Marketplace Dashboard: March 2019

CONNECT{»HEALTH
COLORADO

Individual Medical Enrollments:

e Effectuated Enroliments

3 Plan Selections (Cumulative):

Target Effectuated Enrollments

250,000
Z
2 5, oy, 9, %
2z, e g, 1‘29‘, '%;11196. 2. Lse, T s 2 23, EEN s,
200,000 ? 65 “65, e > = = = * 3 x “S65 s %
= i % —- ~5¢ x %
150,000
100,000
50,000
) \ { - ! )
a2 = 2 = - = = = = 3 a a 2
z Z : £ o B s g z g = 3 Z
= Z g 5 2 z & 8 5 & 5 K 5
e % of Calls Answered <5 Minutes
Customer Service Center Metrics:  —lzoignrme
Ld e Average Wait Time
Average Handle Time
100% 12:00
95% 9:36
30:12:00
90% 7:12
RS /\ 4:48
Glres 22:58 2:24
75% i 0:00 3
g, 7% 21:365
© 65% E
< 60% 15:43 16:35 i 61% 19:125
iF 15:08 15: .48 %
£ 559 146 1 14:31 1482 1423 = 1B 13.46  16:48%
= [ 1 14:245
50% 7 >
459% 12:00<C
40% 0 9:36
35% 2 7:12
30% 4:48
25% 2:24
20% 0:00
Mar-18 Apr-18 May-18 Jun-18 Jul-18 Aug-18 Sep-18 Oct-18 Nov-18 Dec-18 Jan-19 Feb-19 Mar-19
TOP 6 CALL DRIVERS - TOP 6 CALL DRIVERS -
All Other MARCH 2018 . MARCH 2019
Call Drivers, Call Drivers,
20% Enrolling - Enrollment 11%
Process Questions,
Enrolling - 42% Account Corrections
Complet: - Profile Changes,
Enrollment, 8%

6%

Life Change Event -/

Terminate Plan,
10%

Technical Support

Password Reset,
12%

Business Definitions

ity Determination -

Eligibility Determination,

10%

Life Change Event
- Terminate Plan,
10%

Technical Support
- Password Reset,
15%

Target Effectuations for
Fiscal Year 2018 was
142,500.

Fiscal Year 2019 is
141,000. Target based on
approved fiscal year
budget.

C4HCO experienced an
unexpected spike in call
volume the 1st two weeks
of March 2019 as a result
of expiring manual
verification requests and
manual applications for
Open Enrollment 6.
Additional staff were
added, and we saw
improvements the last
part of March.
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Individual Medical Enroliments:
Plan Selection (cumulative)

Cumulative count of unique individuals who have selected a Medical Qualified Health Plan (QHP), regardless of current policy status.

Individual Medical Enroliments:
Effectuated Enrollments (net)

Count of unique individuals who have submitted an application, were deemed QHP Eligible and selected a medical QHP, and the month's
premium payment was received and acknowledged by the issuer. As this is a "net" number, terminations and cancelations are subtracted.

Customer Service Metrics: % of
Calls Answered in less than 5
minutes

This represents the Average Speed of Answer (ASA), and is the percent of calls answered within 5 minutes.

Customer Service Metrics: Average
Wait Time

The average wait time, rounded to the nearest second, for each incoming call to the call center.

Customer Service Metrics: Average
Handle Time

The average amount of time, rounded to the nearest second, spent by call center representatives on each individual call.
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