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The information provided in this presentation is intended only as a general informal
summary of technical legal standards. It is not intended to take the place of the statutes,
requlations, and formal policy guidance that it is based upon. This presentation
summarizes current policy and operations as of the date it was presented. Links to
certain source documents have been provided for your reference. We encourage learners
to refer to the applicable statutes, regulations, and other interpretive materials for
complete and current information about the requirements that apply to them.

This document generally is not intended for use in the State-based Marketplaces that do
not use HealthCare.gov for eligibility and enrollment. Please review the guidance on our
Agents and Brokers Resources webpage (http://go.cms.gov/CCIIOAB) and
Marketplace.CMS.gov to learn more.

Unless indicated otherwise, the general references to “Marketplace” in the presentation
only includes Federally-facilitated Marketplaces (FFMs) and State-based Marketplaces
on the Federal Platform.

This communication was printed, published, or produced and disseminated at U.S.
taxpayer expense.


http://go.cms.gov/CCIIOAB
https://marketplace.cms.gov/

Webinar Agenda

* What is Help On Demand?
 Circle of Champions Eligibility and Benefits
* How to Ensure Consumers Can Find You via Find Local Help

*  Where to Insert Your National Producer Number (NPN) on
HealthCare.gov Applications

* Help Desk and Call Center Support, Resources, and Key Reminders
* (Questions and Answers
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What is Help On Demand?

* Help On Demand is a real-time consumer assistance referral system
that connects individuals with Marketplace-registered, licensed agents
and brokers in their area who can provide immediate assistance with
Marketplace plan selection and enrollment.

* The Help On Demand technology is hosted by BigWave System:s.

* Asan agent or broker, you must complete Marketplace training and
registration for plan year (PY) 2019 to be eligible to participate in Help
On Demand. You must also be licensed and hold a valid health line of
authority in the state(s) where you are assisting consumers with
enrollment in Marketplace plans.

Help On Demand



Consumer elects to
use Help On
Demand on

HealthCare.gov

How Does It Work?

Consumer is
securely redirected
to the Help On
Demand landing

page

Consumer enters
contact information
and hits Submit

BigWave System’s
Help On Demand
service matches the
consumer with an
available agent or
broker

Help On Demand
alerts the agent or
broker that a referral
has been received
(via text or email)

Agent or
broker accepts the
referral within 15

minutes

Agent or broker
reaches out directly
to the consumer to
provide enrollment

assistance




Improvements for Plan Year 2019

The Help On Demand system was first available for
consumers in the fall of 2017.

Approximately 5,300 agents and brokers
participated during the last Open Enrollment
period.

CMS feedback from these early users led to
improvements to the end-user experience for PY
2019:
— More actively highlight Help On Demand to
consumers on HealthCare.gov

— Implement technical enhancements to improve
functionality for agents and brokers

— Provide enhanced training and resources to
maximize agent and broker participation

62% of agents and brokers
felt that Help On Demand
helped them maximize
enrollments during PY 2018

i

89% of agents and brokers
are likely to participate in
Help On Demand for PY
2019




Get Ready to Participate in Help On Demand

In order to participate in Help On Demand, you must:

Complete Marketplace registration and training for PY 2019 at
https://portal.cms.gov.

Ensure you have an active state license and health line of authority for the
state(s) where you plan to offer assistance with enrollment in Marketplace
plans.

Confirm that your NPN is listed on the Agent and Broker FFM Registration
Completion List for PY 2019 at:
https://data.healthcare.gov/ffm ab registration lists.

You also can elect to display your contact information in your Marketplace
Learning Management System (MLMS) profile. If you select “I don’t want my
contact information displayed and do not want to participate in Find Local
Help or Help On Demand,” you will NOT be able to participate in Find Local
Help or Help On Demand until you update your settings in the MLMS.


https://data.healthcare.gov/ffm_ab_registration_lists
https://portal.cms.gov

Complete Help On Demand Training

Once you register with the Marketplace and complete the required training for PY
2019, you will be ready to complete training for Help On Demand!

Simply complete these three steps:

* Complete the required, self-paced Help On Demand training at
http://training-help-on-demand.ardx.us/.

+ Certify your completion by filling out and submitting the last slide of the
training with your:
o Name

o Email address (be sure to use the same email address you used to set up
your MLMS profile)

o NPN
* After you complete training, you will receive an email from BigWave Systems
to activate your Help On Demand account.

Note: If you actively participated in Help On Demand during PY 2018, you may not be required to retake
Help On Demand training. Your account is active and will remain active as long as you complete PY 2019
Marketplace training and registration with CMS.


http://training-help-on-demand.ardx.us/

Activate Your Help On Demand Account

Afteryou have successfully completed training, you must register with Help
On Demand, which is powered by BigWave Systems.

