
   

 

 

 

 

Alameda County Employees’ Retirement Association 

BOARD OF RETIREMENT 

RETIREES COMMITTEE/BOARD MEETING 

NOTICE and AGENDA 

 

ACERA MISSION: 
 

To provide ACERA members and employers with flexible, cost-effective, participant-oriented 

benefits through prudent investment management and superior member services. 

 

Wednesday, April 5, 2023 

10:30 a.m. 

 
LOCATION AND 

TELECONFERENCE 

COMMITTEE MEMBERS 

ACERA 

C.G. “BUD” QUIST BOARD ROOM 

475 14TH STREET, 10TH FLOOR 

OAKLAND, CALIFORNIA 94612-1900 

MAIN LINE:  510.628.3000 

FAX:  510.268.9574  

 

The public can observe the meeting and 

offer public comment by using the below 

Webinar ID and Passcode after clicking on 

the below link or calling the below call-in 

number. 

 

Link: https://zoom.us/join 

Call-In:  1 (669) 900-6833 US 

Webinar ID:  879 6337 8479 

Passcode:  699406 

For help joining a Zoom meeting, see:  

https://support.zoom.us/hc/en-

us/articles/201362193 
 

ELIZABETH ROGERS, CHAIR ELECTED RETIRED 

  

HENRY LEVY, VICE CHAIR TREASURER 

  

OPHELIA BASGAL APPOINTED 

  

KEITH CARSON APPOINTED 

  

KELLIE SIMON ELECTED GENERAL 

  

 
This is a meeting of the Retirees Committee if a quorum of the Retirees Committee attends, and it is a meeting of the Board if a quorum of 

the Board attends. This is a joint meeting of the Retirees Committee and the Board if a quorum of each attends. 

 

Note regarding accommodations:  If you require a reasonable modification or accommodation for a disability, please contact ACERA 

between 9:00 a.m. and 5:00 p.m. at least 72 hours before the meeting at accommodation@acera.org or at 510-628-3000. 
 

Public comments are limited to four (4) minutes per person in total. The order of items on the agenda is subject to change without notice. 

 

Board and Committee agendas and minutes and all documents distributed to the Board or a Committee in connection with a public meeting 

(unless exempt from disclosure) are posted online at www.acera.org and also may be inspected at 475 14th  Street, 10th Floor, Oakland, CA 

94612-1900. 
 

https://zoom.us/join
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Call to Order: 10:30 a.m. 
 

Roll Call 
 

Public Input (Time Limit:  4 minutes per speaker) 
 

Action Items:  Matters for discussion and possible motion by the Committee 
 

1. Proposed Extension of Existing Contract and Negotiation of New Contract 

with Willis Towers Watson (Via Benefits) for Individual Medical Plans 

Coverage and Services After Review of Request for Information (RFI) Results 
 

- Carlos Barrios 

- Segal 

Recommendation 
 

Staff recommends that the Retirees Committee recommend that the Board of 

Retirement (1) approve an extension to ACERA’s existing contract with Willis 

Towers Watson (Via Benefits) to provide individual medical plans coverage and 

services for the period January 1, 2024 to December 31, 2024, and (2) approve 

negotiating a new contract for up to a five-year term effective January 1, 2025. 
 

Information Items:  These items are not presented for Committee action but 

consist of status updates and cyclical reports 
 

1. Via Benefits 2022 Year in Review 
 

Via Benefits will present a year in review report for 2022. 

- Carlos Barrios 

- Via Benefits 
 

2. Supplemental Retiree Benefit Reserve Financial Status 
 

Statement of additions and deductions to the Supplemental Retiree Benefit Reserve 

for the period ending December 31, 2022. 

- Erica Haywood 
 

Trustee Remarks 

 

Future Discussion Items 
 

 Approval of Payment for Implicit Subsidy Cost for 2022 

 Possible Declaration of Intent to Fund Implicit Subsidy Program for 2024 

 Review of Potential Alternative to the Discontinued Active Death Equity Benefit 

(ADEB) Program 
 

Establishment of Next Meeting Date 
 

June 7, 2023, at 10:30 a.m. 

