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MNsure’s Accessibility & Equal Opportunity (AEO) office can provide this information in accessible formats for individuals with disabilities. Additionally, the AEO office can provide information on disability 
rights and protections to access MNsure programs. The AEO office can be reached via 1-855-3MNSURE (1-855-366-7873) or AEO@MNsure.org.



Agenda

1. Welcome & Introductions 
2. Approve Minutes
3. Public Comment/Operational Feedback Loop
4. Legislative Update/Overview
5. MNsure Board & Staff Update
6. Assister Functionality Discussion & Recommendation
7. HIAC 2017 Workplan
8. Next Steps, Future Topics and Next Meeting
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Welcome & Introductions
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Public Comment & Operational Feedback 
Loop
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2017 Congress & MN Legislature Discussion
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MNsure Board & Staff update
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Assister Functionality Workgroup
Preliminary Recommendations

14



Assister Functionality Workgroup

• Problem Statement
• MNsure’s support and responsiveness 

for “assisters” does not meet the 
needs of assisters and ultimately the 
consumers that rely on them to 
assess and enroll in coverage.

• Background
• MNsure staff has outlined plans to 

improve the functionality – both 
short-term and long-term

• MNsure staff collect feedback from 
“assister survey.”

• HIAC Task
• Recommendations to improve 

functionality beyond MNsure plans

• HIAC
• Carrier– Brian Eck & Ghita Worcester
• Broker – Heidi Mathson
• Safety Net – Jonathan Watson

• CSEAC
• Consumer – Matt Flory
• Assister – Leigh Grauman and Richard 

Klick
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Recommendation Areas

Portal Agent of Record (AOR)

ARC Performance & Resources Process

Enhancing Assister 
Functionality
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Recommendation - Portal

1. Agree with issues identified by MNsure to enhance portal:
• Access to consumer notices
• Access to consumer’s submitted application
• Identify where consumer is at in the application and enrollment process
• Secure storage of consumer documents
• Email notification when consumer creates/ends an association
• Allow consumer to associate with multiple types of assisters

2. Ensure all Assisters have “read-only” access to portal
• Recognize “all-or-nothing” view of assisters is an issue.

3. Allow portal access for direct sales staff from health plans/carriers
4. Increase Assister Portal Training
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Recommendation – Agent of Record

5. Reduce time to process Agent of Record (AOR) documentation.
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Recommendation – ARC Performance

6. Given the shortened open enrollment (from 90 to 75 or 45 days), all 
outstanding or unprocessed “life event changes” should be resolved by 
start of OE.

7. Provide assisters with access to consumer eligibility information (other 
than sitting on hold with the ARC)

8. Resolve all pending administrative issues (e.g., password re-sets) shall 
before 2018 OE begins.
• MNsure embark on a public campaign “to get ready” for OE.

9. MNsure should allocate additional resources to assister phone call 
center.

10. MNsure should increase overall staff capacity at the Assister Resource 
Center (ARC).
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Recommendation – Operations & Process

• Allow broker to communicate directly with carrier, rather than “going 
through” MNsure for client communications with plans.

• Allow for “special characters” (e.g., a hyphen “-” in last names) in 
application fields.

• Public campaign related to “preparation for OE” and the fact that 
“enrollment year-round” to public programs is an option.
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HIAC Workplan for 2017
• Taking stock of our work 

to date 
• HIAC Member & Chair 

Turnover - November 
2017

• After July, MNsure Board 
does not meet until 
October

• Other Topics
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• Financing
• Literacy
• Open Enrollment
• Assister Functionality **

HIAC 
Recommendations

• SHOP
• Individual Market Stabilization
• MNsure Reporting Metrics
• Marketing/Communications
• Roles & Responsibilities (Brokers, 

Carriers vs. MNsure)

HIAC Potential 
Topics/Issue Areas



Upcoming Meetings

• July 10 – Joint CSEAC/HIAC Meeting, 1-3 pm – Joint Recommendation
• July 26 – MNsure Board of Directors Meeting – Joint Recommendation
• August 17 – HIAC, 2:30 pm – 5:30 pm
• September 28 – Joint CSEAC/HIAC Meeting, 2:30 - 5:30 pm
• October 18 – MNsure Board Meeting
• October 26 – HIAC Meeting, 2:30 – 5:30 pm
• November 15 – MNsure Board Meeting
• November 30 – Joint CSEAC/HIAC Meeting, 2:30 – 5:30 pm
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