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““

No matter the size, industry or focus of an organization, every workforce is a fusion of 
people from varied backgrounds and at different life stages. Human Resource leaders know 
that this melding of people, lifestyles, values, beliefs and priorities all coming together for a 
greater business mission is one of the key things that makes their organization special and 
successful. It’s also one of the biggest challenges from a health benefits standpoint.
Offering the right combination of health resources, and driving employees to remain
actively engaged with them, has become exceedingly difficult for HR.

Like a puzzle piece, each employee is distinctive, but fits into the bigger picture in a specific 
and important way, helping to define the company brand and image. At the macro level,
HR teams know what their organization needs. But when looking at the puzzle pieces 
individually, they can be easily overwhelmed by trying to meet the unique set of 
requirements that each one brings.

81% of surveyed organizations face benefits 
costs that are greater than 10% of total 
payroll1

63%
of employees say healthcare benefits 
are important to their job satisfaction, 
but only 31% are satisfied with their 
healthcare benefits3

72%
of employees said that having benefits 
customized to meet their needs would
increase their loyalty to their employer2

32%
of employees cite benefits as a reason 
to stay with their organization and 29% 
cite them as a reason to leave4

HR UNDER PRESSURE
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Providing personalization is one of the most 
effective ways an organization can meet 
expectations and drive better engagement 
with health benefits. Doing so brings a 
number of advantages to the workforce and 
the business as a whole. In an interview with 
SHRM, Chris Bruce, Managing Director of 
Thomsons Online Benefits said, “Employees 
today don't want to be just another number; 

they want to feel listened to, understood 
and cared for by their employer. Delivering a 
personalized benefits scheme, which is able 
to accommodate an individual's interests 
and life goals, is instrumental in achieving 
this, helping to ensure [employees] remain 
at the organization and have the support 
they need to work at their best.”

Employees today expect their employers to view and value them as individuals. Yet only
4 out of every 10 U.S. employees believe their overall benefits package offers sufficient 
choice and flexibility.6 This lack of personalization is one potential reason why only 25%
of employees have used the full scope of preventative care benefits provided to them.7
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PERSONALIZED BENEFITS PROVIDE:

Increased employee engagement
in health

Less waste via reduced spending
on benefits that go unused

Improved employee satisfaction
and morale

- SENIOR MANAGER, BENEFITS
  BUSINESS AND TECHNOLOGY CONSULTING FIRM““
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Recognizing the importance of personalization is step one. However, the next 
goal—understanding the broad range of needs and how to meet them—is more of
 a leap than a single step. And once that leap is made, taking the knowledge and 
aligning it into an actual benefit plan design can feel like an impossible undertaking.

Personas can help. Creating employee personas, defining groups of similar people by 
common characteristics and demographics, is one exercise that enables HR to move 
toward clarity on who their employees are, the various life stages they represent and 
what they truly need. Personas are defined as “fictional, generalized characters that 
encompass the various needs, goals and observed behavior patterns among your real 
and potential customers. They help you understand your customers better.” 8

Following the lead of marketers, HR teams can think of their employees as customers
and treat them as such to better understand the matrix of needs that their workforce 
embodies. Taking the time to conduct a persona audit can help the HR team serve 
employees with greater empathy, focus and clarity—and empower them to better
align health benefits with employee values.

- TOTAL REWARDS SENIOR MANAGER
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DISSECT

STEP BY STEP

Personas should provide an accurate and easy-to-digest snapshot of each group’s demographics, 
priorities, goals, values and fears. Five steps for HR to get started with an audit of workplace 
personas include:

01
DEFINE
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Define the gaps in covered benefits.
Understand what problems your HR team is looking 
to solve (e.g., low engagement, high costs, lagging
enrollment, excess absenteeism, etc.).

Dissect the organization’s demographics.
What’s the most sensible way to categorize employees? 
Try bucketing groups in a variety of ways across age, 
seniority, geography, lifestyle, gender, etc., to discover
the most authentic picture of the population.

03
CRAFT

Craft questions.
With the outlined challenges and gaps as the guide,
craft a list of questions to ask employees to help
uncover their goals, values, fears, what’s working for
them and what’s not.

04
ASK

Ask.
Using a survey tool or individual interviews (whichever 
method works best for your organization), ask your 
questions and log the responses. Distill that information 
and use it to start building out personas.

05
CHECK

Check for accuracy.
Share the results with employees who participated in the 
survey and encourage feedback. Use that feedback to
correct, modify and finalize the personas.



