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Before We Begin
Please take a moment to watch the 12-minute video included with this training. 
It will give you an overview of how ProductName works and highlight key 
features.



Learning Objectives
Demonstrate the value of the 
ProuctName tool to plan members, by: 
•  Answering common questions about

– Choosing a provider or facility 
– Accessing information about 

costs
– Accessing information about 

quality
– Understanding patient reviews

•  Informing members about additional
resources

Understand aspects of ProductName, 
such as:
• Software version
• Triage of issues
• Supported browsers and devices
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Presenter
Presentation Notes
For reference, screen shots from the ProductName application appear throughout this training, illustrating the feature or functionality discussed.
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Why ProductName? 

Presenter
Presentation Notes
ProductName brings the online shopping experience to health care, because when consumers have access to meaningful data about cost and quality, they make more cost-effective decisions. 

In the health care marketplace, higher cost does not always mean higher quality. Savvy consumers figure this out when they have access to cost and quality data through effective, easy-to-use online shopping tools that offer more transparency. And with increased transparency, insurers, employers and consumers can save money on health care costs and still receive quality health care. 
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Use the Search Function

5

Hi, my doctor just retired. I think I 
might have contributed to her 
decision—ha ha—but I need to find 
a family practice physician. Can you 
help me use the search tool on the 
website?

I’d be happy to help. It’s a great tool for getting the best care at the 
best cost. You can use a single search function to find providers 
and facilities and accurate information about quality and cost. All 
before you make any appointments! 

Let’s get you started searching for your new physician, but keep in 
mind that you can look up health care facilities or specific 
conditions—even body parts!—in the same place. 
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Understand Provider Information

6

Before we start digging into to all the information that comes up, I want 
to let you know where it comes from. Is that something you’re 
interested in? 

Sure. I don’t usually trust the Internet for reliable information. If I’m 
looking for a doctor, it would be nice to know where the info is coming 
from. 

Great! Every week, we update the provider and network information. 
Providers contact us to make any changes to their information—such 
as their locations, the plans they accept, and so on.

You'll see that some providers have reviews. These reviews are 
submitted by plan members like you, and they’re all carefully read by 
us, in case they indicate that there’s any action we need to take. 

You’ll also find quality ratings like awards, certifications and similar 
things. That information comes from us, the health plan, and from 
accredited independent third parties.*
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Presenter
Presentation Notes
* For example, the The Association, National Committee and the American Board.



7

Find a Provider

So let’s search for a family practice physician. You can enter any kind of 
word, from names of people or facilities, to medical specializations or 
conditions, or even names of body parts. 

Type “fam” in the search box at the top of the home page. See how 
once you’ve typed three characters, the application starts to offer you 
options to select from various categories? Be sure to select from the 
dropdown list; otherwise, the search results won’t be correct. 

In this case, click “Family Practice.”

Confidential © 2017 Company, Inc.

Presenter
Presentation Notes
The search bar appears at the top of each ProductName page, making it easy to start a new search.
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Specify Location

In the “Location” box, enter the name of the city you want to search in. 
Once you type three letters, the application starts to offer you options, 
just like when you were searching for “Family Physician.” Be sure to 
select from the dropdown list and then click “Search.”

Are there other locations I can search by?

Yes! You can search by address, city, county, state or ZIP Code. Of course, you can 
always enter a different location that where you are located, if you need to—if you’re 
traveling, for instance. 

So wherever you are, you can use the application to find out how far away providers 
or facilities are—and even get directions! 
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Presenter
Presentation Notes
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Change the Search Distance

Another great thing about the 
search tool is that you can 
refine the results of any 
search. 

You can do this a couple 
ways. Do you see the slider 
below the map? By moving it, 
you can change the search 
distance from your starting 
location. The default is 25 
miles. 

As you move the slider, the 
results will automatically 
update. 
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Presenter
Presentation Notes
Take a moment to move the slider and notice how the list of matching providers updates!

PLEASE NOTE:
Users can search by an address, ZIP Code, county or city. 
The default search radius is 25 miles.
Users can refine and expand their search by 1, 5, 25, 50 or 100 miles from their starting location.
The 25-mile slide does not display when a user searches by state.
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Narrow Your Search

You can also narrow the 
results of any search by 
using a filter. 

Below the slider you can see 
a list of filters that can help 
you focus your search to 
meet your needs more 
specifically. For example, you 
can filter to see just those 
providers who are accepting 
new patients, are primary 
care providers or have quality 
recognitions. 

As you select filters, the 
results will automatically 
update. 
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Presenter
Presentation Notes
Take a moment to filter search results and notice how the list of matching providers updates!
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Sort and Print Your Results

You can also print your results. 
This function will print only the 
page you are on.

Or you can export your results 
as a PDF file. Keep in mind 
that the file could be long, 
depending on your results.

You have options for sorting 
your search results. By default, 
the Best Match displays on 
top. You can also sort results 
by Name A-Z or Name Z-A.
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Presenter
Presentation Notes
The Best Match sort order scores/ranks search results by how well information in the text box matches the information found by ProductName. For example, name matches are based on whether or not the provider's name matches the text entered exactly or partially. Partial matches get a lower matching score than those that match exactly.

