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Background

Current approved budget for service center is $14.9M
S0.3M Approved in December 2014 for additional HCPF resources
S0.9M Approved in November 2014 for CGI/C3 due to changes in SCLSP
$13.7M Approved in initial budget
$14.9M total approved budget

Throughout the fall, staff presented forecasted costs for FY2015 of
between $15.2M and $17.9M but recommended that the Board
approve incremental increases to allow us to continue to look for ways
to reduce costs over time.
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Slide presented in November Finance

Committee Meeting

Financial Implications

[ | I T —— |
Long-Term Directional Financial Influences

Market-driven: Controllable:
*Market pricing variances year-to-year *Completion of programming & IT systems

*Renewals: 2" Lowest Cost Silver Plan Pricing Changes

Impacting APTC *Decision Support Tools

*Plan Choices (# of plans, carriers) *Improved Noticing and Messaging

*Proportion new enrollments to renewals *Staff training, retention, optimization

*Sales Channel Participation: Assistance Network,
Brokers, Hubs, Carrier brokers

*Product diversity

*Experience, data analysis

*SHOP volumes

Staffing Trend Renewals

Staffing Increase Mitigati Year-end
Forecast Budget ;ng n ot Continued to Volume I ons Fo e
oreca Y/E Adjustments mpact recast
) July-September September-lune
2014-2015 September Actuals November . June 2015
Service Center s 13,640,000 S 1,500,000 S 1,800,000 S 875,000 TBD S 17,815,000
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Current Customer Service Center Forecast

S20M -
$18.11
$17.71
ems FY14 Actual
$15 M - e FY15 Budget $14.88
em FY15 Trend
$10M -
S5M -
Actual Costs incurred Fixed costs plus forecasted variable costs
Costs but not
invoiced / paid
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Key Assumption:
* Maintain current ASA, AHT and abandon rates throughout FY 2015 (i.e., not

aiming for 80/90 SLA). This is in line with decisions made by Board in CONNECT/»HEALTH "
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Customer Service Center Cost Drivers

$18.11
$17.71

e FY14 Actual
$I5M - e FY15 Budget
e FY15 Trend

$14.88

S10M -
S5M -+
JUL AUG SEP ocCT NOV DEC JAN FEB MAR APR MAY JUN
Pre-OEP Cost Drivers Open Enrollment Post OEP Predicted Cost Drivers
* Life change events Cost Drivers * Eligibility determination issues
(4K/month) *  Eligibility and backlog cleanup
* Changes in APTC due to determination * Completing enrollments
market dynamics in Oct issues * 1095 questions
* Completing * Verifications processing
enrollments * Life and account changes :
* Renewals ;
* Life and account CONNECT}» 'C'IOELQF!'ATDIS’

changes



Current Customer Service Center ‘Committed’ Costs

— lowest cost option available

| |

$20M Service Center Expenses
FY15 Committed
$17.71
ems Y14 Actual
e Y15 Budget
$15 M - _ $15.55
e Y15 Committed $14.88
$10M +
$5M -+
Actual Costs incurred Fixed costs only
Costs | but notinvoiced /
paid

JUL AUG SEP OCT NOV DEC JAN FEB MAR APR MAY  JUN

Key Assumption:

* Reduce number of people able to answer the phone to 20 and eliminate :
all staff currently working the eligibility backlog and supporting HCG, CONNECT|[»HEALTH
Brokers and Carriers beginning 2/16/2015 i




Options

Option 1: Staff to current forecast based on call volumes and ASA < 12-13 minutes

o Variation 1: Work with HCPF to determine appropriate allocation of costs due to eligibility issues; may
require us to also look at paying for some Maximus and County customer support costs

o Variation 2: With above or separately, continue to closely monitor call volumes and costs and scale
down FTEs earlier if opportunities arise, while working to maintain a SLA closer to 80/90

o Variation 3: with above or separately, reduce number of QA staff by 1 (could result in savings of $35K)

o Variation 4: With above or separately, close our customer service center on weekends beginning 3/7 to
eliminate utility and staff costs (could result in S80K savings). May result in increased customer
frustration due to inability to reach customer service center outside normal business hours.

o NOTE: As we near the end of the Open Enrollment Period, we will not replace staff who terminate and
we do not intend to replace attrition through 3Q2015.

Option 2: Reduce staff level to current ‘committed level’

o Not recommended due to projected poor customer service and potential increase in escalations

Option 3: (not represented in deck) Ramp up staff to meet 80/90 SLA (expected total cost
for FY 2015 ~$18.75M using forecasted call volumes)
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Recommendation

* To make sure we meet the needs of our customers and support
channels through the rest of the OEP and as we continue to look for
ways to automate change processing for customers with Financial
Assistance, we strongly recommend Option 1 with variations 1-3
included.

o Request guidance from Operations Committee on whether to shut down

entirely on weekends. The cost reduction if we close on weekends beginning
3/7 is S80K for FY 2015.

e Qur ask — move $2.8M from Reserves to the Customer Service Center
Budget to cover planned service center costs. We will continue to
monitor costs closely and present updates monthly with the
expectation of trending under budget. Begin process of determining
if some of the call center costs can be shared with HCPF.

CONNECTj»HEALTH
9 COLORADO*®



SERVICE CENTER UPDATE

February Board Meeting

comecrsen ¥




Key Service Center Metrics

Call Volume and Headcount — Forecast to Actuals

Total Number of Calls Headcount (maximum)
Forecast Actual Variance Approved Actual

November 120,805 59,429 -61,376 239 200
December 79,347 110,136 30,789 341 225
January 87,521 93,974 6,453 176 190

TOTAL 287,673 263,539 -24,134 N/A N/A

Performance Metrics
P A e econda e ota arge
Calls Received 185,804 87,597 273,401 N/A
Calls Answered 137,133 51,909 189,042 95% of calls received
<5% - Note: 30% abandon
Abandon Rate 24% 40% 31% rate is consistent with our
° > 0 experience during 2014 OEP
peak shopping periods
Average Handle Time
. 19.06 24.40 20.27 16-17
(minutes)
Average Speed to 11.51 14.03 12.86 N/A _
Answer (ASA) (minutes) *
CONNECT&MHEALTH
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Call Drivers

o Primary call drivers between November 1 and January 31st

o Questions and issues related to eligibility for medical assistance programs including

Concerns and issues with eligibility results
Completing shopping after eligibility results received

How to fill out application / support in filling out application

* General information

* Requests for account or enrollment changes due to Life Event Changes

* Sales Channel support (Health Coverage Guides and Certified Assistance Centers, Brokers, and Carriers)

* Questions around 1095 tax forms

o Eligibility Assistance Activities to-date

* Enhanced specialized teams providing eligibility assistance via case management method

12

Addition of HCPF “Buddy” teams

Pairs work together to finalize accounts with outstanding enrollment issues
24 Service Center/HCPF buddies in place

Daily calls established

Daily collaboration via e-mail
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