There’s a lot of benefit to defining the most 
common personas in your organization. 
Often, personas are defined by life stage, but 
some organizations may find more value in 
segmenting their population by other 
qualities, such as health status or price 
sensitivity. With the information gathered 
from the steps on the previous page, HR can 
determine which type of segmentation works 
best for their organization. Still, this can be 
easier said than done. To help get the ball 

rolling, and offer a glimpse at what personas 
can reveal about the health benefits needs 
within an organization, take a look at the 
following four example personas. These are 
based on life stage, and the results of 
98point6’s Healthcare Trends Survey. Once 
HR teams have a handle on which of the 
following (or other) personas exist within 
their employee population, they can begin to 
examine the commonalities that occur across 
them all.
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LIFE STAGE: In his late 50s to early 70s, in the final stretch of his career.

GENERAL HEALTH: He’s getting older and struggles with high blood
pressure, diabetes and/or chronic pain.  

GOALS AND VALUES: Looking forward to retirement, but because of his 
health concerns, he really appreciates the health benefits his employer
provides. Rick gets frustrated when his doctor is booked for weeks and will
often go to urgent care if he can’t get a convenient appointment.

HEALTHCARE CONCERNS: He sees his primary care provider every other 
month or more and the bills are racking up. He wants a lower-cost alternative.

LIFE STAGE: Between her late 40s and early 60s, and with three kids in
college, she likes to keep busy.

GENERAL HEALTH: Diligent about her annual checkup and staying ahead
of any health issues that may pop up as she ages. 

GOALS AND VALUES: Natalie is focusing on her work and taking care of 
herself. Convenience and affordability are both important.

HEALTHCARE CONCERNS: When she’s not feeling well, she views going
to the doctor as a burden and worries about the expense. Her doctor often 
recommends extra testing, which is costly.

LIFE STAGE: Between their late 20s and early 40s; they have two young
kids and feel spread thin between work and taking care of their children.

GENERAL HEALTH: Generally healthy, but they de-prioritize self-care.
Their kids are often sick with colds, ear infections and strep throat.

GOALS AND VALUES: Paige and Pete are often frustrated that there
isn’t an easier way to get answers to medical questions.
 
HEALTHCARE CONCERNS: They worry about missing work and important 
meetings due to family illness. When someone in the household is sick,
they’re inclined to search symptoms online before making an appointment.

LIFE STAGE: In his 20s, unattached.

GENERAL HEALTH: Healthy, without a go-to primary care physician.
He never gets checkups.

GOALS AND VALUES: Mark values accessibility over affordability and views
going to the doctor as an inconvenience.

HEALTHCARE CONCERNS: Remains confused about what his insurance
will and won’t cover, and though he has tried traditional telemedicine
because it seemed more convenient than going to the doctor, he still found
it inconvenient to step away during work to get his issue resolved.
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In pursuit of offering each employee exactly what they want, many employers are trying 
to address the need for personalization with extensive benefits plans that cater to 
different life stages and demographics. As Millennial Mark, Busy Parents Paige & Pete 
and the others demonstrate, personas are an important step in understanding the 
broad spectrum of needs. But delivering something for everyone via a wide variety of 
offerings is expensive and can strain resources, leaving many HR departments 
scrambling to effectively manage their suite of benefits.

To balance against resource limitations, organizations need to shift away from the 
currently common approach of providing an abundance of covered benefits that meet 
the needs of only some. Instead, they should offer a select suite of covered benefits 
that can meet the needs of all employees. While this may seem idealistic, focusing on 
primary care as a key pillar of a benefits package is an effective solution. Primary care 
caters to the diverse needs of all employees by providing consultation and treatment 
based on the individual. Primary care physicians are trained to uncover each patient’s 
symptoms and concerns to deliver a personalized care plan.
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PRIMARY CARE CATERS TO THE DIVERSE NEEDS OF ALL EMPLOYEES
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HIGH COST

Nearly 50% of millenials
HAVE MINIMIZED HEALTHCARE
COSTS BY SKIPPING, DELAYING OR
STOPPING CARE 11

25% of adults 
HAVE AVOIDED SEEKING MEDICAL
ATTENTION DUE TO COST 12

98point6 delivers one offering that solves the cost and inconvenience problem by providing 
quality primary care without the traditional headaches. With on-demand, text-based 
diagnosis and treatment from board-certified physicians via a mobile app, 98point6 makes 
affordable, accessible, quality primary care a reality. It ensures employees—from a broad 
range of personas across all demographics—have a personalized and easy-to-use healthcare 
experience. And because 98point6 physicians know when it’s appropriate and useful to direct 
patients into the point solutions available to them, 98point6 can increase employee 
engagement with covered benefits.

From an employer perspective, primary care is often overlooked. Most benefitsplans don’t 
have a solution specifically focused on this need, likely due to the assumption that employees 
will independently seek it out when needed. But barriers like high costs and inconvenience 
have caused many people to forgo their own primary care. More convenient, less expensive 
and unfortunately lower-quality options like self-diagnosis and using online symptom 
checkers have become the norm.
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WHAT’S DRIVING EMPLOYEES AWAY FROM PRIMARY CARE?

