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Resource B.1: Talking Points for Presentations with Leadership 
Why Use the Marketplace Survey to Improve the Consumer Experience? 
This page offers talking points for presentations to Marketplace leaders, colleagues, and stakeholders about the 
importance of improving the consumer experience with the Marketplace and the ways in which the CMS 
Marketplace Survey can help. You can use these talking points to build a case for the Marketplace’s leaders to 
support and dedicate organizational resources to improvement efforts.  

A key facet of the Marketplace’s mission is to support consumers in achieving their personal goals related 
to obtaining affordable, high-quality health care coverage. 

Examples of data: Number of people enrolled in the last open enrollment period; percent reduction in 
uninsured state residents 

Ensuring that consumers have a positive experience with our Marketplace is an important objective. 

• “Consumer experience” is not simply about satisfaction. It is about understanding what happens when 
consumers interact with any part of the Marketplace. 

• Improving consumer experience means improving the ability of consumers to accomplish their goals 
through our Marketplace. 

Consumer experience can and does affect the success of our Marketplace (see Table B.1). 

Examples of How the Consumer Experience Impacts Your Marketplace (Table B.1) 
Examples of Potential Impact Examples of Data to Support Point 
Higher levels of follow-through 
by consumers  

Percent of site visitors and/or callers who complete the enrollment process 

Greater efficiency of operations Average number of contacts who complete the application and enrollment process 
Improved reputation  Changes in perceptions of the Marketplace based on survey data or findings from interviews with: 

 Local consumers  
 Navigators and other partnering organizations 
 Regulators  
 Other stakeholders, such as providers and issuers 

Enhanced ability to compete Percent of state residents obtaining coverage through the Marketplace versus other possible 
sources (e.g., employers, directly from health plans, private Marketplaces) 

Higher levels of enrollment  Total number of enrollees through the Marketplace; change in total enrollment over time 

We can use the results of the Marketplace Survey to understand the strengths and areas for improvement 
of our Marketplace and determine where to focus our resources to improve the consumer experience. 

• CMS’s Marketplace Survey is a standardized tool. We can compare our results to the results for all other 
Marketplaces, including the FFM. 
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• The Marketplace Survey focuses on key aspects of consumers’ experience:
– How easily consumers can provide information about family and income.

– Getting information and help from the website.

– Getting information and help from the call center.

– Getting information and help from in-person assisters.

– How easily consumers can get information to choose a health plan.

– How easily consumers can find out which health plans offer therapeutic and home health services.
– Getting information in a needed language or format
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