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Massively increased 
expectations

Surge in 
consumer choice 

segments

87
million

Projected size of the retail 
market by 2018

Narrow networks  
& high deductible 

products

33
million
Americans

in HDHPs  in 2013

Persistent rising
out‐of‐pocket costs

$22,030
annual health care

costs for 
a family of four

Explosion of consumer 
healthcare innovations

40K
health care apps available 
for download on iTunes 

Reasons why consumers are 
in the driver’s seat …5
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Net Promoter Score is an 

index from ‐100 to 100 that 

measures the willingness of 

customers to recommend a 

company's products or 

services to others. 

It gauges customers’ overall 

satisfaction with a company's 

product or service and their 

loyalty to the brand.

How Likely Are You 
to Recommend this 
Business to a Friend 
or Colleague?
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Responses that health plans 
are applying to be consumer 
centric 6

GovernanceMeasurementCustomer
Understanding

StrategyStrategy MeasurementCustomer
Understanding

Consumer 
Experience
Design 

Governance Culture
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The primary drivers of great consumer 
experience revolve around
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7Moments That Matter Most

Selecting
my plan

Immediately
after I’ve
selected
my plan

What is this
going to
cost me?

I am faced
with a 
medical
decision

I need urgent
or unplanned care

I pick up a 
prescription

at the
pharmacy 

My
insurance
company
says “no”
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Questions?


