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Edward the Employer

Making furniture is in Edward
the Employer's blood.  He
started working at his father's
furniture store, Ed's Furniture,
when he was 23 years old and
eventually inherited the
company after his father
passed away.  Since then, he's
led its growth to include 16
large retail stores and 5
warehouses across the
Southeast.  Ed feels very
paternal about his company,
mainly because one of his sons
is the COO and stands to
inherit it after he retires.

This month Ed's broker
informed him that Ed's
Furniture would be facing a
15% increase in premiums
under their current HMO and
PPO structure with ABC
insurance.  Ed asked about
alternative plans but the broker
assured him that ABC's rates
were the best in that area.  In
talking with some of his fellow
CEO's at an annual conference
last Fall, Ed discovered that
some of them were considering
consumer driven health plans
next year as an offering to
employees.  Ed heard about
CDHP's again at a small
business conference later in
the Spring and read one article
in Business Week about the
concept.

 

image

58 years old, married. 2 sons and 3
grandchildren
BA in Finance from East Carolina and MBA
from NC State
Faced with a 15% increase in health care
costs, he's very concerned with how this will
affect his bottom line.
His broker told him consumer driven health
care was a passing phase but he keeps
hearing about it in the industry news
Edward is planning to retire and travel with his
wife in 4 or 5 more years

Older male
Experienced, successful businessman
Fairly wealthy
Less experienced with computers and the
Internet
Tends to rely on his broker for health
insurance advice
Traditional tendencies, but open to new ideas
when it comes to saving money

Needs

Primary:
To find a solution to his rising health care costs
To understand consumer driven health care and the XYZ product at a high level
To have the correct XYZ sales representative contact him with more information

Secondary:
To research XYZ as a company and gain confidence
To evaluate the XYZ product against its competitors

"I've got to find a way to control my
company's health care costs."

Scenario

Edward types
"consumer driven
health care"  into his
AOL search engine
and and finds the
XYZ Company
public Web site. He
is curious to
understand how this
company he's never
heard of can help.

Goals

Understand
what  the XYZ
product is
Not waste
time
Find a
solution to his
health care
problem

Feature

Overview of XYZ
Program
Examples of how
it works

Behavior

Edward has a few
minutes to glance through
the program overview
section of the site.
He reads the Livingston
and Smith examples and
starts to get a better
understanding of how the
program might work for
his employees

Now that Edward
has some
understanding of
how the program
works, he wants to
dive deeper and
learn how it would
work for him.

Start to
evaluate XYZ
as a company
Have his
questions
answered
Increase
confidence in
decision to
hire XYZ

XYZ corporate
information
Sales contact
information

Interested in what he sees,
Edward reads the XYZ
corporate information pages,
press releases and
bibliography.

Edward completes the Sales
contact form to request a call.

Background

Attributes



Page 2 of 7

Ellen the Employee

Being a wife and mother and
holding down a high level, full
time job keeps Ellen the
Employee very busy.  Ellen has
worked for the same large
technology firm as a business
analyst for 10 years and  she
manages a staff of 5 people.

When it comes to health care,
Ellen is less concerned about
cost and more concerned
about quality.  She thinks that
something ought to be done
about the current U.S. health
care system that puts the
consumer more in control of
their health. It angers her to
hear stories about HMO's
placing restrictions and saying
"no" to health care consumers
who need care.

Ellen and her husband, Enrico,
try to find time to exercise and
stay healthy, but it's a real
challenge given the family's
schedule.  Eunice and Ezekiel
are generally healthy 7 and 10
year old kids, even though it
seems they are often at their
pediatrician's office, Dr.
Pepper.  Ellen and Enrico are
concerned about being
covered in case something
serious happened.  Enrico's
brother was in a car accident
last year and his insurance
didn't cover most of his
expenses, so she has
witnessed first hand how
financially devastating a major
health event can be.
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39 years old, married, with a 10 year old son
and 7 year old daughter.
BA in Business Administration from the
University of Florida
Generally satisified with the family's PPO over
the past 5 years.
Has established relationships with pediatrician,
ob/gyn, and internists who treat the family.
Initiates annual appointments for her children,
her husband and herself each year with their
physicians.

Young female
Experienced manager, successful career.
Intelligent.
Middle to upper class
Uses the Internet and other computer software
daily
Believes the current U.S. health care system
is flawed but has never heard of consumer
driven health care
Not quick to change or take on the newest
technology or trendy thing.

Needs
Primary:

To feel confident that her family's health
care needs are being met
To decide which health plan to choose

Secondary:
To feel there's a real person there to
answer questions.
To know that most services the family uses
are covered by the XYZ plan

"The XYZ Program sounds
interesting.  How does it work?"

