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Earning trust from the people we serve 
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Simple,  
personal,  

optimal care 

Based on extensive research with consumers, our 
focus is to deliver a simplified, more personalized 
experience for people, resulting in their optimal care.  

Support 
throughout  
the entire 

relationship 

Armed with information, tools and programs, people 
are able to make more informed decisions that bring 
better health outcomes and lower costs throughout 
their entire relationship with us. 

Innovation 
that empowers 

people 

Enabled by data, technology and a commitment to 
innovation, UnitedHealthcare empowers people to  
be in control of their health care.  

Building trust through a valued relationship that reinforces 
individual health ownership for better outcomes 



Engagement is no longer an option 
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Make the 
experience 
fit my life 

Help me 
make smart 
health care 
choices 

Give me  
24/7 Access 

Help me 
manage my 

health 

Consumers want and expect convenience, a seamless 
experience, personalization and technology to support them 



UnitedHealthcare enables consumers to get access to important information and 
support through many channels – digital, mobile and telephonic 

 
 
 
 

Every day: 
24/7 Access to 
information  

Robust digital 
experience 

Personalized 
guidance and 

service 

Big data drives 
personalization 

Delivery through multiple channels 
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Personal 

Putting control in 
their hands 

Leveraging data to 
increase relevance 

Meeting them where 
they are 

Advancing 

Analyzing 
effectiveness 

Leveraging Consumer 
Insights 

Testing, Learning, 
Refining 

Proactive 
Outreach 

through email  

Health & Wellness  

Benefit Education 

Multi-Modal 

Digital 

Print 

Video 

Social Media 

Virtual Events 

Make the experience fit my life 



The Bright Shiny Object(s) –  
Consumer Perspective 
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QR 
Codes 

Texting 

Social 
Media 

Gaming 

Video 

Interest Utility Engaging Broad 
Appeal 

Use 

http://www.google.com/url?url=http://www.qrstuff.com/&rct=j&frm=1&q=&esrc=s&sa=U&ei=GVXuVIz_KIyzyATJlYDYDA&ved=0CBgQ9QEwAQ&usg=AFQjCNGDcxflNpbB_8h3RYu0Y3eH-dnJrg
http://www.google.com/url?url=http://www.truckinweb.com/letters/1407_whatd_you_say_truckins_readers_letters_issue_7/photo_06.html&rct=j&frm=1&q=&esrc=s&sa=U&ei=3VfuVPPIHZenyAT-o4HYDw&ved=0CBgQ9QEwAQ&usg=AFQjCNHJZQrI1c_6HQhwpaB2C0bjpgaU-g
http://www.google.com/url?url=http://www.authormedia.com/the-pinterest-cheat-sheet-to-image-sizes/&rct=j&frm=1&q=&esrc=s&sa=U&ei=C1juVIKiHMSLyAS0ioLwCw&ved=0CBYQ9QEwAA&usg=AFQjCNFZHZOsgzdvKeWiFx9pkiLiMdIkyg
http://www.google.com/url?url=http://www.cs.cmu.edu/%7Elearning/&rct=j&frm=1&q=&esrc=s&sa=U&ei=JUbvVO2KDvSIsQT0h4HYAw&ved=0CB4Q9QEwBA&usg=AFQjCNFtQ60elX4YmrsK24OLpriHVvAWjg


The Bright Shiny Object(s) –  
Employer Perspective 

6 
Confidential Property of UnitedHealth Group. Do not distribute or reproduce without express permission of UnitedHealth Group. 

