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Stary fichind the Curve

This metric measures the spead at which customer requests are processed. It includes requests related to Qualified Health Plan (QHP) and MAGI-Medicaid members in the Vermont

Health Connect (VHC) system as well as those related to Medicaid for the Aged, Blind and Disabled (MABD) members in Green Mountain Care (GMC) pragrams in the State’s legacy
ACCESS system.

The goal for 2018 is to complete at Jeast 95% of customer requests within ten business days.

All Vermanters who are served by DVHA-HAEEU should expect that their req  will be add d promptly. And yet, for the first few years of VHC, many requests took several
weeks or months to complete. In the first quarter of 2016, fewer than 60% of

N were completed within ten b days, That spring HAEEU set a goal of completing 75% of
customer requests within ten business days by October 2016 and 85% by June 2017,
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Partners

DVHA-HAEEU's Tier 1 Customer Support Center is contracted through Maximus. Vermonters who need to apply for health benefits can call the Customer Support Center, as can
members who need to ask questions or report changes to their accounts. A Service Level Agreement (SLA) in the contract between DVHA and Maximus calls for Maximus to receive
a performance bonus for any months in which they answer at least 75% of calls within 24 seconds and have an abandoned rate of no more than 5.0%. It also calls for a financial
penaity if fewer than 60% of calls are answered within 24 seconds. Tier 2 Customer Support is run directly by DVHA handling eligibility-related ions and other escalations.

Story Behind the Curve
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Partiers

DVHA-HAEEU partners with its three carrier partners (BlueCross BlueShield of Vermont, MVP Healthcare, and Northeast Delta Dental) as well as its premium processing contractor
(Wex Health).

Story Bemnd the Curv

This metric looks at the number of discrepancies between the State's system and the systems of its carrier partners that are identified and should be worked within 30 days. then
evaluates how many of those items actually are worked within the month.
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