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Background 

The purpose of this document is to provide information and outline steps needed to improve delivery of service for OneExchange to 
the Nevada PEBP retiree and dependent population. This Service Improvement plan will focus on improvement and development for 
different areas of OneExchange such as the Participant Experience, Communications, Health Reimbursement Arrangement (HRA) 
management, and Operations. The Service Improvement Plan is necessary as the calendar year of 2015 contained several challenges 
for OneExchange that negatively impacted our delivery to some of the members of the PEBP Board and a number of Nevada PEBP 
participants.  
 

Executive Summary 

The Executive Summary will provide an overview of updates made to the Service Improvement Plan from the prior update period to 
the current period.  
 
March 8, 2017 Update: 
 

 HRA Onsite Assistance – The OneExchange HRA Onsite Assistance program has been live for 6 months with the HRA Team 
Specialist available to assist Nevada PEBP participants for one week per month starting in September at the Nevada PEBP 
office in Carson City.  

o Below are details for the six weeks when the HRA Team Specialist was available to assist participants at the PEBP 
office. While the total number of in person meetings seems low, the HRA Team Specialist was also able to take phone 
calls from the Nevada PEBP Member Services Team as well as assist with email inquiries. 
 
 

Onsite Assistance Dates Number of Appointments Number of Walk-ins 

9/12 – 9/16/2016 9 0 

10/10 – 10/14/2016 14 1 

11/14 – 11/18/2016 8 3 
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12/12 – 12/16/2016 12 4 

1/9 – 1/13/2016 6 4 

2/13 – 2/17/2017 12 1 

 
o The following weeks have been determined as the weeks the HRA Team Specialist will be at the Nevada PEBP office 

for onsite assistance for the 2nd Quarter of 2017.   
 April 10th – 14th 
 May 8th – 12th 
 June 12th – 16th 

 

 Las Vegas HRA Retiree Meeting and One-on-One Appointments – February 27th and 28th, 2017 – A HRA focused retiree 
meeting was held on Monday, February 27th in Las Vegas in  the morning followed by individual one-on-one appointment s in 
the afternoon as well as on Tuesday, February 28th. There were over 50 participants that attended the HRA Retiree Meeting 
and we conducted 35 one-on-one meetings. There were 10 one-on-one meetings on the 27th and 25 one-on-one meetings on 
the 28th. Participants had questions on everything from how to submit a claim to what expenses are eligible for 
reimbursement. Overall, the meeting and individual appointments were a great success! 

 

 Spring Retiree Meetings in Las Vegas, Carson City, and Reno – OneExchange will host multiple Retiree Meetings during the 
following days and locations. There will be 2 meetings per day, one focusing on participants ageing into Medicare and the 
other focusing on participants that are already Medicare eligible.  

 April 5th – Las Vegas - College of Southern Nevada (CSN) 
 April 6th – Carson City - National Guard Armory 
 April 7th - Reno - Truckee Meadows Community College (TMCC) 

 

 Upcoming Communications  
o An Experience Choice: HRA Refresh Communication will be mailed to participants in April, 2017 that are qualified for 

the HRA. The intent of the communication is to reminder participants how to effectively use their HRA Funding 
Account to be reimbursed for eligible expenses. The communication highlights the following: 

 Premium reimbursement methods 
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 Auto-Reimbursement 

 Recurring Reimbursement 
 Out-of-Pocket expense reimbursement 
 Tips for Submitting Reimbursement Request Successfully 

 
 
 

Participant Experience – Open Enrollment 

During the Medicare Open Enrollment season for 2016, which occurred from 10/15/2015 – 12/7/2015, our Customer Service Team 
experienced longer wait times than expected for participants to reach our Benefit Advisors and Customer Service Team members. 
For Nevada PEBP Retirees, the average wait time during this period was 12.69 minutes.  
 
The chart below reflects specific call data during the last 2 Open Enrollment seasons (2015 and 2016). The change from the 2015 to 
2016 season shows the increase in call volume, wait time, and calls abandoned.  
 

