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BY JAN K. GRUDE 
PRESIDENT, CEO

Last year brought many 
changes and challenges as 
we launched a new health 
and dental system for plan 
members, sponsors, advisors 
and providers. The transition 
was a significant undertaking 
involving the conversion of 25 
different legacy systems into 
one new platform, including: 
• 185,207,518 claim lines
• 2,997,761 members
• 19,916 group plans
We recognize that a system 
implementation of this size and 
magnitude can have an impact 
on our clients. We have heard 
from you in recent surveys 
and know that there are 
functionality improvements 
that we must undertake. Client 
satisfaction is our top priority 
for 2015 and we will continue 
to put every effort into system 
improvements until we 
have the most efficient and 
reliable benefit administration 
platform in the industry. 

BY JOANNE JUNG 
DIRECTOR, PHARMACY SERVICES 

Pacific Blue Cross has 
partnered with BC’s leading 
pharmacy retailers to offer 
members guaranteed low 
mark-up and dispensing  
fees on prescription drugs.

With more than 200 
convenient locations,  
the Preferred Pharmacy 
Network (PPN) includes: 
• London Drugs
• Costco
• DRUGstore Pharmacy  

(Real Canadian Superstore) 
• City Market  

(North Vancouver)

• T&T Supermarket 
(Metrotown location)

• Overwaitea Foods
• Save-On-Foods
• Urban Fare (Yaletown)
• PriceSmart Foods
• Cooper’s Foods
Pacific Blue Cross plan 
members who shop in  
the network will receive:
• Superior value on pricing 

of all acute and chronic 
medications, including  
high-cost specialty drugs

• Guaranteed low  
dispensing fees

• Health and wellness  
support through clinical 
program offerings 

• Support with prior 
authorization and 
enrollment in Patient 
Assistance programs  
for high-cost drugs

• Refill reminders to promote 
medication adherence

• In-store specials
PPN pharmacists will offer 
Pacific Blue Cross members 
concierge-type service; 
for example, consultation 
advice on more affordable 
drug therapies for their 
conditions, with a focus on 
generic utilization. Plans can 
be customized at the group 
level to include incentives 
to shop in the network. 

And these pharmacies will 
ensure coordination with 
BC PharmaCare and patient 
assistance programs for high-
cost specialty drugs.

Plan members simply need  
to present their Pacific Blue 
Cross card at any network 
pharmacy to take advantage  
of membership. 

Want to learn more about 
our Preferred Pharmacy 
Network? Talk to your 
Pacific Blue Cross account 
representative. The program 
will officially launch on  
April 7, 2015.

We are well on our way and 
commit to:
• keeping you informed of 

technology updates and 
issues;

• engaging in a two-way 
dialogue to continue to make 
enhancements to benefit 
your organization; and 

• using our system to deliver 
data-rich analysis to support 
organizations in benefit 

planning and drug cost 
control.

As a part of our commitment to 
two-way dialogue, we recently 
held our first ADMINnet Focus 
Group. This forum has and will 
allow for routine discussions 
about your needs, wants and 
challenges and guide us in 
communications, technology 
enhancements and service 
delivery.

This edition of Benefit Insider 
includes a brief look back at 
our evolution and highlights 
new initiatives and system 
improvements that will help 
us harness technology for 
the better health of British 
Columbians.

I look forward to sharing our 
progress and engaging with 
you as we enter into our 75th 
anniversary year.
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Working to serve you better ADMINnet® 
waive 
(decline) 
function 
scheduled 
for re-release

In December 2014, online 
capability to waive (decline) 
benefits during online 
enrollment was taken offline 
for maintenance. The function 
is scheduled for re-release in 
ADMINnet at the end of March 
with improved usability for 
plan administrators.

The technology will allow 
administrators to waive and 
reactivate health or dental 
benefits, or both, without the 
need to contact Pacific Blue 
Cross administration support.

