Member Surveys
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)))) Surveys to Drive Strategies

New Member Surveys Launching in June!

Three new surveys launching in June to support your benefits strategies.
- Enrollment Surveys

- Benefits Literacy Surveys

- Kano Benefits Preference Surveys

Launching:

- Surveys will turn on June 7.

- Clients can opt out of the surveys during a two-week window (May 28 - June 7)

- You'll simply inform your client services lead if you want to opt out of any survey.

We will remind you when it’s time to review the surveys with your client teams!
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)))) Enrollment Survey

What
* 4 Rating Questions
« 1 Optional Comments

Where/Who

« Displays on enrollment confirmation screen for:
«  Open Enrollments
* New Hire Enrollment
- Life Events

Why

» Provides rating scores for overall enroliment, ease of process,
employee understanding of benefits and confidence in decisions
made when enrolling

« Comments will be automatically summarized by topic, sentiment,
issues and suggestions which will provide rich qualitative insight into
employee’s enrollment experience
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How was your enrollment experience?

If you have a minute, tell us what you think.

Overall, how easy was your enrollment process?

1 2 3 4 5
Not at all Not so Somewhat  Very easy Extremely
easy easy easy easy

How well do you feel you understood the benefits offered to you?

1 2 3 4 5
Not at all Not so Somewhat  Very well Extremely
well well well well

How confident do you feel in the benefits decision you made?

1 2 3 4 5

Not at all Not so Somewhat Very Extremely
confident confident confident confident confident

Overall, how would you describe your enrollment experience?

1 2 3 4 5

Very poor Poor Ok Good Excellent

Additional comments about your enrollment experience

No Thanks




)))) Benefit Literacy Surveys

What

« Benefits literacy modular surveys focused on HSA/FSA Accounts,
Accident, Critical Illness, Hospital Indemnity

« 2-3 questions per module

Who

. Eggh module will only display to a small subset of employee base (10-
%)

Where
« Uponlogin to employee web portal
*  Will run year-round

Why
« Assesses employee’s level of benefits knowledge while educating
about each topic

« Ability to segment employees by knowledge level, offering
opportunity to serve employees more targeted communications and
personalized web and mobile app experience
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Question 1 of 5

Which of the following statements about Healthcare Flexible Spending
Accounts (FSA) are TRUE?

FSA contributions are taxed the same as the rest of your income
You can only enroll in an FSA if you also enroll in a high-deductible health plan (HDHP)
Any money not spent on eligible healthcare expenses during the plan year is lost

Healthcare FSAs can only be used to pay for medical expenses you incur at a in-network

doctor's offices or hospitals

Healthcare Flexible Spending Account (FSA) Facts

X False

FSA contributions are taxed the same as the rest of your income.

FSA contributions are not taxed which can help you save money on eligible, expected healthcare costs.

X False

You can enroll in a Healthcare FSA, regardless of medical plan. You can even enroll if you waive coverage or have coverage under
someone else’s policy.

~ True

Any money not spent on eligible healthcare expenses during the plan year is lost.

Healthcare FSAs are best used for expected medical expenses. Before deciding how much to contribute, ask yourself how much
you're likely to spend within the year. This is because any money left over by the end of the year might not carry over to the next
and may be lost.

X False
Healthcare FSAs can only be used to pay for medical expenses you incur at a in-network doctor’s offices or

hospitals,

FSA contributions are not taxed which can help you save money on expected healthcare costs.

You can use your Healthcare FSA on eligible medical expenses, such as copays and deductibles, select medical devices, qualified
prescription drugs and more. You can find your list of eligible medical expenses in your plan documents or on the IRS website.




)))) Benefit Program Kano Survey

What

« Kano model surveys measuring which benefit programs

are most important to an employee population

Who

« Each module will only display to a small subset of
employee base (10-20%)

» Displays upon login

Where
» Through-out employee web portal
*  Will run year-round

Why

« Kano model ranks each program on its potential to
positively delight or satisfy as well as potential to
negatively dissatisfy or frustrate employees.
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| -|-@' Care Navigation Program

Care Navigation is an optional service which provides you with access to a team of experts
who can help you understand your benefits, find opportunities and programs, and help you
make decisions based on this information. Care navigation experts operate in your best
interest in mind, giving you peace-of-mind whenever you need to make use of your paid
benefits.

How would you feel if your employer offered care navigation program?
I like it
| expect it
I'm neutral
| can tolerate it
| dislike it
How would you feel if your employer DID NOT offer a care navigation
program?
I like it
| expect it
I'm neutral
| can tolerate it

| dislike it




) Insights Coming To You!

