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The “build it and they will come” mentality doesn’t work for healthcare.  

Even though plans are often viewed as a commodity service, members still 

expect their plan providers to create benefits, services, and experiences 

they want and will use. Since no two people are quite alike, healthcare  

needs vary from person to person. 

How can plan providers ensure they are hitting on all the key points their 

members expect? 

The best approach is to take a walk in your members’ shoes. Get to know the 

communities in which they live. Remember that health plan choices aren’t just 

made on things like costs and availability of services.

In this ebook, you will find a three-step guide designed to 
propel your member experience strategies forward. Use the 
guide to direct the way you create and improve healthcare 
member experiences today and tomorrow.

https://www.insightinhealth.com/
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Member Satisfaction  
Stats to Know in 2021
According to a recent JD Power Report, customer engagement is directly linked to customer 
satisfaction. For example, the report shows that when health plans proactively help 
members keep plan costs low, the average satisfaction score is an impressive 152 points 
higher compared to plans that make no such effort.

On that same note, the majority of health plan members feel their plans lack customer-
centricity and do not always act in their best interests.

Here’s a snapshot of JD Power’s findings in 2020:

• In 2020, the overall customer satisfaction score 
for commercial plans was 719 out of 1000 points—
among the lowest of all industries.

• 60% of members surveyed in the report said they 
were not contacted by their privately insured U.S. 
plan provider with guidance or information related 
to COVID-19.

• 48% of members said their plan has not 
demonstrated concern for their health since the 
beginning of the pandemic.

• 75% of members were aware of telehealth but 54% 
did not know if telehealth services were offered as 
part of their health plans.

• Expanding telehealth options is linked to a 39-point 
increase in member satisfaction.

• Proactive efforts to engage with members are also 
linked to higher member satisfaction.

Clearly, the industry as a whole has some work 

to do. To make impactful changes to improve 

your health plans (and your plans’ ratings), you 

should start with the desired end results—

improving member experiences to increase 

engagement and satisfaction 

—and work backward.

of members were  
aware of telehealth 
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https://www.insightinhealth.com/
https://www.jdpower.com/business/press-releases/2020-us-commercial-member-health-plan-study
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STEP 1: 

Member Experience 
Begins with Research
Plan providers are trading the one-size-fits-none approach in favor of plans 
that proactively foster engagement and satisfaction. To understand the 
offerings that would encourage members to participate in their plans (and 
thus create opportunities to increase member satisfaction), plan providers 
should research what members need and want from their plans.

Let’s look at some specific areas to guide your research.

Local Member Environments

The environment in which a health plan member lives can impact their expectations 
of healthcare in different ways. For example, obvious environmental health hazards 
like pollution and the risk of natural disasters can impact a person’s life expectancy, 
their chance of chronic disease, and even their mental and emotional well-being. 
Other environmental factors to consider are things like local crime rates, public 
safety, and access to food and transportation, for example.

Investigating the local markets in which your members live can be telling of their 
potential need for health services and possible barriers in receiving them. Getting 
granular insights can help health plan creators uncover these factors, understand the 
impact they have on an individual’s health, and find ways to address them through 
the health plan.

Community Resources 

Tacking on to your local environment investigation, plan providers should 
understand the other community resources available to the member beyond their 
health plan.

Residents that have access to local food banks, social services, and nonprofits or 
charities may require different supplemental benefits from their plan than members 
without these resources. You might consider offering nutrition counseling in 
areas with food deserts, or include counseling services if those services are locally 
accessible, for example.

https://www.insightinhealth.com/
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Member Engagement

Engagement can be a telling signal of whether a health plan meets member 
expectations. However, there could be a variety of reasons for varying engagement 
levels. For example, rural areas often contrast to urban cities in the area of 
healthcare. Cities often have more options for healthcare, while rural citizens must 
travel longer distances and may encounter transportation or other barriers that 
prevent them from participating as fully in healthcare programs as their urban 
counterparts. 

Providers should consider the level of healthcare coverage in relation to the services 
available in a local market, the quality of the network, and other comparisons to 
ensure they’re addressing member needs.

