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eHealth’s commitment to our customers, our employees, and our stakeholders
goes beyond the mission of connecting consumers with the right insurance
coverage. We connect them safely and ethically. One of the signs of our success
in delivering superior customer experience is our 4.5 out of 5-star Trustpilot
consumer rating as of May 2022 for eHealth Medicare.
We also set high standards for the
insurers whose plans we offer.
eHealth stands out among our
competitors because of the large
choice of health insurance plans
we carry on our platform, but we
only partner with those insurance
carriers who pass our vetting
process. We also carefully review
our plan selection to ensure we
offer quality insurance products that
benefit our customers. For example,
approximately 67% of our Medicare
Advantage and Medicare Part D
prescription drugs plans are rated
4 stars or higher by the Centers for
Medicare and Medicaid Services
(“CMS”) compared to 49% for all
Medicare Advantage plans that offer
prescription drug coverage offered
in the market for the 2021 plan year.
Our practice is to market plans
using transparent messaging and
in compliance with relevant laws
and regulations.

Protecting the privacy and security
of our customers’ data is crucial for
delivering on our mission, and we
have a broad program of safeguards,
audits, and employee training in
place to do just that. Our practices
are rooted in globally recognized
standards and third-party certified
to ensure our customers that their
information is secure with us.

annually review the performance of
our executive officers in connection
with the determination of the salary
and other compensation of our
executive officers (including the
Chief Executive Officer). The Chief
Executive Officer reviews succession planning and management
development with the Board on a
regular basis.

Governance

The members of our Board of
Directors represent the diverse
perspectives needed to steer a
company in an ever-changing
business environment. The Board
currently is made up of nine
members and has always included
a majority of independent directors (8 out of 9). The membership
of our Board currently includes
three women, one director that
is a member of the LGBTQ+ community and one director who is of
Hispanic and Asian heritage. In the
last 3 years we have substantially

Good governance is essential for
managing a business successfully.
It serves as the foundation for
leading and directing the company.
It is our Board of Directors that has
ultimate oversight over eHealth’s
business strategy. Together, the
Board and its Committees ensure
safeguards and management
policies are in place to maintain
business continuity and succeed
in an ever-changing business
environment. The Board and its
Compensation Committee also

Responsible Business
Relevant SDGs
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governance website,
and meet the members
of our Board and
committees

The members of our Board of Directors
represent the diverse perspectives needed to
steer a company in an ever-changing business
environment. The Board currently is made up
of nine members and has always included a
majority of independent directors (8 out of 9).

Climate
Change

Innovation

COVID Response

refreshed the composition of our
Board, adding 6 new independent
members to further strengthen the
Board’s expertise and skill set and
to introduce fresh perspectives.
The regular committees of the
Board are the Audit, Compensation,
Nominating and Corporate
Governance, and Government and
Regulatory Affairs committees.
Learn more about the committees
of our Board on our governance
website, and meet the members of
our Board and committees here.
As we execute on our operational
plans, we continue to engage constructively with our shareholders.
Three of our new Board members,
Erin Russell, John Hass and Cesar
Soriano, joined the Board in 2021
as a result of our agreements
with Starboard Value and Hudson
Executive Capital. The eHealth
Board is open-minded with respect
to value creation opportunities and
will continue to take the actions that
it believes are in the best interest of
the company and its shareholders.
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Risk Management
Enterprise Risk Management
(ERM) is a company-wide initiative
that involves the Board, eHealth’s
management, Chief Information
Security Officer, and internal audit
functions. The Board of Directors
takes an active role, as a whole and
at the committee level, in overseeing management of the company’s
risks. Specifically, strategic risks
are overseen by the full Board of
Directors; regulatory risks are
overseen by the Government and
Regulatory Affairs Committee;
financial and cybersecurity risks are
overseen by the Audit Committee;
risks relating to compensation
plans and arrangements are
overseen by the Compensation
Committee; and risks associated
with director independence and
potential conflicts of interest are
overseen by the Nominating and
Corporate Governance Committee.
In 2022, the Nominating and
Corporate Governance Committee
took on the responsibilities related
to overseeing ESG-related matters,
including risks.

