PREDICT DEMAND. PROTECT PEOPLE. PRESERUE MARGINS.
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THE FORECAST TRAP

How BID ROOM A SSUMPTIONS DESTROY WORKFORCE PLANS
EFORE OPEN ENROLLMENT BEGINS
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BENEFITS IN TWO REGIONS
ARE DRIVING HIGHER THAN
EXPECTED CLAIMS.




| INSIDE THE EID ROOM.

WITH PLANNED MEMBERSHIP REDUCTIONS,
WE SHOULD BE SAFE IF WE LEAVE :
CALL RATIOS CONSISTENT WITH THE PRIOR YEAR. ./

gy — ' 7~ HIRING LEAD TIME
-}“ ENGAGEMENT PATTERNS IS SIXTEEN WEEKS.

M\ Have Beew vouaTiLE AND caits
~\_PER MEMBER ARE RISING._

ARE THESE SHIFTS
MODELED IN THE BID?

1DON'T KNOW. I'M NOT
IN THE BID MEETINGS.

MEMBERSHIP IS BLINDLY FORECASTED. WORKFORCE DEMAND
IS GUESSED OR ESTIMATED AT BEST.
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| THEROOM IS RELIEVED. |
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EARLY JUNE - THE HANDOFF

HERE'S THE 2027 ENROLLMENT 1
AND MEMBERSHIP FORECAST,

" GROWTH BY REGION,
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— “ =usy” WHERE IS PROJECTED
~——————  WORKFORCE DEMAND?

YOU SH
WORRY DEMANDS

£N\_ ON WORKFORCE, o




WHAT "STAFF TO THIS" REALLY MEANS

T0 MEET THIS FORECAST,
WE START HIRING NEXT MONTH.

WHAT IF THE ENROLLMENT FORECAST IS WRONG
__AND WE OUTPERFORM THE PROJECTIONS?
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THEN WE'RE SHORT
HUNDREDS OF AGENTS.

WITHOUT FOR|

¥

" WERE BETTING WORKFORCE
DOLLARS ON LAST VEAR'S
BEHAVIOR,
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WE CAN'T KEEP UP! | Overtime climbing
n RINGHN — Servicelevels falling o+

I~ WHAT HAPPENED
i op, PTERREGT g
l Ml THE FoRecAST AssuMED ‘

5. ENROLLMENT WOULD BEDOWN g
AND CALL RATIOS WOUIDN'T |
CHANGE.

SUSAN, WHY ARE WE MISSING SERUICE LEVELS?
THIS IS ALL YOUR FAULT.

THE FAILURE HAPPENED IN THE BID ROOM
IN FEBRUARY.

BY THE TIME THE SPIKE APPEARS IN METRICS, .
“... MARGIN DAMAGE IS ALREADY LOCKED IN.»si 2
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| REWIND - THE SCENE REWINDS TO FEBRUARY. SAME BID ROOM. =

- Demogyaphics
- Plan Type
- Nelw Membey Mix
- Income Level
A4 - Historica) Call Propensity
: by Membey Segments
- Impact of market exits on

envollment and member mix

- Gall Dyivers

- eyievances

- Billing Changes

- Regulatovy Shifts
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- A DIFFERENT BID CONVERSATION.
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AND THIS CLUSTER SPIKES
DURING PREMIUM CHANGES.
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SO PROJECTED DEMAND IN Q% THAT CHANGES NOW WE HIRE
. 1S ACTUALLY EIGHTEEN ~  STAFFING COST WITH CONFIDENCE.
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PERCENT HIGHER. NOT PANIC.

— BID SEASON NOW INCLUDES WORKFORCE PLANNING. é
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ONE VEAR LATER

@ Stable Service Levels
(©) Controlled Overtime

Predictable Demand

83%
14 hr
1.10 &

WE STOPPED @ stable service Levels [JIE

« | ASSUMING ENROLLMENT _
EQUALS DEMAND. (0 Controlled Overtime

Predictable Demand

" WE FORECAST WORKFORCE
IMPACT BEFORE SUBMISSION
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BID SEASON IS HAPPENING NOW.

IF WORKFORCE DEMAND IS NOT MODELED BETWEEN FEBRUARY
AND MAY, YOU ARE BUILDING OCTOBER RISK INTO YOUR PLAN.

THIS SEASON, STEP BACK.

ANALYZE MEMBER ENGAGEMENT DRIVERS.
UNDERSTAND CALL PROPENSITY BY SEGMENT.
QUANTIFY OPERATIONAL IMPACT BEFORE SUBMISSION.

PREDICT DEMAND. PROTECT PEOPlE PRESERIIE MIIRGINS

SMARTOps"

powered by TAV



~ SMARTOps"

powered by iTAV

SOFTWARE & SERVICES

Available Now!

Let iTAV analyze your membership data to uncover
hidden operational cost drivers—before they
impact your entire plan year.

Coming Soon - Q2 2026 Target Date

Become an early adopter of our new platform
designed to bring clarity, control, and efficiency to
government-sponsored health plan operations.

Stephanie Jones

sjones@itavss.com
(954) 295-4172

itavss.com

iTAV has a minimum necessary data policy.
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