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American Community Enters Georgia, North

Carolina & South Carolina Markets

With Community Flex" Available Soon

e are pleased to announce thet American Cormmunity will he
entering the Georgia, Moth Carolina and South Cardling markets
with its Community Flex™ PPO health praduct for indwiduak and
families. Guoting for South Carolina will be available June 2, 2009
far July 1, 2009 effective dates. Guoting availability far Georgia
and Marth Caroling will be announced in future communications,

Cammunity

zeorgia, Morth Carolina and South Caroling residents are
ready for a new choice in healthcare coverage and wil
welcome a PPO health product designed to help individuals
and farnilies hold down their medical expenses.

Community Flex gives your clients the freedom ta build
a health plan that’s just right for thern. Its back-to-basics
approach offers avariety of deductibles, benefit percentages and benefit options to save on
prerniurn and provide bath value and chaice. Unigue to Cormmunity Flex is the aption to uporade
to the Gald Benefits package for richer benefits for covered senices. With several key benefits
included and the option for mare coverage, wour clients have the freedom to choose a plan hest
suited far their persanal needs.

Cormmunity flex has already been introduced in all our other markets. It has been well receied
by agents and has boosted our Indwidual Sales.

AC Prepares to Launch New Small Group Product

Latitude™ Empowers Small Groups to Chart their own Healthcare Benefits Course
Today more than ever, businesses are looking for the abilty to choase a healthcare plan that offers
the right balance between cost and walue for their ermployees’ needs. Latitude™ gives small
ernplayer groups the freedom to build a customez ed plan with the benefits their emplayees’ desire
at a price they can afford. With multiple plan designs, awide array of covered sernvices, varied
benefit choices, and an option for a Health Reimburs ement Arrangement (HRA), small emplayer
groups can custornize a health plan that wil enable them to navigate between employee healthcare
needs and their hudget.

Armerican Community is on target to begin offering Latitude in eight states—Arizona, llinois,
Indiana, lowa, Michigan, Missoun, Nebraska, Ohio—for third quarter effective dates.

Look for more infarmation about Latitude insubsequent issues of AC News and in anAgent
Field Bulletin,

2008 Crystal Club® & Sterling Club® Honored in Italy

Congratulations to all of our agents who qualfied for our 2008 Crystal Club® ar Sterling Glub®,
rnany of wharn just returned from our magnificent trip to lfaly. For those writing agents who couldn’t
attend this year's trip, we hope that you'll join us in Novernber to Maui, Hawiaii.

www.stephens-matthews.com
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Group Plan-specific
Benefit Charts Provide
Movre Information

A5 part of our effarts to provide you with the
necessan toals to make promating and selling
Arnerican Communtty’s Graup products easier,
wieve redesigned our benefit charts to provide
basic plan-specific informatian in a chart format.

Next Generation HSA™

When viewing state-specific chars, you can
either list all seven plans that are available or
select to wiew each plan-specific chart per state.
Eachversion will list only the chesen deductible
and netwark/non-netwark henefit percentages for
that plan.

Triple Tier™

There are twa plans dis play ed on the state-
specific charts. Mowyou have the choice to view
both plans that are available per state or choose
towiew each plan-s pecific chart. Each wersion
willl li5t anly the chosen network!non-netwark
deductibles, benefit percentages and copays for
that plan.

As a reminder, the APEP Choices™ benefit charts
are already available in these formats.

The new henefit chart farmat is now av alable for
all states except Areanad™ an our Graup Cluate
systern or on the ProductsiGroup page at winy
armerican-cormmunity.corm. In addition, the new
wersions are located at For A gentsiMariefing

M aferials/Product B rochures, Rafe Cards, Benelit
Charts, A pplcaiionsiSroup.

*The Arizona plan specific benefit charts are
pending state department of insurance approval.

Upcoming Individual Business Enhancementis
to Serve You Betfter

In an ongoing effort to improv e our service ta you, we recently conducted a conference call with
several of our agents regarding ways to enhance our Indwidual business practices. Several intiatives
were discussed, most of which relate to our underwriting and administrative operations. Read on
far alist of the key concerns that were discussed and our plan to address these Bsues.

