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Account Management and
Client Services

Presented by:

Sarah Kittrell, Director of Account Management
Jessica Wells, Senior Account Executive
Courtney Bush, Senior Account Executive
Scott Sylvester, Manager of Client Operations
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Account Management &
Client Services Team Structure

Deborah Dempsey,
coo

Sarah Kittrell,
Director of Account Management
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Senior Account Executive
Jessica Wells (MO)

Account Managers:
Syed Qadri (IL)
Brooke Ehart (NY)
Andre Pagan (TX)
Maddis on Ficke (CO)

Senior Account Executive
Courtney Bush (NY)

Strategic Account Executive
Jeanie Roberts (NY)

Account Managers:
Cody Stelling (KS)
Kayla Gladle (NY)

Nickk DeAngelo (NJ)

Amie Richardson (IL)

Megr. of Client Services
Scott Sylvester (NY)

Account Coordinators:
George Hayes
Abri Perez
Josh Southwell
Elliott Malchak
Chelsea Weaver
Matthew Bailey
Deja Lejendre
Carly Smith



Team Structure

POD Structure
* Team Support
 Implementation

Involvement
Contact Us Account Account
« Email Alias Manager Coordinator

* Client Support Iin Box
e SAE/AM Email/Call/Text
* Client Support After Hours

Onsite Plan Reviews

Onsite Open Enrollment/Benefit
Fairs

Call cadence - weekly, monthly,
etc
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PRO ACT

What’s New &
Improved

 Landing Pages — ‘ ’ ’
Customized ‘ w
g (F?llien;Po.rtalD PHHRM HCY
. ta —
Ree:‘?esﬁ\gjw o BEN EFITS
e Member Portal & Online
Chat Feature



Landing Pages

v=| Helpful Flyers

Formulary
Online Resources
Specialty Roadmap

Mail Order Program -
Order Enrollment Form

-U- “How to”

Create an Account
Enrollin Mail Order
Auto-Refill

Update Address

Helpful Videos

Welcome to ProAct
Mail Order Options
At the Pharmacy

Prior Authorization
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Landing Page Example

Ubbromme

Not all services/programs below may be applicable. Be sure to review your benefit plan.

Helpful Flyers
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Formulary Online Resources
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What you should know
if you are prescribed a

de.{f‘.?, mactesation...
" 7

Ahough specialty medicatians sra
Senclubid feom pour plans coverags,
thore may be financial assistance
aptions available 1o you.

2

Tos lnarn mear, ams

- Name
© Dt e Birth

Mambar
= Specialty Medication Name

3

¢ financial wesstance is wesifable
for your prescribed spacisty
medication. steps an how 1o
omply wil b provided va o
reapronss amail,

Specialty Roadmap

PRO ACT

We are a full service pharmacy benefit management company. From innovative programs to high-touch member services — you are covered under our care! Many of your questions can be answered with the below.
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Mail Order Program:
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At ProAct, we
believe in building
customers for life.
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Industry Inskghts

Chasges in healthons can b ras-stas sed cenfuskeg. Lai Prodet benp yoa up ba dris! Hera, wa
oiTes e e chre ol resas S rigie L iedsy Do pllee s ipkes

Drug Trend Report

A Pradat, wae aie sammithiad 1 weppsrting our plan

= ponsors iy offerng soluficrs that help loaer plan
spend without sacnificing paticnt care. ThrouF ot our
annyirl D Trand Repesrt, vee gharg both indusary and
Profuct-specific mdormation that hetps validate ous

S UCCOESCS I rC T Reiie) O T 19 o B0 sk and
praimabe lirgling partherehips Ball an valug
Aranspanercy, and evidenoe-neesed pharmscy beneld
aiag e solutions.

2025 Drug
Trend Report

ProAct Resgurces

Client Invoices &
Reporting

e Client Invoices
 Automated Reports
* Ad Hoc Reports

PRO ACT



Client Portal PRO ACT

PRQ/

& vone SarahKittrell

Statements

Welcome,

Industry News ©  ProAct Announcements

Reports

Account Info Changes in healthcare can be non-stop and confusing. We'll keep you informed on important clinical news Stay up to date with our latest partnerships, webinars, speaking engagements and more

and regulatory compliance updates.
| Benefits See the latest A
See the latest A

Resources
Access the latest ProAct reports and newsletters.

