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Personalizing Patient Messaging to
Induce Behavior Change
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Health Care Today: A Snapshot

We know a lot about what works and what doesn’t

There’s a huge gap between the care doctors provide and
the care they ought to provide

We've spent 30 yrs trying to reduce variation in physician
practice by disseminating evidence-based guidelines ---
with little effect

If a pharmaceutical firm gets a patient to ask their MD for
a particular medication, there’s a 75% chance that patient
will get that med.
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Where the Marketplace is Going
© [ ——

m Increased “consumerism”

— Increased economic skin in the
game

— Increased individual control and
incentives: CDHPs and HSAs

— Vital need for personalized
information and decision support:

e What is appropriate care for me?

e By how much could I reduce my out
of pocket healthcare expenses?

e How could I achieve those potential
savings?
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Consumers Need: Personalized Information about

Health Maintenance and Care O||3tions
I

e What could I do to reduce my risk of a heart attack?
What things will increase my risk of a heart attack?

o Will use of Drug A vs Drug B, or going to Dr. Smith vs
Dr. Jones have any impact on my health?

e How much will I spend out of pocket if I use Drug A vs
Drug B or go to Dr. Smith vs Dr. Jones?

Better Health Through Better Information



Consumers Need Personalized Info. about Costs

B
Not Useful Useful
Unit of service Episode
Daily dose “"Treatment course”

Patient’s Share of
Total Cost Cost
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What's Required to Change Behavior?

Provide a compelling reason to change behavior
- extend my life
- save me money
- save me time

Make it easy to change behavior
- information must be actionable
- call 1-800 number
- one click on a web site
- bring in a coupon

Reinforce the behavior change in multiple ways

- economic incentives
- social incentives
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What Else is Important?
I

e When the message is delivered
- age
- timing relative to a person’s personal situation
- “teachable moment”
- frequency

e Who delivers the message
- credibility
- skill

e How the message is delivered
- medium
- packaging
- simplicity

Better Health Through Better Information



Potential Personalizecll Strategies

Personal health statements

Personalized consumer health education that
is pushed to people or made readily available

Personalized coupons that are provided on a
highly targeted basis

“Market segmentation” with interventions that
are “best fit” for particular people

Better Health Through Better Information



Front

DTM: Personal Care Note

Report of: Jarmea W F'ubl -
Disites of Birth:
Meamber ID #

Group #
ggestions for You

e ABC Health Plan

1’ Medical & Pharmacy Claims
25 most racant claims, by service date, recelved as of

Using Your

Show It to your doclors
Take advantage of
special health care
programs

Leam how to save
money when you need
various health care
services

Personal Care Note R}é

Better health care
is in your hands.

A new care guidance program to help you
save money and Improve your health care.

Personal Care Note  |"

Yfour Gopay
§7
)
)

whether you can maka this

Annual Sawings
$396
240
240

witch and start sawing

these materials?
who can bensfit the most

call ot 1-800-555-7654, or try the
=; i wBCHealth, com

Inside Panels

Important Telephone Numbers

L@ﬁwlinﬂc Health Plan

Personal Care Note Help Line: 1-800-987-6543
ABC Customer Service: 1-800-321-0987
Prescription Benefit Information: 1-8(4)-555-9999

Better Health Through Better Information



Examples — Clinical Messages
©

Intarmation trom your doctor DS suggests that you have recently Deen reated ror
an ulcer. Curent medical evidence shows that most ulcers are caused by an infec-
tion named H. Pylori. It is treated with antibiotics and is sometimes difficult to cure.
Curing the infection is important because without #, the chance of the ulcer com-
ing back is high. We have naot received any bills for a H. Pylori test to prove your

& ABC Health Plan o uns | Infection is cured. We recommend that you speak with your doctor within the next

T —— mn w446 weeks to see if you nesd a H. Pylari test. [177]

