


v Introduction
v" The services provided by an Exchange

v' Ensuring strong carrier participation in an Exchange
v" The Exchange back-office
v’ Issues that states are working on.

Resources:
1. How states should build an Exchange.

2. How carriers should work with an Exchange.
3. exchangeinfo@getinsured.com



mailto:exchangeinfo@getinsured.com

A web portal
A toll-free customer service hot-line

A fully functioning back-office.

3000 customers each day in 42 states

Offer 6,000+ health plans.

Two locations: Palo Alto, CA and Atlanta, GA.
Venture backed.

Providing an out-sourced Exchange BPO solutions
and software to states and carriers.



[ Businesses Individuals and
Families

[ The Exchange ]

Federal agencies }

[ Brokers and Navigators State agencies such
as Medicaid




LN X X X X X X

Eligibility determination

Plan selection

Subsidy calculation and remittance
Enroliment

Customer support

Premium billing

Consumer assistance

Rural needs support

SHOP Support



An integrated front
door offering
enrollment and
services to
commercial and state
subsidized programs



o

Iy Getinsured.com

Find Your Perfoct Health Plan

Select Carrier 3
Select Deductible v

High Deductihle |
Medium Deductible
Low Deductible |

Applicant Profile +

Plans

120 5%, showal o
Monthly Premium

[1 $otog100 (25
O] $101ta 200 (337
[ $201to $300 (45

Office Visits -
() Covered After Deductible

() Covered Before Deductible
() Doesn't Matter

Select Benefits -

[ Hospitalization [25]
|:| Emergency Room [ 152

[ wellness Checks 40
[] Generic Rx [102)
[] Branded Rx [133)
[ Mental Health [853)
Dental (76
Choose Plan Type -
O Hmo (108)
O rPO [ 45
() HSA Compatible 1257
(®) show Al

Need Guidance?

Call Toll Free =
866-598-8186 ) 4

Need Guidance? Call Toll Free: 866-598-8186 ﬁ

/ i " blue § of california . <
\K.'\Ct_na g Hea | th NEt “ ﬁ KAISER PERMANENTE Ant.hem.@‘ ASSURANT
illa-rrnrll' 5120.-rrortf il4ﬂ:rrnrtf 5143.-rrnrl|’ S341 4 /manth %155 /month 17 6imarth
%169 /month %155/month %1 76/month %208 month % 200/maonth 5150 merth
% 200/month %1 50/manth %27 2imonth
| | Adequate choice,
Compare Benefits Email Quotes - Print Sortby Price « Deductible % Show Al i .
D Medical:582.00  Preventive and Hospital Care 3000 (HSA Compatible) with Dental S I d e by S I d e
- Dental:included View all Benefits
H Total Rate: Coverag e
DEDUCTIBLE COINSURANCE DOCTO
393-00 YAQm& £3000 20% Mot Covered +" Emergency Foom Visits
per menth +" HSA Compatible
+" Dental
Apply
PRICE ASSURANCE » Will I Qualify?
|:| Madicel:3102.00  MC Open Access Value 8000 with Dental PPO Visw 21 Bensfits 1>" Recommended Plan
T Dental:Included
: aRae DEDUCTIBELE COIMSURAMCE DOCTOR VISITS OTHER BEMEFITS
31 09 00 YAema: S8000 40% Visits 1-5 $50 (See Welness option
. Brochure) available
per menth Generic Drugs option
available
Apply Branded Drugs option
available
+ Emergency F.oom Visits
+ Dental
PRICE ASSURANCE » Will I Quslify?
|:| Medical 28.00 MC Open Access High Deductible 5500 (HSA Compatible) HSA + " Recommended Plan
T D=ntzl:245.1  Primary Dental Plan vView Al Benefits
: Total Rate:
DEDUCTIBLE COINSURAMCE DOCTORWISITS JTHER BEMEFITS
$1 41 -1 0 KAetrla §5500 50 Mo Charge after Welness option
per month Ded. available
+ Emergency R.oom Visits
Apply +* H5A Compatible
PRICE ASSURANCE » Will T Qualify? Indude Dental & Vision
I:l Medica:3101.00  ValueNet PPO + Primary Dental Plan yizy Al Benefits

Dental:345.1
Total Rate:

$146.10

per manth

T D o Te OTHER BENEFITS

(W Health Net'

You pay $35/35% + Emergency Room Visits



Applicant Profile
Test Test, 28 yrs, Non Smoker
CA 95054

Need Guidance?

