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WHEN IT COMES TO STAYING HEALTHY, lifestyle is key: eating 
right every day, getting regular exercise, and seeing your 
doctor for annual physicals. That’s why so many health care 
payers and employers have launched wellness programs to 
help employees prioritize their health — from weight loss 
and fitness-tracking apps to programs for quitting smoking 
and managing conditions like diabetes. The problem is, few 
people stick with these programs. 

In this white paper, we offer health care providers and 
employers three best practices to increase sustained 
engagement with their new and existing wellness platforms. 
You’ll learn how to make your programs mobile, personal,  
and consumer focused. 

Ongoing engagement with health care programs benefits 
everyone. When employees have healthy habits and use 
preventive care, they have fewer chronic health problems 
and visit the emergency room less often. Payers reduce 
medical payouts and boost ROI, while employers get more 
productive employees who miss fewer days of work.  

Sustained Engagement Matters: It Delivers ROI
Engagement doesn’t just happen. Companies can’t just 
launch a wellness program and wait for employees to use 
it. Instead, building a wellness program that keeps people 
coming back — day after day, month after month — is an 
ongoing, iterative process.

Unfortunately, many payers and employers take an “if you 
build it, they will come” approach. They design or buy wellness 
platforms, but then do little to promote them to employees. 
Even when employees do find out about the programs, many 
log on once or twice and then never come back.

Some 95 percent of US employers offer wellness programs,1 but use 
of these programs hovers around 2 to 3 percent during the first year 
they’re offered.2 Even when employees receive cash incentives to use 
wellness programs, only 47 percent do so.3
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All health care providers and employers want employees  
to engage with their wellness programs regularly over  
time, but they aren’t sure how to make that happen. This 
white paper outlines three best practices to increase 
sustained engagement.

Defining Sustained Engagement
First, what is sustained engagement? Quite simply, it means 
frequent use of a program or platform over the long term. In 
order to measure sustained engagement, you should follow  
three key metrics: daily active users (DAU), monthly active 
users (MAU), and retention.

DAU and MAU measure the number of unique users over 
defined time periods, but say nothing about longevity, 
which measures how long users keep using the program. 
Retention, on the other hand, measures longevity of use 
over a defined time period. Combine the three and you have 
a good snapshot of sustained engagement. DAU, MAU, and 
retention are common metrics in the tech industry, but are 
rarely used in the health care sector.

In addition to DAU, MAU, and retention, other metrics 
also help quantify sustained engagement with wellness 
programs. For example, companies could measure specific 
user actions within their programs, such as scheduling 
appointments for biometric screenings, preventive care like 
mammograms, or annual wellness visits.

In the case of wellness or coaching programs, companies 
should also track how many times per day, week, and 
month users interact with programs offered for weight loss, 
smoking cessation, diabetes management, fitness, and 
more. Just measuring app downloads or program sign-ups 
does not show sustained engagement; instead, companies 
must track ongoing usage patterns so they can relate them 
to outcomes.
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How Sustained Engagement Delivers ROI

1  From the payer perspective, sustained engagement with 
wellness platforms delivers measurable ROI. When people 
are reminded to get flu shots or encouraged to find a 
weight loss coach, they stay healthier and use fewer 
medical services, lowering claim costs.

2   Employers also benefit when workers regularly engage 
with wellness platforms.  Healthy employees miss work 
less often and have a more positive outlook than those 
suffering from chronic health issues, leading to higher 
productivity and better morale. When employees use 
fewer health care services, employers also benefit from 
lower premiums. 
 

Every $1 invested in wellness platforms yields an ROI of $1.50, and 
when the investment is in programs targeting chronic diseases, such as 
diabetes and obesity, ROI increases to $3.80. — The RAND Corporation

67%

95%

 Rally’s Engagement Rates
  Rally Engage is a digital consumer engagement platform 

that empowers employees to play an active role in improving 
their health. Offering a wealth of wellness programs in one 
place, Rally uses consumer user experience (UX) design 
principles to increase sustained engagement.

  Easy: 95 percent of Rally Engage users complete the 
health survey during their initial visit. The survey is easy 
to read and asks one simple question at a time, starting 
with basic lifestyle questions and moving onto a handful 
of important clinical questions.

  Goal Oriented: On average, Rally users double their logins 
when incentives (points, cash, or discounts) are offered.

  Sticky: 67 percent of Rally Engage mobile users come 
back after the first week, compared to an average of less 
than 20 percent for mobile apps as a whole.4

  Rewarding: As a result of repeated engagements, Rally 
Engage users earned around $18.4M in gift cards.5
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3   Employees benefit from sustained engagement with 
wellness programs as well. By using services designed 
to help them stay healthy, people live fuller, happier 
lives. In some cases, wellness apps have dramatically 
improved people’s lives, helping them manage serious 
medical issues such as diabetes and heart disease.

Three Best Practices to Inspire Engagements
Now that we know why sustained engagement is important 
and what it should look like, here are three actionable best 
practices to ensure your wellness programs keep employees 
coming back again and again.

1  Make It Mobile: Nearly 80 percent of Americans own 
smartphones8. People shop, communicate, and conduct 
day-to-day business with mobile apps — and they want 
to manage their health care from their phones, too. 
Employees are eager to track fitness goals, check in 
with health coaches, or enter meals into calorie trackers 
wherever they are: while they’re commuting, between 
meetings, at a child’s soccer game, or at the airport.

  Getting mobile wellness apps right is tricky. Like any 
consumer app, they must be easy to use and engaging, 
hooking people to come back again and again. But 
unlike games or social apps, wellness apps must also 
move people to change ingrained behaviors, and do 
so in a sensitive, highly personal way. Here are three 
important tips:

 -     Make apps fun and motivational: People love to 
compete and win, so create simple wellness challenges 
such as walking 10,000 steps a day, cooking at home 
three nights a week, or getting eight hours of sleep.