Concem Solution

Excessne Postlssue Rescissions

Several agents felt that conducting phone interviews priar
toissuing a policy/cerificate would resobre many problerms
that result in adverse post-issue actions.

While revarnping our pracess will take sarme time and ef-
fort, we agree that this is the right direction to take and are
developing a plantotransition to telephane interviews. As a
mare immediate step, we are alsoworking on reducing the
nurnber of claims to be reviewed on a post-issue basis by
eliminating reviews on minor ailments.

"Wy are we collecting signatures
from 18 year-old dependents?

e need the signature to retrieve prescription drug usage
information from Intelliscript and to order medical recards.
Many states’ laws require the collection of these signatures.
On April 15, 2009, our New Business team implemented

a process to ohtain signatures an both page & (Consent,
Terms and Conditions) and page & (Authorzation to

Obtain Protected Health Infarmation) of the Individual

HA-1 Applications.

Inadeguate Staffing and Lengthy
CallWating Time

Weve modified our auto attendant systern to mowve calls
from agents tathe front of the line tor Clairms and Individ-
ualfGroup Policy Adminstration. When calling ourtolkfree
ling at (800) 233-3444, simply press option 1 to identify
yourself as an agent and your call will be moved ahead of
policy halder and provider calls.

We've aloimplernented evening hours in the Murse
Telephone Interview area. We hawe a nurse on staff until
700 pm Manday through Thursday, We are monitoring the
nurnber of cormpleted calls during the after hour coverage
to determine the effectiveness.

We wil also hire up to eight new customer service repre-
sentatives and one additional nurse. Due to the amount of
training required, the pasitive impact of these additions may
not be felt for & few months .

Clients Being Contacted Via
Telephone and Memao
Simultaneously

Inthe evert that we are unahle to reach the client by
phone, a memo is sent to the client. This results in
confusion when the memao arrires after the issue has
already heen resolved by phaone.

Our nurses currently instruct the client to disregard the
mermao once it is received wia postal mail. We will revise
the memo being sent to indicate that the request should
be disregarded i it has already heen addressed by phone.
This statement will be added in capital letters to eliminate
the client’s canfusion.

Timing and Qrder of Individual
Application Processing

“Firstin, first out” We will wark on changing our system
sothat we process applications hased on their ariginal
subrnission date. Far example, applications that have

been held pending the receipt of medical records will

be processed prior to those just submitted once the
necessany recards are received. Currently our systemis
unahle to identify those applications; modifications wil be
rade to allow these pending applications to be recognized.

Client Signature Required an
Re-date Form

We will require the client's signature only if the effective
date is being mav ed forward. We're looking into ather
optians to improve the process butfeel a signature 5
impartant and necessary when the client moves the date
fonward,




Concem Solution

Giving Agents the Ability to Make | Effective immediately, we will give our agents more latitude
Changes on Behalf of Therr Clients | in requesting network changes, address changes and
terminating an entire policy on hehalf of their clients. Cur
procedure will be to process the requested change
subrnitted by the agent, then send a confirmation lefterto
the policyfcertificate holder allowing 10 days to review the
letter and withdraw the requested change if necessary. We
areinthe process of developing this letter and training our
Call Center staff on the new procedure.

"Wy dowe require Parameds when | We have resolved this concern by accepting a life exam IF
the client just had a life exar? they include the same critical elements as our health exarms.

Additional Possible Enhancements Curmently Being Researched
1. The use of standard rate-ups for certain diseases, specfically Blaod Pressure.

2. The elimination of the requirement to subrmit the last three blood pressure readings when
submitting an Individual online application.

3. The ability to cover all dependents up to age 26 on Individual policies/certificates in all states.

Reguested Enhancements that Will Not Be Implemented in the Near Future Due to

Other Priorities

1. Creation of statusreports—This represents a large undertaking from a programming
perspective. It is on our agenda but will take some time to implement.