Call Toll Free
866-598-8186

T am Online Start Chat

PRICE ASSURANCE p

Lowest Premiums
No Broker or Application Fees
30 Day Money Back Guarantee

Frequently Asked Questions

1s there a long-term contract for
health insurance?

What if I'm not satisfied with the
health plan I select?

Are these my exact prices?

What is the process to apply?

Show More Questions

ACCIDENT

Medical Insurance

Individual Famihy
$25 $35

per month per month

FOLLOW US ON

Dental Doctor Visits ||  Wellness [ | GenericDrugs | | Branded Drugs [ | Maternity [ | Mental Health [ | Emergency Room [

Select Carrier
Select Deductible

High Deductible
Medium Deductible

Low Deductible

- Compare Benefits

Ij Medical Plan: $33.01
: Crental: £16.99

$50.00

per month

PRICE ASSURANCE »

[ Medical Plan: $32.01
i Dental: £16,39

$60.00

per month

PRICE ASSIIRAN

|j Medical PI
H Dre

OptimumAdvantage 4500 Sing
+ |¥| pental ¥alue 2000 from C.

(D Health Net

‘IP HealthNet'  Anthem.2 ¥ Aetna blue i of california #4 kuser permANENTE.
$50/month S60/month %63 /month 64imonth $103/month
$74/manth 7 8iman L BT e et 2k
$12Fimonth .
Provide proof of adequate
Email Quotes - Print

network coverage,
particularly in rural areas

will 1 Quialify? Inc)

CoreGuard 10000 1 Member PPO
+ Dental ¥alue 2000 from Careington

Anthem. @ 10000 0 Mo Charge after
e Loy

Ded.

$60.uU

per month

PRICE ASSURANCE »

|j Medical Plan: $33.01
: Dental: $16.99

$62.00

per month

PRICE ASSURANCE »

240 (2 visits)

will T Quslify? Include Dental Plan $£16.3%

CoreGuard 7500 1 Member PPO
+ Dental ¥alue 2000 from Careington

£7500 50%; You pay 50%

Anthem £

will T Qualify? Include Dental Plan $16.99

+" HSA Compatible

%" Recommended Plan

Wienw All Benefits

OTHER BEMEFITS
Wellness option
available
Generic Drugs option
available
Branded Drugs option
available

+" Emergency Room Visits

\*" Recommended Flan

Wienw All Benefits

OTHER BENEFITS
Welness option
available
Generic Drugs option
available
Branded Drugs option
available

+ Emergency Room Visits

%" Recommended Plan

Wiew All Benefits

OTHER BENEFITS
Welness option
available
Generic Drugs option
available
Branded Drugs option
available

+ Emergency Room Visits



Quality
ratings

Financial 1
work-sheets









Quality
ratings

Disease
specific
searches



Health Reform Subsidy Calculator

Premium Assistance for

Are

The calculator does not apply to people with coverage availahle through an emplover, where the firm is generally paying for a subhstantial portion ofthe
insurance Flr'E!HIIlJ”I.

Enter Information About Individual Circumstances

1. Enter income as 2014 dollars v You can enter expected income in 2014 dollars or as a
percentage of the federal poverty level. The calculator can
also calculate current income in 2010 as a percentade of

2. Enter annual income (Dollars) the poverty lewvel.

3. Enter age of policyholder {19-64)

4. Enter family type Single adult v
5. s employer coverage available? Ma =
6. Enter reqional cost factor Medium v



Supporting Subsidy Calculation

Communication in-line to customers

Notification of customer — electronically and through USPS.




an selection over the telephone

MylLeads = Edit Individual Lead

Customer Information (Customer ID : 76388 Contact Name:Jackie Williams)
Last Updated: 11/15/2010 22:09  Status: QuoteProvided

» Greeting
Primary Contact Phone = @ =

Additional Phone l:l = l:l 4:'

1+] Add

Hello, Is Jackie Williams there?

