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ANNOUNCEMENT OF CLOSED SESSION 

ACTIONS
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OVERVIEW
Executive Director’s Report

• Advertising and Marketing Update

• Public Relations Update

• Special Enrollment Update

• Covered California for Small Business Update

• Board Calendar

• Telling California’s Story – Delivering on the Promise

Covered California Policy and Action Items

• SFY 2015-16 Covered California Budget 
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ADVERTISING & MARKETING 

CONTRACTOR UPDATE
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MARKETING CONTRACTOR SELECTION

• Campbell Ewald
o Full service, multicultural marketing communications agency with 

partners providing capabilities in advertising; insights and strategic 

planning; integrated content strategy and development; 

understanding of targeted ethnic groups; digital; social; direct 

mail/email (CRM); and, media planning and buying. 

o Ethnic Subcontractors: Casanova Pendrill (Hispanic/Latino), 

LAGRANT Communications (African American), Intertrend (Asian)

o Part of Interpublic Group

o Other clients: Kaiser Permanente, LifeLock, OnStar, UNICEF, and 

USAA

o Efficient, low cost structure
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CONTRACT DETAILS

• Initial three-year period (June 1, 2015 – May 31, 2018)

• Two optional one-year extensions (through May 2020)

• Not to exceed $52.2 million per year (of which 

approximately 80% is for media buys)
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COMMUNICATIONS AND PUBLIC RELATIONS

CONTRACTOR UPDATE

6



COMMUNICATIONS AND PUBLIC RELATIONS 

CONTRACTOR SELECTION

• Ogilvy Public Relations
o Ogilvy Public Relations has been the public relations contractor of 

record for Covered California since 2012. Since then, the company 

has helped launch the identity of Covered California through brand 

awareness; media relations support; special projects and events; 

and long-term, strategic planning. 

o Ogilvy's proposal was developed by a team with in-house and 

subcontractor expertise in reaching Latino, Asian and Pacific 

Islander, and African-American communities. Subcontractors to 

Ogilvy will include T&T Public Relations, specializing in working in 

the African-American community; and Imprenta Communications 

Group, which specializes in Asian-language media.
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CONTRACT DETAILS

• Initial three-year contract period

• Two optional one-year extensions

• Not to exceed $2 million per year
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SPECIAL ENROLLMENT UPDATE
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COVERED CALIFORNIA 2015 SPECIAL ENROLLMENT UPDATE
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• 129,800: Number of special enrollments from February 23 through June 8, 

2015

• More than 25% above the 25,000 per month forecast for special enrollment.

SEP Reason Individuals Who Selected a Plan

Federally Recognized American Indian/Alaskan Native 1,216

Detected change in eligibility for APTC/CSR 593

Gained citizenship/lawful presence 675

Got married or entered into domestic partnership 539

Had a baby or adopted a child 682

Informed of Tax Penalty Risk (only available 2/22 - 4/31) 42,413

Lost or will soon lose my health insurance 53,303

Other qualifying life event 25,209

Permanently moved to/within California 4,334

Released from jail or prison 753

Returned from active duty military service 83

Grand Total 129,800



COVERED CALIFORNIA FOR SMALL 

BUSINESS UPDATE
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COVERED CALIFORNIA FOR SMALL BUSINESS

• Current Enrollment through April 2015
o Groups: 2,607

o Members: 17,308

o Average Group Size: 6.6 

• Agent Commissions 
o January – September 2014 commissions paid

o October 2014 – December 2014 commissions processed and submitted to 

the State Controller’s Office

o January – March commissions processed and submitted to the State 

Controller’s Office

o April commissions are in process and expected to go to State Controller’s 

office by the end of June
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2015 PROPOSED BOARD CALENDAR
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2015 BOARD MEETING DATES  /  UPCOMING ADVISORY COMMITTEES

• Thursday, January 15, 2015

• No meeting in February

• Thursday, March 5, 2015

• Thursday, April 16, 2015

• Thursday, May 21, 2015

• Thursday, June 18, 2015

• No meeting in July

• Thursday, August 20, 2015

• Tentatively no meeting in September

• Thursday, October 22, 2015

• Thursday, November 19, 2015

• Tentatively no meeting in December
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Marketing/Outreach Advisory
• Tuesday, July 14, 2015

