
Health plan service delivery issues 
Update April 12, 2018  
 
As we have previously informed you, a planned launch in March of a new system for processing 
health and dental claims has resulted in significant unexpected service delays.  
 
Key messages 
 
 RTO/ERO is working directly with senior leaders at Johnson Insurance to bring service to 

required levels. 
 Normal response time for health plan claims is 3 to 5 business days. 
 We expect to be back to normal service levels before the end of April. 
 Returning to the highest standard of personalized service is a top priority for RTO/ERO and 

Johnson Insurance. 
 
Questions and answers 
 
Q. What caused the service delays? 
 
A. A planned upgrade to a new digital system for processing health and dental claims was 
launched March 18. Despite an 18-month implementation and testing period, there were 
technical issues in the transition to the new system that caused a backlog of claims. 
 
Q. What were the reasons for the service delivery issues? 
 
A. Two main issues happened when Johnson Insurance switched to the new system. First, the 
new system did not recognize some existing policy numbers, causing some members’ claims to 
be rejected. At the same time, the transition delayed the processing of payments to many 
members. These two issues prompted more member calls than usual, creating long wait times 
to speak directly to a member of the insurance team.   
 
Q. What is the new system?  
 
A. The new system is Express Scripts Canada. It is widely used in the insurance industry and is 
a reliable platform that will provide enhanced service features going forward. The switch will 
allow us to implement more capabilities in the future for fast and efficient claims submission. 
 
Q. Why a new system? Was the change as a result of RTO/ERO contracting with a new 
insurer? 
 
A. We have not changed insurer. Johnson Insurance, our claims administrator, is leading this 
project. 
 
Q. Is there a problem with the new system? Why don’t we go back to the previous system 
that was working well? 
 
A. Express Scripts Canada is a reliable platform used by much of the insurance industry in 
Canada. The transition was made to modernize and improve service. Going back to the old 
system is not an option. 
 



Q. We hear stories, such as the experience of the federal government, about problem-
plagued digital platforms. Are members going to experience ongoing problems? 
 
A. We do not expect any long-term issues. The transition issues have been corrected, and 
service levels are expected to be normal before the end of April. 
 
Q. Members have had their claims rejected and were told their policy number was no 
longer active. Are we getting new policy numbers or new benefits cards? 
 
A. Your RTO/ERO benefits (including your Benefits Card) and your coverage remain 
unchanged. 
 
Q. What will be done to make sure an issue like this does not happen in the future? 
 
A. The Benefits Committee is working closely with Johnson Insurance on lessons learned from 
this issue, so we can make sure we don’t have a repeat of this type of service slowdown. 
 
 
 
 
 
 
 
 
 
 


