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METHODOLOGY

The Kaiser Family Foundation 2015 Survey of Health Insurance Marketplace Assister Programs and Brokers was designed and
analyzed by KFF researchers and administered by Davis Research. This nationwide survey was conducted through an online
questionnaire from March 31, 2015 through May 3, 2015.

Assister Programs

To recruit Assister Program survey participants, we asked officials CMS and from States operating SBM or FPM Marketplaces to
provide contact information for the directors of their certified Assister Programs. In addition, we requested contact information for
the directors of enrollment assistance activities in each of the FQHCs from HRSA. All Assister Programs received an email with a link
to the survey inviting the director to participate. In the event the person receiving the survey was not the appropriate person to
complete it, they were asked to provide the contact name and email for the appropriate person within their organization.

To analyze results, we assigned Assister Programs to one of four types based on their primary source of funding. The first type,
Navigators, were those identified by Marketplace officials contracted with and received grant funding directly from the Marketplace.
Of note, last year we distinguished between Marketplace-funded Programs that were supported with Section 1311 grant funds —
called In Person Assisters (IPAs) — and those that received other Marketplace funding — Navigators. Because Section 1311 grant
funds were discontinued, this year we categorized as Navigators all Assister Programs that received direct grant funding from a
Marketplace. The second type, FEAP, were those identified by CMS as contractors that operate in certain FFM states and that
otherwise act as Navigators. We tracked FEAP responses separately in the survey, but for most data analysis presented in this report
we combined responses of FEAPs and Navigators. The third type, FQHCs, were those that received grant funding from HRSA to
provide enrollment assistance. We identified FQHCs using the contact list provided by HRSA. A small percentage of FQHC Programs
receive both HRSA grants and Marketplace Navigator grant funding; these were categorized as Navigators for our analysis. All other
Assister Programs certified to provide assistance in Marketplaces were designated as CACs.

A total of 4,680 Programs were invited to participate in the study, and 713 Programs responded and were included (for a response
rate of 15%). Because response rates varied by Program type, data were weighted to reflect the distribution in the initial sample by
Program type and Marketplace type (FFM, FPM, or SBM). Weighted and unweighted proportions of the final sample by Program
type are shown in the table below.

Unweighted % of total Weighted % of total
FFM CAC 23% 34%
FFM FQHC 15% 14%
FFM Navigator/FEAP 7% 2%
FPM CAC 3% 4%
FPM FQHC 2% 2%
FPM Navigator/FEAP 3% 2%
SBM CAC 18% 22%
SBM FQHC 11% 8%
SBM Navigator/IPA 18% 11%

Using responses provided by Assister Programs in the study, we were able to estimate the number of Assister Program staff and the
number of consumers they helped with eligibility and enrollment in Medicaid/CHIP and Qualified Health Plans during the second
Open Enrollment period nationwide, by extrapolating response data to the national level. Survey participants were asked to provide
the number of full-time equivalent Assisters in their Program and the number of consumers helped. Respondents who did not
provide a numeric value for the number of consumers helped were asked to estimate a number using a range of options. In making
our calculation, we used the midpoint value for responses that provided a range of numbers of consumers helped. Non-responses
were imputed based on the type of Assister Program.
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We also surveyed the work of Assister Programs outside of Open Enroliment as they helped people apply for Special Enrollment
Periods, report mid-year changes to the Marketplace, and resolve post-enrollment problems. Using response data provided by
returning Assister Programs, we were able to estimate the number of people nationally who received help from Assister Programs
between the first and second Open Enrollment periods with each of these types of issues.

Brokers

To recruit brokers in the Federally-Facilitated Marketplace (FFM) states, we obtained contact information from a comprehensive file
of brokers in the FFM states, made publicly available through HealthCare.gov. To obtain broker contact information from the SBM
and FPM states, we asked Marketplaces to provide contact information, and when that was not provided, compiled contact
information that was publicly available on Marketplace websites. As we estimate that there are tens of thousands of brokers selling
non-group Marketplace policies nationwide, we drew a sample of 9,700 brokers based on their distribution by Marketplace type
(FFM, FPM, or SBM). Our general sampling rule was to randomly select 10% of all contacts in each state; we oversampled in ten
states where we had fewer than 500 contacts to begin with. Because we did not have a complete sample of Marketplace brokers in
all states, we were not able to compute national estimates of the numbers of consumers helped by brokers. Out of the 9,700 brokers
who were invited to participate in the study, 662 responded and were included (for a response rate of 7%).

The sample size and margin of sampling error (MOSE) for the total sample and key subgroups of Assister Programs are
shown in the table below. All statistical tests of significance account for the effect of weighting.

Assister Programs N (unweighted) M.O.S.E.

Total 713 +4 percentage points
CAC 311 6 percentage points
FQHC 202 +7 percentage points
Navigator and FEAP 200 +7 percentage points
Brokers N (unweighted) M.O.S.E.

Total 662 +4 percentage points
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Q. Type of Respondent ..........cccccevvvivicrcverennn, Assister

............................................................................ Programs
............................................................................ Tl 1
............................................................................ ASSISIET PIOGEAM oo 100%
............................................................................ Broker.. 0%
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Q.1 In what state does your Assister Program Assister

conduct assistance/do you sell health insurance? Programs Brokers
TOtAl ..o 713 662
CalifOrMia.......oveecececerecee et 21% 13%
NEW YOTK ..ottt 5% 1%
MIChIGAN ..o 5% 4%
OIS ...ttt 5% 5%
TEXAS ettt 4% 8%
WISCONSIN.....covviveeeicieieieeee ettt 4% 2%
L0 1110 TR 3% 3%
MINNESOLA ... 3% 2%
FIOMAA ..o 3% 9%
PeNNSYIVANIA. ..o 3% 5%
North Caroling..........ccceveveveveeeeceeeeeeeeeeeeeee s 2% 4%
MISSOU ...ttt 2% 2%
INAIANG ..o 2% 4%
MAINE ..ot 2% 1%
JOWA. ..ottt 2% 1%
(070]10] =T [0 TR 2% 1%
NEW JBISBY ...ttt 2% 1%
SoUth Caroling .........ccuevevcveieeicccceeeeeeeee e 2% 2%
TENNESSEE ...ttt 2% 2%
New HampShire ........cccveveverceeccceeeeeeeeeeeeeeee s 1% 1%
WYOMING ..ttt 1% 1%
MONEANA ... 1% 0%
ATKANSAS ...ttt 1% 0%
KANSAS ...ttt s 1% 1%
KENEUCKY ..ottt 1% 1%
OFBAON ..ttt ettt 1% 2%
WaShiNGLON ... 1% 1%
LOUISIANA.........ooeeeeeececeetctce et 1% 2%
(LT T TR 1% 4%
MarVIaNd .........ooeeccceecee s 1% 2%
ATIZONA oottt teea 1% 1%
AlBSKA ... 1% 1%
HAWAI ..ottt 1% 0%
VIEGINIA oottt 1% 2%
U8R 1% 2%
MasSaChUSELES .........cevevceceercccceceeee s 1% 1%
MISSISSIDDI.......coeeeececicretetete ettt 1% 1%
CONNECHICUL ........ecvcececeetcecee e s 1% 2%
NEDIASKA..........ooieceeicrereteee e 1% 1%
AlBDAMA ..o 1% 0%
SOUth DAKOEA ... 1% 1%
(O)(E=1 10] 11 DR 1% 1%
[AANO .ot 0% 0%
NEW MEXICO ...ttt 0% 1%
District of Columbia..........cccceveviiiieicieecieeeeeeecce e 0% 0%
WESE VIFGINIA ..o 0% 0%
Rhode IS1aNd.........ccveveiiicicecieeeeeceeeceec s 0% 0%
VEIMONL......ocviviiiecieceec et 0% 0%
DEIAWAIE ...t 0% 0%
NEVAAA........coiciceereecee e 0% 1%
NOrth Dakota.........ccoviveeiiiceeececeece e 0% 0%
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Q.2 Is the geographic service area served by your
Assister Program/you serve state-wide, or is it
focused on a geographic area within a state?

Q.3 Prior to the first ACA Open Enroliment period
(October 2013-April 2014), what type of private
health insurance did you sell?

Q.4 During the Open Enrollment period that just
ended (November 2014-February 2015), what type of
private health insurance did you sell?

Q.5 During the Open Enrollment period that just
ended (November 2014-February 2015), did you sell
individual health insurance policies offered in the
Marketplace, outside of the Marketplace, or both?

BIOKEIS ..ot s

INAIVIAUAL ...
SMAl GIOUP ...t esreees
Both individual and small group..........cccoeeveererrnieinsniennes
Neither individual nor small group ..........ccoeveeieieineniennes

BrOKETS ...t s
INIVIAUAL ONLY .o

Small Group ONIY ..o eeeeeees
Both individual and small group...........cccocveeerereneinceneeenees

BrOKEIS ...
I only sold individual health insurance policies offered in the
Marketplace ........ccvveeeericrriceseesse e
I only sold individual health insurance policies offered outside of the
Marketplace ........ccvveeerricericesrees e
| sold both individual health insurance policies offered in the
Marketplace and policies offered outside of the Marketplace

Assister
Programs

713
14%
80%
6%

Brokers

662
33%
3%
53%
1%

Brokers

662
57%
0%
43%

Brokers

662
16%

5%

79%
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662
46%
50%
4%



Q.6 Did your Assister Program provide/were you
registered with the Marketplace to provide assistance
to Marketplace consumers during the first Open
Enrollment period (October 2013-March 2014)?

Q.7 Did your Assister Program/did you provide help
to consumers between the first and second Open
Enrollment period (that is, between April and October
2014)?

Q.8 What activities did your Assister Program/did you
engage in during the most recent Open Enrollment
period that just ended in February 20157

Assist individuals with eligibility, application for Medicaid/Children's
Health Insurance Program ..........c.cccooeeeneneinenieneinienns

Assist individuals in comparing and selecting private health plan
(QHP) OPLIONS ..o eeeees

Assist individuals apply for premium tax credits and cost sharing
SUDSIAIES ..ottt
Outreach and public education to individuals and families...

Assist individuals with post-enroliment questions and problems (e.g.,
denied Claims) ..o

Assist individuals with other ACA tax-related questions........

Assist individuals with application for exemptions from the individual
responsibility requirement............ccocoeererenenceenees

Assist individuals with appeals of eligibility determinations ..

Help other Assister Program staff resolve questions or problems for
their ClIENTS ...
Outreach and public education to small businesses.............

