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Small Business Health Options Program (SHOP)
Advisory Group

.  Welcome and Introductions
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SHOP Advisory Group

1. Service Center




Service Center Statistics

A Update and Overview
A Questions and Discussion
A Public Comment




Service Center Statistics

COVERED

Pinnacle Service Center Statistics
Period April thru September 2014

Call Statistics Apr| May | Jun | Jul | Aug | Sep Target
Offered 23153 | 19999 | 19721 | 23194 | 23731 | 26443
Handled 17542 | 19139 | 18277 | 21958 | 20885 | 21355
Abandoned 5068 | 846 508 1236 2842 5023
0
% Abandoned 21.89%| 3.36% | 7.36% | 5.32% | 11.97% | 19% S orless
Transferred 273 277 188 403 288 314
Avg Calls Offered/day 1052 953 944 1062 1131 1260
Avg Calls Handled/day 797 912 873 1004 995 1017
Avg Talk Time 15:55 | 9:03 | 844 | 840 | 926 | 10:29 15 minutes
Avg Handle Time 1629 | 1010 | 949 | 935 | 1021 | 11:28 17 minutes
5 0
Service Level 45.34%| 97.42% | 91.34% | 95.04% | 8553% | 66.67% |  S0%0 Or better
0% i i q
Speed of Answer 13:08 | 129 | 3:07 2:24 626 | 12:28 [PV%01N20minutes orleg




Service Center Statistics
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E-mail Volume
Period April thru September 2014

April May June July Aug Sept
Emailvolume 1,455 1,591 1,433 1,351 1,616 2,860
Turnaround time 4 day 1 day 1 day 1 day 1 day 1 day
Service Center Staffing
As of October 30, 2014
Call Center staffing
FTE Temp Total
CSR 40 10 50
Leads 5 5
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I1l. SHOP Operations




SHOP Operations
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A Enrollment Statistics

A Case Processing Statistics
A Questions and Discussion
A Public Comment




SHOP Operations

Enrollment Statistics

SHOP Cases & Lives Sold By Effective Date

Total
# Groups Subscribers Dependents Members

1/1/2014 490 2,44¢ 1,25€ 3,708
2/1/2014 242 1,013 484 1,497
3/1/2014 233 1,147 434 1,581
4/1/2014 258 1,061 450 1,511
5/1/2014 206 893 331 1,224
6/1/2014 158 679 300 979
7/1/2014 126 540 326 866
8/1/2014 105 488 206 694
9/1/2014 99 438 160 598
Grand Tota 1,917 8,70¢€ 3,947 12,65k
Average 4.54 2.06 6.60
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SHOP Operations

Enrollment Statistics

Groups Sold by Sales Channel & Effective Date

Sales Channel Jan Feb Mar Apr May Jun Jul Aug Sep Grand Total % of Total
Agent Assisted 109 71 46 80 66 55 39 34 30 530 33.40%
Agent plus GA 271 125 129 118 93 77 64 54 53 984 62.00%
Employer

Direct 110 46 58 60 47 26 23 17 16 403 25.40%
Grand Total 490 242 233 258 206 158 126 105 99 1,917 100.00%

Lives Sold by Sales Channel & Effective Date

SalesChannel Jan Feb Mar Apr May Jun Jul Aug Sep Grand Total % of Total
Agent Assisted 801 434 269 467 344 331 315 162 173 3296 26.05%
Agent plus GA 2,435 868 1,092 865 676 525 470 452 388 7771 61.41%
Employer
Direct 469 195 220 179 204 123 81 80 37 1588 12.55%

#Grand Total 3,705 1,497 1,581 1,511 1,224 979 866 694 598 12,655 100.00%
® uo }
i)
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SHOP Operations
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Enrollment Statistics

Lives Sold by Carrier & Effective Date

Effective Date
1/1/2014
2/1/2014
3/1/2014
4/1/2014
5/1/2014
6/1/2014
7/1/2014
8/1/2014
9/1/2014