Scenario

Ellen's company has
decided to offer XYZ
as one of its health
plan options.  After
receiving  the XYZ
brochure in the mail,
Ellen decides to log
on to the XYZ Web
site.

Goals

Understand
how the XYZ
Program
works
Determine
how the plan
would work
for her family

Feature

Overview of XYZ
Program
Examples of how
it works

Behavior

Ellen has a few minutes
to glance through the
program overview section
of the site.
She reads the Livingston
and Smith examples and
starts to get a better
understanding of how the
program might work for
her

Ellen starts to
understand the
program, and
decides to find out if
Dr. Pepper offers
discounts through
the XYZ program.
She also wants to
see if her daughter's
eye glasses are
covered by the
Health Savings
Account

Find out if Dr.
Pepper offers
discounts
Understand
the benefits
that are
covered

Search in
Doctors
Plus
Directory
XYZ
Program
Summary

Ellen finds Dr. Pepper and her
other doctors in the Doctors Plus
Directory.  She notices the cost
information about office visits, other
medical care, and prescription
drugs.    Ellen starts adding up the
cost of care for her family to see
whether they would use up thier
HSA or not.

Looking for the eye glasses benefit,
Ellen finds that many other services
she didn't realize were covered, like
acupuncture.

Background

Attributes

Ellen discusses the
XYZ Program with
her husband and
they decide to
compare XYZ to the
other plans offered.

My Account
Health Tools
Customer
service

Ellen and Enrico really like
the Health Tools and My
Account sections of the
Web site where they can
see the status of each
account and keep track of
their family's medical care.

After browsing the Web
site, they have a couple of
specific questions about the
bridge amount and HSA
Extras so they decide to
call XYZ for answers.

Determine
whether to
enroll with
XYZ
Feel good
about
decision
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Marty the Member

When Marty first heard about
XYZ, he joined immediately.
Having worn thick glasses and
hard contacts most of his life,
the idea that he could afford
laser eye surgery was very
appealing.  And since he had
hardly used his health care
benefits, he figured it should
only take a year or so to save up
enough in his HSA to cover the
cost.

Marty is more concerned with
the amount he's paying out of
his hourly paycheck each month
than which doctors offer
discounts in his area.   He can
count the times he's gone to the
doctor on one hand and he
doesn't even have a regular one
he sees.

Marty doesn't want to think
about his health care insurance
but he wants it to be there in
case he needs it.  He's a little
worried about the bridge
responsibility but figures since
he's healthy, he will take the
risk.
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24 years old, single
Two years of community college
Joined XYZ in order to save money for laser
eye surgery
Generally very healthy
Rarely if ever sees a doctor.  Has worn
glasses his whole life and would like laser eye
surgery.

Young male
Mailroom clerk
Middle class
Uses the Internet and other computer software
daily
Really doesn't think about health care much
Very adaptive to change.  Buys a new car
every 2-3 years.

Needs
Primary:

To feel confident that his health care
needs are being met
To continue to maintain his good health
status
To save money for future HSA Extras

Secondary:
To use the health tools or the Web site
To research a condition or procedure
To find quality care

"I can't wait to have my laser eye
surgery paid for next year."

Scenario

Marty signs up for
the XYZ Program
and is counting on
only needing routine
care his first year.
By the time he logs
onto the Web site in
June, he's forgotten
how the program
works.

Goals

Find a doctor
he can see for
a general
physical
Remember
what to do
when he goes
to the doctor

Feature

Doctors Plus
Directory
Review of How
the Program
Works

Behavior

Marty uses the Directory
to find a general practice
physician near his office.
He notices the cost
information is there.  After
checking his benefits, he
sees the reminder page
of How the Program
Works so he knows what
to expect at the doctor's
office.

After visiting his
doctor, Marty wants
to make sure his
HSA reflects the
correct balance,
since it's his money.

Find claim
information
Find account
information

Claim
information in My
Account
Account
information in My
Account

Marty checks his HSA
balance in My Account and
notices that $78.00 was
withdrawn for his office
visit.  He sees his claim
was paid and he has no
member responsibility.

Background

Attributes Later in the year,
Marty gets a sore
throat and goes to
the doctor for the
second time.  The
doctor prescribes an
antibiotic but does
not tell Marty how
much it costs when
he asks.

Prescription
Drug Cost info
in the Doctors
Plus Directory
Claim and
Account info in
My Account

Marty looks up his antibiotic
drug in the Doctors Plus
Directory and sees there is a
generic alternative for about
30% of the cost.  He calls his
doctor to ask if the generic is
as effective, then asks his
doctor to change the
prescrition.

