STRONG ROOTS

HEALTHY

COMMUNITIES
2017 MESSAGE TO THE COMMUNITY

Table of Contents
The roots of South Carolina’s care .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 3
Sheltering South Carolina for 20 years  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 5
Sowing seeds of health and well-being  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 7
Nurturing growth and development .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 11
Covering members with complex care needs .  .  .  .  .  .  .  .  .  .  .  .  .  .  13
Bringing care home .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 17
Cost savings through complete care .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  18
Bringing care and quality home to South Carolina .  .  .  .  .  .  .  .  .  .  .  20
Listening to our members and providers  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 23
Cultivating better care  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 24
Standing strong with South Carolina’s providers .  .  .  .  .  .  .  .  .  .  .  .  26
Feeding our roots  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 29
Branching out to serve our community .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  .  . 31

Strong Roots. Healthy Communities. | 1

2 | Select Health of South Carolina

The roots of South Carolina’s care
Select Health of South Carolina has provided access to high-quality health care for South Carolinians
for more than 20 years through Select Health’s First Choice health plan. First Choice is the state’s oldest
health plan in South Carolina’s Medicaid program, Healthy Connections.

J. Michael Jernigan, Regional President,
AmeriHealth Caritas, and Founder,
Select Health of South Carolina

First Choice serves more than 355,0001 members in all
46 counties of the state and is the top-rated Medicaid health
plan in South Carolina, according to the National
Committee for Quality Assurance’s (NCQA’s) Medicaid
Health Insurance Plan Ratings 2016 – 2017. The plan has
held this distinguished position since 2010. First Choice is
the first health plan in South Carolina to earn NCQA’s
Multicultural Health Care Distinction, which recognizes
our commitment to delivering culturally competent health
care, and Select Health is the only managed Medicaid plan
in the state with a five-star rating for overall customer
satisfaction per the Consumer Assessment of Healthcare
Providers and Systems (CAHPS®).
Select Health also offers First Choice VIP Care Plus in
39 counties of South Carolina. As a Healthy Connections
Prime plan, First Choice VIP Care Plus aims to improve care
coordination for seniors who are eligible for and use both
Medicare and Medicaid benefits.

At Select Health, we care about the whole community, and
that includes our associates. Our corporate culture allows
associates to learn, grow, and engage in meaningful work
that helps the communities in which they live. These are
just a few reasons why Select Health ranks as one of the
Best Places to Work in South Carolina for the ninth year
in a row, according to Best Companies Group, SC Biz News,
and the South Carolina Chamber of Commerce.
Select Health is part of the AmeriHealth Caritas Family of
Companies, one of the nation’s leaders in health care
solutions for those most in need. Operating in 17 states and
the District of Columbia, AmeriHealth Caritas serves more
than 5.7 million Medicaid, Medicare, and Children’s Health
Insurance Program (CHIP) members through its integrated
managed care products, pharmaceutical benefit
management and specialty pharmacy services, behavioral
health services, and other administrative services. n

As of April 14, 2017.
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Sheltering South Carolina for 20 years
Much like a great southern oak with deep roots, a solid core, and outstretched limbs, Select Health
continues to grow strong, firmly planted in South Carolina. Our First Choice plan defines an expert model
of care grounded in stability and strength, a reflection of our standing as the state’s oldest and top-rated
Medicaid health plan.

Providing access to high-quality health care for more than
355,000 South Carolinians requires commitment, devotion,
and teamwork focused on positive health outcomes —
teamwork that includes our 500-plus associates and the
more than 10,000 partners in our provider network. We
provide access to the highest-quality care to more South
Carolina members — a majority of whom are under 18
— than any other Medicaid plan.
Select Health’s focus on nurturing healthy communities
runs deep and can be found in every branch of our business.
First Choice has remained the top-rated Medicaid health
plan in South Carolina since 2010, according to NCQA.
Select Health’s 2016 results in the Healthcare Effectiveness
Data and Information Set (HEDIS®) and CAHPS surveys
continue to speak to our commitment to care. First Choice
is the only plan in the state with a five-star rating for overall
consumer satisfaction from CAHPS, and we maintain the
highest levels of enrollment, transfer, and retention in
South Carolina. We are proud to be the market share leader
in the state and the preferred plan for South Carolinians.

