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New Member Welcome Overview

• A comprehensive New Member Welcome program helps make it 
easy for new members to get started with Kaiser Permanente.  A 
series of coordinated outreaches proactively helps new members:
 choose a doctor and make their first appointment
 register for their secure health care account on kp.org
 transition prescriptions
 learn the many ways they can get care
 learn about key health resources

• Our outreaches direct members to our New Member Desk—
where members can get personalized support by phone from 
specially-trained representatives—or to our Guided Member 
Welcome pathway on kp.org. 
 Members are walked through the getting started steps and 

those with prescriptions are offered a telephone pharmacy 
consult 
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During 1st month
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New Member Welcome Experience – Journey Map

Post-EffectivePre-Effective

First Visit

Scheduled first 
visit, receives 
Pre-Visit 
Outreach

HMO: Register 
on kp.org
DHMO: 
Understand 
your costs

After the visit, 
receives Post-
Visit Outreach 

HMO: Register 
on kp.org
DHMO: 
Understand 
your costs

Before the 
visit, receives 
Advance 
Explanation 
of Benefits 
(AEOB)

Receives Care Options 
(M2) information

Receives Mental Health & 
Wellness (M3) information

Receives Class Pass (M4) 
information

Visiting kp.org and GMW
(0 - 180 days after effective date)

Members can view: 
• Digital ID Card
• High level plan benefits
• Scheduled appointments

Members have tasks & receive 
reminders online/by email to:
• Update contact info
• Select PCP 
• Transfer Rx 
• Update health needs 
• Schedule visit 
• Download the KP app

Receives Welcome 
to My Practice 
Card. If not 
selected at 60 days, 
receive Suggested 
PCP Letter.

During 4th month During 3rd month During 2nd month

Receives Physical ID Card 
and Get Started Insert(s)

Day 1 Welcome Email (get 
started)

Receives Welcome Book
• Getting started steps 
• Care option details
• Nearest facility
• Other information 

Receives automated 
Welcome Call (M1)

Gets  text 
message:
• Coverage 

effective date 
• Link to 

register on 
kp.org 

If registers 
on kp.org,  
receives a 
kp.org
welcome 
email about 
how to use 
their kp.org 
account. 

Receives SMS with 
link to “how to pay 
your premium” 
video and letter

Note: Only KPIF 
Off-exchange and 
Medicare Individual 

Receives a personalized 
text with a Getting 
Started Welcome 
Video (M1)

Speak with 
KP by calling 
New Member 
Desk at any 
time

If registered, also 
prompted to go 
through online 
Guided Member 
Welcome (GMW)
• Update 

contact info 
• View high 

level benefits
• Select PCP

Most fully-insured new commercial, individual, and Medicare members receive a similar onboarding experience once enrollment is received. All welcome activities are designed to 
guide and invite our new members to register on kp.org, choose a PCP, transfer medications, and schedule an appointment if needed. 

Presenter Notes
Presentation Notes
Visual of the overall experience



Outreach Details
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Pre-Effective Campaign

Message and Channel:
Pre-effective Text or AutoCall message confirms:
• Your new plan will begin on mm/dd/yyyy.
• An ID card will be mailed to the address on file.
• To view medical record number and get a head start on your health, go here: 

mp0.co/kp/hrfwT

Day 1 Welcome Email:
• Informs the new member that they can now sign in to their account, choose a doctor, 

transition prescriptions, get care, manage their costs and plan documents.  

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a X X

Triggers:
-Pre-effective Text or AutoCall:  Sent to all members one business day after 
enrollment received.
-Day 1 Welcome Email:  Sent on effective date if the member has registered.

Regions: NCAL, SCAL, GA, CO, HI, MAS, NW, KPWA (TBD)

Audience: All members who have enrolled in a plan and provided a phone 
number

Greetings! New health 
plan coverage for 
John, Ella begins 
10/01/20. ID cards will 
be mailed to the 
address on file. To 
view Medical Record 
numbers, register 
online, and get a head 
start on your health, 
visit KP-approved 
vendor's website: 
https://kaiserpermane
nte-new-
members.mpulsemobil
e.com/

Member receives Text
(or AutoCall)

Link goes to landing page  
& member completes 

form to get MRN 

Member receives MRN 
(and plan start date and 

type)
Member Registers

Welcome To Kaiser 
Permanente

Today is your effective date.

