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The future of 
benefits  
administration  
is now 
Today’s cutting-edge technology is redefining  
engagement for tomorrow’s workforce

By Ed Rumzis, Chief Technology Officer, bswift
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Introduction
Employers have long understood that the health and engagement of their employees 
have a direct impact on their bottom lines. That’s why increasingly rich benefit  
packages have become the frontline in the stiff competition to recruit and retain  
qualified workers. 

The challenge for companies and employees alike, though, is that the more benefits 
offered, the more complicated—and expensive—it becomes to navigate all of the 
options. And that complexity is only going to grow.

Near-daily biotech discoveries and medical breakthroughs have created a byzantine 
health care environment crowded with more options than ever before. At the  
same time, new consumer technologies are reshaping employee expectations  
around how they want to interact with the health care system—including their  
employer-sponsored benefits.

The result? A marketplace flooded with constantly evolving products and services, 
and consumers overwhelmed with information and choices. Employer benefit 
packages have never offered a broader array of benefit offerings, and employees have 
never been more frustrated, confused and disengaged. 

To fulfill the promise of delivering a rich benefits experience to workers, employers 
will have to transform their benefits platforms. A holistic digital platform can  
revolutionize how employees engage with their benefits program while  
making it possible for plan administrators to manage and track utilization. 
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Defining the Employer Dilemma 
In the scramble to keep up with the explosion of options and an increasingly 
diverse workforce, human resource (HR) departments have cobbled together 
fragmented employee health and wellness benefit ecosystems that are difficult 
to navigate and even harder to manage. Even worse, as employers add programs 
in an attempt to drive down costs, they are struggling to demonstrate a return on 
that investment because utilization is dropping.

Recent studies found that 66% of HR managers say their organizations’ health 
and wellness offerings have increased in the past five years.1 And as more layers 
are added, accessing each one becomes more complicated. More than half of 
employers, 54%, say they use different platforms for their health and wellness 
offerings, with each platform requiring their own logins.2

Rather than engaging employees with all of these choices, the opposite is  
happening. Employees are overwhelmed, and utilization rates are dropping.  
In fact, two-thirds of employees say that making sense of benefits is too  
complicated,3 and 40% of employees say dealing with multiple vendors is  
confusing.4 At the same time, managing expanding benefit programs is  
increasingly unwieldy and expensive. Nearly 60% of employers say managing 
their benefits programs has become more complex,5 and benefits now account 
for about 32% of all employer compensation costs.6 

Designing for Tomorrow’s Workforce
With millennials already making up half of the U.S. workforce7 and Gen Z starting 
to enter the job market, employers need to be aware of and responsive to the 
shifting attitudes and expectations of younger workers. For example, while 
their parents and grandparents prioritized health care coverage and retirement 
benefits, younger workers are more lifestyle focused. They want flexible  
work-from-home options, help paying off their student loans and a broader  
array of wellness choices. 

Millennials also have different expectations around how benefits should be 
accessed and delivered. Of the millennials surveyed, 58% say it is already 
difficult to access their current benefits,8 and less than half of them say they have 
a good understanding of how their employee benefits work.9

As the first generation raised with mobile devices, millennials are more 
comfortable sharing personal data, especially if they believe they will receive 
a better experience in exchange for their information.10 And 42% of millennials 
already use artificial intelligence (AI), such as Alexa or Siri, for benefits or  
health-related questions.11

Then there’s Gen Z. This generation grew up on social media and the internet, 
which is raising the bar for employers to meet the next generation of workers 
where they live—online.12 

 66%
of HR managers 
say their  
organizations’ 
health and wellness 
offerings have  
increased in the 
past five years. 

1  “Employee Health and Wellness Checkup,” Robert Half, Jan. 10, 2018.
2 “Driving Benefits Engagement,” HealthAdvocate, 2018.
3 “Aflac WorkForces Report, 2018 Overview,” Aflac, 2018.
4 “Study: Employees find accessing benefits through multiple vendors confusing,” HealthAdvocate, April 13, 2018.
5 “Game-Changer: The Digitalization of Employee Benefits Delivery,” Guardian, 2018.
6 “Employer Costs for Employee Compensation,” U.S. Bureau of Labor Statistics, September 2019.
7 “The (Millennial) Workplace of the Future Is Almost Here,” Inc., Jan. 15, 2019.
8,9,11 “Game-Changer: The Digitalization of Employee Benefits Delivery,” Guardian, 2018.
10 “2019 Accenture Global Financial Services Consumer Study,” Accenture, 2019.
12 https://www.pewresearch.org/fact-tank/2019/01/17/where-millennials-end-and-generation-z-begins/
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At the same time, as cybercrimes become more frequent and more sophisticated, 
tech-savvy younger generations are also highly conscious of online security. In fact, 
data breaches have jumped 67% in the past five years,13 according to research from 
Accenture. So while younger workers are willing to share personal information, they 
want assurances that their data is safe. 

Reimagining the Employee Experience
In today’s increasingly disconnected benefits ecosystem, the opportunity is ripe for 
employers to leverage technology to increase employee engagement. The key is to 
create hyper-personal digital experiences that engage employees and help them feel 
confident about their benefits—not just at the time of enrollment, but as they use 
them throughout the year. 

