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Agenda

Overview of services available through Health Dialog

MyHealthConnection website and tools it provides

Discussion of the health risk appraisal on website
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Focus on Reducing 
Unwarranted Variation
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Herniated Disk 

In Santa Barbara, CA, a patient is 
6 times more likely to have surgery 
than in Bronx, NY

Coronary Artery Disease 

In Bloomington, IN, a patient is 
3 times more likely to have a 
bypass than in Albuquerque, NM

“In health care, geography 
is destiny”

Source: Dartmouth Atlas of Healthcare, 1999.



Copyright © Health Dialog Services Corporation 2006.  All rights reserved. 5

The Foundation for Informed 

Medical Decision Making was 

created by Drs. Wennberg and 

Mulley to generate materials to 

help patients become more 

meaningful participants in the 

treatment selection process.
John E. Wennberg 

M.D., M.P.H.
Albert G. Mulley, Jr. 

M.D., M.P.P.

The Foundation for Informed Medical Decision Making

Health Dialog’s 
Clinical Roots
Health Dialog’s 
Clinical Roots
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• Canadian ischemic heart disease patient study:  the incidence 
of revascularization surgery went down 23%.

Clinical Studies Have Shown That When 
Shared Decision-Making® Plays a Significant 
Role in the Treatment Selection Process…

• Iowa and Washington study of patients with serious back pain: 
the incidence of back surgery for spinal stenosis increased by 
10%; the incidence of back surgery for herniated discs went 
down by 30%.

• Group Health of Puget Sound and Colorado Region Kaiser 
Permanente benign prostate disease (BPH) study: the incidence 
of surgery rates went down by 40%.

…the care received is more appropriate and costs tend to decline
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John E. Wennberg 
M.D., M.P.H.

Albert G. Mulley, Jr. 
M.D., M.P.P.

Dr. John Wennberg and Dr. Albert 
Mulley argue that the “Right Rate”
is the rate that results when 
patients are fully informed and their 
values and preferences are 
important factors in the treatment 
selection process.

The Right Rate…
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Based on a philosophy that:

– Builds relationships and trust,

– Promotes learning and self-reliance,

– Motivates individuals to become more pro-active 
and confident in all aspects of their health 
management, 

– Focuses resources where they can do the most 
good.

BCBSND MyHealthConnection 
Health Coaching program
BCBSND MyHealthConnection 
Health Coaching program
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Individual assessment and
change support

Health Dialog offers a full suite of applications that provide 
individuals access to “prescription strength” information

Health tools that are supported by experienced Health 
Coaches, who are available 24/7 to support individuals 
across the full continuum of care.  

They are specially trained healthcare professionals (e.g., 
nurses, dietitians, and respiratory therapists), that help 
individuals understand their conditions and engage in 
more meaningful dialogs with their physicians. 

Our whole-person approach means our Health Coaches 
can address each member’s broad range of healthcare 
needs, including individuals interested in making 
meaningful lifestyle and behavior change.
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The Patient Profiles database and the Content database

Preference Sensitive 
Conditions (Cancer, 
BUC, or Back Pain 
Treatments, etc.)

Healthy 
Living 

Support
Urgent Needs 

Support
Complex 

Care

Whole Person Health Coaching

Chronic and other 
Targeted Conditions Management

Whole Person 
Health Coaching

Corporate Health 
Assessments
Personal Health 
Assessments
Lifestyle Risk 
Reduction programs 
(e.g., Smoking 
cessation, weight 
management)
On-site programs
Etc.
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The Patient Profiles database and the Content database

Preference Sensitive 
Conditions (Cancer, 
BUC, or Back Pain 
Treatments, etc.)

Healthy 
Living 

Support
Urgent Needs 

Support
Complex 

Care

Whole Person Health Coaching

Chronic and other 
Targeted Conditions Management

Healthy Living Support
Vision

Key Health Dialog Building Blocks

Evidence-based 
Content & 

Interventions

Measurement & 
Evaluation for 
Improvement

Enabling 
Technologies

Corporate Health 
Assessments
Personal Health 
Assessments
Lifestyle Risk 
Reduction programs 
(e.g., Smoking 
cessation, weight 
management)
On-site programs
Etc.
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Behavior Change 
Tools

Motivational Interviewing

Readiness for change

Focus on key areas that are routinely missed in patient 
education efforts: 
– Identifying the true barriers to change
– Goal setting
– Lifestyle choices like smoking, nutrition, physical activity and weight control
– Acceptance of condition(s) and one’s own role as leader of their health 

management team
– Communication with doctors, pharmacists, family and friends
– Planning Skills
– Treatment and medication adherence strategies to overcome barriers
– Making the behavior change process a fun and positive experience
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Reaching and engaging more individuals will reduce  
inappropriate medical spending because people will be 
heavily involved in the decision about treatment and the 
decision will be largely focused on what they value. 

“Push” = Activities in which Health Dialog reaches
out to individuals directly

“Pull”= Activities in the employer setting or community
that create awareness, self-identification and motivation
for individuals to access health management programs

Strategies for Achieving Results
“Push” and “Pull” Tactics 



Copyright © Health Dialog Services Corporation 2006.  All rights reserved. 14

Strategies for Achieving Results
Pull Activities

Health Dialog’s expertise in predictive modeling can 
help Health Coaches know when to make outbound 
calls, or send postcards and letters, to high-needs 
individuals to manage conditions more effectively 
and close identified gaps in care.

