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SUBJECT
This briefing focuses on the County’s partnership with WebMD for administering the wellness assessment and action plan components of the 2010-2012 Health Reform Initiative’s Healthy Incentives program.
SUMMARY
2010 marks the first year in a new partnership with WebMD for administration of the Healthy Incentives program’s wellness assessment and individual action plans.  Beginning this year, regardless of the results of the wellness assessment, all employees and spouse/domestic partners must participate in a WebMD lifestyle improvement program (e.g., exercise, nutrition, weight management or stress management), the County Live Well Challenge, Weight Watchers at Work, or the Quit for Live Tobacco Cessation program.  Coaching calls are now optional.
The initial reaction to the program has been variable.  The newness of the program has produced predictable confusion among employees and spouses/domestic partners who had grown comfortable with the previous program.  
The final year of the Healthways contract ($1.125 million) was about $400,000 more than the estimated first year costs of the WebMD contract ($725,000).  This is largely due to the anticipated significant reduction in coaching calls.
BACKGROUND
The County’s Healthy Incentives program began in 2006.  The program was designed to encourage employees and their covered spouse/domestic partners to take ownership of their health.  Employees and covered family members have continued to receive the same level of medical coverage as in previous years, but participation in Healthy Incentives affects their out-of-pocket expenses for coverage each year. 
2010 marks the first year in a new partnership with WebMD for administration of the Healthy Incentives program’s wellness assessment and individual action plans.  (Previously, this was performed by Healthways.)  Participation begins early each calendar year with a wellness assessment that identifies behaviors that put someone at higher risk for developing a chronic disease such as diabetes, heart disease or coronary artery disease.  After taking the wellness assessment administered by a third party (previously Healthways, now WebMD), employees and their spouse/domestic partners participate in an action plan based on their risk of developing a chronic disease.  
Prior to 2010, individuals determined to be low risk were asked to keep a diary of regular exercise or nutrition, while moderate- and high-risk individuals received three calls from a health coach.  In 2010, for the first time, all employees and spouse/domestic partners must participate in a WebMD lifestyle improvement program (e.g., exercise, nutrition, weight management or stress management), the County Live Well Challenge, Weight Watchers at Work, or the Quit for Live Tobacco Cessation program.

Three levels of out-of-pocket expenses are determined by participation.  In order to earn Gold, the lowest expense level, employees and their spouse/domestic partners must each take the wellness assessment and complete their individual action plan.  If an employee and spouse/domestic partner complete only the wellness assessments, they earn Silver.  Employees who do not complete the wellness assessment (or whose spouse/domestic partners do not complete the wellness assessment) are assigned to the Bronze out-of-pocket expense level.

ANALYSIS
Over the past three years, Health Reform Initiative (HRI) staff has collected feedback from employees and their spouses and domestic partners about the Healthy Incentives program. Certain themes emerged: 
· Need for greater choice in individual action plans; 
· Need to be credited for good work already being done to maintain or improve health; 
· Inequity in individual action plans – more work to log activity than take three coaching calls; and 
· Interest in a program proven through research to establish and maintain healthy behaviors (people did not want to feel like they were “jumping through hoops”).
WebMD’s core technology platform allows for significant customization, so the County’s action plans were tailored in response to the employee feedback described above.  For example, a wide variety of individual action plans are available to members, with some requiring detailed tracking and others requiring simply clicking a box to record activity, as described below:

· Online (or paper) WebMD Exercise Lifestyle Improvement Program:  10 phases of exercise readings, 50 online planner entries
· Online (or paper) WebMD Nutrition Lifestyle Improvement Program:  10 phases of nutrition readings, 50 online planner entries

· Online WebMD Weight Management Lifestyle Improvement Program:  10 phases of weight management readings, 50 online planner entries

· Online WebMD Stress Management Lifestyle Improvement Program:  10 phases of stress management readings, 50 online stress management planner entries

· King County Live Well Challenge:  Log activity on 5 or 7 days during the 10-week challenge

· Weight Watchers at Work:  Attend 10 meetings in either a 13 week or 17 week series

· Quit for Life Tobacco Cessation Program:  Participate in 5 telephone based tobacco cessation counseling sessions

