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About this Report
This sustainability report marks a continuation of our environmental, 
social, and governance (ESG) journey as we make a company-wide 
commitment to a stronger focus on our long-term ESG opportunities 
and risks while also embedding them into our corporate strategy. 
Through the publication of a Sustainability Report, we commit to 
consistent public disclosure of our progress and open a dialogue with 
our key stakeholders around topics that are most important to them. 
This report, referencing the Global Reporting Initiative (GRI), Task 
Force on Climate-Related Financial Disclosures, and Sustainability 
Accounting Standards Board (SASB), covers key activities occurring 
across entities within our financial control for the calendar year 2021.

All information found herein is intended to also capture detail 
requested by ratings and rankings groups and key stakeholders,  
while also aligning to the United Nations Sustainable Development 
Goals (SDGs). 

Non-financial data is not subject to external assurance for the 
accuracy of the information provided, however, we do use internal 
controls to review the quality of the information and evaluate ways in 
which we can inform decision-making and refine our path forward as 
we carve out the future of our sustainability journey. 

We invite feedback and questions regarding our reporting practices 
at ir@ehealth.com. 

mailto:ir%40ehealth.com?subject=


 eHealth 2021 Sustainability Report   2

Fran Soistman
Chief Executive Officer 

Improving Access to Quality, 
Affordable Healthcare
At eHealth, corporate responsi-
bility begins with our mission of 
connecting everyone with quality, 
affordable health insurance includ-
ing Medicare Advantage, Medicare 
Supplement and Medicare Part 
D prescription drug plans. Our 
company was established on the 
belief that technology can, reduce 
complexity, provide much needed 
transparency to the complex task 
of researching and enrolling into 
health insurance and save time. 
Our objective is to serve as a 
trusted advisor to our customers. 
We believe that in doing so, we 
can further ensure that customers 
select a health insurance carrier 
and benefit plan that best meets 
their unique needs. This provides 
the foundation to support cus-
tomers efforts to improve health 

outcomes, lessen financial cost of 
healthcare access and ultimately 
increase quality of life. 

Since our inception in 1997, we 
have leveraged technology to 
provide a seamless customer 
experience for millions of people, 
while simultaneously paving 
the way for an entire industry to 
move toward a more sustainable, 
environment-friendly approach to 
shopping, buying, and enrolling in 
a health insurance plan. 

In 2021, we invested in process 
improvements which had a 
measurable impact on customer 
satisfaction and the quality of our 
enrollments. We continued to 
enhance our online platform to 
provide educational content for 
seniors and added important quality 
checks, including verification calls 
and post-enrollment follow-ups. 

A Message from our CEO
Throughout my career, I’ve aspired to identify more effective approaches to provide Americans with access to quality and 
affordable healthcare options while reducing the complexities of navigating the healthcare system. I joined eHealth as CEO in 
November of 2021and it is a privilege to lead a company with a mission and values that are so closely aligned to my own. This 
includes the important work we undertake on environmental, social and governance issues. I remain committed to continue  
the efforts to shape our company, our communities, and our world for the better.

“

“

In 2021, we invested in 
process improvements 

which had a measurable 
impact on customer 
satisfaction and the 

quality of our enrollments. 
We continued to enhance 

our online platform to 
provide educational 
content for seniors 

and added important 
quality checks, including 

verification calls and post-
enrollment follow-ups.
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This let us match Medicare bene-
ficiaries with the best plan options 
on our platform for each customer’s 
circumstances, thus helping each 
customer find the greatest value for 
each premium dollar. 

Within the company, I am commit-
ted to creating an open environment 
that is accepting of people of all 
backgrounds. We have taken action 
by creating a Diversity and Inclusion 
committee that is dedicated to rec-
ognizing and supporting employees 
of all backgrounds. We also have 
a number of Employee Resource 
Groups, that focus on providing 
education by driving awareness and 
partnering with the Diversity and 
Inclusion committee to plan com-
munications and celebrations.