For the time being, 
administrators will still be 
required to contact Pacific Blue 
Cross to waive benefit waiting 
periods.

Plan sponsors using eFile will 
also be able to take advantage 
of the new functionality.  
More detailed communications 
to ADMINnet and eFile users 
will immediately follow the 
re-release.
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New reasonable and customary limits  
on diabetes test strips and high-cost drugs

providers. The tool will be 
available later this year.

Providers were consulted in 
the development and testing 
of pay-direct registration, and 
colleges and associations are 
working with Pacific Blue 
Cross to promote the program. 
Feedback on ease of registration 
and payment has been very 
positive, with more than 2,200 
providers already registered.

For more information on 
provider pay-direct billing, 
visit www.pac.bluecross.ca/
providernet.

The emergence of new 
treatments for chronic 
Hepatitis C are leading to 
better cure rates, fewer side 
effects and shorter duration 
of therapies — but these 
treatments come at a high 
financial price.

About one percent of 
Canadians have chronic 
Hepatitis C, with the highest 
prevalence in men between 
45 and 65 years of age. 
Complications — which can 
include cirrhosis, end-stage 
liver disease and liver cancer 
— progress slowly and may 
not appear for up to 30 years. 
In late 2013, new medications 
entered the market producing 
fewer side effects and cure rates 
of up to 99 percent; however, 
these drugs cost between 
$45,000–$134,000 per patient, 
or up to ten times as much as 
previous drug therapies.

In an effort to stem the rising 
cost of these medications to 
plan sponsors, while helping 
patients to access new 
treatments, Pacific Blue Cross 

has implemented a reasonable 
and customary mark-up where 
patient assistance programs 
exist. If a pharmacy charges 
more than the reasonable 
and customary amount, the 
pharmacy will not charge the 
difference to the member. 
Instead, the pharmacy will 
obtain funding from the patient 
assistance program. As a result, 
members will not be out of 
pocket for the balance and 
costs to benefit plans can be 
controlled.

DIABETES TEST STRIPS
On January 1, 2015,  

Pacific Blue Cross introduced a 
reasonable and customary limit 
on diabetes test strips of 3,000 
test strips per member per 
calendar year. Members who 
can prove medical necessity 
will be granted a larger supply. 

Prior to the introduction of 
the limit, Pacific Blue Cross 
members were limited to a 
100-day supply of blood glucose 
test strips; however, there 
was no limit on the number of 

The Pacific Blue Cross 
Advice Centre can help 
plan administrators answer 
questions from members 
about how insurance works. 
It includes a comprehensive 
knowledge base of information 
and videos in plain language. 

Insurance speak simplified

The HOpe Centre is now open 

Direct billing expands to 
include more providers

Pacific Blue Cross has 
launched pay-direct billing for 
extended health care providers 
in BC. Pay-direct makes it 
more convenient for members 
to claim for chiropractic, 
physiotherapy, acupuncture, 
naturopathy, podiatry, 
psychology, massage therapy 
and vision care services.

If their providers offer pay-
direct billing, plan members 
will know at point of sale 
what is eligible for coverage 
and pay only for what isn’t 
covered by their benefit plans. 
Providers are required to 
register with Pacific Blue Cross 
and be credentialed with 
their applicable colleges or 
associations to offer the service.

As the list of health providers 
who offer pay-direct billing 
expands, we are developing a 
look-up tool to help members 
find their nearest registered 

In 2012, the Pacific Blue 
Cross Community Connection 
Foundation donated $5,000 
toward equipment for the HOpe 
Centre, which recently opened 
on the grounds of Lions Gate 
Hospital in North Vancouver. 

Officially named the Greta 
and Robert H.N. Ho Centre 
for Psychiatry and Education 
(HOpe), it incorporates 26 
private patient rooms, outpatient 
support services, family support, 

peer education and a resource 
library — all under one roof. 
The HOpe Centre also acts as 
a focal point for clinical and 
community-based research. 
It houses a new UBC Medical 
Education Program and a 
clinical research trials unit. 

