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(Slide Deck Finalized on October 24, 2017.)

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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MNsure Update

* Open Enrollment begins November 1
* HIAC SHOP recommendation presented on 10/18/2017
e Section 1332 Waiver Update

* MNsure Response to HIAC Assister Functionality
Recommendation



Political Landscape



Executive Actions & Health Care

* Destabilizing the Individual Market

* Dis-continuing Cost-Sharing Reductions
(CSRs)

* Signing Up HEALTH INSURANCE RISK POOLS 101
* Healthcare.gov maintenance schedule W e | Sna
* Shorter Open Enrollment for OE2018 oo 00 . iriiiiny
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Alexander-Murray Compromise

* Continues CSRs for two-years (S20
Billion)

* Provides S106M 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
remiums will not lower other federal
ealth care subsidies —

MinnesotaCare.

-$369
Million 60 votes?
House
Prospects?
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Y18 Budget Proposals
mpact over 10-Years

progamarea —————— owse —[senate

Tax Cuts

Entitlement Cuts
Medicaid/ACA
Income Security
Medicare

Non-Defense Discretionary

Budget Reconciliation Rules for

Tax Cuts. Impact on ACA?

$1.1 Trillion
S4.4 Trillion
S1.7 Trillion
S1.2 Trillion
$490 Billion
S1.4 Trillion

$1.5 Trillion
S4.1 Trillion
$1.3 Trillion
S653 Billion
$473 Billion
S800 Billion

Part of CHC Funding

(Discretionary, S1.5B/yr) is from
“Non-Defense Discretionary”
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Current Reporting Dashboards (MNsure
Board)

- [
Effectuated Enroliments and Average =
B Premiums, 2017 0

Monthly Effectuated Enrollments
January = June 2017

Enroliment Dashboard -1 of 2

Total 556,630 m Individual Market = SHOP
Medical Assistance applications 361,474 100,000 92077 93,048 93,358 93,486
MinnesotaCare applications 65,759 50,000 AAAGE 87,975 ' '
Qualified Health Plans 129,397 oo .
QHP new enrollees 59,483 o
QHP renewals 66,627 '
QHPF via SHOP 3,287 B0,000
50,000
Qualified Dental Plans 12,868 40,000
January February March April May June
Avarage
Premium 57T E5TE.46 5571.68 56007 5568.54 1565836
[Pre-APTE)
| Average [ | [
Households with Advanced 72.9% Employers enrolled 427 Bramium §275.57 52E3.47 525093 25947 526010 £280.10
. . [Fosl-APTC)
' Premium Tax Cr&dltﬂ = | Emlpllﬂ'}fE'EE enrolled E'BEE Mate:  Effectuated enrollments and average premium amounts are based upon the ketest data received from carriars.
Households with Cost Shanng 14.3% Individuals enrolled 3,287 #wverage premium post-APTC is based on individual market enrollees anly. Average premiums do not include
Reductions (including dependents) * Hinescia’s premium subsy progrem %f
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Current Reporting Dashboards (MNsure
Board)

|
Contact Center .
Call Volume and Service Level ; Customer Service Dashboard
Movember 1, 2016 — July 23, 2017
Call Volume 28,708
30,000 0% Service Level (% of calls
7402
25,000 332 answered in 5 min. ar less) 02%
g o o B Average Speed of Answer 0:02:43
15,000 50%
; s a3 Calls Abandoned while in Queue  8.57%
o 0%
5,000 e 0% .
10%
b o %

m—Calls Recoived (MBsunn)

——Zarvico Leval 1. MAJMCRE 15.04% 1. Existing/pending inguiry 56.34%
2. Password reset/Accountunlock | 14.06% 2. Password reset/Account unlock | 20.00%

Service Level represents the parcant of calls answered in 5 minutes or less. 3. Existi Ending ||'I'I:[LI|W 7.83% 3. Determination result 7 689
Note: Call valumes represant weekly totals for week baginning with data.
Service Level represents weaekly average for weak baginning with date. E' E'
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Current MNsure Metrics

1. Call Volume

2. Services Level (% of call answered in 5
Contact Center minutes or less)

3. Average Speed of Answer

. Calls Abandoned while in the Queue

D

. All Callers
. Assister Resource Center (ARC)

Top Contact Center Inquires

Trend (From Beginning of Open
Enrollment)

. Call Volume
. Service Level
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California
SERVICE CENTER PERFORMANCE UPDATE*

September 2017 Call Statistics

Totals 260,563 146,711 2.13% 136,440 0:00:21 0:16:22 83.33%

Does not include outbound, SHOP, or internal consults

Top 5 Call Dispositions

1. Individual - Current Customer - Application/Case Status - Inquiry/Assistance

2. Individual - New Enrollment - Inquiry/Assistance — New Enrollment

3. Individual - Current Customer - Disenrollment/Termination - Requesting to be Terminated
4. Individual - Medi-Cal - Provided County/Contact Number Information
5. Individual - Medi-Cal - Medi-Cal/Enroliment Inquiries

*Performance metrics are measured monthly.
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e % of Callk Answered < 5 Minutes

