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Objectives & Key Takeaways

To understand:

• Innovation is not an easy toss over the fence to the core business

• There is a need to invest in building champions for an idea

• The investment in champions often takes the form of what we’re not used to in 
business
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Meet the Team

Marla Hetzel
Innovation Development Director, AARP

Jennifer Draklellis
Director of Innovation, United Healthcare

Jo-Robin Banks
Innovation & Program Design, AARP
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SHARED CAPABILITIES IMPACT
50+ Consumer

ACHIEVE
Growth & 
Retention

DEVELOP
Capabilities of 
Organizations

AARP/ASI
• Brand Trust
• Advocacy
• Expertise and 

Knowledge on 50+ 
Consumer and Issue 
Areas

UHG
• Data and Clinical 

Expertise
• Health Care 

Delivery
• Technology

ACTIONABLE, SHARED PURPOSE

A COLLABORATION IN 
INNOVATION 

A COLLABORATIVE innovation 

effort between ASI and UHG 

established to make healthcare 

better by LEVERAGING the 

SHARED CAPABILITIES of the 

organizations and ALIGNING

with strategic objectives in 

order to CREATE ACTIONABLE 

concepts that TRANSITION to 

business owners.

A  Unique Partnership
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Why This Not an Easy Toss

?
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The Performance Engine: 
“Companies are built for efficiency, not innovation”



Operator Mindset

• Is uncomfortable with uncertainty, ambiguity and 
risk

• Is able to make data-driven and analytical 
decisions

• Works hard to be both accurate and precise
• Works to avoid failure and reduce errors to zero
• Wins by reducing variability and executing to plan

The Operator Mindset 
Drives the Performance Engine
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• Is comfortable with uncertainty, ambiguity and risk
• Is able to make analytical or intuition-based 

decisions (including “blink responses” based on 
minimal information)

• Settles for order-of-magnitude estimates and does 
not let precision exceed accuracy

• Sees failure as inevitable and even desirable (as long 
as it happens fast/at low cost and one learns from it)

• Wins by maintaining openness and preserving 
options

Innovator Mindset

The Innovator Mindset 
Paves the Path for an Idea 
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Facilitating Execution

“When it comes to embracing a new idea, most 
will demur unless you can pack a parachute that 
will allow them to jump safely from their (way of 
doing things) to yours.”

Whitney Johnson, Harvard Business Review
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About Vernice
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• I am from the Southeast

• I attend church at least once a week

• My community is very important to me

• I am the head of my household

• I am trying to lose weight

• I have some college education

• I have some level of dissatisfaction with my health

• I am active on social networks like Facebook

• I have tried various weight-loss programs

• I have children
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Tell a Human Centered Story
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Tell a Human Centered Story



Identify Potential Landing Zones

In Multicultural Leadership, we are:
• Focused on increasing awareness of AARP among multicultural 

audiences nationally and locally and engaging them in programs, 
activities and membership,

• Telling the AARP story in a culturally relevant way that benefits and 
enhances the quality of life for 50+ multicultural America,

• Focused on embedding multiculturalism into all we do at AARP – that 
means adapting the AARP experience so it aligns with multicultural 
audiences, and 

• Available to work with all staff to ensure that AARP’s efforts have 
maximum impact for these audiences. 

Multicultural Leadership

Look for Common Goals

Feeding Hungry People 50+ and Developing Sustainable Solutions for the Root Causes of 
Hunger
• AARP Foundation's Food Security team is committed to helping nearly 9 million older people 

obtain food security by redefining hunger as a health issue and mobilizing food companies, 
health insurers, community organizations and others to help foster sustained solutions. Our 
initiatives are based on three principal solutions:

• Educate: Increase awareness and understanding of older adult hunger and food security 
through ongoing research and awareness programs.

• Extend: Consolidate, integrate and leverage efforts by organizations, industry and government 
agencies to address gaps and challenges in more efficient, focused and prioritized manner.

• Elevate: Bringing together key experts who work across the food supply chain to develop new 
market-driven pathways that can increase access to safe, affordable and nutritious food. 

AARP Foundation
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Build Evidence



Experimented through Digital Channels 
To understand acquisition ability and willingness to pay
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Prep to Promote
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Leadership Champions the Work
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Leadership Champions the Work



Practical Application:  
What is Claim More?

Claim More is a social movement and healthy eating 
program that relishes what is special about African 

American women.  It helps them be more 
accountable and more easily engage in lifestyle 
behaviors that reduce their risk of diabetes and 
other chronic diseases.  Combining community, 
technology and nutrition support, Claim More 

empowers women to create healthy life-long habits
around food while still enjoying the flavors of life.    

About CLAIM MORE
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Claim More Centered around Six Core Elements
Uniquely combined to provoke emotional engagement and 
facilitate healthy lifestyle behavior change

20



In the Fall/Winter of 2015, we ran an in-market learning experiment in

Winston-Salem,
North Carolina.

It spanned 12 weeks and involved 
2 churches and 28 African-American women.
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We partnered with 

two local churches 
and got the buy-in of their leadership.

BISHOP MACK

REVEREND BANKS

CHURCH LEADERS

The church leaders provided their 

endorsement and buy-in for the Claim 

More program, agreeing to dedicate 

resources, staff and time during select 

church services to support the Claim 

More movement.

UNION BAPTIST

GOLER MEMORIAL AME ZION 
CHURCH
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Each church leader selected a

Church Champion
to run the program for their congregation.

KIM
Church Champion

UNION BAPTIST LEADERS

GOLER MEMORIAL LEADERS

CARLA
Lieutenant

JANICE
Church Champion

DORIS
Lieutenant

CHURCH CHAMPION

The church champion is responsible for 
managing and executing the Claim More 

program for the women in her church. She 
is the face of the Claim More movement 

and is motivating, inspirational and 
possesses an encouraging and 

enthusiastic spirit.

LIEUTENANT

The Lieutenant assists the champion in 
her role.
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How we brought 

Claim More
to life

24



What’s next 
Current state of the program

Identify Ecosystem Partners

2017 Launch Planning

What:  Next round of in-market experimentation
Where:  Winston-Salem, NC & DC Metro Area 
Who:  8 churches; 30 participants per church
When:  March 2017
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Questions / Discussion