As the state’s most mature and far-reaching health plan,
we have a sense of responsibility to nurture the next
generation. We continue to look toward the future,
investing in the latest technologies and encouraging
members and associates alike to better themselves through
education and healthy living. Our community events —
such as the First Choice Fit® football camps with Marcus
Lattimore, asthma education camps, back-to-school
programs, baby showers, and health empowerment tours
— promote health and provide opportunities to learn about
fitness, diet, and more. The future’s good health begins
today, and we are planting the seeds.
At Select Health, we’re true to our mission — to help
members get care, stay well, and build healthy communities
— and we always will be. I could not be more proud of what
we do each and every day. As our branches spread across the
state, we embrace the opportunity to continue providing
South Carolina with the best care. n

Rebecca Engelman
Market President, Select Health

Rebecca Engelman, Market President,
Select Health of South Carolina
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Sowing seeds of health and well-being
All living things require certain conditions to grow and thrive. A tiny acorn needs sufficient rain and
sunlight to become a strong oak tree. An expectant woman needs regular prenatal care for the tiny
embryo inside her body to develop into a healthy, full-term baby.

Expectant women and young children comprise a vast
majority of First Choice’s membership. More than
1,000 births are covered by our plan each month, and
in 2015 First Choice covered nearly 41 percent of all babies
born on South Carolina’s Healthy Connections Medicaid
program — that’s 20 percent of all births in South Carolina.
With so many of our members being moms and babies,
we’ve made their care and education an important focus.

Bright Start® program

To help pregnant members and their babies, Select Health
has worked in close partnership with March of Dimes®
South Carolina to provide education and support tailored
to their needs. We have made it our goal to serve as leaders
in a statewide coalition to address infant prematurity and
mortality, as well as associated health disparities in our
state — a high priority identified by the South Carolina
Governor’s Office.

Care management

Once a provider notifies Select Health that a First Choice
member is pregnant, the outreach efforts begin, and the
member is contacted by our Bright Start staff. We use all of
our possible identifiers, such as emergency room visits and
pharmacy records, to determine individual risk and the best
way to serve and support that particular member.

Approximately 1 percent of pregnant First Choice members
are identified as being at high risk due to factors such as
previously having had a multiple birth or a premature birth,
or having a chronic condition, such as HIV. These members
are followed by a Care Manager to promote continuity in
their prenatal care to help ensure healthy pregnancy
and delivery.

The research, educational programs, and support that
have come from our work have proven effective in reducing
preterm birth risk and smoking during pregnancy while
also addressing racial and geographical disparities.
Select Health offers a variety of leading programs to help
expectant and new mothers create healthier lives for
themselves and their families.
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Sowing seeds of health and well-being

Care Connectors
In addition to helping members get access to the care they
need, our Care Connectors educate members on the
importance of postpartum visits and assist with scheduling
visits within 21 – 56 days of giving birth. They also help
enroll members’ new infants into First Choice. Care
Connectors distribute postpartum education packets, which
include the Edinburgh depression screening, a flyer on birth
control methods, a onesie for the infant, and sleep safety
information.
CenteringPregnancy®
Our involvement in the South Carolina Birth Outcomes
Initiative, along with help from participating providers in
our network, provides access for First Choice members to
CenteringPregnancy. This unique model of care has proven
to result in more full-term births and higher rates of
breast-feeding. A small group of women who are around
the same gestational age meet with a health care team.
Women take an active role in their care, such as learning
how to check their blood pressure and track weight and
other body changes. It’s a way for the women to bond, learn
from each other, and feel more in control throughout their
pregnancies. There are 21 CenteringPregnancy locations
across South Carolina. n
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Select Health associate values
At Select Health, we are dedicated to the community, its members, and its values. Our associates share that dedication and strive every day to help members in
South Carolina get better access to care. Each year, we ask Select Health associates to nominate employees who embody our values — advocacy, competence,
dignity, diversity, stewardship, care of the poor, compassion, and hospitality — and who make First Choice the preferred plan in South Carolina.

