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“Our valuenadd capabllltles are the natural consequence of our natmnal leadership position in the Medlcaid ,
~ and CHIP arena as well as the time and resources we have invested as a company in thinking about how

the Affordable Care Act can ba implcmcnted in the most cost-effec.twe transparent, effi caent, ancf
i accassnble way ' :

.Whl le the RFP an(l lts Appendiccs limit the Exchange Call Center to a set of responsibilities that are
'focused on phone-bascd ititeractions, we believe that a more expansive view of the Call Center's
e =:commumcnt|on I'CSponSlblll(les is worth conmdenng “The value-add capabilities we deseribe in this
~gection, assume a hand-in hand reiatmnsh;p with one or more Exchange vendors and sister agencies,
: tﬂczhtated and guided by the Exchange, In this model, our respective re:.p(msibihtles would strategically
jblemd tc Dptum?eft} g Ways in whmh uumsuu ed Connactmut resudents nnd hxchange anmllees get
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The Affordable_Carc Act (ACA) is a blueprint for uninsured Amemcans m be covered through accessible

and mmphf’ ied processes built around the "no wrong door” coneept, Bahmd the scenes, the coverage

'contmuum is remarkably complex, with differing health plans and pl‘D\’ldﬁf networks, variable preminm
“assistan ce"levels (dependmg on famiily income), eligibility gu:dehnes for the various programs

cnsscros ':w;lh one ,mnther and diverging program rules that put cnmilees at risk of a gap m COVerage.

“Ithe uvarage unmsur\ed Connecnunt resident understood all of this, many or mast of them, wmlld Iose the
: fomtuda and cnmnutment necessary to pursue cﬂverage 1hrough the Exchange or any other pubEm

how the federal ]aw can best be approachod and :mplemcnte& by dedicated publlc servants at the state
_ '_'Ieval Wc have devclopad whlte__papers on 4 range of loplcs, conducted mfonnatmnal wcbmars, prevxded

_Through aIl of th:s, MAX]MUS hag emerged as_one of only a handful of pnvate sector thought leaders on
‘how to make ACA understand-xbie au.essuble and attractive to the many millions of Americans it was
‘deszgned to hslp The foilowmg l;st includes some. nf the leplcs we have written and thought about:

_ “How. lo minimize "churn" in whwh people lose cnverage because of a process-related failure or
E mablhly to understand why thcy are being moved from one pmgram to anpther

= Effective commumcauun of complea topies 10 individuals w:th fow liternoy levels
3 -;l'_'_-'..Recruit:ng, h‘aming, and managmg a culturaily competent an-:i trusted ’Nuvtgator corps

atmg a Ba51c Health Plau intoa coheswe coverage uontmuum (parucu!arly for states with

Medtcaid premium asssstance into an Exchange rnodel o maximize ACCoss tc
ncoma mdmduals and fﬂmﬂlﬁ}s

oul _be:shlﬁed to the Exchange Cail Center gwen the way in which
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_ hcai mc.del f‘nr aehlcvmg greﬂter eﬁlcmnmeg quantlf' es smd deconstructs the type and mtens1ty
vmes prov;ded and lh& ﬁ‘equency With which they happen in each geneml busmess process, Ina

, .-_-{The goai 01“ our M:appmach is to leverage resources across all pammpatlng entities ina way that
7 drives down the unit eost ofa siandardmed and replicable transaction, We accumphsh this by bum!lng a
"'- ;madc] with all of the puts necessary and then aptlmlzing each component

: I‘_hrough these BPM tmﬂs and 1ethodolcgres, we can answer questions such as: What rc,ally happened in
“the past? Why did it happen? What is likely to happen i in the future? By correlatmg and analyzing -
business events in the context of the proccsses in which they occur, we achicve accurate snuatmnal
Areness. that m lum he,lps us s6e oppurtumtics, threats, or inefficiencies. '

We 16:.)1{ forward to maklng ﬂll of this analytzcat powar available to the Exchange and DSS Qur gaa! in
g: sa is to gzve 1he Exchange and DSS an objectwa bas;s for cons:derlng pc:ss:ble mcremental or

s.ifer lmusehold income lcvds are more l!ksly them othm gl oups io say tlmt thmr phune is the;a
of_ mteruet aceess‘ '

encrralmg all demngraphm cuhom of‘ Ameru.ﬂn somety I“or hea!ih=1e|ated programs : §
is an mcledz.ingly important ﬂnd re]evant f'urum for pwple fmm all wﬂlk& fai life Lo share

h thc most cominen sncmi med:a tools, and lt is eqsennal for the Lxchangc io at least
El‘%ﬂflcm"?. ‘and, ideally, heip guldc aud SEJPPDI't them,

