


The Evolution Of Health Care

» Health plans will need to embrace a new paradigm to improve their
understanding of the individual member needs in meaningful ways, and then
align the information, incentives, programs and technologies necessary to help

members achieve optimal health ~ Medical Management: Competitive Differentiation in an Era of Health
Plan Commoditization, Deloitte, 2009

» Health systems need to become more adept at customizing health solutions
according to more consumer-centric attributes beyond health status - mass
customization must be facilitated by technology through the convergence of
devices such as smart phones, EMR databases, home health monitoring,

telehealth, social media and other Internet innovations ~ pricewaterhouseCoopers’ Health
Research Institute, HealthCast: The customization of diagnosis, care and cure. April, 2010

= High performers are exploring ways to customize and personalize health
decisions ... Social networking, a personalized form of communication and
influence is used by 11% of high performers today, a group expected to more
than quadruple in size by 2012 - 2010 Health Care Cost Survey, Towers Watson



Principles Of Engagement

Applying theories of behavior change and marketing principles -- the following
form the basis for developing a systematic engagement discipline with members:

= Make contact at the right time for the member
= Focus on influencers

= Useinnovative incentive programs

= Make the decision easy

= Personalize

= Right balance of rewards and incentives

= Get feedback



Our Engagement Focus

Care management engagement is a multi-dimensional journey centered around the individual.

The goal: for members to understand and address their health needs and respond in a
targeted and relevant manner that drives a seamless experience in achieving optimal health.

=Member-centric focus
*Multi-channel engagement

»Seamless experience

Engage members by using emerging technologies and customization tools. These offer
innovative, multi-channel solutions for members to better their health.




Care Management Engagement
A Three-Pronged Approach

Facilitate an integrated three-pronged approach that provides innovative, multi-channel
solutions to engage members in their health.

Motivate and Encourage



Making It Easier To Engage:
Listening To The Voice Of The Member

To better achieve optimal health and productivity, reach people where, when
and how they prefer. There 1 s not | U
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Some Of Our Sol L

Janet Thomson

= Integrated Care Management Model

u Algorithm 2.0 Enhanced Predictive Targeting
= Incentive Options

Ann Meyer

= Biometric Screenings

. Personal Health Record

Judy Bomgardner

= New Healthy Lifestyle Coaching

= Group Coaching Social Networking Pilot



Some Mor e Of Our ¢

Paul Coppola

» Mind-Body Stress Reduction Program

= Aetna Health Connections Get Active!

= Steelcase Walkstation

Connie Compton

= New Online Disease Management Programs
= Diabetes Mobile Text Pilot

= Motivational Interviewing

Betsy Farrell

» Results Management



Opening Panel Questions

= Why is engagement important and how is it measured?
» What is the value of incentive and disincentive programs?

» What are the benefits of integration across programs?



