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1.

Overview

This manual is intended to provide a detailed description of the functions available through the
Certified Assister Portal of the Pennie Platform. Assisters refers collectively to the individual
Navigators, PA Assisters, or CACs within an “Entity” organization who are certified by Pennie® to
offer enrollment assistance to Pennsylvania’s Affordable Care Act marketplace customers.
Throughout this document, individual Navigators or Certified Application Counselors (CACs) are
referred to as “Assisters,” per the definitions set forth in the Navigator and Exchange Assister
Accessibility and Regulation Act, act of Jun. 19, 2015, P.L. 25, No. 7, 40 P.S. §§ 4401 et segq.

The Assister Portal is a complete solution for Pennie-certified Assisters to submit applications and
enrollments and perform account maintenance transactions on behalf of existing customers, create
new user accounts on behalf of new customers, and manage their book of business.

PLEASE NOTE: This manual is for Pennie-certified Assisters who have already completed Pennie
Assister Training and Certification Curriculum and completed the user account registration process
for the Pennie Platform. For information on training/certification and gaining access to the Pennie
Platform please refer to the Pennie Entity and Assister Onboarding Guide.

Home Page

Home & Individuals + My Information ~

The Enrollment Dashboard is a landing page for the Assister portal. This page shows a count of the
Assister enrollments for the past 30-days as distributed across the type of plans selected.

2.1 Pending Delegation Requests

The Pending Requests page displays a list of pending individuals that have requested Assister
designation. The Assister has the option to accept or decline an individual’s designation
request. If a request is accepted, then the individual will move to the Active Individuals
section. If the request is declined, the customer will automatically move to the Inactive
Individual section. The Assister can view and search for the list of pending individuals filtered
by their first name, last name, and request sent date.

September 2022 v2.0 Assister User Reference Manual Page 3 of 34


https://www.legis.state.pa.us/cfdocs/legis/li/uconsCheck.cfm?yr=2015&sessInd=0&act=7
https://www.legis.state.pa.us/cfdocs/legis/li/uconsCheck.cfm?yr=2015&sessInd=0&act=7

])e“]ﬁe conoetieg Poewestaniar o Fealih oncrage D
[ U —
Dashbeard
Quick Linke Enrcliment Dashbanrd

2.1.1 View and search for pending designation requests

e Step-1: Go to ‘Home Page’ and click on ‘Pending Delegation Requests’ tab under
“Quick Links” section.

-
PRIIRIQ comocing Pomraghoniors 1o haalth coverage
Homo @  individuals » My Information =

Dashboard

Fon

Enroliment Dashboard

& My Profile

B My Delogation History

& Add New Individual

e Step-2: Enter individual’s first name in the ‘First Name’ field or last name in the ‘Last
Name’ field or enter the desired date range during which an individual sent the
designation request in the ‘Request Sent’ section under the “Refine Results By”

section and click on the ‘Go’ button.
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2.1.2 Accept or decline individual designation request

e Step-1: Go to ‘Home Page’ and click on ‘Pending Delegation Requests’ tab under
“Quick Links” section.

Home#  individuals = My Information =

Dashboard

Enroliment Doshboard

& My Prefile

& My Delagation Histery

& Add New Individual

pc“"ig connecting Pannsybvanians to heclth caverage A g8 HelpBSupporiv  MyRccounis

e Step-2: Click on %~ and click on ‘Accept’ to accept an individual’s delegation
request or click on ‘Decline’ to decline the request.
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First Name

2.2 My Information/Profile

The My Information/Profile section displays the Assister’s public profile information. This
information will be displayed to customers who use Pennie’s “Find Local Assistance” directory
tool. The Assister can update their profile information and mailing address within the My
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Information section. Note —you may access “My Information” from the upper toolbar or
through the “Profile” under “Quick Links:”