We expanded our services to 
our carrier partners in 2021 by 
conducting telephonic health risk 
assessment (HRAs) for newly 
enrolled Medicare Advantage 
beneficiaries. By conducting the 
HRA as close to the effective date 
of the enrollment, we can provide 
the carriers with valuable 
information about a Medicare 
Advantage member that are high 

risk because of chronic illness or 
environmental factors commonly 
referred to as Social Determinant 
of Health so the carrier may offer 
such members an opportunity to 
participate in a special disease 
management program or 
intervene in an effort to avoid a 
catastrophic health event. 

eHealth also introduced other 
post-enrollment services 
including no cost assistance with 
scheduling doctor appointments. 
And finally, each year, eHealth 
conducts multiple surveys to 
better understand the needs of 
our customers. In 2022, our survey 
on how COVID-19 has changed 
how seniors view mental health, 
revealed a deeper appreciation for 
the value of mental health care.

Sustainability
In 2021, eHealth continued to make 
progress toward becoming a more 
sustainable business:

• In 2021, we completed our first 
independent audit using AICPA’s 
SOC2 comprehensive and certifi-
able security framework used by 
service organizations and their 
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business associates to efficiently 
approach regulatory compliance 
and risk management. 

• Our Medicare business will 
continue to be independently 
assessed and HITRUST 
recertified annually.

• We continued to stay in close 
touch with our employees 
through regular town hall 
meetings, executive communica-
tions, and engagement surveys. 
We implemented projects with 
our Employee Resource Groups 
(ERGs) so we could engage with 
our employees more and connect 
with our communities through 
volunteerism and philanthropy. 

• We remain committed to 
offsetting our Scope 1 & 2 
emissions through the purchase 
of carbon offsets and renewable 
energy certificates as a first step 
managing and mitigating our 
climate impact.

• We have expanded our footprint 
analysis to Scope 3 emissions 
and released our first Task Force 
on Climate-Related Financial 
Disclosures (TCFD) report.

• We continued to improve cus-
tomer experience and accuracy 
of plan matching through tech-
nology enhancement across our 
call center and online platform, 
further investments in training of 
our licensed agents and introduc-
tion of the enrollment verification 
step to ensure that Medicare 
enrollees fully understand the 
plan that they’ve selected. 

The mission-driven nature of 
eHealth business is an important 
factor in attracting and retaining 
talent. We are dedicated to building 
a winning culture that attracts 
high-performing individuals and 
retains those who want to make a 
difference societally and environ-
mentally for all stakeholders.

In the report that follows, you will 
discover how eHealth is making a 
difference in the lives of our custom-
ers, employees, and partners, as well 
the positive impact we are having on 
communities. I’m proud to share our 
2021 Sustainability Report.

Sincerely, 
FRAN SOISTMAN

COVID Response
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Founded in 1997, the company initially focused on helping Americans who 
did not have access to employer-based or government-sponsored health 
coverage purchase individual health insurance. Affordable individual and 
family plans were available from a number of leading insurance companies, 
but public awareness was low, and the process for comparing different 
plans and understanding coverage, deductibles, and other plan features 
was daunting. eHealth’s platform connected consumers to a broad range 
of plans in their area in a transparent, consumer-centric manner and 
provided innovative tools to identify coverage best suited for their health 
and financial circumstances.

eHealth pioneered the online health insurance application process through 
a combination of its consumer-facing platform and back-office integrations 
with major health insurance companies in the individual and family health 
insurance market. The company’s technology eliminated mounds of 
paperwork, saved consumers significant amounts in out-of-pocket cost,  
and, most importantly, provided millions with access to healthcare.

When the ACA was implemented in 2010, eHealth supported the goal of the 
legislation to expand health coverage to millions of uninsured Americans. 
The company partnered with the federal government as a major contributor 
to the framework of health insurance marketplace, Healthcare.gov, to 
facilitate the enrollment of eligible consumers in QHPs. eHealth also assisted 
the federal government in implementing the early requirement under the 
ACA for the government to have a website that provides information relating 
to individual and family health insurance. The Obama administration’s efforts 
to develop an online platform supporting health coverage enrollment was an 
endorsement of eHealth’s work and vision. 

In 2010, eHealth leveraged its experience in the under-65 individual 
and family health insurance sector to enter the Medicare related health 
insurance market and create an offering for the Medicare-eligible population. 
The effort marked a turning point for the company and opened a large area 
of new growth.

eHealth Company Timeline
From its early days, eHealth’s goal was to simplify and improve the process of researching 
and purchasing health insurance by individuals and small businesses — a process that has 
traditionally been complex, nontransparent, and paper intensive.

