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The Engagement Gap - National Landscape
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Health Literacy & Non-Engagement
Cultural Disconnect & Missed Opps.

7%

Digital Access
Barriers

e 42M+ Americans
lack broadband
access

 Disproportionately
affects rural and low-
income populations

* Only 12% of U.S. « /7% skipped
adults are proficient preventive
in health literacy screenings last year
 Low usage of health * No-show rates
portals average 23.5%,
e Cultural mismatch in costing the system

outreach $150B annually

Sources: Aflac Newsroom (2025), Forbes Advisor (2023), HHS Office of the Surgeon General (n.d.),
NCES (2003), Peterson-KFF Health System Tracker (n.d.), Tang et al., Journal of Medical Systems (2025)
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Why Language Alignment Matters in Engagement
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delayed screenings.
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Standard Engagement Targets
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-
National Benchmarks

National

Metric Benchmark

~35-45%

(typical outreach programs)

1-2

(avg. in care coordination)

~25-35%

(varies by population)

~10-15%
(depending on modality)

Engagement of Eligible Members

Completed Engagements

Data Integrity (Bad Contact Info)

Active Decline Rate

Sources: Avery Telehealth (2025), Leads at Scale (2023), Operatix (n.d.), Peterson-KFF Health System Tracker (n.d.), Sparkle (2025)
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Bad Data = Broken Engagement

At every opportunity:

* Verity best phone number
« SMS vs home, other, etc.

* Verity email address
* Update all data locations

* Emergency contact
information

C) Avery Telehealth



Engagement Tactics
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Refine How You Measure Engagement

Total Member Census

10,000 100% TOTAL
Bad Data/ No Way to Connect 2,500 25%
Ineligible 150 2%
Eligible Members to Engage 7,350 74%
Unable to Reach/ Max Attempts 2,000 27%
Active Decline 750 10%
Engaged 4,600 63% 46%

Source: Avery Telehealth (2025)
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Know Rules of Engagement: Don't Give Up

Engagement Attempts 1 2 3 4 5 6
Engagements Completed - All 8% 55% 20% 8% 5% 4%
Completed with SMS 40% 4% 5% 6% 10% 0%
Metric Total Across All Use Cases Average Rate (%)
Total Members 8,796 100%
Eligible Members to Engage 5,793 65.90%
Engaged Members 3,186 55.0% of eligible
Avg. Completed Engagements per Engaged Member - ~3.17 touches

Source: Avery Telehealth (2025)
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Understand Preferred Method of Engagement

(- )

Just Right
* Tailored preference & need
 Stronger engagement

” Better outcomes D
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Review Call Return Rates to Maximize Messaging
Impact

Return Rate (%)
17% 17%

% % % % % % % % % % -
KOy VRV, VUV R
A S LA\ L
L S

Source: Avery Telehealth (2025)
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Speak Their Language, Earn Their Response

Engagement Rate (%)
55% 529,
50%
45%
40% 37%
Language Total Completed Engagement
Group | participants Engagements  Rate (%) 35%
English 8,437 1,703 20.20% 30%
Spanish 1,101 409 37.10% 25%
Russian 83 43 51.80% 209 20%
15%
10%
5%
0%
English Spanish Russian

Source: Avery Telehealth (2025)
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Know the Participant & Engage From Day 1

Assessments

Med
Review

. Start early with personalized

outreach

. Layer multiple engagements

over time

. Encourage repeat engagement
. Encourage your team to

exercise judgment
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Notin EMR

Wraong Number/Bad Data
Voicemail Left

Voicemail Box Full
Unavailable
SNF/Rehab/Hospital
Requested Call Back/Rescheduled
Out of State/Country

Not Covered/New Insurance
No Answer

Max Attempts

Language Barrier

Hospice

Disconnected/Fast Busy
Declined/No Int./DNC

Deceased

o

Engagement Dispositions

Uncover Barriers to Engagement & Take Action

100 200 300

400

500 600 700

Source: Avery Telehealth (2025)
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Avoid Overload by Respecting Engagement
Preferences

* Understanding their willingness to
engage
* Preferred method of engagement

* Frequency
* Understanding the purpose of the call
* Generic, repetitive messaging

* No personalization

* Are they assigned to a dedicated
person or in a queue?
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Structure Outreach Intentionally to Drive Results

oy ) * Consistent
oo | D
o2y 10 | QTR :
i engagement is key.
i
e T * 3-month gaps risk
e losing traction.
oy | T
. MedicationManagement
B comeven )
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Questions & Answers
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Stop by Our VBCExhibitHall.com Virtual Booth

REQUI

- \\Avery Telehealth

O Avery Telehealth RAP ROI
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Thank You for Attending!