HRI staff indicate that the array of individual action plans now included in the program are responsive to employee feedback, providing greater variety, more equity in level of effort required, allowing credit for programs employees are already participating in through work (i.e., Weight Watchers and the Live Well Challenge) or on their own, and the programs are based on scientifically proven behavior modification aids.
Employee Feedback on WebMD Health Assessment and Action Plans 
Health Reform Initiative (HRI) staff is already soliciting feedback from employees and spouses/domestic partners through webinars and through the customer service organizations at WebMD and the county.  HRI staff reviews feedback on a weekly basis and is planning a survey and focus groups to solicit feedback from employees, as well as spouses/domestic partners.  This feedback will be used in working with WebMD to modify the program in future years.
The initial reaction to the program has been variable.  The newness of the program has produced predictable reactions from employees and spouses/domestic partners who had grown comfortable with the previous program.  HRI staff indicate that members appear to be growing more comfortable with the program requirements and their ability to track their progress in the online programs.  However, employee feedback has not been tabulated or analyzed formally.
In response to feedback, Health Reform Initiative staff created help guides and implemented a comprehensive outreach effort.  Outreach has included department-specific help days, online webinars, and online and printed help guides to help users as they learn to navigate the new program.  (Attachment 1 contains a “Frequently Asked Questions” page from the Healthy Incentives web site.)  As users have become comfortable with the new tools and the program requirements, HRI staff have received consistently positive feedback about the usefulness of the online tools and the value added elements of the online content provided by WebMD.  It is also worth noting that in the first year of the program (2006) employees experienced similar levels of confusion.
Main Problems Encountered by Employees:
Members are easily navigating the registration process as well as the wellness assessment, but the new WebMD online Individual Action Plans have created confusion.  (Refer to a sample action plan help guide in Attachment 2.)  Commonly asked questions focus on: 
· Time required to complete action plans

· Whether journaling is required – journaling is an optional feature of the WebMD online action plans 
· What counts as an entry in the WebMD action plans 
· How to complete a phase and why phases cannot be completed more quickly than one phase per week. 
HRI staff anticipates making some changes from year to year. Some of the changes we are already discussing for next year include:

· Limit credit received in online planners to one entry per date.  This will not limit the number of planner entries that members can put into the system on a given day, but it will not allow them to accumulate an unlimited number of entries for a given date. This will encourage people to remain engaged for at least 10 weeks.

· Presentation of wellness assessment results before selection of Individual Action Plans.

· More direct flow from the selection of an Individual Action Plan to the start of that Individual Action Plan in the online user experience.
Anticipating employees’ confusion, HRI staff initiated a communications effort about the program during the summer of 2009 with 13 worksite presentations in August and September.  They followed up with a second round of worksite presentations in December, and then in January launched more detailed information and personal help to walk people through the changes.

Six staff from the Health Reform Initiative and Benefits, Payroll and Retirement Operations have conducted outreach from January through March, including providing web materials, webinars and help days. The extent of the outreach is detailed below:
· Help Days: 13 sites, 430 individuals participated
· Webinars: 18 webinars over six weeks, 260 individuals have attended so far, 33 are registered for future webinars
· Web Resources:

· King County’s Healthy IncentivesSM page has been visited 17,565 times since the beginning of January.

· The January Health Matters article about how to earn Gold was read 3,200 times.

· The February Health Matters on Individual Action Plans was read 572 times.

· The individual action plan overview guide has been downloaded 4,899 times.

· Help guides have been downloaded 2,320 times from King County’s Healthy IncentivesSM site. (WebMD is not able to track downloads from its site.)

WebMD Contract Costs:

Staff requested information on the costs associated with the WebMD contracts, as well as costs associated with the previous vendor contract.  These costs are shown in Table 1 below.

	Healthways 2009 Contract Costs and WebMD 2010 Contract Costs

	Cost Categories
	Healthways

20091
	WebMD

2010

(estimated)2

	Implementation/program administration
	$78,750 (7%)
	$297,250 (41%)

	Online services
	$56,250 (5%)
	$188,500 (26%)

	Paper programs
	$78,750 (7%)
	$101,500 (14%)

	Wellness coaching
	$911,250 (81%)
	$36,250 (5%)

	Tobacco cessation program
	$0 (0%)
	$94,250 (13%)

	Total Costs
	$1,125,000
	$725,000

	Notes:

1:  The 2009 Healthways contract was the fourth contract year, and did not include any implementation costs.  The first Healthways contract (2006) was $1.4 million.

