
HBR Monthly Webinar 
October 12, 2016



Agenda

•Open Enrollment 
•New Exception Policy in November
• New Arrears Policy in December
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Open Enrollment Update
As a reminder, all Active and Non-Medicare Primary members in the Retirement Systems were moved to the 
Traditional 70/30 Plan. 

Through yesterday, just over 95k subscribers had taken action, so we’re hoping that this trend continues. 
Please encourage employees not to wait until Oct. 31 and to utilize the extended call hours if they need 
assistance. 

Call Volume Comparison
1st business day of OE:
•This year: 24,304
•Last year: 9,429

2nd business day of OE:
•This year: 39,378
•Last year: 17,318

3rd business day of OE:
•This year: 52,762
•Last year: 18,117

4th business day of OE:
•This year: 63,499
•Last year: 19,549
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All members will be receiving a 
reminder postcard about the Oct. 31 

deadline starting next week. 



Resources to Remember
• Visit State Health Plan website (shpnc.org) for tools to help your 

employees make the right choice during Open Enrollment: 
• Health Benefits Cost Estimator
• Rate Calculator 
• Plan Comparisons
• E-magazine
• Enrollment Guides
• Videos 

• What’s New for 2017
• Choosing a 2017 Health Plan
• Consumer-Directed Health Plan: Myths and Facts
• e-Enroll Navigation for Step-by-Step Guide

4



Questions During OE?
• During Open Enrollment, the Eligibility and Enrollment 

Support Center will have extended hours: 
• Monday – Friday, 8:00 a.m. – 10:00 p.m.
• Saturday 8:00 a.m. – 3:00 p.m.
• 855-859-0966

• Blue Cross and Blue Shield of NC (benefit questions)
• 888-234-2416

• CVS Caremark (2017 Rx questions)
• 888-321-3124 

• NCHealthSmart (Health Assessment)
• 800-817-7044
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New Exception Policy
The purpose of this policy effective on November 1, 2016, is to provide State Health Plan members with 
information on how to file exceptions and appeals related to enrollment related activities, including enrollment 
changes in benefit elections premiums and premium credits, and terminations that are outside of the Plan’s 
rules. 

Active Employees
1. HBR must submit exceptions for actives within the following timeframe: sixty (60) days of enrollment, 

termination or change in benefit election or within thirty (30) days of paycheck deduction or premium 
payment due date reflecting enrollment, termination, or change in benefit election, whichever is later. 

2. Completed enrollment exception forms, if applicable, should be sent by the HBR to SHP’s HBR Inquiry 
email box by using the secure file exchange “LeapFile”

3. The HBR Inquiry email box monitor will submit all enrollment exception requests to the Chief Operating 
Officer or designee for a determination.

4. The State Health Plan will respond back to the HBR via secure email with a final disposition. The Plan’s 
decision will be communicated within fifteen (15) State business days of receipt of the exception request.
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This process has not changed, but this policy places a timeframe on asking for 
an exception. It will be critical for employees to look at their December paystubs 

to ensure the correct deduction is taken out of their check. 



New Exception Policy, con’t.
Retirees and COBRA Members
Must contact the State Health Plan main office 919‐814‐4400.

Appealing the Enrollment Exception Request Determination
1. Members not satisfied with the determination made regarding their enrollment exception request may 

submit an appeal of the determination made. Appeals should be made in writing to: NC State Health 
Plan, Deputy Executive Administrator – Appeal, 3200 Atlantic Avenue, Raleigh, NC 27604, or 
submitted to PPO.inquiries@nctreasurer.com.

2. Appeals should include any relevant information that the member believes should be considered by 
SHP in reviewing the appeal.

3. The State Health Plan will contact the member directly in writing regarding whether the appeal is 
granted or denied. If denied, the letter will provide information regarding the ability to file a grievance 
with the Office of

Administrative Hearings. The Plan’s decision will be made within fifteen (15) State business days of 
receipt of the appeal.

Please review the complete policy located on the State Health Plan website www.shpnc.org, HBR Tab, 
Enrollment, scroll down to Important Policies, SHP Enrollment Exceptions and Appeals.
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http://www.shpnc.org/
https://shp.nctreasurer.com/Medical%20Benefits/SHP%20Enrollment%20Exceptions%20and%20Appeals.pdf


Policy and Procedure on Arrears  
• The purpose of this policy and procedure is to outline the arrears rules for the Plan when a member is in a 

category that requires the member to be  responsible for paying the full premium or a portion of the premium 
directly to the employing unit or the Plan’s billing vendor.  

• For example, the policy describes what happens when an employee is on an official leave of absence and 
does not pay their portion of the premium to the employing unit or billing vendor by the due date. 

• Any member whose coverage is canceled for non-payment of premium will be eligible to enroll during the next 
Open Enrollment period.

• The employing unit is responsible for collecting the member’s premium while the member is on a leave of 
absence (LOA), FMLA or Workers’ Compensation. Employing Units are expected to pay the premiums for 
these members along with other active members by the invoice due date. If the employee does not pay the 
premium by the last day of the effective month, the employing unit should complete the cancellation by the 
end of the effective month by using the “loss of coverage due to non-payment” reason code in eEnroll.  

• eEnroll will not permit cancellations after the grace period closes. If necessary, the employing unit is 
responsible for creating a retroactive cancellation exception to be submitted to the Plan, but in no 
circumstance will the Plan approve a cancellation for non-payment more than sixty (60) days in arrears.  If the 
employing unit does not complete the termination for non-payment within the appropriate time frames, the 
employing unit is responsible for the members’ premium. 

• This policy and procedure for arrears is effective December 1, 2016 and applies to premiums due for 
coverage months beginning on or after January 1, 2017.

• Please review the complete policy located on the State Health Plan website www.shpnc.org, HBR Tab, 
Enrollment, scroll down to Important Policies, SHP Policy on Arrears
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http://www.shpnc.org/
https://shp.nctreasurer.com/Medical%20Benefits/SHP%20Policy%20on%20Arrears.pdf


Valid Social Security Numbers (SSN)
• As a reminder, dependents over 6 months of age with out a valid SSN 

will be terminated in November. 
• Members will receive a letter. 
• HR Note will appear in eEnroll. 
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www.shpnc.org
www.nctreasurer.com

Thank you for your continued support!

Questions?
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