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Blues members come from all walks of life. But there’s one thing you all have in common:  
the desire to feel valued as customers. 

We’ve made it our mission over the past 75 years to let you know how much we value your 
business. Along the way, your high standards have shaped our priorities and paved the way for 
our success. You’ve shown us the qualities you expect in your health care company and we’ve 
worked every day to earn your trust.

As we begin a new chapter in our company’s history, now is the perfect time to thank you for 
making us a stronger company. 

Keep telling us what you expect of us. And we’ll keep working to deliver.
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We commit to being our members’ trusted partner by providing  
affordable, innovative products that improve their care and health. 

OUR MISSION:
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Blue Cross Blue Shield of Michigan has a long history and tradition  
of serving Michigan that dates back to 1939. It’s because of our  
history that our members and our other stakeholders have come 
to expect more from us. We wouldn’t have it any other way. Our 
responsibility is to meet – and work to exceed – their expectations.  
It’s what makes good companies great.

During the past decades there have been countless changes in  
the health care industry. But, never before has the pace of change  
been faster, the complexity for consumers greater or the stakes for  
the Blues higher. 

In 2013, health reform and state regulation of health insurance and  
the Blues converged, creating challenges for everyone. It also opened 
up new opportunities for the Blues to excel where it matters most: 
meeting customer expectations.

Health reform alone involved detailed planning, coordination and execution across the company to meet 
the requirements of the Affordable Care Act, which went into full force in October. In response, we created 
new products to increase coverage, new programs to improve quality and new processes to make dealing 
with us easier.

Gov. Rick Snyder’s proposal to update Michigan’s regulatory system paved the way for the Blues to become 
a nonprofit mutual insurance company. When the governor signed Public Acts 61 and 62 in March 2013, 
it opened a new era for the Blues while sustaining our nonprofit status. Now more than ever before, Blue 
Cross Blue Shield of Michigan can meet the many needs of a diverse population. 

The past year’s accomplishments, highlighted in this annual report, are a reflection of what our customers 
want from us – a company they can count on in times of change, that provides value, is easy to work with, 
delivers quality customer service and gives back to the community.

Our customers are at the core of what we do. Meeting and exceeding their expectations is what we demand 
of ourselves every day. 

Daniel J. Loepp 
President and CEO 
Blue Cross Blue Shield of Michigan

Message from the President and CEO
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It’s difficult to look back when everyone and everything around you is moving full speed 
ahead. But it’s important to see where you’ve been to better appreciate where you are and 
what you’ve achieved. At times, the past year seems like a blur. The amount and pace of 
change was relentless, the timeframes unforgiving. The results, though, have been nothing 
short of historic. 

First, there was health care reform. The Affordable Care Act went into full effect, and the Blues 
were fully prepared — no small task given all the complexities involved. 

On top of it all, the Blues began a transition to become a nonprofit mutual health insurance 
company after Gov. Rick Snyder signed bills that modernize Michigan’s regulatory system. 
Beginning in 2014, the Blues became a nonprofit mutual health insurer, regulated just like 
every other health insurer in Michigan. 

Message from the Chairman of the Board
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FOR CHANGE
TO BE PREPARED  

The most important point is this: The regulations that govern the  
Blues may have changed, but the company’s focus has not. The  
Blues remain a nonprofit company, based in Michigan and committed 
to serving our customers and building a healthier Michigan. 

So as we move ahead in our 75th year, we can look back on last  
year and the decades before with a sense of pride and achievement, 
and with confidence knowing that the Blues will continue their 
tradition, legacy and core values of serving our customers and  
the people of Michigan.  

Gregory A. Sudderth 
Chairman of the Board 
Blue Cross Blue Shield of Michigan

You expect us
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In 2013, the Affordable Care Act ushered our company into a new era. Embracing change wasn’t easy, but with 
careful planning and preparation, we successfully met the challenges of the new health care law. 

