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• Claims Administration



Outreach and Engagement
Looking Back
• Website redesign and re-platform

• Total content overhaul
• Entire site is searchable

• Podcast Growth Continues
• Monthly themes tie podcasts to social media and press releases
• 46 total episodes and nearly 3700 all time downloads

• Library Partnerships
• In-person information sessions – 9 events total so far (+ 4 scheduled for Jan. and Feb.)
• Enables us to help those who have little/no access to technology or are less tech proficient

• User Generated Content (UGC)
• Creating more authentic connections with users
• Positive response so far



Website Traffic (2022 vs 2023)
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Outreach and Engagement
Looking Forward

• Legislator Outreach 
• Campaign to launch in time for start of session with a focus on impact of CT Paid Leave
• Development of a landing page for legislators to get pertinent info

• Community Education Coordinators
• More formal approach to our community partnerships
• Goal is to reach specific populations where language, access to technology, etc. may be barriers

• Paid Leave Spotlight
• Series of short videos on different topics related to paid leave
• Content delivered by different team members to showcase the diversity of CT Paid Leave



Outreach and Engagement
Looking Forward



Finance
Looking Back

• Fund Recovery
• 31k employer notices sent out
• Over $2M in contributions, penalties, and interest collected from 6k employers
• 10k employers had account statuses updated

• Clean Audits
• State audit – minimal findings
• Financial statement audit

• Unmodified opinion – highest level of assurance
• No material weaknesses or instances of noncompliance were noted for internal controls

• Operational Efficiencies
• Fund recovery
• System upgrades





Fund Balance & Solvency

Fund balance at Nov. 30, 2023: $564.3 million

Solvency tests:



Finance
Looking Forward

• Contributions
• Develop standardized metrics & process to assess contribution rate

• Operations
• RFP for audit services
• Implementation of BILL Spend & Expense

• Fund Recovery
• Further development of fund recovery system with IT



Looking Back

• Policy and Template Document Refresh

• Private Plan Audits

• Private Plan “Renewals”

• Quarterly Newsletters

Private Plans



726 Active Private Plans 
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Fully-Insured Self-InsuredThe above chart captures all approved applications, including additional applications for employers 
whose plans reached the end of the three-year period or which had material changes.

Approximately 49,000 CT employees covered by a private plan. 



Private Plan Audits launched in Spring 2023

230 Private Plans reached their three-year expiration on December 31, 2023

Application Contributions Claims Financial Solvency

1 4 1 0

242 Private Plans were 
initially approved in Q1 

2021

(~ 1/3rd of all private plans)

12 employers 
renewed early due 

to material changes 
to their plan

Authority 
communications:
• Initial Notice – June 2023
• Follow-up Reminder –

October 2023
• Notice to insurance 

carriers – October 2023
• Targeted Employer 

Notices – throughout 
December 2023

By January 1st:

• 160 employers 
renewed their plan for 
another 3-year period

• 50 employers returned 
to the public program

• Remainder –
extensions granted (6) 
or employer no longer 
has CT employees (14)



Looking Forward
• Oversight 

• Increase the number of audits, including Financial Solvency audits

• Increase the non-audit related reviews – e.g. Annual Report information, 
document updates

• Process improvements and efficiency

• Increased automation of communication for expiring plans

• Communication and Engagement

• More touchpoints over lifecycle of the private plan

Private Plans



Claims Administration

Looking Back
• Improved Customer Service, Claimant Satisfaction & Processing Efficiency

• Implementation of the Document Dashboard
• Streamlining of Pregnancy/Childbirth & Bonding claims

• Conducted onsite quarterly claim and call audits
• The Authority’s Benefits Team conducted 1500 internal audits of Aflac’s claim 

processing and handling of call center calls







Cumulative Claims Filed as of 12/31/23 : 186,124 
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2023 Weekly Claim Payments Trend

Minimum wage increases of 7.14% on 6/1/23 and 4.60% on 1/1/24 



Town Pop Total Claims % of pop filing for claim

Hartford 121,054 3,828 3.20
Waterbury 114,403 3,581 3.1
New Haven 134,023 3375 2.5
Bridgeport 148,654 3128 2.1
New Britain 74,135 2687 3.6
Bristol 60,833 2480 4.1
Meriden 60,850 2328 3.8
Manchester 59,713 2054 3.4
East Hartford 51,045 1966 3.9
Stamford 135,470 1891 1.4

2023 CTPL Utilization Ten Towns with the Highest Number of Claims Filed

Town Pop Total Claims % of pop filing for claim

North Canaan 3,211 9 0.3
Scotland 1,576 13 0.8
Salisbury 4,194 16 0.4
Roxbury 2,260 19 0.8
Cornwall 1,567 20 1.3
Union 785 20 2.5
Bridgewater 1,662 21 1.3
Sharon 2,680 21 0.8
Lyme 2,352 22 0.9
Norfolk 1,588 22 1.4

2023 CTPL Utilization Ten Towns with the Lowest Number of Claims Filed



2023 Reconsiderations

Initial Denials      35,948
Reconsideration Requests         12,735 
Denials Reversed              9,128
Denials Upheld         1,859
Pending Decisions          1,748

71.7%

14.6%

13.7%

Reconsideration Outcomes

Reversed Upheld Pending



Appeals

Snapshot as of January 5, 2024

Total Appeals: 926

Pending Claim File: 9

Claim Files Uploaded/No Additional 
Action Needed:

917

Pending Dept of Labor Response: 69

Decisions Issued: 848

Dismissed: 815

Sustained: 15

Sustained in part/Dismissed in part: 18

Average time for Decision (days): 64.39

Average time for Still Pending (days): 71.19

Upheld CTPL 
decision

33%

No aggrievement / 
moot
42%

Lack of jurisdiction
5%

Appeal not filed 
timely

5%

Appeal withdrawn 
by claimant

11%

Sustained in 
Part/Dismissed in 

Part
2%

Denial Overturned
2%

Decision Reasons



2023 Customer Service Performance Metrics

• Claim decisions made on an average of 3.1 days after all necessary 
documentation has been received 

• 82% of calls are answered in 30 seconds or less

• 92% of customer issues are resolved in a single phone call

• 83% of phone calls requiring a call back are returned within 1 day and 
     99% are returned within 3 days

• 97% of portal messages are returned within 3 days and                                     
100% are returned within 5 days



Claims Administration
Looking Forward
• Claim Documents

• Revise claim forms to improve clarity for employers and medical providers and 
increase document return rates

• Automatic extensions
• Provide claimants with automatic 15-day extensions to return claim documents, 

together with enhanced claimant communication

• Pilot Outreach to Claimants with Zero documents
• Goal is to enhance claimant communication and identify if lack of documents is due to 

decision not to pursue claim or due to obstacles

• Continued quarterly claim and call audits



Additional 2024 Goals:

 Continue to engage in the national dialogue

 Continue to build partnerships with state agencies, legislators & stakeholders

 Gauge worker & employer understanding and attitudes through surveys

 Amplify in-person outreach & technical assistance efforts
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