I connecting Pennsylvanians to health coverage

**this meeting will be recorded for the purpose of taking minutes**



September 24, 2020



September 2020 Board Meeting

Agenda
e Preliminary Matters

e Questions on Standard Updates
o  Stakeholder Engagement
o  Technology and Operations

o Communications and Outreach
e Update on Pennie Ambassador Effort

e 2021 Open Enrollment Readiness Scenarios
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Standard Updates
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Questions on Standard Updates

e Stakeholder Engagement
e Technology and Operations

¢ Communications and Outreach




Update on Pennie
Ambassador Effort
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Ambassador Overview

Pennie Ambassador Next Steps

Cognosante + Pennie are partnering to:

° Build awareness and drive enrollments

° Support quick Ambassador ramp up starting October 1, 2020 and conclude January 15, 2021
° Complement current Assister resources by generating interest and leads

Specifically the Ambassadors will maximize enrollment and customer support via:

e 18 part-time team members averaging 15-20 hours per week

° Online lead capture tool which will be triage according to the customer’s preference
e Community events
[

Collateral and swag distribution, prioritizing areas with the highest uninsured rates

PROPRIETARY & CONFIDENTIAL ‘



2021 Open Enroliment
Readiness Scenarios
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Scenarios

1. Current Customer - Transitioning from healthcare.gov
2. New Customer - Mixed Eligibility Household

3. New Customer - Unsubsidized

4. Producers

5. Assisters
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Customer Experience

Transitioning from HealthCare.gov
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Current Customer

Transitioning from HealthCare.gov

Meet: Deb Ross

Background
o Age4d
e Blain, PA

e Married with 3 kids
e Part-time grocery store
clerk

Goals

e Making ends meet
e A better life

e Staying healthy

Frustrations

e Environment & Lifestyle
e Health conditions
e Technology
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Deb’s Pennie Experience
Data Migration & Autorenewal

HealthCare.gov

e Deb's 2020 PY record is included in a large file from CMS. This data
Is parsed and formatted to be inserted in the Getlnsured system.
The Gl/Pennie/UAT teams validate a sampling of records to ensure
this data is brought over correctly and that errors are addressed.

e The renewal process interrogates the 2020 PY records to determine
If they are eligible for renewal. This process is phased, with P
validations performed at each step. First, the 2020 PY records are Q““‘IQ
carried over to 2021 PY. These records then have eligibility p
redetermined and their plan selection applied. Those records that
are renewed have notices created (welcome and eligibili
appropriate times.
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Deb’s Pennie Experience

Customer Communications — Welcome to Pennie Postcard
« Delivered week of 10/5

Welcome to

pennie

to health coverage

Pennie is Pennsylvania’s official place to shop for, compare and
buy medical and dental insurance. It's the ONLY place that will
link you to financial assistance to lower your monthly payment
and/or out-of-pocket expenses, if eligible.

Coming from healthcare.gov? You'll now use Pennie to shop
and compare plans instead of the federal marketplace. When
shopping for plan coverage for 2021, you will now visit pennie.com,

and we will send you an access code for the account that has been
created for you. Also, keep an eye on your mailbox for notices from
healthcare.gov regarding this transition!

So long, healthcare.gov!
Open enrollment runs from
Nov. 1, 2020, to Jan. 15, 2021.

Take your next step to good health
and visit pennie.com today!

[APenniePA B3 PennieOfficial
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Deb’s Pennie Experience

Customer Communications — Transition to Pennie Invitation
« Delivered week of 10/26

Subject line: Take action to enroll in health coverage

Trigger: Invitation email prior to start of OEP to those users who were migrated from the FFM to the SBE

Dear Deb Ross,

Welcome to Pennie, Pennsylvania's new marketplace for health coverage! You are receiving this notice because you were previously enrolled

in health coverage through the federal HealthCare.gov marketplace. Pennsylvania is transitioning away from HealthCare.gov towards a fully operational

state-based marketplace, which will provide application, eligibility, and enrollment services for coverage beginning January 1, 2021 and beyond.

To support this transition, HealthCare.gov has provided Pennie with your current application and enroliment information. This information has been
used to create a new user account for you on the Pennie platform.

IMPORTANT!
Your Unique Access Code is: 3HGB39876BS

What should I do next?

Enroll in coverage by 1/15/2021
This year’s Open Enrollment Period takes place from 11/1/2020 - 1/15/2021, so you must enroll in coverage through Pennie during this time. For
coverage beginning January 1, make sure to enroll by December 15. If you enroll between December 16 and January 15, your coverage will start
February 1, 2021.
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Deb’s Pennie Experience

Information Migrated to Pennie

« Data Copiedtothe Pennie Platform:
° Most recent 2020 submitted eligibility application, regardless of status
o Most recent 2020 active submitted plan selection, regardless of whether it is
effectuated or not
o Agent/broker assignments from the most recent 2020 plan selection

« Data Not Copied to the Pennie Platform:
o Any information prior to 2020 plan year
o 2020 eligibility applications that are not the most recent submission
o 2020 eligibility applications that were not submitted
o 2020 plan selections that are not the most recent
o 2020 plan selections that were previously terminated or cancelled
o Any HealthCare.gov notices, customer service history, etc.
- Agent/broker assignment for a customer without an active 2020 plan selection
o Assister assignments
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Deb’s Pennie Experience
Deb’s Pennie Dashboard

o 2021 Eligibility Application Status

o 2021 Eligibility for Household

« Agent/broker assignment (if

My Stuff
# My Dashboard

9 My Applications

B My Eligibility Results
My Enroliments

= My Inbox

B My Tickets

& My Preferences

Quick Links

Q. Find Local Assistance

20

2021 Health Plan Autorenewal (if available)

2021 Dental Plan Autorenewal (if available)

We need odditional informafion documents to confirm some of the dota provided on your application. Click here
to uplood documents. f you hove already uploaded the relevant documents, please wait for the documents fo
be approved.

Hext Steps
You have successfully enrolled in health plans. If you'd like fo enroll in Dental Plans, please dick on the "Continue
Shopping’ button below.
Continue Shopping
Cwerview
Your Application Status [ ¥ouwr Cosa 1d is PAIDDDDO5A3 |
2021 Application Complete Yiew Application

For 5 members

Your Household Eligibility This eligibility is conditional. See more details to upload the required
documents.

Deb Ross Eligible for Qualified Health Plans View Details
Dan Ross

Danny Ross Edit Application
Dani Ross

Debbie Ross

Your Health Plans

Insurance Company
My Awesome Health Plan

For 5 members

Your Dental Plans
You will be able fo see your dental plon here once you have completed plan shopping.
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Deb’s Pennie Experience

Service Options

1) Pennie Customer Service
2) Pennie-Certified Assister
3) Pennie-Certified Broker
Found on the Pennie Platform, top right corner in Help & Support, Find Local Assistance:

A ~ Ot ote o | v + # ] 1 LY -
FFind Local Assistance at No Cost to You Search for a Certified Agent or Broker
oR
Search by location Search by Name
Zip code * First Name
Distance Last Name
5 ~
miles G (e
Languages
) . N Select an Option
Agents and brokers are licensed by Pennie Assisters belong to Enrollment
Pennsylvania's Department of Insurance and Entities, which include hospitals and not-for- -
s S E 2 S Search

have completed additional training to profit organizations from around the state

become certified with Pennie. Only an agent that have been trained by Pennie fo help you

or broker can make specific understand what options are available to

recommendations about which plan you you and your family. They cannot make

should buy. Note that some agents and specific recommendations about which plan

brokers may only be able to sell plans from you should buy.

specific health insurance companies.

FIND A PENNSYLVANIA ASSISTER NEAR
FIND A PENNSYLVANIA CERTIFIED YOU
AGENT OR BROKER NEAR YOU
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Customer Experience

New Customer — Mixed Eligibility Household
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Customer

New Customer, Mixed Eligibility Household

Meet: Amy Kim

Background

Age 40

Fox Chapel, PA
Married with one
child (age 5)

Ride Share Driver

Goals

Improving work-life
balance

Keeping family &
herself healthy

Frustrations

COVID-19
Financial
Health challenges
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Amy’s Pennie Experience

Earned media & Traditional media

NEWS

State announces launch of new health insurance
marketplace

000000
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Amy’s Pennie Experience
Unique Out-of-home — Grocery carts & Pharmacy hand sanitizer

|
Rear: HEO" X W11~ g XWI : AW 1 Left side: HaB"XW 117

: - |
pennie |
| getsPAcovered.

pennio.cem
|
I

: way to hop for heolth
coverage in PA.

o | | omwesw [ ]| e |

penmc "
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Amy’s Pennie Experience

Digital Ads - Social, Streaming, Paid Search

pennie

So long, healthcare.gov.
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Spanish Advertisements

estan cubiertas.
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Amy’s Pennie Experience
Visits pennie.com

B Broker / Assister Log In

-
" connecting Pennsylvanians to health .
pQ““lc coverage Learn

Welcome to Pennie™
We?

Whether you’re shopping for health insurance for the first time
or just looking around, Pennie™ can help you find the right
plan for your healthcare needs.

here to help.

New to Pennie? Ready to shop?