At the same time, Michigan Gov. Rick Snyder recognized that the Blues could serve the state better under the 
Affordable Care Act by operating with a different structure. Legislation allowing us to transition to a nonprofit 
mutual insurance company became law in 2013. Becoming a mutual means we are a more member-centric 
organization and are regulated under consistent guidelines with other health insurers. It also preserves what is 
best about our company — our nonprofit mission to help the people of Michigan achieve their best health.

As we prepared for the changes under health reform, we had two main objectives:

•  Enhance our company’s core business functions, including product development, enrollment, billing, service 
and claims processing, to enable us to do business on the Health Insurance Marketplace 

•  Help our customers understand the new health care law with first-rate support and guidance

When the Health Insurance Marketplace opened on Oct. 1, 2013, we were ready. We rolled out new reform-
compliant products in every county in Michigan — the only insurer in the state to do so. And we worked with 
insurance agents throughout the state so they could guide their customers through health care reform and help 
them choose the health care plan that best suited their needs.

Ready for reform   

Gov. Rick Snyder (seated) signed legislation modernizing Michigan’s health insurance 
regulatory system in March 2013. Participating in the bill-signing ceremony were, from 
left: BCBSM President and CEO Daniel J. Loepp; Gregory A. Sudderth, chairman, 
BCBSM Board of Directors; state Rep. Pete Lund, R-Shelby Township; state Sen. Joe 
Hune, R-Hamburg Township; Kevin Clinton, commissioner, Department of Insurance 
and Financial Services; and state Sen. Virgil Smith, D-Detroit. Photo: Joe Polimeni
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“As we enter health care’s ‘new normal,’ we need to be

as they arise. It must be a total 
company effort to be successful.”

PREPARED, FLEXIBLE AND 
QUICKLY ADDRESS ISSUES

— James Foster, Office of National Health Reform, Detroit
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We were also ready to meet the Affordable Care Act’s focus on improving the quality 
of health care. In 2013, national organizations that evaluate quality praised our 
products and services. Their endorsement assures our customers are getting excellent 
care — and that leads to better health.

•  Our commercial PPO product earned a “Commendable” rating from the National 
Committee for Quality Assurance.  

•  Our Medicare Advantage plan received a 4.0-star rating (out of 5 stars) by the U.S. 
Centers for Medicare & Medicaid Services, an increase from its 3.5-star rating for 2013. 

•  Blue Cross Complete of Michigan was ranked the No. 2 Medicaid plan in the state 
and the No. 10 Medicaid plan in the nation by the NCQA. The ranking was out of 
131 Medicaid plans nationally.

Quality matters
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“Just meeting national quality 
standards is not enough — 

And that takes preparation. It means  
our members can feel confident they are  
enrolled in a quality health care plan.”

WE STRIVE TO EXCEED THEM.

— Marianne Thomas, Value Partnerships, Detroit
VALUE

TO PROVIDE  
You expect us
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“Value is having the patience and 
empathy to help our members, especially 
if they or their loved ones are sick.

IT’S MORE THAN ANSWERING  
A QUESTION, IT’S ALSO  
SHOWING COMPASSION.”
— Jayson Smith, State Accounts Service Center, Lansing
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The entire health care marketplace was reshaped by the Affordable Care Act. More individual 
consumers are purchasing health insurance, and they expect the best health care at the lowest 
possible cost. We recognized that meeting their needs would require innovative thinking.

In 2013, working together with doctors and hospitals, we successfully leveraged our size and 
our deep, trusted relationships to bring tremendous value to our members and the state.

•  We partnered with Mercy Health West Michigan to create a local HMO network and 
products — the first such arrangement in the state and one of many options we developed 
for people seeking low-cost coverage. By focusing on a local network, we were able to 
improve access to care and lower costs for residents on the west side of the state who  
don’t have employer-sponsored health coverage or those who are eligible for Medicare.

