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Presentation Published Date: April 29, 2025
Disclaimer: The information contained in this presentation is valid as of the above date. It is intended to provide a snapshot of the current situation or 
data available at the time of the presentation. Please be aware that details may have changed following this date. We encourage you to consult the 
appropriate sources or contact us directly for the most up-to-date information.



Agenda
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1. Covered 
California 
News

2. Special 
Enrollment 
Period 
Updates

5. Enroller 
Portal and 
CalHEERS

3. Looking 
Ahead in 
2026 and 
Consumer 
Retention

6. Enroller 
Tools and 
Resources

4. Covered 
California 
for Small 
Business



Covered California News
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State Budget and 
Legislative Updates
FISCAL YEAR 2025-26



Proposed Governor’s Budget Appropriations for 
Covered California 
Fiscal Year 2025-26
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Health Care Affordability 
Reserve Fund (HCARF) 
Support$165 Million 

allocated for a financial assistance 
program.

General Fund – California 
Premium Credit

$20.35 Million 
from the General Fund dedicated to 
providing a premium credit of $1 per 
member, per month.

HCARF – Striking Worker Benefit 
Program$2 Million 

from HCARF for a benefit program supporting 
striking workers, with the additional increases 
up to $3 Million, if needed as specified.

Loan from HCARF to General 
Fund$109 Million 

will be made from HCARF to the General 
Fund in Fiscal Year 2025-26.



Tracking Federal & State Legislation

New Proposed Federal 
Rules 
On March 10, 2025 – Deferred Action for 
Childhood Arrivals (DACA) recipients’ eligibility, 
open enrollment deadlines, special enrollment 
verifications, renewals, and agent/broker 
agreements. 
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Covered California continues to 

monitor bills that address 
health care and state 
operations. 

Topics of interest include cost 
sharing and benefit mandates, 
Essential Health Benefits, 
eligibility, privacy and artificial
intelligence. 

AB 1419 (Addis) seeks to build on 
the Medi-Cal to Covered California Enrollment 
Program by extending auto-plan selection 
to consumers who apply for coverage 
through counties and are determined to be 
eligible for Covered California.
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Open Enrollment 
Highlights
2025 PLAN YEAR



Marketing
to Consumers
LOOKING BACK AT THE OPEN ENROLLMENT 
25 CAMPAIGN
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Strong Finish: Marketing Campaign Drove 
Enrollment Actions
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• Data Sources: Marketing Email Tableau Dashboard and Digital Paid Media Dashboard

• +Qualified visit is when someone lands on our website for at least 10 seconds per 24-hour period.

• *Email Open Rates are above the industry standard of 37%.

Accounts Created 
from Digital Efforts

~166K1.6+ Billion
Impressions Served
Reaching CA Adults 

(18-64) ~53x

Qualified Website 
Visits+

6.4+ Million
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Direct Outreach to Enrollees*
(total email, direct mail, SMS)

11+ Million 41+ Million Email Open Rate*
Enrollees – 63%

Funnel – 52%

Direct Outreach to Funnel
(total email, direct mail, SMS -

Prospective enrollees)

Video Views

62+ Million

Accounts Created 

~86K



Digital Channels Helped Nudge Consumers 
Along Their Enrollment Journey
A diverse channel mix is necessary to engage prospective consumers along their enrollment journey as some channels excel 
in driving awareness metrics while others excel in driving conversions. 
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Account Creations are unique visitors in each channel buy that have clicked “submit” through the application process
All channel share metrics are being reported based on the channel buy associated with the KPI

Awareness 
(Impression)

Consideration (Site 
Traffic)

Decision (Account 
Creations)
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Impact of Campaigns on Account Creation

• General Market campaign contributed 

71% of trackable Account Creations.

• Rest of the segments combined drove 29% 
of account creations.

• Paid search makes up for over half of 
account creations, indicating users in 

the smaller segments could have converted 

through English search ads.

~166k
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Post Campaign Research to Evaluate 
Advertising Recall to Help Inform Future 
Work

• Methodology: Quantitative online survey available 

in English and Spanish

• Fielding Period: February – March 2025

• Report: April 2025

Research Goals:

• Assess OE25 :30 TV/Video ads 
to evaluate breakthrough  

• Assess actions taken and/or 
changes in behavior  

• Advertising impact on health 
insurance decision-making

• Inform future advertising 
efforts

Audience Groups: 
1. Uninsured, Subsidy Eligible (138% - 600% FPL)

2. Insured individuals:

• Covered California members

• Employer-Sponsored Insurance holders



Communications 
and Public 
Relations Campaign
OPEN ENROLLMENT 2025:  LET’S TALK 
HEALTH 
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The Goal of the “Let’s Talk Health” 
Campaign

Covered California’s “Let’s Talk Health” initiative aimed to improve 

the health literacy of all Californians – especially the remaining 

uninsured – and engage them in conversation about health 

coverage, which can be complicated and confusing.

Partnership with Clinicians and Libraries 

In phase one, rolled out in 2025 Open Enrollment, we 

collaborated with health literacy clinicians to provide in-language, 

culturally resonate messaging and materials. We also partnered 

with the California State Library system to distribute materials, 

host media events, and partner on health literacy workshops.
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Organic Social Media Campaign

Covered California’s “Let’s Talk Health” campaign was coordinated with 

marketing’s social media calendar and amplified through the Let’s Talk 

Health social press kit to various stakeholders, elected officials, and 

community-based organizations. 

Influencer Strategy 

The Communications team partnered with influencers that culturally 

resonated with the diverse communities reflected across California. 

These influencers strategically supported marketing and 

communications campaigns with visibility and content creation at media 

events near influencer’s communities. 
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Eureka

Chico

Bakersfield

Los 
Angeles

Redding

Bay Area

Central Coast

Fresno
San Diego

Sacramento

Statewide Media Events and Activity
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Covered California executed a statewide media tour 

from San Diego to Redding including:

• Kickoff events in Sacramento, Fresno, Los 

Angeles, Redding, San Francisco, San Diego 
and Bakersfield

• Ethnic media events in Fresno, Los Angeles, San 

Francisco and also San Jose 

• Deadline Events in San Diego, Fresno and 

Sacramento
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These events were hosted at libraries, health 

centers, and directly in communities where the 

uninsured largely remain. Speakers included:

• Covered California executive team
• Elected officials

• Health literacy experts 

• Clinicians and executive leadership in 

healthcare

• Librarian leadership 
• Public health experts

• Leaders from community-based organizations
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Branded Multilingual Education 

Material to develop strong consumer 

engagement.

Let’s Talk Health Website is 

accessible in multiple languages.

Let’s Talk Health Social Press Kit 

to provide stakeholders with the 

integrative marketing tools. 



Open Enrollment 
Sign-Ups
2025 PLAN YEAR DATA 
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Data from Centers for Medicare and Medicaid Services, Marketplace 2025 Open Enrollment Period Report: Final National Snapshot (January 15, 2025), 

available at: Marketplace 2025 Open Enrollment Period Report: National Snapshot | CMS
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• Covered 
California Open 
Enrollment Surge 
– 1.9 Million for 
2025

• Federal 
Marketplace 
Growth

• Federally-
facilitated 
Marketplaces 
(FFM) Expansion

11% 
increase 

from 2024

12% 
increase 

from 2024

78% 
rise over 

three 
years

Marketplace Enrollment Increases 
Nationally

Net Marketplace Plan Selections: California and HealthCare.gov



Covered California Reaches Landmark 
Achievement! 

23

• More than 1.97 million Californians selected a Covered California plan for 2025.

• New sign-ups have increased by 13% compared to last year.

New Enrollment Renewals

83%

17%
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1,633,793345,711
New Enrollment Renewals 

1,979,504Total Plan 
Selections 

Net plan selections through January 31st, 2025.



Trends for New Sign-Ups - Income
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• Two in five new sign-ups had 

incomes under 200% of the 
Federal Poverty Level (FPL).

2024 2025 2025 v. 2024

INCOME Enrollees Column % Enrollees Column % Difference % Change

150% FPL or less 33,640 11% 42,634 12% 8,994 27%

150% FPL to 200% FPL 78,540 26% 92,914 27% 14,374 18%

• Increasing from 112,200 in 2024 to 
135,500 in 2025, a year-over-year 
increase of 21%.

Grand Total* 306,390 100% 345,710 100% 39,320 13%

*Grand total net plan selections through January 31st, 2025. Data on the table does not include all levels of the trend mentioned. 



