
ObamaCare — How Consumers 
Learned about Exchanges !

One of the big problems with the implementation of the 
Affordable Care Act was how to get information about 
the ObamaCare exchanges to the general public. The 
Urban Institute’s Health Policy Center did a study of 
how people got that information and the results are 

revealing. !
Most relied on websites to get their information. When they had other questions they 
went to other sources like agents and brokers. And they only went to those agents and 
brokers that had the highest customer satisfaction scores. !
Here’s some of the results of the study: !

• 50% only used a website. 
• The information on those sites was considered useful by 66% but not as helpful 

as other sources. 
• 80% found agents and brokers to be very or somewhat helpful.  
• 75% found any source where they connected with a person to be helpful. 
• Hispanics and lower-income adults were less likely to use the websites.  
• 61% of Hispanics went the website route. 
• 81% of white and nonwhite non Hispanics used a website. 
• Hispanics were more likely — 39.8% — to use a source of direct assistance and 

connect with a person.  
• That compares to 30.9% of whites and non-Hispanics.  
• Those aged 50 to 64 were two-times more likely — 43.2% — to use a person, 

call center or other personal contact to figure it out.  
• Personal contact for those age 18 to 34 is 21.9%.  !

The Robert Wood Johnson Foundation was involved in the study and spokeswoman 
Katherine Hempstead said, “People are using multiple sources of information to choose 
the plan that is right for them. Spreading the word about enrolling in insurance coverage 
is important and challenging, and research into consumer patterns and preferences can 
help improve the process for the next open enrollment period.” !!!!!


