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CALL CENTER

Health Insurance Exchange

ELIGIBILITY
DETERMINATIONS

Q1

Begin system
dev, including
any systems
dev needed by
OASHSPs
(other
applicable
state health
subsidy
programs
(includes
Medicaid &
CHIP))

Q4

Complete system dev
& prepare for final
user testing, including
testing of any systems
within OASHSPs

& other programs as
appropriate.

Q1

Begin final user testing
including testing of all
interfaces.

procurement process &
select a vendor to operate
the call center

--Develop customer
service rep protocols &
scripts.

--Develop protocols for
the hearing impaired &
those w/other
disabilities, & foreign
language & translation
services

--Train call center reps on
elig verifications,
enrollment process

--launch comparison tool with
pricing info but w/out online
enrollment function.

pricing info and online
enrollment functionality on
the 1t day of open
enrollment.

Q3

Launch call center functionality &
publicize 1-800#. Post info on
Exchange website.

Q3 OR BEFORE open enroliment:
Complete user testing, including
full end-to-end integration
testing with all other
components.

Q3 (As early as) Mid-2013
Begin conducting eligibility
determinations for OASHSPs,
coordinating all relevant
business functions, and
receiving referrals from
OASHSPs for elig
determinations.