eHealth 2021 Sustainability Report

18

Overview

Our Sustainability
Approach

Responsible
Business

Our senior leadership team
is closely involved, and our
management keeps the Board
apprised periodically of significant
risks facing the company and
the approach being taken to
understand, manage, and mitigate
such risks. Additional review or
reporting on enterprise risks
is conducted as needed or as
requested by the full Board of
Directors or the appropriate
committee.
The Board and its committees have
been providing strong oversight
of our response to the COVID-19
pandemic. Since the first quarter
of 2020 and throughout 2021, our
Board has met regularly and has
considered and discussed updates
on the company’s management
of the COVID-19 pandemic, with
a focus on monitoring key areas
of risk and impact regarding our
operations, such as health and
safety priorities, cybersecurity,
and personnel management. In
addition, our chairman of the board
promotes communication and
consideration of matters presenting
significant risks to us through his
role in contributing to agendas for
meetings of our Board and acting as
a conduit between our independent
directors and our Chief Executive
Officer on sensitive issues.

Economic
Performance

Human Capital
Development

Managing privacy and information
security risks is particularly
important for our company. We
are committed to maintaining
information security through
responsible management,
appropriate use, and protection
in accordance with legal and
regulatory requirements and our
agreements. This is an integral
part of our organization, and
eHealth employees understand
that information security is
everyone’s responsibility.

Ethical and Responsible
Business Conduct
We are committed to honest and
ethical conduct as outlined in our
Code of Business Conduct. The code
includes broad principles in relation
to discrimination, including an
anti-discrimination policy, which all
employees are trained in at point of
hire and through periodic mandatory
training including annual acknowledgment of the Code of Business
Conduct. In order to expand the
values and ethical behaviors we
uphold through our business
dealings, we undertook several
initiatives in 2020 to strengthen our
approach to human rights, ethical
vendor conduct, and diversity and
inclusion and have been reinforcing
these efforts in 2021.

Climate
Change

Innovation
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Human Rights
eHealth supports worker rights by
ensuring that fair wages, benefits,
decent working conditions, and
overall human rights are respected
across our global workforce. Terms
are specified within our Code of
Business Conduct and Employee
Handbook, as well as in our Vendor
Code of Conduct, which we adopted
in 2021. Our Human Rights Policy
and the Vendor Code of Conduct,
in which we communicate our
commitments and expectations
to our vendor base, reflect values
and policies included in specific
human rights conventions, such
as the United Nations Universal
Declaration on Human Rights,
International Labor Organization
Conventions, and the Organization
for Economic Co-operation and
Development’s Guidelines for
Multinational Enterprises.
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At eHealth, we partner
with a large network
of approximately 200
reputable insurance
carriers to ensure our
customers have access to
a broad choice of quality
Medicare, individual and
family, small business,
and ancillary health
insurance plans.

At eHealth, we partner with a large
network of approximately 200 reputable insurance carriers to ensure
our customers have access to a
broad choice of quality Medicare, individual and family, small business,
and ancillary health insurance plans.
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We are uniquely positioned between
consumers and carriers as a
technology-powered marketplace.

