Marketing, Outreach &
Enrollment Assistance
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March 4, 2021 Virtual Meeting* CALIFORNIA

Welcome

Thank you for joining us. The webinar will begin at 1:00 p.m.
You will not hear any audio until we begin the webinar.
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Recording

Participants

Dial in by phone:
1(213) 929-4212

Access Code:
766-604-314

Audio PIN:
Shown after
joining the webinar

Webinar ID:
799-653-923

Technical
Difficulties

Contact

Today’s virtual meeting via webinar will be recorded and posted on the Covered California
Marketing, Outreach, and Enroliment Assistance Advisory Group webpage

Use the computer audio or dial-in feature to listen.

o If you use the dial-in feature, you must enter your assigned “audio pin” on your phone in order to speak
when unmuted.

All participants will be muted during the meeting. Please unmute yourself to speak.

There is time for comments at the end of every agenda item. We will open up for the
members first, and then for the public.

=  Computer Audio: Click on the icon, “raise hand )

=4 on your control panel. You will be
called by your name to speak in the order of the raise hand.

=  Dial-In by phone with no webinar visual: We will open up the line for comments after we go
through the raise hands. Unmute yourself to speak.

» Hearing Impaired: Please use the “chat” feature to submit your questions or comments. Staff
will review and speak on your behalf and respond via chat.

Use the “chat” feature to submit technical difficulty comments/questions so we can assist
you.

Email Covered California at MOEAgroup@covered.ca.gov if you have additional questions or
comments after the webinar.



https://hbex-static.azurewebsites.net/stakeholders/Marketing-Outreach-Enrollment/?v=1.2
mailto:MOEAgroup@covered.ca.gov
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AGENDA* — MARCH 4™ VIRTUAL MEETING

. Call to Order and Agenda Overview

. Administrative
A. Co-Chair Position — Invitation to Participate
B. Updated MOEA landing page on hbex.coveredca.com
lll. Covered California
A. Welcome
B. Policy Updates
C. Marketing Updates
D. Communication Updates
E. Outreach and Sales Updates
IV. MOEA Member Discussion
A. Advisory Group Action Items Update
B. COVID-19 Vaccine Outreach
C. COVID-19 Pandemic: Looking Ahead
D. Open Discussion
IV. Adjourn

«. ,» COVERED — - . . .
(i1 ) cavrornia - *There is time for comments at the end of every agenda item. We will open up for the members first, and then for the public.
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CO-CHAIR - INVITATION TO PARTICIPATE

« Vacant currently
« Has to be a current member

* Please email: MOEA@covered.ca.gov




WEBSITE — MOEA LANDING PAGE UPDATES

https://hbex.coveredca.com/stakeholders/Marketing-Outreach-Enrollment/

a f v ContactUs ¥ Setti
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About Board Programs Stakeholders Agents Solicitations Grants Resources Careers]

- Overview of the group’s
miSSion Home ! stakeholders ! Marketing Outreach Enrollment

_ _ Marketing, Outreach, and Enrollment MOEA Advisory Group
. Upcomlng meeting Assistance (MOEA) Advisory Group Resources

MOEA Charter

. .
I nfo rm atl On Covered Califernia has established the Marketing, Outreach, and Enrollment Assistance (MOEA) Advisory Group « MOEAMembership Roster
to be well informed and provide input to the Covered California Board and staff on critical issues related to QL arterly Summary Reports

Covered California’s efforts to assure as many Californians as possible are aware of and use its services. Archived Meetings

Financial Reports

The MOEA Advisory Group collects perspectives from key experts and stakeholders, provides advice and

] recommendations, and serves as a sounding board te Covered California staff to assist in the continual + Newsroom
° M el I I be rS h I p R OSte r refinement of outreach, marketing, and enrollment assistance efforts to meet Covered California’s mission. The * Data &Research
MOEA Advisory Group also advises staff on how to best reach specific targeted populations as well as reducing + Toolkit

the number of California’s uninsured, many of whom are unaware they may be eligible for subsidies. Together Proposed Annual Report and FY 2020/2021

with Covered California staff, the MOEA Advisory Group established a charter highlighting its purpose, scope, Budget
objectives and membership.

. Stakeholder Link
Quarterly Summary Report Spcoming Meetings akeholder Links

= Board of Directors of California Health Benefit

All meetings are open to members of the public. Please review the meeting agenda upon available for Exchange
instructions on how to join the meeting. = Plan Management Advisory Group

¢ ArCh ived m eeti n g S a n d » Date: Thursday, March 4th 1:00 pm-4:00 pm + Tribal Consultation

= AB 1810 Affordability Workgroup Meetings

* Agenda

related documents

= Presentation
+ Minutes

Past meeting information can be found under the “Archived Meetings™ on the right of this webpage, under the
MOEA Advisory Group Resources section.

COVERED
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[I. Administrative Updates

O

To request to make a comment,

* Computer Audio: Click on the icon, “raise hand on your
control panel. You will be called by your name to speak in the
order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

* Dial-In by phone only: We will open up the line for comments after
we go through the raise hands. Unmute yourself to speak.

» Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov

MOEA
Advisory
Members &
Public
Comments
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2021 Highest Enroliment Ever — Driven by SEP

Plan Selections at end of Open Enrollment for Coverage Years 2016 - 2021

COVERED

Record 1.63 million plan
selections at end of 2021 OE.
625,000 new plan selections
during special and open
enrollment; similar to 2020.
Major shift of enroliment mix
with COVID SEP: 2021 higher
enrollment in SEP than OE
first time ever, with 376,000
enrolling in SEP (almost

double prior years)

OE new enrollment in 2020
highest ever driven by new
state subsidies and state-
penalty, dropped in 2021 after

large SEP enroliment

1.48M 148M 1N
388K
mokl A
| 672K | 597K
243K] 233K
¥ 1
2016 2017 2018

1.57M
1.45M

298K

; 524K

2019 2020

62‘"(

163M

| 625K
376K
Open Enrollment
I special Enrollment
. Renewal

2021




During Pandemic — Covered California Meeting the

Needs of Those Who Need it Most
Strong Enrollment Among Communities Hardest Hit by COVID-19

Covered California 2021 Net Plan Selections by Income SEP and OE Plan Selections by Ethnicity
250% to
o 400% FPL Latino
200% to
250% FPL 2/ 7 28%

o, o,
e - 400% to 600% FPL 5% 66 percent
enrolled represent

communities of

= — 600% FPL or more 2%

150% to ‘ -
200% FPL Unsubsidized / No Income

Asian color, an increase
Less than Available 5% 23% from 60 percent
28% 150% FPL in 2015.
18%
57 percent have household incomes Other or / \Black
below 250% FPL (or $31,900 for a Multiple Races 4%
single person) 1%
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SPECIAL ENROLLMENT PERIOD- BIDEN EXECUTIVE
ORDER AND COVERED CA ALIGNMENT

« Jan. 28 President Biden signed an Executive Order that activated
a special three-month enrollment period from Feb. 15 to May 15
for the 36 states operating under the Federally Facilitated
Marketplace.

 In alignment, Covered California established a special enroliment
period from Feb. 1 to May 15.

« The new special enrollment period allows uninsured individuals to
sign up for coverage without needing to meet the normal
qualifying life events (loss of coverage, moving, etc.).




NEW OPPORTUNITIES WITH BIDEN ADMINISTRATION
THAT WANTS TO USE ACA TO “BUILD BETTER”

o Restore ACA rescinding executive actions that undermined the law.
o Restoring investments in marketing and outreach for FFM states.

o Use the ACA infrastructure to respond to the pandemic with a short-term
stimulus proposal that increases financial help and lowers premiums.

» Expanded subsidies for millions of Americans, with a limit of 8.5% cost of
coverage, for both 2021 and 2022

o Potential additional federal action to build on the ACA and make subsidy
increases permanent and ensure marketplaces can implement changes
effectively and timely.

13



FEDERAL STIMULUS - WHAT IS IN IT AND WHAT IS NEXT

On February 8t following the announcement of President Biden’s American Rescue
Plan, the House of Representatives proposed a COVID-19 stimulus package to extend
federal premium subsidies for plan years 2021 and 2022 by:

« Eliminating the federal subsidy “cliff” at 400% of the federal poverty level (FPL)

« Limit required premium contribution so no one pays more than 8.5% of their income toward
premiums through Exchanges

Additional proposals include:

« Temporary reconciliation forgiveness for consumers who received excess federal advanced
premium tax credits for tax year 2020

« Enhanced federal premium subsides for individuals receiving Unemployment Insurance
(Ul)

« $20 million federal funds for marketplace IT support for implementation.

e 2.)\ COVERED
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STIMULUS PACKAGE STATUS AND WHAT IS NEXT

* First week of March, Senate to take up the bill.

* The stimulus package could be passed by mid-March with
intent for immediate implementation.

« Covered California teams are hard at work for planning and
preparation for implementation if the stimulus packaged is
passed by Congress and signed into law by the President.




lll. Covered California

O

A. Welcome

To request to make a comment,

= Computer Audio: Click on the icon, “raise hand ” on your
control panel. You will be called by your name to speak in the
order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

= Dial-In by phone only: We will open up the line for comments

after we go through the raise hands. Unmute yourself to speak.

= Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov

MOEA
Advisory
Members &
Public
Comments
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PROPOSITION 22 APP-BASED NETWORK COMPANY
DRIVERS

* Proposition 22 requires app-based network companies (e.g. Uber, Lyft, etc.) to
provide their qualifying drivers a health care stipend based on certain criteria

* In February, Covered California introduced a new Qualifying Life Event and Special
Enroliment Period for eligible drivers to sign up for or update their Qualified Health
Plan (QHP)

« Covered California developed a Proof of Coverage document that will be available to
consumers in CalHEERS around April 2021

18



S.B. 260 AUTOMATIC HEALTH CARE COVERAGE
ENROLLMENT

« SB 260 requires Covered California to enroll individuals no longer eligible for other
insurance affordability programs (Medi-Cal) into the lowest cost silver Qualified
Health Plan available

» Currently, efforts are focused on implementation of the federal American Rescue
Plan

« Covered California is on track to implement SB 260 by July 2022

+  We will be engaging with internal and external stakeholders this Spring to obtain
feedback and gather business requirements

+ SB 260 system pre-design sessions anticipated to begin September 2021

e o)) COVERED
li JJJ CALIFORNIA 19



California health care service plans and health insurers providing individual or group health
care coverage must provide consumer contact information to Covered California for individuals
who have terminated from coverage and who have chosen not to opt-out.

« Plan Management Division in partnership with internal divisions at Covered California have
worked together to accomplish data specification criteria, policy & data submission
guidelines, executed Data Use Agreements (DUAs), and is currently establishing Secure
File Transfer Protocol (SFTP) connectivity with each carrier.

« Collaboration on communication and implementation efforts is on-going between Covered
California, California Association of Health Plans (CAHP), and health plans.

