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Virtual Open Enrollment October 1 – 30

A summary of what that looked like

December 10, 2020

 Member services work functions were adapted for a virtual open enrollment;
 No face-to-face counseling with members.
 VoIP was implemented in April prior to open enrollment.
 All staff had the ability to telecommute from home during the month of 

October. 
 5 workspaces were set up at the office for staff to work onsite. 
 Open enrollment training for member services staff was adapted for virtual 

counseling.

 Health Fairs were moved to a webinar format;
 Operations and Communications team worked with the health plans to 

develop 6 presentations and Q&A webinar sessions.
 Flu shot clinics were mostly by appointment and safety protocols were put 

in place.
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 Enhanced Communications;
 Communications worked to enhance communications in order to help 

members get the information they need 
 Communications took Q&A from the webinars and meetings with member 

services to further improve written communications

 Enterprise Systems and Analytics;
 Unprecedented technical support for telecommuting staff during the 

busiest month of the year
 Increased access and support for self-service eBenefits

Virtual Open Enrollment October 1 – 30

A summary of what that looked like, continued

December 10, 2020
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Open Enrollment Mailings

Total packets being mailed: 76,904

 CCD: 1,336
 CCSF / CRT / COMM: 31,605(27,356 eBenefits)
 MEA: 1,339(all eBenefits)
 USD: 7,127(all eBenefits )
 RET-Medicare: 24,257 (236 eBenefits)
 RET-Non-Medicare: 6,136(412 eBenefits)
 Waived (Actives & Retirees): 5,104

December 10, 2020
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2021 OE Booklets
December 10, 2020
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Open Enrollment Report; Member Assistance

December 10, 2020

Calls and Virtual Assistance: 
 Inbound calls: 9,562 answered calls (12%   from 2019)

 Speed of answer:  85 seconds (increased from 2019)

 Virtual Health Fairs Event : 1,585 members 

Audience Attendees Date
Active  Medical Plans 410 Oct 1

Active Dental, Vision and FSAs 293 Oct 14 

Retiree Medical & Dental 362 Oct 14

Voluntary Benefits 200 Oct 14

Voluntary Benefits 130 Oct 21
Active Medical Plans 190 Oct 26

1,585 Total
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Open Enrollment Report; Member Assistance

December 10, 2020

Website SFHSS.org: 27,809 users in October 2020

Website SFHSS.org: 26,553 users in October 2019
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Open Enrollment Report; Members Enrolling
Inbound Applications (paper forms): 1,915 (62%   from 2019)

eBenefits – Self Service (electronic submissions): 8,443

Population
eBenefit 
Submission Form Submission

CSF 7,977 432
CRT 103 4
RET 84 1359
USD 279 61
CCD N/A 59

New feature added this year for Retirees and SFUSD allowing easier 
access for first time users to eBenefits for all self-service changes

December 10, 2020
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December 10, 2020

Preliminary 2021 Medical Plan Enrollment:

 Blue Shield Access+ experienced the largest gain in subscribers
 Blue Shield Trio is the only plan which experienced an overall drop in 

subscribers; all other plans increased
 UHC PPO enrollment decreased in the active employee population but 

increased for Non-Medicare retirees resulting in a net increase overall
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December 10, 2020

Preliminary 2021  Medical Plan Enrollment:

 Split Carrier dependents are enrolled with a different carrier than the primary 
subscriber and therefore are not represented in the subscriber and tier counts 
in the preceding slide

 These values are being represented as an additional subscriber count in the 
plan

 Split carrier enrollment decreases as members or their dependents become 
Medicare eligible

2021 Enrollment as of Nov 30, 2020

Split Carrier 
Dependents 
as of 1/1/21

Split Carrier 
Dependents 
as of 
11/30/2020 Variance

Blue Shield Access+ +1 Split Dep 233 238 -5
+2 Split Dep 76 78 -2

Blue Shield Access+ Total 309 316 -7
Blue Shield Trio +1 Split Dep 193 195 -2

+2 Split Dep 29 31 -2
Blue Shield Trio Total 222 226 -4
UHC (City Plan  /  MA PPO) +1 Split Dep 160 165 -5

+2 Split Dep 1 1 0
UHC Total 161 166 -5
Grand Total 692 708 -16
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December 10, 2020

Preliminary 2021 Dental Plan Enrollment:

 SFHSS administers dental for employees of the City & County of San 
Francisco, San Francisco Superior Court and all retirees

 Total subscribers increased by 449 during open enrollment
 The DeltaCare plan experienced an overall decrease in subscribers
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December 12, 2019

Preliminary 2021 Vision Premier Enrollment

 The VSP Vision premier plan continues to experience significant year 
over year enrollment increases

 The 2021 projected subscriber enrollment is the highest enrollment in 
this plan thus far
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December 12, 2019

Preliminary 2021 Voluntary Benefits Enrollment:

 Voluntary Benefit enrollment comparisons are based on January 1 to 
January 1 of each plan year.  *Pet Insurance does not include the new 
2021 enrollments

 Enrollment increased in all of the voluntary benefits offered to City & 
County of SF and Superior Court employees

The City and County of San Francisco
Workterra Voluntary Benefits Enrollment Results

Product 2020 Enrollment 2021 Enrollment % Increase

K.C. Life Abacus STD 885 987 12%
Hartford Term Life 3830 4360 14%
Allstate ID Protection(formerly LifeLock) 590 746 26%
MetLife Accident(formerly Voya) 2018 2525 25%
MetLife Critical Illness(formerly Voya) 1580 2026 28%
LegalSheild 1573 1839 17%
Pet Insurance 419 413*

Total 10895 12896 18%
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December 12, 2019

Appendix:

 Snapshot comparisons of medical, dental and vision enrollment are based on 
November 30, 2020 to January 1, 2021 to highlight the specific changes that 
resulted from Open Enrollment.  

 A January to January comparison would include changes that also result from 
hiring, retirements, family status changes and Covid-19 IRS allowed changes

 The annual demographic report delivered in Q1 will report year over year 
trends and provide additional detail

 Split carrier dependents are represented as a subscriber count as are all other 
counts in this report.  
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