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The Health Insurance Advisory Committee (HIAC) and 
Consumer was established by the MNsure Board 

under authority of Minn. Stat. § 62V.04, subd. 13(a). 

The HIAC “will provide appropriate and relevant 
advice and counsel on MNsure’s duties and operations 
and other related issues for the benefit of the Board.” 

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.
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Executive Summary 
 

The HIAC discussed MNsure reporting metrics for the “Customer Service Dashboard” 
at its September 28th meeting. The HIAC finalized this recommendation at the 
October 30, 2017 meeting.  The recommendation consists of four areas to give the 
MNsure Board greater insight into the performance of MNsure for both consumers 
and assisters. 

 
The MNsure Health Industry Advisory Committee (HIAC) recommends that MNsure 
add the following metrics to the “Customer Service” Dashboard: 
 

 Average wait time seconds and compared to a goal of 120 seconds or less; 

 Percent of first call resolved compared to a goal of 90%; 

 Average duration of calls; 

 Overall “cost-per-call;” and 

 Interactive voice response (IVR) metrics 
 

The MNsure HIAC recommends that MNSure modify the existing metrics on the 
“Customer Service” Dashboard. 
 

 Continue to report the percent of calls abandoned and measure it against the 
industry standard1 of 5%. 

 Continue to report average speed of answer and measure it against the 
industry standard2 of 30 seconds. 

 Continue to report service level, but lower the measurement from 5 minutes 
to 30 seconds and measure it against the industry standard3 of 90% of calls 
answered in 30 seconds or less. 

 
The MNsure HIAC recommends that MNsure metrics should be reported separately 
for Consumers and Assisters. Currently, the reported metrics combine these two 
groups. 
 
The MNsure HIAC recommends that MNsure report metrics on a weekly basis 
during open enrollment periods. 

 
The vote XXXXXXXXXXXX. 

 
 
 

                                                        
1 Corporate Standards of a URAC Accredited UM/CM/DM national medical management 
organization.  
2 Ibid 
3 Ibid 
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Issue Statement 
 

The MNsure Board receives information related to MNsure’s customer service 
through a dashboard presented at each Board meeting. The “Customer Service 
Dashboard” provides insight to the performance of MNsure’s call center. While 
the information can identify areas for improvement, refining the metrics and 
adding metrics will give the MNsure Board greater insight as to the customer 
service performance of MNsure.  

 
Background 

 
As part of every MNsure Board meeting, a “Customer Service Dashboard” 
presents the eight-specific metrics for a set period (typically the previous month 
prior to the MNsure Board meeting). The metrics are summarized on Table 1. 
 

Table 1 | MNSure Reporting Metrics, Customer Service Dashboard 
 

Area Metrics 

Contact Center 

1. Call Volume 
2. Services Level (% of call 

answered in 5 minutes or less) 
3. Average Speed of Answer 
4. Calls Abandoned while in the 

Queue 

Top Contact Center Inquires 
5. All Callers 
6. Assister Resource Center (ARC) 

Trend (From Beginning of Open 
Enrollment) 

7. Call Volume 
8. Service Level 

 
 

The HIAC evaluated the customer service metrics publicly available for the 16 
state-based marketplaces (SBM). The purpose of this evaluation is to assess what 
metrics are reported in other states that MNsure does not report. 
 
Below are various customer services dashboards from California, Colorado and 
Washington. 
 
 
 
 



 

MNsure HIAC SHOP Recommendation 
Page 6 of 11 

September 29, 2017 

California4  

 
 
Colorado5  

 
 
 

                                                        
4 Covered California, October 5, 2017 Board Meeting, Executive Director’s Report, 
http://board.coveredca.com/meetings/2017/10-05/PPT-Board_ED_Report-Oct_2017-7.pdf 
5 Connect for Health Colorado, Marketplace Dashboard, August, 2017, 
https://www.dropbox.com/s/iygbv1e5utxjvxv/Screenshot%202017-10-05%2013.55.43.png?dl=0 
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Washington6 
 

 
 
 
A summary of the common data elements for each state’s Customer Service 
Dashboard and MNsure’s reporting elements are on Table 2. 
 
