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MS Teams Live Conference Call

‘)( All attendees' lines are muted

.ﬂ All questions can be typed using the Q&A function.
@2, Pennie Reps will answer them one-on-one, publish, or audibly address.



KL

Today’s Agenda

Pennie Community Updates
PHE Update
Operations Updates & System Enhancements

Questions & Feedback
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Pennie Community Workgroup
Updates

agency.pennie.compennie-community-workgroup/



Enrollment Timeline

Open Enrollment Open Enrollment
Period Begins Period Ends

November 1 January 15

Jan Feb Mar Apr May Jun Ju Aug Sep Oct Nov Dec Jan

January 1 December 31

Special Enrollment Period (SEP)

PROPRIETARY & CONFIDENTIAL ‘p



Open Enroliment Customer Service Hours

November 1- January 15

Mon-Fri 8a-7p
Sat 8a-1p
Sun Closed \\

Extended Hours

Thu, 12/15/22 8a-10p

Sun, 1/15/23 8a-11:59p 1-84.4-844-8040
Customers

Holiday Closings 1-844-844-4440
Thurs, 11/24/22 Thanksgiving Assister / Broker

Sat, 12/24/22 Christmas Eve | J
Mon, 1/16/23 Martin Luther King Day

**Pennie will be open on 12/26/22 (Christmas Day Observed), & 1/2/23 (New Years Day Observed)
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Pennie & YMCA Health Equity Tour

LOCATMONS  CONTACT

-l v |

Northwest North Central MNortheast

CONTACT US
Enur@ymzsharrisbur, sarg
[ EIEE L]

LOCATIONS

[

MEMBERSHIP
== Buin the ¥ sy =

Southwest South Central Southeast

View Tour Stops at:

https://yvmcaharrisburg.org/locations/ymca-
center-healthy-living/programs/the-health-
equity-tour/ymca-health-equity-tour-stops/

Or

At pennie.com —right on our homepage
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https://ymcaharrisburg.org/locations/ymca-center-healthy-living/programs/the-health-equity-tour/ymca-health-equity-tour-stops/

Follow Pennie on Social & Share Materials

facebook

Health Coverage
Made Simple!

Enroll now cft pennie.com

Pennie

15K followess + 443 follawing

pennie fmesmamm—" Moot s Pariners © Rasourews - Worbgeaup

Marketing Materials
from Pennie

. Tactkit i

Download Pennie Materials & Handouts

L

H Explore Health Coverage
Made Simple!
& Settings Enrall now of pennie.cam

I V' Lower Premiums
“lﬂcﬂl Support

VQ"“’W Cﬂverggg

Connesting Pennsyhvanizns
sssistance §§ to help cover coste.

PO Fodowtnp BT Folkwars

Tweets Tweets & replics Madia Likes

Pennle & ®Pennle0fficial - ¢h
Ir

Quality Coverage at
your fingertips!

+  https://agency.pennie.com/toolkit/
«  https://twitter.com/pennieofficial
+  https//www.facebook.com/PenniePa
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Recertification Training Reminder

Don't forget to complete recertification to remain Pennie-Certified for 2023!

Assisters

Recertification Deadline: 12/15

Get Pennie Certified at:
agency.pennie.com/assisters/

Get Certified!

Get Certified

Assisters are vital to the entire Pennig
ecosystem, designed to provide a
space for health insurance
accessibility.

Get Pennie-Certified for 2023
Click here to start!

Brokers

Recertification Deadline: 12/15

Get Pennie Certified at:
agency.pennie.com/brokercertification/

Broker Certification

2023 Brekor Cartifcation Training Is Avallokts Mow!
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Assisters: How to get help

Resource: https://agency.pennie.com/assisters/

L L L e a——

Assister Escalation Pathway

Furpose

rhupu-wn oith is o provide @ secoialion process for Pannie-cersified Assistars fo uiiize
a quids ta ascolate supgort an hehalf of thair o L afomers or shamsslvas. An escalafian s dafined o as any acanaria that

blo ks an Assistor from enraling thair customers. First-cal rasohution and/ar suppart ore considared general inquirias

that da net rise to the level of an ascalation.

Tha ragular flow of Assister talap s 1o 1-844-844 tha Assister pi questicn fo a Fennls
Cushomear i di d A

discovary and D8AIn dw rmining ovsbla oplions Fo salufions willow a parl o e ksl aasoesmer

resalvad by CSR as clesed If the Assister's gt ut tha Assistar’ an

i required (ra i '1 weutod).