Time Period  Calls 
Received 

Average 
Handle Time 

Average Wait 
Time 

Calls 
Abandoned 

Abandonment 
Rate 

Open Enrollment for 
2016 (10/15/2015 – 
12/7/2015) 

8,314 33.41 minutes 12.69 minutes 1,534 18.45% 

Open Enrollment for 
2015 (10/15/2014 – 
12/7/2014) 

4,723 31.85 minutes 5.23 minutes 390 8.25% 

Change from 2014 to 
2015 

+3,591 +1.56 minutes +7.46 minutes +1,144 +10.20% 

 
The data confirms that the Open Enrollment Period for 2016 was larger than prior years and participants experienced a drastic 
difference in service during this time when compared to the prior year. Call volume increased by 43% compared to the prior year 
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while the Average Wait Time increased by 58%. The number of calls abandoned increased by 74% and the call abandonment rate 
increased by 55%.  
 
While OneExchange has no direct control over call volume, we have identified several factors that helped lead to these increased 
service results this past Open Enrollment season. The factors include IVR/Telephony System Issues and Employee attrition. Details 
on this information are included in the Service Improvement Plan Matrix section later in this document.  
 

Participant Experience - Ongoing 

The ongoing participant experience has been impacted due to various factors including Escalation Resolution Timing, Information 
Quality Provided by Benefit Advisors and Customer Service Representatives, and the Office Hours Pilot Program. 
 
The common Escalation categories have been Loss of Funding Qualification, Data Issues, and PEBP Dental Premium File Issues. The 
improvement plan focuses on these ongoing participant experience items and the different ways we are addressing them with our 
Carrier, Customer Service, and Data Teams. 
 
The Office Hours Pilot Program has been a positive experience for participants as well as for OneExchange. For participants the 
program has provided them an opportunity to speak with a OneExchange representative directly regarding their HRA. For 
OneExchange, the program has provided us the opportunity to gather information on common questions/discussion items that 
participants have about their HRA.  
 
Below are the most common discussion items identified during the appointments: 
 

Discussion Item Discussion Item 

Medicare Part B Premiums Eligible Expense List 

Auto-Reimbursement Direct Deposit 

Available Balance Explanation of Payment Document 

Deadline to Submit Claims Survivor Rules 

Reimbursement Forms Inquiries about Changing Plans 
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Most of these discussion items can be easily addressed with a phone call to the OneExchange Customer Service Center. The Service 
Improvement Plan Matrix provides additional information on the Office Hours Program and a proposed action item to help address 
the common HRA questions with the HRA qualified PEBP population.  
 

Communications 

Communications are a critical part of OneExchange’s service delivery. We have a strong suite of communications that we can 
provide to participants on an ongoing basis. We have identified several custom communications for Nevada PEBP that can improve 
upon our delivery in certain areas, and are working directly with PEBP to review the communication messaging and delivery timing 
for these communications. 
 
In the future, OneExchange is dedicated to working with PEBP and their communication team to help improve participant 
communications and messaging.  
 

Health Reimbursement Arrangement (HRA) 

The Health Reimbursement Arrangement (HRA) is a large component of the OneExchange business. Eligible and qualified 
participants have their own individual HRA and receive monthly allocations to the HRA. The HRA can be used to reimburse 
participants for their eligible Medical expenses, including the cost of Premiums. Claims to receive reimbursement can be received via 
manual claim form, Auto-Reimbursement files from the carrier, or via the OneExchange Website.  
 
With the HRA, we are focused on addressing Overpayments and the 365 day deadline to submit claims from the date the expense 
was incurred. Overpayments are being addressed by a monthly reminder communication as well as improving processes to receive 
updates for loss of funding in a timelier manner. The 365 day claim submission deadline is being addressed with a custom targeted 
communication. 

Operations  

As of January 2016, OneExchange and Nevada PEBP have had a monthly Operations Meeting to discuss items that may potentially 
impact retirees. The meeting also allows discussion and tracking of upcoming projects to ensure successful delivery. 
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Service Improvement Plan Matrix 

 

Category Issue Comments and Action Resolution Date 

Participant 
Experience – 
Open 
Enrollment 

IVR/Telephony 
System Issues 

 We did not have adequate technology infrastructure to 
support the volume of this past enrollment period. 

