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KATHRYN MARTI N:   We ’ r e  j us t  wai t i ng  f o r  one  mor e

pane l i s t .   Wh i l e  we’ r e wai t i ng  f o r  h i m t o  a r r i v e  I  j us t  t hought

I  woul d  we l come a l l  o f  y ou  bac k  f r om l unc h and  s ay  t ha t  t h i s

pane l  has an espec i a l l y  cha l l engi ng mi ss i on  i n  t ha t  i t  has  t o

f ol l ow l unc h.   Cha l l eng i ng  par t i a l l y  bec aus e  a l l  o f  y ou woul d

r at her  s t i l l  be i n  t her e  c ha t t i ng ,  ea t i ng  l unc h ,  and par t i al l y

bec aus e  i n  about  hal f  an  hou r  f ood  c oma’ s  go i ng  t o  se t  i n  and

we’ r e go i ng  t o  s t a r t  see i ng  heads  nod .   But  t ha t ’ s  why  we ’ ve

ass emb l ed t hi s  s t e l l a r  pane l  a f t e r  l unch  t o  keep  us  a l l  engaged

and  t o  f i gh t  t hr ough  f ood c oma .   Thi s  ses s i on i s  wher e  we  t u r n

t o t he  f i r s t  and  mos t  i mpo r t an t  wo r d  i n t he  conc ep t  t hat  we’ r e

d i s c us s i ng  t o  t oday,  t he  c onsumer .   Wi t hout  t hem we  woul d  be

d i s c us s i ng  dr i ven  hea l t hca r e  and t ha t  wou l d  j us t  s ound  goo f y .

And  so  wi t h  t hat  t hi s  pane l ’ s  r ea l l y  goi ng t o l ook  at  wha t

happens  when c ons umer s  t ak e  t he  whee l  of  t he i r  hea l t hc ar e .

Wha t  do  t hey t hi nk ?  How do  t hey use  t he  i n f or ma t i on?   Do  t hey

use  t he  i n f or mat i on,  et  ce t e r a?   And  t o do t ha t  we  hav e f our

d i s t i ngu i s hed  pane l i s t s  beg i nn i ng  wi t h  J on Chr i s t i ans on,  who  i s

a  r esea r che r  a t  t he Uni v er s i t y  of  Mi nnes o t a ,  f o l l owed  by  a

f el l ow Mi nnes o t an  i n  J i nne t  Fowl es ,  who i s  a t  Pa r k  Ni c ol l e t

I ns t i t u t e - -  and  now t ha t  we ’ v e  d i s t r i bu t ed  t he  mor e c omp l et e

b i os  y ou  c an r ead  al l  abou t  t hem - -  f o l l owed  by  Judy Hi bba r d

whos e r esea r c h  on  consumer s ’  us e o f  i n f o r ma t i on  i s  we l l  k nown ,

and  she ’ s  f r om t he  Un i v e r s i t y  o f  Or egon.   And f i na l l y  we  hav e

Dav i d Lans k y who ’ s  f r om t he  Founda t i on  f o r  Acc ount abi l i t y ,
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o t he r wi s e k nown as  FACCT.   So s i nc e we ’ r e  on  a  p r e t t y  t i gh t

t i me f r ame I  t hough t  we wou l d  j us t  – I  wou l d  j us t  t u r n  i t  ove r

t o J on  and  we ’ d ge t  unde r way .

DR.  JON CHRI STI ANSON:   The –  ac t ua l l y  t he  or der  t ha t

t he  pr es en t at i ons  t ha t  wou l d  make  mor e  s ens e  p r obab l y  wou l d be

hav e  J i nne t  c ome  f i r s t  bec ause  she  t a l ks  about  t he  us e  o f

i nf o r ma t i on  by  c onsumer s  i n  mak i ng  c ho i c es,  and  I  t al k  about

c ons umer  ex pe r i enc e i n t he  p l an .   Bu t  Ka t i e  al e r t ed  me  t o  t h i s

l unc h i nduc ed  coma  t hat  she  r e f er r ed  t o,  and  s o  I  c l ev er l y  go t

my p r es ent a t i on s c hedul ed f i r s t  t o  ge t  i t  ou t  o f  t he way

bef o r ehand .   And  J i nnet ’ s  j us t  l ea r n i ng abou t  t h i s .   Wel l ,  we ,

as  Roge r  a l r eady  d i s c us s ed  t hi s  mo r n i ng,  di d  a  s ur v ey  of

c ons umer s .   Ther e  r ea l l y  hav e been  a  l ot  of  con f l i c t i ng

opi n i ons  i f  y ou r ead  t h i s  l i t e r at u r e  on c ons umer - d r i v en heal t h

p l ans abou t  c ons umer s  and t hei r  r o l e  i n a l l  of  t hi s  and whet her

t hey ’ r e  go i ng  t o  be up t o t he j ob  of  p l ay i ng  t he i r  i n t ended

r ol e .   Cer t ai n l y  t he  consumer - d r i v en  hea l t h  pl ans t hemse l v es

emphas i z e t he  cons umer  i nv o l vemen t ,  t hey  emphas i ze  t he  dec i s i on

s uppor t  t oo l s  t ha t  a r e ava i l ab l e f or  c ons umer s ,  he l p l i nes  and

s o f or t h ,  t o enhance  t he i r  expe r i enc e  i n  t h i s  mode l .   Emp l oy e r s

t ha t  a r e  o f f e r i ng  consumer - d r i v en  hea l t h  pl ans  and  as  pa r t  o f

my wor k  wi t h t he  Cen t er  f o r  St udy i ng  Hea l t h  Sy s t ems  Change ,

I ’ v e  been abl e  t o  l as t  y ea r  t a l k  t o dozens and  doz ens  of

emp l oy e r s  a r ound  t he  count r y  abou t  t h i s ,  and  t hey r ea l l y  hav e

expect a t i ons abou t  t hei r  emp l oy ees ,  a r e t hey  go i ng  t o  us e
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d i f f er en t  f ea t ur es  o f  t he p l an?   The r e  was s ome  l anguage

ear l i e r  f r om one  o f  t he  pr es en t er s  about  sk i n i n  t he game  and

how cons umer s  we r e  go i ng  t o  ca r e a  l o t  mo r e  abou t  c os t ,  t hey

wer e  go i ng  t o  be  r eac t i v e c ons umer s  because  of  t ha t .   The r e

a l s o  hav e been  c once r ns  t ha t  c ons umer s ,  as  I  i mp l i ed bef o r e,

wou l dn ’ t  r eal l y  be  up  t o  a l l  o f  t h i s .   That  t hey  woul d  be

c on f us ed  by  t he p l an  des i gn ,  t hat  t hey  woul dn’ t  mak e f ul l  us e

o f  t he  I nt e r ne t  t ool s .   And  al l  o f  t h i s  has  been  i n f o r med  by  no

i nf o r ma t i on .   So  t he  t wo  p r o t o t ype  c onsumer s .   The r e’ s  t he

s av v y c ons umer  he r e who  ca l c ul a t es  t he  ex pec t ed  va l ues  o f

d i f f er en t  p l an  op t i ons,  mak es an i nf o r med  c hoi c e ,  t hen  ac c es s es

t he  cons umer - d r i v en hea l t h  p l an  webs i t e t o c ompar e  pr ov i de r

p r i c e and qua l i t y  i n f or mat i on when  c hoos i ng  a p r ov i de r .   Then

i f  t he  c ons umer  ge t s  s i c k ,  goes  back  t o t he  webs i t e ,  l ook s  f o r

d i s eas e  managemen t  adv i c e,  pha r mac eu t i ca l  p r i c e  da t a,  r egu l a r l y

t r ac ks  expend i t u r es  and  s t a t us  of  pe r s ona l  c ar e  on  t he  I n t er net

- -  per s ona l  c a r e  wi l l  c ome  on t he  I n t e r ne t  - -  makes  wi se

t r adeo f f s  on t he  mar g i n ,  c oo r d i na t es  s pendi ng wi t h  pos s i b l y  t he

s pendi ng  f r om a f l ex i bl e  s pend i ng  ac c oun t ,  and  t hen  a f t e r  al l

o f  t hi s  happi l y  r o l l s  f o r wa r d a  ba l anc e f r om t he  pe r s ona l  ca r e

acc oun t  i n t o t he  nex t  y ear .   So  t hat ’ s  one mode l  o f  how t h i s  i s

a l l  go i ng t o wor k  f o r  c ons umer s .   The  ex t r eme,  t he  ot her  end  of

t he  con t i nuum,  i s  t he  na ï v e  consumer .   Does n ’ t  unde r s t and  t he

s t r uc t u r e o f  t he  p l an  r e l a t i ve  t o  mor e  t r ad i t i onal  pl ans ,  mak es

an uni n f or med  se l ec t i on ,  ge t s  i n t hi s  pl an,  say s  oh ,  my gosh ,
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wha t ’ s  goi ng on he r e?   I  don ’ t  hav e I n t e r ne t  ac c es s  a t  home.   I

hav e  a  s t r ong  pr ov i de r  r el a t i onsh i p s o  I  r ea l l y  don ’ t  ca r e

abou t  t h i s  pr i ce  qua l i t y  da t a any way .   I ’ m an I n t e r ne t

i l l i t e r a t e  so  di s eas e  managemen t  adv i c e and  i n f o r ma t i on

ava i l ab l e on t he  I nt e r ne t  r eal l y  does n ’ t  hav e any e f f ec t  on me.

I  don’ t  under s t and  t h i s  pe r s ona l  c ar e  ac c oun t .   I  unwi t t i ngl y

s pend money  t hat  t he  pe r sona l  c ar e  ac c oun t  t ha t  – I  t h i nk  I ’ m

s pendi ng  money  f r om t he  pe r s ona l  c ar e  ac c oun t  f o r  s er v i c es

whi c h i n  f ac t  ar en ’ t  cov er ed  s o  i t  c omes  ou t  o f  my  own  poc ke t .

I  ex haus t  t he  ac c oun t  be f o r e  I  r ea l i z e  I ’ ve  ex haus t ed  t he

acc oun t  bec aus e I  nev er  r ea l l y  do  f i gu r e  ou t  how t o  ge t  on t o

t hi s  on l i ne  c a r e  acc oun t  manage r  s ys t em t ha t ’ s  s et  up .   And I

don ’ t  have  a f l ex i bl e  s pend i ng  ac c oun t  because  I  r eal l y  don’ t

unde r s t and  how t ha t  wor k s  e i t he r .   And  a t  t he end o f  t he  y ea r  I

hav e  no  f unds  l e f t  i n  my  pe r sonal  ca r e  ac count .   I  hav e ou t - o f -

poc k et  expend i t u r es  t ha t  ex c eed  what  t hey  woul d  hav e been

o t he r wi s e i n my –  and  I  hav e  l ess  ca r e  managemen t  c oo r di na t i on.

So y ou  k i nd  o f ,  y ou k now,  i f  y ou wou l d  t ake  bo t h  s t or i es  i n

t er ms o f  ex pec t a t i ons  abou t  how c ons umer s  wi l l  c ar e  unde r  t h i s

s ys t em y ou  can ,  y ou k now,  ge t  t o one  o f  t hos e t wo ext r emes .

You ’ ve  got  t he  s u r vey  bas i c s  d i sc uss i on t ha t  Roger  pl ayed  ou t

f or  you  ea r l i e r ,  s o I ’ l l  j u s t  qui c k l y  go  ov e r  t he t op i cs  t ha t  I

wan t  t o  di s cus s t oday .   Fi r s t  o f  a l l  f or  al l  p l an enr o l l ees we

hav e  t he  f o l l owi ng  k i nds  o f  i n f or mat i on.   We  hav e whe t he r  t hey

use  a f l ex i bl e  s pend i ng  ac c oun t ,  and  I ’ l l  c ome  bac k  t o  t ha t  i n
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a  s econd ,  why  t ha t ’ s  k i nd o f  an  i n t e r es t i ng  ques t i on.   We  hav e

t he i r  us e o f  p l an  cus t omer  s er v i c es and t he i r  ev al uat i on  o f  t he

hel p f u l nes s  o f  t hose  se r v i c es,  bo t h f o r  peop l e  i n Def i ni t y  and

f or  ot he r  c ons umer s .   We  hav e t he i r  ex pe r i ence  o f  p l an

pape r wo r k  and  how t hey v i ew t ha t ,  and  we  hav e t hei r  ov er a l l

r at i ng  o f  t he i r  heal t h p l an .   Then  f o r  De f i n i t y  en r ol l ees  on l y

we hav e  t he i r  r a t i ng  of  t he  eas e o f  us e o f  t he i r  pe r s ona l  ca r e

acc oun t ,  t hei r  ex pec t at i ons  about  t he i r  r ol l ov e r  ac count ,  t he i r

use  of  I nt e r ne t  t ool s  and whet her  t hey  woul d  r ec ommend  De f i n i t y

t o f ami l y  and  f r i ends .   So  i n ana l yz i ng t hes e da t a  we  l ook  a t

s ubg r oups o f  enr o l l ees i n De f i n i t y .   We don ’ t  have  compar abl e

dat a  f o r  peop l e i n  o t he r  hea l t h  p l ans .   The  subg r oups  t ha t  we

used  i n  ou r  anal y s i s  of  De f i ni t y  onl y  da t a,  f i r s t  o f  a l l  t hi s

deba t ab l e meas ur e  of  ch r on i c  i l l ness .   We  us ed  t ha t  t o  c l ass i f y

peop l e  i nt o  t wo g r oups.   We  al s o hav e  age ,  whi c h  we  ge t  f r om

t he  emp l oy ee i nf o r ma t i on  da t a s et ,  and  we  have  j ob

c l as s i f i ca t i on .   Roge r  a l l uded  t o  t h i s  be f o r e.   We  hav e f our

j ob  c l as s i f i c a t i ons and  t h i s  i s  s ome t h i ng  t hat  I  r eal l y  want ed

t o do because  I  a l way s t hi nk  t hat  f ac u l t y  a t  t he  Un i v e r s i t y  o f

Mi nnes o t a par t i c u l ar l y  a r e  k i nd  o f  we i r d .   And  s o I  want ed  t o

b r eak ou t  f ac u l t y  r es ponses .   And ,  y ou  k now,  s i nce  t he r e  a r e

t hr ee f acu l t y  f r om t he Uni v e r s i t y  of  Mi nnes o t a  her e  and I ’ m not

one  of  t he  we i r d  ones ,  r eac h  y our  own  j udgment  on t ha t .   Okay ,

s o wha t  di d  we  f i nd out ?   Th i s  i s  s t u f f  t ha t  Roger  t a l ked  about

ear l i e r ,  t he per c ent age  of  r es ponden t s  l i s t i ng  f ea t ur es  i n  -
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t he i r  t op t hr ee i mpo r t an t  f eat u r es  i n  choos i ng  a  p l an ,  s o  I

won ’ t  s pend  t i me  on t ha t  bec aus e he’ s  k i nd o f  c ove r ed  t h i s .

Wha t  we  di d  f i nd  out  i s  t ha t  t he t op  t hr ee f ea t u r es  we r e

c ompar ab l e  ac r os s  subgr oups  of  peopl e  wi t h c hr on i c  i l l nes s .   We

d i d  f i nd  ou t  t ha t  t he  na t i onal  ne t wo r k  o f  p r ov i der s  was v e r y

i mpo r t an t  t o Def i n i t y  v e r s us  a l l  o t he r  s ubg r oups .   And  t hen

s ma l l  ou t - o f - poc k e t  expens es  and c o- payment s  we r e l es s  l i k el y

t o be among  t he t op t hr ee f eat u r es  f o r  De f i n i t y  member s .   And

aga i n t h i s  j us t  k i nd  of  goes  ov er  some  da t a  t ha t  Roge r

p r es en t ed ear l i e r .   Ar e  De f i ni t y  enr o l l ee ’ s  mo r e  l i ke l y  t o  have

f l ex i b l e  s pend i ng  ac c oun t s  t han  en r o l l ees  i n  o t her  hea l t h

p l ans?   The  answer  i s  y es.   Now,  why  wou l d y ou  t hi nk  t ha t ?