ADVOCACY

COMPETENCE

DIGNITY

Andie Snipes (pictured right), Care Management
Nominated by Susan Gay

Linda Waters (pictured left), Utilization Management
Nominated by Kelly Martin

Lolita Furby (pictured right), Community Outreach
Nominated by Dianne Smalls

Andie is passionate about finding solutions for pregnant
members. Recently, she worked to find options for a
member with chronic pain due to a back injury, only to
learn the clinics would not provide pain management while
she was pregnant. But Andie did not give up! She brought
this issue and lack of service options to supervisors’,
managers’, and the Medical Director’s attention to help
find a solution.

Not only does Linda exude competence and skills within her
department, she is a delight to approach and a wonderful
teacher! She takes the time to explain processes and the roles
her coworkers play within Utilization Management. She
helps fellow associates learn and understand, while always
remaining calm. She has utmost faith in her teammates and
is very willing to share her expertise.

Lolita is an eloquent leader with dignity in every action.
She is never swayed by anyone or their actions and never
lets you see her sweat. When I was dealing with a personal
issue, she was there with a kind word and prayer. She was
such a safety net. Her dignity stood out when only she and
my supervisor knew my struggles.
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“I graduated with a degree in public health,
and I know that childhood obesity is a big
issue. More than 50 percent of diseases and
sicknesses can be prevented with a healthy
diet and regular exercise. We’re delivering
this message throughout South Carolina.
Kids and families are listening.”
— Marcus Lattimore (pictured, second from left)

Nurturing growth and development
Linking fun and fitness is a powerful way of
instilling the importance of a healthy lifestyle
in young minds.

Since 2013, Select Health has been hosting First Choice Fit
football camps in partnership with former University of
South Carolina star running back and San Francisco 49er
Marcus Lattimore. It’s a great opportunity for our First
Choice members ages 5 – 17 to learn more about eating
right, staying physically active, and getting a yearly well
visit. They also receive free health screenings.
During 2016, football camps were held in Charleston,
Myrtle Beach, Greenville, and Columbia. The main focus
of First Choice Fit is on physical health, but life lessons are
also woven into the messaging. Marcus and others
facilitating the event use it as a platform to explain how
drawing on inner strength, staying committed to goals,
supporting one another, and giving back to the community
shape overall well-being.
Marcus credits the football camps’ success to his and
Select Health’s shared mission: making South Carolina
a healthier state. n
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Covering members with complex care needs
Care management is crucial to the support and betterment of our members. This is especially true for
members with chronic conditions and multiple health concerns. Select Health assesses the physical and
mental health status of members, identifies barriers to care, sets goals, coordinates care, and empowers
our members to take control of their conditions and self-manage, when appropriate.

But when a member requires additional care, our
Community Care Management team is there to help.
That’s how they met Sharon.
Sharon* had five emergency room visits and seven
inpatient admissions for various health issues in 2016.
When Select Health’s Care Managers met with her in
December to discuss her care options, they learned the full
extent of this member’s condition. Sharon suffered from
severe fluid retention, particularly in her legs, gaining up
to 9 pounds of fluid each week. This weight gain led to
breathing and mobility issues, resulting in Sharon becoming
oxygen-dependent, rarely leaving her home, and becoming
depressed. She also suffered from diabetes and congestive
heart failure. Worst of all for Sharon, her health was keeping
her from doing the one thing that mattered most to
her — attending her local church, where she worked as
a greeter.

“Given the frequency of her hospitalizations and the
physical state that she was in, I was amazed at how she had
managed for as long as she did,” Shanice Graham, M.S.W.,
a Care Manager working with Sharon, said. “Her legs were
swollen beyond walking and she was in poor condition.
It was evident that she needed our help.”
Sharon’s life was at risk. The Care Management team knew
they had to intervene to help the member. They connected
Sharon to new providers and had her hospitalized for her
deteriorating cardiac status. Sharon spent two weeks as an
inpatient, where doctors successfully relieved her rapid
fluid gain, resulting in her losing 65 pounds of fluid while
hospitalized. She also received a pacemaker for her
irregular heartbeat and worked with hospital staff to
address her depression.