« Carriers must send the required data to Covered California by June 11, 2021 that includes
individuals losing coverage at end of May 2021.

» Thereafter, termination enrollment data is due by the 15th of the month (or next business
day if the 15th occurs on a weekend or holiday) for the preceding month.

° COVERED
(H 20



lll. Covered California
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B. Policy Updates

To request to make a comment,

= Computer Audio: Click on the icon, “raise hand ” on your
control panel. You will be called by your name to speak in the
order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

= Dial-In by phone only: We will open up the line for comments

after we go through the raise hands. Unmute yourself to speak.

= Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov

MOEA
Advisory
Members &
Public
Comments
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SPECIAL ENROLLMENT (SE) PAID MEDIA PLAN

Enhanced SE Normal SE

Timing February 1 — May 15 May 16 — June 30
Target A26 - 64; HHI $25-$150K; Experiencing qualifying life events
ACL I Uninsured
$8.3MM
Cambaian Motivate consumers who are experiencing qualifying life events (including COVID during
: P . 9 Enhanced SE) to compare and choose a health insurance plan through Covered
Objective P
California.
Channel TV (MS, HM; top DMAS)

Mix

Digital video, digital banners, social, search (MS, HM; statewide)
Digital banners (API; statewide)

e o)) COVERED
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TVI/VIDEO K

COVERED
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Enroll now.
CoveredCA.com

COVERED

Anthem :30 — https://youtu.be/LxVkN10fQpg Hero :15 - https://youtu.be/WwKVucMr5yA HM Anthem :30 https://youtu.be/wveePHCbs6E HM Anthem :15 https://youtu.be/XDOehYEfXFE
(ii i’ CALIFORNIA 25


https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FWwKVucMr5yA&data=04%7C01%7CSarita.NavarroGarcia%40covered.ca.gov%7Cc4092ce48ad74c0e0f6908d8c7b91277%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C637478945016843849%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=hHYY%2BqyGDGjvoTh2buUBB%2F42HXtIwE8waOPAmHo1C9E%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FwveePHCbs6E&data=04%7C01%7CSarita.NavarroGarcia%40covered.ca.gov%7Cc4092ce48ad74c0e0f6908d8c7b91277%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C637478945016863760%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=pqVVCRHFFU81tI7M6v1rT1Q6Kl8W0dMJGpjUy3kLOP0%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FXD0ehYEfXFE&data=04%7C01%7CSarita.NavarroGarcia%40covered.ca.gov%7Cc4092ce48ad74c0e0f6908d8c7b91277%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C637478945016853804%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=%2FNEIgTBMup72tTreF60NNOY5LTm1vLSvMKp%2BDdQruK4%3D&reserved=0

DIGITAL

PROSPECTING

getting -
covered

This way to
health insurance )

doesn’t have to
mean losing your
health insurance.

gnrollment
is open

DUE TO COVID-19.

COVERED

(@)

COVERED
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Enrollment is open
due to COVID-19 »

Prospecting

enrollment is open
due to COVID-19 >

RETARGETING

find a
health m
insurance

plan

that fits.

Enrollment is open
due to COVID-19 >

compare
brand name

Enrollment is open @

due to COVID-19 » RNt

cross health
insurance off
your to-do list.

insurance
today.

Retargeting
| get health
insurance today >
this way to
health insurance »

L]
.. 'Y
III' CALIFORNIA
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NATIVE DIGITAL biia

o ATET 7 12:10 PM [ Nok:ve A
health.com

ol ATET T 8:36 AM @ & 59% .
cnn.com

= Health BUBAGRIRE y - Ahnalysis: Food price spikes see inflation rear its head in emerging < health etV @ =

miarkets

site for her state ... while on
maternity leave

PAID CONTENT

Californians: Health
Insurance Enrollment Is
Still Open

Think health insurance isn't for
you? We've got good news, We're

helping more Californians get
covered during COVID-19.

From Covered CA

miarket valus

SPONSORED BY DOVERED CA

Californians Can 5till Get Covered
During COVID-19

All Covered Califernia health insurance plans cover
everything from preventive care to mental health to

| Some Patients Are emergency sugery and more

v | Developing ‘COVID Advertisernent
Arm'’ After Getting More headlines
Vaccinated—Here's ERS PICTURES P = o "
Why Not to worry ;i;ﬂfgﬁ;ﬁ:ﬁ? indoor dining, even if more
» Video States are looking to help their vulnerable

communities as vaccine distribution ramps up

'Definitely getting better': The United States is

bl semoedime mrmsraee s o meal frmmte sl

How to Make Mexican
Corn Skillet Pizza

COVERED
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SOCIAL MEDIA CAMPAIGNS

Targeting Funnel Audience
« Awareness ads reaching potentially
uninsured, job seekers and those

experiencing life events (Spanish &
English)

* Retargeting ads reaching those
who visited CoveredCA.com but
not yet signed up

* Approximately 7 posts per month

| - -
fir B

ELSEGURO™ |

MEDICO -

Targeting Retention Audience
« Engagement ads to educate and
reach social channel followers and
current members (Spanish & English)
* Approximately 8 posts per month

Attention Covered California members! If you were covered in 2020,
you'll now be able to access your Forms 1095-A and new 3895 through b
L your online account in order to file taxes. Watch this video to learn

Tax Time ‘ﬁ
/.

