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Aetna is pleased to be in attendance today to share our plans and experience with the panel.  We are members of the Homeland Security Critical Infrastructure Subcommittee on Healthcare and are actively involved with the public and private sector in advancing all preparedness.  We are continually learning, as everyone is, and constantly testing our plans.  We see no limits on the sharing of information when it comes to the public good and the nation's resilience in a disaster.  Aetna occupies over 100 facilities at various sites throughout the country which house a variety of Aetna departments and functions. 
 

To prepare for pandemics, Aetna has developed many recovery or coping strategies to ensure continuity of operations and to keep employees healthy.  Although not implemented solely for pandemic planning, among the most notable elements is our very robust "telework" program, with a large number of our employees able to fully function from home.  The second most significant capability includes comprehensive work re-allocation where customer service calls and claim adjudication can be redirected to other Aetna Offices with almost seamless transition.  Another important element is that Aetna has a considerable bench of contingent workers who are trained and can augment critical staff if there are high absentee rates.  Contingent workers are used to help handle peak customer service periods.
 

Another important line of defense is our capability to keep employees healthy in the face of a pandemic.  Aetna has created many strategies to accomplish this.  It starts with a short and pointed on-line course that all employees are expected to take.  The course provides instructions for hand hygiene as well as sneeze and cough etiquette, because we believe, as others do, that this can be one of the best measures in minimizing the spread of a virus in the workplace.  Aetna has placed hand hygiene and “stay home when sick” posters at all Aetna sites as constant reminders along with permanent intranet home page messaging.  Aetna's HR policies strongly encourage sick persons to stay home when symptoms appear with non punitive pandemic pay policies.  
 

Beyond these strategies, Aetna has provided a personal supply of antiseptic hand sanitizer to all office based persons within our facilities along with common space bulk hand sanitizer dispensers.  Aetna has purchased a stockpile of surgical masks and has deployed supplies to site crisis managers with instructions to issue them to any person that is symptomatic or who may otherwise feel they may be coming down with the flu.  Sick persons will be sent home or to a health care provider if symptoms are severe.  
 

Another important planning element is our rapid telework deployment capability for office based workers.  This is accomplished with infrastructure, procedures and plans where we can transition a very large number of workers to a temporary work at home setting within days using the internet.  We implement a scaled down version of this each winter when severe winter weather occurs.  During a traditional nor'easter, we typically have only 10-20 percent of employees coming to the office and our customers see little or no impact.  Under Rapid Deployment, employees will be prioritized by mission critical function as well as by their technological readiness to transition.  Efforts will be made to adhere to CDC guidance where employees in high health risk groups, be offered an opportunity to work at home however we are seeking clarity around the ADA provisions.
 

At many sites, there will still be a need for office-based workers to come on-site, no matter the threat, to keep serving our customers.  For these employees, social distancing strategies will be employed.  To that end, we have plans ready to cancel or curtail physical meetings and substitute virtual meetings through our robust teleconferencing capabilities.  Additionally, we will enhance facility cleaning, controlling visitation, eliminate unnecessary travel, and spread out employees, if needed.  Efforts will be made to coordinate actions with local health officials and adhere to any triggers that may be provided by health officials.  All site crisis leaders have been instructed to establish two-way communications and contacts with their local public health officials so they are apprised of the local situation as it changes and are advised of local actions that should be taken. 
 

The objective of all of this is to flatten the outbreak absentee curve at all affected sites and maximize our production to serve our customers and members during the peak of each wave.  It is our hope that if all strategies are employed effectively, we can lessen the peak of that curve by at least 5-10 percent which will make a big difference.
 

A separate but very significant part of our response capability at Aetna is the ability to deal with member needs due to widespread disasters such as hurricanes, wild fires or terror attack.   We have established a dedicated team to review health benefit policies that may need to change due to a provider network overload, failure or due to mass evacuation.  Changes, once identified through our evaluation, or due to regulator order, will be communicated to members and plan sponsors so they can avail themselves of alternate ways to obtain the care they need.  This process has been successfully demonstrated on 9 /11 and in natural disaster after disaster in recent years.