 We engaged a consulting firm to review our telephony 
infrastructure and make recommendations on upgrading 
the system. 

 We are in the procurement process and will be replacing 
the current IVR system.  

 UPDATE – The Genesys phone system has been procured 
and will be the new system that will be live in January 
2017. 

 UPDATE 1/6/2017 – Due to additional programming that 
is necessary, the target live date has moved to March 
2017.  

2017 Open Enrollment 
Season (October 2016) 

 

Updated due date is 
January 2017 

 

Updated Target date is 
now March 2017 

 

 

Staffing/ 
Employee 
Attrition 

 67% of customer service representatives this past fall 
were seasonal employees. 

 We experienced higher staff turnover than prior years 
within the seasonal employee group. 

 We have started hiring more fulltime staff in the 2nd 
Quarter, 2016, however fulltime hiring projections are 
not currently available.  

 Maintain a higher staffing level in the off-cycle period: 
700 Benefit Advisors compared to 425 in the Fall 2015 

 Hiring of fulltime 
employees is in 
process and 
expected to be 
completed by 
September 

 New service 
center in 
Arizona will 
open 8/1/2016 
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Category Issue Comments and Action Resolution Date 

and 500 customer service representatives compared to 
300 in the Fall 2015. 

 Signed lease on 90,000 square foot center in Tempe, AZ. 
Scheduled to open 8/1/16 with ~800 associates 

 New Benefit Advisors and Customer Service associates 
will be available to all participants outside Open 
Enrollment; however during Open Enrollment staffing is 
split between new clients and Legacy clients (PEBP). 

 PEBP retirees receive service across all four OneExchange 
service centers. 

 In April/May, we expanded and trained our CSR level 1 
team to provide backup service that can be utilized in any 
service based on need. 

 UPDATE – See Executive Summary for details on staffing 
expectations for the Open Enrollment Period. 

 UPDATE 11/4/2016 – OneExchange is above staffing 
expectations for the 2016 Annual Enrollment Period. This 
item is now closed. 

 This item is 
resolved. 

Website 
Enrollment 
Options 

 Only ~40 plans are currently available on-line for 
participants to enroll in 

 Adding more plans to the website for participants to 
enroll in can decrease the call volume during the 
enrollment period  

 We are working with our Medicare carriers to make 
online enrollment more readily available and increase 
the number of plans available on the website 

 We  currently do not know how many new plans (or 

2017 Open Enrollment 
Season (October 2016) 

 

This Item has been 
resolved. 
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Category Issue Comments and Action Resolution Date 

which ones) will be available online for 2017 due to the 
process it takes to go live  

Participant 
Experience - 
Ongoing 

Escalation 
Resolution 
Timing 

 OneExchange is enhancing the participant issue logs to 
provide more detail.  

 We’ve empowered the Client Service Specialist to directly 
resolve more issues (as opposed to requiring additional 
interaction from the retiree or PEBP).  

 We are working with internal support teams to improve 
response quality and timing to resolve escalated 
participant issues.   

 We added ~50% more staffing to both the HRA Support 
Team and CSS Support Team 

 We are meeting with PEBP bi-weekly to touch base on 
participant escalations on the issues log.  

 In February 2016, there were 83 accounts on the active 
tab of the participant issues log. As of mid-May 2016, the 
participant issue log has 32 active issues. This is a 
decrease of 61%.  

 UPDATE – As of September 5th, there are only 12 
accounts on the participant issues log.  

 UPDATE – As of November 1st, there are 16 accounts on 
the participant issues log. 

 UPDATE – As of 1/3/2017, there are 17 accounts on the 
participant issues log.  

Ongoing 

Information 
Quality Provided 
by Benefit 

 OneExchange hired an outside party to review and 
recommend enhancements to our training programs.   

June 2016 
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Category Issue Comments and Action Resolution Date 

Advisors and 
CSRs 

 We will be updating our training programs based on the 
results of the review. 

 UPDATE – This item has been completed. 

Office Hours Pilot 
Program 

 Office Hours program continued into 2016 and it has 
been agreed to continue the program through the 
summer and then re-evaluate the need. 