Encounters

* Diagnosis codes from your doctons) show that you had a heart attack in the past.
For most people, a type of medication called a beta blocker can lower your chances
of having another heart attack. We encourage you to communicate with your doctor
about this within the nest 4 weeks fo see if a beta blocker is right for you. [94]
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Example — Pocketbook Issue Messages
I

$ LIsing generic drugs can reduce the amount you pay for your prescriptions.
4k ABC Health Plan Recently, you filled a prescription for Proventil and paid a copay of $40.00.
il Py s, § o orvou i Albuterol is a generic form of Proventil. f you use Albuterol your co-pay would be
. only $7. By switching you could save $396 each year. Talk to your doctor about

whether you can make this switch and start saving money. [760]

5 Lising medications that are on our Preferred Drug List can reduce the amount you
pay for your prescriptions. Recently, you filled a prescription for Nexium and paid a
copay of $40. Listed below are similar medications that are on our Preferred Drug
List and would cost you less.

Medication Your Copay Annual Savings
Omeprazole $7 4369
Prilosec $240
Prevacid $240

Talk to your doctor about making a switch and start saving money. [701]
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Reprinted from THE WALL STREET JOURNAL.

Page D5 Column 1
©

TUESDAY, JANU 31, 2006

Insurers Want Patients to Press Doctors About Drugs and Costs

yright (c) 2006, Dow Jones & Company, Inc.

BY SARAH RUBENSTEIN

THE WALL STREET JOURNAL ONLINE

When Chris Stacey's allergist sug-
gesied she start getting allergy shois
; ey didnT just nod and

"Shots are & Iomg-term investment,
and an expensive long-lerm  invest-
meet,” Ms. Stacey. 36 years old, recalls
thirkisg. At the time, several years agn,
she felt thal oral allergy drugs were
mare comvenient and less costly than
shods. Plus, she was moving [rom
employer health coverage to an individ-
ual policy that she had to buy herself,
&nd she worried that her premiums
would go up if she were pereeived as an
expensive patient

Wiven Ms. Stacey told ner doctor she
didr’t think shols were the right step for
her, the docbor didn't change his mind,
she says, Bhe received o second opinion
from another allergist who, she says,
ended up sharing her view

Insurers wanl mare patients o he
like Ms. Btacey -- unafraid to ask their
doctar questions about 8 course of treat-
ment, nol to mentkon its cosl, Despile
the fact that patients are often refuctant
to sound like second-guessers for fear of
Irritating thelr doctors, insurers are
arming patients with the lools and the
technbques that the insurers have honed
to help them press the point on clinical
aptions and costs.

In February, Lumenos [nc., 2 unit of
health insurer WellPoint Ine., intends to
start offering a service that lets its
patients enter the names of drugs into
their cellphone Web browsers, which in
tarn will shoot back 2 list of comparahle
drugs, ranked by how much they cost
under Lamenos's plans. Thal way,
patients can ask their doctors abowt
cheaper alternatives while they are still
at their appointment, the company says.

An increasing number of insurers
are sending lefters to patients sug-
gesting that they talk with their do
avoul treatments, lests or medications
that the insurers say might be appropr-
ate or less costhy for the patients, Others
are making suggestlons withie Nnancial

statements they are sending home, or
listing "gquestions to ask yoor docior” on
thelr Web gites,

Cigma Corp. intends in the next few
manths to stzrt telling patients typical
prices of different types of doctor visits,
induding delails such as what types of
services usually would be provided and
how many minutes of face tme the
patienl pormally would gel with the doe-
tor, based on the price charged. Cigna
says I [sn't pressing patients to chal-
lenge their doctors over their bills,
though it would be natural for some to
scrulinize the charges,

