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COPD Member Engagement Journey
Designing a multi‑month, condition‑specific journey to help newly diagnosed members 
manage COPD and reduce preventable ER and inpatient visits.

EM LP

Role: Graphic Designer



The problem

Members newly diagnosed with COPD 
often lack clear guidance on how to 
manage their condition, leading to  
poor self‑management, unnecessary 
exacerbations, and avoidable ER and 
inpatient visits.
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User goals

Understand what COPD is and how it 

affects daily life


Learn how to manage symptoms  

and triggers


Stay connected with their provider 

over time
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Business goals

Reduce COPD‑related ER visits


Reduce COPD‑related inpatient 

admissions


Improve engagement with 

condition‑management content
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Healthcare & system 
constraints

Medicare‑specific content and  

review requirements


Eligibility and exclusion logic across 

multiple conditions


High risk of unsubscribe if cadence 

feels overwhelming

COPD Campaign | Pod 4 | December 2024

Design considerations

Balance education with empathy


Avoid alarmist language


Monitor feedback signals to adjust 

volume and pacing
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Primary audiences

Medicare members diagnosed with 

COPD in the past 3 months


Excluding members whose diagnosis 

occurred during an inpatient or 

exacerbation event
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Key experience challenge

Newly diagnosed members are 

processing a lot of information and may 

feel overwhelmed, requiring careful 

pacing and prioritization of content.
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Experience approach

The experience was designed as a 

longitudinal journey, delivering education 

and self‑management guidance over six 

months to support gradual learning and 

habit formation.
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Key principles

Progressive disclosure


Repetition without redundancy


Provider‑connected actions
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Design exploration

Members re‑enter the journey monthly to 

receive sequenced content rather than 

one‑time outreach.


Introduction to COPD and  

condition basics


Medication adherence and 

self‑management planning


Environmental trigger awareness


Ongoing reinforcement and check‑ins
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Early exploration

Intro section 

with a CTA

Educational 

segment

Final direction

Progress bar 

added for 

cadence pacing
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Personalization elements

Different journey orders  

tested across cohorts


Seasonal banner content


Group vs Individual  

Medicare variations
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Design rationale

Testing content order allowed the team 

to learn how sequencing impacts 

engagement and behavior change  

over time.

Logic flow
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Design execution

Email layouts


Landing page hierarchy


Visual patterns used consistently 

across months

Landing page hero
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Condition change email

Intro section 

with a CTA

Educational 

segment

Habits email

Intro section 

with a CTA

Educational 

segment

Environment email
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External 

message link Nav bar

Consistent 

hero section

Simple icons 

for visibility

Pictograms 

used for CTAsTabs 

treatment

Checklist 

treatment

Collapsing 

drop-down 

treatment

Carousel treatment

Journey system thinkingBottom section 

remains for all pages
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Accessibility & clarity

Plain‑language explanations of  

COPD concepts


Readable hierarchy for older 

Medicare audiences


Clear spacing and scannable layouts
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My role

Defined experience flow and pacing


Designed email and  

landing page layouts


Ensured consistency across 

multi‑month touchpoints

Collaboration

Pod leads and strategy partners


Clinical reviewers


Data science and analytics partners
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Impact focus

Reduction in COPD‑related ER visits


Reduction in inpatient admissions


Strong ROI driven by low  

marcomm costs
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High‑level outcome

The journey demonstrated how 

sustained, well‑paced education can 

support better condition management 

and reduce costly utilization.
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Learnings & reflection

Designing for chronic condition 

management reinforced the importance 

of pacing, empathy, and continuity — 

especially for newly diagnosed members 

navigating long‑term behavior change.
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