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History & Highlights
" 1996 [ntake for under 65 in local offices

= 1997 Centralized Intake-CPU created to support
1115 Medicaid Waiver

= New staff, rules, eligibility system, workflow
= Expansion Groups

= Medical Benefit Request (MBR) — used for all
programs

= Perform eligibility determination for 6 MassHealth
coverage types, and automatic referral to
Children’s Medical Security Plan (CMSP) and
Healthy Start Program (HSP).
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History & Highlights

» Provided with most comprehensive coverage

eligible for

= Partnership with advocates and providers
enhanced

= 100,000 MBRs Received

" 1998 SCHIP Expansion
= 113,000 MBRs Received
= Added Family Assistance coverage type

® 2004 MassHealth assumed responsibility for CMSP &
HSP from the Department of Public Health
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The First MBR Entered at CPU

From Left to right Bruce Bullen (Commissioner), Russ Kulp (Director of Member Services),
Cedric Russell (Clerk), Pasquale locola (Systems), and Bob Scheer (Member Services)

5 MassHealth Newsletter, June 24, 1997

" JEE
History & Highlights

(Eligibility system required
information not on the
form)

MBR Attachments
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Lessons Learned

m Received incomplete/inconsistent responses to the
Paper MBR

m Required IT subsystem to address incomplete
information

m Established tracking log for Customer Service

m Created in-office Policy Liaison position to expedite
responses to eligibility and processing issues

m Developed in-house procedures manual to document
standardizations (included scenarios)
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History & Highlights

Field
Office
Structure \
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Application Process

m Paper Process
= Mail in
= Facility drop off
= Walk-in

= Fax

m Virtual Gateway (electronic) 2004

= Hospital freecare applications integrated into eligibility system —

Health Safety Net
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Application Process
Virtual Gateway (implemented 2004)

m \Web-based electronic service delivery system

m Hired deployment staff to provide on-site support
to providers

m Developed Business Process for Providers
3 business day hold

m 60% of MBRs via VG (11,000 avg monthly)
m 40% of MBRs via Paper (7,000 avg monthly)
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Application Process

Benefits of Virtual Gateway (VG)
m Legible
m Complete
m Consistent
m Fewer Phone Calls
m Applicant/Provider Satisfaction

RESULT: more efficient application processing
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Time Standards for Processing
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m Virtual Gateway:

m Paper:

10-15 days

6-10 days

Time Standards for Processing

Staffin Productivity
VG 20 35-45 per worker daily
Paper 15 20-25 per worker daily
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Clerical support required for each team
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Health Care Reform 2006

Commonwealth Care (CommCare)
= Health Connector administers CommCare Program

= MH performs eligibility determination for program
= Uninsured adults

= Not eligible for MassHealth

= At or below 300% FPL

= Huge impact in operations

= Advertising campaign
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Volume of Applications Received

1997 — 2003 Avg 115,000 per year

2004 — 2010 Avg 200,000 per year

2,000,000 Total (period ending 12/31/10)
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New Efficiencies

July 2010 unattended VG MBRs
= Applications meet certain minimal criteria

= 3,000 applications determined monthly without
worker intervention

= Staff processes verifications received

June 2011 Electronic Document Management
3 business day hold automated

All VG MBRs will be scanned online

Verifications matched online
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