 

Adjournment 



 

MEMORANDUM TO THE RETIREES COMMITTEE 

 

DATE: April 5, 2023 

TO: Members of the Retirees Committee 

FROM: Carlos Barrios, Assistant Chief Executive Officer  

SUBJECT: 
Results of Request for Information (RFI) and Proposed Extension of 

Existing Contract and Negotiation of New Contract for Individual 

Medical Plans Coverage and Services 
 

 

As discussed at the February 1, 2023 Retirees Committee meeting, Segal, ACERA’s Benefits 

Consultant, conducted a Request for Information (RFI) for individual medical plans coverage and 

services. Segal will review the attached letter, which provides the information and results of the 

RFI process. 

 

Recommendation 

Staff recommends that the Retirees Committee recommend that the Board of Retirement (1) 

approve an extension to ACERA’s existing contract with Willis Towers Watson (Via Benefits) to 

provide individual medical plans coverage and services for the period January 1, 2024 to December 

31, 2024, and (2) approve negotiating a new contract for up to a five-year term effective January 

1, 2025. 

 

 

Attachment 



Stephen Murphy 
Senior Vice President 
T 818.956.6726 
M 310.749.0969 
smurphy@segalco.com 

500 North Brand Boulevard 
Suite 1400 

Glendale, CA 91203-3338 
segalco.com 

March 27, 2023 

Carlos Barrios 
Assistant Chief Executive Officer 
ACERA 
475 14th Street, Suite 1000 
Oakland, CA 94612 

Re: Private Retiree Healthcare Exchange Request For Information (RFI) Update 

Dear Carlos:  

During our meeting on December 15, 2022, we identified multiple challenges plan sponsors face in 
transitioning from one Private Retiree Healthcare Exchange (“Exchange”) to another. 

• Medicare’s non-solicitation rules make it difficult for a new Exchange to provide advocacy,
advice, enrollment, and other assistance and services to Medicare retirees that have already
enrolled in individual medical plans through another Exchange. This typically results in
participants staying in their currently selected plans, causing these plans’ premium rate
commissions to remain with the current Exchange and thereby decreasing the interest of other
Exchanges in wanting to replace an existing Exchange.

• When changing Medicare Supplement Plans, the retiree may be subject to underwriting for the
new plan, which could be disadvantageous to the retiree (i.e., results in higher premiums or
denial of coverage).

• Given the likelihood current enrollees will not migrate to a new Exchange, prospective bidders
may seek to confirm the financial viability of submitting a Request For Proposal (RFP) response
based on a minimum number of Medicare-eligible retirees per year (i.e., 100 or more).

• The use of multiple Exchanges would also contribute to administrative and financial
inefficiencies with respect to communications and retiree Health Reimbursement Account (HRA)
administration.

Due to these obstacles, plan sponsors have tended to remain with the Exchange vendor they initially 
selected.  

During 2014-15, ACERA’s prior consultant conducted a RFP to identify viable Exchange alternatives 
and validate the competitiveness of Via Benefits. Six prospective Exchanges were invited to submit 
proposals, however, only Via Benefits was positioned to service ACERA’s non-Medicare and Medicare-
eligible retirees. 

As of May 2022, ACERA had approximately 330 non-Medicare and 1,300 Medicare-eligible retirees 
enrolled in medical plans through Via Benefit’s Exchange platform.  

