Health Services

Utilization Management Program: This year Health Services has
concentrated on customer service. In addition to completing our routine
utilization review responsibilities, we've increased our focus on hearing
and responding to hospital provider concerns. It is our goal to improve
the quality of our service to members by enhancing our response to
those facilities that provide the care.

Care Transition Intervention Project: We partnered with the California
Health Care Foundation to provide support and assistance to elderly
members transitioning from facility to home. The purpose of this is to
enhance self-sufficiency using a proven short-term coaching approach in
direct communication with a select group of members.
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Pharmacy

Specialty Pharmacy Offering: We are very proud of the fact that we have been able to bring to our members
the enhanced quality and resources associated with a Specialty Pharmacy program. Specialty pharmacy is an
area of the benefit involving complex pharmaceutical therapies for members with chronic medical conditions.
Through prescription fulfillment within a Specialty Pharmacy program our members now have access to a
broader array of clinical support and service.

At-Risk Quality Initiative: We have completed our 2nd year of this quality initia-
tive aimed at identification of potential drug interaction, duplicative therapies

and potentially adverse medical issues. While we continue to identify around
y» 1000 members annually and review their respective medication profiles, the
number of identified issues has dropped to nearly nothing, which indicates
yet another validation of the quality of our provider network.

Narcotic Usage Quality Surveillance: For over a year now we've been
monitoring utilization of opiates on a monthly basis to identify either
potential areas for program development or possible abuse. While we
are looking to identify pain management resources to make available
to our network, we feel very fortunate and confident that our plan enjoys
appropriate utilization is this area.