* BigWave Systems will send you an email invitation from
noreply@bigwavesystems.com to the email address listed in your MLMS
profile.

* This email will contain a unique link you can use to activate your Help On
Demand account.

o The link expires after 48 hours, so be sure to act fast!

o Ifyou did not receive an email invitation after completing the Help On
Demand training, check your spam folder to make sure it was not filtered
by your email provider.

» Select the link provided in the email to activate your account and follow the
instructions to begin your registration.

Note: If you actively participated in Help On Demand during PY 2018, you do not need to reactivate your
Help on Demand account. Your account is active and will remain active as long as you complete PY 2019
Marketplace training and registration with CMS. 9


mailto:noreply@bigwavesystems.com

Register for Help On Demand

Once you receive access to Help
On Demand, you will need to
complete the registration page.

Once you have entered your
information, review the BigWave
Systems Terms of Use and select
Sign-Up.

First Name:

Last Name:

Phone:

Phone Provider:

Preferred Contact Method:

Email:

Zip Code:

Username:

Set Password:

Repeat Password:

Email & Text ~
|:| | read and agree to BigWave Systems Terms of
Use

10



Log into Help On Demand

Log into Help On Demand through the BigWave Systems website,
www.bigwavesystems.com, with your username and password.

Log in

Username:

Password:
Forgot Username? Forgot password?

|:| Remember my username

11


http://www.bigwavesystems.com/

Update Your State Preferences

In the MLMS, you have the following four options to display your contact
information:

thﬂdikaallm contact information displayed for all states where | have a valid healtl nse,

| would like my contact information, except my street address, displayed for all states where I ha ve a valid health license
| would like all my contact information displayed but only for my home state

| don't want my contact information displayed and do not want to participate in Find Local Help or Help On Demand.

* Inthe MLMS, you have the option of displaying your contact information
for Find Local Help and Help On Demand in all HealthCare.gov states
where you have a valid license (options 1 and 2 above).

* You can also choose to display your information for your home state only
(option 3 above).

« Ifyou choose option 4 above, you will NOT be able to participate in

Find Local Help or Help On Demand until you update your settings
in the MLMS.

12



Update Your State Preferences

If you chose to display
your information in all
HealthCare.gov states
where you hold a valid
license in your MLMS
profile (Option 1 0r2in
the previous slide), you
have the option of limiting
your state preferences in
Help On Demand.

This field will default to
every HealthCare.gov state
where you are currently
licensed and have a valid
health line of authority.

Preferred
Contact Method:

Zip Code:

Proficient Languages:

State Preferences:

Email & Text 'V_

85001

Help On Demand

English -

| AK. AL AR, AZ, UT, WY | -

8 AK
® AL
o i &
8 A7
® UT

Wi
o WY



Set Your Help On Demand Availability

After completing your profile, you must set your availability for Help On
Demand. This step is critical for both you and consumers.

Help On Demand provides three

different ways for you to set your L e o

availability: St it

1) By setting standard Hours of e ==
Availability for each day of the - —— ' -
week = s : S

2) By allowing you to manually o s - : =
override your schedule using the . mcmerm -
Today’s Availability button S

3) By setting Extended or i R :
Indefinite absences for your T et

time out of the office

14



What Does the Consumer See?

« Consumers can request assistance from Get help now!

a Marketplace-registered agent or e ™

usually paid for by insurance companies.

broker using the Help On Demand tool ity e e i e 8 strloraedsgre ke

registered with the Marketplace who will contact you by email, text, or phone to help
wou enroll

availab 1 e O n H e alth C are ° gOV. Do MOT click "Submit” if you dont agree to this condition and those listed below.

Please fill in your contact information below.
ALL FIELDS ARE REQUIRED.

* Consumers will be redirected from
HealthCare.gov to the Help On Demand o
landing page, where they will be asked S
to enter their: catpone

First name:

Zip Code:
o Name _
City: T

o Contact information preerred Lancusge:  Encien v
o Location
o Language Pl 3 e s e et or e e o iy O s

and brokers. Please review our Terms v for information on how

Help On Demand identifies the agent or brolvarwm w1l COMaCt you.