We are uniquely positioned between
consumers and carriers as a
technology-powered marketplace.
Our multi-channel marketing organization communicates our value
proposition to consumers and drives
visits to our online platforms and
calls to the licensed agents at our
customer care centers. Our Human
Resources team assists in attracting
and cultivating talent, while our
legal department ensures that we
maintain our strong track record of
compliance with federal, state, and
local regulations in the insurance
industry. Our internal product and
technology team, consultants, and
third-party information technology
service providers help us offer
industry-leading technological

capabilities while at the same time
remaining vigilant in the areas of
data security and privacy.
We are committed to working with
the leading carriers in the country
and before adding any carrier to
our platform, we conduct a vetting
process. Factors we consider
include AM Best ratings of financial stability, quality of customer
service, product offerings, and rate
stability. We also closely monitor
performance and adherence to
best practices and conduct detailed
business reviews with our leading
carriers on a regular basis. In
our largest business segment,
Medicare, plan quality and performance metrics are guided and

controlled by CMS and state departments of insurance also provide
standards the plans are required to
meet in order to be offered.
Our culture is one that focuses
on nurturing relationships, and
therefore, we work closely with our
supply chain partners to correct
problems and strengthen efforts
so that we can reduce risks and
achieve our shared objectives.
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Data Privacy and
Information Security
At eHealth, information security is
everyone’s responsibility, and we
value the trust our customers and
business partners place in us to
protect their sensitive information.
We maintain data privacy and
security through a robust program
of safeguards, including responsible
management, appropriate use, and
protection in accordance with legal
and regulatory requirements.
Early on, we identified information security as a salient risk
as described in our filings with
the Securities and Exchange
Commission. We also have an
established Privacy Policy, which
applies to all eHealth operations.
eHealth maintains an Office of the
Chief Information Security Officer
(CISO), focusing on information
and systems technology, corporate
governance, and behaviors to
drive security best practices and
safeguard information from unauthorized or inappropriate access,
use, or disclosure. eHealth also has
a Privacy Office led by eHealth’s
Privacy Officer who advises the
company on privacy- related laws
and regulations, provides guidance
on privacy compliance, drives privacy
policy, creates and delivers privacy

Economic
Performance

Human Capital
Development

training across the organization, and
oversees the privacy program.
eHealth’s Board of Directors has
ultimate oversight over our privacy,
information security, governance,
risk management and compliance
programs and strategies. The
Board executes this oversight
both directly and through its Audit
Committee. Together, the Board and
the Audit Committee ensure that
eHealth has privacy and information
protection management policies
and processes in place. The Audit
Committee is regularly briefed
on issues related to eHealth’s
risk profile. These briefings are
designed to provide visibility about
the identification, assessment, and
management of critical risks, audit
findings, and management’s risk
mitigation strategies. Management
briefs the Audit Committee on a
periodic basis about eHealth’s
protection programs, with a focus
on items such as current trends
in the environment, incident preparedness, business continuity
management, program governance,
and program components, including
updates on security processes,
external testing, and employee
training and awareness initiatives.

Climate
Change

Innovation

COVID Response

regulations and requirements.
These laws govern our collection,
use, disclosure, protection and
maintenance of the individuallyidentifiable information that we
collect from consumers. We regularly assess our compliance with
privacy and security requirements
and will continue doing so as
requirements evolve.
eHealth is committed to implementing leading data protection
standards. Our Information Security
statement describes the globally
trusted industry-recognized frameworks we use, which include AICPA’s
SOC-2, Health Information Trust
Alliance (HITRUST), National Institute
of Standards and Technology (NIST),
Payment Card Industry Data Security
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Standard (PCI DSS), and Center for
Internet Security (CIS) Controls and
Benchmarks. At eHealth we believe
that aligning with and leveraging
these frameworks is critical in light
of changes to the security landscape,
new technologies, and emerging
legal and regulatory requirements.
Our security policies and procedures
are built upon these frameworks and
are reviewed and updated regularly
to facilitate compliance with regulatory, industry, and contractual
requirements and recommendations,
as well as to address new and
emerging security threats.
In 2021, we completed our first
independent audit using AICPA’s
SOC2 comprehensive and certifiable security framework used by

