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Maryland Health Benefit Exchange Board of Trustees  
 

October 21, 2014 
1:00PM – 2:00PM 
Conference Call 

 

Joshua M. Sharfstein, M.D.  
Members Present 

Kenneth Apfel, M.P.A.  
Georges Benjamin, M.D.  
Darrell Gaskin, Ph.D.  
Jennifer Goldberg, J.D., LL.M. 

Therese Goldsmith, J.D., M.S.  
Enrique Martinez-Vidal, M.P.P  
Thomas Saquella, M.A.  
Ben Steffen, M.A.

 
Also in attendance: Carolyn Quattrocki, Executive Director at the Maryland Health Benefit Exchange 
(MHBE).  
       

Chairman Sharfstein welcomed everyone to the meeting and thanked everyone for participating in the 
conference call. He explained that the meeting will be conducted via conference call for a few reasons. 
First, a second conference call is scheduled for October 23. Second, the call will accommodate Secretary 
Fitzgerald’s schedule. Third, it will allow the participation of individuals who cannot attend the meetings in-
person. 

Opening and General Updates 

 
Ms. Quattrocki reported that the MHBE team is working to ensure that operations will be ready for open 
enrollment. She thanked the MHBE staff for their hard work and the great progress they have made. Ms. 
Quattrocki noted that the enrollment fair schedule for the first six weeks of open enrollment will be 
announced tomorrow, and the remaining dates will be finalized soon. The public website will be ready for 
launch in early November, and the carriers continue to work closely with the MHBE. She reported that the 
Call Center successfully transferred to a new phone system, and the Connector Entities are preparing for 
open enrollment.       
   

The Board reviewed the minutes for the September 16, 2014 Board meeting; no amendments were 
made. Mr. Steffen motioned to approve the minutes, which was seconded by Mr. Saquella. The Board 
voted unanimously to approve the September 16, 2014 minutes.  

Approval of Meeting Minutes 

 
An amendment was made to the August 19, 2014 minutes to correct a website address and spelling. Mr. 
Apfel motioned to approve the amended minutes, which was seconded by Dr. Gaskin. The Board voted 
unanimously to approve the amended August 19, 2014 minutes. 
 
The Board reviewed the minutes for the September 30, 2014 Board meeting; no amendments were 
made. Mr. Martinez-Vidal motioned to approve the minutes, which was seconded by Mr. Steffen. The 
Board voted unanimously to approve the September 30, 2014 minutes.  
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Isabel Fitzgerald, Secretary of the Department of Information Technology (DoIT), provided an update on 
(1) the transfer to the Connecticut Exchange platform, (2) major milestones, and (3) the overall project 
timeline. Secretary Fitzgerald reported that development of the new IT system is on track. She then 
provided an overview of the project milestones, which continue to be completed on time.  

IT Update 

 
Secretary Fitzgerald reported that release one (plan management) went into production on October 1, 
and instructor-led training started on October 6 as scheduled. Anonymous browsing of qualified health 
plans (QHPs) is on track to begin November 9. The IT team continues to meet with the Centers for 
Medicare & Medicaid Services (CMS) and the Center for Consumer Information and Insurance Oversight 
(CCIIO) twice weekly and to have daily discussions. Incident management and command center 
procedures have been finalized for open enrollment, and the key hand-off and escalation points have 
been identified. Secretary Fitzgerald noted that the public website redesign continues to remain on-track 
and should be ready for launch in early November. User acceptance training will continue through 
November 3 and is going well.  
 
Secretary Fitzgerald reported that the candidate for the Chief Security Information Officer (CSIO) position 
accepted the offer and began work on October 15. The train-the-trainer sessions ended on September 
28; the IT team performed an extensive review of the business processes and adjusted the training to 
achieve the most efficient processes. Classroom training, with 20 locations across the state, started on 
October 6 and will continue through November 14. There have been a few minor bumps, but the 
adjustments from the train-the-trainer sessions were helpful, and the classroom training is going well. The 
IT team completed the assessment for CMS and will submit it on October 22. CMS’s review of production 
is also scheduled for October 22.   
 
