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Moments that matter

How enGen is changing healthcare through
personalization, automation, and Al \
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What do

healthcare consumers
experience when interacting
with a p a\(er?

Healthcare hasn't kept up with consumer
expectations. Members face a volume of
notices, maze of apps, and confusing language -
often when they're at their most vulnerable.

It can feel like you need a medical degree just to
understand what's going on. It is hard to navigate
healthcare.

What if the experience was simple, clear, and
supportive?
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The (near) future of a diabetes program

Enrollment
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“l got a mailer and a Care

Mgr. called me saying I'm
eligible for a diabetes

program and...” z
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suggested and
enrolled me in the
program. Let’s do
it!”

Engagement
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“It says this SDOH
assessment will enable
my care team to help
me overcome barriers
to success! ”

"These app and
email notifications

keep me on track ' L'!kj
to stay healthy!” \&—{-’J—
N

“...and Highmark’s Care
Megrs. Help me step by
step through directly
through the app!”

“l got a reminder
in the mail to

check my progress E

with the program.”

Care Delivery

“My diabetes doc
knows what meds
are covered by
my plar/u.u"r,,,

I
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“Now | can connect
my local doctor
through the app!” I
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“...s0 my care
team can be
alerted to issues
as needed so |
stay health

A

“With all this ﬁ
support, | know |

can help enjoy Iife/
and truly manage
my diabetes!” @
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Where are we headed?

Know Me
Understand who | am and what my health
needs and preferences are at all times.

Guide Me
Give me personalized health
recommendations on what to do, where to go,
who to see, and who and what to listen to.

Support Me in Life-Changing Moments
When something big happens with my health,
help me get through it and figure out how to
get back to life after.

Don’t Fail Me in Everyday Moments
Make it easy and reliable for me to use my
health insurance for the basic transactions.
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enGen’s robust ecosystem
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Health Plan & Provider Operations Global Print IT & Data Center
end-to-end solution and service delivery and BPS advances innovation, Digital, print, and mail over 60 shared tech
digital products services accelerates delivery 24/7 services services




Introducing meHub

meHub uses real-time Al decisioning to
orchestrate personalized, timely, and
context-aware engagement—nudging each
person toward better health choices and acting
on their responses and requests.

meHub listens, learns, and acts by constantly
ingesting data signals—Ilike recent claims,
appointment history, social determinants, care
gaps, and digital behavior.

It builds a picture of each member’s current

health context and activation level and
determines the next-best action.
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meHub Orchestrated Engagement & Activation

Assess Find PCP Remmd Ed ucate Nudge Coach Nawgate Detect AdJust Malntam
(HRA, PAM)
TS Welcome Schedule Plan Repeat Monltor Nurture Coordmate Escalate Respond

Engage patients throughout their journeys
Activating them to help them achieve their best health
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Next Best Action Customer Journeys

Educate on
Diabetes

DX Diabetes

© dentify the Journey

9 |dentify Key Stages

Request
careplan
Medication
. filled?
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Series of actions
fill medications, diet &
exercise

9 |dentify Stage Criteria
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Medication
reminders

“No” triggers actions
to ensure adherence

4dhere nee

Fillsmedication

@ Identify Key Actions

Nudges with
education

Renew outreach -
multi channel
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Why It’s critical to
developgood
medication habits

@ Education Offers
@® Retention Offers
Service Nudges
@ Nurture Messages
Lapsed in

medication
adherence

potentially createsa Wh
enPenelope Is
health
ealthemergency In This Stage

@ +10%
@ 5%

We Lever Up
@ 0% These Actions
@ 20%

@ +10%

Escalate to nurse

]
%
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o
Ensure everything is .

done to get patient
back on track

Activate with good
medication habits



Next Best Action Customer Journeys

In the past, customer journey orchestration was controlled
by technical resources, from a Ul deep inside the Customer
Decision Hub.

Now organizations will be able to:

« Define & configure member journeys as part of the
process.

« Apply pre-defined journey templates (tiles) to accelerate
the build of messages.
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Empowering patients to navigate their health with confidence.

Digital Reminder Activation

User signs up online

Personalized Medication
Reminders

@ Ereeeine Reminder via
Agent

© email Reminder Setup

@ Mobile Reminder
Notification

@ web Reminder pashboard

+

+ Add Experience

Educational Engagement

User accesses educational
content

Educational Resources
Access

© Agent-Led Educational
Session

@ Email with Educational
Content.

@ Wobile Educational Access
@ web Educational Hub

+

+ Add Experience

Select the Customer Journey to review its details: Medication Management E... v

Tracking Progress

User tracks medication intake

Medication Tracking System
Setup

© e Assistance for
Tracking Setup

(©) Email Tracking System
Guide

(@) Vebile Tracking setup
Notification

@ Veb Tracking Dashboard
Access

+

+ Add Experience

ulate the Next Best Action

Personalized Coaching
User attends coaching session

Personalized Coaching
Sessions

© Agent-Led Coaching
session

© email coaching Invitation

@ Vobile Coaching session
Reminder

@ VVeb Coaching Session
Access

+

+ Add Experience

Z Edit <+ Add Custo

Adherence Success

User achieves adherenc

Celebrate Your Adhere
Achievements

© agent Recognition

@ Emall Congratula
Message

@ wobile success N

@ web success stor

+

+ Add Experience
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