®©

2026 Drug Report &,

Pipeline Report o,

Consolidated Appropriations Act &,

Biosimilar Strategy &,

The ProAct Pulse Newsletter g,

[na]

{® Need Help? Submit a support case

Support

SarahKittrell

sarahkittrell@proactrx.com

o




Client Portal - Statements PRO ACT

SV I Statements

Home Invoices EOBs Summaries
[E Statements Search Invaice Month Invoice Year
1 search statements.,., All i All ¥ Clear aAll

Mame T Account  TL Invoice Month Tl Invoice Year Tl Invoice Date Tl

Invoice-1234, pdf General Motors lanuary 2026 122026 &
ABC

Inwoice-1234, pof General Motors lanuary 2026 17272026 1
ABC

Invoice -1234, pdf General Motors lanuary 2026 122026 &
ABC

Invoice-1234, polf General Motors lanuary 2026 1122026 n
ABC

Invoice-12 34, pdf General Motors lanuary 2026 1/2/2026 &,
ABC

Inwoice-1234, pdf General Motors January 2026 1272026 &,

ABC




Client Portal - Reports PRO ACT

PROACT Reports

Search Report Type Year
Home
3 search statements.. All b All i Clear All
e Mame Tl Type Tl Account  TL Report Period  T1 Year Tl
A unt Inf 01 reportpdf Cuarterly General Motors lan - Mar 2026 n
ACODUMT M =
I n ABC
01 report pdf Quarterly General Motors lan - Mar 2026 &
ABC
01 repoit pdf Quiarterly General Motors lan - Mar 2026 &
ABC
01 report pdf Cuarterly General Motors Jan - Mar 2026 n
ABC
01 report pdf Quarterly General Motors lan - Mar 2026 &
ABC
01 report pdf Quarterly General Motors lan - Mar 2026 &
ABC
01 report pdf Quarterly General Motors lan - Mar 2026 &

ABC




Client Portal - Account Information

PRO ACT

Account Information

To update this information please submit a support case
Account
Account 1 V
i Account 1
= 1,200 lives

Account Contact Info
Account Address

123 First 5t
Brooklyn WY, 10000

Profct Contacts
Account Manager

Jamie Smith

Website

account.com

Account Coordintaor

lane Doe

Main Phone

123-456-7777

Account Executive

Charles McKenzie




Client Portal - Benefits

Benefits

Account Benefit

PRO ACT

General Motars sic Plan ]

Search
Copays Basic Plan v
ount Info Family Plan
Channel Brand Mon-Prefer
[#| Benefits Individual Plan

Retail 1-30 50 525 560

Retail 31-80 S0 SEO S120

Retail 61-90 50 575 5180

Specialty 30 0% Hrand 100%
ProAct Plus

Mail Order 20 S0 S50 5120

Alternate Funding Cap 30 SEO 560 560

General Info

Ma funding available

Ma funding available

Ma funding av

Farmulary Prior Auth Limits Step Therapy Quantity Limits
Yes No Yes ProAct Standard
DAV Differ HDHP HDP Expanded Preventative Medication

ProAct Standard Mo Mo




Client Portal - Support Cases

Search

Case Number

0123456789

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

0123456782

N17345R7RI

Q0 search support cases...

T4

Support Cases

Status

All

Title Tl

General Inquiry

Data Loss lssue

Technical Question

Setup Assistance

Slow App Performance

Feature Request

Integration Error

App Crashing

Report a Bug

Billing Inguiry

Subscription Issue

Payment Method Update

Suspicious Activity

Locked Account

Can't Access Account

Prafile Lndate Reaurst

Type

Type

Type

Type

Type

Type

Type

Type

Type

Type

Type

Type

Type

Type

Type

Type

Tune

Type

All

Created On  TL

12:00PM mmiddiyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mmiddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mmiddiyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfyyy

12:00PM mimdddfeey

Status Tl

In Progress

Waiting

In Progress

In Progress

In Progress

In Progress

Waiting for Details

In Progress

In Progress

On Hald

In Progress

In Progress

On Hald

In Proarass

Clear All

New Support Case

Case Number

1234567890

Title

Description

Describe your issue or request

)0 characters

Case Type

Select

Priarity

Select

Files

You can upload a maximum of 5 files, each up to 90ME.

