4. Strategies and Interventions for Improving the Consumer’s
Experience with the Marketplace
Once you have used the results of the Marketplace Survey in combination with other feedback to identify the

areas in which your Marketplace could improve performance and establish organizational priorities for action, the
next step is to determine how best to tackle those priorities.

Table 4.1 offers a starting point for thinking about which strategies may help you address the main topics assessed
by the Marketplace Survey.

Suggested Strategies for Each Topic Addressed in the Marketplace Survey (Table 4.1)

Suggested Strategies

Strategy 1: | Strategy 2: | Strategy 3:
Apply Optimize Develop Strategy 4: Strategy 6: | Strategy 7:

website your call consumer- Share Strategy 5: | Offer plan Enhance
Marketplace Survey usability center’s focused effective Use plain selection cultural
Topics principles | operations staff solutions language shortcuts | competence

How easily consumers can

provide information about v v v

family and income

Getting information and help v v v v v v
from the website

Getting information and help v v v v v v

from the call center

Getting information and help v v v v v
from in-person assisters

How easily consumers can
get information to choose a v v v v v
health plan

How easily consumers can
find out which health plans v

offer therapeutic and home v v v v
health services
Getting information in a v v v

needed language or format

Table 4.2 provides brief descriptions of specific interventions that Marketplaces can implement for each of these
strategies. These interventions represent best practices that you can incorporate into the Marketplace’s daily
operations, specify in a statement of work for contractors, or use to evaluate contractors’ performance.

While they are intended to be relevant to all Marketplaces, each state’s roles and responsibilities vary depending
on the type of Marketplace. Also, some Marketplaces contract out certain core functions—for example, by hiring
an external call center to help consumers via phone.

e If your Marketplace is an SBM responsible for all Marketplace functions, you may want to take a look at
all of the strategies and interventions.
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e If your state is part of the FFM or has a State Partnership Marketplace (SPM), where the FFM performs
the core Marketplace functions, you may want to focus on interventions that would enhance your ability
to assist consumers in using the FFM. Some of the interventions, such as call centers and website

usability, are pertinent to FFM and SPM states that operate their own call centers to help triage consumer
inquiries or host websites with general information about the Affordable Care Act and health insurance
options available through the FFM.

Improvement Interventions to Consider for Each Strategy (Table 4.2)

Strategies Interventions to Improve Consumer Experience Page ‘
Strategy 1: Apply Develop measurable performance goals for website usability. 12
website usability Implement best practices in website usability.
principles Periodically assess the usability of your Marketplace’s website.

Strategy 2: Optimize Assess call center performance to identify problems and track progress. 18
your call center’s Use workforce management planning and systems to optimize staffing.
operations Establish processes for preparing for and managing high call volumes.
Engage employees to reduce burnout.
Manage outsourced call center contracts effectively.
Strategy 3: Develop Develop a consumer-focused organizational culture. 27
consumer-focused staff Recruit employees with the right customer service skills, experience, and philosophy.
Support and develop employees to improve their interpersonal and communication skills.
Strategy 4: Define Conduct regular meetings with frontline staff and Marketplace leadership to identify new and 34
customer service anticipated challenges to consumers.
challenges and share Track requests for assistance from frontline staff to identify gaps in information.
effective solutions with Look beyond frontline staff for possible solutions to identified problems.
your staff Develop multiple approaches for sharing knowledge with staff and assisters who deal directly with
consumers.
Adapt customer relationship management software to meet the information needs of your
Marketplace consumers more efficiently.
Strategy 5: Use plain Develop policies and systems explaining the importance of consumer-focused communications 41
language and promoting the use of plain language across your Marketplace.
Create a guide and glossary of terms to promote consistent use of plain language by staff and
contractors.
Train employees to apply plain language techniques in writing and speech.
Assess materials and interpersonal communications for readability and understandability.
Monitor the effectiveness of plain language polices, processes, and tools.
Strategy 6: Offer plan Provide a step-by step summary of how to choose a plan and structure your website and 48
selection shortcuts discussions with consumers to follow those steps.
Help people identify what is most important to them about a health plan, then help them quickly
get plan names and performance information relevant to their needs.
Present comparative information on health plans in the easiest way for consumers to quickly
identify plans that best meet their needs.
Provide a tested “annual total cost” calculator to help consumers estimate and understand the full
costs they might incur with each plan.
Create an all-plan directory of physicians, hospitals, and other providers so consumers can easily
identify which plans include their preferred health care providers.
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Strategies

Strategy 7: Enhance
your Marketplace’s
cultural competence

Interventions to Improve Consumer Experience

Assess your organization’s current cultural competence and make the improvement of cultural
competence an organizational priority.

Identify your community’s needs.

Recruit, retain, and promote a diverse workforce.

Train staff on cultural competence.

Offer high-quality language assistance services.

Publicize the availability of language assistance services.

Offer accommodations for consumers who have visual and hearing disabilities.
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