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Diabetes disproportionately affects racial and ethnic
minority populations, according to the Centers for
Disease Control.1
Socioeconomically disadvantaged populations are
less likely to receive an early-stage cancer diagnosis
than advantaged groups, ultimately giving them a
lower chance of survival, according to the American
Cancer Society.2
Black COVID-19 patients have died at 1.4 times
the rate of their white counterparts nationwide,
according to the COVID Tracking Project.3

Such facts are startling. They are especially concerning as
the healthcare industry continues to shift from volumebased care to value-based care, which ties positive
outcomes to financial success. Indeed, it is rapidly
becoming a “no outcome, no income” world for healthcare
organizations (HCOs). Add into the mix the realities
that come along with trying to address the worldwide
COVID-19 pandemic and HCOs certainly find themselves
struggling to succeed.
As such, the need to manage member health and achieve
optimal outcomes while controlling costs, is more critical
than ever. Unfortunately, traditional care management
strategies are failing to yield the right results. Indeed,
enabling successful vaccine roll out, improving overall
health across populations, and managing the total cost
of care is proving to be difficult without more innovative
tools, resources, and strategies.
Whole person health management programs can help.
Through such initiatives, which analyze both clinical and
socioeconomic factors, HCOs adopt strategies to:

•

Optimally engage members to improve their health

•

Prioritize opportunities for the greatest impact

•

Overcome hurdles that historically prevented HCOs
from achieving optimal results

These strategies, however, are dependent upon an indepth, holistic understanding of the individuals who make
up the populations being served. The importance of such
an understanding cannot be denied when considering the
fact that almost 80% of health outcomes are related to
social and environmental factors.4
Deep data and artificial Intelligence technologies can
enable HCOs to develop the holistic view of members
needed. Such a view includes an understanding of social
determinants of health (SDOH) such as race, ethnicity,
financial stability, employment status, availability of food,
affordability of housing, and access to healthcare.
When HCOs go beyond traditional medical care to
incorporate digital and data strategies that include SDOH
analysis, they can achieve better patient engagement,
as well as real-time and retrospective outcomes
improvements.
To successfully make this shift to manage the health of
members by understanding their holistic needs, care
providers must adopt highly proactive whole person
health programs, which address patients’ individual
needs by combining social and clinical data. With whole
person health programs, organizations can quantify
and understand SDOH risk, integrate SDOH risk with
clinical risk, address barriers to care, identify the right
interventions, deliver tailored member level interventions,
and partner with community-based organizations (CBOs)
to drive improved outcomes.
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Relying on Next Generation Data and
Analytics
The problem is that limited analytics and data integration
traditionally have prevented HCOs from gaining a deep
understanding of members or patients. Even when
embracing data tools, payers, providers, and community
organizations have struggled with data access and
interoperability challenges.
What’s needed to overcome these common barriers?
Sophisticated, integrated next generation data analytics
makes it possible for HCOs to identify:
•

Which members require targeted interventions

•

Specific barriers to care

•

Members who are most likely to benefit from
outreach

•

What care should be delivered, and how to best
deliver that care

Advanced machine learning analytics can help HCOs
understand current and rising risk, health conditions,
social barriers to care, and behaviors. They also help
care teams better map members’ journeys and the best
paths forward to improve outcomes. The insights gained
from using these sophisticated tools can help HCOs take
the guesswork out of where to allocate their extremely
limited resources and help them operate at the top of their
license. Add in predictive and prescriptive analytics as well
as domain expertise, and HCOS obtain a unified view that
supports actionable insights that can engage members
and align them with appropriate community-based
organizations (CBOs), resulting in higher care quality.

Large Regional Health Plan Goes
Beyond Measuring Clinical Risk
Data and analytics limitations often force organizations
to focus only on metrics related to clinical
performance.
This, however, only presents one aspect of a patient’s
journey, and cannot accurately gauge the current and
future risk of a patient.
At a large regional Blue plan, they were able to
pair clinical history, social factors and behaviors
with predictive and prescriptive analytics for a real
understanding of the risk facing a member.
Visibility into future and rising risk allowed the plan to
leapfrog beyond traditional care management into a
far more proactive strategy. With SDOH information
at hand, care teams look at the whole member,
understand their barriers to care, and design and
implement programs that mitigate risk and will be
much more effective than traditional care programs.

Indeed, a comprehensive data approach that integrates
SDOH and clinical attributes to create a holistic 360ᵒ
member view is imperative to drive improved outcomes.
SDOH data, in particular, is highly valuable as care teams
look to holistically understand members and patients.
By combining SDOH data with medical claims, pharmacy
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claims, lab biometric, and other data, care teams glean
a better understanding of real health status as well as
opportunities to engage and intervene.
Fortunately, SDOH data is available from public sources
and 3rd parties such as census, county health rankings,
EASI data, and Medical Expenditure Panel Surveys (MEPS).
Many organizations also can look to their analytics partner
for additional data that is not publicly available, such as
outside consumer data and benchmarking.
Layering predictive and prescriptive analytics on top of
this data, and incorporating the resulting insights into new
and current workflows, enables HCOs to make data-driven
decisions and design better programs.
In fact, HCOs with integrated, accessible data and strong
analytics capabilities – whether built in-house or through
strategic partnerships – can achieve better health
outcomes, quality compliance, and patient satisfaction.