Wel l ,  i f  s omebody  i s  so r t  o f  t h i nk i ng  about  t he  pe r sonal  c ar e

acc oun t  t hey s t a r t  t h i nk i ng  about  wha t  abou t  t h i s  gap  be t ween

when  t he  pe r s ona l  ca r e acc ount  money  i s  s pen t  and when  I  go

t hr ough  my  deduc t i bl e .   You  cou l d  cov e r  t ha t  gap  wi t h  a

f l ex i b l e  s pend i ng  ac c oun t  s o  y ou c ou l d  s pend  –  y ou  ge t  t he  t ax

adv ant ages  of  t he  f l ex i b l e  s pendi ng ac count  i f  y ou  cou l d  s t age

t ha t  wi s el y .   And  i t  t u r ns  out  t ha t  peop l e t ha t  choos e  De f i n i t y

a r e  mor e  l i ke l y  t o  a l so  hav e  f l ex i bl e  spend i ng  acc oun t s .   I t ’ s

i nt e r es t i ng  t hat ,  you  k now,  f ewer  t han  50% o f  ou r  s ur v ey

r es pondent s  have  f l ex i b l e s pend i ng  ac c oun t s  at  a l l .   So ou r

Def i ni t y  en r o l l ee ’ s  mor e  l i k el y  t o  under s t and t he c r i t i c a l

l i mi t a t i on  of  t hes e acc oun t s .   Ar e  t hese  r ea l l y  sav vy

c ons umer s ,  t hey ’ v e  go t  t hi s  al l  f i gu r ed out ?   And t he  cr i t i c a l
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l i mi t a t i on  i s  t ha t  y ou’ v e go t  t o s pend  a l l  t he  money i n t hes e

i n t he  g i v en y ea r  or  you  l os e i t .   And  t he ans wer  i s  no.

Twen t y - f i v e  pe r c en t  o f  Def i n i t y  en r o l l ees  wi t h  t hes e acc ount s

bel i ev e  t hey c an  r ol l  t hem ove r .   And  on l y  18% o f  enr o l l ees i n

o t he r  p l ans  be l i ev e t ha t .   So t he r e’ s  c l ear l y  s ome  con f us i on

abou t  t h i s .   The r e  a r e s ome  peopl e  t ha t  hav e  t hough t  a  l o t

abou t  t h i s .   I n t he wr i t t en  commen t s  on t he  su r v ey  t he r e  was

one  pe r s on  who  s a i d r ea l l y  t he  way  t o  i mp r ov e t he p l an  des i gn

wou l d be  t o  l e t  me  s pend  my  f l ex i b l e  s pendi ng ac count  f i r s t  and

t hen  go  i n t o t he  per s ona l  c a r e  ac c oun t .   Bec aus e  i f  t hat

happened ,  o f  c ou r s e,  t hen y ou’ r e acc umul a t i ng t he emp l oy e r ’ s

money,  i t  get s  r o l l ed  ov er  and  you  s pend  t h r ough  t he money  t hat

y ou  know y ou’ r e go i ng  t o  hav e t o s pend .   So  I  t hought  t ha t  was

p r e t t y  c l ev er .   Now t he r e’ s  no t hi ng i n  t he des i gn t ha t  s ay s y ou

c ou l dn ’ t  do  t hat  o r  c ou l dn ’ t ,  y ou  know,  i f  an empl oye r  wan t ed

t o do t hat  t hen t hey  cou l d  do t ha t .   How does c ust omer  s e r v i c e

c ompar e  t o  ot her  p l ans?   De f i n i t y  en r o l l ees  ar e  mor e l i k e l y  t o

c al l  c us t omer  se r v i c e  f o r  i n f o r ma t i on  – 65% ve r s us  49  ot he r

p l ans.   You  k now,  I  t hi nk  pa r t l y  wha t  we ’ r e  see i ng  he r e i s  t h i s

phenomenon  of  ev e r ybody ’ s  i n  t h i s  pl an  f o r  t he  f i r s t  t i me  and

t hey ’ r e  t r y i ng  t o  f i gur e  ou t  how i t  wo r k s .   So  y ou  wou l d  expect

t o s ee  use  of  a c ust omer  s e r v i c e l i ne  t he r e .   Fo r  t hos e c a l l  –

and  i t ’ s  i mpr ess i v e whe t he r  you ’ r e  i n  one  o t he r  pl an o r  whet her

y ou ’ r e  i n Def i ni t y ,  f or  t hos e t ha t  c a l l  90% say  t hey got  hel p .

Tha t  t he r e  was  no  pr obl em ge t t i ng  he l p  o r  on l y  a  s mal l  p r obl em
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get t i ng  he l p,  wh i c h i s  t hi nk  i s ,  y ou  k now,  a  v e r y  pos i t i v e

f i nd i ng  bo t h f or  Def i ni t y  and f or  t he  ot her  pl ans.   Pape r wor k

was  mor e  l i ke l y  t o  be  c ons i der ed a  b i g  p r ob l em by Def i ni t y

enr o l l ees –  19% v e r s us enr o l l ees i n o t he r  p l ans ,  12%.   Wh i l e

t he r e i s  mo r e  k i nd  o f  pape r wor k  i n  t e r ms  of  keep i ng  t r ac k  of

t he  pe r s ona l  c ar e  ac c oun t  and wha t ’ s  i n and  wha t ’ s  ou t .   How

acc u r a t e  a r e Def i n i t y  member s?   I n  o t her  wo r ds  as  y ou ’ r e  goi ng

–  i f  y ou ’ r e  en r o l l i ng  i n  De f i n i t y  you ’ ve  go t  s ome expect a t i ons

abou t  whet her  you ’ r e  go i ng  t o use  you r  pe r s ona l  ca r e acc ount  or

not ,  and  how acc u r at e  does  t ha t  t u r n  out  t o  be?   Seven t y - s i x

per c en t  who  t hough t  t hey  wou l d  hav e money  l e f t  a t  t he  end  of

t he  yea r  i n  f ac t  d i d .   And  75% who  –  76% who  t hough t  t hey  wou l d

not  hav e  money  l e f t  a t  t he  end  of  t he  yea r  i n f ac t  we r e c o r r ec t

as  wel l .   Twen t y - f i v e  pe r c en t  o f  t he  peop l e  i n  eac h  c ase  –  o r

24% wer e  s omewha t  su r pr i sed .   But  ac t ual l y  p r e t t y  good  f ee l i ng

goi ng i n ,  whe t he r  t hey wer e  go i ng  t o  go t hr ough  t ha t  acc ount  or

not  go  t hr ough  t he  ac count  by  t he  end  of  t he  y ea r .   How easy

was  i t  t o use  t he  pe r sonal  c ar e  ac coun t  t o pay  f or  hea l t h

s er v i c es ?  Ni net y  pe r cen t  s a i d  ve r y  easy  or  somewha t  eas y .

Wel l ,  t he peop l e  t ha t  en r o l l ed  i n  t h i s  p l an  r ea l l y  seem no t  t o

hav e  muc h t r oubl e  wi t h t he  per s ona l  c a r e  ac c oun t  i n  t e r ms  of

i t s  us e .   Younge r  en r ol l ees  we r e mor e  l i k el y  t o  say  i t  was  v e r y

eas y .   Ei gh t y - one  pe r cen t  o f  t he y ounger  en r ol l ees  under  35

s ai d  i t  was  v e r y  eas y ,  v er s us 69% of  o t he r  enr o l l ees.   The r e

was  some  v a r i a t i on  i n  t he as ses sment  o f  eas e  o f  us i ng  t he
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per s ona l  c a r e  ac c oun t  by  j ob  c a t egor y .   And  no t  su r pr i s i ng l y  t o

me t he  f ac u l t y  t hough t  i t  was t he  l eas t  eas y  t o  us e .   And  I

t hi nk  f acu l t y  ar e  bas i c a l l y  j us t  b i g  whi ner s  any way ,  y ou  k now,

s o I  was  k i nd  of  i mp r es s ed  t ha t  83% s a i d  i t  was ,  y ou k now,

p r e t t y  eas y  t o  us e .   Sk i p ov er  t h i s  one.   Fo r t y - f ou r  per c ent  of

Def i ni t y ’ s  us ed De f i n i t y ’ s  I nt e r ne t  s i t e  t o  mon i t o r  t hei r

per s ona l  c a r e  ac c oun t ,  s o l ess  t han ha l f  t he  peopl e  t hat

enr o l l ed  i n  De f i n i t y  ac t ua l l y  wen t  on  t he  I n t e r net  t o  chec k

wha t  t he  s t at us  was o f  t he i r  pe r s ona l  ca r e acc ount  du r i ng  t he  –

e i t her  t hey  k new t hey  we r e  j us t  go i ng  t o  go  t h r ough  i t  and  why

bot her ?   Or  maybe  t hey k new t ha t  t hey  we r en ’ t  go i ng  t o  go

t hr ough  i t  and  t hey wer en’ t  conce r ned .   Sl i ght l y  d i f f e r en t

–some v e r y  sma l l  d i f f er enc es  by  ou r  s ubg r oups,  c hr oni c  i l l nes s.

By age ,  i f  you ’ r e  ov e r  55 y ou wer e  a t  37% o f  peopl e  ov er  55

used  t ha t  I nt e r ne t  s i t e  t o  mon i t o r  t he i r  pe r sona l  c ar e  ac c oun t .

I f  y ou  wer e  unde r  35 ,  59% o f  en r o l l ees  unde r  35  wen t  ont o  t he

I nt e r ne t  t o  moni t o r  t he i r  pe r s ona l  c a r e acc oun t .   Aga i n wi t h  –

onl y  33% o f  f acu l t y  d i d  i t  v er s us  55% of  un i on  c i v i l  s er v i ce .

Tha t ’ s  ano t he r  c ompar i s on I  l i k e.   Of  cou r s e  t he  f ac t  t ha t

t hey ’ v e  j us t  hook ed t he  f ac u l t y  up  t o  t he  I n t e r net  l as t  y ear ,

ear l y  –  oh ,  neve r  mi nd.   Now r emember  i t ’ s  a  pub l i c  un i v e r s i t y .

We’ r e i n  a  budge t  c r i s i s .   How di d  De f i n i t y  member s  f eel  abou t

t he i r  ex pe r i ence  i n t he  pl an?  Th i s  i s  t he c l as s i c  wou l d  y ou

r ec ommenda t i on  t he  p l an  t o  a  f r i end ques t i on  t ha t  y ou  see  i n

a l l  su r v ey s  o f  c onsumer s .   And  we  br ok e out  t he  r es ul t s  by  ou r
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t hr ee d i f f e r en t  c l as s i f i ca t i ons  –  ch r oni c  v e r s us  no  c h r on i c ,

age  of  emp l oy ees ,  or  j ob  c l ass i f i c at i on.   Real l y  t her e ’ s  not

muc h  go i ng  on  he r e .   I  t hi nk  y ou’ l l  ag r ee  i f  y ou  l ook  at  t hi s .

The r e’ s  r ea l l y  no t  a  gr eat  dea l  o f  d i f f e r enc e i n  t e r ms  o f  how

peop l e  r es ponded  t o t hi s  quest i on .   We  a l so  t hen  d i d a  mu l t i -

v ar i ed  ana l ys i s  o f  t h i s  ques t i on.   We  us ed t wo  d i f f er ent

s pec i f i c at i ons  f o r  t he v ar i abl e  o f  i n t er es t .   I n  one

s pec i f i c at i on  we  s ai d ,  okay ,  y ou s ai d  yes  and pu t  t he  may bes

and  t he  no ’ s  i n anot her  ca t ego r y .   And  we  d i d anot her  r un  whe r e

we put  t he  yes es  and  t he  may bes  i n  one  c a t egor y  and  pu t  t he

noes  i n  ano t he r  c a t egor y .   And  bas i c a l l y  t he  on l y  t hi ng t hat

p r ed i c t ed,  you  k now,  t he  on l y  f ac t or  t ha t  r eal l y  p r ed i c t ed  a

h i gher  p r obab i l i t y  t hat  you  wou l d  r ec ommend  De f i ni t y  t o a

f ami l y  member  or  f r i end  i s  i f  y ou  had  money  l e f t  i n  y our

per s ona l  c a r e  ac c oun t .   I f  y ou  hav e money  l e f t  i n y ou r  pe r sonal

c ar e  ac c oun t  y ou  wer e  mor e  l i k e l y  t o  t el l  a  f ami l y  member  or

f r i end  t ha t  t hey  s hou l d  l i k e  De f i n i t y .   And  t hen  we  a l so  d i d  an

ana l ys i s  o f  r ank i ngs  f o r  a l l  heal t h p l an  member s  –  no t  j us t

Def i ni t y  bu t  a l l  enr o l l ees  i n o t he r  heal t h p l ans .   And  we  gav e

t hem t h i s  v er y  b r oad  sc a l e .   Agai n  t h i s  i s  a  s c a l e  t y p i c a l l y

used  when ask i ng  peop l e  abou t  how t hey  f eel  abou t  t he i r  heal t h

p l an .   I t  goes  f r om z er o  t o  t en .   I s  y ou r  p l an  t he  wo r s t  p l an

pos s i b l e?  I s  i t  t he  bes t  p l an  pos s i b l e?   The ov er a l l  mean  was

7 . 5  -  s ame  f o r  bo t h g r oups  i f  y ou  br ok e i t  out  by  Def i ni t y  and

o t he r  p l ans .   And  t he  –  i n  t ha t  mu l t i - va r i ab l e  ana l ys i s  t he
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v ar i ab l e  f o r  p l an  chosen  was  no t  a  s i gni f i c ant  v ar i ab l e.   I n

o t he r  wo r ds  whet he r  y ou ’ r e  i n Def i ni t y  o r  no t  r eal l y  had  no

s i gn i f i c an t  i mpac t  on  how y ou wou l d c ons t r uc t  t h i s  r a t i ng .   So

i n gene r al  emp l oy ees  ar e  ne i t he r  s av v y  o r  na ï v e .   The r e’ s

r ea l l y  no i nd i ca t i on  bas ed  on our  su r v ey  r es pons es  of  any  huge

maj o r  i s sues r el a t ed  t o  t he  us e  o f  t he  p l an  or  s at i s f ac t i on

wi t h  i t .   One  way  of  l ook i ng  a t  t h i s  i s ,  you  k now,  t h i s  c oul d

be k i nd  of  su r pr i s i ng .   I f  y ou  ex pec t  i t ,  i f  y ou  we r e  somebody

who  had  t h i s  men t a l  mode l  o f ,  y ou  know,  t he  agg r es s i v e ,  s avv y

c ons umer s  enr o l l i ng i n t hi s  pl an,  you  wou l d  t h i nk ,  wow,  t hey

f i na l l y  f ound  a p l an  t ha t  t hey  l i k e.   And  t hei r  r a t i ng  wou l d  be

muc h  h i ghe r  t han  peop l e  who  we r e i n o t he r  p l ans .   And  i t

was n ’ t .   Or  y ou c oul d  s o r t  o f  i nt e r p r e t  t hi s  –  y ou  i n t er p r et

t ha t  as  say i ng ,  we l l ,  maybe  j us t  a l l  t hes e p l ans  l ook  k i nd  o f

a l i k e and peop l e  a r en ’ t ,  y ou  k now,  a l l  t hat  i n t o

d i f f er en t i a t i ng heal t h p l ans  and i t ’ s  r ea l l y  t he  doct o r  t hat

get s ,  y ou k now,  ac ces s t o y our  doc t o r  t ha t ’ s  ge t t i ng r ef l ec t ed

i n t hes e  heal t h p l an  r a t i ngs  anyway.   And  i f  y ou  t h i nk  about

t he  pl ans t ha t  a r e  av ai l ab l e ,  exc ept  f or  t he  hea l t h  pa r t ne r s

p l an ,  v e r y  br oad  wi de  r ange  of  pr ov i de r s ,  easy  acc ess  t o  y ou r

doc t or .   Maybe  t ha t ’ s  what  was  go i ng  on.   On  t he  o t he r  hand y ou

c ou l d a r gue  peop l e  a r e s or t i ng  ve r y  we l l  i n t o p l ans  and s o  y ou

get  peop l e  t ha t  a r e ess ent i a l l y  v e r y  happy wi t h  – o r  r el a t i v e l y

happy wi t h  t he  p l ans  t hey s o r t  i n t o.   You  k now,  ano t he r  way o f

l ook i ng  at  t h i s  i s  maybe  t h i s  who l e no t i on o f  c ons umer - d r i ven



Consumer-Driven Health Care: Evidence from the Field
Consumers’ Experience
9/15/03

1 kaisernetwork.org makes every effort to ensure the accuracy of written transcripts, but due to the nature of transcribing recorded
material and the deadlines involved, they may contain errors or incomplete content.  We apologize for any inaccuracies.

