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Marketing & Outreach 

Core Materials

• WordPress website – English and Spanish ready for ‘go live’ Nov. 10

• Broker/Health Coverage Guide Toolkits distributed

• Updated collateral in C4HCOStore.com for sales channel ordering

• Presentations updated for outreach – Spanish, English

Education and Enrollment 

• Presentations in communities to providers, civic groups, local organizations, policymakers, town halls, conferences –
more than 35 by Connect for Health Colorado staff alone since July 

• Open Enrollment Tour mapped with almost 50 stops Nov. 15 – Dec. 31

• Walk-in sites to open Nov. 15: Greeley, downtown Denver
o Others following in Lakewood, Aurora, Tech Center, Colorado Springs, Pueblo, Western Slope, Foothills

Advertising Ramping Up Now

• Real customers across Colorado telling their stories on TV, web, social

• “We All Need Health Insurance” launched on radio, online, print
o TV coming soon, to run alongside Customers spots

Communications and Media Outreach

• Talking points on renewals, APTC for sales channels, stakeholders, policymakers

• Proactive education with key reporters on open enrollment preparedness, renewals process

• Regular Open Enrollment briefings, metrics updates
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Pre-Enrollment Site – Preview and Compare Plans
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New Open Enrollment Homepage
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Enrollment Road Tours
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Enrollment Events Nov. 15 – Dec. 15
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Open Enrollment Ad Campaigns 

online

print

TV – stories from 
real customers

Advertising running on all mediums – with 
increasing frequency early November 
through February. 

‘We all need health insurance’ 
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Web Site Banners on High-Traffic Days

e.g.:  Election day
• 9news.com Run of Site – 1,000,000 

impressions on 11/4 & 11/5
• DenverPost.com – Home Page -

fixed on 11/4
• Denver Post.com – Politics fixed -

on 11/4 & 11/5
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Spanish Advertising

Telemundo TV Spot

Full advertising campaign in Spanish: TV, radio, print, 
Online & mobile statewide will incorporate:

Todos necesitamos seguro de salud

Univision TV Spot
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The New Toolkit

• Access the entire Toolkit 
from one place

• Available exclusively to 
Connect for Health Colorado 
Sales and Service Channels

• Log in: 
o Username: FN initial + LN

o Password: Welcome1
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Tax Credit Estimator
(Public Website)

Live Now!

• Intuitive 

• Estimate federal tax credit 
quickly

• No log-in needed

• Use with other tools or by 
itself

http://connectforhealthco.com

New or Current Customer

Tax Credit Estimator link

http://connectforhealthco.com/
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Plan Finder –with Formulary and Update Provider Search
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Complex Household 
Calculator (LMS)

October 31

• Exclusive to Sales and 
Service Channels

• Intuitive drag-and-drop 
work-flow

• Build complex, multi-
households

• Get APTC/CSR Estimator 
Results for each person

• Same calculator engine as 
the Tax Credit Estimator

• Connect to Plan Finder 
Tool
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End-to-End SES Simulator (LMS)

October 31

• Practice the Individual 
Financial Application Path 
End-to-End

• Understand the application 
and question sequence and 
flow

• Develop proficiency to help 
your clients right out of the 
gate on November 15

• NOTE: No data is saved or 
transmitted from/in/through 
the SES Simulator
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After November 18: Meet Our NEW Consumer Coach, 
Kyla!

Kyla will appear on the main 
page and key pages linked 
to the main page.

She will help the user 
navigate the site and explain 
important topics in getting 
coverage and help.

Users will be able to use her 
as a resource or park her to 
the side and work 
independently.

GOAL: Reduce traffic to your 
service centers and ours
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Service Center Readiness 

Front Line Staff 

Telephony 
Services

Tools, Systems & 
Reporting

Communications 
& Escalations 

Policies & 
Processes 

Training & Job 
Aids

• Currently 160 Tier 2 (front line) and 11 
Tier 3 (licensed)

• Plan to ramp up to peak level in early 
December, overtime and extended 
hours agreed 

• Capacity to double staff (one time) if 
needed within 4 weeks

• Tested telephony systems with 
volume of up to 1000 concurrent 
calls  (twice last year’s volume) 

