








What “devices” should be supported and which tools will add value?

As an example, members need to be segmented such that they can be “enrolled” into different 

campaigns for programs such as adherence. The experience that a newly diagnosed patient 

with an asymptomatic condition like high cholesterol needs is radically different that the experience 

that you would use to engage a long-term diabetic with a gap-in-care.  

Here’s an example we use at Silverlink which shows how you might use different data ele-

ments to customize a program for a patient based on both their personal data and the seg-

ment that they fit into.

By creating an experience that blends data from claims and pulls in data from devices, 

companies with the right technology infrastructure and partners will be able to improve 

patient trust and satisfaction. These are core fundamentals in improving engagement.

MEMBER A: 
Segment Connected Consumer

Age: 52

Gender: Male

Region: Urban

Plan Type: High Deductible

Conditions: High Cholesterol

30-Day Copay: $40.00

Preferred Channels: Call, SMS

Medication: Lipitor

New to Therapy: Yes

Ethnicity: Unknown

�

EDUCATIONAL CALL

Automated call letting the member know about the 

importance of adherence and offering access to (a) 

more information on high cholesterol and (b) an option 

to enroll into a text-message reminder program.

DAILY TEXT REMINDER

Text message reminder program that sends the mem-

ber a daily reminder for 14 days to help create a habit 

of taking medication (for asymptomatic conditions).

MONTHLY REFILL TEXT REMINDER

Monthly (quarterly) reminder to refill medication via 

SMS or automated outbound call based on preference.

SAVINGS CALL

After 90-days on the same strength, the member is 

encouraged to consider refilling medication with a 

generic or moving to mail order to address any cost 

barrier
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“ “

Helping patients access the medications that are shown 
to improve their health, and helping them stick to those 
medications, is one of the best ways to reduce overall 
health care spending and provide the greatest value for 
every pharmacy dollar.

Eric Elliott, President and CEO, Prime Therapeutics LLC38 

Next Steps The one thing that we all know is that change is the new constant. The “Great Recession” 

will change people’s attitudes in ways we may not realize for years. Health reform may 

have unintended outcomes that we may not realize for years. But, the fundamentals will 

remain the same.  

PBMs and pharmacies are foundational elements of our healthcare system. Consumers 

experience their benefits in many ways through their prescription drug benefit and the 

pharmacists, technicians, and customer support people that interact with them. This 

is an opportunity to become a critical element in the improvement of health outcomes 

in this country.  

At the same time, consolidation and competitive forces make differentiation an important 

strategy. That’s not always simple. Innovation is a critical element in creating not just 

short-term differentiation, but longer-term opportunities to grow market share and offer a 

robust consumer experience. To be successful at this, companies need to look at two critical 

themes:

          Using an evidence-based approach to consumer engagement.

          Developing integrated solutions that are patient-centric.

By focusing on these themes and developing a trusting relationship with consumers, 

PBMs and pharmacies will demonstrate their value in the future healthcare system. To 

do this, they need to focus on capturing data and turning it into insights and establishing 

processes and technologies that make this engagement a systemic solution. 
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