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Problem Statement

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

Had existing Al 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



Finances

Overview Bills Payments

HEALTH CARE BILLS

Q)\ Passed inspection 1 bill

Fii Flagged for your review 2 bills

Total due $599

HEALTH SAVINGS ACCOUNT
HealthEquity balance $3,205.25
Last updated June 27, 2019

This balance may not reflect scheduled or
in-process payments.

REGENCE HEALTH PLAN

Deductible

Preferred network

You $562togo

O
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Finances

Overview Bills Payments
CURRENT BILLS

June 15,2019 $25.00

Jennifer Jean Carter
Hale Community Health Clinic

For Jennifer 6

21 This provider was out of network

June 5,2019 $433.15

Marcie Lewis
Hale Community Health Clinic

For Mark e

Pl 2 flags found during inspection

June 1,2019 $141.00
Renée Garcia-Smith MD
Hale Community Health Clinic

For Jennifer 9

Finances ]

Overview Bills Payments
PENDING PAYMENTS

Provider Name $141.00 >
Payee

Scheduled for Mon DD, YYYY

Provider Name $141.00 >
Payee

Processing on July 15, 2019

PAST PAYMENTS

Provider Name $141.00 >
Payee

Accepted on Mon DD, YYYY

Provider Name $141.00 >
Clinic name

Failed on May 27, 2019

FAILED—CARD DECLINED

Deas iladar R e s Py .



Challenge #1

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

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?

Jonathan How

Finances

Overview Bills Payments

CURRENT BILLS

2 flags found during inspection

June 1, 2019 $141.00
Renée Garcia-Smith MD
Hale Community Health Clinic

For Jennifer 9

CLOSED BILLS

June 5,2019 $0.00

Marcie Lewis
Hale Community Health Clinic

For Mark 9

June 15,2019 $0.00

Jennifer Jean Carter



Challenge #3

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

- Thellama

Jonathan How

Finances

Overview Bills Payments

CURRENT BILLS

2 flags found during inspection

June 1, 2019 $141.00
Renée Garcia-Smith MD
Hale Community Health Clinic

For Jennifer 9

CLOSED BILLS

June 5,2019 $0.00

Marcie Lewis
Hale Community Health Clinic

For Mark 9

June 15,2019 $0.00

Jennifer Jean Carter



Success Metrics

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



Finances 4 Bill summary < Inspection details

Overview Bills Payments
JUNE 15, 2019 Renée Garcia-Smith MD
CURNENT Blt 1S Jennifer Jean Carter e Date of service June 1, 2019
Hale Community Health Clinic
$25.00 For Jennifer

Jlhe15;2019 5. Provider was out of network

Jennifer Jean Carter
Estimated due date July 20 $25.00 Out-of-network services can cost you

Hale Community Health Clinic

For Jennifer e @ Bill passed inspection >

more. Sometimes we can work with
them to get a better rate.

Insurance may not be applied correctly

Fi'i This provider was out of network .
Your costs might change once your

Prowderl charges Sk auto, ATV or motorcycle insurance gets
See services lied. Get in t h K
June 5,2019 $433.15 applied. Get in touch so we can make
Marcie Lewi sure your provider is billing the right
arcle Lewls Insurance paid + discounts -$116.00 insurance.
Hale Community Health Clinic
Amount due 25.00
For Mark 9 $ @ Prices look right
2 YOUR NOTES

1 2 flags found during inspection
No photos or notes added yet Pay bill Chat for help
June 1,2019 $141.00

Renée Garcia-Smith MD
Hale Community Health Clinic

For Jennifer e



Results

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 Journiwas “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



Healthlnsurance.com
Plan Selection Tool




Z Healthinsurance.com

« Go back

Abacavir

Generic name

Abacavir Sulfate

Covered by Medicare
oYes

Get a Medicare Quote

Average Annual Cost per
Beneficiary

$1,298.65

Average cost per year*

Average Annual Cost per Dose

$316 + 799%

Average cost per beneficiary*

Manufacturer(s)
Camber Pharmace
Medria Pharma

HealthPlans v  LeamMore v S Get Help

Next: Abacavir Sulfate »

What is Abacavir

This drug is used with other HIV medications to help control HIV infection. It helps to decrease
the amount of HIV in your body so your immune system can work better. This lowers your
chance of getting HIV complications (such as new infections, cancer) and improves your quality
of life. Abacavir belongs to a class of drugs known as nucleoside reverse transcriptase
inhibitors-NRTI.

