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These are investments that we began 
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replace and 
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Access 
to care

Excellent 
care 

experience

Information 
technology
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Presenter
Presentation Notes
In 2017, Kaiser Permanente committed to investing $1 billion over the next decade to expand and modernize facilities and technology, advance patient care and services, and enhance member experience in Washington.
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Facility refresh

Presenter
Presentation Notes
We have been refreshing our facilities.

The refresh includes more than new signs and fresh paint. 

We focused on establishing a welcoming, inviting place for our members, such as:

Making exam rooms more private and comfortable
Creating spaces to rest, read, relax

The refresh is scheduled to be completed in 2019.
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Facility service enhancements

Newly staffed positions

• Service Ambassador

• Community Resources 
Specialist

• Local Member 
Services Assistants 

Presenter
Presentation Notes
Our refresh also includes member service enhancements. 

We created three staff positions to assist members when they come to our facilities.

For example, our Community Resource Specialists help members overcome barriers to care by connecting them with appropriate services and resources.
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New clinics

Phase 1: 
Invest in primary care
Expand to 30 medical offices by 
adding 5 new clinics across the 
Core Puget Sound Area

Phase 2: 
Rebuild specialty care hubs
Replace hubs/hybrids in Tacoma, 
Capitol Hill, Kent, Silverdale, 
and Everett

Phase 3: 
Replace aging facilities, build 
new capacity
Replace Renton and Lynnwood, 
expand in Olympia and Issaquah

Presenter
Presentation Notes
To deliver on our commitment of expanding access to care for our members and Washingtonians, we are opening 5 new state-of-the-art facilities over the next 18 months.

The new Gig Harbor medical office will be open by end of the year

And new facilities in:

Ballard and South Lake Union in Seattle
West Olympia
Smokey Point, north of Everett

will open in 2019 and early 2020.

We are also in the process of an extensive refresh and redesign of our Capitol Hill Campus to update our world-class medical center, to be completed in 2022.
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New member welcome experience

kp.org/wa/
getstarted

ID card and 
quick start

Personalized 
welcome toolkit

Welcome 
call

Welcome letter 
from doctor

Anytime Within 1 to 10 days 
of coverage start

Within 45 days of 
coverage start

After members 
choose a doctor 
or are courtesy 

paneled (HMO Core 
only) after 90 days 

Presenter
Presentation Notes
Along with making key investments in hiring, infrastructure, and service delivery capabilities, we also made member experience a critical component of our efforts here in Washington.

For instance, we redesigned and launched a new member post-enrollment journey initiative.

The experience consists of year-round member engagement and support to ensure they understand their new health plan and get the most value from their benefits. 
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Rating area transitions - 2018

Presenter
Presentation Notes
Washington transitioned from 5 rate areas to 9 in 2019
KING (Area 1) and Spokane (Area 4) remain the same
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Rating area transitions - 2019

Presenter
Presentation Notes
Washington transitioned from 5 rate areas to 9 in 2019
KING (Area 1) and Spokane (Area 4) remain the same
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Bronze plan discontinued

Effective January 1, 2019, the Bronze plan will no longer be offered to 
prospective and current members, on and off the exchange

• Affected members will be mapped to the Flex Bronze plan, and can select 
another plan if they prefer

• Members will be notified of this change by October 1, 2018 and informed of 
next steps to take if they want to select another plan
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ON-
Exchange

OFF-
Exchange

Core Basics Plus Catastrophic Available X

Core Bronze HSA Available Available

Flex Bronze Available Available

Core Silver HSA X Available

VisitsPlus Silver HD Available X

Flex Silver HD – NEW! X Available

Flex Silver Available X

Flex Gold Available Available

2019 Individual & Family plan portfolio
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Individual & Family plan comparison and mapping
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