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New Jersey Opportunity Growth – ALL MULTICULTURAL 



148,000 
Subsidy-Eligible Hispanics live in 

Northern Jersey 

1.4M 
Of Hispanics 

Hispanic Population density 

Source: US Census Viewer   



Challenges Have Evolved - ACA 

First Years of ACA 
 
1. Educating Hispanics and other multiculturals 

about the ACA, the subsidies & health insurance 
2. Helping them enroll in plans 

 
Now 
 
1. Enrolling rest of subsidy eligibles, especially 

Younger and Healthier  
2. Retention, including avoid involuntary 

disenrollment 





The Hispanic Patient / Member Journey:  
Building An Exceptional Member Experience 
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 ---------------------------  Strategic Hispanic Roadmap ------------------------------------- 

 

 ------------------------------------------ Cultural Adaptation & Translation ------------------------------------------------ 
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An Answer to the Challenge 

Launch and run, year-round, 
Retail Centers in Heavily 
Multicultural communities  



HORIZON OVERVIEW & HISPANIC GROWTH INITIATIVE 

 





The Changing Ethnicity Mix of Hudson County, NJ 

78% 

48% 
33% 

21% 

30% 

26% 

1% 

11% 

24% 

9% 
24% 

28% 

1970 1990 2010

White Black Asian Hispanic

* Totals add to more than 100% because Hispanics can also be included in race data 



Jersey City chosen as the ideal location for 1st Retail 

Center in New Jersey 

• Built and opened a new health 

insurance Retail Center in Jersey 

City to sell and to service Hispanics 

and other multicultural populations in 

North Jersey 

• Retail Center marketing Horizon 

BCBS products and serving Horizon 

members exclusively 



Launching Retail Center Strategy:  

353 Central Avenue…Just 1 short year ago… 



We want to be the “Apple Store” of  

Hispanic Health Insurance & Services 



A lot of hard…working…together… 



And in just a few short months…. 



In Person assistance to help 

people in the community 

• Purchase health insurance 

• Pay for premiums 

Customer service to 

HolaDoctor and Non-

HolaDoctor Members 

• Understand and use health 

insurance 

• Choose a doctor 

• Questions about bills, etc.  

Health and Wellness Events 

Key Objectives of the Retail Center 



Health Insurance Retail Centers 

 

Sales 

Service Retention 





HolaDoctor:/ Good Afternoon Miss Carmona 

could you tell us what brought you today to our 

offices? 

 

Miladis Carmona:/ I came here  because I am 

waiting for my new insurance  cards because I 

just have the cards from last year, the old ones 

and I came here because I need help with 

that,  like they  did it before  when I came here 

because the girls were very helpful. I also 

heard from  people I know that the girls are so 

polite, kind, comprehensive and helpful they 

are excellent well I am very  happy because I 

am an elderly person and I don't know about 

technology or computers and all my stuff 

related with  HORIZON  



Testimonial – 2  

Ricardo  Zambrano 

Hola Doctor:/  Hi Ricardo Could you tell me 

a little bit about your experience with  Hola 

Doctor? 

 

Ricardo: My experience with HolaDoctor 

was terrific they help me to get health  

insurance through Obamacare I have 

OMNIA SILVER which is very good so and 

inviting every one to come to get an 

insurance like OMNIA SILVER which is the 

best! 
 



Helping Customer fill in 
paperwork for MoneyGram so 

he can pay his premium 



Signage and Materials Outside Store 



Horizon Partnership  



Grassroots Promotion 

• Direct to Consumers 
 

• Seeking out businesses 



Diabetes Education 

Program 

Horizon – Novo Nordisk 
Diabetes Education 

Program held at the Center 



How People Came to the Retail Center 
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4% 
2% 0% 0% 2% 2% 
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Customers coming into the retail Center 

Hispanic - 
Sp 

54% 

Hispanic - 
En 

12% 

Non-
Hispanic 
(AA/W) 

20% 

Hindi 
12% 

Chinese 
1% 

Arabic 
1% 



Key Learnings from 2016 OEP 

• Retail Center fills a big need for in 

person assistance to purchase and for 

customer service  

• 360o experience by culturally sensitive 

staff helps with payments, customer 

service, and increases binder payments 

and client satisfaction  

• TV and Print were not cost effective 

(unacceptable lead cost per acquisition).  

• Database, website, paid search and 

warm-transfer leads worked much better 



More Key Learnings from 2016 OEP 

• Good bilingual agents hard to find 

• Hispanics DO enroll by phone when serviced by 

bilingual Hispanics of similar background in a 

culturally appropriate manner 

• On-Boarding and Retention Program needs to be in 

place year-round, as this will significantly impact 

retention 



• Perth Amboy (PA), NJ ideal location for 

the 2nd retail center.  

• Of Perth Amboy’s 52,682 residents, 

78% are Hispanic.  

• Perth Amboy is also a great location 

from which to serve the rest of 

Middlesex county, of which almost half 

the population is Hispanic or Asian.  

What does Future Hold - Retail Center # 2 – Perth Amboy, NJ  



The Big Vision” Retail Centers Tailored for 

Multicultural Populations that are a combination 

of… 

+  

+  
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