Assist employees of small businesses with enrolling in health
coverage ("employee ChOICE") .......cvuuvrerrrenernerneerernenernnens

Assist small businesses in determining eligibility for premium tax
CEAIS. ..v. et

Assist small businesses in comparing and selecting from QHP
OPHONS....cvvecetece e

Assister
Programs

713
91%
9%

Assister
Programs

645
95%
5%

Assister
Programs

713
90%

84%
81%

80%
79%

62%
61%

58%
58%

27%
16%

10%
9%

8%
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Brokers

662
86%
14%

Brokers
570

94%
6%

Brokers

662
49%

90%

85%

33%
70%

62%
33%

39%
17%

19%
32%

23%

34%

6%



Q.9_1ST Of these activities, please rank the top
three activities your Assister Program spent/you
spent the most time on during the open enroliment
period that just ended - Ranked FIRST

Assist individuals with eligibility, application for Medicaid/Children's
Health Insurance Program .........cccccouevenenenenesncineennees

Assist individuals apply for premium tax credits and cost sharing
SUDSIAIES ..o
Outreach and public education to individuals and families...

Assist individuals in comparing and selecting private health plan
(QHP) OPtIONS ...

Assist individuals with post-enroliment questions and problems (e.g.,
denied Claims) ..o

Assist individuals with other ACA tax-related questions........

Help other Assister Program staff resolve questions or problems for
their ClIENTS ...
Outreach and public education to small businesses.............

Assist individuals with appeals of eligibility determinations ..

Assist individuals with application for exemptions from the individual
responsibility requirement............ccocoererencneneneees

Assist small businesses in comparing and selecting from QHP
OPHONS..c..ceiecetece e

Assist small businesses in determining eligibility for premium tax
CrEAIS. ...t

Assist employees of small businesses with enrolling in health
coverage ("employee ChOICE") ........oeuuevrerrvrereenirneererreeeineens

Assister

Programs
713

43%

20%

17%
13%

3%

1%
1%

1%
0%
0%
0%
0%
0%

0%
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Brokers

662
3%

42%

4%
37%

4%

1%
0%

1%
1%
1%
3%
0%
2%

1%



Q.9_1ST_2ND - Of these activities, please rank the
top three activities your Assister Program spent/you
spent the most time on during the open enroliment

period that just ended - Ranked FIRST or SECOND

Assist individuals with eligibility, application for Medicaid/Children's
Health Insurance Program .........cccccoueveneneneneeneenennnees

Assist individuals apply for premium tax credits and cost sharing
SUDSIAIES ..ottt

Assist individuals in comparing and selecting private health plan
(QHP) OPLIONS ...
Outreach and public education to individuals and families...

Assist individuals with post-enroliment questions and problems (e.g.,
denied ClaimS) ...

Assist individuals with appeals of eligibility determinations ..

Assist individuals with other ACA tax-related questions........

Help other Assister Program staff resolve questions or problems for
their ClIENTS ..o

Assist individuals with application for exemptions from the individual
responsibility requirement............cocoerenrnenenenesees
Outreach and public education to small businesses.............

Assist small businesses in determining eligibility for premium tax
CrEAIS. ...t

Assist employees of small businesses with enrolling in health
coverage ("employee ChOICE") ........oeuevrerrrereenirneererneererneens

Assist small businesses in comparing and selecting from QHP
OPHONS ...ttt

Assister
Programs

713
60%

45%
38%

31%
9%

4%
3%
3%
2%

2%
0%

0%
0%

0%
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Brokers

662
8%

66%

69%

6%
15%

2%
7%
1%
3%

3%
1%

4%

8%

1%



Q.9_1ST_3RD - Of these activities, please rank the
top three activities your Assister Program spent/you
spent the most time on during the open enroliment
period that just ended - Ranked FIRST or SECOND
or THIRD

Q.10_A During the Open Enrollment period that just
ended (that is between November 2014 and
February 2015), approximately how many individuals
did your Assister Program help with eligibility and
enrollment?

Assist individuals with eligibility, application for Medicaid/Children's
Health Insurance Program .........cccccouevenenenenieneeneeennees

Assist individuals apply for premium tax credits and cost sharing
SUDSIAIES ..o

Assist individuals in comparing and selecting private health plan
(QHP) OPtIONS ...t
Outreach and public education to individuals and families...

Assist individuals with post-enroliment questions and problems (e.g.,
denied Claims) ..o

Assist individuals with other ACA tax-related questions........

Assist individuals with application for exemptions from the individual
responsibility requirement............ccocoeererernenenenenes

Assist individuals with appeals of eligibility determinations ..

Help other Assister Program staff resolve questions or problems for
their ClIENTS ...
Outreach and public education to small businesses.............

Assist small businesses in determining eligibility for premium tax
CrEAIS. ...t

Assist employees of small businesses with enrolling in health
coverage ("employee ChOICE") ........oeuevrerrereenirneererereeeen,

Assist small businesses in comparing and selecting from QHP
OPHONS ...ttt

ASSIStEr PrOgrams.........c.cvuvveuneirieineineieiseissseiseissse s
UP 10 100 oo
101 =500 ..ottt
501 = 1,000 ...ccoceeceeeeereieeiee et
Over 1,000 (Net)
1,001 = 2,500.....000cceeviiriieieeieee e
2,501 - 5,000.....c0c0imrermerneriereirereieese e
More than 5,000..........cccoevierereeeereeeeeee s
DON'TKNOW ...

Assister
Programs

713
70%

57%
57%

49%
23%

9%
8%

8%
7%

3%
0%

0%
0%

0%

Assister
Programs

713
26%
26%
11%
20%
12%
4%
5%
17%
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Brokers

662
18%

74%
79%

1%
36%

20%
6%

7%
3%

3%
3%

9%
14%

1%



Q.10A_A Can you estimate a range of the number of
individuals your Assister Program helped during the
Open Enrollment period that just ended?

Q.10_A/10A_A During the Open Enrollment period
that just ended (that is between November 2014 and
February 2015), approximately how many individuals
did your Assister Program help with eligibility and
enrollment?

Q.10_B During the Open Enrollment period that just
ended (that is between November 2014 and
February 2015), approximately how many individuals
did you help with eligibility and enrollment through
the Marketplace (excluding small business clients)?

Assister Programs/DK 10 Q10_A .......oorierenniererieieens

Upto100....
10110 500...
501 to 1,000

Over 1,000 (Net)

Don't Know..

1,001 10 2,500.......0c0ereeeeeeeeeereees ettt
2,501 10 5,000......ccmiireereieiecieirereeee ettt
More than 5,000...........ccccovevviereeerieirceeeeee e

ASSIStEr PrOgrams.........c.ocveeureereeineineeneineeeseesseeeseeneeesneens

Upto100...
101-500....
501 - 1,000.

Over 1,000 (Net)

Don't Know.

Don't Know

1,001 =2,500.......000ceeeeieeseee et
2,501 -5,000......ccmereireiereeeeereeeee et
More than 5,000...........ccccovevvvereierirerceeeeee s

Over 100 (Net)

101-200.......cciecer s

Assister

Programs
124

36%
28%
1%
16%
8%
6%
1%
8%

Assister
Programs

713
32%
31%
13%
23%
13%
5%
5%
1%

Brokers

629
16%
33%
17%
19%
1%
3%
5%
15%
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Q.10A_B Can you estimate a range of the number of
individuals you helped through the MARKETPLACE
during the Open Enrollment period that just ended?

Q.10_B/10A_B During the Open Enroliment period
that just ended (that is between November 2014 and
February 2015), approximately how many individuals
did you help with eligibility and enroliment through
the Marketplace (excluding small business clients)?

Q.11 How many individuals did you help to enroll in
non-group policies outside of the Marketplace during
the Open Enrollment period that just ended?

Over 100 (Net)
101-200....ceoeeeeeeeeeee e

2071-300.......c0rii s

DON't KNOW.....cooeeecctectee ettt

Over 100 (Net)
1071-200.....ceoceeeeeeeeeeeeeeeeee e
201-300.....0coeeeeeeeereree e
More than 300.........ccverieeeeeeesee s

DON't KNOW.....ooeeeectctctcce ettt

Brokers Who Sold Individual Private Health Insurance Outside the

Over 100 (Net)
101-200.... o
2071-300.....0cerceiieree e

DONTKNOW ...ttt

Brokers

95
12%
61%
12%
12%

7%

1%

3%

4%

Brokers

629
18%
42%
19%
21%
12%
3%
5%
1%

Brokers
557

36%
32%
10%
6%
3%
1%
1%
16%
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Q.11A Can you provide a range of the number of
individuals you helped to enroll in non-group policies
outside of the Marketplace during the Open
Enroliment period that just ended?

Q.11/11A How many individuals did you help to
enroll in non-group policies outside of the
Marketplace during the Open Enrollment period that
just ended?

Q.12A Comparing enroliment of individuals in health
insurance today and prior to 2014, please indicate
whether each of the following aspects of your work
has increased, decreased, or stayed the same: Time
involved in selling a non-group policy

Over 100 (Net)
1071-200....c0cercierereieeee e
20130010t
More than 300.........cccoeereericeree s

DON't KNOW ...ttt

Brokers Who Sold Individual Private Health Insurance Outside the
MarKetplace ........oceveererieeiirere s

Over 100 (Net)
101-200...0.00evieeierieises s

2071-300......0cteiereree e
More than 300..........ccceveeveeeeeeeeeeeeeecceee e
DON't KNOW ..ottt

Brokers Who Sold Individual Private Health Insurance.........
Increased relative t0 pre-2014 .........ccccovvevvvvesecesisenne
Decreased relative to pre-2014 .........ccoveevveevicceseceinnns
Stayed about the same relative to pre-2014.........cccccoevveenee.

Brokers

89
28%
51%
12%

6%

3%

0%

2%

3%

Brokers

557

40%
40%
12%
%
4%
1%
2%
1%

Brokers

569
66%
18%
17%
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Q.12B Comparing enroliment of individuals in health
insurance today and prior to 2014, please indicate
whether each of the following aspects of your work
has increased, decreased, or stayed the same:
Revenue you received per non-group policy

Q.12C Comparing enrollment of individuals in health
insurance today and prior to 2014, please indicate
whether each of the following aspects of your work
has increased, decreased, or stayed the same: Total
number of non-group policies you sold

Q.12D Comparing enrollment of individuals in health
insurance today and prior to 2014, please indicate
whether each of the following aspects of your work
has increased, decreased, or stayed the same: Your
overall revenue from non-group policies

Brokers Who Sold Individual Private Health

Increased relative to pre-2014 .....................
Decreased relative to pre-2014 ...................
Stayed about the same relative to pre-2014

Brokers Who Sold Individual Private Health

Increased relative to pre-2014 .....................
Decreased relative to pre-2014 ...................
Stayed about the same relative to pre-2014

Brokers Who Sold Individual Private Health

Insurance.........

