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SPIRA

CARE.

 Areimagined and expanded primary |

care experience

« Packaged with a simplified health

insurance plan

«  Supported by engaged Care Guides &

Care Teams

Spira Care is
« /current locations designed to walk

beside people in
their health journey

« Explosive member growth

e Current Net Promoter Score = 81
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Critical Points of Purpose

We faced a number of chapters in the innovation lifecycle, and with bringing a new
brand to life. The following are “chapters™ in which purpose played a critical role in
contributing to project success and impact.

Purpose in Purpose in Purpose in Purpose in

The Positioning J| The New Culture

The Problem The People
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o Fall in love with the problem,
101 200 not just the solution.

Patient 0 02

Experience

Population
Health

Care Team
Well-Being

Reducing

Costs
»®
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Purpose in

10 your story

Industry Satisfaction Index

#1 Full-service Restaurants NNENGTITINENEGEGEGEGEEEEEEEEEEEE. s 2
#1 TV's & Video Players HINNNIENEIEGEGEEEEEEEEEE— 52

#3 Consumer Shipping INNEGEGEGEEEEEEEEE——
#3 Credit Unions I NNNINEGEGEEEEEEE—,
#8 Automobiles HIIEGEGEGEEEEEEEEEEEEEE—

#8 P&C Insurance G
#19 Ee

#27 Hospitals NG

#37 AVglfgf 9~~~

#39 Health Insurance GGG
#39 Fixed-Line Telephone NNEIEGEGEGEGEEEEEEEEEEE

#39 US Postal Service I
#42 Subscription TV I
#42 Internet Providers NN
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81
81
79
79
76
74
72
69
69
69
63
63

The use of data will “de-bias”

In the last 15 years, the
average worker has seen their

pay increase by 5|'|'0/0

They have seen their
contributions to health care

increase by 2120/0 in that
same timeframe.



, Begin with nothing
Purpose in .
- e and rebuild
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Let your customers shape
your story
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Let your customers shape
your story

“ I’d ltke healthcare that If 'm healthier.
actually did the care part.  chesper.

| want more control
over my package.

More preventative, Don’t |00k at

less emergency.

Make healthcare as easy as
finding someone on Facebook.

us as numbers. e
Stay focused on
the individuals. Ease of use.

and affordable.

Keep in mind those needy
families. Everyone gets sick.

Keep it simple.

Basic, practical info in
layman’s terms. | want Mental illness needs to be a
to feel like you are my forefront topic from here on
friend, helping me. out. It has to be.

The lingo is overwhelming.

Let me decide
who my family is.

Let us pick our own.
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Don’t just listen to them,
design with them
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Use a central
anchoring idea

Red Thread

The long idea at the center of the
brand that guides and inspires
everything the brand stands for
and does, inside and out.
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Use a central
anchoring idea

A Place, Not a Plan

“Healthcare is a place, not a plan™
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Go narrow to
go broad

“Healthcare is a place, not a plan”

We start with a PHYSICAL PLACE—a new kind of physicians’ office—a “center of care™—
where every experience is human focused from beginning to end.

It is also a PERSONAL PLACE. You're a member—not a customer. You pay a subscription fee,
not a premium.

You have a personal member advocate at your ready access at all times, someone working
for you to make your experience simple and manageable.

It is also a VIRTUAL PLACE, where simple, mobile-based technology puts care directly in
your hands.
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What happens when we hire new employees for Spira Care that have no
relationship or understanding of the purpose of the brand?

The equation isn’t so easy...

Purpose in Purpose in Purpose in Purpose in

The Problem The People The Positioning The New Culture
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What happens when we hire new employees for Spira Care that have no
relationship or understanding of the purpose of the brand?

The equation isn’t so easy...