M first-cull rosolul = ot possible, tho Assisiar may request ko speat wilh o suporvisor to orcdlale the mother of hand.
Ha supensar is unavallabls 1o saka tha call, the CSR will submit an escalatian fickst requasting subssquans follow-up
ba the Assistor when tha ticket has bo wompletod. ian is ol reached with the supervisern, an
wscalation ticket will be created by tha Confoct Canter suparviscr for Pannia shaff review. Instruction will ba provided fo
the Contact Canter far follaw-up with tha Assister onca Pannla staff parforms shalr ravisw of tha ascolal tice ficket

Best Practices
« Haha tha Bckat raimben, what il addneasss, and allow for processing fime.
« Hatickst is craated, provide the best telephans numiber to recenve a call back and the best owvalabdlity fo aliminats
“phone tag® and re pmlw: ulba k atempts.
- Suparvisor and nct a blackss
« Haddmonal action b mdﬂdlnarlwma wisting basiss aftar awarcling fhia ascolation quidance, send on smal 1a

Asslsteory dpennbe.col m. Placse ba awane thal addiional processing lime wil cocur o3 Pennie staff ollabor fes
with tha Condoct Cansar 10 compile and revisw tha lssus.

Asslster Escalutlon Path | €C:1-844-844-4440
n Clear identification of lssue:  What is the reat couss of the problam at hand?
“ Fesalusian/Expacted Outcoms:  What Is naadad 1o rasalvs the lssus?
Leod/Supervisor Escolalion; 1 There o need o escalalion?
Ticke! Croaficn: Is addifional oclion i needed 1o rmeclve Biue?

Ticke! Logging: CSR provides Assister wilh the tickald

|i|ns T Ficke! processing:

P: ascolalions 3 6duw

wstsice afOEF" escalatian 2-3 doys;
Tssiies stopping somaans from enrolling

Tick! Follow-up.

Articulation of specific items discussed, incl ﬂmg-@us razakition,

il and f czvan is resded: what was cdvissd, o

spog
£28
§ %egs
EH
=
gRLE
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Assister Escalation Pathway has been updated on the
Pennie Assister Resource site.

For Quick Resolution:

« Call +1 (844) 844-4440 - the dedicated
Assister/Broker Support Team

* For Assister Training Support:
pennie.training@cognosante.com

«  Reminder: If you have two roles with Pennie (Entity
Manager & Assister), you will need different email
addresses for each role. Contact your IT Department
for help in establishing an alias email address.
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https://agency.pennie.com/assisters/
mailto:pennie.training@cognosante.com

Brokers: How to get help

Resources: https://agency.pennie.com/brokers/

How Brokers Can Get Assistance;

Call +1 (844) 844-4440 - the dedicated Assister/Broker Support Team

Reasons to call the Support Line:
* Broker Certification Training questions or status
* Login assistance, unlock your account, or setup a new account

+ Help with Agency Manager portal, including adding new brokers, changing
customer designations

* Inquiries on behalf of your customers
* Be prepared to validate customer's information
« If applicable, have ticket number available
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https://agency.pennie.com/brokers/

PCW Materials

Decks and Recordings for Pennie Community Workgroup Meetings:
Resource: https://agency.pennie.com/pennie-community-workgroup/

I)Qll“ie Official Site of the Pennsylvania

Health Insurance Exchange Authority AboutUs ~  Partners ~  Resources ~  Workgroup Visit Pennie

Introducing the Pennie Community Workgroup

Pennie has decided fo combine the Broker Workgroup, the Outreach and Education Workgroup, os well as the Broker and Assister Lunch and Learns fo form one

unified, expanded werkgroup called the Pennie Community Workgroup.

This group will meet virtually, usually the second Friday of every month from 11:00 am to 12:00 pm. These meetings will focus on hot fopics in the markefplace,

system updates, and technical tutorials related to the Pennie platform.

Sept 9, 2022: Agenda | Meeting Recording | Meeting Deck

Oct 7, 2022: Agenda | Meeting Link

Nowv 18, 2022: Agenda | Meeting Link

Dec 9, 2022: Agenda | Meeting Link
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https://agency.pennie.com/pennie-community-workgroup/

Public Health Emergency Update



Unwinding of the Public Health Emergency (PHE)

It will take all of us!

* Estimated 400k-500k PA residents will lose My miother wolldisay 1o me. Losk frihshal pars
Vicallea Asslstames winen @ el 1y resletarmmalaee 05— "— - - —— " ——— - ——— - 5
after the PHE ends

this day, especially in times of disaster, | remember
rny mother’'s words, and | am always comforted by

realizing that there are still so many helpers —so
When will PHE unwinding begin? many caring people in this world."