1997
Founded

2000 
eHealth launches proprietary health 

insurance plan comparison tool

eHealth puts first ever health 
insurance application online

1999

Electronic Processing Interchange 
(EPI) introduced allowing electronic 
submission of insurance application 
to carriers, obliviating the need for 

paper-based, manual process

2001
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2013 
eHealth becomes a “Web-based Entity” under the rules and  

regulations of the Centers for Medicare and Medicaid Services  
(“CMS”) to enroll eligible consumers into Qualified Health Plans 

(“QHPs”) under the Affordable Care Act (“ACA”)

2018 
eHealth’s acquisition of GoMedigap 
enhances presence in the Medicare 

Supplement plan market

2016
eHealth reaches the  
“5 million insured” 

milestone

eHealth completes a follow-on offering 
and opens its “Eastern Headquarters” 

in Indianapolis, Indiana

2019

Transforming our cost structure 
and operational efficiency

2021

2020 
eHealth completes a follow-on offering and 
launches Customer Care Center technology

2006
eHealth completes  

Initial Public Offering

eApproval tool is launched 
supporting automated health 

insurance underwriting response

2008

2010
eHealth invests in Medicare 

capabilities and acquires 
PlanPrescriber

eHealth optimizes website for 
mobile use, providing convenient way 
to enroll in health insurance online

2011
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The eHealth of Today
Scale of the Organization
Choosing a health insurance plan is a confusing and difficult process for 
consumers who find themselves overwhelmed with a multitude of complex 
choices and lack of access to clear information. Medicare beneficiaries often 
select a plan that is not a best fit for them because the choices are too difficult 
to decipher. The consequences of a bad decision can be devastating to con-
sumer health and finances. Our own analysis has shown that only one out of 
ten Medicare beneficiaries is enrolled in an optimal plan. At eHealth, we are 
changing that.

eHealth, Inc. (NASDAQ: EHTH) is a pioneering online marketplace dedicated 
to connecting consumers with a broad choice of health insurance products to 
help ensure they find the essential coverage that best fits their needs. We have 
leveraged technological advancements to transform what has traditionally been 
an opaque purchasing process into a transparent and highly efficient experience 
to help ensure accessibility and affordability for consumers.

Our marketplace offers consumers Medicare Advantage, Medicare Supplement, 
Medicare Part D prescription drug, individual and family, small business, and 
other health insurance plans from approximately 200 health insurance carriers 
across 50 states and the District of Columbia. We have helped to enroll more 
than 8 million Americans in quality, affordable coverage. 

Our omni-channel platform is designed to meet the consumer wherever they 
prefer to engage with us, whether that is online, by telephone with a licensed 
insurance agent or through a hybrid agent-assisted online enrollment process. 
We offer a customer promise to assure our clients they are receiving best-in-
class service, unparalleled selection, the same plan prices as offered by the 
insurer with no extra fees, and support for the life of their plan.
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(1)  Adjusted EBITDA is calculated by excluding paid-in-kind dividends and change in preferred stock redemption value, interest income and expense, income tax expense (benefit), depreciation and amortization, stock-based compensation 
expense, restructuring and reorganization charges, amortization of intangible assets, other income (expense), impairment charges, and other non-recurring charges to GAAP net income (loss) attributable to common stockholders. Other 
non-recurring charges to GAAP net income (loss) attributable to common stockholders may include transaction expenses in connection with capital raising transactions (whether debt, equity or equity-linked) and acquisitions, whether or 
not consummated, purchase price adjustments and the cumulative effect of a change in accounting principles is the number of members we estimate as of the end of the period. Membership is estimated using the methodology described 
in our periodic filings with the Securities and Exchange Commission.
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Our platform also integrates proprietary and third party-developed educa-
tional content regarding health insurance plans with decision support tools 
to aid consumers in plan selection. Our plan recommendation algorithms 
are agnostic to the amount of broker commission we get paid by various 
carriers and aimed at matching our customers with an optimal plan. And  
we do it all for a simple purpose — to protect consumers’ well-being for life.

In 2021, eHealth generated more than $538 million in annual revenue, and 
adjusted EBITDA(1) was ($22.7) million.