Sign-in to your account to:
-Choose your doctor
-Transfer Prescriptions
-Schedule appointment if you 
need to
-Learn about your benefits.

Registered member 
receives email on 

effective date
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Presenter Notes
Presentation Notes
Members don’t have to register to get Day 1 Welcome Email. (We just have to have an email address.) 



Guided Member Welcome

Large Small KPIF Medicare Medicaid Choice SF

X X X X X X X
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Presenter Notes
Presentation Notes
- Overview of what members experience on kp.org
- Once register, choose paperless preferences
- Then see a task list where they can: 
 - Validate/Update Personal Info
 - View high level summary of plan benefits (pre-effective) 
 - Select a PCP (post-effective)—for them and dependent 
 - Identify Health needs—like pregnancy, mental health, cancer (post-effective)
 - Transfer prescriptions (post-effective)
Also get reminders if haven’t completed tasks:
After 3 months if no tasks completed- on kp.org
After 5 months if still uncompleted task- email
After 2 months not signing into kp.org and have task left (only in first 6 months)- email




Dual Choice Microsite (Dual Choice members only)
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Presenter Notes
Presentation Notes
Microsite just for Choice product members
Has info about plan benefits, network and finding docs, claims, and more



ID Card, Carrier, and Sticker 

Message: The physical ID Card is delivered attached 
to a card carrier that contains information about 
registering on kp.org.  The ID Card Sticker 
encourages member to call our New Member Desk 
or go online to get started. 

Channel: Direct mail

Trigger: Effective Date

Audience: All new members

Timing: Arrives within 1-10 days of Effective Date or 
sooner

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a X* X*

8

Presenter Notes
Presentation Notes
* Starred lines of business do not get the sticker




Get Started Insert  (sent with ID Card) 

Message: The physical ID Card is delivered along 
with an insert which explains the steps to get started 
with KP. (Members can also access their digital ID 
card via the Kaiser Permanente app.)

• Choose your Doctor – and change anytime
• Create your online account at kp.org
• Get prescriptions
• Learn about getting care at KP and our 24/7 

nurse advice

Channel: Direct mail

Trigger: Effective Date

Audience: All new members

Timing: Arrives within 1-10 days of Effective Date or 
sooner

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a X X
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Presenter Notes
Presentation Notes
This is customized based on product (and in a few other instances)




Product-Specific ID Card Inserts (when applicable) 

Message: The physical ID Card is delivered along 
with an insert which provides information to help 
members understand their non-Kaiser Permanente 
provider options. 

Channel: Direct mail

Trigger: Effective Date

Audience: New members in products with non-
Kaiser Permanente provider options

Timing: Arrives within 1-10 days of Effective Date or 
sooner

Large Small KPIF Medicare Medicaid Choice SF

X* X* X* X* n/a X n/a
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Presenter Notes
Presentation Notes
Members in our PPO plans and KP Plus plans receive a product-specific insert




Welcome Book

Message: Getting started is simple. Details 
about how to:

• Choose your Doctor – and change 
anytime

• Create your online account at kp.org
• Get prescriptions
• Get care at KP and use our 24/7 nurse 

advice
• Routine vs urgent vs emergent
• Telehealth
• In-person, including nearest KP 

facility

Channel: Direct mail

Trigger: New member effective date

Timing: 2-3 weeks post effective date

Large Small KPIF Medicare Medicaid Choice SF

X X X X X* X X
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Presenter Notes
Presentation Notes
The Welcome Book provides in-depth information about the steps to get started and options for getting care.
Customized with members’ chosen or nearest KP facility

* Medicaid has a different outreach that combines a Welcome Book and a Welcome to My Practice letter.



SMS with Onboarding Video
Message:
Welcomes members in personalized video and explains 
the steps to get started and provides overview of their 
plan benefits

• Create your online account at kp.org
• Choose a doctor and transition prescriptions
• Connect to care
• Effective date
• Understand your plan (deductible, copay, etc.)
• Key, high level benefits/costs
• Cost estimator
• Paying for care

Channel: SMS / Video

Trigger: Automatically sent to members in the first two 
weeks of membership

Audience: New and returning members who provided 
a textable phone number 

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a n/a n/a
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Presenter Notes
Presentation Notes
NOTE:  New members with a working textable phone number will receive the text with the video link. 
If we do not have a textable phone number for a new member, they will not receive the text but will receive all other welcome touchpoints. 