• Tuning processes to balance calls 
between CGI and C3 service centers 

• IVR changes to reduce and redirect 
calls 

• ‘On hold’ script changes to provide 
clear alternatives for support

• Implementing features to eliminate 
‘circuits busy’ for inbound callers

• Improved OCX and incident tracking tools
• System changes to improve efficiency 
• Reviewed and improved daily OEP 

reporting and metrics 

• Revisited policies that were unclear 
or resulted in large ‘clean up’ efforts 
last year and revised as appropriate

• Updated processes to match system 
changes 

• Integrated policy oversight group 
into go-live command center  and 
readiness planning

• Updating job aids used during last 
open enrollment period to reflect 
new functions, processes & policies

• Service center reps have been 
testing the Shared Eligibility System 
(SES) and Release 2 and updating 
training &  job aids

• Refreshed contact lists & on-call processes
• Reinforcing and accelerating operational 

processes to support increased capacity 
and urgency expected during Open 
Enrollment Period (OEP)  
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Challenges to Service Center Readiness 

Front Line Staff 

Telephony 
Services

Tools, Systems & 
Reporting

Communications 
& Escalations 

Policies & 
Processes 

Training & Job 
Aids

• System changes continue – at a 
reduced level – beyond 
November 15.  Reinforcing 
existing processes to adapt to 
increased frequency and urgency 
of updates

• Some policy decisions will be 
outside of our control (e.g., if 
enrollment deadlines change 
again) and there are more 
partners to coordinate with (e.g., 
Department of Human Services  
and HCPF) if these decisions need 
to be implemented quickly. 

• Cross partner processes such as 
mixed family verifications and 
case clearing have not been 
stress tested.  

• Impact of changes to Second 
Lowest Cost Silver Plan (SLCSP) and 
net costs of plans to consumers on 
call volumes and service levels can 
not be accurately predicted.   Need 
flexibility to prepare for worst case 
scenario and pull levers as needed 
to address impacts as they arise.   In 
addition, utilizing all sales channels 
to address increase in number of  
people requiring help during this 
OEP.  

• Fixed limit on number of circuits 
available for inbound / outbound 
calls. Implementing tools to 
reduce occurrence of callers 
receiving ‘circuits busy’ when calling 
the service center. 
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Marketplace Readiness 

SES and 
Marketplace 
Software 
delivered 

System and 
processes 
tested for 
accuracy and 
usability 

Critical defects 
corrected

Workarounds 
developed and 
communicated to 
sales and support 
channels

Go live checklist 
developed –
System will be 
live at 6am on 
November 10.  
OEP begins 
November 15. 

Critical code delivered 
according to schedule 
by all vendors. 

• Business Acceptance Test (BAT) team 
executed 100% of all test cases at least once.  

• 100% of go-live test cases have been 
regression tested.  91% pass rate for go live 
test cases. 

Total number of go-live defects found  throughout testing = 274
Number closed / fixed (as of 6pm 11/5) = 251

Number open (as of 6pm 11/5) = 23 

Concentrated focus weeks of 11/3 and 11/10 
to finalize and communicate to stakeholders 

Check list 
complete and 

reviewed with all 
stakeholders 
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Challenges to Marketplace Readiness

• Some non-critical but highly desired functionality will not be ready on November 15; e.g.,
o Integrated proposal system for brokers to support SHOP customers.  Will have old non-integrated solution 

available until integrated solution is ready

o Reference plans for use by brokers and employers in developing contribution levels for employees.  

o Ability to easily create an agency that is ‘searchable’ online.  

• Renewals and Redeterminations Verifications service (RRV) for renewals processing is not ready 
yet.

• Major new functionality (e.g., 1095 reports) still to be delivered before end of open enrollment 
period.  
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IT

• Technology
• Implementing Akamai waiting room to ‘hold’ users if system is unresponsive

• Implementing capacity plans

• Completing performance testing of all key systems

• Cloud hosting RFP started

• Ntierity architecture efficiency study

• Command center
• Updating process documentation and contact lists

• Performing dry run

• Reporting
• Renewal Book of Business reports distributed

• Starting simultaneous enrollments by month report

• Operational dashboard for open enrollment

• Real time eligibility reporting

• 1095 / CCIIO updates

• Security
• SSR, POA&M, SSSP, PIA are being submitted

• Two ongoing audits: IRS and OIG

• EDI
• Shoring up EDI in preparation for go-live

• Renewals testing ongoing

• Planning to resume payment web services and 820 testing

• Governance and meeting cadence established


