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Project Process and Timeline

Research

Insights
Prototype Development

User Research and User Testing

Problem Definition: Intervention Demo Day
Understanding Brainstorming
Medicare



Scope of Work Completed

* Bi-weekly meetings with SSA/CMS/USDS to update on progress and receive feedback

* Interviewed 94 users and subject matter experts, including government officials from SSA, CMS, SSA RO
(Boston), and CMS RO (Boston, Kansas City)

Wrote four blogs (introduction, research methods & user insights, prototypes & testing, recommendations)

e User Insights presentation (update on work completed through mid-March, presentation focused on user
interviews and insights)

* High-fidelity prototype of Medicare Enrollment Roadmap (built using Figma)
« Demo Day presentation on May 8 (introduce functional prototype in public setting)

e Client presentation on May 12 (full deck containing all research, insights, prototypes, and
recommendations in private setting for SSA and CMS officials)




Problem Definition:
Understanding
Medicare




Medicare Enrollment Is...

“The Medicare website is so confusing and just

talks about A, B, C, and D. English is not my first

language so it is hard to understand Medicare.
What is the supplemental part of it?”

—

Tim*
Found the different parts of
Medicare to be confusing

Kathy*
Does not handle complexity well “The whole process was unnecessarily stressful.
and was quickly overwhelmed by | did not know where to start until a friend
Medicare enrollment timelines connected me to a local non-profit counselor.”
and parts

—

*Names have been changed to protect the privacy of the individuals.



A Medicare Story

In 2017, 58 million beneficiaries were enrolled in Medicare

PART A PART B [ +22 million by 2030 ]
hospital outpatient
E 9 80 million
58 million
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Welcome To

Medicare

ENROLL HERE
.

—— —




The Problem

@ The rules of the game differ

ﬁ Risk of financial penalties for life

@

Many different plans, coverage choices, and
premium levels to choose from




How might we adapt the Medicare
enrollment experience for those aging
into Medicare to focus on increasing
simplicity, positive user experience,
and clarity?



User Research




Interview Research

We interviewed 94 users and subject matter experts

60 - 77 years old age range Lo ] &
®®

5 1% hold an adva nced deg ree My Medicare Enrollment Checklist

w Confirm eligibility for Medicare.
wldentify enrollment period: 1/1/20 to 7/31/20

5 5 0 o Continue to research my options:
0 fe m a Ie o Talk to employer's benefits manager.

o Research MA plans and networks.

27% employed full-time
Comfort with technology:

10% Low, 58% Moderate, 32% High

*Interview descriptive statistics only available for users (not subject matter experts); some individuals did not report data.



Government Agencies and Stakeholder Insight Interviews

N

KL

Nonprofits Insurance Brokers Healthcare Providers
3 Interviews 2 Interviews 2 Interviews
(SHINE / SHIP)

Government
11 Interviews
(SSA, CMS, SSA RO, CMS RO,
MA state government,
Cambridge city government)



Research Insights




User Journey

Phase 1: Notification

Phase 2:
Information
Gathering

Phase 3: Enrollment

Phase 4: Post-Enrollment

Notification of enrollment differs by whether the
user is accepting Social Security benefits

MA vs. OM

Enrollment occurs through three SSA channels (office, phone, online)
and occurs after user has gained enough information during
information gathering phase to choose a plan

After enrolling, user will receive red,
white, and blue card in mail and
complete post-enrollment next steps

<

Auto-enrollment
[65Y]

Notification
[64 y 9 mos]

O—[62y-64y8mos] < O—

Automatically receive
Medicare card &
"Welcome to Medicare"

Enroll to receive
social security
benefits

Automatically

Parts A and B

package

Don't enroll to Contact Social Security

enrolled in Medicare gy
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Administration to confirm
Medicare eligibility

receive social
security benefits

Decide whether to enroll

in Original Medicare or
Medicare Advantage

Initial Enroliment Period
[64y 9 mos - 65y 3 mos]
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Enroll in Original
Medicare

Enroll in Medicare

Enroll in Medicare Part B
Don't enroll in Medicare Part D

Medigap Open Enrollment Period
[mo enrolled in Part B - 6 mos later]

Enroll in Medigap (aka Medicare
Supplement Insurance)

Enroll in Medicare Part B
Enroll in Medicare Part D

Enroll in Medigap (aka Medicare

Supplement Insurance)

Don't enroll in Medicare Part B

>
_

Enroll in Medicare Part D

—

Don't enroll in Medicare Part B
Don't enroll in Medicare Part D

Advantage

—— Post-enrollment —m8m8m8 ™=

Fill out the Medicare
Authorization Form

Make a "Welcome to
Medicare" preventive visit
appointment

Learn what else Medicare
covers

Create a secure personal
account




Level of Confusion / Difficulty

User Insights

Majority of Interviewees indicated challenges during the information gathering phase

“I went on the Medicare
website and they have a
150-page document
which was very confusing
and didn’t help at all, so
| bought a book on
Amazon, Medicare

Demystified.”

“I didn't know where to go to
sign up, | just knew at 65 |
had to sign-up.”

“[I] definitely [would be] able to
do it without a broker, but [I]
would have needed to look at it
14 times and would have been
very anxious about the process.

)

“As you get more and
more information, it gets
less stressful.”

Phase 1: Notification Phase 2: Information Gathering

Phase 3: Enrollment

Medicare Enrollment Timeline

Phase 4: Post-Enrollment



Who is Enrolling into Medicare?

Overwhelmed Olga

| but is quickly overwhelmed by too
many choices

Life Admin Capacity

00 OO0

Willingness to Engage

900 O

Reliance on External Consultant Tech Savviness

0000 L] JOIOl®

“These are big and important decisions and if you don’t have help
deciphering it, then you could make a wrong decision that impacts
you for the rest of your life.”

“The lack of information and how the system is set up makes it
so overwhelming. People could use a lot more handholding.”

1
1
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Lost Larry

I

e knows he needs to enroll, but
oesn't know where to begin

Q

Life Admin Capacity

QOO0

Willingness to Engage

QOO0

Reliance on External Consultant Tech Savviness

000 O @O0

“I don’t know who to call. Is there a government office? It’s
confusing and scary because | don’t know what
to do.”

“Around 65 it’s amazing the amount of mail you start to get about
Medicare, it’s an overwhelming amount of mail.”



Intervention
Brainstorming




|deation

Evaluation

|
|
|
implementation |
ey epe 1

feasibility !

Does this tool

. Salience of pain :
E currently exist?
|

: point addressed




|deation — Selection

All three selected ideas looked to improve pain points addressed
in information gathering & enrollment phases

& @ K\
| |

Medicare Enrollment Get Help Chatbot
Roadmap



Rapid Prototyping

Lo-Fi Digital

A Web Page
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Transitioning to a Virtual Environment

Pre-COVID-19

Post-COVID-19

Our Team

Our Client

® ®
=  Emphasis on face-to-face
'I I Il recruitment and interviewing

= |mportance of brick & mortar
locations in enrollment and
customer service

" |n-person community engagement

User engagement and prototype
interviewing shifted to virtual
platforms only

Unemployment claims and health
insurance become major,
immediate needs of U.S. citizens

Virtual support and engagement
become an essential service




User Feedback — Lo-Fidelity Prototypes

We conducted 10 user tests on each lo-fidelity prototype

Medicare Enrollment
Roadmap

Get Help

Chatbot

“I would use this tool, it is pretty clear and
easier than reading materials.”

