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Maryland Health Benefit Exchange  

Standing Advisory Committee 

Thursday July 21, 2016 

2:00pm - 4:00 pm 

Office of Health Care Quality at DHMH Spring Grove Hospital Center 

Bland Bryant Building, Ground Floor 

Catonsville, MD 21228 

 

Members Present  

Salliann Alborn 
Adrienne Ellis 
Karl Cooper 
Larry Gross 
Al Helfenbein 

Lena Hershkovitz 
Christopher Keen 
David Mosier (phone) 
Larry Polsky (phone) 
Leni Preston 

Deborah Rivkin 
Sanford (Sandy) Walters 
 
 

 
Members Absent 

Keshia Banks; Jennifer Broadus; Lori Buxton; Elizabeth Chung; Kimberly Connelly; Vincent (Vinnie) 
DeMarco;  Robyn Elliott; Mark Haraway; Bonnie Katz; Thomas Kunkel; Craig Lippens; Matthew McClain; 
Sam Mukherjee.. 
 
 
Also in attendance:  
Robert Axelrod; Matt Celentano (phone); Michele Eberle; Jonathan Kromm; Robbyn Lewis; Carolyn 
Quattrocki; Tom Saquella; Ginny Seyler; and Michelle Wojicki. 
 

Welcome & Introductions 

Adrienne Ellis called the meeting to order, however, a quorum was not present. Only 11 members were in 
attendance.  

Approval of minutes 

Due to the absence of a quorum, the meeting minutes for April 2016 were not voted on. A vote to approve 
the April 2016 minutes will be taken at the next SAC meeting during which a quorum is present. 
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Maryland Faith Community Health Network Update 

Although this topic was on the agenda, the presentation was not delivered due to a scheduling error. 
Instead, Vinnie DeMarco will deliver the presentation at the next SAC meeting. 

 

MHBE Staff Update 

Jonathan Kromm, MHBE Deputy Executive Director, provided the staff update.  

Board Liaison 

Mr. Kromm informed the group that the MHBE Board has appointment board member Tom Saquella to 
serve as Board Liaison to the SAC. This appointment replaces the previous board liaison, Kenneth Apfel. 

Auto-renewals and Mobile App 

Qualified Health Plan (QHP) auto-renewal testing is underway using the renewals module.  

There is progress on completing a mobile app that will be rolled out in two phases, during late August and 
early September. Some functions will be available for the consumer portal, the biggest of which will enable 
loading and submitted electronic documents by smartphone. The other big function that will be live in 
August is searching and getting connected with assisters and producers. Right before open enrollment in 
October, MHBE will have close-to-full consumer functionality to start an account, fill out application and do 
verifications.  

Medicaid Redeterminations 

Salliann Alborn asked about the current pass rate on Medicaid redetermination. Eberle stated that it is 
around 60%. Ms. Alborn asked whether the automated redet allows update of customer information such 
as email  and phone numbers. Mr. Kromm stated that MHBE is working with Medicaid find ways to address 
data aging and accuracy. Ms. Alborn added that the quality of information at the provider level is also a 
concern. Ms. Alborn stated that it is very helpful to have email addresses that the system is now providing, 
and added that phone numbers would also be very helpful. She added that, at the provider level, her 
organization is able to retrieve phone numbers off of CRISP encounter information, for example, in ER 
discharge plans.  

Marketing & Outreach 

Mr. Kromm continued, describing plans to undertake consumer surveys that are focused on figuring out 
website user-friendliness, functionality, and information that will help consumers as they proceed thru the 
application.  

Recent marketing events included tabling at Latinofest, Pride Fest, and other events in the counties. 
MHBE”s marketing team will plan more events with partners leading up to open enrollment.   

Ms. Preston asked about relic data. Ms. Eberle replied that carriers submitted binders July 1st, and that 
information will be included into review process. This year for open enrollment, MHBE will display federal 
government data thru beta testing, and also data is received thru MHCC. 
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Lena Hershkovitz asked where there is any data available on churn. Mr. Kromm stated that there is no data 
available at this time, however, MHBE is working on this.   

