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Services delivered face to face, on line,
telephone, secure on line video
conferencing:

2,000 employees (1,500 are clinicians)

Over 150,000 mental health and
counselling interactions per year;

Over 2 million telephone and on line
triage and care management interactions
per year;

Over 40,000 participants enrolled in
chronic disease management and
wellness programmes;

Over 250,000 Immigration/Visa Medical
interactions per year;

A comprehensive ‘On Line Health Hub’
Symptom Checker App
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Nurse Triage Services

healthdirect Australia

NURSE-ON-CALL

Healthline
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New Zealand Services

MHS currently delivers over 14 services, successfully delivering healthcare services to millions

of New Zealanders and Australians. The New Zealand Services are in red
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Medibank Health Solutions NZ — Overview

Provider of Healthline, National Telephone Advice Service since 2000
Core services include:
*Healthline Telephone triage (health information, advice and referral)
Ambulance Secondary Triage transfer of lower acuity calls to Healthline
*Mental Health Line after hours triage and case management
Life test program (insurance paramedicals)
*Patient Access Centre for Midlands Health Network

*Home Care Support Services sub contractor network (ACC Lead Supplier)

medibank
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Healthline in summary

* 400,000 answered calls per annum (>1000 calls per day)

« National utilisation 9.6%
* 19% of callers using Healthline state their ethnicity as Maori
» Staffed by Registered nurses using electronic decision support software CECC™

« Ability to cope with a surge in demand i.e. earthquake, pandemic and health alerts

such as the recent botulism scare.

» Health emergency surveillance and response; Daily reported data from Healthline

callers is analysed and statistical deviations are identified.
* Growing GP utilisation after-hours
» Secondary triage pilot commenced with Wellington Free Ambulance on 1 Oct 2012
Healthline
medibank 0800 611 116
health solutions healthlinegovinz ) o



Ambulance Secondary Triage

« Redirect non-urgent 111 calls away from emergency ambulance transport and

subsequent ED presentation

« Deliver a telenurse triage, assessment, advice and referral service for calls made via

111 that are deemed appropriate for secondary triage

* Provide callers with alternative advice and service options while also enabling WFA to

better manage the ever increasing demand placed upon the service
* Reviewed Pro-QA ‘grey’ determinants suitable for further clinical assessment

« MOH external evaluation completed

medibank +~ WELLINGTON
health solutions ( FREE AMBULANCE
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Key Secondary Triage Points

« 8400 calls per annum eligible for secondary triage in Wellington region
« Warm Transfer of call to and from Healthline
« Use dedicated weighted lines for improved access and reporting

« Secondary Triage is completed by a Registered Nurse using an electronic clinical

decision support tool following a standardised call process
« WFA and MHS have a secure process for sharing patient management plans
« The telenurse can refer patients to the Kapiti Urgent Community Care Service

* Proposal to extend to St John North Comms

medibank
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Mental Health Line

Delivered to 7 DHBs (Bay of Plenty; Counties Manukau; Hutt Valley; Mid Central;

Northland; Waikato; Wairarapa)
* 50,000 calls per annum, 420,000 calls to date
« Calls answered by registered mental health professionals
* Mental health risk assessment for each call
« Care plan shared with MHL to ensure consistent support
* Provide brief supportive counselling to achieve the most independent outcome
« Enable CATT /Crisis teams to maximise their availability to carry out crisis work

« 25% of callers accessing the service are Maori

medibank
health solutions Commercial in Confidence | 10



Patient Access Centre / Midlands Health Network

PAC provides a virtual telephonic reception service during business hours for a number of
Integrated Family Health Centres supporting the new model of care:

» Filter out and manage non-clinical calls and direct callers seeking same day
appointments to an immediate clinical triage with own GP, practice nurse or MHS
PAC nurse

« Currently provides services to 6 practices, (34,000 enrolled service users) and
handles 144,000 calls per annum