Count on us to think big

Blue Cross Blue Shield of Michigan 2013 Annual Report
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“Helping members get the medication  
they need to improve their health at an 
affordable cost — that’s value. Our goal is

TO MEET OR EXCEED OUR 
MEMBERS’ EXPECTATIONS.”  

— Elisa Hernandez, Pharmacy Services, Detroit
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•  We designated 1,243 Michigan physician practices as Patient-Centered Medical Homes in 2013. In a medical 
home, members work closely with their doctors and health care team to improve their health. During its first 
three years, our PCMH program — the largest in the country — helped members avoid emergency room visits 
and hospital stays, saving an estimated $155 million in costs to the health care system.

•  We teamed up with Trinity Health-Michigan to create a first-of-its-kind reimbursement arrangement that  
evolves the focus of payments away from traditional fee-for-service and toward efficiency, value and better 
health outcomes.

•  Our Collaborative Quality Initiatives continued to help reduce health care costs, in addition to improving 
quality and patient safety. CQIs are programs that address some of the most common and costly areas of 
surgical and medical care. Statewide savings for five of our more established quality initiatives (out of 14 
hospital CQIs) have totaled more than $597 million from 2008 through 2012.

WORK WITH
TO BE EASY TO
You expect us
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Health care is complicated, but our interactions with customers shouldn’t be. So  
in 2013, the Blues began a corporatewide effort to improve how we communicate  
with our customers, doctors and others in order to create a better experience  
for everyone.

We are focused on using clear language in all our written communications  
and simplifying how we interact with our stakeholders every day and in  
everything we do. 

To help make our customers’ experiences with us even easier, more useful and 
enjoyable, we redesigned the member area of our bcbsm.com website, making  
it easier for members to find a doctor, track their costs and more. 

And with their mobile devices, members can now access their health plan 
information 24 hours a day, seven days a week. 

We keep it Clear and Simple®

Blue Cross Blue Shield of Michigan 2013 Annual Report



“KEEPING OUR ANSWERS 
CLEAR AND SIMPLE 
helps ensure our customers  
understand the answers and  
realize that we appreciate them.”
— Dreamai Crenshaw, Medicare Advantage  

Training & Quality, Detroit
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“People are confused about how health 
care reform will affect them. It’s our 
responsibility to guide them in a clear 
and simple way so they can 

MAKE THE RIGHT CHOICES 
FOR THEMSELVES AND  
THEIR FAMILIES.”
—  Affaf Arabbo, Corporate Marketing  

& Customer Experience, Detroit
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UNDERSTAND 
HEALTH CARE

TO HELP YOU

We also began Voice of the Customer, a program that makes sure our customers’ voices  
are clearly heard, understood and incorporated into business decisions and processes.

Our efforts paid off. Our score in Forrester’s annual Customer Experience Index report was 
22 points higher in 2013 than it was in the previous year. It was the largest gain of any brand 
in any industry, and our score was second highest in the health insurance industry.

OUR CUSTOMER COMMITMENT: 

We aspire to be clear and simple, to help you make the 
right choices, to offer valuable coverage and help you  
get quality health care for you and those you love.

You expect us
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Health care reform brought about many changes in health care and raised plenty 
of questions for our customers. Providing them with first-rate customer service 
has never been more important. 

To help Michigan residents navigate this new world of health care, we: 

•  Launched HealthCareReformBasics.com, an interactive website that answers 
common questions about health care reform in an easy-to-understand manner

•  Refocused our 10 statewide welcome centers to help consumers learn more 
about enrolling in plans and related topics, such as federal subsidies 

•  Hosted community education sessions to inform consumers about health care 
reform and assist their transition to the Health Insurance Marketplace

We’re here to help

Blue Cross Blue Shield of Michigan 2013 Annual Report
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“I never tell my customers, ‘That’s not my job.’ I may 
not be the right person to answer the question,

and who can get it done.”

