Member Empowerment in Action

A long-term care member with severe disabilities wins big at the Arizona State Fair with the help of the

me* Program.

From the moment this UnitedHealthcare Community Plan Long Term Care member wakes up in her
hospital bed every morning, she needs a lot of help. At her assisted-living facility, staff members help the
71-year-old Phoenix resident with her oxygen supply, lift her from her bed to her chair, help her use the

toilet and shower, and push her wheelchair to the dining hall for meals.

But when it comes to crocheting, she is a whiz.

And she’s got the awards to prove it. Two first-place blue ribbons and an honorable mention from the
Arizona State Fair hang proudly in Lisa’s** room. And no one is more proud of her accomplishments than

her long-term care case manager.

“When | first met this member, | saw she had a little ball of yarn and a crochet
hook,” said the case manager. “I asked her about them and she said her
grandmother had taught her to crochet. She said, ‘It’s my hobby — it's what | love
to do.”” Her case manager talked to other UnitedHealthcare Community Plan
employees and they collected yarn to give to the member. At her next visit, the case
manager was excited to see that the member had made some dolls and a vest. “I'm
a crocheter myself, and | was really impressed with the quality of her work,” she
said. “I asked her if she had ever considered entering anything in the Arizona State
Fair, but she said, ‘Oh no, | would never win anything!’”

The case manager convinced the member it was worth a try, and the member
entered her work in the crocheting competition. As the case manager guessed, the
judges were impressed, awarding two first prizes and an honorable mention, which
the case manager had the pleasure of delivering. “It was fun to see the spark in
Lisa’s eyes, along with her excitement at not only winning, but knowing she could
still do something she loves after all the medical problems she’s had.”

The me* Program helps members set goals and reach them.

This UnitedHealthcare Community Plan Long Term Care member is just one of many
members benefiting from a unique initiative created by UnitedHealthcare
Community Plan: The me* Program. The m stands for member, and the e* stands
for a long list of important words, including empowerment, employment, education,
engagement, enjoyment, enlightenment and excitement.

The me* Program was created and implemented by UnitedHealthcare Community
Plan employees to try to address the sadness that long-term care patients often
suffer from. “Lots of times, members don’t think they can do anything because they
can’t do the things used to do,” said Francine Pechnik, vice president of long-term
care for UnitedHealthcare Community Plan. “We implemented a process where
every time a case manager meets with a member, they need to explore a personal
goal with them.”

**Member names are fictitious to protect the privacy of our members.
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The goals can be anything that helps a member feel empowered and inspired, said Pechnik. “For young
people without a high school degree, it could be helping them get their GED, or it could be helping
older people connect to no-cost classes at the library to learn how to use a computer,” she said. “For
someone shut in like this member, it’s about finding something that gives them joy and personal
satisfaction.”

In addition to improving the quality of our members’ lives, the me* Program also inspires
UnitedHealthcare Community Plan employees who serve them. “Our staff created this concept and
brought it into focus, and it’s rewarding for them to feel in their hearts what a difference this program
is making in the lives of our members,” said Pechnik.

The me* Program has been selected for inclusion in the Medicaid Health Plans of America 2014 — 2015
Best Practices Compendium in the category “Helping People Help Themselves.” The team hopes its
concept of member empowerment spreads to other states so that more long-term care patients can be
encouraged to set goals that help them focus on what they can do, rather than on what they can't.

“Any study you read says people are healthier if they’re happier and have a purpose,” said Pechnik. “The
me* Program has been a great thing for our members and our team, and we’re pretty stoked to share it
with others.”
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