Abacavir is not a cure for HIV infection. To decrease your risk of spreading HIV disease to
others, do all of the following: (1) continue to take all HIV medications exactly as prescribed by
your doctor, (2) always use an effective barrier method (latex or polyurethane condoms/dental
dams) during all sexual activity, and (3) do not share personal items (such as needles/syringes,
toothbrushes, and razors) that may have contacted blood or other body fluids. Consult your
doctor or pharmacist for more details.

NOTE: This is a summary and does NOT have all possible information about this product. This
information does not assure that this product is safe, effective, or appropriate for you. This
information is not individual medical advice and does not substitute for the advice of your
health care professional. Always ask your health care professional for complete information
about this product and your specific health needs.

Drug Trends

Use the chart options to see different costs and trends over time.

$20

| Avg. annual cost per beneficiary ] Avg. cost per dose per beneficiary

£ Healthinsurance.com

et e 12t Top 90%

o @

Beverly Hills Rehabilitation

Centre

Ailiated entity name: PROVIDENCE GROUP
Afiliated entity ID: 228

Overview Staffing Metrice

Overview

Facility information

Puueeage pueeall

5-atar rating
Top 10%
Tty

i i UE

fuecage health
inspection rating

20%

Tris tacity

Anerage
ataffing rating

Top 5%

nus

Pueeags
@M rating

Top 1%

25

S

£

Affordable health insurance
quotes in California

Shog: al g

Products Posuana

Products

Explore Health Insurance
Products in California

Meadicare Advantage

b arme oo Mdcars Pt G, woech o o Tucd Urouds
PN Feiraon o panise.

Affordable Care Act (ACA)

Lorwae cowrt R th ine s Foenboiots wih frond o0

[IOPRR PESTy




Problem statement

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?

Jonathan Howe




Factors

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

Jonathan Howe




4

Caregl

Decision
Maker

Intent

Decleion Makars & taking resoorsbil
v ane's (often a parent) Madicare pian

wolved i trei

are time constraied, high
ert's care, and eaching ta 3
akn o

+ They are sxperienced with Medicars, and want
detalic nfommation about plane focused en thelr
perant's spachic nesds.

they wart to o

g scenetring
woUid mpoct oty of cere

warto fasl eontic

Job to be Done

‘s hisalthcere: decisions

My per
o trar

i peit i fe, anci we neer! 1 snsure that

they faum the best plan for the curent needs Fm e
canstained and jugging varicus act -
anakiitins hawaor ith Modicam,

o, aned comfer

e cioing soarch or

today, helo me
of organizng all of
. Grtting e

ity and expecte the p

the detais o ma ning

highest quality care for my parent s the paramount

11be wery happy f you can helo me find = way
s, osed on the

todo that.
constraints of my unpredictsble schediie.

Job Progress Insights

2. Selecting e best Kind of Medicare plan o thei
-

Y
rcluded for

't be s

v

d one, 10 invohve
jom comtortaoie

4 Presenting the ogt
theen n e proces, and maie t

their decie on) thet they: must get I ight for
parente wel being

+ Thia group wants to laave no ston untumad and
6t t0 tha key detals o sach plen

+ They often have to taks ir
difficult to uggle the famly
thasa of caring for their parant

‘o off work, and find it
oraibites, with

Experience Design Insights

* Much ke the
4 up-to-speed or
aps and tha curr

e, they went 1= quicky get
uren: Medicars

- Muen!
understands U
et plan st wark o get e

siars sk cormparisans quicky

+ This group nesds Ny, with questions
oniive st al times of the d

roek it e “pemal” eches

d o

Study Participant Examples

Al Amona 61

Phase

Trigger
Events

Goals

Motivating
Forces

Actions

Pains

Decision
Confidence

Channels

Websites
Used

Notable
Experiences

e ——

tecicare ‘andscape

& onine

& Mail print

$ Google search

@ Camiar websit

" Maiors dorit pr
réommatio

numbar t find out Mo

art ma 1o cal

Pl oy
tha complexty of various pla

et tralr

Medicare Discovery

ﬂm

enniar than | remare

o that despite: working with

to ety the rght

2 compars.