Trends for New Sign-Ups – Silver Tier
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• Enrollment in Silver plans 
continues to increase, with Silver 
plans making up 69% of all new sign-
ups, a 29% increase compared to last 
year.

2024 2025 2025 v. 2024

TIER Enrollees Column % Enrollees Column % Difference % Change

Silver 185,380 61% 240,065 69% 54,685 29%

Grand Total* 306,390 100% 345,710 100% 39,320 13%

• This increase reflects the extension 
of enhanced CSR benefits to all 
consumers regardless of income in 

2025, as well as ongoing auto-
enrollment of Medi-Cal 
transitioners into Silver plans.

*Grand total net plan selections through January 31st, 2025. Data on the table does not include all levels of the trend mentioned. 



Share of New Sign-Ups Enrolled in Silver – 
250% FPL or Less
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In 2025, 84% of new sign-ups with incomes below 250% FPL enrolled in an 

enhanced Silver plan.

250% FPL or LESS

Net plan selections through January 31st, 2025.



Share of New Sign-Ups Enrolled in Silver –  
Greater than 250% FPL
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Consumers with incomes over 250% were newly eligible for enhanced CSR 

benefits – with 59% choosing Silver in 2025 compared to 40% in the prior year.

Net plan selections through January 31st, 2025.



Trends for New Sign-ups – Age
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• Age trends appear to be relatively stable compared to prior years, with the 18-25 
and 35-44 age groups increasing relative to 2024.

2024 2025 2025 v. 2024

AGE Enrollees Column % Enrollees Column % Difference % Change

Age 18 to 25 41,360 14% 49,193 14% 7,833 19%

Age 35 to 44 52,770 17% 62,164 18% 9,394 18%

Grand Total* 306,390 100% 345,710 100% 39,320 13%

*Grand total net plan selections through January 31st, 2025. Data on the table does not include all levels of the trend mentioned. 



Trends for New Sign-Ups – Race/Ethnicity
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2024 2025 2025 v. 2024

RACE / ETHNICITY Enrollees Column % Enrollees Column % Difference % Change

Latino 79,010 32% 97,043 35% 18,033 23%

• New sign-ups increased across all race/ethnicity groups, with the largest 
increases seen among Latino consumers – increasing by 18,033, or 23%, compared 
to 2024.

Grand Total* 306,390 100% 345,710 100% 39,320 13%

*Grand total net plan selections through January 31st, 2025. Data on the table does not include all levels of the trend mentioned. 



Trends for New Sign-Ups – Language
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• New sign-ups among 

Spanish speakers grew 
20% in 2025 relative to 

2024, compared to 
average growth of 13% for 
all new enrollees.

• Enrollment among other 
language groups, such as 

Mandarin and Russian 
speakers, also 
increased considerably. 

2024 2025 2025 v. 2024

LANGUAGE SPOKEN Enrollees Column % Enrollees Column % Difference % Change

(nonrespondent) 740 0% 755 0% 15 2%

Arabic 260 0% 248 0% -12 -5%

Armenian 350 0% 312 0% -38 -11%

Cambodian 70 0% 87 0% 17 24%

Cantonese 2,320 1% 1,953 1% -367 -16%

English 260,270 85% 291,827 84% 31,557 12%

Farsi 330 0% 328 0% -2 -1%

Hindi 180 0% 102 0% -78 -43%

Hmong 20 0% 40 0% 20 100%

Korean 1,830 1% 1,444 0% -386 -21%

Mandarin 9,370 3% 12,781 4% 3,411 36%

Punjabi 260 0% 326 0% 66 25%

Russian 990 0% 1,260 0% 270 27%

Spanish 26,330 9% 31,580 9% 5,250 20%

Tagalog 410 0% 417 0% 7 2%

Vietnamese 2,640 1% 2,251 1% -389 -15%

Grand Total 306,380 100% 345,710 100% 39,330 13%

Net plan selections through January 31st, 2025.



Trends for New Sign-Ups – Regions
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• Southern California 
Counties account for 

59% of total new-sign 
ups.

• Other regions – 

including Sacramento, 
Monterey, and 
Central San Joaquin 
– had substantial 
enrollment growth in 
2025.



Trends for New Sign-Ups - Issuer
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• New sign-ups with Inland Empire 
Health Plan, a new entrant in 2024, 

have doubled compared to last year.

• Some of the plans with the largest 
growth in new-sign ups in 2024, such 

as IEHP and Western Health, have 
large shares of Medi-Cal 
transitioners among their new 
enrollees (as much as 25-33%).

Net plan selections through January 31st, 2025.



Trends for New Sign-ups – Service Channel
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• Enrollment by Service Channel in 2025 

shows an increase in the share of 
consumers who received assistance 

from agents.

Certified 
Enrollmen

t 
Counsel…

Agent

56%

Plan-Based 
Enroller

2%

County 
Eligibility 
Worker…

Service Center 
Representative

7%

Unassisted

32%

Net plan selections through January 31st, 2025.



Medi-Cal Transitioners Contribute to Year-
Round Enrollment Growth
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• Consumers moving from Medi-Cal to Covered 

California continue to increase 
enrollment throughout the year.

• More than 210,000 Open Enrollment 
consumers (11%) lost Medi-Cal at some point 
during the year or during the Open 
Enrollment period.

• About two-thirds of this group (151,293) 
lost Medi-Cal during the 2024 plan year, 

while another third (60,657) lost Medi-Cal 

during Open Enrollment.

Open Enrollment 2025 Plan Selections

by Prior Medi-Cal Status

Net plan selections through January 31st, 2025.

1,767,554

60,657
151,293

Did not lose Medi-Cal in 
2024

Lost Medi-Cal prior 
to OE

Lost Medi-Cal 
during OE

Net plan selections through January 31st, 2025.



Deferred Action for Childhood Arrivals (DACA) 
Recipients Enrollment 
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• More than 2,100 DACA 

recipients enrolled in a 
Health Plan for 2025 during 
open enrollment.

• Nearly 3 in 5 DACA 

recipients used a Certified 
Enroller

59% Agents

29% Direct Enrollers

7% 
Service Center 
Representatives

4%
Certified 
Enrollment 
CounselorsNet plan selections through January 31st, 2025.
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Population Health 
Investments (PopHI)
OVERVIEW OF NEW PROGRAMS
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2025 Population Health Investments
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EQUITY FIRST: Funds target 
regions or communities with the 
biggest health disparities.

DIRECT IMPACT: Funds lead to 
measurable improvements in 
health outcomes.

EVIDENCE-BASED: Funding 
decisions are grounded in proven 
strategies.

ADDITIVE: Funds used to 
advanced quality in 
underfunded arena.

POPULATION HEALTH NEEDS 
ASSESSMENT 
Shaped by extensive stakeholder 
engagement and focused on strategic 
health investments. A prioritized PopHI 
list was created through extensive 
engagement over 14 months.

Childhood Health and Wellness

Enhance Food Security

Equity and Practice Transformation

Centered on goal to improve health outcomes for Covered California enrollees
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Beyond Covered: 
Child Savings Account

38

Receive college savings account 

payments for future 

educational opportunities.

The Beyond Covered by Covered California: Child Savings 

Account program encourages families with California-born 

children under two years old to establish a financial foundation 

for their child’s future. 

Started February 25, 2025, ending March 31, 

2026.
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https://forwardplatform.com/beyond-covered-child-savings-account/
https://forwardplatform.com/beyond-covered-child-savings-account/


Child Savings Account 
Overview
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Purpose 

To improve well-child visits and childhood 
immunization rates for children under the age of two 
enrolled in Covered California, while helping families 
invest in their child’s future.

Eligibility 

Children under 2 years old who are:

1. Enrolled in a Covered California Health Plan
2. Born in California
3. Registered for a CalKIDS account*

Benefits 

Families can earn up to $1,000 for their CalKIDS savings 
account, which can be used for educational expenses.

Steps
1: $150 Program Consent and CalKIDS Registration 

2 - 6: $100 Per Primary Care Visit and Vaccine(s) at 
Specified Age

7 - 9: $150 Per Flu Shot During Specified Time*Beyond Covered program is designed to assist parents/guardians with CalKIDS account registration.



Beyond Covered: 
Grocery Support 

40

Receive assistance with food 

costs.

