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Building partnerships among:

Members and families

Providers
Health plan and its vendor partners

Goals: excellent customer service and
supports which facilitate strong relationships
with providers and excellent care
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Customer Service (ASO)

Members can access both English and

Spanish customer service lines. AT&T
translation line iIs also available.

Training for Customer Service
Representatives includes components on

adu

Freo

t learning and active listening.

uently Asked Questions from Members

are made available on the website which
supports universal learning.
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Care Components

Pharmacy services: All members with

pharmacy benefits
-Prescription Drugs
-Specialty Pharmacy

Integrated Health Management: All
members who have coverage with the State
Health Plan
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Supporting Members In
understanding pharmacy benefits

Customer service pharmacists who answer
benefit and medication questions

Counselors who discuss safe and effective use
of specialty medications

Drug information sheets written in non-medical
terms
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Understanding Pharmacy....

Materials:
Targeted to the reading level of members

Brochures printed in large type, if needed

Reviewed by a panel of experts with experience in
customer service interactions

Reviewed based on past research with members
Reviewed based on the Flesch-Kincaid grade level scale
Available in English and Spanish
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Understanding Pharmacy

Medco’s Savings Advisor Tool- A web-based
tool for members which provides a list of

cost-saving alternatives (i.e. generics).
Telecommunication devises for hearing
Impaired

Prescription labels printed in Brallle, if needed
(mail order)
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Understanding Specialty
Pharmacy...

Specialty Pharmacy Services*:
Review of medication regimens
Training on medication compliance
Side-effect management
OTC usage counseling
Consultation and coordination with care
managers

* Specialty pharmacy is the term used to describe certain medications that often require injection, monitoring and
special handling, and the services designed around the administration of these medications that meet the particular

needs of the individuals using them.
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What is NC Health Smart?

North Carolina HealthSmart is a healthy living
Initiative that aims to:
- empower healthy members to stay healthy,

— help those with chronic disease or disease risk
factors better manage their health,

- offer integrated, cutting-edge resources and
programs to members at work, at home, and
through their health care provider.
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Guiding Principles of
NC Health Smart

Empower individuals to play active role in
management of their health and health care

Reinforce and strengthen the patient-provider
relationship

Improve health of members and their families
Improve quality of care

Create an internal and external infrastructure at
SHP that better meets members’ needs
Engage employers in health care issues
Stabilize Plan and member health care costs
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NC Health Smart components...

Health Promotion and Education
Health Risk Assessment

Worksite Wellness
- Programs

- Policies

— Productivity

Disease Management
High Risk Case Management
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Supporting Members/Families:

« All Members:
Receive a letter, flyer and a magnet introducing the Initiative
Receive SmartNews! — a quarterly newsletter sent to member
households on important health concerns and tips

« Members may also :
Log onto the NC HealthSmart Web site to take the HRA
or access evidenced based health information
Receive information by mail to include videos on topics
such as Shared Decision Making
Contact a Health Coach or receive a call from a

Health Coach
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Role of Health Coaching

Specially trained health professionals including nurses,
dietitians and respiratory therapists motivate individuals to
participate in their health and health care

Support individuals as they Help individuals learn to collect
act upon their decisions and up-to-date, evidence-based
live with chronic conditions information

e Encourage individuals to recognize the
_Help individuals prepare for importance of their values and preferences
discussions with their physicians when making health care decisions
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Meeting Members Where They Are ...

Training

Health Coach’s core curriculum focuses on “meeting
the member where they are” culturally and
educationally.

Whole member and whole family focus

Bilingual Health Coaches are available to Members as
well as language lines to support conversations with
members for whom English is a 2"d language.
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Meeting Members Where They Are ...

Materials/Tools

Design: Focus groups and literacy experts are

used in helping to develop written materials and
tools.

Audio and Shared Decision making videos are

developed using both focus groups and literacy
experts.

Health related print materials are written at or
below 5" grade level and available in Spanish.
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Meeting Members Where They Are ...

Materials/Tools -- continued

Healthwise materials are sent to a member
after a conversation with a health coach.

