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REPORT 
 
OPEN ENROLLMENT  
 
PEBP's Open Enrollment period was available at a later date this year to account for Legislative 
approval of Plan Year 2020 rates. Traditionally, PEBP's Open Enrollment is May 1 - 31; 
however this year it occurred from May 21 - June 7. This delayed open enrollment  created some 
challenges on staff and the program.  In addition to a delayed open enrollment, PEBP 
implemented an eligibility and enrollment system overhaul, as well as the introduction of many 
new voluntary products.  
 
These circumstances created an extra lift on PEBP staff during an already busy time.  PEBP had 
to ensure that significant noticing and communications were developed and circulated to make 
sure members were well informed of the latest changes.  All the benefit guides, Master Plan 
Documents, open enrollment presentations and other reference documents had to be edited and 
republished.  All website information had to be updated as well.  Our member services unit 
fielded calls from members with inquiries about rate availability while accounting staff rushed to 
test the calculations of rates in the member enrollment portal to ensure correct premiums and 
HSA/HRA amounts were being displayed.   
 
During a typical open enrollment year, approximately 2,500 open enrollment elections are 
processed by the eligibility unit.  This number almost doubled to 4,900 this year.  As illustrated 
in the table below, the migration between plans from PY19 to PY20 was not significant, so the 
increase in volume is largely due members enrolling into one or more of the voluntary products 
rather than changing medical plans.   
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 Enrollment by Plan 
 June 30, 2019 July 1, 2020 

CDHP 23,557 23,150 
HMO 4,652 4,788 
EPO 3,846 3,915 

Medicare Exchange 12,539 12,636 
 
The majority of the new voluntary products that rolled out in May are products which can only 
be enrolled in or changed during open enrollment.  The table below highlights the enrollment 
numbers for the various products launched at the start of open enrollment.  The remaining 
products (launched on July 1) are products that can be purchased or discontinued at any time 
during the plan year.  Given that we are only 3 weeks into the launch of these products, no 
enrollment numbers are available yet.  
 
  

Voluntary Product Enrollments  
 Existing Policies New Policies 

AFLAC Accident N/A 485 
AFLAC Hospital 

Indemnity 
N/A 424 

AFLAC Critical 
Illness 

N/A 419 

The Standard 
Voluntary Life  

5,495 2,025 

VSP  N/A 2,252 
ID Theft N/A 273 

Legal Plan N/A 389 
TOTAL 11,762 

 
PEBP was successful in transitioning existing policies from the current vendors (The Standard 
and Liberty Mutual) on to the portal so that members would not experience a gap in coverage, 
however Unum Long Term Care and The Standard Short-Term Disability could not be offered 
on the portal due to some technical and data limitations.  Employees do continue to have the 
option of enrolling in these products using the existing paper enrollment which can be accessed 
through the portal or through the vendor website.   
 
CALL CENTER STATISTICS 
 
Two years ago, PEBP made the cost saving decision to move away from using an overflow call 
center during Open Enrollment and instead opted to bring it in-house.  This required a 
commitment from all staff to be available during the April through June time frame to answer 
incoming member inquiries in addition to their normal duties.  Not only did this decision save 
PEBP approximately $80,000/year, it also provided our members with better, more reliable and 
accurate information about our plans.   
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PEBP call center statistics have consistently exceeded the performance measures that are 
imposed on our vendors.  However, due to the many unforeseen challenges and some staffing 
shortages, the PEBP abandonment rate during this open enrollment increased slightly above what 
is considered ideal.  Call volume did increase significantly and although email volume appears to 
have dropped slightly, that statistic is to some extent misleading.  In the past, members submitted 
their supported documents through email.  These emails did not require research or a response.  
Document submission is now a function that is offered in the new portal.  Members can upload 
their documents which are automatically tied to their account.  The email volume shown in the 
table below represents inquiries that require responses versus large volumes of emails with 
attachments that previously did not require a response.   
 