« Currently, PHE scheduled to end April 11, 2023
* Note: CMS has issued many 90-day extensions
previously. CMS will provide states with
confirmation 60 days in advance of the PHE end.

- Fred Rogers

« PHE unwinding of the PHE is an "all hands-on deck" scenario — Pennie will need your help in
making referrals to — Pennie Brokers, Assisters, Customer Service Representatives, and to
pennie.com

« Ifyou haven't joined DHS's "Helper" network, please do so -
https://www.dhs.pa.gov/PHE/Pages/Helpers.aspx
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https://www.dhs.pa.gov/PHE/Pages/Helpers.aspx

Operations Updates & System
Enhancements



Operations Updates & System Enhancements

2023 Renewals - Customers with No APTC
Reporting Life Events During Open Enroliment
Resolving Income Data Matching Issues (DMIs)

Broker Portal “Search for Existing Customers” Functionality
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2023 Renewals - Customers with no APTC

REMINDER: Some renewed customers need to take action to receive APTC for 2023 coverage.

How can you know why a customer was renewed without APTC for 20237

1.

Did not apply for financial assistance in 2022

2. Potentially-eligible for Medical Assistance/CHIP for 2023
. Check the customer's eligibility on your assister/broker portal or customer dashboard
. Note: Pennie uses 2022 federal poverty levels (FPLs) for 2023 applications. Customers with income just above MA/CHIP
eligibility thresholds in 2022 may fall below MA/CHIP eligibility thresholds for 2023 with the same income.
3. No consent to check trusted data sources at renewal
. Edit the 2023 renewal application and navigate to the signature page to see their consent to check data sources at renewal.
. Note: Pennie is sending separate emails and outbound calls to these customers throughout OE
4. Edit the 2023 renewal application and review the answers
. Potential reasons for loss of eligibility for financial assistance include:
. Not filing a tax return
. Filing separate tax returns when married
. Indicating not reconciling APTC received in previous years (“Reconciliation of APTC" question)
See October 2022 Community Workgroup for more information on 2023 renewals. J o
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https://agency.pennie.com/wp-content/uploads/2022/10/10.7.22-PCW-Deck.pdf

(o
Reporting Life Events During Open Enroliment

For 2023 Open Enrollment, we implemented system enhancements to make it easier report life
events during Open Enrollment.

During OE, customers can enroll using EITHER:
«  Open Enrollment rules (shop by 12/15 for coverage 1/1; shop by 1/15 for coverage 2/1)
* Special Enrolment rules (effective dates vary based on event)

When customer has a life event during OE, ask yourself these 3 questions:

« Step 1: What is coverage start date for the life event?

« Step 2: Do | need to make same change to the other year’s application?
+ Step 3: How do | report the life event?
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(20
Reporting Life Events During Open Enroliment

ENHANCED Self-Service Reporting Life Events during Open Enrollment

Step 1: What is coverage start date for the life event?

Coverage start date determines whether to use 2022 or 2023 application
When reporting a life event, think of what coverage start date you want to shop for
For 2022 coverage start date, update 2022 application, report life event, and shop for plan.

For 2023 coverage start date, update the 2023 application.
+ If shopping on 12/15 or earlier, you can shop for coverage starting 1/1/2023 without reporting life event.
+ If shopping 12/16 or later, you will be able to report a life event for coverage starting 1/1/2023 (or shop for
2/1/2022 coverage start date without reporting life event).
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(2
Reporting Life Events During Open Enroliment

ENHANCED Self-Service Reporting Life Events during Open Enrollment

Step 2: Do | need to make same change to the other year’s application?

IMPORTANT: Enrollment changes to 2022 coverage are not automatically made to 2023
coverage. If you want the same change to apply to 2023 coverage, you'll need to update the

2023 application and enrollment accordingly.
Example: On 11/3/2022, you report a marriage on 2022 application to add spouse effective 12/1/2022.

To enroll spouse in 2023 coverage, you need to also add spouse to 2023 app and enrollment.

