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Common Questions with External Engagement

• Best practice before submitting a ticket: Clear your cache and
cookies, and retry what you were testing to confirm it wasn’t a
fluke or a cookie/timeout issue.
– In Addition, it will take 24-48 hours for tickets to get to our team, and

another day to review and research the tickets.  Please be patient as our
team tries to research, recreate, and either resolve or refer your tickets to
another team.

– Please also pay attention to the CMS Issuer Communications for known
issues and workarounds.

• “Verification System is Down/Temporarily Unavailable”
– If you see this message (yellow screen on FFM Classic, Green Message on

App 2.0), the test data you are using is not matching with what the FFM
expects.  Please try the following:

• If in App 2.0 or FFM Classic, Omit the SSN and enter the application in FFM Classic.
• If you need to use an SSN, download a new set of test data to try in the End-to-End

Testing Materials folder: https://zone.cms.gov/document/issuer-ffm-end-end-
testing-materials-open-enrollment-fall-2016
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Common Questions with External 
Engagement

• Screenshots for “Verification System is Down”
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Open Enrollment 2017: Production Highlights for Week 1

• OE 2017 Now Live Since 7:00 AM Eastern Time: Thanks to all the DE Partners who are 
helping us get ready!

• Issues Investigated from Day 1:
– Resolved: Agent/Broker Login Issue: Earlier this morning (between about 8:10 – 9:20 a.m.

Eastern Time) there was an issue in production that prevented Agent/Brokers from successfully
logging into the environment (due to a re-captcha issue). This issue has been resolved since
approximately 9:20 a.m. this morning and Agent/Broker log-in to the FFM is once again available.

– In Process: Payment Redirect Issue Under Investigation: We are further investigating scenarios
in production around payment redirect where some consumers are receiving errors when
clicking the payment redirect button when using Plan Compare 2.0. We deployed a fix yesterday
that resolved some, but all not all of these instances. We are looking at a potential fix to deploy
later today. We will send a follow-up e-mail when we have confirmed and deployed a resolution.

Presenter
Presentation Notes
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Direct Enrollment--- Updates

KeepAlive URL Function Restored

Pre R32 Release 
• Keepalive URL was not being called from the FFM Classic resulting in potential 

ended sessions on DE Partner end 

Post R32 Release
• Code to call keepalive URL was restored in FFM Classic so that the DE Partner 

may continue side sessions
 Call will occur if there is a valid keepalive URL provided in active SAML sent 

to FFM, or is present in the DE relationship saved information for a non-
active SAML

 Calls to the keepalive will occur every 5 minutes once initiated on each 
Single Page Application (SPA)

 Keep Alive URL provided by DE Partner must be valid (Issuer’s Endpoint)
*If a call to the keepalive fails, further calls will not be performed for 

that SPA 
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Sample Keepalive in Active SAML
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2017 BAR Update

Wave 1 Batch Auto-Reenrollment (BAR) is nearly complete!
• All states using the FFM platform have received Batch 

Auto-Reenrollments as of 11/1/16
• Most issuers have received BAR enrollments for 

most of their members
• We ran previously-held family policies through BAR, but 

continue to hold a few small populations, including:
• About 10,000 policies that are being held from BAR while we fix an issue that 

may lead to certain tobacco rated policies reverting to the non-tobacco rate.
• About 3,500 policies that have Limited or Zero Cost Sharing AND are enrolled 

in Stand-Alone Dental (SADP) or Catastrophic plans are being held while we fix 
an issue that errantly applies the CSR to SADP and Catastrophic Plans 
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2017 BAR Update

2017 BAR has been very successful, with only a few issues to 
address:

• About 150,000 BAR policies sent before 10/23 with 0 APTC will be
re-run through BAR to restore APTC as early as November 2.
These transactions will generally be M834 transactions w EFT code
I834

• About 2,000 or so policies that lost their tobacco rate in BAR may
be re-run to restore tobacco (not likely before 11/21), though
issuers always have the option of using reconciliation to restore
the tobacco rate removed in error by BAR

• Alternate Enrollments are scheduled to be sent the week of
11/21/16

• Wave 2 is in December, when we will BAR 2016 enrollments created
after 10/11/16, and re-BAR policies that had 2016 updates after they
ran in October BAR (cancel carry forward begins late November)
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