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Executive Summary 

Patient engagement is the active relationship between health consumers and  
providers with a mutual goal of forming the best health outcomes for the consumer. 
Health information technology has been an invaluable resource for connecting patients 
and providers to access and monitor health data. With these new tools, consumers have 
been more involved in their health care decisions and have the ability to take more  
ownership of their health, working more collaboratively with their providers.  

As a result of the limited literature on the Michigan Medicaid population and their health  
engagement patterns, the Michigan Public Health Institute (MPHI) along with support 
from the Michigan Department of Health and Human Services (MDHHS) Office of Medicaid 
Health Information Technology and Public Sector Consultants (PSC), formed a survey with 
a specific focus on Medicaid beneficiaries’ level of health engagement, use and knowledge 
of technology and any factors that would contribute to their engagement. 

With responses from nearly 900 participants, key findings indicate a relatively high  
percentage of technology use across Medicaid beneficiaries, however, a gap exists  
between those with access to their health information and those who take advantage 
of that health information through digital technologies.  The survey indicated that most 
Medicaid consumers have regular access to the internet and most are using that access to 
search for health related information. Conclusions drawn from this survey can be used to 
form targeted interventions specific to the Michigan Medicaid population through the use 
of health information technology and targeting to their engagement patterns.
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INTRODUCTION AND BACKGROUND

Patient engagement often refers to a combination of interactions between patients and  
providers, but should not be limited to patient communication or the implementation of 
new technology. It is a dynamic relationship, constantly evolving with the purpose of  
producing the best health outcomes for the consumer. This form of engagement is essential 
to achieving the “triple aim” of health care: improved experience of care, improved health of 
populations, and reduced costs of care. Strategies for engaging patients and encouraging 
health consumers to take control of their health are constantly changing, and it is nearly  
impossible to apply a one-size fits all approach.  

Technology has long presented itself as a key component to the patient engagement 
formula. With the shift away from paper records, technologies including mobile applications, 
patient portals, and electronic health records are all emerging as resources that play a 
significant role in the advancement of health engagement. Engaging in technology allows 
consumers to have greater control of their health decisions. Tools like electronic health 
records allow consumers to be sole or joint decision-makers in health decisions and also 
enhances communication so that patient input is included in the record. Parties that are 
interested in promoting patient engagement can use electronic tools to empower and 
encourage consumers to build collaborative relationships with healthcare professionals. 

The Michigan Department of Health and Human Services (MDHHS) Office of Medicaid 
Health Information Technology in collaboration with the Michigan Public Health 
Institute (MPHI) and Public Sector Consultants (PSC) conducted a survey to assess 
Medicaid  consumers to get a better understanding of: 

• Levels of engagement in their health and health care
• Provider technology use
• Access and use of technology
• Factors contributing to patient engagement

The 15-minute telephone survey includes results from 892  
respondents, including Healthy Michigan Plan (HMP)  
beneficiaries, traditional Medicaid beneficiaries or those with  
at least one child enrolled in a Medicaid program. This 
survey provided useful insights into the Michigan Medicaid  
population’s engagement in health and health care and  
their use of technology.

Medicaid Consumer Survey
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ENGAGEMENT & TECHNOLOGY PATTERNS

HEALTH ENGAGEMENT

Survey respondents were asked how they track their health, how involved they prefer to be in their 
health care and health care of their children, and how satisfied they are with their role in their health 
care. 

Respondents overwhelmingly acknowledged tracking their health information in some way. The 
most common methods were relying on their provider to retrieve the information (47%), having it 
memorized (46%) and having it written down (39%). Only 28% of respondents said they get their 
health information electronically through the use of patient portals or smartphone applications. 

` 

Almost equal proportions of respondents prefer to be completely in charge of their health decisions 
(27%), make final decisions about their health with input from doctors (28%), or make joint  
decisions with equal input from their doctors (28%). Sixty-one percent of respondents said they 
wanted complete control of health decisions regarding their child showing us that we have  
highly motivated parents in the Michigan Medicaid population that are fully engaged in their child’s 
health. Ultimately when asked how satisfied Medicaid consumers are with their role in health care 
decisions nearly 70% were very satisfied,  and only 4% were not satisfied with their role. 

Research has supported the notion that as patients become more 
engaged in their health, they are more likely to be healthy.