13

hea l t h  p l ans f r om t he  s t andpoi n t  o f  t he c ons umer  i s n’ t  as  bi g  a

dea l  as  we ’ r e  wo r r i ed  abou t .   I n o t he r  wo r ds ,  maybe  c ons umer s

l ook  a t  t h i s  and  s ay  t h i s  i s  a  ma j or  med i ca l  p l an,  i t ’ s  go t  a

deduct i b l e ,  i t ’ s  got  some c o - i nsu r anc e ,  and  ou r  emp l oy er ’ s

g i v i ng  us  s ome  money  up  f r on t  t o pay  aga i ns t  t he  deduc t i b l e.

Okay ?  How compl i c at ed i s  t hat ?   And  we’ v e got  –  and we a l l  use

t he  I n t e r ne t .   You  k now,  we ’ r e  on  t he  I n t er net ,  we ’ r e  of f  t he

I nt e r ne t ,  we use  i t  when  we  wan t .   Those  of  us  who  us e  i t ,  us e

i t .   Those  of  us  who  don ’ t  use  i t ,  don ’ t  us e  i t .   And  t he  f ac t

t ha t  t he r e  ar e  a l l  t hes e  I n t er net  t oo l s  r ea l l y  don ’ t  mak e  t h i s

–  make  a  l o t  o f  d i f f e r ence  t o me as a  consumer .   Bu t  may be

t hi s ,  f r om t he  c onsumer ’ s  po i n t  o f  v i ew,  we ’ r e  j us t  obses s i ng  a

l i t t l e  t oo  muc h abou t  t h i s  k i nd  o f  p l an.   Lo t s  o f  f ol l ow up

r es ear c h  needed.   Do  t hese  new pe r cep t i ons o f  i ndi v i dual s  who

a r e  en r o l l ed i n t h i s  pl an c hange ove r  t i me onc e  t hey hav e  mor e

expe r i ence  wi t h us e?   I t  wou l d  be  ve r y  i n t e r es t i ng  t o  see

whe t he r ,  f o r  i ns t anc e ,  peop l e t ha t  l i k e t he  pl an  because  t hey

had  money i n t he i r  pe r s ona l  ca r e acc ount  at  t he  end  o f  t he

f i r s t  y ear  di dn’ t  l i k e i t  a t  t he end  o f  t he  nex t  y ear  i f  t hey

s pen t  t hat  money .   You k now,  t her e ’ s  a  l o t ,  you  know,  i t ’ s  how

wi l l  peopl e ’ s  pe r c ep t i ons be  a f f ec t ed  ov e r  t i me?   We’ r e go i ng

t o r edo  t h i s  s ur v ey i n abou t  a  yea r  s o  we ’ l l  hav e,  you  k now,

s or t  o f  a s ma l l  s naps ho t ,  a  l i t t l e  b i t  o f  an  ans wer  t o  t ha t

ques t i on .   Do  t he  pe r cep t i ons o f  l at e  adopt e r s  d i f f er  f r om

ear l y  adop t er s ?  I f  we t hi nk  back  t o  t he  HMO l i t er a t u r e,  when
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HMOs  we r e f i r s t  o f f e r ed  al ongs i de  ot he r  opt i ons  peopl e  t ha t

s el ec t ed  HMOs  we r e  p r et t y  happy  i n  t hem.   They  had  a l ot  o f

c ho i ces ,  t hey  cou l d mov e  ou t  i f  t hey  wer en’ t  happy .   But  as  t he

non - managed  c a r e  opt i ons  we r e r emoved ,  t he ave r age  happi ness  of

peop l e  i n managed  ca r e p l ans  s o r t  of  wen t  down .   They  di dn ’ t

hav e  t he  c hoi c e o f  op t i ng ou t .   And what  happened –  s o  we

r ea l l y  need  t o  l ook a t  s i t ua t i ons  whe r e i nd i v i dual s  don’ t  hav e

o t he r  op t i ons .   Wher e  t her e ’ s  t ot a l  r epl acemen t  and  how do

peop l e  f ee l  i n  t hose  s i t ua t i ons .   And  t ha t  get s  t o  t he  l as t

poi n t ,  how you  f ee l  i s  l i k e l y  t o depend on t he  opt i ons  t ha t  y ou

hav e  and  y our  ab i l i t y  t o  s o r t  out  and  se l ec t  i n t o opt i ons  t ha t

y ou  t h i nk  a r e  go i ng t o wor k  t he  best  f or  you .   So t hi s  i s  ve r y

ear l y  s t uf f ,  s ur v ey who  came  ou t  o f  t he f i e l d mi d- s ummer .   We

hav en’ t  had  a  l o t  of  chanc e  t o  l ook a t  t he dat a  or  combi ne  i t

d i f f er en t  way s .   We p l an  on  do i ng  t ha t  bu t  t ha t ’ s  s or t  o f

i ni t i a l  obs er v at i ons .

DR.  J I NNET FOWLES:   Ok ay ,  so  whe r e ’ s  t he c oma  hi t ?  Or

do I  hav e a  –  do  I  have  you r  a t t en t i on  f o r  j us t  a f ew mi nu t es ?

The  f i r s t  t hi ng t hat  I ’ d  l i k e t o ask  y ou  t o  t h i nk  abou t  i s  t h i s

c onc ep t  of  consumer - d r i v en .   When  some  o f  us  s t a r t ed i n t h i s

f i e l d back  t wo  o r  t h r ee  yea r s  ago ,  i t  was  c a l l ed  a  de f i ned -

c on t r i bu t i on p l an .   And  somewher e  al ong t he  l i ne  t he name  go t

c hanged  and  i t  bec ame  a  cons umer - d r i v en p l an .   And  I ’ v e a l way s

f ound t hat  i f  no t  odd  a t  l east  may be  wi s h f u l  t h i nk i ng ,  and

wonder ,  i f  you  c an ’ t  t h i nk  o f  any t hi ng  e l se  du r i ng  t he  c ou r s e



Consumer-Driven Health Care: Evidence from the Field
Consumers’ Experience
9/15/03

1 kaisernetwork.org makes every effort to ensure the accuracy of written transcripts, but due to the nature of transcribing recorded
material and the deadlines involved, they may contain errors or incomplete content.  We apologize for any inaccuracies.

15

o f  my t a l k ,  i f  y ou  c oul d  c ome up wi t h  a f ew ot he r  names?   I ’ v e

t hough t  about  cons umer - c on f used  o r  c onsumer - di s may ed.   Bu t  I ’ l l

l eav e i t  t o  y ou t o  t h i nk  t h r ough wha t  mi ght  be  t he  bes t  t i t l e

her e .   Ano t he r  po i nt  t ha t  I  wan t  t o make  he r e f r om t h i s  v e r y

f i r s t  s l i de  i s  t ha t  t hi s  was  no t  f unded by Robe r t  Wood  J ohns on

and  i t  was n ’ t  f unded  by  t he  Commonwea l t h  Fund.   I t  was  –  t hi s

s t udy was f unded  by Humana  and  I  t hi nk  t hat ’ s  an  ex t r aor d i na r y

t hi ng,  t ha t  a  f o r - pr o f i t  o r gan i za t i on  wou l d  dec i de  t ha t  i t

needed  t o i nv est i gat e  and publ i c l y  l ay  ou t  i t s  f i r s t  goa l  ou t

o f  t he  b l oc k  and  I  t h i nk  we  shoul d  c ommend and  s ugges t  t ha t

t hi s  i s  a r ol e - model  behav i o r  f or  f o r - pr o f i t  o r gan i za t i ons  and

t ha t  o t her s  c oul d  f o l l ow i n  t h i s  s ui t .   So t hank  y ou.   Th i s

par t i c u l ar  pr oduc t  t hat  I ’ m t a l k i ng abou t ,  t he  Cov e r age Fi r s t

p r oduc t ,  i s  t he s ame  one  t ha t  Lau r a t a l k ed abou t  i n  he r  t a l k

when  s he  was us i ng  t he c l a i ms bas e  da t a t o l ook  at  i t .   And

I ’ v e  j us t  r ep r i s ed  s ome  of  t he  cha r ac t er i s t i cs  her e  t o  po i nt

out  t ha t  wh i l e  t h i s  c ons umer - de f i ned  p r oduc t  was  be i ng  o f f er ed

t he r e we r e  a l ot  o f  o t he r  c hanges  go i ng on i n t he s ys t em and

y ou  can ’ t  d i s ent angl e  a l l  o f  t hes e  e f f ec t s .   We  had  –  or  I ’ m

goi ng t o  r epo r t  on  t h r ee  r es ea r ch  ques t i ons  he r e  f o r  doi ng  a

s ur v ey .   We  want ed  –  Humana  wan t ed  t o  know who  was  choos i ng

t hes e c ons umer - d r i ven  op t i ons.   How d i d t hey  d i f f e r  f r om

o t he r s ?   What  di d  t he  empl oy ees  t h i nk  of  t he  en r ol l men t

p r oc es s ?   We d i d  a  s u r v ey r i gh t  a t  t he  end o f  t he i ni t i a l

enr o l l ment  pr oces s  i n  c ont r as t  wi t h J ohn ’ s ,  wh i c h was  done
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a f t e r  t he emp l oy ees ac t ual l y  had expe r i ence  wi t h  t he p r oduct .

And  we r e  a l l  t he  emp l oy ees  a f f ec t ed equa l l y  by  t hi s  en r o l l men t

p r oc es s ?   We d i d  a  ma i l ed s u r v ey t ha t  aga i n  i s  d i f f er ent  f r om

J ohn ’ s .   I t  was a  t e l ephone  su r vey .   And  as  I  ment i oned i t  was

c onduc t ed j us t  a f t er  open en r o l l ment .   Now t hey  – emp l oy ees had

a l r eady  had  a  chance  t o  r es pond  t o  an  i n t er nal  s ur v ey  conduc t ed

onl i ne  by  Humana ,  bu t  t he r espons e  r a t e had  been  qu i t e  l ow t o

t ha t  pa r t i c ul a r  s u r v ey.   Ou r  r espons e  r a t e was  abou t  t wo - t hi r ds

o f  t he  e l i g i b l e r espondent s  r es ponded  t o  t h i s  ma i l ed s ur v ey,

whi c h we  we r e  pl eased  abou t  gi v en  t ha t  we  d i dn ’ t  have  ou r

o r d i na r y  c ash  i nc ent i ves .   Somehow Humana  f e l t  t ha t  i t  mi ght  be

s een  as  a -  wonde r i ng  why Humana was  s pendi ng i t s  money on  a

s ur v ey  when  i t  was n’ t  pu t t i ng i t s  money i nt o  i t s  bene f i t s .   So

we c ou l d  unde r s t and whe r e t hey  we r e c omi ng f r om.   Who  chos e t he

c ons umer - d r i v en p l ans ?  I ’ d  l i k e j us t  br i ef l y  t o  t a l k  abou t

f ou r  d i f f e r en t  a r eas  of  cha r ac t er i s t i c s  - -  t hi ngs t ha t  we  hav e

t ouc hed  upon her e  i n  pr ev i ous p r es en t a t i ons  t oday - -  t he

demogr aphi c  c har ac t e r i s t i c s ,  t hei r  hea l t h  –  al l  i mpor t an t

hea l t h  s t a t us ,  wha t  i t  was  t hey  we r e  l ook i ng  f o r  i n  a  pl an ,  and

how t hey  had expe r i enced  en r ol l men t .   I n  t e r ms  o f  t he i r

demogr aphi c s ,  t hes e peop l e  who  chose  t hi s  p l an  wer e  ha l f  as

l i k e l y  t o be Bl ac k .   They we r e  muc h mor e  l i k el y ,  obv i ous l y ,  t o

be i n t he domi nan t  r ac i a l  c a t egor y .   And  t h i s  s econd bul l e t  i s

a  r eal l y  i n t e r es t i ng  one .   They  we r e  a l most  t wi c e as  l i k e l y  t o

hav e  as s oc i at e - on l y  c ov e r age .   And  t ha t  i s  s i gn i f i c an t  bec aus e
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t hey  we r en ’ t  –  i t  i s n ’ t  nec ess a r i l y  t he c as e  t ha t  t hey  we r e

f ami l i es .   They may wel l  hav e been  f ami l i es  wi t h  c ove r age  – t he

s pouse  c ov e r i ng a l l  o f  t he  f ami l y .   They  cou l d  s el ec t  t o  do

t hi s  ex per i men t  on  t hems el v es.   He r e ,  as  I  men t i oned i n a

c ommen t  I  made  ea r l i e r ,  i n  t er ms o f  heal t h s t a t us  t hey  we r e

hal f  as  l i k el y  t o  r epor t  hav i ng  a  ch r oni c  heal t h  p r ob l em

c ov e r ed  by  any one  t ha t  t hey  we r e t r y i ng t o c ov e r  wi t h  t he i r

hea l t h  i ns u r ance .   And t hey  we r e a l l  –  we  had a  number  o f  ot her

hea l t h  s t a t us  meas ur es i nc l uded .   They  we r e  t h r ee t i mes mor e

l i k e l y  t o hav e  had  no  v i s i t s  i n  t he –  hea l t hca r e  v i s i t s  i n  t he

pas t  f ou r  week s.   So  we  f e l t  f r om ou r  da t a,  gi v en wha t  y ou  c an

f i nd  ou t  i n  a  su r v ey ,  we  had  a  l o t  o f  da t a s uggest i ng  t hey

wer e ,  i n  f ac t ,  hea l t h i e r .   I n t er ms o f  p l an  des i gn  pr e f e r enc e

and  en r o l l men t  ex per i enc e,  t hey  announced  t hems e l v es as  hav i ng

–  be i ng  mor e l i k e l y  t o k now a l ot  abou t  p l ans,  s o t he r e we r e  a

mi no r i t y  o f  peop l e  who d i d  k now a  l o t  about  pl ans.   And I  wou l d

r emi nd  y ou  t ha t  among  t he peop l e who  had  t h i s  op t i on wer e  t he

act uar i es  who  des i gned t he  p l an  op t i on .   And  i n  f ac t  i t  does n ’ t

s how up  he r e but  peop l e  i n  t he  bu i l d i ng wi t h  t he  ac t ua r i es  we r e

mor e  l i k el y  t o  s e l ec t  t he p l an .   Thi s  sugges t s  wha t  y our  f ami l y

and  f r i ends  may be  t e l l i ng  y ou ,  as  oppos ed t o what  you  ge t  o f f

t he  web .   They  we r e muc h  mor e l i k e l y  t o t hi nk  t hat  t he  p r emi um

was  t he  mos t  i mpo r t an t  c ons i de r at i on .   That ’ s  c ons i s t ent  wi t h

t hi s  c os t  s ens i t i v i t y  t hat  we’ v e s een  i n  t h i s  pa r t i cu l ar

env i r onmen t .   And  t hey l i k ed  hav i ng t he c ho i ces  and  t hey  wer e
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ext r eme l y  l i k e l y  t o t hi nk  t hat  t he r e  wer e  b i g d i f f e r ences  i n

t he  pl an  p r emi ums .   Thos e p r emi um di f f er enc es mean t  a  l o t  t o

t hem.   Wel l ,  wha t  di d  t he empl oyees t h i nk  o f  t he  en r o l l men t

p r oc es s ?   They  had  wr i t t en  c ommun i ca t i ons  and t he wr i t t en

c ommun i c at i ons  t r i ed  t o  he l p  t he enr o l l ees p r epa r e  f o r

enr o l l ment ,  bu t  t hey  al s o t r i ed  t o  ex p l a i n why  Humana  was

beg i nn i ng t o dev e l op  t h i s  p r oduct .   And t he  emp l oy ees  f e l t  t hat

t hey  we r e mor e  he l pf u l  and  unde r s t and i ng  about  enr o l l men t ,  and

l es s  s o  about  unde r s t and i ng  whe r e  t h i s  new p r oduct  was  ac t ua l l y

c omi ng  f r om.   The r e was  an  enr o l l men t  t oo l  as  we l l  as  a webs i t e

and  a wi za r d t ha t  gav e adv i c e abou t  –  or  at  l eas t  s ugges t ed

whe r e y ou mi gh t  f i nd  you r  happ i es t  ma t ch - up  wi t h  t he ava i l ab l e

p l ans.   And  t he en r o l l ment  t oo l  was s omewha t  eas i e r  t o  us e  t han

e i t her  t he  webs i t e  o r  t he wi za r d.   And  we ’ l l  ge t  i n t o  a l i t t l e

b i t  of  t he i r  r es pons es t o t hat  a l i t t l e b i t  l a t e r .   Empl oy ees

i n gene r al  we r e s t ar v ed  f o r  mo r e i nf o r ma t i on  bec aus e t he i r

p l ans we r e  chang i ng and  t he  change  t o  a f ou r - t i e r  pha r mac y

bene f i t  was  pa r t i c ul a r l y  p r obl ema t i c  I  t h i nk  f o r  peop l e.   Now

I ’ m go i ng t o c ompar e  t hose  who  se l ec t ed t he  cons umer - d r i v en

p l an  op t i ons wi t h  t hose  who  di dn’ t .   The  peopl e  who  s e l ec t ed

t hem wer e mor e  l i k el y  t o  hav e enough  t i me  a t  wo r k  t o r ev i ew

opt i ons ,  and t hey  we r e mor e  l i k el y  –  but  t hey we r e  mor e l i ke l y

t o t hi nk  t her e  was n’ t  enough  i n f o r ma t i on  about  t he  cho i c es .

