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Employees are not used to saving for health care. But 
as high-deductible health plans (HDHPs) become more 
standard, they need to understand how and why to put 
money aside for health care expenses. Even once your 
employees open their first health savings account (HSA), 
the journey to managing and using that account wisely 
is a long one with many varied stages along the way.

These employees often require extensive guidance to 
manage these stages successfully. To help employers 
better understand The Health Saving and Spending 
Customer Journey, Optum has identified five distinct 
stages* that consumers go through in saving and 
spending for health care. Recognizing and assisting your 
employees as they transition through these stages can 
lead to better decisions and greater financial wellbeing.

Optum’s extensive array of award-winning communications and programs, email 
newsletters and “People Like Me” stories will give you the tools necessary to help 
your employees manage these stages successfully.

THE PURPOSE OF 
THIS GUIDEBOOK 
is to help you understand 

the five stages employees 

experience when they open 

and use an HSA at your 

company, resulting in better 

employee participation and 

engagement – and more cost 

savings for you and them.

*Five Stages of Health Saving and Spending is a proprietary model of Optum developed and based on consumer research and insights (2013-2014.)
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STAGE 1

Helpful Tools:

At the first stage, employees are asking themselves: “Should I open an HSA?” and “Do I have a qualifying 
High Deductible Health Plan (HDHP)?” Many are feeling anticipation and enthusiasm for a tool that can help 
them better manage their health care finances, while other employees may be confused or even intimidated 
by all the information they’re receiving. 

During the decision-making process, employees want to know how an HSA works and how it can help them 
with their health care needs, along with its benefits. They may be attending employee benefits meetings, 
reading brochures or chatting with colleagues or friends to get more information.

DECIDE
Go/no go for HSA

•  What are my contribution options?

•  How much will my employer contribute?

•  Will I end up paying more for my health care than last year?

•  What is the right decision for me?

Employees want to find information that helps 
them answer preliminary questions, such as: 

TIMING 3-6 months prior to open 
enrollment, depending on company 
size and plan options. 

•  Offer only 2-3 plan options to make the decision process easier.

•  Encourage active enrollment in place of a rollover option. 

•   Set the deductible amount for each plan option.

• Explain that the higher the deductible, the lower the premium amount.

• Set the plan deductible high enough to meet the IRS minimum requirements for an HSA.

•   Offer the consumer-driven health plan at a substantially lower premium to prompt participation.

• Highlight distinct advantages of the HSA.

• Communicate senior leaders’ support for health plan changes, including the triple tax advantages.

Key Actions for Employers to Help Employees Choose an HDHP and 
Open an HSA:

1.  HSA Online Tour                                                
All employees should take a self-guided tour of 
the HSA program at www.openenrollment123.
com/self-guided-tours. Here, they’ll find detailed 
information on not only how to enroll in an HSA, 
but why it’s important. 

2.  Plan Cost Estimator                               
Encourage employees to use Optum’s Plan Cost 
Estimator Tool to estimate their costs under each 
plan so they can see how much they could save. 

3.   Health Savings Checkup Calculator          
Employees should also utilize Optum’s Health 
Savings Checkup Calculator so they can better 
connect how their health affects their wealth. 

4.  People Like Me – “See Steve Save”           
Encourage your employees to read Optum’s “See 
Steve Save.” This People Like Me story follows 
“Steve” as he uses his HSA to plan, save and pay 
for health care.

Employees may be confused and even resistant to changes or updates to their health plan. That’s why we 
recommend you utilize these helpful resources to encourage employees to open their account.  
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STAGE 2

Helpful Tools:

1.  HSA Email Campaign                                             
If possible, sign up your employees for the Optum 
Bank HSA email campaign. Roughly three times a 
year, they’ll receive an email filled with helpful tips, 
enrollment calendars and more. 

2.  E-Newsletter                                           
Additionally, you can enroll them in a bi-monthly 
e-newsletter that features even more news and 
notes about HSA accounts. 

3.   Financial Forum Webinars                         
Encourage employees to tune into Financial Forum 
WebEx meetings. They’re a great opportunity 
to ask questions and gain more insight into the 
benefits of an HSA account. 

4.  People Like Me – “Molly Goes to the Doctor” 
Employees should read, “Molly Goes to the 
Doctor.” This People Like Me story shows how 
“Molly,” an HSA owner, uses her insurance and 
her account to pay for health care. 

During the second stage, employees want to open their accounts and complete the HSA setup, ideally in 
a single encounter and with minimal thought and effort. They should begin to forecast their health care 
spending for the year and calculate their contribution to the HSA based on their cost and saving plans during 
the enrollment process. A helpful tool employees can use to forecast their spending is the Optum Health 
Savings Checkup calculator, found at http://cdn.optum.com/oh/ohb/calc/calc.htm. Optum can even work with 
you to build a unique calculator for your specific employee population.