Secretary Fitzgerald next reported on the testing schedule; testing is complete for most stages. User 
acceptance training for release two (eligibility and enrollment) is roughly 90 percent complete. The 
passage rate for end-to-end testing is 90 percent; the passage rate for the other testing categories is 97 
percent. The IT team tested many different scenarios, including less common and more complex 
situations. Regression testing will occur from October 20 to October 31, and will focus on the last release 
and ensure that adjustments to the system have not caused additional problems.  
 
Secretary Fitzgerald noted that performance testing is underway with load and stress testing. Load testing 
simulates the expected number of concurrent users, and stress testing simulates a higher than 
anticipated number of concurrent users. Outcomes of the performance tests are tracked on a daily basis, 
and a report is generated after each test run. The reports examine page attempt circuits, total users and 
elapsed time, the minimum and maximum response times, the standard deviation of the response time, 
and the average response time. The IT team has established a baseline performance of a two- to three-
second average page response time. The IT team will continue to perform scale and endurance checks 
by simulating 4,000 or more concurrent users for six to eight hours to assess the system’s performance. 
The IT team is load and stress testing both the consumer and assistance worker portals, as well as the 
anonymous browsing functionality. A larger mix of test scenarios will be introduced into the performance 
testing with both more complex and simpler situations. The new IT system has a waiting room function in 
the event the number of users is too high for the system, which will allow consumers to browse 
information while waiting to use the website. The IT team will continue end-to-end testing of concurrent 
users and perform wider regression testing.    
   
Secretary Fitzgerald provided an overview of four areas of risks, explaining first that these items have not 
occurred but could be a detriment to the project if they did occur. First, system performance tuning 
continues. Deloitte has added senior technical resources to address skill gaps, and endurance testing will 
continue. A second area of risk is the infrastructure, as configurations have not been finalized. The 
infrastructure is performing well so far, and system performance tuning is ongoing. Training is a third area 
of risk because 5,400 people are currently undergoing a six-week training session. Training remains on 
schedule despite minor connectivity issues. Training also needs to be provided for the level two help 
desk. Fourth, carriers have resource constraints in preparing for the new system; the MHBE is continuing 
to work closely with carriers to ensure that they are ready for open enrollment. The carriers have almost 
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successfully finished the entire testing scenario. Secretary Fitzgerald reiterated that the IT team has met 
their milestones on schedule and will continue to fine-tune the IT system and surrounding structure. The 
IT team also has the ability to quickly address problems.  
 

• Chairman Sharfstein thanked Secretary Fitzgerald for her dedication and the tremendous 
progress she has made. 

• Chairman Sharfstein asked for examples of simple and complex scenarios used in the 
performance testing. Secretary Fitzgerald responded that a simple scenario involves a common 
situation such as the consumer updating his or her income information. Complex scenarios 
involve uncommon situations or events (for example, if the primary insurance holder of a 
household dies and the household needs to be restructured).  

o Chairman Sharfstein clarified that the system can handle simple scenarios in which a 
consumer is enrolling in a plan or changing his or her information, and the focus now is 
on testing the more complex scenarios. Secretary Fitzgerald confirmed that testing is 
going well and almost complete.  

• Mr. Apfel thanked Secretary Fitzgerald for her great work and asked about her confidence in the 
system’s performance given the 90 percent passage rate for end-to-end testing. Secretary 
Fitzgerald responded that 1,900 scenarios are being tested for end-to-end testing, with 1,767 
scenarios completed as of October 17. There were no critical failures discovered in testing, and 
the high passage rate is a good indicator that the system will be able to handle standard events. 
She noted that they will be examining more complex situations before open enrollment. 

• Mr. Saquella asked for more information about the CSIO who was recently hired. Secretary 
Fitzgerald responded that the candidate, Greg Yaculak, was the longtime CSIO at a sister 
agency. He has experience with health information and is very familiar with the Health Exchange 
IT system (HIX) as he was involved in the first effort.  

• Mr. Saquella asked about the status of the Chief Information Officer position. Secretary Fitzgerald 
responded that the original candidate rejected the offer so they are looking for more candidates 
and expect to resume the search in January. 