Home ® Individuals = |M',r Information = |

| Counselor Information |

Status
Steps

Olivia Fox i

Certification Status

Fiunine

pennie parosyhanians o

Olivia Fox

Profile

Stops

Cartification Status

Stotus

Olivia Fox

. W

2.2.1 Add or update Assister profile photo

e Step-1: Go to ‘Home Page’ and click on ‘Profile’ tab under “Quick Links” section, then

select “My Information.”
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e Step-2: Click on the ‘Edit’ button.
PRIMETE comecting onmcrions 1o bosthcomrs s e s e o

Home ®  Individuals + My Information «

Olivia Fox

Stops
Prafile
Cortification Status

Stans
How wol

Assister Information

Firstnoma  Olivia

Lot nome  Fox

Email

Phane number

e Step-3: Click on ‘Choose File’.

Uplood Photo

File size limit is 5 MB.

Choose File | Mo file chosen
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e Step-4: A file browser opens. Navigate to the file on your computer of the photo that

you wish to use and double click on the photo or select it and click on the ‘Open’
button.

o S “ Pty * Pennie Mcnu:.gr... ot () earch Pennmie Mon

Organize = Mew folder = - | a
i Deskdop *
Far Sharing

Receipts I)

@ Onelrive - Comm

Pennie-Orange-F Pennie-Purple-Fi Pennie-Teal-Final Pennae-ellow-Fi
3 This PC in;lMcnugumT naIMnncgramT Mon ugraml'h.i naIMnncgramT

B 3D Objects M M M
B Deskiop
Documents
1‘, Downloads
B Music

e Pictures

I Videos

22 Windows (C:)

¥ Network

¥

File name: | Pennie-Orange-FinalMonogramThd -+ | All Filles w

Open Cancef

e Step-4: Click on the ‘Save’ button.

Upload Photo | Choose File | Mo file chosen
File size limit is 5 MB.

C‘ : nﬁﬁ[
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2.2.2 Add or update Assister profile information

e Step-1: Go to ‘Home Page’ and click on ‘My Profile’ tab under “Quick Links” section
and select “My Information.” Note — you may access “My Information” from the
upper toolbar or through the “Profile” under “Quick Links:”

Home ® Individuals = |M',-' Information = |

| Counselor Information |

My Profile

Olivia Fox

Certification Status

Status

5TL"P5 [ A"

-
[PRIMINERQ comecting Pannivcrions t hecth overage P P

e Step-2: Click on the ‘Edit’ button.

September 2022 v2.0 Assister User Reference Manual Page 10 of 34



-
pe ININIQ  comnocting Pannsytanians 1o healm caverage A =

Home®  Individuals + My Information -

Olivia Fox

Stops Assister Information

Prafile

Cortification Status

Status

e Step-3: Enter Assister’s mailing address and profile information (e.g., “Spoken
Languages Supported” or “Written Languages Supported”) in the “Mailing Address”
section and click on the ‘Save’ button.
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2.3 Add New Individual

The Assister can create a new customer account on behalf of a customer through the Add
New Individual section. Once the new customer is added, the Assister can act as proxy to the
customer account and perform activities on behalf of them. (To learn how to be a proxy to an
individual account and further steps, please refer to Section 3.2.2.5)

e Step-1: Go to ‘Home Page’ and click on ‘Add New Individual’ tab under “Quick Links” section.

-
I]Q ININIQ  connocting Pannaylvanicns to health coverags
Home ®  Individusls = My Infermatien =

Dashboard

Quick Links Enroliment Dashboard

@ Pending Delegation
Reguests

& My Profie

B My Deologation Hitory

& Add New Indiviclsl

® @&  Holp&Support =

e Step-2: Enter new customer’s information (e.g., “First Name” or “Email Address”) and click
on the ‘Start’ button.

PLEASE NOTE: The customer will receive an email to activate their new account only if a
customer email address is provided.
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-
I]Q TIINIQ  connecting Pannsylvanians to health coverage A @8 Holp&Support=  MyAccounts
Home @ Individuals - My Infermation =

Create Customer Record

About Customer Customer Information

Nate: if email is provided the new individual will be sent an emall fo activate a new
account

Cancel

e Step-3: A pop-up box will appear. Click on ‘Individual View’ to proxy a customer account or
click on ‘Cancel’ to cancel the process.

