
 

November 25, 2014 

Highlights from this week’s communication 
• New toll-free number for the Assister Resource Center (ARC) 
• ARC will be closed on 11/27/14 and 11/28/14 in observance of Thanksgiving 
• Enrollment confirmation email notifications 
• Assister webinar recording now available 

Announcements 
New toll-free number for the Assister Resource Center (ARC). MNsure is pleased to 
announce a new Assister Resource Center phone number. Effective immediately, navigators 
and Certified Application Counselors can reach the ARC by calling 1-844-520-8695 [dial 2]. 

MNsure availability this week: 
• The Assister Resource Center (ARC) and the MNsure Contact Center will be closed on 

Thursday and Friday in observance of Thanksgiving.  
• The ARC will be open on Saturday from 8:00 am to 4:30. The MNsure Contact Center 

will be open on Saturday and Sunday from 8:00 am to 4:30 pm.  

News 
Enrollment confirmation notifications for QHP enrollees are being provided to 
consumers. Some consumers and assisters reported that while in the process of enrolling in an 
insurance plan through MNsure, they received a message that read “Connection Timeout” or 
“Unable to contact the server.” This message caused confusion. In order to clear up the 
confusion, MNsure sent an enrollment confirmation email to all consumers who have enrolled in 
a QHP since 11/15/14. A solution is in process and MNsure has not received reports that it is 
still occurring. Please report the error to the ARC if you start receiving the error again. MNsure 
is continuing to send email notifications to QHP enrollees to notify them that their enrollment has 
been recorded. The notification is similar to the enrollment confirmation email sent on 
11/21/2014, without the language about the error. In addition, MNsure added a confirmation 
page within the application to help consumers know the enrollment process is complete and 
what their next steps are after they apply for a QHP. The language that presents on the page is:  

Congratulations! 

You have successfully completed your enrollment selection for 2015 coverage. Your selection 
will be sent to the insurance company you chose. In the coming weeks, you will receive a new 
enrollment packet from the insurance company you selected and you will also receive 

http://view.ext.cms.oet.mn.gov/mnsure/images/APTC-connect-server-errors-talking-points-2014-11-25.pdf


information on where to send your first premium payment. It is very important that you pay your 
premium by the due date provided by the insurance company. 

Please click on the “Click when done” button below and you will be redirected to a new page 
and you can close your browser. 

Thanks for choosing MNsure! 

Talking points for navigators/CACs on Connect to Server and APTC error messages. 
Please use these talking points if you encounter a Connect to Server Error message or an 
APTC Error message when assisting a consumer.  

Grassroots team on board to help you. MNsure and Grassroots Solutions hired a strong and 
vibrant team of organizers to support and amplify your outreach efforts. These are seasoned 
organizers who will help you do what you need to be successful in your outreach over the next 
few months. The organizers will have 2 primary responsibilities: 1) to support, connect and 
create networks of MNsure partners (navigators, brokers, outreach grantees, certified 
application counselors and community-based organizations) in your region or community (think 
of them as the “connective tissue” connecting the MNsure Consumer Assisters in your region), 
2) working to identify new partnerships and relationships to identify the hard-to-reach uninsured 
and do direct-to-consumer outreach. These grassroots organizers have already begun 
contacting MNsure Consumer Assisters to lend their support and expertise. 

“Make a Plan” mobile application. This easy-to-use tool will help you connect consumers 
directly to MNsure’s assisters, ensure your potential consumers receive proactive 
communication from MNsure and remind them how easy it is to shop for a plan on MNsure. This 
will be a simple application that you can download on to any mobile phone or device that will 
collect a consumer’s name and cell number. This information will be stored in a database that 
we can use to send consumers proactive communication from MNsure via text messages. Your 
grassroots organizer can help you access the information your organization collects to contact 
these consumers directly. Either way, these potential consumers will continue to receive 
proactive communication until they enroll in a MNsure plan. Minnesotans can also text ENROLL 
to 30644 to receive text message reminders throughout open enrollment. The “Make a Plan” 
app guides are available on the navigator/CAC resource page under Other Tools – MNsure 
App. 

This is week is “Assister Week”! MNsure is emphasizing the importance of working with free, 
in-person assistance from a MNsure certified navigator or broker during “Assister Week.” Our 
marketing is highlighting the searchable assister directory, updated enrollment events calendar 
and new pop-up “enrollment centers”. One of our MNsure navigators is featured in MNsure 
Minute this week. Check it out! MNsure will continue to highlight the availability of help from 
navigators and brokers throughout open enrollment. 

