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Journi
Bill inspection & pay





Problem Statement
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Health care consumers are often overpaying for their care

- Bills can be miscoded

- Double-billing can occur

- Consumers may be making financially harmful choices

- Paying bills can be a nuisance

How might we help users save money and time paying bills?



Factors
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Had existing AI training data from being part of a health insurer

- Commonality analysis of which bills were usually sent back

- Database of codes and combinations most likely to be erroneous

- Estimated average annual cost per person of errors (avg. ~$80/family/year) 

Customers were intrigued

- In “Buy a feature” exercises, customer panels consistently ranked billing issues high

- One person per family typically handled all things health — the “Household CEO”

- When asked about their health journey, most related with personal stories, however…

- When asked what they wanted, most mentioned lower costs and time savings

- Customers lamented that each provider had a different patient portal
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Challenge #1
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How to convey potential issues

- Analysis was not 100% accurate. 

- Didn’t want to unnecessarily alarm people or add stress

- Some states required explanation



Challenge #2
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Mix of self-paid and app-paid bills gave false issues

- Couldn’t require people to be fully “all in” on bill pay

- How could people be expected to mark bills they or a spouse paid?



Challenge #3
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Some behind-the-scenes smoke and mirrors with the bill pay pilot

- Used EOB (Explanation of Benefits) instead of actual bills

- Bills needed manual verification, so the program wasn’t ready to scale

- Delays between user action and payments made

- The llama 



Success Metrics
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In the initial phases, it was all about usage

- Usage of application: Sessions per month, per week

- Usage of bill pay: Percentage of bills paid

- Usage of chat assistance

...and how that factored into contentment

- Net Promoter Score changes

- SUS Score changes

- User Satisfaction Surveys 
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Results
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We had a small subset of delighted, all-in users

- Analytics showed a lack of trust — users frequently returned to the payments page even without bills

- Those that paid one bill tended to pay all bills

- Bill mitigation team had a roughly 50% success rate in correcting flag bills once engaged via chat

Lesson: An app that replaces or introduces new habits needs daily reasons to engage

- Most people do not relish thinking about their health costs 

- Even though Journi was “free,” few developed the habit or had the need to use it — average engagement was <2 uses 

a month.

- Fully-staffed customer engagement team formed before we even hit MVP



HealthInsurance.com
Plan Selection Tool





Problem statement
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Selecting a Medicare Advantage plan is confusing and time-consuming

- Some zip codes have > 100 plans available

- Many plans have $0 monthly premium and become indistinguishable

- Confirming doctor and drug coverage requires research

- By definition, >99% of potential customers are over 65 years old

How might we help customers confidently choose the right plan themselves?



Factors 
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Business Impetus:

- A closed sale via call center took nearly 30 minutes

- Time on site after reaching plans was usually under 60 seconds

- Over 90% of ‘high-intent’ online shoppers transition to call center

- Call center employee model doesn’t scale well

Customer insights:

- Tremendous anxiety exists about picking the wrong plan

- People have low opinions of health insurance

- People have difficulty predicting their usage



We interviewed potential 
customers and plotted their 
purchase experience to find 

opportunities 



We performed competitive 
research to find strengths 

and weaknesses in the 
marketplace
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We mapped the results of 
competitor landscape



We interviewed 10 seniors 
and 5 caregivers

and began a Dovetail library 

AI-generated image. Not actual participants



We mapped out the kind of 
questions that needed to be 

answered 



Challenge #1
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Tension between getting information and asking too many questions

- More demographic information helps us serve and recommend better

- More information requested means higher dropoff

- Fewer, denser pages vs. many single-question pages



Challenge #2
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People have suspicions about providing information

- Afraid to be sold

- Trained by other sites: at the end of the funnel, they become a lead, not a result

- They want a general sense of pricing before investing much time





Challenge #3
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Two very different customer profiles

- Seniors buying for themselves vs. their adult children

- Opposite appetites for phone conversations

- Opposite appetites for online sales

- Potentially different knowledge sets (e.g. health history)



Challenge #4
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Data structure and specificity

- Drugs easily misspelled, exact names forgotten

- Drug database needs dosage, quantity per container, and refill rate for estimates

- Doctor database must have location to determine coverage

- Pharmacy database may require branch (i.e. which CVS)



Success Metrics
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- Increase conversion rate online

- Online shoppers transition to call center later in customer journey

- Percentage who select “No, I’ll browse all plans myself”

- Percentage who later add information after seeing plans

- A/B/C testing of 

- Going straight to plans

- Shortened survey

- Longer survey

























The Simple Truth
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- “Laziness” prevails: customers reliably choose the shortest path, even into sub-optimal solutions

- Conversion rate was doubled in the “direct to plans” variant

- Under 4% engaged with the Plan Recommendation tool vs. nearly 15% with the “comparison tray”

- Short vs. long questionnaire A/B test showed no statistically significant difference

Corrections:

- Default to showing plans immediately; gather information in smaller bites

- Organize information in a non-linear way

- Try to engage people within the tools they use most: “comparison tray,” product filters
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Thank you
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