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COVERED CALIFORNIA
MODERNIZES ITS HEALTHCARE
MARKETPLACE WITH DELOITTE

Learn how Deloitte helped Covered California improve the
agility of its CalHEERS platform by migrating to AWS.



Covered California, the largest state-
based Affordable Care Act healthcare
marketplace, recently modernized its
CalHEERS platform to open-source,
cloud-based technologies with the

help of Deloitte. To improve the agility

and performance of the system, which
serves millions of Californians, the State
of California worked with Deloitte to
migrate the monolithic, on-premises
system to Amazon Web Services (AWS).
Through this modernization, Covered
California and the California Department of
Health Care Services (DHCS), its CalHEERS
cosponsor, saved millions of dollars that
were reinvested to boost performance
and improve the consumer experience.
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OPPORTUNITY | Transforming IT
infrastructure to support affordable healthcare

As the |argest state-based health insurance marketplace

in the United States, Covered California’s mission is to

make affordable, high-quality healthcare accessible for all
Californians. Serving nearly 14 million people across the state,
Covered California and DHCS rely on the CalHEERS system to
determine consumer eligibility for healthcare subsidies and help
consumers choose from a variety of health insurance plans.

However, the CalHEERS system was built on a monoalithic
architecture and hosted on premises, creating cost and scalability

issues as the system evolved to deliver new capabilities and
meet growing demand. "As our consumer population increased
during the COVID-19 pandemic, we began to see the limits of our
infrastructure,” says Kevin Cornish, Chief Information Officer at
Covered California. “Not only was it becoming more expensive to
deliver new features, but we were also nearing the physical limits
of the number of transactions that the platform could support.”

Roughly 70 percent of Covered California’s transactions occur during
its 3-month open enrollment period, requiring the program to invest
in substantial on-premises compute and storage infrastructure
to support demand. However, during the rest of the year, these
assets were underused. As Covered California explored a more
efficient and scalable system, it looked toward the cloud. "We
were very interested in the cloud’s ability to scale up and down
to support our dynamic transaction workload,” says Cornish.

To improve consumers’ online experiences, Covered California
modernized its stack on AWS with the help of Deloitte. In
2019, the consulting firm won a competitive contract with
the California Office of Technology and Solutions Integration
to serve as the system integrator for CalHEERS. Deloitte
brought its AWS experience to the role and began working

to modernize the legacy CalHEERS platform using AWS.



https://www.coveredca.com/
https://www.deloitte.com/global/en.html
https://www.cms.gov/newsroom/fact-sheets/marketplace-2024-open-enrollment-period-report-national-snapshot

SOLUTION | Modernizing an
aging, monolithic legacy system

During the 2020 open enrollment period, Covered California
experienced performance issues due to the large number of
California residents seeking healthcare coverage in the first year

of the COVID-19 pandemic. To support these unprecedented
increases in consumer demand, Deloitte and the State of California
completed a lift-and-shift migration to the cloud in 18 months.

After successful completion of the migration and seeing the
benefits of the cloud, an effort to modernize the aging, monolithic
legacy system began in June 2021. To avoid vendor lock-in, the
teams adopted enterprise open-source technologies to perform
critical functions within the CalHEERS platform. For example, they
migrated the system's proprietary database to Amazon Aurora
PostgreSQL, which helped set up, operate, and scale open-source
PostgreSQL deployments on the cloud. The high performance
and availability of the Amazon Aurora PostgreSQL database
enabled the State to quickly perform critical functions such

as processing eligibility for health insurance through Covered
California or Medi-Cal, the state's Medicaid program.

“We are seeing amazing performance with this database,” says
Brian Rabe, Managing Director at Deloitte Consulting LLP. “We
performed a disaster recovery simulation, which initially took 4
hours. When we adopted Amazon Aurora PostgreSQL, we saw
database recovery in under 90 seconds.”

The modernized CalHEERS system also incorporated Amazon
CloudFront—a service that helps securely deliver content with
low latency and high transfer speeds—to serve as the agency's
content delivery network to reduce page load times and provide
a faster, high-performance web experience for Californians. The
network is protected by AWS WAF, a service that helps protect
web applications from cybersecurity exploits and bots as part of
the broader efforts to protect consumer information.
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About Amazon

Amazon is guided by four principles: customer obsession rather than competitor focus,
passion for invention, commitment to operational excellence, and longterm thinking. Amazon
strives to be Earth's Most Customer-Centric Company, Earth's Best Employer, and Earth's
Safest Place to Work. Customer reviews, 1-Click shopping, personalized recommendations,
Prime, Fulfillment by Amazon, AWS, Kindle Direct Publishing, Kindle, Career Choice, Fire tablets,
Fire TV, Amazon Echo, Alexa, Just Walk Out technology, Amazon Studios, and The Climate
Pledge are some of the things pioneered by Amazon. For more information, visit
amazon.com/about and follow @AmazonNews

OUTCOME | Adopting AWS services to
save money and boost performance

During its cloud modernization journey, Covered California increased
the size of its system by 20 percent, but despite this expansion, its
costs have decreased by 10 percent. Together, Covered California and
DHCS have saved tens of millions of dollars by retiring on-premises
hardware and have unlocked even more millions of dollars in savings
by removing proprietary licensing dependencies. Additionally, the
system is much simpler to update. “We can change our user interface
based on customer feedback extraordinarily fast,” says Cornish.
“On AWS, we can perform real-world A/B testing and release a new
feature in 1 month—actions that would've taken many months prior
to these investments.”

This modernized stack proved critical when, during the last week

of the 2024 open enrollment period, Covered California’s contact
center telephone systems experienced an unplanned outage. To help
Californians get the health insurance that they need, the marketplace
worked alongside Deloitte and the AWS team to implement a new
solution using Amazon Connect, a contact center powered by artificial
intelligence. “We worked over a long weekend to deploy a new
contact center for 1,200 agents on AWS,” says Cornish. “Thanks to our
collaboration with Deloitte and AWS technology, we engineered for
the unexpected and were able to continue providing critical help to
California consumers.”

The large-scale modernization of Covered California’s system has
been widely successful. The improved system has enhanced the
consumer experience, helping residents access healthcare quickly
and with much less stress. “The ability to be quick and nimble
affects real people,” says Rabe. “For example, the state requested to
automate some rules for determining health insurance eligibility. With
the new stack, we built this automation in 1 month. This resulted in
thousands more people getting health insurance without having to
complete a lot of time-consuming paperwork.”

The second wave of the migration will involve adopting more
cloud-based services, which will drive additional cost efficiencies

for Covered California and an even better experience for California
residents. As it moves forward, the agency will continue to make
affordable healthcare more accessible on the cloud. “I have a 30-year
careerin IT, both in the public sector and in the private sector, and
I've never achieved so much with so few problems,” says Cornish.
"That's a testament to the shared affinity for our mission between
the CalHEERS team, Deloitte, and AWS.”

“I've never achieved so much with so few
problems. That’s a testament to the shared

affinity for our mission between the CalHEERS
team, Deloitte, and AWS.”

—Kevin Cornish,
Chief Information QOfficer, Covered California

About CalHEERS

Covered California is the largest Affordable Care Act health insurance marketplace in the
United States. Its IT system CalHEERS supports the maintenance, operations, and ongoing
business of Covered California, from account creation to health plan selection

About Deloitte

Deloitte is a global network of independent firms providing audit and assurance, tax, legal,
risk and financial advisory, and consulting services to a wide range of clients in 20 industry
sectors. Itis an AWS Premier Tier Services Partner and an AWS Managed Service Provider.
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