An on-site, social enterprise 
café provides employment and 
an inclusive work environment 
for clients living with mental 
health conditions. The café 

individual test strips within the 
days’ supply.

The change is intended to 
discourage overuse of test 
strips as evidence mounts that 
most type 2 diabetics not on 
insulin are likely testing too 
often. BC PharmaCare also 
introduced limits in January 
2015 and published the 
following statement: 

“Recent research shows 
that most people with type 2 

diabetes who are not using 
insulin do not need to test 
their blood sugar as often as 
they do now. More frequent 
blood glucose testing has a 
limited benefit for most people 
with diabetes who do not use 
insulin.”

Most Pacific Blue Cross plan 
members are well within the 
3,000 test strips per year  
maximum and are not 
impacted by the new limit.

Members who are newly-
diagnosed with diabetes should 
talk to a pharmacist, doctor or 
diabetes educator for advice 
on blood glucose monitoring. 
Those who take insulin should 
continue to follow guidelines 
for routine testing. Members 
can find information on blood 
glucose self-monitoring and 
diabetes management at  
www.health.gov.bc.ca/
pharmacare/bgts.html.

is owned and operated by 
the north shore branch of 
the Canadian Mental Health 
Association in partnership with 
Vancouver Coastal Health.

By offering an integrated 
approach to mental health 
treatment, support, education 
and research, the HOpe Centre 
aims to improve the continuum 
of care for patients with mental 
health conditions and their 
families.

Videos range from simple 
advice such as “how to claim 
online,” to more in-depth topics 
like pre-existing conditions 
and how to apply for Special 
Authority from BC PharmaCare.

With more materials and 
videos on the way, our goal is 

to make health insurance less 
intimidating and easier for 
members to understand.

Browse the Advice Centre at  
www.pac.bluecross.ca/
advicecentre.
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I DON'T 
RECOGNIZE 
YOU...

I HAVE THE 
SAME POWER 
AND I'M JUST 
AS GOOD!

PEOPLE KNOW 
ME, THAT'S ALL 
THAT MATTERS.

THE CASE Of THE  
GENERIC VS BRAND-MAN

ARE COSTING YOUARE COSTING YOU
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GENERICS ARE 
EQUALLY AS EffECTIVE 

AS BRAND-NAME 
EQUIVALENTS AND 
THEY SAVE YOU 

MONEY!

THE AVERAGE COST 
Of A BRAND-NAME 
PRESCRIPTION IS
MORE THAN

THE COST Of 
A GENERIC 
PRESCRIPTION.LET'S  

COMPARE,  
SHALL WE?

65%

64%

67%

72%
64% 68%

GENERIC 
PRESCRIPTIONS  
ARE EVEN MORE 

AffORDABLE NOW THAN 
THEY WERE IN 2003.

THE GENERIC SHARE Of 
ALL PRESCRIPTIONS  
IN CANADA IS

66%

3
GENERICbrand

x

Sources: cmaj.ca / cihi.ca (Prescribed Drug Spending in Canada, 2013) / health.gov.bc.ca (LCA Booklets) / McKesson.ca (PharmaClik) / hc-sc.gc.ca / CanadianGenerics.ca (The Canadian Generic Market Year 2013). The content 
shown here is for informational purposes only and is not intended to provide medical or specific advice to you. Always check with your doctor and pharmacist before switching from a brand-name drug to a generic drug.  
The drug prices shown may not reflect current prices at your pharmacy. 0699.002   03/15       CUPE 1816

DID YOU  

ALWAYS LOOK 

THIS GOOD?

#

Pacific Blue Cross has 
expanded and streamlined 
online claiming procedures.

ONLINE PRESCRIPTION  
DRUG CLAIMS

CARESnet now accepts 
prescription drug and orthotics 
claims. These new features 
provide added convenience 
and faster reimbursement.