Insurance.........

Insurance.........

Increased relative to pre-2014 .........ccccvvveevvvesscerisienne

Decreased relative to pre-2014 ........ccoveeveeeviceesscennns

Stayed about the same relative to pre-2014

Brokers

569
20%
57%
23%

Brokers

569
60%
17%
24%

Brokers

569
40%
40%
20%
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Q.13 Of the people your Assister Program
helped/you helped with eligibility and enroliment in
the Marketplace, roughly how many were applying

through the Marketplace for the first time vs. Assister

returning to renew or change coverage? Programs Brokers
TOtal ASKED ... 713 629
Few or none were new to the Marketplace, almost all clients were 3% 6%
renewing or changing CoVErage...........cuureereuneenmrerneeneseeees
Some, but less than half, were new to the Marketplace, most were 18% 21%
renewing or changing CoVErage...........cuureereuneenererneenesenees
About half were new to the Marketplace and half were renewing or 22% 23%
Changing COVEIAGE. ...
Most were new to the Marketplace, some, but less than half, were 32% 27%
renewing or changing COVErage.........ceuvrereeneeereerersenenees
All or nearly all were new to the Marketplace, few or none were 21% 22%
renewing or changing COVErage..........c.uvrerrereeereerersensnees
DON't KNOW ...t 4% 2%

Q.14_A During the first Open Enrollment period (that
is, between October 2013 and March 2014),
approximately how many individuals did your Assister

Program help with eligibility and enrollment in the Assister
Marketplace? Programs
Returning Assister Programs.............cooeverenenieneeneeenens 645
UP 10 100 oot seeseeesessessans 21%
1012500 ... 23%
501 = 1,000 .0 10%
Over 1,000 (Net) 19%
1,001 = 2,500,000 8%
2,501 = 5,000......c0eemeeieireieineireieeereeeeee e 5%
More than 5,000.........cccvvvereeecrereeeeeee s 6%
DON't KNOW......o e eesseees 21%
Q.14A_A Can you provide a range of the number of Assister
individuals your Assister Program helped during the o Programs
first Open Enrollment period (October 2013-March Returning Assister Programs/DK 10 Q14 A 172
2014)? UP 10 100 eerererooeeceereeeeeeesessesssseseseeesssseeseesssssssseseeeesssneeee 24%
10110 500 ..o s 27%
50110 1,000 ...t 15%
Over 1,000 (Net) 19%
1,001 10 2,500......00cieiiieieesee e 7%
2,501 10 5,000......c0cmerriirieieirrieereeeeeee s 9%
More than 5,000...........ccccceeverererreieeeeeeee e 3%
DON't KNOW.....oieieiciieireicicee e 15%
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Q.14_A/14A_A During the first Open Enroliment
period (that is, between October 2013 and March
2014), approximately how many individuals did your

assister Program help with eligibility and enroliment Assister
in the Marketplace? Programs
Returning Assister Programs..........c..cooeveveneneencineennens 645
UP 10 100 oot 27%
101 =500 ..vvveeeveveseeeeeeesssesessssss s 31%
501 = 1,000 .cccceeeeeeeveeeeessseessee s 14%
Over 1,000 (Net) 24%
1,001 = 2,500.....ococerereeeeerenereneeeeeeeeeeee e 10%
2,501 -5,000.......00cmmmrrrrrevvveerrssssesseeeee s 7%
More than 5,000 7%
DON't KNOW ... essees 4%
Q.14_B During the first Open Enrollment period (that
is, between October 2013 and March 2014),
approximately how many individuals did you help
with eligibility and enrollment in the Marketplace? Brokers
Returning Brokers Who Sold Individual Health Insurance Policies 540
0 (o OSSR 17%
1150 s 30%
51100 ..uuuuvevmr e sssssssssssesssseseesssssssssssssssssssessssssssssssssnns 17%
Over 100 (Net) 18%
1012001 10%
201-300 3%
More than 300 4%
DON't KNOW ... s 18%
Q.14A_B Can you provide a range of the number of
individuals you helped during the first Open
Enroliment period (October 2013-March 2014)? Brokers
Returning Brokers Who Sold Individual Health Insurance Policies/DK 97
(OO - TSSO
1 [ 19%
1150 s 39%
51100 .11 veeseessssssssssseeeesessssssssssss s seenessssssssssssnens 19%
Over 100 (Net) 12%
101-200. ..o 6%
201-300.......ooooeereeeseseseeeseseeeesesssssessseseessssssesssssssseee 4%
More than 300.........ccevieeieieeeee s 2%
DON't KNOW ..ottt s 1%
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Q.14_B/14A_B During the first Open Enroliment
period (that is, between October 2013 and March
2014), approximately how many individuals did you
help with eligibility and enrollment in the

Marketplace? Brokers
Returning Brokers Who Sold Individual Health Insurance Policies 540
21%
37%
20%
Over 100 (Net) 20%
101-200...cece e 1%
201-300..000vvvvvveeesesessssssssesssssssssssssssssssssssssssssssssssssssenees 4%
More than 300.........coerirrrirereee s 5%
Don't Know 2%
Q.14_1 During the first Open Enrollment period (that
is, between October 2013 and March 2014),
approximately how many individuals did you help
with enroliment in non-group health plans outside of
the Marketplace? Brokers
Returning Brokers Who Sold Individual Private Health Insurance 484
Outside the Marketplace (Those Asked) .........c.ccvereererienncs
UP 10 10 1t 30%
11550 s 33%
T 8%
Over 100 (Net) 6%
101-200...cocereeeeeceeee e 4%
201-300.0000vevvveveeeeeeesesssesssesesssssssssssssssssesssssssssesesesesenees 1%
More than 300 1%
DON't KNOW ... s 22%
Q.14_1A Can you provide a range of the number of
individuals you helped with enrollment outside of the
Marketplace during the first Open Enrollment period
(October 2013-March 2014)? Brokers
Returning Brokers Who Sold Individual Private Health Insurance 105
Outside the Marketplace (Those Asked)/DK to Q14_1 ........
UP 0 10 ot 29%
1150 s 39%
51100 . .couuvevree s eeeesssseeessssssesssseeeessssssssssssssssseseesessssssesessnes 18%
Over 100 (Net) 3%
101-200. ..o 2%
201-300..00eveveeeveeeeeessesssesesssesssssssssesssssssssssssssssesesesenenees 1%
More than 300.........coerrrrrerereeeseee s 0%
DON't KNOW.....oeeiieiieireicce e 1%
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Q.14_1/14_1A During the first Open Enrollment
period (that is, between October 2013 and March
2014), approximately how many individuals did you
help with enroliment in non-group health plans
outside of the Marketplace?

Q.15 Approximately how many of the consumers that
you helped during this year's Open Enrollment were
returning clients that your Program/you helped last
year vs. new clients your Program/you helped for the
first time?

Q.16 In general, thinking about the entire Open
Enrollment period that just ended (that is, between
November 2014 and February 2015), how would you
describe the consumer demand for assistance in
applying for coverage relative to the capacity of your
Assister Program/your capacity to provide it?

Returning Brokers Who Sold Individual Private Health Insurance
Outside the Marketplace (Those Asked) .........c.ccveereereirennc.

Over 100 (Net)

101-200.0...ceceeeeeeeieeceeeee ettt
2071-300......0cteriieree e
More than 300..........ccceveveveieeeeeeeeeeeeeceeee s

DON't KNOW....ooeecectctcee ettt

Returning BroKers ...........coceeinereeneinenese e
Almost all clients were new, few were returning from last year
Most clients were new, some returned from last year ..........
Most clients were returning, some new clients this year.......
Almost all clients were returning, few new clients this year..
DON't KNOW ...t

Top 2 Box (Net)
We/l had capacity to help everyone who asked for it

and could have helped MOre .........ccccvvererircsrieeseeennens

Our/My capacity to help was about equal to the

demand for Relp.........ccennieee e
We/l had capacity to help most people who asked for it,
but had to turn SOMe away .........ccoeereeereereereneeeseeees

Demand for help far outpaced our/my capacity to

PIOVIAE it vt

Bottom 2 Box (Net)

Brokers

484

37%
42%
12%
7%
4%
2%
1%
2%

Assister
Programs

645
24%
42%
21%
2%
5%

Assister
Programs

713
81%
46%

35%
14%
5%

19%
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Brokers
570
16%
33%
41%
6%

3%

Brokers

662
2%
50%
22%
19%

9%

28%
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Q.17 With respect to the first two weeks of February
2015, how would you describe the consumer demand
for assistance in applying for coverage relative to the
capacity of your Assister Program/your capacity to
provide it?

Q.18 Of the people your Assister Program/you
helped with eligibility and enrollment through the
Marketplace, roughly how many were uninsured at
the time they sought assistance?

Q.19_A Of the people your Assister Program/you
helped who received an eligibility determination from
the Marketplace, roughly how many received the
following determination: Eligible for Medicaid or
Children's Health Insurance Program (CHIP)

Top 2 Box (Net)

We/l had capacity to help everyone who asked for it

and could have helped MOre .........cccovveererennieeseeesnnens

Our/My capacity to help was about equal to the

demand for Relp........ccvenirree e

We/l had capacity to help most people who asked for it,

but had to turn SOMe away ..o

Demand for help far outpaced our/my capacity to

PrOVIAE it ...t

Bottom 2 Box (Net)

Total Asked

FEW OF NONE ...t

All or nearly

Don't Know.

All e

Allor nearly all ..o

Don't Know

Assister
Programs

713
78%
41%

37%
15%
7%

22%

Assister
Programs

713
2%
13%
47%
36%
3%

Assister
Programs

713
19%
29%
37%
13%
3%
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Brokers

662
79%
54%

25%

14%

%

21%

Brokers

629
13%
36%
35%
15%

1%

Brokers

629
45%
45%
6%
2%
2%
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Q.19_B Of the people your Assister Program/you
helped who received an eligibility determination from
the Marketplace, roughly how many received the
following determination: Not eligible to participate in
Medicaid and income too low to qualify for premium
tax credits (sometimes referred to as "the coverage

gap")

Q.19_C Of the people your Assister Program/you
helped who received an eligibility determination from
the Marketplace, roughly how many received the
following determination: Eligible to buy Marketplace
plan (QHP) but income too high to qualify for
premium tax credit

Q.19_D Of the people your Assister Program/you
helped who received an eligibility determination from
the Marketplace, roughly how many received the
following determination: Eligible to buy Marketplace
plan (QHP) and eligible for premium tax credit

Q.20 Of the people your Assister Program/you
helped who were eligible to purchase a Marketplace
plan (QHP), for roughly how many did your Program
know whether the person picked a plan?