The Beyond Covered by Covered California: Grocery Support 

Program offers grocery assistance to Covered California 

members with chronic health conditions experiencing food 

insecurity. Eligible members enrolled in the program receive 

funds deposited onto a reloadable debit card to purchase food. 

Started February 5, 2025, ending March 31, 

2026.
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https://forwardplatform.com/beyond-covered-grocery-support-program/
https://forwardplatform.com/beyond-covered-grocery-support-program/


Grocery Support Overview
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Purpose 

To help Covered California members facing chronic 
health conditions and financial challenges access 
nutritious food to help improve food security and health 
outcomes. 

Eligibility 

Covered California members who:

1. Have a household income up to 250% of FPL
2. Have a chronic health issue
3. Are experiencing food insecurity

Benefits 

A reloadable debit card to purchase food, and either:

• Monthly payments will be loaded onto the debit card for 
12 months, OR

• A lump sum payment will be loaded onto the debit card 
at the end of 12 months (equal to 12 monthly payments)  

Funds are based on household size reported to Covered California at time of 
enrollment and may only be used to purchase fresh food, packaged food, 
baby food and non-alcoholic drinks.
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Grocery Support: What Members are Saying

“To whom it may concern:
I would like to be 

considered for this 
program. We do not eat 
healthy and I have heart 

disease. Please let me 
know what is required to 

qualify. Best regards. 
Thank you!”

“Please assist my family to 
obtain the captioned 

support. We are in need to 
save every penny we can 

on food and lodging.”

“Wow! What an incredible 
program… I guess we are 

just waiting for a 
representative from 

Forward to reach out? Via 
Email? How will we know 
we’ve been offered this 

opportunity? I want to be 
sure not to miss any 

announcements, requests 
for information, etc.”

“I'm looking to get more 
information in regards to 

this help. My mother and I 
were displaced during the 
first and we're in need of 

assistance.”

42



Enroller Quick Guide: Beyond Covered 
Programs

Beyond Covered Child Savings 
Account Program Guide

Beyond Covered Grocery 
Support Program Guide
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick-1619353.icptrack.com%2Ficp%2Frelay.php%3Fr%3D16932965%26msgid%3D189577%26act%3DD664%26c%3D1619353%26pid%3D309046%26destination%3Dhttps%253A%252F%252Fhbex.coveredca.com%252Ftoolkit%252Fdownloads%252FBeyond_Covered_Child_Savings_Account_Program_Guide.pdf%26cf%3D219%26v%3Dfea341b82029191e41536eb668574728e327c125957192022fd4ef980e6b4b4a&data=05%7C02%7Celi.white%40covered.ca.gov%7Cc188f9d4540f4aa0f65308dd3b0d3b6b%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C638731650223342556%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=eIJylCgDHW5F1dCe%2Bbp5kKefLQS5R%2BYia0Od2juwcog%3D&reserved=0
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick-1619353.icptrack.com%2Ficp%2Frelay.php%3Fr%3D16932965%26msgid%3D189577%26act%3DD664%26c%3D1619353%26pid%3D309046%26destination%3Dhttps%253A%252F%252Fhbex.coveredca.com%252Ftoolkit%252Fdownloads%252FBeyond_Covered_Grocery_Support_Program_Guide.pdf%26cf%3D219%26v%3D389e4338aa9b19ee3e661fb4162d113bfa16974ea30ba156a9137d9d123e8a66&data=05%7C02%7Celi.white%40covered.ca.gov%7Cc188f9d4540f4aa0f65308dd3b0d3b6b%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C638731650223326750%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=yNyakMy7%2FR5Wo3Yoic90qKm98dFA1pABXEzARAzrY3o%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick-1619353.icptrack.com%2Ficp%2Frelay.php%3Fr%3D16932965%26msgid%3D189577%26act%3DD664%26c%3D1619353%26pid%3D309046%26destination%3Dhttps%253A%252F%252Fhbex.coveredca.com%252Ftoolkit%252Fdownloads%252FBeyond_Covered_Grocery_Support_Program_Guide.pdf%26cf%3D219%26v%3D389e4338aa9b19ee3e661fb4162d113bfa16974ea30ba156a9137d9d123e8a66&data=05%7C02%7Celi.white%40covered.ca.gov%7Cc188f9d4540f4aa0f65308dd3b0d3b6b%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C638731650223326750%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=yNyakMy7%2FR5Wo3Yoic90qKm98dFA1pABXEzARAzrY3o%3D&reserved=0


Primary Care Provider Network Overlap
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74% of all 

Medi-Cal Primary Care 
Providers are 

in-network for 
Covered California 

enrollees 
Analysis used the National Provider Identifier (NPI) Primary Care 

Provider data from the October 2023 Provider Files.

-

Covered 
California Only 

PCPs:

19,635

Overlap 
PCPs:

35,816

Medi-Cal Only 
PCPs:

12,380

48,196 
Total Medi-Cal PCPs

55,451 
Total Covered CA PCPs



Equity and Practice 
Transformation (EPT)
Overview
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Purpose 

To accelerate population health management 
capabilities in practices serving both Covered California 
and Medi-Cal enrollees. Started in February 2025.

Eligibility 

30-40 practices participating in EPT, who serve Covered 
California enrollees will receive enhanced support 
through tailored enhancements to EPT’s technical 
assistance (TA) structure. 

Benefits 

Practices selected to participate in enhanced TA structure 
will receive:
• High-Quality, 1:1 Subject Matter Experts Support
• Virtual Learning and Peer Engagement through small 

group and 1:1 sessions
• Advanced Data Integration and Testing
• Learning System to distill insights from a diverse 

practice cohort and disseminate promising models to 
primary care practices across the state.



Special Enrollment Period
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Updates and Reminders
WHAT YOU NEED TO KNOW



Enrolling During the Special Enrollment Period
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Consumers will need a Qualifying Life Event (QLE) to enroll 
in a plan.

• Most special-enrollment periods last 60 days from the 
date of the major life change.

• For most qualifying life events, your coverage will start 
on the first day of the following month after you select 
a plan.

MORE INFORMATION CAN BE FOUND HERE - MAJOR 
LIFE CHANGES

../Final%20Regional%20Presentations/Major%20Life%20Changes
../Final%20Regional%20Presentations/Major%20Life%20Changes


Additional Qualifying Life Events

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 49

QLE Title Start Date of QLE End Date of QLE

DACA Recipient 2/1/2025 12/31/2025

Paid a Penalty for Not 
Having Health Coverage

Date penalty was 
paid

60 days from date

These are additional categories added recently to the standard QLE events. 



Important! Reporting Changes to Your 
Consumer Case
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Continuous Reporting: Consumers must report 

any changes to their case throughout the year.

Key Changes to Report: 

• Marital status changes (Marriage or Divorce)
• Family size changes (Birth or Adoption)
• Income changes
• New health coverage (Employer/Medicare)
• Updates to address or contact information
• Changes in dependents
• Tax filing status adjustments
• Citizenship or immigration status updates
• Incarceration status changes
• Changes in American Indian or Alaska Native tribal 

status
• Corrections needed for name, date of birth, or Social 

Security number
• Any other changes affecting income and household size

Medi-Cal Eligibility: Changes for those eligible for 

Medi-Cal or in households with a Medi-Cal member 
should be reported to the County.

Enroller Resources: 
• Reporting changes to Covered California – YouTube
• https://www.coveredca.com/support/financial-help/income-

changes/ 

https://www.youtube.com/watch?v=22bCxigeJEE&list=PLCFmr5cEGdHAguI-xhJnDWq39oxmtK0Gg&index=4
https://www.coveredca.com/support/financial-help/income-changes/
https://www.coveredca.com/support/financial-help/income-changes/


ENROLLER BEST 
PRACTICES

• Check Daily Summary 
Email in your Secure 
Mailbox for NOD70a 
and NOD70b alerts.

• Respond to Request for 
Information.

• Escalate requests to 
Reinstate or Restore 
financial assistance.

• DO NOT Re Enroll.

Periodic Data Matching (PDM) 

Periodic Data Matching occurs twice a year to verify data 
sources for enrolled consumers to confirm the following:

• Consumer is not newly eligible for or enrolled in Medicare
• Consumer has not been reported as Deceased 

Consumers may be terminated from their coverage or lose 
financial assistance, if they do not respond to Covered California's 
request for information.