Q Ssearch & Customer Log In

Shop ~ Connect Get Covered

pennie.com/shop

8 Broker / Assistor Log In

pell“ Q connecting Pennsylvanians fo health coverage

N

shop with Pennie

Pennie, the health insurance marketplace for Pennsylvania residents, lets you
easily compare different insurance plans. Once you find a plan you like, you
just apply, enrell, pay and you're covered!

1) Compare plans and get a quick quote
2) Apply for coverage

3) Picka plan

4) Pay your first menth’s premium

5) You're covered!

Lea

“

Q Soarch & Customerlog In

n - Shop ~ Connect Get Covered

Learn how to shop and compare plans, and what fo look out for.

pennie.com/learn

B —— Q Search

-
I)Q IMIRIQ  connecting Pennsylvanians to health coverage Learn ~ Shop ~ Connect Get Covered

Pennie 101

Welcome.
Let’s get you familiar
with Pennic

you the right coverage

Pennie is the only place that will link you to financial assistance to lower your
monthly payment and/or out-of-pocket expenses

pennie.com/connect

B Broker / Assister Log In Q search & Customer Log In

.
le‘ le connecting Pennsylvanians to health coverage Learn ~ Shop ~ Connect Get Covered

Connect with us

Connect with Pennie

Whether you're shopping for health insurance for the first fime or just looking around,
Pennie can help you find the right plan for your healthcare needs.

When you have questions, we have answers. Let's work together fo et you the right
coverage.
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Amy’'s Pennie Experience Helpful video tutorials

Welcome to Pennie How to Enroll

ennie

connecting Pennsylvanians fa health coverage

Financial Assistance

oo
e
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Amy’s Pennie Experience
Amy clicks Get Covered to visit the Pennie Platform

B Broker / Assister Log In Q Search & Customer Log In

- .
y connecting Pennsylvanians to health
pQ “ “ l Q v Learn ~ Shop ~ Connect Get Covered

Welcome to Pennie™

We're here to help.

Whether you're shopping for health insurance for the first time
or just looking around, Pennie™ can help you find the right
plan for your healthcare needs.
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Amy’s Pennie Experience
Amy decides to shop anonymously

-
p e “ “ l Q connecting Pennsylvanians to health coverage Login Help & S

Connecting Pennsylvanians to health coverage.
Pennie is the only place that you can apply for financial help to lower the cost of your menthly premiums and out-of-pocket costs for health insurance.

LET'S GET STARTED

Browse for health & dental plans

Shop first, sign up later.

;’ : ' Register with access code

Use your access code to register for a new account.

Log in to existing account

If you already have an account, log in here.
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Amy’s Pennie Experience
Amy inputs some quick info

Find Out How Much Insurance May Cost

In this seckion: where do you live?

M kebals marked * ore required.
Entar ZIP Codia: +

B The cost of haalth and 15215 Allaghary
deniol nsurance depends on
whera you live, how many
people are in your
housahold, and incoms.
B You can view your selected wha is in your hous id and do i i &
fovarite health and dartal
plans for covaroga year 203
froam shart of opan
anrollmant. Mambars Birthdota* Tobacooo Use Hotive Amaricon ‘Seaking
Covarogo
& 0472571976 o o ]
& Spousa o o - Ra
04/ 25976 e
& Chid D/ 2 S o /1 Remiova

+ Dapandant

Check to see if your household income qualifies you for kewer costs.

Annual Tax Household Income: S ‘Saa if You Qualify for Sovings

Entar the opproximate annual income for your tax housabold. This will be usad to determine aligibility for
potential cost-saving progroms. I you are not inferasted in these programs and want to siew plans ot full prica,
click BROWSE PLANS.

Skip and Sign ug
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Amy’s Pennie Experience

Visits pennie.com, clicks Get Covered, and starts to shop anonymously before starting the application

SORT BY

® Expense Estimate
o] Monthly price
O Deductible

O Out-of-Pocket (OOF) Max

FILTER BY

PLANTYPE
Oero
O umo

Oprpo

PLAN FEATURES

0 HsA qualified
eligible for Health Savings Account
(HSA)

METALTIER

O platinum
highest premiums, lowest deductibles

O Gold
higher premiums, lower deductibles

O silver
lower premiums, higher deductibles

O Bronze
lowest premiums, highest deductibles

DEDUCTIBLE

O 52500 and less
[m] 45000 and less
O $7500 and less

O $10000 and less

LOWER EXPENSE

UPMC HEearTH PLaN

UPMC Advantage Bronze $7...

ERONZE EPO

OFFICE VISITS $50

GENERIC DRUGS $30
DEDUCTIBLE 57400
DOP MAX 58150

[0 compare DETAILS  ADD M

LOWER EXPENSE

“TIGHMARK &
Together Blue EPO Bronze...

BRONZE EPO

OFFICEVISITS 40%
GENERIC DRUGS $0
DEDUCTIBLE S$7500 /S0
COPMAX $7300

[J COMPARE  DETAILS  ADD

LOWER EXPENSE

“HIGHMARK U
Together Blue EPO Bronze...

ERONZE EPO

OFFICE VISITS
GENERIC DRUGS
DEDUCTIBLE
OOP MAX

0%
0%
$7900
$7900

[J COMPARE DETAILS  ADD

LOWER EXPENSE

UPMC HealTH PLAN

UPMC Advantage Bronze $7...

BRONZE EPO

OFFICEVISITS $50

GENERIC DRUGS 530
DEDUCTIBLE $7400
OOP MAX $8150

[J COMPARE  DETAILS ADD M

LOWER EXPENSE

“HIGHMARK ¥
Together Blue EPO Bronze...

BRONZE EPO

OFFICE VISITS $60

GENERIC DRUGS 40%
DEDUCTIBLE $3900
O0P MAX 87900

[JcoMPARE  DETAILS ADD

LOWER EXPENSE

UPMC HealTH PLAN

UPMC Advantage Bronze $7...

BRONZE PPO

OFFICE VISITS  $50

GENERIC DRUGS $30
DEDUCTIBLE $7400
QOP MAX 58150

[JCOMPARE  DETAILS ADD ™

« Amy feels she could use
some help and calls Pennie
Customer Service
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Amy’s Pennie Experience

Call Center IVR & Customer Service
Options ensure customer is in right place before speaking to a human.

« “Hi! Thanks for calling Pennie — connecting Pennsylvanians to health coverage”
» To continue in English, press #1, Spanish press #5, other languages press #8
* Next menu options listed, Deb chooses to speak to Customer Service Rep, presses #7

CSR: Thank you for calling Pennie. My name is Jennifer. How may | help you?
Amy: ['d like to have someone help me through the application and enrollment process

CSR will assist in helping Amy navigate the process or in finding an assister or broker to help. How
Amy’s is assisted is entirely her decision.
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Amy’'s Pennie Experience

Amy starts her application

Find Out How Much Insurance May Cost

In this section:
All lobals marked * ore required.

8 The cost of health and
dental nzurance depends on
whera you live, how many
people ana in your
housahold, and incomsa.

B You can view your solectod
fovarite haalth and danial
plans for covaroge year 2031
froam shart of opan
wnrollmant.

where do you live?

Entar ZIP Coda: + L] Allaghany

whao is in your household ond do they need coveroge?

Mombars Birthdota* Tobocooo Use Maotiva Amarican Seaking
Coweroge
& ou 04/20M1576 o o L]
& Spousa 04/25M1976 o o L] Ramowva
& Chid D4/25/ 2015 o o Ramova

Check to see if your household income qualifies you for loewer costs.

Annual Tax Household Incomec S Soo F You Cualify for Savings

Entar the opproximaie onnual income for your tax housahold. This will be used to determine aligibility for
potential cost-sawing progroms. If you are not inferested in these programs and want to view plans ot full prica,

click BROWSE PLANS.
Skip and Sign up

Primary Contact Information

Primary Contact Name

First Name™ | Amy
Middle Name | Enter Middle Name
Last Name* | Kim
Suffix | suffix

Month  Day Year

Date of Birth* | o6 27 1980

Email Address™ | gkim@yopmail.com

Send me important alerts to this email address.




2020 September Board Meeting

Amy’'s Pennie Experience

Amy fills out application

™ . '.'. by o A T g 4 Y
Primary Contact Home Address H‘vlp Pc:l.‘_ mg for Covel agce

Address 1* | 115 Quarry Rd
You may be eligible for free or low-cost coverage, or financial assistance that will lower your

monthly premiums right away.
Address 2 | aAddress 2

Do you want to find out if you can get help paying for health coverage?*
City" | Hummelstown @® Yes. (You will have to provide income information to see what you may qualify for.)

O No. (You will pay full cost for Pennie health coverage.)