 

Report on Status of Regulations Review Process 

Michelle Wojcicki, MHBE Policy Director, provided an update on regulatory matters. The MHBE Board 
approved the proposed set of regulations for chapter 7, COMAR 13 05 07 eligibility and enrollment at their 
June meeting. Basic eligibility and enrollment in QHP, special enrollment periods, deadlines and thresholds 
are described in these regulations, which were approved and are sitting with the committees. MHBE has is 
statutorily required to submit to House and Senate committees before they go to the General Assembly. 
MHBE hopes to have this published in the August Maryland register.  

Regarding Chapter 14, pertaining to terminations, MHBE hopes to have Board review these at their 
September meeting. Comments on these regulations have been received and are being worked thru.   

Ms. Alborn asked about network adequacy and provider directory regulations. Ms. Wojcicki stated that 
written comments can still be submitted on chapters 15, 16, until end of July. Those will be presented to the 
Board after chapter 14. She added that MHBE has removed from Chapter 16 anything that conflicts with 
Maryland Insurance Administration (MIA) requirements to address standards, noting further that many of 
the comments pertained to this issue. She added that there will be continued discussion, but the objective 
is to continue to move forward. Individual plans in both markets, market wide standards and the like are the 
purview of MIA. HMOs and MCOS are now going to be regulated by MIA due to changes in the bill.   

 

Operations Report 

Michele Eberle, MHBE Chief of Operations, provided an unscheduled update on SHOP, Connector Entities, 
Producers, the Consumer Services Center (Call Center) and Training. 

SHOP 

The SHOP contract has been awarded contract to Benefit Mall. This will be a one-year contract with two 1-
year options. A press release will be issued within the next few days, and specifics about the transition 
process will be articulated soon. The focus for the coming year is to effectively market the tax credit. This 
approach should help more small businesses benefit from this product. As part of the marketing campaign, 
MHBE will seek input from small business owners such as Mr. Thomas Kunkel, who is a member of the 
SAC.  

Sandiford Walters asked how many proposals were received for the SHOP RFP. Ms. Eberle stated that in 
the first round, three applications were received, and in the second round, two applications were received.  

Connector Entities & Navigators 

Ms. Eberle provided an update on the Connector Entities (CE), which are ramping up for Open Enrollment 
4 (OE4).  The pool of navigators is highly experiences; there are 150 navigators. Of those, 101 started 
during OE2 or earlier, and 49 started after OE3. Many of these navigators began as assisters, and worked 
their way up. MHBE is updating training materials and working on system enhancement for consumer 
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assistance workers. Two new constituent services coordinators have been hired for our internal call center; 
among the over 200 applicants, 6 were former navigators. This is a sign that there is experienced talent in 
the applicant pool, and we are fortunate to be able to bring on board people who have worked their way 
thru DHR, DHMH, and elsewhere. 

Ms. Ellis asked for clarification regarding the rationale for changing the connector entity regions. Ms. Eberle 
stated that based on stakeholder feedback, two more regions were added; previously there were 6 regions, 
and now there are 8. During the first three years of the CE program, stakeholders made it clear that two 
regions – far western region and capital region – were too large and complex, and merited their own more 
autonomous structures. Far western region has its own particular needs, and so merits customized 
approaches and focused attention. Capital region was divided into capital north and capital south, in order 
to help increase efficiency of this populous area. 

Producer Operations 

Ms. Eberle reported a staff change on MHBE’s Producer Operations team: Chris Yeiser, the former 
Producer Operations Manager, has left MHBE for a new position at the Hilltop Institute.  MHBE is 
evaluating this department’s structure and workflows. For example, one change is that producer operations 
used to focus on credentialing, however, that function will be addressed agency-wide.  

Christopher Keen asked about resolution of escalated cases, observing that the process currently takes 
longer than it used to, which is a trend that is worrisome with open enrollment around the corner. Mr. 
Kromm stated that MHBE is working hard to strengthen the escalated case processes, e.g., system errors 
are very time intensive so MHBE has developed a number of system improvements to speed up the 
process. He further added that consumer assistance processes are still being improved. One strategy is a 
call center to template that will facilitate gathering of critical information to avoid the need to call back 
consumers repeatedly. MHBE is also bringing on more technical resources in the next few months for the 
EDI process at the back end of the system.  