O Preferred Contact methOd Your phone provider's regular rates for calls or texts apply. Calls or texts may use an

automated dialing system, but you'll speak live to an agent or broker. By submitting
o . o . ‘this form you agree to be contacted by an agent or broker, so you may receive these
« Afterselecting Submit, they will receive S L S
) Don't click "Submit” if you don't agree to all conditions above, as well as those
described in our Terms of Use /Privacy Policy.

a pop_up nOtification that an agent Or Using this service is not a condition of obtaining health insurance through the:

Marke‘l:plaoa For application assistance without using Help On Demand, go here:

broker will contact them shortly. S

alstufl\.ﬂarhetplac&regstered genl.; brokers, and other assisters inyour area.
go here: https.flocalh ealthc

15



Working with Consumers using Help On Demand

Receive Referral

After you register with
Help On Demand, you
are eligible to receive
referrals from
consumers seeking
assistance via Help On
Demand.

Accept or Reject

Log into the BigWave Connect with Consumer
Systems App or desktop

site to accept or reject the
referral.

Reach out to the consumer within 30
minutes to offer help with the eligibility
and enrollment process.

Accept the referral in order
to help enroll the
consumer in coverage.

Depending on your
preferred contact
method, you will
receive a text, email,
and/or app notification
when you are matched
with a consumer.

Update the referral’s status in Help On
Demand:

Reject the referral if you
are unavailable to help.
This allows the consumer
to be matched with
another available agent or
broker.

Delayed: If you left a message and are
waiting to connect

Referral Completed: Eligibility and
enrollment in Marketplace Qualified
Health Plan (QHP) or referred to a state
Medicaid agency where applicable

You only have 15
minutes to respond, so
act fast!

You will not be penalized

for rejecting a referral. Not a Good Referral: Wrong phone

number or not interested

16



Accept or Reject Help On Demand Referrals

When you receive a referral notification, you must accept or reject it
within 15 minutes.

You will not be penalized for rejecting a referral.

— Rejecting referrals when you are not able to assist ensures that
consumers can quickly get the help they need.

— By selecting “Reject,” you are immediately sending the referral to the
next available agent or broker in the queue.

— This allows another available agent or broker in the area to accept and
quickly connect with the referral.

It is important that you respond to notifications as quickly as possible, so we
recommend that you select Email and Text or Email and App Notification as
your preferred contact method on your Help On Demand profile. Receiving
notifications via Email Only can cause delays and lost referrals.



Update Referral Status in Help On Demand

Asyou assist the consumer, be sure to update the status on the Manage Leads page. Help On
Demand has the following, simplified referral statuses for reporting and tracking:

Accepted: You have accepted the referral in
Help On Demand.

Rejected: You have rejected the referral
because you were not available to assist.

Delayed: You are experiencing delays
helping the consumer (e.g., left a message,
waiting on eligibility determination).

Not a Good Referral: You are unable to
assist the consumer (e.g., they are Medicaid
eligible, provided incorrect contact
information, or are working with another
broker).

Referral Completed: You have successfully
completed your interaction with the
consumer, who has selected a QHP or other
non-marketplace coverage, or has been
referred to another entity for assistance.

Referral Detail

Status:
First Name:

Last Name:

Preferred
Contact Method:

Phone:
Cellphone:
Email:

ZIP Code:

Preferred Language:

Accepted ‘T‘

Accepted
Accepted
Delayed
Referral Completed
Not a Good Referral
Cellphone w

(626) 484-0468

97710

English

18



Best Practices for Interacting with Consumers

through Help On Demand

When you receive a referral notification, you must accept or reject it
within 15 minutes.

You will not be penalized for rejecting a referral. Rejecting the referral
immediately sends the consumer to the next available agent or broker
in the queue. This allows another available agent or broker in the area
to ensure that consumers can quickly get the help they need.

It is important that you respond to notifications as quickly as possible,
so we recommend that you select Email and Text or Email and App
Notification as your preferred contact method on your Help On
Demand profile. Receiving notifications via Email Only can cause
delays and lost referrals.

Maintain your Availability Settings in your Help On Demand profile so
that you only receive referrals when you are ready to connect with
consumers.

19



Best Practices for Interacting with Consumers

through Help On Demand (Continued)

Contact the consumer as soon as possible after accepting a referral,
preferably within 15 minutes of accepting his or her request. If you
know that you are unable to promptly connect with a consumer, you
should reject the referral so it can be reassigned to the next available
agent or broker in the queue.

If a consumer does not respond to your initial phone call or email, you
are encouraged to make three attempts to connect with that consumer.
However, we understand that sometimes the consumer cannot be
reached or may have provided incorrect contact information. In that
instance, you should update the referral status in Help On Demand to
“Not a Good Referral.”

Following these best practices will not only help you make the most of
your participation in Help On Demand but will ensure that consumers
are quickly matched with an agent or broker who can help them enroll
in coverage.