Faith Week Preview: December 1 – December 6, 2014. “Faith Week” is based on the concept 
that access to affordable insurance is a matter of human dignity. To emphasize this, “Faith 
Week” is dedicated to highlighting the work being done in the faith communities by our MNsure 
partners and to share the stories of faith leaders who have worked within their communities to 
inform and educate on affordable healthcare. Enrollment events will take place throughout the 
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week at faith organizations statewide and feature navigators and brokers/agents. Grassroots 
organizers may contact you to collaborate on this great outreach opportunity! If you have an 
interest in being featured, please contact Bethany Snyder, Director of Grassroots Outreach, 
Bethany.snyder@state.mn.us or 651-249-0537. 

Pharmacy Week Preview: December 8 – December 12, 2014. Local pharmacies have 
partnered with MNsure to host informational sessions throughout open enrollment in Minnesota 
during “Pharmacy Week.” Information on enrollment processes, deadlines, income screenings, 
and documentation materials will be available, along with ways to set up appointments for 
enrollment assistance. “Pharmacy Week” events will take place in select CVS or Thrifty White 
Pharmacies throughout Minnesota and will be featured monthly (each week immediately 
preceding the 15th). Grassroots organizers may contact you to collaborate on this great 
outreach opportunity! If you have an interest in being featured, please contact Bethany Snyder, 
Director of Grassroots Outreach, Bethany.snyder@state.mn.us or 651-249-0537. 

Resources 
Recording of Thursday’s enrollment update webinar is available. On Thursday last week, 
we held a webinar to provide MNsure assisters with a variety of updates related to open 
enrollment and renewals. The recoding of the webinar is now available. The PowerPoint slides 
and the MNsure Renewal Scenarios Tool were made available online last week. The slides on 
the recording are slightly blurry. Please pull up the PowerPoint slides while viewing/listening to 
the webinar recording. An FAQ should be available early next week.  

Reminders 
Upcoming statewide Navigator/CAC conference calls. The conference call schedule is as 
follows: 

• Thursday, December 4, 12:30 – 1:30 pm 
• Thursday, December 18, 12:30 – 1:30 pm 

Toll-free dial-in number: (888) 742-5095 

Conference code: 6278187032 

Upcoming Events 
Upcoming MNsure meetings.  

• MNsure Board of Directors will meet December 3, 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. 

• MNsure Consumer and Small Employer Advisory Committee will meet December 9, 1:00 
– 3:30 pm, at MNsure’s offices on 81 East 7th Street, St. Paul. 

• MNsure Health Industry Advisory Committee will meet December 11, 2:30 – 5:00 pm, at 
UCare, 500 Stinson Boulevard NE, Minneapolis. 

Updates 
• Navigator payments. Navigator organizations may have recently received per enrollee 

payments from MNsure. These payments reflect reported payment issues from first quarter 
2014 that have been resolved. The remittance statements for these payments have not yet 
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been mailed. Navigator organizations have not yet received per enrollee payments for third 
quarter (July to September) 2014. 

• Certification of new navigators/CACs. Certification of those staff who are associated with 
a contracted organization, who have passed the background study and have successfully 
completed training occurs on or near the first and fifteenth of each month. Certification 
emails are sent to people who meet the requirements. The latest round of certification 
emails were sent out last week. When submitting a background study release, please 
include the new cover sheet to help minimize delays in the process.  

• Training upload for certification. The training upload of new assisters into the MNsure 
Learning Center is normally completed at the beginning of each month. However, we did a 
special mid-month training upload to speed the process of getting assisters certified for open 
enrollment. Training emails went out last week. Submit your updated roster by December 1 
for new staff to be included in the next training upload.  

• Assister recertification. All currently certified navigators and Certified Application 
Counselors (CACs) that have completed Step One of the recertification process have been 
recertified for open enrollment. Assisters will receive information in early December for how 
to complete Step Two, the privacy and security attestation, prior to December 31, 2014. 
Please follow the steps for recertification that are outlined in our Instructions for 
Navigator/CAC Recertification document.  

• Extending existing navigator contracts. To ensure that navigator contracts are extended 
prior to the current expiration date of December 31, 2014, complete the Navigator Contract 
Continuation or Completion Form and return to MNsure immediately by email 
(navigators@mnsure.org) or fax (651-431-7572). Certified Application Counselor (CAC) 
contracts do not expire on December 31 and CAC entities do not need to take action at this 
time.  

• Paper applications. As of November 17, paper applications are now being processed by 
counties. Please submit paper applications to the county of residence. Although paper 
applications remain an option for consumers, we encourage assisters to complete online 
applications with their client.  

• Processing life changes for qualified health plans. For consumers enrolled in a qualified 
health plan, we are able to process all reported application errors and life changes (except a 
consumer request to cancel their plan).  

• Processing application errors and life changes for Medical Assistance and 
MinnesotaCare. The Department of Human Services and counties are engaged in an 
intensive effort to process reported application errors and life changes.  

Further Info/Help 
If you need answers and/or help: 
• email the Assister Resource Center: navigators@mnsure.org 
• call the Assister Resource Center: 1-844-520-8695 [dial 2]  
• check the Navigator/CAC Resource Page 
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