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How Consumers Are Engaging 
with Health IT –
the Patient Engagement Opportunity

• Economics 101 (macro, micro Æ personal)
• The Triple Aim and the patient as blockbuster
• DIY via consumer tech, morphing to HealthcareDIY
• Patient engagement opportunities & challenges
• THINK-aways…
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JSK’s Personal Health Ecology*

*Note: we all have one! 3



Defining Health Care “Consumers”

Consumers Patients Caregivers
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Shima Andre Sues                        to 
Cover Cost of Hep C Rx Harvoni, May 2015

“Not medically necessary”
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Source: Blue Cross Withholds Cure from Hepatitis C Patients, Lawsuit Claims, PR Newswire, May 15, 2015. 
Shima Andre v. Blue Cross, Los Angeles Superior Court, Case No. BC582063.

"I want to have a child, I want 
to enjoy motherhood, but I 
can't until Blue Cross approves 
my treatment so that I can be 
cured of Hep C," said 
plaintiff Shima Andre. "Blue 
Cross isn't just interfering with 
my health; their decision is 
preventing me from having a 
child."



Hugo Campos, San Francisco Health Citizen
“I can’t access the data generated by my implanted 

defibrillator. That’s absurd.”

6Source: The Heart of the Matter, Slate, March 26, 2015



Rachael Farrokh Crowdfunds for Care 

7Source: Rachael Farrokh’s GoFundMe Site Exceeds $180K, San Clemente Times, May 27, 2015



Life After October 2008
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Emergent Post-Recession 
Consumer Consciousness

• Then
– Passive
– Careless
– Simple

• Now
– Active
– Deliberate
– Complex

Sustainability is the 
new happiness:
– Save me money
– Inspire creativity
– Conserve resources
– Keep me healthy

Source: Eyes Wide Open, Wallet Half Shut, 
Ogilvy/Communispace, March 2010 10



American workers have 
“paid for” pay rises in 

the form of health 
insurance premiums…
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Source: 2015 Milliman Medical Index, May 2015

Health Costs for Family of Four = $24,671
Health Insurance, a 2015 Subaru Cross-Trek, or 

a Year’s Rent for 1 BR Apartment in Washington DC
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$1 in $5 of consumer spending
14



Source:  Carlton Cards, Speed Bump, ©Dave Coverly
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Coupled with High-Deductible Health Plans…
Top 3 Behaviors Employers Are Focusing on In 2015

Consumer engagement, weight management, physical activity, tobacco and stress

0% 10% 20% 30% 40% 50% 60%

Improved sleep/energy

Decreasing sedentary behavior/sitting

Preventing metabolic syndrome/diabetes

Stress reduction

Increasing physical activity

Tobacco cesssation

Weight management

Consumer engagement in hc decision making

Top behavior Second behavior Third behavior

Source: Large Employers’ 2015 Health Plan Design Survey, National Business Group on Health, August 2014
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Growing Embrace of the Triple Aim in Health Care
Operational Beacon for U.S. Health Care

Public and private 
payors driving toward 

the Triple Aim in health 
plan designs. 

Source: Institute for healthcare Improvement, Why the Triple Aim? 
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“We need to change the conversation 
from how much things cost to how much 
health they produce.”

Dr. Mark Fendrick, Director 
University of Michigan 
Center for Value-Based Insurance Design
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The More Activated a Patient Is,
the Lower Their Health Costs
Health Affairs, March 2015

Predicted Average Per Capita Costs In Follow-Up Year, By Change In Patient Activation 
Measure Levels During Two Time Periods. 

Source: When Patient Activation Levels Change, Health Outcomes And Costs Change, Too. 
Greene et al. Health Affairs 2015;34:431-437 (March 2015) 19



20



Evolution of Homo Informaticus

Source: Consumers on board: how to copilot the multichannel journey, EY, June 2014
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DIY Life
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From Industrial Age Medicine
to Information Age Health/care

Source:  Adapted from Tom Ferguson, Consumer Health Informatics, Health Forum Journal, 
January-February 1995
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The New Retail Health
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Source:  Global health’s new entrants: Meeting the world’s consumer, PwC, March 2015 25
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Pharmacy’s Growing Force in Health – Wellness and Public Health
Tobacco-Free 9-3-14
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A Growing Force in Health
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Evolving Health Information Ecosystem: 
From Retail Health to Clinical Trials

Manage 
health

Manage 
conditions
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Key Categories in Consumer-Facing Health Devices
Growth of Internet of Things in Health/Care

Track
sleep

Track
food

Track
weight

Track
heart

function Track stress 
and mood

Track
meds

Track
“home”

Track
activity

Connected
car

PERS
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Emerging Consumer-Facing Health Information Platforms

3232
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Health IT Comes Together – Creation from Chaos

+

+

++

+

+
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THINK-aways for                 No-So California
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The Person-Centered Health Ecosystem
Health Is Where People Live, Work, Play, Pray & Learn

“Why Your ZIP Code May Be 
More Important to Your Health 
Than Your Genetic Code”

Remember the importance of
Social Determinants of Health

Source: Robert Wood Johnson Foundation, commentary by Dr. James Marks, April 23, 2009
37



90% 90% 89% 88% 86%
83% 82% 82% 82%

77%

Bio/pharma &
Medical
Products

Healthcare
Providers

Food/
Beverage

OTC/
Personal Care

Media/
Entertainment

Insurance Consumer
Technology

Brewing/
Spirits

Retail Banking/
Finance

Health is the new green
Consumers expect all industries to engage in health

Source: Edelman Health Barometer, 2010
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Source: Healthcare reform: Five trends to watch as the Affordable Care Act turns five, 
PwC Health Research Institute, March 2015 39
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Source: PwC, The Wearable Future, November 2014
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Source: PwC, The Wearable Future, November 2014
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Nurses, Doctors and Pharmacists Most Ethical Professions

Source: Gallup, Americans Rate Nurses Highest on Honesty, Ethical Standards, December 2014

80% say nurses
65% say doctors
65% say pharmacists

10% say “Mad Men”
8% say car salespeople
7% say members of Congress
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Source:  The Power of the Purse: Engaging Women Decision Makers for Health 
Outcomes, Center for Talent Innovation, April 2015
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THINK-aways for                 No-So California

You are in the 
business of 

behavior 
change

Be a marketer:
consider patients’ 

life-flows and 
health ecosystems

Ally/partner
with other 

health
ecosystem 
partners 
trusted & 
valued by 

consumers

Share health 
data: most 

consumers want 
and need to 

know
their numbers

Embrace
transparency and
financial wellness,

bolster trust
and revenues Be a health

coach

THINK: 
retail

in health
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can do health.
…
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