Bec aus e  t hey wer e  choos i ng  t he  new k i d  on  t he b l oc k .   Then

t he r e a r e a  f ew mor e  commen t s  i n t er ms  o f  us i ng  t h i s  wi z a r d t o
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hel p  s e l ec t  a  pl an ,  and  t hey  we r e  gene r a l l y  so r t  o f  p r ed i s pos ed

t owar d  a l l  of  t ha t ,  and  t o  f i nd  t he on l i ne enr o l l ment  eas y  and

t o l i k e  on l i ne  en r ol l men t .   These  ar e  t he  t ech i es  out  t he r e,  at

l eas t  i n  pa r t .   Now,  when we  c ont r as t  emp l oy ees  i n  f a i r  o r  poor

hea l t h ,  we  f i nd t hat  t hey i ndeed had  t he  ha r des t  t i me  du r i ng

t hi s  en r ol l men t  pe r i od.   I n  compar i ng  t hose  wi t h  be t t e r  t han

f ai r  o r  poo r  hea l t h we f i nd  t ha t  peop l e i n f ai r  or  poo r  heal t h

wer e  muc h mor e  l i k el y  t o  f i nd t he  commun i ca t i ons  l ess  he l p f u l ,

t he  bene f i t s  l es s  under s t andab l e,  and  t ha t  t hey  di dn’ t  hav e

enough  t i me  t o  en r ol l .   Th i s  i s  i t .   I f  y ou ’ r e  s i c k  y ou a r e a t

t he  bo t t om of  t he  pi l e.   I n  t e r ms  of  c ommen t s  I  was  amaz ed .

Ove r  ha l f  o f  t he  r es ponden t s  t o  ou r  s u r v ey wr o t e  c omment s ,

whi c h i s  an  unus ua l  l ev e l  o f  c omment s  f o r  us .   I t  was  r ea l l y  a

t or r en t  of  commen t s .   And we  we r e  t o l d  by  Humana  s t af f  t ha t ,

gee ,  t hese  commen t s  wer e  mor e nega t i v e  t han  t hos e t ha t  t hey had

r ec e i v ed  i n  t he on l i ne s ur v ey.   I  gues s I ’ m no t  t o t al l y

s ur p r i s ed t ha t  t hese  t ha t  t hey  we r e s end i ng  ou t  t o  an

i ndependen t  r esea r che r  and  i f  y ou  we r en’ t  happy  wi t h t he  onl i ne

enr o l l ment  pr oces s  y ou mi gh t  no t  l eav e  a  commen t  t her e .   But  i t

d i d  r ev eal  a huge  di g i t a l  d i v i de i n t he Humana  emp l oy ee

popu l a t i on .   They  wan t ed  a  l ot  mo r e i n f o r ma t i on  about  al l

d i f f er en t  d i mens i ons  of  t he i r  p l an .   Her e ’ s  some  s amp l e quot es

t ha t  I  t hough t  y ou  mi gh t  be  i n t er es t ed  i n .   Thes e wer e  ac t ua l l y

s el ec t ed  by  Humana  s t af f .   And  I  t hank  God t ha t  my  hus band  has

r ea l  i ns ur anc e .   I  hope  I  neve r  have  t o pur c has e  t he med i c al
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bene f i t  t ha t ’ s  p r ov i ded  t o  Humana  as s oc i a t es .   I t ’ s

embar r as s i ng t o t e l l  peopl e  wha t  poo r  benef i t s  a r e  gi v en  t o our

ass oc i a t es .   The r e  we r e  some  v e r y  s t r ong l y  hel d  f ee l i ngs ,  so  as

emp l oy e r s  go t hr ough  and  t h i nk  about  how t hey ’ r e  go i ng  t o

pos i t i on  t hes e  c hanges y ou  hav e  t o  be  pr epa r ed  t o dea l  wi t h t he

r es pons es o f  y ou r  emp l oy ees .   On t he  o t he r  hand  no t  ev er y body

was  ups e t .   The l as t  commen t  –  I  l ov e  t he  c onc ep t  o f  hav i ng

l es s  ex pens i v e  op t i ons t ha t  su i t s  ou r  cu r r en t  abov e - av er age

hea l t h  s t a t us .   No  need  t o  be ove r - i ns ur ed.   I t  wo r ks  f o r  some

peop l e .   At  l eas t  i t  wo r ks  a t  t he  t i me  t hat  t hey  en r o l l .   I n

t er ms o f  bene f i t  i nf o r ma t i on ,  t he r e was t hi s  i n t er es t i ng

phenomenon  and  we  t h i nk  abou t  goi ng t o  a  paper l ess  en r ol l men t

p r oc es s .   The  r ea l i t y  i s  peopl e  a r e ou t  t he r e p r i n t i ng  ou t  a l l

o f  t hes e  p l an  compar i sons s o  t hat  t hey  c an s et  t hem up  t o  l ook

a t  t hem s i de by  s i de  t he  way  t hey  wou l d hav e  had  t hey  been

p r i n t ed .   J us t  pu t t i ng t he  bur den  and  t i me o f  t hat  pr i nt i ng on

s omebody  e l se .   I  was  i n t e r es t ed t ha t  nobody  as k ed  about

qua l i t y .   Nobody  s ai d  how c an I  f i nd  a  be t t e r  qual i t y  hos p i t a l ,

a  be t t e r  qual i t y  p l an?  Tha t  was not  a  ques t i on  t ha t  was  even

r ai s ed .   He r e ’ s  s ome  quo t es  about  bene f i t  i n f o r mat i on .   They

wer e  v e r y  i nt e r es t ed  i n  hav i ng  some mor e  way s t o  f i gu r e ou t  how

t hes e –  how t hey  wou l d do i n  t he p l an  op t i on .   And  a l ot  o f

peop l e  p r e f er r ed  p r i n t ed  ma t er i al  f o r  some o f  t he s pec i f i c

par t s ,  l i k e  t he p l an - t o - pl an  c ompar i s on.   They  wan t ed  t o  hav e

i t  on pape r .   They  f ound  i t  ha r d t o f o l l ow on a  web  page .
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The r e was –  t he on l i ne t oo l s  had been  dev el oped  and  pu t  ou t

t he r e.   They d i dn ’ t  f unc t i on  t echnol og i c a l l y  pe r f ec t l y  a l l  t he

t i me  and  s o  t her e  was  a  wi de  a r r ay  o f  r es ponses .   Some  peopl e

f ound i t  ex t r eme l y  easy  t o  use  and  s ome peop l e  wan t ed  mor e .

The  wi z a r d  t o l d me  what  pl an  was t he  c heapes t  f o r  pay r ol l

deduct i on but  r ea l l y  di d  no t  he l p  me  unde r s t and  wha t  my t r ue

annual  c os t  woul d  be  when c ons i de r i ng  deduc t i b l es ,  cos t - s har es,

and  non - cov er ed s e r v i ce .   He r e ’ s  s omebody  t hat ’ s  r eal l y

t hi nk i ng  i t  t h r ough.   I  cou l d not  f u l l y  unde r s t and  my  ou t - of -

poc k et  expens e .   The r e wer e  i s s ues  about  ac c es s  t o  t he  on l i ne

s ys t em.   The bot t om l i ne  c ommen t  her e  i s  a good  sy s t em t ha t

needed  a  l i t t l e mo r e  t i me i n  t es t i ng  bef o r e  go i ng l i v e .   I ’ m

s ur e  t ha t  t ha t ’ s  p r obab l y  a  common  phenomenon t hat  ev e r y body

who  pu t s  up  an  on l i ne  s y s t em has t o deal  wi t h.   So  i n  l ook i ng

a t  t hi s  ov e r a l l  r espons e  t o  of f er i ng  t hes e c ons umer - d r i v en

p l ans i n  t he c on t ex t  of  ot he r  opt i ons ,  t her e  we r e a  l o t  o f

s pec i f i c  c onc e r ns  t ha t  c ame  up .   We’ v e  ment i oned  t he f ac t  t ha t

wor k i ng  f o r  an  i ns ur anc e  c a r r i e r  i t s e l f  c ar r i es  spec i a l

f ee l i ngs  o f  en t i t l ement .   The c hanges  i n  pha r mac y bene f i t s ,

bec aus e  t hey a f f ec t ed  many ,  conce r ned  many.   I  ac t ual l y  have  a

bel i ef  t ha t  i t  i s  t h r ough phar mac y  benef i t s  t ha t  peop l e a r e

r ea l l y  l ea r ni ng f i r s t hand what  cho i c es  and wha t  k i nds  of  p r i c e

s ens i t i v i t y  a r e t her e ,  bec ause  t ha t ’ s  t he  t h i ng  we  enc oun t er

mos t  f r equent l y  and mos t  o f  us  enc oun t er .   The  t r ans i t i on  f r om

pr i n t  t o  on l i ne does n ’ t  wo r k  f o r  eve r y body.   And  t hat  coup l ed
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wi t h  t he  f ac t  t ha t  t her e  a r e  s t i l l  peopl e  - -  many peop l e  i n

f ac t  - -  who  do  no t  l i ke  t o  t r ansac t  bus i nes s  on l i ne ,  even  i f

t hey ’ r e  wi l l i ng t o  r ead  i n f o r ma t i on on l i ne.   So  i n  my  op i n i on

t hes e p l ans  p r es en t  a  t r oub l i ng  t r i o  o f  t hr eat s .   They  i nc r ease

c os t s ,  t hey  i ncr ease  con f us i on  and  t he  need  f o r  i n f or mat i on,

and  at  l eas t  i n t h i s  cas e I  t h i nk  we  c an  see  s ome p r e t t y

d r amat i c  r i sk  segmen t at i on ,  wh i ch  may  or  may  no t  be  a  pr ob l em

depend i ng on whe t her  you  hav e a  t o t a l  pr oduc t  r epl acemen t  or

y ou ’ r e  j us t  p i ck i ng o f f  some  good  r i s k s .   Al l  t hat  sa i d t he

t i mes f o r  emp l oy ees a r e  de f i ni t el y  c hang i ng  and  i n  ou r  h i s t o r y

o f  doi ng  s u r v eys  we f ound t hat  i n  2001  t hat  63% of  Humana

emp l oy ees s t a t ed  t ha t  t he dec i s i on  was  ex t r eme l y  i mpo r t an t .

Thi s  i s  a huge  c hange  f r om a  number  o f  s u r v eys  t ha t  we  had  done

onl y  f i v e y ea r s  be f o r e whe r e  f ewe r  t han 25% of  emp l oy ees  s t a t ed

t ha t  t he  dec i s i on  was  ex t r emel y  i mpo r t an t .   So  a t  l eas t  i n

t er ms o f  one par t  of  t he  equat i on  we  hav e  go t  peop l e’ s

a t t ent i on.   Now we  have  t o  del i ve r  on  wha t  t hey  need.

DR.  JUDI TH HI BBARD:   I  don ’ t  r ea l l y  unde r s t and  t he

dynami c s  o f  t h i s  but  I ’ m o f t en  i nv i t ed  t o  be  on  panel s  whe r e

eve r yone  e l se  i s  t al l .   Can  you  a l l  s ee me bac k  he r e?   I ’ d  l i ke

t o ack nowl edge  my  co - au t ho r s  on  t h i s  wor k  and t he AARP

I ns t i t u t e f or  Hea l t h  Po l i c y .   Wel l ,  as  y ou k now,  t he s uc c ess  of

t he  cons umer - d r i v en app r oac h  r es t s  on  one  k ey as sumpt i on .   I f

we p r ov i de  consumer s  wi t h f i nanc i a l  i ncen t i v es  and  we  pr ov i de

t hem wi t h c os t  and  qual i t y  i nf o r ma t i on ,  t hen  c onsumer s  wi l l
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mak e  c os t - e f f ec t i v e c ho i ces .   Wha t  I ’ d  l i ke  t o  do t oday i s

r ea l l y  l ook  a t  wha t  i t  wi l l  be  r equi r ed o f  c ons umer s  t o be  ab l e

t o do t h i s  and  wha t  k i nd  o f  cha l l enges  t hey ’ l l  f ac e ,  and  a l s o

t o l ook  at  some s t r a t eg i es  t ha t  may he l p  t hem meet  t hese

c ha l l enges .   On a  day - t o - day  bas i s  en r ol l ees  wi l l  hav e  t o  mak e

a  number  o f  d i f f e r en t  t y pes  of  cho i c es .   They wi l l  hav e –  mak e

d i f f er en t  t ypes o f  demands  on t hem.   For  ex amp l e ,  when  t o  seek

c ar e ,  when  t hey c an use  se l f - c a r e ,  and  what  t y pe  o f  s e l f - c ar e

t hey  c an  us e.   Wha t  p r ov i de r s  t o c hoos e,  wha t  t r ea t men t s  t o

c hoose ,  whe t he r  t o  s pend  t he i r  HRA ac c oun t ,  and  whe t he r  t o  s eek

c ar e  onc e t hi s  ac c oun t  i s  ex haust ed.   The r e  i s  a  f u r t her

ass ump t i on  he r e t hat  en r ol l ees  wi l l  us e c ompar a t i v e  i n f o r mat i on

t o mak e  al l  o f  t hese  cho i c es .   And  t he r e ’ s  a  f u r t he r  ass umpt i on

t ha t  t hey ’ l l  be t o  c ompr ehend t hi s  i n f or mat i on  and  be  ab l e  t o

use  i t  t o i nf o r m c ho i ce .   Now t he  f i r s t  c ha l l enge wi l l  be

s i mp l y  t o be abl e  t o  under s t and  how t he p l an  wo r ks .   And  t he r e

a r e  some  new f ea t u r es  t o  t hese  pl ans  t ha t  a r e qu i t e  d i f f e r en t .