*Name has been changed.

Strong Roots. Healthy Communities. | 13

Covering members with complex care needs

When Sharon returned home on December 29, she was
a completely different person. Her legs no longer swollen,
Sharon could move about her house and began physical
and occupational therapy. She also started working with
her new providers, who identified that Sharon had difficulty
reading and understanding her medication directions.
With their help, she successfully maintained compliance
with all appointments and medications.
By February, Sharon was no longer oxygen-dependent,
was able to maneuver without a walker, started driving
again, and was learning to coordinate her appointments,
manage her medication, and increase her health literacy.
Most importantly, she returned to her church, continuing
her work as a greeter and giving out the hugs and
encouragement that her church family had missed
for months.
Health care is as much about caring as it is about healing.
When associates genuinely care and take the time to show
our members individualized support, they can change lives.
“She was one step away from hospice, but the team listened
to the member and put her first and followed her lead,”
said Alice LeBlanc, R.N., B.S.N., Program Manager for the
Community Care Management team. “I cherish the care
that the Community Care Management team gives to the
members every day.” n
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Select Health associate values

DIVERSITY
Select Health of South Carolina Quality department:
Faleshia Jones, Director
Lisa Boling, Manager
Ashley Barton, Quality Performance Specialist
Belinda Butler, Senior Community Health Navigator
Doreen Cornelisse, R.N., Senior Quality Performance
Specialist, Clinical
Elice Graham, Quality Team Lead
Ilesa Heyward, R.N., Quality Performance Specialist, Clinical
Sherray Jackson, Quality Performance Specialist
Carri Khemiri, Administrative Assistant II
Mmayen Nnah, Data Analyst
Amy Philipson, R.N., Quality Performance Specialist, Clinical
Heather Simmons, Quality Performance Specialist
Kimberley Wilson, Senior Community Health Navigator

Nominated by Tricia Crimminger

STEWARDSHIP
Since the founding of its Culturally and Linguistically
Appropriate Services (CLAS) program in 2005, Select Health
has demonstrated a strong commitment to diversity,
cultural competence, and recognizing each member as
a unique individual. Our Quality department has been a
champion and role model for CLAS.
Our personalized approach to care relies on information our
Quality department helps collect and analyze, including
HEDIS, CAHPS, and member Race, Ethnicity, and Language
(REL) data. This data is the foundation for strategic efforts to
better serve our members’ health care needs and address our
state’s most pressing health disparities. These efforts
enhance the experience for our members and improve their
health and overall quality of life, one member at a time.

Mark Metropole (pictured), Medicare Utilization Management
Nominated by Linda Zemlo

Mark is a dedicated worker. He is always pleasant and goes
the extra mile to make sure Care Coordinators are aware
when members are admitted to the hospital, discharged, or
transferred to home health. He goes out of his way to serve
our members and work with hospitals, skilled nursing
facilities, and long-term assisted care facilities on discharge
care plans. Mark has great knowledge gained from years of
working in nursing, and he applies it daily. We really
appreciate him.
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Bringing care home
House calls represent the ideal in personalized care, but many people think of them as a relic from a
bygone era. Not so in South Carolina. Today, our Community Care Connectors (CCCs) are making house
calls a reality for First Choice members.

Our CCCs are Select Health’s connection to the community,
bringing care to where our members are — at home, in the
hospital, at their providers’ offices, or wherever members
need them to be. Working with a Medical Director, a
registered nurse, and a social worker, CCCs are able to
help members in need who may not be reachable by
other means.
CCCs reach out to members who often use the emergency
room or are frequently hospitalized. They visit these
members where they live and talk to them about their
health. This integrated health care management approach
can reveal obstacles a member is facing in receiving care and
present an opportunity to provide education. CCCs can
even uncover factors in members’ homes that contribute to
their health conditions. “Working with patients in the
hospital, I thought ‘Why do they keep coming back?’”
Chenequa Simmons, CCC, said. “Going into their homes
was the missing piece.”