Ms. Eberle added that MHBE has been working all summer with carrier partners to identify where there are 
frequent issues between the two systems, and many of these are being worked out. Regarding aging of 
escalated cases, she stated that there has not been consistent turnaround time; there are still old cases 
that are moving thru the resolution process. MHBE’s goal is that by end of summer, most cases will be 
resolved more at call center level.  

Mr. Keen described a case in which it has taken seven weeks to perform an address change, adding that 
the broker community has concern about timeliness of communications and case resolution. Ms. Eberle 
stated that she will follow up with Mr. Keen directly. She also stated that there are now dedicated call center 
staff who should be able to address producer questions in a timely manner. 

Consumer Services Center 

Ms. Eberle described a number of improvements that have been undertaken at the Consumer Services 
Center (or call center) since the last open enrollment period.  MHBE has received funding for additional 
staffing to help with Medicaid redeterminations, that funding ended on June 30, we have tried to keep as 
many staff on payroll thru to open enrollment, we don’t want to lose them, Average speed to answer now is 
less than ten seconds, max wait time is low, anyone calling now is getting prompt service.  

Training 
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Ms. Eberle stated that training classes will begin in August. Whole Interactive Voice Response (IVR) 
system we modified vendor contract, we added service levels to more accurately forecast what our volume 
will be, we have experience under our belts. Based on forecast today, we expect that 80% of all calls during 
next OE will be answered within 20 minutes.  As comparison, in OE3 we received 549,630 calls in Nov Dec 
Jan. We had 220 staff then, 225,000 calls, average handle time 18 min per call, average time to answer 
was 27 sec. Post OE Feb – June, we have received 400,000+ calls, average handle time was average 16 
min, average speed to answer 4 min. For June and July, we’ve been running 15 minutes call handle time. 
System enhancement consumers includes password resets, this has helped reduce call volume. Average 
staffing during OE will be 240, more than last year, and we anticipate and hold our vendor to handle call 
time average 17 min and that 80% calls will be answered in 20 min or less. Looking at ways to move 
resources to where they are anticipated to be needed.  

Meeting in September at Pratt Street will be all day training for navigators, Monday September 21. 

We are in process of moving the inbound mail handling from Connecticut to our existing outbound mail 
vendor which is in Maryland, so there will be an address change. 

 

Nomination of New SAC Co-Chairs and Meeting Calendar for FY17 

Members of the SAC were concerned about proceeding to conduct a vote for new co-chairs in the absence 
of a quorum. SAC members asked MHBE staff to help and advise on an appropriate alternative election 
process.  After discussion, SAC members agreed that they would like to consider an electronic process, 
using emails. MHBE staff will follow up with SAC members with further guidance.  

Regarding the meeting calendar for the remainder of FY17, SAC members decided that they preferred to 
wait until after new co-chairs are elected. There will be no SAC meeting in August. MHBE staff will follow 
up with members in order to fix a meeting date in September, after co-chair elections are complete.  

 

Next Steps for Workgroup on VBID and Selective Contracting 

Ms. Ellis stated that, as has been discussed and agreed by the SAC members, the topics of interest for the 
next workgroup are VBID and selective contracting. Mr. Kromm stated that MHBE has contracted with 
Hilltop to assist with research on VBID, and added that he will follow up to determine whether Hilltop can 
also assist with selective contracting as well. 

Ms. Alborn asked whether the Board has outlined a process, or set up a subgroup to consider these topics. 
Mr. Kromm stated that after the workgroup will be instrumental in helping to shape next steps on these 
topics. He suggested that to start, Hilltop could present an initial overview on VBID to bring everyone up to 
speed at the next SAC meeting. After that, the first workgroup meeting could further delve into the topic, 
and articulate  the direction that folks would like to explore. At that point, the workgroup can develop a 
framework on how to proceed. This can happen best after there has been discussion in the actual 
workgroup. Ms. Ellis recommended, and the group agreed, that workgroup members should be recruited as 
soon as possible. A recruitment process similar to that taken for the Network Adequacy workgroup will be 
undertaken with support from MHBE staff. 

Public Comment 
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There were no public comments. 

 

Next Steps 

The next meeting of the Standing Advisory Committee will be scheduled as soon as possible once new co-
chairs are elected.  The meeting adjourned at 3:06pm. 

 