I f  we l ook  at  t he  ex per i enc e  wi t h  cons umer s  i n  o t he r  mor e

c onv en t i ona l  and  f ami l i a r  p l ans  we  k now t ha t  many c ons umer s  do

not  unde r s t and  how t hos e  p l ans  wo r k ,  s o mov i ng  i nt o  t h i s  mor e

unf ami l i ar  t e r r i t o r y  i s  l i k e l y  t o  be  c ha l l engi ng .   I n  t he  ar ea

o f  c ons umer  us e o f  c ompar a t i ve  pe r f o r manc e i nf o r ma t i on ,  when  i t

i s  ava i l ab l e we k now t ha t  c ons umer s  have  di f f i c u l t y

unde r s t and i ng  i t ,  and  agai n  us i ng  i t  i n c ho i ce .   Tr ea t men t

c ho i ces  us i ng  compar a t i v e i n f o r ma t i on  may  p r es en t  d i f f er en t
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s or t s  o f  c hal l enges.   Now us i ng  t he i n f o r ma t i on  t o  i n f or m

c ho i ce  r equ i r es  t hat  peopl e  pr oces s a  l o t  o f  d i f f e r en t  t y pes  of

v ar i ab l es .   That  i s  not  j us t  unde r s t and i t  but  p r oc es s  i t  and

be abl e  t o  app l y  i t  i n c ho i c e.   And s ome  of  t h i s  r equ i r es  t ha t

peop l e  d i f f er ent i a l l y  we i gh t  d i f f e r en t  f ac t o r s  and  be  ab l e  t o

b r i ng t hem al l  t oget her .   Now we k now f r om c ogn i t i v e s c i ences

t ha t  t hese  ar e  t h i ngs  t hat  a r e  ha r d f o r  peop l e .   We  a r e no t

wi r ed t o  do  t hes e  k i nds  of  t as k s  v er y  we l l .   We  al s o k now t ha t

dec i s i on  s uppo r t  t oo l s ,  i f  t hey ’ r e  we l l  des i gned ,  c an  r educe

s ome  o f  t he  bu r den  i n  he r e .   Now I  wan t  t o mak e  a c av eat  on a l l

o f  t hi s ,  i s  t hat  when  we  as k  peop l e d i d t hey  under s t and and d i d

t hey  us e  i n f o r ma t i on  and  c ho i c e ,  i t ’ s  no t  a l way s  t he s ame  as

f i nd i ng  ou t  i f  i n  f ac t  t hey  di d  unde r s t and.   Peopl e  s ome t i mes

t hi nk  t hey  under s t and  when  i n f ac t  t hey don ’ t  and s ome t i mes a r e

not  ab l e  t o  r eal l y  r epo r t  we l l  on  wha t  t hey ’ ve  wei ght ed i n  a

c ho i ce .   So  when  y ou  go  bac k  and emp i r i c a l l y  ex ami ne t ha t  you

may  f i nd  t her e ’ s  r ea l  v a r i ance .   So a  cau t i on i n  j us t  as k i ng

peop l e  how eas y was t hi s  o r  how much  d i d  you  under s t and.   I t

may  no t  be  i n  f ac t  what  you  t h i nk  t hey ’ r e  unde r s t andi ng.   So

our  ex pe r i enc es t o  da t e  sugges t  t hat  c ons umer s  wi l l  have  s ome

d i f f i c u l t y  bo t h us i ng  and unde r s t and i ng i nf o r ma t i on .   Ano t he r

new t y pe  o f  c hal l enge  he r e  i s  t ha t  t he i r  dec i s i ons  ar ound  us i ng

t he  HRA ac c oun t  r equ i r e  peop l e  t o  ba l anc e  c u r r en t  wan t s  agai ns t

pos s i b l e  f u t u r e needs .   Fo r  ex amp l e,  s hou l d  I  buy s ome  new

c on t ac t  l enses ,  wh i c h  I  wan t ,  o r  s hou l d I  s ave  my HRA ac c oun t
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f or  some  poss i bl e  se r i ous f u t u r e hea l t h even t ?   I f  we  l ook  a t

ev i denc e  f r om ot he r  a r enas  we s ee  t ha t  c ons umer s  do  have

d i f f i c u l t y  de f er r i ng  cu r r en t  want s  f o r  f u t u r e needs .   Fo r

exampl e  l ook a t  t he s av i ngs  r a t e f or  r et i r emen t  whe r e  we  k now –

c ons umer s  k now t ha t  t ha t ’ s  an a l most  c er t ai n  f u t ur e  need ,  bu t

hav e  d i f f i c ul t y  ba l anc i ng t hat  aga i ns t  c u r r ent  wan t s .   The

o t he r  t h i ng  i t  i mp l i es  her e  i s  t he  ab i l i t y  t o p r ed i c t  one ’ s  own

r i s k .   And  we  know f r om cogn i s t i c  ( mi s spe l l ed? )  ps y cho l ogy  t hat

i f  a  pe r son  has v e r y  l i t t l e  ex per i enc e  wi t h  a r i sk  - -  pe r s ona l

expe r i ence  wi t h i t  - -  t hey  t end  t o  under est i ma t e  t hat  t he i r

r i s k  f o r  t h i s  i n  t he  f u t ur e .   So t ha t  means  t ha t  s omeone  who

has n ’ t  had  a s er i ous  hea l t h  ev ent  i s  l i k e l y  t o  unde r es t i ma t e

t he i r  r i sk  f o r  t ha t  s or t  o f  ev ent  i n  t he  f u t ur e .   Thi s  i s

c al l ed  t he  op t i mi s m b i as  and  i t ’ s  r ea l l y  qu i t e  r obust  and  been

f ound i n  a  number  of  ar eas  o f  dec i s i on - mak i ng.   Now t her e  ar e

many  new f eat u r es  he r e f or  c ons umer s  t o unde r s t and  and  t o

bec ome  f ami l i a r  wi t h .   And  I  t h i nk  t ha t  we c an  ass ume  t ha t

t he r e’ s  go i ng  t o  be k i nd  o f  a s t eep l ear n i ng  c u r ve .   So what

c ho i ces  and  behav i or  t ha t  we  obse r ve  i n t he  ea r l y  expe r i ences

a r e  l i k e l y  t o  be  d i f f er ent  f r om t he c hoi c es  t ha t  we  s ee

c ons umer s  mak e  a f t er  t hey become mor e  f ami l i ar  and  ex per i enc ed.

And  t h i s  has i mp l i ca t i ons f o r  how we  mon i t o r  and  ev al uat e

c ons umer  ex pe r i enc es  i n  t hes e p l ans and a l s o  how we  ev al ua t e

t he  pe r f or manc e o f  t hes e  p l ans .   I  t h i nk  t ha t  we  need  t o  hav e  a

l onger  wi ndow of  oppo r t uni t y  t o  obse r v e wha t  goes on bef o r e we
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c an  r ea l l y  under s t and  becaus e I  t h i nk  t he r e ’ s  go i ng  t o  be  a l ot

o f  c hange i n t hes e  ea r l y  –  i n t he  ea r l y  per i od .   Now t he r e  a r e

t hi ngs  t ha t  c an be  done  t o  hel p  c ons umer s  meet  t he  cha l l enges

t ha t  we ’ ve  r ev i ewed her e ,  and many  o f  t hem hav e  t o  do  wi t h  how

i nf o r ma t i on  i s  p r esen t ed  t o  t hem.   One  i mpo r t an t  t h i ng  t ha t  c an

be done  t ha t  wou l d  make  a d i f f e r ence  i n whe t he r  i n f or mat i on

get s  us ed i s  i f  t he i nf o r ma t i on  i s  p r esen t ed  i n  a way  t ha t

l owe r s  t he  cogni t i ve  bu r den  or  t he  e f f or t  r equ i r ed  t o  us e  t ha t

i nf o r ma t i on .   We  hav e  s een  i n s ev e r a l  s t udi es  t hat  i f  you  mak e

i t  eas i e r  f or  peop l e  t o  us e  t he  i n f o r mat i on  t hey ’ r e  mor e  l i k e l y

t o do i t .   So  i f  y ou  do  some  o f  t he wo r k  f o r  t hem,  and  t ha t

c ou l d be  how t he  i nf o r ma t i on  i s  d i sp l ayed  and/ o r  how wel l  t he

dec i s i on  s uppo r t  t oo l s  do s ome  of  t he  wo r k  f or  t hem.   We  a l s o

k now t ha t  i f  we had a  be t t e r  i dea  of  wha t  i t  mi ght  f ee l  l i ke  t o

l i v e  wi t h any  gi v en dec i s i on ,  we’ d  a l l  make  be t t er  dec i s i ons .

And  so  wha t ev e r  c an be done  i n  t he  way  t hat  i n f o r ma t i on i s

p r es en t ed,  i t  wi l l  he l p  cons umer s  unde r s t and  how a  cho i c e  –

wha t  a  c ho i ce  mi gh t  mean  f o r  t hem i n  t he i r  dai l y  l i ves  - -  a

c os t  c ho i c e ,  a  qua l i t y  c ho i c e,  or  a t r ea t men t  c hoi c e - -  we  wi l l

be hel p i ng  t hem.   And  t h i s  c an  be  done  t h r ough  nar r at i ves  or

s t o r i es  t ha t  hel p  pl ace  t he  dec i s i on  i nt o  a  con t ex t  and he l p

peop l e  s ee  how t he  ou t c omes  of  t ha t  c hoi c e mi gh t  p l ay  ou t .   We

a l s o  k now t ha t  peopl e  t end  t o l eav e ou t  i mpo r t an t  f ac t or s  when

t hey  mak e c ho i ces .   And  i f  i nf o r ma t i on  i s  p r es en t ed  i n  a  way

t ha t  h i ghl i gh t s  t he mean i ng  and  t he s i gn i f i c anc e  o f  t h i s  o f t en
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ove r l ook ed  bu t  i mpor t an t  i n f or mat i on  t ha t ,  aga i n ,  t ha t  wi l l

hel p  i mp r ov e t he  dec i s i on p r oc ess .   So  t her e  a r e  a  number  of

s t r a t eg i es  t ha t  c an be done  t o  he l p c ons umer s  us e t he  av a i l ab l e

i nf o r ma t i on  mor e  e f f ec t i ve l y  and a l l  t hr ee o f  t hes e  s t r a t egi es

hav e  been s hown t o  do  t hat .   How s uc c ess f ul l y  c ons umer s  us e

t hes e heal t h p l ans  wi l l  depend  t o  a l a r ge  degr ee  on  t he qual i t y

o f  t he  i nf o r ma t i on  and t he  dec i s i on s uppo r t  t oo l s  t ha t  t hey

hav e .   And  r ec ogn i z i ng t hi s  as  a k ey  i ss ue,  t he  Rober t  Wood

J ohnson  Founda t i on  has f unded Shos hana  So f ae r  and mys e l f  t o

l ook  a t  t he  adequacy  of  t he  i n f or mat i on and  t he  i n f or mat i on

t oo l s  av ai l ab l e and –  t o  mak e s ome  r ec ommendat i ons  about  wha t

i t  i s  t hat  wi l l  be  r equ i r ed .   I n s ummar y  I ’ d  s ay  t hat  t he r e a r e

many  po t en t i a l  adv an t ages he r e  f o r  c onsumer s .   The  mor e c hoi c e

and  t he  mor e c on t r ol  ar e  a t t r ac t i v e f o r  many  c onsumer s ,  bu t  i n

o r de r  t o  r eal i ze  t hem t hey  r ea l l y  need  appr opr i a t e  educa t i ona l

and  i n f o r ma t i ona l  suppo r t s  t o mak e  i t  happen .   Thank y ou .

DR.  DAVI D LANSKY:   Good  a f t e r noon .   I  r ea l l y  app r ec i a t e

bei ng he r e  and  j o i ni ng y ou  t o d i s c us s  t h i s .   I  f i nd  my se l f  v e r y

muc h  c ha l l enged by  t oday ’ s  mee t i ng  and  my  own ex pos ur e  t o  t h i s

f i e l d.   We  ac t ua l l y  –  FACCT,  my  o r gan i za t i on ,  does  pr ov i de  t he

c ompar i o r  ( mi s spe l l ed?)  ca r e  t ool  t ha t  Roge r  men t i oned  t h i s

mor n i ng  t o  De f i n i t y .   So  we  hav e s ome  i mmed i at e  i n t er ac t i on

wi t h  t h i s  s et  of  p r oduc t s  and t he  cons umer s ’  us e  o f  t hos e

p r oduc t s .   And  I  t hi nk  ear l y  on  I  was  i n t r i gued  by  de f i ned

c on t r i bu t i on p l ans  and t he i r  s ucc ess o r s  and  f e l t  t hat  t hey
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r ea l l y  p r ov i ded a  new and v a l uabl e  op t i on  t o  c onsumer s .   And

now as  I  t hought  abou t  wha t  I  wou l d do  he r e  t oday and  t a l k  wi t h

y ou  abou t  how cons umer s  see  i t ,  I  r ea l l y  wan t  t o  s o r t  of  f i x a t e

on t hi s  quest i on  t ha t  I  pu t  on  my  t i t l e - -  wha t  i n f or mat i on do

c ons umer s  wan t  - -  and  bu i l d  upon s ome  of  t he  t h i ngs  t hat  J udy

s ai d  and  J on s ai d .   But  i t ’ s  been  ha r d  f o r  me and I ’ v e  been

ask i ng  mys e l f  why  I  f ee l  t h i s  c ogn i t i v e d i s s onance  be t ween  t he

wor k  t ha t  we do i n  t a l k i ng  wi t h  c ons umer s  abou t  qua l i t y  o f

c ar e ,  and t he i r  dec i s i on - mak i ng  i n  r ea l  l i f e ,  and t he

i nf r as t r uc t ur e  ex per i men t a t i on  we ’ r e  doi ng her e  wi t h f i nanc i ng.

And  I  t h i nk  I ’ m s t uc k  on  as k i ng  my se l f  whet her  t hey  way we

act ual l y ,  as  peop l e,  mak e c a r e  dec i s i ons  does map i nt o  t he  way

we mak e  i ns ur anc e  dec i s i ons .   And  t he  pr emi s e I  t h i nk  of  t hi s

d i s c us s i on  t oday  i s  t ha t  t hose  t wo  t h i ngs  a r e a l i gned ,  o r  cou l d

be a l i gned ,  wi t h  t he  pr ope r  s t r uc t ur e .   And  I  t h i nk  I ’ m –  my

s ens e f r om hea r i ng  ou r  d i s c uss i ons  t oday  i s  f o r  me  t he  j u r y  i s

s t i l l  ou t .   And i n  pa r t  i t  t ak es me ev en  f u r t he r  back  i n t o  my

managed  ca r e qua l i t y  day s and ask i ng  mys e l f  whe t he r  t he

s hoppi ng  pa r ad i gm i s  r ea l l y  t he  r i gh t  pa r ad i gm t o use  i n

t hi nk i ng  abou t  c onsumer  hea l t hc ar e  dec i s i on - mak i ng .   I  t h i nk

we’ v e t aken  an  i dea abou t  10  o r  15  y ea r s  ago  and  mi gr a t ed  i t

t hr ough  sev er a l  i t er a t i ons  t o t hi nk  abou t  r a t i onal ,  ec onomi c

dec i s i on - mak i ng as  t he bas i s  o f  t he way peop l e  mak e  c a r e

dec i s i ons –  s e l ec t i ng  p r ov i der s ,  t r ea t men t s ,  and  s o  on .   And

I ’ l l  g i v e y ou  a c oup l e examp l es  wher e  I  t hi nk  we  need  t o  s t ep



Consumer-Driven Health Care: Evidence from the Field
Consumers’ Experience
9/15/03

1 kaisernetwork.org makes every effort to ensure the accuracy of written transcripts, but due to the nature of transcribing recorded
material and the deadlines involved, they may contain errors or incomplete content.  We apologize for any inaccuracies.

29

bac k  a  l i t t l e  bi t  and  as k s ome  mor e ques t i ons abou t  t hat .   I ’ l l

t r y  t o  mak e  t wo po i n t s  i n my  c oup l e mi nu t es  he r e .   One ,  t hat  I

t hi nk  i n  r eal i t y  c ons umer s  mak e  c a r e  dec i s i ons  bas ed on

r el a t i onsh i ps ,  no t  on  a t t r i but es  t ha t  ar e  meas u r ed  i n  t he

t r ad i t i ona l  way we ’ v e  been  doi ng i t  s o  f a r .   And  s econdl y ,  t hat

i n par t i cu l ar  gi v en t ha t  b i as  t ha t  mos t  o f  us  have  i n  t he  way

we s ee  c ar e ,  t he  dat abas e on  wh i c h  t o  mak e t hos e  dec i s i ons  i s

t ot a l l y  i nadequa t e .   So  t ha t  ou r  abi l i t y  of  t he  consumer -

d i r ec t ed  p l ans  o r  ot her s  t o  pr ov i de r e l ev an t  dec i s i on - mak i ng

t oo l s  f o r  c ons umer s  t o s uppo r t  t h i s  mode l  i s  r ea l l y  i nadequa t e

a t  t hi s  po i nt .   Now l et  me  t r y  t o  bac k  t hat  up  a  l i t t l e b i t .

