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My Journey
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Private Practice
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How Americans Get Their Health Coverage

Sources: CMS Dashboard, Medicaid.Gov Medicaid and CHIP Enrollment Data, KFF Analysis of the CPS ASEC, CDC 
National Health Interview Study   

~155 M ~75 M ~20 M

Employers Medicare Medicaid
& State Individuals Uninsured
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~30 M~60 M
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Membership Growth 2013 - 2019

Medicaid 6% 
Medicare  13%
Individual  4%

Small Group  9%

Large Group 67% 

Medicaid 8% 

Medicare 14%

Individual 8% 

Small Group  9%

Large Group 61% 

2013 2019

TOTAL:  12.2 M

TOTAL:  9.1 M

Compound 
average growth 

rate:
6.7%
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Product Portfolio

• Traditional HMO (67% of Commercial Members)

• Deductible HMO - DHMO (26% of Commercial Members)

• High Deductible Health Plans - HDHP (7% of Commercial Members)

• Point of Service (POS) and Preferred Provider (PPO) (1% of Commercial 
Members)

• Prescription Drug Coverage (95% of Commercial Members)
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NATIONAL
CARRIERS

NOT-FOR-PROFIT and
REGIONAL PLANS

GOVERNMENT 
PROGRAMS

SPECIALIZED
PLANS

Our Health Plan Competitors

13

http://upload.wikimedia.org/wikipedia/en/b/bd/Humanalogo.jpg


© 2020. Kaiser Permanente International. All Rights Reserved. This presentation is for educational purposes only and cannot be modified, used, or distributed for any other purpose. 

• Price Position

• Provider Choice

• Plan Consolidation

• Geographic Footprint

• Consumer Cost Sharing

• Trend Toward Self Funding

• Employment and Benefit Trends

• Competitors, Imitators & Innovators

• Government Program Growth and Payments

• Low Customer and Consumer Awareness or Interest in KP

Our Market and Growth Challenges
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KP’s Market Strategy
• Price

• 10-15% lower than most competitors

• Products

• Competitive product portfolio that features our care 
delivery system and recognizes requirements of 
customers

• Presentation

• Strong Account Management, Group Sales, Direct to 
Consumer Sales and Distribution Channel Management

• Promotion

• Differentiated brand position

• Effective, evidence-based direct marketing

• Lines of Business

• Competitive and Convenient Administration & 
Customer Service

• Personalized, Connected Member 
Experiences
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Creating customer and 

consumer value and 

access to high quality, 

affordable health care 

through our distinctive 

Kaiser Permanente care 

delivery system 
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Accolades

Our Leading Quality

Our Leading Service

0 10 20 30 40

Healthcare Industry
Kaiser Permanente

Net Promoter Score
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Kaiser Permanente Brand

We Stand for Total Health
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Building 
Preference 

for KP 

Getting and 
Keeping Coverage

Welcomed as a 
New Member Choosing My 

Physicians Engaging with 
Tools and 

Information 

Connecting to Care
Telehealth Experience
Pharmacy Experience
Maternity Experience

Paying for Care & Coverage 

Branded Care Environments

Phone and Digital Services 

Personalization

Common Measurement and Feedback Systems

KP’s Comprehensive Consumer Strategy

10 Experiences
5  Enablers
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Trust your 
customers first.  

Resolve issues quickly and 
easily.  In plain (plane?) view. 

Deliver immediate 
gratification. With ease. 

Intuitive design…
It just works.

Focus on a great employee 
experience

Know and respect your 
customer deeply. 

Consumer Experience Leaders
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Welcome New Members
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Care Experience
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Market-Leading Digital Experience
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Financial Experience

Our Goal: 
The financial experience should support the care experience —

cost should not be a barrier to care.

Make it easy for members to:  
• Understand their benefits
• Know what we charge for services
• Pay  medical services bills
• Anticipate and plan for future costs

Customer Service: Provide extended hours and multilingual information and 
services digitally and by phone that explain what the member owes, answer 
questions, facilitate payment, and rapidly resolve issues.

Financial Assistance: Provide advice, payment plans, and easy access to 
financial assistance to members who cannot afford to pay all they owe for their 
care.
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