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Data: Know Your Audience 
Demographics 

•  Age: ~50% between 18 - 34 

•  Income: ~40% between $30 - 60k for 
a family of four (139 - 250% FPL) 

•  Race: 
 ~19% Hispanic 
 ~14% African-American 
 ~ 2% Asian.  

10.5 
Million 

Marketplace Eligible Uninsured 



Know How to Reach Your Audience 

Email	
  

Outbound	
  Calls	
  

Social	
  

Digital	
  Adver8sing	
  

SMS	
  

Mail	
  

TV	
  &	
  Radio	
  

Print	
  



Growing Your Audience 
Email was a cost effective way for us to drive engagement and we used 
it to help people through the process from start to finish.  
 

 



Use Data to Drive Action 



Messages That Move   
Financial Help is Available 
•  Over 8 out of 10 people who enrolled in health coverage through 

HealthCare.gov qualified for financial help to make their monthly 
premiums more affordable.  

 
•  In fact, most people can find health insurance plans for $75 or less 

per month. If you choose not to buy health insurance this year, you 
may need to pay a tax penalty of $695 or more. 

 
Sign-up by December 15 
•  If you want coverage to start January 1, the deadline to enroll is 

December 15. 
 
 



Messages That Move   
 
 

It pays to shop for 2016 coverage 

•  You could save money by switching to a new plan. Most consumers who 
switched plans with the same level of coverage saved $51 per month on 
average. 
 

•  Most consumers who come back to shop could save $610 each year for the 
same level of health insurance coverage before tax credits. 

 
Re-Enroll by December 15 
•  If you want your new coverage to start January 1, the deadline to re-enroll is 

December 15. 



Elements of an Email: Template 



Elements of an Email: Content 



Data: Testing and Optimization 
We ran A/B tests and campaigns with “holdouts” so we could compare 
our initial test results against the “action rate” for consumers who did 
not receive any emails. 

 



Testing & Optimization: The Tracker 



Testing & Optimization: The Tracker 



Testing & Optimization: The Tracker 
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Testing & Optimization: The Table 



Testing & Optimization: The Table 



Testing & Optimization: The Table 



Measuring Impact 
The coverage status table increased the effectiveness of our outreach. 
 
 

 



Measuring Impact 
We were able to increase engagement and help hundreds of 
thousands of people get covered through Direct Response outreach.  
 
 
 

 



Lessons Learned 
●  Focus on the funnel: Consumers respond best to email that 

explain where they are in the enrollment process and what actions 
they need to take to move forward. 

 

●  Get specific about affordability: Messaging that references dollar 
amounts that returning consumers can save by shopping for a new 
plan, or that new enrollees can pay for coverage, outperform 
statements that don’t include those specifics. 

 

 



Lessons Learned 
●  Provide social proof: Consumers are compelled by proof points 

that focus on the total number of people who have enrolled or the 
percentage of people nationwide who have coverage.  

 
 

●  Timing and frequency matter: We were able to enroll more 
consumers without higher unsubscribe rates in the days leading up 
to deadlines. Transactional messages consistently lead to more 
engagement and a higher action rate. 

 



Lessons Learned 
●  Personalization that’s more personal: Consumers respond best 

to data personalization that focuses on their individual situation — 
e.g., the percentage range their own premium may increase. 

 
 

●  Mobile matters: The email campaign drove more mobile or tablet 
users back to HealthCare.gov than ever before. Mobile-friendly 
email templates are a must-have. 

 



Every Second Counts 
 
 
 
 
 
Are you using data to optimize your outreach? 
 
q  Identify barriers to data-driven outreach 
q  Start small and scale up 
q  Show how you can add value 
q  Share learnings across your organization 

 
 