Grand Total

% of Total

Blue Shield CCHP HealthNet Kaiser Sharp WHA

521 31 1,053 2,003 54 26
237 16 467 724 38 13
194 32 490 838 7 6

199 40 521 744 37 3

128 5 430 647 3 11
146 10 251 560 1 11
61 7 400 377 3 18
88 9 208 356 18 15
53 10 203 318 8 6

1,627 160 4,023 6,567 169 109
12.86% 1.26% 31.79% 51.89% 1.34% 0.86%

Grand Total
3,688
1,495
1,567
1,544
1,224

979
866
694
598
12,655
100.00%




SHOP Operations

Billed Lives (Subs + Dependents) Sold by Rating Region & Effective Date

Region #
1

© 00 N O O b~ W N

=
o

11
12
13
14
15
16
17

Region % o
Region Description Jan Feb Mar Apr May Jun Jul Aug Sep Total Total

Rural North/Sierra 56 6 3 14 27 6 6 12 3 133 1.05%
Wine County 333 126 85 98 101 39 45 37 67 931 7.36%
Great Sacramento Regic 233 42 45 66 33 53 55 56 41 624 4.93%
San Francisco 157 52 80 121 91 24 31 55 42 653 5.16%
Contra Costa 236 66 59 79 53 24 55 28 61 661 5.22%
Alameda 434 115 111 128 95 68 52 39 29 1071 8.46%
Santa Clara 213 96 121 158 140 54 57 73 19 931 7.36%
San Mateo 116 56 75 59 37 11 22 11 5 392 3.10%
Monterey Bay 60 21 66 28 52 32 37 42 17 355 2.81%
Central Valley North 107 19 48 11 14 72 24 3 28 326 2.58%
Central Valley South 98 37 6 11 24 13 44 11 2 246 1.94%
South Coast 66 27 56 24 33 45 9 28 288 2.28%
Southern Desert 7 3 9 19 0.15%
Kern 15 16 25 8 8 20 85 9 15 201 1.59%
Los Angeles East 335 137 178 209 139 134 115 73 92 1412 11.16%
Los Angeles West 451 263 261 175 132 150 70 112 70 1684 13.31%
Inland Empire 310 131 133 104 65 52 41 39 38 913 7.21%
mrange County 174 104 113 112 85 113 57 22 35 815 6.44%
l@ an Diego 294 174 99 159 oo [$3) ol 44 34 1000 7.90%

3,688 1,495 1,567 1,544 1224 979 866 694 598 12,655 100.00%

Total




SHOP Operations

Group Size (# of Employees) by Sales Channel

Enrollment Statistics

Sales Chann

Agent Assiste

Agent plus G

Employer Direc

Grand Tota

% of Tota

1-5

409

722

315

1446

75.43%

6-10

85

190

60

335

17.48%

11-15

21

45

16

82

4.28%

Group Size
1620 21-25
10 0

15 8

6 4

31 12
1.62%  0.63%

26-30

0.31%

Sty

0.16%

36-40

0.05%

41-45

0.05%

Grand Total

529

985

403

1917

100.00%
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SHOP Operations

Current SHOP Application Turnaround Time

A 95.%% completed in less than 2 days
A 100% completed in less than 4 days
A 93.9% invoiced in less than 2 days
A 100% invoiced in 3 days
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V. Health Plans




SHOP Health Plans
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A New Plan Designs

A Embedded Pediatric Dental
A New Adult Dental

A New Dental Carrier

A Public Comment
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V. Agent Update & SHOP Sales




General Agent Commission Update

Next Scheduled Payment PaymentThrough Month
11/14/14 August 2014

EEEEEEE
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Agent Commission Update

Next Scheduled Payment Payment Through Month

11/14/14 August2014
11/21/14 September2014
12/07/14 October 2014
12/24/14 November2014

EEEEEEE



Carrier Payment Update

Next Scheduled Payment PaymentThrough Month

11/14/14 August 2014
11/26/14 September2014

EEEEEEE
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SHOP Sales

Certified Agent Update as of October 2014

A Covered California Certified Agents2,461

A Number of Agents that have started or
O2YLX SGSR (el 842y Sg [ . (

A Agentsthat havecompletedthe exam- 421

EEEEEEE



SHOP Sales

SHOPWORKS *esesmsoms
Customizable Postcards

Smoll Business Health Options Program (SHOP)
m-i g s thir usnen on e S0V Gochmnge

