
**this meeting will be recorded for the purpose of taking minutes** 



Board of Directors 
Meeting

September 24, 2020
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September 2020 Board Meeting 

● Preliminary Matters

● Questions on Standard Updates

○ Stakeholder Engagement 

○ Technology and Operations

○ Communications and Outreach

● Update on Pennie Ambassador Effort

● 2021 Open Enrollment Readiness Scenarios
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Questions on 

Standard Updates
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Questions on Standard Updates

● Stakeholder Engagement 

● Technology and Operations

● Communications and Outreach

2020 September Board Meeting 
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Transitioning from HealthCare.gov
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•

Subject line: Take action to enroll in health coverage

Trigger: Invitation email prior to start of OEP to those users who were migrated from the FFM to the SBE

Dear Deb Ross, 

Welcome to Pennie, Pennsylvania's new marketplace for health coverage! You are receiving this notice because you were previously enrolled 
in health coverage through the federal HealthCare.gov marketplace. Pennsylvania is transitioning away from HealthCare.gov towards a fully operational 
state-based marketplace, which will provide application, eligibility, and enrollment services for coverage beginning January 1, 2021 and beyond.

To support this transition, HealthCare.gov has provided Pennie with your current application and enrollment information. This information has been 
used to create a new user account for you on the Pennie platform.

IMPORTANT!
Your Unique Access Code is: 3HGB39876BS

What should I do next?

Enroll in coverage by 1/15/2021
This year’s Open Enrollment Period takes place from 11/1/2020 – 1/15/2021, so you must enroll in coverage through Pennie during this time. For 
coverage beginning January 1, make sure to enroll by December 15. If you enroll between December 16 and January 15, your coverage will start 
February 1, 2021.
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For 5 members

Deb Ross

Dan Ross

Danny Ross

Dani Ross

Debbie Ross

Insurance Company

My Awesome Health Plan
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New Customer – Mixed Eligibility Household
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TV : 30 
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• Amy feels she could use 

some help and calls Pennie 

Customer Service
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• “Hi! Thanks for calling Pennie – connecting Pennsylvanians to health coverage”

• To continue in English, press #1, Spanish press #5, other languages press #8

• Next menu options listed, Deb chooses to speak to Customer Service Rep, presses #7

CSR: Thank you for calling Pennie.  My name is Jennifer.  How may I help you?

Amy:  I’d like to have someone help me through the application and enrollment process

CSR will assist in helping Amy navigate the process or in finding an assister or broker to help.  How 

Amy’s is assisted is entirely her decision.
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Eligibility
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Eligibility – Action needed
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Eligibility – Next Steps
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Resolving Conditional Eligibility

1-800-###-####
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Resolving Conditional Eligibility
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●

Resolving Conditional Eligibility

●

●

○ Notice will be provided to customer with 

reason for rejection.
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●
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○ If Medicaid eligibility is denied, Medicaid will send the application back to 

Pennie. Pennie will re-run eligibility for a QHP and notify the customer of their 

new eligibility determination.

Medicaid/CHIP Account Transfer
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Pennie Dashboard
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Shopping for Plans
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Checking out
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New Customer – Unsubsidized
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Valid PA 
Producer's 

License 

Pennie 
Broker 

Training 

Pennie 
Producer 

Profile 

Pennie-
Certified 
Producer
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First Last

First Last
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2020 September Board Meeting 
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Applies at 
Pennsylvania 

Insurance 
Department to 

become a 
registered PA 

Assister.

Finger-printing & 
background check 
submitted to PID.

Assister applicant 
contacts 

assisters@pennie.
com for review 

and training 
referral.

Assister 
completes Pennie 
Assister Training

Assister applicant 
provides PID 
Certificate of 
Completion

PID approves or 
denies application 

for Registered 
Assister.