Table 2 | Comparison of Customer Service Dashboard Metrics 
 

 

Volume 
% 

Abandoned 

Avg. 
Speed of 
Answer 

Avg. 
Hold 
Time 

Service 
Level 

Measure 

Average 
Handle 
Time 

CA      

CO      

WA      

MN      

 
Based on a review of the publicly-available information in three other state-
based marketplaces, it appears that MNsure is providing comparable data 
elements. 
 

                                                        
6 Washington healthplanfinder, Executive Dashboard, September 2017, 
https://www.wahbexchange.org/wp-content/uploads/2017/09/HBE_EB_Executive-
Dashboard_170915-1.pdf 
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Options 
 
The HIAC developed a list of metrics for the MNsure Customer Dashsboard. The metrics 
can be divided into three categories: 1] modifications of existing metrics (including 
benchmarking to “industry standards;” and 2] addition of new metrics. 
 
Modifications of Existing Metrics 
 

Current Measure Proposed Measures 

Calls Abandoned while in Queue 1. Benchmark measure against 
industry standard of 5% 
 

Average Speed of Answer 2. Benchmark measure of an 
average speed of answer of 30 
seconds or less. 

 

Service Level (% of calls answered in 5 
minutes or less) 

3. Percentage of calls answered 
in 30 seconds or less with a 
benchmark of 90%. 
 

 
New Metrics 

 

4. Average wait time in seconds. 

5. Benchmark of wait time with goal of 120 seconds or less 

6. First call resolution percent 

7. First call resolution percent with a goal of 90% 

8. Average duration of call 

9. Overall “cost-per-call” 

10. Interactive Voice Response (IVR) metrics 

 
In addition to modifications to existing metrics and establishing new metrics, the HIAC 
considered two additional options: 
 

11. Reporting the metrics on a weekly basis during open enrollment; and 
12. Providing a separate report on the above metrics for both consumers and 

assisters. 
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Recommendation 
 

 The HIAC recommends to the MNsure Board that the Customer Service 
Dashboard: 1] modify existing metrics to compare to existing industry 
standards; 2] create additional metrics; and 3] provide separate reports on all 
metrics for consumers and assisters. 

 

 The HIAC recommends maintaining the existing metrics that are reported to 
the Board such as Top Inquiries, Call Volume and Service Level trends. 

 
The following table provides an example of the proposed MNsure Dashboard. 
 
 
  



 
 
 

Time Period 
Week of November 1-8 

Consumer 
Service 

Assister Service 

CALL VOLUME XX,XXX XX,XXX 

SERVICE LEVEL   

 Percent of Calls Answered in 5 minutes or less X.XX% X.XX% 

 Percent of Calls Answered in 30 seconds or less (INDUSTRY STANDARD) X.XX% X.XX% 

AVERAGE SPEED OF ANSWER   

 Time H:MM:SS H:MM:SS 

 Percent of Calls Answered in 30 seconds or less (INDUSTRY STANDARD) XX.X% XX.X% 

CALLS ABANDONED WHILE IN QUEUE   

 % Percent Abandoned XX.X% XX.X% 

 Compared to Industry Standard of 5% -XX.X% +XX.X% 

AVERAGE WAIT TIME   

 Time H:MM:SS H:MM:SS 

 Compared to Industry Standard of 120 seconds -XX.X% +XX.X% 

FIRST CALL RESOLUTION TIME   

 Percent XX.X% XX.X% 

 Compared to Industry Standard of 90% +XX.X +XX.X 

AVERAGE DURATION OF CALL   

 Time H:MM:SS H:MM:SS 

OVERALL COST-PER-CALL   

 Cost $X.XX / call $X.XX / call 

INTERACTIVE VOICE RESPONSE METRICS   

 ????   



 

 

 HIAC Members voting for the recommendations (XXXXX) 
 

 HIAC Member Not Present XXXXXX 
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