6102 ‘2) ludy

a)lepdn usued | [B10] / OABA




Introduction

« 2018 Overview
* Review of 2018 Initiatives and Improvements

* Overview of Upcoming 2019 Initiatives and Improvements

veyo

A TotalTransit Ssmpary




B i 24

OASA
K

Alunwiwiod |9 sy} woly yoeqpas) aaljisod Buinieoal

31,8M pue AQOA %61 pasealdap aAey sjulejdwo ‘youne| uodn sabusjjeyo psoe) am SIYN, o
"'SajnuUIW G Japun Jo awli}

a|puey abeiaAe ue yum Aep yoes sjjed 000'y Jo abelane ue Jamsue sjuabe Jsjua) jjeD ohep -

JN21}O3UU0Y) JO S)els a3y} Ul s1apinoid-1aAlp Juspuadapul 0Gz pue (SsjoIysA
[erosawiwod QoL Jeno Buibeuew) siapinoid [eioJawiwod 08 J9A0 YlM palauned sey ohap .

(eouspine yim psejesijusyine aq ued jey) sjuiejdwod ale sasueAslb pajeiuelsqns)
%S00 Isnl jo ajes asueAslb pajenuelsqns e pue (%gz 0 Jo ajel 1abie) uno jjey) %0 0 isnl
10 ajel aoueAalb |e)o) e yum sdul 672°96¢ pala|dwod oAs ‘gLz 1aquuada(d JO Yluow sy} Ul .

/102 wouj asealoul (AOA) Jeah Jano Jeak 9,9 e ‘yuow yoeas sdui paajdwod 000‘0ss
Jo abelane ue ypm ‘]9 Ul sduy 61.£°G/0'y 1on0 pajejdwod sey 0AaA ‘g10Z ‘| Auenuepr aouIS .

MSINIBSAQ 810¢




Performance Improvements

Over the past 14 months, we have launched several initiatives to improve the performance and
service for HUSKY Health Medicaid Members, including but not limited to:

« Employee training refresher program * Ongoing and targeted healthcare facility

« Expansion of our clinical coordinator team outreach

« Creation of dedicated resources for urgent * Removal of 18 under performing providers
care, hospitals, adolescent health, and from our transportation network and the
behavioral health services addition of 17 new providers to the network

« Optimization of our integrated voice response * Introduction of monthly provider scorecards
program and member survey program » Launch of the Go CT Smartcard Program for

« Simplified member-facing members eligible for mass transit
forms/communications » Launch of the Members Advisory Committee

« Partnership with Beacon, the CT Department = Launch of our real-time trip rescue program
of Social Services, Administrative Service «  Community outreach

Organization
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Connecticut Team Growth + Training

» Added over 60 FTEs to the Connecticut Contact Center to better handle call volume
« Launched a training refresher program in August 2018 for all Contact Center Employees

« Created dedicated resources for urgent care, hospitals, adolescent health, and behavioral
health services

» Expanded of our Clinical Coordinator team, which consists of Registered Nurses with BSN
degrees.

88% 93%

decrease decrease
in average speed of in abandoned calls
answer

45%

decrease in average
handle time
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Ongoing Facility Outreach

In 2018, Veyo conducted in-person visits to over 180 CT healthcare facilities, and continues to reach out to
new and existing facilities each month, offering support, training, and the opportunity for feedback. In March
we worked with the following facilities:

e Saint Mary Home, West Hartford e Cornell Scott, New Haven
e Bridgeport Hospital Primary Care Center, Bridgeport e Autumn Lake, New Britain
e New Horizons, Unionville e Valerie Manor, Torrington
e Davita Dialysis, Hartford e LifeBridge, Bridgeport
e APT Foundation, New Haven e ROOT, Hartford
e Fernwood Rest Home, Litchfield e Davita Dialysis, New Haven,
e Yale New Haven Health System, New Haven e Avantus Renal Therapy, New Haven
e ROOT, Willimantic e CHR, Enfield
e Evergreen Health Care Center, Stafford Springs e SOLNIT, Middletown
Y
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Technology Initiatives
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Predictive Analytics: Matching supply to demand
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Predictive Data Analysis
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Rescue Dispatch: Finding the closest provider
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Trips can be rerouted to the next e Pt = A v
closest provider with a few simple s
clicks. e
g
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2019 Initiatives: Facility Portal Launch

RIDEVIEW

» Eligibility verification

5 & & NEWITIRERARY Booking for Carolina Blackwood
» Trip booking includes support
.ﬁo ﬁ” Origin and Destination
»  Specific needs (e.g. oxygen g .
ﬁms—Av Trip Details

* mmOCﬁ::Q ._”—.._Uw Primary Contact (Optional) Mot Specific Needs (Optional)

» Driver notes s oo [omomensors |
» Facilities can request T |

immediate transportation for
a member that needs to be
picked up
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Contact Center
Summary

VEYO

A, ToDaITranesT Corngany

Service Level KPI's

Service Level KPI

80.0%

Call Service Level Seconds Option

180

Abandon Rate KPI

5.0%

Call Count Summary

Sep 2018 Cct 2018 Nov 2018 Dec2018 Jan 2019 Feb 2019
*_ Total Calls Received 100,704 118,048 107,688 97.925 112,637 90,947
Avg Daily Calls Received 3278 3,723 3,509 3,108 3,554 3,307 W
Total Calls Answered 94,767 111,201 101,007 94,814 106,395 86,049
Answered % 941% |  942% |  938% |  968% |  945% |  94.6%

Total Calls Received

Sep 2018
100,704

Average Speed Of Answer Summary

Dec 2018

Nov 2018
107,688

Oct2018

118,048 97,925

Jan 2019
112,637

Feb 2019
90,947

Avg Speed of Answer (seconds)

53.2

1 ss72 | sza | =84 |

_56:5.

82

Sep 2018 0ct 2018 Nov 2018 Dac 2018 Jan2019

Total Calls Received 100,704 118,048 107,688 97,925 112,637 90,947
Total Calls Abandoned | 3.433 4,026 4,090 1,404 3613 3,069
Abandon % 3.4% ] 3.4% 1 38 ] 14% I 3.4%

Average Handle Time Summary

Feb 2018

Sep 2018 Dec 2018 Jan 2019
Total Calls Answered 94,757 111,201 101.007 86,049
Avg Handle Time (minutes) ! s, . {.. =3 1~ ®a . [ s | T &1 1 45

Service Level Summary

Sep 2018 Oct 2018 Nov 2018 Dec 2018 Jan 2019
Handled Within Service Level 86.804 99,918 88,871 92,073 95,327 75.882
Handled Outside Service Level 11,540 15,506 16,387 4,271 14,854 13,410
Total Calls Received 100,704 118,048 107,688 97,925 112,637 50.947
Service Level 88.3% |  866% 1 Baaw 1l essew |  ses%m |

20
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Wheelchair (Durable Medical Equipment) Data

Cancelled Trips
Total Requests Completed Trips @ (Member or Facility  Unassigned Trips
Cancelled)

February
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Member Advisory Committee -

During our March 2019 Member Advisory Committee, the following topics were discussed:

« Recent transportation concerns - providers showing up late and safety concerns around wheelchair
transportation.

« Contractual guidelines on booking trips within 48 hours, unless urgent.
- Feedback on the new IVR system - largely positive since it eases workflow.

- Post Call Survey - ensuring members are aware of the post call survey and quarterly survey to help
improve member experience.

veyo y

A TotalTranmit Tmpary




NOA MUey |