5759840v8/05579.201 
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Given the current environment, Segal proposes ACERA conduct a Request For Information (RFI), in 
advance of conducting a RFP, to assess interest among prospective Exchanges. The RFI would 
include the following inquires: 

1. Will the prospective bidder service Non-Medicare Retirees that have previously enrolled for
coverage through the existing Exchange platform? (Yes/No)

2. Will the prospective bidder service Medicare Retirees that have previously enrolled for coverage
through the existing Exchange platform? (Yes/No)

3. Will the prospective bidder accept new non-Medicare and Medicare Retirees seeking health plan
options that reside outside Kaiser Permanente’s Northern and Southern California regions?
(Yes/No)

4. Will the prospective bidder provide Health Reimbursement Arrangement (HRA) and Automated
Clearing House (ACH) Transfers directly with ACERA? (Yes/No)

5. Will the prospective bidder provide HRA and ACH services to both current/new retirees enrolled
in plans not offered through their Exchange platform? (Yes/No)

6. Will the prospective bidder waive all implementation fees and provide a multi-year HRA fee
guarantee? (Yes/No) If yes, please provide a range for your HRA fee and the number of years
you will guarantee it.

Target Bidder List 

With Exchange enrollment nationally concentrated among a few organization, Segal recommends the 
RFI include the following entities: 

1. Via Benefits/Willis Towers Watson (Incumbent)
2. Alight
3. AMWINS Inc.
4. RightOpt/Conduent
5. Mercer Marketplace 365+
6. Health Plan One
7. Senior Market Sales Inc.

Proposed Consulting Fee 

Segal proposes conducting the Exchange RFI at no additional cost to ACERA. Should the results of the 
RFI indicate potential benefits to ACERA and its members, we would propose a separate fee to 
conduct a RFP. 
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Update as of March 27, 2023 

On February 13, 2023, ACERA posted the Private Retiree Healthcare Exchange Request for 
Information (RFI). 

Segal also contacted multiple private healthcare exchanges to make them aware of the RFI. 

Four organizations initially expressed interest in the RFI, but ultimately did not provide a formal 
response. The following table summarizes responses received from Alight, Conduent, and Mercer. 

Organization General Comments 

Alight Lack of volume of newly eligible retirees would create 
a financial challenge for both parties involved. 

Conduent Cost-effective solution cannot be offered without a 
larger population. 

Mercer • Implementation fee required
• Monthly HRA fees per account were

uncompetitive and subject to annual increases
• Possible monthly consultation fee (in lieu of

commissions) for Non-Medicare participants
• Possible annual HRA fee per subscriber

“While these fees may seem sizable, especially 
compared to current fees, additional fees are 
warranted since commissions are paid to the 
exchange agent based on initial enrollment and would 
not be available to the new exchange provider upon 
takeover of the existing population.” 

Based on the findings from the RFI, Segal recommends negotiating a contract extension with Via 
Benefits, subject to the approval of ACERA. 

We look forward to discussing the matter with you further. 

Sincerely, 

Stephen Murphy 
Senior Vice President 

cc: Kathy Foster, ACERA 
Jessica Huffman, ACERA 
Ismael Pina, ACERA 

Eva Hardy, ACERA 
Amerae Martinez, ACERA 
Michael Szeto, Segal 



 

MEMORANDUM TO THE RETIREES COMMITTEE 

 

DATE: April 5, 2023 

TO: Members of the Retirees Committee 

FROM: Carlos Barrios, Assistant Chief Executive Officer 
 

SUBJECT: Via Benefits 2022 Year in Review 

 

Via Benefits will review the attached presentation and discuss the following topics. 

 

 2022 Participant and Client Experience Enhancements 

 

 Medicare 

o Enrollment Statistics and Activity 

o Call Statistics 

o Enrollment Channel 

o Coverage Check-up Tool 

o Website Activity  

 

 Individual and Family Plan/IFP (Pre-65) 

o Plan Statistics 

o Call Statistics 

o Website Activity 

 

 Customer Satisfaction 

o Medicare 

o IFP (Pre-65) 

 

 Funding Account Activity 

o Direct Deposit and Claims Source 

 

 Retiree Communications 

 

 What’s New in 2023 

 

 

Attachment 
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2022 Via Benefits Year In 
Review

April 5, 2023

Individual Marketplace

ACERA 

Retirees Committee Meeting 

© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.
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Agenda

• Welcome

• 2022 Successes, 

Participant and Client 

Experience Enhancements

• 2022 Year in Review

• What’s New in 2023

2© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.
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Coverage check-up tool