Community is an important part of a CCC’s work. Select
Health embeds these associates with providers across the
state to help members and strengthen those community
connections. At the Medical University of South Carolina
(MUSC), CCCs work with new moms and expecting women
— 1,069 members in 2016 — as part of our Bright Start
program. CCCs are on hand at the hospital to help members
schedule visits, educate them about their benefits, and give
a human face to their health care. “To the members, we
become more than just a voice over the phone,” Kelcia
Thornton, CCC at MUSC, said.
Select Health’s promise is to provide care to the whole
person. By working with members where they live, CCCs
are able to truly focus on the person, not just the condition.
“Our face-to-face integrated model of care is different in
that the member’s physical and behavioral health are cared
for as part of a whole, not as separate issues,” said Debra
Boris, R.N., a Community Care Manager at the Charleston
Dorchester Mental Health Center. “I feel I am making a real
difference for members and helping those most in need.” n
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Cost savings through
complete care
Select Health puts people first.
By taking a whole-person approach
to health, we not only improve our
members’ well-being, we are able to
avoid unnecessary costs.

$143.8

$115.1

Through education, outreach, and
preventive and comprehensive care,
we are able to do more with less.
Select Health saved South Carolina
more than $143 million in 2016 —
a 30 percent savings increase over
2015 — and more than $624 million
since 2010.

$100.4
$94.3

$67.6
$56.6
$46.3

$37.1

$8.0

$10.7

2007
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Wakely Consulting was contracted by Select Health of
South Carolina to conduct this cost avoidance study
for state fiscal years (SFYs) 2010 through 2016.
Cost avoidance figures are developed based on a
comparison of adjusted historical per capita health
care claims and administrative costs for Medicaid
fee-for-service program members against the actual
capitation or per capita fees paid to Select Health.
The difference between the per capita claims costs
and the capitation amount paid to Select Health is the
estimated cost avoidance achieved by Select Health’s
participation in the managed Medicaid program.
(South Carolina Department of Health and Human Services does not
check or confirm third-party statistics or data. To view the Department’s
annual Cost and Quality Effectiveness Report for Medicaid plans,
visit www.scdhhs.gov/reports-statistics.)

2016

Select Health associate values

CARE OF THE POOR

COMPASSION

HOSPITALITY

Alice LeBlanc (pictured center), Care Management
Nominated by Nedra Anchundia and Katie LeBlanc

Connie Willders (pictured right), Care Management
Nominated by Marina Scott

Lani Javier-Penaflor (pictured), Care Management
Nominated by Linda Zemlo

Alice dedicates long days and weekends to improving
processes for the Community Care Management team.
Members touched by her team have flourished. Alice greets
each workday with a positive attitude. You’d never guess
she’s “working” because she is always happy and full of
energy. She gives that energy to our team every day.

Connie demonstrates how we should treat others with
mutual dignity and respect. She treats associates with
compassion and is always supportive and willing to listen.
She leads by example. A lot of people may “talk the talk,” but
Connie Willders “walks the walk.” She makes everyone feel
they belong and are welcome here at Select Health!

Lani wears many hats in our office. She is always willing to
help and does it with a smile. There are 23 of us who rely on
her to be organized and timely, and we can trust her to get
the job done. Lani knows her job and the First Choice VIP
Care Plus plan well.

In her free time, Alice volunteers at food drives, filling boxes
and serving lunches to the underserved and homeless. She is
often on the field each weekend with the Miracle League of
Summerville, pitching games, organizing materials, or
cheering on the team.
Strong Roots. Healthy Communities. | 19

Bringing care and quality
home to South Carolina

HEDIS 2016 Medicaid Quality Compass mean

(South Carolina Department of Health and Human Services does not check or confirm
third-party statistics or data. To view the Department’s annual Cost and Quality
Effectiveness Report for Medicaid plans, visit www.scdhhs.gov/reports-statistics.)
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82%

69%

64%

63% 63%
56%

66%

55%

53%

44%

Newborn well visits

%

81%

88%

Asthma medication ratio

Select Health HEDIS 2015

90%

Diabetes retinal eye exams

Select Health HEDIS 2016

92%

Diabetes hemoglobin A1C testing

HEDIS, an annual nationwide quality
assessment, shows that focusing on
the member increases the quality of
care. In 2016, Select Health improved
its services and exceeded the HEDIS
average in several areas.