Purpose in Purpose in Purpose in

The Problem The People The New Culture

We embarked on designing a purpose-driven culture from scratch.
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Brand Culture

Purposefully living your brand inside in
order to win outside

Our brand will be a direct result of the beliefs,
directions and decisions of the new employees.
From leadership to the frontline, culture plays a

huge role in creating the conditions that will
deliver on our initial intent.
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Tangibles

Intangibles




Brand Culture Development

Co-designing the foundational components
to support the employee and the brand:

1. Brand Culture Strategic Intent - Purpose,
Promise, Ambition, Employee Value Prop,

Values & Philosophies
2. Tangible Brand Culture Experiences -
Rituals, Celebrations, Sanctioned Programs,

Rewards & Incentives
3. Tactical Executions - Meaningful Symbols,

Artifacts & Language
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Care Team
Cultuve, Map

OUR PROMISE

To change the face of

OUR VALUES OUR. PHILOSOPHIES OUR. VALUE PROPHS I TIONS

Passion Winning Minutes

OUR AMBITION

A place to
Thrive, Develop, Be Inspired,

healthcare by delivering T te th
O create the care Empathy Everyday Advocacy

of the future, now. Initiative Make It Personal

Advocacy Better Together

member-centered care
that empowers change in
their health and life.

Make A Difference, Belong
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a place to
develop. _ a place to

Introduction (5 minutes)
¢ Revew De Spira Care siory and Pe mportance of “caw”

Delivering comprehensive and integrated
care within a Spi

ans
being able to think about things differently
and with a whole new perspective.

We believe the future of healthcare takes
people who have breadith and depth.

be inspired.

We believe the future of care is n the
hands of our Care Teams at Spira Care.
This future ultimately comes down to how
our teams imagine the possibilties of
where Spira Care can go.

You need to own your expertise and role,
o Prevew actvies workahop — -
but we believe you should also be given
e it the -
o Discuss e oversrching goals of s workashop the opportunity to develop new capabilies.
— ing at re, ill be able
o ar of contributir
. l ' " l beyond your role today.

1 - Personal Brainstorm (2-3 min)
Indvicually have each empioyss Deainsion on what ther defnion of care The definlion shouid be $ words or | | ‘

DEfining Care 33 Then hirve eait errgicyte wele e Gefnton 00 & @rpe DoV £ fote That Py wil share e The Group

Training Module Worksh R /\
o Wha! G003 COVE Mean it your “leDOshOn of Spra ? p—
ralnlng oduie Orks op o What does cave meen om 8 Memdeciadent SOl of vew? aplace to )442 -
N S a place to belong.
o Mow shoukd care be versus how & mght be in fodey's emvironmment? make a difference.
* does core 5 0 nown and @ ved? Spirec‘misn'xjumpluaebeseaon
Lo 2 - Share Out (19 min) — e e
m:’wbm:m-rb:whmn Hove Goch employee Sham whit By waste on Buir Soat-8 fote 880 plce B siicky note onio & well. Segn l R - - oing i ket ek et e o et
werrant of SOrR Aer ob, we're Fying 15 creatn 8 rew trge of cane. PFRUSIG Simier POSA notes, F hare &% simirites l_ E l e v o
zoomnm“mnmdum 3 = Vois (23 mn)
wﬁ:ﬂmm.“""-m““n- Using stchers have ndviduals vole on Pev 10D ) defintons with e poal of 88 8 growp choosing Pew o §
4 - Reoview and Discuss (10 min)
mm Review with the group wha! received e most votes. Decuss 8% 8 0roup 88 10 why Bose defirlions are mporiast -
: poiy o you o he oS ol ard whal e edns 1 The™ rdvdualy and a8 @ roud o eem Document he resuts
l”mw Queston Mroseges
o Why 0 Be koo delndions stand out”?
o Mow does e rrpact o cAenge your vew o the definton of care?
M o Dows sy make pou vew o sppriach poar ode win Soee Care afsrendy 7
.

Fow (8 yOu L (Tes eeertime L) Cortinuouny mend poursel and your \sem of whal (e meas

o Dofve what care mears 15 empioyees pervorely

o Gain prospecive of what case means 0 othen

* Comectively delre the slemaents of what care mears 10 e
woupteam

Extonsion Activity

¥ e rermaira, A Pee 10 condat e BADwY eufonaion acthly
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