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Members Present 
Joshua M. Sharfstein, M.D.    Kenneth Apfel, M.P.A.  
Darrell Gaskin, Ph.D.    Jennifer Goldberg, J.D., LL.M.  
Thomas Saquella, M.A.    Enrique Martinez-Vidal, M.P.P.   
Georges Benjamin, M.D. (by phone)  Therese Goldsmith, J.D., M.S.    
Ben Steffen, M.A.      
 
Also present: Executive Director, Rebecca Pearce, M.B.A. 
 
Opening and General Updates 
Dr. Gaskin welcomed everyone to the meeting and motioned to move into closed session pursuant to 
State Government article 10-508(a)(8) and (14).1

 

 The motion was seconded by Professor Apfel. The 
Board voted in favor to move into close session. 

Individual Exchange Eligibility Standards Interim Procedures Discussion 
Frank Kolb, Director of Policy and Government Relations at the MHBE, provided an overview of the 
interim procedures discussion. He explained that next efforts will center on the Small Business Health 
Options Program (SHOP) Exchange.  
 
Mr. Kolb explained that the purpose of this interim procedure is to incorporate by reference the federal 
eligibility requirements for qualified health plans (QHPs), advanced payments of the premium tax credits 
(APTCs), cost-sharing reductions, and catastrophic plans into state regulatory guidance. The interim 
procedures allowed for the following: 
 

• Set forth eligibility standards for these programs in state law 
• Provides enrollees public notice for the basis of the Maryland Health Connection’s (MHC’s) 

decisions 
• Provides administrative law justices (ALJs) at the Office of Administrative Hearings (OAH) a state 

regulatory foundation for their decisions 
 
Mr. Kolb reviewed the individual Exchange eligibility standards, which covered QHPs, APTCs, cost-
sharing reductions (CSRs), and eligibility for catastrophic plan coverage. He noted that there were no 
comments from the General Assembly. With regard to public comments, a single commenter requested 
direct access to the federal rules as well as the option of opting out of employer coverage and enrolling in 
a plan through the MHC.  
                                                      
1 State Government Article 10-508(a)(8) – to consult with staff, consultants, or other individuals about pending or potential litigation 
and (14) before a contract is awarded or bids are opened, discuss a matter related to a negotiating strategy or the contents of a bid 
or proposal, if public discussion or disclosure would adversely impact the ability of the public body to participate in the competitive 
bidding process or proposal process. 
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Professor Apfel motioned to adopt the interim procedures, which was seconded by Mr. Steffen. The Board 
unanimously voted to adopt the interim procedures. In closing, Mr. Kolb introduced Michelle Wojcicki, 
Eligibility Manager at the MHBE. 
 
Implementation Updates 
 
Operations Update 
Leslie Lyles-Smith, Director of Operations at the MHBE, provided an overview of the Consolidated 
Service Center (CSC). The CSC is averaging 2,000 calls per day. So far for November, there have been 
roughly 7,000 calls. Ms. Lyles-Smith reviewed the current staffing composition of the CSC. The top three 
inquiries from callers are questions on enrollment, general information, and help desk tickets. Internal 
portal usage has had the most consistent usage. Ms. Lyles-Smith went over next steps, which include 
continued training, focusing on quality to ensure consistency in responses, and processing paper 
applications. 
 
Ms. Lyles-Smith also reviewed the progress of Connector Entities (CEs). There are 158 Navigators and 
171 assisters across the state. She explained how various outreach events reached the consumer base. 
CEs have received about 2,000 paper applications. Ms. Lyles-Smith discussed how the MHBE will work 
to ensure portal connectivity for partners. 
 
Ms. Lyles-Smith explained that the MHBE will be meeting with the Maryland Department of Budget and 
Management (DBM) on November 15th to discuss the fiscal year (FY) 2015 budget. 
 

• Ms. Goldberg asked about the various items assisters need to understand in order to be informed 
in discussions with applicants. Ms. Lyles-Smith explained how assisters would be able to view 
and track the status of their cases. She emphasized how assisters can currently only work 
through the external portal. The MHBE is continuing to examine whether to expand system 
access for assisters. 
 