2:  Final costs will be based on how many individuals participate in coaching calls.  The coaching call participation rate is assumed to be under 4 percent.


Staff is looking into the difference in program administration costs, but had not yet received a response when the staff report was being developed.
As shown in the exhibit above, the final year of the Healthways contract ($1.125 million) was about $400,000 more than the estimated first year costs of the WebMD contract ($725,000).  The primary cost driver in the Healthways contract was the coaching calls.  These calls were required for employees and spouses/domestic partners in the moderate/high risk category to achieve the Gold level of out-of-pocket expenses.  

Under the new program, individuals can choose to participate in coaching, but the participation rate is assumed to be less than 4 percent, contributing to a lower overall contract cost under WebMD.  As of February 16th a total of 101 members have elected to participate in coaching.  Coaching will be offered throughout the year and is not tied to the incentive, so estimating the annual figure and associated cost at this time is difficult.
ATTACHMENTS
1. Healthy Incentives Frequently Asked Questions
2. WebMD Individual Action Plan Help Guide Example – Stress Management
ATTACHMENT 1

Healthy IncentivesSM Program 2010

Frequently Asked Questions

· GENERAL
· How much is this costing the county?
· Is my information safe?
· How does the program comply with GINA?
· Do I have to participate in the Healthy Incentives(SM) program if I’m healthy?
· If I have a health condition will it affect my color status?
· How does someone without regular online access participate?
· REGISTER
· Why do I have to have an e-mail to participate in the Healthy Incentives(SM) program?
· I don’t have a computer or an e-mail account. How do I set up an account?
· How do I register for the new Healthy Incentives(SM) program?
· STEP 1: Take the Wellness Assessment by 4 p.m. February 26, 2010 (updated January 25, 2010)
· When can I begin the Wellness Assessment? My Individual Action Plan?
· Can I still take the wellness assessment on paper?
· I received a score after taking the wellness assessment. What does my score mean?
· STEP 2: Complete an Individual Action Plan by June 30, 2010
· Why is there no more coaching?
· How do the new individual action plans work?
· How long do I have to complete my individual action plan?
· When is the latest I can begin my individual action plan and meet the deadline for earning the gold out-of-pocket expense level for next year?
· Ten weeks is a long time to keep a daily log. What happens if I miss a day?
· What are Lifestyle Improvement Programs?
· What are the individual action plans offered this year?
· STEP 3: Track Your Progress on the Rewards Page
· You say I can track my progress. How do I do that?
· If I can track my own progress, can I also track the participation of my spouse/domestic partner?
 
GENERAL
TO TOP
 
How much is this costing the county?
As with other county programs, the Health Reform Initiative has reduced its budget and tightened its belt. One of the biggest savings came from our new contract with WebMD which reduced the cost of the program by 40 percent.

Our new partnership with WebMD not only comes at a significant savings, but has allowed us to enhance the Healthy IncentivesSM program to respond to employee feedback and be more effective at improving health. Because of the many customizations allowed by WebMD, we were able to take advantage of their expertise and tailor it to the needs of our employees. For example, the individual action plans offered will give participants the variety they want while being scientifically proven to aid in behavior modification.

We are currently working hard with WebMD to finalize customizations in the individual action plans and the Wellness Assessment and will be able to provide more details on the enhanced Healthy IncentivesSM Program in December and January.

More than a hundred research studies in both corporate and governmental settings have documented the economic advantages of Worksite Health Promotion Programs, including reduced absenteeism, reduced injuries and worker’s compensation costs, reduced medical care costs, reduced employee turnover, as well as enhanced productiveness, greater worker satisfaction, and improved morale.

TO TOP
 
Is my information safe?
WebMD is an industry leader in the privacy and security of electronic health information and communications.

The information that you provide WebMD is available only to you and those you authorize.

For instance, if necessary for your own health management, you may wish to share your personal information with others such as your doctor, emergency rooms or other healthcare providers.

