
 

Brown & Brown finalist follow-up Q&A  

1. Describe ESI’s experience and level of engagement with Accolade Health and Quantum 

Health on behalf of clients that use these vendors’ Benefits Navigation Platforms?  

For more than 20 years, we have integrated with benefit navigators Quantum and Accolade, by 

utilizing API data connections as well as connectivity through our Care Insights Hub, which is a 

comprehensive data repository that contains integrated medical, pharmacy, lab, and biometric data. 

Integrating data means much more than merely linking claims by a common patient identifier; it is the 

bridge that lets us see the entire patient health, history, and outlook.  

Express Scripts will work cooperatively with Accolade to support Brown & Brown’s teammates and 

their families. We will support calls placed by Accolade Health Assistant’s on behalf of members 

(sometimes with member on the phone) for questions related to claims, benefits, eligibility, web site 

issues, grievance and appeal status, and prior authorization status. Accolade representatives have 

system access to Express Script’s claim system, member portal and drug cost tools. Express Scripts 

will also support Accolade’s pharmacist assigned to Brown & Brown by providing a direct point of 

contact with the account team and the Express Scripts client service team to immediately assist with 

member inquiries, claims reprocessing, eligibility issues, etc. Express Scripts Account Manager and 

Clinical Pharmacist can also assist Accolade with complex clinical questions, benefit/plan design 

inquiries, Brown & Brown’s program administration questions and member escalations.  

Opportunities exist to enhance the care coordination delivered by Accolade. Express Scripts can 

leverage our Care Insights Hub, through Health Connect 360, to synchronize with client vendors in 

order to coordinate care and provide a seamless member experience. Rich clinical data sets and 

actionable information are included within this clinical platform. A patient 360 view, providing 

medical, pharmacy, and lab data in one location, is a valuable resource to our vendor partners. We 

are also able to leverage the platform to refer member cases between Express Scripts and Accolade. 

2. Update proposed recommendations to illustrate estimated savings ‘net of any 

applicable fees.’  

See attached exhibits for updated recommendations slide and a comprehensive overview of clinical 

programs and savings applicable to Brown & Brown.  

3. Describe the various ways in which ESI can help engage Brown & Brown teammates 

and members to utilize your digital tools – i.e. website and mobile app.  

Our focus on member experience has been made possible through a dedicated investment in 

technology, innovation, and people. We continually push the envelope on new ideas, interventions, 

and pilots to improve health outcomes, adherence, and member satisfaction. We’re continually 

innovating to find ways to engage with members via new and emerging technologies. Express Scripts 

continues to evolve because we know that anything less than a fast, easy, and consistent experience 

is unacceptable.  

Looking ahead, Brown & Brown’s teammates will have access to chat capabilities, additional self-

service options, the ability to upload photos of prescriptions, virtual consultations with physicians and 



 

specialist pharmacists and, of course, more personalization and speed — because we’re always 

improving how pharmacy care is delivered. 

Express Scripts will partner with Brown & Brown to help drive digital adoption and utilization among 

your teammates. We offer many different forms of engagement tactics to message teammates about 

the values of being digital engaged such as how these tools help consumers save money on their 

medications, make it easier to stay adherent, and avoid any coverage or cost surprises.  

Your account team will work with you to develop a communications campaign to educate and 

encourage teammates to take full advantage of our digital tools. Whether they’re at home, at work, 

traveling, or at a doctor’s office, Brown & Brown’s teammates can access their pharmacy benefits via 

our website or the Express Scripts mobile app. We understand the value of online engagement and 

encourage members to take full advantage of our digital tools. According to ongoing reviews of our 

own data, we find that members who use digital channels are less likely to have a gap in care. 

Adherence is an important part of maintaining health, and member registration is a helpful tool to 

remaining adherent. Express Scripts will track and report back to Brown & Brown usage statistics for 

the mobile app and member portal usage. The results of this reporting will inform how we will work 

together to continue or adjust our engagement strategy with Brown & Brown teammates. 

Additionally, to support open enrollment and ongoing engagement to welcome your teammates to 

Express Scripts, we can provide Brown & Brown with a wide range of communications that tell your 

teammates how they can get the most from their pharmacy benefit. These communications include 

handouts, brochures, letters, and more that showcase the benefits of our best-in-class digital tools.  