Real-time access to this data to drive your strategies (launching by end of year)

Controls Generation All Employment Status * All Division All Subdivision All Class All Status All Tenure * All Survey Name All Client demo Start Date 20 Y

Response Count Comment Count Avg. Score (1-5) Response Counts  Summary by State Responses vs. Industry

997 41 4.6

Account Only

g
(5) Excellent — e
W Your Company

097 51%
a,
Texas 77.4% (4) Good 20% - o
. . ) %
Survey Question Filter Florida 46 46% : 4%
() How confident do you feel about the benefits decisions you made? 715 Oklahoma 31 3.1% m (3) Ok - 6%
- 13%
(_) How well do you feel you understood the benefits offered to you? Alabama 30 3.0% °
© Overall, how would you describe your enrollment experience? Arizona 29 29% m (2) Poor I11°$c
=t 0
204 Louisiana 20 2.0% m 19
(1) Very poor o
997 100.0% a6 1%
Responses by Generation Responses by Tenure
Baby Boomers [1946 - 1964] 66 60+ months [ 23 86 303 420

36-50 months [S AN 2+

07-12 months ‘Bli:-m 89
iGen (or Gen Z) [2001 - 2012] | 108 0-6 months | [E N &«

M (1) Very poor M (2) Poor (3)Ok M (4)Good M (5)Excellent M (1) Very poor M (2) Poor 1 (3)Ok M (4) Good M (5) Excellent
Response Data Details =
Comment Filter --> Additional comments about your enrollment experience

Has Comment - y
Survey Name Additional Comments e T T Employment
Experience™ Status

Survey -
Enrollment - OE

Oct 30, 2023 MNone Generation X Full-time 60+ months None Mone

Survey -
Enrollment - OE

Oct 30, 2023 "All was great” None Millennials Full-time 12-24 months None MNone
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)))) Detailed Timeline

Member Survey Configuration

* April 16 — Announce Surveys at Product Webinar, communicate Enrollment Surveys
Opt—Out WindOW Of 5/28 - 6/7 Enrollment - AE
Enrollment - Life Events
* May 28 - Opt out window begins. Communicate any surveys you Fnroliment.- New Hire

4

do NOT wish to leverage. E:::::::izz::mem
Enrollment - Newly Eligible
® May 28 - June 7 — Opt out WindOW. Enroliment - Benefits Eligibility Override
Benefits Program Surveys
° June 7 _ A”. su rveyS Sta I‘t tO deploy Healthcare Patient Experience
Condition Support
Event-based Care Support
 September - Insight Dashboard launches. Wellness and Prevention

Employee Assistance

Family Support

Employee Perks

Retirement Support
Other Surveys

Feature Touchpoint

Benefit Literacy
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Appendix

Detailed Benefits Literacy & Kano Surveys
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Benefits
Literacy Surveys




Module 1: FSA and HSA

Question 1 of 2 =3 A

Healthcare Flexible Spending Account (FSA) Facts

Which of the following statements about Healthcare Flexible Spending
Accounts (FSA) are TRUE?

X False

. . . FSA contributions are not taxed which can help you save money on eligible, expected healthcare costs.
FSA contributions are taxed the same as the rest of your income

X False

You can only enroll in an FSA if you also enroll in a high-deductible health plan (HDHP)
You can only enroll in an FSA if you also enroll in a high-deductible health plan (HDHP)

Any money not spent on eligible healthcare expenses during the plan year is lost You can enroll in a Healthcare FSA, regardless of medical plan, You can even enroll if you waive coverage or have coverage under
someone else’s policy.

Healthcare FSAs can only be used to pay for medical expenses you incur at a in-network

doctor’s offices or hospitals v True

Any money not spent on eligible healthcare expenses during the plan year is lost.

Next Healthcare FSAs are best used for expected medical expenses. Before deciding how much to contribute, ask yourself how much
you're likely to spend within the year. This is because any money left over by the end of the year might not carry over to the next
and may be lost.

X False

hospitals.

FSA contributions are not taxed which can help you save money on expected healthcare costs.

You can use your Healthcare FSA on eligible medical expenses, such as copays and deductibles, select medical devices, qualified
prescription drugs and more. You can find your list of eligible medical expenses in your plan documents or on the IRS website.
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Module 1: FSA and HSA %

Healthcare Savings Account (HSA) Facts

v True
You can only enroll in an HSA if you also enroll in a high-deductible health plan (HDHP).