L

e o)) COVERED
li 1 CALIFORNIA
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FUNNEL EMAIL / TEXT / DIRECT MAIL CAMPAIGNS

Audience: potential consumers
who have, at minimum, provided

an email (English & Spanish)

* Funnel emails will include information
for both Enhanced Special Enrollment
period and Normal Special Enrollment
period

*  Minimum 2x a week automated emails
based on engagement and stage in
enrollment

» Adhoc emails, SMS/text messages,
and direct mail to continue to educate
consumers with latest information

take the :

s i) COVERED
Tili J) cauirornia

2021
F&\ Coverage

toward 7

next step !
health cové?a{

Dear Fellow Californian,

Dear Fellow Californian,

Your journey to health coverage is almost complete! If you
a

e o)) COVERED
li 1 CALIFORNIA

29



MEMBER EMAIL / TEXT / DIRECT MAIL CAMPAIGNS

Audience: Current Covered e ———l [
California members (English & 0 _totowwson O GG

Spanish) = - s

« Member emails will include information  ==a -
for both Enhanced Special Enrollment e A
period and Normal Special Enroliment @ soci
period

* 1-3 emails per month to engage and
educate current members

» Direct Mail and SMS/text message *
outreach will be conducted for =

members

e o)) COVERED
li JJJ CALIFORNIA 30



FACE MASKS FOR NEW MEMBERS

Project continuing from the last Open Enroliment period where one free
set of face masks (two masks per package) were sent to each Covered

California member, totaling a distribution of more than 1.8M face masks.

« All new members during the Special Enrollment period will receive a set of two face

masks, while supplies last.
» Face masks and collateral were created in: English, Spanish, Chinese, Korean and

Vietnamese. (English & Spanish)

COVERED
CALIFORNIA

3 & | COVID-19 B 8 %ihons | 2 o P B e wq“&,‘fm
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VIDEO (IN PROGRESS) D @

“Life Takes a Turn”

If you tie the knot, lose your coverage when you get let go or welcome someone new...

Covered California helps you get health insurance when life changes — and financial help if you
need it.

Learn more at CoveredCA.com.

Time is limited.

e o)) COVERED
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DIGITAL

PROSPECTING - STATIC

life
changes.

GET
COVERED

lost your

Get covered now ),

lost your - _§
jobor | 0
income?‘

lost coverage? | marriage?

This way to health insurance » This way to health insurance »

RETARGETING

9 :ut
ie » .0of10

" GOT FINANCIAL
* "HELP FOR HEALTH

cross health

" sginsurance
A : off your

=

- %" .to-do list.

This way to health insurance » This way to health insurance »

E OVERED
ALIFORNIA

This way to health insurance }»

e o)) COVERED
li 1 CALIFORNIA
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New look

WHAT YOU NEED TO KNOW.

Individuzls and families who experience

a qualifying Iife event can enroll In a Covered
California health Insurance plan outside of
the annual apen enrollment perlod. This Iz
called special enrollment.

In most cases, you have 60 days after the date of

COLLATERAL UPDATE

(@)

COVERED

EALIFORNIA

FINANCIAL HELP FOR PEOPLE WHO NEED IT
Coverad California s the only place to gt halp paying for

tha lowar your Incoms, tha mors financial halp you'ra
aligtbla to mosiva.

a qualifying Ife event to enroll, or to change your may qualify

existing plan. If you know ahead of time when b i leas. your annual

you will lose your health Insurance, you have

an additionzl 60 days to enroll before that date - COVERASE YEAR 01

Lo prevent any gaps In coverage. r—— ry P—

1 $17.609 $76.060

WHAT ARE QUALIFYING LIFE EVENTST 2 Py o

Lost health Insurance Married diverced.ornew  © sas.078 $230.320
demestic partnership 4 35288 $157.200

u: s born, adopted or I; to or within = s4n.339 $184.020

recetvedinto foster care  Calfomia L S485m $210.950

Far a complata kst and to lnam mora about qualifying life o s the

avents, visk CovaradCA rollmant ==

'WHEM DOES COVERACE START? HOW TO ENROLL

h for dpancds cn tha dta you anroll. o find fras, axpart nrollmant halp naar you, st

1F you anrol by tha 15th day of tha manth, your. CoveradCA.comisupperticontact-us

covarage
will start on tha first day of tha naxt manth. tf you anroll aftar
tha 15th day of tha month, your haalth covaraga will start an
tha first day af tha sacond manth.

# you qualify for Med-Cal, you can anroll amytima. T find
aut I you ar sameans In your Farly 15 aligble, apply at
CoveradCA_com or call your county human sanvices agency.

For mars Information and fres In-parson halp, contact:
CoveredCA.com | 800.3004508

Old look

m Immigration Status and Eligibility

coVERED

What if I'm from a It may actually cost you less to get covered
mived immigration
than to pay the tax penalty.

status family?
mple, a g in L

i it

ol See if you can get help paying
ol reeme sndnon. .

oty e igods.® for your health insurance

Jrevl g :

thatis not lawfuly present.
isineligible for coverage

undera Covered California
plan, they can st apply for

dinosodmenbsha W $‘| 70 e e o™ Are you eligible? Find out here.

‘example, if you are not lawfully  1fy: s part of the ASioedubls Case Act (ACR), 29 Aaximum Annual Househol
resent, but your child s 3 Ho. Covered Calforni s  program where QQW

Us.citizmnyoucnpply Mo DET VAN wtuypresers caomisns snaunes

onhisorher behalf. Youonly  qu: families.3n campare guainy health plans FAILY SiZE

need toprovide nformation and choose the one thatvorks best o

animmigrant status far - heie hesith needs and budget Coverad

family members applying for Califaria s the only lace where you

coverage 1 eangt financial helpto pay o your
heaih insurance.

