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Open Enrollment 2019

Open Enrollment began November 1 and will run through January 23, 
2019, offering residents of the Commonwealth an opportunity to enroll in 
high-quality coverage they can rely on.

• The Health Connector is pleased to offer a 

stable Open Enrollment experience again this 

year for current and new members.

• Current and new members will experience 

lower rate increases than last year.

• The Health Connector continues to navigate 

federal policy challenges. However, through 

work with our Board, the Division of Insurance, 

the carriers, and other stakeholders, the 

Massachusetts insurance market and our 

Exchange market continues to remain stable.

• A stable and successful Open Enrollment is 

one that allows for changes in enrollment, as 

members assess their coverage needs and 

options for the upcoming year. The Health 

Connector works to facilitate their ability to 

clearly consider their coverage options and 

easily make changes, if desired.
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Agenda

Today’s presentation will update the Board on activities to prepare 

for, execute, and evaluate Open Enrollment

• Progress to date on member-facing open enrollment preparation and execution

• Activity at the customer service center

• Outreach activities

• A refresher around member activity from previous years to help contextualize this year’s activity
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October
Final Eligibility 

Determination and 
Renewal Notice

December

Billing and Payment

August - September

Preliminary 2019 
Eligibility 

Determination

November

Enrollment 
Transaction 
Processing

August - October

Preliminary Eligibility 
Notice and Review 

Period 



Member Noticing

Members have received 
renewal notices for 2019 
outlining their renewal 
plans, premiums, and 
subsidy amounts.

• The Health Connector sent 

nearly 220,000 renewal notices 

as part of this process

• The notice contains information 

on a household’s plans, rates, 

and subsidies for 2019

• Members are encouraged to 

continue returning to their 

applications to make updates as 

needed
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Contact Center

The Contact Center is staffed to support members during Open Enrollment 

and are equipped to handle the early activity increase by members

 The first four business days of this year’s OE has shown an increase in activity, both at the 

call center and walk-in centers, compared to the previous OE year

 Increases in activity can be attributed to members taking early actions in updating their 

applications, shopping, and enrolling into a 2019 plan
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15,496

23,279

Call Volume

2017 2018

1.3%

0.4%

Abandonment Rate

2017 2018

35
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Average Speed of Answer

2017 2018

Walk-In Center Activity 

2017 2018

Boston 320 664

Brockton 56 159

Springfield 97 154

Worcester 140 235

Totals 613 1212



Outreach Efforts

Visits were made to 14 communities, 

setting the stage for Open Enrollment.
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• Signs were placed in dozens of storefronts in 

neighborhood and downtown locations

• The Health Connector participated in more than 10 

media interviews or appearances on local cable 

television stations

• Communities were encouraged to enroll, and to 

#StayCovered in 2019

• Navigators attended many events, positioned as a 

source of local assistance for residents

• In November, the first #StayCovered social media 

day will be held on Nov. 15

• Navigator enrollment events will be held starting 

Nov. 1 and throughout the month, and the Health 

Connector will continue to visit communities across 

the state



Open Enrollment in Context:  Enrollment

Overall, staff expect to start 2019 
with 260,000 to 265,000 members

 In the last two open enrollments, roughly 50,000 new 
members enrolled by January 24 for renewal year 
coverage 

• Confusion about the individual mandate, concerns 
about “public charge” determinations, and general 
affordability issues may result in slightly fewer new 
members this year

 Last year, approximately 50,000 members enrolled in 
January left Health Connector coverage for 2018

• Lower rate increases this year may result in fewer 
members terminating coverage as a result of non-
payment

 Last year, 14% of members became newly delinquent 
on their January payment

• We may see lower delinquency rates this year due 
to lower premium increases for 2019

 A substantial number (16%) of ConnectorCare 
members are currently determined ineligible for 
subsidies next year

• This compares to 20% at the same point last year; 
this number will likely continue to go down as 
members update their applications
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Open Enrollment in Context:  Shopping

Although many members opt to stay in their same plan, the Health Connector 

encourages members to compare and explore their options every Open Enrollment.

• OE 2019 may look more like OE 2018 given lower 

premium increases

• OE 2017 member communications heavily 
recommended shopping, while OE 2018 
messaging also emphasized the ability to 
renew automatically

• In survey data, members who did not shop 
most often cited satisfaction with their current 
plan as their reason for not shopping (67%), 
though nearly 1 in 5 cited confusion about 
shopping as a barrier

• Bronze plan enrollment increased substantially for 

2018

• 14% of renewing unsubsidized and APTC only 
members switched from another tier to Bronze 
for January 2018

• Staff will be tracking whether the new “low 
Gold” options are an attractive alternative to 
Silver plans with federal CSR-withdrawal 
“loaded” premiums

% Reviewed 

options

% Changed 

plans

OE 2017 39% 15%

OE 2018 37% 5%
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Non-ConnectorCare Enrollment by Metallic Tier, December 2017

N = 59,975

Non-ConnectorCare Enrollment by Metallic Tier, February 2018

N = 65,973



Special Population:  Members in “Loaded” 

Premium Plans

Fewer members are currently set 
to renew into a plan with a “CSR 
withdrawal loaded” premium than 
last year, but they are still a 
population of special focus.