Direct Competition

Conducting a little recon on your competitors can help you to build on your 
strengths and understand why members might leave your plan. Research their 
reasons for choosing you, what makes them stay or leave, and what your competitors 
might be doing better than you so you can improve your own member experiences.

https://www.insightinhealth.com/
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STEP 2: 

Learn to Navigate  
the Member Journey
You use navigation systems to guide you to where you want to go, not 
to choose your destination for you. Similarly, plan providers should align 
themselves with a role of a navigator—helping members reach their health 
“destinations” by providing clear and optimal paths that are efficient, ideal, 
and as hassle-free as possible.

Chart Every Potential Course

Just as Google maps finds more than one way to the same destination, plan 
providers should know that their members each take different paths. Some patients 
will be focused on preventative health only. Others may have existing conditions that 
require ongoing treatment. Some may move to new cities and need to find health 
providers in their network. 

Think carefully about the path that each member may take in finding the health 
resources they need. Understand the ways in which they seek medical treatment, 
including the channels they use to find providers as well as the types of care each 
member is most likely to seek. Then, help create the best path forward across 
multiple scenarios.

Set the Right Expectations from the Start 

Member onboarding is the ideal time for plan providers to create a strong first 
impression and guide their new members’ expectations. If providers miss this 
opportunity, then the first real encounter a member might have with you is when 
they have to call about a bill or handle some other unpleasant matter. This isn’t an 
ideal way to introduce yourself and handle your first encounter, so consider how you 
can make that first positive connection early in your relationship with the member.. 

https://www.insightinhealth.com/
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Coordinate Member Messaging

Health plan providers always have something to share with their members. But it’s 
important to go about it in the right way and at the right time. Sending messages too 
early or too late, or not using a channel the member is most likely to be tuned into 
can lead to misinformation, miscommunication, and missed opportunities to provide 
real value.

The best practice is to be selective in the information you share and learn more 
about your members’ communication preferences. Content should be helpful, 
relevant, and timely to earn trust and increase engagement. 

Direct the Next Action with Data

Data should drive a plan provider’s next action: When a member takes a specific 
action, what should happen next? Lean on your healthcare data to dive deeper into the 
member journey so you can help them avoid obstacles and surprises along the way.

https://www.insightinhealth.com/
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STEP 3: 

Build Better Member 
Experiences Using 
Data-Supported  
Decisions
Next-level member experiences shouldn’t be built on guesswork, especially if 
you have access to a variety of data that offers more insight into the member 
experience. Here’s how you can use your healthcare intelligence to make 
impactful changes for your members:

Discover the Benefits and Services  
Members Use

Are there benefits that are heavily utilized in your plans? Which benefits are 
underutilized? Your members will tell you exactly what’s working for them and what’s 
not simply by the benefits they choose to use. Use this data as a baseline to ensure 
members are informed and can access benefits that are most helpful and relevant 
to them.

Decide the Best Way to Message  
Your Members

Not all forms of outreach are created equal. A city-dweller might have access to 
emails on their phone, while someone in a rural area might have limited access to 
email, for example. Some members love getting direct mail, while others are often 
overwhelmed at how much mail they receive. Figure out the best way to reach each 
member, then track your outreach to see how successfully you connect with them 
based on their next actions. 

https://www.insightinhealth.com/
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Lower Barriers Whenever Possible

When healthcare member engagement is low, healthcare intelligence can help you 
figure out why. What barriers are in the member journey (e.g., going through multiple 
steps for pre-authorization or struggling to find local providers, etc.)? When removed 
or lowered, does engagement increase? 

Create Real Impact with Insightin
Insightin Health is committed to improving member experiences through  
data-driven insights. Our three-step process of researching to understand members, 
engaging your member community as a navigator, and using data to make real  
changes drives better outcomes. 

Contact us today to learn more.

https://www.insightinhealth.com/
https://www.insightinhealth.com/contact/?__mscta=3060_89264_11343


888-524-6744 | info@insightinhealth.com | www.insightinhealth.com
Build tomorrow’s retail healthcare experience today.

https://www.insightinhealth.com/
https://www.insightinhealth.com/