Pull activities are not enough, as they can often be 
down stream from the start of the need for support.
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Outreach Activities Contact 
Streams—An Example
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Without 
Employer 
Outreach

Individual

Recognizes
Condition Visits 

PCP

Visits
Specialist

Processes 
PCP

Claim
Identifies
Individuals

Conducts 
Outreach

Has MRI

May have 
already made 

decision prior to 
program
access

Visits 
Acupuncturist

Coaches 
Individual

Time (0-6 months)

HD Health Coaches

With 
Employer 
Outreach

Recognizes 
Condition

Speaks With 
Health Coach

Accesses
Tools

Coaches 
Individual

Develops 
Plan

Visits 
PCP

Time (0-6 months)

Coaches 
Individual

Speaks With 
Health Coach

Individual

HD Health Coaches

Through traditional 
channels, individuals 

with medical 
conditions can get 
lost in the system 

before being reached 
through a campaign 
and speaking with a 

Health Coach.

Employer-based 
(pull) identification, 
reach and education 
initiatives are key to 
early intervention –
which helps avoid 

inappropriate 
supply-sensitive 

care.

Chooses final 
treatment based 

on values and 
preferences

Strategies for Achieving Results
Rationale for “Pull” approach
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Strategies for Achieving Results
Pull Activities for BCBSND

Health Events- with counselors who can help participants 
seek information and support through health coaching

Magnets- easy to read numbers placed in key areas of the 
home act as timely reminders of available resources

Health and Wellness Coordinator Referrals- people who 
work closely with others are often in the best and easiest 
position to know that an individual is struggling in the midst 
of cascading events

Trigger Words- listening for trigger words, like upcoming 
tests, procedures, multiple medications, pain, no PCP, can 
help remind supervisors and managers that they can play 
a key role in referring employees to health coaching
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Shared Decision-Making®
Video materials

These materials help eligible members work with their 
providers to make decisions that reflect their values and 
preferences. 

The materials are available to eligible members through 
Health Dialog’s Health Coaches. 
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Why this service is needed?

The Quality of care is directly related to:
How informed you are

How well you interact with your health care provider

Whether or not what is important to you has been 
taken into consideration

How confident you feel in navigating the healthcare 
system 
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Agenda

Overview of services available through Health Dialog

MyHealthConnection website and tools it provides

Discussion of the health risk appraisal on website
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MyHealth Connections 
Web Tool – Dialog Center

Easy to navigate tabs and active links

Active links to Health Alerts and 
the latest Health News

www.thedialogcenter.com/bsbcnd
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Dialog Center
Health Information



Copyright © Health Dialog Services Corporation 2006.  All rights reserved. 23

Dialog Center
Healthwise® Knowledgebase

A comprehensive, searchable online encyclopedia 
covering general and symptom-based health issues to 
significant and chronic health concerns. 

The Healthwise® Knowledgebase also includes 
information about medications, surgical procedures, and 
decision guides that support Health Dialog’s Shared 
Decision-Making® methodology.
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Dialog Center 
Healthwise® Knowledgebase
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Dialog Center 
Healthwise® Knowledgebase
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Dialog Center
Health CrossroadsSM

A Web site developed in conjunction with the Foundation 
for Informed Medical Decision Making (The Foundation)
Provides unbiased, evidence-based information about 
significant medical conditions organized around key 
decision points
Each CrossroadsSM module includes: 

an overview of all decision options, 
questions to consider, 
patient perspectives, 
research abstracts, 
related web sites vetted by The Foundation, 

And summaries to print and review with family members 
and/or healthcare providers.
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Dialog Center
Health Crossroads

Decision Support 
tool for significant 
medical conditions 
including Chronic 

Back Pain
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Agenda

Overview of services available through Health Dialog

MyHealthConnection website and tools it provides

Discussion of the health risk appraisal on website
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The PHA is the beginning 
of the journey

Health Dialog incorporates a Health Risk Assessment / Personal 
Health Assessment process that supports individuals to make an 
action plan, adhere to the plan, and manage and monitor their health
over time.  

The Personal Health Assessment provides a unique introduction to
Shared Decision-Making by:
– Creating general awareness of the importance of Shared 

Decision-Making
– Establishing a framework and learning model for improving 

individuals’ health and lifestyles 
– Providing each individual with a meaningful action plan as part of 

a regular “personal planning” process for managing health
– Promoting specific support and resources that are available 
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Health Tools
“How’s Your Health?”

“How’s Your Health?” captures 
general health and lifestyle risks, 

motivation around healthy behaviors, 
support systems etc.
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“How’s Your Health?”
Actionable Output

Outline positive attributes in 
managing individual’s health

Provide insights on “gaps” in 
care/knowledge/support

Identify chronic condition co 
morbidities and clinical risks

Provide worksheet for keeping 
notes and next steps with 
doctor

Illustrative
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“How’s Your Health?”
Action Form

Action form is designed to be 
printed for discussion with 

health care provider

Captures general health 

and well-being
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“How’s Your Health?”
Chronic Conditions

Additional takeaway to provide guidance for individuals with Chronic Conditions to 
build self-confidence and self-reliance and to identify topics to discuss with doctors

Illustrative

Identifies chronic 
conditions

Provides information and 
tips to assist in managing 
conditions

Identifies specific gaps in 
care, education, and self-
management of condition
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“How’s Your Health?”
Action Triggers

Tailored messages appear, 
prompting the participant to take 
action (e.g. call health coach,  
enroll in education/support 
program, etc.)

Illustrative
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“How’s Your Health?”
My Goals

Participants are 
given the opportunity 
to record their own 
personal health 
goals for health 
issues identified by 
the survey

Illustrative
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“How’s Your Health?”
Education and Support

Refer participants to 
online programs and 
resources including

– Healthwise®
– Approved health 

information (e.g. NIH) 

Provide resources 
that offer support and 
encourage self-
confidence

Illustrative
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