
GoHealth Boosts Productivity and Cuts 

Onboarding Time with Second Nature

The Results

Onboarding time dropped 

by 55%

Total EBITDA savings of $20 

million/year

Lower performing agents rose 

to average

Training �apa�ity rose ��5�

THE COMPANY

GoHealth is a leading health insurance marketplace and Medicare-focused digital 

health company whose mission is to improve access to healthcare in America. 

The company combines cutting-edge technology, data science and deep 

industry expertise to match customers with the healthcare policy and carrier that 

is right for them.

THE PqO��EM

Long Onboarding Processes

GoHealth onboards up to À,ÃÃÃ benefits consultants each yeaÄ

Healthcare products are complex, sales cycles are short and highly pressured, 

and compliance is strict

Existing processes are expensive, labor-intensive, and inefficient 

Agents don’t receive sufficient role play practice due to limited resources

Feedback can be inconsistent

Complex Products

GoHealth sells Medicare insurance plans, which are complicated products that 

can be very confusing for American individuals and families. Small differences 

between plans can lead to significant out-of-pocket costs or lack of access to 

critical medicines and even providers. GoHealth’s benefits consultants must 

educate beneficiaries and explain their options clearly and accurately.



Pressured Sales Periods

Due to the timing of the Annual Enrollment Period (AEP), when individuals and families 

can change Medicare providers, GoHealth brings in half its annual revenue in the 

fourth calendar quarter of each year, resulting in a highly pressured sales period.

Strict Agent Requirements

GoHealth has strict KPI’s like call quality, call time, conversion percentage, and 

average handling time. Although the company only hires licensed insurance 

representatives, many new hires previously worked independently and were not used 

to being part of a larger team.

We’re not just saving time, we’re also seeing faster productivity resulting in more 

profit. […] We now have so much confidence in our model, I’ve essentially 

committed to a higher standard of onboarding this year

JAY FORTUNA

VP OF LEARNING AND ORGANIZATIONAL DEVELOPMENT AT GOHEALTH

On top of that, benefits consultants have to hit compliance scorecard 

requirements. If they don’t, they could lose permission to sell that insurer, a 

situation that Fortuna compares to Travelocity becoming unable to sell seats on 

American Airlines flights.

Large Training Cohorts

GoHealth trains anywhere from È,ÔÔÔ to Ç,ÔÔÔ new hires each year to handle both 

growth and personnel turnover. Talent can vary immensely and agents have to 

master a great deal of knowledge as well as the sales skills needed to conduct 

sensitive and complex conversations.
 


 

Their existing process involved dozens of sales trainers working with small groups of 

trainees, was expensive and labor»intensive, and didn’t enable each agent to 

practice sufficiently before starting to sell.



THE SOLUTION

Practice With an AI Trainer

GoHealth ran a Second Nature pilot which was an instant success
 

GoHealth benefits consultants practice daily with Second Nature’s AI rol	

      play partners
 

Second Nature is integrated into GoHealth’s continuous education program

The initial, highly successful pilot with Second Nature’s AI training solution in Q4 

2022 made it “an immediate no-brainer” according to Fortuna. The company 

measured sales rates 10 days before and 10 days after the pilot training, and 

compared the numbers. It found a total top-line increase of $40,000-$50,000 and 

an average 21% increase in sales, after approximately 34 minutes of training with 

Second Nature. As a result of the pilot, GoHealth signed a long-term contract to 

deploy Second Nature both for onboarding new hires, and for ongoing training for 

existing benefits consultants.
 


 

Several hundred benefits consultants used the platform regularly as soon as it was 

introduced, and an additional 1,500 joined them a few months later. GoHealth uses 

Second Nature’s AI-powered role play partners for practicing sales conversations 

and for daily, weekly, and final knowledge checks.
 


 

Every agent receives four hours of continuous education development each week 

between April and October, and Second Nature has been integrated into that 

program, with AI role plays built into their training courses.

THE �ESULTS

Improved Performance, Faster Onboarding

$20M 55%

Total EBITDA 

savings

Drop in 

onboarding time

21%

Increase 

in sales

1.5x

Training 

capacity raise



As well as:

Lower performing agents rose to average performance levels

New hires achieve the same productivity levels as established agents

Objective, standardized feedback 

Benefits consultants have more confidence

Top-line increase of $40,000-$50,000 from short pilot

Average 21% increase in sales conversions after 34 minutes of practice

Working with Second Nature gives you confidence. It doesn’t matter what the 

person on the other end of the line says in a live call, you know you can respond 

because you’ve gone over it time and time and time again

JAY FORTUNA

VP OF LEARNING AND ORGANIZATIONAL DEVELOPMENT AT GOHEALTH

Faster Onboarding

Before introducing Second Nature, GoHealth’s highly structured onboarding 

program was nine weeks, involving si� weeks of training and three weeks of 

practice calls. Now practice calls are integrated into the training process and 

onboarding takes four weeks and counting. That’s a 55% time saving that allows 

new hires to start making effective calls five weeks earlier than before.

Standardized Feedback

GoHealth found that its trainers were often reluctant to give accurate feedback in 

a public setting, out of concern that they would sound too harsh and cause 

distress to the trainees. It was hard to ensure consistent feedback across different 

trainers. Second Nature brought a private and standardized way to deliver vital 

feedback, making it consistent, timely, and objective.



Additionally, each benefits consultant receives this information directly from the 

system, making them more open to correction and removing the anxiety around 

completing role plays. “Feedback is a gift that helps us grow and adapt,” says 

Fortuna. “Second Nature provides a safe place for feedback where a learner could 

practice their skills.”

With more consistent feedback, training also became more scalable, which is 

crucial for a company that regularly onboards thousands of new hires at a time.

More Practice

Training classes used to have a ratio of eight new hires to each trainer, so there 

was a limit to how many practice role plays and how much feedback each trainer 

could provide. With Second Nature, 	o�ealth needs rust two trainers for every #� 

trainees, and agents can carry out seven times the number of role plays with the 

same amount of training resources. “This increased efficiency and capacity is 

saving us a ton of money,” Fortuna says

Better Role Play Experiences

Role playing is key for helping benefits consultants master new behaviors. Before 

Second Nature, new hires worked with each other as role play partners when a 

trainer was not available. “It was like the blind leading the blind,” Fortuna notes�

Now, Second Nature role play avatars serve as expert role play partners who guide 

each agent accurately.

Our AI groups outperformed our traditional role play groups, because 

Second Nature has the consistency factor, the repeatability factor, the 

scalability factor, rust the ease factor that makes it possible to get so 

much more consistent results

CHRIS SOLOMON

DIRECTOR OF ONBOARDING AND L&D, GOHEALTH



Looking Ahead

Fortuna and his colleagues at GoHealth are full of plans for ramping up Second 

Nature usage. Next steps include rolling out a simulation for team managers to 

boost leadership, applying Second Nature to the most egregious QA fails, and 

using Second Nature for certification purposes.

Expectations around Second Nature are high. “We’re not just saving time, we’re also 

seeing faster productivity resulting in more profit,” says Fortuna, adding “We now 

have so much confidence in our model, I’ve essentially committed to a higher 

standard of onboarding this year.”

www.secondnature.ai


