpatent | ER FOIT OPProf | Ofice | Other | Phamacy 5 | B N . I |
acy lpatient | ER | OPFaciiy | OPPif | Ofice | Oter | Phamacy | | |
U110 ) §1633 | $1701 | §7845 | o746 | $17E3 | 1798 | $1508 movio-1210] smeo | s | sm | s | o | e | sew | ]
\ J\ J |

The charts above show expenses in both the non-condition and condition
related settings of care. Financial experience and any savings or increases
will be shown in subsequent years and services are incurred.

Ant}lem Private and Confidential
- 17



4 o ; A
Total Claims Dollars PDMPM Condition-related Claims Dollars PDMPM
$400 $0
$350 1 180
160
$300 1 -y
AR 9 |
$200 1 100
$150 1 0 -
$60
$100 .
$0 - 00 -
$ - , BN — N ( _ O
Medical Pharmacy TQTAL Expense Medical Phamacy TOTAL Expense
@010 - 12010 $352.78 $15.6 $38.74 i0- 120 916541 90 141
\ y,
Non-condition related pdmpm was more than double that of the condition-
related pdmpm during the 2010 program year ($368.74 vs $174.42). Savings
related to each category will be shown in subsequent years using claims
experience as incurred.
9 J
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ComplexCare identifies complex
cases predicted to be high-cost
before they happen, and responds to
and aggressively manages those
cases should they occur.

Program goals:

P Reduce hospitalizations and costs
associated with serious illness

< Provide extensive care coordination
< Maximize the member’s health

Anthem. Private and Confidential
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= 277 SJVIA members had cases under management during the
2010 reporting period (1.73 %)*
* 63 members enrolled (0.40%)

24 member engaged (0.15%)
2 of the engaged members graduated (8%)

Casae Stratiffcation

Case reakdown O stanffcaiion Evel 35 defenmmined by 8 program awrse. Tiers £ amnd 3 ane tampeisa ror
mare infensive autbolnng felephoiic marsgeimant.

Tiers daifne e minkmum condsc regquency Sfandsmls for

angagea members] Tier 1 = once every O weaks, Thear 2 =
ance a manch, Tier 3 = more than once & monhs

Ther 1
I Ther =
Ther =

= e TEd Larsel ey ©fairsgen S’ Bires | riegesd et el Fogirassl’ B’ fesnnll b aeiec ) S’ dorifg Dl reiss Serioad

5 Rounding may cause small valuss to display as 0% and totals may not egual 100%
* 15,949 Eligible members

Anthem. Private and Confidential
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Top Claims-Based Predicted Risk Categories

This gvaph dispdays the most requently predicied risk categories, 35 Mdenttled by the predgictive mader foo),
based an ciodms evidence. ThHe Eﬂl'E'gE"'.‘-EE. whive D."D-E'ﬂ:, conialn maare -EqD'EI:rﬂ'I: Heah-nsk factiors

impacting members” heakh.
Top 10 Predicted Risk Categories

Sl 1E5&
Crithopedics 155
Ealgnart Heoplasm 14%
-andiciogy 1%

Freamaicy

Endocrinology B

Meumiogy = B
[ L] o —1
Fulmoniofy
0= 10%% pecta | 305

Rt e Fopulaton Frererntsgs for o oomdibon oy esceed he masdmum sasive of the soals

ComplexCare cases include a wide range of high risk clinical issues.
Pharmacy, endocrinology, pulmonology and the general category all exceed
the reference population.

\ )
Anthem. Private and Confidential

365}Health_ )




\

ComplexCare - Goals

This Mustrates the most Megquent goals opened by members In ferms of Me percent of fotad goads apen
during the acivily perod.

Top & Goals

Permanal Health Soal

=
-

T ——
H-F'H:EL!H:T:I':[EI:_EF.G
[ —
vacdne - Preumonia _?!i
0% = 0% 155%:

Cases related to enrollment and clinical intervention account for the majority
of member calls. 6.9 member goals is much higher than the benchmark
expect rate of 2.1.

J
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Our 24/1 NurseLine provides access to a registered nurse over
the phone 24/1, anytime, anywhere for assistance or just to hear
a reassuring voice.

* Helps members assess symptoms

* Increases understanding of medical
condition or prescribed course of
treatment p

* Ensures members receive the right
care in the right setting

Anthem. Private and Confidential
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Nurseline: Activity

24/7 NurseLine Utilization Report

Activity Period: 01/01/2010 - 12/31/2010
SAN JOAQUIN VALLEY INSURANCE AUTHORITY

Total Contacts: 226

Total Contact Reasons:  * 301

Total Contact Activities: 262

Unique Member Contacts:  * 189

Total Eligible Members: 15,914 1.19% 24/7 NurseLine Utilization

1 Contacts - af call acfivities reiated fo 3 speciic participant for the same conigct reasons 3 Contact Acthty - a¥ cals relafed fo the confact

2 Contact Reasons - Specit \ssug(s) dmving the cal 4 Unique Member Cantacts - number of calls recarded by unique members

Opportunity exists to promote the Nurseline program to increase awareness.
Utilization of the Nurseline program can significantly impact acute care.

Anthemi Private and Confidential
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Health lssues, Concerns and Referrals®

Top Five Haalth Izaus Categories Total Percant Top Five Concems Total | Parcant
Pedlatrcs W 2% Abdominal Pain, Age 12 and Cider 13 g%
Digestive System Dlsorders g 13% Respiraiory Prodlems, Age 12 and Older 8 3%
Bone/MuscielJoint 20 12% Fwollen Glands and Omer Lumps Under the Skin 8 %
Eoucation Cnly 8 1% Back Problems and Injuries 7 5%
Ear - Mose - That 15 9% Respiraiory Prodlems, Age 11 and Younger 7 5%
&1 Qither | 3% Al Other 111 T2%

Total = 165 100% Total = 154 | 100%

Referrals to Other Programs Total Parcant
FRefemal to DM Program d 4%
Referral to Matemity Program 3 33%
Refermal to Health Advocate Program g 0%
Refermal to Behavioral Heaith L 0%
Refermal fo Case Management 0 0%
Refemal io Exiemal Resouns 2 2%

Todal = 3 100°%

£ A el conoam oeegevornely’ may o b eeipred Sy seey aives| srsiseize conie’
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Nurseline: Activity

Caller Pre-intent

mUnsure

mCallgll

mSeek Emergency Care
mSelf Care

mSeek Urgent Care
mEducation

w Consult Healtheare
Professional

.

Nurse Recommendation

BCalloll

B Consult Healthcare

Professional

® Seek Emergency Care

EEducation

mSeek Urgent Care

uSelf Care

J
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