QR 
Codes 

Texting 

Social 
Media 

Gaming 

Video 

Content Cost Promotion Risk 
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http://www.google.com/url?url=http://www.qrstuff.com/&rct=j&frm=1&q=&esrc=s&sa=U&ei=GVXuVIz_KIyzyATJlYDYDA&ved=0CBgQ9QEwAQ&usg=AFQjCNGDcxflNpbB_8h3RYu0Y3eH-dnJrg
http://www.google.com/url?url=http://www.truckinweb.com/letters/1407_whatd_you_say_truckins_readers_letters_issue_7/photo_06.html&rct=j&frm=1&q=&esrc=s&sa=U&ei=3VfuVPPIHZenyAT-o4HYDw&ved=0CBgQ9QEwAQ&usg=AFQjCNHJZQrI1c_6HQhwpaB2C0bjpgaU-g
http://www.google.com/url?url=http://www.authormedia.com/the-pinterest-cheat-sheet-to-image-sizes/&rct=j&frm=1&q=&esrc=s&sa=U&ei=C1juVIKiHMSLyAS0ioLwCw&ved=0CBYQ9QEwAA&usg=AFQjCNFZHZOsgzdvKeWiFx9pkiLiMdIkyg
http://www.google.com/url?url=http://www.cs.cmu.edu/%7Elearning/&rct=j&frm=1&q=&esrc=s&sa=U&ei=JUbvVO2KDvSIsQT0h4HYAw&ved=0CB4Q9QEwBA&usg=AFQjCNFtQ60elX4YmrsK24OLpriHVvAWjg


Meet them where they are 
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E-Mail reigns 
98% of adult internet users use 

email regularly1 

77% prefer to receive email 
than direct mail2 

1. EMarketer 2013 
2. Exact Target 2014 
3. The Consumer Health Mindset, Aon Hewitt, January 2013 
4. Nielsen Digital Consumer Report 2014 
5. Pew Research Internet Project Health Facts 2012 

Communication 
Preferences for 
Health and 
Wellness 
information3 

 In 2013 Americans spent an average of 34 hours 
per month using mobile apps and browsers4  

 Email users are checking more frequently than ever 
before with mobile access2 

 Consumers are using their mobile devices to look 
up health and medical information; 52% of smart 
phone owners and  31% of cell phone owners5  

 19% of smart phone owners have an app to track or 
manage their health5  

Make the experience fit my life 



UnitedHealthcare e-mail activity 
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Information and 
Communication 
Monthly cadence of 
communication designed to 
help educate members about 
benefit programs and 
services available to help 
them manage their health 
and their health care costs. 
 
Coming Soon:  
Quarterly Editorial 
Calendar 

Benefit Awareness 
monthly e-Newsletter 
• Health plan basics – how 

their plan works 
• Education on health plan 

terminology 
• Promote preventive care 

Healthy Mind 
Healthy Body 
monthly e-Newsletter 
• Exclusive focus on 

original health and 
wellness content 

• Helps members make 
more informed health 
decisions with confidence  

Single-topic e-
Newsletter 
• Promote new or 

enhanced health plan 
resources such as the 
Health4Me app, 
myHealthcare Cost 
Estimator, Rally, 
Advocate4Me 

• These campaigns occur 
as needed and 
Customers opt-in 

Reader Reaction is positive – 84% say they are useful and nearly half have 
made a lifestyle change  

Make smart health care choices Help me manage my health Make the experience fit my life 



Digital’s the Super Star for Millennials 
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Make the experience fit my life 

• Millennials (18-34 year-olds) 
want to make mobile part of the 
health experience 

• The internet plays a role long 
before stepping into the doctor’s 
office 

• More than 75% use online 
reviews from other patients when 
selecting a doctor 

• Would like to use the internet to 
make the entire appointment 
process easier ― valuing the 
ability to book and pay bills 
online 

Source:  Salesforce State of the Connected Patient conducted by Harris Poll, February 12, 2015 



Convenient access to health information and decision support 

• Check claims, deductibles, accounts 
and health records on-the-go 

• Show & share ID card with doctors 
• Find & Price Care: Search using cost 

estimates & quality ratings 
• “Build a Better Me” trackers and live 

stream content from UHCTV 
• NEW! Any consumer can use 

Health4Me to find a doctor and 
obtain cost estimates. Consumers 
can also make notes about their 
claims and bill payment has been 
activated. 