The  pr emi s e  I  t h i nk  o f  t he  i nf o r ma t i on  s t r a t egy  t ha t  s uppo r t s

t he  cons umer  c ho i c e mode l  i s  t hat  emp l oy ees  of  c ou r se  hav e  mor e

c os t  r es pons i b i l i t y ,  t he r e f o r e  t hey a r e mor e  l i k el y  t o  s eek and

use  ca r e  managemen t  i nf o r ma t i on  t ool s .   And  I  t ook  t hese  t hr ee

phr ases  f r om t he  Def i ni t y  webs i t e .   The t oo l s  and r es our c es

t hey  o f f er  ar e  c a r e,  suppo r t ,  and  coac hi ng,  a pe r s ona l  webs i t e

f or  t he  pa t i en t  t o  r emember ,  and t hen  t he  p r i c i ng and  qua l i t y

i nf o r ma t i on .   And  I  ask ed my se l f  whe t her  t h i s  t heo r y  i s

c ons i s t ent  wi t h what  we  know abou t  how c ons umer s  –how eac h  o f

us ,  ac t ual l y ,  mak e  ou r  dec i s i ons.   Fi r s t  of  al l ,  t he p r emi se

t ha t  c os t - s ha r i ng  and  c ost  d i s c r e t i on  i n  t he  us e  o f  t he heal t h

r ei mbu r s ement  ac c oun t  wi l l  l ead  t o  mor e t hough t f ul  dec i s i on-

mak i ng  o r  g r ea t e r  i n f or mat i on s eek i ng .   I ’ m no t  su r e i t ’ s  t r ue.

Cl ea r l y  Med i c a r e  bene f i c i a r i es  t h r oughou t  i t s  h i s t o r y  has  a
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g r ea t  deal  of  cho i ce  of  pr ov i de r s  and  a g r ea t  deal  of  cos t

r es pons i bi l i t y  –  a  l o t  o f  ou t - o f - poc k e t  c os t s  f o r  t he  mos t

par t .   And  t hey f i nd  va r i ous  ways  t o  s uppor t  t ha t .   The r a t e  of

i nc r eas e  o f  c ost  out - of - poc k et  i s  ac t ual l y  r el a t i v e l y  l ow and

t he  pr opor t i on  o f  ou t - o f - poc ke t  i s  r e l at i ve l y  l ow c ompar ed  t o

20,  30  y ea r s  ago .   Bu t  I  don ’ t  know t hat  t h i s  mode l  i s

i nt r oduc i ng  a  new and  d i sp r opo r t i ona t e  r espons i b i l i t y  f o r  cos t -

bas ed dec i s i on - mak i ng  on  t he  pa t i ent .   As  s eve r a l  peop l e  hav e

men t i oned t oday,  r epo r t  ca r ds  t ha t  we ’ ve  seen up  i n  t he l as t

t en  yea r s  hav e  had  v e r y  l ow us e  r a t es ,  wh i c h  s ugges t s  t ha t

acr oss  a  v a r i e t y  o f  c i r c ums t anc es ,  managed c ar e  se l ec t i on  and

o t he r wi s e,  peopl e  ar e  no t  y e t  us i ng what  we  t h i nk  o f  as  a

r at i ngs  me t hodol ogy t o mak e  dec i s i ons  about  whe r e t o s eek

t r ea t men t ,  whe r e  t o get  ca r e .   The  on l i ne  heal t h  i n f o r ma t i on

s er v i c es  t hat  hea l t h  pl ans  hav e  been  mak i ng  av a i l ab l e  i n  t he  e-

Hea l t h  par adi gm have  al s o had v er y  l ow us e r at es .   The i r

l ar ges t  us e  i s  by  peopl e  wi t h c hr oni c  i l l nes s who hav e  ac t i v e

need  f o r  i n f o r ma t i on  of  t ha t  k i nd .   Then  i t ’ s  a  l i t t l e  b i t  –

t he  r i s k  s e l ec t i on  i s sue  we ’ ve  t a l ked  about  t oday i s  a  l i t t l e

par adox i ca l .   I f  t hes e p l ans  a r e s el ec t i ng - -  we ’ v e  hear d

v ar i ous  op i ni ons  - -  s l i ght l y  y ounger ,  somewhat  hea l t h i er ,  l ower

us i ng popu l at i ons ,  t hen  t hey  a r e i n f ac t  l es s  l i ke l y  t o be

need i ng  and  want i ng t he  cons umer  s uppo r t  t oo l s  t han  peop l e  who

i n Mi nneso t a examp l e  ar e  s t ay i ng i n t he h i gh  c os t ,  Pr e f e r r ed

One  PPO.   So ac t ua l l y  t he need  f o r  t hese  suppo r t  t ool s  may  be
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g r ea t es t  i n  t he popu l at i ons  t ha t  a r e  l es s  l i ke l y  t o  s eek  and

s el ec t  t hes e p l ans .   And  f i nal l y  t he  p l ans t hems el v es  and  t he i r

mot i va t i on .   Cer t a i n l y  we h i t  our  gr oup hea l t h  i n Kai s er

r ep r es en t a t i on  t h i s  mor n i ng .   The  c l as s i c  managed c ar e  p l ans

wer e  t he  most  mo t i va t ed  t o  i mp l ement  and  suppo r t  c a r e

management  sy s t ems .   Tha t  i s  s y s t ems  t ha t  woul d  pr ov i de bo t h

t op  down  i n f o r ma t i on  and  bo t t om up  i n f or mat i on  t o pat i en t s  t o

r educe  t he  ut i l i z a t i on.   I t ’ s  not  c l ea r  t o me t hat  t he

i nc ent i v es  i n  t h i s  mode l  wi l l  r ewa r d  a  s e r i ous  i nv est men t  i n

i nf o r ma t i on  t ool s  f o r  member s .   Now f r om r es ea r c h we’ v e done

wi t h  c onsumer s  about  wha t  t hey  wan t  t o  k now,  t hese  f ou r  t h i ngs

c ome  up  ve r y  o f t en .   Peopl e  wan t  hel p  choos i ng  t r ea t ment s  and

p r ov i de r s ,  t hey want  good c ommuni c at i ons ,  t hey  wan t  t o  p i c k

doc t or s  es pec i al l y  and o t he r  p r ov i de r s  who exc e l  i n

c ommun i c at i on .   That ’ s  a  v e r y  h i gh  v a l ued  a t t r i but e  f o r

pat i en t s ,  espec i a l l y  pa t i en t s  wi t h  c h r on i c  i l l ness  who  s ee

t he i r  doct o r s  f r equen t l y  and  v e r y  muc h  need  t o  l ea r n how t o

s el f - manage  and s uppo r t  t he i r  own  ch r oni c  i l l nes s.   Th i r d l y ,  we

do f i nd  peopl e  a r e  v e r y  i n t e r es t ed ,  once  t hey k now t ha t  best

p r ac t i c es  ex i s t ,  t he  gu i de l i nes  ex i s t ,  peop l e do  want  t o  k now

whi c h gu i de l i nes  o r  whi c h best  pr ac t i c es  app l y  t o t hem.   And

f ou r t h l y  t hey  wan t  t o  k now wha t  t he ec onomi c  i nc en t i v es  a r e f or

t he i r  p r ov i de r s .   Wha t  dec i s i ons a r e  bei ng made  t ha t  may  a f f ec t

t he  ca r e  t hat  i s  o f f e r ed  t o  t hem o r  r e i mbur s ed  f or  t hem?   To

t r y  t o  get  at  t h i s  we ’ v e  done a  v a r i e t y  o f  s t ud i es  and  t oo l s .
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Thi s  i s  j us t  t o i l l u s t r a t e  j us t  how c omp l ex  t h i s  i n f o r ma t i on

needs f o r  t he  pa t i en t  wi t h  d i abet es  r eal l y  a r e .   I f  y ou’ v e  go t

–  l i ke  me y ou  can  t ak e o f f  y ou r  g l as s es and  l ook  a t  t he handout

I  gave  y ou ,  t her e ’ s  a  huge  amount  of  det a i l  he r e .   Th i s  i s  j us t

peop l e  wi t h  d i abe t es  go i ng  f r om l e f t  t o r i gh t ,  f r om ea r l y

ons e t ,  d i agnos ed  –  pe r i od o f  d i agnos i s ,  t hr ough  t o  l ong- t e r m

management  of  t he  i l l nes s.   And  t h i s  s t u f f  i n t he box es i s  what

peop l e  s ay  t hey want  t o  know.   So  t o  t r u l y  s at i s f y  t he

i nf o r ma t i on  needs  f o r  p r ov i der  se l ec t i on ,  t r ea t men t  s e l ec t i on ,

adhe r enc e and  so  on,  i s  a v e r y  daunt i ng p r opos i t i on .   And

peop l e  v er y  g r ea t l y  –  when  one  has  d i abe t es ,  whe r e  one  i s  f r om

l ef t  t o  r i ght  on  t hi s  s pec t r um and  whe r e  one  i s  f r om t op  t o

bot t om i s  –  v a r i es  a  gr eat  dea l .   So  I  want  t o  s ugges t  i t ’ s  not

a  t r i v i a l  p r opos i t i on  t o  c l a i m t ha t  we ’ r e  go i ng  t o  suppo r t  t he

c ar e - s eek i ng dec i s i on - mak i ng  o f  pa t i en t s  i n  t hes e p l ans.   I t ’ s

a  v e r y  c omp l ex  and ,  I  woul d  add ,  h i gh l y  s egmen t ed.   Seve r a l

peop l e  t hi s  mo r n i ng hav e  t a l ked  abou t  t he  d i f f e r enc es  i n  t he

popu l a t i ons .   I  don’ t  t h i nk  we ’ ve  been  ex pl i c i t  enough  about

t he  di f f er ent  t y pes o f  peop l e out  t he r e and  t he  way  d i f f e r en t

k i nds o f  peop l e s eek  and  us e  i n f o r ma t i on .   The r e  wi l l  be

s egmen t s  o f  peop l e  who wi l l  r es pond we l l  t o  t he  k i nds  of

i nf o r ma t i on  o f f e r i ngs  t hat  a r e  now be i ng  made av ai l ab l e,  and

o t he r s  who  wi l l  r espond  l es s  we l l .   And I  t h i nk  we  need t o  do

s ome  t a i l o r i ng  o f  t hese  t oo l s  t o mee t  t ha t  need .   Thi s  i s  a

s amp l e  o f  one  sc r een  f r om t he c ompar i o r  ( mi s spe l l ed?)  ca r e
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p r oduc t  t ha t  Roge r  ment i oned  t h i s  mo r n i ng  t hat ’ s  av ai l ab l e

t hr ough  De f i n i t y  and  some o t he r  p l ans .   And  t h i s  i s  j us t  –  t he

mec han i s m f or  t h i s  t ool  i s  t he  pa t i en t  answer s  a  number  o f

ques t i ons abou t  t he c ar e  t hey ’ r e ac t ua l l y  ge t t i ng f or  t he i r

d i abet es  o r  t hei r  as t hma ,  what eve r  i t  i s ,  and t hos e  a r e ma t c hed

aga i ns t  r ec ommended gui del i nes - bas ed  c ar e .   And  t hen t hey ’ r e

t ol d  how we l l  t he i r  c ar e  i s  ma t ch i ng  up wi t h  wha t ’ s

r ec ommended .   So  i n t hi s  ex amp l e t hi s  pe r son  go t  an  83  on  t he i r

d i abet es  qual i t y  o f  c ar e  - -  I  t hi nk  t hat ’ s  d i abe t es  - -  and  t he

nor m f o r  t hei r  c ommun i t y  was  79 .   So  t hey ’ r e  ge t t i ng bet t e r

c ar e  t han ave r age .   I f  t hey ’ r e  ge t t i ng  wo r s e  c a r e t hey  ge t  s ome

f eedbac k  s ay i ng go  as k y ou r  doc t o r  about  t hese  t es t s  o r  t hes e

s er v i c es  t hat  shou l d  be  done  be t t e r  f o r  y ou  t han  t hey  hav e  been

s o f ar .   Th i s  i s  j us t  a  s i mp l e  way  o f  gi v i ng  peopl e  s ome  d i r ec t

f eedbac k .   We  di d  t h i s  –  t ak i ng  t h i s  a  s t ep  f u r t he r  we  c an

c r ea t e  doc t or  r a t i ngs .   We  c an  hav e i ndi v i dual  doc t or  pr o f i l es .

Thi s  i s  j us t  d i abe t es  and i t ’ s  br oken  down f or  s ev e r a l  doc t o r s ,

and  you  see  d i f f e r en t  c a t ego r i es  o f  qual i t y  – pa t i ent

s at i s f ac t i on,  whe t he r  t hey ’ r e p r ov i d i ng app r op r i at e  gu i de l i nes-

bas ed c a r e ,  whet he r  t he i r  educ a t i on and par t ne r s hi p  wi t h  t he

pat i en t ’ s  good ,  and whe t he r  t hey ’ r e he l p i ng  t he  pa t i en t  ac hi eve

good  ou t comes .   So  we  c an t ake  t h i s  mode l  down  p r e t t y  f a r

t owa r d  t he  pa r ad i gm t ha t  a l l  o f  us  a r e  t a l k i ng  abou t .   And  t he

goa l s  f o r  t hi s  s t r at egy  we r e  t he s ame  goa l s  we ’ r e t al k i ng  about

her e  t oday ,  and t hat  t he  c onsumer - di r ec t ed p l ans  have  t a l k ed
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abou t .   Engag i ng  c ons umer s  i n qua l i t y ,  i ncr eas i ng awar enes s o f

qua l i t y  i s s ues  –  espec i a l l y  i n  peopl e  wi t h c hr on i c  i l l nes s .

And  we  hav e  a  conc er n  abou t  c r eat i ng  a  publ i c  demand f or

qua l i t y  ca r e by  means  o f  t h i s  educ at i on.   I ’ l l  c ome  back  t o

t ha t  i n  a s ec ond .   We l l ,  when y ou  t ak e  t h i s  mode l  out  and  t es t

i t  wi t h  r ea l  peop l e,  t hey l ove  us i ng  t he  t oo l  and t hey  ge t  a

l ot  of  i nf o r ma t i on  and t hey  en j oy  i t  v er y  much .   Bu t  t hey  hav e

a l most  no i nt e r es t  i n  t h i s .   And t he  r eas on  t ha t  t hey  t e l l  us

t hey  hav e no i nt e r es t  i n  t h i s ,  t hey l i ke  t he  i mmed i at e  t a i l o r ed

f eedbac k .   They l i ke  be i ng  t ol d ,  gee ,  you r  doc t o r  has n ’ t

c hec ked  you r  f ee t  l a t el y  i f  you ’ r e  d i abe t es .   Go  as k her  t o do

t ha t .   They  l i ke  t ha t .   Tha t ’ s  ve r y  p r ac t i c a l ,  i t ’ s  pe r s onal ,

i t ’ s  i mmed i at e .   Wha t  t hey  don ’ t  l i k e  i s  t hey don’ t  l i ke  s ee i ng

l ow sc o r es  about  t he i r  doc t o r .   And t he s co r es  hav e  t o  be

i nc r ed i b l y  l ow f o r  s omeone  t o c hange  doc t or s .   Now t he r e ’ s  a

f eedbac k  abou t  qua l i t y  o f  c a r e  does no t  a l t e r  t he t r us t ed

r el a t i onsh i p pat i ent s  bu i l d  wi t h t he i r  p r ov i de r s ,  espec i a l l y

s i c k  pa t i en t s  who ,  o f  c our s e ,  a r e  i n  a  mor e  ac t i ve

r el a t i onsh i p,  see i ng  t he i r  doc t or  ve r y  o f t en ,  h i gh  l ev el  o f

t r us t ,  o f  i nt i mac y  and s o on .   So  t he  t h r es hol d  f o r  s wi t c h i ng

doc t or s ,  i f  y ou have  an  ex i s t i ng r el a t i onsh i p,  when  i t  c omes  t o

qua l i t y  pe r f o r manc e dat a  s eems  t o  be  –  I ’ l l  say  ve r y  l ow,  or

v er y  h i gh.   You have  t o  sc o r e v er y ,  v e r y  poo r l y  t o  j us t i f y  a

t r ans i t i on .   I ns t ead  wha t  peop l e hav e  sa i d c ons i s t ent l y  - -

we’ v e done  t h i s  a l l  ove r  t he  c oun t r y  now - -  i s  t hi s  next  poi n t .
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Peop l e  f ee l  a  r es pons i b i l i t y  t o  he l p  t he i r  doc t o r s  do  be t t er .

