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• Enrollment Confirmation
• Update household participants
• Update income
• Update my MCO
• MCO Confirmation
• Replacement MCO Card
• Update Demographics
• 1095-A Request
• Verification Status

The pilot phase will be used to develop appropriate metrics to manage the impact of live chat.  
During the pilot phase live chat agents will not be measured using the service level agreements 
for telephony-based agents as outlined in the RFP. 

MHBE will provide real time and daily metrics via the management dashboard tool contained 
within the Live Chat tool.  The weekly and monthly metrics can be extracted from Salesforce 
reporting functionality. Agent login and logout reporting is provided ‘on demand’ via the 
management dashboard tool contained in the Live Chat tool. 

Maximus will provide an Excel spreadsheet consisting of all Live Chat agent’s hours worked which 
will be supplied with the monthly invoice package.  

MHBE will create training materials (training guide) and a sandbox for the purpose of building 
agent content expertise and skill in utilizing Live Chat functionality.  

MHBE will conduct the initial train-the-trainer session for Maximus.  Maximus will conduct all 
subsequent training sessions. 

Prior to the end of the five (5) month pilot program, MAXIMUS and MHBE will evaluate the 
effectiveness of the program and determine if any changes to staffing or system modifications 
need to be introduced as MHBE moves forward with live chat.   

Maximus agrees to collaborate with MHBE on increasing/decreasing staffing based on Live Chat 
utilization.  Both parties agree to conduct weekly meetings to manage live chat functionality and 
staffing requirements. 

MHBE will pay Maximus an hourly rate per agent of .  This blended rate includes the 
following: 

• Live Chat CSR
• Supervisor support
• Team Lead support
• AWS license
• Genesys license
• PureInsights (reporting) license






