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Co xHe a lt h  Co n su m e r St ra t e g y

CURRENT STATE
W h e re  is  t h e  Co xHe a lt h  
fin a n c ia l e xp e rie n ce  
t o d a y?

IDEAL J OURNEY
W h a t  d o e s  Co xHe a lt h ’s  
id e a l fin a n c ia l jo u rn e y lo o k 
like ?

P RIORITIZATION
Give n  re so u rce  
co n st ra in t s , w h a t  
o p p o rtu n it ie s  d o  w e  
p rio rit ize ?  

GAP S
W h e re  a re  t h e  b ig g e st  
o p p o rtu n it ie s  b e tw e e n  
cu rre n t  a n d  fu tu re  s t a t e ?

KEY O UTCO MES

GENERATE 
ALIGNMENT

CREATE 
OW NERSHIP

IDENTIFY SYSTEMIC 
BARRIERS & ENABLERS
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Co n su m e r Fin a n c ia l Exp e rie n ce  

P u rp o s e : 

De live r a  fin a n c ia l e xp e rie n ce  t h a t  w ill g row  a n d  su st a in  con su m e r loya lty t o  
ca re  a t  Co xHe a lth  w h ile  im p ro vin g  fin a n c ia l ou t com e s. 

Vis io n : 

Ou r con su m e rs a re  e m p ow e re d  b y a  se a m le ss  a n d  p e rson a lize d  fin a n c ia l 
e xp e rie n ce . Ou r t e a m  is  e m p ow e re d  to  d o  th e  rig h t  t h in g  to  d e live r t h is  
e xp e rie n ce  t h rou g h  e ffe c t ive  a n d  e ffic ie n t  op e ra t ion s.

P u rp ose  a n d  Vision

IDEAL J OURNEY
W h a t  d o e s  Co xHe a lt h ’s  
id e a l fin a n c ia l jo u rn e y lo o k 
like ?

1
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Con su m e r Fin a n c ia l Ma t u rit y Cu rve

Cu ltu re  & Se rvice
Exce lle n ce

Tra n sp a re n t
Na vig a t io n

P e rson a liza t ion

P re -Fou n d a t ion a l Fou n d a t ion a l Tra n sfo rm a t ion a lLe a d in g

Dig it a l En g a g e m e n t

Op e n  & Ea sy Acce ss

CoxHe a lth  h a s op p o rtu n ity a c ro ss  con su m e r e xp e c t a t ion s t o  im p le m e n t  con su m e r-ce n t ric  
p roce sse s  a n d  to o ls . In it ia l p ilo t s  a re  p la n n e d  fo r som e  fou n d a t ion a l a n d  le a d in g  e le m e n t s .
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CoxHe a lt h ’s P a t h  t o  
Tra n sfo rm a t ionOp e ra t ion a l im p rove m e n t s, im p le m e n t a t ion  b e st  p ra c t ice s, a n d  fou n d a t ion a l con su m e r 

re q u ire m e n t s p u t  CoxHe a lt h  on  t h e  p a t h  t o  t h e  fin a n c ia l e xp e rie n ce  fu t u re  st a t e

z
Tra n s fo rm a t io n a l En a b le rs
Alig n  t e a m s, op t im ize  e xis t in g  in fra s t ru c t u re , a n d  
e n h a n ce  op e ra t ion a l in s ig h t s  t o  su p p ort  su cce ssfu l 
re ve n u e  cyc le  t ra n sfo rm a t ion  

In t e rn a l Op e ra t io n a l Im p ro ve m e n t s
Op t im ize  op e ra t ion s  t o  in c re a se  e ffic ie n cy, d rive  
s t a n d a rd iza t ion , a n d  a ch ie ve  id e n t ifie d  fin a n c ia l 
yie ld  op p ort u n it y

Co n s u m e r P re -Re q u is it e s
Est a b lish  a  b a se lin e  u n d e rs t a n d in g  o f con su m e rs  
a n d  a n  in t e ra c t ion  m od e l fo r b e st -in -c la ss  se rvice

Co n s u m e r O p e ra t io n a l Im p ro ve m e n t s
Up d a t e  t oo ls  a n d  p roce sse s  t o  m e e t  con su m e r 
e xp e c t a t ion s  fo r t e ch n o log y, e a se , a n d  
p e rson a liza t ion   

Ou r con su m e rs a re  
e m p ow e re d  b y a  s e a m le s s
a n d  p e rs o n a lize d fin a n c ia l 

e xp e rie n ce . 

Ou r t e a m  is  e m p ow e re d  t o  
d o  t h e  rig h t  t h in g  t o  d e live r 

t h is  e xp e rie n ce  t h rou g h  
e ffe c t ive a n d  e ffic ie n t

op e ra t ion s.
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HOW WE STARTED – THE INITIAL NEED

 STAFFING SHORTAGES

 LONG WAIT TIMES

 MASKING

HOW VREG FITS OUR CONSUMER FINANCIAL EXPERIENCE ROADMAP

 PERSONALIZED SERVICE

 FLEXIBILITY AND CHOICE

 ACCESS TO TALENT

 EMPOWERMENT OF THE WORKFORCE

V



KEY CONSIDERATIONS

 ASSESS WORKFLOWS AND ENVIRONMENT

 DON’T ASSUME AN EQUAL FIT EVERYWHERE

 CONSIDER OUTSOURCED VS INTERNAL RESOURCES

 SEEK REAL TIME FEEDBACK AND ADJUST AS NEEDED
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 THE POSSIBILITIES

 DIGGING INTO THE DETAILS

 EXPLORING THE POSSIBLE NOT THE IMPOSSIBLE

 MAKE A CONNECTION NOT JUST A TRANSACTION!
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“I liked this better than an 
in-person registration. Said 
they could hear better than 

in person”

“She loved that it was easier to use then she 
thought it would be. Sarah was amazing and we 
better keep her as an employee. Sarah was so 
easy to understand and hear. She thought it was 
great that we were getting people the option to 
work from home. She didn't mind having to scan 
her own card or ID.”“It was great and very easy!”

“He said he is hard of hearing and 
wears hearing aids and can't hear 
good in person either. It was good 
and it was like talking to Alexa and 
that was cool and she was really 

good”
“It was good, fun, and I 

couldn't wait to to tell my 
husband how cool this 

was!”

“Loved that he didn't have to 
wear a mask, could clearly 
understand and could hear 
better than in person. Prefers 
this and hopes this will speed 
things up.”
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 WORKFLOW ANALYSIS – AUDIT WORKFLOWS FOR OPPORTUNITIES
AT ACCESS POINTS

 REALTIME FEEDBACK FROM CONSUMERS – HOW ARE WE DOING?
 STAFFING – WHERE CAN WE USE TALENT MORE EFFICIENTLY –

AUDIT TIME AND THROUGHPUT

 MONITOR YOUR ACCESS POINTS FOR ENGAGEMENT AND
ACCURACY THROUGH REPORTING

 VIRTUAL REGISTRATION IS ENGAGING, EFFICIENT, EXPANDS
TALENT POOL AND PROVIDES WORK ENVIRONMENTS THAT TEAM
MEMBERS DESIRE



THANK YOU TO COXHEALTH FOR THE PARTNERSHIP 
DEVELOPMENT OF VIRTUAL REGISTRATION WITH       

VRS CORP. AND ITX COMPANIES
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