“To be honest, | mostly rely on word-of-
mouth. | wouldn’t trust random reviews on
a website.”

N

“l usually don’t use chatbots unless | have
no choice.”

N

N

User feedback indicated that the Medicare Enrollment Roadmap was
most likely to be utilized by enrollees



Medicare Enrollment Roadmap

httpedfroadmap.meadicaid. gay

This interactive tool covers
the following questions:

Am | eligible for Medicare?

When can I enroll in Medicare?

What are my Medicare coverage options?

What are my next steps for enrolling in Medicare?

Need Help?
Click for @
instruction




Medicare Enrollment Roadmap — Demo

http://roadmap.medicare.gov

This interactive tool covers
the following questions:

Am | eligible for Medicare?

When can I enroll in Medicare?

What are my Medicare coverage options?

What are my next steps for enrolling in Medicare?

IMPORTANT: This tool gives you information and helps you understand the Medicare Need Help?
enrollment process. It helps you explore different coverage choices, and you are not Click for

committed to the selections you make in this tool. This tool does not enroll you in instruction
Medicare. To enroll in Medicare, please apply at SSA.gov.




Roadmap Complements Existing Tools

Medicare Plan Finder SSA.gov/Benefits/Medicare

Information gathering: Information gathering

Stage eligibility, plans, enrollment AR A (2 eligibility, enrollment
(SSA.gov and Medicare.gov) (Medicare.gov) (SSA.gov)


https://www.medicare.gov/medicarecoverageoptions/#home&zip=02138&fips=25017&year=2020
https://www.ssa.gov/benefits/medicare/
https://www.ssa.gov/hlp/isba/10/isba-checklist.pdf

Medicare Enrollment Roadmap — How it Helps

User Insight Medicare Enrollment Roadmap Intervention

[ )
'I.&/:I Naming convention creates confusion I:> Tool uses plain English and includes glossary of key terms

Most people rely on non-governmental - . . . .
x _ P .p y _ & I:> Tool utilizes Medicare.gov resources in an easily accessible manner
information sources, which can be false

Ab‘“tY to na.vigate Medicare.gov I:> NO searching or web navigation required
website varies

«_1 ., Some are hit with lifetime financial
ﬂ penalties due to unknowingly enrolling I:> Initial enrollment period and corresponding financial penalties are clear

late

I:> Tool allows each user to choose if they want to explore more or less
information

TE' Substantial stress and fatigue I:> Simple introduction to Medicare including a checklist with actionable next steps

associated with Medicare enrollment gives users confidence and clarity



What Users Are Saying...

Is this tool self-explanatory? Was the tool helpful? Is this something you would use?

£ P Page 1-Medicare Enrolimen’ X + F b Page 1- Medkare bl X+
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Medicare Enroliment - Digita.

Medicare Enroliment Roadmap

Next Steps

Did you feel that the roadmap gave you

enough information/guidance to have a
clear picture of Medicare enrollment and
what are your next steps? Explain your What are my next steps?

answer. Once you have responded verbally,
proceed to the next task %
N 2. Once you know the Medicare coverage you want, enroll!

Back 3D > To enroll in Medicare, you can contact the Social Security Administration
(SSA) in the following ways:

Need Help?
Click for @
instruction

= 824PM
- o hscm s Saarch 8 -
HJll © Type here to search (@] i % sppon B

*Audio as opposed to video is important component, hence the videos are small to include more files on this slide.



Medicare Enrollment with the Roadmap...

”| definitely would use this tool because it
makes it much more clear and asks important
questions so you don’t need to go through extra
steps to find the answer for yourself.”

—

Tim*
Found the different parts of
Medicare to be confusing

Kathy* “This is great. [The roadmap] would have been
Does not handle complexity well my first step because | did not know what to do.
and was quickly overwhelmed by | would have had a clear sense of what my next
Medicare enrollment timelines steps are and the timing to complete
and parts enrollment.”

— "

*Names have been changed to protect the privacy of the individuals.



Closing Recommendations

What Your Direct Team(s) Can Do

What SSA & CMS Can Do

Short-Term
(within the
next 2
years)

Mid- to
Long-Term
(beyond the
next 2
years)

Create “No Wrong Door” experience to
signal a seamless Medicare enrollment
process from SSA to CMS

@
ol
Co-locate SHIP counselors in SSA field

offices (or train SSA representatives to
assist with Part D and MA)

/%Zz\é\
N %

Adopt Medicare Enrollment Roadmap

&
SADN

Launch public education campaign about
planning for Medicare before turning 65




A special thanks to Benno, Jess, Misu, and Bob!

Thank you all so much for sharing so generously with us your time, passion,
and expertise. I'm grateful for how each of you went out of your way to

I am really appreciative of how engaged all four of you were with
the project. Any time our team had questions or needed guidance, we

could count on each of you for help. | enjoyed working with and connect us with experts and end-users. Once COVID-19 was declared a
learning from each of you. | hope we have the opportunity to work pandemic, each of you supported us in adapting our project and methods to
together again. Thank you! the new normal. Thanks so much for an incredible experience this semester!

Thank you to all from SSA and CMS for @A huge thanks to all for working, guiding, and

| partnering with us on this important project, supporting us through this project. | appreciate | time and wisdom with us. You taught us so
and all the people across SSA and CMS who how you helped us to understand the problems much about the Medicare enrollment
gave us their time and advice as we developed and always reminded us to put the experience of process. And you showed us how government
these solutions. It was an honor to work with users at the center. | learned so much from all of operates and cooperates to make a positive
you all and be inspired by your passion for you and your devotion to serving the public is impact on so many lives. Thank you for being
public service! Excited for what is to come! truly inspirational. Thank you! a role model and inspiration for us!




Thank Youl

Questions?




Appendix




Research Methods




Research Methods

Summarize

Scope & Define Research

»

Team Organization Desk Research Team Brainstorming
Problem Statement Interviews: Stakeholder & Pain Point Trends
Users
U R it t Strat & :
>er Recrul .men ‘ra c8y User Journey Mapping Persona Development
Interview Script




Interview Demographic Data

User Insights Phase Prototyping Phase

27 User Interviews 49 User Interviews
64 - 72 years old age range 60 - 77 years old age range
54% hold an advanced degree 48% hold an advanced degree
56% female 55% female
15% employed full-time 34% employed full-time
Comfort with technology: Comfort with technology:
12% Low, 58% Moderate, 30% High 9% Low, 58% Moderate, 33% High
Avg. 40 minutes per interview Avg. 45 minutes per interview
In-person, Zoom, and phone-based interviews Zoom and phone-based interviews
Interviews covered pre-enrollment, enrollment, and post-enroliment Interviews covered focused on allowing the user to interact with the tool and
experiences provide live feedback

*Interview descriptive statistics only available for users (not subject matter experts); some individuals did not report data.



Remote User Interviewing Key Learnings

We shifted all our user engagement and interviewing to a virtual
format in second-half of semester due to COVID-19

. Avoid Distractions — Close Other Windows

» A WhatsApp message, email, or slack notification is distracting. More so than in-person, it is important to focus solely on the interviewee since it is
more difficult to pick up on micro expressions and social cues over video

. Video > Calling — Emphasis on Video Over Voice Calls

» Participants who agree to video calls appear to be more engaged producing longer, more thoughtful answers to interview questions

» Video calls increase connection between interviewer and interviewee which helps make the interview setting more comfortable

. Screen Share When Possible

» Having a participant share their video screen will allow you to watch them click through a product; this is particularly helpful for prototyping interviews

. Maintain a High Degree of Flexibility and Have a Backup Plan — Technology Challenges will Happen!

