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Health Connector COVID-19
Response



COVID-19 Special Enrollment Period (slide 1 of 3)

The Health Connector’s Special Enroliment Period (SEP) for COVID-
19 has been extended through July 23rd.

* The Massachusetts Health Connector announced an extension to its
Special Enrollment Period (SEP) so that uninsured residents can
apply and get into coverage.

* This SEP is available to anyone who is determined newly eligible or
those previously determined eligible for any Health Connector plan
but did not take advantage of their enroliment opportunity.

* They do not need to meet another qualifying event.

* Those enrolled in COBRA may drop it and enroll through the Health
Connector, if they are otherwise eligible, without first exhausting
their COBRA benefits.

* The Division of Insurance has extended a similar SEP off-Exchange,
which may be useful for those not eligible for the Health Connector.
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Presentation Notes
The new COVID-19 SEP is independent of any other SEP, and the only restriction on the COVID-19 SEP is that the individual is not already enrolled in a Health Connector plan. This is true regardless of who paid the first portion of your COBRA coverage (you or an employer) or your length of enrollment in COBRA. Keep in mind the COVID-19 SEP is currently set to end on July 23, 2020, which is also the enrollment and payment deadline for August 1 or September 1 coverage.


COVID-19 SEP (slide 2 of 3)

Reminders about this SEP process:

* Applications for coverage can be submitted online or over the
phone.

* People will get an automatic SEP - for example, those who are
newly eligible for ConnectorCare.

* Encourage individuals to act now! This enrollment window is
open through July 23rd for August 1 or September 1 coverage.
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Presentation Notes
If an automatic SEP is not visible (meaning members are not able to shop for a plan and enroll into coverage right away) members should contact Health Connector Customer Service to request a SEP due to COVID-19



COVID-19 SEP (slide 3 of 3)

Remember, those who lose access to ESI or have a different
qualifying event are eligible for an SEP that opens an
enroliment window for 60 days.

* For the full list of qualifying events, go to:

https://betterhealthconnector.com/wp-content/uploads/NG-05-Mid-Year-
Life-Events.pdf
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https://betterhealthconnector.com/wp-content/uploads/NG-05-Mid-Year-Life-Events.pdf

Updates on Requests for Information (RFI)

In preparation for the Health Connector's Redeterminations and Renewals
process MassHealth and the Health Connector will begin
mailing reminder RFls to households who still owe proof.

*  Households with due dates in the past will be provided at least 30 more days to
submit proof.

*  Members who still owe proof can expect to see RFl letters at the end of July and
into the beginning of August.

* |f Health Connector members do not respond in the timeframe requested, their
coverage may be downgraded or terminated.

* If the National Emergency is still in place at the time of the expiration, MassHealth
members will maintain their MassHealth coverage during the COVID-19 public
health national emergency, and through the end of the month in which such
national emergency period ends.

* All members are encouraged to return proof of as soon as possible.
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Health Connector
Customer Service Transition



Customer Experience Transition

The Health Connector has transitioned to new customer
service vendors for operations. Members and Assisters
will see most changes within the Member Portal.
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New Features Now Available

D New online
— payment

experience

@ Pay by phone anytime

@ More payment choices with AutoPay

@ Ask for help
online without having to call

:—Q More content available
= in Spanish

HOLA

sssssssssssss
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Presentation Notes
Pay by phone with IVR will be available beginning July 6th.  


New online payment experience

Our payment site has a new, simpler look.

H HEALTH AH Language Assistance {8 English ~ _o 2
CONNECTOR
i Welcome, John! e

Notifications
Your last login was September 9, 2019 at 05:36:03 PM EST

TR ——— AC cou nt OVG rVi ew We were not able to process your recent payment

because some ol the information..

® DOCUMENTS

Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do elusmod Wi did not receive payment for your maost recent bill.

tempor incididunt ut labore et dolore magna aliqua. Quis viverra nibh Please make a payment..