• ~44,000 enrolled

• $1450 average participant savings

ACH Debit (Direct Deposit) ‘Only’

• 25% average increase in direct deposit enrollment

The Groove

• Digital participant communication hub

2022 Participant Experience Enhancements

3© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.
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2022 Client Experience Enhancements

OneView – Phase 1

• New client portal intended to unify all the different tools our clients use into 

one portal

• The first phase enables authorized client contacts, including third party 

administrator (TPA) contacts, “view only” rights to see participant data in the 

WTW Individual Marketplace system. Data would include: 

– Effective dates

– Contact information

– Enrollment status 

– Funding information

Managed File Transfer (MFT) transition

• Upgrade file transfer method to solution with most advanced security 

protocols

4© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.
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ACERA 2022 Year in Review
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Medicare Enrollment Statistics

Total

Eligible 

# of Participants Who 

Have Elected Plans

Percent

Enrolled

11,845 1,774 15%

Plan Type Enrollment

Medicare Advantage 247

Medicare Supplement 1,535

Part D 1,416

Medicare

Advantage

Medicare

Supplement

14% 86%

8%

48%

44%

Enrollment by Plan Type

Medicare Advantage Medicare Supplement Part D
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Annual age-in enrollments and plan changes during open enrollment

Enrollment Activity
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Age-In 

Participants

447

Number 

Enrolled

51

Percentage 

Enrolled

11.4%

Original Plan New Plan 1/1/2023 Changes 1/1/2022 Changes

Medicare Supplement Medicare Supplement 1 9

Medicare Supplement Medicare Advantage 11 2

Medicare Advantage Medicare Advantage 99 18

Medicare Advantage Medicare Supplement 0 1

Prescription Drug Plan Prescription Drug Plan 89 118



wtwco.com

Connecting with Medicare Members

8© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.

Total 

Inbound 

calls:

4,882

Total 

Outbound 

calls:

1,717

Average 

(inbound) 

handle time:

19m 10s 

Average 

speed to 

answer:

2m 06s

Metric Q1 Q2 Q3 Q4

Total Inbound Calls 1,502 983 730 1,667

Total Outbound Calls 42 556 264 455

Average Handle Time 20m 02s 18m 34s 17m 28s 19m 42s

Average Speed to Answer 4m 21s 21s 24s 2m 00s
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Enrollment Channel – Benefit Advisor or Online
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Plan Type Voice Online

Medicare

Advantage

41 54

Medicare 

Supplement

74 32

Medicare 

Part D

147 169

51%49%

Voice Online

▪ Voice = Enrollment completed through Benefit Advisor over the phone

▪ Online = Enrollment completed through the Website
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Coverage Check-up Tool

Coverage Check-up Activity OEP 2022

Participants Viewing a Banner 174

Participants with Plan Change 

Recommendation
89

Average recommended savings $898.02

Plan type researched
20% MAPD, 

80% PDP
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my.Viabenefits.com/ACERA

2022 2021

# of 

Sessions

2,348 1,846

New Users 1,080 879

% of New 

Sessions

46% 47.6%

11© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.

Medicare Website Activity

• Sessions - The period of time a user is active on the site. By default, if a 

user is inactive for 30 minutes or more, any future activity is attributed to a 

new session. Users that leave the site and return within 30 minutes are 

counted as part of the original session.
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Individual and Family Plan (IFP) Pre-65 Statistics

2022 2021

Number of Eligible Participants 493 433

Total Enrolled Through Via Benefits 92 85

Top Enrollment State AZ ID

Enrolled in Qualified Health Plan 88 77

Enrolled in Non-Qualified Health Plan 4 8

Total Opted-In for Funding 170 150
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Connecting with IFP Members

Metric Q1 Q2 Q3 Q4

Total Inbound Calls 277 216 183 319

Total Outbound Calls 65 133 51 84

Average Handle Time 21m 45s 23m 49 s 19m 53s 20m 00s

Average Speed to Answer 5m 29s 39s 27s 49s

Inbound 

calls 

handled:

995

Outbound 

calls 

handled:

333

Average 

(inbound) 

handle time:

21m 18s 

Average 

speed to 

answer:

2m 00s
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Data Information

URL https://marketplace.viab

enefits.com//ACERA

# of Sessions 946

New Users 471

% of New Sessions 49.8%

14© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.