Expenses eligible for 
claiming online also include 
physiotherapy, massage 
therapy, acupuncture, 
chiropractic services, 
naturopathy, psychology, 
podiatry, vision care and 
monthly orthodontic 
treatments. If they have a 
Health Spending Account 
(HSA), members can also 
request that unpaid portions of 
submitted claims be paid from 
their HSA. Members can also 
submit claims already assessed 
under their spouses’ plans for 
coordination of benefits.

ONLINE ORTHOTICS CLAIMS 
Members with custom 

orthotics coverage can now 
submit claims and supporting 
documents online.  
Members are still required  
to include the following with  
their claims:  
• A copy of the prescription 

outlining the medical 
diagnosis from a physician, 
podiatrist, physiotherapist  
or chiropractor

• A copy of the biomechanical 
assessment, which must be 
performed in person by an 
accredited provider

More online claiming 
options in CARESnet®

• Either a written confirmation 
of orthotic casting and 
fabrication, or a copy of 
the orthotic casting and 
fabrication form completed 
by the provider

• A copy of the payment receipt
Online claim submissions in 
CARESnet are processed faster 
and with less impact on the 
environment. And, instead of 
waiting for claims and benefit 
statements to travel through 
the mail, members who submit 
online claims receive instant 
adjudication and payment for 
approved expenses by direct 
deposit, usually within a few 
days.

INSTANT RECEIPT VERIFICATION 
Receipt verification is one 

of the ways Pacific Blue Cross 
protects benefit plans from 
fraud and abuse. When a plan 
member submits an online 
claim, CARESnet may randomly 
select the claim for receipt 
verification.

Members selected for 
receipt verification were 
previously required to mail 
in their receipts within 21 
days. Now, members can 
upload receipts to CARESnet 
as a scanned or photographed 
image. By submitting receipts 
and supporting documents 
online, members can avoid 
delays in adjudication and 
reimbursement for their claims.

Find tips on uploading 
receipts and supporting 
documentation at  
www.pac.bluecross.ca/
supportingdocs/receipts.
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ANNOUNCEMENTS

Welcome! Barry Rivelis appointed  
Chief Information Officer

Pacific Blue Cross 
celebrates its 
anniversaryPacific Blue Cross is excited 

to announce the appointment 
of Barry Rivelis to the position 
of Senior Vice President and 
Chief Information Officer (CIO) 
starting in May 2015. 

Barry has extensive 
experience in health care 
information technology  
and will be responsible for  
Pacific Blue Cross IT strategy 
and operational priorities to 
meet client and member needs.

Prior to joining Pacific 
Blue Cross, Barry was CIO of 
Provincial Health Services 
Authority, Vancouver Coastal 
Health and Providence Health 

The Pacific Blue Cross 
Community Connection Health 
Foundation recently donated 
$20,000 to the Canim Lake 
Wellness Centre to support 
holistic health services for a 
safe and emotionally healthy 
community.

Funds will be used to 
support Restoring the People 
of Broken Rock (Tsq’escenemc), 
a project aimed at revitalizing 
ancestral trainings, traditions, 
language and culture for at-risk 
children, youth and families 
in the community. Through 
traditional teachings, the 
program will help participants 
develop skills to become self-
sufficient and independent by 
creating a safe environment 
through communication.

Pacific Blue Cross donates $20,000 to 
the Canim Lake Wellness Centre

Care. He was responsible for 
the overall technology strategy 
and leadership for Information 
Management Information 
Technology Services (IMITS).

Barry is a member of the 
Board of Directors for the 
Vancouver Foundation, Jewish 
Family Services Agency of 
Vancouver and the Executive 
Advisory Committee of the 
Canadian Health Information 
Executive Forum. Barry holds  
a Bachelor of Arts in Economics 
from York University and an 
MBA from the Schulich School 
of Business.