» Our team often had to switch to a different platform, interview the user without video (if they could not figure it out or had internet connectivity
challenges), or explain numerous times how to screen share

. Remote Interviews can be more Convenient to the User

» Remote interviews allow the interviewee to stay at home which is often more convenient for the interviewee

» Scheduling interviews can be easier remotely

. Existing Online Communication and User Engagement Tools are Helpful

» Zoom was the preferred video conferencing platform for our team. Zoom’s ability to share screen and record is useful. Other platforms include Skype,
Slack, Google Hangouts, and Microsoft Teams

» UserTesting.com: helpful web platform that we used for prototyping interviews. Ability to hear interviewee answer specific questions posed or engage
with a prototype (they will speak as they click-through the prototype). The product is a paid service




User Insights
Expanded




User Insights Expanded

Notification

Information
Gathering

Enrollment

Post-
Enroliment

* Not a single user interviewee
was aware that government
notified them of Medicare
enrollment

* Private insurance companies
bombard 64-year-olds with
advertising

* Many find out they need to
enroll via word-of-mouth

* Naming convention creates
confusion

* Most people rely on non-
governmental information
sources

* Intensity of research ranges
widely

* Many aim to minimize costs
while receiving adequate
coverage and keeping trusted
providers

* Ability to navigate enrollment
website varies

e Challenges with different
enrollment channels

* Some issues with enrollment can
only be addressed through mail

* Some users are reluctant to use
the online platform due to
general online security concerns
and site accessibility

* Some are hit with lifetime
financial penalties due to
unknowingly enrolling late

"I didn't know where to go to
sign up, | just knew at 65 | had
to sign up. | sat down with a
friend who had gone through
the process and they told me
what to look for and where to

go.

“I went on the Medicare
website and they have a 150-
page document which was very
confusing and didn’t help at all,
so | bought a book on Amazon,
Medicare Demystified.”

“It was very hard to figure out
what plan works for me and
how to weigh financial cost

against coverage.”

“I can’t tell you how much time
I’'ve spent on [changing my
premium amount] for no value
atall.”

—

[

L

L



User Insights — Additional Quotes

“If we can send a ship to Mars, we can solve healthcare. [That

involved a] sustained effort over years with thousands of people.

That is extraordinary, but we can’t solve healthcare?”

~

“[I] definitely [would be] able to do it without a broker, but [I]
would have needed to look at it 14 times and would have been
very anxious about the process.”

“I went on the Medicare website and they have a 150-page
document which was very confusing and didn’t help at all, so |
bought a book on Amazon, Medicare Demystified.”

~

~

“A lot of us (in my age range and in my income bracket) have
always gotten health care from our jobs, so it's not something
we are used to thinking about.”

“I am used to seeing people not machines, like PG&E would
come to my house if | smelled gas, but Medicare is nowhere
near like this.”

~

~

“Most of my friends are excited to enroll since if you are not on
private insurance through a big employer, it is less expensive.”

“The financial penalty feels punitive and makes you nervous. You
don’t want to blow enrollment because then you have a
financial penalty for rest of your life. Why do they have this

financial penalty?"

~

“Medicare site seems to answer my questions, but felt really
good to have someone verify my understanding and point me in
the right direction.”

~



Personas




Self-Starter Sam

Willingness to Engage “[l] have enough friends who are
‘ ‘ ‘ ‘ ‘ older, so when it came to my turn, |
Reliance on External Consultant knew what to do and where to go.

@0 OO0

Life Admin Capacity @~ =0 @0l memmmmmmm—mmm————--

‘ ‘ ‘ ‘ ‘ “The process was seamless for me.”

Tech Savviness




Outsourcer Olivia

Willingness to Engage

. O O O O “I just found an agent and he told me
Reliance on External Consultant which p/an to choose.”

Life Admin Capacity @& =TT TTTToSSSsssssssos

. ‘ . O O “I definitely could have enrolled
Tech Savviness without a broker, but it would have

} i \ . . . O Q added time, complexity, and stress.”




Overwhelmed Olga

Willingness to Engage

L1 ] JOI®

Reliance on External Consultant

0000

Life Admin Capacity

L] JOIOl®

Tech Savviness

L] JOIOI®

She wants to understand her options but is quickly
overwhelmed by too many choices

“These are big and important
decisions and if you don’t have help
deciphering it, then you could make a
wrong decision that impacts you for
the rest of your life.”

“The lack of information and how the
system is set up makes it so
overwhelming. People could use a lot
more handholding.”



Lost Larry

Willingness to Engage

Q@OOOO

Reliance on External Consultant

000 O

Life Admin Capacity

QOO0

Tech Savviness

@O0

“I don’t know who to call. Is there a
government office? It’s confusing and
scary because | don’t know what
to do.”

"Around 65 it’s amazing the amount of
mail you start to get about Medicare,
it’s an overwhelming amount of mail.”



Persona Benchmarking

Lost Larry

Willingness to Engage

QOO0

Reliance on External Consultant

000 O

Life Admin Capacity

QOO0

Tech Savviness

Q@O0

Overwhelmed Olga

Willingness to Engage

000 O

Reliance on External Consultant

00000

Life Admin Capacity

L1 OO0l

Tech Savviness

4 JC[0l®

Self-Starter Sam

Willingness to Engage

Reliance on External Consultant

00 OO0

Life Admin Capacity

Tech Savviness

Outsourcer Olivia

Willingness to Engage

QOO0

Reliance on External Consultant

Life Admin Capacity

L1 ] JOI®

Tech Savviness

900 O




Brainstorming to
Prototyping Details




|deation — Unorganized

Hire bilingual
people

Educational
efforts to make all
enrollees aware

of penalties (
N

No late penalties

Talks at senior
centers

Community

7 Ban Medicare
compare plans Advantage
based on user

input




|deation — Organized

Customer Service

Personalization

Information
Accessibility

Public Education / Partnerships

Policy / System Changes

Medicare/shine

5-page briefing

Public education Talks at work

Live online chat specialty in SSA Turbo Tax doc gov sends to ) | No late penalties Notify everyone
office all 64 year olds campaign places
Website to Educational
. . Improve/ A

One clear Hire bilingual compare plans State specific info efforts to make all empbower No SSA, only Ban M

interactive FAQ people based on user P enrollees aware courF:seIin Medicare advertising
input of penalties g

Virtual / ml desk Branching Streamline/input More videos on Community Ban Medicare e’?\:éﬁrz\?::a;:e

assistance technology info sources medicare.gov events Advantage Y

Medicare case

More offices
management

More people at
call center

Spreadsheet of
plans easily
accessible

Talks at senior
centers

turning 65

State ownership
of the healthcare
system

Createa
healthcare
company like the
VA




|deation — Evaluation

* Class execution feasibility 2 Can our team complete a prototype and deliver a solid
project to client in the time frame of the class and within the skill ability of our team?

* SSA/CMS implementation feasibility = Are we providing a tool or idea that the client
will realistically utilize and have the capability to introduce through their agencies?

» Salience of pain point addressed = How does this tool address a major pain point we
observed from user interviews?

* Does this tool currently exist? - Does this tool or service already exist? Is there
something similar already available?