28% 28%61%
Track Health Information 

Electronically
Want Complete  

Control of Their Child’s 
Health Decisions
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TECHNOLOGY ENGAGEMENT

Digital technology allows consumers to track and monitor their own health and interact with 
their providers and peers. It also provides valuable data for the healthcare industry and other  
industries to identify consumer health needs. These kinds of innovations allow for consumers to 
take more immediate ownership of their health and health outcomes. The survey inquired about 
technology ownership and access to the internet and health applications on smartphones or 
tablets. Respondents in the Medicaid Consumer Engagement Survey indicate technology use as an 
everyday staple. Fifty-two percent indicated using a smartphone. Additionally, 64% reported using 
a laptop or computer, and 40% use tablets. In relation to smartphones, the younger the respondent 
was, the more likely they were to own a smartphone. In addition, more than 50% of respondents 
in each age group (18-29 years; 30-39 years; 40-49 years; 50-59 years, 60 years and older) owned a 
smartphone. 

A majority of the respondents across all age groups surveyed 
reported using the internet as a tool to search for health  
information.  

Less than half of respondents (44%) in all age groups  
reported owning a smartphone or tablet that has  
health-related applications.  The youngest group of  
survey respondents were the most likely group to  
report having a smartphone health-related application. 
Of those who do have health-related applications,  
60% reported using them at least once a week and  
those under 50 reported checking more frequently.  
Respondents who are tracking their health information 
electronically are more likely to utilize health-related  
applications than those who track their health  
information in other ways. 

Most respondents (70%) reported having regular access  
to the internet and less than 1% reported having no access at all. 

Own a smartphone or tablet

44% 

60%
Use health-related applications at 

least once a week



PROVIDER TECHNOLOGY USE

In the final section of the Medicaid Consumer Survey, respondents were asked about their  
experience with technology, including their healthcare providers’ use of technology. More than half 
of the respondents reported having access to their medical information electronically. However, 
about a third reported ever having actually accessed their records electronically. Of the respondents 
who indicated that they never accessed their medical information, 30% reported that they did not 
know their health information was available online.  

Participants were asked about preferred methods of communication and the availability of those 
methods with their providers including the options of e-mail, text messaging, phone calls or  
dialogue during in-person appointments. Almost all respondents (97%) indicated having and using 
one of these forms of communication with their medical provider with the most preferred method 
being phone calls (90%). 

This was followed closely by in-person conversations (82%). There is a significant decrease in  
utilization with digital forms of communication: 22% prefer e-mail, 17% prefer secure messaging in 
patient portals, and 9% prefer text messaging.   

With the emergence of health information technology in clinician offices, there has been a change 
in the traditional workflow which some providers and consumers may have viewed as disruptive to 
the patient-provider relationship. Respondents of the Medicaid Consumer Survey indicates that  
62% of respondents felt providers using a laptop or tablet during their appointment had a  
positive impact on multiple aspects of their visit and it had no impact on the amount of attention 
the medical provider paid the patient. In all cases, there were less than 6% of respondents who  
believed the presence of technology produced a negative effect.  
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BARRIERS/STRATEGIES FOR HEALTH IT ENGAGEMENT 

The disparity between conversation (whether by phone or in-person) and the use of technology as a 
resource demonstrates a utilization barrier for digital forms of communication. This may indicate the 
value of health technology has not been communicated in a way that compels consumers to  
engage in this manner. Based on the results, it should be expected that not many consumers 
will engage electronically. While online and mobile platforms for consumers have  
value, they do not replace other means of engagement.

Highly limited or isolated conversations on health information 
technology may not adequately convey the message that patient 
portals and other applications are beneficial to consumers. 
The repetition of detailed conversations  
serves as reinforcement of the value of  
health information technology to consumers.
 In order to successfully bridge this gap, 
providers and other health care professionals 
should continuously and consistently bring 
health IT into the conversation, reassuring  
patients of Health IT’s value and how it  
empowers patients to take control of their  
health and health care.  

This is an important consideration, as supporters  
and advocates of health information technology 
must remember technology is not a 
“one-size-fits-all” solution. Rather, it is one 
of many methods that allows consumers to 
take control of their health. Respondents of 
the survey clearly demonstrate a difference 
among age groups in their preference for 
specified technologies. Engagement efforts 
for Medicaid beneficiaries who are 60 years
and older should be centered on laptop use, 
while it would be more advantageous to 
utilize smartphone applications for the 
18-29 demographic.  
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As patients take their concerns online, there is an opportunity to facilitate health care discussions.  
The ability to find and interact with healthcare providers, as well as learn more about the positive  
effects of using technology for improving health in these kinds of digital environments could  
increase health and technology engagement. 