Please read our privacy policy for a full explanation as to how your health information will be handled and disclosed. Here's a summary of some important points:

· Unless specifically authorized by you, or legally required, WebMD will not release any data in which individuals can be personally identified.

· WebMD does analyze data and produce reports for client organizations (such as King County), but only using data collected from large populations of users. Such aggregate data cannot be used to identify any individuals. Clients use aggregate data to better understand the needs of their organization and design appropriate health improvement programs to meet those needs.

· WebMD helped create the Hi-Ethics Principles as a founding member of the Hi-Ethics alliance. They are committed to helping consumers improve their health and the health of their families. WebMD has received e-Health accreditation and privacy seal awards from URAC (formerly the American Accreditation HealthCare Commission), TRUSTe and HON for our high quality standards and privacy practices.

TO TOP
 
How does the program comply with GINA?
GINA is the Genetic Information Non-discrimination Act of 2008. GINA is designed to protect Americans against discrimination based on their genetic information when it comes to health insurance and employment. GINA prohibits employers from requesting information about family medical history on health risk assessments. The Wellness Assessment offered by WebMD does not include any family medical history questions and is therefore compliant with the GINA regulations.

TO TOP
 
Do I have to participate in the Healthy Incentives(SM) program if I’m healthy?
All King County employees who want the lowest out-of-pocket expense level must participate in Healthy IncentivesSM. Cost savings come not just from improving the health of unhealthy people, but in keeping healthy people healthy as they age. In addition to helping those who want support in improving their health, Healthy IncentivesSM is designed to support people in maintaining healthy habits.

TO TOP
 
If I have a health condition will it affect my color status?
Health conditions do not affect your color status, only your participation in the Healthy IncentivesSM program.

TO TOP
 
How does someone without regular online access participate?
We recognize that some county employees have limited access to computers at work and home, so paper versions of the wellness assessment and individual action plans are still available. Paper wellness assessments can be obtained by contacting Benefits, Payroll Retirement and Operations, and paper individual action plans are available by contacting WebMD. Paper programs cost the county $18 per person, so we encourage everyone to use the online programs whenever possible.

TO TOP
 
REGISTER
TO TOP
 
Why do I have to have an e-mail to participate in the Healthy Incentives(SM) program?
Having an e-mail account will ensure you get vital information about program deadlines from WebMD and ensure you receive health information that supports you based on your wellness assessment answers. This means you will only get the information you need and want.

TO TOP
 
I don’t have a computer or an e-mail account. How do I set up an account?
You can access free computers through your local library or through Benefits, Payroll and Retirement Operations in The Chinook Building at 401 Fifth Ave. in downtown Seattle. After signing on to the internet, go to www.gmail.com orwww.hotmail.com and follow instructions for creating a new account.

If you are new to the internet and would like more information on setting up a free email account, visit our "How To . . ." pages for setting up a Gmail account and setting up a Hotmail account.

TO TOP
 
How do I register for the new Healthy Incentives(SM) program?
Your WebMD welcome packet will arrive in the mail at the end of December. The blue letter in the packet will have your new Healthy IncentivesSM ID. To register, go to www.kchealthyincentives.com and enter your ID.

TO TOP
 
STEP 1: Take the Wellness Assessment by 4 p.m. February 26, 2010 (updated January 25, 2010)
TO TOP
 
When can I begin the Wellness Assessment? My Individual Action Plan?
You can begin the Wellness Assessment as early as Jan. 1, 2010. When you begin your Individual Action Plan depends on the plan you choose. If you choose one of the WebMD Individual Action Plans or the Free and Clear tobacco cessation program, you can begin immediately. The Live Well Challenge, which is now an Individual Action Plan, runs March 22–May 30. To participate in Weight Watchers at WorkSM as an individual action plan, check the meeting schedule to see when the next series begins. Just make sure you begin your Individual Action Plan in time to complete it by June 30, 2010.

TO TOP
 
Can I still take the wellness assessment on paper?
We recognize that some county employees have limited access to computers at work and home, so paper versions of the wellness assessment and individual action plans are still available at a cost of $18 per person to the county.