5 Paper Prototypes

Medicare Enrollment
Roadmap

Get Help Chatbot
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3 Digital Prototypes

Medicare Enroliment Roadmap

A Web Page

O C> X Q {https:// B @

o Gathering << Get Help
Are you currently receiving =
. . o A Web Page
social security benefits? OO X Gz . )

D

o Get Help

Discover organizations in your area that can help you enroll in Medicare Chatbot

Q

A Web Page

] @ Enter Your Zip Code <3 © x Q [ https://Medicare.gov ) @

@ Select Preferred Form of Asssitance In-Person

Ve N
. Message Us
Medicare.gov B®
Find Contacts The official US Gov Site for Medicare [ Mirs, Gan L velp you wits |

partc? | [ patp?r ]

Greatl Part A is ... You can find
more info here... Do you have

Get the most from you r any more questions? Or can 1

connect you with a real

Medicare Lo D

| partaz | | partez |
Get started Medicare| Log in/Create [
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Medicare Enrollment
Roadmap Details




Prototype: Medicare Enrollment Roadmap

User Insights » Medicare Enrollment Roadmap

A plain language guide that breaks down the Medicare enroliment
process into manageable steps and improves accessibility of existing
government resources

*  Many individuals would benefit from a structured approach to Medicare
enrollment, with clear action items and steps

* Users under-utilize government’s existing resources o romtmen ettt
* The importance of enrolling on-time to avoid financial penalties is not known
by some users

* Some users will spend substantial amounts of time trying to understand
Medicare while others will not; all users need a baseline level of knowledge This interactive tool covers
and some are not reaching this level the following questions:

‘ Am | eligible for Medicare? ‘

[ When can | enroll in Medicare?

* Medicare enrollment feels overwhelming and confusing which creates stress

What are my Medicare coverage options?

“The lack of information and how the system is set up makes
it so overwhelming.”
e

What are my next steps for enrolling in Medicare?

B
|

B A
| oot ool

“[Medicare enrollment is] confusing and scary because |
don’t know what to do.” —

Click for

—\/ instruction




Roadmap: Tool Functionality

Roa d m a p is http://roadmap.medicare.gov
co-branded by

SSA & CMS Roadmap is
; ' available in several

different languages

This interactive tool covers

Roadmap allows users the following questions:

to create a log in and

save their information Am | eligible for Medicare?
to revisit over multiple
sittings, or use it

W|t h o ut C reat| n g a What are my Medicare coverage options?

Iogln tO accommOdate What are my next steps for enrolling in Medicare? A VIdeo tUtorlaI on
those concerned about how to use the site

privacy or burden should be made

S eEmimE available to help

When can I enroll in Medicare?

users feel more

comfortable with
Home page clearly using the tool
states that this is an

explorato ry tOOI’ N OT enrollment process. It helps you explore different coverage choices, and you are not Click for

committed to the selections you make in this tool. This tool does not enroll you in

fo rma | en rol I ment Medicare. To enroll in Medicare, please apply at SSA.gov.

IMPORTANT: This tool gives you information and helps you understand the Medicare 5 Need Help? I

instruction




Roadmap Functionality: Basic Features

http://roadmap.medicare.gov/eligibility

Medicare Enrollment Roadmap The navigation bar
i indicates which
section users are in
and allows users to
navigate to other
sections by clicking
each section title

All videos include a
transcript option
for users who
prefer reading text
over watching a
video

Each page will have
buttons to move
forward or go
backward to allow
users to revisit pages
and change any

Need Help? answers they have

Click for .
instruction input as needed

A glossary defining
health insurance
terms will appear
in the bottom left
corner of each
subsequent page. |




Roadmap Functionality: Eligibility & Enrollment

2 . fr0admap medicare gov/eligbility
o> = Medicare Enrollmen
‘\@J (cms

Medicare Enroliment Roadmap

Am | eligible for Medicare? Am | eligible for Medicare? Am | eligible for Medicare?

1. 1 am interested in enrolling in Medicare because:

| am approaching my 65th birthday or am 65 and was not O
notified that | have been enrolled

| am under 65 and was notified that | have automatically been
enrolled 2. What is your date of birth? (mo / day / year)
| am over 65 and my employer coverage will be terminating
soon

Note: only the Social Security Administration can confirm your Medicare
eligibility.

= Click Next to learn more about when you can enroll in Medicare =
¢ Back Next >

Need Help?
Click for

instruction

* Users answer a series of questions to . . * Once the user reaches the end of the
: e . » After a question is answered, it appears . : .
determine their eligibility for Medicare. . section, they arrive at a bright orange box
: . . with the selected answer greyed out as . e
* The roadmap incorporates skip logic to . . . clearly stating their eligibility for
. . the next question appears below it. This :
show relevant next questions depending . premium-free Part A and Part B.
, . allows users to go back to change their . . o .
on the user’s answers to previous i . * This page includes a disclaimer that this is
. answers to previous questions as needed. . . -
questions. not an official eligibility determination.




Roadmap Functionality: Medicare Options

Medicare Enrollment Roadmap

What are my Medicare coverage options?
Two Main Options

START
Step 1 Decide how you want to get your coverage

Option 1: Original Medicare (OM)

Part D
n
[

Step 3: Decide if you need to add Supplemental Coverag

®

= &« Back

Click here for video transcript

Choosing Your Medicare Plan
This section will help you figure out how to choose your Medicare Plan.

We recommend answering these questions in order, but you can click on each step
below to go directly to specific questions as well.

1. How do you want to get coverage: Original Medicare or Medicare
Advantage?

2. Do you want a prescription drug plan?
3. Do you want supplemental coverage?
4. Compare your specific plan options based on your previous answers.

You might want to grab a pencil to jot down some notes for this section!
&  Back Next -

* The Medicare coverage options section
begins with a video explaining the choice
between Original Medicare and Medicare
Advantage, and how they interact with
Part D and Medigap plans. (This graphic is
based on materials from a SHIP program
that a volunteer shared with our team.)

* This section is broken into four main
questions to learn about different Medicare
coverage options.

* The user is advised to go through each
question sequentially but can also skip
around by clicking each question directly.

"It's laid out nicely, and it's got all
the information a person would
want. It guides you through each
step one by one, first step to do
and second step and so on, so
that makes a person feel very
comfortable because they would
have a lot of questions.”

—

“I think it was pretty self-
explanatory. It gave you all the
options. It asks you questions: 'Do
you want this or that? If you want
this, do you want to pay
more?’...It was very helpful!”

—



Roadmap Functionality: OM vs. MA

hitp.//roadmap medicare gov/options

5 \ Medicare Enrollment Roadmap

htp:fwww.medicare.gov

Medicare Enrollment Roadmap Espanol [a A A |8 Print About Us | Glossary | CMS.gov | @ MyMedicare.gov Login

Medicare. gov type searchtormhere | Saarch
1 Choosing between Original Medicare The Official U.S. Government Site for Medicare

. - " ° * SignUp / Your Medicare Drug Covera Supplements & Claims & Manage Your Forms, Help, &
1. Choosing between Original Medicare and Medicare Advantage Sl i | e | e s | St [ M [ Tt |
and Medicare Advantage

Home + Sign up/change plans # Medicare Advantage Plans @ Share
In each row, please select the option that best represents your preference ¥.you selected more options in'the It.you seiected mors options inthe
The questions in this section are only to give you a broad overview of your options. You can explore these :_nEt::e‘::::?:;il\ogrrigia:a?illedicare ::gT\;e%?é:rln"xgs:nT:geb&::;e;f::*d Got started with Medicare Medicare Advantage Plans
questions more deeply later in this tool. You may return to this page after learning more if you would like. (OM) plant* Medicare Advantage Plans are a type of Medicare health plan offered by a
How do | get Parts A & B? private company that contracts with Medicare to provide all your Part A and Part Related Resources
1a. Your doctor T B benefits. Most Medicare Advantage Plans also offer prescription drug
’ ' 1 have employer coverage coverage. If you're enrolled in a Medicare Advantage Plan, most Medicare * :;m"gs da ke a,mmm
| prefer more flexibility when OR | don't mind a limited network of — servicesare covered through the plan. Your Medicare services aren't paid for by el
choosing a primary care physician providers, as long as | like the provider Apply for Medicare online glngmal Medicare. Below are the most common types of Medicare Advantage + Questions to ask when
lans.

fooking for a plan

or other provider (this includes the I end up with. This also means I'm okay
flexibility to stick with my current switching from my current doctor and
doctor) seeing a new one if | have to.

