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Bid season underway.

FEBRUARY

OUR THREE-YEAR AVERAGE
MEMBERSHIP GROWTH IS
15 PERCENT. WE NEED A
RETRACTION STRATEGY.

YEAR OVER YEAR
OPERATING MARGINS

HAVE DECLINED BY
50 PERCENT.

WE BELIEVE MORE PLANS
WILL BE EXITING THE MARKET,

BUT WE WON'T KNOW FOR SURE
UNTIL 4 WEEKS BEFORE

OPEN ENROLLMENT STARTS.

BENEFITS IN TWO REGIONS
ARE DRIVING HIGHER THAN

EXPECTED CLAIMS.

THIS IS WHERE NEXT YEAR IS BUILT.

IN THE bid ROOM IS WHERE OPERATIONAL STRAIN BEGINS.



INSIDE THE BID ROOM.
MARCH

WITH PLANNED MEMBERSHIP REDUCTIONS,
WE SHOULD BE SAFE IF WE LEAVE

CALL RATIOS CONSISTENT WITH thE PRIOR YEAR.
THEN STAFFING SCALES

PROPORTIONALLY.

NO ONE QUESTIONS THE ASSUMPTION.

CUT TO OPERATIONS FLOOR.
HIRING LEAD TIME 
IS SIXTEEN WEEKS.ENGAGEMENT PATTERNS

HAVE BEEN VOLATILE AND CALLS 
PER MEMBER ARE rising.

MEMBERSHIP IS BLINDLY FORECASTED. WORKFORCE DEMAND
IS GUESSED or ESTIMATED AT BEST.

Are these shifts

modeled in the bid?

I don’t know. I’m not

in the bid meetings.



MAY
THE ROOM IS RELIEVED.

BID COMPLETE. SUBMISSION FINALIZED.
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ASSUMPTIONS LOCKed IN.



EARLY JUNE - THE HANDOFF
OPERATIONS MEETING.

HERE'S THE 2027 ENROLLMENT
AND MEMBERSHIP FORECAST.

GROWTH BY REGION.

ENROLLmENT is EXPECTED
TO BE DOWN.

YOU SHOULDN'T
WORRY ABOUT DEMANDS

ON WORKFORCE.

THIS IS THE first MISTAKE.

campaign timing
attached.

where is projected 
workforce demand?

enrollment does not always 
correlate with call volume.

just staff to this.



WHAT "STAFF TO THIS" REALLY MEANS
WAR ROOM.

TO MEET THIS FORECAST,
WE START HIRING NEXT MONTH.

THE MODEL ASSUMES STABLE 
ENGAGEMENT.

THEN WE'RE SHORT
HUNDREDS OF AGENTS.

WITHOUT FORWARD VISIBILITY, LEADERS ARE LEFT GUESSING. no two years are the same.

WE'RE BETTING WORKFORCE
DOLLARS ON last year'S

BEHAVIOR.

OR WE OVERHIRE AND 
BURN MARGIN.

What if the enrollment forecast is wrong 
and we outperform the projections?



OCTOBER

WE'RE SHORT 170 AGENTS.

WHAT HAPPENED
TO THE FORECAST?

THE FORECAST ASSUMED 
ENROLLMENT WOULD BE DOWN 
AND CALL RATIOS WOULDN'T 

CHANGE.

THIS IS ALL YOUR FAULT.

BY THE TIME the SPIKE APPEARS IN METRICS,
MARGIN DAMAGE IS ALREADY LOCKED IN.

AEP.

Susan, WHY ARE WE MISSING SERVICE LEVELS?
This is all your fault.

The failure happened in the bid room 
in February.

WE CAN'T KEEP UP!



REWIND - The scene rewinds to February. Same bid room.

SUSAN?

We modeled enrollment.

Model engagement.

If you want me to staff to 
this in June, include workforce

modeling now.

DIFFERENT MEMBERS 
ENGAGE DIFFERENTLY.

THESE DRIVE VOLUME. 
NOT ENROLLMENT ALONE.

 - Demographics

 - Plan Type

 - New Member Mix

 - Income Level

 - Historical Call Propensity

by Member Segments

 - Impact of market exits on

enrollment and member mix

 - Call Drivers

 - Grievances

 - Billing Changes

 - Regulatory Shifts



A DIFFERENT BID CONVERSATION.

THIS SEGMENT HAS ABOVE
AVERAGE CALL PROPENSITY.

SO PROJECTED DEMAND IN Q4
IS ACTUALLY EIGHTEEN 

PERCENT HIGHER.

THAT CHANGES
STAFFING COST
ASSUMPTIONS.

NOW WE HIRE
WITH CONFIDENCE.

NOT PANIC.

BID SEASON now includes WORKFORCE PLANNING.

And this cluster spikes 
during premium changes.



ONE YEAR LATER
  AEP again.

WHAT CHANGED?

We stopped 
assuming enrollment 

equals demand.

ANTICIPATION COSTS LESS THAN REACTION.

WE FORECAST WORKFORCE
IMPACT BEFORE SUBMISSION

We modeled engagement
drivers during bid season.



Bid season is happening now.

If workforce demand is not modeled between February 
and May, you are building October risk into your plan.

A limited number of health plans will participate in a workforce
forecasting beta during this bid cycle.

Stop reacting in October. Stop saying "staff to this."
Predict Demand. Protect People. Preserve Margins.

This season, step back.

Analyze member engagement drivers.
Understand call propensity by segment.

Quantify operational impact before submission.



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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