
Annual Enrollment Exceptions 

January 26, 2016 

Board of Trustees Meeting 



Annual Enrollment Exceptions – CY 2016  

AE Exceptions Received To Date 2,235 

Reviewed and Processed 1,605 

To Be Reviewed 630 
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• The overwhelming majority of exception requests relate to the premium credits.  
• The primary root cause is members not saving their enrollment activity.  

• There are still some members who do not understand that the Health Assessment 

and the Tobacco-User attestation are two separate wellness premium credits.  

 

• Any requests for Annual Enrollment changes outside of the Annual Enrollment 

period are processed as exceptions.  

• Active members are required to work with their HR department, which decides if 

an exception request is warranted.  

• Non-Medicare retirees’ and Medicare retirees’ requests/calls are handled by 

State Health Plan staff 



Annual Enrollment Exceptions – Historical Information 

• Wellness Premium Credits Year 1 (CY 2014): 

• The first year we introduced premium credits, exceptions did spike, but not 
because of the premium credits - 92% of subscribers successfully completed all 
of the activities to earn all three credits.  

• The primary driver of exceptions was the introduction of the Medicare 
Advantage Plans. The next largest exception driver was the inaccuracy of the 
enrollment elections taken over the phone.  

 

• Wellness Premium Credits Year 2 (CY 2015): 

• In year two, the number of subscribers who successfully completed the healthy 
activities and earned all premium credits dropped substantially.  We heard a lot 
of complaints that the Annual Enrollment materials did not clearly outline the 
steps required to complete the wellness premium credits and reduce the 
monthly employee/retiree only premium.   

• As a result, the Board asked to apply the non-smoker credit to all members 
who successfully completed the Health Assessment during Annual Enrollment. 
That brought the total number of subscribers who successfully completed the 
premium credits up to 82.2%.    
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More on Wellness Premium Credits for CY 2015 

• Primary reasons given for not completing the healthy activities to earn premium 
credits for the 2015 plan year: 

• Did not complete Annual Enrollment– The primary reason given for not 
completing the smoker attestation is that they either forgot or did not 
understand the need to re-attest.  

• Health Assessment – Some members believed that by answering the smoker 
question within the Health Assessment, they had completed the non-smoker 
attestation.  

• Navigation – Although the non-smoker attestation was in the same place as 
the previous year, we heard that some members had trouble finding it.   

All of our Annual Enrollment materials had the following language in Bold: 

Even if you attested during last year’s Annual Enrollment, you will need to re-
attest.  The smoker attestation can be completed only during Annual 
Enrollment. 

• We also reminded members to print their confirmation statements because those 
statements not only confirmed enrollment but highlighted the wellness premium 
credits earned.  
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163,223 Subscribers enrolled in the Enhanced 80/20 and CDHP 

successfully attested to being a non-smoker.  



Annual Enrollment Exceptions – Current Year 
• Wellness Premium Credits Year 3 (CY 2016): 

• The completion rate for earning all three premium credits dropped to 73.5%.  

• We are finding a lot of members that didn’t take action last year are asking for an exception 

again this year. Overall, the reasons for the exceptions are very similar to last year.  Some 

common themes we are hearing about barriers to successful completion of Annual Enrollment 

and healthy activities include: 
 

• Health Assessment –  

• Single-Sign-On (SSO) – Not having the SSO between the enrollment system and the 

Health Assessment was not only a huge dis-satisfier but very confusing for members.  While 

we will be able to re-implement the SSO, we cannot eliminate the need for a second window 

to complete the attestation. 

• Tobacco question – There is a question about tobacco use in the Health Assessment  that 

continues to confuse members.  While we added a message to the Health Assessment 

advising members they needed to answer a different question about tobacco usage to earn 

the credit, many members say they did not understand this requirement: 
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Annual Enrollment Exceptions – Current Year 

• eEnroll Navigation – The primary reason for not being able to successfully complete the healthy 

activities to earn wellness premium credits is that it is just too confusing.  Some members are having a 

hard time finding and appropriately saving their enrollment elections.  While we believe we can add 

additional messaging, the overall architecture of the system will not change.  
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eEnroll Workflow: Electing a PCP 
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eEnroll Workflow: Completing the Health Assessment  
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eEnroll Workflow: Tobacco Attestation 
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eEnroll Workflow: Saving Elections 
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eEnroll Workflow: Confirmation 
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Annual Enrollment Trends 

• The Plan held an HR Roundtable meeting on January 13th, where we spent the 

majority of the time discussing the barriers to successfully completing the wellness 

activities to earn premium credits.   

• In addition to the navigation issues that we have discussed, they too were 

concerned with the number of people who simply did nothing and seemed to be 

unaware that any action was needed.  

• In addition to the communications the Plan sends directly to members’ homes, 

HBRs offer enrollment sessions, send their employees multiple emails about the 

requirements, and offer to assist their members with enrollment. While we have 

members who are not engaging with the process, it is important to note that the 

overwhelming majority are successfully completing the requirements.  
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Subscribers % Subscribers % Subscribers %

Yes 216,088 96.7% 182,435 81.7% 179,407 80.3%

No 7,299 3.3% 40,952 18.3% 43,980 19.7%

Total 223,387 100.0% 223,387 100.0% 223,387 100.0%

Completed 

Credit

Credits Earned at Enrollment - CY 2016

PCP Health Assessment Tobacco Attestation



Completion of Healthy Activities by Year 
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Wellness Premium Credits Earned 

CY 2014

CY 2015

CY 2016*
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Number of Healthy Activities Completed 

*2016 numbers are prior to exceptions 