Delivering those experiences through a central portal that can aggregate all 
benefits—including point solutions—onto a single dashboard is crucial. Driven by 
AI and enabled by 5G bandwidth, the hub should be smart enough to generate 
customized experiences for each user, providing unique benefit presentations, 
messaging, and prompts based on each employee’s personal situation, preferences 
and past actions. 

As the gateway to a company’s benefits program, the site should also provide 
seamless integration among and between programs. And because more than half of 
employees surveyed say they cannot access their benefits in the way they prefer,14  
the platform must deliver a consistent experience, regardless of how users access it. 
The portal also needs to provide transparency that inspires trust and reduces  
complexity. And, finally, but very importantly, it needs to be wrapped up in  
bulletproof cybersecurity infrastructure that protects the massive amount of  
data required to deliver truly personalized experiences.

Build Today to Meet Future Demands 
The technology already exists to help companies build a better benefits platform—
one that will meet the demands of today’s workers and will grow as needs and  
options evolve. Here’s how:  

1. Make It Mobile and Conversational
Consumers increasingly want to be able to access their benefits from their  
smartphones or other connected devices, so the user experience of the interface 
needs to be consumer centered and grounded in consumer-grade principles. That’s 
where Human-Centered Design (HCD) comes in.

HCD factors in the user’s mindset and emotional state when presenting information 
on the site, appealing to each employee’s individual tastes and perceptions. It uses 
natural-sounding language and a conversational interface to make sure content is 
clear and engaging. HCD also recognizes that people are susceptible to distractions 
and typically low on motivation, so it incorporates prompts and interactivity to  
spur action. 

2. Make It Smart
Empowering AI with the right data can leverage personalization to remove friction 
and confusion. An Interactive Virtual Assistant (IVA) can understand what someone 

13 “Ninth Annual Cost of Cybercrime Study,” Accenture, March 6, 2019
14 “Earn Employee Loyalty through Benefits Technology,” The HR Tech Weekly, July 8, 2018.
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is typing or saying, and respond with information and next-action recommendations 
that are uniquely tailored to that user based on their personal history and current 
circumstances. 

For example, an IVA can walk users through complicated processes rather than 
simply posting a list of directions online. It can also do a lot of behind-the-scenes 
heavy lifting, such as filling out forms with data from other programs to make the 
employee’s experience as seamless as possible. 

3. Make It Proactive
When it comes to something as complex as promoting wellness, getting someone 
to change a behavior takes more than encouragement. People need different types 
of motivation delivered at different times to keep them moving toward a goal. A 
motivation rules engine that incorporates a user’s data, such as demographics or 
answers to a questionnaire, along with an ongoing analysis of their responses to 
different types of prompts, can mean the difference between success and failure. 

With that information, the engine determines what assets and messaging strategies 
would be best to motivate a particular action at a given time. The person’s response 
to those selected assets and strategies is tracked and can be continually factored into 
future motivational moments.

To ensure privacy,  
employees should 
be provided the 
option to “opt in” 
or “opt out” of any 
digitalized system 
that collects  
personal  
information to 
enhance the  
user experience.



8

4. Make It Holistic
A cloud-based system provides immediate, real-time access to anyone using any 
device. Cloud designs can aggregate massive amounts of data from multiple sources 
and deliver relevant information, such as educational videos, tailored to fit the needs 
of every user. 

Built on an Application Programming Interface (API) foundation, the hub can  
integrate multiple vendors and platforms. So instead of having to go through separate 
portals to access their health benefits, wellness programs and retirement accounts, 
users can review their HSA balances, 401(k) allocations and track their progress  
toward personal fitness goals through a single, user-friendly page. With everything 
flowing into a single dashboard, employees get a 360-degree view of their entire 
benefit program. They can see the intersections between their personal and financial  
wellbeing, which can help motivate them to continually set and achieve higher goals.  

5.  Make It Secure  
There are more than 200 billion connected devices around the world today, and that 
number is growing exponentially. As a result, the amount of private information  
available today has become a third rail for solutions providers. To ensure privacy and 
enhance the user experience, employees should be provided the option to “opt in” or 
“opt out” of any digitalized system that collects personal information to enhance the 
user experience. To ensure security, employers should consider using a cloud-based 
provider that continually invests in data security.

Conclusion
Your benefits engagement strategy, paradoxically, is facing both a supply and demand 
problem.  The endless supply of choices when paired with a growing demand of 
expectations from today’s workforce has outgrown the capabilities of traditional 
benefits engagement strategies. By leveraging an AI driven multimodal digital 
platform, you can transform your communication approach into a dynamic  
and personalized experience that filters out the noise while drawing attention to  
the information that matters most.  
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About bswift

bswift helps customers change the way their employees 
perceive and engage with their benefits through adaptive 
technology and empowered, compassionate service. Our 
intuitive, personalized enrollment experience inspires 
confidence and connects employees to the resources 
they need to achieve their personal ambitions. Working 
with over 50,000 employers and 14 million lives, bswift 
offers cloud-based technology and services for online 
enrollment, interactive decision support, ACA compliance 
reporting and employee engagement. bswift is part of 
Aetna, a CVS Health business (NYSE: CVS) with the shared 
purpose to help people on their path to better health.  
For more information about bswift, visit www.bswift.com,  
and follow us on twitter.
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