 A new meeting approach has been taken with a larger 
HRA focused presentation in the morning followed by 
individual appointments. This approach allows us to 
reach a larger number of retirees and still offer individual 
access for those that may need it.  

 The approach for participants to make appointments has 
changed. Callers are now routed to the HRA Support 
Team. The HRA Support Team will attempt to assist the 
participant over the phone with their HRA questions 
prior to setting up the appointment. 

 For callers attempting to make appointments for a 
meeting in April, there were 28 calls. Our HRA Team was 
able to assist 16 of the callers over the phone. The other 
12 callers insisted on having an appointment.  

 Based on the common types of discussion items held 
during appointments, we recommend a targeted 
communication is sent to participants with information 
on how to utilize the HRA. This communication will 
address the majority of items that participants have 
inquiries about with the HRA.  

 UPDATE – See the Executive Summary section above for 

September, 2016  
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Category Issue Comments and Action Resolution Date 

details on the new HRA Onsite Assistance program.  
Escalation 
Category -  Loss of 
Funding 

 Participants lose funding when they enroll in a plan 
outside of OneExchange. 

 A Loss of Funding Notice is sent to the participant when 
the carrier notifies OneExchange. 

 There can be a negative impact to the HRA when funding 
is reversed due to the loss of HRA qualification. 

 OE and our carriers are committed to close collaboration 
and timely notification of the loss of a policy and thus 
notification to the participant that the funding is lost.   

 Each week there is an automatic sweep across the 
OneExchange system to identify participants who are no 
longer qualified for funding programs. A team reviews 
the report for accuracy and the Loss of Funding Notices 
are mailed to participants. 

 Carriers provide files weekly, bi-weekly, or monthly with 
updates on policy status. The more frequent the file the 
timelier the updates are to impacted accounts.  

 The OneExchange Carrier Team works with carriers on a 
monthly basis to perform audits to identify accounts that 
require status updates.  

 Carrier Team Account Managers work with carriers 
weekly to ensure electronic files are not only timely but 
also accurate.  

 OneExchange has advised that Nevada PEBP could 
change the qualification requirement to mitigate the 
number of escalations due to enrolling outside of 

Continuous 
Improvement 
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Category Issue Comments and Action Resolution Date 

OneExchange. 

 Escalation 
Category -  Data 
Issues  

 We have seen escalations due where account eligibility 
data or HRA funding data has not been loaded  

 We are examining the internal processes on the 
OneExchange system to ensure that all Data processes 
are documented and executing correctly.  

 Processes that are not documented are being 
documented appropriately. 

 Escalations from our Client Support Team are sent 
directly to our Data Team Lead for assistance.  

 Escalation Reports and Data Fallout Reports are now also 
being sent to the Nevada PEBP Operations Team to assist 
in resolving outstanding items. 

 UPDATE – This item has been completed. 

June 2016 

 Escalation 
Category - PEBP 
Dental Premium 
File Issues 

 Participants that are in Tricare have escalated as their 
PEBP Dental Premiums are no longer being loaded to 
their HRA.  

 PEBP and OneExchange have worked on a manual 
process to get claims submitted and approved. 

 OneExchange is researching accounts to try to determine 
what has happened to the PEBP Dental Claims 

 UPDATE – This item has been completed. 

June 2016 

HRA Overpayments  As of April the total overpayment amount in the HRA for 
Nevada PEBP participants is ~$594,000. This amount is 
since plan inception.  

 85% of the overpayment dollars are due to loss of 
funding qualification, where a participant was qualified 

Ongoing Processing – 
There is no full 
resolution to this item, 
only processes to 
minimize overpayments 
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Category Issue Comments and Action Resolution Date 

for the HRA and then funding was reversed either due to 
death notification or carrier update. The reversed funds 
had already been used to pay claims that are 
subsequently denied and then placed into overpayment 
when the funds are reversed. 

 Overpayment Reminder Communications are sent 
monthly. 

 Carrier Team actions to improve timeliness of being 
notified by carriers will help minimize overpayments due 
to loss of funding. The Carrier Team is completing 
monthly reconciliation processes with carrier as well as 
auditing carrier data for accuracy. 

