
STATE OF MINNESOTA 
Office of Governor Mark Dayton 
130 State Capitol • 75 Rev. Dr. Martin Luther King Jr. Boulevard • Saint Paul, MN 55155 

December 13, 2013 

Ms. Virginia M. Rometty 
Chairman, President, and CEO 
IBM Corporation 
1 New Orchard Road 
Armonk, New York 10504 

Dear Ms. Rometty: 

I am writing in regard to your Curam HCR product, which serves as the eligibility and 
case worker product for Minnesota's state-based marketplace, MNsure. Your product has not 
delivered promised functionality and has seriously hindered Minnesotans' abilities to purchase 
health insurance or apply for public health care programs through MNsure. I request that you 
immediately  deploy whatever people or resources are needed to correct the defects in your 
product that are preventing Minnesotans from obtaining health insurance through MNsure. 

During the 2011 procurement for MNsure's information technology services, Curam 
represented that the HCR product was 90% complete and ready out-of-the-box. Minnesota was 
told that we would simply need to configure the product. We now know that the product is still 
not 90% complete in December of 2013, and that your product has significant defects, which 
have seriously harmed Minnesota consumers. 

These defects were noticed immediately after October 1, 2013, when we began using the 
Curam HCR product. Almost immediately, clients began to submit multiple applications for 
health insurance, because the product did not limit individuals to one application and your 
product staff did not know this could occur. Your product provides the functionality to withdraw 
an application, although withdrawing an application does not pass the information to products 
responsible for enrolling people in health plans or processing premiums. Consequently, 
Minnesotans have had very confusing and unsatisfactory consumer experiences in trying to 
submit applications and purchase coverage. These errors have forced MNsure staff to spend 
thousands of hours trying to clean data and make consumers whole. 

Similarly, the Curam product did not properly perform eligibility determinations or verify 
individuals' application information, as required under federal law. The fact that this 
functionality was not working was known to Curam staff, but was not communicated to MNsure. 
These defects have caused terrible consumer experiences. Families had their applications 
inappropriately put into pending status, and MNsure had no ability to assist the consumers. 
Families also had incorrect eligibility determinations, and MNsure had no tools to correct the 
situations. MNsure staff spent four weeks working with your team to create and use a mechanism 
to resolve the verification and eligibility determination problems in large batches. These batch 
processes never worked. MNsure staff needed to spend thousands more hours manually 
addressing the issue on a one-by-one basis. 
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All of these defects and the manual work they necessitated have delayed MNsure's 
ability to: 1) send families eligibility notices; 2) send health plans enrollment data; and 3) send 
clients invoices. Even now as Minnesota sends this information, the data being sent is not always 
accurate. Oftentimes, the information displayed to consumers through the Curam Citizen Portal 
does not match the data on the Curam Caseworker Portal, because those two portions of your 
product do not work together. 

Your product has made it impossible to provide Minnesotans with any reasonable 
customer service. Our Call Center wait times have averaged over 50 minutes. We did not 
anticipate this volume, as these product issues were not made known to MNsure. The cost to 
address them and make sure consumers will have coverage on January 1, 2014, is excessive and 
unacceptable. 

One additional defect (out of many others) concerns me greatly. MNsure has learned that 
some consumers get stuck in a queue and their applications are not able to be processed. Curam 
product staff do not know why this is occurring, have been unable to identify which applications 
are in this queue, and have not been able to remove these Minnesotans from the queue to process 
their applications and get them coverage. This must be rectified immediately. 

Minnesota created MNsure to ensure that Minnesotans had easy access to affordable, 
high-quality health insurance. Unfortunately, we have not been able to fully deliver on that goal, 
largely because your product does not have the necessary functionality, which you committed to 
delivering. I personally met with members of your staff several weeks ago to raise the 
importance of many of these issues. Since they have yet to be resolved, I am asking for your 
immediate assistance. I urge you to fulfill your commitment and help us deliver a reliable and 
satisfactory experience for Minnesotans. I request again that you deploy immediate resources to 
correct the defects in your product, which are preventing Minnesotans from obtaining health 
insurance through MNsure. A partial itemization of those defects is attached. 

I will call your office today to request a telephone conversation with you to discuss these 
urgent matters. I ask you please to make time available for that call in the very immediate future. 

Attachment 
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