 Roughly 10,200 unsubsidized members and 
7,200 APTC-only members currently in “loaded” 
Silver plans will renew into one if they do not shop

 An additional 33,000 are currently in 
ConnectorCare but will renew into a “loaded” 
premium plan due to eligibility changes

 These members are receiving many and varied 
communications to encourage them to update 
their application as necessary and to shop

 Last year, 80,000 members were in plans 
impacted by CSR-loading when OE started

• Over 7,000 members left the Health 
Connector to purchase a similar but 
“unloaded” premium plan directly from a 
carrier. 

• Just over 120 of them have returned to date, 
and more may return during Open Enrollment
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Our Focus Moving Forward

Supporting members through a stable Open Enrollment process is the 

Health Connector’s key focus through January

• The Health Connector will monitor Open Enrollment activities and is prepared to adjust to meet 

members’ needs if necessary

• Staff will continue to keep the Board apprised of enrollment activity at future meetings
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November • Shopping began November 1

• Auto renewal transactions will be sent to carriers in late 

November for members who have not shopped

December • Payments made by December 23 will be applied for 

January 1, 2018 coverage

January and 

beyond

• Communications to members, including 

• Tax forms and associated guidance

• Outreach to members who drop coverage for 2019

• Continued reminders about the importance of 

keeping information up to date



Appendix:  Communications 
Calendar
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Milestone: Survey: Email: Mail: Robo call: Buckslip/Insert:    

Open Enrollment 2019 Member Communications Calendar

1.1, Happy New Year email 
to Renewing members

1.13, 
1.17, 
1.19, 
1.22, 
Payment 
reminder 
to EUN

11/7-1/23, (Weds.) Choose plan reminder email to EUN with no plan selection

OE reminder in January 
Past Due + Delinquency 
notices

1.23 OE 
ends

1.12 Wait to file taxes, 
2018 Members (50k)

1.8-1.12 Wait to file 
taxes, 2018 Members 
(160k)

1.17 -
1.30 
1095 A 
forms 
sent

2.13, 2.16, 
2.19, 2.22, 
Payment 
reminder to 
EUN

2.16, 
1095 
filing/
correction
s 
reminder

2.28, 
Return to 
Us, NPP 
downgrad
es (TBD)

3.28 
Return 
to Us,
NPP 
downg
rades 
(TBD)

3.19 
Suggeste
d 1095 
correctio
ns 
deadline

3.1 PT1 tax 
filing reminder

1.1, OE is ending

9.5-9.19 Prelim Notices mail

8.29, 
Prelim 
Notices 
availabl
e 
online

9.3 What to Expect 
mailer
(~ 25k)

8.30, 8.31, 9.4-
9.7
What to Expect 
email (~125k)

10.10-10.29 
Renewal 
Notices 
mail

9.26-9.28, 
CC update email (~70k) 10.24, Downgrade 

email (60k)

10.25, 
Downgrade 
robo (60k)

10.2, 
Downgrade 
email

11.16, 
Downgrad
e mailer

11.15,
Shoppin
g quiz 
email 
(~125k)

11.26,
Cyber 
Monday 
shop 
email
(~125k)

12.1, New 2019 
premium 

12.15, 
Downgrade 
change 
plans/update 
info reminder

12.10, 12.17 Plan 
knowledge series
(~125k)

12.20 Last 
chance to 
change 
plans for 
1/1 (All 
members)

1.7, 1.18 
OE is 
ending 
reminders 
EUN

8.1 Paperless 
options

11.1, OE 2019 6.1 Paperless 
options

7.1 Report 
Changes 

5.1 Report 
Changes 

4.1 File Taxes

11/2 – EUN 
postcard/email OE 
announcement

2.1, 1095s

3.1 
Report 
Chang
es 12.7-12.9, New 

carrier renewals New members for 
Feb.

11.30-12.2 New 
members for Jan

12.10 Stay 
Covered 
reminder 
Bronze/
Catastrophic

10.11, What’s new for 
2019? 11.7, 

NHP is 
AllWays
to NHP 
membe
rs

10.10 – NHP is 
Allways email to 
paperless NHP + CC 
members (4k)

10.26, Stay Covered

10/22-12/3, (Mondays.) DOR letter to uninsured

11.19, 
CSR/Silver 
Unsub 
postcard

10.18-19, 
PPF robos




