
 
 
 

 

Medicare  
Needs  
Tech  
 
To Fix Medicare  
Enrollment and  
Plan Selection  
 
Independent survey of 1,059 
Medicare beneficiaries shows that 
the Medicare enrollment process 
is unjustifiably overcomplicated 
and outdated. And once enrolled, 
many beneficiaries simply do not 
have a full understanding of their 
respective Medicare plans. 
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Summary 
 
 

Close to 64 million people are currently enrolled in 
Medicare, and a growing number of adults turning 65 
– who have not chosen early retirement – need to 
proactively enroll in Medicare, instead of being 
enrolled automatically. But understanding when and 
how to enroll can be challenging.  
 
Far too many older adults make mistakes when trying 
to understand and navigate Medicare’s confusing 
enrollment system. The impact of such mistakes can 
be substantial on their finances and overall health — 
including lifelong late enrollment penalties, higher 
out-of-pocket healthcare costs, and gaps in 
healthcare coverage and access. 
 
 
Older Americans deserve optimal healthcare options, but 
several structural issues prevent this from being realized. Of 
the millions enrolled in Medicare, some may be unintentionally 
choosing plans that ultimately lead to sub-optimal health 
outcomes. Others may be enrolled in plans that come with 
steep out-of-pocket costs for treatments and medications 
unbeknownst to the recipient at the time of enrollment. 
 



Hella Group LLC  www.hihella.com 3 

In order to understand more about how older Americans enroll 
in Medicare, how efficient the plan selection process is, and 
how beneficiaries understand their plan features after 
enrollment, we commissioned an independent survey of more 
than 1,000 current Medicare beneficiaries across the United 
States.  
 

We identified several interesting findings: 
 
    

  

40%  
found plan selection 
and enrollment the 
most difficult to 
understand aspect of 
Medicare overall 

 

62%  
enrolled in Medicare 
plans using methods 
that weren’t online 
 

 

+70%  
think the current 
Medicare enrollment 
process can be 
improved 
 

    

    

  

+76% 
are comfortable using 
the internet to select 
their Medicare plans 
 

 

72%  
did not fully or clearly 
understand their 
current Medicare 
plan features 
 

 

38%  
intend on changing 
their Medicare plans 
during the next Annual 
Election Period 
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Key Highlights 
 
 

40% found plan selection and enrollment the 
most challenging or difficult to understand 
aspect of Medicare overall. 
 
 
 
Most respondents found Medicare enrollment more challenging 
than other aspects of the Medicare system such as keeping track 
of timelines, costs, and options and penalties.  
 
 
 
 

 
 
 
 

  

40.0%

7.1%16.4%

19.7%

16.7%

Which aspects of Medicare do you find the most 
challenging or difficult to understand?

Plan selection &
enrollment

Keeping track of
timelines

Costs

Options and
penalties

Other
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62% enrolled in Medicare plans using methods 
that weren’t online. 
 
 
Beneficiaries can enroll in Medicare over the phone, with the help 
of a broker, or may automatically receive benefits through Social 
Security. Our survey illustrates that the majority (62%) of 
Medicare enrollees selected these non-online methods as 
opposed to using the internet to select a plan. 
 

 
 

 
 
Note: Percentages of responses that were not “Online” were added together, 
becoming 62%. 
 
 

  

38.0%

22.9%

22.8%

16.4%

How did you enroll in your Medicare plan?

Online

Over the phone

With broker face to
face
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Over 70% think the current Medicare enrollment 
process can be improved. 
 
 
The vast majority of respondents believed that there should be a 
simpler way to enroll in Medicare, while far less respondents were 
satisfied with the current enrollment process.  
 
 
 

 
  

70.6%

29.4%

Do you think there should be new, simpler ways 
to enroll in a Medicare plan?

Yes, there should be
a simpler way to
enroll in a Medicare
plan
The current Medicare
enrollment process
works for me
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Over 3⁄4 of beneficiaries are comfortable using the 
internet to select their Medicare plans 
 
 
Most respondents indicated that they were comfortable enrolling in 
Medicare online, dispelling the common notion that older Americans 
are not internet-savvy.   
 
