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W support

Blue Shield of California

Comprehensive
all-acuity care
management
program

For Access+ Members

Designed to engage 1-2% of the population who
are at risk or have potential to be at risk

Helps members navigate the health care system
and access care

Case Management

Personalized care planning for acute, long-term
and high-risk conditions to help members live
beftter with illness, recover from acute conditions
and develop self-management skills

Shield Support includes frequent telephone outreach,
online tools, mailed educational materials and home visits



W support

ldentification

Data-driven criteria based on authorizations, medical and pharmacy claims,
well-being assessment and direct referrals

» Behavioral Health

+ Cancer Prospective

« Cardiovascular conditions, e.g. coronary DXCG
artery disease, heart failure : score

» Catastrophic Injury

+ Depression Risk

+ Diabetes progression

* ngh cost trend

« LGBTQ health o o
* Musculoskeletal conditions Predl(:hVQ

+ Opioid Use Risk Score

+ Pain management

» Respiratory conditions, e.g. asthma, COPD
» Stroke

» Transplant process

» Recent ER utilization or hospital stays

Medication
adherence

Hospital Drugs in

and ER multiple
utilization Classes

Blue Shield of California



Shield Concierge — For Trio Members

Concierge
Member Service

» Single point of contact

« Seamless end-to-end issue
resolution

» Personalized,
employer-specific
experience

* Proactive coordination
with clinical team

Registered
o° Nurses oo
Nelelle]
Workers

Customer Care Medical
Representative Directors

o o
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Co-located clinical and
customer service team

Integrated Care
Management

* Holistic member care
management for
medical, pharmacy
and social support

* Increased member
engagement levels due
to connection with
customer service team

blue

california



Shield Concierge

Get answers to your questions about your plan benefits and coverage,
ID cards, provider network, claims, medications, language assistance,
condition management programs and more

Access complete member care assistance by connecting you directly
to our certified team of healthcare expert including:

Registered Nurses: provide health counseling, education and
support; help resolve issues with accessing care and help navigate
the healthcare system when needed.

Health Coaches: provide guidance with information and self-
management tools to promote a healthy lifestyle including
nutrition, weight management, stress reduction and management
of chronic conditions, such as diabetes and hypertension.
Pharmacy Technicians: coordinate prescription medications
between doctors and pharmacies, and provide assistance with
emergency prescription authorizations.

Pharmacists: answer questions about medications, including side
effects, drug safety, costs, and treatment options.

Social Workers: help assess emotional and psychological well
being and provide crisis intervention, substance abuse and mental
health referrals.

Member

S

Registered

Shield Concierge
representative

Social
workers

&

Pharmacists

Codches

Phdarmacy
technicians
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Shield Concierge

Shield Concierge

White glove customer service

Representatives trained to use probing
questions to identify members needs

Representatives listen for trigger words to offer
programs to members

“No homework™ mentality
Utilize Care Worth Talking About Tool (Care
gap tool)

Representatives own the call from the time it
comes in fo the time it is resolved

Enhanced processes with other departments to
deliver a seamless end fo end member
experience

Shield Concierge

@ Member inquiries @ Enrollment

O @ @ Health services @ Pharmacy
~
Member Shield concierge 0 Claims Employer programs
representative
@ Switching made easy with Shield Concierge — One callis all it takes
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Identification

Data-driven criteria based on authorizations, medical and pharmacy claims, well-being assessment and direct
referrals; designed to target 1.5-2.5% of the population that are at risk or potential to be at risk

« Behavioral Health

: Ccmc?er . Prospective

» Cardiovascular conditions, e.Q. DxCG
coronary artery disease, heart failure score

» Catastrophic Injury

» Depression Risk S
. D]obe’res progression I;A::;::gg
« High cost trend

A LGBTQ health ° °
* Musculoskeletal conditions PredlCilve

+ Opioid Use Risk Score

» Pain management
* Respiratory conditions, e.g. asthma,

COPD . .

