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Background

➢ Translation services obtained through Board of Public Works 
approved State Language Line contract

➢ Board approved FY20 Language Line contract Not to Exceed 
(NTE) increase to $218,000 at June board meeting

➢ Actual costs exceeded NTE by $4,212, bringing total cost to 
$222,212

➢ Need to increase FY20 NTE to cover actual costs

➢ Significant increase in translation service utilization warrants FY21 
contract NTE increase
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Presenter
Presentation Notes
MHBE utilizes the Maryland State contract with Language Line Services through the Board of Public Works (BPW) to provide third party translation services at the call center for consumers who are not fluent in English. As such, BPW is the custodian of this contract.

In June, we requested additional funding for the Language Line contract based on expected costs through the end of the year, but we’ve fallen short of the new NTE by $4,212.

Additionally, increasing utilization means we’ll need a higher NTE amount to cover FY21 costs if recent trends continue.
FY20 costs were expected to be $200,000 but the state contract sets an initial limit on purchase orders for language line services for all state agencies - that limit for MHBE for FY20 was $168,000

FY20 expected costs were later adjusted to $218,000 due to higher than average monthly use and an unexpected surge in call volume the first few months of calendar year 2020. The Board approved the increase to $218,000 at its June meeting.

With increased call volume through June, FY20, actual costs came in at $222,212, missing our estimate by $4,212.
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Increased Utilization 
Factors

➢ COVID-19 and Tax filing special enrollment periods

➢ Medicaid certification extension confusion

➢ Closure of local agency offices and accessibility of in-person 
assistance from caseworkers, producers, and navigators 

➢ Increased marketing and outreach efforts to reach Latinx 
community

➢ Call trends track enrollment trends

Presenter
Presentation Notes
Questions from Medicaid consumers who are confused by certification extensions.

The subsequent closure of local agency offices and accessibility of in-person assistance from caseworkers, producers, and navigators likely also contribute to the increase in Language Line calls.

Between January and June 2020, roughly 10% of our QHP enrollments were in households where a preference for language other than English was indicated, and about 7% of our Medicaid enrollments are in households with a non-English language preference.

Of course, not all calls are directly related to enrollment so enrollment accounts for only some of the call volume.
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FY21 CONTRACT

➢ Utilization at trend levels will exceed projected FY21 contract 
amount of $210,000

➢ Uncertainty around COVID-19 will continue to put pressure on 
language line services

➢ Increased focus on reaching Latinx and other non-english 
speaking communities will continue to drive need for services

➢ Current contract per minute competitive rate validated

➢ Evaluating other mitigation strategies to lower costs where 
feasible

Presenter
Presentation Notes
In the meantime, at the current rate and current increased volume, the total FY21 cost for Language Line Services is projected to nearly double the current NTE amount from $210,000 to $380,000.

We believe the lower costs until recently were low due to under-utilization and the new costs represent a higher fulfillment of the assistance needed by ESL applicants.

To ensure we’re paying competitive rates, we compared prices with our neighboring health exchange, DC HealthLink, and found it is paying $.64 and $.69 (Spanish and Other, respectively) per minute for Language Line calls. Our rates through the BPW statewide contract are currently competitive at $.58 and $.63, Spanish and Other, respectively, per minute.

We’ll continue to monitor the contract for additional opportunities to reduce costs without impacting customer service to ESL communities.

We continue to encourage bi-lingual CSR hires at the Call Center, though the relationship between number of bilingual CSRs and call handling is imperfect. For example, in September of 2019, 25 bilingual agents handled 8,221 calls; in May of 2020, 22 bilingual agents handled 14,879 calls.

We’ve also asked our Connector Organization partners to increase the use of  direct-lines to bilingual Navigators in their outreach materials.

At one time, the language line services were provided under the CSC contract. We’ve since contracted those services separately for the (at the time) more competitive rate, but that also means MHBE rather than the vendor is absorbing the cost fluctuations. We’ll re-evaluate the bifurcation of these services next year.
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Request to Approve Increased 
NTE Amount 

Note: Language Line costs are split 57% State and 43% Federal funds

Motion One
MHBE requests the Board’s approval to increase the Not to Exceed 
(NTE) amount of $218,000 by $4,212 to a new NTE amount of 
$222,212 for Language Line services for FY20

Motion Two
MHBE requests the Board’s approval to increase the current Not 
to Exceed (NTE) amount of $210,000 for Language Line services 
for FY21 to a new NTE amount of $380,000
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