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• Who are the eligible but not enrolled?
o Identifiable Connect for Health Colorado customers
o Have eligibility for APTC
o Do not have a Marketplace account 
o Qualified leads that we need to convert to a sale!

• Caseload report 
o Gained access due to partnership with our State partners
o Feed from CBMS minus any current Connect for Health Colorado customer 
o Data spans almost a year – from last Nov to current date
o This effort looks to fix historical problem by 

 Communicating with customers
 Fixing eligibility 
 Enrolling in a plan
 Manage any new cases moving forward 

Background
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Customer Segments and Plan of Action

APTC recent• Phone only contacts – 43,200

• Email contacts – 71,864 
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• Phone campaign – all calls completed

• Messaging –

Hello, this is Connect for Health Colorado calling with an 
important message. Our records show you applied for 
financial assistance to lower your monthly health insurance 
costs sometime within the last year and you or someone in 
your household were eligible for savings. We would like to 
help you get the assistance you are eligible for and enrolled in a 
health insurance plan before the deadline. Please call us back 
at: 855-653-1116

• Low level of incorrect numbers – data is good!

Customer Segments
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• Email campaign – 4 emails to date

• Engagement –
o 25% open rate (industry average is 20%)

o 7% click through rate (industry average is 1.8%)

• Low level of incorrect or bad emails – data is good! 

Customer Segments



Day of week Date

Current Customer 

Keeping 

Current 

Customer 

Losing Plan

Lapsed 

Customer

EBNE APTC 

full EBNE Recent Mixed EBNE Latent

End of Sept Benefit Modifications from Carrier

End of Sept Discontinuance from Carrier

Mid-Oct

Co-branded renewal notice from Carrier 

and Connect for Health CO

Tuesday 11/1

Wednesday 11/2 Touch 1 Touch 1 Touch 1

Thursday 11/3 Touch 1 Touch 1 Touch 1

Friday 11/4

Monday 11/7

Tuesday 11/8

Wednesday 11/9

Thursday 11/10

Friday 11/11

Monday 11/14

Tuesday 11/15 Touch 2

Wednesday 11/16

Thursday 11/17

Friday 11/18

Monday 11/21

Tuesday 11/22

Wednesday 11/23

Thursday 11/24

Friday 11/25

Monday 11/28

Tuesday 11/29

Wednesday 11/30



Day of week Date

Current Customer 

Keeping 

Current 

Customer 

Losing Plan

Lapsed 

Customer

EBNE APTC 

full EBNE Recent Mixed

EBNE 

Latent

Thursday 12/1

Friday 12/2

Monday 12/5

Tuesday 12/6 Touch 3 Touch 2 Touch 2 Touch 2

Wednesday 12/7

Thursday 12/8

Friday 12/9 Customer e-news Customer e-news

Monday 12/12

Tuesday 12/13 Touch 2

Wednesday 12/14

Thursday 12/15 Touch 2

Friday 12/16

Monday 12/19

Tuesday 12/20

Wednesday 12/21

Thursday 12/22

Friday 12/23

Monday 12/26

Tuesday 12/27

Wednesday 12/28

Thursday 12/29

Friday 12/30



Day of week Date

Current Customer 

Keeping 

Current 

Customer 

Losing Plan

Lapsed 

Customer

EBNE APTC 

full EBNE Recent Mixed EBNE Latent

Monday 1/2

Tuesday 1/3

Wednesday 1/4

Thursday 1/5

Friday 1/6

Monday 1/9

Tuesday 1/10

Touch 2 minus 

enrolled - same as T2 

with date change

Touch 3 minus 

enrolled

Touch 3 minus 

enrolled 

Touch 3 

minus 

enrolled 

Wednesday 1/11

Thursday 1/12

Friday 1/13

Monday 1/16

Tuesday 1/17

Touch 3 minus 

enrolled - same as T2 

with date change

Wednesday 1/18

Thursday 1/19

Touch 3 - same 

as T2 with date 

change

Friday 1/20

Monday 1/23

Tuesday 1/24

Wednesday 1/25

Thursday 1/26

Friday 1/27

Monday 1/30

Tuesday 1/31
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Creative
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Ongoing customer and dis-enrollee survey

• Timing is tight

o Projections should be re-evaluated if there are delays

• Data hasn’t been fully vetted

• Limited customer mindshare this OE period

Survey Description and Timing High Level Goals

Current Customers 3x: mid-Jan, March, July Get empirical customer 

data:

• FA application and 

enrollment process

• Type of assistance and 

satisfaction

• Renewal (if elig) 

process

• Website satisfaction

• Overall likelihood to 

recommend and renew 

(net promoter score)
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Ongoing customer and dis-enrollee survey

Survey Description and Timing High Level Goals

Dis-enrollee survey 2x: Late Feb and July Get empirical customer 

data:

• Why they didn’t renew 

• Existing coverage 

status – uninsured, 

employer coverage, 

moved, churned to 

Medicaid
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Election Impacts – Website Content
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Quick Cost and Plan Finder tool

• 1,034,508 pageviews since 11/1

• Average session: 6 min

• 24,644 unique users

• Upcoming enhancements – adding 
CSR variant plans and SBC docs

to each plan


