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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 || P

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 Business goals
» Understand what COPD is and how it » Reduce COPD-related ER visits
affects daily life » Reduce COPD-related inpatient
- Learn how to manage symptoms admissions
and triggers » Improve engagement with
» Stay connected with their provider condition-management content
over time
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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
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Design considerations

- Balance education with empathy

 Avoid alarmist language

- Monitor feedback signals to adjust
volume and pacing
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Primary audiences Key experience challenge
» Medicare members diagnosed with Newly diagnosed members are
COPD in the past 3 months processing a lot of information and may
» Excluding members whose diagnosis feel overwhelmed, requiring careful
occurred during an inpatient or pacing and prioritization of content.

exacerbation event
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Experience approach Key principles

The experience was designed as a » Progressive disclosure
longitudinal journey, delivering education - Repetition without redundancy
and self-management guidance over six - Provider-connected actions

months to support gradual learning and
habit formation.
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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

vaetna

Lorem ipsum
dolor sit amet

Lorem ipsum odor amet, consectetuer
adipiscing elit. Blandit tristique vestibulum
fringilla fusce nam convallis per.

<Lorem ipsum odor amet, consectetuer
adipiscing elit. Blandit tristique vestibulum
fringilla fusce nam convallis per.>

v

Subhead here lorem ipsum dolor
sit amet

Lorem ipsum odor amet, consectetuer
adipiscing elit. Blandit tristique vestibulum
fringilla fusce nam convallis per.

« Loremipsum
» Loremipsum
» Loremipsum

Lorem ipsum odor amet

Lorem ipsum odor amet, consectetuer
adipiscing elit. Blandit tristique vestibulum
fringilla fusce nam per.

—>

Intro section
with a CTA

Educational
segment

Final direction

¥aetna

@ =Cold and flu season is here. Talk to
your doctor about getting your flu

and COVID-19 vaccines.>

Knowing what to
do for COPD
between doctor
visits

For anyone living with chronic obstructive
pulmonary disease (COPD), it’s important to
work with your doctor to create a self-

management plan.

Did you know? COPD self-management plans
reduce the chance of ending up in the hospital

Make a self-management plan

<We'll be sending more health tips about COPD

in the futur n your inbox next
month.>- s the las series about
COPD. We hope these health tips have been
helpful.>

) 4

What is a COPD self-management
plan?

Self-management plans explain not only how
to stay healthy, but also what to do if COPD
symptoms get worse, They include information
like:

+ What a “good day” looks like

+ What symptoms might happen
during a flare-up

+ What quick-relief medications to
take

+ Who to call if symptoms do not
get better

+ What to do if urgent careis
needed

Make a self-management plan

Remember, always work with your doctor to
find the treatment that’s right for you.

Progress bar
added for
cadence pacing
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Personalization elements Design rationale

 Different journey orders Testing content order allowed the team
tested across cohorts to learn how sequencing impacts

» Seasonal banner content engagement and behavior change

« Group vs Individual over time.

Medicare variations

Logic flow
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Design execution

- Email layouts

- Landing page hierarchy

» Visual patterns used consistently
across months

Landing page hero

< Did you know? November is COPD Awareness Month. Learn more > >

Homa Managing COPD COPD medication Healthy habits Ervirenmental triggers

Taking control of

COPD. One healthy
step at a time.

If you are living with chronic obstructive pulmonary disea

{COPD}, we want to make sure you have the guidance,
and re » hall u and your caregivers make the right

choices about your health.
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Condition change email

vaetna

@ <Cold and flu season is here. Talk to
your doctor about getting your flu

and COVID-19 vaccines.>

With COPD, every
doctor visit

matters

If you have chronic obstructive pulmonary
disease (COPD), it's important to see your
doctor regularly and keep them updated on
any changes in your health.

Over time, the care and treatment for COPD
may need to change. Your doctor can make the
best decisions when they know what's going on

with your health.

Get the most from your visits

<We'll be sending more health tips about COPD

in the futur <eep an eye on your inbox next

COPD. We hope these health tips have been

helpful.>

v

Your doctor can help you
understand the right next steps

COPD is a progressive condition. That means it
can change over time. And as your health
changes, your treatment may need to change
too. If you ever experience new or changing
symptoms, contact your doctor. This can
prevent small issues from becoming more

serious.

