SOLUTION BRIEF - HEALTH PLAN

Fueling the personal
consumer health
journey
IBM Watson Health and Welltok
partner to rethink member
engagement
Challenges
On the heels of consumer-focused experiences
in retail and other industries, members are
expecting more when it comes to engaging with
their health plan. They expect easy-to-use tools
and services to obtain personalized and accurate
answers to questions about benefits details,
coverage and costs, putting your call center staff
in high-demand and under increasing pressure.
They also expect plans to play a more active role
in supporting total wellbeing by providing easy
access to personalized wellbeing resources.

Highlights:
Unique member insights
Deep data integration
Improved member experience and
resource - utilization
Scalable technology
An end-to-end consumer
health journey

While improving the member experience and
delivering a consumer-centric approach is at
the top of the list for health plans, very few feel
prepared to address this priority.1 Balancing
internal business challenges like reducing
operational expenses, while also doing more
for your members, is a lot. We understand the
position you are in and we’re here to help.
About our partnership
IBM Watson Health and Welltok have formed a
strategic partnership to bring you the solutions you
need to support members as they navigate their own
unique healthcare journey, from enrollment through
activation and navigation of benefits.
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Our integrated, scalable technology powers even
the most complex member conversations and
needs because we help plans understand and serve
members as individuals. With an analytics-informed
approach that leverages AI-powered mobile and
web-based solutions, you will deliver on-demand
and personalized member support, from answering
complex healthcare and benefit coverage questions
to delivering personalized wellbeing resources.
Best of all, Welltok and Watson Health’s family
of offerings can work together, integrating data
throughout the process or on their own, allowing you
to focus investments on areas where and when your
priorities and budget dictates. You decide where your
journey with us begins.

Solution value
Deep data integration
Personalized member experience
Multi-channel communications, including
AI chatbot
Maximized resource utilization
Scalable technology
An End-to-End Consumer Health Journey

Welltok and Watson Health enable you to drive
accurate and personalized member interactions with
a cost-effective AI-powered set of solutions that
understand health plan benefits logic and use Natural
Language Processing to derive consumer intent.

Fueling the personal consumer health journey...
A data-driven machine learning solution
Analyze

Data-driven insights reveal
predicted risk, preference and
receptivity – informing sponsor
strategy

Enroll

Interactively support consumers
in the critical health plan
selection process

Navigate

Understand consumer intent
and guide wellbeing program
and beneﬁt utilization

Optimize

Continuous process
improvement made easy
with dashboards fueled
with insights

Using our analytics-driven web and mobile
experience, we help you curate personalized
experiences for members, providing on-demand
access to accurate, member-specific benefits
details and costs, and organizing all personalized
health and wellbeing resources in one place,
relevant to where each member is on their personal
health journey. Your incentive strategy is also fully
integrated, further motivating action and reward
members for taking action.

Activate

Create a personalized itinerary of programs, resources
and rewards, with beneﬁt and cost transparency tools
that are meaningful to the consumer, addressing all
aspects of health (social, ﬁnancial, mental, physical,
emotional)

Communications are precisely targeted and multichannel, scalable across your diverse population
to drive deeper engagement in personal health
and wellbeing, improve interactions with referring
providers, and optimize call center resources.

Key differentiators
Unique Member Insights
Clinical and claims data provide a critical, yet
historical, view of your members. Watson Health’s
analytic and consumer solutions are used by payers
covering 40 percent of the U.S. population. Adding
Welltok’s proprietary database of over 800 data
points about more than 275 million Americans
will give you prospective insights related to social
determinants and engagement activity for your
members, allowing you to fine-tune your wellbeing
programs and outreach strategies.
Deep data integration capabilities
With disparate data sources it can be impossible to
gain a clear picture of your member’s interactions
beyond a single point in time. It can also make it
difficult for members to quickly obtain accurate
information that contributes to critical healthcare
decisions. Leveraging technology that securely
streamlines access to all of your back-end data will
guide consumer-facing interactions throughout the
personal consumer health journey. With us, you
will build a year-long relationship with members by
providing them relevant, timely wellbeing resources
as well as to accurate, on-demand answers to
benefits and cost questions.
Improved member experience and
resource utilization
Your members will appreciate easy access to
personalized wellbeing resources, delivered
through a unique Personal Health Itinerary™. They
will appreciate self-service, on-demand access to
an AI-powered chatbot that has been extensively
trained to understand and respond accurately to
health-related questions posed in natural language
by extracting the underlying information required to
search for answers on the back-end and responding
with follow-up questions and answers. Providing
24/7 access to member-specific details and costs
through this tool will transform the experience by
giving members the personalized information they
need, when they need it.