*

Zip* | 17036

State* | pennsylvania M

County”™ | Dauphin v
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Amy’'s Pennie Experience

Amy applies for coverage on behalf of herself, her husband, and her child

Casey Kim . . .
Household Relationship Details

Are you seeking coverage?* ® Yes O No
Here are the 3 members in your household. Please answer the following questions to help us establish

everyone's relationship to each other.
First Name* | Casey

1. Amy Kim
Middle Name | Enter Middle Name 2. Casey Kim
3. Andy Kim
Last Name* | Kim
Suffix | suffix ~ 1. How is Amy Kim related to the other household members?
Month  Day Year Amy Kim is Casey Kim's* | spouse v
Date of Birth* | p9 23 1981
Amy Kim is Andy Kim's* | pgrent (father or mother) hd

2. How is Casey Kim related to the other household members?

Andy Kim .. -
Y Casey Kim is Andy Kim's Parent (father or mother) v

Are you seeking coverage?* Yes Q No
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Amy’s Pennie Experience

Amy fills out application

Income Sources

Income of Amy Kim

People can earn income in many ways. After you tell us about your current income we will help you estimate

income for all of 2021 so you can tell us if you expect changes.

Job Self Employment Retirement
Pension Social Security Benefits Capital Gains
Rental or Royalty Farming or Fishing Unemployment
Alimony Received Investment Other Income
Scholarship

Add another type of income or continue to review a summary of your current income.
Income Type Amount Frequency

Job $32,580.00 Yearly Edit | Remove

Amy Kim's income summary Edit

Amy Kim's total income in 2021

$32,580.00

Current income

Income Source How much How often

Job (Uber) $32,580.00 Yearly

Current monthly income

$2,715.00

This is based on your income sources above. We add them together for a year based on how
often you get each type, and then divided by 12 for a monthly amount

Mcdicaid CHIP Denial Information

Were any of these people found not eligible for Medicaid or CHIP in the past 90 days?*
O Amy Kim
C] Casey Kim

(O Andy Kim

None of the Above
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Amy’'s Pennie Experience

Amy fills out application

Disability Information

Do any of these people below have a physical disability or mental health condition that limits their ability to
work, attend school, or take care of their daily needs?*  Learn more

O Amy Kim

O Casey Kim

O Andy Kim

None of the Above

Do any of these people need help with activities of daily living (like bathing, dressing, and using the
bathroom), or live in a nursing home, or other medical facility?*

O Amy Kim

O Casey Kim

O Andy Kim

None of the Above

Summary

Household Members

Name
Amy Kim
Casey Kim

Andy Kim

Relation

Self

Spouse

Child (son or
daughter)

Date of Birth

06/27/1980

09/23/1981

04/09/2015

Seeking
Coverage
Yes Edit
Yes Edit
Yes Edit
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Amy’s Pennie Experience
Eligibility
- Amy and her husband are eligible for a QHP with APTC & CSR
- Her child is eligible for Medicaid

2021 Eligibility Summary

Based on your application, members of your household are eligible for:

~/ Qualified Health and Dental Plans

v/ Advanced Premium Tax Credit of up to $920.00 for your household to lower your monthly insurance

premium.

v/ Potentially eligible for Medicaid

Medicaid and the Children's Health Insurance Program (CHIP) provide comprehensive free or low cost coverage
for those who are eligible. The Pennsylvania Department of Human Services (DHS) will now review your

application. DHS will send you a notice with information about your eligibility for these programs.

Detailed eligibility for each household member is listed below. Click on the 'Go to Dashboard' button for the next

steps to enroll in a plan.
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Amy’s Pennie Experience
Eligibility — Action needed

Eligibility Results for household members
Household Member Eligible for the following
Qualified Health and Dental Plans

Amy Kim Advanced Premium Tax Credit
Cost Sharing Reductions

Qualified Health and Dental Plans
Casey Kim Advanced Premium Tax Credit
Cost Sharing Reductions

Potentially Medicaid eligible
Andy Kim Not Eligible to enroll in a Qualified Health

or Dental Plan

Action needed

Documents Required

You have 105 days to submit required documentation to

confirm your eligibility.

Documents Required

You have 105 days to submit required documentation to

confirm your eligibility.

No action needed.
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Amy’s Pennie Experience
Eligibility — Next Steps

documents.

Household members that are eligible for Medicaid/CHIP should contact Pennsylvania's Department of

Human Services for questions regarding their Eligibility and Enroliment. Please call 1-866-550-4355 for any
further questions.

Amy Kim Advanced Premium Tax Credit View Details
Casey Kim $920.00 per month ] o
One or more members of your Edit Application

household are eligible for Cost
Sharing Reductions

Andy Kim Potentially Medicaid eligible Not eligible to enroll in a plan on the
exchange
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Amy’s Pennie Experience

Resolving Conditional Eligibility

Eligibility conditional when
customer application does
NOT match federal data
services hub

Customer can enroll while
conditionally eligible

Up to 90 days to confirm info
before customer impacted

Impact could be loss of APTC
or termination of coverage

(depends on the type of data
inconsistency)

Welcome, Amy Kim

My Stuff
@ My Dashboard
©® MyApplications

# My Eligibility Resuits

207

You have 40 days left to enroll or change a plan.

‘We need addifional information documents fo confirm some of the data provided on your application. Click here

W ErrOmenT ;gmgl:?dm . f you have airsady uploaded the relevant documents, please wait for the documents fo
B My Inbox
\ My Tickets Next Steps
jplication and confirmed life event _ Please dick on the button below to
2 need gdditiopgl information doourments fo confirm some of the data provided on your application. Click here
uplood documents@if you have alrecdy uplooded the relevont documents, please wait for the documenits to
b opproved. I
Complete View Application

Your Househald Eligibility This eligibility is conditional. See more details o upload the required
documents.

A

Household members that are eligible for i ‘contoct ia's Department of

Human Services for questions regarding their Eligibility and Enroliment. Pleose call 1-866-550-4355 for any

b i

Your Househald Eligibility This eligibility is conditionc > upload the required e

documents.

Housshold members that are eligible for Medicaid'CHIP should contoct Pennsylvania's Department of
Human Services for guestions regarding their Eligibility and Enrcllment. Pleose call' 1-800-###-### for any

further questions.

ligible Nt eligible fo enroll in a plan on the
exchange
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Amy’s Pennie Experience
Resolving Conditional Eligibility

Each household member  Amvkm©
will have their own issues __Coserkm®@

[

Andy Kim D

Applicant Verifications

‘We weren't able to verify the informofion provided in your applicaftion with data available from one or more Stote ond Federol data
sournces. If you're enrclled in a plapfoc wich #o enroll in a plan), it is important for you to uplood the docwments supporting the

i & information thot needs supporfing documents is indicated below os "Mot Verified®
gocuments. You will be nofified once the documents are Accepled or Rejected.

Ho ocfion is needed if you hove upiaog

Due date for resolution

ltems already verified (by

A 4

federal hub or customer
documentation upload)

ltems requiring action
(e.g. customer document
upload)

IMPORTANT: You could lose your insurance or financiol assisfance If you miss the deadline, you could kose your health coveroge or
sovings. Submit the documents os soon os possible. You can submit documents cnline or by mail. But uplooding is the fostest ond
easiest way to get them fo ws.

MNon-ESI Minimum Essential Coverag Verified) &

Residency (Verified) ®

Q Income (Mot Verified) @

@ Social Security Number (Mot Verified) @
3 Death  (Not Verified) &

© Citizenship ' (Mot Verified) @ I

& Incarceration Status  (Not Verified) O

Minimumn Essential Coverage (Verified) &
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Amy’s Pennie Experience
Resolving Conditional Eligibility

Click on a “Not Verified”
item to get more
information, including
information on the types of

Mon-ESI Minimum Essential Coverage  (Verified) &

Residency (Verified) &

Q Income (Mot Yerified) O

© Social Security Number  (Not Verified) ©

© Death (Mot Verified) O

& Income (Mot Verified) @

Verified)

We could not verify Amy Kim's Income entered on the applicafion. You enferad: $32580. If this is incorrect,

correct it and resubmit your application. If this is correct, upload supporting Verification Documents here.

Learn more ubﬂulﬁppmuﬂd Yerification Documents I

documentation the
customer can provide

Upload appropriate

Select Document Type *  __ Documents that confirm your yea rI

Choose Document fo Upload: | Choose File

document and click Submit

Contact Center staff will review
documents and approve or
reject.

o Notice will be provided to customer with
reason for rejection.

5 (Not Verified) O

rage (Verified) @
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Amy’s Pennie Experience
Medicaid/CHIP Account Transfer

Andy was assessed likely eligible for Medicaid

Medicaid and the Children's Health Insurance Program (CHIP) provide comprehensive free or low cost coverage

for those who are eligible. The Pennsylvania Department of Human Services (DHS) will now review your

application. DHS will send you a notice with information about your eligibility for these programs.

Pennie will transfer application to Medicaid to
confirm eligibility

Medicaid will review the application and contact the
customer directly with either a confirmation or

denial of eligibility.
o If Medicaid eligibility is denied, Medicaid will send the application back to

Pennie. Pennie will re-run eligibility for a QHP and notify the customer of t
new eligibility determination.
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Amy’s Pennie Experience

Pennie Dashboard

Welcome, Amy Kim
My Stuff

# My Dashboard

©Q My Applications

My Eligibility Results

My Enrcliments

= My Inbox

B My Tickets

B My Preferences

Quick Links

Q. Find Local Assistance

2021

@ You have 40 days left to enroll or change a plan.

We need additional information documents to confirm some of the data provided on your application. Click
here to upload documents. If you have already uploaded the relevant documents, please wait for the
documents to be approved.