The closing scene of the video includes clickable buttons to:
Create online account
Learn more about getting care
download the KP app to their mobile device
Set up premium autopay (KPIF only)




Onboarding Video Overview
(Different versions for HMO vs DHMO vs Medicare plan members.) 

Welcome Where to go for care Plan Overview Your HMO Plan

Out-of-Pocket max Plan Copays Cost Estimator Tool Get Started Steps Click to: 
-Create Online account
-Learn about getting care
-Download the app

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a n/a n/a
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Message:
Welcomes New and Returning Members. Reviews the 
three important steps to getting started with KP:
• Choose a doctor
• Register for an account on kp.org
• Transition prescriptions if you need to

Offers to transfer member to a live agent.

Channel: Automated call (IVR)

Trigger: First 1-10 days of effective date

Month 1 - Welcome Call

Large Small KPIF Medicare Medicaid Choice SF

X X X X X* X* X
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Presenter Notes
Presentation Notes
Medicare members, in addition to the IVR call, receive a live clinical onboarding call if they haven’t had an encounter yet
* Medicaid members receive a different version of the IVR call
* Choice product members receive a LIVE welcome call instead of the IVR call.






Suggested PCP Outreach

Message:
• Choosing your PCP is an important step
• We notice you haven’t selected one
• We’ve identified one near your home, and will list 

in your records for your convenience
• You can change online or by phone any time
• Learn about your other PCP options on kp.org

Channel: Direct mail

Trigger: PCP not chosen after 60 days

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a n/a X
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Presenter Notes
Presentation Notes
Members who have not chosen a PCP after 60 days receive this outreach to suggest a PCP and encourage them to choose their own



Welcome to my Practice
Message:

For those who self-selected
• Thanks for choosing me as your PCP
• I’m looking forward to meeting you
• Call to schedule an appointment
• You can also email me any time with nonurgent 

health questions

For those who have not selected:
 It’s important to see your new doctor in person
 Since you haven’t chosen one, we matched you 

with one close to your home
 I’d be happy to be your PCP
 You can also change to a different one
 Call us to make an appointment or to change 

PCPs

Channel: Direct mail

Trigger: PCP selected, or PCP not selected after 90 days

Large Small KPIF Medicare Medicaid Choice SF

X X X X X* X X
16

Presenter Notes
Presentation Notes
* For Medicaid, a Welcome to My Practice letter is included in the Welcome Book



First Visit Welcome Kit

Message: More details about types of care and 
resources

• Convenient care options
• Kp.org and the KP App
• Healthy Living Classes and other health resources 

such as online tools and telephone coaching
• Required health care notices

Channel: Handout provided in person

Trigger: First visit to KP facility

Large Small KPIF Medicare Medicaid Choice SF

X X X X X X X
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Presenter Notes
Presentation Notes
Distributed to new members on their first visit to a KP facility



Message:
• Get care that fits your schedule and 

lifestyle (in person, phone, video, 
online)

• How to get care in the moment 
(24/7 care and advice via phone, 
urgent care, email, and e-visit)

Call To Action:
Direct Mail & Email: Visit kp.org or the 
KP app to get care how you want it
SMS with Video: Watch video to learn 
about care options

Channel(s): Email, SMS with video, 
and/or Direct mail

Trigger: Automatically delivered to 
members in their second month of 
membership

Month 2 - Care Access

Direct Mail SMS with videoEmail

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a n/a n/a
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Presenter Notes
Presentation Notes
Outreach sent by SMS and Email if contact info available. If not, sent by Direct Mail. 



Message: 
Mental wellness and emotional 
wellness are important to your overall 
health.
• KP provides self-care tools to help 

members sleep better, manage 
stress, relationships, and more.

Call To Action
 Download Calm and myStrength 

self-care apps at 
kp.org/wellnessapps

Channel(s): Direct Mail, Email, SMS

Trigger: Automatically delivered to 
members in their third month of 
membership.

Postcard

Email

Month 3 - Mental Health and Wellness

SMS

Kaiser Permanente: 
Your mental health 
is important. Try 
self-care apps Calm 
& myStrength  [link] 
Reply STOP to opt 
out. Msg & data 
rates may apply.
.