 In March, the OneExchange Customer Service Team was 
advised of a clarification on how to direct callers who 
report the death of a participant. The clarification was to 
advise the caller to contact Nevada PEBP as they will 
need to provide the death certificate. Once the death 
certificate is received, Nevada PEBP will update the death 
status on the account and end the HRA eligibility. This 
change in how death notification calls are handled will 
allow death status updates to occur more timely, which 
will decrease overpayments for deceased retirees.  

 UPDATE – As of September, 2016 the total overpayment 
amount in the HRA for Nevada PEBP participants is 
~$712,000. This amount is since plan inception.  

 UPDATE – As of October, the total overpayment amount 
in the HRA is ~$698,000.  
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Category Issue Comments and Action Resolution Date 

 UPDATE – As of January 4th, 2017, the total overpayment 
amount in the HRA is ~698,700.  

 

Communicati
ons/HRA 

365 Day Deadline 
to Enroll 

 OneExchange is currently working with Nevada PEBP to 
update our communications for retirees to remind them 
of the 365 day deadline to submit HRA claims from the 
date the expense was incurred.  There are two 
communication updates being made.  

 HRA Insert – The Funding Department can create and 
add an HRA Insert that will mail with the HRA Welcome 
Packet that is sent to new participants when their HRA is 
started. The HRA Insert will include information about 
the deadline to submit claims. A mockup of the HRA 
Insert had been provided to PEBP for review and 
approval. 

 Explanation of Payment – Adding additional text to the 

Explanation of Payment document that is sent when a 

claim is processed on the HRA. The additional text has 

already been approved by PEBP.  

 UPDATE – These items have been completed and are 

implemented. 

 HRA Insert – 
TBD based on 
approval of 
communication 

 

 Explanation of 
Payment – June 
2016 

Communicati
ons 

Enrollment 
Reminder  

 We can deliver a new custom communication to Nevada 
PEBP retirees to remind them of the requirement to 
enroll through OneExchange to qualify for their HRA 
subsidy.  

 The communication will help decrease the number of 

September 2016 
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Category Issue Comments and Action Resolution Date 

accounts that actually change their enrollment to 
another plan/carrier without OneExchange as the Agent 
of Record. The communication will be provided prior to 
Open Enrollment season. 

 Sample communication has been provided to PEBP 
Operations Team. 

 Communication would be sent to every PEBP participant 
qualified for the HRA that allows for contact via mail. 

 We are exploring if refrigerator magnets can be included 
in this mailing as well.  

 UPDATE – The Enrollment Reminder Communication is 
scheduled to mail with the Fall Newsletter and will be 
sent from 9/12 – 10/10/2016. 

 UPDATE 11/4/2016 – This communication was sent with 
the Fall Newsletter and is now closed. 

Operations Monthly Meeting 
and Discussion 
Log 

Below are the items that are on the Operations Meeting 
discussion log. Please note that some of the items on the 
discussion log are listed earlier in the plan chart with more 
detail.  

 Loss of Funding – Additional detail included in prior 

section above. Item is tied to participant escalations and 

Enrollment Reminder Communication. We now provide a 

list of participants who will receive the Loss of Funding 

Notification to PEBP as a proactive measure.  Owner – 

OneExchange Client Service Manager.  

 Tricare participants not included on the PEBP Dental file 

Variable based on the 
individual item on the 
log. 

 

 Ongoing report 
typically 
provided bi-
weekly 

 

 

 June 2016 
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Category Issue Comments and Action Resolution Date 

to OneExchange – Detail included in prior section above. 

Owner – OneExchange Client Service Manager. 

 365 Rolling Year Deadline to Submit Claims – Detail 

included in prior section above. Owner – OneExchange 

Client Service Manager.  

 Data Issues for Age-in Participants – Detail included in 

prior section above as Data Issues. Owner – 

OneExchange Client Service Manager – Resolution Date – 

June 2016. 

 One-Time HRA Allocation for 7/1/2016 – OneExchange 

and Nevada PEBP have discussed the custom process for 

this year’s One-Time HRA allocation that participants will 

receive for 7/1/2016. The file for the one-time allocation 

for 7/1/2016 will be provided by 6/26/2016. Owner – 

Nevada PEBP and OneExchange Client Service Manager  

 Increase in ongoing HRA allocations for 7/1/2016 - 

OneExchange and Nevada PEBP have discussed the 

increase to the ongoing HRA allocations starting in July. 