Next Steps

You have successfully completed your application and confirmed life event . Please click on the button below to

Shop for Plans

start shopping.

Overview

Your Application Status [ Tour Cose Id s PAT100001401 )

2021 Application Complete View Application
For 3 members

@
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Amy’s Pennie Experience
Number of plans available and total APTC/CSR

4 Back to preferences

Available Plans==" 6 Heaiih Plane

Estimated Monthly Savings COST-SHARING REDUCTIONS

Ava I | a b | e A pTC $920.00/month For Casey Kim, And Amy Kim in ZIP code 17036. csR ©  You qualify for cost-sharing reductions.
Coverage will start on 01/01/2021

Availability of
Cost Sharing Reduction (CSR) Plar
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Amy’s Pennie Experience

Shopping for Plans

SORT BY

® Expense Estimate
) Menthly price
C Deductible

O Out-of-Pocket (OOP) Max

SORT BY

® Expense Estimate
o Monthly price

O Deductible

O Dut-of-Pockst (OOP) Max

PLAN TYPE
L ymo
U ppo

U epo

PLAN FEATURES

L1 CSR Eligible
includes special discounts

U HsA Qualified

eligible for Health Savings Account

(HsA)

METAL TIER

U Platinum

highest premiums, lowest deductibles

U Gald
higher premiums, lower deductibles

LOWER EXPENSE

Capital BLUE &

Bronze PPQO 8000/0/60

ERONZE PPO

OFFICE VISITS 560
GEMERIC DRUGS 0%
DEDUCTIBLE S16000
OO0P MAX 516300

[ COMPARE DETAILS ADD

LOWER EXPENSE

“HIGHMARK ¥

ks | o e e, P il s

my Direct Blue EPO Bronz...

ERONZE EPOC

LOWER EXPENSE

“HIGHMARK ¥

L e |8 e e P ey

my Direct Blue EPO Bronz...

BRONZIE EPO

QFFICE VISITS 40%
GEMERIC DRUGS 50
DEDUCTIBLE $15600 /S0
QOP MAX 515800

[ COMPARE DETAILS ADD ™

LOWER EXPENSE

“HIGHMARK V

L s |8 e e P i ey

my Direct Blue EPO Bronz...

BRONZE EPO

[ [10f3]>]

LOWER EXPENSE

UPMC HeAlLTH PLAN

UPMC Advantage Bronze 57...

EROMNZE PPO

QFFICE VISITS 550

GENERIC DRUGS 530
DEDUCTIBLE $14800
OOP MAX 516300

[J COMPARE DETAILS ADD

LOWER EXPENSE

fgjch@ARK.@

e oo v e, i it frcm ey

my Blue Access EPO Bronz...

BROMNZE EPO

@




2020 September Board Meeting

Amy’'s Pennie Experience

LOWER EXPENSE

Capital BLUE

Bronze PPO 8000/0/60

BRONZE PPO

OFFICEVISITS $60
GENERIC DRUGS 0%

LOWER EXPENSE

“HIGHMARK ¥

Anindepensdent Licenses of the Bue Cross.and Blue Shield Associasion

my Direct Blue EPO Bronz...

BRONZE EPO

OFFICEVISITS 40%
GENERIC DRUGS $0

LOWER EXPENSE

UPMC HEAITH PLAN

UPMC Advantage Bronze $7...

BRONZE PPO

OFFICE VISITS
GENERIC DRUGS
DEDUCTIBLE

$50
$30
$14800

DEDUCTIBLE $16000 DEDUCTIBLE $15600 / $0

OOP MAX $16300 OOP MAX $15800

OOP MAX $16300

Filter CSR-eligible

SORT BY

O Expense Estimate

O Monthly price

O Deductible

® Out-of-Pocket (OOP) Max
FILTER BY

PLAN TYPE

U nmo

Uppo

Uepo

PLAN FEATURES

CSR Eligible
includes special discounts

[ HSA Qualified

FILTERS APPLIED
CSR Eligible

LOWER EXPENSE

“HIGHMARK @

Anlndepsmdn icenses ofthe Be Cross and Bl Shild ssocaton

my Direct Blue EPO Extra...

SILVER EPO | CSR

OFFICE VISITS $2
GENERIC DRUGS 0%
DEDUCTIBLE $200

OOP MAX $2400

(] COMPARE DETAILS ADD

HIGHER EXPENSE

“HIGHMARK ©

Anindependent Ucseses ofth Bve Cros and Bl Shisld Assodasion

my Blue Access EPO Extra...

SILVER EPO | CSR

OFFICEVISITS $2
GENERIC DRUGS 0%
DEDUCTIBLE $200
OOP MAX $2400

(] COMPARE DETAILS ADD W

LOWER EXPENSE

“HIGHMARK ©

Anindeperdon Ucseses ofthe Bve Cros and Bl Shisld Asodasion

my Direct Blue EPO Extra...

SILVER EPO | CSR

OFFICE VISITS $5
GENERIC DRUGS $0
DEDUCTIBLE $400 / $0
QOP MAX $2800

(] COMPARE DETAILS ADD W

@
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Amy’s Pennie Experience
Checking out

Confirm vour Plan Selection

Shop for Dental

Health Plan Casey Kim , Amy Kim

Monthly Premium

“HIGHMARK ¥
e Monthly Tax Credit (APTC) Adjust APTC
HighMark33709
my Direct Blue EPQ Bronze 7900
Coverage Start Date: 01/01/2021 HEALTH MONTHLY PAYMENT
Cart Total
TOTAL MONTHLY PAYMENT

Continue Shopping

Remove

$0.00

$0.00

Sign Application
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Customer Experience

New Customer — Unsubsidized

RRRRRRRRRRRRRRRRRRRRRRRR
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Customer

New Customer, Unsubsidized

Meet Jordan Xavier

Background

e Age?26

o« Philadelphia, PA
e Single

e Paralegal

Goals
e Finding his place in
the world

e Enjoying life
e Moving up
professionally

Frustrations

e Law school applications
o Stress
e Maturing
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Jordan’s Pennie Experience
Advertisement Engagement

50 long, healthcare.gov.

pennie

Engagement with a Pennie Ad

° Advertisement Engagement

° Information collected for lead

° CRM journey process — lead to site
° Impact of earned media campaign
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Jordan’s Pennie Experience

Sets up Pennie account

-
A2 connecting Pannsyvanicns fo heoi corrage ® gu WelpkSupport— My Account~

pe

Sct Up Your Individual Account

. Welcome, Jordan XNavie
on Pennic

Communicafion Prafarences

Al fields on this form marked with an asterisk (*) are required.
Alorts

Basic Information Plaaza saloct how you would fiks Pannic o alart you whan you have @ nofics in your Sacurs Inbox.

First Name *  Jordan Phona Numbar* @ | (sax) ses_ssss

[ Sand ma important alarts o this phona numbar. Standord massoge ratas may apply.

Last Name = i
Kavier Email Addrozs @ | juaviargiyopmailcom

. . . ) B Sand ma important alarts fo this emoil address.
Email Address Jravier@yopmail.com

Mailng Addross oo Frorstar Strast, Harrisburg, PA, 17120

Confirm Email Address *  jxavier@yopmail.com

Phone Number + @ 555 555 5555

Date of Birth *  p3/20/1994 Motficas
Plaasa slact how you would fike fo recsiva notices from Pannic. Regardless of your salaciion hare, you will aiways have oocess be your notices in your Sacurs Inbox
Security Question

) Ge Paperkess W'll sand you a taxt messaga or mail whan a Nofics or Lethar lends in your Securs Inbox.
) . @ Postal Maid
Security Question* Notica will ba sant to this oddrass:

What was your 625 Forstar Straat, Harrishurg, PA, 17120
childhood nicknama?

10834 Tax Form

Plaasa select how you would fike fo recsiva your Form 1095-A tax documant at the end of eech year.

) Go Paperkess Wa'll sand you o faxt massoge or amail whan o Nofica or Lettar lands in your Sacurs Inbox.
® Postal Mai

1035-A Tax Farms will ba sant to this address:
Password +  .eeeeeee 25 Forstar Streat, Harrisburg, PA, 17120

Set Password

Confirm Password * | e.eeesess e ons

Placsa foll u= your prafarred language. Pannic will dalivar nofices in that language whan available. Customar Sarvice & available in 100+ lnguages

| have read and agree to the Privacy
Policy

Cancel m

Prafarred Spokan Language @ | English

Preferrad Writtan Language @ | English

penn
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Jordan’s Pennie Experience
Realizes he needs help with his application

L - Help & Support~

-
pQ I] 'I IQ cting Pennsylvanians to health coverage

Welcome, Jordan Xavier

My Stuff

@ My Dashboard
© My Applications Next Steps

You missed the open enrollment period to shop and enroll in a health plan. You can still enroll if you have a
B My Eligibility Results Qualifying Life Event.

