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2016 Membership Satisfaction Survey



Membership Satisfaction Survey Under Way
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• The Annual Membership Satisfaction Survey opened up in July 
and will end Aug. 31, 2016. 

• Postcards were sent to members inviting them to participate.
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2017 Open Enrollment Communications



Open Enrollment Communications Strategy
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Members
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Direct Mail
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EmailVideos

Webinars

Educational 
Meetings



Open Enrollment:  HBR Training Efforts
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• HBR Open Enrollment training 
sessions were held at 18 locations 
across the state and via webinars. 
• 18 onsite trainings were held with 620 

HBRs registered to attend, and 638 
attending.

• 3 webinars were held with 219 HBRs 
registered to attend, and 105 attending to 
date.

• The Plan will partner with NCFlex for an 
additional 5 onsite trainings in September. 

• The Plan distributed Open Enrollment 
posters to HBRs attending the trainings to 
promote Open Enrollment at their worksites. 



Member Communication and Outreach 
Actives & Non-Medicare Retirees
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Member Outreach

What’s New Direct Mailer

• Confirm Open Enrollment dates 
• Introduce 2017 benefit changes
• Promote online Health Assessment 

incentive drawing
• Promote Member Outreach Events

Online Learning Videos
Health Benefits Estimator Tool
Rate Calculator 

• CDHP Myth vs. Fact
• Plan Overview
• Calculator to assist members with 

determining what is their best plan 
option

Member Outreach Events • Provide members with multiple 
opportunities for onsite sessions, 
webinars and telephone town halls to 
learn about 2017 Open Enrollment

• Provide detailed plan comparison with 
member scenarios

• Provide an important reminder about 
taking action during Open Enrollment

Member Webinars

Telephone Town Halls

Enrollment Guide

Reminder Postcard



Member Outreach Events
Actives & Non-Medicare Retirees
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Date Time County Location

9/13/16 2 p.m. Burke Western Piedmont Community College
9/15/16 2 p.m. Forsyth Forsyth Tech Community College
9/19/16 10 a.m. and 2 p.m. Wake  Wake Tech Main
9/21/16 2 p.m. Durham Durham Tech Community College
9/22/16 2 p.m. Pitt East Carolina University 
9/26/16 2 p.m. New Hanover UNC-Wilmington
9/27/16 10 a.m. Cabarrus Rowan-Cabarrus Community College
9/28/16 2 p.m. Wake  NC State University
9/29/16 10 a.m. Cumberland Fayetteville Tech Community College
9/29/16 2 p.m. Robeson Robeson Community College
9/29/16 2 p.m. Guilford Guilford Tech Community College
10/6/16 2 p.m. Wayne Wayne Community College
10/7/16 10 a.m. Johnston Johnston Community College
10/11/16 2 p.m. Alamance Alamance Community College
10/13/16 2 p.m. Pasquotank College of the Albemarle



Member Communication and Outreach
Medicare Retirees
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Member Outreach

What’s New Direct Mailer • Confirm Open Enrollment dates 
• Introduce 2017 benefit changes
• Promote Medicare Outreach Events

Medicare Outreach Event Invitation 

Medicare Outreach Events

• Medicare Outreach meetings will be held in Sept. and Oct. 
• Schedule includes 56 meetings in 39 counties 
• Presentations by Plan staff, UHC, BCBSNC
• SilverSneakers will be onsite for each meeting

Telephone Town Halls • Provide members with multiple opportunities for onsite 
sessions, webinars and telephone town halls to learn 
about 2017 Open Enrollment

• Provide detailed plan comparison
• Provide an important reminder about taking action during 

Open Enrollment

Enrollment Guide

Reminder Postcard



Open Enrollment Medicare Outreach Events

• The Plan will be taking on the responsibility of the reservation 
process for the Open Enrollment Medicare Outreach meetings. 
• Historically this function has been handled by Humana
• Retirees can RSVP online via the Plan’s website or by 

calling the Plan
• The Plan will have temporary employees answering a 

designated toll free number
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Telephone Town Hall Meetings
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• Events are being promoted via website, all printed mailings and social media
• Registration is not required and all members (with a valid phone number) will 

receive an outbound call the day before the scheduled event.

Event Date/Time Time Population

September 20, 2016 7 p.m. Actives

September 22, 2016 7 p.m. Medicare Retirees

September 27, 2016 7 p.m. Non-Medicare Retirees

September 28, 2016 3:30 p.m. Medicare Retirees

September 29, 2016 7 p.m. Actives
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