
MARKETING, OUTREACH AND ENROLLMENT ASSISTANCE ADVISORY 

GROUP MEETING
December 20, 2016, 1:00pm- 3:00pm



CHAIR’S WELCOME
Anthony Wright, Chair
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EXECUTIVE DIRECTOR’S WELCOME
Peter V. Lee, Executive Director
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ENROLLMENT UPDATE

Covered California Enrollment Surged for January Coverage

• New consumers are signing up for coverage:

• 67,000 selected a plan between December 13-16th

• 19,000 on Wednesday December 14th

• 23,000 on Thursday December 15th

• 196,000 consumers have newly signed up during Open Enrollment 4 as of December 15th

• 1.2 million existing consumers have renewed their coverage as of December 13th
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DEADLINE EXTENDED

Consumers will have until midnight, December 19th to enroll in a 

plan that would take effect January 1, 2017

• 2017 Open Enrollment Deadlines:

• December 19, 2016 for coverage beginning on January 1, 2017

• January 15, 2017 for coverage beginning on February 1, 2017

• January 31, 2017 for coverage beginning on March 1, 2017



CONSUMER MESSAGING
Peter V. Lee, Executive Director
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CONSUMER MESSAGING: FAQS

Providing a Clear Message to Consumers 

in Changing Times

• Provides resource for partners enrolling consumers

• Helps answer questions on health insurance 

options for 2017 

• Includes information on a variety of topics: 

— Addresses the 2016 election and future of 

Covered California 

— Open enrollment dates 

— Deadlines

— The value of health insurance
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CONSUMER MESSAGING: DISTRIBUTION

• Agents

• Navigators

• Service Center Representatives

• Covered California Staff

• Health Plan Partners

• Elected Officials



FEEDBACK
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OUTREACH AND SALES UPDATE
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Drew Kyler, Branch Chief, Outreach and Sales



OUTREACH AND SALES: LOCAL ENROLLMENT 
HELP FOR CONSUMERS

* Data as of 12/12/16

831
Storefronts

1,067
Events

15,434
Active Certified 

Enrollers

NEW!
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HELP ON-DEMAND

 Enrollment assistance tool 

 Consumers with NEW ENROLLMENT only 

 Certified Expert Enrollers with proven success

• Includes Agents, Navigators, and Certified Application 

Entities

 Call back within 30 minutes*

 Located on CoveredCA.com: 

http://www.coveredca.com/get-help/local/
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Launched November 17, 2016

*30 minutes or less response time is expected during normal business hours (9am - 5pm) based on Certified Enroller availability. Weekends, holidays and after normal business hours contact 

times are subject to availability of Certified Enrollers.

http://www.coveredca.com/get-help/local/
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HELP ON-DEMAND: 

HOW IT WORKS

 Consumers input their information 

 Transmitted to a Certified Enroller 

 A Certified Enroller will contact the 

consumer 

 To provide free, confidential 

assistance

 Network of Certified Enrollers 

consist of agents and navigators with 

proven enrollment success. 

16 Other languages include:
• Spanish
• Korean
• Vietnamese
• Cantonese
• Mandarin
• Russian
And More!



12/20/2016 14

To engage college campuses across the country in 

enrollment efforts. 

To work with college administrators and community 

leaders to reach the uninsured on campuses and in the 

communities.

Applications to participate were due November 1, 

2016.

Commit to fulfill a set of open enrollment outreach 

actions by December 15, 2016. 

White House point of contact to provide 

technical assistance. 

WHITE HOUSE HEALTHY CAMPUS CHALLENGE
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California: 61 campuses in 22 counties
• Region 1 – 8 campuses (Butte, Humboldt, Napa, Sacramento, 

Siskiyou, Sutter, and Yolo)

• Region 2 – 8 campuses (Alameda, Contra Costa, San Francisco, 

San Mateo, and Santa Clara)

• Region 3 – 9 campuses (San Luis Obispo, Santa Barbara, Santa 

Cruz, and Ventura)

• Region 4 – 3 campuses (Imperial, Kern, and San Joaquin)

• Region 5 – 18 campuses (Los Angeles)

• Region 6 – 0 campuses (29 Inland Empire campuses are working 

with Covered California and partners supporting open enrollment.)

• Region 7 – 9 campuses (Orange)

• Region 8 – 6 campuses (San Diego)

WHITE HOUSE HEALTHY CAMPUS CHALLENGE
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Covered California Support:

Outreach and Sales Field Team leads the effort to support 

California campuses participating in the Challenge.  

Field Representatives discussed and identified enrollment 

strategies and tactics with campus leads to fulfill the 

Challenge outreach actions. 

Field Representatives coordinated enrollment support and 

provided enrollment resources needed.

WHITE HOUSE HEALTHY CAMPUS CHALLENGE
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California Campuses Activities:
 Having certified partners table outreach and enrollment events.

 Setting appointments for in-person enrollment with certified partners. 

