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Survey Methodologies

2 3 surveys:

Survey Mode # of Dates
completes

New and Returning Customer Survey  Online 1,110 February 2017

Lapsed Customer Survey Online 1,267 March 2017

Awareness Survey Phone 1,200 April 2017

2 Goals:
> Understand enroliment process
> Understand reasons for leaving Connect for Health Colorado
> Understand awareness and opinions of the Marketplace
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Key Findings
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Enrollment

New and Returning Customers

° Connect for Health Colorado 7/10/2017



Most customers enrolled through the
website or a broker

How Customers Enrolled

On the website

With a Broker

With a phone service
representative

With an Assister

At an in-person Enroliment Center
On a paper application

Don’t know

mNew customer ®Returning customer

Connect for Health Colorado Q2. How did you complete your most recent Connect for 2/10/2017
Health Colorado application for health insurance coverage?




More customers were satisfied with their
recent enrollment than dissatisfied

Satisfaction with Enroliment

New customer 21% 13% 7% 28%

Returning customer 10% 10% 1%

25% 50% 75% 100%

m\Very dissatisfied m Somewhat dissatisfied m Neither satisfied nor dissatisfied

m Somewhat satisfied mVery satisfied ®m Don’t know

enrollment experience at Connect for Health Colorado?

6 Connect for Health Colorado Q3. Overall, how satisfied were you with your most recent 771072017



Ease and helpful people were reasons for
being satisfied with enrollment

Reason for Satisfaction or Dissatisfaction with Enrollment Process

Satisfied Neutral Jiissatisfied

Ease (easy or difficult, fast or m m
took too long)

Person (broker, representative, o o o
assister, customer service)

Communication (from C4HCO or
between C4HCO and 3rd party) M 5% L 31% |

Options (plan options, coverage,
cost)

Error (Error needed to be
corrected or a change made to... 5% l 3% 37%
1

Technical (technical issue,
website issue) W 4% B 2%

Gereral positivity or negativity
about the process . 4% 9%

Other reason

No reply

0% 25% 50% % 25% 50% 0% 25% 50%

Q4. [skip if previous response is don’t know] Why were you
Connect for Health Colorado [insert response from previous question] with this most recent 7/10/2017

enrollment experience?




Customers used the Marketplace often
for financial reasons

Reasons for Using Marketplace

Wanted to see if | might qualify for
financial assistance for health insurance

To find a lower cost plan

My employer does not offer health
insurance

Do not have affordable health insurance
through my employer

To compare plans

Tax penalty for not having health
insurance will be a financial burden this
year

Need coverage for family members
Someone recommended itto me

Wanted to see if | might qualify for
Medicaid

Other reason

mNew customer ®Returning customer

Q6. Why did you choose to use Connect for Health Colorado
to shop for health insurance? Please check all that apply.

Connect for Health Colorado 7/10/2017




Almost half of customers thought
enrollment was easy

Overall, enrolling in a health insurance plan
through Connect for Health Colorado was
' easy

New customer 23% 16% 11% 27% 21% 1°

Returning customer 9% 16% 4%

0% 25% 50% 75% 100%
B Strongly Disagree B Somewhat Disagree B Neither Agree Nor Disagree
= Somewhat Agree m Strongly Agree m Does Not Apply

Q10. Please rate how much you agree or disagree with the
@ Connect for Health Colorado following statements about your Connect for Health Colorado 7/10/2017

enrollment experience.



Two thirds of customers did face some
challenge when enrolling

Challenges During Enrollment

The cost of insurance was too high
| encountered a technical problem
It was difficult to navigate the website

The enrollment process took too long

| could not understand the descriptions

of health insurance plans Q9 Did you experience any of the following

challenges when enrolling with Connect for

| did not understand the enrollment Health Colorado? Please check all that apply
process

Applying for financial assistance took
too long

| could not provide the information that
was needed

Other challenge

None of the above

Connect for Health Colorado 7/10/2017
m New customer ®Returning customer




Most customers used tools and
assistance during enrollment

Tools and Assistance Used During
Enroliment

Connect for Health Colorado telephone
Customer Service Center

“Estimate your costs” tool (Quick Cost &
Plan Finder tool) on the website

A Broker orinsurance agent

Connect for Health Colorado online chat
customer service

“Find a Broker” tool on the website

Connect for Health Colorado in-person
Enroliment Center

An Assister
“Find an Assister” tool on the website

None of the above

mNew customer mReturning customer

Q11. Did you use any of the following Connect for Health
Connect for Health Colorado Colorado website tools or other assistance when choosing

your health insurance plan? Please check all that apply.