Take a moment to perform a search,  sort the results and try out the “Print” function! When you select to print, you can choose to save as a PDF.
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Ok. When you select a 
provider from the list of 
search results, the 
Provider Profile 
appears. Let’s look at 
the information there. 

I’ve clicked on Lori Gluck. 
She’s my friend’s doctor, 
and she’s close by. 

Understand Provider Profiles
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Presenter
Presentation Notes
When a user clicks the “Directions” link for a provider or facility, ProductName launches Google Maps in a new browser window.



Absolutely. Higher cost doesn’t always mean 
higher quality. And all the information in the 
application can help you make choices that 
minimize your expenses while ensuring 
quality care.

Let me run through how it works, and I’ll 
answer any questions you may have.   
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Use Cost Information

13

Hi, I just changed health plans, and my out-
of-pocket expenses have gone up. I see on 
the plan website that there are ways to 
comparison-shop for procedures. Can you 
help me get my head around how that 
works? 
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Presenter
Presentation Notes
PLEASE NOTE: If your health plan does not offer cost estimation, please delete this and the following two slides.
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Use Quality Information

14

I’m trying to use the 
website to look for a 
primary care 
physician. Can you 
help me understand 
how the quality 
ratings work? I don’t 
understand all the 
categories and 
terminology.  

Of course, I can help with that. There’s a lot of 
information! 

Do you have a particular physician you’re already 
considering? If so, we can look at his or her quality 
reports and start understanding what it all means.  
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Use Patient Reviews

15

Hello, I’m using the website to research 
prospective primary care physicians, and I 
have a question about the patient reviews I’m 
seeing. 

I’m wondering whether your organization  
validates these reviews in any way. I mean, a 
review of a toaster on Amazon is one thing, 
but reviews of doctors are more serious, 
right? I’d just like to know whether these 
things are moderated in some way. 

Sure, that’s a totally fair question. All reviews 
are moderated for appropriateness before 
they are posted. I’d like to give you more 
details about the process. 
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Presenter
Presentation Notes
PLEASE NOTE: If your organization does not offer Patient Reviews, please delete this and the following two slides.
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Supporting Topics: FAQs, Other Member Resources 

16

Members will have other questions, in addition to those we’ve seen in this 
training. For example:

• Why can’t I find my provider?
• Why can’t I find a particular procedure?
• Can I email search/estimate results?

Fortunately, the Product Name FAQs, located in the page footer, has the 
answers to these and many other questions. The FAQs are updated 
periodically. 

In addition to the FAQs, the ProductName footer contains links to other 
information to enhance your members’ experience:
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Presenter
Presentation Notes
Your organization may configure your footer differently than what is shown here; these links are only examples.
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Supporting Topics: Software Version

17

Do you and your members have the 
latest version of the ProductName 
application? 

The answer is always, “Yes!” 

ProductName, like all Company 
products, is offered as a “Software as 
a Service” (SaaS). This means your 
members are all using the same base 
software, and they all have the latest 
version. 

And whenever there is an update or 
fix to ProductName, it is tested by 
Company and your team before it is 
made available to your members. 
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Presenter
Presentation Notes
 As mentioned on Slide 2, please keep in mind that—depending on how your health plan has configured ProductName and because this application is continually improving—there may be differences between your experience of it and what you have seen in this training. 
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Supporting Topics: Triaging Issues

18

Company respects the relationship you 
have with your members and will not 
communicate directly with them. 
Questions related to:

• Your organization—about a 
member’s coverage, plan, billing, 
anything internal to the plan and its 
policies and procedures—are entirely 
within the scope of your own plan’s 
customer service organization.

• How to use the ProductName application should be addressed on the 
basis of this training and companion documents. 

• Specific to the technical operation of the ProductName application—
regarding error codes* a member encounters, outages/interruptions in 
service, and so on— are taken by your customer service organization and 
reported to Company per your defined procedures.
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Presenter
Presentation Notes
* Remember that you have access to the Error Messages companion document to this training. 

Suggestion: Insert here any slides your organization might have or re-state your defined procedures regarding the ProductName application. 
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Supporting Topics: Mobile Experience

19

ProductName is mobile-
optimized and was created 
using responsive design. 
This allows the application 
to automatically resize for 
smartphones, tablets and 
other mobile devices. No 
separate mobile app is 
needed. 

If your healthplan offers a 
mobile experience, your 
members can access 
ProductName on the go. 
Check with your manager 
regarding whether 
ProductName has been 
integrated into your 
organization’s mobile 
experience.

Confidential © 2017 Company, Inc.



2020

Recap

20

Let’s review what we’ve discussed 
in this training:

• Searching for providers and 
facilities

• Finding information on costs* 
• Finding information on quality*
• Using patient reviews* 
• FAQs and other member 

resources
• Technical information about 

ProductName 
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Presenter
Presentation Notes
* If your organization does not offer this capability, please delete this bullet.
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Extending This Training

21

We suggest adding these 
ProductName resources to 
your internal Customer 
Service knowledge base:

• Introductory video
• This CSR training
• ProductName Error 

Messages document 
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Thank You

22

Thank you for completing this 
training! 

We appreciate the opportunity to 
partner with you to empower your 
members to become smarter 
health care shoppers.
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