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Open Enrollment Meetings

There were a total of 91 meetings scheduled from 8/7/09 to 9/25/09 versus the 140 open enrollment meetings held last year, which is a decrease of 35%. We believe this is due to some educational entities not having any benefit option or plan changes; therefore, educational entities chose not to have an open enrollment meeting that OEBB and the carriers attended.  In addition, OEBB and some of the larger educational entities worked to decrease the number of open enrollment meetings scheduled at the same educational entity.    
These 91 meetings occurred at 73 educational entities. 

Of these 91 meetings, 54 were Open Enrollment meetings, 8 were Open Enrollment/Benefit Fair combo meetings, and 29 were Benefit Fairs. 

In general, the meetings were less attended this year over last year; however, some open enrollment meetings at the larger districts and educational entities were well-attended.

Considerations for next year: 

1. Whether OEBB should participate in the Benefit Fairs or only the OEBB contracted carriers. 
2. Request educational entities limit the Benefit Fairs to 2 hours or less as meetings that lasted longer fizzled out.

3. Continue scheduling meetings by region since scheduling meetings in the same region in the same week worked better this year. 
Implementing the above considerations will provide for additional staff resources in the office to support the incoming calls and emails during open enrollment. Focusing more of our resources on the customers who are contacting us for questions or assistance would allow us to respond quicker and reduce wait times.

Incoming Office Communications

OEBB had a 20% increase in incoming calls from the 2008 to the 2009 open enrollment period, and approximately 4200 abandoned calls.  We implemented the following changes for the 2009 open enrollment period:

· Trained additional staff to help customers who were not able to log into MyOEBB.

· Added an additional call queue to specifically help customers who needed assistance logging into MyOEBB.

· Added several answers to anticipated frequently asked questions to the call queue recordings so customers might get their question answered while waiting for the next available OEBB customer service team member.  

· Extended hours that customers could contact OEBB




Monday – Friday:  7:00 a.m. – 7:00 p.m.




Saturday:  10:00 a.m. – 2:00 p.m.




September 15 (last day of OE):  7:00 a.m. – midnight

· Flexed staff hours to minimize overtime costs.

Due to the number of abandoned calls and long wait times, we are also exploring the following:
4. Have a separate number or call queue option for educational entities.

5. Further expand cross-training to include other OEBB staff.
6. Add a feature to the call queues to track calls abandoned because the recorded call queue message answered the member’s question.
7. Add an option to allow members who forgot their username or password to have these sent to their e-mail address, or provide members with the ability to reset. Currently the MyOEBB system has security questions members can answer if they forget their password; however, in many cases they forgot their username or could not remember the answers to their personal security questions.
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