The goal of keeping bhealth costs
down 1= nothing new for Insurers. For a
lomng time. [nsurers have wrangled with
doctors over oosls, setting up, and then
scaling  back. unpopular rules  that
require doctors to get permission to pro-
vide cerinin treatments or drugs. But
now more than ever before, they are
enlisting patients in the effort to check
health-care providers. [n his 5tzte of the
UUnion address, Prestdent Bush s
expecied (o highlighl health savings
accounts, relstively new accounts that
are meant to encourage consumers 1o
save money for health-care costs and
spenid wisely o their care

"It starts with the notion that you
should ecerlairly have a right to ques-
tion,” says Robert Laszewski, a consult-
ant to health inzurers. "1 think that's dif-
ferent from not havieg confidence in
vour doctor, but what you're encourag-
ing people odo is (o make them explain
it.”

The pesults eould mean lower costs
far insurers. Insurers also say the tools
help patients at a time when they are
bearing more of the costs of their care,
Also, cerlain (ools can help doclors o
keep track of how individual patients
Insurance plans work, insarers say.

*“We wanl lo empower the member,
and we want tp educate the member,”
siays Conslance Lo Williams, an associ-
ate medical director for UniCare Life &
Health Insurance Co., a WelPalnt divi-
gion based in Chicage, which staried
sending leiters about treatments and
costs to patienis in Massachusetis in a

pild program in late 2000 and now is
expanding the program.

It Iz unclear how vigorously 'Pil:l’l‘:l'l.ls-
respond fo insurers' prods, if the;

r 4 drug called an
tor, based on her health his-
ch inclded heart faflure and
Ms. Reb i Tl'IILT‘ Rivers,

Mass hesitated Lo bring the subject up
with Il.rr doclor, "We jusi had a good rap-
port.” she says. “It's like, geez, how am [
going to go te him and tell him Dat my
insurance company is suggesting that [
be on a medicine? . . . I really didn't
want to embarrass hlm

She decided to “kind of soften” the
subject by telling her doctor that her
insurer was “frying o play doctor now”
and showing him the letter, she savs. It
furned owt the doctor thought she w
'ura-i.u:h' on & s inhihitor, and he .
X ibed the drug, she

Tt'u? letter and others like I were devel

ed by Resolution Health
Columbia, Md., company that provides
the letters to clisnte, including UniCare,
Hlupe Shield of California and Horizon
HRlue Cross Rlue Shiskd of Mow Iergey
This month, Reselution Health added
PacifiCare, recenily acquired by
UnitedHealth Group Inc., to its client
base,

“Susan Rubello, 51, received
a mailing from UniCare
suggesting she ask her

doctor about taking a drug
called an ace inhibitor, based
on her health history, which
included heart failure and
diabetes.

“It turned out the doctor
thought she was already on
an ace inhibitor, and he
apologized and prescribed
the drug, she says.”

“The letter and others like it
were developed by
Resolution Health, Inc.”



GIC / UniCare: DTM Results

Member Conversion to Best Clinical Practice:
DTM Compared with Control Group

Adjusted Conversion Rate *
Time After Initial Control Group Adjusted Odds
DTM Mailing (N=963) (N=1058) Difference Ratio (95% CI)
12.69% 13.50% -0.81% 0.94
21.76% 17.00% 4.76% 1.28

27.42% 18.40% 9.02% 1.49
31.84% 19.90% 11.94% 1.6
T i v

* Using multivariate logistic regression analysis to control for factors associated with member propensity to
change behavior
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Projected Annual Savings: 100K Lives
I

Annual
Annual Expected | Total Annual
Through Improved Expected Gross Expected
Compliance at 1 Year | Gross Savings Savings Gross Total Annual
With: (Plan) (Members) Savings Net Savings*
Clinical Practice
Guidelines $460,566 $6,986  $467,552
Formulary
Preference Rules $565,535 $636,840 $1,202,375
Both $1,026,101 $643,826 $1,669,927 $1,273,927

*Program cost = $0.33 pmpm ($396,000/yr for 100K members.

