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Study Overview
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RESEARCH 
OBJECTIVES

Deft Research’s 2023 AEP Gut Check Study is designed to shed light on Medicare members’ expectations 
for the upcoming AEP, specifically whether they expect to shop or switch and which channels they 
expect to use. In addition, the study also gauges seniors’ fears and goals around aging, as well as 
attitudes toward insurance decision-making, agents, and advertising. Armed with this knowledge, 
carriers, FMOs, agents, and ad agencies may better understand and connect with consumers as they 
work to enroll them in their 2024 coverage.

METHOD

• Respondents were recruited from online panels.

• Surveys were administered from June 16 to June 23, 2023.

• Standard panel incentives were administered for completing the survey.

SAMPLE 
COMPOSITION

• 2,465 total responses:

• 1,441 seniors with a Medicare Advantage plan

• 727 seniors with a MedSupp plan

• 297 in Original Medicare only
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Loyalty continues to tick downward among MA members – a pattern that began in 2021.
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Letters indicate statistically significant difference from corresponding group, p < .05.
How likely are you to stay with your current insurer the next time you have the opportunity to change your health insurance? 

LOYALTY BY COVERAGE TYPE OVER TIME
Base: All

Medicare 
Advantage

MedSupp

OMO
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A sizable share of seniors already have at least moderate expectations to shop come fall, 
even before two of the biggest shopping jolts hit: ANOCs and new benefit designs.
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Letters indicate statistically significant difference from corresponding group, p < .05.
Thinking about the upcoming Medicare Annual Enrollment Period (AEP) this fall, how likely are you to shop for new medical coverage for 2024?

LIKELIHOOD TO SHOP DURING AEP
Base: All, n=2,465

4%
6%

10%

34%

46%

Extremely likely Very likely Quite likely A little likely Not at all likely

21%

Deft’s 2023 Medicare Shopping and Switching Study reported that last year 43% of seniors were active, with 11% of them switching and the rest just 
shopping for new coverage. 
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Utilization Issues and AEP Expectations
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Unexpected purse limits and network limitations are common issues MA members have 
encountered during the year when trying to use their flex cards.
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You indicated that it was harder to use your flexible allowances than you expected. Did you have difficulty with any of the following when using your flexible allowances? 

ISSUES WHEN TRYING TO USE FLEXIBLE ALLOWANCES
Base: MA, Harder to Use Flexible Allowances Than Expected, n=166

Multiple Response

43%

42%

39%

31%

19%

Unexpected limits on allowance for different services

Unable to use at locations I wanted

Hard to find specific information on how much I had to spend
on different services

Difficult to track how much of my allowances I used

Allowance amounts were too high and difficult to “use up”
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Issues around network and costs are most highly associated with MA members being at risk 
of switching. 
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38%

38%

36%

34%

34%

33%

31%

31%

30%

30%

30%

28%

26%

26%

22%

Preferred doctor was not in network, n=99

Hard to afford premium, n=56

Trouble understanding cost of health services, n=195

Had a provider referral denied, n=61

Drug coverage issues,  n=191

Hard to afford copays, n=156

Trouble understanding providers in network, n=136

Hard to use flexible allowances, n=166

Received unexpected medical bill, n=196

Sent to out-of-network facility, n=60

Had a claim denied, n=141

Received unexpected prescription charge, n=162

Smaller allowances than you thought, n=254

Trouble finding convenient appointments, n=145

Flexible allowances cover fewer services, n=286

% AT-RISK WHO EXPERIENCED ISSUES WITH UTILIZING 2023 MEDICARE INSURANCE 
Base: MA, Experienced Utilization Issue

Multiple Response

When using your 2023 Medicare insurance, have you encountered any of the following?

22%

…of MA members who 
experienced a utilization issue 
are at risk of switching plans. 

11% fall into the Buyer’s 
Remorse segment, while an 

additional 38% are Satisfied 
but Discerning (compared to 
2% and 17% of MA members 
without any utilization issues, 
respectively). 
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In addition to dental and vision benefits, OTC allowance and rewards for healthy behavior 
are among the top benefits members expect to look for during the upcoming AEP.
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52%

51%

46%

43%

41%

40%

37%

Routine and preventive dental

Eyewear coverage

Over-the-counter pharmacy allowance

Non-routine dental services

Rewards for healthy behaviors

Flex card allowances

Part B Giveback

BENEFITS MEMBERS ARE EXPECTING TO LOOK INTO DURING 2024 AEP
Base: All, n=2,465
Multiple Response

During the next AEP, which will run from October 15 to December 7, 2023, do you expect to look into any Medicare plans with any of the following benefits?
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When asked what benefits they would be most excited to have, members indicated a Part B 
Giveback, followed distantly by dental services and eyewear. 
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18%

12%

10%

8%

7%

7%

Part B Giveback

Non-routine dental services

Routine and preventive dental

Eyewear coverage

Food benefit that can be used at a grocery store

Flex card allowances

BENEFITS WOULD BE MOST EXCITED TO HAVE IN 2024
Base: All, n=2,465
Multiple Response

Which of these benefits would you be most excited to have for 2024?