Here are some things to talk to your doctor

about at each visit:

+ How you've been feeling lately,
any changes in your health and
any changes in your habits or
lifestyle

If you'd benefit from pulmonary
rehabilitation

Whether you need any
vaccinations

Intro section
~ witha CTA

Educational
segment

Habits email

¥ aetna

@ <Cold and flu season is here. Talk to
your doctor about getting your flu

and COVID-19 vaccines.>

Making healthy
choices to help
COPD

Living with chronic obstructive pulmonary
disease (COPD)? What you do each day can
make a difference in your health,

Follow a self-management plan
Take medication as prescribed

Live a healthy lifestyle

<We'll be sending more health tips about COPD
in the future. So keep an eye on your inbox next
month.><This is the last in our series about
COPD. We hope these health tips have been
helpful.>

\ 4

Every day is a chance to improve
your health

Treatment plans and medication can provide a
strong foundation for managing COPD. But
there are other things you can do to improve

your health:

Maintain a healthy diet and
weight
Take care of your mental health

-

Do breathing exercises

Quit smoking

Build the right habits

Remember, always work with your doctor to
find the treatment that’s right for you.

Intro section
with a CTA

Educational
segment

Environment email

v aetna

@ <Cold and flu season is here. Talk to
your doctor about getting your flu

and COVID-19 vaccines.>

Avoiding common
triggers for COPD

For those who have a diagnosis of chrenic
obstructive pulmonary disease (COPD), there
may be common things around you that can
trigger your symptoms.

Health tip: The scent from things like cleaning

products can trigger COPD. It can help to
choose odor- or fragrance-free products,

How to manage COPD triggers

<We'll be sending more health tips about COPD

in the future. So keep an eye on your inbox next

month.><This is the last in our series about
COPD. We hope these health tips have been
helpful.>

v

Your surroundings can play a role
in your health

Be aware of what's in the air in and out of your
home. Common irritants can make COPD

symptoms worse:

+ Dust and pet hair

+ Air quality and pollution
+ Seasonal allergies

+ Chemicals and fumes

How to manage COPD triggers

Remember, always work with your doctor to
find the treatment that’s right for you.
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. External . b

= - vaetna Home Healthy habits N aV ar | B
message link

- You may feel like it's not safe or even possible to exercise when
living with COPD. But staying active and maintaining a healthy
weight are important to your overall health.

vaetna Homo  ManagngCOPD  COPDmedication  Healthyhablts  Environmentalvigoers

A

< Di PD

> @aetna Home COPD medication  Heaty hbits vaetna i, Hasy hatity

vaetna Home  ManagngCOPD  COPDmedcatin  Healtyhablts  Environmentaliggers

Using your medication
correctly

Managing COPD

Because each person living with chronic
obstructive pulmonary disease (COPD) may have

Taking control of :
different symptoms, their treatment may be

COPD. One healthy aifernt oo

ste P at a time. Almost everyone will use medication to improve

How healthy habits can
help with COPD

Having a treatment plan and taking your medication
correctly can give you a strong foundation to
manage chronic obstructive pulmonary disease
(COPD) and its symptoms. And building other
healthy habits — like doing breathing exercises,

Your surroundings can
also impact your COPD

Chronic obstructive pulmonary disease (COPD) has
many different symptoms. And because of that,

there are many different types of medications.

When done in the right amount and with guidarice from your providers, exercise can actually