As of December 31, 2021, we had approximately 2,379 full-time employees. 
None of our U.S. employees are represented by a labor union. As required 
under Chinese law, the employees in our Xiamen, China office established 
what is referred to as a labor union in China. We have not experienced any 
work stoppages and consider our employee relations to be strong.

Supporting Change in the Healthcare Marketplace
The healthcare and health insurance industries have experienced significant 
change in recent years on the legislative and regulatory fronts. Some of these 
changes, including the implementation of the Affordable Care Act, have had a 
meaningful impact on our business. Our industry remains heavily regulated 
and is subject to external factors such as additional changes to the ACA, 
the Medicare program, the Medicare Advantage and Medicare Part D pre-
scription drug programs and other changes to the current health insurance 
framework. The COVID-19 pandemic that started in 2020 also has added new 
challenges for the broader healthcare industry. 

eHealth supports the Biden administration’s call for public-private sector 
partnership in fighting the pandemic and ensuring access to affordable health 
coverage for all Americans. This includes the administration’s move, as part 

$538M
2021 annual revenue

• ~2,379 employees
• Headquarters: Santa Clara, California
• Operations in: Gold River, California,  

Salt Lake City, Utah, Indianapolis, Indiana,  
Austin, Texas, and Xiamen, China.

8M+
Americans have been enrolled 
in quality, affordable coverage  
through eHealth.

COVID Response
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of the March 2021 COVID relief bill, to limit the amount that eligible Americans 
spend on health insurance, expanding subsidies for enrolling in Qualified 
Health Plans to more consumers, and extend the annual open enrollment 
period under the ACA for those whose lives have been disrupted by COVID.

We are encouraged by significant support for the Medicare Advantage 
program that we have seen in the past several years, resulting in an in-
creased selection and improved quality and affordability of those plans for 
consumers. Growing Medicare Advantage enrollment is a positive trend for 
consumers, government, and the private sector. For example, studies have 
shown that Medicare Advantage produces better outcomes compared to 
traditional Medicare, resulting not only in a healthier population but also 
lower healthcare costs. eHealth encourages expansion of Medicare eligibility 
for those over the age of 60, compared to the current eligibility age of 65, to 
get more consumers covered by this beneficial and cost- effective program.

In addition to legislative changes, we see other important dynamics in 
the health insurance industry, including healthcare consumerism as 
Americans become increasingly involved in making healthcare-related 
decisions and demand choice, information, and transparency. Combined 
with growing digital awareness, this trend makes our platform even more 
relevant and our role in helping connect Americans with quality health-
care even more important. 

Another important development underway in the Medicare Advantage 
market is a fundamental shift from enrollment and sales volume at all cost 
and toward growth built on a foundation of enrollment quality, enhanced 
consumer experience and transparency, and profitability. This trend will 
serve to rationalize the Medicare Advantage distribution market, even-
tually marginalizing those lead generators and distributors that pursue 
aggressive, misleading sales practices. Ultimately, we believe it represents 
a long-term benefit to customers, insurance carriers and quality brokers, 
such as eHealth.
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example, studies have shown 

that Medicare Advantage 
produces better outcomes 

compared to traditional 
Medicare, resulting not only in 
a healthier population but also 

lower healthcare costs. 
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At eHealth, we believe our mission extends not just to our customers and 
our shareholders, but also to the broader health insurance marketplace. 
To that end, we engage with public policy makers to leverage our industry 
expertise and technology platform to drive healthcare accessibility in 
the United States. For example, our unique perspective and data on the 
health insurance market can help inform public policy discussions. We are 
committed to ensuring decision-makers appreciate the value of the private 
sector and what it can do to broaden access to affordable health insurance 
and promote government insurance programs such as Medicare and 
leading technological innovation in the sector.

We participate in the political and public policy process in ways that are 
intended to support the best interests of our company, employees, customers 
and shareholders. They are done in accordance with all applicable laws, and 
consistent with our high ethical standards.

Our Senior Vice President of Public Policy and Government Affairs and our 
General Counsel, in consultation with members of our executive leader-
ship team, oversee our political, lobbying and compliance activities. Our 
management team is responsible for ensuring that the company’s political 
activities are conducted and disclosed in accordance with applicable law.

