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What is a membership program/loyalty?

How do we measure loyalty in healthcare?

Discovering the need for loyalty in your organization

Use Case Examples
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ME MB E RSHI P PRO G RA MS
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W HAT I S  LO YA LT Y
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What Does 
Loyalty 
Look Like in

HealthCare? 
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NPS LTV

Visit Frequency
Spend Per Transaction

Sales Per Customer

HO W  DO  W E  ME A SURE  L O YA LT Y
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“How likely is it that you would recommend 
this company to a friend or colleague?” 

1 2 3 4 5 6 7 8 9 10

D E T R A C T O R S P A S S I V E S P R O M O T E R S

Customers rate their answers on a scale from 0 to 10

W HAT I S  NPS ?
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Health Care
16

Airlines
37

Auto Dealers
35

Retailers
48

Amazon 
Prime
62

Tesla
96 60

BayCare 
EasyPass

NP S AVE RA G ES
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WHY
LOYALTY?
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A HEA LT H SY S T EM  
ME MB E RSHI P PRO G RA M?  
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Remove 
Friction

Ease 
Navigation

Incentivize 
Consumers

Increase 
NPS + Brand 

Stickiness

+
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A HEA LT H SY S T EM  
ME MB E RSHI P PRO G RA M?
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LOYAL CONSUMER OVERVIEW

Loyal Consumer 
in Fee for 

Value 
Saves
Money=

Loyal Consumer 
in Fee for 

Service
More 

Revenue=
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HOW 
DID WE GET 

HERE? 
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PROGRAM HISTORY

L O YA LT Y S E RV I C E S  PART N E R SE L E CT I O N

1 2 3

PROGRAM CONCEPTUALIZED IN 2014

Year 1

Discovery
Year 2

Use Case
Year 3

Use Case Scale
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YEAR

1

DISCOVERY
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Involvement in proof of concept

Cross-Functional support from key stakeholders

Establish ownership from the top down 

C -S U I T E  BUY I N
YEAR

1
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DISCOVERY

INTERNAL RESEARCH

Interview 
of Key 

Stakeholders

Internal 
Focus 

Groups

Identify 
Friction 
Areas

Pilot Group 
Groundwork 

YEAR

1
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External Vendor 
Partnership

Current and 
Future Patients

Test against 
internal research 

DISCOVERY

EXTERNAL RESEARCH
YEAR

1
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C-Suite 
Support 

DISCOVERY

BUILDING AN EFFECTIVE TEAM

Partner 
with IT

Find Outside 
Partner or Vendor  

YEAR

1
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DISCOVERY

WHAT CONSUMERS TOLD US

NAVIGATING HEALTHCARE IS CONFUSING

ONLINE SCHEDULING DESIRED

“I WANT A PERSONALIZED EXPERIENCE” 

1

2

3

YEAR

1
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YEAR

2

USE CASE
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P ILOT:

Group of Physician 
Practices

USE CASE

MVP Website Constructed
Frictionless Environment 

YEAR

2

NRC Health Symposium  |  Understanding in focus  | #NRCSymp 24

BayCare launched the BayCare EasyPass Membership Program 
with a MVP of 4 benefits in one physician practice in June 2017

There are two tiers in the EasyPass program - in order to become a 
Tier II All-Access member, all the patient has to do is provide a little 
more data and information

The objective of the program is to make it so easy and enjoyable 
for patients to access and use  all BayCare services, that members 
will use them out of habit, thereby using more of our services on a 
per-capita basis, and creating more loyalty for BayCare.

MEMBERSHIP SNAPSHOT
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Positive

Neutral

Negative
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Positive

Neutral

Negative
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Positive

Neutral

Negative
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YEAR

2
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YEAR

2
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YEAR

2
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YEAR

2
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YEAR

2
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MEMBERSHIP SNAPSHOT

Q4 2018 MPH OB Pilot

2018 Extend BMG Pilot

Q1 2017 BMG Pilot

Consumer Loyalty = 
Ease + Better Health

Fee For 
Service
Mindset Insurance

Mindset

8/17/2020

L O YA LT Y  O B J E C T I V E S K P I s

Increase per capita 
usage of BayCare 
services

Patient Satisfaction

Engagement

Total cost of program 
achieves neutral to 
positive ROI

1

2

3

4

% of members who use 
more than 2 services

+8% since program launch, 
while non-users declined -2%

Net Promotor Score NPS is currently at 60

% of members who opt-
in to membership 
benefits, use online 
scheduling, email open 
rates, click thru rates.

Open rates range 13% to 38%; 
avg 26%

Click thru rates 0% to 9.4%; 
avg 4%

Cost per member 
for benefits

Fee for Service

R E S U LT S

Capitated: Success

YEAR

2
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Removing the 
barriers of navigation 

I N  RETA IL I N  HEALTHCARE

Driving to 
the Store

VS.

VS.
Writing a 

Check

14K 
Web Pages

TEN
Web Pages

VS.

WHAT IS A FRICTIONLESS ENVIRONMENT?
YEAR

2
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Motivation is one of 
the most powerful 
psychological factors 
in a loyalty program

Playfulness and attitude
toward the program 
serves as meditating 
mechanisms underlying 
the impact of gamification 

Loyalty programs 
within healthcare 
specifically drive 
behavioral intentions 

PSYCHOLOGY OF GAMIFICATION 
AND LOYALTY

YEAR

2

35

36



PAGE 19
26th Annual NRC Health Symposium – Virtual Event

August 24–25, 2020

NRC Health Symposium  |  Understanding in focus  | #NRCSymp 37

Empathetic Messaging

“BayCare gets me, they 
really know what I need”

“I love BayCare”

Increased emotional
attachment drives

greater perception of 
value for the consumer 
with each interaction 

PSYCHOLOGY OF GAMIFICATION 
AND LOYALTY

YEAR

2
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YEAR

3

USE CASE 
SCALE
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Positive

Neutral

Negative
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Positive

Neutral

Negative
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Positive

Neutral

Negative
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EasyPassForMoms.org
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FOR MOMS
W H AT  W E H AV E  L E AR N E D

YEAR

3

“It has helped me focus more 
on patient care and less on 
providing direction related to 

classes, facility tours, etc.”
NPS 
69

Members
620+

Feedback From Staff
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FOR MOMS
W H AT  W E H AV E  L E AR N E D

YEAR

3

78% of Members upgraded to Tier 2 Membership

48% of users utilize the site multiple times

38% of members have completed the journey and 
delivered at a BayCare Hospital 

Increased email open rate of 3X for Members vs Non-
Members 
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Program Expansion

Continued Feature Build-Out

Increase two-way communication/dialogue 
with members

Growth in Personalization 

NEXT STEPS
YEAR

3
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WHAT IS 
MARKETING?

Satisfaction of 
consumer needs
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