First Steps

Managing Change and Gaining Buy-In
What are the messages?
Use key messages consistently in all your communications regarding the change to the BHCG and Humana
Preferred. Give managers advance notice along with key messages to share, ensuring consistency when they
answer employees’ questions. Key talking points to consider in your communications with employees regarding
the BHCG and Humana Preferred include:
•

Standing together
Health care costs in southeast Wisconsin are among the highest in the Midwest and the nation. Local
employers compete nationally and higher health care costs put them at a disadvantage, affecting the local
economy. Collectively, as a community of employers and consumers, we can inﬂuence the health care market
and bring our costs in line with Midwest averages. We can be part of the solution!

•

A long-term strategy
This is a long-term strategy, not a short-term ﬁx. The BHCG will help us meet our needs now and in the future,
translating to less change from year to year.

•

A valuable beneﬁt
Your health care beneﬁts are an important part of your overall compensation. In order to continue offering
competitive health care beneﬁts, we need to keep costs down. The BHCG, in partnership with Humana, strives
for the best effectiveness at the best price by working with providers who are accountable for health care value.

•

Commitment to consumerism
Health care consumerism holds the potential to be an effective strategy against the growing health care cost
crisis. Humana Preferred has a variety of powerful tools to help you make better health care decisions, save
money and have the potential for better health outcomes.

Making the change
Joining the BHCG and offering Humana Preferred is an opportunity for employees and their families to become
more engaged health care consumers. The BHCG, as an advocate for consumers, drives provider accountability,
positively impacting both quality and cost of care. With assistance from the BHCG, Humana and your broker
or consultant, you can make the most of this important change. When you are well-armed with an effective
communication strategy, you can show your employees the many beneﬁts of BHCG membership.

Using the Business Health Care Group’s (BHCG) collaborative, market-driven strategies in tandem
with Humana’s high performance network, is “the right thing to do” – creating positive results for you
and your employees.
This document identiﬁes compelling reasons for the change and offers helpful key messaging and tips
to gaining buy-in. We hope to assist you in taking this ﬁrst step in controlling your company’s
health care costs, while helping your business community “move the market.”
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Managing change through communication

“Disruption” as opportunity
The network of providers associated with Humana Preferred (BHCG) is a narrower network than some in the
marketplace. This was done to create a competitive environment to obtain providers focused on efﬁciency and
effectiveness, resulting in lower costs for you and your employees.
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With a change to Humana Preferred , some health plan members may need to change physicians. However, this
message of change is positive when you consider the goals of the network and the opportunity to select providers
who have entered into a partnership based on accountability.
SM

In fact, when employees change physicians, it can give them a valuable “second opinion” concerning their health
and treatment options. Employers and employees beneﬁt from working with providers who are committed to:
•

Competitive pricing

•

Optimum efﬁciency

•

Effectiveness

•

Information transparency

Considering the data
Consider the following factors when reviewing a disruption report to get a clearer picture of how much change
your employees may experience:
•

•

Focus on primary care
Look closely at the primary care physicians your employees presently utilize. People generally see specialists
less frequently, often for a one-time event. Focus on primary care utilization – the most important disruption
factor – rather than total dollars spent on providers that are not in the Humana Preferred network.
Hospital costs
Although hospital costs may represent large claim dollar amounts, they shouldn’t be thought of as a major
disruption factor. A small percentage of members will actually use hospital services when compared with other
services. Remember, physicians may have admitting privileges at more than one hospital. Even if a particular
hospital is not in the network, an employee’s physician may be in that network and have admitting privileges
at a network hospital.

When members must change providers
How can you help when members need to change physicians?
•

Reinforce the beneﬁts of selecting Humana Preferred providers

•

Direct members to Humana’s dedicated BHCG customer service unit for help in selecting providers

•

Take advantage of on-site assistance available from Humana to help employees enroll and select physicians

•

Offer the following tips to help members select new providers:
– Do your research – learn what you can about your physician’s educational background, medical interests and
practice style (much of this information can be found online at Humana.com)
– Schedule an appointment to establish yourself as a new patient – if the provider doesn’t seem to be a good
ﬁt, don’t hesitate to look further
– Ask for recommendations from family members, friends and co-workers

•

If you offer onsite care, use this opportunity to encourage use of your onsite health care services for primary care

Communication is the key to effectively managing change. “If you don’t give people information, they’ll make up
something to ﬁll the void,” says Carla O’Dell, president of the American Productivity & Quality Center.
Employees are more accepting of change if they understand the reasons for it and the subsequent beneﬁts. Every
effort should be made in both written and oral communications to openly and honestly explain why a change
is being made. Also, what employees can expect because of the change. The following are suggestions for
announcing BHCG membership and a change to Humana Preferred:
•

Start early and repeat
Ideally, employees should be told no less than three months before the change is effective. The news should
be repeated at every opportunity – especially when you’re sharing beneﬁt information. Let employees know
where they can get their questions answered.

•

From the top
Initial communications regarding the change should come from the CEO or top management and address
the reasons for the change. Inform your employees why you support the BHCG initiative. Provide background
information about rising health care costs and the need for collective action and access to price and
quality information.

•

Mix it up and keep it simple
Use different mediums to get employees’ attention – e-mail, intranet, posters, meetings, and videos. Use clear,
consistent language, avoiding technical jargon.

•

Send it home
Communication should be sent home so that spouses and family members are aware of all changes and have
the opportunity to ask questions.

•

Educate and engage
Educate employees and spouses using the BHCG’s unique online video education modules, A Buyer’s Guide
to Health Care, as part of an ongoing communication strategy.

•

Offer onsite help
Schedule worksite information sessions for both employees and spouses using BHCG and Humana staff
assistance to answer questions or address concerns.