Most desired by 
22% of MA 
members, 15% of 
OMO beneficiaries, 
and 12% of 
MedSupp  
members.
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Agent Experiences and Preferences
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When asked about preferences for agent meeting location, members over 75 desire in-
person, while younger members were more likely to choose phone. 
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AGENT MEETING LOCATION PREFERENCE BY AGE
Base: All

Letters indicate statistically significant difference from corresponding group, p < .05.
Choosing all that apply, how did  you meet with the agent or broker?
Whether or not you worked with an agent or broker to enroll in your current coverage, how would you most  prefer to meet with an agent or broker?

48%

53%D

3%

11%

3%

0%

57%

48%

1%

7%

2%

1%

51%

47%

1%

6%

2%

2%

60%A

39%

0%

6%

3%

3%A

Face-to-face in
person

By phone

Video chat, like
Skype or Zoom

Through email

Some other way

I don’t 
remember 

65-67, n=254 (A) 68-70, n=345 (B)

71-74, n=367 (C) 75+, n=324 (D)

LOCATION MET WITH AGENT BY AGE
Base: Used Agent

Multiple Response

37%

40%D

3%

11%

1%

8%

42%

38%D

2%

10%

1%

8%

43%

37%D

2%

9%

1%

8%

52%A,B,C

28%

2%

9%

1%

9%

Face-to-face in
person

By phone

Video chat, like
Skype or Zoom

Through email

Some other way

No preference

65-67, n=490 (A) 68-70, n=592 (B)

71-74, n=711 (C) 75+, n=672 (D)
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Overwhelmingly, members report positive experiences with agents, which often negates 
the need for a second opinion. 
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62%

60%

42%

8%

25%

26%

24%

10%

4%

13%

14%

33%

82%

93%

Considered my overall healthcare needs
when presenting me with options

Had my best interests at heart

Presented plans from a variety of health
insurers

Seemed too connected to one or two
insurers

Was more interested in making a sale
than putting me in the right plan

Strongly/completely agree Mostly agree Do not agree/agree a little

AGREEMENT WITH STATEMENTS ABOUT AGENT EXPERIENCE
Base: Used Agent, n=1,290

Thinking of when you met with your agent, how much do you agree with the following statements?
After you worked with an agent or broker, did you get a “second opinion” on the agent’s recommendation from any of the following people?
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Most agents are talking to their Medicare prospects about the traditional ancillary benefits 
— dental and vision. But seniors want to hear about other benefits sold outside of 
MedSupp and not embedded in MA.
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56%

53%

28%

17%

15%

13%

9%

7%

7%

Dental insurance

Vision insurance

Hearing insurance

Long-term care insurance

Critical illness insurance

Hospital indemnity insurance

Cancer insurance

Final expense insurance

Wealth management services

AGENT DISCUSSED OTHER INSURANCE
Base: Used Agent, 1,290

Multiple Response

When you met with the agent about your current Medicare insurance, did they also talk to you about any of these other types of insurance?
Would you have liked for your agent to discuss any of these products with you?

WOULD LIKE AGENT TO DISCUSS OTHER INSURANCE
Base: Used Agent, Agent Did Not Discuss Benefit 

Multiple Response

23%

22%

17%

18%

12%

8%

13%

12%

4%

Dental insurance, n=109

Vision insurance, n=109

Hearing insurance, n=127

Long-term care insurance, n=157

Critical illness insurance, n=107

Hospital indemnity insurance, n=68

Cancer insurance, n=126

Final expense insurance, n=127

Wealth management services, n=42
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A “good agent” in the eyes of Medicare members will personalize recommendations by 
checking to see if their doctor is in the plan’s network, explain benefits and how to use 
them, and be upfront about potential plan limitations. 

