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Vision for Service across SCAN

Vision for service:

We want our members to view
us as trusted resource and a
national leader in customer
experience amongst healthcare
and non-healthcare companies
(e.g., USAA, Ritz, Nordstrom).

Tenets of this vision:

>

Person Centered Design based on what our members want and need....not
what we want for them

Deliver service that is easy, effective, and empathetic

Deliver service that is culturally and linguistically appropriate

Show gratitude for our members

Build a service experience is innovative and scalable, blending a “right-

sized” approach to human and digital interactions based on our members’
needs

One consistentservice philosophyracross SCAN WA aVA ] oI =T aVA Tl
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Non-healthcare experiences are setting the Gold Standard for service

Payers

Examples of companies that
SCAN competes against

UnitedHealthcare

Alignment Healthcare

Anthem @9 &

KAISER PERMANENTEe

& DevotedHealth

# fitbit ¢PCVS

Expectation Setters
Healthcare Del ivery Examples of companies that redefine

. our members’ expectations
Examples of companies our

members use to manage healthcare
and help to set their expectations

) (= .
3= Providence
MemorialCare.

‘< OPTUM
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Gold Standard experiences are being set by companies that blend
human based interactions with digital interactions...we must do the
same if we want to win

6:22v

{ Messages Sparkle Window Details

Your Appointment with

5 Luftharas 15T Sparkle Window
Cleaning for (123 Main
LHATE  AZ0 0845w Street) is scheduled for
Wed, Jun 9, 2021
between 09:00 AM and
11:00 AM. Please
confirm your
appointment by replying
with the word CONFIRM.
To change or cancel your
- e ¢ ) appointment you can
0:19:28 A0 |5V » simply reply to this

message. Thank you.

Great! We look forward
to seeing on you Wed,
Jun 9, 2021 between
09:00 AM and 11:00 AM

YOUR ORDER IS IN THE OVEN!
A Erpert P M i e MO 0 v 4 TP




The healthcare ecosystem is complex; our members expect us to partner
together to own their experience. If we don't, they will leave.

‘ Examples of how we have partnered
Care Delivery together with Medical Groups:
Supplemental System
Vendors 6 New Member Onboarding
N7

Service Recovery

Shared Landing Page

v Vv Vv Vv Vv

Daily Authorization File

Customer Service
Pharmacy ‘ I ‘ Caregivers

Brokers

y A
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) -
Confidential and proprietary information. All rights reserved. HEALTH PLAN-




j Varun Kumar, M.D.

b Vice President, Medical Director
Quality and Member Experience




Experience Matters Beyond Star Ratings

Getting Needed Care and Seeing Specialists Getting Appointments and Care Quickly
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Poor member experience correlates to higher voluntary disenroliment

~
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Retention Hits the Bottom Line

10,000 Patient Group, 5% Increase in Disenroliment for 1 Year

§

500 patients - $20.4M Revenue

4-year Average Tenure - $1M Profits

$850 PMPM - 1% of Premium
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