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Closed Session from September 22nd Exchange Board Meeting 
On September 22, the Board convened and immediately went into closed session, as motioned by 
Commissioner Goldsmith and Dr. Gaskin.1

 

 The purpose of this closed session was to discuss the status 
of the scheduled October 1st “Go Live” for the Maryland Health Connection. 

Opening Comments and General Updates 
Chairman Sharfstein welcomed everyone and noted the peaked interest in the Maryland Health 
Connection since open enrollment began on October 1st. Ms. Pearce thanked the Board for all their 
continued support. She explained how the MHBE is addressing all technical issues in a timely, 
regimented manner. 
  
Closed Session2

A motion to move into a closed session was made by Chairman Sharfstein and was seconded by 
Professor Apfel and Mr. Saquella. 

 

 
Interim Procedures Discussion 
Mr. Kolb, Director of Policy and Government Relations at the MHBE, discussed an instance in which an 
individual received assisted from a Navigator (Health Care Access Maryland) and was able to view and 
enroll in a qualified health plan (QHP).  
 
Maansi Raswant, Senior Regulatory and Policy Advisor at The Hilltop Institute, discussed technical 
revisions on two interim procedures. She explained the amendment to the interim procedures for licensee 
appeals and carrier appeals by listing the determinations the appeals procedure applies to, in contrast to 
those it does not apply to. She noted that this provided clarity.  

                                                      
1 Closed pursuant to SG §10-508(a)(7), which provides that a session may be closed to consult with counsel to obtain legal advice, 
and (8) to consult with staff, consultants, or other individuals about pending or potential litigation. 
2 Closed pursuant to SG §10-508(a)(8) to discuss potential litigation; and §10-508(a)(14) to discuss negotiation strategy and 
contents of proposals re:Reinsurance Program Actuarial Consultant RFP. Board voted to evaluate proposals and consider 
alternative procurement options, and return to the Board with recommendations for moving forward. 

http://marylandhbe.com/exchange-board/board-meetings/�


 
Mr. Kolb reviewed the interim procedures related to application counselor sponsoring entities and certified 
application counselors (CACs). He emphasized that both interim procedures were technical in detail and 
commended the support from Commissioner Goldsmith and Chuck Milligan, Deputy Secretary of Health 
Care Finance at the Maryland Department of Health and Mental Hygiene (DHMH). Mr. Kolb reviewed the 
public comment process. Based on public comments, specific revisions were added to the interim 
procedures to provide applicants with unbiased information approved by Medicaid about managed care 
organizations (MCOs). Mr. Kolb explained that CACs are prohibited from (1) expressing a personal or 
professional assessment, selecting an applicant, or counseling an applicant about an MCO or (2) holding 
an individual Exchange navigator certification or be an assister.  
 
Mr. Kolb noted that the MHBE is finalizing interim procedures that detail SHOP minimum participation 
requirements and SHOP eligibility appeals process. The regulations pertaining to the individual eligibility 
process are completed and have been submitted for public comment. 
 
Implementation Updates 
 
IT Update 
Ms. Pearce, Executive Director at the MHBE, discussed the launch of the Maryland Health Connection’s 
open enrollment period. She emphasized that the Maryland Health Connection did launch on October 1st. 
Individuals were able to get to the consumer account creation page. Ms. Pearce presented initial statistics 
about the website. There have been 170,000 unique visitors since the launch, with 13,000 accounts 
created. Roughly 550 applications for coverage have been completed. Ms Pearce explained that, 
consistent with other examples across the country, Maryland has account creation processes before the 
identity proofing process.  
 
In looking to address technical issues associated with volume, Ms. Pearce commented how there is 
continual progress every day. There is a consumer information page that can direct consumers and 
educate them on all of the ongoing issues. Ms. Pearce noted how the open enrollment period is 180 days. 
 

• Chairman Sharfstein commended the work of the MHBE in continuing to address these 
challenges. Professor Apfel acknowledged the MHBE’s emphasis to provide information publicly.  
 

• Mr. Steffen asked whether the MHBE will be able to see metal level in the Exchange’s enrollment 
data. Ms Pearce noted that they will be able to see metal levels by November 1st. 

 
Operations Update 
Ms. Lyles-Smith, Director of Operations at the MHBE, provided an operations update. She explained how 
Connector Entities (CEs) are giving routine updates of their progress. The CEs have continued to educate 
consumers of their insurance options and manage applications. The MHBE and CEs have been staying in 
contact three times a day via conference calls. Ms. Lyles-Smith explained how these conference calls are 
to share recent events and ensure connectivity of partners. 
 

• Mr. Steffen asked how many navigators and assisters are in the field. Ms. Lyles-Smith estimated 
that 153 navigators and 200 assisters are operating in the field.  
 

• Professor Apfel asked about the target for CEs being fully staffed. Ms. Lyles-Smith noted that 
roughly 10 to 15 navigators or assisters are still in the processing cycle. 
 

