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Episode Guide

Falling Stars, Rising Standards: How Digital-First, Whole-Person Care Is Fueling
Success in the New Ratings Era

Aired Live: December 4, 2025 - 12:00-1:00 PM ET

Featured Guests

Lisa Franklin, Director of Medicare Business, Product, and Marketing, Strategic Growth and
Government Programs, CareFirst BlueCross BlueShield

Christine McKinney, Vice President Customer Experience and Digital Transformation,
Blue Shield of California

Mary O’Connor, MD, Chief Medical Officer & Co-Founder, Vori Health

Discussion Topics and Flow:

12:00 PM | Welcome & Opening | Eric Glazer, Bright Spots in Healthcare
e Overview of rising Stars cut points, experience expectations, and the shift toward
digital first, whole person care.
e How coordinated communication, integrated digital front doors, and physician led
models are reshaping MA strategy in 2026.

Segment 1 - Navigating Rising Standards

12:06 PM | Redesigning Communication for Clarity | Lisa Franklin, CareFirst
e CareFirst’s shift from fragmented outreach to coordinated, digital first
communication.
e Digital onboarding, simplified scrolling content cards, and monthly coordinated
campaigns.
e Laying the foundation for their Care Management App.

12:10 PM | Digital Experience as a Clinical Lever | Mary O’Connor, MD, Vori
Health
e Value-based design enabling services beyond fee-for-service limits (health coaching,
dietitians, behavioral integration).
e Seniors increasingly digitally fluent; need for easy access points, including video,
messaging, PT tracking, and coordinated coaching.
e Commitment to aligning with PCPs and payer programs to reduce friction and
support Stars.
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12:14 PM | Understanding CAHPS in Real Time | Christine McKinney, Blue
Shield of California

e Shift from intermittent mock CAHPS to continuous, year-round simulation surveys
using full CMS question set.

e Open-ended feedback uncovers friction points across navigation, access, digital
experience.

e Insights led to creating the Care Navigator Desk to guide members through referrals,
authorizations, and benefit confusion..
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Segment 2 - Closing Gaps Through Whole Person Care

12:22 PM | Early Risk Identification Through Data Sharing | Mary O’Connor,

MD, Vori Health
e Data sharing across partners to identify high risk MSK and OMW members.
e Surfacing early signals and nudging members without adding plan burden.
e Challenges of partner incentives.

12:30 PM | Strategies for Triple-Weighted Measures | Lisa Franklin, CareFirst
e Approach centers on preference-based outreach (digital, phone, email) rather than
default telephonic campaigns.
e Medication adherence challenges addressed through provider and pharmacy
partnerships to reduce burden on the member.
e Emphasis on rethinking strategies instead of repeating low-yield legacy tactics.

12:34 PM | Integrating Messages & Streamlining Gaps | Christine McKinney,

Blue Shield of California
e Using data to find overlap across Stars measures and integrate required touchpoints.
e C(reation of a member wall-calendar consolidating preventive and chronic care
actions.
e (Goal: reduce burden, align provider partnerships, and reinforce consistent
messaging across channels.

Segment 3 - Digital First Engagement That Builds Trust

12:43 PM | Al Supported Onboarding in a Disrupted Market | Lisa Franklin,

CareFirst
e Maryland market exits leading to a surge in new members.
e Al enabled PCP selection, scheduling, and medication continuity.
e Preparing members for CareFirst’s Care Management App.
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Segment 4 - Personalization & Clinical Appropriateness

12:49 PM | Preventing Inappropriate Care| Mary O’Connor, MD, Vori Health
Spine surgery has high risk; some studies show 7-8 percent re-ops.

e Early routing to Vori helps avoid unnecessary imaging and surgical bias.
e Vori can still order imaging when truly needed.
e Conservative, multidisciplinary care reduces avoidable utilization.

12:52 PM | Pre-Op Optimization | Mary O’Connor, MD, Vori Health
Virtual pre-op program addresses reversible risks (anemia, vitamin D, conditioning).

e Fills a gap because Medicare doesn’t reimburse PCPs for clearance visits.
e Improves readmissions, length of stay, and same-day discharge rates.
e Ensures only appropriate cases move to surgical centers of excellence.

Segment 5 - Looking Ahead to 2026

12:56 PM | Designing Trust-Centered Digital Experience | Christine McKinney,

Blue Shield of California
Building Member 360 record for real-time personalization.

e (Goal: fewer but more impactful, preference-aligned touchpoints.
e Bringing Navigator Desk insights into a digital guidance layer.
e Exploring safe Al to anticipate member needs across channels.

1:00 PM | Closing Remarks | Eric Glazer, Bright Spots in Healthcare

Key takeaways on digital first engagement, whole person care, and staying competitive as
Stars expectations rise. Thank you to the production team and our panelists.

How to Engage:
Submit questions via Zoom Q&A during the session or email:

nroberts@brightspotsventures.com


mailto:nroberts@brightspotsventures.com
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