This is Joe Smith dawana with GetInsured.com.

You visited our website looking for health insurance and I was hoping to have a brief call to answer any questions and help you find the right plan for your
needs.

Is now a good time to talk?

First of all, thank you for taking my call.

Are you looking to insure just yourself?
zp City [ATLANTA \ state[Georga ]
First Name ‘Ja:kle | Last Name |W\H|am5 |
Next

= Situation and Needs
Requested coverage start: 04/15/2010, Budget: Not Specified

| Customer Profile

Profile:Jackie Williams
Primary:Jackie Williams, Female, 30 ¥rs., 4.11, 110 |lbs,Non-Smoker
Child :John Williams, Male, 11 Yrs., 4.3, 77 Ibs,Non-Smoker

‘ » Notes ‘

Assigned Agent: giagent

~ Quote History (Click to view’

w Policies (Click to view policies against this lead)

‘ = Call History (Click to view] ‘
‘ ~ Emails (Click to view Emails against this lead ‘

~/| Tickets (Click to view Tickets against this lead) Create New




Support customer support assisted
enrollment, over the Internet,
telephone and over mail.



An Exchange must
support Eligibility
determination







[An Exchange must support employer sign—up







Subsidies & Premium
Caps for Families

65% 35%

% of Population

M above 400% FPL

M under 400% FPL

(Most states. A few states
have over 75%!)

Done right, exchanges have the opportunity to be

the dominant distribution channel

for carriers in the individual and family market.






{ How might this occur?




Provide an essential benefit package

N/

= Ambulatory patient services
= Emergency services

= Hospitalization

= Maternity and newborn care

=  Mental health, substance abuse, behavioral health treatment

" Prescription drugs On average, a higher level of
= Rehabilitative services and devices benefits than plans typically
_ sold in the market for
" Laboratory services individual and family
= Preventive and wellness services products today. Y

= Chronic disease management

= Pediatric services, including oral and vision care



= Deductibles ($2000 for Individual) -- 37.6% (HMO and PPO)
= Maternity — 11.8%

= Mental Health — 18.8%

= Prescription Coverage — 54.11%

= Maternity and Mental Health and Prescription Coverage — 2.35%

=In general, ACA requires plans to “upgrade” their average plan

offering in the individual and family market.




Population Distribution by FPL

mUnder 100% = 100-138%
139-250% m 251-399%

M 400%

= ACA benefits are much
higher on average than plans
available today.

=» Higher benefits = higher
premiums, making it harder to

=» attract sign-ups.
=>» create price differentiation

One solution

Incomes across the country vary
considerably. Thus, it may make sense
for policy-makers and carriers to retain
some flexibility to define “essential
health benefits” by state.
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Regulatory Compliance

Insurer Integration

Business Operations and Governance

Collections of assessments, accounting and financial controls
Work-flow for all inter-dependent functions

Policies and procedures manual



Assigned Agent: |DDnna kristofak b

* Quote History (Click to view)

~ Policies (Click to view policies against this lead)

» Calls History

call Date {CST) Total Time (secs) AgentfScreener

2010-04-058 16:40:23 14 ANTOMNIETA JOHNSON
Z010-04-08 20:04:29 1255 DONMA KRISTOFAK
Z010-04-08 20:25:24 a1 JESSICA NOLEN
Z010-04-08 20:26:31 5&5 JESSICA NOLEN

call Type
Consumer_Agent
Agent_Cutbound
agent_Admin

Agent_Admin

Z010-04-08 Z0:43:28 /
2010-04-08 20:44:17
Z010-04-08 Z0:45:26

2010-04-08 20:50:05

£010-04-08 20:55:10

A

Campaign

AGT

FTC

FTC

Disposition

RT

LT

HIPAA and DOI compliance needs will require an
exchange to record and pull up every call and email.