• Professor Apfel asked if any assessments are in place to evaluate whether call center 
representatives/navigators are responding to applicant questions based on the training materials. 
Ms. Lyles-Smith explained how the training has been effective. Additional training has been 
provided for needed workarounds due to the overall technology challenges experienced by the 
MHBE. She discussed how the MHBE has a scoring tool to assess whether representatives are 
disseminating correct information at the appropriate screens. Ms. Pearce, Executive Director at 
the MHBE, noted that the MHBE is looking to expand training on the internal portal. Chairman 
Sharfstein discussed his experience of shadowing a Navigator and was very impressed with 
handling of complex questions. 

 
Communications and Outreach Update 
Danielle Davis, Director of Communications and Outreach at the MHBE, provided an overview of the 
various communications and outreach segments. In terms of earned media, she discussed how the 
MHBE press office fielded 457 media inquiries and 1,394 media placements. Ms. Davis reviewed the 
MHC’s various social media statistics for October. She noted that the MHC Facebook page has 999 fans, 
while its Twitter page has 763 followers. 
 
Ms. Davis discussed the expanded role of social media. Social media has been used successfully to 
disseminate important system-related news and updates, enhance community engagement, and increase 
awareness of outreach events taking place statewide. Sentiment across the various social media forms 
has been driven by both website technical issues and personal views on health reform. 
 
Ms. Davis reviewed new additions to the MHC website, which include the following tabs: “prepare for 
enrollment,” “consumer information update” page, and “need help now.” The website also contains 
additional outreach and educational materials. Under the “prepare for enrollment” tab, the MHC has a link 
to the provider search tool through the Chesapeake Regional Information System for Our Patients 



(CRISP). Ms. Davis explained how the “consumer information update” tab can inform users of system 
updates that are added on a regular basis. The “need help now” tab is a floating tab that is present 
throughout the user experience. This tab features links to enrollment information and frequently asked 
questions (FAQs). Outreach and educational materials, including the MHC videos, are in English and 
Spanish. Ms. Davis explained how the Spanish version of the MHC website will be active on November 
18th. 
 
Next, Ms. Davis reviewed various outreach initiatives. The ConnecTour van reached 23 counties in 30 
days. Roughly 1,500 individuals participated in the outreach events. Navigators and assisters provided 
information and scheduled appointments at these events. Outreach events were also held at Giant Food 
Stores and CVS Pharmacies.  
 
Ms. Davis then discussed how the MHBE had over 25 speaking engagements during October, with an 
estimated attendance of 3,285 individuals. New outreach and marketing materials were presented to the 
Board. She concluded her presentation with a review of the advertising campaign, which included 
billboards, transit platform advertising, public transportation, and digital media. 
 
IT Update 
Kevin Yang, Chief Information Officer at the MHBE, provided an overview of Maryland’s 2013 Level One 
Establishment Grant request. Mr. Yang explained that the Center for Consumer Information and 
Insurance Oversight (CCIIO) will consider funding tasks that enable states to achieve State Based 
Marketplace Blueprint Certification. In addition, CCIIO will be generally supportive of requests for 
functions or activities that are required for compliance with federal rules and guidance, inclusive of rework 
due to late federal regulations. Mr. Yang emphasized that CCIIO will generally not fund workarounds or 
pick up the costs of over-budgeted task activities. 
 
Mr. Yang reviewed items that may be included in the Level One Grant for additional funding to support 
additional functionality and processes. Such items included: changes to the health information exchange 
(HIX), updates for changing metrics and reporting requirements, and additional training for internal 
consumer assistance teams and Spanish language support. 
 
Ms. Pearce gave an overview of the systems update that was completed over the weekend. The update 
addressed high-level concerns on eligibility determinations. Such concerns included scenarios where 
individuals are living out-of-state temporarily, pregnant, and married but filing separately. Ms. Pearce 
emphasized how incremental progress is continuing over the coming weeks.  
 