Eligibility file requirements were reviewed so new 

allocation amounts will load successfully when received. 

This discussion is critical any time there is a mass 

increase to allocation amounts to help ensure processing 

is correct. Owner – Nevada PEBP and OneExchange Client 

Service Manager.  

 

 

 See prior section 
above. 

 

 June 2016 

 

 

 

 July 2016 

 

 

 

 

 July 2016 
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Category Issue Comments and Action Resolution Date 

 InfoSource Chat Reports – OneExchange is now providing 

PEBP with monthly reports regarding the internal chat 

data our Customer Service Representatives have with our 

InfoSource Team. InfoSource is made up of highly skilled 

associates familiar with all areas of our business and 

provide real time responses to inquiries that CSRs can 

submit while on the phone with a participant.  Owner – 

OneExchange Client Service Manager. 

 Ongoing 
Monthly Report 

Client Service  There have been delays in responses to PEBP inquiries 
from the Client Service Team at OneExchange. 

 Capacity for the Client Service Manager at OneExchange 
is currently being reviewed. 

 Once capacity concerns are addressed, Nevada PEBP can 
expect responses to inquiries from PEBP will be made 
within 24 business hours.  

 UPDATE – Capacity concerns are being addressed and 
should be resolved by the end of the year.  

June 2016 

 
 

Conclusion 

 
OneExchange is dedicated to improving our service delivery for Nevada PEBP participants and the Nevada PEBP Board.  Hiring new 
full time front line employees and additional support staff is an example of our commitment to ensure that 2016 is successful and 
we continue that success into future years. Another example of our commitment is creating and supporting custom communications 
for Nevada PEBP to address specific areas of concern.  
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Nevada PEBP’s continued partnership with OneExchange is greatly appreciated. We look forward to continuing to grow that 
partnership as we assist Nevada PEBP retirees and their dependents with their Medicare enrollment and Health Reimbursement 
Arrangement. 

 

 

Nevada PEBP Historical Call Statistics 

 
The below charts reflect the historical call statistics for Nevada PEBP for 2015 and 2016.  
 
The Average Wait Time and Average Handle Time are reflected in hundredths of minutes. For example, an Average Wait Time of 
0.57 is not almost a minute wait time but rather just over half a minute since a minute is reported as 1.00.  
 
2015 

Month Average 
Wait Time 

Total Calls Abandoned 
Calls 

Average 
Handle Time 

Outreach 
Attempts 

January  1.19 2,872 36 19.16 332 

February 1.08 2,150 33 19.49 302 

March 1.02 2,274 31 20.67 448 

April 0.47 1,915 7 20.16 365 

May 0.81 1,803 23 23.02 378 
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June 0.57 1,700 13 24.75 327 

July 0.47 1,899 7 23.82 315 

August 0.37 1,478 3 25.42 337 

September 0.41 1,955 20 21.08 348 

October  5.55 3,306 305 28.92 529 

November 11.99 3,980 675 33.21 595 

December 10.70 7,743 1,049 23.33 674 

 
 
2016 

Month Average 
Wait Time 

Total Calls Abandoned 
Calls 

Average 
Handle Time 

Outreach 
Attempts 

January  6.26 4,792 397 20.64 634 

February 0.65 3,969 25 22.73 894 

March 0.38 2,400 14 24.15 934 

April 0.38 1,656 4 25.53 785 
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May 0.33 1,714 6 25.89 592 

June 0.25 1,593 4 25.42 545 

July 0.32 1,931 10 22.90 476 

August 0.27 1,705 10 25.81 628 

September 0.79 1,693 9 25.81 362 

October 0.30 2,283 15 27.62 448 

November  0.48 3,033 26 27.24 497 

December 1.02 3,017 61 21.02 468 

 
2017 

Month Average 
Wait Time 

Total Calls Abandoned 
Calls 

Average 
Handle Time 

Outreach 
Attempts 

January  1.74 2,391 100 23.78 377 

February 0.26 1,666 5 21.07 306 

 