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a n/a n/a
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Presenter Notes
Presentation Notes
Outreach sent by SMS and Email if contact info available. If not, sent by Direct Mail. 

https://healthy.kaiserpermanente.org/health-wellness/mental-health/tools-resources/digital?kp_shortcut_referrer=kp.org/selfcareapps


Message: 
 Get more out of your KP membership
 Take advantage of online fitness tools to 

stay fit and healthy
– Free online classes from library
– Discounted live video or in-person 

classes

Call To Action:
 Go to kp.org/workout

Channel(s): Direct mail, Email, SMS

Trigger: Automatically delivered monthly to 
members in their fourth month of membership.

Postcard

Email

Month 4 - Class Pass

SMS

Kaiser Permanente: 
Access online 
exercise resources. 
[link] Reply STOP to 
stop. Msg & data 
rates may apply..

Large Small KPIF Medicare Medicaid Choice SF

X X X X n/a n/a n/a
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Presenter Notes
Presentation Notes
Outreach sent by SMS and Email if contact info available. If not, sent by Direct Mail. 

https://healthy.kaiserpermanente.org/health-wellness/#fitnessdeals


First Visit Outreaches
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Message: Helps members prepare for 
upcoming visit:
 Estimate your costs before visit
 Additional services may result in costs
 What to do if need help 
 Watch this video to prepare for your 
appointment

Channel(s): IVR or Email  

Trigger: Scheduled an upcoming visit in the 
next 7-10 days

DHMO Pre-Visit Outreach 

Large Small KPIF Medicare Medicaid Choice SF

X X X n/a n/a n/a n/a
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Message: Follow-up to help set expectations for 
member and help them understand:
 Additional services may have costs
 You may receive a bill
 Understand your bill and how to pay
 Track your expenses 
 What to do if need help paying
 Manage/estimate your costs now and in the 
future

Channel(s): IVR and Email  

Trigger: Had a visit in the past 7-10 days

DHMO Post-Visit Outreach 

Large Small KPIF Medicare Medicaid Choice SF

X X X n/a n/a n/a n/a
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Message: Inform members that they are 
now on a new deductible plan.
 Watch this video to view your 
personalized plan costs
 Estimate your costs before next visit
 Visit kp.org/deductibleplans for more
 IVR only: Connect to a live agent

Channel(s): 
Email with video
IVR call 

Trigger: Member switches to DHMO plan

Audience: New switchers to DHMO

DHMO Switcher Outreach

Large Small KPIF Medicare Medicaid Choice SF

X X X n/a n/a n/a n/a
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Presenter Notes
Presentation Notes
Also get outreach when switch to a DHMO plan



Message: Register on kp.org to enjoy the 
benefits of the KP app before your visit

Channel(s): SMS

Trigger: Scheduled an upcoming visit in the 
next 7-10 days

Audience: Unregistered HMO members

HMO Pre-Visit Outreach 

Large Small KPIF Medicare Medicaid Choice SF

X X X n/a n/a n/a n/a
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Presenter Notes
Presentation Notes
Outreaches for HMO plan members focus on registration/app download




Message: Register on kp.org or download the KP 
app to view your past visit information, lab results, 
and more

Channel(s): SMS or IVR  

Trigger: Had a visit in the past 7-10 days

Audience: Unregistered HMO members

HMO Post-Visit Outreach 

Large Small KPIF Medicare Medicaid Choice SF

X X X n/a n/a n/a n/a

IVR Call

Did you know that after your visit you can –
email your doctor, easily refill prescriptions, 
view most lab results, schedule appointments, 
pay bills and much more?

We can send you a text message with a 
link so you can register easily on your 
cell phone. Would that be okay? 

If you’d like, we can connect you with a 
representative who can help answer any 
questions you may have about creating 
your online account. Would that be, okay?
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AEOB Legislative 
Requirements

A. Provider Information

B. Service codes 

C. What the plan pays 

D. Member’s cost share 

E. Progress towards 
deductibles and out-of-
pocket maximums 

F. If services are subject 
to medical 
management 
technique; prior auth, 
step-therapy, etc. 

G. Disclaimer that the 
information is “an 
estimate” and subject to 
change

H. Other information 
and/or disclaimers 

F

G

F

B

C

D

H

A

E

D

Advanced Explanation of Benefits ‘cost estimate’

Large Small KPIF Medicare Medicaid Choice SF

X X X n/a n/a X X
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Presenter Notes
Presentation Notes
Required outreach
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