My Enrollments Start New Application

= My Inbox

Overview
= My Tickets

Your Application Status [ Your Cose |d = PATI00001400 )
L] My Preferences PP

2021 Application Not started Start Application

Quick Links

Q Find Local Assistance

Your Household Eligibility

Your household member and eligibility information will show up here once you have completed your application.
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Jordan’s Pennie Experience
Clicks “Find local assistance”

Find Local Assistance at No Cost to You

Agents and brokers are licensed by
Pennsylvania's Department of Insurance and
have completed additional training to
become certified with Pennie. Only an agent
or broker can make specific
recommendations about which plan you
should buy. Note that some agents and
brokers may only be able to sell plans from
specific health insurance companies.

FIND A PENNSYLVANIA CERTIFIED
AGENT OR BROKER NEAR YOU

- / ¥
Pennie Assisters belong to Enrollment
Entities, which include hospitals and not-for-
profit organizations from around the state
that have been trained by Pennie to help you
understand what options are available to
you and your family. They cannot make

specific recommendations about which plan
you should buy.

FIND A PENNSYLVANIA ASSISTER NEAR
YOU
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Jordan’s Pennie Experience
Searches for Broker by zipcode

Scarch for a Certified Agent or Broker

oR

Search by location Search by Name

Zip code * First Name

17120

Distance
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Jordan’s Pennie Experience
Sees many producers from which to choose

17101 Compensation, ™
929-620-5581 Property/Casualty
T242sumathihsbroker@yopmail.com

BrimEnt
30 N 3rd St 2200

Harrish A Health, Dental,
Byron Brimmer 1;;:5 urg, 0.4m Vision, Life,
717-758-5445 Medicare

bbrimmer@yopmail.com

BB Brokers

30 N 3rd 5t

Harrisburg, PA Health, Dental,
June Smollet 7101 0.4m Medicare

717-756-5445

jsmollets@yopmail.com

BE Brokers

30 N 3rd 5t

Harrisburg, PA Health, Dental,
Brad Bradshaw 7101 0.4m Medicare

717-758-5445

bbradshaw@yopmail.com

Sumathi Test

Broker
1N 2nd 5t
Sumathi HS Harrisburg, PA 0.4m Health, Dental, English
Medicare
1710
929-620-5581

sumathihs_broker@yopmail.com

BB Brokers

30 N 3rd 5t

Harrisburg, PA Health, Dental,
Janet Smolley 7101 0.4m Medicare

FI7-758-5445

jsmolley626@&yopmail.com

n234
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Jordan’s Pennie Experience
Asks friend for referral & searches by name

Scarch for a Certified Agent or Broker

oR

Search by location Search by Name

Zip code * First Name

Erik

Distance Last Name

Broker

5

miles

Languages

Search
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Jordan’s Pennie Experience
Jordan picks a broker and determines he meets all his needs

X

1 Agents found Erik Broker

Name Contact Info Distance Product Expertise Languages

Erik Broker
2083 W Penn Pike

Erik Broker Andreas, PA18211  -1.0m

484-601-2264

erikb@vyopmail.com

Agent Selection

Health, Dental,
Vision, Medicare

Selecting an agent as your representative allows them to access your account, see your information, and

make changes on your behalf.
Back Search Again SELECT AGENT

Erik Broker 2083 W Penn Pike

thum il View larger map
N

2083 W Penn Pike, Andreas, PA 18211

L484-601-2264 : ’2033 West Penn Pike
SRR

erikb@yopmail.com

Product Expertise Health, Dental,

Vision, Medicare +
Languages Spoken
State License Number 123456 . e -
Clients Served Individuals /

Map data £2020  Terms of Use

Families

[+] What should | know before | designate an Agent?
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Jordan’s Pennie Experience

Designates new broker to work on his behalf, signs form, and waits
for the producer to accept his request.

Agent Designation: asestations

Congratulations!

Agent to be Designated: Erik Broker

Thank you for requesting to work with Erik Broker. Your request has been submitted to Erik Broker. They

| authorize this agent or broker to access, enter, and update information in my online
application. | further grant permission to the agent or broker to submit my completed

application and Exchange agreement, including signing the application and Exchange
agreement on my behalf.

will need to accept your request before they can begin assisting you. In the meanwhile, feel free to

contact them via phone or email.

| understand that | can revoke the authorization for this agent or broker at any time through
my account dashboard or by calling at 1-844-844-8040 or TTY 711.

| grant permission to the agent or broker fo enter payment information on my behalf. |
understand that the insurance premium that | am quoted will be charged to my account.

By entering my eSignature below, | am acknowledging the above and affirming the accuracy
of the information provided and any asserfions made herein, under penalty of perjury,
pursuant to 28 U.S.C. §1749 and 18 Pa.C.5. 5 4904,

Signature

Applicant Name  Jordan Xavier

Applicant E-Signature + Jordan Xavier

Back to Search page

Type your full name here as your electronic signature.

Today's Date

09 72 2020



2020 September Board Meeting

Jordan’s Pennie Experience
Receives notice Erik Broker has accepted him

-
pQ l] ll l Q connecting Pennsylvanians to health coverage L Help & Support> My Account =

‘Back fo Dashboard Notifications

Search 1items in Inbox; 0 unread
a
Fold Your request for Pennie broker support has been accepted
olders

From: noreply@pennie.com

Mbox Tor Jordan Xavier

Sep 22, 2020 03:10pm

PRININTR et i s e

Drear Jordan Xavier,

Erik Broker from Erik Broker has accepted your request for broker support to apply
and enroll in health coverage through Pennie.

You may now contact your broker to help you complete an application and enrcll in
the health plan that is right for you.

Erik Broker contact information

If you did not request broker assistance, please contact Pennie Customer Service at 1-
Bé44-844-8040 or TTY 711

Thank voul
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Jordan’s Pennie Experience
Jordan & Erik Broker Start New Application

-
pe Il ll IQ cting Pennsylvanicns to health coverage L - Help & Support> My Account =

Welcome, Jordan Xavier

My Stuff

@ My Dashboard
© My Applications Next Steps

You missed the open enrollment period to shop and enroll in a health plan. You can still enroll if you have a
B My Eligibility Results Qualifying Life Event.

My Enrollments Start New Application

= My Inbox

Overview
= My Tickets

Your Application Status [ Your Cose |d = PATI00001400 )
L] My Preferences PP

2021 Application Not started Start Application

Quick Links

Q Find Local Assistance

Your Household Eligibility

Your household member and eligibility information will show up here once you have completed your application.
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Jordan’s Pennie Experience
ldentifies Erik Broker & Organization as his help

Help applying for coverage

Steps

Who is Helping you?
Start Your Application

Is anyone helping you with this application?*
Before We Begin

Someone is helping me
Get Ready

O 1 am filling out this application for myself and/or my family
Primary Contact Information

If you would like assistance, let us help you find a licensed broker or assister.

Help applying for coverage

Help Paying for Coverage
Is this person part of an organization helping you apply for health insurance?*

@ Yes
O No

Organization Name* | Broker Place

Do you want to name someone as your authorized representative?*

@ Yes
O Mo

Organization ID* | 7549862

By checking this box and typing my name below, | (Jordan Xavier) am electronically signing my

application

Type your full name here* | Jordan Xavier

Save & Exit Save & Confinue
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Jordan’s Pennie Experience

Jordan is not eligible for financial assistance based on his income,
selects Pay Full Cost

Help Paving for Coverage

You may be eligible for free or low-cost coverage, or financial assistance that will lower your
monthly premiums right away.

Do you want to find out if you can get help paying for health coverage?*

O Yes. (You will have to provide income information to see what you may qualify for.)

No. (You will pay full cost for Pennie health coverage.)

Save & Exit Save & Continue
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Jordan’s Pennie Experience
After a couple quick questions, the application is done

Summary

Steps

Review and Confirm
Start Your Application

Here is the information you provided about everyone who is part of your household. Please take a

Family and Household moment to review and double-check the information. If you see any mistakes, please edit them now

Get Ready

Household Member

Jordan Xavier Jordan Xavier (Primary Contact)

Military Service Applying for Coverage Yes

American Indian/Alaska Native Gender Male

Summary Do you have a Social Security Number? Yes

Social Security Number HEE_AE_GART

Review and Sign
Is the name you provided the same on your Yes
Social Security Card?

Are you a US Citizen or US National?

Are you a Naturalized Citizen? No

Are you of Hispanic, Latino, or Spanish origin? No

Race Native Hawaiian

Are you honorably discharged veteran or active  No
duty member of the military?

Are you American Indian or Alaska Native?

|
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Jordan’s Pennie Experience
Adds plansto cart

SORT BY

® Expense Estimate
© Monthly price
© Deductible

© Out-of-Pocket (OOP) Max

FILTER BY

PLAN TYPE
O Hmo
Opro

Oero

PLAN FEATURES

U HsA Qualified
eligible for Health Savings Account
(HSA)

METAL TIER

O platinum
highest premiums, lowest deductibles

O Gold
higher premiums, lower deductibles

O sitver
lower premiums, higher deductibles

O Bronze
lowest premiums, highest deductibles
DEDUCTIBLE
O 52500 and less
0 5000 and less
O 57500 and less

O 510000 and less

LOWER EXPENSE

UPMC HEearH PLAN

UPMC Advantage Bronze $7...

BRONZE PPO

OFFICE VISITS $50

GENERIC DRUGS $30
DEDUCTIBLE $7400
OOP MAX $8150

[J COMPARE DETAILS ADD ™=

LOWER EXPENSE

CF’"II(}_HMARK‘ 17

my Blue Access EPO Bronz...

