E— MASSACHUSETTS

HEALTH
CONNECTOR

the right place for the right plan

June 2, 2016*
CCA Board Repoxt Metrics
*Reporting period through June 1, 2016

Source: Dell Financial Management System (FMS) — June 2, 2016

Total Non-Group Medical Enroliment: Current Rolling Quarter**
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**Rolling Quarter time span includes previous three months and current month

* “Adds” is defined as the total number of members who begin coverage for the reported month
* “Terms” is defined as the total number of members who end coverage for the reported month
* The enrollment lines shows the total number of members effectuated for the reported month

Total Non-Group Medical Enroliment: Year to Date
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This report has been reformatted since November 2015 with an updated methodology that tracks enrollment, and any associated changes (i.e.,
additions and terminations), as of the month in which they occur. Previous reports tracked enrollment, and associated changes, based on the
member’s benefit start date. For example, if a member began coverage in January and then terminates her coverage in November, she will now be
reported as a term in November; previously she would have been reported as a term in January.
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Non-Group Dental Enroliment
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Small Group Medical Enroliment**

o 5465 5520 5760 5778 5830 582 584 585 594 5763 6103 5922 8,000
30  Q—mO——0O O O O O 6,000
250 4,000
200 1238 1,242 1270 1248 1,262 1249 1297 1,297 1,338 1361 1400 1,325

150 2,000
w0 | QF o— QG Qr o—Cr Q- Q O 404 )

s0 28 10 12 36 18 34
om0 omE " pmm . [l se  EE R _—
o) (12) (6) @2).° (34) (22) (G (16)- (34), (9) (32) 37), By (2000
(100) (4,000)
Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms Adds Terms

July August | September| October ' November December January | February March April May June
Group Terms . Group Adds =—O— Group Enrollment —O— Member Enrollment
Enrolled Groups by Metallic Tier Enrolled Groups bx Carrier m Neighborhood Health Plan (36%)
600 4% 3% 0%
4% B Harvard Pilgrim Health Care (25%)
500 m Tufts Health Premier (10%)
400 M Tufts Health Direct (9%)
300 M Blue Cross Blue Shield of MA (5%)
M Fallon Community Health Plan (4%)
200
W Health New England (4%)
100 m Boston Medical Center HealthNet
Plan (4%)
O W Minuteman Health (3%)

Platinum Gold Silver Bronze u CeltiCare (0%)

Small Group Dental Enrollment**

150 6o 679 759 755 783 857 11 1,000
125 547 602 582 600 598 200
100 600
75 129 137 134 134 133 14 148 159 162 165 170 164 400
0 O O O O0—O0 O——o0 O O O O 200
25 10 10 9 6 7 7 2 0
et - 0 0 0 — = . — — —— —
0 ) W (1) (2) (3) 0 D) —— g ) (1) (200)
(25) (400)
% (%) v w v wv v wv v wv (%) wv (%) wv (%} wv (%} wv (%) wv (%) wv %] wv
T E B E - E| 3 E|/ 3 E 8 E 8 E B E B E B E| B E| 3 E
<< (] << (] << << << << (] << (] << (] << (9] << (9] << 9] << 9]
[ = = = = = = = [ [ [ [
July August | September| October ' November December | January | February March April May June
. Group Adds Group Terms —O— Group Enrollment —O— Member Enrollment
Enrolled Groups by Metallic Tier 29 Enrolled Groups by Carrier
4% 2%
u Delta Dental of
77% Massachusetts (66%)
u MetLife (18%)
18% = Altus Dental (10%)
22% m Blue Cross Blue Shield of
MA (4%)
1% = Guardian (2%)
High Low Pediatric

** June counts do not include BCBS membership and reference a subset of data resulting in preliminary enrollment counts
** Group adds and terms represent a point-in-time snapshot of small group membership and may not include membership retroactivity
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Call Volume 2015 v. 2016 Abandonment Rate 2015 v. 2016
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100% Questions
--How satisfied are you with how our customer service
representative resolved your issue today?
80% --How friendly and courteous our customer service representative
was today?
--How satisfied are you with the knowledge of the customer service
60% representative you spoke with today?
--How satisfied are you with the overall service provided to you by
the Health Connector today?
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Number of Urgent Services Cases Received (Monthly)
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