All or nearly all

DON't KNOW ..ottt s

Allor nEary all ..o
DON't KNOW.....viieiiieireice et

Total Asked
Few or none

Allor nEAMY all ...
DON'T KNOW ...t

Allor nearly all ...

Not AppliCabIe ..o
DON't KNOW ....oovcctcvctee s

Assister
Programs

713
44%
36%
1%
4%
6%

Assister
Programs

713
65%
26%
5%
1%
3%

Assister
Programs

713
1%
35%
40%
1%
4%

Assister
Programs

713
5%
14%
43%
28%
2%
%
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Brokers

629
54%
35%
6%
2%
3%

Brokers

629
35%
45%
15%
3%
2%

Brokers

629
4%
26%
52%
17%
1%

Brokers

629
%
%
26%
56%
0%
4%

19



Q.21 When your Assister Program/you provided in-
person eligibility and enroliment assistance for clients
who were applying through the Marketplace for the
first time, what was the average amount of time spent
assisting the client?

Q.22 When your Assister Program/you provided in-
person eligibility and enroliment assistance for clients
who were returning to the Marketplace, what was the
average amount of time spent assisting the client?

Total As

KEA ..o

Less than one hoUr .........c.ccvcveveccceeeeeeceeee s

One hour up t0 tWO hOUIS ..o
Two hours up to three hours ...

Three hours up t0 four hours .........ccccecviercverccceeee,

TOtAl ASKEA ...
Less than one hoUr .........c.ccvcevecceeeeeeeceeee s

One hour up t0 tWO hOUIS ..o

Two ho

urs up to three hours...........cccoceveveecncnencsees

Three hours up to four hours .........cccceveveeicveeeceieee,
FOUr NOUTS OF IONGET .....vuvvieiciieieee s

Assister
Programs

713
18%
66%
12%
2%
1%
1.5
1.5

Assister
Programs

713

48%

46%
5%
1%
0%
1.1
1.0
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Brokers

629
18%
57%
19%
3%
3%
1.7
1.6

Brokers

629

51%

40%
%
1%
1%
1.1
1.0
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Q.23 Thinking about all the clients who sought help
from your Assister Program/from you, roughly how
many sought assistance for the following reasons:

Top 2 Box Summary ("All or Nearly All" and "Most")

Q.23_A Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason; They lacked internet service

Q.23_B Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They experienced technical difficulties with
online application

They lacked internet SEMVICe ......cccvvvvvvieesireeree e

They experienced technical difficulties with online application

They had limited understanding of ACA requirements and benefits
They needed translation SErvices...........ccovninerenirreicnen.

They needed help because of a disability.............cccocevunnee.

They needed help verifying immigration or citizenship status

They needed help proving identity in ways unrelated to citizenship
They had questions related to their eligibility for Medicaid or CHIP
They had questions related to their eligibility for other employer-
sponsored coverage, including COBRA ...,

They had questions about how to report their income or whom to
include in their household ............ccocoovninincnincncees

They had questions about tax related isSues ............c..........

They needed help understanding health insurance or evaluating plan
CROICES ...t

They needed help applying for an exemption from the individual
responsibility requirement.............coceerereeeneeseses

They lacked confidence to apply on their own...........c..c.......

They needed help renewing coverage and/or application for financial
ASSISTANCE ...

All/Most (Net)
Allor nearly all ..o

Some, butless than half .............cccooeveevieieiicceee e,
FEW OF NONE ...t s
DON't KNOW ..ottt s

Some, butless than half ..............cccoovveieieieiciiieeecce,
FEW OF NONE ...t

DON't KNOW ..ottt s

Assister
Programs

713
35%
38%
7%
18%
5%
14%
1%
44%
8%

51%

29%
82%

1%

79%
42%

Assister
Programs
713
35%
11%
24%
39%
22%
4%

Assister
Programs

713
38%
13%
25%
39%
21%
3%
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Brokers

662
10%
43%
84%
6%
1%
5%
5%
13%
1%

56%

39%
92%

9%

7%
48%

Brokers

662
10%
2%
7%
33%
54%
3%

Brokers

662
43%
18%
26%
37%
17%
3%
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Q.23_C Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They had limited understanding of ACA
requirements and benefits

Q.23_D Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason; They needed translation services

Q.23_E Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They needed help because of a disability

All/Most (Net)

Allor nearly all .......ceveeriieerceeeessseeeseas

Some, butless than half ..............cocoevieieieiciicceee e,
FEW OF NONE ...ttt

DON't KNOW ...ooeeectetcee ettt

All/Most (Net)

Allor nearly all ........coveverieereceeeee e

Some, butless than half ..o,

FEW OF NONE ...ttt
Don't Know

Assister
Programs

713
76%
33%
43%
18%
6%

1%

Assister
Programs

713
18%
8%
1%
21%
53%
1%

Assister
Programs

713
5%
1%
4%
24%
67%
5%
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Brokers

662
83%
38%
45%
12%
4%
1%

Brokers

662
6%
3%
3%
1%
82%
2%

Brokers

662
1%
0%
1%
9%
86%
4%
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Q.23_F Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They needed help verifying immigration or
citizenship status

Q.23_G Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They needed help proving identity in ways
unrelated to citizenship

Q.23_H Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They had questions related to their eligibility
for Medicaid or CHIP

Some, butless than half ..............cocoevieieieiciicceee e,
FEW OF NONE ...

DON't KNOW ...ooeeectetcee ettt

Some, butless than half ..o,
Few or none

DON't KNOW.....cooeecectctctcce e s

Some, butless than half ..............cccooveveieriiiicieeecce,
FEW OF NONE ...ttt
DONTKNOW ...ttt

Assister
Programs

713
14%
4%

10%
32%
52%
2%

Assister
Programs

713
1%
3%
8%
31%
56%
3%

Assister
Programs

713
44%
14%
30%
39%
17%
1%
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Brokers

662
5%
1%
4%
25%
67%
2%

Brokers

662
5%
1%
4%
19%
73%
3%

Brokers

662
13%
4%
9%
37%
49%
1%
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Q.23_I Thinking about all the clients who sought help
from your Assister Program/from you, roughly how
many sought assistance for the following reason:
They had questions related to their eligibility for other

Assister
employer-sponsored coverage, including COBRA Programs Brokers
TOMAl oo 713 662
All/Most (Net) 8% 1%
Allornearly all .........ccvevnennereerneeeenies 2% 3%
MOSE ..ot 5% 8%
Some, butless than half ............coooeviececresceeeeeens 31% 36%
FEW OF NONE ...t 58% 51%
DON't KNOW ...ttt 3% 2%
Q.23_J Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They had questions about how to report their Assister
income or whom to include in their household Programs Brokers
TOMAl oo 713 662
All/Most (Net) 51% 56%
Allor nEary @l .........cceeveermirrireineseiecresenesseniees 17% 21%
MOSE ... 34% 35%
Some, butless than half ..o, 35% 28%
13% 15%
1% 1%
Q.23_K Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following Assister
reason: They had questions about tax related issues Programs Brokers
TOtAl e 713 662
All/Most (Net) 29% 39%
Allor neary all ... 7% 12%
MOSE ..ottt 22% 21%
Some, but less than half ............cccvvvveeecviesceeeeeees 40% 35%
FEW OF NONE ... s 29% 25%
DONTKNOW ...t 2% 1%
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Q.23_L Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following

reason: They needed help understanding health Assister
insurance or evaluating plan choices Programs Brokers
TOMAl oo 713 662
All/Most (Net) 82% 92%
Allor nearly all ........ccoeueeerererecre e 36% 52%
MOSE ...t 45% 40%
Some, butless than half ............coooeviececresceeeeeens 15% 6%
FEW OF NONE ...t 3% 2%
DON't KNOW ...ttt 1% 0%
Q.23_M Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They needed help applying for an exemption Assister
from the individual responsibility requirement Programs Brokers
TOMAl oo 713 662
All/Most (Net) 1% 9%
Allor nEary @l .........cceeveermirrireineseiecresenesseniees 3% 2%
MOSE ..o 8% 7%
Some, butless than half ... 26% 13%
FEW OF NONE ...t 59% 74%
DON't KNOW ...t esseees 5% 3%
Q.23_N Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following Assister
reason: They lacked confidence to apply on their own Programs Brokers
TOMAl v 713 662
All/Most (Net) 79% 7%
Allornearly all .........cvveneninerereeeeniees 38% 34%
MOSE ...t s 42% 43%
Some, butless than half..............cccooevieieicieieeecce, 16% 14%
FEW OF NONE ...ttt 3% 6%
DON't KNOW.....oieieiciieireicicee e 2% 2%
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Q.23_0 Thinking about all the clients who sought
help from your Assister Program/from you, roughly
how many sought assistance for the following
reason: They needed help renewing coverage and/or

Assister
application for financial assistance Programs Brokers
TOAl v 713 662
All/Most (Net) 42% 48%
Allornearly all .........ccveverenenererreereresee s 12% 14%
MOSE ... 31% 35%
Some, butless than half..............cccooevveeiiiieieeeeee, 42% 34%
FEW OF NONE ..o s 15% 16%
DON't KNOW ...t eessees 1% 2%
Q.24 Did your Assister Program serve/did you serve
any Latino clients during this Open Enrollment Assister
period? Programs Brokers
TOAl v 713 662
YBS ettt 7% 49%
NO Lottt 23% 51%
Q.25 What challenges, if any, did your Assister
Program/did you experience in conducting outreach
or providing enroliment assistance to Latino Assister
individuals? Programs Brokers
Served Latino Clients (Those Asked) .........ccoocveneneereiiennns 539 314
Experienced challenges...........covvrerieeicinenieneneneneins 89% 7%
Language barriers/difficulty with translation ................ 39% 44%
Need closer ties to coOMMUNIY .........c.cocvveerneereeercrnenn. 21% 9%
Building rapport/trust ............ocreereereneneenereeneereeneen. 21% 13%
Affordability of COVErage .........ocevvvvinienenerneirercniens 51% 40%
Challenges related to citizenship or immigration status 56% 39%
Need better Spanish language information on 25% 12%
Marketplace Web SIte...........covirerirniieinrsenees
Need other consumer education materials in Spanish 23% 12%
Overcoming misinformation...............c.cueereeeeereeenernenns 50% 31%
Need Marketplace to conduct more targeted media 23% 9%
OUEIBACK ...ttt
OtNB e 8% 7%
Experienced no challenges...........cccouvenncnncncnienns 1% 23%
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Q.26 When clients of your Assister Program/your
clients received a Marketplace determination that
they were (or likely were) eligible for Medicaid or
CHIP, in general, what steps did you take next to
assist them?