years, troy i

ome more tre to

Carrr webiite,

1 ot want 1 give my

informs

cietalledt plar, formstian

0 stagy carrer o

of plans o focus on

etod .
s nos:

my parert raeds

Maddcarn gow & Medicaragoy

@ Carmier wabsitas

Al ot the

there: an't & iot of
woen plar

© Pealy wants to make
improning thei pars
beneit

# Plan cotails are.

We interviewed potential
customers and plotted their
purchase experience to find

opportunities



Compare Health Plan Options |
AffordableHealthPlans.org

ind

policy.healthcare | Get a Quote
© pol

ealthcare

Newd a quste? Call il from 1. 1

Healthcare Options 2023

ENTER ZIP CODE & COMPARE RATES TO FIND HOW MUCH YOU MAY SAVE!*

£ m

© Wove g 108 puople

Humana $ Gigna Authern aetna

Click your state below

To get FREE heaith plan quotes & saval

© policy.healthcare

Find The Right Plan For You!

When would you like coverage?

Immedistely >
Within 2 months >

cacaL e a7sme

)

—
(833) 479-1718 &

Did you find a plan right for
Q 1-844-922-2149

We performed competitive
research to find strengths
and weaknesses in the
marketplace

© policy.healthcare

Find The Right Plan

What benefits are most i

Continue

ORCALL (833) 479-171
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We interviewed 10 seniors
and 5 caregivers
and began a Dovetail library
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Challenge #1

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

Jonathan Howe




Challenge #2

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

Jonathan Howe 23



Filter plans

Drug coverage

Included in plans

Special needs plans

Brand

Plan type

+ + + 4+ o+

Q Want to find your top plan match based on your needs? It’s easy, click here >

Provided by
UnitedHealthcare

U Unitedeatthcar Compare 2 or 3 plans

AARP Medicare Advantage
Patriot No Rx OR-MAO1 (PPO)

H2406-073-000 vk~ 4 of 5 stars

Monthly Premium @ sO Also includes @
Copays @ +/ Dental
Primary / Specialist $0 /S0 to $50 v/ Hearing
Emergency $120 v Vision

+/ Fitness Program
Deductibles @ v Over-the-counter
Medical S0
Out-of-network medical S0
Other ®
Out-of-pocket max $6,300

@ Save plan Plan details Enroll now =

Let us know what doctors, drugs and other benefits
you need covered and we’ll find your top plan match

It’s easy, get started >




Challenge #3

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)

Jonathan Howe




Challenge #4

We found 3 nearby locations for
“DR. ROBERT SAMUEL HOPKINS>
Which do you visit most often?

Searching within 20 miles of 97205 Change &

1414 NW Northrup St, Ste 600, Portland, OR

Data structure and specificity
3303 S Bond Ave, , Portland, OR 97239
- Drugs easily misspelled, exact names forgotten

. . . . 5050 NE Hoyt St, Ste 666, Portland, OR 97213
- Drug database needs dosage, quantity per container, and refill rate for estimates

None of these, let's retry

- Doctor database must have location to determine coverage

- Pharmacy database may require branch (i.e. which CVS)
What strength Atorvastatin Calcium

do you take?
Calcium TAB 10MG

Calciurn TAB 20MG

[ Calcium TAB 40MG ]

Calcium TAB 80MG

None of these, let's retry

Jonathan Howe 26



Success Metrics

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

Jonathan Howe 27



R, (800)596-1715 Mon.-Fri. 8Bam.-8p.m.ET | 2 My Profile

0 Healthinsurance.com Health Plans X Exit to Plans (D) Get Help Q_ search

A Non-Giovernment Entity

We found 44 plans in your area.
Want to answer a few questions to
find the right match for you?