View Custemer Account x

Click on Customer Application to go to the consumer pertal

for Dan Thomas. You will be able to complete the application, make
changes, or select a plan on behalf of the customer. Proceed to the
Customer Portal?

Procead to Individual view?

Dan't show this MEsSage again. Cancel Individual View l

For detailed information on how to act as a proxy to an individual account please refer to
Section 3.2.2.5.
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3. Individuals

r
I)e l] ll l Q connecting Pennsylvanians to health coverage™

Home & Individuals ~ My Information -

Pending Requests

Dqs h bo Active Customers

Inactive Customers

3.1 Pending Requests (New Designation Requests)

For detailed information on Pending Requests, please refer to Section 2.1.

3.2 Active Individuals/Customers (Existing Designations)

An Active Individuals page displays a complete list of individuals assigned to the Assister. The
Active Individuals list displays their name, family size, household income, eligibility status,

application status, and an action button that helps the Assister in performing actions on an
individual account.

The Active Individuals section helps the Assister to search for an active individuals list, edit
individual summary, provide comments on an individual’s profile, act as a proxy to a

customer’s application, resend the activation email to an individual, and mark an individual as
inactive.
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3.2.1 View and search for active individuals

e Step-1: Click on ‘Individuals’ tab and select ‘Active Customers’.

Home #® Individuals = My Information -

Pending Requests

Active Customers

\ctive Ir tive Indivi

Inactive Customers

e Step-2: Enter individual’s first name in the ‘First Name’ field or last name in the ‘Last
Name’ field or select individual eligibility status (e.g., “Pending” or “Conditional”)
from the ‘Eligibility Status’ drop-down list or select individual application status (e.g.,
“Open” or “Submitted”) from the ‘Application Status’ drop-down list and click on the
‘Go’ button.
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3.2.2 Perform actions on a designated customer account

The Assister can perform actions on customer accounts, which includes each
individual’s summary, such as, provide comments on an individual’s profile, act as a
proxy to an individual account, resends the account activation email, and marks an

individual as inactive.

3.2.2.1 Update individual summary

PLEASE NOTE: Assisters can individually edit each summary only for the individuals who have not yet

completed their sign-up process.

Failure

This action is only allowed for individual consumers who have not

sign up process.

completed the sign up process.Dan Thomas has already completed the

e Step-1: Click on ‘Individuals’ tab and select ‘Active Individuals’'.

My Information -

September 2022 v2.0

Home &  Individuals =
Paending Requests
* Active Customers
\ctive Ir

Inactive Customers

tive Indivi
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September 2022 v2.0

e Step-2: Click on the %~ putton and click on “Details’.

pennie

cannecting Pennsybvanians fo health coveroge

Homa % Individusls = My I

Active Individuals 7acive indnisuas

Refine Results By

Export o Excel

Lite Rive 73 ﬂ
. °
e Step-3: Go to “Summary” section and click on the ‘Edit’ button.
I]q""ic coneiecting Pannaylvanians o health covaroge e

Dan Thomas
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e Step-4: Enter the individual information and click on the ‘Save’ button.

I)u““ic ctnnecting Paneyivarians io hadith covroge” P

Linda Davis

rrrrrrrr

3.2.2.2 Provide comments on an individual profile

e Step-1: Click on ‘Individuals’ tab and select ‘Active Individuals’.