**ROl reflects impact of DTM Program AFTER TAKING ACCOUNT OF UNICARE PREMIER
NURSE PROGRAM VIA LOGISTIC REGRESSION ANALYSIS. ROl is 1.6 to 1 if
consider only Plan savings.
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DTM Participants: Overview of comments...
N

1009%b0 found the information easy to understand.
91906 considered the program to be very or somewhat useful.

7690 said they would be very or somewhat likely to choose a plan that
offers the DTM Program.

1009%0 wanted to continue receiving the information.

"I can’t remember when the last time was a health plan sent
me anything as useful as this.”

" This is a great idea and I want to keep getting it.”

" I keep really good records, but this report will serve as a nice
supplement.”

" My doctor liked the report and said the recommendations were really
helpful.”
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DTM Options: Messages that matter

Prescription drug benefit design
- e.g. co-pays associated with multi-tier and mail order; savings
that can be achieved through specific drug switches

Preferred providers (labs, radiology, MDs, hospitals) and amounts
member could save by using them

Specific quality problems / priorities

Disease Mgmnt and Health Promotion programs

Discount programs
- devices; OTC meds; alternative medicine options

Education re: costs of, and coverage for, particular services
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Potential Personalizecll Strategies

Personal health statements

Personalized consumer health education that
is pushed to people or made readily available

Personalized coupons that are provided on a
highly targeted basis

“Market segmentation” with interventions that
are “best fit” for particular people

Better Health Through Better Information



Linked Personalized Educational Content
I

Intarmation trom your doctor DHIS suggests that you have recently Deen reated tor
an ulcer. Curent medical evidence shows that most ulcers are caused by an infec-
tion named H. Pylori. It is treated with antibiotics and is sometimes difficult to cure.
ok ABC Health Plan Curing the infection is important because without i, the chance of the ulcer com-
T P oy I Ty T e ing back is high. We have not received any bills for a H. Pylori test to prove your

e infection is cured. We recommend that you speak with your doctor within the next
ead a H. Pylori test. [177]

Emangancy Visit

predonged sve.

Number in brackets after
each message links to
web-based consumer

health education content

from HMS.

‘four Copay Annual Savings
57 $368

£20 40
£20 j240

bout making a switch and start saving money [F0H]

v

Web-based additional
Tolearn mers datail about the ideas shown sk, wisit wanw, hareardcontent.com i n fO fO r e a C h m e Ssa g e 7 frO m

and arter the shortcut # shown at the snd of sach message inthe | |.

Harvard Medical School,
via 3-digit shortcut
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DTM: Consumer Healthcare Content

R

e HARVARD MEDICAL SCHOOL
e

we would like to hear your Eeedback.

Learn more about each of the suggestions you received in
wour Personal Care Mote by entering the shortcut # shown
at the end of each message in the [ ].

Shortcut #:

Better Healthbcare Through
Better Information

Source: Harward Medical School, Copyright & 2005 by President and Felloves of Harvard College. All rights resenved.

Thi=s information from Hamard hdedical School (HWS) i= intended to help protect and improvwe wour health.
The information iz applicable to people like wou, but it may ar may not be appropriate for wou, parsonally.
To determine if it is, wou should discuss this information with your doctor.

= 2005 Resolution Health, Inc. All Rights Reserved. hittp Ao resolutionhe alth.com



TYpes of Rules

s

. HARVARD MEDICAL SCHOOL &Y
HEALTH, ING

We would like to hear yvour Eeedback.
Mew Search
Persistent asthma not on a controller medication [232]

Many people with asthma hawve what's known as persistent asthma. Persistent asthma means that
vou wheeze and have trouble breathing {an asthma attack) at least two times a week during the
day or at least two times a month during the night. Although guick-relief medicines taken with an
inhaler can help relieve symptoms right away, people with persistent asthma should also take a
controller medication for long-term relief. Used regularly, asthma controller medications help people
hawve fewer and less severe asthma attacks. They also lower the risk of dying from an asthma
attack. If vou hawve persistent asthma and are not already on a controller medication, we suggest
that wou talk with wour doctor within the next 4 weeks about whether vou could benefit from using
a controller medication. For additional information about asthma and the drugs used to treat
asthrma, the following questions as answered below:

VWebhiat is asthmat

What causes asthmat

VWehiat medications are used to treat asthma?