Required Steps:

1. Contact Covered California Consumer Service Center.

2. Respond on their CalHEERS home page under account alerts.
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PDM: Responding to Requests for Information

Account 
Alerts
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Medica
re

Deceas
ed

Action 
Required

Navigate there from 
Application Home page



Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 53

Marketing
STAYING CONNECTED DURING SPECIAL 
ENROLLMENT



Recap – Wildfires Outreach: 2/1-3/8

Residents affected by the wildfires were able to access Special 
Enrollment, which began 60 days from the date the state of 
emergency was declared. This allowed affected residents to sign 
up for health coverage through March 8, 2025.

Outreach was geotargeted to the Los Angeles and Ventura 
counties as well as surrounding counties to get this important 
message out.

Multicultural Hispanic In-Language Asian In-Language Black/AA 

Social Influencers Paid Search Native Display
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Digital & Social

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 55



Educational Videos

on YouTube.com/CoveredCA in 

English, Spanish, Cantonese, Farsi, 
Korean, Mandarin and Vietnamese.

Educational Videos
• Differences Between Covered California, 

Health Insurance Companies and Medi-Cal
• Enrolling in Health Insurance Through Covered 

California
• Get Financial Help Through Covered California
• Learn More About Correctly Reporting Your 

Income | Covered California
• Learn More About Financial Help | Covered 

California
• Learn More About Your Health Insurance Tax 

Document
• Reporting Changes to Covered California
• Understanding Health Insurance Terms | 

Covered California
• Welcome to Covered California
• What to Expect if Your Health Plan is Moved 

from Medi-Cal to Covered California
• Where to Get Answers to Your Questions 

About Covered California
• Your Medi-Cal is Ending. How to 

Keep/Change/Cancel your $0 Covered 
California Health Insurance Plan

• Your Medi-Cal is Ending. How to  
Keep/Change/Cancel Your Covered California 
Health Insurance Plan.

• Your Medi-Cal is Ending. How to Enroll in A 
Covered California Health Plan.
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https://www.youtube.com/CoveredCA


Email/Direct Email/Text

Core Audiences: 
• Current members
• Former members
• Tax penalty payers
• EDD filers
• Medi-Cal to Covered California transitioners
• Interested prospects

Tailored messaging, including a call out 

"If you have worked with a Certified Enroller in the past, 

you can contact that person." as well as links to both 

help on demand and where to find Certified 

Enrollers in your area in email and direct mail.
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Duplicate 
Enrollments
OVERVIEW OF NEW PROCESS AND GUIDELINES



Understanding Dual and 
Overlapping Enrollment
• Dual Enrollment: Simultaneous enrollment in two 

distinct health coverage programs (e.g., Covered California 
plan + Medi-Cal).

• Overlapping Enrollment: Concurrent enrollment 
coverage in two or more subsidized Covered California 
health plans.

• Key Challenges: Avoiding coverage gaps, unnecessary 
costs, and maximizing benefits.

• Covered California's Response: Implementing new 
processes to streamline enrollment, ensure seamless 
coverage, and protect consumers.
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Prior Process for Overlapping Coverage

Identification 

The Special Processing Unit (SPU) 

proactively identifies 
members with simultaneous 

enrollment in multiple subsidized 

plans.

Initial Contact 
Attempt

SPU first attempts to contact 
affected consumers by phone 
to address the overlapping coverage.

Success rate: Phone contact made 

with ~80% of consumers.

Secondary 
Contact Methods

For consumers unreachable by 

phone (~20%), SPU resorts to emails 
and/or postal notices to 

communicate.
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Overcoming Limitations and Finding 
Resolutions
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The state regulations have been 

updated to grant Covered 
California the authority to 
act on cases even when the 

consumer cannot be contacted. 

(10 CCR § 6496(g)(2)(C))

UPDATED 
REGULATION:

If consumers remain unreachable 

after the attempts, the process 
halts due to Covered 
California's limited authority 
to resolve the overlap.

PRIOR LIMITATION: 



New Manual Process for Handling 
Overlapping and Dual Enrollments
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Regular Monitoring 

Notification

Follow - Up

Generation of reports to identify potential dual 
or overlapping subsidized coverage and dual 
enrollments with Medi-Cal.

Consumers identified with potential dual or 
overlapping coverage are sent a 30-day notice, 
urging immediate action to correct the issue.

Cases of consumers who fail to respond to the 
initial notice are escalated for further 
intervention.



New Resolution for Overlapping and Dual 
Enrollments
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Path 1: 

Overlapping Subsidized 
Enrollments

SPU 
Involvement:

Assigned cases for 
direct consumer 

contact to resolve 
overlaps.

Unresolved 
Cases:

Subsidies removed 
from duplicates, 

maintaining a single 
subsidized 

enrollment.

Path 2: 

Dual Enrollments with Medi-Cal

Collaboration 
with CalHEERS:

Cases involving dual 
enrollments are 

shared with 
CalHEERS.

Automated 
Process:

Deployed to remove 
the subsidy from the 

Covered California 
case, addressing the 

dual enrollment 
issue.



Addressing Allowable Overlapping and Dual 
Enrollment Coverages

64

Enrollees in 

two or more 
unsubsidized 

Covered California 
health plans.

Individuals with 

both subsidized 
and unsubsidized 

Covered California 
coverage.

Those with 

unsubsidized 
Covered 

California 

coverage and 

Medi-Cal.
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Category 1 Category 2 Category 3



Outreach to Allowable Overlapping and 
Dual Enrollment

65

Annual 
Informational 

Notices

Covered 
California will 

issue notices 
to individuals 

enrolled in 
multiple 

coverage plans.

Purpose of 
Notices

Raise 
awareness 
about their 

current multiple 
coverage status.

Highlight the fact 
that they are 

enrolled in more 
than one plan.

Key 
Message to 
Consumers

Immediate action is 
NOT required if 

they are satisfied with 
their current 
coverage(s).

Encourages review 
and changes only if 

desired by the 
consumer.

Initiative

Ensure 

consumers are 
well-informed 

about their 
coverage options.

Support 
consumers in 
making educated 

decisions based on 
their needs.
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Tracking Overlapping and Dual Enrollments
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Data as of 3/3/2025 Individuals Cases

Subsidized Enrollments

Overlapping Enrollment (sub CCA and sub CCA) 7,310 6,287

*Dual Enrollment (sub CCA and MC) 18,018 15,727

Unsubsidized Enrollments

Overlapping Enrollment (unsub CCA and sub CCA) 977 863

Overlapping Enrollment (unsub CCA and unsub CCA) 393 321

Dual Enrollment (unsub CCA and MC) 8,139 7,345

Subsidized and Unsubsidized Enrollments

Total 34,837 30,543
sub: subsidized

unsub: unsubsidized
CCA: Covered California

MC: Medi-Cal 

• Almost 35,000 individuals 

have overlapping or dual 
enrollments. 

• Need to decrease the 
Subsidized Enrollments 
cases because they are 
receiving financial assistance.

• Bring awareness to the 
Unsubsidized 
population to ensure they 

are well-informed. 

*This data requires further validation.



2025 Timeline and Milestones 
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TIMELINE Q1 Q2 Q3 Q4

P
O

P
U

LA
TI

O
N

S

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC

OVERLAPPING
ENROLLMENTS

DUAL 
ENROLLMENTS

MULTIPLE 
COVERAGES

COHORT 1 

COHORT 2

COHORT 3

COHORT 1 

COHORT 2 

COHORT 1 



Looking Ahead in 2026 and 
Consumer Retention

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 68



Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 69

Enhanced Premium Tax 
Credit
LOOKING AHEAD FOR 2026



Connecting Californians with Coverage

70

• More than 6.3 million enrolled, 
or nearly 1 in 6, Californians have 

enrolled in marketplace coverage since 
Covered California launched in  2014.

• Corresponded with the nation’s 
largest drop the in the number of 

uninsured.

• The marketplaces serve many 
different consumer groups who 

do not have other sources of affordable 
coverage, including those losing 
Medicaid, self-employed individuals 
without employer coverage, or early 
retirees not yet eligible for Medicare.

United 
States 
14.5%

United 
States
7.9%

California
 17.2%

California
6.4%

2013 2014 2015 2016 2017 2018 2019 2021 2022 2023

Changes in the Uninsured Rate, 2014-2023

Launched 
Enrollment
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Expanded Affordability from the “Enhanced” 
Premium Tax Credit (ePTC)
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• Increases the amount of 
financial help for all APTC-
eligible consumers due to the 
Inflation Reduction Act.