They  wan t  t he i r  doct o r s  t o  s ee  t he  r a t i ngs i nf o r ma t i on .   They

wan t  t he i r  doc t o r s  t o  k now whe r e t he i r  qual i t y  per f or manc es

f l y .   And t hey ,  t he pat i en t s ,  wan t  t o  be  engaged  i n  f i x i ng  t he

qua l i t y  of  ca r e t hat  t hey,  t he  pa t i en t ,  a r e  ge t t i ng  and t hei r

doc t or ’ s  p r ov i di ng .   So  t h i s  I  t h i nk  i s  c ons i s t ent  wi t h a  l o t

o f  t hi ngs mos t  o f  us  hav e p r obabl y  ex per i enc ed  our s el v es ,  wh i ch

i s  t ha t  – wha t  a  c ol l eague  o f  mi ne ,  Chuc k  Ty l i s s  ( mi s s pe l l ed? ) ,

s ome  o f  you  k now,  ca l l s  r e l a t i ons h i p - bas ed c ar e  i s  wha t  a  l o t

o f  peop l e a r e  seek i ng ,  espec i a l l y  i f  t hey  have  c hr oni c  i l l nes s.

And  t hey  a r e s eek i ng  t o  dev e l op  t hat  r el a t i ons h i p,  t o  change

t ha t  r e l at i ons hi p  ov e r  t i me .   Thi s  i s  an  ex amp l e  o f  a  t oo l  we

d i d  f o r  ped i a t r i c s  i n  Ve r mon t .   And I  know y ou  p r obab l y  c an’ t

s ee  muc h  o f  t he de t a i l  her e ,  bu t  i ns t ead  of  a r epo r t  c ar d  l i k e

I  s howed  y ou t wo  s l i des  ago ,  t h i s  i s  a  b r oc hur e  t ha t  –  i t ’ s  a

per s ona l  b r oc hur e  gi v en  t o  i n t hi s  c as e a  pa r en t  o f  a  ch i l d

wi t h  c h r on i c  i l l ness  t ha t  s ays  he r e - -  t he uppe r  l e f t  hand

c or ner  i n o r ange  i t ’ s  c i r c l ed - -  i t  s ays  ar eas  o f  exc e l l ence  i n

o f f i ce  X.   So  Doc t or  Jones ,  say .   The  f i r s t  t h i ng par ent s  t o l d

us,  t hey  want  t o  k now what  t he i r  doc t o r ’ s  do i ng  we l l .   Then

t hey  wan t  t o k now wha t  t he i r  doct o r ’ s  do i ng  no t  so  we l l .   Then

t hey  wan t  t o k now wha t  t hey  can  do  about  i t .   So  what  we ’ r e

hea r i ng  f r om r ea l  consumer s ,  r eal  pa t i en t s  who  a r e  ac t i v e l y

us i ng c a r e ,  i s  t hey wan t  t oo l s  t o  i mp r ov e  t he qual i t y  of  c ar e

t hey  ge t .   They r e j ec t ,  ac t ual l y ,  t he  shopp i ng  par adi gm.
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Tha t ’ s  a  dev i c e f o r  i mp r ov i ng c ar e  i n  t he i r  own  ex per i enc e .

And  wha t  I ’ d s uggest  f r om t hat  l as t  i l l u s t r a t i on  i s ,  I  t h i nk  i n

our  f i e l d b r oadl y  we  al l  s houl d  t ake  j us t  a  ha l f  s t ep  bac k  and

ask  ou r s el v es  why  t he  r a t i ngs,  r epor t  ca r d,  pa r adi gm t ha t  many

o f  us ,  i nc l ud i ng  me,  hav e wo r k ed a  l ong t i me  i n ,  we  c ont i nue  t o

s ee  as  a  p r ev a i l i ng t oo l  f o r  s uppo r t i ng i mp r ov ed  qual i t y  o f

c ar e  and  c ons umer  i nv ol v emen t  i n c ar e .   Wha t  pa t i en t s  and

f ami l i es  t e l l  us  i s  t o be i nvo l ved  i n  i mp r ov i ng  of  t he i r  c ar e

r equ i r es  a  muc h mor e  i n t i ma t e s et  of  t oo l s  t han  t he  k i nd  t ha t

many  o f  us  hav e t a l k ed abou t  s o  f a r .   So  t o  conc l ude,  some  o f

t he  t h i ngs  I  t hi nk  t he c ons umer - de f i ned and  di r ec t ed hea l t h

p l ans need  t o  t h i nk  abou t  as  t hey  ev o l ve  and  c on t i nue  i s  t o

s egmen t  t he  popu l a t i on mor e  pr ec i s el y  by  t he  k i nds  of

i nf o r ma t i on ,  use  hab i t s ,  peopl e  have .   I f ,  as  we ’ v e  hear d ,  i s

s o f ar  not  happen i ng  so  muc h ,  i f  t he  c hr oni c al l y  i l l  popu l at i on

s el ec t s  i n  we  shou l d  as k  t hem wha t  t oo l s  t hey r eal l y  need  and

wha t  t oo l s  t hey r eal l y  wan t .   And  we  s hou l d  so r t  ou t  t o what

end  t hos e t oo l s  a r e pur pos e .   I s  i t  t o  s ave  t he  pa t i en t ,  t he

member ,  money ?   I s  i t  t o  s av e t he  pl an  money ?  I s  i t  t o i mpr ove

qua l i t y ?   I s  i t  t o  i ncr eas e  r e t en t i on?   And  t he r e may  be

o t he r s .   I f  we  ans wer  t hes e  quest i ons  wi t h s ome  pr ec i s i on  and

f r om a  c ons umer - c ent e r ed  po i nt  of  v i ew by  as k i ng  member s ,  we

may  come  up  wi t h  a  d i f f e r en t  s e t  o f  t ool s  t han  we’ v e s o f a r

been  en t er t ai n i ng ,  and t hey  may  p r ov e  mor e –  o f  gr eat e r

i nt e r es t  t han  t he  ones we’ v e  been  us i ng s o f ar .   Pe r s ona l l y  I
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don ’ t  k now i f  t he  consumer - d i r ec t ed heal t h p l an  shoul d  f oc us  so

muc h  on  pr ov i der  s el ec t i on  t oo l s  o f  t he hea l t h  g r ades  k i nd  o f

v ar i et y .   And  i f  t hey  a r e I  t h i nk  t hey  s hou l d be  l ook i ng  a t  a

d i f f er en t  s et  of  mat r i x  or  par ame t er s  t ha t  we’ v e  been  us i ng s o

f ar .   Thos e  t hat  a r e  f oc us ed  r eal l y  on  t he qua l i t y  of  t he

r el a t i onsh i p bet ween  pa t i en t s  and  pr ov i de r s  or  peop l e  of  a

c er t ai n  – o f  a  pa r t i c ul a r  k i nd .   Fi na l l y  I  t hi nk  we  s hou l d  as k

whe t he r  member s  want  coach i ng f r om t he i r  hea l t h  pl ans ,  i n  t h i s

c as e  f r om t he  cons umer - d i r ec t ed  p l ans ,  and i f  t hey  do ,  do  t hey

wan t  i t  f r om t he  p l an  and i s  t he web  t he  r i ght  med i um f o r  t ha t ?

Aga i n I  t h i nk  we  need  t o  bac k up f r om some o f  t he f ai r l y

nat u r a l  as s ump t i ons we’ v e made  un t i l  now and  r e t hi nk  t he  mode l

a  l i t t l e  b i t .   Thank  you .

KATHRYN MARTI N:   We  now have  t i me  f o r  ques t i ons s o

whoeve r  has  ques t i ons  s hou l d  j us t  s t ep  up  t o  t he  s t and i ng  mi c .

And  pl ease  i dent i f y  y ou r se l f  and whe r e  y ou’ r e f r om.

KATHERI NE ROST:   My  name i s  Kat he r i ne Ros t

( mi s spe l l ed?) .   I ’ m f r om t he  Un i v e r s i t y  o f  Col o r ado  and I

appear  t o be t he  t ok en men t a l  hea l t h  per s on  he r e .   I  was  v er y

i nt r i gued and  gr a t i f i ed  by  J udy ’ s  pr es en t at i on  t ha t  moved  us

away  f r om t hi s  k i nd o f  r at i ona l  dec i s i on - mak i ng  pr oces s i n t o

wha t  t he  l i t e r at u r e s hows i s  a  muc h mor e  compl ex  s e t  o f  f ac t o r s

t ha t  a r e  go i ng  t o  dr i ve  whe t he r  pa t i en t s  us e  –  wha t  pa t i en t s

use  t h i s  bene f i t  t o pur c has e .   I  gues s  I ’ m c onc e r ned i n t hat

30% of  Amer i c ans  hav e  l i f e t i me  ps y ch i a t r i c  i l l ness  i n  t h i s
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c oun t r y ,  t hat  we  k now t hat  r ea l l y  j a r s  t hei r  ab i l i t y  t o make  a

c ogn i t i v e –  t o  k i nd o f  put  t hi ngs  t oge t he r .   Or  i n  t he  c as e o f ,

l i k e ,  depr ess i on  i t  j us t  e r odes  t hei r  ab i l i t y  t o  be  op t i mi s t i c

t ha t  s e r v i c es  pr ov i ded a r e  goi ng t o amoun t  t o anyt h i ng .   So our

f i e l d has wor k ed  r ea l l y  ha r d  f o r  t he  l as t  10  t o  20  yea r s  t o get

hea l t h  p l ans t o adop t  t he f i r s t  v i s i t  i s  f r ee k i nd  of  pl an  s o

t ha t  t he r e  i s  no  f i nanc i al  bar r i e r  t o  ge t t i ng i n  and t hey  can

act ual l y  ge t  s ome  good –  ge t  a  be t t e r  sense  of  wha t  t hey ’ r e

pur c has i ng .   And  now I  s ee  t hi s  whol e  t h i ng  i s  pot ent i al l y

e r od i ng  t ha t  and  i t  c onc er ns  me .

KATHRYN MARTI N:   Ok ay .   Thank  y ou  f o r  t ha t  commen t .

KATHERI NE CAPPS:   My  name i s  Kat he r i ne Capps

( mi s spe l l ed?)  f r om Heal t h Two ( mi s spe l l ed?)  Res our c es  and  I ’ m

i nt e r es t ed  i n  hea r i ng  abou t  you r  per s pec t i v e  o f  t he  v a l ue ,  t he

i nt e r r e l at edness  o f  t he  cos t  and qua l i t y  of  hea l t hc ar e .   A l o t

o f  wha t  you ’ v e  t a l ked  abou t  i s  t he  d i mens i ons o f  t he

r el a t i onsh i p and  how one  wou l d  se l ec t  a p r ov i de r ,  but  i n  mov i ng

f or war d  wi t h c ons umer - d r i v en  heal t hc a r e t he r e’ s  a v oi d  o f

i nf o r ma t i on  o f  no t  on l y  wha t  heal t hc a r e c os t s  i n  gene r al ,  bu t

how t o  s el ec t  ar e  t hey a  qua l i t y  p r ov i de r  o r  how t o  s e l ec t  a

s ys t em o f  c ar e .   So I ’ m i n t e r es t ed  i n  bl end i ng  i n s ome  o f  t he  –

o r  hea r i ng  f r om y ou wha t  y ou r  v i ews a r e abou t  b r i ng i ng  i n  t he

c os t  –  t he  pr i ce .   I f  no t  c ost  of  ca r e ,  t he  pr i c e o f

hea l t hc a r e .

DR.  JUDI TH HI BBARD:   I  t h i nk  t hi s  i s  a r ea l l y  i mpo r t ant
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ques t i on  and t he  qua l i t y  o f  t he  dec i s i on  t oo l s  a r e  go i ng  t o

mak e  a  d i f f er enc e  he r e.   I f  consumer s  ar e  p r es en t ed  wi t h  ove r

her e  c os t  i nf o r ma t i on  and t hen  go  t h r ough  many ,  many pages  and

f i nd  qua l i t y  i nf o r ma t i on  ov e r  her e ,  t hat ’ s  t ough  t o  b r i ng  t ha t

t oge t he r .   I t ’ s  t ough  t o  b r i ng  i t  t oge t he r  even  when y ou ’ r e

l ook i ng  at  i t  on  t he  same page .   And  s o t he  deg r ee  t o  wh i c h t he

i nf o r ma t i on ,  t he  way  i t ’ s  p r es ent ed and t he  dec i s i on s uppo r t

t oo l s ,  hel p  c ons umer s  r eal l y  i n t eg r a t e  t hat .   Fo r  exampl e

p r es en t i ng  pe r f o r manc e i nf o r ma t i on  wi t hi n  c ost  s t r a t a .   Now

t ha t  i s  us abl e  and  y ou c an  use  bo t h t y pes  o f  v a r i ab l es  when y ou

do t ha t .   But  t ha t  i s  r a r e l y  done .   So  t he c ha l l enges  f o r

c ons umer s  wi l l  be  gr eat  un l ess  i t ’ s  v e r y  we l l  done .   Now t he

o t he r  i s sue  i s  t ha t  c os t  i s  ve r y  f ami l i a r  and peop l e k now wha t

i t  means .   So  many  do l l a r s ,  wha t  i t ’ s  go i ng  t o  ac t ual l y  mean  i n

t he i r  l i ves .   Qua l i t y  i n f o r mat i on  i s  muc h  s qui s h i e r  and i t  may

not  be  wel l  unde r s t ood.   So  when t he r e ’ s  – when  t hose  ar e

p r es en t ed and  – a  t r ade - of f  has  t o  be  made.   Tha t  t he  va r i ab l es

t ha t  a r e  l ess  we l l  unde r s t ood wi l l  ge t  l ess  at t ent i on .   And i f

qua l i t y  i s  no t  we l l  unde r s t ood  or  i t ’ s  absen t ,  wha t  we ’ v e

obs e r v ed  i s  t hat  s ome  c ons umer s  wi l l  use  pr i ce  as  a  p r ox y  f o r

qua l i t y .   So t hey ’ l l  choos e  hi ghe r  p r i ce  i n  hopes t ha t  t hey ’ r e

buy i ng  h i gher  qua l i t y .   So  t ha t  c onnec t i on bet ween  t hose  –

doi ng a  good j ob  and  how we  commun i c a t e i t  i s  abso l ut e l y

ess ent i a l  t o t hi s  wo r k i ng.

DR.  J I NNET FOWLES:   I f  I  c ou l d  j us t  add a  d i mens i on
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t ha t  we  r ea l l y  hav en ’ t  t al k ed t oo  muc h  abou t  d i r ec t l y ,  and  t hat

i s  t he r e  i s  a  who l e r ol e  f o r  i n f o r ma t i on  br oke r s  f o r  peop l e who

wi l l  do  t he  d i ges t i ng  o f  v a r i ous k i nds  o f  i n f o r mat i on .   My

a l l us i on  t o  –  r e f e r ence  t o  t he  ac t ua r i es  and  mor e peop l e  i n

t he i r  bu i l d i ng  c hoos i ng  cons umer - def i ned  hea l t h  pl ans .   I t ’ s

bec aus e  we  do  t u r n  t o  o t he r  peopl e  and  s ome t i mes  I  t h i nk  i n

hea l t hc a r e  i f  you r  c a r  i s  pa r k ed i n t he hos p i t a l  pa r k i ng  l ot

y ou  ge t  ca l l ed  on .   But  we  need  t o  t h i nk  mor e s y s t ema t i c a l l y

abou t  who t hos e agen t s  a r e  and  how we  can  wo r k  wi t h  t hem,

bec aus e  no t  ev er y body  i s  go i ng  t o  be  abl e  t o  i n t eg r at e  c os t  and

qua l i t y  i n f or mat i on.   And as k i ng y ou r  phy s i c i an  t o  do  i t  may  or

may  no t  be  t he  wi s es t  c hoi c e .   So  we  need  t o  t h i nk  mor e abou t

wha t  k i nd o f  an i n f r as t r uc t u r e  we  need  t o  s uppo r t  t hos e peop l e

who  wi l l  s e r v e  t ha t  f unc t i on .

