
Health Plans Invest in Trigger-Based Communications with Focus on Health and Wellness

TROY, N.Y., April 16, 2012 - More than 50 percent of health plans will invest in trigger-based communications to prompt
consumers to take action, according to a new IDC Health Insights research study commissioned by Pitney Bowes
Software, a global leader in customer data, analytics and communications management. Trigger-based communications
use data analytics to detect a consumer’s current status, and automatically initiate relevant communications to inspire
consumer action.

According to the study, only 50% of health plans surveyed indicated that their organizations considered consumer
communications a strategic initiative; yet, they also report increasing investments aimed at better consumer engagement

The absence of a coordinated communication strategy becomes a liability as health plans execute more and more
communications from multiple departments and business units. At least 50 percent of health plans surveyed reported
initiating consumer communications from each of the major business units queried (Marketing, Health & Wellness,
Customer Service, Care & Disease Management, Billing, Benefits and Claims).

“Health plans interviewed perceived communications technology as a source of competitive advantage, said Janice
Young, Program Director, Healthcare Payer IT Strategies at IDC Health Insights. “Analytics capabilities will play a
significant role in promoting member wellness and improved patient outcomes.”

Other key findings include:

Process integration and multichannel delivery are top of the agenda for healthcare IT execs, supporting the move
from paper and phone to more diverse channels.
Health plans have not adopted efficient and cost-effective communication models and are not yet leveraging new
channels preferred by consumers.
The concept of a senior corporate executive responsible for managing and executing an enterprise-wide
coordinated communication strategy is only just emerging.

To read Health Payer Communications: Strategies for Engagement, please visit 
http://slp.pbinsight.com/info/idc-survey.

About Pitney Bowes Software

Pitney Bowes Software provides multichannel solutions that leverage data to create relevant dialogue between
organizations and their customers. These solutions enable lifetime customer relationships by integrating data
management, location intelligence, sophisticated predictive analytics, rules-based decision making and cross-channel
customer interaction management to increase the value of every customer communication while also delivering
operational efficiencies.

Pitney Bowes Software is a wholly-owned subsidiary of Pitney Bowes Inc. (NYSE:PBI), a customer communications
management technology leader. For more information, please visit www.pb.com.

 

 

http://cts.businesswire.com/ct/CT?id=smartlink&url=http%3A%2F%2Fwww.pbinsight.com&esheet=50238645&lan=en-US&anchor=Pitney+Bowes+Software&index=1&md5=377ab18f089c29a25a8193aedfbeeac5
http://cts.businesswire.com/ct/CT?id=smartlink&url=http%3A%2F%2Fwww.pbinsight.com&esheet=50238645&lan=en-US&anchor=Pitney+Bowes+Software&index=1&md5=377ab18f089c29a25a8193aedfbeeac5
http://cts.businesswire.com/ct/CT?id=smartlink&url=http%3A%2F%2Fslp.pbinsight.com%2Finfo%2Fidc-survey&esheet=50238645&lan=en-US&anchor=http%3A%2F%2Fslp.pbinsight.com%2Finfo%2Fidc-survey&index=2&md5=c865f464e5bf0c5a5a2d7a5b25948e54
http://cts.businesswire.com/ct/CT?id=smartlink&url=http%3A%2F%2Fwww.pbinsight.com%2F&esheet=50238645&lan=en-US&anchor=Pitney+Bowes+Software&index=3&md5=707ddac75cdd7dd2b38678182e57e15e
http://cts.businesswire.com/ct/CT?id=smartlink&url=http%3A%2F%2Fwww.pb.com&esheet=50238645&lan=en-US&anchor=www.pb.com&index=4&md5=caee5b78cf1d891392fd6f38464e5eb4