BUT I WILL SURE  
FIND OUT WHO IS

— Lindsey Evans, West Michigan Sales, Grand Rapids
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“High-quality customer service

because it sets the image of the company 
in the minds of our members.”

IS WHAT WE ALL STRIVE FOR 

— Valerie Sevegney, Marquette Service Center, Marquette



•  Met with employers and health care providers across the state to 
help them understand how the Affordable Care Act affects them

•  Expanded hours for our team of knowledgeable health plan  
advisors to help consumers more easily enroll in plans that meet  
the requirements of the Affordable Care Act 

•  Created “Text for Subsidy,” a program that allows consumers to text 
us to quickly find out if they qualify for a government subsidy 

•  Partnered with more than 2,000 Blues-contracted insurance agents, 
who were trained and certified to help people purchase Blues 
health plans that comply with the Affordable Care Act

HEALTHIER
MICHIGAN

TO BUILD A 
You expect us
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We take special pride in our social mission to improve the health and health care of 
our state’s residents. In 2013, we demonstrated that commitment in several ways:

•  For the ninth straight year, we awarded $1 million in grants to support “safety net” 
providers such as free clinics across Michigan. 

•  In the fall, we launched a “kick cancer” campaign. Our efforts focused on 
encouraging people to develop a relationship with their doctors and get screened 
because early detection saves lives.  

In October, we partnered with the American Cancer Society and Michigan State 
University to raise awareness of the importance of breast cancer screenings. In 
November, the Blues teamed up with the Detroit Lions to promote screenings for 
prostate cancer and combat childhood obesity during the Lions’ Thanksgiving Day game. 

Because we care

Blue Cross Blue Shield of Michigan 2013 Annual Report
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—  Cle J. Jackson,  
Community Responsibility, Grand Rapids

IT’S IN OUR DNA. 
“It’s exciting to work for a company  
that has such a strong culture of giving. 

We’re working throughout the state 
every day to create stronger, more 
vibrant and healthier communities.” 
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IT’S WHAT WE DO. 
We’ve been doing it for decades, and I’m  
honored to be a part of that every day.”

“Helping Michigan residents get healthier  
 and access quality, affordable care is part of our mission.

— Pamela Yager, Social Mission, Lansing
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•  We pledged $1.56 billion to Michigan’s Health Endowment Fund over the next  
18 years to help improve the health and wellness of the residents of the state.

•  Twenty-eight schools — and 12,500 students — participated in our Building 
Healthy Communities program for the 2013-2014 school year. The program offers 
elementary and middle schools opportunities to improve children’s health, increase 
academic success and combat childhood obesity. And our partnership with the 
Michigan Fitness Foundation and the Wayne State University Center for School 
Health grew to include the United Dairy Industry of Michigan and the University  
of Michigan. 

•  We joined forces with the United Dairy Industry of Michigan to establish  
Building Healthy Communities: First Fuel Breakfast Challenge Grants. Together,  
we awarded $250,000 in grants to 75 schools, ensuring that more than 35,000  
children started their school day with a healthy meal.

Blue Cross Blue Shield of Michigan
Board of Directors
As of March 12, 2014
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James Agee*
President
JG Agee Consultants LLC

Joseph J. Ashton
Vice President and Director 
General Motors & Gaming
International Union, UAW

Reneé C. Axt*
President
RCP Associates LLC

Jon E. Barfield*
President and Chief Executive Officer
LJ Holdings Investment Company LLC

William H. Black*
Executive Director
Michigan Teamsters Joint Council 43

Darrell Burks*
PriceWaterhouseCoopers (Retired)

Terry W. Burns
Executive Vice President
Michigan Automobile Dealers Association

Edward J. Canfield, D.O.
Physician/Consultant
  
Brian M. Connolly
President and Chief Executive Officer
Oakwood Healthcare Inc.

