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Executive Summary
Health care engagement platforms are digital hubs 
that help consumers navigate the complicated 
health care landscape, enabling them to choose 
insurance and providers, access and pay for care, 
and make daily lifestyle decisions that support 
long-term health. But not all platforms offer a fully 
unified set of services. In this white paper, payers 
and providers will learn how to tell if a health care 
engagement platform offers a truly comprehensive 
enterprise solution — one that guides consumers 
through the complete health care loop at scale.

Leveraging Digital Platforms to Navigate 
a Complex Health Care System

The US health care system is expensive, 
complicated, and heavily siloed, making it  
difficult for consumers to find and pay for care,  
for providers to be paid fairly, and for payers to  
offer quality care at an affordable price. In such  
a complex system, consumers struggle to manage 
their own wellness. According to a recent report 
from the New England Healthcare Institute, 60 
percent  of personal health is directly related to 
two factors: behavioral lifestyle decisions and 
access to affordable, quality care.  

For many people, sticking with healthy habits 
is hard. But for Americans, getting access to 
affordable health care is a particular challenge. 
The average per-patient annual deductible costs 
rose 256% percent between 2004 and 2014, 

according to a report from the Kaiser Family 
Foundation. Many US consumers simply cannot 
pay all their medical bills, forcing providers to 
eat the costs. A recent study by Crowe Revenue 
Cycle Analytics of 660 US hospitals found 
managed-care net revenue declined 2.5% for 
outpatient care and 1.4% for inpatient care in 
2016 compared to 2015 due to lower collection 
rates for the “patient responsibility” share of bills. 
A report in Becker’s Hospital Review found that 
since 2000, US hospitals have provided more than 
$500 billion dollars’ worth of uncompensated care. 

To improve both patient outcomes 
and affordability, payers, providers, 
and employers must work together 
to help consumers find, price, 
schedule, and pay for care. They 
must also encourage consumers 
to adopt healthy behaviors, and 
do all of this in a cost-effective 
and transparent way. Health 
care engagement platforms that 
let consumers complete a full 
health care loop — from choosing 
insurance to finding providers, 
comparing costs, accessing and 
paying for care, and managing 

wellness — are critical to move the industry 
forward. Unfortunately, not every digital solution 
that calls itself a “health care engagement 
platform” is worthy of the name. Many cover 
only part of the process, such as choosing an 
insurance plan or finding doctors. These platforms 
may frustrate consumers because they only help 
them manage part of their health care needs.

This white paper will describe the features a 
comprehensive health care engagement platform 
should include. It will help payers, providers, and 
large employers assess competing platforms to 
understand which offer a full suite of services for 
consumers to manage every facet of their health. 
After reading this white paper, payers and 
providers will have a clear idea of what to look 
for in a health care engagement platform so 
they can choose the best, most comprehensive 
solution.

Future State Engagement Loops

RallyHealth.com

Choosing the Right Health Care Engagement Platform



3

Where We Are: The Biggest Challenges in 
Health Care Today

Few people would disagree that the US health 
care system is broken. According to the World 
Health Organization, the US spent 17.8 percent of 
GDP on health care in 2015 — already the highest 
in the world and expected to rise to 20 percent of 
GDP by 2025 — yet Americans have poorer health 
outcomes — lower life expectancy, higher infant 
mortality, and more chronic conditions — than 
other developed countries. What’s driving the 
high cost of health care in America? The answer 
is, of course, multifaceted, but the bottom line is 
US health care is overwhelmingly complicated, 
leading to confusion for consumers and higher 
costs overall.

The two main parties involved in providing health 
care in the US — payers and providers — share  
a common goal of wanting to improve the system. 
They both have a “triple aim” to improve the 
consumer care experience; improve the overall 
health of patient populations; and reduce the cost 
of care.

Finding a long-term solution to affordability, 
quality, usability, and health care access — often 
referred to as AQUA — will not be easy. But 
understanding the specific challenges payers, 
providers, and consumers face today can help 
chart a path for improvements going forward. 

A comprehensive consumer-centric health care 
management platform is an important tool to  
use to begin solving these challenges because  
it aligns payers, providers, and patients. It turns  
a confusing and fragmented experience into  
a simple, unified one.

