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2016 Membership Satisfaction Survey 



Membership Satisfaction Survey Under Way 
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•  The Annual Membership 
Satisfaction Survey opened up in 
July and will end Aug. 31.  

•  Postcards were sent to members 
inviting them to participate. 

•  To date, 4,804 people have 
completed the survey.  
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Rx Home Delivery Pilot Program 
Communications 



Rx Home Delivery Pilot 
•  Rx Home Delivery Pilot: Express Scripts (ESI) has developed a Rx 

Home Delivery (Mail Order) pilot for its entire book of business.The 
program begins in August 2015 and will run for one year.  

•  Who Qualifies:  Members with established long-term medications.  

•  Goal: Increase Rx home delivery by removing some of the 
standard, initial home delivery set-up requirements that may 
discourage a member from utilizing the service.  

•  Member Identified:  This month (August), ESI has identified 
qualifying members and has mailed them a letter announcing the 
program. 

•  Member Enrolls: Members will have 30 days to enroll in the 
program which they can do by calling ESI or via  ESI’s secure 
member web portal. 
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Program Promotion 
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•  ESI mailing to members 
•  Plan e-newsletters 
•  Facebook 
•  Website  



Communications and Marketing Services Contract 
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•  As a reminder, the purpose of securing a firm was to provide 
services to assist with strategic initiatives regarding communication 
and marketing campaigns of health plan benefits to our members. 

•  Since the award of the Communications and Marketing Services 
contract to Buck Consulting, Inc. in May: 

•  Execution of Contract completed 
•  Kickoff meeting held to provide background and set expectations 

for services 
•  Buck is currently in the discovery phase of their implementation 

which includes information gathering and analysis 
•  Buck has also been utilized to assist the Plan and DST with 

messaging and strategy regarding the transition of enrollment 
vendors   
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2016 Annual Enrollment 
Communications 



Annual Enrollment Communications Strategy 
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Members 

Website 

Direct Mail 

HBRs 

Email Videos 

Webinars 

Educational 
Meetings 



Member Outreach-Actives &  
Non-Medicare Retirees 
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Member Outreach – Phase I	   Overview of 2016 Changes: The Importance of Wellness	  
Teaser Postcard 
Teaser Video 
Tri-fold Postcard 
Healthy Activities Reminder Postcard 

•  Promote Annual Enrollment early 
•  How wellness plays a part in 2016 changes 
•  Introduce Wellness Premium Credit changes 

Member Outreach – Phase II Review 2016 Options and Resource Tools 

Fresh Look at the CDHP 
Online Learning Modules 
Videos 
Decision Guide 

•  Enrollment Events 
•  Plan details for each option 
•  How to choose and how to enroll 
•  Promote informational sessions 

Member Outreach  – Phase III Make a Decision That is Right for Your Family 
Invite to Telephone Town Halls 
Videos 
Enrollment Guide 
Reminder Postcard 
 

•  Enrollment Events 
•  Enrollment has started, take action now 
•  Option overview 
•  Reference website and enrollment kit 

Direct Mail Videos 

Collateral no longer being produced 



Member Outreach-Medicare Retirees 
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Member Outreach – Phase I	   Overview of 2016 Changes: The Importance of Wellness	  

Teaser Postcard 
Tri-fold Postcard 

•  Promote Annual Enrollment early 
•  How wellness plays a part in 2016 changes 

Member Outreach – Phase II Review 2016 Options and Resource Tools 

Outreach Meeting Invitation Booklet 
Decision Guide 

•  Enrollment Events 
•  Plan details for each option 
•  How to choose and how to enroll 
•  Promote informational sessions 

Member Outreach  – Phase III Make a Decision That is Right for Your Family 

Invite to Telephone Town Halls 
Enrollment Guide 
Reminder Postcard 
 

•  Enrollment Events 
•  Enrollment has started, take action now 
•  Option overview 
•  Reference website and enrollment kit 

Direct Mail Videos 

Collateral no longer being produced 
Additional mailing  



Member Outreach-Medicare Retirees  
•  Medicare Outreach meetings will be held in Sept. and Oct.  
•  Presentations by Plan staff, Humana, UHC, BCBSNC 
•  SilverSneakers will be onsite for each meeting 
•  Schedule includes 81 meetings in 45 counties  
•  To date, 364 members have RSVP’d to attend a meeting 
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Educational 
Meetings 



Telephone Town Hall Meetings 
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Educational 
Meetings 

•  Events are being promoted via website, all printed mailings and 
social media 

•  Registration is not required and all members (with a valid phone 
number) will receive an outbound call the day before the 
scheduled event. 

 
Event Date/Time Population Members Registered 

September 15; 7-8pm  Medicare Retirees 99 

September 16; 7-8pm  Non-Medicare Retirees 387 

September 17; 7-8pm  Non-Medicare Retirees 40 

September 22; 7-8pm Actives 132 
September 24; 7-8pm  Actives 35 
October 7; 2-3pm  Medicare Retirees 95 

Total = 788 
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Vendor Transition Communications 



Health Benefit Representative (HBR) Announcements 
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•  The Plan has been communicating with 
HBRs all year regarding the eligibility 
and enrollment vendor transition.  

•  HBR Alerts (email blasts) were sent 
regularly to inform HBRs and employing 
units of all the impacts related to the 
transition since June 1, 2015.  

•  Messaging to members regarding 
access to care and who to call has been 
posted to the Plan’s website as well as 
social media.  


