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Experience and Expertise of the Firm and Key Personnel

Past Performance

Connecting pharmacy with the overall health benefit, Optum Rx’s mission is to help make the health
system work better for everyone. That challenges us to do more than provide PBM services. In fact, we
are more than a PBM—we are a pharmacy care services company focused on focused on driving
transformative change and delivering quality holistic care. Furthermore, we manage total condition
spend, which requires connections across benefits to close gaps in care, increase engagement and lower
total costs for our customers and their members including the Arizona Health Care Cost Containment
System (AHCCCS).

In October 2022, Optum completed its combination with Change Healthcare Pharmacy Solutions, Inc.,
now integrated with OptumRYx, Inc. We regard this combination as a significant step toward achieving
increased efficiency and reducing friction within the entire health system. Combining the resources,
experience and expertise of Optum Rx and Change Healthcare will connect and simplify the core clinical,
administrative, and payment processes health care providers and payers depend on to serve patients. We
share a vision for achieving a simpler, more intelligent, and adaptive health system and our organization’s
45 years of Medicaid experience, offering industry-leading technology and cost-efficient solutions,
coupled with expert and caring staff to continue the superior service you deliver to your providers and
members.

Today, we manage more than 1.5 billion pharmacy claims annually and serve more than 64.6 million
members across a broad spectrum of customers, including public and government entities, managed care
organizations, Medicare and Medicaid plan sponsors, employer groups, collective bargaining groups, and
third-party administrators. Specific to the public sector, our systems are currently operational in 24 state
Fee-For-Service (FFS) Medicaid programs where Optum Rx has management and/or specialty pharmacy
services responsibilities, serving more than 24.8 million Medicaid FFS lives.

We strive to foster lasting relationships with our State Medicaid customers and have developed an
intimate understanding of the stakeholders, business environments, and unique challenges inherent in
State Medicaid accounts. Some of these challenges include the demand for coordination of and buy-in
from a disparate group of stakeholders and vendors, the need to react quickly to new and changing State
and Federal mandates, and meeting the evolving needs of program members. These challenges require a
collaborative relationship with a PBM that can facilitate long-term flexibility and portability, minimizing
inert tools and processes in a constantly changing healthcare landscape.

The paragraphs that follow contain brief customer profiles of three FFS Medicaid engagement examples
that are most similar to AHCCCS and that are evidence of our experience and capability to perform the
Scope of Work required in this RFP. For these programs we provide all or a combination of the following
services:

e Pharmacy claims processing e Data conversion services
e Custom interface integration with MMIS e Provider technical, member and clinical
e Eligibility mapping and interfaces call center services
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e Account management support e Extensive data analytics and reporting

e Clinical analytics support, including services
reporting and therapeutic class reviews e Negotiate and manage FFS Medicaid
e DUR Board and P&T Committee support supplemental, diabetic supply and
e RetroDUR outcomes-based rebates
e Provider payment and remittance advice e Provider relations
e State access to the RxClaim Suite o State MAC rate management

including its reporting component
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Staffing Model

We leverage our immense experience in the FFS Medicaid PBM space to structure the account
management team with the best mix of technical, management and clinical staff to support the
PBM program. Our staffing model emphasizes training and education, employee satisfaction,
and planning for personnel improvement to support low employee turnover rates,
engagement, and commitment to assigned projects. We place the right people on the right
tasks at the right time through a thorough roles and responsibilities review associated with
major project milestones and deliverables. Finally, we integrate required key personnel to
facilitate knowledge acquisition, knowledge transfer, and team building. We consult with
AHCCCS regarding any unplanned change to key personnel, including the account manager, and
we provide 30 days advance notice of any planned changes.