Pain Points in the Current US Health  
Care System 
Consumers 
• Choosing insurance is complicated.
• Navigating the health care system  

is complex.
 ⁃ Locating providers and services  
is challenging.

 ⁃ Don’t know ahead of time what a visit  
or procedure will cost, receiving  
surprise bills.

 ⁃ Can’t pay for care: insurance and  
out-of-pocket costs are stratospheric,  
and rising.

• Staying healthy is hard; rising obesity and 
diabetes rates point to the challenges of 
keeping fit.

Payers
• Struggle to provide quality health care at  

an affordable cost.
 ⁃ Don’t guide consumers to the right 
doctor or facility within network, which 
contributes to escalating health  
care costs.

• Don’t know how to effectively  
engage consumers.
 ⁃ Don’t provide guidance and decision-
making support about plans and services.

 ⁃ Make it difficult for consumers to choose 
appropriate insurance plans.

Providers
• Problems maintaining revenue flows.

 ⁃ Many hospitals have more supply than 
demand.

 ⁃ Don’t get paid for all services rendered as 
patients can’t, or won’t, pay bills.

• Struggle to deliver the quality of care 
patients expect at a price they can afford.
 ⁃ Patients are unsatisfied, and don’t 
understand why care costs so much. 

• Ability to influence patient health is episodic 
and reactive, not proactive or ongoing.

US consumers are frustrated with the costly, 
confusing health care system; 88 percent 

believe their health plan could do a better job 
communicating total patient costs. 

–“The State of the Healthcare Consumer,”  
HealthEdge, October 2016
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Where We’re Going: A New Consumer-
Centric Approach to Health Care
Shopping and paying for health care services 
doesn’t have to be the complicated process it is 
today. Smart health care management platforms 
use consumer-centric principles to guide people 
through the entire health care loop — from 
choosing insurance and finding doctors to 
accessing and paying for care or managing their 
long-term health through preventive care and 
lifestyle programs. Managing health care should 
be as easy as shopping on Amazon or watching 
Netflix. Technology-first companies like these have 
made the user experience simple, personalized, 
and transparent, and there’s no reason health care 
cannot apply similar principles to improve how 
patients shop for care.

A key question every buyer should ask about  
a health care engagement platform is whether it 
was created by and for consumers, i.e. people 
who are patients. If the platform wasn’t built from 
the consumer point of view and instead was 

created for hospitals or insurance companies, then 
it may not serve the needs of consumers.  
A true health care engagement platform uses 
proven consumer engagement principles such as 
mobile apps, seamless payments, game theory, 
and simple design.

Health Care Engagement Platforms 
Boost Customer Satisfaction
With its high costs and layers of complexity, 
the health care industry currently ranks very 
low in customer satisfaction compared to other 
industries. But payers and providers that offer 
health care engagement platforms to help 
consumers more easily navigate their wellness 
journeys achieve higher rates of customer 
satisfaction — ultimately leading to higher Net 
Promoter Scores (NPS). For payers and providers, 
boosting NPS is a critical goal.

How to Tell if It’s a Real Health Care  
Engagement Platform
Many solutions claim to be health care 
engagement platforms, but few actually enable 
consumers to complete the full health care loop. 
Instead, they offer partial solutions such as finding 
doctors or comparing procedure costs, but they 
don’t help consumers manage their health and 
wellness from A to Z.

How Rally Health Innovates
Rally HealthSM is the most comprehensive health 
engagement platform on the market, but we’re always 
innovating to further improve the patient-provider-payer 
relationship. The new Rally CareSM mobile app allows 
consumers to find urgent care wherever they are — and 
takes some of the pain out of visiting doctors with a few 
cool features. The app allows users to:

• Store an electronic version of their medical ID cards 
on their phones.

• Find every doctor and clinic nearby that takes 
their insurance.

• See all the available doctors’ patient reviews and  
quality ratings.

• See exactly how much the visit would cost based on 
patient’s individual insurance plan.

• Get a personalized health checklist to discuss with the 
doctor at the visit.

• See a summary of recent copay and coinsurance details.
• Plan and manage appointments.