Yes, help me choose a plan for my needs

No, I'll browse all 44 plans on my own

Do you already have a profile with us?

Sign back in now >



© Plansin 97205, Multnomah Change R, (800) 5696-1715 Mon.-Fri. 8am.-8p.m. ET | L My Profile

0 Healthinsurance.com Health Plans X Exit to Plans (D) GetHelp Q Search

A Non-Government Entity

Great, we’re happy to help!

First, what type of coverage are you
looking for?

Medical & prescription drug coverage together

Prescription drug coverage only, no medical
benefits

I'm not sure, I'll choose later

Do you already have a profile with us?

Sign back in now >



@© Plans in 97205, Mulinomah Change Q, (800)696-1716 Mon.-Fri. 8am.-8pm.ET | & MyProfile

Healthinsurance.com Health Plans ~ X Exit to Plans (2) GetHelp Q Search

A Non-Government Entity

We have 26 of those. Let’s continue to find your ideal match.

Which additional benefit types are
most important to you?

Select your top 3

Dental, hearing or vision

Fitness programs

Over-the-counter items

Meal benefits after a hospital stay or condition
related

Rides to doctor visits

None of these

Continue -

Do you already have a profile with us?



@® Plans in 97205, Multnomah Change Q. (800)596-1715 Mon.-Fri. 8am.-8pm.ET | 2 My Profie

4 Healthinsurance.com Health Plans v X Exit to Plans (D GetHelp Q Search

ANen-Govarnment Entity

Those benefits are typically found in Medicare Advantage plans.

Let’s talk cost management. Which
of these approaches do you prefer?

Lower monthly premiums even if | pay more out-
of-pocket for things like copays

Lower out-of-pocket costs when | use my plan,
even if | pay a higher monthly premium

Do you already have a profile with us?

Sign back in now >



© Plansin 97205, Multnomah Change Q, (800)696-1716  Mon.-Fri. Bam.-8p.m.ET | 2 My Profile

L6 Hﬂalth|n3l:ran09-com Health Plans X Exit to Plans (5) Get Help Q Search

MNon-Government Entity

Over the past year, how often did
you require doctor visits,
procedures, etc?

This choice won’t affect your premiums or coverage. We'll use it to show you
estimated costs for each plan. You can always adjust this selection later.

Seldom — | saw a doctor maybe a few times,
typically for routine or preventive care.

Regularly — | saw a doctor or specialist about
once a month and one ER visit or hospital stay.

Often — | saw a doctor or specialist about twice
a month plus several ER or hospital stays.

Select to continue

Do you already have a profile with us?

Sign back in now >



@ Plans in 97205 , Mulinomah Change

#0) Healthinsu
X

Q, (800)596-1715 Mon.-Fri. 8am.-8p.m.ET | 2 My Profile

rance.com
Non-Government Entity Health Plans X Exit to Plans (D) Get Help Q Search

\T4
~00

You're doing great!

Next, let’s make sure your new plan
covers what you need and saves you
money.

To do so, gather these things —
€ The name of your current plan.
We'll add it to compare costs.

e The names & locations of doctors you want to see.
We'll check networks for them.

0 The names and doses of your prescription drugs.

We'll check for costs.

Save & finish later

Sounds good, continue >

Do you already have a profile with us?

Sign back in now >



© Plansin 97205, Multnomah Change Q, (800) 596-1715 Mon.-Frl. 8am.-8pm.ET | 2 My Profile

) Healthinsu
X

rance.com Health Plans X Exit to Plans @ Get Help Q Search

Non-Govarnment Entity

Doctor added, great job!

Would you like to add another
doctor?

Searching within 20 miles of 97205 Change 3

Q

DR. ROBERT SAMUEL HOPKINS
Dermatology
1414 NW Northrup St, Ste 600, Portland, OR 97209

> Remove

Looks good, continue -



@ Plansin 97205, Mulinomah Change Q, (800) 596-17715 Mon.-Fri. 8am.-8p.m.ET | & My Profile

L¢ Healthlnst;lrance,com Health Plans X Exit to Plans (D) Get Help Q Search

on-Gavarnment Entity

What prescription drugs should your
plan cover?