Organizations with highly effective wellness programs report an 
average of 9 percent voluntary attrition, compared to 15 percent at 
workplaces that have low engagement with their wellness programs. 
— Towers Watson and the National Business Group

If your wellness programs aren’t mobile, they’re well on their way to 
obsolescence — because desktops are going the way of the dinosaur.
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 -    Foster social connections: Let people join together in 
group fitness or diet challenges, find workout buddies,  
or talk to personal coaches. Design ways to encourage 
users to support each other through messages and chat.

 -    Use alerts sparingly: No one likes getting a reminder  
they haven’t lost a single pound that week, or that they 
missed their target number of workouts. Instead, use  
alerts to motivate people and gently remind them to  
keep up with goals.

2   Make it Personal: Thanks to Netflix, Amazon, and 
Facebook, people expect a personalized experience 
tailored to their likes, needs, and behaviors. Yet, when  
it comes to health — arguably the most personal aspect 
of anyone’s life — most websites and apps are one-
size-fits-all. To create sustained engagement with your 
wellness platforms, present every user with a unique, 
personalized experience. 

 -    Make it easy to get started: When employees sign up for 
a wellness program, start the experience with an easy-
to-complete survey; the responses will form the basis 
of each user’s personalized experience. Ask employees 
just a few yes-no questions about their lifestyles, 
interests, and fitness goals, keeping clinical questions 
to a minimum and offering the chance to skip or answer 
‘I don’t know’ at any time. The goal is to make it easy 
for users to complete the survey, instead of putting up a 
roadblock at the start.

 -    Create personalized pathways: Use “branching” surveys 
that lead users down personalized pathways, only asking 
questions relevant to each user. For example, if a smoker 
answers “no” to a question about wanting to quit, don’t 
invite him to a smoking cessation program. Instead, 
suggest a mission to reduce the number of cigarettes 
he smokes per day. If someone says she rarely cooks 
at home, recommend she join a cook-twice-a-week 
challenge and point her to reviews for healthy restaurants  
in her area.

 -   Promote your programs: Use a digital platform like 
Rally Engage to let people know about your wellness 
programs; there’s a good chance your company already 
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offers a wide array of options to fit every employee’s 
health goals. Based on personalized survey responses, 
invite users to adopt programs that work for their personal 
needs. For some, this might mean programs for diabetes 
management, prenatal care, weight loss, or cholesterol 
management. For others, it might mean gym discounts, 
personal trackers, fitness challenges, or meal planning. 
Offering these through an integrated platform simplifies the 
experience, aggregates rewards and incentives, boosts 
usage of wellness programs, and keeps costs down.

3   Make it Consumer Focused: Unfortunately, too many 
health care companies create wellness apps that feel 
cold and clinical. Instead they should incorporate the 
best ideas of user-centric design to create sticky, game-
like platforms people will actually want to use. People 
love programs like Uber and Airbnb because they offer  
a convenient and seamless experience. Why shouldn’t  
a wellness platform be just as easy to use?

 -   Use data to improve the UX: Consumer tech companies 
don’t design products in a vacuum; they use data and 
analytics to continually iterate. Analyze data on 
interactions, usage patterns, and behaviors to modify  
your platform’s UX over time, continuing to improve the 
user experience.

 -   Market like a pro: Use consumer marketing principles  
  to communicate about your platforms, making it easy for 
people to adopt the programs. From email newsletters 
with healthy recipe suggestions to branded content, use 
proven consumer marketing techniques to acquire users. 
Once they’ve signed up, keep them engaged with lively 
communications on a regular cadence to keep up their 
interest and bring them back.

 -   Consumers love loyalty programs: People want to be 
rewarded for their efforts immediately and regularly, and 
are used to getting “points” for booking hotels, buying 
groceries, or making store purchases. Yet few health care 
providers reward consumers for making healthy choices 
or using preventive care. Whether you let employees 
collect points for healthy decisions, offer a road bike in 
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a sweepstakes, or provide incentives for employees to 
get health screenings, make it rewarding to participate 
regularly in wellness programs.

Conclusion
Health care payers and employers have invested millions 
into wellness platforms and understandably want employees 
to use them. Yet many wellness apps don’t deliver the 
personalized, social, game-like experiences consumers crave, 
resulting in abysmal engagement metrics and lackluster ROI.

Trying to get anyone to stick with a jogging regimen, 
schedule a colorectal exam, or kick a potato chip habit is 
an uphill battle — and clunky, clinical, hard-to-use wellness 
tools certainly won’t help people change ingrained habits. 
Instead, offer personalized, mobile, consumer-focused 
wellness programs that encourage and support employees 
to make incremental changes. Everyone benefits — payers, 
employers, and employees — when wellness platforms take  
a consumer-centric approach, making healthy choices a part 
of everyday life.

About Rally
At Rally Health, our mission is to put health in the hands 
of the individual with friendly, easy-to-use products. Rally 
Choice, Rally Connect, and Rally Engage enable health 
plans and employers to deliver a personalized experience 
that helps people make better health care decisions, from 
selecting coverage to choosing the best doctor at the right 
price and improving their diet and well-being. 

Rally serves a growing base of large national and regional 
health plans, providers, and service organizations, supporting 
more than 8,000 employers, including many Fortune 500 
companies. Rally Health’s products are currently available to 
nearly 30 million members in the U.S.

Learn how Rally Engage can help drive sustained 
engagement in your wellness programs. Contact us  
at rallysales@rallyhealth.com.
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