Ens cras pulvinar mattis nunc sed. Leo val fringllla est ulloamcorper §o

Notice A policy that you were enrolled in has become

Tax terminated.
MY Plans Show All Plans -

' POLICIES You have a new notice avallable to view.
Contact Information Current Plans

Manage Address

View Benafits

See All
Manage Depandents
Coverage Details HMO Altus Dental
Change Plan Blue Baslc Low Plan

Reactivate Plan ¢v ‘il' s

s PAYMENTS Current Paymant Dua Current Paymant Due
v $500.90 $70.15
Maka a Paymant
Due by Due by
AutoPay Novembaer |, 2008

September 30, 2019

Schaduled Paymants

Subscriber Nome

Subscriber Name
Paymant History

My Payment Methods

MAKE A PAYMENT
& SERVICE REQUEST
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Pay by phone

Members can pay their
premium by phone using
their bank account.

Members can make a
phone payment any time
of day, even when our
call center is closed.

¢ HEALTH connECTOR

12



More choices with AutoPay

Members can choose the 15th or the 23rd of
each month for your payment withdrawal.

Members can also choose a set payment
amount.

If a member already has AutoPay, their
payments will continue. Their payment will
withdraw the 23rd of each month unless they
change it.
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With AutoPay Members select from these options:

Premium Amount This option will take the member’s full monthly premium
due. If their premium goes up due to a change in income,
eligibility or plan enroliment, the higher premium amount
will automatically be withdrawn.

Current Amount  Thijs option will take the member’s full balance due. For
example, if there is an outstanding balance or an
adjustment that increases a member’s bill, this option will
pay the full balance due automatically.

Custom Amount  This option lets the member selects the amount they would
like the Health Connector to withdraw. The Health
Connector will not take more than the fixed amount. This
option can help protect a member from an unexpected
amounts due to changes in eligibility.
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Presentation Notes
The downside of choosing Custom Amount is that the member will be delinquent and face termination if they aren't paying attention to their bills. If their eligibility changes, they would need to adjust their payment amount. 


Select a Payment Amount \
from the drop-down menu.
Note: If the Member did
Make a Payment not have a payment
method set up, they will
be prompted to add one. /

How to make a payment

r  HEALTH
CONNECTOR

4% ACCOUNT OVERVIEW Make a Poym

o HMO
Blue Basic . Porprranl Rrngunt
.- INBOX Maoke o payment for any of S $800.80 phet om .*. R \ il
M 1 i Current Amount = 3 J. R
would like to bay for multic Q‘, ovember 1, 2019

Tax Forms

Bills
MNotices
Enaodirmsent SToM Good Sk
LChadule yyirsant Dats - L L
¥ '

tus: Terminated

o

w

S PAYMENTS

Mah:;:rrnwﬂt orstorcstnor t s Sveskicny t HMO Blue Essential

AutoPay &U @U

mw? Select a Payment Date

Payment Methods from the calendar. SeleCt a Payment MethOd
e from the drop-down menu.

Dust by

& Unpaid

MNovesrniDer |, H

M PAPERLESS SETTINGS Payment Total: $500.90

? raqs

We accapt modt Moer Crédl and debit Cards o8 payrmebnt. I ol wish 1o
poy with a credit cond, please note thot thare will be a processing lee

appied to your payment amount By continueng, you agree 1o our

Terms of Use
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Ask for help online without having
to call

Through their online account, members can ask
Customer Service for help with certain billing questions.

r = - age Help & English = L
[l Eoanecron | Request Help X .
ACCOUNT OVERVIEW BI][Ing He e
B mesox 'Y poch o i
‘ To create a service
Documents can be request, click
attached to the service || — Reques"c Help
request by clicking '
Choose File and —
selecting a document. |. 1
i
=

sssssssssssss
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More content available in Spanish

You can change your language preference in your online
account at any time.

HH‘LTH sl Longuoge Assistance qE} [ngll-lh - o
|| CONNECTOR
(ARl sTiig

Welcome, John!
Your oot Iugm waos ‘.iuph:ur'l'ulmr g 2018 at 053603 PK EST 1
5 ACCOUNT OVERVIEW Account Overview
I.II DOCUMENTS L pEum o 1l L. ot sctetur odiplscing et sed do elusmod 0 ol
b f i r frimgille sat ullamearper / “ S = \
The portal is available in
' POLICIES M':.l" Pluns

ow All Plons - English and Spanish. Click
the downward facing arrow
Contaet informotion Current Plans

Marage Address

to choose.
T | PO e, \

)

sssssssssssss
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More content available in Spanish (continued)

Read your notices, bills, and your online account in
Spanish if you prefer.

