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We are coming to the Board today to share our current planning for Open
Enrollment 2017, which will build upon our experience this past year and
incorporate key changes to support member redeterminations and renewals
going forward.

e The Health Connector experienced a successful Open Enroliment last year marked by
stability and a high member retention rate

e This year, to ensure compliance with federal regulations and respond to consumer
feedback received following our first year renewing members in the Health Insurance
Exchange / Integrated Eligibility System (HIX / IES), there will be some changes to the
process of annual redeterminations and renewals, along with other updates to the system,
operational processes and member-facing communications

e We have a heavy development schedule to support this year’'s changes; however, using
lessons learned and advanced planning leave us well positioned for this year’s process
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Open Enrollment 2016, the first year in which we renewed our population in the
new HIX / IES system, was stable and provided good member experience.

New and Renewing Enroliment

- As of February 2016, we retained 94%
of our renewing members, exceeding
our 90% goal

- Members would seamlessly renew into
their existing plan or a similar plan,
allowing for continual coverage

- We enrolled over 36,000 new members
who, prior to Open Enrollment, had
never before been to our system

Customer Service

- Four new walk-in centers opened to
expand individuals’ access to in-person
assistance

- Our call abandonment rate and average
speed to answer remained below the
agreed upon service levels during Open
Enrollment

Member Noticing and Billing

- All notices went out on time to members
and without issue

- Member bills were sent for new plans
and rates in time for the December
23rd payment deadline

Systems and Planning

- We adhered to a rigorous timeline for
the introduction of new system
functionality and business processes

- Batch processing and testing occurred
as planned for processes never
executed before by the HIX / IES project
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The federal government requires that each year, individuals in Marketplaces
have their eligibility redetermined and have their QHPs/QDPs renewed.

Redetermination: Eligibility Renewal: Enrollment

e Federal regulations provide three ways in which Marketplaces can conduct these processes:
1. Follow the federal regulations
2. Follow the model being employed by the Federally Facilitated Marketplace (FFM) for a given year

3. Develop a state-specific model that is approved by CMS M
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Preliminary Redetermination
& Preliminary Notice
August

_--="P

30 Day Review Period
Payment for (45 days for mixed
January 1 Coverage households)
December | Annual CCA September

Redetermination & Member can update eligibility
Renewal Process information

Auto Renewal into " Final Eligibility &
Mapped Plan Renewal Notice
November October
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Four key updates will be made to our system to support the Health
Connector’s annual redeterminations and renewals process to align with
federal requirements.
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Two key systems updates this year are related to federally required
provisions to determine subsidy eligibility:




Redeterminations & Renewals 2017
(COIl.t 7 d.) HEALTH

CONNECTOR

Additionally, we will use a new federally required batch service to update
eligibility, as well as implement a new process to address mixed households:
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Given our opportunity for advanced planning for this Open Enrollment, we tested both
our materials and the online user interface with actual and potential members.

e  Web User Interface (Ul) —

Do you need help paying for health coverage?
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- Assisters, Customer Service Representatives (CSRs) and staff were =
surveyed to indicate the greatest pain points in the application which . e e e
were then tested with 20 diverse, non-Health Connector members in
two locations
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- Priority areas included: the subsidy application question, questions
around tax filing, reporting changes in the system, understanding the
Eligibility Results page, and overall impressions of the site
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- In response to feedback received in these surveys, improvements to
the Ul are planned for an upcoming hCentive release in late summer
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Important Notice about Your Health Coverage
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) Notices & Communications

- Incorporated stakeholder feedback and held sessions with several T —r— e
current members at our walk-in center in Boston to review notices S 2k
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- Developed logic to better suppress unnecessary or duplicative e
notices :

Dental Insurance Renewal Information
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- Reviewed lessons learned with consumer advocates, Navigators, o b i -
carriers and internal staff to inform planning and updates
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- Working closely with MassHealth on mixed household
communications and noticing
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Support enrollees through the renewals process, Ml S
letting enrollees know which notices to expect ey 31

This is the time to choose a plan and enroll if you
need insurance for 2016. It's now easier than ever

and what information will be contained in each to enrol because:

= You won't need to fill out a new application
infomation that may v changea.
Remind enrollees of the importance of filing taxes  « joucn indpians vt docors ana
age . . . Provider Search tool.
and reconciling tax credits in order to remain + You can get hl!Trere ar mor plces o
‘Wnere people can d Eip)rfsﬂgnen:l .a l_)u can 1n
eligible for their subsidies W MAhealthconnector o/ help center
Remember, you'll need to choose a plan and pay
your first premium before your new Coverage can '

start What you need to do:

Encourage enrollees to update their application
information and shop for a plan that fits their
needs in 2017 while assuring them that no action

is required if they have no changes to report and oSl 120 e

www.MAhealthconnector.org/compare-plans.

a re h a p py With th ei r C u rre nt p | a n Check which plans have the providers you want

Use our new online Find a Provider tool to see which

Review your renewal plan for 2016

This packet tells you the type of coverage you'll
qualify for in 2018. It also tells you the plan you'll be
enrolled in, unless you decide to change plans
during open enroliment.

