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• A not for profit charity over 
50 years old

• Why look for a MedicAlert ID?
• Recommended by 

Resuscitation Council

• Coroners’ cases

About MedicAlert
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Info contained on MedicAlert IDs

Image of client record - portal
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That’s the model; in practice…

• Allergies

• Medical conditions

• Implants

• Medical requirements

• Advanced care and action 
plans
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• How can MedicAlert provide 
trustworthy and easily accessible 
patient information at the point of care 
to better protect its clients?

• Approach: add QR code engravings

The challenge:
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About the MedicAlert network

SUPPLY SIDE

Value to 

members

DEMAND SIDE

Value to 

paramedics

MedicAlert 

information 

service
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• Aim: to build trust and reduce friction to reinforce 
the network effect

CX objectives & approach
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Product design

Conduct collaborative 

workshops;

Finalise dev plans;

Legal review

UX testing

Conduct user experience 

testing with SAAAS 

paramedics & members;

Finalise technical design;

Flnalise legals

Create rollout plan

Deliver member cards & 

state-based rollout with opt-

out; build test cases;

Develop launch/rollout  plan;

Prepare for launch

CRM updates in UAT;

Engraving solution;

Finalise comms plan;

Engage PR;

Finalise testing

Prototype development

Begin SAAS engagement;

Develop prototypes;

Cyber review of 

architecture

Begin tech development

Conduct design review;

Build API & mechanics;

Marketing comms design;

Finish purchase flows

Develop website & 

eCommerce purchase UX; 

Deliver Cyber 

documentation;

Begin member services staff 

training

Apr ‘23Mar ‘23Feb ‘23Jan ‘23Dec ‘22Nov ‘22Oct ’22 May ‘23

Go-live

Cyber response;

CRM & web app in  

production;

Comms delivered

First orders made
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User experience

Go ahead…
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Objectives for paramedics

• UX designed to reduce friction
• Obviousness

• Fast access

• Clean design

• UX designed to build trust
• Information ordering

• Relevancy

• Confirming information
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Objectives for members

• UX designed to reduce friction
• Purchase experience – defaults to ‘on’

• Contact centre conversations

• UX designed to build trust
• Personal control

• Scan your own record

• Real time email/SMS notifications

• Personal control over products

• UX designed to build trust
• Respect for member privacy

• Minimal personally ID data displayed

• Power to cancel or pause QR codes able 
anytime

• Communications
• ‘Designed with paramedics’ messaging
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What happened?

• Soft launch mid-May 2023 (focussing on SA first)
• 935 MedicAlert IDs sold; 79% with QR Code

• 442 QR enabled Member Cards generated

• 99% SA members with QR Code preference (opt out model)

• 53% sales via contact centre; 47% sales via website

• PR campaign is next…

(Statistics for 22/5 - 28/6)
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• Awareness & adoption by both 
paramedics and members
• Video for paramedics to support 

Ambulance services comms

• Video + website + contact centre 
conversations for members 

Objectives for the network
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• MedicAlert operates in a network

• QR Code product has been designed to 
optimise this network by reducing friction 
and building trust

• Expansion potential is exciting

Summary


