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Review: The User Experience

Throughout the years, we have heard several concerns about the Medicare Plan Finder. In late
August 2019, the Centers for Medicare and Medicaid Services (CMS) introduced a new Medicare
Plan Finder (MPF) that, after beta testing, replaced the old MPF on October 1, 2019. The goal was
to streamline the overall user experience.

Due to our experience building websites in the Medicare space, including plan finder tools, Media
Logic was interested in understanding the user experience with this new tool. With this in mind, we
asked an actual Medicare user to test and review the new MPF. The user is a 68 year-old female
with an established Medicare account log-in.

= A recent retiree and Medicare participant
= Moderate level of health insurance literacy

= Currently enrolled in a private Medicare Advantage Plan that includes prescription drug coverage



First Impressions

= Visually, the tool is inviting. There is
more white space and less
distractions. The monochromatic
nature of the tool at first was a
disconnect, but as she went deeper
into using the tool, the design
simplicity was a plus across the
experience.

- Examples include the narrow use of color
effectively highlighting important
navigation elements, the use of large
fonts and no superfluous lifestyle
imagery or design elements.

= The functionality of the tool has also
greatly improved. Finding important
content, customizing the results to
her personal requirements and
creating a side-by-side comparison
were easy.

= Navigation was rated as highly
improved as was finding and
applying filters, sorting, researching
special needs and returning to single
plan deep-dive content.

MEdiCOre.gOV Log in Espanol

Find a Medicare plan

You can shop here for drug plans (Part D) and Medicare Advantage Plans.

Log in or Create Account

Continue without logging in

New to Medicare? Qualify for a Special Enrollment Period?

Learn about your options & enroll in a plan.

Log in or create account to change your coverage.

Login or Create Account

Continue without logging in



TASK #1

Which Medicare Advantage Plans (MAPs) are available to
me?

e tomme : 1) After logging in, the user found that
personal information was automatically
entered into the form, and she was
prompted to answer some basic search
criteria to begin using the tool, such as the

Answer a few quick questions

Np—— type of Medicare coverage that she wants.

ki R— She decided to explore the “Learn more
about Medicare options before | see plans”

‘What type of Medicare coverage do you want? .

() wodicara Advantage Pian opt|on_

(O orug plan (Part 0}

O Drug plan (Part D) + Medigap policy
() Medigap palicy only
O Learn more about Medicare options befor | soe plans.

Medicare.gov Espaiol

Your Medicare coverage options

There are 2 main ways to get your Medicare coverage—Original Medicare and Medicare Advantage.

2) Overall, the user found the “Learn

Original Medicare includes Hospital (Part A) and Medical (Part B) insurance. If you want drug coverage, you can add a separate drug plan

FEEDBACK

. (Part D). You can alsc add a i Insurance igap) policy to hel our out-of-pocket costs,
more” section helpful as a healthcare cemmm——
. . AMedicare Advantage Plan is an all-in-one alternative to Original Medicare. These "bundled” plans include Part A, Part B, and usually Part
CO n S u m e r W It h m 0 d e rate I n S u ra n ce D. Most plans offer extra benefits— like vision, hearing, dental, and more.

“te racy. This t00| a”owed her to Ghoose the Medicare coverage option you want te explore first. Don't worry, you can review both. Just start with either one.
narrow down options and explain the

differences between Original
Medicare and Medicare Advantage.

Medicare Advantage Plan




TASK #1
Which Medicare Advantage Plans (MAPs) are available to
me?

The initial search returned the following results for the user, and she provided
the following comments.

Option to sort by star ratings.

Medicare.gov | Find a Plan Login Espanol |
Plar]s Shown for There may be separate drug plans available with lower drug costs. Tell me more, View 23 avallatie drug plans A helprI reminder
review are all about the
based on " X ilabili
hi ———> 39 Medicare Advantage Plans available - B Availauiiity of
geographic — s available
location N : -
. oy isciai prescription drug
v plans.
. Plan and drug coverage options Star ratings
Fl|terS are easy I:l‘-flsiuncwaga I:'Transponatiun Select star rating =|
d —
tO see an |:| Dental coverage D Fitness benefits
Insurance carrier
apply D Hearing coverage Select preferred insurance carrier GI
Clear Apply Filters
Showing 10 of 39 Medicare Advantage Plans Sort plans by | Lowest monthly premium - I
Add Special Needs Plans v F 3

Option to sort by insurance carrier. Easy to find sort feature.



TASK #2

Use filters and sort to narrow my Medicare Advantage Plan
(MAP) options.
Filters were chosen by the user based on her own personal preferences. Using filtering tools

reduced her options from 39 to 18 Medicare Advantage Plans.