Recording

Title Sent Date

Esig Authorizaton email, 04/08/10 2005704

Greensheet Email, 04/08/10 20:58:28
04,/08/10 21:42:04

Greensheet Email,

Falicy Sold Ermail 04,/09/10 00:06:35

Status

PROCESSED

FROCESSED

PROCESSED

FROCEZSED

Fesend

Resend

Resend

Fesend




In The Hopper

App Work Done

Report Type:

Pending Book Kickback Quote To Close

Book Of Business

i@ Agent (7) Carrier

Aging Report
I

Admin Work Done  Summary Report

(™) Product (7 State

Status: | PENDING

“m‘l’

Pending Aging Report

Name

Abraham Harris
Alan Tenney
Antonieta Johnson
April Starratt
Ashley Harper
Barrett Kidd
Bennie Brooks
Blanche Rosemond
Brenyatta Bey
Brittiany Hightower
Carter Pierce

Char O'leary
Cherie Marable
Chris Mansion
Crystal White
Danielle Hubbard
Daphne Harper
David Cook

David Landers

Delvin Hodges

# Pending from
0-1 days

# Pending

Exchanges will be

applications they submit on behalf of a customer.

Rough MRR

Universal &pps

Sales Mgmt Daily Early Loock Screener Mgmt

Customer Suppert  AME Exception  Up Sell

i) Carrier-State

# Pending from # Pending from # Pending from

1-10 days 11-20 days 21-20 days
11 4
19 11
11 =

Lead Reachability

# Pending from
21-60 days

required to track the status of

32

40

34

31

23

40

23

18

2 11 14
o 3 1
o 1 o
o 3 16
4 14 14
o iz =
o 15 3
o g 18
4 16 10
o E] 3
o 3 3
2 25 17
o 10 =

11

|

# Pending from
61+ days



Applicatien Pending

App Work Dane

Pending Book

Book Of Business

Kickback QuoteTe Clese Aging Report  Rough MRR  Sales Mgmt  Daily Early Lock

Admin Work Done  Summary Repart  Universal Apps  Customer Support  AME Exception

Report Type: O Product O Agent @ Carrier

O[3an & [2010 ] (&) From [03/01/2010 | [E] Te [03/30/2010 |E]

Agent: |5e|ect

‘Vl Type: |-'l.|| Vl

Sales Report

Hame

Aetna

Anthem Blue Cross Blue Shield
Assurant

Blue Cross Blue Shield of Florida
Blue Shield of California

BlueCross and BlueShield of
Georgia

BlueCross BlueShield
BWA

CIGNA

Companion Lifa
CoventryOne
Fairmant

Fidelity

HFA

Humana

Kaiser Permanente

Markel

RUN REFPORT
Submit to Application Incomplete Online  Universal apps that need  Verbal
Underwriting Pending eapps followup Acceptance

734 24

0 0
An Exchange must be capable of tracking and
correcting any errors or incompleteness in an

application.

4B 0 0 0

186 1 0 =

166 i 0 0

3 i 0 0

50 0 0 0

259 0 0 0

2 0 0 0

22 0 0 0

335 0 0 0

816 3 0 3

36 i 0 0

7035 3 0 0

Lead Reachability

ESIG KICKBACK

22

61

24

i6

18

13

10

69

43

Avg. App
Time

3.86
.41
0.85
15.88
&.37

2.57

8.1

0.06

0.76

0.07



Applications  Universal Apps  ESIG Applications  Kickbacks Eapps Pending Attestation Tickets Sales Policies  Followlp
I

Payments Batch Jobs Feed Upload Carrier tes Mot Paid

Policy ID  Lead ID Client Name Carrier Sold Date  Apptaker Call DateTime(EST)
103601 2367541 Juan Dimmer Markel 09/13/2010 09/13/10 08:00 PM
103732 2382017 Rachael Levalley AME Markel 09/13/2010 09/13/10 09:00 PM
103752 2382097 Jay P AME Markel 09/13/2010 09/13/10 10:20 PM