Ms. Lyles-Smith provided an overview of the consolidated services center (CSC) operations. She noted 
that there was an abandonment rate of 9 percent. In the first two days, there have been delays due to 
technical glitches. The speaking time between the CSC representative and consumer increased due to 
staff talking consumers through various issues. The MHBE expects some staff turnover as the CSC 
continues operation. Ms. Lyles-Smith explained how a primary goal is to get the call center fully 
functioning to navigate consumers through the application process. She emphasized that the MHBE will 



ensure that the call center renders quality and consistent responses. Ms. Lyles-Smith explained that the 
MHBE has submitted its fiscal year (FY) 2015 budget. Roughly 81 percent of positions at the MHBE have 
been filled.  
 
Communications and Marketing Update  
Danielle Davis, Director of Communications, Outreach, and Training at the MHBE, provided an update on 
the Maryland Health Connection website and outreach. She explained how the MHBE has prepared a 
variety of brochures and flyers to disseminate to local health departments, state agencies, and CEs. Ms. 
Davis noted that the Maryland Health Connection landing page has experienced 330,000 visits since its 
launch. There had been 187,000 unique visits to the website. Ms. Davis explained how there is more 
activity on the Maryland Health Connection Facebook and Twitter accounts. Ms. Davis described how the 
MHBE’s social media component operates throughout the day and evening.  
 
The MHBE’s enrollment and outreach van has been launched. It will visit every county. During the visits, 
CEs, navigators, and other support staff will be facilitating each potential enrollee’s application. 
 

• Mr. Steffen asked if there were plans to bring the van to sporting events. Ms. Davis noted that the 
real focus for this initiative was for October and events sponsored by CEs. 

 
MHIP Update 
Michele Eberle, Executive Director at the Maryland Health Insurance Plan (MHIP), provided an update on 
the MHBE’s request-for-proposal (RFP) with regard to a reinsurance analysis. MHIP reviewed the 
responses to the RFP and noted its intent to make a recommendation. Ms. Eberle discussed the MHIP 
member transition plan for enrollees to transfer to coverage through the Exchange. The first notification to 
enrollees was sent on September 15th. She explained how CareFirst’s customer service line experienced 
a 75 percent increase in volume since mailing the notification.  
 
Ms. Eberle emphasized how the primary concern is whether there will be a gap in coverage for MHIP 
enrollees. She explained how this population may lack computer knowledge and an understanding of 
price comparison between plan types. MHIP will refer its enrollees to the Maryland Health Connection and 
CEs and will continue to give presentations around the community. 
 
Plan and Partner Management Update 
Tequila Terry, Director of Plan and Partner Management at the MHBE, provided an overview of the launch 
activities. The MHBE is continuing to ensure consumer assistance resources are available. This includes 
the Chesapeake Regional Information System for Our Patients (CRISP) provider search tool, summary of 
benefits, plan quality reports, and sample rate scenarios. Ms. Terry explained that all carriers will be 
accepting enrollment files by November 1st. The MHBE is working with The Hilltop Institute on the 
provider directory search tool. 
 
Ms. Terry discussed how authorized producers will be able to display a certified MHBE producer logo. 
There are a number of activities to raise awareness – which include events and webinars to discuss 
broad or specific procedures. Ms Terry provided an overview of the Third-Party Administrator (TPA) 
applications. The MHBE has received applications from all organizations that noted their intent for 
participation. There are six TPA SHOP business partners. She explained how these organizations will be 
working to establish eligibility and enrollment functions by January 1st. 
 

• Professor Apfel asked for a sense of the input from the broker community. Ms. Terry noted how 
the MHBE has received substantive feedback from brokers. She noted how brokers want to 
ensure their role is clearly outlined for consumers.  

 
Ms. Terry discussed how the feedback of TPAs, though restricted to work only in SHOP, was received 
during the individual marketplace launch due to their market engagement expertise. She emphasized as 
the MHBE conducts SHOP planning, it will leverage the subject matter expertise of partner TPAs. 
 
Training Update 



Jonathan Kromm, Deputy Director of the Governor’s Office of Health Care Reform, provided an update on 
training activities. He emphasized how almost all individuals trained (including local Department of Social 
Services Workers, producers, and consumer assisters). Dr. Kromm explained how the level of comfort 
with the materials and concepts has increased since the training. There will be additional resources and 
training—including in-depth group practice sessions—for those individuals or organizations identified as 
“super-users.” Training staff has been deployed to call centers to handle troubleshooting. CSC 
representatives and navigators will receive in-person training later this month. 
 

• Professor Apfel asked about the geographic breakout of the 1,200 caseworkers. Dr. Kromm 
explained how caseworkers are evenly distributed based on the state’s populous areas. The 
Baltimore metropolitan and Capital regions contain a large share of the caseworkers. 

 
General Counsel Update 
Kris Hoffman, General Counsel at the MHBE, provided an update on the individual eligibility appeals 
processes. She will be conducting training sessions at the Office of Administrative Hearings for 
administrative law judges to ensure they are educated about the individual eligibility appeals processes. 
 
Meeting Minutes 
The Exchange Board approved the minutes for the September 10th and September 30th Board meetings 
unanimously. 
 
Adjournment 
Chairman Sharfstein commended the continued work of the MHBE staff and adjourned the meeting. 

 
 
 
 


