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2012 Regions — Highest Ranked Plans

Overall Member Experience

-By Region-

Michigan 714 HAP *
lllinois-Indiana 711 BCBS IL
Ohio 711 Medical Mutual
Pennsylvania 709 Geisinger*
East South Central 706 BCBS- AL
Texas 706 BCBS — TX
California 705 Kaiser of California*

South Atlantic 704 _
Kaiser of GA*

Industry Average 702
Kaiser of VA/MD*
Virginia-Maryland-D.C. 701
BCBS of CT
New England 700
New York-New Jersey 699 Independent Health

Northwest 699 Kaiser”
Florida 695 AvMed
Heartland 691 BCBS of KC
Minnesota-Wisconsin 691 Dean Health Plan*
Mountain 686 SelectHealth*
Colorado 682 Kaiser of Colorado*

600 620 640 660 680 700 720 740
Overall Experience * DS PLAN
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IDS vs Non-IDS Plans
Gap Analysis -- 2011 Data

29.1 741
171
Non-IDS Provider Approval Claims Statements Customer Information & Coverage & IDS
Choice Processes Process Service Communication Benefits
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Kaiser Permanente Georgia:
Transforming the Member Experience

Earl Thurmond, MD
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= U i Kaiser Permanente Georgia

* Founded in 1985
» Exclusive Contract with
TSPMG
« 237,000 Members
« 1,584 Employer Groups
* Metro Atlanta Service Area
« Expansion Service Areas
- Athens
- Columbus
- Macon
- Savannah




29 Kaiser Permanente
Medical Offices

28 County Metro
Service Area

~ 3,000 Employees
450 TSPMG Clinicians

4 Core Contracted
Hospitals
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\ Drivers of Transformation

%, KP HealthConnect (KPHC)

« Comprehensive Electronic
Health Information System

* Developed by Epic

e Multiple functions
— Appointment Scheduling
— Claims
— Electronic Medical Record

— Order Entry: Labs, Pharmacy,
Radiology, Referrals

— Staff Messaging

— Secured Messaging with
Patients
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Drivers of Transformation

J

Sent more than 151,000
e-mails to their doctors

Refilled more than 150,000
prescriptions online

Viewed more than 704,000
lab test results online

¥, | kp org My Health Manager

53% of
eligible KP
members in

Georgia have
registered to
use kp.org.
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Drivers of Transformation

Delivery System Expansion

/ % Atlanta population\

Metro Atlanta spans > 5000 square
miles

Increased Medical Offices from 17 in
2008 to 30 in 2012

2012 — Opening Comprehensive
Medical Centers

— 24 /7 /365 Advanced Urgent
Care

— Clinical Decision Unit

— Acute Care Center

— Hi-Tech Diagnostic Center
— Broad range of specialties

45%

Kzoo '

90%

2011

within 20 minute drive of
a KPGA medical office

95%

201




’) Drivers of Transformation
Internallzatlon  Increasing TSPMG Care

78% 60%

45%

2000 2010 2011 2009 2010 2011
Primary Care Specialty Care

24%
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. Internalization: Decreasing Contracted Care

45,000

# of non-TSPMG PCPs
35,000

20,000

15,000 Members with

non-PMG PCP
5,000

December December April 2011
2009 2010
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Drivers

« KP
HealthConnect

« Kp.org
* |nternalization

» Delivery
System
Expansion

Impact

 Increased
Access

« Reliable Care
Coordination

« Better Informed
Members

Results

* I[mproved
Clinical
Qutcomes

* I[mproved
Service
Outcomes
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Health Alliance Plan (HAP) Overview

Fast Facts

*Located in Detroit, Ml

*51 year-old non-profit regional health plan founded as an insurance solution
for union members

*Owned by Baldridge Award winner Henry Ford Health System

*HAP has 842 employees and 645,301 members as of January 2012

*Over 40% of the market HAP serves is in the manufacturing or health,
education and social services industries

*HAP’s HMO is its dominant product with 47.3% of membership but its diverse
product mix includes PPO, EPO, Individual (Personal Alliance), Network Lease,
Medicare, Medicaid (Midwest Health Plan), Self-funded (ASR Health Benefits)
*HAP’s top 5 groups by membership, predominantly HMO, comprise 25.4% of

[
HEALTH SYSTEM
T ————

Medical Benefits Trust
Nt

- DETROIT
I:q:l'] m PUBLIC
W] scHooLs 17

total membership:

Federal Employees
Health Benefits Program
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LIFECHANGINGMEDICINE

UPMC Health Plan
Seamless Member Satisfaction

March 13, 2012

Mary Beth Jenkins
Sr. Vice President and C.0O.0O.



UPMC Today

One of the nation’s largest Integrated Delivery Systems
5th in NIH funding, affiliated University of Pittsburgh

$8.0 billion in Annual Revenue

48,000 Employees

2,700 employed physicians and 2,500 affiliated physicians
21 hospitals: 4,400+ beds and 43 regional cancer centers
400+ service locations; home care; rehab, urgent care
1.5 million members in Insurance Division programs
20,000+ contracted network providers

Global and Commercial Enterprise (UK; ltaly; Qatar)

$1 billion+/five years investment in technology

& UPMC



UPMC Insurance Services Division

[UP\/[C HeALTH PLAN ]

Where you belong.

[ MyFlex Advantage~ EM})H{::{E Mfeg Zm{:o?z ]
J UPMC for Life
¥ LifeSolutions Specialey Pi

UPMC Health Plan Medicare Program

work Plan Heab [ UPMC for You

artners Affiliate of UPMC Health Plan ]
P Optlons Wellness L -

&

. ()
UPMC for Kids
A Product of UPMC Health Plan

E BENEFITS
L ASKESIS

Technology

MyHealth
Lifestyle Wellness

Solutions
Development Group, Inc.

[ @ COI\.!‘PI‘MU!:II'II;:{ CARE

UPMC Dental Advantag%

[ UPMC Individual ] [UPMCWsionAdvanIag%
Advantage

& UPMC




Geographic Footprint Grows

UPMC HEearTH PLAN

ok

Harmanon

B c:p and cCammancal W vedcae

Commercinl, Madicans, Mesdicaid, Cavmenancaal, SHIR
B G ana sap o arsd Comemurity Ca B community Care

W oy G Gorrenarcsd and Communy Gors [l Macicsd
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Seamless Member Satisfaction

* High Touch “Concierge” Model

— Provide proactive vs. reactive customer service

* “One Stop Shopping” Approach
— Single 800#
— Warm transfer

* Network Integration
— Integrated portal
— Appointment scheduling

 |dentify and Connect all Member Touch Points

h & UPMC



Questions/
Comments?
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