.' Page 1-3
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ecurity, and Reportmg
.materlais the Exchange retams full approvai autho i all new medla content, as
with designated

chand social |

Wlu[s 1]13 E,xzhange Call Center is a major element in (his laad&ble stratcgy, ﬂlmthar imajor component is
..._he DSS Baneht Canter The cenlralized Benefit Conter i ig part 0f the CmmeCT pr’DjEct that aims fo-

- ‘modernize client service delivery for Medicaid around qtaﬁdardezcd consumer assistance processes and
ihe Iatest IVR and call dlstnbutlon technology. '

e Exchange C_:all Center Responder's Valus Add Capabihtles - Page 1-8
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a very gocrd concept, but oné that will require & fundamentally different way of thinking and
ngat DSS. Given the demands on the agency from other high-profile initiatives—especially
iblllty-=we believe there are risks in the aggressive timeline. We offer ourselves as a
i-for whatever nddltmnnE tinie DSS noeds to implement the Benefit Center in the best

e, scvera] ways in which we can add Benefit Center capacity and infrastructure in the short terim,
mg on D88 needs and Exchange direction. Our ability to do this s driven by the scalability of our
1 and the f&ct that we have successfully done tius in athar pmjects, For examp]e for cwr Medicaid

it iBecause we nre expenenced and ﬂexlb!f: wnth the ab][lt)" to SGﬂiE up ﬂnd down with ease, we will be able
~ 1o take on these additional, short-term duties on relatively s short riotice, based on the progress of the

- fEeneﬁt Cenier 1mp!emantahon. 1€ that happens, we look forward to mplementmg the changes thiough

' "__j_the fol]awing steps: : S

= Document in wntmg the scope of work, schedule, and antmtpated quantitative workload to confirm
o and vahdatﬁ our mutual assumptions

‘. .--_Estabhsh s.ommamcalmn protc:cols and mutual eapeelatmns nmong DSS the Emhdnge and
2 MAX!MUS i : !

runce, and technology

'-deptoymf: _ 'Of e‘usnng staff-

" _'Deveiop a time] ine and nsk asscssment 1n relatmn to angomg opera!mns while the changes are
. deyeloped, a,nd put in place : .

_;;Mndlfy trammg matenals and quahty assurance methods

o :.'Temporaril}ﬂ recr anize one or more functional units (o allw resources with the changes in operatlons
dd_or amend p&rformahw measures ' o

Ddlfy sy;.tﬁms and reports

Y a rurnuvaf plan in which our lemporary duues are carerully and syaiemahca!éy returned Lo

Exchange C:_all Dentar Respondef’s Value Add Capablllttes - Page 1-8
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Assoss the impact of ihe changes on cuttent E‘xahange Call Center. opcrataonsl resoumes, traimng, o

formulate any necessary adjustments to Call Center hlrmg, phyema] space, training, and re:- o
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Esxchange Call Center

g ‘:“_:'understand the few coverage continuum and are motivated to help others learn about, apply for, and
'Z.;emoil m coVerage offered through the Exchange and the other programs,

-1"1:%11 a5 more and more people dcpand on the Exch'in,g,e Call Center as a trusted resource, some

_ wnSlzmers wrll mntmue to turn to in-person assistance for cultural, linguistic, or personal reasons. This
means that while Navtgators and Brokers will be particularly important during the initial enrollment
'_;Jﬁr' d, lhe need for their services will never completaly g0 away,

The__'Nawgalor crmcept has its roots in several plograms, but perbaps the most pmmment and successf‘ul
s i3 o California model built around Enrollment Entities (EEs) and Certified Application Assistants

AAs), An enrollment entity is an organization that is credentialed to offer application assisiance

ough 1 the}ndmduai efforis of its CAAs. A person who wishes to be a CAA must be affiliated with an
"EE Snmlarly, an orgamzatlon that aspires fe be an EE must take the. necessary sleps to make its

en ployges knowledgeable and motivated CAAs,

| wcie! is applled to the Navigator concept, a Navigator organization wou!d most likely be the
n Qf an Bnrolimcm Enmy and lndwsdual Nawgamrs would be the equwalenl of lhe CAA. Just

i ENawgatcrs havmg wle-basad aceess 1o the l:xehange portal to take in-person actmns on behalf of a
- consumier Who has authorized lllat kmd of assistance on his or her behalf,

Hgé”l‘;}é!i' Eéni_érr Responder's Value Add Gapabilties
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