20



Additional Resources

For further resources Visit the Help On Demand
Overview located here:

You may also view Tips for Maximizing Your
Participation in Help On Demand here:

For questions about Help On Demand, email the
FFM Producer-Assister Help Desk here:

Help On Demand
Overview

Tips for Maximizing
Your Participation

Questions about
Help On Demand

21


https://www.cms.gov/CCIIO/Programs-and-Initiatives/Health-Insurance-Marketplaces/Downloads/Help-On-Demand.pdf
https://www.cms.gov/CCIIO/Programs-and-Initiatives/Health-Insurance-Marketplaces/Downloads/Tips-Maximizing-Participation-Help.pdf
mailto:FFMProducer-AssisterHelpDesk@cms.hhs.gov

CENTERS FOR MEDICARE & MEDICAID SERVICES

Consumer Outreach

Circle of Champions
Eligibility and
Benefits
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Join the 2019 Circle of Champions!

The Circle of Champions recognizes high-performing agents and brokers
based on number of consumer enrollments in medical plans* during PY
2019 Open Enrollment.

Only agents and brokers who have completed Marketplace registration
requirements for PY 2019 are eligible.

-

-y

* Completed active enrollments only; auto re-enrollments do not count. Anticipated timeframes for

data pulls are mid-November, early December, and early January. .



2019 Circle of Champions Levels

Initial Level: Enroll at least 20 Elite Level: Enroll 100 or more consumers
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Marketplace Innovator Level

5000+
enroliments =
Marketplace

Innovator

For the PY 2019 Open Enrollment
period, CCIIO is introducing the
Marketplace Innovator level to
recognize partners (both issuers
and web-brokers) who have a high
level of enrollment activity.

Web-broker and issuer partners
(tracked by Partner ID) who enroll
5,000+ individuals via the
Marketplace’s Private Partner
Website will join the Marketplace
Innovator Circle of Champions
level.

25



Benefits of Joining the Circle of Champions

Badge for 20-99 Enrollments
CERTIFICATE

OF RECOGNITION
Elite Badge for 100+ Enrollments

This certificate is proudly presented to

Elite Plus Badge for 500+
Enrollments

In appre: of yo go g ontribution and su

during th 2017 He: lthl e Marketplac: Op

E llmetTla.nktyu.lh dwoky 1 have increase
s to health care and made a lasting positiv elm‘pct

on your communi ty

Health Insurance MarketplaceS™

» Receive exclusive Circle of Champions marketing materials (e.g., certificate of
acknowledgement, badge for your webpage and/or email signature, and
customizable press release).

« Stand out from your peers by showcasing your expertise.

* Notify clients and potential clients that you are an enrollment expert.
26



CENTERS FOR MEDICARE & MEDICAID SERVICES

Consumer Outreach

How to Ensure
HealthCare.gov | Find Local Help Consumers Can Find
You via Find Local
Help
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How Consumers Use the Find Local Help Tool

The Find Local Help tool is designed to help consumers find agents and brokers
who will assist them with their application for coverage in the Marketplace.

To use the Find Local Help tool to find help in their area, consumers simply
search by city and state or ZIP code to view a list of local organizations (assisters)
and/or individuals (agents and brokers) who can help them apply, pick a plan,
and enroll.

HealthCare.gov | Find Local Help

Find Local Help

Enter city & state or ZIP code

I Example: Boise, ID or 60647 | Continue

(5. \-
3 4 "
& k. or Use your current location
Il not store your location information:

28



Find Local Help Search Results

After entering their city and state or
ZIP code, consumers see a list of
results with contact information, and
can click on More details to see
office hours, and types of help
offered, such as non-English language
support, Medicaid or Children’s
Health Insurance Program, and Small

Business Health Options Program
(SHOP).

* Note: Special services and
language or interpretive services
ONLY apply to assisters.

* The information for each result is
displayed as a contact card, which
can be downloaded on a mobile
device or computer and printed.

Showing 10 of 285 resulis near WESTERVILLE, OH 43081 (Change lecation!

0 Agent Name

A gent or Broker E: I yeair of service|

Agent Phone

Agent Email

Download contact

© Agent Name

[[Azent ar Broker | E year of serice|

Agent Phone

Agent Email

Download contact

° Agent Name
[[Agent or Broker | I yesr of senvice|

Agent Phone

Agent Email

Download contact

Address

Agent Address

Address
Agent Address

Agent Address

1.3 miles away

A map shows
the local
results in
relation to the
consumer’s
specific
location.