103322 2383107 Sharron Jordan 09/14/10 12:30 PM

om0z sweanen |1 NE €XChaNge will need to assist USers | ooyii 2.5
ws7e omas eeecoden | WItH @Nrollment issues. 09/14/10 07:15 PM
103761 2382488 Terry Newbil 09/15/10 12:00 PM
037 sz Thsansorden | CarFI€rS must be able to exchange 09/15/10 12:50 PM
103866 2383668  Krista Sultanstyne Work-ﬂOW updates regarding p0|iCieS_ 09/15/10 01:05 PM

/ 09/15/10 01:35 PM

[1] 2 3 4 5 6 ... :Next =Last [ Total:207]

103764 2382477 Tammy Bowles \»




Home | | Lead Management | | Policy Management | | Account Management

Applications  Universal Apps ESIG Applications  Kickbacks Eapps \

The exchange will need to assist
customers with customer support and
Date From Date To Status Lead I renewal =

Payments Batch Jobs Feed Upload Carrier Updates Mot Paid

| | | [nEW =] | Search
= oy Another kind of work-flow update '

between a carrier back-office and an
Exchange. /) policyd

f01/2010 Robert King Lire Fidelty Mary Hall
10/09/2010 Galya Campano AME Markel Mary Hall

Ticket Id Issue Status

1385 Other ME
2115 Cther

2118 Payment/Banki 10/10/2010 andrew sands AME Mary Hall 1957827 96343
2119 Payment/Banking  NEW 10/11/2010 Joseph Weber AME Advantage

2120 Other MNEW 10/11/2010 Michael Gregory Keller Guaranteed Issue 2410066

2122 Cancellation NEW 10/11/2010 ikera andrews Health

2123 Copy of Policy MNEW 10/11,/2010 Betty Padgett ShortTerm HPA 2351799 100983
2124 Cancellation MNEW 10/11/2010 Cheryl Leak AME Aetna

2125 Cancellation MNEW 10/11/2010 Carmen Garcia Other

2126 Cancellation MNEW 10/11/2010 mohammed moufarreh Health Cigna

[1] 2 =Next =Last [ Total : 11 ]



Home | Lead Management | Policy Management | Account Management
Applications  Universal Apps  ESIG Applications  Returned Applications Eapps  Pending Attestation  Tickets
Payments Batch Jobs Feed Upload Carrier Updates Mot Paid
—

Insurer Name Status BOB Pending Approved
Aetna AUTO AUTO 198 67
Anthem Blue Cross of California SEMI SEMI 2 3
CIGNA MANUAL MANUAL 44 g2
Blue Shield of California MANUAL MANUAL 196 40
Blue Cross Blue Shield of Florida MANUAL MANUAL 15
BlueCross and BlueShield of Georgia SEMI SEMI

e

to the Exchange —regarding every policy.

<

Enabling the Exchange customer support will
require status updates from carrier back offices

Sales Policies FollowUp

BOB Last update

By: Feed Importer
On: 12/27/2010 06:13:06

By: Michelle Greenwood
On: 11/15/2010 11:03:48

By: Joyce Starr
On: 11/02/2010 12:04:15
Update

vi Michelle Greenwood
n: 11/15/2010 11:03:54

Update

v: Michelle Greenwood
:11,/02/2010 12:12:37

Update

i Michelle Greenwood
:11/15/2010 11:08:54

)

Kaiser Permanente MANUAL MANUAL 34 104
Aszsurant TIME MGA AUTO MANUAL 4 9
Anthem SEMI SEMI 13 3
UnitedHealthCne AUTO SEMI 256 482
CoventryCne MANUAL MANUAL 8 18

Assurant Health Access 6 1

By: Joyce Starr
On: 11/02/2010 12:132:

Update

Update

By: Feed Importer
On: 01/04/2011 09:17:

By: Feed Importer
On: 12/20/2010 15:41:

By: Joyce Starr
On: 11/02/2010 12:12:

Update

Status Last update

By: Feed Importer
On: 01/03/2011 17:48:39

By: Michelle Greenwood
On: 11/24/2010 09:21:14

By: Joyce Starr
On: 01/04/2011 10:43:51
Update

By: Michelle Greenwood
On: 01/04/2011 09:04:54

Update

By: Michelle Greenwood
On: 01/04/2011 09:04:56

Update

By: Michelle Greenwood
On: 11/24/2010 09:21:21

By: Joyce Starr
On: 01/04/2011 10:43:57
Update

By: Joyce Starr
On: 01/04/2011 10:44:26

Update

By: Michelle Greenwood
On: 11/24/2010 09:21:25

By: Michelle Greenwood
On: 01/04/2011 09:05:00
Update

By: Feed Importer

On: 01/04/2011 11:00:

By: Joyce Starr
: 01/04/2011 10:44:

Update

By: Feed Importer
: 01/04/2011 11:00:

By: Feed Importer
: 01/04/2011 10:05:

By: Feed Importer

: 01/04/2011 14:06:05

By: Joyce Starr
On: 01/04/2011 10:44:32

Update



The exchange will need to
collect payment amounts from
the customer and remit to
carrier.



For subsidized customers,
this payment comes from
two sources —the customer
and the government.



Carriers will need mechanisms
to accept divided payments,
notify exchanges about
delinquent customers and
refund premium subsidies for
delinquent customers



Plans By Mame Flans By Plan Family
I

Plan Name
First Dollar MC Open Access 30

First Dollar MC Open Access 20
with Dental

First Dollar MC Open Access 40

First Dollar MC Opan Access 40
with Dental

MC Open Access 2500

MC Open Access 2500 with
Dental

MC Open Access 23500 with
limited RX

MC Open Access 2300 with
limited RX with Dental

MC Cpen Access 3300

MC Open Access 3300 with
Dental

MC Cpen Access 3000

MC Open Access 3000 with
Dental

MC Open Access S000 with
limited RX

MC Open Access 5000 with
limited RX with Dental

MC Open Access 73500 with
Unlimited Primary Care Visit
plus Dental

MC Open Access High
Deductible 3000 (H3A
Compatible)

MC Open Access High
Deductibla 2000 (H5A
Compatible] with Dental

MC Open Access High
Deductible 3500 (H5A
Compatible)

MC Open Access High
Deductible 3500 (HSA
Compatible) with Dental

MC Open Access High
Deductible 5000 (H5A
Compatible)

Plans W/O Plan Family

Plan Family Name

First Dollar Managed
Choice Open Access

First Dollar Managed
Chaoice Open Access

First Dollar Managed
Choice Open Access

First Dollar Managed
Cheice Open Access

MC Open Access
MC Cpen Access

MC Cpen Access

MC Open Access

MC Cpen Access
MZ Cpen Access

MC Cpen Access
MC Open Access

MC Cpen Access

MZ Cpen Access

MC Open Access

MC Open Access High
Deductible (H5A
Compatible)

MC Open Access High
Deductible (H5A
Compatible)

MC Open Access High
Deductible (H5A
Compatible)

MC Open Access High
Deductible (HSA
Compatible)

MC Open Access High
Deductible (H5A
Compatible)

All Plans W/O Plan Family

Carrier

Other Plans

Aetna

-]

‘Wild Card
First Dollar MC Open Access

*
First Dollar MC Open Access
*
First Dollar MC Open Access
*

First Dollar MC Open Access
ES

MC Open Access ¥
MC Open Access *

MC Open Access ¥
MC Open Access *

MC Open Access *
MC Open Access ¥

MC Open Access *
MC Open Access ¥

MC Open Access ¥
MC Cpen Access

MC Open Access ¥

MC Cpen Access Hg\
Deductible.® Y [HSA

Carriers

Plan
Type

PPO

PPO

PPO

PPO

PPO
PPO

Insurers State

Insurance
Type

Health

Health

Health

Health

Carrier Links

=3

Edit Plan Family
Information

Edit
Edit
Edit
Edit

Edit
Edit

Esig Links

Carrier &lert Notification

Action In
Sales
Agent
Hide
Show
Hide

Show

Hide
Show

Hide

Show

Action In
End User

Hide

Show

Hide

Show

Hide
Show

Hide

Show

~

Exchanges must be able to certify
or decertify plans. Plans must be
. able to provide data and analytics
to support this need.

