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Closing the Gap:
Modern Engagement
Strategies for Health Plans

A playbook for health plans




Why Don't Members Use
Cost-saving Benefits?

Despite offering valuable cost-saving benefits, many
health plans see low member engagement. Members
are often unaware, confused, or simply unmotivated.

Curiosity starts here
Engagement is evolving. Let's explore how modern
strategies can close the gap.

We only learn what
members need and can
make programs better when
they find and use them.

REFLECT:
What benefits have your members missed out on?
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Why Members Miss Out

Barriers To Engagement: Awareness, Complexity, Inertia

Members miss out on cost-saving options for three main reasons:

Lack of awareness
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Inertia

Habits and lack of motivation keep
members from acting.

I
@. Complexity

Healthcare choices can be confusing.

* Reflect on your own missed opportunities.

* You might be surprised by how many people miss out on benefits.

REFLECT:
What'’s stopping your members from engaging?
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The Science of Engagement

Behavioral Science: Why Incentives Work

Modern engagement programs use behavioral science Gamification examples:
to drive action:

Repetition works Create a points system for members who
P ) . participate in wellness activities.
Members need to see a message multiple times

_ Points = prizes
before acting. s

Personalization Offer gift cards and cash rewards to
Tailored communications resonate more. Segment D members who complete training courses.

by age, role, or health needs for higher engagement.

Gamification
Points-based rewards and fun challenges boost
participation.

Create a benefits-themed scavenger

hunt online.

Nudges
Real-time reminders and positive framing encourage
healthy choices.

Loss Aversion

Phrases like "Don’t miss out...” or “You could be saving
hundreds of dollars per month...” work best for
time-sensitive actions.

CONSIDER:
How could behavioral science improve your
member engagement?
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What Makes a Program “Good” vs. “"Sub-Par"?

The Rise of Alternative Health Plans

Alternative health plans (AHPs) are reshaping member engagement by prioritizing simplicity,

personalization and tech-driven experiences. Here's what we can learn from them:
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Simplify the experience

AHPs reduce complexity with clear
plan designs and clear billing, making
healthcare more transparent.
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Leverage technology
Mobile apps and digital platforms

offer real-time access to benefits,
care navigation, costs and support —

improving engagement with health plans.

REFLECT:
Is your engagement program
obvious and attractive?
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Support financial wellness
Flexible payment options and cost
transparency empower members
to seek care without financial fear.

Proactive navigation
Concierge services guide members
to high-value providers before care
decisions are made, improving
outcomes and reducing costs.

-
Personalize engagement
Data-driven insights help tailor

outreach and care recommendations,
boosting relevance and trust.

Takeaway

Member engagement programs are only
successful when members use them.

Elevate engagement by providing a

unified, member-centric experience.
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What Makes a Program “Good” vs. “"Sub-Par"?

Effective Program Strategies

Omni-channel outreach
Use a mix of mailers, texts, emails,

posters, webinars, and branded
hashtags (e.g., #CompanyCares,
#CompanyBenefits) to meet members
where they are.

* Integrated touchpoints
Embed engagement opportunities
into provider directories and digital
platforms for seamless access.

¢ High-touch support
Concierge services offer personalized
help — think of it as "putting a hug
around the member.”

* Smart defaults
Auto-enroll members in programs and
communications to reduce friction and
boost participation.

REFLECT:
Is your engagement program
easy and satisfying?
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e Visual anchors
Use charts and savings illustrations to
make choices clear and compelling.

e Social proof
Feature testimonials and peer stories
to build trust and relatability.

e Community influence
Encourage peer participation
and sharing — social scenarios drive
stronger engagement.
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Overcoming Vendor Complexity & Next Steps

Streamlining Engagement for Health Plans

So many health plans face vendor complexity. Tailored solutions
streamline engagement and reduce confusion.

Advice:
e Make programs obvious, attractive, easy, and satisfying.
e Reflect on your current approach.

e Consider how incentives and transparency could
improve outcomes.

e Explore partners the offer unified member experiences
that educate, guide and reward.

e Share this ebook with your teams.
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To learn more about how Zelis can
customize and streamline your member
programs and increase engagement,
visit zelis.com.
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https://www.zelis.com/

ABOUT ZELIS

Zelis is modernizing the healthcare financial
experience across payers, providers, and healthcare
consumers. We serve more than 750 payers,
including the top 5 national health plans, regional
health plans, TPAs and millions of healthcare
providers and consumers across our platform of
solutions. Zelis sees across the system to identify,
optimize and solve problems holistically with
technology built by healthcare experts - driving real,
measurable results for clients.

Learn more at zelis.com and follow us on LinkedIn
to get the latest news.
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