7/10/2017




More than half of returning customers
had switched plans

Returning Customers' Plan Changes Reasons for Changing Plans for 2017

4 2° 0 - - - -
| Hly previous plan was discontinued this
= No reply year 0

= Yes, | changed my plan .
this year Premium cost 23%

= No, | did not change my 7
plan this year

= Don't know

My previous plan changed this year

Out-of-pocket costs (deductible,
copayments, coinsurance)

The network coverage changed (i.e. which . 59,
doctors and hospitals are in network) 0

Q14. [for returning customers] Did you
change to a different Connect for Health

Needed more coverage .— 4%

Colorado health insurance plan for 2017?
My medication was no longer covered | 1%
Q15. [if returning customer and switched

plan] Are any of the following reasons why you Needed less coverage | 1%

Other reason m

@ Connect for Health Colorado 7/10/2017

Changed to a different health insurance plan

this year? Please check all that apply.




About half of customers were satisfied
with the health insurance plan they chose

| had the information | need to choose the best health insurance
plan for my needs

New customer &/ 1 13% 36%

Returning customer EYA L) 20% 37% 29

0% 259% 50% 75% 100%
| am satisfied with the health insurance plan that | enrolled in

New customer 14% 11% 13% 33% 26%

Returning customer 13% 12% 19% 29

0% 25% 50% 75% 100%

m Strongly Disagree = Somewhat Disagree m Neither Agree nor Disagree
mSomewhat Agree m Strongly Agree ®Don't know

@ Connect for Health Colorado Q16. Please rate how much you agree or disagree with the 771072017

following statements.




Leaving the Marketplace

Lapsed Customers

@ Connect for Health Colorado 7/10/2017



Overall half of lapsed customers were
satisfied with the Marketplace

Satisfaction with Marketplace

14%

0% 25% 50% 75% 100%
B Very dissatisfied m Somewhat dissatisfied m Neither satisfied nor dissatisfied

» Somewhat satisfied mVery satisfied E Don't know

@ Connect for Health Colorado Q6.0Overall, how satisfied were you with Connect for Health 771072017

Colorado?




About half of customers left because they
had access to other insurance

Main Reason for Not Re-Enrolling
| had access to other health insurance
(e.g., through an employer, Medicare,
Medicaid, etc.)

| was dissatisfied with Connect for
Health Colorado

| moved out of Colorado

| was uncertain of the future of the
Affordable Care Act (also known as
Obamacare)

| decided to go without health
insurance this year

Q3. Which of the following is the main reason why you did not
@ Connect for Health Colorado re-enroll in a health plan through Connect for Health 7/10/2017

Colorado?




Those who left due to dissatisfaction
were often dissatisfied with cost

Reasons for Dissatisfaction

| could not get the help | needed

(walk-in staff, person on the phone,

broker, health coverage guide)

There were too few plan options

| couldn’tfind a plan with my 5
doctor(s) 17%
Application for financial assistance
through Connect for Health
Colorado was too confusing

The application to apply for health
insurance was too confusing

It was too hard to maintain the

financial assistance 9%

There were too many plan options

Q4. [if dissatisfied with C4HCO] Are any of the following
@ Connect for Health Colorado reasons why you were dissatistied with Connect for Health 7/10/2017

Colorado? Please check all that apply.




Those who currently had insurance often
had it from an employer or Medicare

Currently Enrolled in Health Insurance Current Health Insurance
2‘%) - 1% From my employer

Medicare

= No reply Directly purchased from a health

insurance company
mYes

=No My spouse/partner's employer

= Don't know Medicaid or Child Health Plan Plus
{CHP+)

Student health insurance from a
college or university

My parents’ plan

COBRA

VA Coverage (i.e., Veteran’s Health
Care)

TriCare

Other

Don’t know

Q2. Are you currently enrolled in any health insurance for 20172

Connect for Health Colorado Q9. [if has health insurance] What type of health insurance do you 7/10/2017
currently have? Please check all that apply.




Reasons for going without insurance
mostly concerned cost
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“Health” and “Insurance” were
removed for clarity.

insurance in 2017?

@ Connect for Health Colorado Q12. [if uninsured] Why have you decided to go without health 771072017



Uninsured lapsed customers were aware
of the penalty for not having insurance

Knowledge of Penalty

e Connect for Health Colorado Q13. [if uninsured] Prior to this survey, were you aware there 771072017

is a penalty for not having health insurance?