The Survey of Medicaid Consumers finds  
THAT OVER HALF THE POPULATION  
under the age of 50 owned a smartphone.

There is an opportunity to increase engagement by leveraging social 
media. With a need for more throughways for messaging, social 
media is a platform that could benefit and engage many  
Medicaid consumers in their health. 

The y ounger Michigan Medic      aid population is more likely  to 
own smartphones and social media applications present an 

opportunity for more outreach and engagement. 

Under 50 yrs old Over 50 yrs old

Research indicates  
THAT OVER 80% OF CONSUMERS 
say that the information they find  
via social media affects the way they 
deal with their health (PWC, 2012).

Owns a smartphone



CONCLUSION

The Survey of Medicaid Consumers provides an exclusive 
perspective on the factors that both promote and  
discourage Medicaid consumers from using health  
information technology as a resource engage in their 
health and health care. Consumers appear to be  
interested in, and making progress with, the use of  
technology to track their health information in most 
cases. However, there is still a significant need to educate 
and encourage patients to seek their health information 
online.  

Patient engagement is the active relationship between 
consumers and their providers. Multiple methods of 
engagement exist. However, the Survey of Medicaid 
Consumers found computers to be the most owned and 
utilized technology, over smartphones and tablets.  If an 
individual is not already actively engaged in their health, 
that individual is probably less likely to become engaged 
electronically. Results revealed there should be many 
paths to health engagement depending on the  
population being targeted.  

Additionally, instead of insisting on electronic health 
engagement, survey results indicate that providers  
should initiate the engagement conversation and find 
a method that works best for the patient. Overall health 
engagement is far more vital than electronic  
engagement. Emphasis on the use of technology should 
follow, and is secondary to, conversations about the  
usefulness of health engagement overall. 

Providers’ use of technology during appointments has 
a more positive effect on patient health than previously 
believed. Most respondents believed that the presence  
of technology during appointments had a positive effect 
on their health, so if the doctor uses it, then the patient 
may be encouraged to use it as well. Because physicians 
are the conduits of communicating the value of  
technology for health, it is imperative that physicians  
have continuous discussions with patients about  
technology. 



Even though use of technology for health engagement presents challenges, there are many  
strategies for addressing barriers. First, quality patient-provider conversations around health  
information technology could potentially ease uncertainty of the value of technology as a resource, 
while simultaneously increasing the utilization of technology and electronic health platforms.  
Simply downloading or logging onto an application once does not fully encompass “utilization.”  
Utilization is characterized as active use over time. It is important to point out, however, that the 
utilization conversation between providers and patients is over time, not only once during  
appointments. Physicians should encourage their patients to keep using electronic health platforms 
to their greatest extent. Further, the emergence of social media as a tool for engagement should 
not be dismissed as an option. We know from the survey results that most of the population is using 
smartphones, tablets, and laptops, and nearly all of the users have access to the internet. With the 
majority of respondents being young adults, it is likely that they are using at least one form of social 
media and have used the internet as a resource when searching for health related information.  
 

Patient-provider conversations around health information technology

Increase the utilization of technology and electronic health platforms

Use social media as an engagement tool for consumers



Because health care engagement through health information technology may not be an option for 
everyone (for instance, the 60 and over population were not as likely to use digital technology),  
encouraging engagement overall is more important than encouraging engagement through  
technology specifically. Constantly reiterating the value of health technology conveys the  
importance of it and how it can improve health. Second, electronic health records (EHRs) should 
focus on interoperability to better coordinate patient care while also improving the ease of  
information transfer across platforms.  

Health information technology conversations should take place over time, constantly reinforcing 
how health IT can streamline health related services easily, taking pressure off of the consumer.  
Before going to the doctor, a patient may use their physician’s health portal to update their basic  
information ahead of a scheduled wellness check. At the appointment, the patient and physician 
can have a focused conversation, with input from both parties, on the patient’s health based on 
what was entered in the portal. Indeed, health information technology is a relatively new tool for 
patient engagement which has yet to hit its pinnacle, despite the vast progress that health IT has 
made. This survey showcases a few areas of engagement that health information technology can 
support and shows where this method of engagement can venture to next.


