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Health Insurer Plan ranking

Engagement out of 318
Score (Poor)**

19 Health
Insurers’ CX quality
rank out of 20
industries covered

in the US** Companies*

Insufficient engagement with members (insured) in their own well being.

WHY

A one-size fits-all approach from payers to engage with its members.

* Forrester Report — US health Insurers Customer Experience Index, 2018
** Temkin Report - Temkin experience ratings
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Member Engagement Objective
Enabling payers in empowering members to get invested in their health, take informed
decisions and leverage the healthcare ecosystem to achieve personalized goals

ITC INFOTECH MEMBER ENGAGEMENT SOLUTION

Outcomes

Targeted messaging
using preferred
channels (Facebook)
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Recommendation Engine

Targeted
interventions, tips,
encouragement

Reward good health,
behavior change

- Healthy Living - Reduced Healthcare Cost
If rewarded/engaged by payers' - For 30% payers, member engagement can
96% of consumers would be healthier if | reduce costs?

they were rewarded/engaged by payers

Improved Financial Profitability Enhanced Loyalty and Brand Value

Up to $4m can be saved in revenue from ~ 73% of members more likely to recommend

improved member experiences’ brands with good loyalty/engagement
programs*

1 - Health Insurers: The Customer Engagement Imperative - ATkearney

2 - Change Healthcare national research study

3 - Pwc report on Customer experience in healthcare

4-Survey of Employees on participation in wellness programs carried out by Welltok Inc
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