 

Secretary Fitzgerald next provided an overview of a monthly report issued by Angarai, the Independent 
Verification and Validation (IV&V) vendor. During September, Angarai focused on the detail in the project 
management structures and oversight methodologies that the MHBE Project Management Office (PMO) 
has established, and evaluated vendor management and performance. Angarai found that all project 
management controls were effective and adhering to best practices; there was one additional area of 
recommendation regarding communication.  

Angarai Monthly Independent Verification and Validation Report 

 
Secretary Fitzgerald reported that Angarai had three new findings during September. The MHBE is 
actively executing performance testing, Xerox (the infrastructure host) is delivering exceptional value and 
support, and the MHBE has robust incident management, helpdesk, and go-live planning. The MHBE 
PMO continues to be a mature organization that is following industry standards. The Xerox plan for the 
production data center is robust and comprehensive. CMS and the MHBE communicate well and have 
good relations. The MHBE PMO has dedicated resources to vendor management and organization 
change management, and critical project milestones are constantly evaluated for dependencies and 
cross-team and vendor impacts. Project status communications are frequent, thorough, and timely. 
 
Secretary Fitzgerald provided an update regarding the two recommendations Angarai made during their 
last report. Previously, Angarai recommended that the MHBE formalize the roles and responsibilities of 
Xerox and Deloitte in a RACI (responsible, accountable, consulted, informed) matrix and share it with all 
vendors. The MHBE PMO has developed a draft RACI matrix, which is being finalized. Angarai also 
recommended that the MHBE may benefit from investment in an industry-recognized, top-tier project 
portfolio management tool to consolidate and more easily manage ongoing activities. The MHBE is 
considering tools but has determined that implementation will occur after open enrollment ends, as it will 
be a large undertaking. Angarai has made two recommendations regarding Deloitte’s communication with 
the MHBE and other vendors. First, Deloitte should bring the right resources from across the firm and be 
receptive to expertise from other vendors and the MHBE. Second, Deloitte should provide a staffing 



4 
 

report to the MHBE in writing every 15 days rather than the industry standard of 30 days due to the 
complexities of this project. The MHBE intends to implement Angarai’s recommendations. 
 

• Mr. Steffen asked a question regarding the first presentation, the IT update. Specifically, he 
asked for more information regarding the new system’s “waiting room” feature, wanting to know 
whether that feature has a maximum capacity. Secretary Fitzgerald responded that the waiting 
room has essentially an unlimited capacity. The waiting room will be triggered when high volume 
is causing a slow-down or other problems, and will allow consumers to browse general 
information while waiting to be moved into the website. This will give the IT team more control, 
and they will have the ability to scale the waiting room as needed.  

• Mr. Steffen asked about the assumptions being made regarding consumers’ expected time on 
the website, and whether testing takes into consideration that consumers may be on the website 
longer than expected. Secretary Fitzgerald responded that performance testing has simulated 
4,000 concurrent users, with an average 2.8 second user “think time,” or the time spent by a 
user on a specific webpage. The IT team can simulate a virtual user spending more or less time 
on a particular function or page to fully assess the system’s capabilities. The goal of 
performance testing is to push the system to operate with the highest number of users operating 
the maximum number of functions.   

o Mr. Steffen noted that he is concerned that people will take more time to look at plans. 
Secretary Fitzgerald responded that consumers will be able to anonymously browse 
plans the week before open enrollment starts, so they will be able to become familiar 
with the plans before the system launch.  

• Chairman Sharfstein clarified that Angarai’s recommendations for Deloitte focused on improving 
communication and coordination, and not Deloitte’s overall performance. Secretary Fitzgerald 
confirmed that the recommendations focused only on coordination, as Deloitte is performing its 
tasks well. 

 
Ms. Quattrocki thanked Secretary Fitzgerald for her great work on the website and her understanding of 
the interplay between the MHBE, the website, and operations, which will be critical to the success of the 
new system. 
 

Chairman Sharfstein noted that a procurement conference call will be held on October 23. He thanked the 
Board for their hard work and adjourned the meeting. 

Adjournment 
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