Scalable Technology & Solutions
You can scale our combined capabilities in multiple
ways, including offering our seamless web and
mobile experience to large employer clients, allowing
you to analyze data and insights across groups so
you know what is and isn’t resonating among group
populations. You can also use the AI chatbot to
support call center staff, helping them quickly answer
member questions without having to manually search
different sources. Providers calling into member
services can also use the tool to quickly understand
their patient’s benefit plan coverage, enabling them
to set clear expectations that can help them improve
patient AR days and navigate the patient without
being on the phone for a lengthy amount of time. Over
time, this resource will support your goals to deflect
calls to lower-cost, self-service channels.
An end-to-end personal consumer health journey
Your members and employer groups will appreciate
you making it simple and easy to interact with
your plan – from accessing wellbeing resources to
getting answers to their benefits and cost questions.
Imagine a seamless experience where one resource
provides your members:
1. A web and mobile experience that provides
seamless access to all of your wellbeing
resources
2. 24/7, self-service, on-demand access to
information they want regarding benefit plan
coverage and details
3. Accurate price transparency for members based
on their specific benefits
Plans can leverage data-driven machine learning to
fuel critical advancements in how they serve members
and employer groups, and how they optimize call
center talent. Through the combination of our mobile
and web-based resources, data-as-a-service, HIPAA
enabled cloud technology, and artificial intelligence,
you can deliver improved member experience while
also achieving key business goals.
Why IBM Watson Health and Welltok?
Welltok and IBM bring a five-year history of
successful collaboration to a whole new level with
the combination of state-of-the-art conversational

technology, enterprise data ingestion, analytics,
artificial intelligence, and an award-winning
consumer platform designed to transform your
member experience.
About IBM Watson Health
Each day, professionals throughout the health
ecosystem make powerful progress toward a
healthier future. At IBM Watson Health, we help
them remove obstacles, optimize efforts and reveal
new insights to support the people they serve.
Working across the landscape, from payers and
providers to governments and life sciences, we bring
together deep health expertise; proven innovation;
and the power of artificial intelligence to enable
our customers to uncover, connect and act — as
they work to solve health challenges for people
everywhere.
About Welltok
Welltok is a data-driven, enterprise SaaS company
that delivers the healthcare industry’s leading
consumer activation platform. Welltok’s solutions
empower leading health plans, employers, providers
and public entities to connect consumers with
personalized health improvement resources, making
it easy and rewarding for consumers to complete
actions that optimize their health and wellbeing.
Only Welltok leverages a machine-learning, multichannel approach proven to help innovative
organizations power growth and retention initiatives,
improve healthcare value, and streamline the
consumer experience, while upholding the highest
security and compliance standards.

Our Combined Market Value
IBM and Welltok have a 5-year history of working
together to deliver solutions to the employer and
health plan markets.
Welltok helps health plans address a wide array of
challenges related to improving the health of their
members, including low member engagement,
low call center productivity, and poor utilization of
benefits programs. Our Commercial Total Wellbeing
Solution activates members and makes it easy for
them to access wellbeing content and programs in
a seamless web and mobile experience, enhanced
with targeted rewards, on-demand access to AI
chatbot technology, benefit eligibility, out of pocket
cost transparency and a fully branded experience.
We provide a scalable solution for commercial plans
who manage multiple employer groups, and allow
them to analyze data and insights across groups, so
they know what is working, and what isn’t.
For more information
To learn more about The Personal Consumer
Health Journey and how you can get started,
please contact your IBM representative or IBM
Business Partner, or visit: ibm.com/watsonhealth
or email us at watsonh@us.ibm.com
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About IBM Watson Health
Each day, professionals throughout the health ecosystem
make powerful progress toward a healthier future. At IBM
Watson Health, we help them remove obstacles, optimize
efforts and reveal new insights to support the people they
serve. Working across the landscape, from payers and
providers to governments and life sciences, we bring together
deep health expertise; proven innovation; and the power of
artificial intelligence to enable our customers to uncover,
connect and act — as they work to solve health challenges for
people everywhere.
For more information on IBM Watson Health,
visit ibm.com/watsonhealth.
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