INDIVIDUAL AND FAMILIES WORKGROUP

Minutes of December 3 meeting

Attending: Donna Sutton Fay, Trinka Kerr, Joan Lavoie, Rebecca Heintz, Kristen
BigelowTalbert, Dale Hackett, Emily Yahr (VHC), Selina Hickman (DVHA), Dani
Delong (DVHA)

Update on Consumer Satisfaction Evaluation

The funding for the evaluation has been extended so the survey was not done this
fall. It will be done after open enrollment so that the experience of consumers
during this most recent open enrollment can be evaluated. Emily will try and bring
the latest version of the survey instrument to our next meeting. Rebecca again
raised the carrier’s concerns about making sure that the survey evaluates
consumers’ experience with VHC, not with the carriers. There are other ongoing
quality measures evaluating experience with the carriers and they do not want
these efforts to be duplicative. Emily believes these duplicative areas were removed
from the survey instrument and will check on that.

The data from the Household Insurance Survey that the Dept. of Financial
Regulation recently conducted should be available in January. This survey will also
provide additional information.

Individuals eligible for CSR but enrolled in plans other than silver plans

We identified this as an issue we wanted more data on at our last meeting. Emily
brought data showing how many current enrollees eligible for CSR are enrolled in
other plans, breaking the data down by CSR level and plan tier. The data is attached.
Emily is checking to see if the tax household or the individual income that was used
in pulling this data, and why the number of enrollees in the 70% column is so low.

There are approximately 1226 individuals eligible for CSR at the highest levels
enrolled in platinum and gold plans. DVHA has identified this group as their priority
for outreach since these are the individuals most likely to be paying more for their
coverage than they need to (since their CSR would bring them up to a gold or
platinum level plan with a silver premium).

DVHA was meeting Friday, 12/5 to plan the outreach to these individuals. It will
likely involve phone calls and direct mailing. Some outreach has been done already
with an insert included in eligibility notices explaining how to pick a plan, that those
eligible for CSR should be in a silver plan, etc.

We encouraged VHC/DVHA to outreach to as many people as possible at every level
of CSR who are not enrolled in a silver plan. We suggested that email might be one



way to reach people, although the web portal no longer allows people to put in email
addresses, and the use of post cards.

Possible Issue of Incorrect Premiums

A few navigators have heard from enrollees who have received notice of significant
premium increases for 2015. DVHA/VHC is going to look into this to see if there is
systemic issue or if these are isolated cases where mistakes may have been made.
Donna and Kristen gave Emily and Selina more detailed information from the
individuals they have heard from to help VHC figure out what is going on.

Next Meeting: January 5, 10:30-12 DVHA in Williston

Main agenda item: Issues related to tax time and reconciliation: timing, content, and
accuracy of notices VHC will send with APTC amounts, how VHC will handle
problems and changes, etc.