COVERED
cauiroaNia wataia, aread, agercy e, bewnee serbr, addren phcrandfmt

SHOPWQRKS "t=ratesetertasns
Customizable Postcards Order Form

CUSTOM ZATION INFORMATION
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COVERED
CALIFORNIA

SHOPWORKS is a new set of tools provided by the
Covered California Small Business Health Options
Program (SHOP) to give Certified Insurance Agents
ideas, materials and resources that will help them sell
and support SHOP health insurance plans to small
businesses in California.

Sign new SHOP business with an effective date of 11/1,
12/1 or 1/1 and you can qualify for a mailing of 1000
FREE POSTCARDS — including customization, printing,

postage and prospect list names — for every group with 10

y ORKS.

8 sHoPwoORKs@covered.ca.gov
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MAILNG CAMPRICHS

POSTCARDSAS
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SHOPWORKS Covared.CA.gov




SHOP Sales

SHOPWorks

A Goals: SHOP sales collateral imprinted with Certified
Insurance Agent contact information on the desks of
250,000 business owners by the end of 2014

A Program launched on 10/21/14
A To date we have received orders for over 66,000 pieces
A We are at 25% to goal with 10 more weeks to go!

()
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SHOP Sales

Renewal Process Timeline

Date Event
October 15, 2014 Rates approved by CDI & DMHC
October 25, 2014 SHOP Renewal kits are processed

Quoting engines (Health Connect, GAs, etc.) make

October 31, 2014 .
rates available

October 31, 2014 SHOP renewals mailed to groups

December 15, 2014 Change paperwork returned to Covered California

l January 2015 Changes are made at the carrier
\ALLLL)

COVERED
CALIFORNIA



SHOP Sales

Renewal Kit Contents

1. Employer Letter 6. Employee Enrollment Worksheet
2. Program Changes 7. Employer Change Forms
3. Renewal Options 8. Employee Change Forms

4. Renewal Premium Notification | 9. Alternate Contribution Scenarios

= Employee Worksheet
Changes

= Who to call

5. Current Employer Contribution

COVERED
CALIFORNIA



SHOP Sales

“Important Information about SHOP Renewal™

COVERED
“Action Required™

CALIFORMIA

SHOF | F.O. Bow 7OL0 | Newport Beach, CASZE3E

Ociober 15, 2014 SHOP Case Humber 1D «Group_Hums

aContact First Names «Contact_Last_Names
aGroup_Namas

aADIress_1x

aADIress_2n

aCltys, aSlate_» +Zips

Dear sContact_First_Mames,

Thanik you for choosing the Cowersd Calformia Small Business Heallh Options Frogram
[SHOP) 38 your chalee for quallly. affardatle heath coverage far your employees.

This notice |s to inform you that your heakn plan s scheduled to renew =<Renawal
Dater=. I you would like 1o continue with your current coverage withaut any
ad|ustments, ne action I5 required fram you &t s me.

Thiz coming plan year, Covered Calfarnla SHOP s plessad ta provide you with maore
great cholces for employes Nealth coverage! INcluded Delow |5 a 5t of exching new
addilzns to our current oiferngs.

Hew Options Tor 2015 PIAN Year

» Dual Tler Cholce — Frovidas employess With more plan options by allowing
emplayers o offer coverage from bao adjoining metallc tlers — Sronze + Siver,
Sliver + Gold, or Gold = Flatinum — rather than from Just ane. The result s
greater employee cholce at no addiflenal cost to the employer.

« Altarnaflve Banefit Plans - Several SHOF camiers now offar E‘XFEI‘GE’H beneft
plans In agdilion o thelr Covered Calfomia standand beneft plan designs giving
EMpiayees even more NEaln coverage options.