 
 

 
 
Note: Respondents who did not indicate they were uncomfortable using the 
internet encompass ¾ of total respondents.  
 
 

  

31.0%

32.5%

13.0%

13.9%

9.6%

How comfortable are you with selecting Medicare 
using the internet?

I am very
comfortable

I am somewhat
comfortable

I am indifferent

I am somewhat
uncomfortable

I am very
uncomfortable
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72% did not fully or clearly understand their current 
Medicare plan features 
 
 
Once enrolled in Medicare, the confusion lingers on. Most survey 
respondents did not fully understand each of the features and 
benefits that their specific Medicare plan offers.  
 
 
 
 

 
 
Note: Respondents who did not indicate that they understood their plan’s 
features clearly encompass 72% of total respondents.  

 

 
  

27.8%

56.2%

11.7%

4.4%

Do you understand your current plan features 
clearly and completely?

Yes, I understand my 
plan’s features clearly

I understand most of my 
plan’s features, but not 
all of it

I do not understand most 
of my plan’s features

I do not understand any 
of my plan’s features
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Only 38% intend on changing their Medicare plans 
during the next Annual Election Period. 
 
 
Medicare’s Annual Enrollment Period, which spans from October 15 
to December 7, offers beneficiaries a chance to switch their current 
plan for a new one that may be a better fit. Despite this valuable 
opportunity, most respondents indicated that they are not 
considering a plan change.  
 
 

 

 
 
 
 
 
  

37.7%

62.3%

Will you consider changing your current Medicare 
plan in the next AEP?

Yes, I'll consider
changing my current
Medicare plan

No, I won't consider
changing my current
Medicare plan
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Conclusion 
 
What do these findings mean?  
 
We have distilled them down to two broad insights:  
 
 
® The Medicare enrollment process is 

unjustifiably overcomplicated and 
outdated.  

 
® Once enrolled, many beneficiaries simply 

do not have a full understanding of their 
respective Medicare plans. 

 
 
The millions of Americans enrolled in Medicare need to be 
better protected and better informed. Plan selection can 
directly impact health outcomes, and thousands of Americans 
may be selecting plans that come with unnecessary out-of-
pocket costs. It’s also worthwhile to note that almost half of 
the survey’s respondents had household incomes below the 
U.S. median household income. 
 
It’s important that we continue to ask questions that help make 
Medicare better and it starts with taking a closer look at the 
issues laden across the Medicare enrollment process.  
 
A simplified and accessible plan enrollment process has the 
potential to transform the entire Medicare experience for 
millions of Americans. The most efficient and effective way for 
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beneficiaries to enroll is online, and our survey results prove 
that older Americans are ready: ¾ of respondents are 
comfortable using the internet to select their Medicare plans.  
 

Medicare will soon cover 20% of the U.S. 
population, and the issues that continuously 
occur in the process today will only become 
exacerbated.  
 
By asking these crucial questions, we can begin to understand 
which features of Medicare are in urgent need of reform. In the 
interim, however, those of us in the industry must make a 
concerted effort to simplify the enrollment process and cater to 
the evolving needs of today’s older Americans. 
 
Right now, most older Americans make their choices for 
Medicare plans with an agent over the phone – not the best 
option for navigating a complex decision like selecting one of 
the myriads of available plans.  

 
Medicare enrollment, a process once mundane 
and overcomplicated, should be as seamless as 
possible – and moving the process online is a 
perfect start.  
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Methodology 
 
An independent study to survey 1,059 Medicare beneficiaries was 
commissioned. Almost half of respondents had household incomes below 
the U.S. median household income. Of the respondents 54.86% were 
female and 45.23% were male. Everyone was above the age of 60.  
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Hella Group LLC is a group of companies with a vision to 
empower older Americans to live healthy, happy lives. We 
begin by transforming the Medicare buying experience. 
Through the power of technology, we help individuals select 
the right Medicare plan that matches their unique needs and 
preferences. We operate Hella Health (www.hellahealth.com) 
and Hella blogs (www.hihella.com). Hella Group recommends 
and sells insurance products through its wholly owned, 
licensed insurance agency – audomo insurance services LLC. 
We have a national platform and operate in all 50 states and 
the District of Columbia. 
 