Home % Individuals = My Information -

pg\.nding Requests

Active Customers

h.Cﬁ\fE |l' tive Indivi

Inactive Customers

e Step-2: Click on the %~ putton and click on “Details’.
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[PRININIR commacing Prraghonians o bk covaroge
Home ®  Individuals = My Information -

Active Individuals 7cive indisuas

Refine Results By (reset all)

WA
WA

Eligibility Status
Lita Orlega nA
7y
Ap s Phred Car 7y
Steve Yeager WA

Export as Exeal

e Step-3: Go to “Comments” section and click on the ‘Add Account Note’

button.

penn Q' conmacing Porirvanians ts hecith corsrage

Homa #  individuals = My information =

Linda Davis

Comments

e Step-4: Provide comments in the text area and click on the ‘Post Account

Note’ button.
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I'Q““ic conneciing Penneyivaniant fo healih coverage® # g8 HelphS
Home #  individuals ~ My Information =

Linda Davis

e Step-5 (Another way): Perform Step-1 and Step-2 from Section 3.2.2.2 and
go to “Actions” section and click on the ‘New Comment’ button.

Home ®  Individuals = My Informalion =

Linda Davis

PPRININTQ comectingPuncmvorian s hesth conore A B HelphSuppori=  MyAccounl-

e Step-6 (Another way): A pop-up screen will appear. Enter comments in the
text area and click on the ‘Save’ button.

Linda Davis

Cancel m Characters left: 4000
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3.2.2.3 Update comments on an individual profile

e Step-1: Click on ‘Individuals’ tab and select ‘Active Individuals’.

Home #® Individuals = My Information -

pg\.nding Requests

Active Customers

I.Cﬁ‘ufE Ir tive Indivi

Inactive Customers

e Step-2: Click on the %~ putton and click on “Details’.

PININIR commectiog Panniphasiant o heatih covaage # & ypss
Homa #  Individusls = My Infarmaficn -

Active Individuals 7 nanasuon

Refine Results By

e Step-3: Go to “Comments” section and click on the L
comment.

button next to a
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penn JIZ connecting Pannsyivorions o heolth coveroge”

Linda Davis

Comments

e Step-5: Enter the updated comment in the text area and click on the

‘Update Account Note’ button.

l‘l QININIQ  connecting Pennaylvanians to health coverage’

Home®  Individuals = My Information +

Linda Davis

About this Customer PR
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Commen s
app
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3.2.2.4 View customer application

The Assister can view an individual customer’s account and can perform actions on their behalf when a
proxy relationship is established. They can perform actions such as report qualifying life events, shop for
new health and dental plans, start a new individual application, view application status, view household
eligibility, view current health and dental plans, view current and past enrollments, check inbox
messages, update communication preferences, use find local assistance tool, view Assister profile, and
de-designate an Assister.

e Step-1: Click on ‘Individuals’ tab and select ‘Active Customer’.

Home & Individuals = My Information -

Paending Requests

Active Customers

\ctive Ir tive Indivi

Inactive Customers

e Step-2: Click on the £~ putton and click on ‘Details’.

PRI’ comecting Ponmhonions o bt covarogs
Home ®  Individuals = My Information ~

Export as Excol

Active Individuals 7 nanasun

Refine Results By

R
Dan Thomas 4 Conditiona Eigibility Rectvod
Lot Unda Ortega A oo
Linda Davis WA on Pending TR octive
Viw Enrolmant Detalls

o
Lite Rivera WA oo Pending open

Eligibility Status

stove Yooger wa o0 #
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e Step-3: Go to “Actions” section and click on ‘View Customer Application’.

-
PPRININIR comnecing Ponnsiverions o hesth covsroge

Homa®  Individusts = My Information =

Dan Themas

e Step-4: A pop-up box will appear. Click on ‘Individual View’ to proxy an
individual account or click on ‘Cancel’ to cancel the process.

View Customer Account X

Click on Custormer Application to go to the consumer portal

for Dan Thomas., You will be able to complete the application, make
changes, or select a plan on behalf of the customer. Proceed to the
Customer Portal?

Proceed to Individual view?

Don't show this message again. Cancal I individual View I

e Step-5: The following screen displays customer account.

