
Fiscal Year 2011 
Plan of Operations
Mid-year update

Bob Nevins
Chief Operating Officer

Thursday February 24, 2011



2

Plan of Operations –
Mid-Year Update

I. Goals
A. Program

B. Policy

C. Administrative/Operational

D. National Health Care Reform Preparation

II. Key Strategies and Success Criteria
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Plan of Operations –
Mid-Year Update

Example – Each Goal has several key strategies that ensure the goal can be met. 



Overview of progress to date

49 Key Strategies identified across 4 Planning Categories

8 Complete

21%

33 Ongoing and on schedule

68%

6 Ongoing but 

behind 

schedule

12 %

2 Not 

Started

4%
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A. Program (CommCare and CommChoice)

Goal: Manage program costs by pursuing operational and systems efficiencies, 
enhancing program integrity and (for Commonwealth Care) controlling 
capitation

Strategy Update Status

Manage FY11 CommCare
Budget

Based on current projections, FY11 
CommCare program spending is on 
track to stay within budget.  

Will continue to monitor enrollment 
through the end of the fiscal year.   

On Schedule

Improve reporting and 
performance monitoring for 
CommCare and CommChoice
program

Revised CommCare Governance ops 

dashboard is complete. 

Finalized Dell extension and new SLAs.  

Recently implemented SLAs with SBSB to 

help monitor performance.

On Schedule
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A. Program (CommCare and CommChoice) 
(Cont.)

Goal: Enhance members' and customers' experience through research and 
program and process improvements.

Strategy Update Status

Enhance understanding of members' 
experience and levels of satisfaction 
through member surveys and data 
analysis.

CommChoice Call Center Surveys have been 
completed; overall member satisfaction 80%. 

No further Business Express surveys are 
planned until additional carriers participate in 
Busiess Express.  

CommCare member survey is on track. Will 
continue to finalize survey results document 
and identify improvement opportunities for 
CommCare program. 

On Schedule

Complete procurement for Physician 
Search by plan affiliation for 
CommChoice and implement after 

careful cost and operational vetting.

A contract has been awarded to eHealth to 

implement a provider search tool.

Anticipate a 12-15 week implementation timeline.

On Schedule

Create calculator for CommChoice
shoppers to estimate total 
healthcare costs.

Cost calculator options continue to be researched 

and analyzed.  Staff believes there may be greater 

value in researching member interest and ROI of 

broader decision support tools set before procuring 

cost calculator. 

Behind
Schedule
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A. Program (CommCare and CommChoice) 
(Cont.)

Goal: Refine small group product portfolio to provide robust offerings that meet 
the needs of small businesses.

Strategy Update Status

Conduct Seal of Approval (SOA) 
process for CommChoice for CY11.

Successfully executed contracts with all 
carriers for Jan – June 2011.

The RFR process for July 1, 2011 
implementation is underway.  All bids were 
received by Friday, February 18, 2011 and we 
are on schedule to present our 
recommendations to the Board at the April 
2011 meeting.

On Schedule
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A. Program (CommCare and CommChoice)
(Cont.)

Goal:  Enhance collaboration with health plans, operations and systems partners 
and other state agencies providing health insurance.

Strategy Update Status

Assist the Administration as needed 
with analysis and policy 
development in connection with the 
Medical Security Program (MSP).

House 1 calls on Connector to assist DUA in 
re-procurement and restructuring of MSP 
Direct Coverage.  Procurement planning 
underway.

On Schedule
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A. Program (CommCare and CommChoice)
(Cont.)

Goal:  Implement programmatic changes required by recently enacted small 
business health care cost containment bill.

Strategy Update Status

Implement limited open enrollment 
and other Chapter 288 changes.

Completed all changes needed for open 
enrollment period from Jan 1 - Feb 15, 2011.

Completed all changes needed for closed 
enrollment period from Feb 16 - June 30, 
2011.

Assessing the level of work required to meet 
new requirements due to Chapter 288 -
related to changes in rating methodology, 
rate review timelines and other changes that 
may impact the CommChoice program. 

On Schedule

Establish small business wellness 
program and integrate to Business 
Express.

Wellness RFP process is well underway.  

Six bidders submitted proposals.  Proposal review 

and oral presentations are currently underway.

On schedule for a spring 2011 implementation that 

would accommodate a July 1, 2011 rollout.

On Schedule
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B. Policy

Goal:  Promote health care system improvements by pursuing thoughtful 
innovations in coverage and payment through our own health insurance programs.

Goal: Establish a framework for annually updating the affordability schedule 
based on defined principles and anticipating national health care reform 
standards.

Strategy Update Status

Develop CommCare program 
innovations to be implemented in 
FY12 and beyond.

FY12 CommCare procurement includes new 
procurement rules and the development of an 
actuarially sound rate range to incent and 
reward innovative, lower-cost health plan 
options. 

