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CDHP Information Strategy:  
the theory ...
• Employees have more cost 

responsibility …
• More likely to seek & use care 

management information tools
• E.g., Definity “Tools and Resources:”

– Care support and coaching
– Personal website
– Pricing & quality information



CDHP Information Strategy:  
is theory outrunning reality?
• Employee cost share now lower than 

‘60s to ‘80s (or Medicare) and rate of 
increase lower than other payers

• ‘Report cards’ have low use rates
• On-line health info services have low 

use rates; highest use by chronics
• CDHP plans have less reason to 

support care management strategies 
than did capitated managed care plans



• Help choosing providers and treatments:
– “Good doctors are everywhere, bad doctors are everywhere; I need to find what’s right for 

me.”
– “I think that results would really make a difference in helping select and then would also 

give the providers a message that folks are looking at their outcomes.”

• Successful communication:
– “The doctor listens to me, answers my questions, and gives me information about what he 

thinks is going on and what he proposes.  Also asks if I have further questions or 
concerns.”

• Best practices:
– “I’d still want to know why isn’t that physician following it?  If I had asthma and was 

considering going to this person, the questions I would ask to that physician are:  ‘Why 
aren’t you following the best practices, and tell me why what you’re doing is acceptable.’”

• Factors influencing care:
– “I don’t know how true it is, but there’s supposed to be something charged against the 

doctor’s account if he sends you to a specialist.”

What information do consumers 
want?



Key Decisions:
Should I see a 
doctor?

Info Needs:
What are the 
symptoms of 
diabetes?

Key Decisions:
How do I choose a 
doctor?
Should I be tested 
for diabetes?

Info Needs:
What kind of doctor 
should I look for?
What should I ask 
my doctor?
What should I tell 
my doctor about my 
lifestyle?
What will the exam 
be like?
Is diabetes curable?
What is different 
between a diabetes 
screening and test?
How do I interpret 
the results of my 
test?

Key Decisions:
How do I manage my diabetes?
How intensely should I manage my 
diabetes?

Info Needs:
What should my  management plan 
include?
How do I need to change my diet?
How much should I exercise?
Do I need to lose weight?
How can I lose weight?
What other lifestyle changes should I 
make (e.g., quit smoking)
How do I keep a record of my health?
Are there people who can help me?
Are there tools that can help me?
How often do I check my sugar levels?
What is a normal blood sugar level?
What raises and lowers blood sugar?
How do I know if I have low blood 
sugar?
What do I do if I have low blood sugar?
How do I know if I have high blood 
sugar?
What do I do if I have high blood sugar?
How do I take care of my eyes?
How do I take care of my feet?

Key Decisions:
How often should I see 
my doctor?
Should I change my 
treatment goals?

Info Needs:
What will the routine 
exams  be like?
What tests should my 
doctor give me regularly 
(e.g., HbA1c, LDL, bp)?
How do I interpret the 
results of my tests?
What changes should I 
report to my doctor/care 
team members?
Once diagnosed, how can 
my doctor/care team 
members help me?
Are my expectations of 
my doctor/care team 
members being met?
Am I managing my 
diabetes well?

Key Decisions:
How do I treat 
complications?
What should trigger a 
doctor/care team 
member visit?

Info Needs:
What complications can 
occur?
What if my meds stop 
working/do not work?
What happens if I get 
sick?
Are there meds I should 
avoid if sick?
What do I do in case of 
emergency?
What happens if I get 
pregnant?

Routine 
Follow-Up Visits
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Key decisions:
Should I be 
screened for 
diabetes?

Info Needs:
What is diabetes?
What are the 
causes of diabetes?
What are the risk 
factors?
Am I at risk?
When should I be 
screened?
How often should I 
be screened?
Can I prevent 
diabetes?
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Key Decisions:
How do I choose a 
treatment?
How do I set my 
treatment goals?
What type of 
doctor/care team 
should I see?

Info Needs:
What are my treatment 
options?
What are my target goals 
(bp, HbA1c, LDL, etc.)?
How do I learn how to 
manage my diabetes?
What meds do I need to 
take?
What are the side effects of 
these meds?
What happens if I do not 
take my meds?
Do I need to take insulin?
How do I take insulin?
How often do I take insulin?
What doctors/care team 
members will I work with?
Are there any alternative 
treatments?

Long-Term 
Consequences 

Key Decisions:
How do I know if I 
am better/cured?
Should I join/remain in a 
support group?

Info Needs:
How often should I see a 
doctor/care team 
member?
What are the long-term 
consequences of 
diabetes?
How do I prevent the 
long-term conseq. of 
diabetes?
Are there any support 
groups?
How will my life be 
different?

Information Needs
Diabetes decision map







CompareYourCare Goals
1.  Engage consumers in health care quality:

• Consumers rate their doctor’s care 
• Get coaching on communicating and partnering

2.  Increase awareness of quality issues for chronic 
diseases:

• Comparison to group scores and national benchmarks
• Validated self-report items
• Focus on guidelines, self-care and disease management

3.  Create public demand for quality care:
• Encourages consumers to take charge of their health and 

care
• Detailed information on areas where care is good or poor
• Feedback is positive, encourages partnership



• Participants like immediate tailored feedback
• Participants realize high impact of their input
• Low scores don’t justify changing doctors
• Participants feel responsibility to help doctors 

improve quality of care
• Want doctors to have ratings information
• Want to receive information from health plan or 

Internet

Consumer Research Findings



Alternative approach for 
performance feedback



• Segment population by information use habits
• If chronic population selects in, what tools do 

they need?  To what end (save them money, 
save plan money, improve quality, increase 
retention)?
– Should/can CDHP support provider selection?
– What database can support provider selection on 

dimensions of interest to members?
• Do members want coaching?  

– Is CDHP appropriate source?
– Is web effective medium?

Issues for CDHP Evolution