• Eliminates the “subsidy 
cliff” for middle-income 
consumers above 400% FPL 
(Individuals earning over $60,240 
and families of four earning over 
$124,800).

“ENHANCED” 
PREMIUM TAX 

CREDIT 
• On average, consumers saved 

an additional $101 on 
premium costs each month.

• More than 170,000 
middle-income enrollees are 
now receiving a tax credit 
for their coverage where 
previously no financial help 
was available. 

SAVINGS FOR 
CONSUMERS

Without 
Congressional 
action, the 
“enhanced”
premium tax credit 

will expire at the 
end of 2025.



Premiums will Increase if the Enhanced Premium Tax 
Credit Expires – Under 400% FPL

72

• Consumers with incomes less 
than 400% FPL ($60,240 for 

an individual), could see, on 
average, a $70 monthly 
increase in net premiums 
without the enhanced 
premium tax credit.

• Some consumers, who earn 
between $22,590 and 

$30,120 annually, could see 
their premium costs 
double from $68 to $136 per 

month. 

$121

$78
$68

$110

$206
$191

$118

$136

$204

$281

$0

$50

$100

$150

$200

$250

$300

Less than $60,240 - Total Less than $22,590 $22,590 - $30,120 $30,120 - $37,650 $37,650 - $60,240

Monthly Net Premium with Enhnaced Tax Credits Monthly Net Premium without Enhanced Tax Credits

$70 

more

$40 

more

$68 

more

$94 

more

$75 

more

Monthly Net Premium Without Extension of Enhanced Premium Tax Credits - 

Subsidized Enrollees Under 400% FPL
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$448

$367

$448

$607

$833
$771

$823

$961

$0

$200

$400

$600

$800

$1,000

$1,200

Over $60,240 - Total $60,240 - $75,300 $75,300 - $90,360 Over $90,360

Net Premium with Enhanced Tax Credits Net Premium without Enhanced Tax Credits

$384 
more

$404 
more

$376 
more

$354 

more

Premiums will Increase if the Enhanced Premium Tax 
Credit Expires – Over 400% FPL

73

Monthly Net Premiums Without Extension of Enhanced Premium Tax Credits  

- Subsidized Enrollees Over 400% FPL
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• Without the extension of 

enhanced premium tax 

credit, middle income 

consumers will have to 

pay the full premium cost 
to retain coverage.

• More than 170,000 middle 

income Californians save an 

average of $384 per 

month in premium costs 
due to the enhanced 

premium tax credit.



Older Enrollees Could Pay More than a 
Quarter of Their Household Income

74

• Premiums are expected 

to double or more for 

enrollees ages 50-64 

earning over 400% FPL, 

costing as much as 

$1,112 per month.

• For some enrollees, this 

would consume as much 

as 29% of their annual 

income.
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Communities of Color Face Largest Increases 
in Premiums
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• While Covered California 

enrollees face an average 66% 

increase, premiums will 

increase more for 

communities of color.

• Communities that had some of 

the highest gains in enrollment 

since 2020 will face the 

greatest threats to affordable 

coverage without the enhanced 

premium tax credit.



51% 173%

Percent Increase in Average 

Monthly Net Consumer 

Premiums by County if 
Enhanced Premium Tax 

Credits Expire

Premiums shown are net of tax 

credits, estimated based on Covered 

California 2025 rates and plan choice 

data.

Source: Snapshot of January 2025 Covered California among individuals receiving monthly APTC. 

Premium Expected to Increase Statewide  
without Enhanced Tax Credits

76

• On average, Californians across the state 

will see their monthly premiums 

increase by 66%.

• However, counties such as Imperial, 

Humboldt, and Shasta will see 

average premiums more than double 
without the enhanced premium tax credit.

• In Merced county, enrollee premiums 

are anticipated to increase up to 

173%. 
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Enhancing Consumer 
Retention and Renewal 
Strategies
KEEPING CALIFORNIANS COVERED FOR 2026



Focus on Those Who Need it Most
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71% 25%

4%

2023 California's Health Coverage 
Transitions

Still Covered Other Coverage Uninsured

Source: February 2025 Board Meeting Executive Presentation

The vast majority of 
those who exit, 
disenroll for another 
form of coverage. 

OUR FOCUS

Sample Personas:

Under the age of 35, New 
Member, Low Utilizer

Single Plan Holder, Community 
of Color

Living in a County with a 
100%+ premium increase

DEFINING OUR TARGET 
AUDIENCE: ANALYZING 

DISENROLLMENT TRENDS

https://board.coveredca.com/meetings/2025/February%2020,%202025/2025.02.20_ED_Report.pdf


Proposed Retention Risk Factors

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 79

COST
High-Cost Increase = High Risk

COVERAGE
No Other Likely Source of Coverage = 

High Risk

UTILIZATION
Low Utilization = High Risk

D
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U
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S
• Member satisfaction metrics 

also will be considered, 
pending data availability

• How these attributes translate 
to a members Risk Profile



Using Risk Scores for Segment Target 
Populations Proposal
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High Health Needs/ VulnerabilityLow Health Needs/Vulnerability

High Risk of Leaving,
Low Health 

Needs/Vulnerability

High Risk of Leaving,
High Health 

Needs/Vulnerability

Low Risk of Leaving,
Low Health 

Needs/Vulnerability

Low Risk of Leaving,
High Health 

Needs/Vulnerability



Key Steps in Health Coverage Retention
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Educate

Motivate

Enhanced 
Support

Renew

Notify Inform consumers about 
upcoming renewals.

Educate consumers on their plan options, the 
value of coverage, and the risks associated 
with being uninsured

Deliver customized 
outreach strategies based 
on member insights such as 
utilization and cost impacts 
for stronger resonance 

Identify those most at risk of 
going uninsured and offer 
enhanced support and further 
engagement 



Enroller Role and Impact
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FOLLOW-UP

Ensure consumers 
complete their 
renewal and 

understand their 
coverage.

EDUCATE

Provide clear 
information on the 
benefits of timely 

renewal.

ASSIST

Help navigate the 
renewal process, 
addressing any 

consumer concerns.



Proposed Resources for Enrollers 
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DATA

Renewal/Retention File

TECHNOLOGY

Enroller Portal Enhancement
Service Center Support

CoveredCA.com
On-Demand Help

CONSUMER 
OUTREACH and 

COMMUNICATION

Toolkits
Educational Videos

Marketing Ads
Collateral Materials
Consumer Notices

ENROLLER 
EDUCATION

Training Modules
Toolkits and Guides
Storefront Support



More to Come!
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TOUCHPOINTS

TAILORED 
COMMUNICATION

REMINDERS AND 
ALERTS

Personalized communication tailored to 
consumer needs.

Regular check-ins leading up to the renewal 
period.

Utilizing reminders and alerts to keep 
renewals on track.



Sharing the Real Impacts and Moving Forward 
Together
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CASE STUDIES
highlighting successful 
renewal assistance.

ENCOURAGEMENT 

to utilize available resources 
and support for maximum 
impact.

REAL STORIES
testimonials from consumers 
and enrollers on the renewal 
process.

TACTICS
for enrollers to begin 
implementing strategies.



Questions?
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Break
10 MINUTES
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Covered California for 
Small Business
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CCSB Membership

• 8,995 enrolled groups

• 77,728 enrolled members

• Average group size of 8.6 
members



CCSB Advantages
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MULTI-CARRIER PORTFOLIO
• Featuring Kaiser Permanente, Sharp 

Health Plan, Blue Shield of California

EXCLUSIVE TAX CREDIT
• Lower the cost of coverage for qualifying 

small businesses

EASY ADMINISTRATION  
• Simple to understand quote, consolidated 

applications and ONE CONSOLIDATED BILL
• No admin fees, no billing fees, no late fees

RELAXED PARTICIPATION 
• 70% of eligible employees enrolled with 

valid waiver

OUT OF STATE EMPLOYEE 
COVERAGE

• Remote employees can access Blue 
Shield Bluecard

GREAT FOR STARTUPS
• As little as two weeks of payroll
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Number of Employees: The business must have less than 25 full-

time equivalent employees

Average Wage of Employees: The employees must have an 

average annual wage of less than $65,000 per year

Employer-Paid Premium: The employer must contribute at least 

50% of the cost of insurance for each employee

Tax Credit applied for two consecutive years

Exclusive Tax Credit



MyCCSB Portal
• Easy self-serve employee Adds, Terms and Changes

• Up to 30 days retroactively!