-
I'j QININIE  covrecting Pernsgleaniars ho beollh covcoge

[ L e
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3.2.2.5 Resend activation email

PLEASE NOTE: The Resend Activation Email feature is only available for customers who
have not completed the sign-up process. This step will allow Assisters to edit the
individual email address and phone number before resending the activation link.

e Step-1: Click on ‘Individuals’ tab and select ‘Active Customers’.

Home #® Individuals = My Information -

Pending Requests

Active Customers

\ctive Ir tive Indivi

Inactive Customers

e Step-2: Click on the £~ putton and click on “Details’.

-
[PRININLR comectiog Panniphonians o heatih covaros LI

Vome #  Individuals = My Information =

Active Individuals 7 ndnasuon

e Step-3: Go to “Actions” section and click on ‘Resend Activation Email’.
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Linda Davis

Summary

cccccccc

Opan

e Step-5: A pop-up screen will appear with a ‘Success!” message.

Success!

A new activation email has been sent to Linda Davis.

3.2.3 Mark an individual as inactive

PLEASE NOTE: This action cannot be undone. If an individual is marked as inactive, then it will
terminate the existing relationship between the Assister and Customer. The marked inactive

individual will be listed in the “Inactive Individuals” section.

e Step-1: Click on ‘Individuals’ tab and select ‘Active Customers’.

Home #® Individuals = My Information =

Pending Requests

Active Customears

\ctive Ir

tive Indivi

Inactive Customers

e Step-2: Click on the # - putton and click on “Mark as Inactive’.
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Home @ ndividuals ~ My Information -

Active Individuals 7acive induisuas

Rofine Rosults By (reset all)

Don Thamas

Linda Orfega NIA 0o fi
Linda Davis er L
ERglblity Starus Py i &
Lita Rivera NiA 00 Panding Open »

Application Stars Phrod Car NeA 00
hoct - i

Stowo Yoager WA 00

Go

Help BSupport = My Accounts

e Step-3: A pop-up screen will appear. Click on ‘Confirm’ to inactivate a current
individual account or click on ‘Cancel’ to cancel the process.

PLEASE NOTE: If you mark an individual account as inactive, then you will no longer

have access to their account. The individual must send you another designation
request to you to perform actions on their behalf.

Are You Sure? x

Are you sure you want to remove designation for this account? If you confirm,
you will no longer have access to this account.

Should you change your mind in the future, this person will have to send you
another designation request before you can access their account again.

3.3 Inactive Individuals (Undesignated Customers)

The Inactive Individual section displays the list of individuals whose designation requests have
been declined, marked as inactive by the Assister, or the individual has undesignated the
Assister.

The Assister can view and search for the list of inactive individuals filtered by their first name,
last name, and an inactive date range.
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3.3.1 View and search for Inactive individuals

e Step-1: Click on the ‘Individuals’ tab and select ‘Inactive Customers’.

-
l'l L'l 'I'l 'I I ‘I L‘ cannecting Pennsyboanians to health coverage

Acfive Cusiomars

Inactive

Pasieing Rigueits

Horne @ Indiwiduals = My Informsation =

1 InActive Individwal

e Step-2: Enter the individual’s first name in the ‘First Name’ field or last name in the
‘Last Name’ field or enter the desired date range an individual account has been
inactive in the ‘Inactive Since’ section under the “Refine Results By” section and click

on the ‘Go’ button.

-
[]\!lllllk‘ conmecting Pennsyhwanions fo. health coverage’
Home #  Individuals = My Information -

Inactive

1 InActive Individual

Refine Resuits By (resetal)

Kato Upland
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4. My Information

-
I) c l‘ l, le connecting Pennsylvanians to health coverage™

Status
Quick Links

Home # Individuals + My Information ~

Counselor Information

Dashboard My Profile

Certification Status

4.1 Assister Information

The Assister Information Section displays Assister information, which includes individual
Assister Information, Mailing Address, and Profile Information. This information can be

updated within this Section.

4.1.1 Add or update Assister information

e Step-1: Click on ‘My Information’ tab and select ‘Counselor Information’.