BRONZE EPO

OFFICE VISITS  40%
GENERIC DRUGS 0
DEDUCTIBLE $7800 / S0
OOP MAX $7900

[J COMPARE DETAILS ADD ™

LOWER EXPENSE

“HIGHMARK ¥

my Blue Access EPO Bronz...

BRONZE EPO

OFFICEVISITS 0%

GENERIC DRUGS 0%
DEDUCTIBLE $7900
OOP MAX $7900

[J COMPARE DETAIL ADD =

LOWER EXPENSE

(FIIGHMARK.@

my Blue Access EPO Bronz...

BRONZE EPO

OFFICEVISITS $60

GENERIC DRUGS 40%
DEDUCTIBLE $3900
QOP MAX $7900

[J COMPARE DETAILS ADD ™

LOWER EXPENSE

Capital BLUE &

Brenze PPO 8000/0/60

BRONZE PPO

OFFICE VISITS  $60

GENERIC DRUGS 0%
DEDUCTIBLE $8000
OOP MAX $8150

[ COMPARE DETAILS ADD ™=

LOWER EXPENSE

Geisinger
Heaith Plan
Geisinger Marketplace Al...

BRONZE HMO

OFFICE VISITS  $30

GENERIC DRUGS 0%
DEDUCTIBLE $7100
QOP MAX $8150

[J COMPARE DETAILS ADD

SORT BY

@ Monthly price
O Deductible

O Out-of-Pocket (OOP) Max
FILTER BY
PLANTYPE

O pro

O Hmo

PLANTIER

O tow

O high

DEDUCTIBLE
01§49 and under
O s50 10 599

[ $100 and aver

COMPANY

O Bast Health

O capital

O peltaDental

O Deminion

O EducationHealth
O Guardian

0 HumanaDental

O Truassure

& DELTA DENTAL

Delta Dental PPO Prevent...

Low PPO

ROUTINE DENTAL

(ADULT)

DENTAL CHECKUP
0%

(CHILD)
DEDUCTIBLE (CHILD) $60

OOP MAX (CHILD) $350

[J COMPARE  DETAILS| ADD M

EMI)(HEALTH'

EMI Health Advantage PPO

Low PPO

ROUTINE DENTAL
(ADULT)
DENTAL CHECKUP
0%
(CHILD)
DEDUCTIBLE (CHILD) $100

OOP MAX (CHILD) $350

[J COMPARE  DETAILS ~ ADD M

Y, DOMINION
# NATIONAL

Select Plan Basic

LOW HMO

ROUTINE DENTAL
(ADULT)
DENTAL CHECKUP
$10
(CHILD)
DEDUCTIBLE (CHILD) Not Applicable
OOP MAX (CHILD) $350

[J COMPARE ~ DETAILS ~ ADD ™

), DOMINION
# NATIONAL

Select Plan Premium

HIGH HMO

ROUTINE DENTAL
$10
(ADULT)
DENTAL CHECKUP
$0
(CHILD)
DEDUCTIBLE (CHILD) Not Applicable
OOP MAX (CHILD) $350

[J COMPARE ~ DETAILS ~ ADD ™

& DELTA DENTAL
Delta Dental PPO Basi

Low PPO

ROUTINE DENTAL

(ADULT)

DENTAL CHECKUP
0%

(CHILD)
DEDUCTIBLE (CHILD) $60

OOP MAX (CHILD) $350

) COMPARE ~ DETAILS  ADD ™

.
EMI)(HEALTH’
EMI Health Advantage Co-...

Low PPO

ROUTINE DENTAL
(ADULT)
DENTAL CHECKUP
$0
(CHILD)
DEDUCTIBLE (CHILD) $50

OOP MAX (CHILD) $350

) COMPARE ~ DETAILS  ADD ™
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Jordan’s Pennie Experience
Signs app, makes payment, gets covered

Health Plan

Monthly Premium

‘f;'IEHMARK L)

HighMark33709
my Blue Access EPQ Bronze 7900

Coverage Start Date: 01/01/2021 HEALTH MONTHLY PAYMENT

Dental Plan

Monthly Premium
& DELTA DENTAL

DeltaDental
Delta Dental PPO Preventive Plan for
Families

Coverage Start Date: 01/01/2021

DENTAL MONTHLY PAYMENT

Cart Total

Health Monthly Payment
Dental Monthly Payment

TOTAL MONTHLY PAYMENT

Continue Shopping Sign Application
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Producer Experience

Becoming A Pennie-Certified Broker

RRRRRRRRRRRRRRRRRRRRRRRR
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Become a Pennie-Certified Producer — Four Easy Steps

Valid PA Pennie Pennie Pennie-
Producer's Broker Producer Certified
License Training Profile Producer
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Broker Training

Pennie Broker Training Modules Module 6 - 2021 Cultural Competence and Language Assistance

Module 1 - Pennie Producer Training Overview Module 7 - 2021 Working With Customers With Disabilities

Module 2 - 2021 Affordable Care Act Requirements, Eligibility Guidelines = Module 8 -2021 Customer Service Standards and Community Outreach
and Consumer Protections

Module 3 - Privacy, Security, and Fraud Prevention Standards Module 9 - 2021 Coverage to Care

Module 4 - 2021 Marketplace Producer Essentials Module 10 - 2021 Producer Standard Operating Procedures

Module 5 - 2021 Serving Vulnerable and Underserved Populations Module 11 - 2021 Producer Systems Training
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Broker Training - Lessons

Pennie

Module 11 - 2021 Producer Systems Training

enNnie

carecing Pesmtesiana 8 e cavarap

Module Goals

Pennie knows that for producers to provide the best service to their customers, it takes the right balance of
knowledge and technical tools. In this module, Pennie will provide you with the information you need to enhance
your comprehension of our service platform. With an awareness of the diverse technical facets that producers can
employ to aid customers on the Pennie platform, producers can help ensure that the customer experience is
worthwhile and efficient.

enNNie

cxnarrng Pumaapharcana t rawen erares

Knowledge Check

You must score 80% to pass this training module

—

Customer Account Functionality / Get Help

When the customer clicks on Find Local Assistance to begin their search for help enrolling in health coverage, they will
see two options. The customer can connect with a producer or with a Pennie-Certified Assister.

R

FINA LOCAT ASSISTANCE 2T NO L.OST 10 10U

bacomo cershod wih Ponnis. Only an

pennie
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Producer Training - Exam & Certification

Pennie-Certified
Producer

‘ Claim Pennie

Profile

Earn Certificate of
Completion

‘ Pass

Comprehensive
Exam at 80% or
Better.

Complete 11
Training
Modules
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Producers

Operations

Dedicated Producer/Assister Phone Line
- Interactive Voice Response (IVR) Support for:
v Questions about Producer/Assister training and certification requirements
v Questions about Medicaid, CHIP or financial assistance application on behalf of a
customer
v Help with Producer's own account in managing their customers, agency or login
assistance
v Help with assisting one of their customers with logging into their Pennie account
v Information on filing an appeal for a customer or checking the status of an existing
appeal
v Questions about documentation required to verify a customer’s eligibility
v Questions about assisting a customer with their application or enrollment
- Access to speak directly to a Pennie Customer Service Representative




2020 September Board Meeting

Producer Experience

Connecting With Customers

RRRRRRRRRRRRRRRRRRRRRRRR
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Producers - Connecting with Customers

Customer can search broker by location or by name

Find Local Assistance at No Cost to You
Login | Help & Support =

oR

Search by location Search by Name
Call 1-844-844-8040, TTY 711 Zpcodes FirstName
r ‘ |
Contact Us Distance Last Name
5 ~
Find Local Assistance miles Agency Name
Agents and brokers are licensed by Pennie Assisters belong to Enrollment .
Pennsylvania's Department of Insurance and Entities, which include hospitals and not-for- nguages
Frequenﬂ',r Asked Questions have completed additional training to profit organizations from around the state Select an Option
become certified with Pennie. Only an agent that have been trained by Pennie to help you
or broker can make specific understand what options are available to
recommendations about which plan you you and your family. They cannot make
should buy. Note that some agents and specific recommendations about which plan
brokers may only be able to sell plans from you should buy.

specific health insurance companies.
~ o FIND A PENNSYLVANIA ASSISTER NEAR
FIND A PENNSYLVANIA CERTIFIED YOU
AGENT OR BROKER NEAR YOU
[ S -

Note: customer can also search for Assister
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Producers - Connectin

Customer can review
Brokers in their area.

g with Customers

5 Agents found 15801

Name

Agent Test

Tim Cock

suzen Bista

Peter Parker

Contact Info Distance

AgeniTesting

1410 Logan Blvd

Altoona, PA16602  46.3m
917-328-6976
agenttest@yopmail.com

Tony Rose

1410 Logan Blvd

Altoona, PA16602  46.3m
443-564-8151
trose@yopmail.com

Jenisha Magar
Agency

1410 Logan Blvd
Altoona, PA 16602
443-564-8151
Jjmagar@yopmail.com

46.3m

Peter Parker

1410 Logan Blvd

Altoona, PA16602  48.2m
443-564-8151
parker01@yopmail.com

Nikita Shrestha
1410 Logan Blvd

Search Again

Product Expertise Languages

Health, Dental,

Vision English

Health, Dental,
Life

Health, Dental,
Medicare

Health, Dental,
Medicare

Health, Dental,
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Producers - Connecting with Customers

Customer can review the
Broker's Pennie Profile and
iNnitiate the relationship by
clicking 'Select Agent.

