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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. Approval of Minutes
3. Public Comment/Operational

Feedback Loop
4. MNsure Board & Staff Update
5. Political Landscape Discussion
6. Reporting Metrics Recommendation
7. Individual Market Stabilization

Discussion/Recommendation
8. Next Steps, Next Meeting
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KEY DECISIONS TODAY

1. MNsure Board
Recommendation - Reporting
Metrics

2. Individual Market
Stabilization Discussion



Welcome & 
Introductions
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Approval of Minutes
September 28, 2017



Public Comment & Operational Feedback 
Loop
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MNsure Board & Staff 
update
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MNsure Update

• Open Enrollment begins November 1
• HIAC SHOP recommendation presented on 10/18/2017
• Section 1332 Waiver Update
• MNsure Response to HIAC Assister Functionality 

Recommendation 



Political Landscape



Executive Actions & Health Care
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• Destabilizing the Individual Market
• Dis-continuing Cost-Sharing Reductions

(CSRs)
• Signing Up

• Healthcare.gov maintenance schedule
• Shorter Open Enrollment for OE2018
• 90% cut to ACA’s advertising budget
• Funding for Navigators

• Segmented Risk Pools
• Expand access to “Association Plans”
• Expand access to short-term health

plans



Alexander-Murray Compromise

• Continues CSRs for two-years ($20
Billion)

• Provides $106M in grants to states
for outreach and enrollment activity

• Waiver flexibility – from “at least as
affordable” to
“comparable affordability”

• Shortens federal waiver processing
time from 180->90 days

• Lets people of any age buy low-
premium, high-deductible
catastrophic plans (currently limited
to those under 30)

• Provides short-term certainty for
health insurance carriers.

• Includes a provision that lowering
premiums will not lower other federal
health care subsidies –
MinnesotaCare.
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-$369 
Million 60 votes?

House 
Prospects?



FY18 Budget Proposals
Impact over 10-Years
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Program Area House Senate

Tax Cuts $1.1 Trillion $1.5 Trillion

Entitlement Cuts $4.4 Trillion $4.1 Trillion

Medicaid/ACA $1.7 Trillion $1.3 Trillion

Income Security $1.2 Trillion $653 Billion

Medicare $490 Billion $473 Billion

Non-Defense Discretionary $1.4 Trillion $800 Billion

Budget Reconciliation Rules for 
Tax Cuts. Impact on ACA?

Part of CHC Funding 
(Discretionary, $1.5B/yr) is from 

“Non-Defense Discretionary”



HIAC 
Recommendation | 
MNsure Reporting 
Metrics



Current Reporting Dashboards (MNsure
Board)



Current Reporting Dashboards (MNsure
Board)



Current MNsure Metrics

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 1. All Callers
2. Assister Resource Center (ARC)

Trend (From Beginning of Open 
Enrollment)

1. Call Volume
2. Service Level



California



Colorado



Washington



MNsure vs. Other States

Volume % 
Abandoned

Avg. 
Speed of 
Answer

Avg. 
Hold 
Time

Service 
Level 

Measure

Average 
Handle 
Time

CA X X X X X

CO X X X

WA X X X X

MN X X X X



HIAC Recommendation

Dashboard 
Metrics

Modification 
of Existing

New Metrics

Other 
Changes

• 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.



HIAC Recommendation

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%.

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

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.



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 Recommendation | 
Individual Market Stabilization



Upcoming Meetings

• November 15, 2017
• MNsure Board of Directors, HIAC Metrics Recommendation
• Approval of HIAC Committee
• Approval of HIAC Chair and Vice-Chair

• November 30, 2017 – MNsure HIAC
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