4

Compatiblel).*

MC Open Access High
Daductible.* YW(H5A
Compatiblel).*

MC Open Access High
Deducible.* \(H5A
Compatiblel).*

MC Open Access High
Deductible.*® Y{HSA
Compatiblel).*

MC Open Access High
Daductible.* YW(HSA
Compatiblel).*

HSA

HSA

HSA

HSA

Health

Health

Health

Health

Edit

Edit

Edit

Edit

Show

Hide

Hide

Hide

Show

Hide

Hide

Hide



[+
%

! | Logout

| E Search

“vimo
Home | | Lead Management|  Policy Management| Account Management
Applications  Universal Apps  ESIG Applications  Returned Applications Eapps  Pending Attestation Tickets Sales Policies FollowlUp
—
Payments BatchJobs Feed Upload Carrier Updates Mot Paid
FollowUp Action Carrier Call Date From Call Date To
[ Select Follow Up Action [=] | |E |
1D MName Status Type Carrier Lead ID call Date
34055 Mk Pra SOLD Health Aetna 771599
33056 Jack Kallis PENDING Health Anthem Blue Cross Blue Shield 76595
33892 Marcus Young WITHDRAWM  Health Aetna 77025
33900 Apple Zhang FEMDIMNG Health Aetna 77034
32891 Micheal Bhuan PENDING Health Anthem Blue Cross Blue Shield 76269
32637 Alex Pringle FEMDIMNG Health Anthem 76206
33149 Michael Cruz PENDING
e h be abl
... An Exchange must ea elto
- | follow up on every application all

the way from submission to

completion, correctness, rate-up

management, subsidy calculation
@nd card issuance.

[1] 2 3 »Next

Followup Action
COUNTEROFFER
MEDICAL RECORDS ORDERED
FOLLOWLUP NEEDED
FOLLOWUF NEEDED
FOLLOWLUP NEEDED
APP APPROVED WITH RIDER
FOLLOWLUP NEEDED
APP APPROVED WITH RIDER
FOLLOWUP NEEDED

COUNTEROFFER

#Last [ Total : 25 ]



Home | | Lead Management | | Policy Management | | Account Management
Applications  Universal Apps ESIG Applications  Kickbacks Eapps Pending Attestation Tickets Sales Policies  Followlp
I
Payments Batch Jobs Feed Upload Carrier Updates Mot Paid
Date From Date To Status Lead 1d Name Product Type Eg;tumer service
| | | [nEw Le] | N | [-- Lo [ Select | Search
Ticket Id Issue Status Date Created Customer Name Product Type  Carrier Name  Assigned To Lead Id Peolicy Id
18385 Other MNEW 10/01/2010 Robert King Life Fidelity Mary Hall
2115 Other NEW 10/09/2010 Galya Campano AME Marlkel Mary Hall
2113 Payment/Banking  NEW 10/10/2010 andrew sands AME Mary Hall 1957827 06343
2119 Payment/Bankin MNEW 10/11/2010 Joseph Weber AME Advantage
2120 Other 10/11/2010 Michael Gregory Keller Guaranteed Issue 2410066
2122 Cancellation MNEW ikera andrews Health
2123 Copy of Policy MNEW Betty Padgett \
2124 Cancellation MNEW 10/11/20
2125 Cancellation MNEW 10/11/2010
2126 Cancellation NEW 10/11/2010