Keep in mind, it’s possible employees may not use their account until they have had a health care event, such 
as filling a prescription or visiting the doctor’s office, so they may feel uncertain about using it for the first time.

OPEN

The questions at this stage are more operational: 

•  What do I do the first time I have a doctor’s visit?

•  How do I use my Health Savings Account Debit MasterCard®?

• Who do I call with questions?

• What is my deductible?

• What is my out of pocket maximum?

• How much do I need to save? TIMING 2-4 weeks prior to open 
enrollment and continuing through 
the launch of the new plan year.

•  Suggest employees reallocate the money they are saving by having a lower premium (with their HDHP) to 
their HSA each month. 

•  Reinforce basic information about features and benefits of the HSA, including tax advantages.

•   Specify qualified medical expenses, other requirements and limitations. 

•  Explain day-to-day transactional activities, including how to use the debit card to pay for out-of-pocket 
expenses, such as prescriptions, eyeglasses or a doctor’s bill. 

•  Use sample illustrations to depict usage and demonstrate tax savings.

•  Invite senior leadership and/or HR to introduce training sessions or provide support in written 
communications. 

•  Recommend employees use the Optum Health Savings Checkup calculator to help forecast their health 
spending for the year (http://cdn.optum.com/oh/ohb/calc/calc.htm).

Key Actions for Employers to Help Employees Open Accounts:

Communication at this stage is just as important as it was in stage one. Even though an employee has access 
to open an account, they may not know what to do with it. Here are some tools that will help. 
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Helpful Tools:
USE

When they reach the third stage, employees are hoping to obtain basic value from their accounts by ensuring 
their HSA has sufficient funds for upcoming expenses, and that payments are properly made. They will 
begin saving by making deposits or using HSA funds to pay for health care services, medical products and 
prescriptions. Some may feel confident and in control of saving and using their account, while others may feel 
overwhelmed with the number of decisions they need to make.

•  Offer an employer contribution amount.

•  Consider contributing a meaningful amount, such as one-third to one-half of the deductible.

•  Structure the employer contribution to motivate employee action:

•  Up front contribution: Offer a lump-sum payment at the beginning of the plan year to help 
employees meet larger expenses before they have built up their balances.

•  Matched contribution: Match employee contributions throughout the year (similar to a 401k) to 
encourage regular contributions from employees.

•  Contingent contribution: Make the contribution amount contingent on employees’ reaching a 
minimum contribution level, such as $100/month for an individual or $200 for a family. 

•  Reinforce tax advantages of employees’ contributions to the HSA.

Key Actions for Employers to Help Employees Use Accounts:

•  What if my forecasted expenses fall short – how do 
I make up for the gap? 

•  I paid out of pocket, what happens now?

•  Do I need to save my receipts?

•  Is this a qualified medical expense under my HSA?

•  What retirement savings options do I have?

Employees may ask more in-depth questions at 
this stage:

TIMING 2-4 weeks prior to open 
enrollment and continuing through 
the launch of the new plan year.

1.  Health Savings Checkup Calculator                   
Now that your employees have opened their HSA, 
the Health Savings Checkup Calculator is much 
more useful. This tool will formulate an action plan 
to help save more and spend less on health care.

2.  HSA User Guide                                                
Urge your employees to read the HSA User Guide. 
This comprehensive “owner’s manual” for account 
holders covers banking, tax rules, eligibility and 
other key information. 

3.   Monthly Bank Statements                            
Make sure your employees are signed up to 
receive monthly bank statement messages. These 
are extremely useful when it comes to not only 
knowing where you stand, but also provides 
information surrounding key dates such as tax time.

Once an employee has enrolled in an HSA program, figuring out the most effective and efficient ways to use 
it can be overwhelming (which is why many don’t take advantage of it). Here are some resources that will 
make navigating that field much easier.
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STAGE 3



Helpful Tools:
MANAGE

Keeping up to date with account responsibilities is the focus of the fourth stage of the journey. 

Account holders will perform routine maintenance, such as reviewing monthly statements, reconciling 
accounts and tracking cash inflow and outflow, in addition to transferring pertinent information to tax forms 
or sharing the information with their accountants.

Account holders may also be making changes to accounts in terms of settings, product type or amount of 
payroll deduction. Some employees may feel confident and empowered to take advantage of their HSAs, 
while others feel burdened with how to use it properly.

•  Continue to facilitate pre-tax employee contributions via payroll deduction.

•  Teach employees how to grow their balances, so they are prepared when a medical need arises.

•   Reinforce how the HSA grows tax-free, never expires, and can be used for current or future expenses.

•   Show how people in various circumstances use the HSA to pay their health care expenses.

•   Make sure employees have their account information updated online to ensure they are receiving pertinent 
educational materials.

•   Remind employees they can access their account on a mobile device for easy management on-the-go.