2. E-maillD cards once application is approved—Due to programming and security
requirernents, we are unahle to implement this functionality at this time.

3. Make available a copy of the e-apphication on our wehsite, alfowing BGAs, GAs and
agents the ability to track alf of their business. Although we will not be able to offer this
functionality in the near future, copies of the e-applications are accessible via our Online
Cuote and Application System.

e are confident that these enhancements will help us to mutually grow and retain our husiness.

Look for updates on these and other improvements in future issues of the AC News.

Thank you to all who paricipated in these discussions; as always, we value the input of our agents
and are committed to continually strengthening our partners hip. We look forward to future productive
conference calls hetween additional groups of agents and our marketing staff to discuss ways to
rmake doing business with us easier.

Online Quote and Application System
Enhancements

Makes Doing Individual Online Business With Us Easier

e value y our husiness and appreciate your feedback regarding our Online Cluate and Application
system. We understand that there are abways oppartunities for improvement and we are working
diligently to improve and streamline our Individual online guoting and e-application process. Here's
a list of recent enhancements ta the quating partion of our Cnline Cluate and Application systerm:

¥ My Quotes page loads fasterand is easier to use.
+ Response time has been impraved when searching far quotes.
+ Status terms used for searching have been updated.

+ Agent Assistants are now able to locate, view and create quotes on behalf of the agent!
agency they are assigned to. This includes the ahbility to locate, view and create quaotes on
behalf of sub-agents under the agentfagency the Assistant 5 assigned to.

¥ Client Information page has been updated
+ WWhen mare than one county is available for a given zip code, the county field will now

default to a hlank option allowing y ou to select the appropriate county. This will reduce
possible premium errars due to incorrect county section.

¥ Short Term Quote page has heen updated.
« The Shart Term Cuote pop-up window will now open in front of y our active browser window.
+ E-mail functionalty & now available on the Short Term Cuote page.



Signatures Required on
Individual Applications

Far All Applicants 18 Years and Older
HIPAA (Health Insurance P ortahility and
Accountahility Act of 199€) B aset of federal
rules designed in part to protect the privacy of
a persan’s healthcare information. Healthcare
infarmation is any data relating to a person’s
past, present or future health, or the payment for
healthcare. Healthcare information linked with
persaonal identifying information is called
Frotected Health Infarmation (PHI). Name,
address, hitth date, social security nurmber and
redical record number are personal identifiers.
The privacy rule applies to PHI in any farm.

The HA-1 Application & currently being revised to
include signature requirements on Page &, under
Consent, Terms and Condtions for all depen-
dents 18 years and older. Loak for an Agent Field
Bulletin caming soon announcing the revised
HA-1 Application. Untilthen, In orderto be HIPAA
compliantwhen requesting PHI far Individual new
business applicants, we must have the signature
of all applicants 18 years and older on page &

of the HA-1 Application under Authorization to
Ohtain Health Information.

If all necessary pages of the application are not
signed by all applicants 18 years and alder, a file
numherwill be assigned and the application wil
appear on our wehsite under Recently Recelved
fndividual Appiications. After 24 hours, the
application infarmation moves to the frdindual
Podic v fnguire page and then ta the Submifted
fndivicual Applications page. However, the file
willl not be reviewed by an underriter until all
necessarny signed docurnents are received in the
Home Office.

¥ Autofilling feature and Help pages have heen enbanced and updated
+ A networkis autornatically selected when only one option & available.

+ Help Texthas heen updated.

¥ Benefittcoinsurmnce information has heen updated and now displays details when

selected on Com pare and Proposal pages.