We are subject to various federal
and state privacy and security laws,
eHealth 2021 Sustainability Report
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service organizations and their
business associates to efficiently
approach regulatory compliance and risk management. To
enhance our efforts even further,
we will continue to pursue SOC2
compliance, which requires
additional audits of our controls
related to security, availability,
processing integrity, and confidentiality of information. Our
Medicare business will continue
to be independently assessed and
HITRUST recertified annually.
We also conduct weekly scans of
our technical infrastructure and
an annual penetration audit to
check for vulnerabilities and meet
our governance and compliance

Economic
Performance

Human Capital
Development

requirements. To enhance our
efforts even further, we intend to
pursue SOC 2 compliance, which
requires additional audits of
our controls related to security,
availability, processing integrity,
and confidentiality of information.
Training our employees and
contractors is a crucial aspect
of eHealth’s governance and
compliance requirements and
is necessary to maintain our
HITRUST certification. All employees and contractors with access
to an eHealth IT system complete
security awareness training during
onboarding and annually thereafter. Developers and privileged
users are subject to additional
security training requirements

Climate
Change
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due to the increased inherent risk
associated with these roles.
Every person with access to
eHealth IT systems undergoes
monthly phishing simulations and
receives personalized tools to
improve their security behavior.
Performance is measured both
individually and by functional
groups to manage the maturity and
improvement of eHealth’s overall
security posture. Employees also
must acknowledge receipt and
understanding of their responsibility to comply with eHealth’s Code
of Business Conduct, including the
eHealth Information Security and
Acceptable Use Policies, during
onboarding and annually hereafter.
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Despite our rigorous efforts, incidents may occur, and we are prepared to deal with them through
our formal Incident Response Plan.
Events such as human errors,
computer viruses or other malicious code, unauthorized access,
cyberattacks, or phishing attempts
are a concern for all organizations.
Our Incident Response Team is
trained to contain any incident,
mitigate impact, resolve or remediate issues, and notify affected
parties as quickly as possible. The
team is made up of key security,
privacy, and legal members who
work with eHealth Technology and
Business Teams and our managed
security services.

Our comprehensive data security strategy includes:
• Regular critical security assessments such as advanced attack
simulations and vulnerability scans.

• Monitoring of security event data and the security industry to flag
anomalies and be aware of potential threats.

• A comprehensive System Development Life Cycle (SDLC) framework to
assess applications and related infrastructure before implementation
to ensure our security standards are met.

• Dedicated domestic and international liaisons who help ensure that business
and functional area employees have easy access to experts for guidance and
assistance mitigating privacy and information protection risks.

• Use of a Role Based Access Control (RBAC) methodology, which
defines the access a user receives to eHealth’s information systems
based on job function.

• Encryption of customer data both in transit and at rest.

• Requirements that third-party vendors that host, transmit, or have
access to eHealth data comply with our policies and undergo reviews.

• A broad spectrum of technical controls, including data loss prevention, rolebased access, application/desktop logging, and data encryption as well as
multi-factor authentication and enhanced web application firewall controls.
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Economic Performance
We are pursuing sustainable,
profitable growth by scaling our
Medicare membership and revenue
while focusing on enhancing enrollment quality. We seek to employ
cost-effective member acquisition
strategies that rely on a diversified
portfolio of marketing channels,
including online marketing and
strategic partnerships with leading
pharmacies and hospital and provider networks as well as television
advertising and direct mail.
Growing the number and percentage of our Medicare applications
submitted online is an important
element of our financial and operational strategy. Through our marketing outreach, we are proactively
targeting the growing number of
Medicare beneficiaries who prefer
to research, compare, and purchase
health insurance online or through
a hybrid process with partial agent
assistance. We believe that over time
the Internet will become an increasingly important channel for health
insurance distribution, allowing
us to capture a growing share of
the market. The percentage of our
applications for Medicare Advantage
and Medicare Supplement products
that were submitted fully unassisted
online has substantially increased
from 8% in 2019 to 10% in 2020 and

Economic
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Human Capital
Development