. Stroke Hospital Drugs in
and ER multiple

» Transplant process utilization classes

» Recent ER utilization or hospital stays

blue

california



Intferventions

Telephonic care
management:
RN’s, behavioral health

clinicians, dietitians, or
pharmacists

Maintain
frequent contact
with members
and providers

Home visits as
necessary

Personalized
goals and care
plans

Biometric remote
home monitoring for
those with chronic
conditions

Identify support
systems and
other community
resources

In-Person or online
self-management

Online workshops

Prepare members

. cognitive
e
health therapy

care
modules
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Intferventions

Condition-specific
educational materials*®

blue  of california

asthma symptom
action plan

asthma

management
handbook
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blue @ of california

Ovutbound nurse
calls

gk Unlimited inbound calls

W o=
E Toll-free number

*specific to chronic condition management (asthma,

In-person and online
self-management

workshops*

Home monitoring*

Dependent on condition
and risk level

Hello Frank.
Let's see how you're feeling.

We'll begin with checking
your weight.

Newsletters*
Quarterly

diabetes, CAD, COPD, heart failure)

Virtual health coaching

Online Care Center

(1) diabetes
update

flu shot reminder

24 hours a day, seven days a week

blue

california


https://bscacarecenter.com/mve/

referrals

 Direct Referrals

+ Members may self refer by calling the Shield Support number 877-455-6777, more
information is available on the website

- Providers may refer a member or members, we have referral forms on Provider

Connection

+ BSC employees may refer a member or members, we have referral forms on Shield

Central
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Health Management programs
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My Quick Links Shield Ce
Help

Case Management  Teamsin Case Management

Refer a member to Home C.

Case Management Program Referra

Case Management Single Case Management Mulliple
Referral Form Referral Form

If your retero f your referal is urgent, please
callus ot (8 callus af 4856777
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information on the status of your  information on th
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https://www.blueshieldca.com/bsca/bsc/public/member/mp/contentpages/!ut/p/z1/tVHJbsIwEP2VcuBoeWJHiXMMlC0qRYJSiC9RFmepkjg4LrR_X4NobwX1UJ_G9puZt2CO95i38bEqYl3JNq7NPeRORNiCzQGsYAUEwGcwDp49jzHXxa-YY96lVYbDxCY0JhZFucMSZEPqoSRzM0QZsS3IqfBYfEanre50icNGNIlQUSpbLVodiXYI1_pBSamHkIjoJOr68pxVZ0Y9SmMlUKdkoeKmH0JfVqLOUP_edVJpvLtHl5tv-OX4gIN7AOMHUcvxsjCiY12iqs0l3ncyNav5pfln-exlTMGfTXw6ZVvKbPsKuDE9NPTdKGDgLEYreIINc8F_nKxH_pQQmFl4d6zECW9bqRoTzuaP3s-_Bd4wyAis3g4H7puczmF8aLz_h6C6pmH0E_HEWbPTS17WxWDwBabck6M!/dz/d5/L2dBISEvZ0FBIS9nQSEh/
https://www.blueshieldca.com/provider/guidelines-resources/patient-care/programs.sp
https://shieldcentral.blueshieldca.com/hcqa/cm/SitePages/Case%20Management%20Program%20Referrals.aspx
https://www.blueshieldca.com/bsca/bsc/public/member/mp/contentpages/!ut/p/z1/tVHJbsIwEP2VcuBoeWJHiXMMlC0qRYJSiC9RFmepkjg4LrR_X4NobwX1UJ_G9puZt2CO95i38bEqYl3JNq7NPeRORNiCzQGsYAUEwGcwDp49jzHXxa-YY96lVYbDxCY0JhZFucMSZEPqoSRzM0QZsS3IqfBYfEanre50icNGNIlQUSpbLVodiXYI1_pBSamHkIjoJOr68pxVZ0Y9SmMlUKdkoeKmH0JfVqLOUP_edVJpvLtHl5tv-OX4gIN7AOMHUcvxsjCiY12iqs0l3ncyNav5pfln-exlTMGfTXw6ZVvKbPsKuDE9NPTdKGDgLEYreIINc8F_nKxH_pQQmFl4d6zECW9bqRoTzuaP3s-_Bd4wyAis3g4H7puczmF8aLz_h6C6pmH0E_HEWbPTS17WxWDwBabck6M!/dz/d5/L2dBISEvZ0FBIS9nQSEh/
https://shieldcentral.blueshieldca.com/hcqa/cm/SitePages/Case%20Management%20Program%20Referrals.aspx
https://www.blueshieldca.com/bsca/bsc/wcm/connect/provider/provider_content_en/guidelines_resources/patient_care_resources/health_management_programs
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