Agent Selection

Selecting an agent as your representative allows them to access your account, see your information, and

make changes on your behalf.

Back Search Again SELECT AGENT
&

l=“Broker TS 1 .
profilé photo Iim Cook 1410 Logan Bivd
thumbnail View larger map
ey -
1410 Logan Blvd, Altoona, PA 16602

$.443-564-8151 '1410 Logan Boulevarc
trose@yopmail.com
@9

Product Expertise Health, Dental,

Life +
Languages Spoken
State License Number 236456876
Clients Served Individuals /

Families

Google

Map data ©2020 Terma of Use  Report a map error

[+] What should | know before | designate an Agent?
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Producers - Connecting with Customers

Customer attests and
confirms that the Broker is
the one that they wish to
do business with; the
customer electronically
signs and confirms.

Agent Designation: aestations
8 &

Agent to be Designated: Tim Cook

I authorize this agent or broker to access, enter, and update information in my online
application. | further grant permission to the agent or broker to submit my completed
application and Exchange agreement, including signing the application and Exchange
agreement on my behalf.

1 understand that | can revoke the authorization for this agent or broker at any time through
my account dashboard or by calling at 1-844-844-8040 or TTY 711.

I grant permission fo the agent or broker o enter payment information on my behalf. |
understand that the insurance premium that | am quoted will be charged to my account.

By entering my eSignature below, | am acknowledging the above and affirming the accuracy
of the information provided and any assertions made herein, under penalty of perjury,
pursuant to 28 U.S.C. § 1749 and 18 Pa.C.S. § 4904.

Signature

licant Name
App First Last

Applicant E-Signature * | First Last

Type your full name here as your electronic signature.

Today's Date | gg 2 2020
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Producers - Connecting with Customers

Congratulations!

Thank you for raquesting to work with Tim Cook. Your request has been submitted to Tim Cook. They
will nead to accept your request before they can begin assisting you. In the meanwhils, fesl free to

contact them via phone or email.

Customer sees that

their notification has been
sent to their Broker of
choice.
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Producers - Connecting with Customers

. 1-844-844-8040 Mon-Fri 8am-6pm ET Q Ssearch & Customer Log In

I B Broker / Assister Log In

-
pQ“ “ IQ connecting Pennsylvanians to health coverage Learn ~ Shop - Connect Get Covered

Broker logs into their
pennie ACCOU nt Welcome to Pennie.

We’re here to help.

Whether you're shopping for health insurance for the first time or just looking
around, Pennie can help you find the right plan for your healthcare needs.

b
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Producers - Connecting with Customers

Broker view's dashboard
and selects Pending
Individuals under quick
links.

My Account

pQ““iQ L ;P Help & Support ~

B L -

Home® Individuals = My Information ~

Dashboard

Quick Links Enroliment History

& My Profile Your Enrollments - Past 30 Days

& Add New Individual

Enroflments
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Producers - Connecting with Customers

There is one new Pending
Individual; if several, a
broker can refine results by
name or date range.

pennie

Gy Pty s Rt e g

- f Help & Support My Account =

Refine Results By (Reset all) Name

First Name

Last Name

FAMILY SIZE ¢

Request Sent ¢ Actions

06/27/2019 o
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Producers - Connecting with Customers

Under Actions — the broker
can select to 'Accept' or
'Decline' the relationship
request from the customer.

pennie

B L ]

w # Help & Support = My Account -

|I'Id i‘d"id ua IS 1 Pending Individual

Refine Results By [Resat sll)

First Mama

Mams 2 FAMILY SITE 2 Bequest Sent 2

OEZTR
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Producers - Connecting with Customers

Homeds Indeviduals = Mty Information =

Pending Requests

Inpctinee Indihvadualks

Once Accepted, the new
customers will show under
the 'Active Individuals'
(a.k.a. - the Brokers Book of S
Business).

information ~

L HOUSEHOLD STATUS

Current Status:

& Account \Eligivility @ Comments 38 Resend Activation Email X Mark As Inactive & Contact Nevada Health Link

~ ﬁ Help & Support ~

COVERAGE

My Account ~




Assister Experience
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Assisters

Location
Digital Enrollment Event
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Assisters — Working with Event Attendees

Creating a new customer account is easy — Assister Clicks 'Add New Individual:'

A« &% Help & Support ~ My Account ~

pQ““iQ Jing Pennsyivanians o health coverag

m Individuals ~ My Information ~

Dashboard
Quick Links Enrollment Dashboard
@ Pending Delegation
Requests Your Enrollments - Past 30 Days
Source: Getinsured

& My Profile

& Add New Individual

Access Code

Submit
MMMMMMM

PPPPPPP

B8 pLAaTINUM I GOLD B siLver I BRONZE B EXPANDEDBRONZE E CATASTROPHIC I HIGH Bl Low I MEDICAL
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Assisters - Working with Event Attendees

Assister enters customer information and clicks 'Start:'

pennig 4eg Panneytvcniems o kel ooverog 4 o=

Help & Support ~ My Account =
Home & Individuals + My Information ~
Create Customer Record

About Customer Customer Information

Enter information for the

customer to create a record

prior to acting on the customer's First Name * ), dy
behalf.

Last Name + Jestson
Date Of Birth *  03/08/1390 =
ZipCode * 15801

Phone Number + g, 371 4700

Email Address  jdy jetson@yopmail.com

Note: If email is provided the new individual will be sent an email fo activate a new
account.

Cunce@
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Assisters - Working with Event Attendees

Assister can immediately view a customer's account and application in 'Individual View:'

View Individual Account

Individual View" will take you to the Individual Portal for Judy
hrough this portal you will be able to enroll on behalf of the
l.

Proceed to Individual View?

[J Don't show this message again. Cancé Individual View
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Assisters - Working with Event Attendees

If the customer has email, they will receive an Account Creation notice:

A Pennie application has been started for you
From: noreply @pennie.com

Date: 2020-08-22 10:53 Enceding: | worldwide (utf-8) ~

- Show pictures. -

Dear Judy Jestson,
Welcome to Pennie, Pennsylvania's health insurance marketplace!

You are receiving this notice because either an assister or broker, or a Pennie Customer Service representative, has started the application process en your behalf. This person can continue to help complete your application, find the
best coverage aption, and help you access any financial assistance you may qualify for to help lower the cost of coverage.

You can directly access and complete your application at any time by logging on to your Pennie account or by contacting Pennie Customer Service using your Unique Access Cede and following the steps below:
IMPORTANT!

Your Unique Access Code is: 7ZWNLNYUZ
Online:

Go to https://paluat.ghixqa.com

Enter your unigue Access Code: 7WNLNYUZ.
Answer the security questions to confirm your identity.
Create a Pennie username.

This will connect your Pennie username to the application that was created on your behalf,

By phone:

= Contact Pennie Customer Service at 1-844-844-8040 or TTY 711.
= Provide your unique Access Code: 7ZWNLNYUZ.
= Answer security guestions to confirm your identity.

If you did not reguest this application be created on your behalf, please contact Pennie Customer Service at 1-844-844-8040 or TTY 711.

Thank you,

Pennie

Contact Information

= To access your Pennie account, please visit https://paluat.ghixga.com/hix
» To speak with a customer service representative, please call Pennie Customer Service at 1-844-844-8040 or TTY 711. Se habla espafiol. Help is also available in other languages.

anacy_Dfscfnsure: Pennie protects the privacy and security of the personally identifiable information (PII) that you have provided to Pennie. This notice was generated by Pennie based on the Privacy Act of 1874,

the Social Security Act, the Patient Protection and Affordable Care Act, 45 C.R.R. & 155.230 and other provisions of 45 C.F.R. part 155, subpart D. The PII used to create this notice was collected from information
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Assisters - Working with Event Attendees

The Assister now has direct access to the client's account and can help them 'Start New
Application:'

pQ“niQ i Penneyivanians 1o health coverog

/ \ @ POHQ'PGSUPP°”'

lual Account (Judy Jestson) My Account

Welcome, Judy Jestson Your Assister ¥ -

My Stuff 2021

@ My Dashboard

@ My Applications Next Steps

‘You missed the open enrollment period to shop and enroll in a health plan. You can still enroll if you have a

My Eligibility Results Qualifying Life Event.
Start New Application

My Enrollments

= My Inbox

Overview
& My Tickets

R YourAppIicclﬁon Srafus(Your Case Id is PAT100001398 )

2021 Application Not started Start Application

Quick Links

Q Find Local Assistance

Your Household Eligibility

Your household member and eligibility information will show up here once you have completed your application.

Your Health Plans

You will be able to see your health plan(s) here once you have completed plan shopping.
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Become a Pennie-Certified Assister - Seven Simple Steps

Applies at
Pennsylvania
Insurance
Department to
become a
registered PA

Assister.