View Invoice

Please select the language to view/download

YOour invoice in

sssssssssssss
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More Changes Related to Health Connector

Member Payments

Changes to the way your bill looks Changes when you pay your bill
We hope you find the new bill You'll use your Member ID to pay,
easier to read and understand. and we have a new address.

Use your Member ID to make payments

You won’t need a separate Billing Account number for
Use your current Health Connector Member ID instear

e If you pay by mail, write your Member ID
on your check or money order.

* If you pay on our website as a guest, we’'ll
ask for your Member ID to find your account.

Use our new address to mail payments:
Health Connector

P.O. Box 412612

Boston, MA 02241-2612

AAAAAAAAAAA

You can find your
Member ID in the top
right-hand corner of
your new bill.

¥

Primary member Member ID Bill date
Taylor Brown 000012340000 May 01, 2021

Insurer: EMC HealthNet Plan
Flan name; BMC HealthNet Plan ConnectorCare 3
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More Changes Related to Health Connector
Member Payments (continued)

@ If you mail payments

M Our new address is on your bill’'s payment slip. If you mail your
payment using the envelope and payment slip that came with
your bill, you’ll be all set.

$ fit If you pay directly through your bank

M

Be sure to update the payee information with our new
payment address. If you need to enter an account number for
your payment, enter your current Member ID instead of your
Billing Account number.

sssssssssssss
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Features of New Health Connector Bill

Your account information is in

FRONT SIDE OF BILL
r == Haalth Connector Processing Center Prmiary mermber Member 1D Bill date
P. 0. Box 4404 Taylar Brown 000012340000 May 01, 2020
d Taunton, MA 02780 - |
Irsurer. BMC HealthMet Plan
Piaa rarme. BMC HealthNet Plan ConnectorCare 3
Taylor Brown —
123 MAIN ST 12345678
BOSTON, MA 12345 Total due
$£261.00 4 You are enrolled
in AutoPay. —
Please pay by We will withdiraw
Account activity N 05/23/2020 $261.00 on
Plan's monthly premium 410.46 Moy 22, 2020
Advance Premium Tax Credit -221.00
ConmacionCare iibaidy: AD2AB This bill is for your June 2020 health plan through the
Health Connector.
Your monthly premium: - 3 BT.00
Last statement balance: 174.00 Na longer nead this plan?
If you don't want coverage for June, please cancel by
Total fees, dis and ad|ust 2 5 0.00 May 31, 2020. You can cancel through your online
account or by calling 1-877-MA-ENROLL (1-877-823-8765).
What you owe by 05,/23/2020: 5 261.00 Dy s

sssssssssssss

Important messages about your account:

the top right-hand corner of the
front of your bill.

. If you're enrolled in AutoPay,
your bill shows how much your
next payment will be and when
it will be withdrawn.
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Features of New Health Connector Bill (continued)

BACK SIDE OF BILL

oo
“f1]) Members covered by your plan:
B Primary Subscriber: Taylor Brown

-

Ways to pay your bill

@ Q

MAhealthconnector.org 1-877-MA-ENROLL

Call us to set up a one-
time payment from your
bank account.

Go online to set up a one-
time payment or manthly
AutoPay from your bank
account.

=

By mail

<

In person

Bring a check or
money ordar fo
one of ot walk-in

Send a check or money order
with your bill coupon to:
Health Connector

P. 0. Box 412612

Boston, MA 02241-2612

oenters. See below
fior walk-in center
locations.

{5/ Walk-in centers

You can get help with making an online payment or drop off
your check or money order payment at one of our Health
Connector walk-in canters:

Boston: 133 Portland Street, Boston, MA 02114
Maonday-Friday: 8:00 a.m. to 6200 p.m.

Brockton: 63 Main Street. Brockton, MA 02301
Maonday-Friday: 9:00 a.m. to 5:00 p.m.

Springfleld: B8 Industry Avenue, Springfield, MA 01104
Maonday-Friday; 9:00 a.m. to 5:00 p.m,

- -
/ -\-‘"‘-HQI_I'I Street, Warcester, MA Ulﬁgﬁ___.—"‘\

“—-—-u.____,.--

sssssssssssss

i i chon L g Rl co chimahibl g wiioans —
_.-P'-.-.-n‘\.,_‘.'/ \\\u
\\.___.-"'-'_'———-—-".