90%

Diabetes monitoring for nephropathy

At Select Health, providing our
members with the highest-quality
care drives everything we do.
By focusing on what our members
need, we can continually improve
our services to better assist
South Carolina.

Chronic conditions

54%

63%
66%
65%

50%
66%

53%

51%

18%

HPV
vaccines
(female)

69% 68%

Adolescent immunizations

78%

Chlamydia screenings

Checkups and well visits with
primary care provider

Adult body mass index (BMI)

61% 62%

Cervical cancer screenings

53%

Breast cancer screenings

45%

Adolescent well visits

68%

3 – 6 years old well visits

Prevention and screening

82%
70% 71%

56%

54%

23%
18%
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Listening to our members and providers
Select Health is focused on giving its members the high-quality health care they deserve. One way we
do this is through the CAHPS survey, which allows members to discuss their plan and providers, giving
members a voice in their care. At Select Health, we are dedicated to hearing our members’ voices.
One of them belongs to Ben.*

Ben had been admitted to a hospital for heart surgery when
Deidre, a Select Health Care Connector, called him. Deidre
was prepared to help him get the care he needed and talk to
him about his condition, but Ben wanted to talk about
something else — his doctor.
When he was admitted to the hospital, Ben was put in touch
with Jeffrey Travis, M.D., a cardiovascular surgeon at
Lexington Cardiovascular Surgery. When he walked into
Ben’s room, Dr. Travis sat at his bedside and asked how he
was doing. Ben had never known a doctor to do that before,
but it was exactly what he needed. Dr. Travis spent as much
one-on-one time with Ben as he could, genuinely listening
and treating Ben as his only patient. When Ben was scared,
the doctor would hold his hands and pray with him.
“Patients are scared and fearful,” Dr. Travis said. “The
more I communicate and provide information either preor post-operation, the less anxious patients and their
families are.”
Ben was able to open up to Dr. Travis about his health —
including a back injury that kept him out of work and led to
an addiction to painkillers — and Dr. Travis in turn worked

with First Choice. Together, we were able to paint a more
complete picture of Ben’s health and create a plan, giving
Ben the care he needed and the experience he deserved.
This kind of collaboration between the plan and our
providers is the key to Select Health’s work, and our CAHPS
scores reflect this commitment. Select Health is the only
managed Medicaid plan in the state with a five-star rating
for overall customer satisfaction from NCQA, and many of
our CAHPS scores are within the 90th percentile.
Deidre continued calling Ben throughout his hospital stay
and after his release, working with him through his recovery
and making sure he had access to the care he needed.
“I don’t know anybody else who would’ve stuck with me,
especially on a telephone, like you have,” he told her.
Deidre still calls Ben to check on his progress — he says she
is his “other mother.” Ben has recovered from his surgery,
has remained free from drugs, and has started a new job. “If
he hadn’t had First Choice, I’m not sure he would have had
the resources [he needed] in place,” Deidre said. “First
Choice has made a huge difference in his life.” n

*Name has been changed.
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Cultivating better care

Select Health CAHPS 2016
Select Health CAHPS 2015
%

Child CAHPS 2016 Quality Compass 75th percentile

(South Carolina Department of Health and Human Services does not check or confirm
third-party statistics or data. To view the Department’s annual Cost and Quality
Effectiveness Report for Medicaid plans, visit www.scdhhs.gov/reports-statistics.)
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92%

94% 94%

Getting care quickly

At Select Health of South Carolina, our
members’ feedback is as important to us as
their health. Each year, we use the standardized
national CAHPS survey to measure member
satisfaction with health plan services and
services from our provider network. The 2016
Consumer Assessment of Healthcare Providers
and Systems (CAHPS) survey, which collects
and reviews patient opinions on health care
experiences for the Agency for Healthcare
Research and Quality, shows that Select Health
of South Carolina once again exceeded the
CAHPS Quality Compass 75th percentile in
many of the composite measures as well as the
overall rating measures.