Filtering Find Local Help Search Results

 First time users see HealthCare.gov | Find Local Help Login | Espafiol
definitions of
agents/brokers and Find someone nearby to help you apply.
assisters displayed
as a drop-down

m Assisters
resource.

Get free enrollment help from Assisters or Agents/Brokers. How to choose:

* Trained and registered by the Marketplace; licensed in * Trained and certified individuals
[ Consumers can e SEEE * Help you apply and enroll in a health plan with savings
* Paid by insurance companies whose plans they sell or apply for Medicaid/Children’s Health Insurance
fllter the reSUItS * Required in many states to act in & consumer's best EEE I
interest * Required to provide fair, impartial, and accurate
page by Coverage » Can refer customers for Medicaid/CHIP help information

® Statewide assistance may also be available

type and whether
they seek help

Want an agent or broker to contact you? ~
from an agent and

Use the Help On Demand service to connect with a licensed agent or broker who can help you complete your application and enroll
br()l(er and/or in a Marketplace plan. Get started

assister.

Coverage type

Individual or Family w

Filters

Agent or Broker (%) ‘ ‘ Assister (%) ‘ show all

30



New Enhancements to the

Find Local Help Tool

Health Cure.g::ru' | Find Local Help Login | Espaiiol

Find someone nearby to help you apply.

« See all results

+ Maxtown Rd
3.2miles away
Agent Name
| 'Qgent - Broker
Phone Agent Phone Mon 9:00am - 5:00pm EST
Email Agent Email Tue 9:00am - 5:00pm EST 0
Website  Agent Website Wed 9:00am - 5:00pm EST Westdale Ave
Address Agent Address Thu 9:00am - 5:00pm EST

Fri 9:00am - 5:00pm EST

ot [ e ;
i ]

* The service badge has been updated so that every agent and broker has a badge
reflecting the number of years of service he or she has been active in the FFM.

* Prior to this year, the service badge would only show if an agent or broker had
four years of experience and above. 31



New Enhancements to the

Find Local Help Tool (Continued)

* The Find Local Help tool Coverage ype
page has been redesigned [ ncuatorFamity v | Fer resules|
this year to utilize the CMS

design that iS more Assistance type Hours of operation
. . Agent or Broker (722) Assister (121) Day of the week
aeSthetlcally pleaSIHg for Licensed in multiple Statewide service (2) [] weekdays [J weekends
states (262)
consumers. e oty
.« o Minimum years of service

° IHlelduaIS Can alSO IlOW | —— " | |:| Before 9am |:| 9am-5pm |:| After 5pm

filter agents and br01<ers by Language or interpretive services Sﬂe;i:;fj:::::;mpaimd [ Ex-offenders

their minimum years of isu.gsg) °] oo oo

SerVice. [ Low-income [J ™ental healtn

. . L. Search by name [ seniors [ Young adults/students

« Additionally, individuals can | | | O urempioyea [ substance abuse

search for a specific agent or
broker by entering their first
or last name.

Clear filters Apply filters

32



Make Sure Consumers Can Find You on the

Find Local Help Tool

[f you want to appear on the Find Local Help tool, you first have to
identify yourself as an agent or broker for the Individual Marketplace,
SHOP, or both in your MLMS profile.

Please fill outthe following fields with your business and/or professional contact information. This information is required by CMS to maintain an
accurate agent/broker registration completion list

-Select One- hd

Only an Individual Marketplace Agent Broker

Only a SHOP Marketplace Agent Broker

Both an Individual and SHOP Marketplace Agent Broker
Notan Agent Broker

0 Business Profile
Tao save your profile information, please click "Save" below.

Save

33



Make Sure Consumers Can Find You on the

Find Local Help Tool (Continued)

*  You must then select one of the following options:

— “I'would like all of my contact information displayed for all states where I
have a valid health license.”

— “I'would like all my contact information displayed but only for my home
state.”

* To only appear on state searches and be seen towards the end of the search results
listings in your home-state (or ZIP code), select the following option:

— “I'would like all of my contact information, except my street address,
displayed for all states where I have a valid health license.”

Find Local Help and Help On Demand options

After you complete all CMS agent/broker registration requirements, vour professional contact information will be displayed on HealthCare, gov's "Find Local Help” featares.
Find Local Help is a tool accessible on HealthCare gov to enable consumers, small businesses, and small business emplovees to identify a local registered agent or broker to
assist them with the Federally-facilitated Marketplace, including the SHOP Marketplace,

Find Local Help and Help On -Select One- r
Demand options -Select One-
) | would like all my contact information displayed for all states where | have a valid health license.

| weould like my contact information, except my street address, displayed for all states where | have a valid health license.