Q.27 When your Assister Program/you helped clients
complete a separate online or paper application for
Medicaid or CHIP, how many follow up appointments
were required on average?

Q.28 Among the clients of your Assister
Program/your clients who considered or purchased
private health plans, about how many needed help
understanding basic insurance terms and concepts,
such as "deductible" or "in-network service"?

Total ASKE ...
Our/My state's Marketplace eligibility system is integrated with
Medicaid and CHIP, so clients were automatically enrolled into these
PrOGIAMS ...oovvveceeeeerseserssse st

Wel/l helped clients complete a separate online or paper application
for Medicaid or CHIP...........coornnrreeeseeererese e

Wel/l referred these clients to another Assister to help with their
Medicaid/CHIP application...........cocueeereerneenenerneeeicniens

Wel/l referred clients to the Medicaid or CHIP agency to apply on

Total ASKED ...
None, the Medicaid or CHIP application was completed during the
Same apPOINIMENT ........covirricerieerse e

Assister
Programs

713
52%

34%
5%

10%

Assister
Programs

243
55%

21%
18%

Assister
Programs

713
74%
30%
44%
18%
5%
3%
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Brokers

629
44%

%
5%

44%

Brokers

45
31%

44%
24%

Brokers

662
69%
26%
43%
24%
%

1%
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Q.29 Among the clients of your Assister Assister
Program/your clients who considered or purchased Programs Brokers

QHPs and who were new to the Marketplace, how Total Asked 713 629
often was the following factor an important Monthly premium 96% 97%
consideration for the client: Top 2 Box Summary Annual deductible 87% 88%
("Almost Always" and "Often") Annual out-of-pocket limit on all cost sharing....................... 73% 79%
Provider network included their doctor, hospital or clinic...... 70% 84%
Specific covered benefits, including covered prescription 67% 7%
MEAICALONS ....v.veveieee it
Brand familiarity or loyalty ..........c.ccovereinnininencecs 24% 34%
Q.29_A Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were new to the Marketplace, how
often was the following factor an important Assister
consideration for the client: Monthly premium Programs Brokers
TOtAl ASKEA .ooooeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 713 629
Almost Always/Often (Net) 96% 97%
AIMOSE AIWAYS ... 86% 87%
OFtBN oo 10% 10%
SOMELIMES ... 3% 2%
AIMOSE NBVET ...ttt 1% 1%
Q.29_B Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were new to the Marketplace, how
often was the following factor an important Assister
consideration for the client: Annual deductible Programs Brokers
TOtAl ASKEA .eooveoeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 713 629
Almost Always/Often (Net) 87% 88%
AIMOSE AIWAYS ...t 53% 52%
OFIBN e 34% 36%
SOMEHMES ...t eerees 10% 10%
AIMOSE NBVET ...t ssesnes 3% 2%
Q.29_C Among the clients of your Assister Assister
Program/your clients who considered or purchased Programs Brokers
QHPs and who were new to the Marketplace, how TOtAl ASKED ..ooveoeee oo 713 629
often was the following factor an important Almost Always/Often (Net) 73% 79%
consideration for the client: Annual out-of-pocket limit AIMOSE AIWAYS.........oovvvveeecrcssesiiiiieereeeeeeesssesssseneee 42% 43%
on all cost sharing 0711 VOO 30% 36%
SOMEHIMES ... 22% 18%
AlIMOSE NEVET ... 5% 2%
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Q.29_D Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were new to the Marketplace, how
often was the following factor an important
consideration for the client: Provider network
included their doctor, hospital or clinic

Q.29_E Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were new to the Marketplace, how
often was the following factor an important
consideration for the client: Specific covered benefits,
including covered prescription medications

Q.29_F Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were new to the Marketplace, how
often was the following factor an important
consideration for the client: Brand familiarity or loyalty

Q.30 Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were returning to the Marketplace
and decided to switch plans, how often was the
following an important consideration for the client:
Top 2 Box Summary ("Almost Always" and "Often")

TOtAl ASKEA ...

Almost Always/Often (Net)

SOMEHMES ...t

Almost neve

Total Asked

Almost Always/Often (Net)

Sometimes.
Almost neve

Total Asked

Almost Always/Often (Net)

Sometimes.

[ e

L

AIMOSE NBVET ...ttt

Total Asked

Monthly premium
Annual deductible

Annual out-of-pocket limit on all cost sharing ...........cc.cceeeuue
Provider network included their doctor, hospital or clinic......

Specific covered benefits, including covered prescription

medications

Assister
Programs

713
70%
33%
37%
26%
4%

Assister
Programs

713
67%
32%
35%
29%
4%

Assister
Programs

713
24%
8%
15%
41%
35%

Assister
Programs

713
89%
78%
67%
68%
61%
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Brokers

629
84%
46%
38%
13%
3%

Brokers

629
7%
34%
43%
20%
3%

Brokers

629
34%
1%
23%
42%
24%

Brokers

629
90%
79%
73%
80%
64%
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Q.30_A Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were returning to the Marketplace
and who decided to switch plans, how often were the
following factors important considerations for the
client: Monthly premium

Q.30_B Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were returning to the Marketplace
and who decided to switch plans, how often were the
following factors important considerations for the
client: Annual deductible

Q.30_C Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were returning to the Marketplace
and who decided to switch plans, how often were the
following factors important considerations for the
client: Annual out-of-pocket limit on all cost sharing

Q.30_D Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were returning to the Marketplace
and who decided to switch plans, how often were the
following factors important considerations for the
client: Provider network included their doctor, hospital
or clinic

Q.30_E Among the clients of your Assister
Program/your clients who considered or purchased
QHPs and who were returning to the Marketplace
and who decided to switch plans, how often were the
following factors important considerations for the
client: Specific covered benefits, including covered
prescription medications

Total ASKE ...
Almost Always/Often (Net)
AIMOSE AIWAYS ...

SOMEBLMES ...t
Almost never

Total ASKED ...
Almost Always/Often (Net)

SOMEHIMES ...
AIMOSE NBVET ...ttt

TOtal ASKED ...
Almost Always/Often (Net)

SOMEHMES ..ot
AIMOSE NBVET ...ttt

TOtal ASKED ...
Almost Always/Often (Net)

SOMEHMES ..ot
AIMOSE NBVET ...ttt

Total ASKED ...
Almost Always/Often (Net)

SOMELMES ...ttt
AIMOSE NBVET ...ttt

Assister
Programs

713
89%
73%
16%
5%
5%

Assister
Programs

713
78%
48%
31%
14%
8%

Assister
Programs

713
67%
37%
30%
22%
1%

Assister
Programs

713
68%
39%
29%
23%
9%

Assister
Programs

713
61%
30%
31%
26%
13%
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Brokers

629
90%
76%
15%
%
3%

Brokers

629
79%
47%
32%
15%
6%

Brokers

629
73%
40%
33%
20%
%

Brokers

629
80%
44%
36%
15%
5%

Brokers

629
64%
30%
34%
21%
9%
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Q.31 Among the clients of your Assister
Program/your clients who considered or purchased
QHPs, how often did people have health plan

questions that weren't easily answered by Assister
information posted on the Marketplace site? Programs Brokers

TOtAl ASKEA ..vovervvvvecevereee s 713 629

Almost Always/Often (Net) 31% 44%

AIMOSE AIWAYS ..ot 9% 15%

OFEBN et 23% 29%

SOMELIMES ... 55% 42%

AIMOSE NBVET ..ottt 14% 13%

Q.32_A Between the first and second Open
Enroliment periods, approximately how many

individuals did your Assister Program help with Assister
Special Enroliment Periods (SEPs)? Programs
Returning Assister Programs Who Provided Assistance Between 613
First and Second Open Enrollment Periods .............ccocvennee
UP 0 50 oot 34%
81 = 100 s 7%
Over 100 (Net) 15%
107125000 1%
501 - 1,000.......c00rrerireriereinereesirei e 2%
More than 1,000...........cccevevvverererirercceee e 2%
DON't KNOW ...t 43%

Q.32A_A Can you provide a range for the number of Assister
individuals whom your Assister Program helped with eluring Asistar P o Provided Assistance Bet —9—P'°26r;ms
. . . rams 0 Froviaed AssIStance between
Special Enrollment Periods (SEPTQ') between the first F;:sl::r:r:igSescj;derC)p:eor? Enroliment Periods/DK to Q32_A ...
and second Open Enroliment periods? UD 050 e 31%
51100 oo 18%
Over 100 (Net) 20%
101-500....oeeoeeeeeeeeeeeeeeeeeeeeeeee e 13%
501-1,000......cueieireieereie e 4%
More than 1,000...........cccevevvrerereriicrcceee e 3%
DON't KNOW ...t 31%
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Q.32_A/32A_A Between the first and second Open
Enrollment periods, approximately how many
individuals did your Assister Program help with
Special Enrollment Periods (SEPs)?

Q.32_B Between the first and second Open
Enrollment periods, approximately how many
individuals did you help with Special Enrollment
Periods (SEPs)?

Q.32A_B Can you provide a range for the number of
individuals whom you helped with Special Enrollment
Periods (SEPs) between the first and second Open
Enrollment periods?

Returning Assister Programs Who Provided Assistance Between
First and Second Open Enrollment Periods ..........c.ccccoceu.e..

Over 100 (Net)

101 =500
501 - 1,000.....c.iieeeice e
More than 1,000..........cccovivieeecieccceeeee e

DON't KNOW ..ottt s

Returning Brokers Who Provided Assistance Between First and
Second Open Enrollment Periods ...........ccocverieeineniennees

Over 100 (Net)

101-200.......ciiic s

DON't KNOW.....cooeecectctctce e s

Returning Brokers Who Provided Assistance Between First and
Second Open Enrollment Periods/DK to Q32_B..................

Over 100 (Net)

101-200......coceeeeeeccceee e
More than 200..........ccccoveveveeeeeeeeeeeeeeeeeee s

DON't KNOW ..ottt

Assister
Programs

613

47%
15%
24%
17%
4%
3%
13%

Brokers

534

38%
32%
4%
3%
2%
1%
23%

Brokers

125

47%
37%
4%
0%
0%
0%
12%
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Q.32_B/32A_B Between the first and second Open
Enrollment periods, approximately how many
individuals did you help with Special Enrollment
Periods (SEPs)?

Q.33_A Between the first and second Open
Enrollment periods, approximately how many
individuals did your Assister Program help report
mid-year changes in income/family status/eligibility?

Q.33A_A Can you provide a range for the number of
individuals whom your Assister Program helped
report mid-year changes in income/family
status/eligibility between the first and second Open
Enrollment periods?

