Health plans have a lot in common with the modern diplomat. Diplomats
have to be objective, but still empathize with the needs of others. They play a

p central role in an industry, without directly controlling stakeholder behavior.
tO e St a b | I S h O u r Finally, they have to persuade their partners to act in the best interest of
y everyone involved.

Health Plan Diplomacy is about working with members to improve their
H e a I t h P I a n health outcomes. Health plans typically track the actions of their members,
but for successful Health Plan Diplomacy, health plans should track their
own actions. Below, we've included four diplomatic principles that plans

|
D I p I o I I I a Cy should apply to their member interactions and the corresponding metrics

to measure progress.

METRICS PLANS ARE TRACKING NOW METRICS PLANS SHOULD TRACK
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Understand negotiating partners
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Partner with organizations that have similar goals Frequency of Plan Action

PROVIDE . METRICS PLANS ARE TRACKING NOW ~ METRICS PLANS SHOULD TRACK
SAFE PASSAGE
Priority for Plan Action : Members in care Numbe_r.of occasions heal_th
.................................................................. : management programs plan facilitates transportation
1 50/ 0] Percentage of members
: Commercial population receiving personalized guidance
on cost savings
Investment Required 150/ Percentage of members
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Give partners space to change course

D EPLOY . . METRICS PLANS ARE TRACKING NOW  METRICS PLANS SHOULD TRACK
POWER SELECTIVELY i
Priority for Plan Action Aut_omatic PCP Number of PCP appointments

: assignment for HMO scheduled by plan
80% Number of in-person visits by
plan employee
Number of disputed claims
resolved by social worker

Selectively act to build plan legitimacy Frequency of Plan Action
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\ Achh_e Learn more about
B\(I)Ias&lry Health Plan Advisory Council Health Plan Diplomacy
Company advisory.com/hpac/memberengagement
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