SHOP W [weould like all my contact information displayed but only for my home state

. . - | don't want my contact infermation displayed and do net want to participate in Find Local Help or Help On Demand
Note: This section is only apfaewere o .,,._Eum o H“Pw""ﬁ?“mr..m e E‘?..mf.r.u.www. mm.fxr.,.m. ?.tmmuwmw. coaetW small employers to find and
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CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES

Making the Most of Your Marketplace Participation

Application ID: 107244483

¥ Privacy policy
¥ Contact information

3 Help applying for
coverage

4 Help paying for

5 Who needs coverage

o FAMILY & HOUSEHOLD

©  ADDITIONAL
INFORMATION

© REVIEW & SIGN

During This Open Enrollment Period

Help applying for coverage

Tell us if you're getting help from one of these people

Navigator

:Jz:i-i!jia;a)tpﬁ‘li:tsi:i:t::t:S::sronnel Wh e r e to I nS e r t YO u r N P N
None of these people O n Hea Ith Ca re ° g OV
First name Middle optional Last name Suffix optional App li C a t i O n S

Select...

® Agent or broker

Organization name optional 1D number optional

FFM User ID optiona/ NPN number

SAVE & CONTINUE
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Entering Your NPN

in the HealthCare.gov Application

* Through the HealthCare.gov
application screens, consumers will be
able to indicate if a professional, such
as an agent or broker, Navigator,
certified application counselor, or
other assister, has helped them
complete the application.

* When you assist consumers, this
Application Help section is where
they will enter your name and NPN.




Navigating and Completing the

HealthCare.gov Application Help Screen
« NEW for PY 2019 Open Enrollment:

HealthCare.gov
The streamlined (shorter)

HealthCare.gov Application Help ¢ Back
screen gives consumers the ability to
list multiple entities or individuals

Application help

WhO prOVide assistance (e.g.’ an agent Isa pro_fessional helpiﬂg yo_u com_plete your application?
. If a family member or friend is helping you, select “No."
or bI‘Oker and d NaVIgatOF) . Learn about professionals who can help with your
application.

* Only consumers should remove or O -

update this information on their O o

HealthCare.gov applications.

. Which type of professional is helping you?

 Ifanon-agent/broker has previously Select all that apply.

helped a consumer and the Navigator

application aHOWS more than one |:| Certified application counselor

entry point, do not remove the Agent or Broker

information without the consumer’s [ ] other assister

consent.
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HealthCare.gov Application Screen

While consumers will
now be able to indicate
if multiple
professionals assisted
them when using the
streamlined (shorter)
HealthCare.gov
application, they can
still only identify one
agent or broker.

Tell us about the navigator.

First name

Middle initial
Optional

Last name

Suffix
Optional

4

Organization name
Optional

ID number
Optional

Tell us about the agent or broker.

First name

Middle initial
Optional

Last name

Suffix
Optional

4

National Producer Number (NPN)




HealthCare.gov Application Screen (Continued)

Application ID: 107244483
s o Help applying for coverage

¥ Privacy policy

¢ Contoinfnnstcn Tell us if you're getting help from one of these people
When using the full ET Navigator
(longer) Healthcare gOV coverage Certified application counselor
1- . h . 4  Help paying for Non-Navigator assistance personnel

application, the coverage et
consumer will only be 5 Whaneeds coverage None of these peopl
able to indicate if one | o B

. . 0 FAMILY & HOUSEHOLD First name Middle optional Last name Suffix aptional
professional provided Seect.

. o ADDITIONAL
assistance. INFORMATION o
Organization name optional ID number optional

o REVIEW & SIGN

FFM User 1D optional NPN number

Note: Do not forget to ask your clients to include your NPN. This is a critical step in
completing the application in order for you to receive compensation for the enrollment.
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CENTERS FOR MEDICARE & MEDICAID SERVICES

Assisting Consumers with
Redeterminations and Re-enrollments

Help Desk and Call
Center Support
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Marketplace
Service Desk

Agent and Broker Marketplace
Help Desks and Call Centers

Phone # and/or
Email Address

1-855-CMS-1515

1-855-267-1515
CMS FEPS@cms.hhs.

gov

Types of Inquiries Handled

CMS Enterprise Portal password resets and account lockouts
Other CMS Enterprise Portal account issues or error messages
General registration and training questions (not related to a
specific training platform)

Hours
(Closed Holidays)

Mon-Fri
8:00 AM-8:00 PM
ET

Line

to access this line.