 Hosting large health fairs and student BBQs.

 Sending e-mails to students and faculty staff.

 Displaying open enrollment posters and brochures. 

 Updating their health services webpage and posting information on their 

social media pages.

 Partnered with local organizations to promote open enrollment.

 Passing out fliers to students about open enrollment and free confidential 

assistance.

WHITE HOUSE HEALTHY CAMPUS CHALLENGE



OUTREACH AND SALES: ENROLLMENT SUPPORT

How we support our certified partners:

• Coordinate Enrollment Opportunities

• Host Webinars for on-going trainings

• Email News Briefs and Alerts highlighting the latest news 

• Update online Tool Kits 

• Distribute Sales Tools and Collateral Materials 
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• Certified Insurance Agents

• Certified Enrollment Counselors

• Certified Plan-Based Enrollers

• Certified Medi-Cal Managed Care 

Enrollers

OUTREACH AND SALES: SALES SERVICE CENTER

Service Center Hours of Operation

Monday - Friday, 8:00 a.m. to 6:00 p.m.

Saturdays and Sundays, Closed

Agent Service Center

1-877-453-9198 | agents@covered.ca.gov

CEC/PBE/MMCP Service Center

1-855-324-3147

Covered California for Small Business 

(CCSB) Service Center

1-855-777-6782 | shop@covered.ca.gov

Holiday Closures: 

Monday, December 26, Day after Christmas 

Monday, January 2, Day after New Year’s Day.

mailto:agents@covered.ca.gov
mailto:shop@covered.ca.gov


FEEDBACK
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COMMUNICATIONS UPDATE
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Lizelda Lopez, Deputy Director of Communications and Public Relations
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COVERED CALIFORNIA OPEN ENROLLMENT EFFORTS

Nov. 1 Media Roundtables in Los Angeles:

• Chinese

• Korean

Media Tour: Nov. 12 – Nov. 20

San Diego, Orange County, Los Angeles, Inland Empire, 

Coachella Valley, Bakersfield, Visalia, Fresno, 

Sacramento, Bay Area, San Jose and Santa Cruz
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EARNED MEDIA EFFORTS — A SUCCESS!

Combined Impressions: 46,601,074
(General, Spanish, API; Nov. 1 – Nov. 20)

Estimated Ad Value: $1,467,880.00
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A FEW EXAMPLES…
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RECENT MEDIA PUSH 

Enrollment Surging as Critical 

Deadline for Coverage Approaches 

• Covered California is open for business

• Consumers continue to enroll, as of 

December 13, 2016:

— More than 139,000 new consumers have 

plan selected

— 1.2 million current consumers have 

renewed their plans for 2017



FEEDBACK
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MARKETING UPDATE
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Collen Stevens, Marketing Director



MARKETING: Discussion Topics

Open Enrollment update

o Consumer sentiment research 

o Enhanced media buy 

o Update on Lead Capture

o Update on Member Communications Renewal efforts 
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MARKETING: Consumer Sentiment Research

Goal is to assess consumer sentiment on

• The future of ACA and Covered California, and

• The impact on enrollment decisions

Methodology

• Quantitative (online survey) and 

• Qualitative (in person focus groups)

• Monitor owned social media channels

Applying the learnings

• Results ready 1/6

• Based on findings, may adjust messaging for 1/13 in-market
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MARKETING: SOCIAL MEDIA TRAFFIC
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Election Results

Trump on 60 Minutes

Heavy media coverage on 
cabinet appointments 

Trump nominates 
HHS Sec.

Total = 327 (4% of all posts)
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Posts about Future of ACA/CoveredCA
Nov. 8 – Dec. 13, 2016

Trump named 
“Person of the Year,” 

heavy media 
coverage

Increased traffic 
due to deadline

Emails sent to all members



MARKETING: Enhanced Media Buy

• Increase/add multi-segment and 
Hispanic TV and Radio buy in key 
markets (LA, SF, SD, Sac, Fresno and 
Bakersfield) the last two weeks of 
Open Enrollment 

• Enhance Search Engine Marketing to 
increase traffic to CoveredCA.com 
with efforts optimized towards email 
lead capture

For a strong 
Open 

Enrollment 
finish, 

marketing is 
leveraging 
projected 

savings across 
all contracts to:
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MARKETING: Lead Capture
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MARKETING: Lead Capture
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MARKETING: Member Communications – Renewal Efforts

• Objective – Maximize retention of existing members through 
targeted messaging encouraging members to ‘Shop and Compare’

• Messages – Segmented the membership to send relevant and 
timely messages during the renewal period to actively renew their 
health insurance

• Emails and Direct Mail – approximately 4 million emails and 1 
million pieces of direct mail have been sent

• As of December 13th nearly 1.29 million members have renewed 
(includes both active and passive renewal)

Renewal 
Period    

October 2016 to 
mid-December 

2016
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FEEDBACK
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CLOSING REMARKS
Anthony Wright, Chair
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