14

44%

39%

35%

32%

25%

25%

19%

18%

15%

11%

9%

8%

7%

2%

1%

1%

Checks that your doctors are in network

Explains the details of how different benefits work

Points out the limitations of different health insurance

Presents you with a wide variety of plan options

Goes over your list of prescriptions

Takes time to understand your health goals

Takes time to understand the health services you’ve used

Has years of experience

Follows up after enrollment to ensure plan is a good fit

Reaches out to you when it’s time to start next AEP

Follows up to check new coverage works as expected

Suggests additional insurance products

Lets you steer the conversation about plans

Makes sure you know how to fill your prescriptions

Makes sure you know how to schedule appointments

Something else

TOP THREE “MAKES A GOOD AGENT” ITEMS
Base: Random Half, Received Aided Response Options, n=1,254

Multiple Response

Whether you’ve worked with a health insurance agent or not, we’d like to know your opinions of what makes for a “good agent.” Choosing from the list below, please select the top three  things that 
you think distinguish a “good agent” from a “bad agent.” 
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Terms of Use

DEFT RESEARCH, LLC (“DEFT”) ASSUMES NO LIABILITY FOR MEDICAL CARE, 
HEALTH CARE, OR INSURANCE DECISIONS MADE BY ANY USER OF THE THIS 
STUDY OR ANY AUDIO-VISUAL REPRESENTATION OF THIS STUDY (COLLECTIVELY 
THE “REPORT.”)

Subject to Deft receiving full payment for the Report from Client, Deft grants 
Client a limited, revocable, personal, non-exclusive, nontransferable, non-
sublicensable license for its employees to use the Report solely for its own 
internal use, subject to these Terms of Use.

If Client desires to make the Report available to any affiliate of Client, an 
additional mutually agreed upon usage fee(s) must be paid to Deft, unless 
otherwise agreed upon in writing by Deft.

The Report may not be disclosed, distributed, displayed, performed or otherwise 
made available: (a) to persons not employed by Client; (b) to any other entity 
whatsoever; or (c) to third parties, whether internally within Client’s organization, 
via the internet, or any intranet or extranet, or through or in any electronic or 
downloadable form. If Client desires to make the Report available to any 
consultant or other third party, it must be pre-approved in writing by Deft and 
such third party must sign Deft’s Report Sharing Agreement and comply with 
these Terms of Use.

Client will use then-current industry standard administrative, physical and 
technical safeguards to protect the Report from being accessed by (or disclosed, 
displayed, or distributed to) any third party, using efforts and standards not less 
than Client uses to protect its own intellectual property and confidential 
information of high importance.

Client may not use the information in the Report to provide consulting services or 
similar services for a third party.

Client may not remove or alter any of Deft or any third party’s trademark, 
proprietary or intellectual property marking or notice that is affixed to, 
referenced, or contained in, the Report.

Deft retains all right, title and interest in the copyright of the Report. The Report 
contains Deft’s proprietary and confidential information, and no portion of the 
Report may be (other than for client’s own internal use) disclosed, reproduced, 
distributed, or publicly displayed, in whole or in part, in any form or manner, 
without Deft’s prior written consent.

Deft may terminate this Agreement if Client breaches any of these Terms of Use, 
which breach is not cured within 10 days of written notice from Deft. In such 
event, Client will immediately discontinue use of the Report, return all tangible 
copies of the Report to Deft, and permanently destroy all electronic copies of the 
Report. Upon request by Deft, Client will certify in writing that such steps have 
been completed.

Disclaimer of Warranties.  The Report is provided “AS IS”. TO THE FULLEST 
EXTENT PERMITTED BY LAW, DEFT DOES NOT MAKE, AND HEREBY DISCLAIMS, 
ALL REPRESENTATIONS, GUARANTEES, AND WARRANTIES (WHETHER EXPRESS, 
IMPLIED, STATUTORY, BY OPERATION OF LAW,  OR OTHERWISE) REGARDING THE 
REPORT (AND INFORMATION AND DATA THEREIN).

Deft’s entire liability, and Client’s exclusive remedy, for any damages, losses or 
claims (regardless of form of action, whether in contract, warranty, tort, 
negligence, strict liability or otherwise) in connection with the Report (or use of 
information or data therein) will not exceed the total amount paid to Deft by 
Client for the Report.

In no event will Deft be responsible or liable for: indirect, incidental, special, 
contingent, punitive or consequential damages of any type or kind; lost profits, 
savings, or revenues; loss of data; third party claims; or for any charge, cost or 
expense not approved in writing by an officer of Deft.

Deft is an independent contractor and not an employee, agent or partner of 
Client. Client may not assign the Report or agreement (or any of its interests, 
rights, duties, or obligations hereunder) by contract, operation of law or 
otherwise, without the prior written consent of Deft. Any waiver of any of these 
Terms of Use must be made in writing signed by both parties. If any part of these 
Terms of Use is found by a court of competent jurisdiction to be illegal, invalid or 
unenforceable, the remainder will continue in full force and effect.

Terms of Use will be governed by the laws of the State of Minnesota excluding its 
conflicts of laws rules, and venue will be within the State of Minnesota. Any 
questions about this Terms of Use should be directed to info@deftresearch.com.
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