87%

90%
90%

87%
91% 90%
87%

90% 89%
87%

Rating of health plan

91% 90%

Rating of specialist

88%
89%

Rating of personal doctor

91%

Rating of health care

88%

Customer service

95% 94%

Getting needed care

95%

How well doctors communicate

81%

Shared decision-making

Composite measures
Overall rating measures

91% 91%

80%
76%
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Standing strong with South Carolina’s providers
Select Health has a long history of supporting its providers.
And our providers support us — year after year. Not only
does Select Health maintain an extensive network of more
than 10,000 providers across the state, but those providers
continue to partner with us, combining their experience with
our own. That's why providers rate us higher than other
Medicaid health plans each year in an independent provider
satisfaction survey.
As partners in improving health and wellness for our
members and communities, our providers' opinions are
important to us. Their satisfaction speaks volumes: In 2016,
more than 91 percent of Select Health providers stated they
would recommend us to their patients and fellow providers.

Select Health
All other Medicaid plans

(South Carolina Department of Health and Human Services does not check or confirm
third-party statistics or data. To view the Department’s annual Cost and Quality
Effectiveness Report for Medicaid plans, visit www.scdhhs.gov/reports-statistics.)

26 | Select Health of South Carolina

84%

74%
86%

73%

66%
56%
77%

Overall satisfaction and loyalty

88% 88%

Network operations and network management

84%

Provider claims services staff

Claims reimbursement process

76%

Utilization and quality management

Care management

Pharmacy services

90%
89%

75%
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Feeding our roots
It’s easy for Select Health associates to love where they work when each day they get to help people
in South Carolina get the care they need to live healthier lives. In addition to feeling great about helping
others, associates can take control of their own health with Select Health’s comprehensive associate
wellness programs and robust associate benefits.

We provide our associates with complimentary flu shots,
mobile mammograms, skin cancer examinations, and
other important preventive health screenings; monthly
lunch-and-learns on assorted health-focused and
time-management topics; and various programs to help
them quit smoking, lose weight, and eat healthier. We also
have a tuition reimbursement benefit to encourage our
associates to learn and grow within their professions.
Select Health is proud that programs such as these have
helped us to be named one of the Best Places to Work
in South Carolina for the ninth consecutive year by
Best Companies Group, SC Biz News, and the South
Carolina Chamber of Commerce.

Susan knew she wanted to become more active and live a
healthier lifestyle, so she started making small changes and
steadily increased her daily activity. After winning a Fitbit®
activity tracker during the office’s Holiday Weight
Maintenance Challenge, she began using the tool to
monitor her daily exercise and calorie intake. Then when
Select Heath announced its Biggest Loser weight loss
challenge, Susan was eager to sign up. She made small
changes in her daily routine, like taking the stairs instead of
the elevator and enjoying brisk walks on her lunch breaks.
With a steadfast determination and encouragement from
her fellow associates, Susan won the Biggest Loser
competition and lost 6.8 pounds in 10 weeks.

As a health care company, we believe it’s important for our
associates to lead by example to help our members live
healthier, more fulfilling lives. After all, how well can we
influence positive lifestyle habits for our members if we're
not embracing healthy habits ourselves?

“The program coordinators are encouraging and inspiring,”
Susan said. “They make embarrassing issues like weight
seem OK to talk about. They strive for improvement, no
matter how small or large the goal may be.”

Take Susan, for example, one of our dedicated Care
Managers. Each day, Susan provides health education and
helps coordinate medical care and social services for our
members. With the help of our associate wellness programs,
Susan decided to take the advice she provides to members
every day and apply it to her own life.