We have a nonpartisan political action committee (“PAC”), which sup-
ports federal and state candidates who, like eHealth, believe in building 
a high-quality, accessible, and affordable health care system. Candidates 
are selected by the PAC Board, which is made up of our CEO, Senior Vice 
President of Public Policy and Government Affairs, and a member of our 
Board of Directors. Eligible eHealth employees can voluntarily contribute 
to the PAC, which in 2020 made contributions totaling $22,457, and in 2021 
made contributions totaling $26,865, a small fraction of our revenue and 
earnings. eHealthPAC made contributions to Federal Candidates in 2021 
totaling $17,500. In 2021, eHealth did not make any direct political contribu-
tions on state, or local levels.

In early 2021, we formed a bipartisan eHealth Public Policy Advisory 
Committee to promote constructive policy dialogue. The panel of distin-
guished experts will inform the company, the public, and policymakers 
on ideas for improving healthcare practices in both the public and private 
sectors. The committee is chaired by former Governor of Kentucky 
Steve Beshear and includes former Louisiana Governor Bobby Jindal; 
Susan Kennedy, the former chief of staff to California Governor Arnold 
Schwarzenegger; former New York City health commissioner Woody Myers; 
Jerome Adams, the former US surgeon general; and eHealth Senior Vice 
President of Public Policy and Government Affairs John Desser. 
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Advancing our Mission  
for Sustainable Development

Today, this mission is more relevant and important than ever, and we are 
dedicated to achieving it in a sustainable way, while bringing innovation 
and a green approach to a historically paper intensive, difficult-to-navi-
gate process of enrolling in health insurance.

Since the founding of eHealth more than 20 years ago, our mission has been to connect every person with the 
highest quality, most affordable health insurance and Medicare plans for their life circumstances. We strive to 
be the most trusted partner to consumers in their life’s journey through the health insurance market.

We are committed to the diversity of our customer base that includes indi-
viduals across all age groups and ethnic, social and economic backgrounds. 
Our technology platform extends health insurance-related information, 
decision support tools and enrollment opportunities to consumer groups 
that might otherwise have limited access to insurance agents and other 
means of getting educated and enrolled in quality coverage.

Our mission also extends to the health of the communities we touch. 
eHealth is committed to a more sustainable and just world. In support of 
this commitment, we are sharpening our focus on what matters most by 
developing strong foundations for our environmental, social, and gover-
nance activities. In 2021 we have accelerated our response to critical ESG 
issues and are proactively designing activities to minimize risks to sus-
tainable development, whether we have full control over the outcomes or 
we work collectively with various stakeholders to inspire change.

Our second Sustainability Report is part of our dedication to the health of 
our employees, our customers, our communities, and the broader envi-
ronment. We are committed to driving innovation and change in the health 
insurance sector while assessing our strategic and operational goals 
through the lens of sustainability.
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Materiality

eHealth’s Approach to Sustainability

Audit Committee  
of the  

Board of Directors

Facilitation

Human Capital  
(HR)

Innovation  
(Product & 
Technology)

Security  
(InfoSec)

ESG  
Coordination  

(IR)

Environment  
(Facilities)

Engagement  
(Communications)

Departments

SVP IR and 
strategy

CEO

Overview Our Sustainability 
Approach

As part of our efforts toward shaping and accelerating our sustainability 
program, we formed a cross-functional working group in 2020 to align our 
ESG initiatives with our broader corporate mission and our dedication to 
healthy customers, employees, and communities.

The Audit Committee of our board of directors oversees our ESG program. 
Under the direction of our investor relations, legal, and corporate finance 
teams, assessment and strategic outcomes are shared with our chief 
executive officer and our board of directors. Executive champions update 
their teams and draw on their support to help refine our direction, compile 
data, and track pending risks across various outlets.

In 2020 we embarked on an ESG materiality assessment. The assessment, 
which applied the GRI Reporting Principles, was initiated by reviewing 
industry publications; engaging with our key stakeholders, including custom-
ers, investors, employees and partners; conducting internal interviews with 
cross-functional teams; and evaluating our goals by aligning with leading 
sustainability initiatives, standards, and frameworks. Given the rapid pace of 
socio-economic and environmental changes as well as the dynamic nature of 
our industry, we plan to carry out materiality assessment every two years.