Dashboard

Quick Links

—
I)Q Il ll 'Q connecting Pennsylvanians to health coverage”

Home ® Individuals -

My Information =

| Counselor Information

My Profile
Certification Status

Status

e Step-2: Click on the ‘Edit’ button.
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Homo @ individuals + My Information

Stops Assister Information
s

-
I]Q TIMNIQ  connecting Penasylvanians 1o health coverage® B iR ey eesni

e Step-3: Enter Assister Information (e.g., “First Name” or “Phone Number”), Mailing
Address and Profile Information (e.g., “Spoken Languages Supported” or “Written
Languages Supported”) and click on the ‘Save’ button.
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4.2 Profile

For detailed information on the Assister Profile please refer to Section 2.2.

4.3 Certification Status

The Certification Status section provides a read-only listing to Pennie Assister Number,
Certification Status, Assister Certification Number, Assister Start Date, Certification Renewal
Date, and Activity Status.

PLEASE NOTE: The Certification Status of an Assister must be “Certified” to gain access to the
Assister portal and the Activity status must be “Active” to appear in the “Find Local
Assistance” directory tool.

There are three possible Certification Statuses for the Assisters, which are described below:

Pending
The Pending status is the default status assigned to a new Assister whose account has been

created by their Entity Organization on the Pennie platform and the Entity administrator is
reviewing their information.

Certified
The Certified status is assigned once the Entity administrator has verified the Assister
information. Only an Assister with Certified Status can have full access to the Assister portal.

Denied
The Denied Certification Status is assigned when an Assister’s certification is rejected.

There are two Activity Statuses for the Assisters, which are described below:

Active

The Active status is assigned to an Assister by the Entity Organization or Entity administrator.
An Assister with active status will be listed in Pennie’s “Find Local Assistance” directory tool,
which is used by customers to locate Assisters in their area. The Assister will appear in the
Assister search list which is used by the Entity to change customer delegation from one
Assister to another Assister within the Entity Organization.

Inactive

The Inactive status is assigned to an Assister by the Entity Organization or Entity administrator.
An Assister with an Inactive status won’t be listed in Pennie’s “Find Local Assistance” directory
tool, which is used by customers to locate Assisters in their area. The Assister will not appear
in the Assister search list which is used by the Entity to change customer delegation from one
Assister to another Assister within the Entity Organization.

September 2022 v2.0 Assister User Reference Manual Page 33 of 34



-
PRIMIRAR cormesting Ferredvanians o health eoverage # @8 HakBSupotc  MyAccounts

Hame ®  Individuak = My Infamnation =

Olivia Fox

Document Revision History

Version Issue Date Changes Drafted Approved
2.0 09/01/2022 Revised Guide for OEP 2023 Scott Yeager 09/26/2022

September 2022 v2.0 Assister User Reference Manual Page 34 of 34



	1. Overview
	2. Home Page
	2.1 Pending Delegation Requests
	2.1.1 View and search for pending designation requests
	2.1.2 Accept or decline individual designation request

	2.2 My Information/Profile
	2.2.1 Add or update Assister profile photo
	2.2.2 Add or update Assister profile information

	2.3 Add New Individual

	3. Individuals
	3.1 Pending Requests (New Designation Requests)
	3.2 Active Individuals/Customers (Existing Designations)
	3.2.1 View and search for active individuals
	3.2.2 Perform actions on a designated customer account
	3.2.2.1 Update individual summary
	3.2.2.2 Provide comments on an individual profile
	3.2.2.3 Update comments on an individual profile
	3.2.2.4 View customer application
	3.2.2.5 Resend activation email

	3.2.3 Mark an individual as inactive

	3.3  Inactive Individuals (Undesignated Customers)
	3.3.1 View and search for Inactive individuals


	4. My Information
	4.1   Assister Information
	4.1.1 Add or update Assister information

	4.2 Profile
	4.3 Certification Status