Compare changes for 2016
Read the renewal plan information in this packet,

o

plans cover providers (such as doctors or hospitals)
that you want to to use in 2016.

Shop during open enrollment if you want to
change plans
Shop and compare plans during open enrollment

Remind eligible but unenrolled individuals that
they can return to their application and apply for e o 2028 Yo cn coore s st

MAhealthconnector.org.
H H H Keep paying your monthly premium bill
2017 coverage, if they need it, during the Open VoS Hea hop paing e pramm Sl o
in order to have coverage in 2018. If you don't pay your
January premium by December 23, you could have a

Enroliment period op i oregs

OE 2016 communications that will be updated for OE 2017.
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Planning for systems changes for Open Enrollment 2017 is underway, including detailed
project plans for testing and batch processing. Close coordination with our vendor and
agency partners positions us well for this Open Enrollment period.

e Our plan identifies specific dates for the production
execution of business events

— It addresses regulatory guidelines, business dependencies and
the release schedule

— The defined schedule allows the Health Connector to plan for
member communications and operational impacts

e In addition, we are planning robust “Production-
Like Testing”: A comprehensive simulation of the
renewals process
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— The benefits of this simulation are that testing is
scaled based on the size and complexity of data
and, additionally, data will come from applications
and enrollments created over time
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— The scope of testing will include Preliminary
Eligibility, Final Eligibility, Auto Enrollment and
Renewal Invoicing
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6/23 O 723> 8/23 O 9/23$> 10723 11/23 & 12723 123
R9 User Acceptance Testing (UAT) ’ AE Prod-Like Testingl AE Production
— R9 Deployment
UAT Code Drop 1 —— AE Smoke AEC1 || AEC2
UAT Code Drop 2
. UAT Code Drop 3
System Business P @ RS FTR
Processes PE Prod-Like Testing PE Productio -
i Renewal files
PE Smokg PEC1 PEC2 sent tq carriers
FE Prod-Like Tgsting FE Production
FESmoke FEC1 FE C2 AE C3
Send January
. - Send PH notices Send renewal invoice
Notices / Billing notices
& Enroliment
Window for redgtermined
individuals to edit app
®7/14:ccABoald T .
CCA review of proposed ana rds Plan testing P8 gcﬁ Bofg(j)p
awards Fina
Seal of Approval | QHPs/QDPs Conditional SO/
Plan . . —
M / ’ 7/12 Statte de:dl_ltne Ior ¢ Final plan feview/testing, upload
anagement cDaglrLers 0 submit rages 1o of ConnectprCare plans, final rate
‘ . . review/testing, final service
. 8/1_5' State deadline areas/zip codes testing
DOI Rate Revigw for final rates to be on

file

“What to Expect from OE”

emails and postcards to DOR Letter
Outreach renewing fnembers )

OE Reminder to _—
Eligible but Unenrolldd Plan Selection and
Payment Rininders
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R8.0 — April 2016 _ —
Dec 2015 — Mar 2016 (3.0) (26.0) R9.0 — Aug 2016 (30.0) . R10.0 — Oct 2016 (20.0)
C ¢ (XL) TBD: Open Enrollment2017 Repairs | . (TBD-XL): Streamlined renewals
(XXL) HCF-9: MassHealth — L Errors (SNAP and SSA interfaces)

(HCR-46-3M): MH RFI Income-only
expirations monthly batches

— Fixes to prevent incorrect termination of dental

redeterminations plans, fix how enroliment status and dates are

(L) CR-1063: Full Integration —

R8.1 — June 2016 displayed/consumed Payment Portal
R7.2 — Feb 2016 (26 0) - Changes to CCA Renewals Process * (M) ALM-5476: Workaround:

- — - . — Multiple Plan Effective Dates Available for Transitional Medical Assistance
Retroactive Eligibility/Override (L) CR-1058: Voter Shopping « (TBD-M): MMIS Codes Fixes —
Eligibility Registration functionality - XMLs and Births Phase 3