improve: .
Common irritants in the air around you may not be

serious for most people. But for people living with

The body's abilty 1o use oxygen
chronic obstructive pulmonary disease (COPD),

Feelings of amxiety,stress and depression

Some medication may be used every day. And

their health. Some may need to keep a close eye on oifiers ey orlybe nesded whensymptoms gak = 3
their symptoms every day. And some may need to . B maintaining a healthy diet or quitting smoking — Elesp. ) Misicls atulieais stréneh these irritants can make symptoms worse.
ving with chronic obstructive pulmonary dis C 0 n s i S te n t make lifestyle changes. & can also have a positive effect on your health. Feeling short of breath
oS o theright " a el The goal with any treatment s to take the right E X
Rl -1 . | 3 > Your health care providers can help you medicine at the right time with the right Talk to your health care providers about what
hero section foryou F el s eriene e s
Yeur Ast i e’ io that
- s participating faciliti atno
addtional cost >
-
i Be aware of what may be in the air around you
your lungs and make it hard to breathe. When usir it rtant to follow the rig i - .
@D Woator o suppesed o ake Learn about breathing exercises &
. ” N \nd make sure ‘exposure to
plo lving and any medication
there can be ways See your health care < Like any other type of exercise, breathing exercises help strengthen the muscles that control your
hard to know what the right care i. providers regularly Using your medication correctly will help you: breathing. Doing these exercises can not only improve your lung function but also help get rid of
stale air inside your chest. Dust and pet hair in your home
Managing COPD stats by working with your heaith care j Controlyour symptoms Take care of your mental health Air quality and pollution
i ol e ot oo e e gt o - Keep COPD from getting worse " e vou hoatth —— Yy You may be able to find home cleaning
4 important to keep your providers informed about your health + Reduce the risk of a flare- ways ask your health care providers before you start any new exercise.
o5 b o) e T Emotional and mental health is very personal. Make sure you talk apenly with your health care ooliesh ‘rz;"r:i? the Resouroes For Check ‘:‘z:k" j:a‘"y"w"'d” (“‘?(" inyour
| yourconaon providers about your mood and your mental health. If you feel like you're strugaling, they can help ) ereaandiafefherightprocadtions
| 1tyou everfeel ike your condition is changing or your you find the right support. <1-866-370-4842 (TTY: 7H).> el 1
symptoms are getting ‘with your medication, talk to your health care providers. You can also . . <Monday through Friday, 8 AM to 6 PM>
\ T i i o it Y ATt imple icons
COPD doesn't have to Deep breathing
define you f o ep_ e l.
.
/ s o et or visibility
- 3 reathecut ot cough g
AT, Many poosia with COPD sxpsrionce eslings of Chemicals and fumes from

With the right treatment plan, people with
'COPD can have active, healthy lives. And
while it may be challenging at times, s
important to do everything you canto
manage your condition.

Keep your health on track by:

- Working with your health care providers
+ Using your medication as prescribed

+ Building the right habits

- Avoiding environmental triggers

« Memsadose bk , bt
Talkoyecepvidrs Fyoueporonce sy f o « Netae oo < i
{olowig § S o i ek ok
- More coughing a“ : santy L 4
s FORR. Lo o e o e i AR T
Explore more about COPD Bt Ll Seasonalillnesses — like
 Hadig et e takinga ceepbrest ook 19—
Hosrg e e g s vt ke cold, flu and COVID-19
o ok i [NoR wmrew wrhreve 1o o ¥o Bl sumpart? can be particularly risky for
Managing COPD Bottor Breathors P- . people living with COPD
b anein I Club.
s Ictograms e et e,

Managing COPD

Work with yous health cara providers tocreato @
solf-management plan.

Exploremore >

Tabs
treatment

Know the common
signs of a flare-up

Keeping an eye on how you'e feeing — and kesping
‘your providers informed — can prevent smaller issues
from bacoming more serious. Tis could help you
av0ida ip to he emergency room.

‘The American Lung Association has
instructional videos for how to use over a
dozen different devices. Here are a few
‘common types:

+ Dry powder inhalers.

Questions about your prescriptions?
We can help.

~ Pursed lip breathing

1. Bresihe in through your ose for sbout o secands, g yous s
2

about foue secands,

“ Belly breathing

Quit smoking

About 75 percent of COPD cases happen in people with a history of smoking.* So if you are living

sadiess, warty and sven fes. A o ims, e
feings can bacome rerehming. Thi makes it
narder 12 sty o of vestment i sy el

Here aresome suggestons for ings youcen do
‘support your mermalard emotional st s
important oy cifforon things anc i ol what
works far o

© Stay sctva and kaep 3 ey
+ Connect with iends, fariy members and loved.
+ Eata heatthy detand get noch sioep:

- Do breathing oxarcises

- doina suppor groun for paoske ing wih GOPE

" mental through your

I health support with Aetna

used for CTAs

Seasonal allergies
g household products
Talk to your health care providers about

Choose odor- or fragrance-free soaps,
how to keep your allergies under control
detergents, cleaners, etc.

typically October through May. And make sure you
getyour flu and COVID-19 vaccines each year.

You may be able to get them from your local
pharmacy.