Returning Brokers Who Provided Assistance Between First and
Second Open Enrollment Periods ...........c.coovernrincniennee

Over 100 (Net)
1071-200.....coceereiierereteeteee ettt
More than 200.........cccceereericeee s

DONTKNOW ...ttt

Returning Assister Programs Who Provided Assistance Between
First and Second Open Enrollment Periods ..........c.ccccouee....

Over 100 (Net)
101 = 500.c..c0ucvierirerierisissessesessse st snses

501 = 1,000......ciiiereieereseere et
More than 1,000..........cccevivierciiecceceeee e
DON't KNOW ..ottt

Returning Assister Programs Who Provided Assistance Between
First and Second Open Enrollment Periods/DK to Q33_A...

512100 it

Over 100 (Net)
10715000000ttt
501-1,000.....000creeteerereieere et
More than 1,000.........ccoveiiieecieee e

DONTKNOW ...t

Brokers

534

49%
40%
4%
3%
2%
1%
3%

Assister
Programs

613

40%
3%
5%
4%
1%
0%
52%

Assister
Programs

319

42%
10%
12%
9%
2%
1%
37%
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Q.33_A/33A_A Between the first and second Open
Enrollment periods, approximately how many
individuals did your Assister Program help report
mid-year changes in income/family status/eligibility?

Q.33_B Between the first and second Open
Enroliment periods, approximately how many
individuals did you help report mid-year changes in
income/family status/eligibility?

Q.33A_B Can you provide a range for the number of
individuals whom you helped report mid-year
changes in income/family status/eligibility between
the first and second Open Enrollment periods?

Returning Assister Programs Who Provided Assistance Between

Over 100 (Net)
101 -500......ceiciirereieieee e
501 - 1,000,000
More than 1,000.........cccoveieieeeieeee e

DONTKNOW ...ttt

Returning Brokers Who Sold Individual Insurance Policies Who
Provided Assistance Between First and Second Open Enroliment
PEMIOAS ...ttt

Over 100 (Net)
10120010 ceooeereeeeeeeersee et

DON't KNOW ..ottt s

Returning Brokers Who Sold Individual Insurance Policies Who
Provided Assistance Between First and Second Open Enroliment
Periods/DK 10 Q33_B.........cconriniireinesseeesees

Over 100 (Net)
1012001 ..ottt

DONTKNOW ...ttt

Assister

Programs
613

62%
8%

1%
9%

2%
1%

19%

Brokers

506

62%
14%
2%
1%
1%
1%

21%

Brokers

106

56%
23%
1%
0%
0%
0%
21%

Kaiser Family Foundation 2015 Survey of Health Insurance Marketplace Assister Programs and Brokers

34



Q.33_B/33A_B Between the first and second Open
Enrollment periods, approximately how many
individuals did you help report mid-year changes in
income/family status/eligibility?

Q.34 If clients re-contact your Assister Program/re-
contact you with post-enroliment questions or
problems, will your Assister Program/will you try to
provide direct assistance to help resolve the issues?

Q.35_A Between the first and second Open
Enroliment periods, approximately how many
individuals did your Assister Program help with post-
enrollment questions or problems?

Returning Brokers Who Sold Individual Insurance Policies Who
Provided Assistance Between First and Second Open Enroliment
PEIIOAS ..ot

Over 100 (Net)
101-200.....c..cueieeeerssre e
More than 200..........ccocvieinreeeeeeee s
DON't KNOW ...ttt

Returning Assister Programs Who Provided Assistance Between
First and Second Open Enroliment Periods/Assisted With Post-
Enrollment Questions or Problems ............ccocvvrieneniennnnes

Over 100 (Net)
1071 - 500......ceicierereiereee et
501 - 1,000.....c0ciirieiereeeeeeee e
More than 1,000.........cccveieieecceee e

DON't KNOW ..ottt

Brokers

506

74%
19%
2%
1%
1%
1%
4%

Assister
Programs

713
89%
%
4%

Assister
Programs

555

24%
8%
15%
10%
2%
3%
53%
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662
94%
3%
2%
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Q.35A_A Can you provide a range for the number of
individuals whom your Assister Program helped with
post-enroliment questions or problems between the
first and second Open Enroliment periods?

Q.35_A/35A_A Between the first and second Open
Enrollment periods, approximately how many
individuals did your Assister Program help with post-
enrollment questions or problems?

Q.35_B Between the first and second Open
Enroliment periods, approximately how many
individuals did you help with post-enroliment
questions or problems?

Returning Assister Programs Who Provided Assistance Between
First and Second Open Enroliment Periods/Assisted With Post-
Enroliment Questions or Problems/DK to Q35_A................

Over 100 (Net)
101-500...0.ccoeerciecee e
501-1,000.....00irereerereeeeierese s ssnens

More than 1,000..........cccovivieeecieccceeeee e
DON't KNOW ..ottt s

Returning Assister Programs Who Provided Assistance Between

Over 100 (Net)
1071 - 500.......ceeeiereieteee e
501 - 1,000,000 e
More than 1,000...........cccovevvierereiireecceeee e

DONTKNOW ...t

Returning Brokers Who Provided Assistance Between First and
Second Open Enrollment Periods/Assisted With Post-Enroliment
Questions or Problems ..o

Over 50 (Net)

51100..cu et
101-200......coceeeeeeccceee e
More than 200............ccccvveveveeeeeeeeeeececeee s

DON't KNOW ..ottt

Assister
Programs

293

34%
19%
22%
16%
4%
2%
24%

Assister

Programs
555

42%
18%
27%
19%
4%
4%
13%

Brokers

507

31%
31%
12%
7%
3%
2%
26%
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Q.35A_B Can you provide a range for the number of
individuals whom you helped with post-enroliment
questions or problems between the first and second
Open Enrollment periods?

Q.35_B/35A_B Between the first and second Open
Enroliment periods, approximately how many
individuals did you help with post-enroliment
questions or problems?

Returning Brokers Who Provided Assistance Between First and
Second Open Enrollment Periods/Assisted With Post-Enroliment
Questions or Problems/DK to Q35_B.........ccocovenerniererinnns

Returning Brokers Who Provided Assistance Between First and
Second Open Enroliment Periods/Assisted With Post-Enroliment
Questions or Problems ............coneenenerneeneneeneeeeseenees

DON't KNOW ..ottt s

Brokers

130

37%
35%
18%
14%
2%
2%
10%

Brokers

507

40%
40%
17%
10%
4%
3%
3%
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Q.36 Since your Assister Program/since you began
offering Marketplace assistance, what kinds of post-
enrollment questions or problems have consumers

brought to you?

Q.37 How often could your Assister Program
help/you help consumers successfully resolve post-
enrollment questions and problems?

Q.38 For post-enrollment questions or problems your
Assister Program/you cannot help with, where do you
refer consumers for assistance?

Total Returning Who Provided Assistance Between First and
Second Open Enrollment Periods/Assisted With Post-Enroliment
Questions or Problems ...........ccerrnncnnenenesesees

Didn't receive insUrance Card...........coocveereeereeneneeeneenneees
Didn't receive premium invoice from insurance company ....

Help understanding how to use health insurance.................

Coverage was terminated.............coureeeerernerneeneereeneeeeseenens
Missed/late premium payment...........coceeveeneenenerneeercninens
Consumer feels they picked wrong plan and wants to change

Special enroliment need triggered by life event change........
Provider notin NEtWOrk .........ccocovevieeninenrcesscesseeine
Unable to afford deductible, other cost sharing for covered services
Prescription drug not COVEred..........oveeerrnienieneirerneneins
Mid-year change in subsidy eligibility ..........ccccoeonerirrerrinnnns
Claim denied or otherwise paid inappropriately...................
Other health care benefit or service not covered..................

We haven't seen any post-enrollment problems or questions so far

Total Returning Who Provided Assistance Between First and
Second Open Enrollment Periods/Assisted With Post-Enroliment
Questions or Problems ..o
Most Of the tIME .....ceueeeeeererereree s

SomME Of the tIME......ecvveceeeece e
NOt VEIY OftBN....evcece et

ThOSE ASKEA ......couvuerrreiirire e
Marketplace call CENter..........ccocvvvevcesieee e

Back to their health plan

Centers for Medicare and Medicaid Services (CMS)............
State Insurance Department ...
State Consumer Assistance Program/Ombudsman Program

We don't refer them anywhere..........ccocovecninneninicnn.
NOE SUME.....verer s
NOt @pPIICADIE ...

Assister

Programs

555

75%
63%
61%
57%
52%
52%
51%
50%
48%
31%
30%
27%
24%
10%
2%

Assister
Programs

555

69%
27%
4%

Assister
Programs

706
81%
62%
24%
18%
16%
13%
13%
1%
1%
2%
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Brokers

507

76%
7%
48%
54%
67%
35%
43%
51%
32%
38%
29%
37%
21%

9%

2%

Brokers

507

7%
19%
4%

Brokers

662
64%
58%
14%
8%
5%
3%
8%
3%
2%
6%
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Q.39 How many paid FTE staff work or volunteer for

Assister
your Assister Program? Programs
ASSIStEr PrOgrams.........c.ocveeuniereeineineieneineie s 713
B OFFEWET ... 65%
B-10 e 15%
11220 e 6%
27150 e 5%
B1-T5 s 1%
MOre than 75.........ocivceree s 0%
DON'TKNOW ...t 8%
Q.39A If you're not sure, can you estimate a range of
the number of FTE paid and volunteer staff who work Assister
for your Assister Program? Programs
Assister Programs/DK 10 Q39.........ccoeererenrenenieneereinneeins 55
5 OF TEWET ...t 34%
B10 1ot 24%
1120 e 4%
27150 1 4%
B1-T5 s 4%
MOTE than 75.......eemeeeieeceee e 1%
DON't KNOW ...t 28%
Q.39/39A How many paid FTE staff work or Assister
volunteer for your Assister Program? Programs
ASSIStEr PrOgrams.........c.ocveeuneereeineineeneineieeseenseseeeneeseneens 713
SO FEWE ..o 68%
B-10 v 17%
1120 e 7%
27150 1 5%
D7D s 1%
MOTE than 75.......eieeeeeieeece e 0%
DON't KNOW ...t 2%
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Q.40 Approximately what proportion of assisters in
your Assister Program are paid staff, rather than
volunteers?

Q.41 How does the number of paid staff and
volunteers who worked for your Assister Program
during the second Open Enrollment compare to the
number who worked during the first Open
Enrollment?

Q.42 About how many paid and volunteer staff who
worked for your Assister Program during the second
Open Enrollment had also worked for your program
during the first Open Enrollment?

ASSIStEr PrOgrams.........c.ocveeuneereerneineieneineie e
Mostly Volunteers (Net)
Few or no paid staff, nearly all volunteer.....................

