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Agenda 

DALBAR’s Trends & Best Practices in 
Explanation of Benefit Statements (EOBs) 
 

Background of Study 

 

 Industry’s Top EOBs 

 

Key Findings 

 

 Forecasts from Addison 
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Questions / Comments 

Enter questions in 
the chat box located 

in your toolbar 



4 

2012 Trends and Best Practices in EOBs 

The Measurement of Success… 
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DALBAR: An Introduction 

Research and consulting firm  

 

 30 years of measuring success and raising 
the standards of excellence in 
communications and customer service 

 

 Specialized practices in healthcare and 
financial services 
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The Centerpiece: EOB Evaluation 

Trends and Best Practices in EOB Statements 

Statements Trends  

Best Practices 

Industry Rankings 

 

 

Total EOB Statements evaluated: 22 
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About Competiscan… 

Who we are… 

What we do… 

How we do it… 

Competiscan is a nimble, full-service,  
competitive intelligence market research partner. 

Our management team consists of senior level industry experts, 
each with 15+ years of industry/market experience. 

Competiscan collects direct marketing and in-market messages 
available to consumers, business owners, financial advisors, 

insurance producers, and providers. 

Media channels tracked:  direct mail, email, print, banner 
advertising, and social media.   

Key verticals: Banking, Credit Cards, Insurance, Investments, 
Mortgage & Loans, Retail, and Telecoms.  
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Research Services… 

Competitive 
Intelligence 

Primary 
Research 

Custom Panel 
Services 

 Competiscan’s online search portal enables clients to 
see what their competition has sent out into the 
marketplace within the last 24 hours (or sooner). 

 
Concept, copy, and ad testing including direct mail, 
email, print, TV & radio storyboards.  Branding and 

satisfaction surveys.  Custom studies.  White-papers. 
 

Capabilities to solicit panelists, develop custom panels, 
perform secret shops, and to proactively locate hard-

to-find or brand-new pieces. 
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Methodology of EOB Evaluation 
Statement evaluations focus on 3 critical areas:  
 

 

 Clarity: Is the content relevant and presented in a manner that 
can be easily understood by members? 

 

 Content: Is all required content present and does additional 
content help readers put the EOB information into an overall 
context (e.g. personalized messaging)? 

 

 Design & Available Formats: Does the EOB contain 
purposeful design elements that enhance the statement, such 
as charts, icons, and font size and style?  

 

 

 

Broken down into individual attributes, adding up to a score 
of 100 
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DALBAR Designations & Seal 

Excellent:   80 – 100 points 

Very Good: 70 – 79 points 

Good:         60 – 69 points 

Seal for Excellence: 

 
  

  

Achieve at least a “Very Good” Designation 

 

Higher than industry benchmark 
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Top 3 EOBs 

 

 Clearest presentation of data 

 Best Overall Designs 

 Best Messaging 
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Movement towards less frequent mailings 

Coverage periods instead of per service 

• 1 Month 

Health Statements becoming more prevalent 

 

 Industry IS moving in the right direction 

Calculated to be Understood 

• Plain Language 

• Clear, Visible Math 

More value-added information 

Use of charts and graphs 

Key Findings 
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Plain Language 

Medical Mutual of Ohio  

Humana  

What is this Document and What do I do with it?  
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Clear, Visible Math 

How much do I owe?  

1 

2 

3 

4 

5 

At-a-Glance  
View 
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Clear, Visible Math 

Humana  

How much do I owe? 
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Charts and Graphs 

Aetna  BCBS of Arizona 

Who Paid What? 
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Additional Value-add Information 

Personal Health Information 
Thomson Reuters 
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Additional Value-add Information 
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For more information … 

Brooke Halloran 

Business Development Executive 

bhalloran@dalbar.com 

(617) 624-7273 

www.dalbar.com  

 

mailto:bhalloran@dalbar.com
http://www.dalbar.com/
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Addison 
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About Addison 
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Overview 
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Regulations Will Help 
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Words Will Help 
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Math Will Help 
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Content Will Help 
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Timing Will Help 



28 

All Communications Will Help 

“Welcome” 

Experience 

Account 

Opening 

Account 

Processing 

Statements Letters and 

Notices 

“Welcome” 

Experience 
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Ed’s Forecast 

Some EOBs will 

transform into a tool that 

helps members 

participate in and track 

their health, and get the 

most from their health 

insurance. 

 

Other EOBs will resist 

change and maintain their 

focus as a limited claim 

report.  

 

 

 

Even 

better 

EOBs 

 

 

Improved 

EOBs 
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Other Forecasts 

What’s your forecast? 
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Questions / Comments 

Enter questions in 
the chat box located 

in your toolbar 
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Contact Information 

DALBAR 
Brooke Halloran 

Business Development Executive 

bhalloran@dalbar.com 

www.dalbar.com  

 

Cory Clark 

Senior Analyst  

cclark@dalbar.com 

www.dalbar.com  

 

addison 
Ed Lanigan 

Simplification Strategist 

ELanigan@addison.com 

www.addison.com  

 

Competiscan 
Candace Thornton 

Director, Analytics and Business Development 

Candace@competiscan.com  

www.competiscan.com  

 

 

mailto:bhalloran@dalbar.com
http://www.dalbar.com/
mailto:cclark@dalbar.com
http://www.dalbar.com/
mailto:ELanigan@addison.com
http://www.addison.com/

