
 

July 3, 2014 

Announcements 

MNsure Contact Center closed Friday. MNsure’s Contact Center will be closed on Friday, 
July 4, in observance of the holiday. Online shopping, account creation and enrollment services 
will still be available for those who qualify through MNsure.org. The MNsure Contact Center will 
open again on Monday, July 7, at 8:00 am for regular business hours. 
 
Upcoming Assister Resource Center (ARC) closures. 

• The ARC will be closed on Friday, July 4, in observance of the holiday. 
• The ARC will also be closed July 8, 17 and 30 to participate in training and complete 

clean-up efforts. If you have an immediate need on these days, please send an email to 
navigators@mnsure.org. 

News 

Navigator self-service process begins soon! We have been developing an on-line process 
for navigator organizations to submit directory and roster updates. As a first step, all navigator 
and CAC entities will need to identify which staff members should have access to managing the 
organization’s information. Early next week, we will be emailing the primary contact for all 
navigator /CAC entities to ask them to identify these staff members. More details will be 
included in the email request. 

Navigator program evaluation RFP released. MNsure is issuing an RFP for a third-party 
evaluation of the navigator program. The objective is to conduct a thorough evaluation of the 
navigator program to inform MNsure board decisions regarding the program in 2015. For more 
information, please review the policy statement approved by the MNsure board in June, or read 
the official Request for Proposal. 

Join MNsure at the Minnesota State Fair! MNsure will once again have a booth at the Health 
Fair 11 Building from August 21 through September 1. We’re looking for navigators to join us to 
help pre-screen and enroll fair-goers! Please contact outreach@mnsure.org if your organization 
has navigators that would like to join us for a shift (10:00 am to 3:00 pm or 3:00 pm to 8:00 pm). 
Also, many of your organizations have a great deal of experience doing outreach and 
enrollment at large events. We would greatly value your input into how we can make this very 
public event a positive and successful experience for consumers. 

mailto:navigators@mnsure.org
https://www.mnsure.org/images/navigator-program-evaluation-statement.pdf
https://www.mnsure.org/about-us/rfp-contract/
mailto:outreach@mnsure.org


Avoid long wait times with the Assister Resource Center. Here are a few tips for improving 
your experience with the ARC. 

• Send an email! If you don’t have a client sitting with you, try sending an email with your 
request. One staff member is always devoted to answering emails and can respond to 
most requests within one hour. Using email instead of calling helps shorten wait times 
for those calling with a client. 

• Call in the morning! Call volumes start to pick up around lunchtime and are particularly 
heavy during the last hour of the day. 

• Invest your time wisely! If a client needs a password reset, believes they are eligible for 
a Special Enrollment Period, or has questions about their QHP enrollment, please 
contact the MNsure Contact Center. If you call the ARC on any of these issues, they will 
need to transfer you over to the MNsure Contact Center (or HCEO in the case of 
resetting passwords for those transitioning from MinnesotaCare). 

Reminders 

Seeking comments on a navigator program statement. We have developed a draft 
Navigator Program Policy Statement and are inviting public feedback. The purpose of the 
statement is to provide an overview of the navigator program and a timeline for the process we 
will be following to review and improve the program, including opportunities for stakeholder 
input. We anticipate that a final draft will be presented to the MNsure board for consideration at 
the July 16th meeting. Please provide any feedback to Christina Wessel, Director of Navigator 
Relations, at christina.wessel@state.mn.us by Monday, July 7.  

Income guidelines for Medical Assistance changed as of July 1. As of July 1, income 
guidelines for Medical Assistance have been updated to reflect the 2014 Federal Poverty 
Guidelines (FPG). A chart of the Insurance Affordability Programs Income and Asset Guidelines 
is available. The chart also includes information on MinnesotaCare and Advanced Premium Tax 
Credit income guidelines, which have not changed. 

Updates 

Here is the current status of frequently asked questions. 
• Navigator payments. 2014 1st quarter payments have been issued, either by electronic 

transfer or by check. Payments are based on the date of a successful eligibility 
determination. Due to delays in entering paper applications during February and March, 
payments for these enrollments may not show up until 2nd quarter payments. Contact the 
ARC if your organization has not received payment or if you believe the payment information 
is incorrect. We will begin working on processing 2nd quarter payments next week. 

• New navigator certification process. Training information was sent out to new staff 
submitted prior to June 12. Training information for staff submitted after June 12 is expected 
to be sent out by next week. Certifications for individuals who have passed the background 
check and have successfully completed training are happening twice a month. Please 
submit an updated roster to the ARC if you have new staff that needs certification. 

