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Executive Summary

Between OE8 and OE9, Connect for Health Colorado stabilized our platformes,
advanced relationship development, and improved feedback channels with
Brokers and Assisters. Results from our Close of Open Enrollment surveys

demonstrated the outcomes of these efforts.
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Responses represent varying demographics and

levels of experience across the channels
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Brokers and Assisters continue to appreciate dedicated support teams with
YoY improvements noted in Customer Service and Applications

Overall* Satisfaction Rates Across C4HCO Services
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*Overall defined as % responding “Satisfied” or “Very Satisfied” %
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Feedback Commentary

“| felt this year’s OE went
smoother than prior. Our
Broker contact, Olivia has
been excellent. Thank you
to all of you who support
our Enrollment Centers
throughout the year”
— Broker Survey Comment

“Y'all are doing a great
job with clear and
regular communication
and information!”
— Assister Survey
Comment

“Access to a
dedicated broker
support team has
really been such
an amazing tool”
— Broker Survey
Comment

“Connect for Health was
so much simpler to use
this year and | really
appreciated that. The
Broker Support Team is
always phenomenal.”
— Broker Survey
Comment

. What went well during OE9?

“Digital materials for
Facebook posts were
great”

— Assister Survey
Comment

“C4 has improved vastly
over the years. Grateful for
the fewer technical issues!
The MA Opt. 2 on phoneis

very helpful as many
families have kids on CHp”
— Broker Survey Comment



Feedback Overall: What could be improved?




Implementing feedback into FY23-24

* Revamping Certification, in collaboration with C4HCO Training
& Development Team

* Seeking to expand technical testing opportunities
* Continuing to document and sustain our feedback loop

1. Annual End of OE Survey

1. Biweekly Program Updates Calls (Assisters) 2. Monthly Focus Groups
or Office Hours Calls (Brokers) Notify Ask 3. Quarterly Program Manager Calls
2. Email alerts (Assisters) or Targeted Broker Qutreach

3. Targeted outreach to those impacted, as

needed I \

1. Document and distribute notes and

Submit requirements, provide clarifying Implement Collect survey results with engaged
feedback, and track progress through parti_cipants ) o
methods mentioned in “Analyze and Plan” 2. Sharing on Project Coordination calls
for CAHCO staff awareness
Analyze
and Plan

Create requirements for documented issues —including:

1. lira Tickets
2. Quick Win Submissions
3. Project Intakes
4. Training & Communications Requests
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