In order to be eligible to enroll in a HSA, you must:

Question 2 of 2 o .
1. Be covered by a qualified High Deductible Health Plan (HDHP)

2. Not be covered by other health coverage
3. Not be enrolled in Medicare
4. Not be a dependent on someone else’s tax return

Which of the following statements about Health Savings Accounts (HSA) are
TRUE? X False

Any money not spent on eligible healthcare expenses during the plan year is lost.

You can Only enroll in an HSA if you also enrollin a hlgh'dEdUCtlble health plan (HDHP). Unlike FSAs, leftover HSA funds don't expire and roll over from year to year, This means your unused balance can grow over
time and, in some cases, praovide investment opportunities for more long-term financial growth.

Any money not spent on eligible healthcare expenses during the plan year is lost.

X False

Your HSA account is tied to your employer, if you change your employer, the balance of your
HSA is forfeited

A Health Savings Account (HSA) is owned by the individual, not the employer. This means you can keep and
continue to use the HSA even if you change employers or health insurance plans.

HEa bl ot ' ¢ . !

HSAs offer a triple-tax advantage:

HSA contributions are taxed the same as the rest of your income.

1. Contributions made to an HSA are tax-deductible. Contributions through a payroll deduction are typically
pre-tax, meaning they're deducted from your gross income before any taxes are paid.

2. Your HSA funds, along with any HSA investment earnings and interest, are not taxed. This means your
HSA balance can grow over time without incurring taxes on the gains.

3. You are not taxed for using your HSA on qualified medical expenses. This includes a wide range of medical
costs like doctor visits, prescription medications, dental care, vision care, and certain other eligible expenses.

You can find your list of eligible expenses on the IRS website.,
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Module 2: Voluntary Benefits - Accident,
Critical lliness, Hospital Indemnity

Question 1 of 3 ')9

Accident Insurance Facts

What benefit does Accident Insurance provide? .

Covers repair costs to your vehicle if you have a car accident
Despite their similar names, Accident Insurance and Auto Insurance are two very different types of coverage. Whereas Auto

Provides cash payout to hE|p pay for unexpected expenses due to an accident Insurance covers damages to your vehicle, Accident Insurance helps cover unexpected expenses resulting from many
different types of accidents and injuries.

Reimburses medical expenses you paid due to a health condition

~ True
Offers income protection if you are unable to work due to an accident Provides cash payout to help pay for unexpected expenses due to an accident
Instead of reimbursing actual medical expenses, Accident Insurance often pays out fixed benefits for specific injuries due to
an accident. For example, a policy may provide a set amount for a broken bone, or a certain amount for hospitalization.
Next
X False

Accident Insurance is not a reimbursement plan. Instead, it provides a lump sum cash payout when the insured person files a
claim for a qualifying injury or accident.

This money is intended to assist with any unexpected costs, but can be used freely once it's paid. The amount paid out is
determined by the insurance company themselves as determined by the terms of the policy.

X False

Offers income protection if you are unable to work due to an accident

Once a claim is paid, you can use the lump sum you receive on anything you choose, However, Accident Insurance claims pay a
set amount and do not change based on your ability to work. For coverage in event you're unable to work, consider Short-term

Disability and Long-term Disability benefits.
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)))) Module 2: Voluntary Benefits - Accident,
Critical lliness, Hospital Indemnity

Question 2 of 3 P

=

Critical lliness Insurance Facts

What benefit does Critical lllness Insurance provide?

X False
Covers routine medical expenses

Critical illness insurance is not a substitute for comprehensive health insurance. Instead, it's designed to provide financial
Provides additional coverage for any Iarge medical expense not cove red by your medical support during significant health crises rather than for ongoing healthcare needs. It typically will not cover routine or preventative

. medical expenses.
insurance plan

X False

Reimburses large hospitalization costs

Offers a lump-sum payment upon diagnosis of a covered illness such as cancer, heart attack or Critical lliness Insurance is an additional standalone policy and does not replace standard Health Insurance. The benefits
stroke received from a Critical lliness Insurance palicy are not dependent on or connected to the medical expenses covered by Health
Insurance.
Next X False
Reimk I ! italizati

Critical lliness Insurance is not a reimbursement plan. Instead, it can help fill coverage gaps from your Health Insurance policy
and provide financial assistance during a challenging time with a lump-sum payment upon diagnosis of a critical illness.

v True
Offers a lump-sum payment upon diagnosis of a covered illness such as cancer, heart attack or stroke