*Please consider how much you value each preference because the benefits of certain When can | join a health or + Coverage options in
features may make either Original Medicare or Medicare Advantage more attractive. drug plan? ks Ao Pl

. d U ans
. » : . . i Medicare & Yc
To review your selections at this stage, click on any of the steps below. There will be :}'."’:: of Medicare health . ( ans u"d;::ndm;:om
more detailed information in the following sections. « Special Needs Plans (SNPs)

Medicare choices

.

| prefer to see specialists | don’t mind seeing my primary care
whenever | want. physician first to get a referral to a
specialist.
Back Next

% Medicare Advantage Plans Other less common types of Medicare Advantage Plans that may be available

; IMO Point of Service (HMOPOS) Plans and a Medicare Medical
1a. Your doctor 1b. Paying for your plan iti include 14
1c. Additional benefits Medicare Medical Savings Savings Account (MSA) Plan Find someone to talk to
Account (MSA) Plans 5
How to join a Medicare Advantage Plan Select your state.

Medicare health plans (other Who can join a Medicare Advantage Plan? “
than MA & MSA)

Next =

Need Help?
Clickfor @ Hoaad Mok
felp?
instruction ciickfor @
instruction

* The user goes through different subsections * Once the user completes this
to learn about the differences between section, they are recommended to
Original Medicare and Medicare Advantage. explore OM vs. MA depending on
* Each subsection includes two rows laying out their prior selections.
two different preferences regarding a feature * The user can also return to each
of Medicare plans. The user is asked to select subsection to review or to change
an option from each row. their responses.

* Based on their selection, the user can click
on links that bring them to Medicare.gov
to learn more about OM and MA, including
costs, what it covers, types of plans, etc.




Roadmap Functionality: Prescription Drug Plans

Medicare.gov Login  Espanol

Medicare Enroliment Roadmap

FEEDBACK

2. Do you want a prescription drug plan ? Finding your prescription drug plan: . g
Original Medicare Find a Medicare plan

To learn more about how it affects your next steps for finding a
rescription dru lan, click one of the options below: If you don't want to purchase a prescription drug plan, you can choose to pay out-of-pocket fofdrugs s
P P g plan, P and continue with only coverage for hospital care and/or outpatient care (Parts A and/or [}). You can shop here for drug plans (Part D) and Medicare Advantage Plans.

(pleasa ndte;you mayhe use this tool to explore both options below) If you want prescription drug coverage, you must cheose and join a Medicare Prescription Djug Plan.

You usually pay a monthly premium. These plans are run by private companies approved by/Medicare.
What if | enroll in Original Medicare? i
Click each button to learn more about next steps. Log in or Create Account

What if | enroll in Medicare Advantage? Continue without logging in

New to Medicare? Qualify for a Special Enroliment

Period?
Need Help?
Clckfor @

instruction

* In this section on prescription drug plans * Once they select between OM and MA, * If the user clicks “Find a Medicare drug
(PDPs) and the subsequent section the user arrives at a page that explains plan” on the previous page, they are
covering supplemental insurance, the how a PDP works with that choice and brought to the Medicare Plan Finder to
user can click on Original Medicare or includes links to other CMS resources. shop for drug plans. (This also occurs if
Medicare Advantage to explore how * The user can easily explore the other the user decides to explore Medicare
these additional plans interact with OM option they did not select by clicking the Advantage plans after going through all
and MA. button on the bottom of the page. four questions.)




Roadmap Functionality: Next Steps

g siroadmap medicare gov/next hitp:siroadmap medicare gov/neit

Medicare Enrollment Roadmap Enrollment Roadmap

Medicare Enrollment Checklist

Confirm eligibility for Medicare
iod - 1/1/20 t0 7/31/20

What are my next steps? What are my next steps?

Explore the Original Medicare (Part A & B) and Prescription Drug Plan (Part D)

1‘ Click each bl.lttOn tO learn more about your OptiOnS L] Read about Part A (hospital care) & Part B (outpatient care)

Read about Part D

2. Once you know the Medicare coverage you want, enroll!

Figure out Part B and Part D costs

To enroll in Medicare, you can contact the Social Security Administration

Get your personalized checklist for suggested next steps S e Ao et e 4 (SSA) in the following ways:

at Get help paying costs
Explore Medicare Advantage (Part C)
Need additional support? Search for in-person or telephone i Ll
”

. Decide between the Ori
counseling a3
If pick the Origin
use Medica

[J i pick the
] Apply for Medicare with the Social Securif
Call toll-free at 1-800-772-1213 (tty 1-800-325-0778)
Apply Online at Apply for Just Medicare
Visit your local SSA office in-person

Make sure you have the following information ready:

Date and place of birth

Need Help?
Click for
instruction

Need Help? s [ current health insurance information
clickfor @

instruction

* In the “Next Steps” section, users can auto- * The checklist serves as .
. . . * The Roadmap ends on a page that directs the
generate a personalized checklist or access an educational tool to , .
“ ” . . user to the SSA’s three different channels for
the “Get Help” search tool to identify local lay out suggested steps . . .
. . enrolling in Medicare. The user can click on
in-person or telephone counseling. for any research or . :
. . : buttons that brings them to the online
e The checklist will be created based on the materials the user
. . . . s enrollment page and a search tool to locate
information the user input into the eligibility would need to collect . . . .
. . . nearby SSA field offices for an in-person visit.
and enrollment sections of the Roadmap. prior to enrolling.




Roadmap: User Feedback (1)

The tool is very user-friendly both in-terms of site navigation
and in-terms of information sharing; the process flow of the
tool is logical and makes sense

Many users who had already enrolled into Medicare said the
tool could be helpful in refreshing their knowledge of
Medicare before annual renewal periods

Users who indicated they were confused by the roadmap
tool were confused by Medicare as a whole. These users
often noted that they needed to spend more time
understanding Medicare and that the tool was a good first
research step

The checklist with next steps was a feature that majority of
users exhibited a positive reaction to upon clicking on the
functionality

Users appreciated how the tool is self-paced and can be
returned to as needed

Tool is User-Friendly

“This is step-by-step, very user-friendly, easy roadmap, very clear
directions, it’s the best tool I've seen.”

7

"The site was easy to use and organized. The information | needed was
all there. It was helpful. It answered all the questions | had about
enrolling in Medicare."

L

“I was never frustrated going through the tool. It is really user-friendly.”

L

"I liked the step by step 1,2,3, etc.. makes it easy to follow."

L

“This is really easy, it's simple to understand and it’s full of information
that is easy to read.”

L

“I would’ve liked to had something like this, it would’ve made [Medicare
enrollment] a lot easier."