We are also pursuing updates to our risk 
adjustment methodology. Procurement will 
promote collaboration with carriers on 
development of global/bundled provider 
payments.

On Schedule

Strategy Update Status

Create an affordability workgroup 
consisting of Board Members to 
refine the affordability schedule 
methodology.

Affordability workgroup have met and have 
recommended a draft 2011 affordability 
schedule which has been released for public 
comment.  Affordability schedule will be 
finalized in April 2011.

On Schedule
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B. Policy (Cont.)

Goal: Use our health insurance expertise to inform health care policy 
conversations and assist other state agencies where requested and appropriate.

Strategy Update Status

Assist the Board of Higher Education 
with competitive procurement and 
industry expertise in the next phase 
of the Student Health Insurance 
initiative.

RFR was approved by the Steering Committee 
and posted on CommPASS on 1/12/2011.  
Bids were received on 2/16 with final 
selection slated for late March 2011.

On Schedule
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C. Administrative/Organizational

Goal: Continue to enhance our web site as a leading-edge tool for finding 
and managing health insurance coverage.

Goal: Recruit and retain highly talented staff.

Strategy Update Status

Conduct best practices research of 
other insurance and service sector 
sales websites.

Due to competing priorities, this research has 
not begun.  Research efforts will begin in 
March 2011.

Not Started

Strategy Update Status

Complete bi-annual review and 
assessment of managers and 
employees.

All staff have worked with their Supervisor to 
set and approve goals by September 2010.  
Mid-year reviews have been completed.

On Schedule
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C. Administrative/Organizational 
(Cont.)

Goal: Maintain transparency in operations and decision-making and 
accessibility to stakeholders, experts and the public.

Strategy Update Status

Submit Annual Report to the 
Legislature.

Report published and available on the 
Connector website.

Complete

Strengthen procurement planning 
and documentation processes to 
improve transparency and 
accountability.

Completed implementation of a new procurement 

policy. Specific steps include:

•Drafted updated procurement policy with approval 

from Senior staff.

•Developed "procurement checklist" that went into 

effect as a required document as of November 1st 

2010.

•Developed a tracking system to monitor contract 

renewal schedules and ensure timely preparation for 

upcoming procurement.

•Implemented new invoice payment protocol that 

requires executed contracts to support 

reimbursement.

Complete
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Goal:  Ensure appropriate oversight of our organization by our Board of 
Directors.

Strategy Update Status

Implement a tracking mechanism 
that provides Board members with 
periodic updates on 
issues/questions/follow-up items 
that are raised during the course of 
Board meetings.

A "Board Follow-Ups” form has been created 
whereby Senior Staff will be notified of any 
open questions put forth by the Board during 
a Board meeting.  

This tool will be circulated to Senior Staff until 
all questions have been answered to the 
Board's satisfaction. 

Complete

C. Administrative/Organizational 
(Cont.)
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D. National Health Care Reform

Goal: Capitalize on early opportunities for funding under national health care 
reform and fulfill early implementation and compliance responsibilities.

.
Strategy Update Status

Pursue the State Planning and 
Establishment Grant from federal 
HHS to help plan for compliance 
with newly enacted federal rules for 
Exchanges (taking effect largely in 
2014)

Health Connector was awarded a $1M 
Planning Grant for the period from October 1, 
2010 - September 30, 2011.

Complete

Collaborate with other state 
agencies on other grant 
opportunities.

In addition to securing the Planning Grant, 
the Health Connector collaborated with the 
EHS and the University of Massachusetts 
Medical School to submit an "Early 
Innovators" grant on behalf of Massachusetts 
and the 5 other New England states.

An award from the Center for Consumer 
Information and Insurance Oversight (CCIIO) 
was granted on February 15, 2011.

On Schedule
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D. National Health Care Reform (Cont.)

Goal: Begin evaluating options and planning for full implementation of 
national health care reform in collaboration with other state agencies and 
stakeholders.

Goal: Conduct outreach and education about national health care reform, 
including disseminating lessons learned from the Health Connector experience.

Strategy Update Status

Identify opportunities to provide 
insight to federal authorities and 
other states about the Health 
Connector experience relating to the 
implementation of CommCare, the 
individual mandate, our appeals 
process and other key elements of 
the Massachusetts law.

Working with BCBSMA Foundation on Health 
Care Reform implementation toolkits.  
Website toolkit to be released in March 2011.

Met with the Director of Insurance Exchanges 
at the Department of Heath and Human 
Services, and representatives from OMB in 
Fall 2010 to discuss the Connector.

On Schedule

Strategy Update Status

Conduct a Board Retreat in the Fall 
to discuss the impact of national 
health care reform on the Health 
Connector.

Board Retreat was conducted on December 4, 
2010.  Click here to review the materials 
presented at the meeting.

Complete