Co | Ord d O Customer Service Center Metrics: oo

- Average Handle Time

100% 21:36
20% = 5 19:12
=" 19.cq™
80% —& $:50— — I I 16:48
70% — _1. d . 1 ' B —~— - 14243
;‘m 1 . . = 1 7 1 1 1 um:
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: 50% B . 9:36
§ :
S 12 g
- 4:48
= . 2:24
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Aug-16 Sep-18 Oct-16 Nowv-16 Declé Jan-17 Fab-17 Mar-17 Apr-17 May-17 Jun-17 Jull7  Aug-l7

TOP & CALL DRIVERS - TOP 6 CALL DRIVERS -
AUGUST 2016 AUGUST 2017
All Other Call Drivers
20
Coordinating With Carrier -
Coverage Confirmation
%
Life Change Event -
Terminate Plan
1%
ottt ot et Y O
Reset 13%




Washington FEEEmms s 2 healthplanfinder

Customer Service Center Carrier Reconciliation
ECNCCCnrarme .
3.500
Volume of Calls
Received Feoel A5.207 a0045 82938 a0OF2 65973 53000
Average Wait 2,500
Time far Cals 2:43 3:48 1:48 1:3% 21 17
irese) 200 LTI 14 57415
Calls Meeting 1,500 1137 1288119 ‘302 o RES
%ﬂ?‘i’:&% BB72% S104% FIOEE 93.046% 22093 B4R 1.000 747 40 7
ropndonmentjem  240% 078% 072% 157%  147% S0 i .
'.”'eufﬁm 0% 0% 9% % % 9% Mar-17  Apr-17  May-17  Jun-17  Juk17  Aug-17
S il el el rrscoes st
Custemer Complaints - OIC / WAHBE Corporate Website Aug-2017 Customer Service Key Issues

100 B5
4B
80
Corporate Welbsite - Paymen
40 464 2% Custormer Complaints Other Enrollment Invulna”
4 B
40 2 a4 17126 17 12 a4
1 1 OIC - Customer
- I.ﬁ ol ] ST e hmm ey
0

2 2 3 _ I B Corparate Walsite -
Mor-17 Ape-17 May-17 Jun-1d U170 Aug-17 hs Er:tupart Sign In Ine

m Office of the Insurance Commissionar [QIC) Received
B WAHBE Corporate Website Received
o OICWAHBE Closed

QI WAHBE Open *Of the 2, 1530 (2% of tofal visitars] who use the search funchion an the
corponate website — key terms being searched.



MNsure vs. Other States

JA\V/-& . Service | Average
Speed of Level Handle
Answer Measure Time

%
Abandoned




e The HIAC recommends to the
HIAC Recommendation 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
NModitication Other all metrics for consumers and
assisters.

New Metrics

of Existing Changes

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




HIAC Recommendation

Current Measure Proposed Measures 4. Average wait time in seconds.

Calls Abandoned
while in Queue

b [EEMEITENS MEEETE EFEIms! 5. Benchmark of wait time with goal of 120
industry standard of 5%
seconds or less

2. Benchmark measure of an 6. First call resolution percent
Average Speed of average speed of answer of 30 7. First call resolution percent with a goal of
Answer seconds or less. 90%
Service Level (% of 3. Percentage of calls answered in 8. Average duration of call
. 30 seconds or less with a 9. Overall “cost-per-call”
calls answered in 5 benchmark of 90% - : -
minutes or less) 6. 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 Consumer Service Assister Service
Week of November 1-8

CALL VOLUME XX, XXX XX, XXX

SERVICE LEVEL

IR Percent of Calls Answered in 5 minutes or less DO xxe

B Percent of Calls Answered in 30 seconds or less (INDUSTRY STANDARD) X XX% X XX%
P Time H:MM:SS H:MM:SS
I Percent of Calls Answered in 30 seconds or less (INDUSTRY STANDARD) XX.X% XX.X%

% Percent Abandoned XX.X% XX.X%
_ Compared to Industry Standard of 5% _—
AVERAGEWAITTIME
P Time H:MM:SS H:MM:SS
_ Compared to Industry Standard of 120 seconds _—
I percent XX.X% XX.X%
_ Compared to Industry Standard of 90% _—
D Time H:MM:SS H:MM:SS
OVERALLCOST-PERCALL
P cost SX.XX / call $X.XX / call

INTERACTIVE VOICE RESPONSE METRICS
27797
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HIAC Recommendation |
Individual Market Stabilization



Upcoming Meetings

* November 15, 2017

* MNsure Board of Directors, HIAC Metrics Recommendation
e Approval of HIAC Committee
* Approval of HIAC Chair and Vice-Chair

* November 30, 2017 — MNsure HIAC



	MNsureHealth Industry Advisory Committee (HIAC)
	Agenda
	KEY DECISIONS TODAY
	Welcome & Introductions
	Approval of MinutesSeptember 28, 2017
	Public Comment & Operational Feedback Loop
	MNsureBoard & Staff update
	MNsureUpdate
	Political Landscape
	Executive Actions & Health Care
	Alexander-Murray Compromise
	FY18 Budget ProposalsImpact over 10-Years
	HIAC Recommendation | MNsureReporting Metrics
	Current Reporting Dashboards (MNsureBoard)
	Current Reporting Dashboards (MNsureBoard)
	Current MNsureMetrics
	California
	Colorado
	Washington
	MNsurevs. Other States
	HIAC Recommendation
	HIAC Recommendation
	HIAC Recommendation | Individual Market Stabilization
	Upcoming Meetings