KATHRYN MARTI N:   Thank  you .

DAN WALDO:   Dan Wa l do  f r om Cen t er s  f o r

Med i ca r e / Medi c ai d  Se r v i c es .   I  hav e ac t ua l l y  t wo  ques t i ons .

One  f o l l ows  up  on  t he  i s sue  t ha t  y ou  j us t  ment i oned  abou t

act uar i es .   I ’ m s o r t  of  r ep r es ent i ng  ac t uar i es  –  o r  CMS’ s

act uar i es  t oday.   I  gues s maybe  Mar k  a l s o .   They  c oul dn’ t  be

her e  t oday  bec aus e  i t  woul d  hav e mean t  go i ng  ou t  i n  publ i c .

But  I  gues s  t he ques t i on  i s  wha t  mes s age  we  t ak e  f r om t he  f ac t

t ha t  ac t ua r i es  s i gn up f or  t he  consumer - d r i v en  p l an .   I  mean  i s

t ha t  s omet h i ng  we  shoul d  be  f o l l owi ng  bec aus e t hey ’ r e  sh r ewd?

Or  bec ause  t hey ’ r e  c heap?  Wel l ,  y eah .   Shr ewd  and  cheap l y
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s hr ewd .   And t hen  t he  s econd  ques t i on  may be  goes  a  l i t t l e  bi t

b r oade r  cas t .   I f  we  t h i nk  abou t  t he  e l de r l y  popul a t i on i n

c ons umer - d r i v en p l ans  and t he who l e i s sue  abou t  cogni t i on  and

t he  cogn i t i ve  pr oc es s i ng  t ha t  has  t o  go on i n o r de r  t o  r ea l l y

t ak e  adv an t age  o f  t h i s  s t u f f .   I ’ m i n t er es t ed i n  hear i ng  wha t

t he  pane l  and  t he  aud i ence  a t  l ar ge has t o s ay  abou t  t he

pos s i b i l i t y  o f  ex t end i ng  CDHPs  t o  t he  Med i c a r e  popu l a t i on ,  o r

even  t o  t he  Medi c a i d  popul a t i on ,  whe t her  t he r e  a r e  pa r t i c u l a r

c ha l l enges  t ha t  have  t o  be  ove r come i n  do i ng  s omet h i ng  l i k e

t ha t  i n  t e r ms  of  –  t he oppos i t e  o f  t ha t  i s  s or t  of  t he

unr eal i s t i c  op t i mi sm.   The r e ’ s  al s o s ome  un r ea l i s t i c  pes s i mi s m

i n t he  popu l a t i on  bec aus e y ou s ee  you r  f r i ends  get t i ng  s i c k  and

dec l i n i ng.   I  was  r ea l l y  s e r i ous abou t  t he ac t ua r y ,  t oo.

DR.  JUDI TH HI BBARD:   I ’ m no t  goi ng t o  answer  t he

act uar y  quest i on .   We  d i d s ome  wo r k  f o r  CMS whe r e we l ook ed a t

how we l l  Medi c ar e  benef i c i a r i es  c oul d  us e  c ompar at i ve

per f or manc e  i n f o r mat i on .   And we act ua l l y  c ompar ed  t hem t o

emp l oy ed  age popu l at i on .   Now wha t  we  showed  t hem i n our  t es t s

wer e  v e r y  s i mp l i f i ed  ve r s i ons o f  wha t  wou l d  ac t ual l y  –  t he

t ypes o f  dec i s i ons  peop l e woul d  have  t o mak e  i n  t he  r eal  wor l d.

They  we r e,  l i k e,  one  pe r f o r manc e meas u r e  compar i ng  l i k e f our

p l ans.   We  as k ed  bene f i c i a r i es  t o  do  a  number  o f  t ask s  and  i n

t he  pr oc es s  we  l ea r ned a  l o t  abou t  how we l l  t hey  unde r s t ood t he

i nf o r ma t i on .   Wha t  we  obse r v ed  was  t ha t  25% of  our  sampl e ,

whi c h was a  h i ghe r  f unc t i on i ng ,  y ounge r ,  be t t e r  hea l t h  s ampl e
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t han  t he  l a r ge r  popu l at i on .   They  t hough t  t hat  t he  t as ks  t ha t

we gav e  t hem wer e  r easonab l e  and eas y  and  f i ne .   Bu t  i t  t u r ned

out  t ha t  t hey  made  50% e r r o r s  i n i nt e r pr e t i ng t hem.   Tha t  t hey

had  a l o t  o f  d i f f i cu l t y  i n  us i ng t hi s  k i nd o f  c ompar a t i v e

i nf o r ma t i on .   So  I  have  ve r y  s e r i ous  r es e r v a t i ons abou t  an

o l de r  popu l at i on  bei ng abl e  t o  do  t he  k i nd o f  t ask s  we ’ r e

t al k i ng  about  he r e  o f  us i ng  compar at i v e i nf o r ma t i on  t o  i n f or m

a l l  of  t he  k i nds  o f  c ho i ces ,  and par t i cu l ar l y  i f  t he ass umpt i on

i s  t ha t  i t ’ s  on t he web  and  [ o f f - mi c ] .

DR.  JON CHRI STI ANSON:   I ’ l l  d i f f e r  a  l i t t l e  bi t  f r om

J udy .   I  f eel  t ha t  we  have  f or  40  yea r s  now as k ed t he  Med i ca r e

popu l a t i on  t o  mak e  dec i s i ons  abou t  p r ov i der s  wi t hi n  a  ve r y  open

s t r uc t u r e,  f o r  t he  most  pa r t  –  85% o f  t hem any way.   And I  t h i nk

we k now,  and as  J i nne t  j us t  sa i d,  a l a r ge  number  o f  o l de r

peop l e ,  as  t hey f ace  mor e l i mi t at i ons  i n  t he i r  abi l i t y  t o

unde r s t and  t h i s  i n f o r ma t i on ,  whet her  i t ’ s  due t o  c ogn i t i v e

r eas on i ng o r  o t he r  t h i ngs,  r el y  on  s pous es,  adu l t  c hi l dr en ,  and

o t he r s  t o s uppor t  t hem as we l l  as  or gani z ed  i n t e r medi a r i es  who

s uppor t  t hem.   We  hav e not  done  a  gr ea t  j ob  of  s ys t ema t i c a l l y

s uppor t i ng  t he  c a r eg i ve r s ,  t he  ot her s ,  dec i s i on - mak er s ,  as  pa r t

o f  t hes e  s t r a t eg i es .   We ’ v e  t hough t  o f  i t  i n  a  v er y

i nd i v i dual i s t i c  way.   And i t ’ s  been a  conce r n t o  me  t hat

Med i ca r e  wi l l  pr i n t  o f f  35  mi l l i on  c op i es  o f  an  i n f or mat i on

book l e t  and  s omehow ass ume  t ha t  t hat  has  a uni f o r m ab i l i t y  t o

r eac h t he popu l a t i on  of  i n t e r es t .   So  wha t  I  s a i d ear l i e r  about
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s egmen t a t i on,  I  t h i nk  we ’ v e  go t  t o  be  a l ot  mo r e  s e r i ous  - -

l i k e  mar ke t er s  i n  commun i c a t i ons t heo r i s t s  - -  abou t

unde r s t and i ng  t hes e aud i enc es,  f i ndi ng  bo t h  med i a and  channe l s

t o r eac h  peop l e.   And  t hat  i s  t r ue  wi t h o r  wi t hout  t he

c ons umer - d i r ec t ed  hea l t h  p l an par adi gm.   I n  Amer i c a ,  i n t h i s

s oc i et y ,  we  l i ve  our  en t i r e  l i v es  mak i ng  a v er y  l a r ge  number  of

d i f f i c u l t  dec i s i ons and  we  f i nd  mechan i s ms f or  doi ng t ha t .   I

t hi nk  as  t hos e  o f  us  suppo r t i ng  t he i nsu r anc e dec i s i on  o r  t he

c ar e  dec i s i on ,  we  hav e t o be  s t epp i ng  up  t o  t he  cha l l enge  of

us i ng medi a  and mess ages  i n  a muc h  mor e c r ea t i v e  way t han  we

hav e  and  no t  pus h  t he  s o l u t i on  of f  t he  t abl e  bec aus e o f  t he

c ommun i c at i ons  c ha l l enge .

KATHRYN MARTI N:   Gr ea t .   Thank y ou.

LARRY KI RSH:   I ’ m La r r y  Ki r s h  ( mi ss pel l ed? )  f r om I MR

Hea l t h  Economi cs .   I  had  a  ques t i on abou t  one o f  t he f i nd i ngs

i n J on ’ s  t ake  – i n  J on’ s  r es ea r ch  and  t ha t  i s  i t  s u r p r i s ed  me

t ha t  f o l ks  wi t h c h r on i c  di s eas e  s eem t o be as  s a t i s f i ed and

wi l l i ng  t o  r ec ommend  t he  model  as  f o l k s  wi t hou t  ch r on i c

d i s eas e .   And  I  –  one  wh i c h  seems  t o  me par adox .   I t  j us t

does n’ t  seem t o me  t o  make  a  whol e  l o t  o f  s ens e ,  un l es s  one

t hi nks  t ha t  i n  f ac t  t hes e a r e peop l e  wi t h  c h r on i c  d i s eas e  ar e

happy wi t h  t he  way  c a r e  i s  bei ng del i v er ed r i gh t  now.   Or  t ha t

i n f ac t  t he r e ’ s  r eal l y  been  some mod i f i c a t i on i n  t he way  i n

whi c h c l i n i ca l  c a r e i s  bei ng  o r gan i z ed  and del i v er ed t o peop l e

wi t h  c h r on i c  d i s ease  i n  t hes e k i nds o f  mode l s  a l ong  t he l i nes
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t ha t  Dav i d  has  been t al k i ng  about ,  wh i ch  i s  r ea l l y  i n  t he

l i t e r a t u r e  has  been s ugges t ed as  peop l e wan t i ng  and  l i k i ng  t he

f ac t  t ha t  e i t her  t hey ’ r e  i n  cha r ge  o f  t he i r  own  se l f - management

o r  pee r - managemen t ,  o r  t ha t  i n  f ac t  t hey ’ r e  es t abl i sh i ng  mor e  –

bet t er  t eamwor k  wi t h  t he i r  p r ov i de r s .   Does  any body  k now

any t hi ng  abou t  t he  way c ar e  i s  be i ng  del i ve r ed  i n t hi s  model ?

DR.  JON CHRI STI ANSON:   We l l ,  I  t hi nk  we ’ r e  go i ng  t o

hea r  a  l i t t l e  bi t  mo r e abou t  t hat .   Bu t  I  j u s t  c ou l d s pec u l a t e

a  l i t t l e  b i t  abou t  y our  ques t i on.   I f  you  t h i nk  about  t he

f ea t ur es  o f  t he De f i n i t y  p l an i n our  g r oup,  t ha t  peop l e who

c hos e i t  p l ac ed t he h i ghes t  we i gh t  on  i t  was  hav i ng  y our  doc t or

i n t he  p l an  and i t  was no r e f e r r a l s .   So  i f  you ’ r e  somebody

t ha t  has  a  ch r on i c  i l l ness  and  you  wan t  t o mak e  su r e t ha t  you

hav e  ac c es s  t o  y ou r  doc t or  and  you  wan t  t o be ab l e  t o  r e f e r

y ou r se l f  t o  s pec i a l i s t s  and  ot her  f o l k s ,  t ha t  may i n f ac t  be  an

a t t r ac t i ve  f ea t u r e  o f  a  pl an  l i ke  De f i ni t y .   Bu t  we  obv i ous l y

don ’ t  –  we  j us t  s t ar t ed  l ook i ng  a t  t hese  da t a and we don ’ t  have

t he  ans wer  t o  t hos e k i nds o f  ques t i ons  y e t .

TOM BELDI VI A:   Hi .   I ’ m Tom Be l di v i a  ( mi s spe l l ed? ) .

I ’ m f r om De f i n i t y  Hea l t h  and  j us t  f e l t  l i ke  I  go t  t he

i nt e l l ec t ua l  equ i v al ent  of  a  p r oc t os c opi c  ex am t oday.   I  j us t

had  t o  ack nowl edge  t hat  wh i t e e l ephan t  i n  t he r oom.   I

app r ec i a t e  t he  c ommen t s  up  her e .   I  j u s t  – I  had  a  quest i on f or

J i nnet .   I n  y our  p r es en t at i on y ou  t i t l ed  you r  c onc l us i on

c ons umer - d r i v en heal t h p l ans ,  and  t hen  y ou wr o t e  a  s t a t ement
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abou t  what  some c onc e r ns  t ha t  y ou  had  about  t ha t .   To  wha t

deg r ee  do y ou  t h i nk  t he  f i nd i ngs t ha t  you  have  her e ,  g i v en  t hat

t he  nuances  o f  t he  Humana p l an  and  t he  v e r y  agg r es s i v e  way  t hat

t hey ’ v e  pr i ced  t he  p r emi ums  i n  t ha t  p l an ,  t hat  t hes e a r e

gene r a l i zab l e  ( mi s spe l l ed? )  ac r os s  a l l  c ons umer –dr i ven

hea l t hc a r e  pl ans ?

DR.  J I NNET FOWLES:   We l l ,  I  t hi nk  t he ans wer  i s  obv i ous

and  we ’ v e t al k ed  abou t  i t  a  l o t .   Tha t  i s  s o  f a r  we ’ v e  s een t wo

p l ans I  t h i nk  and  t hey ’ r e qu i t e  d i f f e r en t  and t hey ’ r e  di f f er ent

i n any  number  of  a t t r i bu t es .   So I  wou l d  no t  gener a l i z e.   I

wou l d us e t hem as  t h i nk s  t ha t  we wou l d  want  t o  meas ur e  and  mar k

as add i t i onal  pl ans get  of f e r ed  and ev al uat ed.

TOM BELDI VI A:   Thank  you .

KATHRYN MARTI N:   One l as t  quest i on?

MALE VOI CE:   The r esu l t s  of  t he  su r vey  showed  t ha t  one

o f  t he  mos t  i mpo r t an t  f ac t o r s  wi t h  r es pec t  t o whet her  someone

wou l d r ecommend De f i n i t y  Hea l t h  was whet her  t he r e was  ex pect ed

t o be - -  o r  i n  f ac t  c ons umer - d i r ec t ed  hea l t h  p l an i n gene r al  - -

whe t he r  t he r e  was  go i ng  t o  be money l e f t  i n  t he  ac c oun t .   Tha t

wou l d p r obabl y  no t  be  t r ue  wi t h  a  f l ex i b l e s pend i ng  ac coun t

wi t h  a  use  i t  or  l os e  i t  p r ov i s i on .   My ques t i on  i s ,  wou l d  y ou

c al l  a  p l an  t hat  onl y  o f f e r s  a  f l ex i b l e s pendi ng  ac count  wi t h  a

use  i t  o r  l os e  i t  pr ov i s i on ,  woul d  y ou  c a l l  t ha t  c ons umer -

d i r ec t ed  heal t hc a r e?

DR.  JON CHRI STI ANSON:   What ev er  you  wan t .
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KATHRYN MARTI N:   De f i n i t i v e ans wer  t he r e,  J on .

DR.  J I NNET FOWLES:   I ’ m no t  a  b i g f an o f  t hi s  t i t l e  i n

t he  f i r s t  p l ac e,  whe t he r  o r  no t  y ou ge t  t o hav e  a –  t o  r o l l ov er

t he  HRA.   I  t h i nk  we  don ’ t  k now how d i r ec t ed  t hese  pl ans  a r e .

You  know,  we’ r e j us t  l ea r n i ng.   And I  t h i nk  Jon  has  l a i d  out  a

r eas onab l e  r es ea r c h agenda  t o k now whe t he r  o r  no t  t hey  des er v e

t hi s  name a t  a l l .

KATHRYN MARTI N:   Un f o r t una t e l y  t hat ’ s  abou t  a l l  t he

t i me  we  hav e s o I  wou l d  enc our age  any  of  you  wi t h ques t i ons t o

a t t ack  our  panel i s t s  du r i ng  ou r  15  mi nut e  b r eak .   So l et ’ s

r ec onv ene a t  2 : 15 ,  and t hank  ou r  pane l .

[ END OF RECORDI NG]


