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Open Enrollment Exceptions – CY 2017

• Any enrollment changes outside the Open Enrollment period are processed as 

exceptions.

• Active members are required to work with their HR departments, which decide if 

an exception is warranted.

• Non-Active members (members enrolled through the Retirement Systems, 

COBRA participants and former legislators) are handled by State Health Plan 

staff.

• Compared to last year, there’s been a 45% decline in the number of exceptions 

requested.
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2016 2017

OE Exceptions 

(received through mid-January)

2,235 1225

Reviewed and Processed 1,605 1173

To Be Reviewed 630 52



Open Enrollment Exception Process

All exceptions are reviewed by Plan staff. In addition to evaluating all the information 

provided with the exception request, staff reviews the member’s eEnroll history, the 

vendor call notes, and when necessary listens to the member’s calls with the 

enrollment vendor. 
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Exceptions 

Customer Experience Team: 
Intake, triage, track

Chief Operating Officer:

Review, make determination, notify member 
or health benefit representative 

Appeals

Chief Operating Officer:

Review, document

Deputy Executive Administrator: 

Review, make determination, notify member

There is a third level of appeal – the Office of Administrative Hearings (OAH)



Open Enrollment Exception Trends – CY 2017

• While there are a variety of reasons a member might request an enrollment exception, these 

are the major trends: 

• Enrollment into the Traditional 70/30 Plan – As always, there are members who did not 

read or completely read their Open Enrollment materials and therefore did not understand 

that if they took no action, they would be enrolled in the Traditional 70/30 Plan this year.

• This applied to Actives and non-Medicare primary members enrolled through the 

Retirement Systems.

• Successful Enrollment Completion – We also have members who thought they did what 

was necessary but did not successfully complete the process. 

• Health Assessment vs. Tobacco Attestation – Even though it was noted in the OE 

Decision Guide and in the online Health Assessment, some members continue to think 

that by completing the Health Assessment they were also completing the other wellness 

premium activities such as the tobacco attestation.  

• Incomplete Enrollments –

• Some members completed some but not all of the OE activities

• Others said they did everything, but nothing was saved
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Open Enrollment Validation: Tobacco Attestation

 Tobacco Attestation:  As part of the enrollment process, subscribers had the opportunity to 

attest to their tobacco user status.  Clicking the “non-tobacco user” or “tobacco user who 

agreed to participate in the QuitlineNC” box earned the subscriber the $40 tobacco wellness 

premium credit. 

Non-tobacco user or

Tobacco user who agreed to participate in the QuitelineNC or

Tobacco user  

 QuitlineNC Enrollment – Subscribers who indicated their willingness to enroll in QuitlineNC

smoking cessation program were advised that they must enroll in the program by December 

31, 2016 or their tobacco wellness premium credit would be removed. The Plan has 

determined that 3,034 members who indicated they would enroll in the program, did not. The 

Plan is taking steps to remove their $40 tobacco wellness premium credit
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2017 Open Enrollment QuitlineNC Enrollment  

Agreed to Enroll  10,705

Actually Enrolled 7,671

Did Not Enroll 3,034



Open Enrollment: Year Over Year Success
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*numbers are prior to processing exceptions

** CY2017 was the first year attestation applied to 70/30

• As a reminder, in an attempt to improve the premium credit completion rate, the 

Board approved enrolling all Non-Medicare Primary members into the Traditional 

70/30 Plan for 2017.  

• Members who wanted the Enhanced 80/20 or the CDHP 85/15 Plans had to elect 

them during Open Enrollment.  This strategy appears to have been very successful 

for members who enrolled in the these plans.



Open Enrollment: Year Over Year Success
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CY 2017 Tobacco Attestation Completion

• Members enrolled in the Traditional 70/30 for 2017 had a much lower Tobacco 

Attestation completion rate: 72%  

• The overall tobacco attestation completion rate is 85.5%.
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Appendix
1. 2016 Open Enrollment Approach for 2017 Plan Year

2. Weekly Open Enrollment Update Results

3. Year over Year Open Enrollment Results

4. Open Enrollment Results: Tobacco Attestations

5. Open Enrollment Results: Health Assessments

6. Open Enrollment Online Experience



Open Enrollment Approach

• As a reminder, in addition to all the outreach and communication activities, 

the Plan took other steps to improve the Open Enrollment Experience.