Here are some things you can do to get the most from each visit <ifyou need help getting your 1 your Aetna® with COPD, quit smoking for good and avoid secondhand smoke.
: % toa i
with your provider
. .
, Talk about how you've been feeling lately.  Tellthem what you're currently doing for C h ec kl | St e S i SR e e oo Is there anyone
" particularly if your condition has changed. () your health and any changes you've made to 7 i
vour habits o ifestyl. I else we should
‘Show your doctor how you're using your f 5
O madossonsmimaba e osroimh O — treatment , keepin theloop
5 Smoking — inci i v ' sy
correcty @) vehabilitation. Pulmonary rehabiltation may P A Dovouea i, e mernber o TP tormin st i
— be coveredby your pan beneits.* oS o R L orton 0 e ideioinationinig
Ny Ask if you need any vaccinations, especially <Tip: your > e ave-up Smoking also makos the Informatien, Complate TPAform >
. > ) during cold and flu season — typically October madicationto st COPD los affctve.
= . oMy R — Is there anyone
<If you need help getting your prescriptions or checking i they're covered e Rt T A else we should

keep in the loop?

0 you havea friend, family member or
someone cle helping you manage your
health 50, can sand them
information.

by your health plan, call the number on your Aetna® member ID card to
speak to a Member Services representative. >

Vonican s find resos
Atna® haath pian

oo 3 support rough your
o e ‘Gompiete acligtal thirc-party authorizaion

(TPA) formin ess than 10 minutes.

The myths about COPD
(and the facts)

There ara many myths and misconceptions about COPD.
Loarning about the dissase can help peoplaiving with COPD
take controlof their hesth

<Ify 2

e

Complte TPA form >

Create a personalized
self-management plan Is fhiee aiyoie
else we should

keep in the loop?

“Taking caro of your hoalth doosn'tjust happen when
You'ra saeing your heaith care providers. What you do
botwoon your visis is equaly s Important.

‘Work with your providers to put ogother a sel.
management plan. T plan il help you understand
what you should be doing every day to manage your
COPD. Andif your symptoms suddenlystart 0 get
Wworsa — sometimos calld a flare-up” —this plan vl
tollyou what todo.

someons else helping you manage your

TR rmin s than o s Maintain a healthy diet, a healthy weight and
i " Camslsta ToAfom > exercise

It may surprise you o learn that diet and exercises can actually help reduce the strain.on your

~ Myth: Only people who smoke develop COPD

~ Myth: If you have COPD, it's too late to quit smoking

spoed up th progression

When yous 26t et het i Wgh n U0 and ssebs
[T ——
— yonr oy produces moro carban xide. And more
Carbon dieida Mo that tha MUSCHS you USA10
restha s ect 10 work harder

~ Myth: Trouble breathing or shortness of breath is the only symptom of COPD

A diet that has a ot of variety, esh s nd
« Chvonic cough VEgEIanies S 1 ow i Can ke breaning &
- Bxcess phiegmor mucis inyour ungs he orend e musr

e Collapsing e
¢ drop-down oo C Carousel treatment

treatment

estyls changes and more.

Work it your proviors or amu e o
maalpl. A e plan il ek s 1 sk o
‘considsration wht foods you ke, what you don't ks
‘and your dallyrowine,

Green Zone — You have no COPD symptoms and
you feel good.

you're feeling. You can read more about each zone.

Tk o your healh care providerstofind out whats right for you

~ Myth: People living with COPD shouldn't exercise

Is there anyone
else we should
keep in the loop?

Complotaa gl hic-party athorization

00 youhavo afiond. family member or o b b s i

~ Myth: Losing weight and eating healthy won't help with COPD

Youmay
with anutitonist for support.

nformation, Complote TPAform >

~ Myth: Only men can develop COPD

Infact

Is there anyone

Bottom section
else v\_/e should N < A .
oo e loop” R remains for all pages

Dot slm eyt (TPA) formin less than 10 minutes.
someons ala helping you manage your

health Ifs0, we can send them
informaton.

Completo TPA form >

Journey system thinking
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Accessibility & clarity My role

» Plain-language explanations of » Defined experience flow and pacing
COPD concepts » Designed email and
- Readable hierarchy for older landing page layouts
Medicare audiences » Ensured consistency across
» Clear spacing and scannable layouts multi-month touchpoints
Collaboration

- Pod leads and strategy partners
» Clinical reviewers
- Data science and analytics partners
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Impact focus High-level outcome

« Reduction in COPD-related ER visits The journey demonstrated how

» Reduction in inpatient admissions sustained, well-paced education can

- Strong ROI driven by low support better condition management
marcomm costs 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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