INCONVENIENCE

AVERAGE WAIT FOR A 
DOCTOR APPOINTMENT 9

24 days

AVERAGE WAIT TIME IN A 
DOCTOR’S OFFICE 10

18 minutes



1 Mercer. “Personalization of Benefits for Greater Impact.” August 2, 2017.
https://africa.mercer.com/our-thinking/voice-on-growth/personalization-of-benefits-for-greater-impact.html

2 Metlife. “Work Redefined - A New Age of Benefits.” 2017. 
https://benefittrends.metlife.com/us-perspectives/work-redefined-a-new-age-of-benefits/

3 SHRM. “Strategize with Benefits.” December 29, 2017.
https://www.shrm.org/hr-today/trends-and-forecasting/research-and-surveys/Pages/strategize-with-benefits.aspx

4 SHRM. “Strategize with Benefits.” December 29, 2017
https://www.shrm.org/hr-today/trends-and-forecasting/research-and-surveys/Pages/strategize-with-benefits.aspx

5 Employee Benefits News. “Employee Engagement in Health Benefits Keeping Employers Up at Night.” March 27, 2018.
https://www.benefitnews.com/news/employee-engagement-in-health-benefits-keeping-employers-up-at-night

6 HealthAdvocate. “Driving Benefits Engagement.” 2018.
http://healthadvocate.com/downloads/1711024-3BRO-SummaryReportBooklet_VF_WEB_LO.pdf

7 Employee Benefits News. “Encouraging Employee Engagement with Health Benefits.” March 19, 2018.
https://www.benefitnews.com/opinion/encouraging-employee-engagement-with-health-benefits 

8 SHRM. “Personas to Design Solutions for your Workforce.” July 11, 2017.
https://www.shrm.org/resourcesandtools/hr-topics/emploee-relations/pages/personas-to-design-solutions-for-your-workforce.aspx 

9 Merrit Hawkins. “2017 Survey of Physician Appointment Wait Times.” September 22, 2017.
https://www.merritthawkins.com/news-and-insights/thought-leadership/survey/survey-of-physician-appointment-wait-times/ 

10 PatientEngagementHIT. “Long Appointment Wait Time a Detriment to High Patient Satisfaction.” March 23, 2018.
https://patientengagementhit.com/news/long-appointment-wait-time-a-detriment-to-high-patient-satisfaction

11 Transamerica Center for Health Studies. “Millennial Survey: Young Adults’ Healthcare Reality.” June 2016.
https://www.transamericacenterforhealthstudies.org/docs/default-source/research/tchs-2016-millennial-survey-embargoed.pptx

12 CNBC. “Here’s Why a Quarter of American Families Are Skipping Their Doctor Visits.” June 7, 2017.
https://www.cnbc.com/2017/06/07/heres-why-a-quarter-of-american-families-are-skipping-their-doctor-visits.html

9

https://africa.mercer.com/our-thinking/voice-on-growth/personalization-of-benefits-for-greater-impact.html
https://benefittrends.metlife.com/us-perspectives/work-redefined-a-new-age-of-benefits/
https://www.shrm.org/hr-today/trends-and-forecasting/research-and-surveys/Pages/strategize-with-benefits.aspx
https://www.shrm.org/hr-today/trends-and-forecasting/research-and-surveys/Pages/strategize-with-benefits.aspx
https://www.benefitnews.com/news/employee-engagement-in-health-benefits-keeping-employers-up-at-night
http://healthadvocate.com/downloads/1711024-3BRO-SummaryReportBooklet_VF_WEB_LO.pdf
https://www.benefitnews.com/opinion/encouraging-employee-engagement-with-health-benefits
https://www.shrm.org/resourcesandtools/hr-topics/employee-relations/pages/personas-to-design-solutions-for-your-workforce.aspx
https://www.merritthawkins.com/news-and-insights/thought-leadership/survey/survey-of-physician-appointment-wait-times/
https://patientengagementhit.com/news/long-appointment-wait-time-a-detriment-to-high-patient-satisfaction
https://www.transamericacenterforhealthstudies.org/docs/default-source/research/tchs-2016-millennial-survey-embargoed.pptx
https://www.cnbc.com/2017/06/07/heres-why-a-quarter-of-american-families-are-skipping-their-doctor-visits.html


98point6 is pioneering a new approach to primary care. By pairing deep technology 
with board-certified physicians, our vision is to make primary care more accessible 
and affordable—leading to better health and reducing the cost of care. We meet 

consumers where they are by offering private, text-based diagnosis and treatment 
via a mobile app. For employers, 98point6 increases primary care utilization among 
those not actively or appropriately engaged in their health, enabling earlier medical 
intervention and improving employee productivity. For more information about our 

offering for employers, visit 98point6.com/employers.  

To learn more about 98point6 or to set
up a demo, contact sales@98point6.com
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