In June of 2021 we published our inaugural ESG report. The eHealth 
Sustainability program plans to continue to hone data tracking processes, 
develop key initiatives and targets, and further engage employees and 
stakeholders.
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Our assessment was carried out in a three-stage process 
aimed at determining:
1. The significance of current and potential social, environ-

mental, and economic impacts. This analysis considered 
both quantitative and qualitative factors based on the tests 
for materiality within the GRI Standards and by referencing 
SASB’s industry guidance. Additional considerations included 
an alignment exercise with leading ESG ratings questionnaires 
and the acknowledgment of applicable laws and regulations, 
along with company strategy, policies, core competencies, 
and identified risks and opportunities. By assessing impacts 
across eHealth’s range of stakeholders, we were able to 
assess the degree of control we have over our ability to create 
change in a certain area.

2. The importance to stakeholders in determining their as-
sessments and decisions about eHealth. With the help of an 
external advisory firm, we evaluated stakeholder perspectives 
by proxy through benchmarking assessments and interviews 
held with cross-functional team members and senior leaders. 
Once we shortlisted applicable topics, we surveyed a wide 
group of stakeholders to help us prioritize relevant issues. 
More than 2,100 people, including our employees, members 
of our board of directors, customers, and insurance carriers 
provided feedback vital for shaping our sustainability strategy 
and overall organizational improvements.

3. The strategy in creating long-term value. We assessed 
the strategic significance of sustainability topics based on 
eHealth’s mission, vision, strategic objectives, and areas of 
organizational focus and completed a mapping exercise to 
identify key sources of long-term value creation. This sys-
tems-thinking approach enabled us to take a more holistic 
view of the key topics and their important interconnections. 
Our executive team then validated our final set of 18 topics 
and thresholds for feasibly advancing change throughout the 
various areas of our organization.

Our 
Customers

Unbiased 
Transparency & 

Customer Centric 
Approach

Telesales 
Organization

e-Commerce 
Platform

Supply  
Chain

Comprehensive 
Selection of 
Medicare,  

IFP and SMB 
ancillary products 

from reputable 
insurance carriers

Regulatory Compliance

Technology/Product Organization

Bringing a sustainable approach to  
the health insurance market

Team/Talent 
Management

Communities
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Materiality Matrix

Im
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ta
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Significance of Economic, Environmental and Social Impacts  +

Moderate 

Responsible Business

Economic

Human Capital Development

Community Impact

Customer Experience

Environment

High
1. Data privacy and information 

security
2. Responsible business conduct
3. Employment and engagement
4. Healthy, safety and well-being
5. Customer health and wellness
6. Customer experience
7. Human rights
8. Economic performance

Moderate
9. Indirect economic impacts
10. Diversity, equity and inclusion
11. Learning and development
12. Tax strategy
13. Materials and waste
14. Inclusive access to digital economy
15. Water
16. Community impact and support
17. Supply chain management
18. Energy and GHG emissions

High

1

2

3
4

5 6

7

8

9 10

11

12 13

14

15

16

17

18
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Our Sustainability 
Commitments
By aligning material topics to the SDGs, we can 
begin collaborating with our stakeholders to achieve 
progress on some of the issues that challenge 
sustainable development in the world today. The 
progress on these issues is also closely aligned with 
our strategic and operational goals.

About the SDGs
The SDGs were introduced in 2015 to provide a call to action for governments, companies, 
and civil society to rally behind 17 goals that promote economic growth and address a range 
of social needs, including education, health, social protection, and job opportunities, while 
tackling climate change and environmental protection. We’re excited to join others in the 
call to accelerate efforts to alleviate global challenges by 2030 in the Decade of Action.
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Human Capital Development

Innovation

Responsible Business

GOVERNANCE
•  Ethical and responsible  

business conduct
• Human rights
•  Data privacy and information security
• Supply chain management

ECONOMIC
•  Economic performance
• Indirect economic impacts
• Tax strategy

Climate Change

•  Energy and greenhouse gas emissions
•  Water 
•  Materials and waste

•  Employment and engagement
• Learning and development
• Health, safety and well-being
• Diversity, equity and inclusion

CUSTOMER EXPERIENCE
• Customer experience
• Customer health and wellness

COMMUNITY IMPACT
• Community impact and support
•  Inclusive access to digital economy
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Overview Our Sustainability 
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