VWehiat is a peak flow meter?

VWehiat can I do to avoid asthima attacks?

Adapted from The Harvard Medical School Guide to Taking Contral of Asthma,

http: Afwww health. harvard. edushhps/book . dovname=asthma, by Christopher H. Fanta, M.D., Lynda
MM, Cristiano, M.D., and Kenan Hawver, M.D., with Nancy YWaring, Ph.D., published by Simon &
Schuster and the Free Press. For more information about Harvard Medical School Publications for
the general public, see www. health. harvard.edu

Better Healthcare Through
Better Information




Potential Personalizecll Strategies

Personal health statements

Personalized consumer health education that
is pushed to people or made readily available

Personalized coupons that are provided on a
highly targeted basis

“Market segmentation” with interventions that
are “best fit” for particular people

Better Health Through Better Information



Use of Coupons to Chalnge Behavior
N

e Annual spending on prescribed Proton Pump Inhibitors
(PPIs) and Non-Sedating Antihistamines (NSAs) is
approximately $4,000,000 per 100,000 patients.

e The annual cost of using OTC alternatives in these two
product categories is approximately $800,000 - a
potential savings of more than per 100,000
patients.

e There is no credible evidence that high cost

prescription PPIs or NSAs are more effective or safer
than OTC alternatives.
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SMART-Switch: New DTM Program

SMAH[T‘:?‘.; uitch

SMARTISwitch
g S

I-.I'rl M Do

s P
_J'Ili:ll_nl'p S, 00000

¥
- 3 .. o L -
ru ro
it w .,
Wiy pay a co-pay when now you don't have to?

- ] - -
ABRC Health Plan is working hard to help kowear yoar medical costs. CDSt Saxflng Dppﬂrtu n Itles
Thats why we're bringing you SMART-Switch™. It's a unique, are in your hands
ey progmm that pro ovides you with smirgs cormreniance Just : ¥
I:ll:- the enclosesd o up--n'ml:hl ur medaton o the check-out v - :
ounter along with your other store purchases. Moo oo-

Flr-_-".- rlptr n and no hassle. By using SBAART-Swinch™ .F'E-l._
Health Flan is pic L'.|ng' up the nb for yoa!

An Important new proj
that will save you mon
on specific medicatior

—

For more iinfermation,
Mease call us at 1-800-555-1234,

sk ABC Health Plan
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SMART-Switch: Proton Pump Inhibitors

I
Drug SU;Z-I;?; ) Cost to Member Cost to Plan
Prevacid $ 139.99 $ 20.00 $ 110.99
Nexium $ 150.99 $40.00 $ 110.99
Protonix $ 114.99 $ 20.00 $94.99
Prilosec OTC $ 21.99 $ 21.99 + tax Not Covered

* Prices shown are Walgreen’s Online Pricing
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SMART-Switch: NSAs

B
30-day
Dru Copa Cost to Plan
J Supply $3(%) pay
Allegra $93.99 $ 20.00 $73.99
Clarinex $ 85.99 $ 20.00 $ 65.99
Zyrtec $73.99 $ 20.00 $53.99
Singulair $ 105.99 $ 20.00 $ 85.99
Claritin OTC $ 28.48 $ 28.48 + tax Not Covered
Alavert $20.99 $20.99 + tax Not Covered
Loratadine $12.00 $ 12.00 + tax Not Covered

1) In 2000, Claritin held > 90% market share of Non-sedating Antihistamines
2) Claritin OTC and Alavert are the same drug: E Loratadine, 10 mg
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SMART-Switch™: Mail Order Option

Brought to you by
ik Your Health Plan

SMARI Switch
S ——”

No Copay, no out-of-pocket cost,
+ delivery directly to you.