.
2
s

Have questions? ; a

We can help. ] s
B

()
‘8

for calers sesking help in
otherlanguages

Your notes:

s ComradChm oy

[ Enrollment deadli

roncovenace
800.300.1506 frreeme
e sanuaryr, 201
Covered

Februy1, 2071

g
e
Cove rnu—————"

g
¢
ot g elablg o . K
Ainacie: s amaabc, e s o e e e e sktareh gk Lvea o e e ot (T LM mocs. [
R T 5 WL § R R S (17T Bl
<
COVERED Rvsnee
CALIFORNIA

Printable Materials page: https://hbex.coveredca.com/toolkit/collateral.shtml/
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OPEN ENROLLMENT 2022 CREATIVE RESEARCH PREP

Through our research vendor, we conducted creative evaluation research with the following goals:
» Measure the effectiveness and collective impact of the television creative assets shown during the
Open Enroliment 2021
« Determine the themes and messages that resonate best with the uninsured and Spanish-dominant
population
» Collect data to guide creative strategy and targeting for the Open Enroliment 2022 planning

Methodology:
« January 6 — 21, 2021 survey fielding
« California residents between 26 to 54 years old who speak English and Spanish
« Sample size (N=431) of Uninsured, Covered California Renewals, Recent Covered California

Enrollees, or Spanish-dominant

' \ : | "
English TV Ads Shown / |

» 'L

TRANSLATOR INVISIBLE

N/A

Spanish TV Ads Shown

i e
o’ > ok K % k.. -
L 1 ‘ < r4 i P [ -
TRANSLATOR INVISIBLE ANTHEM HERO
e o)) COVERED
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» The perceived costs of health insurance remain the primary barrier to signing up across
income levels and languages.

« All audiences report comparable recollection of all television ads they saw.
o Recent Covered California enrollees report the highest recall of the ad campaign,
suggesting that exposure to the ads played an impact in their decision to enroll.

« The collective campaign has a clear and highly positive impact among those surveyed.

* Individual ads nearly the same impact on key metrics for each audience.
o Key metrics include motivating viewers, generating positive impressions of Covered
California, eliciting positive emotions, and conveying useful information.
o Relatability is the core driver of ad preference, with respondents citing relatability of
the specific scenarios conveyed in each ad (e.g., | have a mental iliness, | lost my job

due to COVID, | have to translate for my family) as the reason that ad resonates best.

< . > COVERED
G
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COMPARABLE IMPACT ON POSITIVE RESPONSES

The television ads draw positive responses among those surveyed.

Uninsured Cowvered CA @:‘\ Covered CA Spanish
R Mew (D) Dom.(E)

(B) J Renewals (C)

Hopeful 45% DE 48% DE 23% 29%

Motivated 35% 29% 37% 43%

Understood 21%

Happy 44% BCE 29%

Signifies statistical significance at the 95% confidence interval.

COVERED
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AD IMPACT

All individual ads are similarly effective at motivating enroliment and shaping

positive perceptions of Covered California. “Both” tends to be seen as the most
informative ad.

+ Uninsured + CC Renewals CC Mew Enrollees Spanish Dom.
More Motivated to Sign Up/Favorable Towards CC* Contains Helpful Information
. 70%
68% 65%
68% 62% E

65%

54% 56% ., 58%
56% 55% 59% CE >1% 57%
589, .—___—_ﬁ\¥ 51%
60% . ‘-.k_‘ b

* 4% 56% E 49%
46% 45%

o o : : reon
45% o= — 43% 47% 49% % 51% E 4QN
46% . / 39%
38% / 4%

39% ' 40% 35%
37% 49% E
Both Anthem Invisible Translator Hero Both (A) Anthem (B) Invisible (C)  Translator (D) Hero (E)

Signifies statistical significance at the 95% confidence interval. *Question varied by audience.

e o)) COVERED
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MOTIVATION AND RELATABILITY — UNINSURED

Scenarios presented in each ad speak to the unique circumstances of
diverse uninsured Californians. This diverse relatability supports the
effectiveness of the ad campaign in totality.

@)
T T T

“I can relate to the woman in the "I can relate with the working “l was diagnosed back in 1997 “It implied that their health ‘I am in the same situation. |
video about having to translate mom that thought she won't with severe anxiety/anger insurance is affordable, and you have had my hours cut in half
when there is a language barrier ever be able to afford health disorder and insomnia. These den't have to be worried about and took a pay cut during this
for almost everything.” insurance but with Covered issues are basically taboo for the the cost which is something that COVID 19 pandemic. | do not
Califarnia it's possible” health industry.” has prevented me from getting have health insurance because |
health insurance in the past” can barely make enough to keep

the bills paid and food on the
table. This motivates me to look
into Covered California to see if |
can get assistance.”

e o)) COVERED
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[1l. Covered California MOEA Advisory
C. Marketing Updates Members &

o To request to make a comment, PUinC

= Computer Audio: Click on the icon, “raise hand ” on your Comments

control panel. You will be called by your name to speak in the
order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

= Dial-In by phone only: We will open up the line for comments
after we go through the raise hands. Unmute yourself to speak.

= Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

o EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

o NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov
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COVERED CALIFORNIA VIRTUAL EVENTS
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Map 304 Cave

GET COVERED 2021 VIRTUAL EVENT

Cctcavcrndlom.ovg

SetCovered2q

surging nationally. - T

CEO, Central Ohio Primary Care

Wear a mask and
social distance.

