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Value of Conducting a Dependent Verification

Cost Avoidance—
Compliance

Cost avoidance and high ROI

Preserve future benefits
offerings by containing costs
now

Fiduciary duty—Only pay
benefits to eligible participants
and their beneficiaries

Minimize claim risk

Protect those employees that
are following the eligibility rules

Employee
Education

Clear communication of the
eligibility guidelines to each
employee based on his or her
personal situation

Provide a simple process for
the employees to follow; allows
full compliance

High overall response rates
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Aon Hewitt
Experience

Over 700 successful Dependent
Verifications completed

Over 7 million dependents
verified

Unbiased and consistent
determinations
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National Data to Back it Up

70%

of client health care
spend is on dependents
vs. total costs

Industry Data

& ] $4,100
; average annual

dependent cost

6.8%

average ineligible
rate for initial audits

Industry 5%—7%

16.9%

average ineligible rate
for ongoing verification

Industry 10%—14%
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Aon’s re-verification

audits have produced
50%

of initial audit results

Aon maintains an

' I average 98%

audit response rate*
*Industry Leading
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Assistance Provided to San Francisco Health Service System Team

== Introductory Webinar(s)

Demonstrate the importance and value of the verification
Overview of the process and details of the audit

Outline the goals and expectations of the audit

HR/Manager and Key Stakeholders Briefing Kit

Announcement of dependent verification audit templates
Customized Frequently asked questions

Outlines procedures and best practices

Communication Strategies

Common questions and talking points

Client Portal Access

City and County of San Francisco can authorize and provide employer and union access to
the client portal

City and County of San Francisco can provide role based access
Portal provides ability to view data and generate reports
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Plan-Smart Timeline

Implementation
& Planning

* Define timeline, data and
verification requirements,
communications plan.

» Develop organizational
consensus; define cultural
message.

» Configure Plan-Smart
system based on project
specifications—Iload data,
prepare letters/notices,
reporting access.

« Establish file/report
exchange.

| Alert/Amnesty

D1ay Alert Letter mails

 Audit participants are
notified of upcoming audit.

» Participants are notified of
amnesty period, allowing
them to self-declare an
ineligible dependent from
coverage without
consequence before the
audit begins.

| Verification

Verification Request
Letter mails

Reminder Letter mails
bEWA Verification Period
Il deadline

« Participants receive letter
announcing the beginning
of the audit and deadline.
Reminder and event driven
letters are mailed (if
applicable).

* Participants submit
verification documentation
to Aon Hewitt by mail,
online document upload, or
secure fax.

Grace Period /
Extension

Termination Letter mails —

Grace Period begins

Day
90

* Incomplete/non-
respondent participants are
notified of missed deadline
and final opportunity to
respond during 30 day
grace period.

Extension Period
deadline

 Additional 10 days of
document processing after
extension period deadline.

 True end date after
document processing is
over.

Customer Care Support: Call Center and Participant Web Portal

Reporting: Weekly Scheduled Reports and 24/7 Real Time, On Demand Reports

Data Feeds: Data Exchange Occurs Throughout Verification Project

Client Management: Full Client Management Support from Implementation Throughout Verification Project




Multi-Channel Participant Experience Spectrum

[ )
Website
Print
Materials

® Emails to Non-
Responders

Customer @
Care

® Mobile Access via
Smart Phone Internet
Connection
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Participant Resources and Customer Care Support

Participant Web Portal

= Provides 24/7 real time access

Customer Care
Representatives
= Secure log on process and custom credentials are available

= Secure mailbox Monday-Friday
5a.m. to 8 p.m.
= D t upload ’
ocument tpload Pacific Time
= Dependent eligibility status check

= Vital records resource database

Call Center Support
= Customer Care Representatives
— Dedicated to dependent verification

— Average 3+ years of dependent verification call
center experience

— 5+ years of customer care experience
» LLS Language Line assistance
= 100% of calls are recorded
= Robust call monitoring process and feedback
= TTY Assistance for Hearing Impaired
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Employee Portal

24/7 Access to Real-Time Status

» Check dependent eligibility status in
real-time

= View letters that have been mailed and request
letters to be resent

= Upload documents for review
= Check status of documents submitted

» Review City and County of San Francisco’s
eligibility rules and required eligibility
documentation

» Contact information for all county and
state offices that can be used to obtain
a certified copy of a vital record that
may needed for eligibility verification—domestic
and international

» Send secure mailbox messages to customer
care
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Secure Login Process and System
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Employee Portal: Home Page

AON
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Client Administrator Web Portal
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Post Verification Support—Claims & Appeals Management (CAM)

» Claims and Appeals Management (CAM)
support provided for 90 days following the
verification window end date of each dependent

— CAM Team will provide complete
management of Level 1 Claims

— CAM Team will provide research and
informational package to City and County of
San Francisco to make Level 2 Appeals
determinations

» Reduces time spent by HR staff
on claims and appeals

» Tracks and reports issues and trends
= Dedicated CAM Team
— CAM Specialists

— Fully integrated with our Dependent
Verification Services team—seamless
access to all data captured in the dependent
verification

— Provides third party, unbiased, and
consistent determinations
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End-To-End

Dependent
Eligibility
Verification
Solution

AON

Empower Results®



Appendix: dependent types and verification sets

Dependent Type Document Sets to Prove Eligibility

» Government-issued marriage certificate and Federal tax return within last 2 years
Legal Spouse » Government-issued marriage certificate and proof of joint ownership issued within last 6 months
» Government-issued marriage certificate only (if married in the last 12 months)

+ Affidavit of Domestic Partnership and proof of joint ownership
Domestic Partner + Certificate of Domestic Partner Registration and proof of joint ownership issued within last 6 months
+ Affidavit of Domestic Partnership only

Aon Hewitt | Health Point Solutions | Eligibility Management Services \ Dependent Verification

Proprietary & Confidential | September 2017 12 Empower Results®



Appendix—Plan-Smart Verification Communications

Alert/Amnesty Letter

= To all employees with at least one enrolled dependent (audit participants)
= Announces the upcoming verification project and provides information to help employees prepare

Verification Request Letter

= Sent at the start of the verification to all audit participants

= Announces the beginning of the verification, provides directions to comply, and deadline

= Includes business reply envelope, login for employee Web portal, and customer service line

Reminder Letter

Da
y = To all audit participants who have not responded by the half-way point between the beginning of the
60 audit and the communicated audit deadline

Extension Letter
Day = Mailed just after the communicated audit deadline to audit participants who did not respond to the audit or
90 provide sufficient documentation by deadline

= Informs participants of the previously unannounced extension/grace period, providing a new audit deadline

Final Results & Claims and Appeals Letter
= Mailed after the extension deadline to audit participants who have not completed the audit by the extension
period deadline

Provides information should participant disagree with the audit results and want to file an appeal

\
Incomplete !
Documentation ’|
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