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Millennials speak up about their health care expectations

Hospital and health system leaders and their boards continue to wrestle with how to engage
millennials (generally regarded as those born between 1981 and 1996) in managing their health.
They’re not alone. Many payers, tech companies and others allied to the field also are trying to
figure out what this generation wants from health care and how to retain millennials as
customers. Two new surveys offer some interesting perspectives.

A recent Welltok survey report contradicts some common assumptions about millennials —
namely, that they are primarily concerned with convenience and are less interested in accessing
primary care services. The company, which provides consumer data to payers, employers,
providers and public entities, says its polling found that 93% of millennials want a provider
relationship, but 85% feel that providers only care about them when they are sick. They also
want to feel supported in their efforts to improve their overall health.

Survey data showed that millennials strongly prefer a holistic approach to health, with 90%
saying they want support for emotional/mental health, adequate sleep and positive family
relationships. This tracks with research showing that millennials are experiencing more anxiety
than previous generations.
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And while fewer millennials have a primary care provider than those from other generations,
nearly half ranked providers as the first place they would go for support — ahead of their
employer, health plan or pharmacy. A Kaiser Health Foundation study conducted in July had a
similar finding about millennials not having a primary care doctor. That study found that 45% of
those respondents 18 to 29 years old did not have a primary care provider.

Welltok’s takeaways from the survey data for provider organizations include:

» Support holistic health: Yes, millennials want input when it comes to physical activity
and nutrition, but they also want support across all aspects of health. A 2018 white paper
from the TransAmerica Center for Health Studies based on its 6th annual Consumer
Health Survey noted that millennials are more mindful of their total health than other
generations and were more likely to explore integrative medicine options over the past 12
months, including mental health, chiropractor and acupuncture visits.

« Millennials want to be loyal: Nearly nine out of 10 respondents said they would be more
loyal to providers who support their total well-being.

« Millennials expect personalization: Providers must serve up relevant, personalized
experiences. More than 80% of responding millennials feel that if their providers knew
more about their health interests, goals and motivations, they would be able to serve them
better.

Millennials also are looking for payers to transform to meet their needs, according to results from
a recent survey by HealthEdge Software, which provides products and services to health plans.
This survey found that millennials have less trust in the current model of health insurance
administration than that of older generations and they expect payers to modernize.

In the survey of more than 5,000 customers, millennials had less trust in their health plans than
other generations, with only 53% saying they believe their current plan is most effective at
administering benefits. Millennials also were the least satisfied generation with how insurers
communicate, with only 62% saying they found communication satisfactory.

FITBIT FORMS ITS FIRST PARTNERSHIP WITH MEDICAID PLAN

In its first partnership with a Medicaid plan, Fitbit and WellCare of Georgia recently teamed up to



provide Medicaid enrollees who have type 2 diabetes with a
Fitbit device if they complete an annual diabetic retinal exam.

Starting Jan. 1, about 4,000 WellCare of Georgia Medicaid
enrollees will be eligible to receive a Fitbit Inspire device, along
with educational materials and activity challenges through
Fitbit's platform. Fitbit devices also will be offered next year in
Medicare Advantage plans offered by three insurers. For example, Fitbit devices will be a benefit
in 59 UnitedHealthcare plans across 27 states.

STRENGTH OF PARTNERSHIPS TO DETERMINE WALGREENS’ FUTURE

Even as its chief rivals, CVS Health and Walmart, continue to
grow through acquisitions and by increasingly adding in-store
health services, Walgreens Boots Alliance’s future will be et
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That’s the word from Stefano Pessina, Walgreens Boots

Alliance CEO, speaking at the recent Forbes Healthcare Summit. Pessina said his company’s
partnerships with Kroger, Microsoft and care providers like Humana’s Partners in Primary Care
and VillageMD, which develops primary care clinics, are the best and most efficient way to
transform.

Walgreens found itself in tough sledding after establishing wholly owned health clinics in 157 of
its stores. In October, the retailer said it plans to close all of these in-store clinics. If the company
decides to establish more in-store clinics, it will look for them to be run by third parties.

Financial analysts have been skeptical of Walgreens’ approach and whether it will generate
sufficient revenue and margins to compete effectively against its rivals. It remains to be seen

whether CVS Health’s plans to open 1,500 HealthHub clinics in its retail stores will prove that
greater scale will equate to greater financial success.

Due to the upcoming holidays, the next edition of Market Scan will be Jan.7.

We want to hear from you! Please send your feedback to Bob Kehoe at rkehoe@aha.org.
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