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Fueling Exceptional Customer Experiences

About AvMed

For more than 50 years AvMed’s 
mission has been to help our 
Members live healthier. And we do 
that by providing Members with 
quality, cost-effective plans and 
excellent Member services. With 
headquarters in Miami and offices in 
most major metropolitan areas of the 
state, we aim to inspire our Members 
to celebrate an active lifestyle.

Industry

Healthcare Insurance

Client Asset Size

230,000 Members

Service Provided

Member Experience Insights  
and Consultation

At-a-Glance

• Exceeded goals for new plan enrollments
• Gained deeper understanding of members’ experiences
• Unearthed competitive member insights to optimize plan offerings

Challenge 

In 2020, AvMed, a health plan offering Employer-sponsored, Individual and 
family, and Medicare Advantage plans based out of Florida, solidified plans 
to enter into the healthcare.gov exchange for the first time. AvMed prides 
themselves in their commitment to providing excellent Member services. 
As such, the healthcare organization sought to deliver this same level 
of excellence in the experience for their individual and family plans (IFP) 
offered through the healthcare marketplace exchange.

AvMed wanted to understand more about buyers’ experiences on 
healthcare.gov so they could deliver a more competitive experience 
through this channel. However, without having their own methodology 
or resources to perform the research in-house, they were faced with a 
decision: Do they enter the exchange blind and risk losing out on new 
enrollments? Or do they find a third-party consultant to deliver insights that 
would help optimize experiences and results through this new channel?  

Ultimately, AvMed decided to partner with Avtex to gain a deeper 
understanding of the healthcare.gov buying experience so they could 
continue delivering high-value, member-centric experiences in this 
unfamiliar channel.

AvMed Uncovers New  
Growth Opportunities Through 
Competitive Market Insights
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Preparing for Successful Entry into  
the Healthcare Market Exchange

In January 2020, AvMed brought on Avtex to help 
them build a successful, competitive offering for their 
first-time participation in the healthcare marketing 
exchange. After spending time learning about their 
brand, business goals and desired outcomes, it was 
determined that a deeper understanding of buyers’ 
experiences would help determine how AvMed could 
optimize this experience and better compete for 
business in this new channel. To support this shared 
objective, Avtex facilitated detailed research on 
healthcare.gov buyer pain points and experiences for 
target demographics AvMed was not currently serving. 

Through this research, Avtex was able to identify gaps 
and opportunities in the current journeys, experiences 
and plans on healthcare.gov, which AvMed used 
to build and market an IFP healthcare offering that 
would meet needs not currently being met by other 
participants on the exchange. Between January and 
March of 2020, Avtex helped AvMed build a custom 
IFP plan for the exchange, market the plan to their 
target demographics, and launch the plan.

ANA EBERHARD - AVMED | VICE PRESIDENT, MEMBER EXPERIENCE

“Avtex went above and beyond to deliver on all of the objectives we had set out to achieve, and in a 
very short time frame. We are very happy with the process and the results.” 

Growing Medicare Membership  
and Market Share

The work done by Avtex yielded significant results 
for AvMed’s first-time participation in the healthcare 
marketplace exchange. As a result of this success, 
AvMed extended the partnership with Avtex to help 
gain a deeper understanding of the Medicare market 
and drive more participation in their programs. To 
achieve these objectives, Avtex facilitated various 
types of research to learn about the experiences and 
preferences of AvMed’s current Medicare members 
and members of other Medicare programs. 

Through these research findings, Avtex uncovered 
opportunities for AvMed to make program changes 
that would increase participation in existing markets 
and attract participation from new markets.  

Projects with AvMed
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Armed with a deeper understanding of heathcare.gov buyer 
preferences and pain points, AvMed exceeded their goal for 

new enrollments upon entering this channel for the first time. 

The Results 

With the support of Avtex, AvMed has already 
experienced business growth in new and existing markets. 
For one, the deepened understanding AvMed received of 
buyer experiences on healthcare.gov, enabled them to:

• Provide more relevant messaging to target groups 

• Helped drive penetration with target groups upon 
entering the exchange

• Offer an optimized CX experience for purchasing 
their IFP plan on healthcare.gov

• Exceed participation goals 

Additionally, the consultation, expertise and research 
provided by Avtex continues to empower AvMed to 
achieve success in the following ways:

• Identification of strategies to support  
long-term loyalty

• Discovery of growth opportunities in new and 
existing markets

• Opportunity to increase penetration with more 
relevant, targeted marketing offers 

• Delivery of more meaningful member journeys and 
experiences across various channels 

• Ability to more accurately prescribe and forecast 
members’ needs 

“I’d recommend working with Avtex to anyone who asked.  They were so thorough and 
collaborative throughout the process. And we know our partnership will have long-term 

value for our business and members.”

Ana Eberhard - AvMed | Vice President, Member Experience



Future Plans

AvMed is continuing to seek out new growth and market 
share opportunities. As such, their desire to research 
and understand the needs of new and existing members 
is ongoing. Delivering excellent experiences remains a 
topmost priority for AvMed, and Avtex will continue to 
share in this commitment to optimize experiences and 
deliver excellence across new and existing members, 
across all channels. 
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About Avtex

Avtex is a full-service Customer Experience (CX) consulting and solution provider focused on helping organizations 
create better experiences for their customers. With an unparalleled breadth of knowledge and experience, and 
partnerships with leading technology vendors like Microsoft and Genesys, we are uniquely suited to address any  
CX challenge.
 
Our portfolio of solutions and services supports our unique approach to Customer Experience, which includes two  
key phases to achieving CX Transformation. 

• Our CX Design solutions and services aid in the process of defining and improving CX. From journey mapping  
to CX design thinking, we provide the support you need to set the foundation for CX success. 

• Our CX Orchestration solutions and services enable the realization of your CX strategy through people,  
processes and technology. From technology implementation to training, we ensure you have the capabilities to 
execute your CX strategy. 

“The expertise, methodology and agility Avtex offered 
as a CX consultant was what really drew us to them. 
We could also tell right away the relationship would 
be very collaborative and centered around our needs. 
Ultimately, that’s what led AvMed to partner with Avtex.” 
Ana Eberhard – AvMed | Vice President, Member Experience


