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MARYLAND

WHAT IS USER EXPERIENCE (UX)? HEALTHBENEFIT

EXXCHANGE

IT’'S A MINDSET, A GUIDING PHILOSOPHY,
NOT A PUNCHLIST OF PROJECTS

Upfront, we acknowledge a
very challenging
environment: A program
designed by health policy
professionals—and a
commercial product—
delivered by government
workers/ contractors to an
audience with little
experience or knowledge
about the product.
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UX RESEARCH HEALTHBENEFIT

EXXCHANGE

MHBE conducted User
Experience (UX) research in
January 2018, observing by
remote webcam five new
enrollees and five current
users from diverse
backgrounds and geographic
regions throughout the state
who wanted to change or
enroll in plans.
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TOP FINDINGS HEALTHBENEFIT

EXXCHANGE

Users need better guidance on account home page to
get started.

Users need to be able to move forward and backward
throughout the application.

Users need clarity on how to enter income and
determine eligibility.

Branding between application and
MarylandHealthConnection.gov home page is
iInconsistent.
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ADDING DIRECTION: HEALTHBENEFIT

FORMER DESIGN EXXCHANGE

Former Design

Users needed more guidance on the home page. When users clicked
the Get Started button, they were taken to a seemingly external
website that didn’t match the look and feel.

1 Download the free Enroll MHC mobile app to shop, view notices and upload documents. # Get It for Android. # Get It for I0S.

\ Y4
| heal Espafidl  GetHelp  CreateAccount & Signin
maryland gghealth

Go Mobilel Download our Enroll MHC mobile app to buy a health or dental plan, enroll in Medicaid/MCHP, view notices, upload documents and mor
Get it for Android > Get it for iOS -»

Onn

HowToEnroll  Shopand Compare  Small Business  FindHelp  Get Answers

mary[amd)(heal

Easy to shop. Easy to
Apply

LEARN MORE

o*O"0O

had certain life events. See if you may qualify.

Get an Estimate Apply for Coverage ~ Small Businesses
Learn About Financial Help Get Help Can | Opt Out?
You May Qualify for Many People Can Still Get Covered What Is
Financial Help Now Changing? Nine in 10 people who enrolled fast year Get help applying for private health plans Certain people may be exempt
qualified for lower costs and Medicaid. from having health insurance.
You can get financial help to make a If you're eligible for Medicaid or have Updates on changes within Maryland's

ffordable. recent ife events, you can sign up at any

X nce plan more affor
or you may qualify for Medicaid.

SEE IF YOU COULD SAVE > SEARCH FOR FREE LOCAL ASSISTANCE > FIND OUT MORE »

time.

Avallable Insurance Plans.




ADDING DIRECTION: NEW DESIGN

MARYLAND

HEALTHBENEFIT

EXXCHANGE

New Design

Home page branding
flows. Users will stay
within Maryland.gov
to apply for health
Insurance.

Added action-based
guidance using the
Create Account
button versus the Get
Started button in the
old design.

maryland)(health

comnection

How To Enroll Health and Dental Small Business

m The online application is available from 7 a.m. to 11 p.m. daily.

ev—————

(SR LEIE Enter your e-mail address

Compare Plans

Carehirst 2@
Maryland Health Connection offers private
plans called qualified health plans from Y -
insurance companies you recognize. All plans PERMANENTE.
are certified to meet certain standards and
offer core health benefits. Browse plans and $) MARVLAND

compare coverage and costs here before you
enroll, or download our free mobile app.

Browse

Find Help Get Answers Blog

o I

Apply for Coverage

You can get covered year-round if you qualify for Medicaid or
recently have had certain life events. See if you may qualify.

Create Account Get an Estimate
| W% "I

“The Connection” B Visit our blog for the latest news.

Financial Assistance

You can get financial help to make a health insurance plan more
affordable, or you may qualify for Medicaid.

What's New for 2018

Updates on changes within Maryland's health insurance marketplace.

Download Our Mobile App

Download our free mobile app, Enroll MHC, to buy a health or dental
plan, enroll in Medicaid/MCHP, view notices, and upload documents right
from your phone or tablet.
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HEALTHBENEFIT
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Old Design

Users were unable to
freely move forward
and backward
throughout the app.