« Employs 12 Customer Service Representatives and 2 full time registered nurses.
» Access to each practice’s appointment book, patient account records and status of

patient pathology and radiology results stored in the Medtech patient management
system.

medibank
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ACC Homecare Delivery

*MHS is one of 4 national providers contracted to deliver homecare

services to ACC clients

«Coordinate homecare services through a contracted network of 22
providers for short, long term and serious injuries (home help, attendant

care & childcare)
sInitial screening, Clinical triage and information provision
*Subcontractor choice provision in their respective area

*Setting goals - assisting claimants on their journey towards

independence

«Customer Service Satisfaction quality checks on all clients

medibank
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 MHS has been providing the Life Test service to 7 leading life insurance

companies in New Zealand for more than 10 years
* A network of 50 contracted registered nurses nationwide

« The service coordinates and carries out blood tests and assessments for

life insurers on their prospective clients
« Testresults are forwarded to insurers within the agreed timeframe

» Life Test nurses follow best-practice paramedical assessment process

medibank
health solutions Commercial in Confidence | 13



Clinical Governance

The four pillars of clinical
quality, and the activities
that comprise them, are
all parts of clinical

governance

medibank
health solutions
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Complaints and Clinical Incident Process

MHS Complaints and Clinical Incident Management Process
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Healthline Service Reference Group

Monitor and provide advice on training, nurse professional support and development, and
service provision to ensure the service meets current best practice in consistent, safe,

evidenced-based telenursing.

Group Members External:
MOH Clinician; ED Director; ED Senior Nurse; Paediatrician; Nurse Practitioner; Rural GP
Group Members Internal:

Medical Director; Senior Nurse Advisor; National Operations Manager (RN); GM.

medibank
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Clinical Content Review

* Guidelines are updated annually and then localised
« Content can be customised to reflect New Zealand local clinical practice
« If urgent changes are needed they can be loaded into the database immediately

« The clinical information and clinical decision architecture is also constantly being

reviewed and refined

» Updates can be done with little technical difficulty as the protocols and content are
created using a clinical editor, which then translates the information directly into the

database after going through an electronic verification process

« The formal development and review process has multilevel input from internal and
external clinicians including those in internal & emergency medicine, general practice,
and psychiatry

medibank
health solutions Commercial in Confidence | 17



Hand foot and mouth update

18615  Any Neurological symptoms; Such as myoclonic (muscle) jerks, urinary See Doctor Immediately
retention, neurological signs, altered consciousness

Care Advice
17753 Although Hand Foot and Mouth disease 15 Usually & mild selflimiting iliness, occasionally
I can progress to more severs liness. The symptoms described require immeciate
gssessment by a doctor

medibank
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Too little or too much?

Damned if we do and damned if we don't.
The nature of triage is not diagnosis.
‘Where is the best place to treat this caller with these symptoms right now?’

Clinicians supported by decision support and guidelines

medibank
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The Nature of Triage

medibank
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The lucky country

medtibank
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Godzone

17613 Unconscious or unable to rous e by verbal or physical stimulation. Activate 111

Care Advice
164 Do not leawve patient alone.

16986 Maintain a clear airway
16987 Place person on hisher side

17481  Advise to take current prescription andfor OTC medications with them to hospital

17910 Massive episode of vomiting red, bloody or coffee-ground material Activate 111

3080 Bleeding may be more likely to occur and be heawsy if patient is taking anticoagulant medication to reduce clotting
(such as warfarin or heparing, chemotherapy or ransplant medicines; or has a known bleeding tendency (such as
leukaemia, von Willebrand's disease, haemophilia, or Christrnas disease)

Care Advice
7800  An adult should stay with the patient, preferably one trained in CPRE.