An Exchange will need to address
post purchase customer support
Issues

4




AGENT ACTIVITY REPORT for WEEK of
Mon, 10/11/10 to Sat, 10/16/10
Sharon Boone

Submitted  Payable aCom mit .:’(;illj‘::]
Lead Name Lead I Product Carrier Status Date D ate [*riN] o "" Pavout
PAYAEBLE
Larry Bolterstein 2423951 Health BlueCross and BlueShie APPROVED 1010 11msno0 Il ] Fa0.00
Larry Balterstein 2423951 ShorTerm HPA INFORCE 10110 1140 ] il $40.00
Rachel Cubias 2424949 Health Blue Shield of California APPROVED 10110 11AEM0 ] M $50.00
Andre Franklin 2425179 Health G MA APPROVED 10110 11AEM0 I ! F50.00
Andre Franklin 2425179 Dental Humana APPROVED 10110 11480 I M F30.00
M arvin Leving 2421986 Health UnitedHealtho ne APPROVED 10M 210 1140 ] M F50.00
Ronald YWong 2417241 Health kaiser Fermanente APPROVED 10410 11HEM0 I M $50.00
Ml att Wy eir 2429632 ShorTerm HPA INFORCE 10410 114EM0 ] ol F40.00
Ml att Wy eir 2429682 Health UnitedHealtho ne APPROVED 10410 1140 ] M F50.00
Tess Renaud 2432081 AME B A, INFORCE 10M a1 11mEn0 ] M F60.00
10 PAYABLE Policies T $470.00
PROVISIONAL
Alonso Guerrern 2430583 Health Blue Shield of California FPEMDIMNG 101 4L I M $50.00
Tess Renaud 2432051 Health kaizer Permanente PEMDING 10015 ] M $a0.00
Jane Seibert 2432216 Health Blue Cross Blue Shield ¢ PEMDING 10181t ] il $50.00
Tamara Perez 2403286 Health Humana FEMDIMG 10080 ] M $50.00
4 PROVISIONAL Policies T $200.00
NOM-PAYABLE
June Bradley 2423742 Health “=dHpalthd ne A\
Amanda Engstrom 2306719 Health g I
Sarah Maine 2424903 Health 1 Five I
Trowanne YWWaters 2428321 Health Uniteds I
Sharaon Stasica 2428086 Health BlueCrosss An Exchange mUSt Support I
SNON-PAYR . |
TOTAL PAYOUT: $470.00 accurate payments for third party

brokers and navigators



Your state

e

An Exchange must support third party broker sign—up

gV




[ Businesses Individuals and
Families

[ The Exchange ]

Federal agencies }

[ Brokers and Navigators State agencies such
as Medicaid




Rate data, Plan data,
Network adequacy

Analytics
over open web services.

Application updates,
policy status updates,
payment instrument
updates

Accept electronic
Applications,
e-Signatures

Telephonic signatures

Split Payments

On-board Brokers }
Process Assessment Fees




Customer Support Broker and Navigator
Applications Management

End User Flow

. Eligibility Telephony Payments Email and USPS
Plan Selection . . ..
Determination Management Management communications
Infrastructure .
Rules Rules System interface

Customer Data Carrier and Plan Data Prospective Customer Data

Insurer Integration Medicaid, CHIP adapters = Federal Data Hub



v An Exchange is an integrated service

v’ The value of all the parts working together is what makes the
whole.

v’ The parts include technology, business rules, licensed support
staff, carrier appointments, integration with carrier back-
offices, integration with state and federal systems






N X X AN

N X

Market organization versus selective contracting — how does the exchange
work with carriers?

How does the Exchange interface with established DOI l[aws?
What is the Exchange’s third party broker model?
What is the proper role of a navigator?

What are the natural business operations interfaces between the Medicaid,
CHIP and the commercial health insurance on the back-end?

Should the SHOP Exchange be merged into the individual market?
How does the Exchange address the particular needs of rural citizens?

How does the Exchange ensure financial self-sufficiency and reduce project
risk?

How does the Exchange deal with member churn?