Most are volunteers, less than half are paid staff........
Most are paid staff, less than half volunteer-................
Nearly all paid staff, few or no volunteers ...................
Mostly Paid Staff (Net)

Returning Assister Programs...........c.ooevereinenieneninnnes
This Year Greater Than Last Year (Net).........couunurnsennenne
The number of staff and volunteers this year is much
greater than last Year............ccooenrnnnencreence
The number of staff and volunteers this year is
somewhat greater than last year ...,
The number of staff and volunteers this year is about the same as
[ASEYBAN. ... s
The number of staff and volunteers this year is
somewhat less than last year ...,
The number of staff and volunteers this year is much
less than last Year...........cornnecnece s
This Year Less Than Last Year (Net) .........cooonunirnsensennenne

Returning Assister Programs ...........cccoooevereinenieineniennes

Mostly Continued (Net)
Almost all continued, few new staff and volunteers this

Some continued, most did ot ...........ccccveeeevceierinee.

Almost none continued, nearly all new staff and
VOIUNtEErS thiS YEAr ...
Mostly Did Not Continue (Net)

Assister
Programs

713
13%
8%
5%
9%
78%
87%

Assister
Programs

645
21%
10%

1%
54%
14%
1%

25%

Assister
Programs

645
7%
53%

24%
16%
%

23%
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Q.43 Approximately what is the budget for your

Assister Program for the 12-month period starting (on Assister
or about) September 20147 Programs
ASSIStEr PrOgrams.........c.ocveeuniereeineineieneineie s 713
UP 0 $50,000 -....ooooeeeeceeesseeeeeseeees oo 20%
More than $50,000, up to $200,000..........ccc.cevveerrmrrrereerennes 1%
More than $200,000, up to $500,000..........ccceeererrerrrerrnnn. 7%
More than $500,000, up to $1,000,000..........cccccrmrrerrrrrnn. 2%
More than $1,000,000, up to $2,000,000.........cccccccrerrrernnee. 1%
More than $2,000,000............cc.covvrivrrrereerieeerseeseesereseeisieens 0%
Don't Know 59%
Mean (i 1000S) .....coueerrereerrerrereereireereeeesesseseeeseeseeseeeesesseees 246
Median (in 1000S) .....c.vurieerrerierieireeeieeeseeeeeeeeeeeeseeeeeeeees 105
Q.43A Can you provide a budget range for your
Assister Program for the 12-month period starting (on Assister
or about) September 20147 Programs
Assister Programs/DK 10 Q43..........c.ocovvvinineninererneieinns 421
Up £0 $50,000 ......oovvereiirciecieeese et 16%
More than $50,000, up to $200,000..........cc.ccererrerrrerirerennn. 17%
More than $200,000, up to $500,000..........cccceeererrrerrernnnn. 5%
More than $500,000, up to $1,000,000.........c.cccoceerrrmrrrrreneen 1%
More than $1,000,000, up to $2,000,000.........cccccvrrrvrerrreneen 2%
More than $2,000,000............cc.ouvrevrireiererrieeseesesereeee s 0%
DON'T KNOW ...t 60%
Mean (I 1000S) ...c.verrerrereerrerrerreeneereereeeeseseeseesseesesseeseeseseees 193
Median (in 1000s) 125
Q.43/43A Approximately what is the budget for your
Assister Program for the 12-month period starting (on Assister
or about) September 20147 Programs
ASSIStEr PrOgrams.........c.ocvveureereeineineeineineeseesseeeseeneeesneenas 713
Up £0 $50,000 ......oovverericrieieciese et 29%
More than $50,000, up to $200,000..........ccc.cevveerrmrrrmrerrrenens 21%
More than $200,000, up to $500,000..........ccceerrmrrrmrerrrennee 10%
More than $500,000, up to $1,000,000.........ccccoceerrrmrerrrennen 2%
More than $1,000,000, up to $2,000,000...........ccccrmrrermererne 2%
More than $2,000,000...........cccvererrerrrrrereeereeieseeseeseenee 0%
Don't Know.........c...... 35%
Mean (in 1000s) 189
Median (in 10008S) .....c.vereerrrereerieireireeeeesee e eeeseieeseeees 75
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Q.44A For the one-year period starting (on or about)
September 2014, roughly what share of the total
budget does funding source represent: Grants/other
payments from Marketplace

Q.44B For the one-year period starting (on or about)
September 2014, roughly what share of the total
budget does funding source represent: Grants/other
payments from other federal agencies (e.g., HRSA)

Q.44C For the one-year period starting (on or about)
September 2014, roughly what share of the total
budget does funding source represent: Grants/other
payments from other state agencies

26-50%
51-75%
76-99%

26-50%
51-75%

Assister
Programs

713
45%
19%
3%
1%
2%
2%
2%
9%
36%
20.7

Assister
Programs

713
37%
21%
1%
2%
4%
3%
2%
16%
36%
34.2

Assister
Programs

713
54%
10%
2%
2%
2%
1%
1%
3%
36%
8.8
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Q.44D For the one-year period starting (on or about)
September 2014, roughly what share of the total
budget does funding source represent: Grants/other
payments from private foundations

Q.44E For the one-year period starting (on or about)
September 2014, roughly what share of the total
budget does funding source represent: Grants/other
payments from outside private sector sources

Assister
Programs

713
55%
9%
2%
2%
2%
0%
0%
2%
36%
6.5

Assister
Programs

713
60%
4%
2%
1%
1%
0%
0%
1%
36%
28
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Q.44F For the one-year period starting (on or about)
September 2014, roughly what share of the total
budget does funding source represent: Funds re-
programmed from sponsoring organization's own
resources

Q.44 For the one-year period starting (on or about)
September 2014, roughly what share of the total
budget does funding source represent: Mean
Summary

Q.44A_1ST For that one-year time period, can you
rank in order the top two sources of financial support
for your Assister Program: Ranked 1st

ASSIStEr PrOgrams.........c.ocveeuniereeineineieneineieseenseeeeeseeeeseenes

070 ettt

At least 1% (Net)
11090 1o
T1-25% oot
26-50% .ovovvevereieeee e
B1-T5% oot
769990 ..o
10090 v ettt

DONTKNOW ...t

MEAN ...

ASSIStEr PrOgrams.........c.ocveeuneereeineineeneinee s

Grants/other payments from Marketplace ..........c.cccccoevreenee.
Grants/other payments from other federal agencies (e.g., HRSA)
Grants/other payments from other state agencies................
Grants/other payments from private foundations..................
Grants/other payments from other outside private sector sources

Funds re-programmed from sponsoring organization's own
TESOUICES ..vvvvvecenrereeseeseeserssie st

Assister Programs/DK t0 Q44 .........c.ooveveneenenienerenninins
Grants/other payments from Marketplace ..........c.ccccocvenenee.
Grants/other payments from other federal agencies (e.g., HRSA)
Grants/other payments from other state agencies................
Grants/other payments from private foundations..................

Grants/other payments from other outside private sector sources

Funds re-programmed from sponsoring organization's own
TESOUICES ..vevevecencereereeseeseessesessesssssssssessesssssessesssssssssesssssses

Assister
Programs

713
41%
24%
2%
3%
3%
2%
1%
13%
36%
27.0

Assister
Programs

713
20.7
34.2
8.8
6.5
2.8

27.0

Assister
Programs

255
21%
33%
9%
%
4%
26%
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Q.44A_1ST_2ND - For that one-year time period,
can you rank in order the top two sources of financial
support for your Assister Program: Ranked 1st/2nd

Q.45 How does your Assister Program's budget
compare to last year's budget?

Q.46 How certain are you that funding to sustain your
Assister Program will be available for next year?

Q.47 Before the Open Enrollment period that just
ended, did your organization/did you have
experience providing assistance to consumers in any
of the following areas?

Assister Programs/DK 10 Q44 ...........ocveveneeneneeneireinninins
Grants/other payments from Marketplace ..........ccccccocvennnee.
Grants/other payments from other federal agencies (e.g., HRSA)
Grants/other payments from other state agencies................
Grants/other payments from private foundations..................
Grants/other payments from other outside private sector sources

Funds re-programmed from sponsoring organization's own
TESOUICES ..vevevecencereereeseeseesseseesesseseseesesssssessessssesessessessses

Returning Assister Programs..........c..cooevereenenenncnennnens
This year's budget is much greater than last year ................

This year's budget is somewhat greater than last year ........
This year's budget is about the same as last year................

This year's budget is somewhat less than last year .............
This year's budget is much less than last year.....................

ASSIStEr Programs............covneeeererneeeiessssssinsenesnesenenseesns
Very certain funding will be available............cccocvviririnenne.

Somewhat certain funding will be available..............cc.c.eeeuee.
Not at all certain whether funding will be available................

Not applicable because don't expect my Assister Program will
CONEINUE NEXE YEAT.....oveeeceeieirieece et

Total ASKE ...
Previous Experience Assisting (Net)........cococoveneerenenenees

Eligibility and enroliment in Medicaid, CHIP, Medicare,
other public health coverage programs............ccoceeveevecennn.

Eligibility and enroliment in private health insurance

COVEIAQE......oiiiiii

Assistance with post-enroliment health coverage

problems (such as appealing denied claims) ............cc..cc.....
Assistance in tax preparation, filing for tax credits ......

No, the 2014-2015 Open Enrollment was the first time our
organization/| engaged in enrollment assistance related to health
coverage or tax SUDSIAIES .......cceveveiceee e

Assister
Programs

255
36%
56%
26%
15%
17%
50%

Assister
Programs

645
9%
1%
54%
14%
12%

Assister
Programs

713
21%
31%
39%
3%

Assister
Programs

68
66%
66%

17%
18%

5%
34%
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Brokers

89
52%
20%

43%

22%

4%
48%
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Q.48 Are there any specific topics or issues that
posed challenges for your Assister Program/for you
and for which you would like to receive additional
training?

Q.49 When consumers needed language
interpretation services, how often did your Assister
Program/did you seek outside technical support from
the Marketplace (e.g., from call center or Marketplace
staff) to provide this help?

Immigration-related ISSUES ...........coeurevrrerneirieirinierereies
Medicare-related iSSUES...........oruiurireerernieenceeseiees
ADPPEAIS ..ot
Assisting people with post-enrollment questions about their health

Medicaid and Children's Health Insurance Program (CHIP) eligibility

Qualified health plan features and how to distinguish differences
between plan OptioNS ..........cccoveieriniinese s

Low health insurance literacy..........ccovvrrieireenieienenienns
EXEMPLONS ..o s
Renewing coverage and subsidies for a second year-..........
Eligibility for premium tax credits and cost sharing reductions
Availability of employer sponsored COVErage ...........coeeeeenee
Special enrollment periods.............cccveveveiereieeererseeies

Providing culturally competent assistance.............cccccovveeenee.
Using the online application SyStem ............ccoovverernerrnis
Assisting people who need translation services ...................