Steven B. Cook
President
Michigan Education Association

Patrick J. Devlin
Financial Secretary/Treasurer
Michigan Building and Construction
Trades Council

Sarah W. Doyle
Senior Benefit Consultant
International Union, UAW

Diane R. Goddeeris, R.N., B.S.N.
Registered Nurse, OB Informatics
Sparrow Hospital

*Member of Executive Committee

B o a r d  o f  D i r e c t o r s
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Edward G. Jankowski, M.D.
President
Edward G. Jankowski, M.D., PC

Spencer C. Johnson*
Vice Chairman of the Board
President
Michigan Health & Hospital Association

Bob King*
President
International Union, UAW
 
Melvin L. Larsen
President
Larsen & Associates Inc. (Retired)

Daniel J. Loepp*
President and Chief Executive Officer
Blue Cross Blue Shield of Michigan

Gary J. McInerney*
Owner
McInerney & Associates

Anne M. Mervenne
Chief Executive Officer
Mervenne & Company

William E. Meyers
Principal 
Wm. Meyers & Assoc. LLC (Retired) 

*Member of Executive Committee 29
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Kathleen S. Neal*
Director, Integrated Health Care 
and Disability
Chrysler Group LLC

Robert A. Patzer
Michigan Infrastructure & Transportation 
Association (Retired)

James W. Richards, R.Ph.
Professor Emeritus, Social and
Administrative Sciences
University of Michigan College of Pharmacy 

Wallace D. Riley
(Retired)

Jean L. Rose
Executive Director, Global  
Manufacturing HR  
General Motors LLC

Edwin Secord, D.D.S., M.S.
Orthodontist (Retired)

James U. Settles Jr.*
Vice President
International Union, UAW

*Member of Executive Committee
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*Member of Executive Committee

F. Remington Sprague, M.D.*
Ministry Organization Vice President and 
Chief Medical Officer
Mercy Health Partners, Trinity Health-Michigan 

Gregory A. Sudderth*
Chairman of the Board
President
Executive Labor-Management 
Services Inc. 

Laura D. Swartzmiller
Director, Health & Welfare Benefits
Ford Motor Company
   

Karla G. Swift
President
Michigan State AFL-CIO

S. Martin Taylor*
DTE Energy Company (Retired)

Gary H. Torgow
Chairman
Talmer Bancorp Inc.

John Vandermolen
Michigan Farm Bureau (Retired)
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Subsidiary Corporations

Accident Fund Holdings, Inc.
200 N. Grand Ave.
Lansing, MI 48901-7990
Elizabeth R. Haar
President and Chief Executive Officer
afhi.com

Blue Cross Blue Shield of Michigan Foundation*
600 E. Lafayette Blvd.
Detroit, MI 48226-2998
Ira Strumwasser
Executive Director and Chief Executive Officer
bcbsm.com/foundation

Blue Care Network of Michigan
20500 Civic Center Dr.
Southfield, MI 48076-4115
Kevin J. Klobucar
President and Chief Executive Officer
bcbsm.com/bcn

LifeSecure Insurance Company
10559 Citation Dr.
Suite 300
Brighton, MI 48116-6569
Tiffany A. Albert
President and Chief Executive Officer
yourlifesecure.com

*Subsidiary of Blue Care of Michigan, Inc.32
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bcbsm.com  |  facebook.com/bcbsm  |  twitter.com/bcbsm

To request a copy of Blue Cross Blue Shield of Michigan’s most recent audited financial statement, 
please call our general auditor’s office at 313-225-7495 or go to bcbsm.com/annualreport.  
To request additional printed copies of the 2013 annual report, please call 313-225-0460.
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On the CD:
Letter from Mark R. Bartlett, Executive Vice President,  
Chief Financial Officer and President of Emerging Markets

2013 Consolidated Financial Statements

Explanation of Accounting Principles



What you  
expectbcbsm.com

Blue Cross Blue Shield of Michigan is a nonprofit corporation and independent licensee of the Blue Cross and Blue Shield Association.




