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Customer Experience & Communications Goals

Messaging Goals Objectives

Building Sustainability through 

Educated Consumerism 

 Educate members on the value of their State Health Plan benefit. 

 Inform members on the relationship between the Plan and its vendors 

(Blue Cross, CVS).

 Convert members from participants to fans to partners. 

Reducing Complexity  Evaluate all points of member-facing communications in an effort to 

simplify benefit messaging and emphasize the value.  

 Implement streamlined messaging throughout all communication 

avenues. 

Building Value  Reinforce to members the value of the programs and resources 

available as part of their State Health Plan benefit. 

Enhancing HBR Outreach & 

Education

 Identify new and innovative ways to engage HBRs.

 Build additional training and resources to assist HBRs with their duties 

as they relate to the Plan. 
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HBR Enhanced Training and Resources
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• HBRs continue to play a critical role in educating active members 

on their Plan benefits. 

• Providing HBRs with training and resources is necessary to 

educate/train them on Plan rules and processes to ensure they are 

carrying out their HBR duties correctly. 

• In 2018, the Plan will engage HBRs with the following:

• Continue the monthly HBR webinars

• Continue offering quarterly on-site trainings for new HBRs

• Enhance the Plan’s online library of training resources

• Launch a training resource solution, “HBR University,” to enable 

the Plan to better track and enforce regular training



2018 Member Outreach 

• Offer monthly active and retiree webinars on a 

variety of Plan benefit topics.  

• Partner with the Retirement Systems for 

coordinated outreach. 

• Continue to offer the “Navigating Your State 

Health Plan Benefits and Medicare” 

informational sessions with 40 sessions 

planned this year. 

• The Plan is also hosting webinars to offer 

members the ability to learn while in the 

comfort of their own home. 

• The first webinar had more than 400 people 

attend! 
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Communication Topics: A Look Ahead

• Spring 2018HBR University

• Summer 2018New EOB Design

• Summer 2018New SHPNC.org Website

• Summer 2018eBenefits Name Change

• Summer 2018
Population Health Management 

Communications

• Summer 2018Open Enrollment Communications

• Winter 2018New Member ID Card
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Samples of New ID Card
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