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Operating in one of the 
least respected 
industries…

Among the least trusted of entities in the health care 
ecosystem …

Technology (Apple, Samsung, Amazon)

Retail (Costco, Patagonia, Trader Joe’s)

Automotive (Toyota, Tesla)

Cable and Internet (Comcast)

Communications (phone service)

Health Insurers 

of consumers trust their ‘direct 
care’ health care providers - 
such as doctors and nurses  

80%

of consumers trust health 
insurance companies and 
pharmaceutical companies, 
among the least trusted entities

24%

of consumers trust 
government 
agencies

56%of executives think their 
customers ‘highly trust’ 

them 

90%

VSHEALTH INSURANCE EXECUTIVES CONSUMERS

Sources: 2024 Accenture Patient Expérience Benchmark Survey, 
American Board of Internal Medicare and NORC Survey

Perception matters, and customer satisfaction has stalled



Leveraging Agentic & Generative AI

He/Him, 38, Engaged, Tech-

savvy, Type-2 Diabetic

Chronically Burdened

She/Her, 28, Single,

Digital Marketer &

Avid Runner

Healthy Experimenter

She/Her, 45, Married, 

Mother of 3 &

Elderly Caregiver

Overwhelmed Caregiver

He/Him, 38, Married, 

Father & Lawyer

Cautious Traditionalist

High Out-of-
Pocket Costs

Lack of 
Comprehensive 
Coverage & Clarity 
on Plan

Lack of 
Accessibility, 
Responsiveness & 
Support

Pain Points
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GenAI/AI Medicare lead + 
enrollment growth
CHALLENGE

How to capitalize on the post-Covid shift to Digital 

to capture more Seniors during open enrollment.

WHAT WE DID

• UX + analytics assessment 

• Rapid, agile optimization sprints 

• Data-driven experiences

• Measurable ROI, growth, & learnings 

• Increased speed to insights 

• Democratized data

• Delivered ongoing value

RESULTS

+85%
leads on digital from 
optimization roadmap

+36%
digital enrollment increase for 
high value customers

6

+multi-million
annual value of incremental 
enrollments
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https://business.adobe.com/resources/reports/healthcare-digital-trends.html
https://business.adobe.com/industries/healthcare-life-sciences.html
https://www.accenture.com/us-en/insights/health/difference-between-loyalty-leaving
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