PARTICIPANT EXPERIENCE DISEASE MANAGEMENT (DM)

Starting in 2012
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MAINTENANCE
> Staying my best

O Indefinite O

INTRODUCTION EVALUATION INITIAL ACTION COMMITMENT ACHEIVEMENT
Hearing about the program Deciding about my involvement Taking that initial step Determining to stick with it Reaching my goals
[ 1-4 weeks ® 3 months —1yr.
s Think Premera is more than insurance. Engaging in DM is in my best interests. This is the right step for my health. | am making a difference in my health. Look how far I've come.
= Feel Supported Convinced Energized Encouraged Accomplished
< Do Consider the invitation to DM. Decide to join DM. Take a first step towards participation. Set goals and keep them. Celebrate, but keep momentum.

Enter Premera
medical coverage
that includes DM

Find out about
DM in Member
Packet

Potential participants
are identified through
claims data

TOUCHPOINTS
Process runs left to right, top to bottom

Receive several
invitations to DM
program
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wn Newsletters Condition-specific newsletters (quarterly)
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= Welcome Enrollment Letter
Letters
6 Failure to Contact Letter (if applicable)
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S Outbound IVR Invitation Call to Coaching
=
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Telephone

023939 (11-2011)

Is it right for me?
Does it offer value?
Can | profit from

coaching?

Evaluate the
program

Consider my options

e  Opt-out of the program

e Stay enrolled minimally
(receive newsletters; call
when questions arise).

e  (Callinto Premerato begin
health coaching (higher strat
levels).

Whatdo |
have to lose?

Decide on my
involvement

Call the DM line
(dedicated 1-800
lines, TTY/TTD
support) I

I'd like to
begin
coaching!

Converse with a
dedicated
personal health
support coach

Participateina
conversation
about my disease

Read and receive
newsletters

Great! Tell
me about
your health..
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HEALTH COACHING
Set personalized health goals with
the member’s dedicated personal
health support coach
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Work on my
health goals

Revise my goals with
help from my personal
health support coach

Reach my goals by partnering with
my personal health support coach
and taking action with my
healthcare providers.
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Share my progress
with my personal
health support coach
on a regular basis

Read and receive
newsletters

Lost Contact Letter
(if applicable)

Coaching calls with personal

Read and receive —_—
p—
newsletters —

Coaching calls with personal

| can maintain my health gains.
Empowered & Confident
Practice wellness, & keep improving.

I have just
afew
questions...

Sure! | can
help...

Call my personal
health support
coach if I have
any questions

A

Create action plan for maintaining

good health.
e  Problem solving strategies
. Health reminders
. Preventative techniques
. Doctor follow up

Read and receive
newsletters

health support coach health support coach
Inbound IVR & Call Lines %

LEGEND

Conversation —
internal or external

E Letter (USPS Mail)
%Document

Newsletters
(USPS Mail)

Phone call
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