155852 If conscious lie the person flatwith leQs elevated abowve 1evel of heart. 1T UNConscious,
tum patient on side.

5503 Turn patient's head 1o side to avoid aspirating Auids.
1561 Do not give the patient amything to eat or drink.

17481  Advise to take current prescription and/for OTC medications with them to hospital

medibank
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Electronic Decision Support

« Care Enhance Call Centre (CECC™) is a clinically rigorous, evidence based Triage
System developed and owned by Medibank. It is the leading electronic telephone

triage system in large-scale use in the Asia Pacific region

» There are currently >400 symptom based Guidelines accessible and >500 General

Health Information topics

« The clinical decision support software guidelines are used to prioritise the
presenting symptoms and support the registered nurse to assess the urgency of the

callers presentation

 The recommended level of care may range from emergency (111), ED/GP

immediately, GP within 4 or 8 hours, 24hrs or a routine appointment

» Health advice may also be given to support a self care /stay at home

recommendation

medibank
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Care Enhance Call Centre Software (CECC™)
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Healthline Call Types

Healthline Call Types: April - June 2013
® Symptomatic
® Provider

Information

Health Education

® Non-Clinical (inc
Cost or Access)

medtibank
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Healthline Call Outcomes

Healthline Triage Outcomes: April - June 2013

= Emergency
Urgent Care (ED)
= Urgent Care (GP immediate)
Contact Provider (< 24 Hrs)
= Contact Provider (non-urg)

» Self/Home Care

medibank
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Changes In disposition

Medibank Hurs e Recommendation Versus Caller Pre-Intent
Recormrendstion
16 0%
BEmergency
190% EUrgentCare
Frovider Contact < 24 hours
120% 1 BFrovider contact {non- urgent)
EFrovide Home!Self Care
100%
2.0%
G.0%
4.0%
2.0%
0.0%
Call 111 UrgentCare  Prowvider Contact Provider contact Selfcare Cron't Konow
= 24 hours {nore urgent)
Caller Pre-intent
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ED Presentations

MidCentral ED Attendances (Blue Line) and Healthline Calls (Red Line) For 0-4 Year Olds
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Reducing Disparity

District nurse, Waihara Gumfields, Northland.

medtibank
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High needs groups

e Maori

 Rural & remote
* Very young and very old
 Low socioeconomic status

medibank
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Increase In cellphone use over time

Percentage of calls made from cellphones (%)
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3

Month (May 2005-January 2013)

Percentage of calls to Healthline made by cellphones between
May 2005 and January 2013.

medibank
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We Have Established That...

* Most callers are seeking advice about a current symptom after hours

« The symptoms reflect typical acute primary care in nature and acuity

« Most callers would have sought a higher level of care without Healthline’s advice
* Primary care doctors agree with Healthline’s advice

« Healthline reduces the number of calls to EDs and after hours to GPs

« These findings are international for telenursing triage services that use
sophisticated decision support software; services that rely on nursing nous or
protocols have much higher acute referral rates to EDs and GPs

« |n proportion to their population children, Maori and the socioeconomically
deprived are over-represented among callers. Tagata Pasifika are under-
represented.

« For acute conditions older people use Healthline and general practice less than
younger groups

« Telenursing from home is safer than from a call centre, nurses are happier, there
are fewer complaints and nurses stay longer in their jobs.

medibank
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Training

10 days initial training

5 preceptor shifts (remote or side by side)
Three month competency assessment
Monthly and annual performance reviews
1% of all calls reviewed

Self and peer review

Debrief opportunities post call

Team Leader support

Access to EAP

medibank
health solutions
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Training and Professional Development

Professional Development

Access to a resource nurse each shift

In house virtual clinical forum facilitated by

senior nurse and medical director

Monthly professional educational sessions

with internal and external presenters

Educational allowance to support personal

study, course or conference attendance
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Healthline Integration

» Fax service to Emergency departments for ED referrals where caller has consented:

Canterbury, Hutt Valley, Taranaki and Wanganui ED’s.

» HL7 electronic call summary report to GP’s PMS inbox when disposition within 24
hours is reached and caller consents, positive feedback from GP’s regarding this
initiative.

« GP on call roster management, warm transfer to GP on call. Provider data base
tailored for individual GP after-hours arrangements and urgent community care

ambulance services.