L



Roadmap: User Feedback (2)

Tool is Useful for Educational Purposes

"I'think | would definitely benefit from using the tool. It was organized very well,
easy to use, seemed to have a lot of information that would be beneficial in making
your decision, and it definitely gives you the beginning steps of getting enrolled in
Medicare. You can go on and find out if you're eligible very quickly and easily, find
out when you can enroll, and it actually gives you some simple, easy terms to
explain the difference between the different coverages and what Medicare covers
and what Medicare advantage covers. You might have to look further into it
yourself, but this is definitely a good start and an easy way to do it."

-

“It does take some time and effort and thought, but the tool is clear. It is user-
friendly and easy to navigate and causes you to stop and think about things you
probably haven’t thought about that are important.”

“I like this. It would have been nice to have started with this when | signed up four
years ago. If you have never signed up before it can be daunting, so this will get
you the information to get you going down the right path. A person can go through
this without signing up and read everything until you understand it. If you don’t
understand it, you can get linked to help resources through the tool.”

Tool is Helpful for Learning about OM vs. MA

"I'think | would've clicked through just to learn the differences
between the Medicare Advantage and the Medicare, especially if
it's not a decision | have to make coming up in the next few
months, because it takes me a while to make decisions. | have to
look at all the facts."

—

"It would certainly tell me the questions | should ask. If | didn't
know anything about Medicare, it would kind of give me a hint as
to the things that are differences between reqular Medicare and
Medicare Advantage plans."

—

"It's a good tool because it gives you information about
everything, like what the advantage is compared to reqular
Medicare, if you get prescription coverage or not prescription
coverage. So it has a lot of information. At the end it shows you
how you can file, or how to call, or go to the office, so it's pretty
good!"

~

L



Roadmap: User Feedback (3)

Checklist is Helpful for Next Steps

Limitations of Tool

“The checklist looks very helpful b/c someone just signing up for
Medicare doesn't know what to ask or what they need, so having a
checklist is very advantageous."

“The concept of the roadmap is really helpful, but | felt like this was too
open-ended. There is a lot of information and it is overwhelming.”

-

.

"I would very likely use this tool. | would get the answers | would need. |
would get resources to go to or talk to if needed. | get a
compare/contrast of the 2 Medicare options. And | would definitely use
the checklist. That would be very helpful to me to see that | was doing
everything | needed to do and in the right order. "

“I did not think the options were clear, but its not the tool’s fault. Its my
mind that needs more time to understand it.”

L

Tool is Useful Beyond Initial Enrollment

“I felt like | could not make a clear decision because | did not have any
guidance. | wish the tool could tell me what to do.”

“I wanted to use the tool all the way to the end so | could be updated and
trained on what Medicare coverage was even though | am already on it
and covered | know that each year | have to decide if | want to change
directions so it helps me understand it better myself and prepare for the
future of my annual renewal period.”

L

"It didn't give a whole lot of answers as to why you'd want to pick one
plan, You know to give me a choice of Advantage plans and compare
them to the original Medicare, so in that sense, if you didn't know
anything about Medicare it would give you a Medicare introduction, like
a 101 course, but it doesn't help you choose a policy when it's all said and
done."

L



Roadmap: What Users Are Saying...

Was the information outlining
differences between MA and
OM helpful?

Is this a good overview of What is the purpose of the How is the organization of the
Medicare? tool? tool?

Was the information provided
easily accessible? Did you
need additional information?

How was this tool helpful for Would you benefit from using
you? the tool?

*Audio as opposed to video is important component, hence the videos are small to include more files on this slide.



Roadmap: Challenges & Evaluation

Challenges and Questions

Who will be the product owner? Would SSA & CMS create new
cross-agency team?

Product team would need to build out remaining skip logic (e.g.,
under 65 and employer insurance terminating, how Medicare
options work with other insurance types, ineligible case)

Some new content may need to be created (e.g., Medicare
options video, FAQs for each major section of the tool)

How will the tool accommodate different languages?

Checklist needs to be further developed and tested with users —
how will the checklist be tailored based on user’s answers (from
both a technical and content standpoint)?

How will the Roadmap be advertised to potential enrollees?
Potential channels include the CMS and SSA websites, a broader
public education campaign, SSA mail and email blast,
partnerships with SHIP, AARP, etc.

More clearly provide cost information; users view cost as a major
enrollment issue and want the tool to clearly address it

Evaluation Criteria

Class Execution

* High — Prototype was feasible for us to create for a
common, more straightforward persona; mapping out the
skip logic for all possible personas would have been difficult

SSA/CMS Implementation Feasibility

* High — Client has technical ability and resources to
implement effectively; limited headcount would be required
to create and implement Roadmap

Salience of Pain Point Addressed

* High — Our user research showed that most Medicare
enrollees faced challenges with information gathering,
particularly with navigating existing resources and
determining what information was relevant to them

Does This Tool Currently Exist?
* No, the Medicare Rights Center offers a tool to answer some
questions, but they are disjointed and less user-friendly




Chatbot Details




Prototype: Chatbot

| language | clear | move | hide

Hil I'm your Medicare assistant. I'm not a real person but I'm programmed to
J { help you with questions. What would you like to know? For quick answers,
- please select the below topics.
[

What is Medicare

Am | eligible for Medicare?

Medicare Plans

| move | hide

5, please select the below

A chatbot that answers your
questions immediately, so you
don’t need to wait in long phone
queues or appointment lines

How can [ help you?

What is Part C? What is Part D?
What is Medicare Advantage? What is Medicare Original?

clear | move | hide

lAm [ eligible for Medicare?

S @
IHDW can I help you? I

Apri 16, 1952 > &
J ; Have you worked at least 10 years for which you paid Medicare taxes?
_— \

Yes > &

Yes, you are eligible to enroll in Medicare Part A{Hospital Insurance) and Part B (Medical
Insurance). Visit:
https.//wwwmedicare.gov/sign-up-change-plans/how-do-i-get-parts-a-b/part-a-part-b-
sign-up-periods to see you sign periods and ways to enroll.




Prototype: Chatbot

Majority of interviewees indicated that they had trouble finding
the correct information pertinent to them in the right place, too
many webpages, links, etc.

* Frustration with long wait times on the phone and for in person
visits

* Multiple long waits just to remember you forgot to ask one of your
questions

* Issue with language options

A tool that allows users to ask all their ad hoc questions and get fast
and reliable answers.

A Web Page

O C> x Q (https://www.medicare.gov ) @

“I don’t know who to call. Is there a government
office? It’s confusing and scary because | don’t
know what to do. | just want my questions
answered fast.”

—

Espafiol |4 A A | Print About Us | Glossary | CMS.gov | @ MyMedicare gov Login

Medlccre gov e

Get the most from =
By
your Medlcare ‘-

Get Started with Medicare

Hil I'm your

Medicare
Assistant! Need m

/




Chatbot: Tool Functionality

language | clear | move | hide

Hil I'm your Medicare assistant. I'm not a real person but I'm programmed to
help you with questions. What would you like to know? For quick answers, please
select the below topics.

What is Medicare?

Other Help

How can I help you?

language

Medicare is the federal health insurance program for:
Pecple who are 65 or older

What is Medicare? > .
Certain younger people with disabilities

People with End-Stage Renal Disease (permanent kidney failure requiring dialysis or a transplant,
sometimes called ESRD)

For more information, please click on
https://wwwmedicare.gov/what-medicare-covers/your-medicare-coverage-choices/whats-medicare

| language | clear | move | hide

n Medicare Plans! What a great pick! For quick answers, please select the below
topics.