4. Provide examples of surveys along with the metrics used to measure PGs for the 

following: 

 Client benefit staff rating of the success of an implementation 
 

We conduct internal and external surveys to ensure continued successful management of the 

implementation process. Each new client receives a survey questionnaire approximately 15 days to 

30 days after the program effective date. We track the results and meet quarterly with internal 

departments to review and enhance our implementation procedures. 

Satisfaction is based on a five-point scale: 

5 – Very Satisfied 

4 – Satisfied 

3 – Somewhat Satisfied 

2 – Dissatisfied 

1 – Very Dissatisfied 

We survey all of our clients. In 2021 year-to-date, 96.3% of clients who responded to our client 

satisfaction survey indicated they were satisfied with their implementation. 

Within 30 days of the effective day, we will send a satisfaction survey to two designated Brown & 

Brown HR / benefits personnel. Satisfaction will be measured by ability to complete mutually agreed 

upon key functions in an accurate and timely manner according to the detailed work plan. 

Specifically, you may assess a penalty if, Brown & Brown does not rate performance in implementing 



 

the program in an accurate and timely manner an average of 3 or better on a scale of 1 to 5 (5 Within 

30 days of the effective day, Express Scripts shall send a satisfaction survey to two designated Brown 

& Brown personnel. Satisfaction will be measured by Express Scripts’ ability to complete mutually 

agreed upon key functions in an accurate and timely manner according to the detailed work plan. 

Specifically, Brown & Brown may assess a penalty if, Brown & Brown does not rate Express Scripts’ 

performance in implementing the program in an accurate and timely manner an average of 3 or 

better on a scale of 1 to 5 (5 being the best). This measurement is based on Brown & Brown specific 

results and is a one-time only guarantee.  

NOTE: Express Scripts will follow this cadence for distributing the survey:  

— Send survey 15 days after the effective date 

— Send reminder about survey 30 days after the effective date 

— Send a last chance email at 45 days after the effective date advising that no response will result in 

4 Rating 

— At 60 days post effective date this IPG will be closed with a 4 rating being the best). This 

measurement is based on Brown & Brown specific results and is a one-time only guarantee.  

 Client benefit staff rating of satisfaction with account team 
 

Annually, we measure our clients’ overall satisfaction through client-friendly, online surveys. An 

independent, unbiased consulting firm conducts the surveys, which ask clients to rate our 

performance as an organization, their satisfaction with the account management team, and the 

likelihood of their recommending Express Scripts to other employers. This robust survey also captures 

open-ended feedback and sentiment in other areas such as Solutions, Tools, Home Delivery, and 

Specialty, among others. The valuable information we receive from these surveys allows us to 

address performance issues and further enhance our services. 

A key metric that speaks to our ability to provide superior service to our clients is the 96% overall 

client satisfaction rate that we received in 2020.  

 Members rating of satisfaction with member services experience  
 

Express Scripts regularly conducts member satisfaction surveys to align our performance with 

member expectations better, further allowing members to provide feedback and suggestions related 

to their pharmacy benefit. Express Scripts recommends using our standard member satisfaction 

survey, as we have designed it to effectively identify areas of opportunity for improvements at the 

enterprise level. An independent research firm conducts telephone interviews with a random 

selection of members who have utilized their prescription-drug benefit within the previous month. 

Members rate their experience with specific services as well as their overall satisfaction with Express 

Scripts. We conduct weekly/quarterly member surveys via telephone through an independent 

research firm, Eliza Corporation. 

After each Contract Year, one random sample member survey of members who have used ESI 

services will be completed. ESI guarantees a member satisfaction rate of 90% or greater based upon 

those members who participate in a member satisfaction survey. Our guarantee assumes the number 

of responses is a statistically significant sample size. This Performance Standard will be measured 

and reported on a Contract Year and Brown & Brown-specific basis. 



 

5. Provide stats for ESI BoB – Speed of Answer (member services 800#) 

Average speed of answer 

o Goal: 30 seconds; Actual: 19.2 seconds 

 

Longest wait time 

o We guarantee all calls will be answered within 30 seconds 

 

Shortest wait time 

o Express Scripts does not disclose the shortest wait time; however, we are able to guarantee 

Brown & Brown a wait time within 30 seconds. 

 

What is the shortest wait time ESI will guarantee? 

o Express Scripts does not disclose the shortest wait time; however, we are able to guarantee 

Brown & Brown a wait time within 30 seconds. 