15% in 2021. We are able to scale
growth more rapidly and at an incrementally lower cost basis through
our online platform.
Our strategy is supported by a
strong balance sheet, including $232
million in cash, cash equivalents and
marketable securities as of March
31, 2022 with $70 million of debt,
following the financing agreement
with Blue Torch concluded in the
first quarter of 2022. Our balance
sheet also included as of March 31,
2022 an estimated $831 million in
commissions receivable from insurance carriers, representing future
cash collections. For corporate
bonds and corporate debt securities,
eHealth considers credit ratings, but
also strives to invest in sustainable
investments that are included in environmental, social, and governance
indexes such as the MSCI KLD 400
Social Index and Barron’s 100 Most
Sustainable Companies.
The eHealth platform has a strong
positive financial impact on our
customers, many of whom are
retired and living on fixed incomes.
With half of all Medicare beneficiaries living on an annual income
of less than $26,200, it’s crucial
that seniors have access to reliable
tools that help them find the lowest
cost and most comprehensive

Climate
Change

Innovation

COVID Response

Medicare Advantage and Medicare
Part D prescription drug plans for
their personal needs. eHealth has
published several studies describing
how much a customer can save by
enrolling in a plan that best fits their
needs in terms of the drugs they are
taking, their primary care physician
and specialists, and other factors.
Outside of Medicare, connecting
small business employees and
non-Medicare eligibles with quality,
affordable health insurance is
equally impactful. A single hospitalization can lead to bankruptcy
for uninsured or under- insured
Americans. By connecting these
customers to high-quality medical
insurance, including subsidy-eligible ACA plans, we help them access
healthcare while minimizing their
out-of-pocket expenses. Further,
we extend blue chip insurance
options to our employees and their
families to help ensure they don’t
have to worry about taking care of
their health or the financial consequences of medical care.
Despite the broad economic challenges and disruption to major parts
of the healthcare industry that were
seen in 2020-2021, the Medicare
market remains strong. Our enrollment growth continues to significantly outpace the overall Medicare
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market, driven by the breadth of our
plan selection and our omni-channel engagement model that emphasizes customer choice and provides
individualized plan recommendation
tools. In the wake of social distancing and lingering health concerns
related to COVID-19, we believe
seniors are finding our platform
to be an even more important and
valuable resource that allows them
to find and enroll in a Medicare plan
from the safety of their homes.
In 2022, we have undertaken
a transformation initiative to
dramatically improve our cost
structure and make our operations
more efficient, while delivering
high-quality enrollments to our
carrier partners. Like peer companies across our sector, we have
faced challenges. However, we
strongly believe that eHealth is
unique in our approach to confronting and overcoming setbacks.
We also believe the steps we’ve
taken to improve efficiency and
customer service position eHealth
to seize market leadership in the
large rapidly growing sector providing omni-channel enrollment
support to tens of millions
of American consumers.
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eHealth entered the
new year with an
improved product
offering and a sharp
focus on transforming
our operations to
improve profitability
while continuously
improving the quality
and sustainability of
our enrollments. To
reach these goals, we
are committed to the
following priorities:
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2022 Strategic Vision
and Priorities:
1. Transforming of our cost
structure and operational
efficiency. A joint effort
between our finance team and
operational leaders targets
significant cost savings while
preserving our competitive edge
and focusing on initiatives with
highest in-period ROIs. Through
this program, we expect
to achieve significant cost
savings while preserving our
competitive edge and focusing
on initiatives with highest inperiod ROIs. This is expected to
result in a slowing of our yearover-year growth rate in 2022.
We expect to return to more
accelerated growth in 2023 on
a substantially improved cost
and operational foundation,
and more effective distribution
channels.
2. Driving margin improvement
with strategic deployment
of marketing. Our message
to consumers highlights the
eHealth value proposition:
choice, clarity and integrity. We
are enhancing our targeting
capability with data analytics
and consumer segmentation,
plus increasing our reach with
branded online marketing,