« Secondary triage pilot with Wellington Free ambulance and extending to include St
John

« Transfer of symptomatic and well child calls between PlunketLine and Healthline

services.

medibank
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Electronic HL7 Call Summary Report

Patient Name: Stewve Lewis
DOB: 17f07 /1987

MHI No:

Phone Mo: 61 03 89718537

Service: Department of Health, Victoria [NURSE-OM-CALL)
Diate of call: 2/04/13 Time of call: 10:27
Healthcare Provider: Royal Melbourne Hospital - ED

Stewve Lewis was assessed today with the following history: Painful blistered rash on neck

Location Cause: Meck
Onset'duration: 8 Howrs
Tx tried and results: mnil

Relevant histony: nil

The triage nurse completed a clinical assessment using the Skin Lesions J Skin Irritation guideline, and advised the caller to See
Doctor within 4 hours. The patient gave your name as their health care provider and consented to this information being sent to
YO

Please email us on msg feedback@medibankhealth. co.nz if you have any questions. [Our reference: CECC57004]

medibank _
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GP appointments?

We would like to be able to make appointments for patients at their nominated
practice. There are funding considerations, but it is the right step for integration.

This may be possible via Medtechs ManageMyHealth platform
It does NOT require the practice to offer the MMH portal to patients.

The practice could configure which appointments, if any, would be available to our
service.

We would only book patients that are registered with the practice, unless specific
agreement for casual patients, e.qg. for A&M clinics.

Comments?

medibank
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Virtual Call Centre Operations

« Sophisticated workforce planning and methodologies to meet demand
* Flexible staffing model with scalability to meet increased demand
« 100% call recording with 10% screen capture
« Supported by 6 team leaders home and office based
* 84% of nurses work from home via secure Citrix platform
MHS@Home model:

o Improved recruitment, staff retention

o Greater rostering flexibility

o Enhanced disaster-recovery /BCP

o More environmentally friendly saving time, travel and mo

medibank
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Visibility of Virtual Call Centre Model
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Call Centre Metrics

Service level requirements 80/20 with <10% abandonment rate
* Number of calls offered, handled and abandoned
» Average speed of answer
« Average handle time
» Adherence to schedule:
o Availability to take calls
0 Rostered breaks and meetings

o Off line coaching and E learning

medibank
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Workforce Planning

Workforce planning team provides operations with staffing requirements to meet program

service level and maximise staff efficiency
* Recruitment, forecasting and scheduling
« 12 month resource plan based on historical call volumes and arrival patterns
* Rosters built on individual preferences and forecasted requirements
* Roster issued 6 weeks ahead
* Real time service planners and monitoring via CMS with half hourly reporting

« Optimisation and shrinkage management daily, based on current call volume distribution
patterns including:
o Coaching and training sessions, planned and unplanned leave, shift adjustments

and break optimisation

medibank
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Comparable International Services

whenit’s less
urgent than 999

medibank
health solutions

Multitude of health
plan, hospital, and GP
Group health advice
phone, web and mobile
services

healthdirect

AUSTRALIA

HealthLinkBC

&? Ontario

NURSE-ON-CALL
1300 60 60 24

Predominantly non-
clinician ‘receptionist’

—— c‘,ll.,l, . Q services with nurse
3 HEALTH MyHealthAlbertaca support
(13 43 25 84)
after hours GP hefpa'me \‘Hfggﬁg{ﬂ,ﬂ E f 811 )'
heaﬂhdgfgg
1800022 222
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Comparable International Services: UK

NHs NHs,
24 24

Direct

whenit’s less
urgent than 999
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Comparable International Services: UK

e e R —————— - == . Majorissues on
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€~ Real news, real entertalnment ... In real time ° Poor tralnlng of
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By Sorwemy Aematrcen | © Commants [ 23 Mar 2043 12:22

New NHS 111 helpline in crisis as half the
country still need assistance from old NHS
Direct

An NHS Direct memo to staff roveals 50% of the commissioning groups across
England have requested assistance from the old operation as they struggle to
cope with demand

o Tew vt

* Guidelines and
decision support
systems not
sufficiently robust

e Costs shifted to
ambulance and ED

« Significant number
of reported adverse
events

A e RS Bolp Lo s in crisis with half of the country needing cover from the old urpent
care service, health unkons warned yesterday.

walﬂﬂr«lmmk s Baing ditched in favour of NS 111, which will
soe millicns of patients needs served by mainly nom-clinical staff.