Plan and Partner Management Update 
Michele Eberle, Executive Director of the Maryland Health Insurance Plan and Interim Director of Plan 
and Partner Management at the MHBE, provided an update on plan services, producer operations, and 
third-party administrator (TPA) services. Ms. Eberle explained how carrier enrollment data testing is 
ongoing. There will be re-testing of relevant enrollment scenarios through November 25th. Around the 
same time, enrollment data will be sent to carriers. She discussed the issues with the CRISP provider 
directory data. Ms. Eberle provided an overview of the November 7th meeting of the Exchange 
Implementation Advisory Committee (EAIC).  
 
Ms. Eberle then provided an update on producer authorizations. The MHBE has received 2,113 producer 
authorization applications. She explained that 2,025 producers have been trained through training 
sessions and webinars. Approximately 1,587 producers have been provisioned in the system and have 
been sent authorization documents. Ms. Eberle provided a review of the October 23rd Producer Advisory 
Council meeting and an update of the MHBE’s producer e-mail address. Through this e-mail address, the 
MHBE has fielded questions on producer authorization status and processes, Maryland Health 
Connection systems, and APTC eligibility. 
 
Next, Ms. Eberle provided an update on TPA services. She explained how business agreements have 
been executed for four out of the six TPAs that have expressed interest. She discussed how a follow-up 



TPA workgroup will be scheduled to utilize subject matter expertise as development and testing 
continues. 
 

• Mr. Steffen asked if the MHBE tabulated the number of individuals who enrolled through 
producers. Ms. Eberle explained that the MHBE did not have a count at this time. 
 

• Professor Apfel asked about the user experience with regard to the CRISP provider directory. 
Chairman Sharfstein explained how users cannot find their physician in the directory through the 
MHC. In the short-term, he explained that users will be directed to CRISP’s alternate website.  
Chairman Sharfstein emphasized that creating the provider directory outside of the MHC would 
make it easier to establish processes to make corrections resulting from inaccurate data from 
carriers.   

Ms. Eberle gave an overview of the request for proposal (RFP) for the reinsurance program analysis. She 
explained that the RFP had been cancelled due to the top offeror being unwilling to accept contractual 
terms without modification. The MHBE will be working with The Hilltop Institute to move forward with the 
analysis for the reinsurance program and cost-sharing alternative models. Ms. Eberle discussed that the 
MHBE is currently reviewing its memorandum of understanding (MOU) with The Hilltop Institute for this 
work. The MHBE is working to define reinsurance data reporting requirements for 2014. 
 
Ms. Eberle explained how the Maryland Health Insurance Plan (MHIP) Board of Directors extended 
MHIP+ (subsidized) plan termination date to March 31st to be in line with the end of open enrollment 
through the MHC. She explained that letters will be mailed to all MHIP+ members affected by November 
13th. MHIP is working closely with PCIP members to ensure enrollment by January 1st. 
 

• Commissioner Goldsmith asked if there was a projected timeframe for The Hilltop Institute’s 
reinsurance program analysis. Ms. Eberle explained that the full analysis would be complete by 
the beginning of January 2014. 

 
Training Update 
Jonathan Kromm, Deputy Director of the Governor’s Office of Health Care Reform, provided an update on 
training. He explained that additional training is under development. There are additional sessions for 
navigators, assisters, CSC representatives, producers, and application counselors. With regard to 
application counselors, Dr. Kromm noted that this training will draw heavily from the navigator training 
materials. Application counselor training will commence in December. He commented how webinars will 
be an effective method for future producer training sessions. 
 
Dr. Kromm provided a review of change management resources. He defined change management 
resources as the need for appropriate training as the MHBE modifies systems/business processes. He 
reviewed health information exchange (HIX) webinars and demo scenarios. Trainers are currently 
conducting sessions with local health departments. Additional training sites will be announced in the near 
future. 
 
Adjournment 
Chairman Sharfstein noted that the next Board meeting is scheduled for December 10th. He emphasized 
how it is possible the Board will convene prior to this meeting to address any immediate issues.  
 

• Professor Apfel suggested the MHBE finalized the Board meeting schedule for 2014. Ms Pearce 
explained that the MHBE will work to finalize the 2014 Board meeting schedule soon.  

 
Chairman Sharfstein commended everyone for the continued work and adjourned the meeting. 