IFP Website Activity

• Sessions - The period of time a user is active on the site. By default, if a 

user is inactive for 30 minutes or more, any future activity is attributed to a 

new session. Users that leave the site and return within 30 minutes are 

counted as part of the original session.
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“Overall, how satisfied are you with the service you received from Via Benefits?”

Medicare – Customer Satisfaction (CSAT) 

2022 2022 2021 2021

CSAT

Score Count % Count %

5 145 60.9% 191 62.6%

4 45 18.9% 50 16.4%

3 24 10.1% 28 9.2%

2 7 2.9% 15 4.9%

1 17 7.1% 21 6.9%

238 100% 305 100%

2022 Average Score – 4.24/5

2021 Average Score – 4.23/5

CSAT Scale:

5 = Very Satisfied 

1 = Very Dissatisfied

Customer 
Satisfaction

Care and 
Concerns

Knowledge 
and Training

Enrollment 
Process

Website 
Utilization 

Inquiry 
Resolution

Courteous & 
Professional
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“Overall, how satisfied are you with the service you received from Via Benefits?”

IFP – Customer Satisfaction (CSAT) 

2022 2022 2021 2021

CSAT

Score Count % Count %

5 11 40.7% 17 56.7%

4 7 25.9% 3 10%

3 4 14.8% 4 13.3%

2 1 3.7% 3 10%

1 4 14.8% 3 10%

27 100% 29 100%

2022 Average Score – 3.74/5

2021 Average Score – 3.93/5

CSAT Scale:

5 = Very Satisfied 

1 = Very Dissatisfied

Customer 
Satisfaction

Care and 
Concerns

Knowledge 
and Training

Enrollment 
Process

Website 
Utilization 

Inquiry 
Resolution

Courteous & 
Professional
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2022 Funding Account Activity

Total Reimbursements Paid in Calendar Year $5,585,357

1,867

277

102

0

200

400

600

800

1,000

1,200

1,400

1,600

1,800

2,000

2022

Reimbursement Activity

Accounts Accounts with No Reimbursements Accounts with $0 Available Balance
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2022 Funding Account Activity – Direct Deposit and 
Claims Source

Direct Deposit Activity 2022 2021

Accounts 1,867 1,783

Accounts with direct deposit as of 12/31 1,297 1,199

Accounts with direct deposit as of 12/31 69.5% 67%

Submission

Source

Number of 

Claims

Auto-reimbursement 25,585

Paper 9,869

Online 9,048

Mobile App 3,799

Total 48,301

53%

20%

19%

8%

Claims by Source

Auto-Reimbursement Paper Online Mobile App
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Enrollment Guide and Funding Insert

• Introduces Via Benefits and outlines our services; explains how to 

assess, choose, and enroll in new coverage and tells the member 

what to expect after they enroll. 

Reimbursement Guide

• Explains how to use and manage the HRA provided by ACERA and 

includes information and instruction for accessing the website and 

how to access their reimbursement account from our mobile app 

using their smartphone or tablet. 

The Groove

• Our new digital participant communication hub that allows Via 

Benefits to keep members engaged year-round.  This includes 

multiple updates throughout the year that reminds participants how to 

get the most from Via Benefits and articles of interest for our retiree 

population. 

Retiree Communications

19© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.
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What’s New in 2023
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What’s New 

• Express Reimbursement

o For participants enrolled through Via Benefits in plans that do 

not support auto reimbursement

o Will allow our claim processors to use policy information for 

documentation, if we have it in house from a carrier policy file,  

to reduce denials

• OneView – Phase II

o Goal of adding access for our clients to edit and create 

records, not just view them

21© 2023 WTW. Proprietary and Confidential. For WTW and WTW client use only.

WTW

ACERA
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Thank you!
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