Awareness and Opinions

Awareness Survey

a Connect for Health Colorado 7/10/2017



Awareness of the Marketplace remained
high in 2017

Aware of Connect for Health Colorado Awareness of Health Insurance Topics

. 569
Dura.ngo 56% Colorado.gov/ health

Grand Junction [N 71%
Rural 709 Health insurance exchanges
ural I 70%
North Front Range [N 69%
Healthcare.gov
Colorado Springs NI 67%
Denver Metro Area [N 71% eHealthInsurance.com

Total N 70%
Connect for Health Colorado

m2017 m2016 m2015 m2013

@ Connect for Health Colorado Q8. Have you heard of any of the following? 7/10/2017




Most people heard of the Marketplace
from television or online in 2017

Where People Heard of Connect for Health
Colorado

Television [INNNENENENNN———_ 30%

Online/Web site other than
social media

I 22%
Radio [N 15%
Friends/family N 9%
Newspaper M 7%
Social media Wl 3%
Community events 0 1%
Other NN 21%
Do not know N 11%

Q9. [IFYES FOR CONNECT FOR HEALTH COLORADO]
Connect for Health Colorado Where did you read, see, or hear about Connect for Health 7/10/2017
Colorado?




Most believe that the Marketplace is
having a positive impact on Coloradans

Impact of Connect for Health Colorado on Coloradans

Durango 24% 10% 10% 36%
Grand Junction 25% 9% 17% 32%
Rural 25% 6% 14% 35%

North Front Range 23% EA5% 15% 36% 16% |

Colorado Springs 21% 8% 14% 38% L 12%

Denver Metro Area 22% IT23% 18% 36% | 18% |
Total 22% 5%  16% 36%

Don't know R Very negative Somewhat negative No mmpact Somewhat positive M Very positive

Connect for Health Colorado on Coloradans has been....

@ Connect for Health Colorado Q13. [if heard of C4HCO] Overall, do you think the impact of 771072017




Opinions of Obamacare/ACA and the
Marketplace have improved in 2017

Opinions of Obamacare, Affordable Care Act, & Connect for Health Colorado

2017 1% [ 5% 38% 26%
2016 1% BN 4% 42% 22%
2017 21% 11% 25%

2016 21% 13% 22%

2017 3% 29% 11% 11% 22%

20t6 2 '~ 15% 21%

Don't know B Very negative Somewhat negative Neutral Somewhat positive B Very positive

Connect for
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Care Act

Obamacare

Q14. For each of them, please tell me whether your opinion is
@ Connect for Health Colorado very positive, somewhat positive, neutral, somewhat negative, 7/10/2017

or very negative




Cost has grown as a major factor in the
decision to remain uninsured

Uninsured Would Rather... Reasons for Being Uninsured

You don't want it ‘ng%/
0

269
You don't need it 46%
41%

4 ! i 29Y
You don't know where to buy it 11 & o
from 37%

40
You just moved . 111 “82 t
(']

® Pay penalty and not buy health insurance You are unemployed - gg;{:’

24%

You are unsure of what type of o
health insurance would be best m 49%

for you 47%

Buy health msurance and avoid the penalty

Q19. [ASK ONLY OF UNINSURED PEOPLE] In general, would you
prefer to pay the penalty and not buy health insurance, or would you prefer
to buy health insurance and avoid the penalty? Under the current law, It is too expensive

these are the only two options for most people.

Q7. [if uninsured] Yes or No--Do any of the following prevent you from

having health insurance today?

m2017 m2016 2015
@ Connect for Health Colorado 7/10/2017




People underestimate the threshold for
receiving financial assistance

Mean Household Income Cutoff For Financial

. Actual income
Assistance

thresholds are for the
_ 2018 year (per
$115,120 Connect for Health

$98,400 Colorado website).

$81,680
$64,960

$48.240 37,205 37,034 44,241 41,126

07,458
E B0 i BR BB

1 person 2 people 3 people 4 people 5 people or

more

M Actual B Estimate

Q15. What is the highest income that you think your

household could have and still receive financial assistance?

Connect for Health Colorado 7/10/2017




Summary and Discussion

@ Connect for Health Colorado 7/10/2017



Summary

2 While many customers are satisfied with enroliment, there
are some who are dissatisfied.

> Generally, returning customers whose plans were discontinued
and customers who had an error in their application were
dissatisfied with enroliment.

2 But only a small percent of customer left the Marketplace

due to dissatisfaction.
> Most left because they had access to other insurance.

= Cost is a big factor in deciding to go without insurance

> Cost of insurance was one of the main challenges of enrolling
in insurance and one of the primary reasons for being
uninsured.

> People in general underestimate the threshold for receiving
financial assistance.

@ Connect for Health Colorado 7/10/2017




Founded: 1999

Projects: 1,000+

Work from Repeat and Referrals: 2/3
Favorite Color: Orange

Sectors: Business, Government, Non-Profits

Services: Full Service Market Research, Evaluation,
Strategic Consulting

About Corona Insights

Learn more at Coronalnsights.com.
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