Offer I0: 17000069 This Offer Expires: December 31, 2006

Special offer for:
James W. Public
Some ApL #
1234 Some Street
Some Town, Siaste 22000

Receive two free hoxes of Prilosec OTC*® sent directly to you.
Just mail back this form. it"s as easy as 1,2,3:
0 Plaase =ipn your names:

ﬂla the addess above correet?
e I Mo, my changes ars shown below:

lﬂF-:l-:I ower this fiyer, taps It shut and drop It into the mall - no stamp Is required,

- OR = use “INSTANT REDEEM™ by calling Wellpartner
Pharmacy. toll free at 1-877-935-5727 ext. 670.
Operators are ready to assist you.

Hawe this farn handy when vou cal: you will nesd to provids the S-dight Cifer 1D locsted
In the Ellow b abose your address, Your medication will then bs maled directly 1o wou.

Umit Only 1 redemption psr Offer. Refills are asllable only 1o individuds who redsem
this offer, and whio recelve a new Offer malled to them from the SMART-Switch™ program.

|I m ml Wellpariner
17000069 B A

A SMART -Switch™ Ml Sarvice Pariner

Why pay
a co-pay when you
don’t have to?

Get two boxes (total gty = 84} of
Prilozec OTC® at no cost to you -
absolutely no co-pay!

OTtma el Carsbde

SHA:F'EJS'I':I'i['Th Hesddng Tngether b Lk Fou Sree D god Mooy

Why pay a co-pay when now you don't have to?

‘Witth the SMART-Switch™ program, you can gat selecied non-presoription dnags at abeolutely no
ol bo wou, Simply follow steps 1-2-3 on the fadng page - of use the “instant redesm” tollfres
rurnber Etther waw, you don't pay & thing, Your Health Flan 1 plcking up the @b for youl

Save time and money!

ou don't need & presoiption to uss this offer. Your phamacy reconds show that wou have been
taking prescrption medicsion for ulcers or stomach problers, Mow you can get this tps of med-
Icine without & prescription, delivered 1o your doon, and st absoluely no cost o you. Once wou
redeamn this offer, additonal offers for this medicine will be promptly sant o g, o the durstion
of this: program. These refils will alvays be at absoknely no oot and deliversd directly to you.

Help us to help you manage your health care costs.

To make this program sucoessful, we track whether aur members taks adwntage of this offer
Each offer you redeam wil be recorded as a phamnacy claimy just like all of your other medical
apensas. We only ask that you do not share the medication you Ecelve with amwone elss - this
affer 1s spedfically for wur tse, You will recetve sdditional offer coupons as long &= this program
I8 In placs unless we see that you nessded 1o retum b your prescription medication,

Mot sure about switching drugs?
If wou hawe additonal questions about switching medications, then cal ywour doctor o discuss
the matker, The decigion 1s yours, We hops vou try this great nesw cost-sadng, program,



Potential Personalizecll Strategies

Personal health statements

Personalized consumer health education that
is pushed to people or made readily available

Personalized coupons that are provided on a
highly targeted basis

“"Market segmentation” with interventions that
are “best fit” for particular people
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DTM: Market Segmentation

By selected patient demographics (e.g., age, gender)
By patient clinical characteristics

By patient historical behavior

By employer plan or by geographic area

By plan benefit design

By provider (steer patients to preferred providers)

Better Health Through Better Information
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Personal Care Note <=
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Program, including
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Summary

e People don’t understand what health care
options they have

e People need guidance about their health care
options and the financial and health
consequences associated with their (and their
MDs") decisions

e Personalized messaging, combined with
appropriate incentives, can provide much
needed guidance and induce desired behavior
change
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