Health service unlons have wamned the new, privately-led cperation will offer Inferior
madical advice because adviors are not professionally trained,

145 Direct was supposed to be phased out this month as the new 111 senvice was
introduced. But an NHS Direct memo to staff reveals 50% of the commissioning groups across
England bave requested assistance from the old operation as they struggle to cope with
domand,
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health solutions Commercial in Confidence | 44



Comparable International Services: Australia

healthdirect

AUSTRALIA

NURSE-ON-CALL
1300 60 60 24

Call
=13 HEALTH"
(13 43 25 84)

after hours GP helpline
heaﬂhdfrgg_t_‘
1800022 222

medibank
health solutions

Mix of state based and national
service models

Nurse led service
No non-clinician usage

Highly robust triage process -
guidelines and decision support
tested over tens of millions of calls

Integrated with after hours GP
helpline, ambulance, poisons
control etc
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Comparable International Services: Canada

e State based 811 services .
HealthLinkBC
« Each with a different focus (health
and wellness focused, mental

health focused) &)
* Mix of nurse and non-clinician Ontario

receptionist service models with

various other clinicians used Q
including Dieticians, Psychiatric
Nurses and Social Workers

MyHealth.Albertaca

« Services complemented by
consumer health portal, online (‘Heql{hginet 811|
and mobile symptom checker
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Non-Clinician Service Models

medibank
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Key Considerations: Quality and Safety

« If using a Non-Clinician Receptionist model then it is critical to pre-assign acuity to

presenting complaints and queue calls to nurses accordingly

Call Prioritization Index

Conceptual Flow Chart

Patient Dying or
Needs Life-Saving
Intervention?

™

*No

e . .
High Risk F
-
33
g— 6| Moderate Risk
5§
SE| LowRisk
No

—Q

Yes
—Q

Yes
—()
—©

Health Information Calls

Mo Symptoms

medibank
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Acuity

Chief Complaint Type System SnoMed ICDS (CPI1-5)

Abdomen Injury Injury - Trauma Gastrointestinal 128069005 9591 3 ?
Abdominal Distention / Mass Symptom Gastrointestinal 271860004 78937 3 W
Abdominal Pain Symptom Gastrointestinal 21522001 789.09 3 W
Abnormal EEG Result Administrative Cardiovascular 102394003 79431 : W
Abnormal Lab Eeult Admnistrative General 309158009 7969 3 T
Abnormal XEay Result Administrative General 129678009 796.9 3 T
Abrasion Injury - Trauma Skin, Hair, Nails, and Br 287128008 219.0 s+ @
Administrative Issues and General Health Information Administrative General 14734007 VT0.8 : @
Alechol Use, Abusze, and Dependence Dhzease or Conditton Psychiatric and Behanio 15167005 305.00 s+ @
Allergic Reaction Dhszease or Condition Allergic - Inmmunelogic 212999007 995.3 3 T
Altered AMental Status Symptom MNewrological and Spine 31748000 2930 2 T
Altitude Sickness Dhsease or Condition General 87284002 9932 3 T
Angry or Vielent Behavior Symptom Psycluatnic and Behanio 248004009 3129 3 ?
Animal Bite Bites or Stings Skin, Hair, Mails, and Br 242604003  E906.5 + @
Anorexia Symptom Gastrointestinal 249468005 T83.0 3 W
Anxiety and Panic Attack Symptom Psychiatme and Behavio 43694002 300.00 3 W
Apnea Symptom Respiratory 1023001 786.03 1 o
Arm Injury Injury - Trauma Musculoskeletal 287159005 959.2 + @
Arm Pain Symptom Musculozkeleatal 102356003 7295 + @
Asthma Attack Dhsease or Condition Respiratory 266364000 493 90 1 T
Ataxia | Difficulty Walking Symptom (eneral 20262006 7812 3 W
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Key Considerations in Model Development