&5 Upload

PRO ACT

Case #1234567820

In Progress

Password reset link not working

ription

| clicked on the password reset link and keep getting the same error.
Case Type

Problem

Priority

High

Edit

Timeline

L Representative Name
12:00pm mmiddfyy
Lorem ipsum dolor sit amet, consectetur adipiscing elit. sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua.

®  Representative Name
12:00pm mm/ddfyyy

Lorem ipsum dolor sit amet, consectetur adipiscing elit. sed do
eiusmod tempor incididunt ut labore et dolore magna aliqua.

Add MNote

Files

You can upload a maximum of & files, each up to 90MB.

Screenshot.png a
58

[+




Client Portal - User Profile PRO ACT

PROACT Profile

Home Chris Robinson .
_ [# Edit

_ - Emal i example.com

statements

Re ports

First Name Last Mame Mickname
Account Info Chris Robinson ;
Mailing Address [rtle Business Phane
123 First 5t HR Manager 123-456-7777
Brooklyn NY, 10000

Account

To make changes to your account access please submit a support case

Account Name




Top Trend Drivers

Plan Re View Top Utilizing Members

Refresh

Key Metrics Condensed
Clinical & Cost Savings Opportunities
Total Savings Summary

PHARMACY BENEFIT MANAGEMENT

Plan Review

[ ] [
Pharmacy Benefit Performance ‘ w
Account: Client Name ’
Date Range: 00/00/0000 — 00/00/0000 I I I ﬂ R M ﬂ C I

BENEFITS

PRO ACT



Clinical Program Recommendations
D Clinical Optimization Program djj Counter

D MyMedMap Medication Therapy Management Program

D Mandatory/Preferred Mail

MyMedMap

D Advantage Formulary

 ProActpLUS @) oqua

D Omada Health Chronic Condition Management Program

D Counter Health Digital Member Engagement Platform ‘BL UE GE l*»alESm

D Employer Group Waiver Plan (EGWP)

Ol Utitizaton Management PROACT-PLUS

D Noble Health Services Copay Assistance Program
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Member Online Chat Member Portal

~
Welcome to our support chat! Tell us,
how we should call you and let's start

SC\WIﬂg your issues!

o DrugCoverage Questions e e D )

v o Claims History | =
o  Prior Authorization Status koo i ! |
Sign Out Account
........ Lk e o Pharmacy Finder
o  Order Status Updates P o =
= ID Card Claims Pharmacy Finder
) Set up Automatic F _ : Bl Ma]l Order Status % o~
. . | Jemyv e O e E]
°  plifmgor changing payment Ll
) naf}g pab o Thank you for comar.“tlng O Te mporary ID Card Dlsplay Prescriptions AutEeﬁll Addresses
g ProAct. My name is Jerry.
Cancel ==
o Address Changes T a— N Qa
John ? . . otifications {Aaey(r;\’vsms
BeginGonvers| ... ... o Quick Dial

o Prescription refills or automatic A
refill setup

Help | Terms of Service ‘ Privacy Policy
===

2§ \ =
k b )
- - HOME ettt CART
Write here, press ENTER to send L

Powased by
T Mpoteer

o General Questions




Renewal Process

Begin Discussions; lde
Strategic Initiatives & d
plan for repricing

ntify Key

evelop a Client Intention Established

o
July 2026

Proposal team to prepare reprice

and contract improvements.

SAE/AM to present to the client.

Aug. 2026
®

| Oct. 2026
o o
Sep. 2026 ‘

SAE/AM to develop a plan to
review trends and strategic
opportunities for savings

| December 2026
o o
Nov. 2026 ‘

Review repricing and establish
intent for renewal

Finalize and implement pricing
and contract changes
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Net Promoter Score Survey

We value your feedback!

* Service effectiveness

e Clarity and consistency of communication
* Responsiveness

* Breadth and quality of PBM solutions

* Reporting accuracy and usefulness

Your insights guide our continuous improvement. Please watch for the 2026 survey
releasing this fall.
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Account Management
Mission Statement

“To maximize customer lifetime value through proactive service, act as a
trusted advisor and help our clients achieve their strategic objectives.”
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