Registered 
Assister contacts 
(717) 460-7307 or 
assisters@pennie.
com to secure an 
Assister Account 

with Pennie.

mailto:assisters@pennie.com
mailto:assisters@pennie.com
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2020 September Board Meeting 



ADDRESS

312-318 Market Street, 

Bowman Tower, Floor 3

Harrisburg, Pennsylvania 

17101

WEB

pennie.com

2020 September Board Meeting 
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Standard Updates
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Stakeholder Engagement

● Insurer

● Brokers

● Others

2020 September Board Meeting 
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2020 September Board Meeting 

EDI Technical Working Group

● Integration and reconciliation testing complete

● Detailed Q&A, upcoming production activity timelines

● Production EDI files begin Oct 21st

Service Coordination Working Group

● Customer service operational activities

● Call center roles, responsibilities, and handoffs

● Process for handling enrollment or coverage-related inquiries 

from customers and how we can coordinate to ensure seamless 

customer service experience

Insurer Policy Working Group

● Proposed broad-based exceptional circumstances SEP policy –

feedback in process (for October Board Meeting)

● 2021 Plan Preview

2021 Plan Preview (Aug 20th – Sep 14th)

● Insurers validate how their plan information is 

displayed in the enrollment system by 

simulating customer plan shopping experience

● Additional time provided for validation of 

provider directory data upon request

● Require completion before renewal eligibility 

and autorenewals processed in October.

● All insurers have provided their formal approval 

in the system on plan display.

● Executed insurer agreements and notifications 

of intent to execute the form agreement are 

coming in on track.



Brokers
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2020 September Board Meeting 

Pre-Registration

● 2,731 Producers Pre-Registered, 500+ are new to the 

marketplace 

● Extended deadline to maximize pre-registrants

● Calls to those who had incomplete data

Broker Training

● PSI – Training Vendor

● Launched 09/16 w/ communication to brokers

● Small administration fee paid to PSI, consistent with 

HealthCare.gov

● 11 Training Modules

● PA-specific materials

● Certificate of completion

Broker Engagement

● Broker Workgroup Meeting 9/11

● SEP Update

● Broker System Overview

● Adding FAQs for pennie.com

● Guidance for those who missed pre-registration



Other Stakeholders
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2020 September Board Meeting 

● Outreach & Education Workgroup met September 2. 

● Advisory Council met on September 23.

● Continually in contact with fellow state agencies, other state-based marketplace partners, 

and exchange-focused advocacy groups

● Continually creating connections with municipalities, community and faith-based 

organizations and other external parties
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Call Center Update   

103

2020 September Board Meeting 

CSR Staffing & Training

● Build out and scaling of CSR staffing on target towards 

200+ Pennie CSRs by 11/1

● Includes 30+ Pennsylvania residents

● 8/31 training class– 60 CSRs; 9/28 class – 98+ CSRs

Interactive Response Unit (IVR)

● IVR call flows effective 11/1 – testing complete, ready

● IVR call flows effective 10/9 – 10/31 finalized

Escalations & Handoff Processes

● Informal and formal complaint escalation processes defined

● Establishes clear path of accountability, succession, and 

resolution

● Call center roles, responsibilities, and handoffs

● Process for coordinating with insurers on handling 

enrollment or coverage-related inquiries to ensure seamless 

customer service experience

Frequently Asked Questions (FAQs)

● Robust public-facing FAQs under development.



Tech Update  
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2020 September Board Meeting 

September Release Progress

● UAT for this release began on 8/10 and is on 

track

● Medicaid AT Testing began on 8/3 and has been 

completed.

Federal Data Services Hub (FDSH) Testing

● All testing has been completed and final IV&V 

reporting has been delivered to CMS.

Insurer Connectivity Testing

● Reconciliation Testing All insurer entities 

have completed this round of testing, review 

meetings are in-flight to review the resulting 

reports. 

● PayNow All insurers have signed off on 

PayNow testing or have communicated that they 

will postpone integrating with the service until 

2021.

● Provider Directory All insurers have 

provided test files and all but one have sent 

production files.
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2020 September Board Meeting 
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○ Facebook

○ Twitter

○ LinkedIn

●

https://help.pennie.com/hc/en-us
https://agency.pennie.com/
https://www.facebook.com/PenniePa
https://twitter.com/pennieofficial
https://www.linkedin.com/company/penniepa

