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Market forces transforming healthcare 
 

       2012       2013       2014    2015     2016 2017 2018 

5 C’s and the critical impact on how Healthcare is delivered today 

Capitation 

Consolidation 

Coordination 

Competition 

Consumerism 

• Shift of risk from health plans to providers 

• Pay for value vs. pay for volumes 

• Larger health plan and provider organizations  

• Vertical integration – Insurance coverage thru delivery of care  

• Focus on care transition and delivery of care in non inpatient setting  

• New models of care driven by technology 

• Increased competition 

• Risk based organizations compete on value and customer service   

• Increased patient focus and personalized medicine 

• Population Health Management  
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Consumers are changing: experience matters 
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Dell does social experience. 
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Mandi’s social, too. 

2015 

#2 

#HIT99 & 
#HIT100 

2014 

#1 

#HIT100 

2015 

Top 50 
Twitter 

Healthcare 
Experts 

2015 

Rock 
Health 

Women-
in-Health 

Role 
Model 

2013-15 

Top 200 

Big Data & 
Analytics 
Experts 

Founding 
HIMSS / 

AHIP 
Social 
Media 

Ambassad
or 
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For 360o view of consumers, YOU should be social! 

Direct – information collected from 
real-time, direct engagement with 
the customer. 

Derived – information derived from 
real-time, direct engagement with 
the customer. 

Behavioral – information collected 
from past engagement transactions. 

Data you own 

Data you don’t 



Our Consumer Story: 
Meet John 
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Meet John, a recently Medicare-eligible consumer 
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Meet John, using traditional data sources 
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Meet John, with social media data enrichment 
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 John isn’t just social – he’s an influencer 

44 Likes 

13 Comments 

30 Likes 

18 Comments 

37 Likes 

20 Comments 

22 Likes 

1 Comment 

15 Likes 
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John might not look like a Medicare member to you 
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Would you market the same to John & John’s parents? 
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How would you influence the consumer journey if you 
could personalize each engagement based on the 
individual’s complete health and social profile? 

Lookalike 



Customer Acquisition: 
How Does John Buy? 
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ACTION / REVIEW 
& RETURN 

INTEREST /  

CONTENT 

 

DESIRE /  

CHOOSE 

ATTENTION / 

DISCOVER 

John researches, buys, and evangelizes - socially 

Previous 
Influence 

Day 1 

Day 3 

Day 6 

Day 9 

Day 12 

Social Media – Friends getting health insurance, having provider experiences 

Article on insurance 
company performance on 

tablet news feed 

Google Ads / 
Consumer 

Reports 
magazine’s  

health insurance 
rankings 

Checks out some 
brand-sites for 

“latest” insurance 
plan offerings Reads awards & 

reviews / 
review sites 

See re-targeting 
banners on 

daily news site 

Borrows friends Fortune 
Magazine 

See article on USA Today about massive data breach 

Researches  plans 
with 5-Star Rating 

and wellness 
programs 

Watches 
“Health & Care 
Project” video 

Shops online 
for best deal 
and desired 

benefits 

Purchases 

 

Leaves a positive 
review on Facebook 
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John Boy 



Engaging, Retaining John 
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Engaging John where he lives: mobile and social 
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John Boy 



21 Services 
                              Dell - Internal Use - Confidential 

 

Analytics guide John’s engagement, encourage evangelism 



Outcomes:  
Keeping John Healthy 
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Excellent engagement can’t prevent ALL adverse events 
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When John got sick, he engaged his care network 
…of neighbors, friends, and internet communities. 
 



“Social Skills” Turn 
Health Plans into 
Health Heroes 
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Every traditional healthcare provider encounter starts with 
the Eligibility inquiry, even before the appointment. 
 
 
The health plan is already the hub at the center of the 
healthcare consumer experience. 
 
 
What if the health plan were the concierge for LIFEcare 
services that improved clinical and financial outcomes… 
 
 
Could health plans be heroes, improving quality of LIFE? 
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Through social, “providers” redefined – and engaged 

#LCSM 

#BCSM 

#SPSM 

#BPD 

#PTSD 

… 
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Demographics 
real time 
attributes 
location, 
relationships, 
network size 
&,influence 

Life Events 
real time 
detection of life 
for new market 
possibilities 

Identity 
Federated identity 
across the social 
web 

Prediction 
Engagement 
indicators based 
on statistical 
analysis 

Opportunities 
Targeted upsell 
possibilities 

Interest 
real time preference  
attributes  

Loyalty 
Customer 
satisfaction and 
sentiments 

How could you transform healthcare if you KNEW members? 
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Thank you. 

Mandi Bishop 

Mandi_Bishop@Dell.com 

@MandiBPro 

 