= Definitions

W
If you see these words, here's what they mean:

Advance Premium Tax Credit (APTC):
A tax credit the federal government paid to your health plan
to help lower your maonthily premium

ConnectorCare subsidy:
The amount Massachusetts paid to your health plan help
lowear your manthly premium

Your monthly premium:
The amount you nead to pay each month for cm:;_.ﬁ:, inorr

-

The members covered by your
plan are listed at the top on the
back of the bill.

You can pay your bill online, by
phone, or by mail. Our walk-in
centers are temporarily closed.
We will let you know when they
can safely open for in-person
payments.
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Presentation Notes
More changes and improvements are coming. We’ll keep you informed as they get closer. 

For health and safety reasons, our walk-in centers will continue to stay closed. We will let you know when they are ready to re-open safely.



Health Connector Open
Enrollment 2021 Preview



Open Enrollment 2021 Preview

The Health Connecter has started the planning process for
Open Enroliment 2021.

* Open Enroliment is the time when any new members can apply for coverage
and current members' coverage is renewed for the upcoming year and can
shop for plans.

* The Health Connector remains committed to offering our members and new
enrollees a stable and well supported enrolilment experience.

* Many of the processes and timelines for Open Enroliment 2021 will be the
same as previous years.
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Open Enrollment 2021 Preview (continued)

However due to COVID-19, the following should be noted:

* The Federal and State Tax filing deadlines were extended to 7/15.
* Please encourage members who haven’t filed their taxes yet to do so online.

* Delay of the tax filing due date will delay determination of failure to reconcile
past tax credits for 2019, but it is still requirement and will factor in to 2021
eligibility.

* The renewal process for mixed households will be sure to account for

protections of MassHealth benefits under the CARES Act, assuming the federal
public health emergency is ongoing.
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Health Connector
Redeterminations and Renewals
Process



Redeterminations & Renewals
Processes and Timelines

The Health Connector’s Redetermination and Renewal Processes
are a set of activities that happen each year before and during the
Health Connector’s Open Enroliment period.

* Individuals with health insurance coverage through the
Health Connector and MassHealth members on their households have their

eligibility redetermined so that they can be renewed into coverage for the
upcoming year.

Preliminary Final Eligibility Renewal into Billing and

Eligibility Determination a Health Payment for
Notice and & Renewal Connector January 1
Review Period Notice Plan Coverage

August - September August - October October November December

Preliminary
Eligibility

Determination

sssssssssssss
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Redeterminations and Renewals Process (slide 1 of 10)

Preliminary In August and September the Health Connector makes
Eligibility a preliminary eligibility determination for actively
Determination enrolled Health Connector members and Health
August - September Connector members who are part of mixed households.

Mixed households are households that have both Health Connector

members and MassHealth members.

* Available federal and state data sources are used to check for income and
other factors.

* If a member has income that was verified with documents provided by the
member within the last year, that income will be used for 2021.
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Redeterminations and Renewals Process (slide 2 of 10)

Preliminary
Eligibility

Determination More detail on supporting Health Connector and

MassHealth members:
August - September

* If the household has not verified their income in the last year and data
sources are incompatible, Health Connector will make the determination
using available electronic data sources.

* If household has not verified their income in the last year and data
sources are compatible with the income we are using, we will continue to
use the current (attested) income for 2021.

* If there is no available data because they have not filed taxes or there is
no SSN, we will not be able to determine eligibility for MassHealth or
Health Connector.

nnnnnnnnnnn
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Redeterminations and Renewals Process (slide 3 of 10)

Preliminary
Eligibility

Health Connector members who are identified as
Determination Medicare eligible in their 2020 application will lose

access to State and Federal subsidies.
August - September

* They can remain in an unsubsidized Health Connector plan through the end
of the calendar year.

* These individuals will not be renewed for the upcoming year (they will lose
their Health Connector health plan at the end of the calendar year).

* If they are enrolled in a Health Connector Dental plan, they will be eligible to
stay enrolled in Dental for the next year.

AAAAAAAAAAA
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Redeterminations and Renewals Process (slide 4 of 10)

Preliminary
Eligibility

Members should send in any verification

Determination .
documents they owe as soon as possible.

August - September

* Members who have outstanding verifications should send them prior to
mid-August, if possible, as the verified information will help create the most
accurate 2021 eligibility.