 

 
 
 
 NEW ENROLLMENT TOOL & VOLUNTARY BENEFITS PLATFORM 
 
In July 2018, Morneau Shepell presented to the Board a member enrollment technology upgrade 
solution.   To align with PEBP’s goal of improving the member experience and lowering costs, 
the intent of the upgrade was to provide an enhanced enrollment tool as well as an integrated 
voluntary benefits platform at no cost to PEBP.  Morneau Shepell would recoup their $1.25 
million investment by commissions gained through the sale of voluntary products purchased by 
PEBP members on the integrated platform. In September 2018, PEBP presented, and the Board 
approved, an amendment to the Morneau Shepell contract that clearly lined out the requirements 
of the enhanced enrollment system and voluntary benefits platform, as well as a two-year 
extension of the contract.  
 

Jul-Sep 
2017

Oct-Dec 
2017

Jan-Mar 
2018

Apr-Jun 
2018

Jul-Sep 
2018

Oct-Dec 
2018

Jan-Mar 
2019

Apr-Jun 
2019

PEBP Abandoned Calls 113 106 273 339 157 108 182 924
PEBP Answered Calls 10,385 8,643 11,001 14,168 11,645 8,286 9,428 16,449

PEBP Average # of 
Calls Answered Per Day

168 139 177 229 188 134 152 265
PEBP Abandonment 
Rate 1.09% 1.23% 2.48% 2.39% 1.35% 1.30% 1.93% 5.62%
PEBP Average Call 
Duration (minutes) 0:04:09 0:04:14 0:04:32 0:04:45 0:05:18 0:05:16 0:04:55 0:05:01
PEBP Average Speed to 
Answer (seconds) 0:00:15 0:00:18 0:00:24 0:00:26 0:00:25 0:00:22 0:00:32 0:01:32
PEBP Total Walk-ins 293 388 347 399 347 378 325 103
PEBPAverage # of 
Walk-ins Per Day 4.7 6.3 5.6 6.4 5.6 6.1 5.2 1.7
PEBP Total Emails 3202 4072 4791 6556 5397 4526 5013 4727

PLAN YEAR 19PLAN YEAR 18
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The roll out of the new member portal has presented some challenges, both on the member 
facing side and on the administrative side.  The goal of the new portal was to deliver an 
improved member experience, which would include new tools that would allow members to 
more easily navigate through their medical and voluntary benefit selections.  Furthermore, 
technology improvements in the new system were projected to alleviate many of the manual 
efforts required of PEBP staff by automating much of the enrollment approval process on the 
administrative side.  Although the new member portal has presented members with several new 
tools and a much improved user interface, the delivered product as it stands today does not meet 
the vision of what PEBP expected.  Morneau Shepell has acknowledged that they have not 
achieved the desired expectations and they continue to work diligently correcting all identified 
defects and implementing continuous system improvements.  Recognizing their responsibility as 
a long-time vendor and partner, Morneau has taken full accountability and in concept, agreed to 
the following: 
  

• Provide PEBP with a formal Process Improvement Plan – Morneau Shepell will 
provide a monthly report outlining measurable short-term, mid-term and long-term goals 
as well a detailed breakdown of action items and milestones. Data from this plan will be 
used to develop Board reports every other month.   

• Reduce the PEPM fees - The goal was for Morneau Shepell to eventually pass on 
savings by providing PEBP with lowered PEPM rates once Morneau Shepell recovered 
their initial investment.   PEBP will receive lowered fees earlier to make up for an 
unsuccessful launch last May.  

• Provide onsite staff for the duration of improvements – This provides PEBP with an 
immediate technical resource and liaison.  This resource will assist PEBP staff with 
system and process improvement and hands on technical support. This resource should be 
onsite full-time no later than October 1, 2019.    

 
In mid-August, PEBP will be meeting with Morneau Shepell leadership to collectively settle on 
the specifics of each of the items above.  The initial process improvement plan will be presented 
by Morneau Shepell at the September 26th board meeting and a status update will be expected at 
every subsequent board meeting through July 2020.  
 
Morneau Shepell has been a PEBP partner since 2006 and similarly to the steps PEBP has taken 
with other vendors, PEBP is providing Morneau Shepell the opportunity to make the 
improvements necessary to achieve an acceptable level of success.  The expectation is that both 
the member facing and administrative portals, as well as the in-progress data interfaces will be 
fully functional by Plan Year 2021 Open Enrollment.  PEBP will provide an overall assessment 
of the required improvements to the Board in July of 2020. If Morneau Shepell has still not 
achieved agreed upon success, PEBP will provide the Board a strategy to decommission the 
current system and implement a replacement in the next biennium.   
 
 