Manage OptumRx 
prescriptions, look up 

pharmacies 
and costs 

Optum Bank 
HSA account management 

features 

UnitedHealthcare 
Health4Me™ 
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“There’s a 
convenience 
clinic nearby” 

“Doctor, can I get the MRI 
at the clinic instead of 

the hospital?” 

COMING 
SOON! 

“My ID card is 
right here” 

Help me manage my health 
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Personalized health and wellness tools 

Make the experience 
fit my life 

Help me manage 
my health 

• A user-friendly digital 
interface to help engage 
through online tools via 
myuhc.com® 

• Personalized health goals 

• Reward individuals with  
coins to achieve their goals 

• Step-by-step support  
making the experience fun  
and encouraging greater levels  
of engagement 

• Tracking of individual results 



Point and click 
health survey 

Personal 
dashboard 

Missions, challenges 
and rewards 

 
Easy, everyday engagement 

Make the experience fit my life 
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Convenient access to health information and decision support 

Social networking Devices Gamification Recommendations 

Online support communities 
to bring people together with 

common interests 

FitBit®, Jawbone®, Withings®  
and BodyMedia® integration 

Reward engagement and 
goal setting through RallySM 

coins and employer-
sponsored incentives 

Personalized health 
programs, engagement 
emails and campaigns 

All trademarks are the property of their respective owners. 



Health Survey: It all starts here 

13 
Proprietary Information of UnitedHealth Group.  Do not distribute or reproduce without express permission of UnitedHealth Group. 

Measures quantity and quality of life 

Mobile Web 
capability 

Progress bar 

Point and 
click using 

easy-to- 
understand 

icons 
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Health Survey: It all starts here 

Immediate feedback and 
recommendations — 
results create more 
relevant and personalized 
site experience 

Personalized  
call-to-action to 
join Missions 

• English and Spanish  

• Results viewable by coaches 
and can trigger telephonic 
wellness or clinical program 
outreach 

• Rewards provided on progress 
and completion 

• Detailed employer  
reporting available 

• Unique messaging based  
on health age 

Results 
summarized as 
instantly 
recognizable 
“health age” 
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Dashboard: A personal homepage 

• Personalized article and community recommendations based on survey results 
• Your communities’ latest highlights 

• View messages, 
alerts or coins 

• Access to 
account details 
and preference 
settings 

• Access to 
Personal Health 
Record and 
personal profile 

Check in, view 
progress or 

track mission 
activities 

Tailored digital 
promotions 

Available 
sweepstakes 



UnitedHealthcare uses social media and our own UHCTV™ to 
connect members to original health and wellness content 

 
Making it social 
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Make smart health care choices 

UHC TV customizable 
playlists, player 
embeds and custom 
text URLs, more than 
1,800 videos 

• 3+ million 
minutes 
viewed 

• 4.5 million 
FB/Twitter 
impressions 



Evolving to Improve the Experience 

 

Improved IVR 
Voice Biometrics 

Virtual Hold 

Advocate4Me 
Members and 

Advocates talk via 
phone, text, Easy 
Connect and email 

Enhance the Service Experience Enhance the Digital Experience 

Industry-leading 
consumer-centric 

portals and 
experience 

Create best-in- 
class experience to 

help consumers 
shop for care 

Evolving and enhancing 
the Consumer 

experience.  Enabled by 
technology, data and a 

commitment to 
innovation, empowering 
people to be in control of 

their health care 

Consumer 
Preferences across 
the Omni channel 

Information and systems providing a new level  
of personalization and engagement 

Putting control in the     
member’s hand 

Data integration and preferences provide 
personalized experiences with calls-to-action 

based on each member’s health status, benefit 
use and communication selections 

Every day health and wellness 
tools providing utility and 

designed to be convenient, and 
engaging 

Tools for easy, 
everyday 

engagement 

Make smart health care choices Help me manage my health Make the experience fit my life 
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