Finger-printing &
background check
submitted to PID.

Assister applicant
contacts i
_ . Assister
assisters@pennie. [
assisters@pennie completes Pennie
com for review Assister Trainin
and training :
referral.

These four steps can be done at the same time

Assister applicant
provides PID

Certificate of
Completion

PID approves or
denies application
for Registered
Assister.

Registered
Assister contacts
(717) 460-7307 or
assisters@pennie.
com to secure an
Assister Account

with Pennie.



mailto:assisters@pennie.com
mailto:assisters@pennie.com
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Assisters Training — The Modules

Pennie Assister Training Modules I

Module T - Affordable Care Act Module 6 — Eligibility Process

Module 2 — Assister Description Module 7 — Exchange Resources
Module 3 - Uninsured Demographics Module 8 — Plan Options

Module 4 — Compliance Standards Module 9 — Enrollment Support
Module 5 - Personally Identifiable Module 10 — State Marketplace Training

Information
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Assisters Training - Lessons

pennie

Module 8:
Plan Options

Course Goals

At the end of this course you will be able to understand:
+ Fundamentals of Health Insurance

+ Health and Dental Plan Options

* Comparing and Choosing Plans

+ Other Healthcare Coverage Options

SERr— T

Question 1

Which are the factors for determining healthcare coverage premium?
Select all that apply.

A. Location
B. Gender

c. Martial Status
D. Tobacco Use

m

Age

Knowledge Check

You must score 80% to pass this training module

R—
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Assisters Training — Exam & Certification

‘ Earn

Certificate of

‘ Completion
Pass

Comprehensive
Exam at 80% or

Better.

® Complete 10

Training
Modules
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Assisters

How we will report on Assisters

1.

INSENEEN

Enrollments by County
Enrollments by Events
Impact on number of insured
Demographics




pennie



)

Standard Updates
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Stakeholder Engagement

e Insurer
e Brokers

e Others
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Insurers

EDI Technical Working Group
° Integration and reconciliation testing complete
° Detailed Q&A, upcoming production activity timelines

° Production EDI files begin Oct 215t

Service Coordination Working Group

° Customer service operational activities

° Call center roles, responsibilities, and handoffs

° Process for handling enrollment or coverage-related inquiries
from customers and how we can coordinate to ensure seamless

customer service experience

Insurer Policy Working Group

° Proposed broad-based exceptional circumstances SEP policy —
feedback in process (for October Board Meeting)

° 2021 Plan Preview

2021 Plan Preview (Aug 20t — Sep 14t)

Insurers validate how their plan information is
displayed in the enrollment system by
simulating customer plan shopping experience
Additional time provided for validation of
provider directory data upon request

Require completion before renewal eligibility
and autorenewals processed in October.

All insurers have provided their formal approval
in the system on plan display.

Executed insurer agreements and notifications

of intent to execute the form agreement are

coming in on track.

PROPRIETARY & CONFIDENTIAL ‘p
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Brokers

Pre-Registration

2,731 Producers Pre-Registered, 500+ are new to the
marketplace
Extended deadline to maximize pre-registrants

Calls to those who had incomplete data

Broker Training

PSI — Training Vendor
Launched 09/16 w/ communication to brokers
Small administration fee paid to PSI, consistent with
HealthCare.gov

11 Training Modules
PA-specific materials

Certificate of completion

Broker Engagement

Broker Workgroup Meeting 9/11
SEP Update
Broker System Overview

Adding FAQs for pennie.com

Guidance for those who missed pre-registration
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Other Stakeholders

e  Outreach & Education Workgroup met September 2.
e  Advisory Council met on September 23.

e  Continually in contact with fellow state agencies, other state-based marketplace partners,
and exchange-focused advocacy groups

° Continually creating connections with municipalities, community and faith-based
organizations and other external parties
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Technology and
Operations

e Starson a String
e Call Center

e Technology

101
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EXCHANGE AUTHORITY PROJECT MILESTONES

Not Started

* I Process, On Track
"ﬂ? In Provess, Bahing Scheduls
* In Proveass, At Major Risk

* Completed
Jan Feb Mar Apr May Jun Jul Aug Sept Oct MNov Dec
LeadershipTeam inali Established ing Poli Board Approval of
Fully Staffed FirstlUserFee  Finalize Budget Board Approves ta Operating Policy Manual ppr Full Team
InvoiceSent Qut  Book Personnel Handbook AppealsProcess forCustomersFinalized 2021 Budget Onboarded
S VR e * ~ -
I3 4
Build The Agenc BeginProduction
g Y Gath?rCDre o Data Migration
InitialSystem Requirementsfor Ectablish 2 UAT ) - Finalize & Load ) -
Implementation GI Plztiorm Environments ExchangeBegins User Releasein BeginMock 2021 Plansand Releasein Production
Plan Gl Roadmap Load 2020 Plans AcceptanceTesting Production Data Migration Flan Mappings Production Auto-renewals
t *—Hh—*k * * Y A% e
Ready the Core System
OE Staff Fully
LeaseAgreement Detailed Project CSR Training Begins Stand upCall C5R Supenvisor Hired Operational Call
Signed Flan Center Training Center

*

Yo ¥*

*

Contact Center  Frirstadvisory
Council Meeting
Set 2020 Board SRO Complete 550 Approach

Schedule {Medicaid)  Agreed-To

Shareable
Communications Flan

DHE Finishes
SecondAdvisory Development Work
Council Meeting on3SBE Interface

CompleteTesting
with State DHS Code
Partners

Implementation

* * * %k

Launch Qutreach and

Internal Stakeholders

*

Select Navigator

Education Workgroup Brand Testing Report / . Contract Partner Assisters and
Start Branding Mame Evaluations petermineFromt- Presentation _ WebsreVendar Live Customer- CRM Implemented  Brokers Oriented
Work and Vote End Web Approach Brand Guide Secured CRM Procured facing Web Site First MediaBuys to System

* Finalizedﬁ

*Hx—%k *—%¢

*

*—hk

Launch Insurer Technical &

Policy Workgroups
Establish Connectivity

with Insurers

i
Ready the Market

Completel:1 Meetings
with Insurers

Insurers Signoffon
Completelnsurer oo coo System
EDI Testing

F—k

All Insurers Sign
Carrier Agreement

F

Collaborate with Insurers

Eecure State CDmpIE'fE
Draft Submission of Secure Vendor for IVEV Authorityto Operate FormalSubmissionof  Submit CMS Final IRSTesting completecMs
Security Documernts and Security Audit (ATO) SecurityDocsto CMS  Progress Letter ATC Granted Hub Testing

¥ ¥

%* Yook

F

Meet Federal Requirements
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Call Center Update

CSR Staffing & Training

Build out and scaling of CSR staffing on target towards
200+ Pennie CSRs by 11/1

Includes 30+ Pennsylvania residents

8/31 training class— 60 CSRs; 9/28 class — 98+ CSRs

Interactive Response Unit (IVR)

IVR call flows effective 11/1 — testing complete, ready
IVR call flows effective 10/9 — 10/31 finalized

Escalations & Handoff Processes

Informal and formal complaint escalation processes defined

° Establishes clear path of accountability, succession, and
resolution

° Call center roles, responsibilities, and handoffs

° Process for coordinating with insurers on handling
enrollment or coverage-related inquiries to ensure seamless

customer service experience

Frequently Asked Questions (FAQS)

° Robust public-facing FAQs under development.

103
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Tech Update

Insurer Connectivity Testing

Reconciliation Testing All insurer entities
have completed this round of testing, review
meetings are in-flight to review the resulting
reports.

PayNow All insurers have signed off on
PayNow testing or have communicated that they
will postpone integrating with the service until

2021.

Provider Directory All insurers have
provided test files and all but one have sent
production files.

September Release Progress

UAT for this release began on 8/10 and is on
track

Medicaid AT Testing began on 8/3 and has been
completed.

Federal Data Services Hub (FDSH) Testing

All testing has been completed and final IV&V
reporting has been delivered to CMS.

104
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Commuhnications and Outreach

Creative/Brand/Web Updates

All awareness campaign creative assets (English and
Spanish) will be in market starting 9/21

Buys include — point-of-purchase Out of Home, TV, Over the
Top streaming, digital and terrestrial radio, paid search,
YouTube pre-roll, Facebook, Twitter, Instagram,
programmatic digital display

Website — continuing to populate FAQs on help.pennie.com,

adding search functionality to agency.pennie.com

Outreach

Working with Cognosante to finalize and Open Enroliment
outreach and events schedule

Continuing to build and strengthen relationships with state
partners, municipalities, legislative offices and community

groups

Media Relations and Communications

Brand launch press conference scheduled for 9/22, media
advisories being sent; release to be distributed on 9/22
Continuing to build out our CRM and marketing
automation tools, populate contacts, templates and
journeys

Social media platforms now live:

o Facebook
o Twitter
o LinkedIn

Continuing to finalize customer collateral, transcreate high-

touch pieces into other languages

PROPRIETARY & CONFIDENTIAL
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https://help.pennie.com/hc/en-us
https://agency.pennie.com/
https://www.facebook.com/PenniePa
https://twitter.com/pennieofficial
https://www.linkedin.com/company/penniepa