• View carrier subscriber IDs online.

• Invite new hires to enroll online and compare options

• One-time and Auto-Pay Feature for Employers 

• Real-time Account Balances 

• View previous invoices, payments, letters and notices

• View all employer details such as reference plan, 

contribution, COBRA status, addresses and contact information

• Ability to have a secondary account login for 

employers

• Cal-COBRA packets available electronically and mailed

• Employee Census export tool

• And much more!
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Manage your policy and employees online



Broker Bonus Program
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a partnership 

that pays Group Size
(Enrolled Employees)

Bonus Per 

Group 
(3 Groups / 6+ Groups) 

51 – 100
$ 8,000 / 

$12,000

26 – 50 $ 4,000 / $6,000

11 – 25 $ 2,000 / $3,000

5 – 10 $ 1,000 / $1,500

Terms and Conditions apply. Please see official flyer for the details, limitations, disclaimers

In addition to the standard 5% 
commission: 
• Bonus Period: 7/1/2025 – 1/1/2026

• Qualification: Must write 3 or more groups during the bonus 
period to qualify.

• Enhanced Bonus: Secure 6 or more groups, and receive a 50% 
increase on all bonuses!

• Inclusion: Business acquired via partnering General Agencies 
is eligible.
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New Business and 
Renewal Submission

Submission Options
Online: MyCCSB.com

Email:  CCSBeligibility@Covered.CA.gov 



Contact Us for Support

CCSB Sales
• (844) 332-8384  |  SmallBusiness@Covered.CA.gov

Agent Service Center
• (855) 777-6782  | Agents@Covered.CA.gov

Option 1 for English or 2 for Spanish 
Then 1 for Agents, then 2 for the Call Center

Case Submission and Eligibility
• CCSBeligibility@Covered.CA.gov

Quotes
•  CCSBquotes@Covered.CA.gov
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Enroller 
Portal
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Multi Factor 
Authentication (MFA)
NEW REQUIREMENTS



Multi Factor Authentication (MFA)
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What is it? 
Multi Factor Authentication is a requirement 

of Minimum Acceptable Risk Standards for 

Exchanges (MARS-E) standards.

Who does it affect? 
Everyone!

• Enroller User Roles 

• Covered California Staff
• Consumers – COMING SOON!

Verification 
Method:

Email Address & 
Phone Number



Enhanced Security with One-Time Passcode 
(OTP)
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Action Required: Users previously relying 

on security questions are now required to 
register an Email or Cell Phone Number for 
enhanced account security.

Security Questions Removed: 

• February 2025 – Removed for Enrollers

• June 2025 – Removed for your Consumers

Registration Requirement: ALL users must
register at an email address or a cell phone number 
for account verification, enhancing security 
measures.

Consumer Home Page Notification: A Banner 
Notification and pop-up will display for users that 
have NOT registered a cell phone or email. 



Setting Up or Editing your MFA

My User 
Profile

Navigate to My Security 
Profile
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Setting Up or Editing your MFA
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Register Your Account

Remove | 
Edit

Remove | 
Edit

Email

Cell Phone Number
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Enroller Portal Reports
HOW TO GET AND USE THE DATA



View and Export Targeted Reports
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Enrollers will be 
able to view and 
export the following 
targeted reports: 

• Delegations 
lost 

• Consumer 
cases by 
carrier 

• Active 
consumers 
only 

Targeted 
Reports



Enroller Dashboard
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Consumer Cases by Carrier

Delegations Ended This Month Delegations Ended last 6 
Months

Delegations Ended Past Year

Active Consumer Cases



Delegations Ended Reports
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This Month

Last 6 Months

Past Year

View Report (Delegations 
Ended…)



• Delegations End Date
• Enroller Contact Full Name
• Delegation History Name
• Consumer Contact
• Reason for End

• Save the 
Report

• Export the 
Report

Delegations Ended Report: Past Year
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Consumer Cases by Carrier Report
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• Shows consumer enrollment by carrier
• Can be exported and filtered as needed

List of Carrier Name by 
Color



Active Consumer Cases: Field Titles
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• Application Number
• Consumer Name
• Enroller Name
• CalHEERS Case ID
• Plan Product Type
• Carrier Name
• Effective Start Date
• Effective End Date
• Enrollment 
• Household Address



How to Customize My 
Reports
BOOK OF BUSINESS EXAMPLE
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My 
Reports

Enroller Portal Home Page: My Reports
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Enrollers can customize existing reports within the Enroller Portal

1



Edit the Report
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3



Sample Report: My Book of Business
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My Book of Business2



Choose Your Fields
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Select 
“Outline” 
display the list 
of columns.

Remove 
“Columns” 
here as 
needed.

4

5



Filter Your Content
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• Account Name
• Application Case Number
• Consumer Name
• Contact Application ID
• Contact Application Name
• Health Enrollment Name
• Eligibility Program 
• Enroller Contact
• Year of Application

6



Run Your Customized Report
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Apply

Filter:  Consumers with Active 2025 
Cases 7

8 Run



Save Your Customized Report   1 of 2
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9
Save As



Save Your Customized Report    2 of 2
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Select 
Folder

Select 
Folder

Enter Report 
Name 

All Folders10

11

12

14
Private 
Reports

13Report Name: 
“2025 only”



Access Your Saved Reports
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2025 only

3
Recent1

Private 
Reports 

2



How to Access My 
Daily Emails
STAY INFORMED WITH DAILY SUMMARY 
EMAILS
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Stay Informed with Your Daily Summary 
Emails
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DAILY UPDATES

A summary email will be sent out 
every day to keep you informed about 
the status of cases in your Book of 
Business (BoB).

EMAIL SUBJECT LINE

• Alerts Present: When there are 
cases that trigger alerts, the email will 
detail these notifications.

• No Alerts: If there are no cases in 
your BoB triggering any alerts for the 
day, the subject line of the email will 
simply state “No Alerts”.

EFFICIENT COMMUNICATION

This daily summary email ensures you're 
always up-to-date with the latest case 
developments, allowing for timely 
actions and decisions.



Access Your Daily Summary Emails
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QUICK LINKS:
For easy access, navigate to your Quick Links 
where you'll find the pathway to your Secure 
Mailbox.

SECURE MAILBOX:
Securely stores your daily 
summary emails.

Secure Mailbox (0)

• Enrollments in Pending 
Status (Binder Payment 
Needed)

• Enrollments that were 
cancelled or terminated

• New Enrollment via Auto 
Plan Selections for your 
Medi-Cal Transitioners

• Consumers that need to 
provide documents for 
Reasonable Opportunity 
Period

• And many more!



Daily Summary Email New Fields
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NEW CONSUMER CASE FIELDS
1. Household First Name

2. Household Last Name

3. Household Home 

4. Household Cell Phone

5. Household Email

RESOURCE GUIDE  
https://hbex.coveredca.com/toolkit/
pdfs/Daily_Summary_Email_Notices
_Description_Guide.pdf 

https://hbex.coveredca.com/toolkit/pdfs/Daily_Summary_Email_Notices_Description_Guide.pdf
https://hbex.coveredca.com/toolkit/pdfs/Daily_Summary_Email_Notices_Description_Guide.pdf
https://hbex.coveredca.com/toolkit/pdfs/Daily_Summary_Email_Notices_Description_Guide.pdf


Latest on 
CalHEERS
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CalHEERS
Release
FEBRUARY 2025
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Consumers Moving 
Out of Region
CALHEERS 25.2 RELEASE

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 125



NEW 
MESSAGING 
AND UPDATE 

PLAN BUTTON

RED ALERT 
BANNERS

STREAMLINED 
NAVIGATION TO 
ENROLLMENT 
DASHBOARD

Simplifying Coverage for Movers

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 126



Consumers Moving Out of Region Application  
Key Updates

Alerts users to update plans with a new 

"Update Plan” or “Choose Plan” 
button.

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 127

Improving the process 
for users to update health 

and dental plans easily 
when they move to a 

different region.

CALL TO ACTION 
BUTTONS

Improved messaging highlighted in 
multiple areas of the consumer home 
page, eligibility results, account alerts 
and enrollment dashboard.

Features prompts to navigate to the 
Enrollment Dashboard from all 

messaging.

ALERTS AND 
BANNER 

MESSAGING

NAVIGATION



“Update Plan” vs. “Choose Plan” Buttons
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“Update Plan”
• Your current plan remains available.
• Updates your address with the carrier; 

may update premiums based on new 
pricing region.

