access health

Connecticut’s Official Health Insurance Marketplace

February 16, 2016

Attention: Call Center RFP Respondents

Addendum to the Request for Proposal for Call Center Services issued January 21, 2016.

This Addendum modifies and supplements the Request for Proposal for Call Center Services as
well as any supplementary materials (the “RFP”). The parties agree that wherever there is any
conflict between this Addendum and the RFP, the provisions of this Addendum will control.

Thank you,

Access Health CT
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Customer Touchpoint Map

Customer Touchpoint Map
Exchange Blueprint Model
Consumer Assistance

Synopsis

This map depicts possible customer touch
points with each service avenue, Connecting
lines define business pracesses which can be

handled by each service provider.

Connecticut Health Insurance Exchange

Notes.

- Storefronts and CEP sites operate curing open enrollment months only.

- Atthis time, the mobile app provides aid to QHP customers only. (The Mobile
application s capable of processing applications, but not re-enroliments.}
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1: Initiate/Resolve Inquiry

2: Initiate/ Resolve Complaint

3: Provide Eligibility Assistance

BP-04: Consumer Satisfaction Management and Survey
BP-05: Process Application/ Re-Enrollment

BP-06: Change of Status

BP-07: 1095-A Inquiry

99: Other (Medicaid Benefits, CHIP, etc.)
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FOIA Redaction Justification Sheet
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NAME OF DOCUMENT BEING REDACTED:
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Name of Location Text/ltem Redacted
Section (Page #, etc.)
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FOIA
Reference (See
Conn. Gen.
Stat. Section 1-
210)

Section 1-

210( )

10

11

12

13

14

15

16

17

18

19

20