application
Individual Marketplace eligibility and enrollment issues

Login issues on the Direct Enrollment agent/broker landing Sat-Sun
page 10:00 AM-3:00
PM ET (October-
November only)
Agent/Broker FEMProducer- General enrollment and compensation questions Mon-Fri
Email Help Desk | AssisterHelpDesk@c Manual identity proofing/Experian issues 8:00 AM-6:00 PM
ms.hhs.gov Escalated general registration and training questions (not ET
related to a specific training platform)
Agent/Broker Registration Completion List issues
Find Local Help listing issues
Help On Demand participation instructions or questions
Report concerns that a consumer or another agent or broker
has engaged in fraud or abusive conduct
Direct Agent/ 1-855-788-6275 HealthCare.gov account password resets Mon-Sun
Broker Partner Note: Enter your NPN Special enrollment periods not available on the consumer 24 hours/day
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Help Desk Name

Agent/Broker
Training and
Registration Email

Agent and Broker Marketplace
Help Desks and Call Centers (Continued)

Phone # and/or
Email Address

MLMSHelpDesk@c
ms.hhs.gov

Types of Inquiries Handled

Technical or system-specific issues related to the
MLMS
User-specific questions about maneuvering in the

Hours
(Closed
Holidays)

Mon—Fri
9:00 AM—5:30 PM
ET

Help Desk MLMS site, or accessing training and exams

Small Business 1-800-706-7893 All inquiries related to the SHOP Mon-Fri

Health Options Employers and employees may also contact the SHOP 9:00 AM-5:00 PM

Program (SHOP) Call Center for assistance. ET

Call Center

Direct Enrollment DirectEnrollment@c All inquiries specifically related to becoming and/or Mon-Fri

Email Help Desk ms.hhs.gov operating as a direct enrollment web-broker in the 9:00 AM-5:00 PM
Marketplace ET

America’s Health support@ahipinsura All inquiries specifically related to the AHIP Mon-Fri

Insurance Plans
(AHIP) Training
Help Desk

nceeducation.org

1-800-984-8919

agent/broker training platform

8:00 AM-7:00 PM
ET

Sat
8:30 AM-5:00 PM
ET
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CMS

CENTERS FOR MEDICARE & MEDICAID SERVICES

Assisting Consumers with
Redeterminations and Re-enrollments

Agent and Broker
Resources and Key
Reminders
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Agents and Brokers FAQs Webpage

* The Agent and Broker FAQS for Agents & Brokers
Frequently Asl<ed Questions FAQS HOME RESCURCES FOR AGENTS & BROKERS AGENT & BROKER HELP DESKS
(FAQs) webpage provides

answers to commonly asked
questions about working in the
Marketplace, selling SHOP

.
Cove I‘a ge and help ln g your Welcome 1o the Agents and Brokers Fraquently Asked Questions (FAQS) wabpage. This page providas answis 1o commonly asked
) questions about working in the Health Insurance Marketplace, selling Small Business Health Oplions Program (SHOP) insurance, and
C lie nts e nro 11 in and maintain helping your clients enroll in and maintain their coverage,
. Questions are organized by category and can also be searched by typing keywords or parts of your question in the search bar above, Most
thelr COVe rage o questions and answers also include additional resources to help you when assisting your clients

To get started, use the search bar above or click on “FAQ Categories” above to find fraquently asked questions.

* FAQs are organized by category
and can also be searched by Quickly find answers to common
typing keywords or parts of your questions in the following categories:

. » Basic Information
question in the search bar. « Registration and Training

* Most FAQs also include * Helping Consumers
additional resources to help you omEehsation
.. ) PY * Direct Enroliment
when assisting your clients. « Privacy and Security

- SHOP
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Agent and Broker Resources

Primary outlet for agents and brokers to receive information about
Agents and Brokers working in the Health Insurance Marketplace; provides the latest
Resources webpage news and resources, including newsletters, webinars, fact sheets,
videos, and tip sheets

http://go.cms.gov/CCIIOAB

Agent and Broker Public list of agents and brokers who have completed Marketplace

. . . . . . - https://data.healthcare.gov/ffm ab
FFM Registration registration; used by issuers to verify your eligibility for o ; ;

. . . . . registration lists
Completion List compensation for assisting with consumer enrollments
Agent and Broker Searchable database that allows agents and brokers to look up N ——
Marketplace their Marketplace registration status with the NPN and ZIP Code bs: } -8

registration-tracker/

Registration Tracker saved in their MLMS profile for the current plan year

Tool available on HealthCare.gov that enables consumers to
search for a local, Marketplace-registered agent or broker with an