+ Compare Premium page:

o We'we improved readahility by shading every other raw

o The in-netwark coinsurance amount is now paired with the Benefit Percertage.

o Triple Tier™ benefit percentage has been updated to: 100%/90%, 0%

o The Coverage On Demand™ henefit percentage amountwill display: Level 1: 80%
o Coverage On Demand Qut-of- Pocket will display: Level 1: $1,250 min $2,500 max

+ Compare Plan screen:

o This exhibit has been updated to reflect all in-netwark amourts.

o The in-netwark coinsurance amount is now paired with the Benefit Percertage.
o We've added a row forthe Clut-of-P ocket WMaximum.

o Triple Tier benefit percentage has been updated to; 100%6/30%F0%

o The Coverage On Demand™ henefit percentage will display: Level 1: 80%

+ View Proposal page:

o Alink ta the henefit chart has been added next to the name of the product selected inthe

Flan Surnmary area.

o Triple Tier benefit percentage will now s how as: 100%/S0%/70%

Individual Renewals
Moving to Issued Premium

American Community will be making a change to
the way cammissions are calculated on Individual
husiness that have application signed dates of
June 1, 2009 or later.

Previously, the calculation of renewal comrmis-
sion was based upan the actual premium paid on
the policy/certificate ("paid premiurd’). Beginning
June 1, 2009, commissions for those policies will
he hased on the "issued premiurm’ at the time of
the effective date. This change affects renewal
commissions beginning June 1, 2010 but may
also irmpact mid-year changes to policies with
signed dates of June 1, 2003 and later.

Mo changes will be made to your American Com-
runity commission staternent. The staterment will
continue ta show the commissionable premiurm
arnount.

e will continue to pay commissions on the
undenwriting rate-up portion of the policy far new
business.

For more information about
commissions, contact Kelly at

1-800-544-8250 x114



Network Updates

The following hospital was added to the HealthLink network:

State Hospital County Effective Date
Illinois County View Care Center of Macomb | McDonough Januany 1, 2009

The following physician group was added to the HealthLink netw ork:

State Physician Group County Effective Date
Illinois Lincoln Prairie Behawioral Health Sangarnon Septernber 1, 2008
Center
The following hospitals were added to the PHCS network:
State Hospital County Effective Date
[llinois K.enneth Hall Regional Hospital at. Clair October 1, 2002
[llinois Rochelle Community Hospital Ogle October 1, 2002
Ohia Cleveland Clinic Health System: Cuyahoga October 1, 2002

Cleveland Clinic Children’s Hospital
Cleveland Clinic Foundation
Cleveland Clinic Foundation PHO

Euclid Hios pital

Fairview Hospital

Hillerest Hospital

Huran Hios pital

Lakewood Hos ptal Association

Lutheran Hospital

Mary mount Hospital

Sauth Pointe Hospital
Ohio Medical Center of Mewsark Licking August 15, 20028
The following physician groups were added to the PHCS network:
State Physician Group County Effective Date
Indiana Clarian Amett Health System Tippecanoe October 15, 2008

The following hospital was removed from the PHCS!MultiPlan network:
State Hospital County Effective Date

Iinais Lincoln Park Hospital Cook October 20, 2008

The following hospital was removed from the MultiPlan network:
State Hospital County Effective Date

[llinois West Lake Cormmunity Hospital (dba | Cook April1, 2009
Superior Medical Ass ociates)

The following hospitals were removed from the PHCS network:

State Hospital County Effective Date
Indiana 5t. Joseph Regional Medical Center | 5. Joseph Septernber 4, 2008
MWissauri Samaritan Hos pital Ilacon Septernber 1, 2008

The following physician group was removed from the PHCSiMultiPlan network:

State Physician Group County Effective Date
[llinois Condell Independent Physicians Lake December 31, 2008
Aszaciation

The following physician group was removed from the MultiPlan network:

State Physician Group County Effective Date
[ingis Christie Clinic Champaign October 19, 20038

The following physician groups were removed from the PHCS network:

State Physician Groups County Effective Date
[llinois Physician Group Associates Sangarnon January 1, 2009
MWichigan South Oakland AnesthesiaAssociates | Oakland March 1, 2009
MWichigan West Michigan Heart, PC kKent Decernber 1, 2008
Ohia Mount Carrnel Health Providers Franklin Septernber 30, 2008

The following physician group was added to the Midlands Choice network:

State Physician Group County Effective Date
Mebraska | Morth Platte Surgical Associates Linzol January 1, 2009




The following hospitals were removed from the Sagamore network:

State Hospital County Effective Date

Indiana Select Specialty Hospital— Marian June g, 20049
Indianapalis

Indiana at. Wincent Pediatric Rehab Marion Movernber 15, 2008

Website Updates

Following is a list of recent updates to www.american-cormmunity. cormn:

For AgentsiMVarketing MateriaisProduct Brochures, Rate Cards, Benefit Charts,

Appncabons
The product selection form that accompanies the HA-1 Application and the Rewrite Applicatian
for Texas has bheen updated to rernove Medalist 1™ as an available product,

¥ Thelist of approved non-AC Group applications has been updated.

¥ TheArkansas and Oklahoma HA-1 and Rewrite Application PDF files have been updated with
a new Product Selection Farm. The new farm includes the PHCS netwark as an option.

¥ The Arkansas and Oklahormna rate cards for Gornmunity Fles™ have been revised to include
the PHCS network as an option.

¥ The Wisconsin HA-1 Application has been updated to reflect new hilling fees.

ForAgenfsmar.irebng MaterialsMiscellaneous Forms
The Metwark Flyer has heen updated to include the PHCS netwark as an option in Arkansas
and Cklaharna. The PPOM netwark name has also been changed to Cofinity® for Michigan.

¥ The Texas Supply Requisition has heen updated to remove Medalist 1™ as an available
praduct.
¥ The Texas Product Overview sheet has been updated to rermoee the reference to Medalist 1™
¥ The Arkansas, Oklahoma and Tennessee Product Owerview flyer was added.
¥ The Request to Redate form for all states has been updated as follows:
+ Allaccurrences of “palicy” have been replaced with “policy!certificate.”

+ Thetext in#7 has been changed to read, I further understand by requesting a change in
effective date, my premium may change”

¥ The Ohio HIV Consent form has been updated with the version most recently approved in the state.

For Agents/iy AC/BGA Rankings for Mawi Conference
¥ The BGA Conference Keep on Track Flyer has been updated to include standings as of
April 30, 2009,

For EmployersfForms and For Insureds/Forms/Group
¥ The new Summary of COBRA Premiurn Reduction Provisions under ARRA
(American Recovery and Reinvestrment Act) form.

For Agentsflly ACAWhat's New
¥ Recorded training webinars have been added. Mow available 2407, just click on the appropriate
link, enteryour e-mail address and click Submit. You'll be re-directed to a registration screen.

Prescripfion List
¥ The Garemnark Performance Orug List has been updated to indicate that the following drug
has been moved from Preferred to Mon-Preferred status:

+ Imitrex (migraine)
The perfarmance drug istis available an aur website as a POF.
¥ The Gornrnunity Flex™ Prescription Drug List has been updated.
For EmployersfForms or For Inswreds/Forms/Growy for all states

¥ The Change Reguest Form was updated to advise the person electing State Continuation to
cormplete the "Request for Treatrment as an Assistance Eligible Indwidual form.



For EmployersiForms and For Insureds/Forms/Group

¥ The Request for Treatrnent as an Assistance Eligible Individual forms were updated. There
are two wersians of the forms; one for Arizana, Indiana and Michigan and a separate farm for
Ilingis, lowa, Missour, Nebraska and Ohia. The formwas previously generic and included
with the Surmrmary of the COBRA Premium Reduction Pravisions under ARRA form.

Miscellaneous
¥ Aonew Training page was added to the secured section under ForAgents. This page containg
links to the following agent training tooks:

+ For Individual:
= Recorded wehinars for Individual Online Cluote and Applicationsystern and various products
o Live wehinar schedule for Individual Online Qluote and Application systemn
o Training documentation for the Individual Online Gudte and A pplication system
o Product presentations
+ For Group:
o Product presentations

Loak for future updates to this page as we recard additional webinars and create new
presentations on praduct and systern training.

¥ The AC Provider Manual has heen updated.
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