A few days later, Marty checks
My Account to see his HSA
balance reflects the second
office visit and the prescription
being paid for.  This is
confirmed by the paper
Explanation of Benefts he
receives in the mail.

Find
prescription
drug cost
information
Monitor HSA
balance and
claim activity
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Martha the Member

Martha is a single mother who
works for a manufacturing
company in California.  Her
boss is tough on her, but she
respects him and is a hard
worker.  She needs her job to
keep her health insurance
benefits.

Martha was not sure XYZ was
the best plan for her until she
thought about all of the
advantages other than cost.  At
first, the bridge and coinsurance
amounts seemed daunting, but
when she added up all of her
expenses under her HMO
(between copayments,
deductibles and the cost of non-
covered servies) she realized
the two plans cost close to the
same amount per year.  Martha
was used to paying a $20 co-
payment for every visi t she and
her daughter, Melanie, used
and because she is diabetic and
Melanie is prone to ear
infections, it seemed they were
often using her health plan
benefits.

Martha has never been
hospitalized for her diabetes but
her condition definitely gave her
trouble when she was pregnant.
She knows she needs to stick to
her diet and monitor her blood
sugar, but it's hard for her to
stay on top of her health
sometimes.  She's used her
boyfriend's computer to access
online information about
diabetes a few times and she
uses e-mail to write her sister
and mother back in Cleveland.
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42 years old, single mother
High school education
Packager in manufacturing company
Tries to monitor diabetes and remain compliant
with treatment
Sees a doctor regularly.  Daughter needs
pediatric care for frequent ear infections

Middle aged female
Middle class
Uses the Internet  and e-mail occaisionally
Joined XYZ in order to have choice and control
instead of savings
Heath conscious but needs to be educated
More prone to use off-line services than online

Needs
Primary:

To feel confident that her out of pocket
costs will be manageable under the
XYZ Program
To maintain her own diabetes and
monitor daughter's health needs
To have choice and control over her
health care

Secondary:
To use the health tools or the Web site
To become educated about her
condition

"I need to manage my diabetes as
well as my health care dollars."

Scenario

Martha and her
daughter begin
using services right
away.  She logs into
the XYZ Web site to
check the status of a
claim.

Goals

Learn claim
status and
monitor HSA
spending
Plan for
upcoming
bridge
responsibility

Feature

My Account
Claim details

Behavior

Martha sees that her claim
was covered at 100% since
she is still in her HSA.  She
can also see her remaining
HSA balance . Martha
notices on the XYZ Home
page that there is
information about diabetes
and a 24 hour nurse line to
answer her heatlh
questions.

One Friday evening,
Melanie has a fever
and complains that
her ear is hurting.
By Saturday she
seems to be worse.
Melanie decides to
log into the XYZ
Web site to see if
there is information
about ear infections.

Get information
about ear
infections and
what she
should do next
Determine
whether to take
child to the ER
Find out how
much an ER
visit would cost

Health content in
My Health
section
Medical care
cost information
in Doctors Plus
Directory

Martha is worried that
Melanie is very sick after
reading about ear infections,
She calls the 24 hour nurse
advice line and with the
nurse, decides to find a less-
expensive urgent care center
with Saturday hours in the
Doctors Plus Directory.  She
does not need a referral and
is able to get Melanie the
care she needs quickly.

Background

Attributes

Martha's doctor tells
her she needs to
monitor her diabetes
more closely in order
to fight the lethargy
that's causing her to
miss some time from
work. He warns her
that she may end up
in the hospital if her
blood sugar gets too
high.  Martha
wonders what might
happen if she's
admitted and
whether a
hospitalization would
be covered.

Benefit
information in My
Benefits
Health content
about hospital
procedures for
diabetes

Martha is motivated to avoid
being hospitalized when she
learns how much she would
have to pay out of pocket and
about the procedures that she
would have to endure.  She
sees that a Health Coach is
available to help her manage
her condition so she calls the
toll free number.  Martha's
Health Coach educates her
about some of the online tools
available to help her monitor
her blood sugar, her diet and
exercise.  Martha avoids the
hospital and ends up spending
less out of pocket money than
she did with her HMO.

Find a benefit
information
about
inpatient
admissions
for diabetes
Find out what
to expect if
she is
admitted to
the hospital
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Barry the Broker

Barry has been a broker for 18
years and is finally getting his
clients lined up so he can cut
back his hours and play more
golf.  His father worked at ABC
company, so he started there
when he was 21.  Barry
decided to hang up his own
shingle after he and his boss
didn't see eye to eye about
commission he received for a
new client.  Barry took the
client with him and still has that
account today.