— Plan and drug coverage Medicare.gov | Find a Plan Login Espafiol |
options were selected

based on importance tO There may be separate drug plans svadable with lower drug costs. Tell me more, View 23 available drug plans
the user and to eliminate
irrelevant content. 18 Medicare Advantage Plans available S E
Setmemanesy %  Change location g
- User Is very ”?tereSted In | Vigion coverageX Dentai :uwf.;gel. |¢itn¢-s:.ueﬂobtsx |-lsl:|r5& up-!:_
consumer ratlngs and
wants a plan that receives [l o) iy e sy e
the best consumer ratings Vision coverage [] ransportation 2 stars s up ¢]
(4 stars and up ). Dental coverage R s insurance carrier
D Hearing coverage I Select preferred insurance carrier s |

— There is a filter option to

select a preferred carrier o
which the user did not

apply. .- :
owing 10 of 18 Medicare Advantage Plans Sort plans by I Lowest monthly premium v |
Add Special Needs Plans Vv

Overall feedback: The user found the filters very easy to apply and found the sort feature easy.
She chose to sort the results by monthly premium.



TASK #3

Look at individual plan details sorted by monthly

premium.

Before comparing plans, the user wanted to see information on each plan. An example is
shown below with comments.

Helpful
monthly
premium with
note on what is
NOT included.

User likes the
clear
language and
reminders of
what
terminology
means,
helping fix an
issue from the
old tool
where users
had trouble
defining
terminology.

Star ratings — important to the user -
are prominently displayed.

Cost is a concern
— deductibles are
clearly displayed,

in and out of

v
Starrating: Ardrdedy
“ . [ ———
P— Ci—— " -
Medicare Advantage with
9 9 Y B Add to compare
premium Plan 10: = -
.
$ Dossnt . - = - ) In and Out-
Health plan deductible Drug deductible of-network
P The amount you must pay each The amount you must pay each - In-network
year before your plan starts to pay year before your plan starts to pay P -
for covered services. for cavered drugs. Out-of-p e i
Once you spand this smaunt for
plan pays 100% for your care.
COPAYSICOINSURANCE PHARMACIES & PRESCRIPTION DRUGS
Primary doctor: © per .
visit ‘Add your Acd your drugs and up to 3 preferred pharmacies 1o
Specialist: ' pervisit drugs & et an accurate cost estimate. We'll show you which
pharmacies | plans cover them when you review costs. 1
+ Vision + Dental + Hearing X Transportation + Fitness benefits See more benefits
A

Plans to compare (1)

network caps are
provided.

Option to add
this plan to the
comparison

Selected filters are displayed as a reminder with option for deeper
information on benefits.

tool.
(Can choose up
to 3 plans.)



TASK #4

Look at the individual plan details using filters (e.g., star
ratings).

The user noted that star ratings are very important to her as a healthcare consumer.

—  The persistent use of the 208 s e : .. N
: ; . Overview Star ratings
navigation bar — appearing on Denefite & costs.
the left — is extremely helpful Doctor services T erean
in helplng orientation :‘;‘;-t;";:i:::ﬂ'"g Overall rating is based on the categories below.
through a lot of content as Proventive services
. 5 . Ambulance - Health ti ¥
the content is displayed via A B 3
. ne - v}
Iong scroll and expanch ng Hearing Summary rating of health plan quality P2 22 2] g
. . Preventive dental
Ia)ﬁrs of content (indicated Gl e B R A JO
Wi +). Vision
) Wellness programs.
Transportation + Managing chronic (long term) conditions ks
—  Color is used (but not fdditional benefts
Overused) to he|p the user mm’;‘;‘f;::m‘ + Member experience with health plan WhARCy
navigate. My drug list
g Part B drugs 4+ Member complaints & changes in the health plan's performance EE 2.2 2o
5 Star ratings -
—  Good restralnt —-no | storratings i — Py
complicated use of design Contactinformation - -
elements or color palette.
+ Drug plan (Part D) star rating

Overall feedback: The user found the rating information to be useful both in the aggregate and
for specific key indicators.



TASK #5
Look at individual plan details.

Here are some examples that the user noted
on the level of detail available on new tool and

TEEE et - ease of access:
e e » Detail on premium costs for a single
S e m— selected Medicare Advantage Plan
St aegpren » Navigation bar on the left organizes
e s § content and supports orientation to a lot of
agditional benefits e D B P - -
Ogtets content viewable through accordion
omwun:g‘nmwlm Tl.r—h-rm . d .
- expansion (+ and -)
Stae ratings
Contact information Dedvuctiole v
. . g nefits & cosf
The user pointed out that there is now a g - =
link to view the provider network directory, e
an option that was not found when using il g,
the old tool. T .
L’;mmm: Tests, labs, & MIW
Drug coverage & codts -
Other drug i y ar tosts & v
W T—— Lab sarvicas
S g Inenetwork $
Diagnastic radiclogy services (like MRI)




TASK #6
Select and compare 3 plans.

The Medicare Plan Finder allows you to select up to 3 plans to compare.