Susan feels good about the changes she made in her life and
feels they put her in a better position to encourage members
to make similar changes. n
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Branching out to serve our community
Hurricanes frequently test their very structures, yet oak trees remain a common sight throughout
southern coastal regions. The trees’ mighty roots and branches have adapted by learning how to give
and sway in raging storms, enduring until the danger passes.

At Select Health, we, too, know how to adapt and endure
when severe weather conditions threaten to disrupt care
for our members — especially the most vulnerable and
chronically ill. As Hurricane Matthew was bringing
torrential rains, massive flooding, and power outages to
South Carolina in October 2016, First Choice Rapid
Response and Outreach Team member Dotty Andrews was
busy calling members who require daily prescription
medications and those recently discharged from the
hospital. When she eventually lost power to her home, the
17-year Select Health veteran cranked up her portable
generator to run her computer so she could keep calling and
checking on members.

Alta and her team, which included two bilingual
representatives and an enrollment specialist, answered
emergency calls for up to nine hours each day throughout
the storm, then turned the phones over to Contact Center
Supervisor Josue Valentin in South Carolina, who covered
the phones until 9 p.m. Philadelphia associates also pitched
in when needed.

Select Health Contact Center associates even traveled to
AmeriHealth Caritas’ corporate offices in Philadelphia to
support First Choice members during the storm. Contact
Center Supervisor Alta Gonzalez, along with Customer
Service Representatives Damian Figueroa, Rhonda
Montgomery, Kenyetta Williams, Amy Vazquez Rodriguez,
and Ashley Heyward, arrived at Philadelphia International
Airport around 1 p.m. on Thursday. Barely an hour later,
they were on the phones and taking calls in AmeriHealth
Caritas’ offices.

Of course, helping communities is an ongoing initiative.
Select Health is committed to keeping South Carolina
strong, which is why we became a corporate supporter of
the One SC Fund. The fund helps South Carolinians recover
from natural disasters through relief and recovery
assistance. The One SC Fund has distributed more than
$2 million in grants to nonprofits to support flood recovery
projects. Through these efforts, more than 1,500 families
have returned home. Originally created to help victims of
the 2015 flood, the One SC Fund has since expanded to
provide assistance to families affected by Hurricane
Matthew and other disasters.

“We are all one family at AmeriHealth Caritas,” Alta said.
“There’s such a strong sense of camaraderie throughout our
organization. It doesn’t matter which state you work in or
what line of business you support — we are all one company
and we pull together to support each other.”
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Select Health’s community support continued in 2016,
when the organization participated in AmeriHealth Caritas’
first-ever enterprise-wide associate fundraising campaign to
support United Way. The company raised more than
$650,000 — exceeding our goal by $150,000. A portion of
those funds will go toward improving education, income,
health, and basic needs for people in South Carolina.
Community investment is part of our foundation, and can
be found at all levels of Select Health. Rebecca Engelman,
Market President of Select Health, was one of three
co-chairs who provided leadership for the Many
Communities, One Heart campaign, in which we partnered
with United Way to bring change to the neighborhoods
where our South Carolina associates live. “I very much
appreciate the ability to make contributions that invest in
our local communities,” Rebecca said. “We are able to
further target those contributions to investments that mean
the most to me, such as health and education.” n
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Notice of Non-Discrimination
First Choice by Select Health of South
Carolina complies with applicable federal
civil rights laws and does not discriminate
on the basis of race, color, national origin,
age, disability, or sex. First Choice does not
exclude people or treat them differently
because of race, color, national origin, age,
disability, or sex.
Language Services
If your primary language is not English,
language assistance services are available to
you, free of charge. Call: 1-888-276-2020
(TTY: 1-888-765-9586).
Si habla español, tiene a su disposición
servicios gratuitos de asistencia lingüística.
Llame al 1-888-276-2020
(TTY: 1-888-765-9586).

Members throughout this report agreed to let us use their quotes
based on their actual experiences with Select Health of South
Carolina. Some member names were changed to secure the
members’ identities.
All images are used copyright © Select Health of South Carolina or
under license for illustrative purposes only. Any individual depicted
is a model unless otherwise identified.
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