Ongoing Performance Commitment to AHCCCS The current specialized account management
team will continue their exemplary service to AHCCCS and their programs’ members, assuring
continuity and no member disruptions. This AHCCCS Optum Rx team has primarily been
together since 2015 and has received top scores year over year from AHCCCS on the annual
Optum Rx Client Satisfaction Survey.
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“Optum is our PBM and has been for approximately 5 years. The services provided
to us our great. Managing the plan setups we have from an eligibility standpoint
have been done superbly and the set-ups are complicated. The customer service
provided by our entire account management team is great. We have been
working together for >7 years and the clinical pharmacy services provided have
been excellent. | think for our program, Optum has done everything we have
asked very well.” — AHCCCS Point of Contact

It is critically important that AHCCCS is satisfied with all staff assigned to this project and we
look forward to continuing to grow our strong and long-term relationship.

These individuals are positioned strategically within their departments so that AHCCCS has ease
of access to executive leaders and other subject matter experts throughout our company. The
core, customer-facing responsibility of AHCCCS’s Optum Rx account management team is to
provide complete satisfaction through at least the following services:

e Support the implementation of any changes and new programs as required by this new
contract.

e Monitor and effectively address industry trends that prove relevant to AHCCCS.

e Offer proactive solutions to drive meaningful and measurable results.

e Strive to respond to customer inquiries generally within two hours of receipt and work
to effectively resolve concerns.

e Offer intelligent and thoughtful analysis of industry news and trends.

e Generate reports that meet the analytical needs of your organization on a schedule that
supports your need for information.

Rebate Administration Staff

Optum Rx Medicaid Rebate Operations personnel are experts in federal, supplemental, diabetic
supply and outcome-based rebate programs. If requested, we can help AHCCCS with a
comprehensive and competitive supplemental rebate program, develop a blood glucose
program with free meters as well as providing outcome-based contracts for AHCCCS review and
use.

The Optum Rx rebate staff is not only highly experienced in Medicaid rebate contracting and
administration, but they are required to actively maintain their industry-leading expertise by
constantly monitoring industry trends and legislative activity at the State and Federal level and
remain compliant with CMS drug rebate provisions as well as Section 1927 of the Social Security
Act.

Optum Rx is widely recognized as an industry leader in providing rebate administration services
to both governmental agencies as well as commercial payers. This leadership is built on four key
attributes:

e Qualified and experienced rebate administration personnel
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e Proprietary rebate management applications
e Efficient and effective operational processes and procedures
e Establishing and maintaining strong working relationships with manufacturers

This unequaled combination of attributes, as well as Optum Rx’s reputation for providing
inventive solutions, positions AHCCCS to maximize its rebate programs.
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Organizational Structure

Our organizational structure is designed to provide clear accountability to account management
and project staff, in addition to responsive and accurate communication throughout the
spectrum of project stakeholders. From a management and escalation perspective our project
organizational structure provides a high level of responsiveness in terms of issue resolution and
overall project management. This high level attention supports that upcoming tasks are on
schedule and that risks are appropriately identified in advance of task initiation.

We will engage our most talented and experienced professionals to meet all work requirements
under the scope of our contract with AHCCCS. We will staff the project with a team of experts
who have implementation, analytics, operational, and enhancement experience needed to
meet modification work requirements.

Organizational Chart

The following organization chart presents the reporting relationships of key personnel assigned
to this project we have also provided it as an attachment Section B, B8 Offeror’s Organizational
Chart in our proposal response.
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Optum Rx AHCCCS Account Management Team

Account Director

Qur core team brings decades of experience working together within the Optum Rx
organization on FFS Medicaid business. You can be confident that our named staff are
supported by a team of professionals who understand not only Medicaid, but the
intricacies that are specific to AHCCCS.

Core Account Manager

Support

Clinical Pharmacist (2
Team @

Financial Analyst
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Staff Biographies

Below, please find biographies of staff members who will support AHCCCS. As required, we

have included resumes for key staff as detailed in the Statement of Work for this RFP in Section
B, B9 Offeror’s Resumes of Key Personnel.
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References

See below for a snapshot of our Medicaid State References. For the full references please refer
to Section B, B4 Attachment 2 - Offeror’s Medicaid State References.
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