90% are written at or below the 8™ grade level
& materials are available in Spanish.
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High Risk/Disease Management

Training- Case Managers are trained in asking
members how they prefer to learn, assessing
understanding, and identifying resources.

Tools/Materials

A variety of tools to include tip sheets, and check lists are

available for members when discussing their health with their
provider.

Reading level of materials comply with CMS guidelines which

is at or below 6™ grade level and most are available in
Spanish.
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High Risk/Disease Management

Conference Calls- Conference calling is
offered to the Member. Those calls can include
a variety of providers and/or family members,
e.g. Member, provider, and case manager.

Language Lines -Language lines are available
for phone calls and/or face to face visits.
Renaissance (ESRD case managers) also have
access to translation services via the dialysis
units.
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National Recommendations drive the the NC
Health Smart Worksite Wellness Initiative

CDC’s Community Guide to Preventive Services and
NIOSH recommend focusing programs on the following
lifestyle behaviors because: a) they have the greatest
Impact on preventing or reducing severity of chronic disease
and disabilities, and b) worksites have been successful in
helping employees make better health decisions.

Tobacco Cessation

Increasing physical activity

Improving nutrition/weight management
Better managing stress
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Worksite Wellness Toolkit and Training Program

The Toolkit provides state employers and employees with
the framework and resources to create work-based
wellness programs focused on:

-Step by step instruction for building and sustaining an
active, outcomes-driven program

-Making environmental policy changes to improve “health” of
workplace. Examples:

Time to use NC HealthSmart services and to plan work-
based activities during work hours

Healthy food selections at the worksite
Tobacco-free work facilities and campuses

Exercise options
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NC Health Smart:
Supporting Providers




Leaders Behind the

Member/Provider Approach

Center for Evaluative Clinical Services

(CECS): Research pioneer in unwarranted
variation of healthcare delivery

Foundation for Informed Medical
Decision Making (FIMDIM): based on three
premises regarding medical decisions

Individuals need to understand their
options thoroughly, participate fully in
decision-making for their health, and
work in partnership with physicians to
make shared medical decisions
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Health Smart partners with physicians

Health Smart recognizes that the doctor-patient “dialog” is at
the heart of clinical care

The program engages physicians to:
Support the program and encourage patient
participation
Provide timely referrals for Health Coaching

Close care gaps and improve outcomes at the pointo  f
care

The program is designed to:
Integrate with the physician office workflow
Add value to the physician practice

Work in multiple settings — from large regional grou ps
to small practices
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Member Materials

BMI Resource Card
BMI Patient Handout
Diabetes Walllet Card
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Three SMART ™ Reqistry Tools

1 - Group Report -- Helps target patients
- An overall view of patients in the physician’s practice

- A quick, easy way to identify gaps in care for patients
with asthma, CAD, CHF, COPD, diabetes and the
co-morbidity, hypertension

— Provides opportunity for practice-wide systemic
improvements

2 - Network Comparison Report

- Atool for the physician to benchmark with peers in the
network
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Three SMART ™ Reqistry Tools

3 - Patient-Specific Report — prompts providers and staff, plus
easy communication with Health Coaches

— An in-depth view of each patient
-~ Can be placed in the chart to assist in closing gaps in care

- Tool for referring patients to a Health Coach and updating
patient data
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What are Members and Providers
Saying about NC Health Smart?

Patients are well prepared for their office visits
Speaking with a Health Coach improves my ability to talk
to my doctor (80%)
The information my patients receive from the program
improves my ability to communicate with them (70%)

Increased patient satisfaction with the care experi  ence
- Speaking with a Health Coach improves the quality of care
| receive from my doctor (90%)

Organized data to improve the care process
The SMART™ Registry helps me provide better care
for my patients with chronic illness (70%)
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Opportunities from here

Finalize SHP strategic plan which includes
customer service priorities

Simplify member materials including the
benefit booklets and correspondence

Assess developing audio based tools for
members

Employ continuous quality improvement
cycles with vendors
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