Department/Specialty Stores
Tablet Computers

Auto Insurance
Home/Contents Insurance

Online Shopping
Smartphones
Credit Cards

Banking
Airlines

Life Insurance
Cellular Phone Service

Drug Stores/Pharmacies
Health Insurance

Cable/Satellite TV Service
Internet Service

58
47

44
42

39
38

37
35
35

31
30

28
18

7
2

Health Insurance 
NPS: 18

RallyHealth.com

Choosing the Right Health Care Engagement Platform



5

As a payer or provider looking to purchase  
a health care engagement platform, what should 
you look for to ensure you’re getting a complete 
solution? What are the standards of patient 
engagement your platform should provide?

A true health care engagement platforms enables 
consumers to complete the entire “health care 
loop” at one central hub, accessible online and via 
mobile app. With so many complex care and cost 
choices in the US health care system, consumers 
need an easy-to-use platform that guides them 
on a personal journey. Here are the essentials. 
Any bona fide health care platform should allow 
consumers to do all of the following:

The Complete Health Care Loop
Step 1: Choose Insurance
• Compare different plans and prices to find one 

that fits your needs.
• Understand concepts like HMO vs. PPO, HSA  

vs FSA.
• Complete enrollment for yourself  

and dependents.

Step 2: Choose Care
• Find primary care doctors and specialists in  

your network.
• Access provider ratings: consumer reviews plus 

verified quality scores. 
• Compare prices for specific services (office 

visits, procedures) in your area.
• Schedule care: make appointments easily online 

or by phone.

Step 3: Manage payments
• Understand copays, prescription fees, and 

doctor visit fees for your personal plan.
• Find exact prices for medical procedures based 

on your zip code, not just local averages.
• Manage FSA and HSA funds.
• Pay insurance premiums, copays, and other bills 

online or via mobile app. 

Step 4: Manage prescriptions
• Pick the right medications for your needs and 

plan — generic vs. brand-name.
• Find local pickup options or receive by  mail.
• Set up automatic refills for routine medications.

Step 5: Stay healthy
• Get information and support to make healthy 

diet, fitness, and wellness choices.
• Engage in app-based wellness programs that 

motivate you to stay healthy.
• Get reminders to schedule preventive care

A true health care engagement platform must offer 
this entire set of standards, enabling consumers to 
complete the entire health care loop in one place.

Managing health care choices in the US is fraught 
with complexity and high costs, frustrating 
consumers, payers, and providers alike. To 
move forward, the industry must adopt a set of 
standards for health care engagement platforms 
that enable consumers to “close the loop” on their 
wellness journeys. These digital platforms must 
make shopping and paying for care as easy as 
checking out on Amazon — and they must provide 
a full loop of services so consumers can manage 
the entire health care process in one place.

Some health care software companies provide 
solutions to help consumers manage part of the 
health care journey, but Rally Health offers a 
complete health care engagement platform to help 
consumers manage every facet of their health.

When one payer deployed Rally Health, it recorded 
the following improvements over a nine-month 
period, compared with its previous patient 
onboarding system.

• 46 percent more people found a personal care 
provider (PCP). 

• 57 percent more people found a high-quality 
doctor matched to their needs. 

• 20 percent increase in visits to urgent care vs. 
emergency room.
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• Using Rally Health, one provider recorded 
a 350 percent increase in the percentage of 
consumers who requested an appointment over 
a five-month period, compared with its previous 
web-based system.

Contact us today to find out more at  
rallysales@rallyhealth.com.

About Rally Health, Inc.
Rally Health, Inc. is a consumer-centric digital 
health company that helps make it easy for 
individuals to take charge of their health and 
collaborates with health plans, care providers, and 
employers to engage consumers. The company’s 
flagship offering is Rally®), a digital health platform 
that offers a suite of configurable solutions that 
help people manage their health and health care 
needs: Rally EngageSM focuses on personalized 
health and well-being support; Rally ChoiceSM is a 
health benefits marketplace; and Rally ConnectSM 
offers care provider search and cost transparency. 
More than 30 million consumers have access to 
the Rally platform through more than 200,000 
employers and payers such as UnitedHealthcare, 
BlueCross BlueShield of South Carolina, Health 
Alliance, and others. With offices in Washington, 
D.C., San Francisco, Chicago, Minneapolis, and 
Denver, the team behind Rally Health has been 
working together since 2010 to transform the 
consumer health industry. For more information, 
please visit www.RallyHealth.com.
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