•  What is my balance?

•  How much can I reimburse myself and for how long can I go 
back in time? 

•  When reimbursing myself, how does this get reported to the IRS?

•   Am I allowed to change my payroll deduction mid-year?

•   Can I keep my account if I switch jobs?

The questions they may still have include: 

Key Actions for Employers to Help Employees Manage Accounts:

TIMING 2-4 weeks prior to open 
enrollment and continuing into the 
plan year. Also push prior to tax 
time and the end of the year.

1.  People Like Me – “Lisa’s HSA Funds 
Help Her Manage Her Diabetes”                                       
For employees with chronic conditions, they should 
read the People Like Me story, “Lisa’s HSA Funds 
Help Her Manage Her Diabetes.” It follows “Lisa,” 
a hypothetical woman with diabetes, successfully 
managing her money and her health. 

2.  Employer Reports                                         
Employer reports and notifications can generate 
information on how an HSA account is doing. 
Use them to help employees manage their money 
more effectively. 

3.  Consumer Data Exchange                              
Utilize the Consumer Data Exchange to load 
employee profiles, enrollments, dependents, 
contributions and bank account data on a regular, 
automated basis. 

Managing an HSA account doesn’t have to be difficult. With these tools, employees can better stay on top of 
their account.
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Helpful Tools:
OPTIMIZE

• Provide access to information and reminders throughout the plan year.

• Encourage contributing to and growing the balance, so it is available for current or future expenses.

•  Sequence communications, starting with the basics, adding detail about usage, reinforcing advantages and 
issuing regular reminders about making contributions.

•  Use a variety of communications, such as eblasts, text alerts, FAQs, webinars, self-guided training, Intranet 
posts, and articles about making informed health care decisions and spending dollars wisely.

• Provide information for in-home review with family members/health care decision makers.

•  Dedicate space on the Intranet, including a password protected sub-site for enrollees to access and manage 
their account.

• Make information accessible for non-enrollees to prompt interest in advance of the next plan year.

Key Actions for Employers to Help Employees Optimize Accounts:

• How can I use my HSA to improve my long-term financial health?

•  How much money will I need in retirement to pay for my 
health care?

• How much can I invest?

• Do I pay taxes on invested growth?

• Are there penalties for withdrawal?

Employees may still have many questions, but 
ultimately, they want to know:

TIMING Periodically throughout 
the plan year, with a push prior to 
tax time and at the end of the year.

Investments are not FDIC-insured, are not guaranteed by Optum Bank and may lose value.

For this stage, account holders are trying to get the most value out of their accounts by investing wisely. 
This is accomplished by setting up investment accounts, deciding how much to invest, selecting funds and 
monitoring returns. An employee may, for example, transfer a certain amount from an HSA into a mutual 
fund or transfer funds between their HSA cash and investment accounts to rebalance the portfolio as the 
market changes. Some employees will be confident and proactively invest and grow their accounts, while 
others will be intimidated about what to do and anxious about making mistakes. For unsure employees, you 
can lead them to educational materials so they better understand their growth options.

1.  HSA Investment Flyer                                
Encourage your employees to download the HSA 
Investment Flyer. It serves as a reminder that one 
feature of an Optum Bank HSA is the ability to 
invest in mutual funds. 

2.  Health Savings Checkup Calculator           
Employees should consider revisiting the Health 
Savings Checkup Calculator. Now that they’ve 
invested, this is a great tool to show employees 
how their money is being affected by their HSA   
so they can better optimize their investments. 

Now that the employee has all the tools at the ready to help them decide, open, use and manage their HSA, 
here are some tools for optimizing their investment.
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Get the most value from the account

STAGE 5



For HSA from Optum Bank: http://www.openenrollment123.com

Optum and its respective marks are trademarks of Optum. All other brand or product names are trademarks or registered marks 
of their respective owners. Because we are continuously improving our products and services, Optum reserves the right to change 
specifications without prior notice. Optum is an equal opportunity employer.
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WHY
OPTUM?
You can count on our commitment to helping create a better HSA experience 

for your employees at every stage of their health care saving and spending 

journey. We have the health care knowledge and benefit communications 

expertise to help your employees make the most of their HSAs, wherever they 

are in the saving and spending journey.

TO ACCESS OUR
HSA COMMUNICATIONS

To learn more, contact us at 866-427-6804 or engage@optum.com

Health savings accounts (HSAs) are individual accounts offered by Optum BankSM, Member FDIC, and are subject to 
eligibility and restrictions, including but not limited to restrictions on distributions for qualified medical expenses set 
forth in section 213(d) of the Internal Revenue Code. State taxes may apply. Fees may reduce earnings on account. This 
communication is not intended as legal or tax advice. Please contact a competent legal or tax professional for personal 
advice on eligibility, tax treatment, and restrictions. Federal and state laws and regulations are subject to change.