Want to learn more about Avery Telehealth?

Contact Us Download Our App

Avery Telehealth

N\  (480)214-9052

..............
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DA info@averytelehealth.com

xxxxxxxxxxxxxx
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©1  AveryTelehealth.com

@& App Store

# Download on the J

GETITON
» Google Play

) Avery Telehealth 21


tel:4802149052
tel:4802149052
tel:4802149052
mailto:info@averytelehealth.com
https://averytelehealth.com/
https://apps.apple.com/us/app/avery-telehealth/id1671947769
https://play.google.com/store/apps/details?id=com.app.averytelehealth&ref=apkcombo.com&pli=1

References

« Aflac. (2025, April 23). 2 in 10 Americans have put off health checkups and screenings that could help save their lives
[Press release].

. f;\ve/rg T(I-zlehealth (2025). Proprietary engagement insights based on remote clinical support provided to a U.S.
ealth plan

* Cohen, A. (2023, July 20). Millions of Americans still don’t have access to broadband internet. Forbes.
* Leads at Scale. (2023, June 3). Ultimate guide to inbound vs. outbound SDR metrics.

* National Center for Education Statistics. (n.d.). The health literacy component of the 2003 National Assessment of
Adult Literacy (NAAL). U.S. Department of Education.

« Operatix. (n.d.). SDR metrics: What you should track for outbound and inbound teams.

* Peterson-KFF Health System Tracker. (n.d.). HealthSystemTracker.org.
« Sparkle. (2025, June 11). SDR metrics: What to track and how to improve.

* Tang, R., Smith, J., & Chen, L. (2025). Al-enabled remote health monitoring systems for underserved communities:
Bri glng  the care gap. Journal of Medical Systems, 49(3), Article 2143.

+ U.S. Department of Health and Human Services. (n.d.). Reports and publications on health literacy. Office of the
Surgeon General.

) Avery Telehealth 22


https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://newsroom.aflac.com/2025-04-23-9-in-10-Americans-have-put-off-health-checkups-and-screenings-that-could-help-save-their-livesCSRwire
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://www.forbes.com/advisor/personal-finance/millions-lack-broadband-access/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://leadsatscale.com/insights/ultimate-guide-to-inbound-vs-outbound-sdr-metrics/
https://nces.ed.gov/NAAL/health.asp
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://operatix.net/blogs/sdr-metrics-outbound-inbound-teams/
https://www.healthsystemtracker.org/
https://sparkle.io/blog/sdr-metrics/
https://sparkle.io/blog/sdr-metrics/
https://sparkle.io/blog/sdr-metrics/
https://doi.org/10.1007/s10916-025-02143-w
https://doi.org/10.1007/s10916-025-02143-w
https://doi.org/10.1007/s10916-025-02143-w
https://doi.org/10.1007/s10916-025-02143-w
https://doi.org/10.1007/s10916-025-02143-w
https://doi.org/10.1007/s10916-025-02143-w
https://doi.org/10.1007/s10916-025-02143-w
https://www.hhs.gov/surgeongeneral/reports-and-publications/health-literacy/index.html
https://www.hhs.gov/surgeongeneral/reports-and-publications/health-literacy/index.html
https://www.hhs.gov/surgeongeneral/reports-and-publications/health-literacy/index.html
https://www.hhs.gov/surgeongeneral/reports-and-publications/health-literacy/index.html
https://www.hhs.gov/surgeongeneral/reports-and-publications/health-literacy/index.html
https://www.hhs.gov/surgeongeneral/reports-and-publications/health-literacy/index.html
https://www.hhs.gov/surgeongeneral/reports-and-publications/health-literacy/index.html

	Member/Patient Engagement that Moves the Needle: Strategies that Scale 
	Meet The Webinar Presenters
	“You made me feel human again”
	The Engagement Gap – National Landscape
	Why Language Alignment Matters in Engagement
	Standard Engagement Targets
	National Benchmarks
	Bad Data = Broken Engagement
	Engagement Tactics
	Refine How You Measure Engagement
	Know Rules of Engagement: Don't Give Up
	Understand Preferred Method of Engagement
	Review Call Return Rates to Maximize Messaging Impact
	Speak Their Language, Earn Their Response
	Know the Participant & Engage From Day 1
	Uncover Barriers to Engagement & Take Action
	Avoid Overload by Respecting Engagement Preferences
	Structure Outreach Intentionally to Drive Results
	Questions & Answers
	Stop by Our VBCExhibitHall.com Virtual Booth
	Thank You for Attending!
	References