Accessibility for people with disabilities ............cocvererrrereinnes

There are no additional topics or issues for which we would like to
receive additional training ............ccocveeereereeneenenesenes

Nearly all of the tiMe .......c.coevrrrerrere s
Most of the tiMe ........coerircrr s

Assister
Programs

713
43%
39%
33%
31%
29%

29%
29%

28%
21%
20%
20%
17%
15%
13%
12%
1%
8%
5%
6%
14%

Assister
Programs

713
8%
6%
10%
22%
32%
22%
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Brokers

662
34%
16%
14%
18%
15%

31%
9%

%
14%
24%
16%
16%
12%

3%
15%

5%

3%

3%

%
23%

Brokers

662
4%
3%
5%
1%
21%
50%
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Q.50 When your Assister Program sought/when you
sought this outside technical support from the

Marketplace for language interpretation, how often Assister

was the Marketplace technical support effective? Programs Brokers
Total Who Sought Marketplace Language Interpretation Support 330 151
Nearly all of the time ........covervrerrre s 16% 18%
Most Of the tiIME ... 34% 30%
Some of the tiMe ..o 27% 20%
NOEVErY OfteN ... 17% 24%
NBVET ...t 6% 8%

Q.51 How would you compare the effectiveness of
Marketplace technical assistance on language

Assister

interpretation this year vs. last year? Programs Brokers
Total Returning Who Sought Marketplace Language Interpretation 307 128
SUPPOM. ..ot
Much more effective compared to last year............c.ccvevunee. 17% 28%
Somewhat more effective compared to last year.................. 22% 23%
About as effective compared to last year.........c.cccocvvenriens 55% 39%
Somewhat less effective compared to last year ................... 3% 5%
Much less effective compared to last vear...........cccccevecvenneee 4% 5%

Q.52 When consumers needed help with

immigration-related issues, how often did your

Assister Program/did you seek outside technical

support from the Marketplace (e.g., from call center Assister

or Marketplace staff) to provide this help? Programs Brokers
TOtAl ..o 713 662
Nearly all of the time .......cccvvirireires 7% 7%
Most Of the tIME ... 12% %
Some Of the tiMe ... 23% %
NOt VEIY OftEN.....oooieeccc e 22% 15%
NBVET ...ttt 15% 16%
NOt @PPIICADIE ..o s 21% 48%
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Q.53 When your Assister Program sought/when you
sought this outside technical support from the
Marketplace for immigration issues, how often was
the Marketplace technical support effective?

Q.54 How would you compare the effectiveness of
Marketplace technical assistance on immigration
issues this year vs. last year?

Q.55 When consumers needed help with tax-related
questions (e.g., how to estimate MAGI, or define tax
household, or questions about individual mandate
exemptions or reconciling APTC), how often did your
Assister Program/did you seek outside technical
support from the Marketplace (e.g., from call center
or Marketplace staff) to provide this help?

Q.56 When your Assister Program/when you sought
this outside technical support from the Marketplace
for tax-related questions, how often was the
Marketplace technical support effective?

Total Who Sought Marketplace Immigration Issues Support
Nearly all of the ime ..o

Most Of the IME ......cucveeereeeecce s
Some Of the tIME.......cvvececccecee e

Total Returning Who Sought Marketplace Immigration Issues

About as effective compared to last year..........c.ccocverrerninnee
Somewhat less effective compared to last year ...................
Much less effective compared to last year..........c.ccocveereenee.

Nearly all of the ime ..o
Most Of the tIMe ........cccvvveriricecce e
SomME Of the tIME......ecvvececeece e

Total Who Sought Marketplace Tax-Related Questions Support
Nearly all of the ime ...
Most of the tiMe ........coerircrr s

Assister
Programs

453
1%
30%
36%
21%
3%

Assister
Programs

417

16%
25%
52%
4%
3%

Assister
Programs

713
5%
12%
32%
29%
14%
8%

Assister
Programs

560
10%
35%
37%
17%
2%
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Brokers

239
18%
29%
28%
19%
6%

Brokers
202

21%
29%
46%
3%
1%

Brokers

662
4%
1%
23%
26%
27%
9%

Brokers

425
10%
21%
30%
25%
8%
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Q.57 How would you compare the effectiveness of
Marketplace technical assistance on tax-related

Assister
questions this year vs. last year? Programs Brokers
Total Returning Who Sought Marketplace Tax-Related Questions 515 370
SUPPOM. ...t
Much more effective compared to last year...........c.ccocoveeeee. 13% 18%
Somewhat more effective compared to last year.................. 27% 26%
About as effective compared to last year.........c.cccocvvenires 52% 45%
Somewhat less effective compared to last year ................... 4% 6%
Much less effective compared to last year..........c.ccocvevreenee. 3% 5%
Q.58 When consumers needed help evaluating
health plan choices, how often did your Assister
Program/did you seek outside technical support from
the Marketplace (e.g., from call center or Marketplace Assister
staff) to provide this help? Programs Brokers
TOtAl . 713 662
Nearly all of the ime ..o 2% 1%
Most Of the tIME .....ceueeeeeecrereree s 5% 3%
Some Of the tiMe ... s 20% 6%
NOt VEIY OftEN.....oooieeeccc e 38% 20%
NEVET ...ttt 31% 65%
NOt APPIICADIE .......ouererici e 4% 4%
Q.59 When your Assister Program sought/when you
sought this outside technical support from the
Marketplace to help consumers evaluate plan
choices, how often was the Marketplace technical .
. Assister
support effective? Programs Brokers
Total Who Sought Marketplace Support Evaluating Plan Choices 462 206
Nearly all of the iMe .......cvveeirerre e 9% 15%
Most Of the tIME .....ceueeeeeeecreree s 30% 29%
Some 0Of the tiMe ... s 42% 25%
NOEVEIY OftEN ... 17% 26%
NEVET ..ottt 3% 6%
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Q.60 How would you compare the effectiveness of

Marketplace technical assistance on evaluating plan Assister

choices this year vs. last year? Programs Brokers
Total Returning Who Sought Marketplace Support Evaluating Plan 421 170
CROICES ...t
Much more effective compared to last year..........c.ccocoeeneee. 13% 25%
Somewhat more effective compared to last year.................. 26% 22%
About as effective compared to last year.........c.cccocvvenires 54% 41%
Somewhat less effective compared to last year ................... 6% 9%
Much less effective compared to last year..........c.ccccveerennee. 1% 2%

Q.61 In the Marketplace where your Assister
Program/where you operated, what proportion of

Private Insurers offered training or technical Assister

assistance services to Assister Programs? Programs Brokers
TOtAl .o 713 662
AlTOrneary all ..o 4% 44%
Most, more than half ..o 7% 20%
Some, less than half ..........coeeevveieiieeeeeee e 15% 16%
FEW OF NONE ...ttt 74% 20%

Q.62 What types of training/technical assistance did

insurers in your Marketplace offer Assister Assister

Programs/Brokers? Programs Brokers
TOHAl oottt 713 662
Supplemental informational materials on QHP products offered 22% 55%
Training on QHP products offered by the insurer ................. 19% 68%
Dedicated help line for Assister Programs.............coccveveeen. 10% 60%
Assistance with appeals of eligibility determinations ............ 4% 1%
OtNBI e 5% 3%
NOME.... et 62% 1%

Q.63 During the Open Enrollment period that just

ended, how often did your Assister Program

coordinate with other Assister Programs on the Assister
activities you undertook or to share best practices? Pro—grams

ASSIStEr PrOgrams.........c.ocveevierrierneinnieineiniersinsies s 713
Numerous Times (Net) 46%
Numerous times on a regularly scheduled basis......... 30%
Numerous times on an ad hoc basis ............ccccervneee. 16%
ATEWHIMES ..o s 36%
NEVET ... s 18%
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Q.64 Was this coordination among Assister
Programs facilitated by the Marketplace, by the
Assister Programs themselves, or by an outside
entity?

Q.65 How important would you say any coordination
with other Assister Programs was to the
effectiveness of the activities undertaken by your
Assister Program?

Q.66 During the Open Enrollment period that just
ended, how often did you coordinate with
Marketplace consumer assister programs, such as
Navigators, to do outreach and public education?

Q.67 During the Open Enrollment period that just
ended, how often did you coordinate with
Marketplace consumer assister programs, such as
Navigators, to provide eligibility and enrollment
assistance to individuals?

Assister Programs Who Coordinated With Other Assister Programs
Assister Programs took the initiative to coordinate on their own
Another outside entity facilitated coordination of Assister Programs

The Marketplace facilitated coordination of Assister Programs
DON'TKNOW ...t

Assister Programs Who Coordinated With Other Assister Programs

Very important..........c.ceennneecerese e
Somewhat important............cccccoevieieesieeee s
Not very Important...........oovrnriecne s
Not at all iImportant..........cccvvninnrereees

Assister
Programs

584
64%
33%
9%
9%

Assister
Programs

584
57%
33%
7%
2%

Brokers

662
83%
14%
2%
2%

Brokers

662
75%
18%
4%
2%

Kaiser Family Foundation 2015 Survey of Health Insurance Marketplace Assister Programs and Brokers

51



Q.68 When you coordinated with other Marketplace
Assister Programs to provide eligibility and
enrollment assistance to individuals, how were client
referrals handled?

Q.69 In general, how would you say the Open
Enroliment went this year compared to last year?

Q.70 Would you be willing to be re-contacted for an
interview?

Brokers Who Coordinated With Other Marketplace Assister
ProOgrams .......coceenirencseses et s
The Assister Programs usually referred clients to me for follow-up
I usually referred clients to Assister Programs for follow-up.

| referred clients to Assister Programs about as often as Programs
referred clients t0 Me ..o

Total RetUMING ....coovvvcieiicerece e

In general, Open Enrollment this year went much better compared to
[ASE YA ...t

In general, Open Enrollment this year went somewhat better
compared t0 1St YEar .........coocveenrererereee e

In general, Open Enrollment this year went about as well compared
10 1@SEYEAI ...

In general, Open Enrollment this year went somewhat worse
compared t0 1St YEar .........coocveenrererereee e

In general, Open Enrollment this year went much worse compared
10 1aSE VBT ...

Brokers
165

32%
39%
28%

Assister

Programs
645

45%

37%

12%

5%

2%

Assister
Programs

713
70%
30%
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Brokers

570
37%

42%

13%

6%

3%

Brokers

662
76%
24%
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