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voluntary and member initiated basis, to help resolve a number of issues, 
including, but not limited to: 

• Finding the right in-network doctors and hospitals 
• Scheduling appointments 
• Coordinating expert second opinions 
• Resolving insurance claims and medical billing issues 
• Obtaining approvals for needed services from insurance companies 
• Finding treatment for complex and serious diagnoses 
• Explaining insurance plan options and enrollment 
• Transferring medical records, x-rays and lab results 
• Researching the latest approaches to care 
• Coordinating services during and after a hospital stay 

End-of-Life Counseling 

Vital Decisions' end-of-life counseling programs will be made available to Plan 
members on a voluntary and member-initiated basis. These programs utilize both 
telephonic and technology-enabled solutions that provide a compassionate, patient 
centered experience that readies a patient for relevant end-of-life decision-making. 

The programs are designed to improve the quality of the communication and 
shared decision-making processes for Plan members with advanced illness (life 
expectancy of one year or less), their family and their physicians. The 
improvement of these processes is achieved by assisting the individuals to 
overcome the inherent barriers and obstacles that normally prevent them from 
effectively communicating their quality of life priorities to their family and 
physicians and participating in making significant end-of-life decisions. 

Core principles of Vital Decisions' program strategy and methods are: 

• Care decisions should reflect the personal quality of life priorities and 
values of the individual especially during the time of complex or serious 
illness. 

• Behavioral Economics and Behavior Change Science should be selectively 
and effectively utilized to achieve high quality values, communications and a 
shared decision-making process that integrate a patient's values. 

• The member should understand that he/she is the key to success and focus 
of improving the processes. 
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Centers of Excellence (COE) Resource Services - Cleveland Clinic 

The Plan's current Centers of Excellence (COE) Resource Services will be 
expanded through the Plan entering into a contract with the Cleveland Clinic to 
provide enhanced specialty services to members. During the first year of the 
contract, only the Cleveland Clinic's Heart Benefit will be available to 
members. During the second year, the Cleveland Clinic's Orthopedic and 
Spine Benefit, in addition to the Heart Benefit, will be available to members. 
Specific services covered under the Cleveland Clinic COE Resource Services 
program will be set forth in the contract entered into between the Plan and the 
Cleveland Clinic. 

Member participation in the Cleveland Clinic COE Resource Services program 
shall be entirely voluntary. Benefits currently available to members under the 
existing COE Resource Services program, such as the travel benefit and cost
sharing waiver, shall also apply to the Cleveland Clinic COE Resource 
Services program. 

An additional hospital(s) may be added to this enhanced COE network after 
successful completion of the first year for services specific to cardiac care as 
defined in the first year of implementation or specific to orthopedic services as 
defined in the second year. 

-21-



Exhibit C - New Pharmacy Programs 

Screen Rx 

The program will work as follows: 

• Members predicted to become non-adherent, i.e., not taking medicine as 
prescribed by their doctor, will receive up to three automated outbound calls 
showing Express Scripts' name on the caller ID. The calls will specifically 
refer to the member's medications. 

• Members will be asked to answer questions determined by branching logic 
about adherence barriers. Calls are expected to last 5 minutes on average and 
will afford the member multiple opportunities to speak with a live pharmacist. 

• Members not reached by phone will receive a letter with adherence tips and 
an 800 number for 2417 support. 

Medical Channel Mana2;ement 

Under this program, members will obtain specified Specialty Drugs through the 
Plan's Pharmacy Programs rather than through its Medical Programs. 

Fraud, Waste and Abuse 

This program involves proactive utilization of advanced analytics to identify 
potential abuse of prescription medications, in particular controlled substances. 
Where abuse is confirmed through investigation and objective evidence, 
appropriate restrictions are implemented by Express Scripts (pharmacy lock 
limiting member to one pharmacy or one prescriber) in collaboration with medical 
vendor. 
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