What is Part A? What is Part B?
What is Part C? What is Part D?

What is Medicare Advantage? What is Medicare Original?
Other Help

How can I help you?

* Enrollee would be able to access the

chatbot on any webpage on medicare.gov
Enrollee is greeted by the Medicare
assistant with some pre formulated
common questions that they can get
started with

Enrollee can also type a free response if
their question isn’t included in the
original choices

The Medicare assistant helps the enrollee
as far as possible

All information is confidential and secured
The response times, since automated, are
short

The Medicare assistant uses plain
language to make answers as accessible
as possible

Enrollees can leave the chat whenever
they are finished

Enrollees can ask to be transferred to a
human whenever they need by simply
asking

The Medicare assistant will stop and pass
off to human automatically if confidential
information is shared or the question is
too complex




Chatbot: User Feedback

Tool was very straight forward and easy for interviewees to
comprehend; limited usability concerns

Interviewees indicated that they think a chatbot would be
helpful; opinions differed on if an interviewee would actually
use the tool

Chatbot was the most extreme of our prototypes, with users
either loving or hating it (mostly dependent on their technology
skill level and their past experience, or lack thereof, with
chatbots)

“I'usually don’t use chatbots unless | have no choice.”

~

“I love the language options, Spanish being my primary
language, this could have really helped me.”

“If the chatbot could generate forms and give concrete

direction like what you have in other pages, that would be really

beneficial.”

~

“To be honest, | don’t trust chatbots, but | know many that do!”

“Oh, I love the the chatbot, no more waiting for me!”

~

“I would probably give the chatbot about 3 seconds before |
would walk away.”

~



Chatbot: Challenges & Evaluation

Challenges and Questions

A chatbot service would need to be decided on (or
an RFP developed)

As the population aging into Medicare becomes
more technology advanced, would a chatbot be
more apt?

When would the chatbot need to transfer the user
to a real person?

Data management between phone, chat, and in
person would need to be institutionalized to create
seamless experience for the user

Chat management needed from SSA or CMS — this
would likely require several new full-time
employees (similar to a phone line)

How would the chatbot handle sensitive
information if the user begins to give unprompted?

Evaluation Criteria

Class Execution

* High — Prototype was feasible for us to create for 10
common questions; a database of all relevant questions and
answers would have been difficult

SSA/CMS Implementation Feasibility

* High — Although many chatbots exist in entirety, client
would need to create RFP as well as list of common
Medicare terminology to train the chatbot on

Salience of Pain Point Addressed

* Unclear — Interviewees had polarizing reviews on if they
would engage with the tool. Would enough users engage to
warranted its creation?

Does This Tool Currently Exist?
* No




Get Help Details




Prototype: Get Help

User Insights » Get Help Tool

* Majority of interviewees indicated that they utilized outside A tool that can connect individuals with local counselors / agencies
resources for assistance in either enrollment itself or in that support Medicare enrollment
understanding Medicare

* Positive experiences reported with local non-profits and other
non-government organizations A Web Page

* Vast ecosystem exists outside of government resources to support QO X Fr )& D)
individuals enrolling in Medicare

Get Help

Discover organizations in your area that can help you enroll in Medicare

“I didn’t know where to go, just knew at 65 | had
to sign up, so | sat down with a friend who had
gone through it and told me what to start looking (@) st prrsromet stce I~ [ = ]

at and where to go for help.”

—

@ Enter Your Zip Code XXXXX

Find Contacts




Get Help: Current Government Resources

Government Help Resources — Constraints Accessing Government Help Resources

Espaiiol [o A A |8 Print About Us | Glossary | CMS.gov | @ MyMedicare.gov Login

» Through Medicare.gov, enrollees are only able to access Mwedlscgormesgon ———— A _ _ _ _ :
government resources including SHIP, SSA hotline, and o ! Mlgir;urihgov enrollee |
SSA field locations; non-government assistance providers S requiring additional I
are not available Find decar osptai, & :0::51 “e'h"= &t T°5&°‘::°es - human support will !
e H!::p\lals(.):u:nsg; no:')ns: ‘:rvz nea(\:t.n a:n::vr:\e:: item suppliers, health M I I naVIgate to ”Forms' I
. W care providers, health and drug plans, dialysis facilities. " d;‘;g::;; — I I Help’ & Resourcesl! and I

[ ] ° I————————— .
Resources are not organized beyond the state level; R cdicara forms lmomemmey{ | then select their state. |
localization is too broad oo b e N[ | T T T T T T T T

your personal health information,
Lost/incorrect Medicare card I “

‘ L e |
TR0 ST Free Medicare publications B

View, print, or order Medicare publications and listen to podcasts service covered?

* Many of the links listed are not relevant to Medicare

Identity theft: protect yourself

type your test, item, or service

"Medicare & You" handbook

Phone numbers & websites =
Espaiiol | A A A | &Print About Us | Glossary | Medi | CMS.gov | Login

Medicare.gov | Helpful Contacts

The Official U.S. Government Site for Medicare

————————— =l i el =l
The enrollee is then directed ouke @ snare

* Selecting “SHIP” for a specific state will link to a State
website. The quality of the state website ranges.

» California: includes a county map with local
government and non-government assistance
service providers; clear organization on Medicare
enrollment services provided

» Arkansas: results in a “page not found” outcome

Home 3 Find someone to

Find someone to talk to

@ contacts for the stale of Galifornia Search another state . m

I to a list of resources. Many of
the organizations, such as
“Accreditation Association for
Ambulatory Health Care” are
not relevant. The numbers

I listed for SHIP or SSA are the

l generic toll numbers. No other

I local resources are available. I

Can answer my questions about

SHIP - State Health | ista
Program

1-800-MEDICARE

Agency for Healthcare Research and Quality
(AHRQ)

- Accreditation Asscciation for Ambulatory Health
care




Get Help: Tool Functionality

)&
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X O Eor

A Web Page
X Q hitps://

A Web Page
X Q hitps /7 ) & )

Get Help

Discover organizations in your area that can help you enroll in Medicare

Get Help
Discover organizations in your area that can help you enroll in Medicare
Y
“ lmea(?mne j lno.-me, can help you j Rating —I

l Click Here to Edit / Add / Leave a Review J

Organization Nome I lOrnnnuM.on Gontact Info

Get Help

Discover organizations in your area that can help you enroll in Medicare

® Enter Your Zip Gode @ Are you adding, editing, or reviewing an organization? I Add Edit I Review l
w 1710 S. Amphlett Blvd., Suite 100 & Counseling 'R R B ]
o s San Mateo, CA 94402 - Google map I input i
W™ & Office Vists & Enroliment support Please input informeation below
@ Select Preferred Form of Asssitance | In-Person [ Prone [ Both l HICAP THiadlth Phone: (650) 627-9350 2 Phone Services O Workshops & Glosses 2240
Insuranee Counseling & rop— - - —
rgonization Nome ] [Groanization Gontact Inormation ] [i-oOfttice or Phone How they can help you ] [Rating
Advocaey Group Hours: M-F, 8:30am - 4:30pm & Informational Services L L L | L 1
ll] I l[] I [combopox J+] [comboeox J+] [comborox ]|
Org 3 A member of the team will verify Thank you!
L4 Z

* Enrollee would access Get Help tool through
the “Forms, Help, & Resources” tab on
Medicare.gov website

* Enrollee is directed to Get Help landing page

* Enrollee types in their zip code and selects
preferred mode or service: in-person and/or
telephone

* Alist of local organizations that provide
Medicare enrollment services are listed

* Information includes: organization name,
contact information, services provided, and
community rating / link to reviews (similar to
yelp!)