= Afult Dental Plang — Cowsred CalFamia now ofers stand-alone dental
overage that employees can selacl 35 pan of their SHOD saverage. Dental
pensfits are employee pald, alowing *or expanded bensfit oferngs without
nicreasing tensfts costs for e employer.

= Pedlatric Dantal Plans — These pians are now INcluded 38 pan of s2veral of
SHCP's REalth plans. Smployess snould reviaw el mameal salzctions carsfully
Defars pURENEEING Eeparats pediaine oantal coverage 1o prevent purchasing
Aupllcative coverage far el chliaren. Peaiatric Sertal Plans will continue fo be
an optian for chid dependant coverage. For 2015, only one benefl level Is b=ing
aoffered for standalone padiatnic dental and s equivalent 1o the High Oplion (853%)

Dental Works

e
Fam by i

Family

— Plan Renewal

Worksheets

Tk s M.

Small Business Health Options Program (svor) (i
Change Request Form for Employees oy

Employee Change

st

‘affactiva 3t ranawal, mall o SHOP at v.i

i

EMPLOYER INFORMATION

COMPLETE THIS SECTION TO CANCEL COVERAGE, ADD DEPENDENTS OR CHANGE PLANS

Request Form

i a  remeeipaton.

i

ey
+ AEEATOHS (UAUEING 4 Gy
© ABErToMS (AT SREWAL o e

e g e

i e b b A

Ex=rrrs |

MEW WEALTH AND DENTAL PLAN CHOICES
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SHOP Renewal Cover Letter

Dental Plans P P D
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SHOP Advisory Group

VI. Marketing & Outreach
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Marketing & Outreach
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A SmallBusiness Outreach
A Agent Marketing

A SmallBusinesdvarketing
A Questionsand Discussion
A Public Comment

27



Small Business Qutreach

A Update from SHOP Grantees




SHOP Marketing Activities
Small Business Audience

SHOP Custome

Research

SHOP
Advertising

SHOP Social
Media

Target = small businesses

Campaign

Target = small businesses Target = employees of

small businesses

Target = small businesses,
agents

Baseline NORC Research
(JuneJuly 2013)

NORC Tracking Survey
(FebApril 2015)

Advertising Campaign
(Mar ¢ Jun 2014)
(Email, Print, Digita]
English only)

Advertising Campaign
(Augg early Nov 2014)
(Print, Digital, Mobile,
Paid Social, Paid Search
¢English / Spanish)

Advertising Campaign
(Jang June 2015)

42 St 02YS

02
lYyAsSNBRE *AR

(¥p))

Leveraging Covered CA
Social Channels

(Juneg ongoing)

(FB, Twitter, G+)

Considering LinkedIn
channel
(TBD)

2 0¢C. 50

Agent Kit, Trifold,
Factsheets, 1-page
brochure (20132014)

Updated Agent Kit,
Trifold (English,
Spanish, Chinese,
Vietnamese, Korean),
Factsheets (13
languages), $age
booklet (English,
Spanish)

(20142015)

e ")) COVERED
“I' CALIFORNIA

10/30/14

29



SHOP Collateral Update

Trifold brochures (English, Spanish, Chinese, Vietnamese, Kdrean
A Currently available on KP Print Store; Customizable versions available soon
A Being uploaded to CoveredCA.com
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SHOP Collateral Update

SHOP Fact Sheet(13 languapges

A All translations completed; standard versions & customizable versions available so
A Being uploaded to CoveredCA.com
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SHOP Collateral Update

SHOP $age Booklet(English & Spanish
A Finalizing Spanish Translation
A Will be available on KP and coveredca.com-@weeks

our plan options?
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Agent Marketing
Covered California SHOP Print Advertising

et e ot se ) (R} EITRG

e aa sma by A e B Covh et b

November December

AChoice, Value, Control o Ad
(i'ii) California Broker
|
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Agent Marketing

Covered California Email Campaigns

for REAL

Choice

nDual Tier Choicedo Emai l Ca

(@) September i October
[ |
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Agent Marketing

Dual T1 er & What os Ney

NEW ATSHOP

- DUALTIER

® caanicompnesiunn O (0w

Available early October Available November

()
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