Summary

Members will find the next round of online provider directory enhancements when they log in. These
include a personalized provider quiz, adding condition-based search to the smart search capability,
displaying providers’ sub-specialty on provider details pages and more. This article describes how we’re
working to update data on the OPD and details and screenshots for what members will see.

Details

OPD Enhancements to Ensure Up-to-Date Details

One major customer pain point has been inaccurate provider data, such as provider phone numbers,

locations and panel statuses. Over the past year, we've implemented many new processes in order to

ensure the most accurate data shows in the OPD. These new processes will ensure that when you or a

member review the OPD, you can be confident that the data is accurate. We're improving provider data

accuracy by doing the following:

e Evaluating provider demographic data against public information to identify data discrepancies and
then working back with the providers to ensure our data is corrected.

« Verifying claims activity and remove providers who have no claims activities for extended periods of
time from showing in the OPD.

e Validating and updating demographic details, such as phone number and address, when a provider’s
office calls the provider contact center.

e Adding controls in the provider self-service tools to prevent data entry errors.

e Reviewing and updating PCP panel statuses

e Processing all network changes prior to October 1 (adds/changes/terms) to ensure the network
details are as final as possible headed into OEP.

Member OPD Enhancements

Personalized Doctor Match

o Segments: Most Groups (Not available for ASO groups, Medicare at this time)

o Platforms: Florida Blue member website and mobile app OPD (must be logged in)

e What: On the main search page, members will see a new section that says, “Looking for a doctor?
We can help.” They can click a button to take a short five-question quiz about what type of provider
they need, the location they want to search and what type of appointment they need. They’'ll be
presented with a personalized list of providers that best match their needs. If they prefer, they can
save the provider to their My Saved Providers page for future reference. In this new design, the
virtual visit information with Get Started button is now alongside the new match feature. Here are
screenshots of the new experience. Agents can encourage members to use this process.
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Sample Doctor Match Results

Note: The member can start a new search from this page, if desired.
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Conditions-Based Search and Displaying Provider’s Sub-Specialty

o Segments: All Segments

e Platforms: Florida Blue member website, visitor OPD and mobile app

o What: Now, members can search for a provider based on the relevant conditions they have or
specific services they need, like a colonoscopy or mammogram, for example. Also, the provider’s
sub-specialty will show in their provider details page.
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Link to Cost Estimator Tool from Colonoscopy Search

o Segments: All Segments

o Platforms: Florida Blue member website

e What: For colonoscopy-related searches, a banner will now take the member from the condition-
based search results the medical cost estimator tool with just one click. This will be integrated with
smart search, which suggests words based on what the member starts to type. We’'ll continue to add
the banner to other search results as we move forward. For now, the banner will appear for searches
including:
- Colonoscopy




- Colonoscopy with Poly Removal

- Colonoscopy—Preventive Screening
- Colon Surgery

- Colon Resection

- Colon Cancer

- Biopsy—Colon

Banner Showing Link to Cost Estimator Tool
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Add “Physician Extenders” to PCP Provider Types
e Segments: All Florida Blue Segments

e Platforms: Florida Blue member website, visitor OPD and mobile app

e What: Select physician assistants (PAs) and Advanced Registered Nurse Practitioners (ARNPs) will
also show in a search for PCPs. This will also show as such in SalesConnect.
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Additional Provider Groups Added to Online Appointment Scheduling Functionality
o Segments: Group (Not available for Medicare at this time)
e Platforms: Florida Blue member website and mobile app
o What: We're continuing to add provider groups to the popular online appointment scheduling tool!
There’s no change to how appointments are booked—ijust click the button that says Book
Appointment. We've added the following provider groups across the state:
- 64 Additional Sanitas South Florida providers
- Millennium Physician Group LLC
- The Medical Group of South Florida, Inc.
- Lowell F Clark MDPA
- Premier Medical Associates All Florida LLC

Panel Status Update for Providers Not Accepting Patients

o Segments: All Segments

o Platforms: Florida Blue member website, visitor OPD and mobile app

What: The panel status has been changed from Not Accepting New Patients to say Not Accepting
Patients. This change was made to clarify the status, as these providers are not accepting any patients,
whether you’re a past patient or not. Their panels are closed. Anyone who is currently with them can
continue to see them, but new sale members including Medicare age-in and sales from competitors
cannot. They are technically in-network so they must be shown, but they are not accepting patients.
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