• Tuesday, September 15, 2015

• Tuesday, December 15, 2015

Plan Management Advisory

• July’s Advisory Meeting Cancelled

• Thursday, August 13, 2015 

• Thursday, September 10, 2015

• Thursday, October 15, 2015 

• Tuesday, November 10, 2015

• Thursday, December 10, 2015 

Small Business (SHOP) Advisory

• Thursday, July 30, 2015



TELLING CALIFORNIA’S STORY:

DELIVERING ON THE PROMISE
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APPENDIX

SERVICE CHANNEL UPDATE
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SALES ENROLLMENT SUPPORT:  KEY METRICS

30

 13,414 Certified 

Insurance Agents
• 17% Spanish; 

• 9% Mandarin; 

• 8% Cantonese

• 4% Vietnamese; 

• 5% Korean 

 5,148 Certified 

Enrollment 

Counselors
• 59% Spanish; 

• 3% Mandarin; 

• 3% Cantonese; 

• 2% Vietnamese; 

• 1% Korean 

Data as of June 11, 2015

13,414 

5,148 



ENROLLMENT SUPPORT: COMPENSATION
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# Certified Enrollment 

Entities Paid
Total Paid

Covered CA Plans 600 $3,216,661

Medi-Cal Payments 525 $7,100,000

Total Payments made to CEEs $10,316,661

Total CEE Payments through June 16, 2015

# Certified Insurance 

Agents Paid
Total Paid

Medi-Cal Payments ~4,700 $5,906,471 

Total Medi-Cal Commissions paid to CIAs $5,906,471

Total Agent Commissions Paid through June 16, 2015



APPENDIX

24 MONTH COVEREDCA.COM ROADMAP
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24 MONTH COVEREDCA.COM ROADMAP

• Next release of changes scheduled for July 27 and will 
include:

o Long Term Negative Action- Will allow system to execute and 
communicate denials and discontinuances for Medi-Cal 
consumers, including mixed households

o Additional work to further reduce the number of duplicate or 
repetitive notices (NOD01&NOD02) sent to the Consumers

• Both Covered California and the Department of Health Care 
Services continues to manage the 24 Month Roadmap in 
collaboration with CalHEERS Project, County Welfare 
Directors Association and Statewide Automated Welfare 
Systems.
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APPENDIX

SERVICE CENTER UPDATE
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SERVICE CENTER UPDATE

Improving Customer Service
• Covered CA Command Center / Workforce management team attended 5 day WorkForce

Management Boot Camp training delivered by International Call Management Institute.
• Implemented enhancements to our Customer Relationship Management (CRM) 

application to improve escalations and appeals reporting
• Service Center Representative (SCR) workgroup continuing to develop SCR refresher 

training with Covered California University (CCU) – target roll-out 7/15
• Conducted 2 week training for supervisors in both Rancho and Fresno service centers.

Enhancing Technology Solutions
• Joint Application Design (JAD) Sessions began for the following Interactive Voice 

Response (IVR) Enhancements:
o Skill Based Routing
o Update zip code tables for multiple counties
o Cantonese language added to self-service functionality
o Post Call Survey

35



SERVICE CENTER PERFORMANCE UPDATE*

Top Consumer Inquiries

1. 1095 documentation

2. Billing/Payment inquiries 

3. General inquiries for Covered California

*Performance metrics are measured monthly.

Does not include outbound, SHOP, or internal consults

May 2015 Call Statistics

Service Level Calls Offered Calls Handled Calls Abandoned
Abandonment 

Rate
ASA AHT

Totals 93.62% 168,085 163,772 4021 2.3 % 00:11 14:01
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• May’s contact volume was 168,085 calls, a 32% decrease from April

• Service Level increased slightly in May to 93.62% from April’s level of 91.4%

• Average Speed of Answer was reduced from April’s 13 seconds to May’s 11 

seconds

• Average Handle Time decreased from 14:28 in April to 14:01 in May
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MAY INDICATORS



QUICK SORT VOLUMES

Performance metrics are measured monthly. Voice queues normal days of operation for consumers are Monday through Saturday.

May Weekly Quick Sort Transfers to County/Consortia

* Partial Week

Calls Offered Service Level
Calls 

Abandoned 
ASA

C-IV 740 93.3% 0 00:03

CalWIN 1,634 98.6% 19 00:18

Leader 1,226 92% 3 00:06

Week 1* Week 2 Week 3* Week 4 Week 5* Total

207 825 886 902 780 3600
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Average Percent of 
Quick Sort Transfers 

May '15

CalWIN 
54%

C-IV
24%

Leader
41%