STEVE KERR

HEAD COACH, GOLDEN s]m's wgt;kfks

e o)) COVERED
li 1 CALIFORNIA
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» Data released by Covered Californ.ia. in Race and
December showed that over 1.2 million <
: e i Ethnicity
uninsured Californians were eligible for
financial help, a majority of which came
from the Latino, Asian and African | atino

American communities.
Caucasian

* In addition to the annual OE campaign,
Communications scheduled additional
Press Events to address the African
American, Latino, Chinese, Korean,
Vietnamese, Filipino, Indian and other Other
South Asian and Thai and other
Southeast Asian communities.

Asian

African American

Total

Uninsured
Californians Eligible
for Financial Help

650,000
367,000
89,000
67,000
29,000
1,202,000

< . > COVERED
G
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ETHNIC OUTREACH - AFRICAN AMERICAN
OurWeekly

Los Angeles

COVERED
fﬁ'.'-%-m

FEATURES ¥ NEWS ¥ ACROSS BLACKAMERICA OPINION ¥ LIFESTYLE v BUSINESS EDUCATION

In Dr. King's honor, California Black
Doctors call for urgent action during
COVID-19 crisis

"Access to high-quality health care is a basic human right"
OW Staff Writer

& LTI
) W

S N N (
OURNRA «oo:
D A ola - T/

In Dr. King's Honor, California Black
Doctors Call for Urgent Action During
COVID-19 Crisis

“Of all the forms of inequality. injustice in health is the most
shocking and inhuman.” — Martin Luther King Jr

e o)) COVERED
li ) CALIFORNIA
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ETHNIC OUTREACH - SPANISH

Gloria Tre Alimentos que ayudan
a bajar los niveles de..

mejor faceta

a9 3

Grupo
cubanoamericano,

fichelle Vieth
%, el torero..

Hoy
Cerca de 1.6 millones de personas se han inscrito a Covered California

<114>

Semana dlave para la
i Al oo

reforma migratoria de.

Alexandra Mendoza  2/5/2021

The San Diego Union-Tribunce

PRIMERA PLANA

Cerca de 1.6 millones de personas se han inscrito a
» Covered California

COVID-19 - 22 ENERO, 2021 3:59 P
Alcaldes de la Bahia piden a
residentes que se inscriban
en Covered California

w @TELEMUNDO48

48
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ETHNIC OUTREACH - ASIAN PACIFIC ISLANDERS
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VEWSPAPER FOR FILIPINOS IN MAINSTR|

Covered California Joins Asian
Americans Advancing Justice - LA to
Encourage Consumers to Enroll and
Get Covered in 2021
COVERED

CALIFORNIA

ered California Joins With Nhan Hoa Health Center to Encourage Al to Get Covered in 2021

COVERED

g cruornia

Covered California Joins Korean Community Leaders to Encourage All to Get Covered in 2021
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REAL PERSON - DIANA GAMEZ




[1l. Covered California

D. Communication Updates

o To request to make a comment,

= Computer Audio: Click on the icon, “raise hand &4 ” on your
control panel. You will be called by your name to speak in the
order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

= Dial-In by phone only: We will open up the line for comments

after we go through the raise hands. Unmute yourself to speak.

= Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

o EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

o NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov

MOEA
Advisory
Members &
Public
Comments
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SUPPORTING SEP AND OE 2022 CAMPAIGNS
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SPECIAL ENROLLMENT 2021 — SUPPORTING OUR
N ROLLE RS Enrollment Partner Toolkit

XToolkits for Enrollers XToolkits for Outreach

» Open Enrollment Toolkit

» Provider Partner Toolkit

+ CalHEERS Release Toolkit - -

° H . . COVERED cial Enroliment Toolkit
pecial Enrollment Period ToolKi ge— i B
I » Special Enrollment Toolkit I A “one-stop shop” for Covered California’s Special Enrollment Period where enrollers can find
information on Qualifying Life Events, Special Enrollment Verification, Health, Dental and Visien
» 1095 and 3895 Toolkit Plan information, as well as resources in order to support Covered California consumers.

« IRS Form 1095-A and Form FTB ———

Special Enrollment Resources|

3895 Toolkit for Certified Enrollers wosromnsaroc ot I

COVERED Accelerated Consumer Delegation Consent Enrollment at a gance. 21072001
CALIFORNIA g
Certified Enrollers

on Covered California’s Special
Verification process and how to
The Delegation Tool provides a means for Certified Counselors, Certified Insurance Agents, and Approved Admin i ith Special Enrollment

. " needs.
b O I e D e I e at (0] (o]0} I Staff Level 1 and Level 2 ta self-serve and delegate a consumer’s case to their Baok of Business.
niin ion T

2/10/2021

- - - of the online appication for | 50205,
MNOTE: Certified Enrollers are bound by Contract and/or State Regulations to only complete delegation liment.

requests at the express, present consent of a Consumer. Our system tracks and reports all Accelerated

Delegation Requests made by every Certified Enroller, and suspicious use will be investigated. Certified asked guestions and answers 2h13/2020
Enrollers found fraudulently using this tool are at risk of having their Covered California certification revoked izl Enrollment.

. E-briefs and Texting Communication —

Enrollment Period.

2/14/2020

Certified Enrollment Counselor (CEC). Plan Based Enroller (PBE), Agent, and Agency Manager access the
Delegation Tool link from the Quick Links section on their respective portal.

guide to assist enrollers with
1. Logintothe dashboard. Online Application.