New Design

More visually
appealing, allows
consumer to navigate
easily and know
where they are in the
application.

ENTER BASIC BROWSE APPLY FOR CONFIRM
INFORMATION INSURANCE PLANS COVERAGE PLANS

B ’

Get an Estimate Complete Application Select and Confirm Plan
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HEALTHBENEFIT

UPDATE INCOME & ELIGIBILITY
EXXCHANGE

Old Design New Design

Users got stuck on the household
Income & eligibility determination.

Added definitions and cues in yellow
boxes; updated user interface.

A4
maryland gqhealth Sk o maryland)(health

conneCtion

ENTER BASIC

INFORMATION
®
i -
')/ah \-
Get an Estimate
Filds marked with * ate recuired.
Tell us who needs coverage i e g 1

County of the applcant? * Coverage year? *

Let's get started!

We need to know a little abc

Tell us about yourself

County * | Salect County ¥ | Coversge Yesr* ® 2018

Number of membars in your household:

Age Pregrancy

Health Coverage

Build your household
Primary Applicant

Age"  Isthispersonpregnant?*  Select the coverage you need *

Be sure to includs these people, even if
they don't need coverage:

« Yourselt

« Your spouse if you're married

v @ (Seiect Coverage ¥) * Anyere yout clom o s o
e ependent tis year
Lesrn more here sbout who to inciude:
R —— when you spply for coverage.
[ +Add Spouse | | + Add Dependent |

Dental Coverage

You may qualify for lower costs

Household = = = 3 Include these income sources, even for
1 You may qualify for financial heip o make health coverage more sfiordsble, depending on your income and household members not applying for
Some other factors, such ss whether you could get coverage through your employer or snother program such coverage:

Tell us about your total household income

Optional Information

e tots! household income? @

Annus! Total

o financis! help 10 make health coverage more aforclable, plesse entes your
O

85 Medicare, and your citizenship or immigration status and tax-fiing ststus.
Household Income  Frequency *
Select Fraquency ¥

YOUR ANNUAL TOTAL Is:
$0.00

* Wages, salsries and fips

= Netincome from any seff-
‘employment or business

* Unemployment

« Social Security benefits (but not
Supplemantal Security Income)

- Aimony

« Retirement and pension

Lesrn more here sbout what income to
include when you apply for coversge.

Saack @




CONSISTENT LOOK AND FEEL MﬁLﬁNﬁBENEFIT

EXXCHANGE

Old Design

Needs clarification of actions
required, cohesiveness with home
page design.

maryland)(health

comnection Viekooene Angrs Nielson Logout

A Account Home A My o (1] 2 e ancd Wy st

[ e—

You can ko leam abo s Dapsrmant of Health and Dspartment of
gl

vices (MO

Vou ara curtensy ot snrolled 1 a dental plan

ur househcics Preyious &

New Design

Action-based guidance on current
application, notices, messages,
VCLs and enrollment status.

h~;uyleuwd)(hge[sbmu Esparol  Get Help @ |

b A ]
" Welcome back.

Do you have a change to report, such as a change to
your income, husehold, or immigration status?

_as ~h

Announcements

© Interpreter Services are available. Click here to leam more.

© 1 you need any help, you can call 1-855-642-8572.
Individuals with a hearing disability may contact the call center via TTY: 1-855-642-8573,

Message Center @ My Documents

Document approval is pending
® Your document has been uploaded, but Maryland Healt...
1day ago

Upload and View Documents

= | Upload, view, and check the status of documents that
verify your application information.

View Tax Forms
Access your Form 1095-A or Form 1095-8.

Welcome to Maryland Health Connection
> You have signed up for Maryland Health Connection, the |
08/15/16

See All Messages > Visit My Documents >

My Enrollments

CURRENT ENROLLMENTS  PREVIOUS ENROLLMENTS

Current Health Plans

Application ID Individual Covered Plan Name Coverage Date Enroliment Status.

117688 Angel Nelson KR WD Siver 01/01/18 INITIATED
2750/20%HSA/Dental
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QUESTIONS?