TO TOP
 
I received a score after taking the wellness assessment. What does my score mean?
Your Wellness Assessment score, called a WAQ Score throughout the site, is derived from the answers you provide. The score reflects your overall health risks, whether or not you have existing health conditions and how up-to-date you are on routine health exams and screenings. Only you see your WAQ Score, which you can use as a tool to measure and improve your personal health.

Your WAQ score does not determine your Individual Action Plan options or your final out-of-pocket expense level. Your final out-of-pocket expense level is based on your participation in the Healthy IncentivesSM program. Your Individual Action Plan options are based on your specific risk factors.

When you update your answers to the wellness assessment, you receive a new score. Updating your answers to the wellness assessment will not result in a different Healthy IncentivesSM out-of-pocket expense level, but the tool is available throughout the year to help you to manage your health goals. When you do update your wellness assessment, you will see the previous score below the updated score so you can see how the score has changed. A higher score suggests an improvement, while a lower score indicates a decline.

TO TOP
 
STEP 2: Complete an Individual Action Plan by June 30, 2010
TO TOP
 
Why is there no more coaching?
Employees asked for more equity among individual action plans. Low-risk individuals felt they were working harder than those taking coaching calls. Even high-to-moderate risk employees wanted a plan that was better at helping them change their behavior. With everyone keeping track of their activities, equity is no longer an issue. Plus, keeping track of activities has been shown to more effectively promote behavior change. Coaching is still available to help you reach your personal health goals, but coaching alone will not earn the gold out-of-pocket expense level.

TO TOP
 
How do the new individual action plans work?
An Individual Action Plan Guide gives you more information on how each plan works and what the qualifications for completion are.

TO TOP
 
How long do I have to complete my individual action plan?
To earn the gold out-of-pocket expense leve, your individual action plan must be completed by June 30, 2010.

For a WebMD Lifestyle Improvement Program, that means you must enter at least 50 days of activity and complete 10 phases of reading over a 10-week period of time. You cannot complete more than one phase of reading a week so you need to start the reading by April 20 in order to have enough time to complete all phases.

For Weight Watchers at Work, you must attend 10 weekly sessions. Individuals participating in Quit For Life must complete 5 counseling sessions by June 30, 2010. The Live Well Challenge has fixed participation dates – March 22 through May 30.

Paper individual action plans must be received by June 30, 2010.

TO TOP
 
When is the latest I can begin my individual action plan and meet the deadline for earning the gold out-of-pocket expense level for next year?
The Individual Action Plan Guide will give you more information on how each plan works and when you need to begin each plan so you can complete it by June 30, 2010.

TO TOP
 
Ten weeks is a long time to keep a daily log. What happens if I miss a day?
All of the individual action plans allow for missed days. None require you to log every day.

TO TOP
 
What are Lifestyle Improvement Programs?
Lifestyle Improvement Programs are Individual Action Plans designed by WebMD.

WebMD’s Lifestyle Improvement Programs provide the information, tools and support you need to stop smoking, eat healthier, manage your weight, improve your fitness and manage stress.

These personalized, self-paced online programs have a proven track record in helping individuals change their behavior. With step-by-step instructions that reinforce positive behavior, you’ll find that little changes add up.

TO TOP
 
What are the individual action plans offered this year?
The number of individual action plans offered has increased this year to seven. You can choose among Weight Watchers at Work®, the Live Well Challenge, Free and Clear tobacco cessation, and WebMD’s online exercise, nutrition, weight management or stress management programs. The WebMD exercise and nutrition programs are the only ones available on paper.

TO TOP
 
STEP 3: Track Your Progress on the Rewards Page
TO TOP
 
You say I can track my progress. How do I do that?
Go to www.kchealthyincentives.com (beginning Jan.1, 2010) and select “Step 3: track your progress” in the menu on the left side of the page. You will arrive at a Rewards page, which shows you the steps you have completed and your individual out-of-pocket status.

TO TOP
 
If I can track my own progress, can I also track the participation of my spouse/domestic partner?
WebMD’s state-of-the-art security ensures that each individual’s information is kept private and confidential. You are the only one who has access to your information, and your spouse/domestic partner is the only one who has access to his/her information.

In July, you and your spouse/domestic partner will each receive a letter with the final family out-of-pocket expense level for 2011 based on both your participation and the participation of your spouse/domestic partner.

TO TOP
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