It's been great for Barry to
work for himself and build his
own business.  He's been
successful and has been able
to afford all kinds of nice things
his dad never could, like a
power boat.  He has spent
years developing relationships
with his clients and
establishing their trust.  He
often socializes with his clients
during his time off (takes them
out on the boat often) and
attends Church with several of
them.

Now that his two teenage
daughters are ready to begin
college next fall, Barry is even
more concerned with
preserving his business.  He
heard about "consumer driven
health care" when one of his
larger clients has asked him
about it.
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40 years old, married with 3 kids, ages 12, 17
and 18.
High School diploma
Independent Broker
Close client relationships
Interested in making money and maintaining
his clients

Middle aged male
Middle to Upper class
Enjoys being the "authority" on health plans
Uses the Internet and other computer software
infrequently
Entreprenurial spirit. Wants to be own boss.
Very set in his ways.  Doesn't like to be told
what to do.

Needs
Primary:

Protect livelihood
Keep his clients happy
Not waste his time

Secondary:
Understand the XYZ Program and how
it works, at a high level

"How much money can I make by
selling the XYZ Program?"

Scenario

Barry's largest client
asks him if
consumer driven
health care is the
wave of the future.
Barry has been to a
seminar where XYZ
presented but he
doesn't remember
the details.

Goals

Reacquaint
himself with
the XYZ
Program
Find contact
info so he can
talk to a XYZ
sales rep

Feature

XYZ public Web
site
Contact Us
section

Behavior

Barry finds the Contact us
section and completes
the form requesting a
username and password
to the Broker site.  An
email is sent back with
the log in information.

After receiving his
log in, Barry goes to
the Broker site to
explore.  He finds
the producer's
manual.

Find
commission
information
Explore
Producer
Manual in
preparation to
answer
client's
questions

Producer's
Manual
Sales contact
page

A XYZ Sales representative
calls Barry to give him
more information over the
phone.   Barry askes about
the commission rates and
quoting process.  He
downloads the Producer's
guide and prints it out but
doesn't read it.

Background

Attributes
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Wendy with Web Tools

Wendy is a health fanatic and
loves to look up health info on
the Web.  For months before
her wedding last year, Wendy
monitored her diet and exercise
in order to look great in the
backless dress she had her eye
on. She found fitness advice,
online recipes and tools to track
her calories and meals, and she
used an online journal to help
monitor her feelings as the
wedding approached.

Wendy's mother is a breast
cancer survivor so Wendy
knows she's at risk for the
disease.  She's also worried
about her new husband,
William, and his fa mily history of
diabetes.  On top of that, Wendy
is interested in becoming
pregant but she's afraid of the
health risks she might pass on
to her children.

Wendy has worked as a project
manager for 3 years with her
telecommunications company
employer.  She likes her job and
is very happy with the benefits
the company provides her and
William.
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32 years old, married
Master's in Communications from Georgetown
Project Manager for a major
telecommunications firm
Intelligent and resourceful.
Career path is upwardly mobile

Young female
Middle to Upper class
Very interested in health content
Uses the Internet and other computer software
daily.  Also uses public/free health care sites.
Health issues in family history
A little anxious when it comes to her and her
husband's health

Needs
Primary:

Improve health
Assess health needs

Secondary:
Understand more about XYZ health
tools
Understand more about the XYZ
Program

"What is this XYZ Health Toolkit?"

Scenario

Wendy's company
has purchased the
XYZ Health Tool kit
and sent an email
encouraging
employees to take
the e-Checkup to
assess their health
status.

Goals

Understand
what the XYZ
Health Tool
kit  is
Determine the
email is not
spam or a
marketing
materials

Feature

Co-branded XYZ
Home Page
XYZ e-Checkup

Behavior

Wendy clicks the link in
the e-mail and
automatically logs into the
XYZ site.  Exploring the
XYZ Home page, she
realizes these are
employer-sponsored
health tools.  She clicks
on e-checkup and
registers.

Wendy completes
the e-Checkup and
realizes there are
many health tools
available to her,
such as the exercise
tracker.  She also
notices there is
general health
content about
diabetes and breast
cancer.

Assess health
needs
Assess risk
for breast
cancer

e-Checkup
Condition center
for breast cancer
Condition center
for diabetes

Wendy likes the health
tools and notices there is a
place to track more
information in the family
health file.  Wendy wonders
if she can get a username
and password for William to
complete an e-Checkup,
even though he's not an
employee at her company.

Background

Attributes

Wendy looks for a
number to call XYZ
and ask about a
separate log in for
William.

Contact Us page Wendy calls the XYZ
customer service center
and obtains a new
username and password
for William.  She tells him
about e-Checkup and the
Diabetes condition center,
and asks him to complete
them online.

Contact XYZ
Get Log in
for William
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