HinelLeelIsElp active licensure status in a valid health-related line of authority to https://localhelp.healthecare.gov/
assist with FFM enrollment
. . . https://www.cms.gov/CCIIO/Prog
A real-time consumer-assistance referral service that connects rams.and-Initiatives/Health-
individuals with Marketplace-registered, licensed agents and
Help On Demand Insurance-

brokers in their area who can provide immediate assistance with

Marketplace plan selection and enrollment Marketplaces/Downloads/Help-

On-Demand.pdf
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Agent and Broker Resources (Continued)

Resource Description Link

Agent and Broker NPN
Search Tool

List of Approved Health-
related Lines of Authority

HealthCare.gov

Marketplace Information

CMS Enterprise Portal

LinkedIn for Marketplace
Agents and Brokers

Enables users to search and find the correct NPN to enter in their
MLMS profiles and on Marketplace applications

Provides a list of valid health-related lines of authority for agents
and brokers

Official site of the Health Insurance Marketplace; used for
researching health coverage choices, eligibility, and enrollment

Official Marketplace information source for assisters and outreach
partners about Marketplace eligibility, financial assistance,
enrollment, and more

Provides access to the MLMS and allows users to request the FFM
Agent/Broker role; the MLMS provides the following functions:

+ Complete Marketplace Agent and Broker Registration and
Training

» Sign Marketplace Agent and Broker Agreements

* Access CMS-approved Vendor Training

Contains posts with announcements, new resources, upcoming
webinars, and more information for Marketplace agents and
brokers

www.nipr.com/PacNpnS
earch.htm

https://data.healthcare.g
ov/dataset/NIPR-Valid-
Lines-of-Authority-
List/wksa-kdpd/data

https://www.healthcare.g

ov/

https://marketplac
e.cms.gov

https://portal.cms.gov

https://www.linkedin.co

m/showcase/cms-ab
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Upcoming Activities

* The slides from this webinar will be available on REGTAP at
www.REGTAP.info and on the Agents and Brokers Resources webpage at
http://go.cms.gov/CCIIOAB in the coming days.

* Inaddition, this webinar will be available for on-demand training on

REGTAP.

* Join us for our last weekly webinar on Upcoming Webinar*
October 25 to help you prepare for the Mark your calendars.
PY 2019 Open Enrollment period. October 25 2-3:30 PM ET

o« CMS will host a series of Open—forum *Final topics for this session will be

office hour sessions for agents and announced prior to the webinar.

brokers during the Open Enrollment
period to offer you real-time access to
CMS experts who can answer your
questions.
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2019 Open Enrollment Period HealthCare.gov

Scheduled Maintenance Windows

Every year, CMS establishes scheduled maintenance windows that provide periods of time when CMS and its partners can make
updates or resolve issues. Maintenance will only occur within these windows when deemed necessary to provide consumers with a
better shopping experience. Consumer access to HealthCare.gov may be limited or restricted when this maintenance is required.
The purpose in scheduling these times is to minimize any consumer disruption. Like other information technology systems, these
scheduled maintenance windows are how we update and improve our system to run optimally and are the normal course of business.

In order to allow agents, brokers, and assisters to plan in advance of Open Enrollment, we are sharing the maximum potential
windows of scheduled maintenance on HealthCare.gov for the upcoming Open Enrollment period. Similar to last year, this
information is being provided in advance of Open Enrollment to accommodate requests from agents, brokers, and assisters.

It is important to note that these times are the maximum potential windows when consumer access may be limited if maintenance is
needed. As it has been in the past, CMS anticipates the actual maintenance periods will be shorter while we work to minimize
disruption for consumers. Last year, while HealthCare.gov had set a total of 60 hours as the maximum potential period of scheduled
maintenance during open enrollment, the site only used 21.5 hours.

Potential/maximum scheduled HealthCare.gov maintenance windows for this upcoming Open Enrollment period is:

* Thursday, November 1, 2018, early morning to make final preparations ahead of the start of the Open Enrollment period
* Sundays, 12:00 AM to 12:00 PM (maximum time allotted), except on December 9, 2018

This year’s scheduled maintenance windows are the same as last year’s. CMS plans to continue working with agents, brokers, and
assisters to ensure they have the information necessary to plan for Open Enrollment.

CIMS
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Acronym Definitions

AHIP America’s Health Insurance Plans

CCIIO Center for Consumer Information and Insurance Oversight
CMS Centers for Medicare & Medicaid Services

FAQs Frequently Asked Questions

FFM Federally-facilitated Marketplace

MLMS Marketplace Learning Management System

NPN National Producer Number

PY Plan Year

QHP Qualified Health Plan

REGTAP Registration and Training Technical Assistance Portal
SHOP Small Business Health Options Program
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