The comparison tool | — X — —— — X - ——— —— x
u 5 T O S - e — - -
prorrnnently .dlsplays Com pal"il'l g - sen Starrating. HRARE: Star rating: kdr sy
the information the user ) Star rating R
want to see — cost, 3 Medicare - - Redcareuivantags ma Nodioase Advantage and
remium. and overall Medicare Advantage and drug monthly premium drug monthly premium o
Etar ratin’ S Advantage — £ annual deductible ¥ Health plan deductible E
gs. l " Health plan deductible Health plan deductible  Drugplan e
p ans ~ Drug plan deductible “ . Drugplan deductible v
It is easy for the ' out-of-pocket deductible © Out-ot-pocket
max ©  Out-of-pocket max

user to access the

Plan
Details

max
broader list to swap ey =
out other plans. _ Details Details

Enroll

Enroll

It is easy for the
user to return to a Overview

single plan’s details o

page or go deeper Health premium Health premium Health premium
- e -
by scrolling down. s brus premium N

Part B premium Part B premium Part B premium

- - - - -

Overall feedback: A persistent comparison tool prompt appears across the bottom of each plan
results page. The filters feature allows the user to easily select and compare similar plans based
on the user’s choice. In this case, it was to filter by monthly premium.
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TASK #6

Select and compare 3 plans.

Overall, the user is very interested in evaluating the costs of diagnostic tests and commonly
utilized medical services such as x-rays, urgent care visits and lab work.

—  The user points out that
it is worth noting that
the comparison tool is
designed to display
content via a long scroll
with clearly marked
content that expands to
go deeper.

Tests, labs, & imaging

—  Without persistent
headers labeling each of
the three columns (plans
being compared) the
user had to scroll up
from time-to-time to
remind which plan was
in which position. This

UUT-0r-NETWOT: I

Diagnostic tests &
procedures v

In-network: B s
Out-of-network: 3%

Lab services

In-network: 88 e
Out-of-network: B
Diagnostic radiology
services (like MRI)
In-networlk: S5
Out-of-network: 5%
Outpatient x-rays
In-network: &%
Out-of-network: B9
Emergency care

W per visit (always covered)
Urgent care

00 per visit (always covered)

UUT-0T-THETWOTK: W

Diagnostic tests &
procedures v
In-network: $55
Out-of-network: S
Lab services
In-network: 89 copay
Out-of-network: 5

Diagnostic radiology
services (like MRI)
In-network: 3%
Out-of-network: S
Outpatient x-rays
In-network: S8
Out-of-network: 3%
Emergency care

90 per visit (always covered)
Urgent care

S5 95 per visit (always
covered)

UUT-0T-IieTWOTK: S

Diagnostic tests &
procedures v
In-network: 5= &
Out-of-network: S8 &8 or
- -

Lab services

In-network: S5 &
Out-of-network: S8 &8 or
-~

Diagnostic radiology
services (like MRI)
In=natwork: S =
Out-of-network: 85 &8 or
.-

Outpatient x-rays
In-network: 55 8
Out-of-network: S8 8% or
-

Emergency care

W per visit (always covered)
Urgent care

W88 or W per visit (always
covered)

4
")
<
@
&
™
-~
w

could be improved.
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TASK #7

Enroll in a Medicare Advantage Plan (MAP).

Start your enroliment for this Medicare Advantage Plan:

o . S e S
Plan 1D: s s

FEEDBACK

Be ready to provide:

¢ Your medicare Number and effective dates

+ Information about your other health cov erage (if any), including policy and
group numbers

« Dates that any changes take effect, like if you're moving to a long-term care
facility

a AN information you'll provide here is strictly confidential, secure, and will only be used to enroll you in
your chosan plan,

Go back

At any point, the user can choose to click the enroll button and is served up this information in a
window. This is the same user experience as the old MPF.

12



Want more insights?

Gain valuable marketing insights for your industry:
= Original articles offering tips and best practices.

= Expert insights on tactics that can help your business
stand out.

= Examples and analysis of key industry trends.
Newsletter choices:

= Healthcare Insights
- Our original content filled with insights and advice for healthcare
marketers, delivered 1-3 times per month.
= Healthcare High 5
- An monthly, easy-to-digest curation of the top 5 articles from
across the industry.
= Financial Services Insights

- Our original content filled with insights and advice for financial
services marketers, delivered 1-3 times per month.

B e b by el e L m e A ot
= VDot

Dl i PPt D vt

i 3009 0

oDt e e

Ml Lz s v £ Dy v e
B e L T L

¥ o w5t ko o s e, it arn.

FINANCIAL SERVICES

INSIGHTS Fruct Rogic

Can Rewnrds Sustain a Customer
Relationship?

Pty e E s ks @ P e OF (P el el

B o e [ L ad

Ptk (Fatun] @ b O 0] (P § —
T el DOOC L B Do) OB Iy

READ MORE
 S—

fvyBO0owm

~—

SUBSCRIBE
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https://www.medialogic.com/newsletter/

Contact information

Jim McDonald
Director of Business Development
518.456.3015 x274
jmcdonald@medialogic.com
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