• Open Enrollment Default Strategy – Earlier this year, the Board approved 

moving all non-Medicare Primary members into the Traditional 70/30 Plan. 

The Plan communicated that all members needed to take action or they 

would remain in the Traditional 70/30 for 2017 with a $40 employee 

premium. (Note:  Traditional 70/30 premium not applicable to retirees)

• Health Assessment Early Action Campaign – To encourage members to 

complete their Health Assessment online, members who completed their 

Health Assessments online in the weeks preceding OE were entered into a 

drawing for an Amazon gift card and iWatch.  
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Open Enrollment Approach 

• Enrollment Call Center – Instead of supplementing the Benefitfocus Call 

Center with another call center vendor, Benefitfocus expanded their facilities 

and resources to meet demand. 

• Their secondary call center is located in Greenville, S.C., which turned 

out to be a big plus when Charleston had to evacuate for Hurricane 

Matthew. Benefitfocus sent additional resources to their Greenville call 

center to support us while the Charleston center was closed. 

• eEnroll Enhancements – Multiple member experience enhancements 

were implemented prior to Open Enrollment which provided a much 

improved enrollment workflow.
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Open Enrollment Results – Week by Week

11

Week By Week 2017 OE Enrollment Activity

Online

Updates

Telephonic

Updates

Total Updates

Week 1 66,868 14,854 81,722

Week 2 51,805 13,659 65,464

Week 3 61,005 16,839 77,844

Week 4 80,288 19,316 99,604

Week 5 60,863 15,591 76,454

Total 320,829 80,259 401,088

Week four, which should have been the final week of Open Enrollment, was still the 

highest week of enrollment activity.  As a reminder, week five was added to allow 

extra time for members impacted by Hurricane Matthew. 



Open Enrollment Results – Year Over Year

The year-over-year results seem to indicate that the measures taken to 

improve the online enrollment workflows, the member experience along with 

the communication and outreach paid off. 
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*These are not distinct members. Some members updated their enrollment multiple times. There were 318,936 

distinct members who updated their enrollment this OE and 223,658 members who updated it last year. That is 

an overall participation increase of 43%.

2016 2017 Increase

Online Enrollment 213,814 320,829 50%

Telephonic Enrollment 71,528 80,259 12%

*Total Enrollments 285,342 401,088 41%



Open Enrollment Results: Tobacco Attestations

The tobacco attestation completion rate was much higher this year.
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Tobacco Attestation Completions

Completed Attestation 2016 2017

Yes 179,407 80.3% 330,065 89.9%

No 43,980 19.7% 37,214 10.1%

Total 223,387 100.0% 367,279 100%

There are a few important notes to keep in mind:
• For the first time, active members had a tobacco attestation on the 70/30 Plan

• These are preliminary numbers. A final analysis cannot be completed until January 

membership reports are produced and available in February.

• The Plan is in the early phase of the OE exception process.  The completion rates 

could go up as exception requests and appeals are evaluated. 



Open Enrollment Results: Health Assessments
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Health Assessment Completions 2015 2016

During Open Enrollment 165,330 214,592 (Oct. 1-Nov. 5)

Carry Over from Previous Completions 35,053 49,471 (May 1-Sept. 30)

TOTAL 200,383 264,063
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Non-BEACON (Non-State Agency)

Online Enrollment Experience



State Health Plan Website “Enroll Now”
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Members in 

these groups 

will be 

directed to 

their 

employer’s 

portal to login 

into eEnroll. 



Login
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Login-HR In Touch Example
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Get Started
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Ability to get straight to credit 

activities from this screen. 



Open Enrollment Selection
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Pop Up Reminder
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Plan Selection
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Premium Wellness Credits
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Medical Summary
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Enrollment Confirmation 
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BEACON (State Agencies)

Online Enrollment Experience 



State Health Plan Website “Enroll Now”
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BEACON Enrollment Experience
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BEACON Enrollment Experience
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BEACON Enrollment Experience
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