It's important to carefully review the terms and conditions of any critical illness insurance policy to understand the specific illnesses
covered, exclusions, and the amount of the lump-sum benefit. Policies may have exclusions for certain pre-existing conditions,

waiting periods, and limitations on coverage.
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Module 2: Voluntary Benefits - Accident,
Critical lliness, Hospital Indemnity

Question 3 of 3 @

Hospital Indemnity Insurance Facts

What benefit does Hospital Indemnity Insurance provide? -

. ) . e s Offers a lump-sum payment to help with costs associated with a hospitalization
Offers a lump-sum payment to help with costs associated with a hospitalization 5 L 3 B

Hospital indemnity insurance is a type of supplemental insurance that provides a fixed, lump-sum payment for covered hospital
stays and related medical expenses. Unlike health insurance, which typically reimburses specific medical costs, hospital

Offers a Iump-sum payment upon diagnOSiS of a covered illness such as cancer, heart attack or indemnity insurance pays out a predetermined benefit amount directly to the policyholder.

stroke
X False

Provides income replacement if you are unable to work due to a hospitalization

Reimburses any expense you paid during a hospitalization Hospital indemnity insurance is event-based, meaning the benefit is triggered by the occurrence of a covered event, such as a
hospitalization. It doesn't necessarily require a detailed medical diagnosis or the submission of medical bills for specific services.
If you are looking for additional financial protection in the event of a diagnosis of a critical illness, consider Critical lliness

Next

Insurance.
X False

Once a claim is paid, you can use the lump sum you receive on anything you choose. However, Hospital Indemnity Insurance
claims pay a set amount and do not change based on your ability to work. For coverage in event you're unable to work,
consider Short-term Disability and Long-term Disability benefits.

X False

Relm! id dusing a hosoitalizati

Hospital Indemnity Insurance is not a reimbursement plan. Instead, it provides a lump sum cash payout when the insured
person files a claim for a qualifying hospital stay.

This money is intended to assist with any unexpected costs, but can be used freely once it's paid. The amount paid out is
determined by the insurance company themselves.
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Benefit Program
Survey (Kano)




Benefit Program Surveys

« New survey to help you better understand
what benefit programs your employees
consider valuable.

* Includes 32 benefit program types.
* You do not have to opt in to ALL benefit
program types
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* Telemedicine Services

Telemedicine (sometimes called Telehealth) is another convenient way to get in touch with a
healthcare professional, receive diagnoses, get prescriptions and more. When a healthcare
provider offers telemedicine, you're able to schedule a virtual visit with a doctor, nurse or
other specialist and receive the same care you'd get in an office visit.

How would you feel if your employer offered Telemedicine services?
I like it
| expect it
I'm neutral
| can tolerate it
| dislike it
How would you feel if your employer DID NOT offer Telemedicine services?
I like it
| expect it
I'm neutral
| can tolerate it

| dislike it




)))) Benefit Program Kano Survey

-l'@' Care Navigation Program

Care Navigation is an optional service which provides you with access to a team of experts
who can help you understand your benefits, find opportunities and programs, and help you

make decisions based on this information. Care navigation experts operate in your best
interest in mind, giving you peace-of-mind whenever you need to make use of your paid
benefits.

How would you feel if your employer offered care navigation program?
I like it
| expect it
I'm neutral
| can tolerate it
| dislike it
How would you feel if your employer DID NOT offer a care navigation
program?
I like it
| expect it
I'm neutral
| can tolerate it

| dislike it

33 benefit programs across 8 category modules.
You can leverage all 8 categories or opt out of any
categories that are not applicable to your strategies.

Healthcare Patient Experience
» Care Navigation

* Telemedicine

e Drug Search

¢ Find a Provider

e Nurse line

e Provider Guidance

e Centers of Excellence

Wellness and Prevention

* Wellness Program

*+ Women'’s Health

*  Weight Management

* Preventative Care Program
» Genetic Testing Program

» Tobacco Cessation

* Fitness Program

Condition Support

* Musculoskeletal Support
* Diabetes Support

» Hypertension Support

» Digestive Health Support
» Cancer Support

» Addiction Support

Family Support

* Family Planning Benefits

» Parent and Caregiver Support
» Day Care Support Program

Employee Assistance

* Employee Assistance Program
* Financial Assistance Program
* Prescription Assistance

Employee Perks
* Employee Discount Program
* Time off

Retirement Support
e 401(k) Program
* Medicare Exchange

Event-based Care Support
» Expert Second Opinion

* Surgery Planning

» Healthcare Claim Support




)))) Benefit Program Kano Survey Deployment

Each module will only deploy to a small sample of a population, so no individual is asked to answer more than 4 questions.
The configuration is such that you can opt out of a specific category of programs.