* Members who owe verifications when their preliminary eligibility is
determined may see changes on their 2021 eligibility.

sssssssssssss
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Redeterminations and Renewals Process (slide 5 of 10)

Notices with the results of the preliminary eligibility
determination are sent in August and September to all
Health Connector enrollees that applied for financial
assistance.

Households with only Health Connector members will get:

a) Health Connector Preliminary Eligibility notice

Mixed Households will receive either a:

a) Health Connector Preliminary Eligibility notice (for Mixed Households who
can be auto-renewed); or a

b) Combined (co-branded) Health Connector and MassHealth notice for Mixed
Households with a MassHealth pre-populated form (for those Mixed
Households who cannot be auto-renewed).
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Redeterminations and Renewals Process (slide 6 of 10)

After members receive their Preliminary Eligibility notice,
they have an opportunity to make changes before their
determination is finalized for the next year.

Depending on the type of household, the review period is between 30 - 45 days.

* Health Connector Households: 30 days to review application and make any
changes before their renewal eligibility is finalized.

* Mixed Households that cannot be auto-renewed: Households that have both
Health Connector and MassHealth members and get a MassHealth Pre-
populated Renewal form have 45 days to review their application and make
any changes before renewal eligibility is finalized .

* Those who are sent a pre-populated form are required to respond to
MassHealth to provide updated information either online, by phone to
MassHealth Customer Service or paper (mail or in-person).

* All members can make changes on their own online at any time.
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Redeterminations and Renewals Process (slide 7 of 10)

More detail on supporting Health Connector and
MassHealth members:

*  Remember: When working with applicants who have “Pending”
MassHealth benefits, encourage them to return their income verifications
as soon as possible.

* Certain individuals who are pending MassHealth benefits will not receive
a Pre-Populated Form or a Preliminary Eligibility notice.

* Please note these outlined MassHealth processes are only true in normal
state in which the COVID-19 national emergency protections are not in
place.
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This is the same process that was put into place last year. Overall, this process will remain in place and some individuals that would normally receive MH Pre-Populated Forms will not get them because they cannot be downgraded or termed from MH while COVID protections remain in place.



Redeterminations and Renewals Process (slide 8 of 10)

Final Eligibility
Determination

& Renewal Eligibility is finalized after the 30-45 review period.
Notice

October

* In October a Final Eligibility and Renewal notice is sent to All
households with at least one eligible and enrolled Health Connector
health plan member that continues to be eligible for a Health
Connector plan the following year.

* This notice will include the health plan name and premium for the
upcoming year, and their APTC amount.

* Those who were determined eligible but not enrolled and got a 2021
application will get a 2021 eligibility notice during this timeframe. It
will not include any renewal information.

nnnnnnnnnnnn
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Redeterminations and Renewals Process (slide 9 of 10)

Renewal into
a Health Open Enroliment begins on November 1st. The Health

Connector Connector follows guidelines to place members into
Plan . .
their dental and medical plans each year.

November

- The Health Connector will renew members into the same plan for 2021,
unless that plan is no longer available to them. If their plan is no longer
available, the Health Connector will put them into a similar plan.

 All Health Connector eligible and enrolled QHP (qualified health plan)
members who continue to be eligible for January 1 will be auto renewed into
a plan.

* During Open Enrollment, members can shop for and select new plans for the
next year if they do not want to be renewed into their current plan.

* Remember: Medicare individuals will not be renewed into a Health Connector
medical plan for 2021. They will lose eligibility for QHP (including
unsubsidized coverage) at the end of the year.
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Redeterminations and Renewals Process (slide 10 of 10)

For coverage effective January 1, 2021, payment is due
on December 23, 2020.

* Members that stay in a plan with the same carrier must pay their new
premium amount for January coverage.

* If the member decides to change carriers, they are required to
submit a binder payment to their new plan for January coverage.

* Note: New billing change this year related to member account
numbers. Regardless of whether or not the member changes
carriers, they will continue to use their same member ID. (This
number starts with a “7” and is located in the upper right-hand

corner of their bill.)
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What can members expect after the COVID-19
emergency has passed?

* Members that were protected in benefits due to CARES act will

continue with those protections until end of the month when the
national emergency ends.

* Heath Connector and MassHealth are working on planning these
related process and will keep you updated.

ssssssssssss
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Questions
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