"Choose Plan”
• Your current plan is not available at the 

new address.
• You're prompted to select a new plan, 

avoiding coverage lapses.

LOCATION-BASED ACTIONS: Buttons 

change based on your new address, guiding you 
to the next step.

Consumer Home Page

Choose  
Plan
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Account Alerts 
Updates

New Red Alert Banner for Plan Updates

Red Alert Banner: Located in 

the Account Alerts on the Consumer 

Home page, featuring an "Update 
Plan" link for quick access.

Action Needed:
• Clicking "Update Plan" link to 

go straight to the Enrollment 
Dashboard.

• Look for the "Update Plan" 
link in the "Actions Needed" 
column too.

Update 
Plan



New Red Alert for Plan Updates in Full 
Details
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Eligibility Results Page 
Updates

Red Alert Banner: Now featured 

in the Household Member (HHM)'s Next 
Steps section, alerting you with a visible 

"Update Plan" button.

Quick Navigation: A simple click 

on the "Update Plan" button 

directs you to the Enrollment Dashboard 
for immediate action.

Update 
Plan 



Enhanced “Update Plan” Alert on 
Enrollment Dashboard
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Enrollment Dashboard Updates

Red Alert Banner: Now 

displayed on the [Health/Dental] Plans 
tab, within the Enrollment Dashboard.

“Update Plan” Button: 
• Located on the [Health/Dental] Plans 

tiles, direct link to making necessary 
plan changes.

• Clicking it takes you straight to the 
"Choose a [Health/Dental] Plan" page, 
where you can select a new plan. Update 

Plan 



Enrollment 
Dashboard
CALHEERS 25.2 RELEASE
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Update to Premium Date Information
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Premium Effective Date: A new 

field has been added to ensure you know 
exactly when the displayed premium amount 
started applying.

Label Name Change: 
• The label "Premium start date" has been 

updated to "Premium effective date" 
on both Health Plans and Dental Plans tabs 
across several important pages, including:

• Enrollment Dashboard
• Enrollment History
• Enrollments

Now 
labeled, 

“Premium 
effective 

date”



“Enrollment Dashboard” Button for Easy 
Navigation
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New: An “Enrollment Dashboard” button 

has been added to the shopping flow, allowing for a 
quick return to the dashboard. 

Where You’ll See It: Visible during both 

the "Choose a Dental Plan" and "Choose a Health 
Plan" shopping flows, ensuring a straightforward 
way to navigate back.

Enrollment 
Dashboard



Consumer 
Notification 
Options
CALHEERS 25.2 RELEASE
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Alternate Formats for Receiving 
Notifications
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Add Household 
Member



Extra Messaging for Braille
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New Search Feature: Alternative Format 
Field
New Field: Alternative Format 
field in search results on 
Documents and Correspondence 
page.

When Activated: Visible 
upon selecting an Alternative 
Format.

Purpose: Simplifies finding 
documents in preferred formats.

Availability: Live for all users.
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Alternative Format: 
Audio electronic 

format



Updates to Medi-Cal Section on “See Full 
Details” Page

139

Messaging Reorganization: For 

more straightforward communication.

Eligibility Confirmation Letter:  
New section for easy requests of eligibility 
confirmation letters directly through the 

"Get Confirmation Letter" button.

Eligibility Check:  
Button action checks eligibility with Medi-Cal, 
displaying: 
• A Medi-Cal Eligibility Confirmation Letter if 

within 30 days of issuance.
• One of four specific popups for different 

scenarios.

Show More 
Details

Get Confirmation 
Letter
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Updated Medi-Cal Eligibility Letter
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Updated Messaging: Clear, concise communication for better 

understanding.

New Temporary Benefits Identification Card (BIC) 
Heading

Issue Date: Displays the initial date of the confirmation letter is 

requested, MEDS confirms Medi-Cal eligibility, and the letter is 
generated.

Good Through Date: Displays a date 30 days from the issue 

date, ensuring temporary coverage is clear.

Updated Birth Date: Displays the full birth date for 

identification.

Document Access: Once generated, the confirmation letter is 

readily available in the "Documents and Correspondence" section for 
easy access.



Get “Confirmation Letter” Functionality
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Trigger Conditions for “Next Steps” 
Pop Up:
• “Good Through Date Passed" When the 

validity period indicated on the Medi-Cal 
Confirmation Letter has expired.

• “Beyond 30 Days Post-BRE" More than 30 
days have elapsed since the last Benefits Re-
Evaluation (BRE) run.

Dynamic Display:  The "Next Steps" 
popup automatically appears under these specific 

conditions when a consumer clicks the "Get 
Confirmation Letter" button, guiding them on 

what to do next.

Next Steps



Enhanced Access to Medi-Cal Confirmation 
Letter

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 142

Now Available Actions 
for the Medi-Cal 
Eligibility Confirmation 
Letter :
• View
• Download
• Reprint 

Location:  All these options are 

accessible from the "Documents 
and Correspondence" page.

Medi-Cal Eligibility 
Confirmation Letter



Shop and Compare 
and Plan Shopping
New Features
CALHEERS 25.2 RELEASE
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New Printable Cost Estimate Page
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Enables printing of the 

Shop and 
Compare page and 

shopping page for 
both logged-in and 
anonymous users, as well 
as during the Enrollment 
Shopping flow.

Print Page 
Summary



Customize the Printable 
Page 
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• Users can customize which 
information will be printed.

• Key Costs and Features will 
always be included:

Key Cost & Features



Compare Plans and Print Summary Page
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Enrollers can 
create a 
printable page 
from the 
Compare 
Plans page for 
up to three 
plans side-by-
side.

Print Page 
Summary



Plan Shopping Flow: Logged In Experience
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Information Includes:
• Agency Name

• Enroller Name and License

• Enroller Contact Information

• Household Information

• Estimated Financial Help

• Eligibility Information

• Healthcare Preference

• Plan Information

Your Agency / 
Entity Name & 

Contact Info



Shop and Compare Flow: Logged In Experience  
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Information Includes:
• Agency/Entity Name

• Enroller Name and License

• Enroller Email/Phone

• Anonymous Household 
Information

• Estimated Financial Help

• Potential Eligibility Information

• Healthcare Preference

• Plan Information

Your Agency / 
Entity Name & 

Contact Info



Shop and Compare Flow: Logged In Access 
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Shop and Compare



CoveredCA.Com Shop and Compare 
Anonymous Experience
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Information Includes:
• NO Enroller Name and Contact 

Information

• General Household Information only

• Estimated Financial Help

• Potential Eligibility

• Healthcare Preferences

• Plan Information
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CalHEERS
Future Release
ANTICIPATED IN JUNE 2025
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Identity 
Verification 
Processes
IDENTITY DOCUMENT PROOFING AND REMOTE IDENTITY 
PROOFING UPDATES
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Identity Proofing Methods
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Verifying the Primary Contact’s Identity 
through an alternate method without 
identity documents.

Identity Proofing 
(IDP)

Remote Identity Proofing 
(RIDP)

Identity Proofing is a legally required step in the application process that all users 

must complete. 

Verifying the Primary Contact’s Identity 

with use of identity documents.



Identity Proofing (IDP): Current Process

• Current function: Allows 
unverified documents to be 
uploaded

• Application Process:  Allows 
continuation as long as 
document upload was successful
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Future Identity Proofing (IDP) for All Users
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Infor

matio
n 
Comp
arison

CalHEERS to compare Identity Document 
info with Primary contact details in the 
application.

Language 
Support 

Supports English and Spanish, 
aligning with CalHEERS portal 
languages.

Vendor 
Verification 
Process

Vendor verifies attributes and returns one of 
the following responses:

Successful

or

Identity document required for the next 
process step.

Identity 
Document 

Details

Application 
Data

IDENTIT
Y 

PROOFI
NG



Remote Identity Proofing (RIDP): Current 
Process
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• Identity Questions: Using questions generated by 
Experian to verify consumers identity. 

• Abandon Rate: Higher because consumers are unable to 
answer questions correctly or do not have history with 
Experian.

• Compliance and Security Standards:  Does not meet.

Current State



Future Remote Identity Proofing (RIDP) for All 
Users
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Informati
on 
Compari
son

CalHEERS will compare identity databases 
with the Primary contact information 
entered in the application. Removing 
Identity Questions

Language 
Support 

Supports English and Spanish, aligning 
with CalHEERS portal languages.