2. Selectthe Delegation Tool link on | [

. Statewide virtual conference for o | e

stipends to drivers.
enroller dashboard to display the

a H Consumer Delegation page. —— I for consumers regarding
en rO”erS prll 202 1 3. The user enters the following e

Consumer information on the .
Delegation Form:

8/27/2020

* Firstname
* Lastname
= Date of birth

COVERED
CALIFORNIA
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick.icptrack.com%2Ficp%2Frelay.php%3Fr%3D11379609%26msgid%3D149946%26act%3DL8IC%26c%3D1619353%26destination%3Dhttps%253A%252F%252Fhbex.coveredca.com%252Ftoolkit%252Fpdfs%252FSpecial_Enrollment_Period_Tool_Kit_Final.pdf%26cf%3D219%26v%3D4ec027060caeed9d7947baa429293d041dea57095c0a9a9b76b734bf5e9273c8&data=04%7C01%7Cjamie.yang%40covered.ca.gov%7C4050b4b8e7954be6c4d608d8d2c3bea4%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C637491085453857412%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=v4SCm53Z9TGBng3wcsKkWdO5Xvaw%2BFyLt5Quw1xBus4%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick.icptrack.com%2Ficp%2Frelay.php%3Fr%3D11379609%26msgid%3D149946%26act%3DL8IC%26c%3D1619353%26destination%3Dhttps%253A%252F%252Fhbex.coveredca.com%252Ftoolkit%252Fpdfs%252F1095_and_3895_Toolkit.pdf%26cf%3D219%26v%3D47375930d69c37dbd73e4e401a5a33b0cd6183cd0aa2f709f50275652aff74de&data=04%7C01%7Cjamie.yang%40covered.ca.gov%7C4050b4b8e7954be6c4d608d8d2c3bea4%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C637491085453867359%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=lwv7WWLq%2BG7l%2FuSdTqfT9Ol6pdi8%2BwkfTnaOXy6Wm0s%3D&reserved=0

BUILDING ON SUCCESS: AGENT AND NAVIGATOR

READINESS FOR ACA EXPANSION
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ENROLLERS BUSINESS DURING PANDEMIC LOCKDOWN

. Virtual support increased while in-
person support decreased

. Help On-Demand leads increased

. Storefront searches decreased on
CoveredCA.com

. New storefronts developed during
open enrollment

200Mm
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HELP ON-DEMAND REFERRALS: YEAR OVER YEAR
MONTHLY COUNT

COVERED
CALIFORNIA

18,000
16,000
14,000
12,000
10,000

8,000

6,000

Number of Referrals

4,000
2,000

=@ 019
e 7070
YoY & Change

Help On-Demand Referrals

{ Septemb
March April May June July August 5 (:m ¢ October  Movember December
6,990 6,297 5,693 6,130 6,502 6,157 5,924 4,825 6,293 13,923
15,903 15,504 8,773 9,198 8,546 7,924 6,265 6,033 7,559 16,924
128% 146% 54% 50% 31% 29% 6% 25% 20% 22%

Axis Title
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STOREFRONT PROGRAM WEBSITE VIEWS

Web Views*: 2020 Compared to 2019: March through December

Storefront Pageviews

60,000
50,000
40,000

30,000

dnnibhh

March April June July August September October November December

W 2019 m2020

COVERED
m carirornia  *As of December 31, 2020 data collected from Google Analytics of the Storefront program website.



STOREFRONT PROGRAM

« 34 new storefronts were added since August 2020
« 32 agent operated

* 2 community partner operated

COVERED  Storefront Finder

Engish v | OtherLangu

@ Many of our Storefronts are closed for in-person assistance due to the coronavirus pandemic, but they are available to provide enrollment supp

o

ort by phone. Please call a Storefront for more information.

T - v
- =  Angeles s s
il . —
- 3 ‘Antonio . e -

| ntop Wi s e TN i 8 ) ;

Somis’ Simi Ja Famiskin_ g g

167 of 580 storefronts | ‘,fm ﬁreﬂﬂk Big Bear Lake  Woodlan
@) Show Al Search for nearby storefronts Q VLD
Camarillo Running. San
oxnard - @ i
Bernardino
Thousand ¥ T ” ~ W T e “— 2 T— National F‘nreﬁ(
Oaks By Region v e !
Port Hueneme ® Glendale Pasadena @
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gy  State Park (<] = _Cucamonga

Enroller Type v

a
0 L Spok __ LosAngeles i @ ¢
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SELECT e ) 4 State Park
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SEP ENROLLMENT OPPORTUNITIES

. Proposition 22
. Vaccination distribution partnerships
. Tax preparation partnerships

. Transitioning from group coverage to
individual coverage

. Urgent and provider group partnerships 3 DoORDASH

e o)) COVERED
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COVERED CALIFORNIA FOR SMALL BUSINESS

Group & Membership Update o i Undate - J
for December 2020 perations Ypdate - January
G _ e During the pandemic Covered
" oroups. 7,848 California for Small Business has
« Members: 65.808 continued to grow its membership,
- ’ evidenced by a 16.5% membership
* Retention: 90.4% increase over 2020.
« Average Members 8 4 mpg
per group. e Covered California for Small
Business has posted double digit
* YTD New Membership Sales 13,366 membership increases for 6
membership thru 12/31/2020 consecutive years.

e o)) COVERED
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[1l. Covered California

E. Outreach and Sales Updates

o To request to make a comment,

= Computer Audio: Click on the icon, “raise hand &4 ” on your
control panel. You will be called by your name to speak in the
order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

= Dial-In by phone only: We will open up the line for comments

after we go through the raise hands. Unmute yourself to speak.

= Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

o EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

o NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov

MOEA
Advisory
Members &
Public
Comments
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IV. MOEA MEMBER DISCUSSION
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MOEA Discussion ".'-’
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A. ADVISORY GROUP ACTION ITEMS UPDATES




ADVISORY GROUP ACTION ITEMS UPDATE

Quarterly Summary Report

Focus Group 3/5/2020; Marketing

Develop a focus group to take a deeper
dive into who the subset Latino group is.

Covered California and Medi-Cal 3/5/2020; Policy

Review available data for consumers
churning between Covered California and
Medi-Cal; and identify the loss of those who
do not come back.

Data Requests 7/9/2020; Policy

Requesting the data tracking percentage of
people moving off Covered California into
Medi-Cal (i.e. consumers in carry forward
status) given COVID-19.

m‘!ﬂﬂﬁ_ Assigned Date&To | Status |

Pending. This research project is on hold

pending the ability to conduct in-person focus
groups. In-person focus groups are not being
held at this time due to COVID-19 restrictions.

Complete.

https://hbex.coveredca.com/data-

research/library/CoveredCA Coverage-WWhen-
You-Need-It 09-22-20.pdf

Department of Health Care Services (DHCS)
has the data from Covered California Qualified
Health Plan to Medi-Cal here:
https://data.chhs.ca.gov/dataset/number-of-
individuals-transitioned-from-covered-california-
ghps-to-medi-cal-program

Pending, External Affairs to check with Policy on
information if available at this time.

66


https://hbex.coveredca.com/stakeholders/Marketing-Outreach-Enrollment/quarterly-reports/
https://hbex.coveredca.com/data-research/library/CoveredCA_Coverage-When-You-Need-It_09-22-20.pdf
https://data.chhs.ca.gov/dataset/number-of-individuals-transitioned-from-covered-california-qhps-to-medi-cal-program

ADVISORY GROUP ACTION ITEMS UPDATE

mmm_ Assigned Date&To | Status |

COVERED
CALIFORNIA

Collateral Materials

Requesting the ‘Immigration Status &
Eligibility’ fact sheet in additional languages
to English and Spanish.

COVID-19

Requesting a report about the COVID-19
economics.

7/9/2020; Marketing

7/9/2020; Marketing

Pending. Usage reports for the English/Spanish
piece have been requested from both the KP
Print Store and our Printable Materials page to
help determine if there’s demand for this piece.
In addition, marketing is in the process of
auditing the entire collateral suite with the plans
for collateral to be made available before the
beginning of OE 2022.

The latest report about the impact COVID-19 is
having on health, lives, finances and concerns of
Californians can be found here:

https://www.coveredca.com/newsroom/news-
releases/2020/11/24/new-survey-shows-
californians-putting-their-families-first-while-
underscoring-the-impact-of-the-covid-19-
pandemic-on-their-health-lives-and-finances/
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https://www.coveredca.com/newsroom/news-releases/2020/11/24/new-survey-shows-californians-putting-their-families-first-while-underscoring-the-impact-of-the-covid-19-pandemic-on-their-health-lives-and-finances/

V. MOEA Member Discussion MOEA Advisory
A. Advisory Group Action Items Update Members &

o To request to make a comment, PUinC

«  Computer Audio: Click on the icon, “raise hand 4 " on your Comments
control panel. You will be called by your name to speak in the

order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

»  Dial-In by phone only: We will open up the line for comments
after we go through the raise hands. Unmute yourself to speak.

* Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

o EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

o NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov
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COVID-19 VACCINE OUTREACH

@)

COVERED
anananananan

What are some strategies that are being
implemented to help promote the vaccine?

What are some of the challenges?

What enrollment opportunities might there be?

70



V. MOEA Member Discussion MOEA Advisory
B. COVID-19 Vaccine Outreach Members &

o To request to make a comment, PUinC

«  Computer Audio: Click on the icon, “raise hand 4 " on your Comments
control panel. You will be called by your name to speak in the

order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

»  Dial-In by phone only: We will open up the line for comments
after we go through the raise hands. Unmute yourself to speak.

* Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

o EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

o NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov
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C. COVID-19 PANDEMIC: LOOKING AHEAD




COVID-19 PANDEMIC: LOOKING AHEAD

- What opportunities do you see?

- What worked well in 2020 that will continue
in 20217

- What challenges continue to lie ahead?

- What resources would be helpful for

enrollers in the future?

e o)) COVERED
" JJJ CALIFORNIA



V. MOEA Member Discussion MOEA Advisory
C. COVID-19 Pandemic: Looking Ahead Members &

o To request to make a comment, PUinC

«  Computer Audio: Click on the icon, “raise hand 4 " on your Comments
control panel. You will be called by your name to speak in the

order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

»  Dial-In by phone only: We will open up the line for comments
after we go through the raise hands. Unmute yourself to speak.

* Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

o EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

o NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov
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V. MOEA Advisory Discussion

D. Open Discussion

o To request to make a comment,

*  Computer Audio: Click on the icon, “raise hand ” on your
control panel. You will be called by your name to speak in the
order of the raise hand. Please wait until the operator has
introduced you before you make your comments.

*  Dial-In by phone only: We will open up the line for comments

after we go through the raise hands. Unmute yourself to speak.

* Hearing Impaired: Please use the “chat” feature to submit your
questions or comments. Staff will review and speak on your
behalf and respond via chat.

o EACH PARTICIPANT WILL BE LIMITED TO TWO MINUTES PER
AGENDA ITEM

o NOTE: Written comments may be submitted to
MOEAgroup@covered.ca.gov

MOEA
Advisory
Members &
Public
Comments
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V. ADJOURN
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Thank you! « iiii »
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