Climate
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COVID Response

strategic partnerships,
streaming and search engine
optimization. We plan for
our marketing dollars to
be increasingly focused on
channels where we have clear
competitive differentiation
and can drive high-quality,
high-lifetime value (LTV)
enrollments.
3. Executing a local, marketcentric telesales model.
In 2022 we plan to improve
our telesales operation with
greater agent specialization,
for better service to our
customers. A disciplined focus
on local markets will align our
operations with the Medicare
market, where plans and
networks are structured on a
county level. An increased focus
on overflow services offered to
carriers sharpens our targeting
on telesales with favorable unit
economics, higher off-season
enrollment volume and deeper
carrier relationships.
4. Evolving our online business
and e-commerce platform
with disciplined investment.
eHealth’s technology platform
remains a key competitive
differentiator and our
online unassisted Medicare
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enrollments continue to grow
significantly faster than the
overall Medicare business. As
a growing number of seniors
go to the internet to research
and enroll in Medicare, we are
prudently investing to improve
the user experience and drive
higher conversion rates.
5. Working with carrier
partners to enhance quality
and retention. We’ve made
a significant commitment
to collaborate with carrier
partners to enhance the
consumer experience on our
platform. We plan to continue
to prioritize quality metrics to
continue to scale high-integrity
enrollments with strong LTVs.
6. Pursuing cost-effective diversification. This includes increased
market opportunities for our
IFP business, reenergizing our
Medicare Supplemental sales
and adding new products to
our omni-channel platform,
including, but not limited to
indemnity plans in dental, vision
and hearing coverage. These
ancillary businesses allow us to
leverage Medicare agents during
the low-volume period through
the second and third quarters.
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We ended 2021 with approximately
1.3 million estimated members,
including an estimated 959,000
Medicare members.
We are in a strong position to
deliver profitable organic growth
while continuing to drive innovation
in the area of health insurance
distribution. In 2022 our strategic
emphasis is on transforming our
operational model and cost structure to return to profitable growth
rates while delivering improving
enrollments at volume for our
carrier partners.
Equipped with valuable learnings
from 2021 and committed to transforming operations in 2022, eHealth
is well positioned to lead the sector
in quality, sustainable healthcare
enrollments in Medicare and,
more broadly, the health insurance
market. The transformational investments we’re making to improve
the customer experience, manage
cost, drive operational efficiency,
and develop new businesses will
take time to implement and show
clear returns. While we expect
revenue will decrease year-overyear for 2022, we plan to exit the
year with a significantly improved
cost profile and a clear path to profitability. This is an important time
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for our industry and our company,
and I’m confident we are taking
the right actions to return to levels
of growth and shareholder value
creation eHealth is capable of. We
look forward to providing updates
as we make progress executing on
our strategic priorities.

Tax Strategy
We recognize our responsibility to
investors, governments, employees, and the local communities
we are part of. The taxes we
collect and pay represent one of
the ways in which we embrace
this responsibility. We are committed to compliance and being
transparent about our approach
to tax and taxes paid and are
open to dialogue with governments, businesses, investors,
and communities. As a company
operating internationally, it is ever
more important for us to have a
solid tax strategy in place and be
comfortable disclosing payments
in different jurisdictions.
In 2021, all of eHealth’s revenue
and earnings were generated in the
United States, and that is where the
vast majority of our taxes are paid.
We have an engineering facility in
China which is a cost center for us,
and we pay a small amount of tax in
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1.3M

Approximate
members in
2021 including
an estimated

959,000
Medicare
members

China ($300K tax in 2019 and a tax
benefit of $100K in 2020) in compliance with local tax code. Executive
leaders and the Audit Committee of
our Board regularly assess our approach to tax strategy in the context
of our key stakeholders, while
considering the changing global tax
landscape and what future developments in tax regulations and our
business might entail.
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