Healthcare Patient Experience
Care Navigation
Telemedicine

Drug Search

Find a Provider

Nurse line

Provider Guidance

Centers of Excellence

Condition Support

* Musculoskeletal Support
* Diabetes Support

» Hypertension Support

» Digestive Health Support
» Cancer Support

* Addiction Support

Employee Assistance

+ Employee Assistance Program
* Financial Assistance Program
* Prescription Assistance

“‘ Sample Group 1 —9%

“‘ Sample Group 2 — 9%

“‘ Sample Group 3 - 9%

“‘ Sample Group 4 — 9%

Retirement Support
* 401(k) Program
» Medicare Exchange

~—> “‘ Sample Group 5 - 9%

—> “‘ Sample Group 6 — 9%
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Sample Group 7 — 9%

Sample Group 8 — 9%

Sample Group 9 — 9%

Sample Group 10 — 9%

Sample Group 11- 9%

Wellness and Prevention

*  Wellness Program

+ Women'’s Health

*  Weight Management

* Preventative Care Program
» Genetic Testing Program

» Tobacco Cessation
* Fitness Program

Family Support

* Family Planning Benefits

* Parent and Caregiver Support
« Day Care Support Program

\
~_

Employee Perks
* Employee Discount Program
* Time off

o

Event-based Care Support
» Expert Second Opinion

» Surgery Planning

» Healthcare Claim Support




What is Kano?

[® retemedicine service Kano uses a specific question format, asking

customers how they would feel if the option was
B i et e T W s offered vs not offered.

provider offers telemedicine, you're able to schedule a virtual visit with a doctor, nurse or
other specialist and receive the same care you'd get in an office visit.

How would you feel if your employer offered Telemedicine services?
I like it

| expect it
I'm neutral
| can tolerate it
| dislike it
How would you feel if your employer DID NOT offer Telemedicine services?
| like it
| expect it
I'm neutral
| can tolerate it

| dislike it

Q& ©Businessolver.com, Inc. 2024 - Private and Confidential - Not for Distribution




'’ Kano Model Analysis

L@ Telemedicine Services

Telemedicine (sometimes called Telehealth) is another convenient way to get in touch with a
healthcare professional, receive diagnoses, get prescriptions and more. When a healthcare
provider offers telemedicine, you're able to schedule a virtual visit with a doctor, nurse or
other specialist and receive the same care you'd get in an office visit.

Based on participants answers, each option is assigned the appropriate

category

Option Absent

Like it Expect it

Neutral

Tolerate Dislike

I | can tolerate it

| dislike it

How would you feel if your employer offered Telemedicine services? "E
| ket | TN B - Attractive Attractive Attractive Performance
J ST CIKeE Tt
| expect it 8
r'm neutral — E xpe Ct | t Reverse Indifferent Indifferent Must-have
| can tolerate it D— p
I dislike it c erse Indifferent Indifferent Indifferent Must-have
o | Neutral

How would you feel if your employer DID NOT offer Telemedicine services? —
|like it | _—C | TO | er at e Reverse Indifferent Indifferent Must-have
| expect it O
R G D | S | | k e Reverse Reverse Reverse Reverse
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Attractive - not expected but liked
Must-have - dislike not having

Performance - like having dislike not having, more performance features lead to higher satisfaction, fewer

performance features leads to lower satisfaction.
Indifferent - neutral to or can tolerate

Questionable - Conflicting responses from participants
Reverse - like not having or dislike having




What is Kano?

L‘@) Telemedicine Services

other specialist and receive the same care you'd get in an office visit.

How would you feel if your employer offered Telemedicine services?
| I like it I

| expect it

I'm neutral
| can tolerate it

| dislike it

| like it
| expect it

I'm neutral

I | can tolerate it I

I dislike it

Telemedicine (sometimes called Telehealth) is another convenient way to get in touch with a
healthcare professional, receive diagnoses, get prescriptions and more. When a healthcare
provider offers telemedicine, you're able to schedule a virtual visit with a doctor, nurse or

How would you feel if your employer DID NOT offer Telemedicine services?
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High

Employee Satisfaction

Low

Attractive

@ Benefit 4

@ Benefit 7

Indifferent

‘ Benefit 6

. Benefit 3

Performance

. Benefit 2

. Benefit 1

Must-have

@ Benefit5

@ Benefit 8
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