* Addiional AdvancedProgram | - (TBDAL); HORT: FullRFI | = DXomamse SomwePesrs | () HGF-28: NavigalorICAC Assister
Determinations ongoing expirations Effectuation XML Portal
e * (M) CR-1111: Remaining | . (LL) HCF-39: Renewal & Redetermination | * (TBD-L) HCF-23: Periodic data
* Notice |mpr0Veme”t5 dlsabllltyfunctlonallty Validation (RRV) Batch matching—Phase1 & Phase 2
+ CR-1108: Switching De-Scoped related notice « (L) HCF-18: Application Reactivation * (S) HCF-13*: FTR-Failure to
Notices Requirements To Future « (TBD-M): Notice + (M) HCF-1 1'. Aalires SEnsERhEln il Reconcile (scope to be decided upon
Release; Deleting One Obsolete enhancements needed for USPS only ’ completionof JAD sessions)
Notices Requirement RFI| and redeterminations - (TBD-M): MMIS Codes Fixes — Phase 2 * HCR-17: SEP Redesign-Three SEP
+ CR-1029: Admin Closure Reasons (includingHCR-53; CR- - (8) HCF-.31: Joint MH/CCA UI/UX Events

« CR-1053: Good cause reason code 1054; CR-1087; HCR-18) * SEP Reactivation of deceased profile

+ CR-997: Flag/Indicator for the Large | « (TBD-M): MMIS Codes e

Print & Braille Notices E e s e IR T EE _ * HCF-13 to be confirmed once JAD
: * (8) HCF-46: Ability to check with carrier sessions have been completed
* CR-996: BE’?“*‘ process change to + (TBD-M) HCF-26: Auto-de- enrollment status on the enrollment page '
support notices for Reasonable duplication of HIX - (TBD): Overall SEP Redesign (CR-984:
Accommaodation functionality applications HCR-16; HCR-37; CR-1031) ’
* Turn DOR Interface ON * (TBD): New HSN Changes | . (m) HCF-52: MassHealth Spanish notices

+ HCR-58: Change text on Eligibility
Screen when still eligible after
timeclock expiration

+ Premium Assistance Enhancements

* Plan Management

(R7.2.4)
R11.0 — Feb 2017 (26.0)
+ (L) HCF-25: Ability to support death/removal of | »+ (M) HCF-56: MassHealth MCO shopping + (S8) CR-1095: Add two new requirements for
HOH + (M) HCF-36: Full ESI functionality catastrophic eligibility.
+ (TBD): Health Safety Net Enhancements + (M) ALM-4567: Retro Enrollment|| Unable to Retro | « (8) CR-1105: Death of a subscriber with
+ (M) HCF-16: Batch redeterminations (based on back the Plan start date to original plan effective dependents
FPL/COLA adjustments) start Date for Head of Household and entire family. + (XS) HCF-14: Language permitting CCA to use
+ (M) HCF-54: 65 age out (Medicaid and QHP « (M) HCF-55: Medically frail indicator functionality IRS data for up to 5 years
populations - separate logic for each) + (M) HCF-35: Send data interface from HIX to
MMIS (include CR-1112)
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Preliminary
Eligibility

30-45 Day
Review Period
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« Eligibility Redetermination: All households with at least one QHP eligible member who is enrolled or who continues to be eligible for MassHealth or Health
Connector coverage will have their eligibility redetermined for 2017

* Notices: All QHP enrollees who applied for financial assistance, including those in mixed households, will receive a preliminary eligibility notice that includes
the 2017 Federal Poverty Level of Health Connector members in the household

J

N

e Health Connector-only households will be given 30 days, and mixed households 45 days, to review their application and make any changes before their
renewal eligibility is finalized

* MassHealth members who are sent a pre-populated form will be required to return to MassHealth to provide updated information (or else risk downgrade or
loss of coverage) online, by phone or by paper

Final Eligibility
and Renewal
Notice

MO D

18 B

Re-enroliment

I Billing

J
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« Eligibility will be finalized in batches or when an application is submitted during the review process
* Notices will be sent to all households with at least one QHP enrolled member who continues to be eligible for a QHP in 2017, and will include pertinent
information such as eligibility for the renewal year, renewal plan and rate, and APTC amount (for both QHP and QDP)
J
N\
* All QHP enrollees who continue to be eligible for QHP renewal and who have not actively shopped for a new plan for January 1st will be mapped into a plan
according to the following hierarchy: same plan = same carrier - lowest cost plan in same benefit level (QHP and QDP)
J
N\
*Members remaining in the same carrier do not need to submit an initial payment to secure their January effectuation; they just need to keep paying the bill
they receive in the mail each month for their next month’s coverage, which will likely be a different premium amount for 2017
*Members changing carriers need to submit an initial payment to secure their enroliment for January
J