Cost and
\ Staff Cost @
( J Differentials

Training,
Guidelines @@
and Systems

Consumer
Experience

Number and Clinician

Variety of o nicial
Services Availability
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Key Considerations: Delivery Channels

« A widely adopted web and mobile symptom checker, fully integrated with phone
services, will reduce the requirement for non-clinicians

» Reduces non-symptomatic calls

» Allows digital capture and transfer of contact data and chief complaint
* Only requires transfer to a nurse in acute scenarios

« Captured Q&A data can be transferred, shortening the clinical contact
* EXxpands service reach substantially at very low marginal cost

v
!'@*

Back Symptoms by Bodyparts A

Symptom

2D  Sympl
T Health 0800 611116
Call 111

Call 0800 764 766 - NZ Poisons line

v acur RN

Call Healthline 0800 611 116 A: Browse symptoms >

Call PlunketLine 0800 933 922

i Browse by body parts >

Add your doctors details

Add your child's doctors details

Healthe

NZSymptomChecker
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Symptom Checker

Nosebleed

Nosebleed

+ Bleeding from one or both nostrils

? When to call your doctor

& Home care advice

@ General Info / First Aid

C Related Symptoms

00 References

B Disclaimer

medibank

health solutions

Back Nosebleed

Nosebleed

+ Bleeding from one or both nostrils

% When to call your doctor A

Call 111 Now -you may need an ambulance- If

+ Passed out (fainted)
+ Too weak to stand following large blood loss

& Call Emergency

Call Healthline or Your Doctor Now (night or day) If

+ YYou feel weak or very sick

+ Bleeding does not stop after 20 minutes of direct
pressure

+ Bleeding recurs 3 or more times in 24 hours
despite direct pressure

+ Large amount of blood has been lost

+ Skin bruises or bleeding gums not caused by an

Nosebleed

¥ When to call your doctor A

Call Healthline or Your Doctor Now (night or day) If

* You feel weak or very sick

+ Bleading doas not stop after 20 minutes of direct
prassure

+ Bleeding recurs 3 or more times in 24 hours
despite direct pressure

+ Large amount of blood has been lost

= Skin bruises or bleeding gums not caused by an
injury are also present

+ Pale skin (pallor) of new onset or worsening

+ Taking warlarin or known bleeding disorder (e.g.,
thrombocytopenia)

SR —

Call Your Doctor Within 24 Hours (Office Hours) or
Healthline (night or day) If

* You think you need to be seen

+ Add doctor details

Nosebleed

«: Home care advice

Home Care Information

1. Reassurance:

+ Nosebleeds are common.

+ You should be able 1o stop the bleeding if you
use the correct technique.

2. Treating a Nosebleed:

+ Sit in an upright position and tilt head forward.
If unable to sit up, lie with head elevated or
turned to one side.

+ Apply continuous external pressure to nose
by pinching with thumb and first finger on
bath sides of nostrils just below the bony
portion of the nose.

+ Advise persan to breathe through mouth.

+ Maintain pressure for 10 minutes. Repeat for
a further 10 minutes if bleeding continues
when pressure is released.

+ Place a cold cloth or cold pack over the
forehead.

3. Post Nosebleed Care:

+ Avoid blowing nose for 12 hours after
bleeding episode.

+ Do not pick nose.
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Anywhere Healthcare Secure Video Platform

e Consultant to GP
« GPtoGP

¢« GP to Patient

Model now in operation in Gladstone

MHS Team of Specialists:

*Dermatologists
*General Physician
*Paediatrician
*Psychiatrists

medibank
health solutions
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Questions?
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