We'll check their costs too.

‘ Atorvastatin Calcium ‘

You can skip this section, but answering it will help us find ways to save
you money.

Skip for now



© Plansin 97205, Multnomah Change Q, (800)596-1716 Mon.-Fri. 8am.-8p.m.ET | 2 My Profile

L6 Healthmsgzagce-cglzg Health Plans X Exit to Plans (2 GetHelp Q Search

Searching plans that match your
needs in Multhomah, OR

\ 4
—00

Coverage for Dental, hearing or
vision



© Plansin 97205, Multnomah Change Q, (800) 596-1715 (TTY 71]) Mon.-Fri. 8a.m.-8p.m. ET | 2 MyProfile ) My Saved plans (0)

L4 HealtthlﬂL’al’;CG-Cem Health Plans + Learn More (3 Get Help O\ Search
on-Government Entity
S e
(> - | ¢
Top Match Medicare Advantage Drug Plan Only

Congratulations, based on your answers —

We found a top plan match for you!

My top plan match v My top plan match. How is it calculated?
) At-a-glance
Doctors & drugs @ . Provided by
et WellCare Health Plans, Inc.

Key benefits

Cost & savings .
o . Wellcare No Premium Open
lan details »
(PPO)

2024 Plan H5439-017-000 iy 25 of 6 stars

* ¥ At-a-glance
Some of the reasons we matched this as the top plan for you.
0 1 of your doctors and 1 of your drugs are covered
Q\ Includes 3 of your most important additional benefits

Keeps your out-of-pocket costs lower when using your plan



© Plansin 97205, Multnomah Change Q, (800) 596-1715 (TTY 71) Mon.-Fri. 8am.-8p.m.ET | & MyProfle () My Saved plans (0)

(4 Healthlnst:gi\rr;iiﬁg“l:g Health Plans ~ Learn More (2 GetHelp Q Search
:\ -~ N
Top Match Medicare Advantage Drug Plan Only
31 plans available in 97205 Sortby  Topmatches v
Filter plans P .,
v My top plan match. Details > Compare 2 or 3 plans
Drug coverage +
Provided by
Included in plans + @ falihnet WellCare Health Plans, Inc.
Special needs plans +
Wellcare No Premium Open
Brand + (PPO)
H5439-017-000 iy 25 of 5 stars
Plan type +
Monthly Premium @ SO Also includes @
Copays @ +/ Prescription
Primary / Specialist $0/$30 v Dent.a\l
Emergency $135 v/ Hearing
v/ Vision
Deductibles @ +/ Fitness Program
Medical / Drugs $0/$300 + Meals
Out-of-network medical $0 / Over-the-counter
Other @
Out-of-pocket max $3,450

Estimated Savings $000




The Simple Truth

“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

- Tryto engage people within the tools they use most: “comparison tray,” product filters

Jonathan Howe 39



Comparing 3 plans

i
healthnet

Wellcare No Premium Open (PPO)

Enroll now -

Medicare Ratings
i

Monthly Plan Premium

$0

Est. Annual Out-of-Pocket Costs
$3,545

Supplemental Benefits

Medical Benefits

Primary Doctor Copay
$0

Specialist Copay

e e

Humana
Humana Gold Plus H1036-153 (HMO)

Enroll now -

Medicare Ratings
b1 2. 0.8 ¢

Monthly Plan Premium

$o

Est. Annual Out-of-Pocket Costs
$5,375

Supplemental Benefits

Medical Benefits

Primary Doctor Copay
$0

Specialist Copay

I p—

m Share plan

U tnitedHealthears

AARP Medicare Advantage from UHC
OR-0001 (PPQ)

Enroll now =

Medicare Ratings
HokeAk

Monthly Plan Premium
$39

Est. Annual Out-of-Pocket Costs
$5,208

Supplemental Benefits

Medical Benefits

Primary Doctor Copay
$0

Specialist Copay

I p—



Thank you
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