Leveraging a Whole Person View to
Implement Successful Strategies
Understanding patient populations is only part of the
success equation. By embracing the right data and using
advanced analytics, HCOs can gain the holistic view that
makes it possible to:
Engage with members. Typically, HCOs will engage
when a member is at a health inflection point, already
ill or has been diagnosed with a condition that requires
a prescribed care plan, or when proactive engagement
will mitigate negative future health outcomes. Both
approaches are needed and when combined can lead
to optimal outcomes. In addition, combining social and
clinical aspects makes it possible to understand the
likelihood to engage, how to address social barriers, and
how to prioritize gaps by criticality.

Predictive and Prescriptive Analytics Can Be Used to Focus Resources
On The Most Impactable and Intervenable Members/Patients

TOTAL POPULATION

EMERGING RISK POPULATION
AT-RISK POPULATION

HIGHEST IMPACTABILITY

Proactively identify
cohorts of members with
current and future risk

Focus resources on most
impactable populations

SDOH & behavioral insights
drive prioritized,
engragements based on
who is most likely to comply

HIGHEST INTERVENABILITY
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Identify which members need help. Considering SDOH
can help to identify impactable members – or those with
gaps in care that can be prioritized and remedied. These
members have clinical and non- clinical conditions that
can be managed and improved through intervention. If
a member has a serious condition, such as diabetes, and
is non-compliant with their care regimen, they would be
considered highly impactable.
Increase compliance. As HCOs know all too well, just
because a member needs intervention does not mean
that member will comply. This is where care teams can
look to prescriptive analytics, such as intervenability, to
measure how likely a member is to respond to attempts
to change their behavior or to close gaps in care. These
measurements examine any psychosocial, lifestyle, and
other factors that might affect the member’s willingness
and ability to engage in a care plan.
Select the right engagement tools. Apps, web portals,
text messaging, coordination with community resources,
and other forms of digital engagement are all tools
currently entrenched within a health care ecosystem.
Analytics reveal what channel will be most effective and
identify what information members seek from health
plans or providers.

By addressing barriers to care, closing care gaps, and
engaging with high-priority, high-cost patients/members,
organizations can improve patient satisfaction, health
outcomes, and decrease medical spend.

Turning Insights Into Results
Insights gleaned using holistic member profiles are
useless until they are turned into action, however. As a
result, organizations must incorporate holistic member
information into care management workflow and digital
engagement tools, while also partnering with CBOs.
By tying the identification of which members are best
candidates for intervention, what barriers to care/ SDOH
need to be prioritized, and how to best deliver that care
into care management workflow tools, HCOs can create a
closed loop and streamlined processes.
To fully close the loop, though, organizations must track,
trend, and measure the success and outcomes of their
initiatives. Are these programs moving the dial? Were there
improvements in health or financial savings? Are they
seeing a return on investment? Should they reallocate
resources to other higher performing programs?
To answer these questions, HCOs must embrace
sophisticated outcomes analysis.
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Six key SDOH aspects reducing unnecessary readmissions,
ED visits and Inpatient stays
Standardized SDOH
Assessment
1
6

2

Clinical
Assessment

Bidirectional Integration between
community resources & EXL

SDoH
Levers
Tailored Care Pathways based on
Social and Clinical Determinants

Connects to community
resources to resolve care needs
3

5

4

Hyper-local Population
Information

Empowering Quality Care Delivery
Whole person health doesn’t just require insights into
members; health plans and providers must also
understand if they are offering the right level of care at
the right time. By understanding both non-clinical and
clinical factors, they can determine if needs are being
met. For instance, if a plan identifies that many members
in rural areas live 30 or more miles away from a primary
care physician, it can evaluate whether interventions such
as telemedicine, transportation, or home visits would
enhance member health, ensure compliance, and close
care gaps.

consumers’ needs for an enhanced experience. Such
product designs can act as differentiators to gain market
share.

Similarly, if a patient has a barrier of Isolation or health
literacy, the HCO can partner with community resources
to address these issues. Depending on how granular of an
understanding a health plan or provider has of its
members and patients, these strategies can be further
personalized. These insights also can help inform the
benefit design team to tailor products that meet

EXLSERVICE.COM

6

Embracing Whole Person Health Best Practices
For healthcare organizations to innovate with whole person health initiatives, they must look to understand the challenges
the members face and proactively address those with innovative approaches that include next-generation data and
analytics that deliver deeper insights to proactively and comprehensively manage member health. Organizations that
consider the following best practices will be well positioned to achieve their goals:

Develop a data strategy that looks
beyond traditional data and includes

1

clinical, social determinants of health
5

Track program performance and ROI

Make adjustments to current programs to
ensure optimal performance

2
Drive member engagement through
6

partnerships with CBOs and
multi-channel communication

Embed analytics and insights into current
care management workflow as well as

3

digital channels of member engagement
Achieve interoperability in order
7

Create a deep, meaningful longitudinal

consumer and the provider

and 360-degree view of members.
Determine ability to impact and
engage with an individual member,

to put data in the hands of the

4

with prioritized social and clinical
gaps that address barriers to health
& drive engagement
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EXL (NASDAQ: EXLS) is a leading operations management and analytics company that helps our clients
build and grow sustainable businesses. By orchestrating our domain expertise, data, analytics and digital
technology, we look deeper to design and manage agile, customer-centric operating models to improve
global operations, drive profitability, enhance customer satisfaction, increase data-driven insights, and
manage risk and compliance. Headquartered in New York, EXL has more than 32,600 professionals in
locations throughout the United States, the UK, Europe, India, the Philippines, Colombia, Australia
and South Africa. EXL serves multiple industries including insurance, healthcare, banking and
financial services, utilities, travel, transportation and logistics, media and retail, among others.
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