This year Pacific Blue Cross 
will be celebrating 75 years 
of making a difference in the 
lives of British Columbians. 
Our passion for health and 
wellness fuels our commitment 
to service. Here’s a look back at 
a few of the milestones Pacific 
Blue Cross has reached in the 
last 75 years. 

As we continue to transform 
and evolve, Pacific Blue Cross 
will proudly serve British 
Columbians for many years  
to come.

The Canim Lake Wellness 
Centre provides support to 
at-risk children, youth and 
families faced with alcohol and 
drug abuse, family violence, 
trauma, sexual violence, crime, 
high unemployment and 
housing shortages.

The goals of the centre 
include:
• Increasing access to skills 

training in family violence 
and related issues

• Giving more parents the ability 
to care for their children 

• Reducing the number of 
children and youth who 
experience abuse or neglect 

• Creating programs in healing 
by traditional methods

• Improving access to internal 
and external victims services

Canim Lake is located in the Cariboo region of British Columbia, and is home to the Tsq’escenemc of the Shuswap Nation. 

Photo by Wikipedia licensed under CC by 2.0

• Increasing a family’s ability 
to respond in a healthy 
manner in a time of crisis

• Increasing individual 
capacity to heal when  
faced with grief or loss

The Pacific Blue Cross 
Community Connection Health 
Foundation offers financial 
assistance to organizations 
that promote mental health 
and strive to prevent 
chronic disease. Interested 
organizations can apply at 
www.pac.bluecross.ca.

1940
1946

1954
1966

1980
1982

1997
2003

2003
2012

2014
2015

Founding of Medical Services  
Association (MSA).

Founding of Credit Union & 
Cooperative Health Services 
Society (CU&C), the first 
insurance cooperative in 
Canada.

Founding of BC Medical 
Services Incorporated 
(MSI) as an associated 
plan of MSA.

Pacific Blue Cross 
acquires third party 
administration firm 
D.A. Townley & 
Associates.

Pacific Blue Cross 
launches Community 
Connection Health 
Foundation.

Pacific Blue Cross launches CARESnet  
for plan members.

Pacific Blue Cross secures contract to 
provide services for the BC Government’s 
Fair PharmaCare program.

MSA and CU&C merge 
and choose the name 
Pacific Blue Cross.

British Columbia Life and Casualty 
Company (BC Life) commences 
operation as a subsidiary of MSA.

MSA joins Canadian Association 
of Blue Cross Plans.

CU&C introduces Canada’s 
first prepaid dental plan, 
developed with the Dental 
Association of BC and 
Sheet Metal Workers’ Union.

Pacific Blue Cross implements new 
Administration, Claims and Enrollment 
system (ACES), converting data from  
25 legacy systems onto 1 integrated platform.

Did you know that April 2nd is Employee 
Benefits Day? Explore how you can help 
employees embrace overall well-being 
through Wellness 2.0. This growing 
movement is expanding employer wellness 
to encompass all areas of well-being. 

There are many online tools to help you 
increase your employees’ overall health.  
Visit www.ifebp.org/benefitsday to learn 
more or browse wellness resources in the  
Pacific Blue Cross communications library at 
www.pac.bluecross.ca/adminnet.

Celebrating Employee Benefits Day
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2/3
less waste

50
tonnes

315
gigajoules

= 8
percent

305
tonnes

We have light 
sensors in all our 

meeting rooms.

We now use 100% 

recyclable envelopes  

and copy paper. This 

reduced our carbon 

footprint by 50T.

We lowered our 

natural gas use by 

315 gigajoules 

from 2012—that’s 

close to 8%.

With our Zero 
Waste Program, 

we reduced our 

trash by 2/3.

Our washrooms have 

low-flow toilets and 

automatic flush valves.

We use only green, 

chemical-free 
ozone cleaning.

We use moisture sensors 

in our planters to avoid 

watering while raining.

We diverted nearly 

305T of CO2e waste 

from the landfill from 

paper shredding 

and recycling.

th 
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