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Context

Situation:  

• Blue Shield of California (BSCA) wanted to 
seize on growth opportunities in Medicare 
Advantage and managed care plans.


• Yet, they lacked a consistent, streamlined, 
confidence-inspiring online experience for 
Medicare shoppers.


My task: 


• To simplify the Medicare shopper’s 
experience with the goal of increasing 
enrollment.



Time-out

Medicare is complicated.


Selling medicare insurance is regulated:


• “Medicare Communications and Marketing 
Guidelines”


• Do’s and Don’ts of how you can advertise 
and sell medicare insurance



Medicare at BSCA . . .

. . . was a fragmented, disorienting 
experience.


• Three web properties; three owners, three 
very different experiences


• Sales micro site (external)


• Official Medicare site (internal)


• Enrollment site (external)


• No unidirectional path



1. Discovery

Key Takeaways: 

• The ext. Sales site grew out of internal 
friction.


• The content owner of the int. Medicare site 
has a very narrow interpretation of the 
regulatory guidelines.


• Neither site performed well (based on GA).


• Key competitors, as well as other “Baby 
Blues” in the US, offered a much more 
streamlined Medicare “shopping” 
experience.

• Understand the lay of BSCA land: 


• Quantitative and qualitative audit


• Stakeholder interviews 


• Read the Medicare regulatory requirements.


• Look at the competition (in CA), as well as 
other “Baby Blues” across the US.


• Everyone has to abide by the same 
federal regulatory guidelines.


• What is the Medicare shopping 
experience like with the others? 



Based on my findings I had several concerns 
that I captured in a presentation for decision 
makers:


• UX across properties 


• UX on the ext. Sales site


• UX on the int. Medicare site


• Content

2. Capture concerns



3. Build buy-in

Convince leadership that the problem is real: 
Show them the data.


In key variables, users preferred:


• BSCA’s competitors’ sites


• The int. Medicare site over the ext. Sales 
site



4. Ideate

“Medicare is complicated. Let’s Simplify it!”


• User’s goal: Find a Medicare plan that best 
fits my needs. 


• What’s “best”?


• Is it affordable? Does it cover my drugs? 
Is my doctor in network? etc.


• Our objectives: Help prospects find the 
plan that best fits their needs and increase 
enrollment.
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• How? Remove “friction”
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• (Future) Customer-focused BSCA top nav



BSCA Medicare: Then and Future



BSCA Medicare: 2019 and Today