Vendor 
Verification 
Process

Vendor verification of attributes will return a 
response of either: 

• Successful

• Identity document needed for next 
step of process
• Note: Consumer can self-serve for 

unsuccessful match via text

Vendor 
Verification

Application 
Data

REMOTE 
IDENTIT

Y 
PROOFI

NG



Consumer Self-
Serve 
Functionality 
for 
Unsuccessful 
Data Match
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Tips for Successful IDP and RIDP
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Provide Complete 
Information

Ensure Application 

Accuracy

Read 25.6 
Release notes 

when available



Enroller Tools and 
Resources
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Enroller Tips and Best 
Practices
WHAT YOU SHOULD KNOW
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Protecting Consumer Privacy at Covered 
California 
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Data Encryption: Ensures data is secure both when transmitted and stored.

Access Controls: Limits information access to authorized personnel only.

Legal Compliance: Adheres to state and federal privacy laws like HIPAA and 

California Consumer Privacy Act (CCPA).

Regular Audits: Ongoing security audits to mitigate risks.

Consumer Education: Offers guidance to consumers on protecting their 

personal information.

Incident Response Plan: Efficient strategy for data breach response and 
notification to individuals affected.

View or download a copy of the Covered California Privacy Policy or Terms of Use: 

Covered California Privacy Policy (PDF) Covered California Terms of Use (PDF)

https://www.coveredca.com/pdfs/privacy/CC_Privacy_Policy.pdf
https://www.coveredca.com/pdfs/privacy/Terms_of_Use.pdf


Enrollers Using the Delegation Tool
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Consumer Authorization: Option to delegate a Certified Enroller for 

help in the application and enrollment process through CalHEERS.

Consent Requirement: Mandatory direct, written consumer consent 

for delegation, as per contract and state regulations.

Monitoring and Compliance: Accelerated Delegation Requests are 

tracked and analyzed for any irregularities. Investigations launched for 
suspicious activities.

Consequences of Misuse: Certified Enrollers misusing the tool risk 

losing their certification and business with Covered California.

Guidance: A brief guide on how to use the Delegation Tool effectively.

Delegation Form

https://hbex.coveredca.com/toolkit/downloads/Accelerated_Consumer_Delegation_Consent_Quick_Guide.pdf
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Using Covered California 
Tools and Resources
GET THE HELP YOU NEED
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Maximizing Enroller Efficiency: Alerts, 
Messages, and Best Practices
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Purpose of Alerts and Messages: Provide crucial updates and 

information to enhance support for Covered California consumers.

Content of Updates: Includes special announcements, policy changes, system 

updates (application and enroller portal), important dates (Renewals, Open 
Enrollment, Special Enrollment periods), and enroller resources.

Best Practices for Enrollers:

• Email Organization: Create a dedicated folder for Enroller Alert Emails; 
utilize keyword searches for specific topics.

• Resource Access: Bookmark the “Enrollment Partner Toolkit” webpage for 

quick reference.



Special Enrollment Toolkit
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https://hbex.coveredca.com/toolkit/ 

A “one-stop shop” guide with resource links 

for 2025 Sign-up information and resources to 
support Covered California members through the 
renew and new enrollment process. 

• Quick Guides

• Job Aids 

• Webinars

• Plan Information

• FPL chart

• Sample Consumer Notices

• Many more!

Toolkits can be found in your Enroller Portal “Quick Links” 
for easier access.

https://hbex.coveredca.com/toolkit/


Leveraging the Social Media Toolkit for 
Effective Outreach
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New Social Media Toolkit 
Access logos, digital banners, shareable images, and 
sample posts designed for promoting Covered California 
on social media.

Get Tips on posting messages and images, and 

Videos-Reels to your social media channels.

Follow and tag "@CovCA" on these channels:  Facebook, Instagram, X, and LinkedIn

Link to the new Social Media Toolkit

https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick-1619353.icptrack.com%2Ficp%2Frelay.php%3Fr%3D18377982%26msgid%3D189856%26act%3DEFEC%26c%3D1619353%26pid%3D309671%26destination%3Dhttps%253A%252F%252Fhbex.coveredca.com%252Ftoolkit%252Fdownloads%252FSocial.Media.Toolkit.zip%26cf%3D219%26v%3Dc2c382a6190937869177fe5c6c744b9fd70cc1784fed14e1d4e73b6e89a61028&data=05%7C02%7CAli.AlGhafilee%40covered.ca.gov%7Cd52a1dfe2858402eea3b08dd4566c3e8%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C638743029865930863%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=71bONCu7YrdCYda9P6fafJrTw324eMY8UFsGdzTm6hk%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fclick-1619353.icptrack.com%2Ficp%2Frelay.php%3Fr%3D18377982%26msgid%3D189856%26act%3DEFEC%26c%3D1619353%26pid%3D309671%26destination%3Dhttps%253A%252F%252Fhbex.coveredca.com%252Ftoolkit%252Fdownloads%252FSocial.Media.Toolkit.zip%26cf%3D219%26v%3Dc2c382a6190937869177fe5c6c744b9fd70cc1784fed14e1d4e73b6e89a61028&data=05%7C02%7CAli.AlGhafilee%40covered.ca.gov%7Cd52a1dfe2858402eea3b08dd4566c3e8%7C466d2f7db1424b9c8cddeba5537a0f27%7C0%7C0%7C638743029865930863%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=71bONCu7YrdCYda9P6fafJrTw324eMY8UFsGdzTm6hk%3D&reserved=0


Read the CalHEERS and Enroller Portal 
Release Notes
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Check here for all 
information about 
system updates!

CalHEERS and 
Enroller Portal 
Release Notes



Understanding Immigration Documents
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• Search on CoveredCA.com for “acceptable 
documentation”

• Review and understand the documents
• View samples of the acceptable documents

1
3

2

Acceptable 
documentation

Immigration 
Status



Tips for Finding Document Information
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Quick Search Shortcut: Press CTRL + F to open 

the search box in your document or web browser.

Click on BLUE document name for 

photo example and additional information and 
document examples

4 5



Sample Employment Authorization Document 
(Card)

Special Enrollment Period Enroller Workshop  |  April 2025  |  Outreach and Sales Division 171

Additional Document Resource: 
https://www.healthcare.gov/help/immigration-document-
types/ 

https://www.healthcare.gov/help/immigration-document-types/
https://www.healthcare.gov/help/immigration-document-types/


Find an Enroller Tool
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CONNECTING CALIFORNIANS WITH ENROLLMENT HELP



Advanced Search Functionality
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ADVANCED SEARCH feature 

helps Consumers find the best 
possible Enroller for help near them!

Advanced Search



Maximize Your Impact: Open a 
Covered California Storefront
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Accessibility: 95% of Californians are just a 15-

minute drive away from a Covered California storefront, 
ensuring high accessibility for potential enrollees.

Proven Success: Agents operating storefronts 

contribute to 45% of all Covered California enrollments, 
highlighting the effectiveness and potential of having a 
physical presence.

550
Storefront 
Locations*

Certified Enrollers with an office location that meets the requirements of a storefront 

can apply today! Click on the link here: 
https://hbex.coveredca.com/toolkit/storefronts/Storefront_Toolkit.pdf

*Data as of March 2025

https://hbex.coveredca.com/toolkit/storefronts/Storefront_Toolkit.pdf
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Management Upgrades 

Streamlined operations for better efficiency.

Verification Enhancements 
Improved process for faster, reliable verification.

Increased Engagement 
Initiatives to boost community interaction.

New Storefront Application 
Coming Soon!

Storefront Program Enhancements



SEP Workshop Takeaways!
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Covered California News
• OE Marketing Campaign

• Let's Talk Health Events and Materials

• Open Enrollment Trends

• Population Health Investments

Special Enrollment Period
• Qualifying Life Events

• Efforts to Decrease Duplicates

• Ongoing Marketing Efforts

Looking Ahead
• Potential Changes to the Enhanced Premium Tax 

Credit

• Retention Strategies

System Changes for CalHEERS and Enroller 
Portal
• Helping Consumers that move

• Printable Estimate Page

• Alternative Formats

• Identity Proofing

Resources
• Toolkits, Job Aids, and Release Notes

• Help with immigration documents

• Storefronts



Thank 
you!

Email: kickoffevents@covered.ca.gov
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All materials and handouts for today’s sessions are available digitally at the end of this month.
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