• Paper applications. We have processed all paper applications we have received prior to 
7/1/14 and determined these applications to be complete, incomplete or pending. We are 

https://www.mnsure.org/images/DRAFT-Navigator-Program-Policy-Statement.pdf
mailto:christina.wessel@state.mn.us
https://edocs.dhs.state.mn.us/lfserver/Public/DHS-3461A-ENG


currently processing applications received within the last two weeks. If your clients have not 
heard anything within three weeks of submitting their application, they should contact Health 
Care Eligibility Operations (also known as MinnesotaCare) at 651-297-3862 or 800-657-
3672. 

• Processing life changes. We are continuing to process life changes related to adding 
members to existing households. For consumers enrolled in a Qualified Health Plan, we are 
adding newborns and other household members that were reported after the initial 
application was submitted. For Medical Assistance and MinnesotaCare consumers, we are 
adding newborns and working on procedures for other changes, including adding other 
members of the household. 

• Special enrollment periods. MNsure is continuing to call consumers to gather needed 
information from individuals who applied after 3/31 to verify that they qualify for coverage. 
For consumers enrolling through MNsure for the first time, we are following up to confirm 
their eligibility for a special enrollment period within 2-3 days of them completing an 
application. A reminder that July 15 is the deadline for the one-time Special Enrollment 
Period for consumers wishing to cancel COBRA coverage. Eligible consumers must and 
enroll and pay for coverage by that date. More information is available on the MNsure 
website. 

• New navigator contracts. We are developing a streamlined process for contracts and 
amendments, which we anticipate implementing soon. Along with the new process, we are 
bringing on a contracts coordinator to manage our partner agreements. Once these two 
things are in place, not only will on-hold contracts be processed, but we’ll also be starting 
amendments for all current contracts. Ahead of next open enrollment period, we’ll be 
extending all contracts through June 30, 2015. 

• Retroactive Medical Assistance (MA). The new eligibility system is unable to determine 
eligibility for retroactive Medical Assistance (MA). Manual procedures for processing 
retroactive MA eligibility in the legacy system (MAXIS) have been issued to counties. Please 
allow counties some time to implement these procedures before contacting them regarding 
retroactive coverage for specific consumers. 

• Incorrect eligibility start dates. The new eligibility system cannot set out an eligibility start 
date that is earlier than the month in which a paper application is entered into the system. 
This results in the incorrect eligibility start date for paper applications that are not entered in 
the same month the application is received. For individuals that have requested retroactive 
Medical Assistance, we are able to add these start date gap months when we process their 
retroactive coverage request. For other impacted individuals, we are determining the best 
way to identify and correct the start date. 

• Eligibility notices. We have not been able to generate notices intended to inform clients 
about their eligibility and enrollment status. We are currently testing notice functionality. 

• Navigator self-service changes. We are developing an on-line process for navigator 
organizations to submit directory and roster updates. We will be emailing primary contacts 
next week to gather necessary information to begin this service. 

https://www.mnsure.org/individual-family/families/index.jsp
https://www.mnsure.org/individual-family/families/COBRA.jsp
https://www.mnsure.org/individual-family/families/COBRA.jsp


Upcoming Events 

MNsure Board of Directors meeting. The next meeting of the MNsure Board of Directors is 
July 16, 1:00 – 4:00 pm, at MNsure’s offices on 81 East 7th Street, St Paul. The meeting is open 
to the public and will also be broadcast via live-streaming video. 

Health Insurance Basics for MNsure Navigators. The Minneapolis Urban League and UCare 
are sponsoring an informational session to talk about insurance basics, like the difference 
between copays, coinsurance and deductibles. The event is July 18, 3:00 – 5:00 pm, at UCare’s 
offices on 500 NE Stinson Pkwy, Minneapolis. An RSVP to 1-855-307-6985 is greatly 
appreciated. 

MNsure Consumer and Small Employer Advisory Committee. The MNsure Board of 
Directors set up the Consumer and Small Employer Advisory Committee to provide guidance, 
advice and recommendations to the Board as it carries out its mission. Meetings are open to the 
public. The next meeting of the advisory group is July 22, 1:00 – 3:30 pm, at MNsure’s office on 
81 East 7th Street, St. Paul. 

MNsure Health Industry Advisory Committee. The MNsure Board of Directors set up the 
Health Industry Advisory Committee to provide guidance, advice and recommendations to the 
Board as it carries out its mission. Meetings are open to the public. The next meeting of the 
advisory group is July 24, 2:30 – 5:00 pm, at UCare, 500 Stinson Boulevard Northeast, 
Minneapolis. 

Further Info/Help  

If you need answers and/or help: 
• email the Assister Resource Center: navigators@mnsure.org 
• call 1-855-3MNSURE (1-855-366-7873) and press 1-8-1 immediately after the call is 

connected to bypass the options menu and reach the Assister Resource Center, or call the 
ARC directly at 651-539-2098 

• check the Navigator/CAC Resource Page 

https://www.mnsure.org/about-us/directors/
https://www.mnsure.org/about-us/con-small-business/index.jsp
mailto:navigators@mnsure.org
http://www.mnsure.org/tools/nab-temp.jsp
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