* The list is sortable by services provided and
rating

* The enrollee is able to edit / add / leave a
review about organizations through this page

Enrollee can leave a review for an organization
that they worked with

Enrollee can add a new organization or update
an existing organization’s contact information
All reviews, organization contact additions, and
existing organization contact updates by users
will be confirmed by an SSA/CMS employee
Thus, SSA/CMS will manage the crowd-sourced
database




Get Help: User Feedback

Tool was very straight forward and easy for interviewees to comprehend; limited
usability concerns

Interviewees indicated that they think such a Tool, and associated database of
organizations that can assist with Medicare enrollment, would be helpful;
opinions differed on if an interviewee would actually use the tool and/or engage
with it (e.g. write a review about an organization or update an organization’s
contact information)

Many interviewees were not clear what organizations would be included,
specifically would private sector insurance companies and/or individual private
brokers be included in the database

“I may not have used the suggested help [provided by the Get
Help Tool], but | would have looked at it because | did not know
where to start.”

~

“I would [have reviewed an organization] if | found them helpful
and if they asked me explicitly to review them.”

“Reviews are not always helpful and organizations will wise up
to the tool and push their own reviews.”

~

“To be honest, | mostly rely on word-of-mouth. | wouldn’t trust
random reviews on a website.”

“It’s good to get specific, localized information.”

~

“I definitely would have utilized the tool because we used a
broker on the recommendation from a friend, but we would
have checked to see if there was anyone closer to us.”

~



Get Help: Challenges & Evaluation

Challenges and Questions

Evaluation Criteria

Database management needed from SSA or CMS — this
would likely require a new full-time employee

For local non-profits engaged in Medicare enroliment,
would the Federal government need to certify these
organizations? Including them in a government-managed
search tool implicitly implies the government has endorsed
these organizations

Unclear if users would input, update, or review
organizations — we received mixed user feedback

Sorting and placement of organizations post-search would
be a delicate issue; presumably the first three organizations
that come up after a zip code is inputted have undue power
— how would organizations be sorted?

Incorporating the private sector, which is also a key part of
the Medicare enrollment ecosystem, is another delicate
issue — how would insurance companies, insurance brokers,
and professional organizations be included?

Class Execution

* High — Prototype was feasible for us to create on a state-
level scale; a national database of all relevant actors would
have been difficult

SSA/CMS Implementation Feasibility

* High — Client has technical ability and resources to
implement effectively; limited headcount would be required
to create and implement Get Help tool

Salience of Pain Point Addressed

* Unclear — Certainly interviewees indicated that a database
of local resources would be helpful, but we received mixed
reviews on if interviewees would engage with the tool in a
way that warranted its creation

Does This Tool Currently Exist?
* No— Not in a simple, national-level format




Prototype Journey
Mapping




Journey Map for Suite of Tools (Roadmap, Chatbot, Get Help)
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- What Your Direct Team(s) Can Do What SSA & CMS Can Do What Congress Can Do

Short-Term
(within the
next 2
years)

Mid- to
Long-Term
(beyond the
next 2
years)

Simplify CMS materials for the public:

. Continue to update Medicare
website according to plain language
principles

. Simplify Medicare terminology to

reduce confusion between A, B, C, D,
Medigap, Medicare Advantage
. Embed more videos into website
Create “No Wrong Door” experience to
signal a seamless Medicare enrollment
process from SSA to CMS
. Host a single landing page that would
direct users to correct agency
depending on their issue/question

Adopt Medicare Digital Roadmap tool
Adopt tools to support customer
assistance options (online and offline) —
Get Help and Chatbot both focus on
providing enrollee with assistance
Implement text messaging system to
remind prospective enrollees of deadlines
Continue to update Medicare Plan Finder
according to user and stakeholder feedback
(e.g., make filtering easier for less tech
savvy users, allow saving drug lists
anonymously and viewing by third parties)

Co-locate SHIP counselors in SSA field offices (or train
SSA reps to assist with Part D and Medicare Advantage)
Improve initial customer experience of engaging with
the Medicare process (e.g., “Medicare 101” webinars,
“Welcome to Medicare” texts or calls)

Launch public education campaign to raise awareness
about planning for Medicare before turning 65yo and
about official tools, such as the Roadmap

Improve outreach to individuals on Medicaid since
their Medicaid eligibility may change after turning 65yo
Leverage physicians (e.g., partner with AMA,
recommend all Medicare-accepting physicians discuss
Medicare options with patients ~60yo)

Create regular feedback mechanism with the State
Health Insurance Program

Implement omnichannel strategy to track the
prospective Medicare enrollee’s information between
in-person visits, phone calls, online system, etc. to
reduce volume in each channel

Promote a culture of interacting with end-users to
inform services and products (e.g., dedicate time
monthly to meet with enrollees, build into performance
evaluation)

Pass the BENES Act,
which would direct
the federal
government to
provide advance
notice to individuals
approaching
Medicare eligibility
about basic
enrollment rules
Enhance funding for
the State Health
Insurance Program

Regulate the
mailings that
Medicare Advantage
companies send to
prospective enrollees
(e.g., requirement to
clearly state
materials are not
from the
government)
Re-evaluate current
lifetime penalties



No Wrong Door

User Insights » No Wrong Door

= Majority of interviewees indicated that they were confused on
the relationship between CMS and SSA.

=  Frustration with which phoneline to call, which website or which
office to visit

=  Frustration with repeating information to CMS and SSA agents

= Some interviewees commented on getting different answers
from SSA and CMS with the same question.

Enhance seamless user experience coordinated between
SSA and CMS, given they are partner organizations

"It's hard for people to understand the split between SSA as a
federal bureaucracy, CMS as a separate agency, and
Medicaid at the state level which helps pay for premiumes.
People get caught shuffling between all 3 agencies."

No matter where the user starts, they should end up at the right
place seamlessly
Data exchange already exists between SSA and CMS but needs to
be bolstered and made more transparent to the user
o Ex: If someone communicates that they need
communication in Spanish, this is SHOULD be passed off to
CMS (currently is not).

"

"People don't understand they need to go to SSA first."

—

CENTERS FOR MEDICARE & MEDICAID SERVICES




Sources

e Slide 7: CMS 2017 Medicare Beneficiary Snapshot; Kaiser
Family Foundation (estimates based on the Census Bureau's
American Community Survey, 2008-2018)

 Slide 15: Aetna — Medicare Enrollment Periods: What You
Need To Know; CMS Medicare and You Handbook



https://www.cms.gov/Research-Statistics-Data-and-Systems/Statistics-Trends-and-Reports/Beneficiary-Snapshot/Bene_Snapshot
https://www.kff.org/other/state-indicator/total-population/?currentTimeframe=0&selectedDistributions=employer--non-group--medicaid--medicare--military--uninsured--total&selectedRows=%7B%22wrapups%22:%7B%22united-states%22:%7B%7D%7D%7D&sortModel=%7B%22colId%22:%22Location%22,%22sort%22:%22asc%22%7D
https://www.aetnamedicare.com/en/understanding-medicare/medicare-enrollment-periods-what-to-know.html
https://www.medicare.gov/Pubs/pdf/10050-medicare-and-you.pdf