If you need to update 2022 and 2023 coverage, the order you do it doesn't matter.
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Reporting Life Events During Open Enroliment

ENHANCED Self-Service Reporting Life Events during Open Enrollment

Step 3: How do | report the life event? 2023 apps: Shop for Plans
' » Shop for Plans (for 1/1/2023 coverage)
* You may see different system prompts « Confirm Life Event (2023 coverage, based on life event)

depending on your situation.
+  Apps submitted 11/1/2022 - 12/15/2022:

2022 2023

® You have 58 days to enroll before the open enrollment period ends on 01/15/2023. If you are reporting a
change to your 2022 enrollment click on the 2022 tab to update your enrollment.

o a3 a a \ Next St
2022 apps: Confirm Event and Finalize Plans w——
You have successfully completed your application for health insurance and provided your financial information.
2022 Coverage Start Dates (ba sed on life eve nt) You can now shop and enroll in plans that best meet the needs of your family.
2022 2023
Next Steps

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking 2022 2023

the butten below. You will be able to shop for plans and enroll once you confirm the event.

Next Steps
Confirm Event and Finalize Plans P

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking

the button below. You will be able to shop for plans and enroll once you coafismtha.auent

/ [ Confirm Event and Finalize Pluns




Reporting Life Events During Open Enroliment

ENHANCED Self-Service Reporting Life Events during Open Enrollment

Step 3: How do | report the life event? 2023 apps: Shop for Plans
' » Shop for Plans (for 2/1/2023 coverage)
* You may see different system prompts + Confirm Life Event (for other 2023 coverage dates) (NEW)

depending on your situation.
+  Apps submitted 12/16/2022 - 1/15/2023:

2022 2023

You have 29 days to enroll before the open enrollment period ends on 01/15/2023. If you are reporting o
change to your 2022 enroliment click on the 2022 tab to update your enrollment. If you have a qualified life
event that would grant you an earlier effective start date than 02/01/2023, then click the following link
Confirm Life Event

2022 apps: Confirm Event and Finalize Plans

2022 Coverage Start Dates (based on life event) FextSteps

You have successfully completed your application for health insurance and provided your financial information.

You can now shop and enroll in plans that best meet the needs of your family.

2022 2023

Next Steps
2022 2023

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking

the butten below. You will be able to shop for plans and enroll once you confirm the event.

Next Steps
Confirm Event and Finalize Plans P

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking

the button below. You will be able to shop for plans and enroll once you coafismtha.auent

/ [ Confirm Event and Finalize Pluns




Reporting Life Events During Open Enroliment

Example 1- Marriage on 12/2/2022 (submitted on 12/10/2022)

Step 1. What is coverage start date? 1t of month following 12/2/2022 event = 1/1/2023 coverage
Step 2. Do | need to make changes to multiple years? No
Step 3. How do | report the life event?

 Update 2023 application to add spouse
« Click on Shop for Plans (for 1/1/2023 coverage)

2022 2023

® You have 58 days to enroll before the open enrollment period ends on 01/15/2023. If you are reporting a
change to your 2022 enrollment click on the 2022 tab to update your enroliment.

Next Steps

You have successfully completed your application for health insurance and provided your financial information.

-1

You can now shop and enroll in plans that best meet the needs of your family.
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Reporting Life Events During Open Enroliment

Example 2 - Marriage on 12/2/2022 (submitted on 12/20/2022)
Step 1. What is coverage start date? 1st of month following 12/2/2022 event = 1/1/2023 coverage
Step 2. Do | need to make changes to multiple years? No

Step 3. How do | report the life event?

+ Update 2023 application to add spouse

2022 2023
* Click on Confirm Life Event to report Marriage
You have 29 days to enroll before .lhoopononro!lmomporlodondxon01/15/2023. If you are ropore.irlag a . (Since current date is after ]2/]5' Shop for Plans would
® change to your 2022 enroliment click on the 2022 tab to update your enrollment. If you have a qualified life reSU|t in 2/1/2023 coverage, not 1/1/2023 Coverage)

S ldgeant you an earlier effective start date than 02/01/2023, then click the following link

Confirm Life Event

After life event approved, Shop for Plans (1/1/2023)

Next Steps

You have successfully completed your application for health insurance and provided your financial information.

& Shop for Plans

Life Change Reporting Qualifying Life Event

You can now shop and enroll in plans that best meet the needs of your family.

Important-in ordor to qualify for Spoecial Enrolimont Period. you need to report and take action within 60 days of tho.
ovont date. If you don't your request will most kikely bo denied.

Select your Qualifying Life Event and the date the event occurred

2022 2023

Qualifying Life Event « - 12/02/2022 @&

Marriage

Next Steps I have provided true answers 1o oll of the questions 1o the best of my knowledge. | know | may be subject 1o penalties

under federal law if | intentionally provide false information.

Bock o Doshboord

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking

Confirm Event and Finalize Plans

the button below. You will be able to shop for plans and enroll once y:
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Reporting Life Events During Open Enroliment

Example 3 - Loss of MEC on 2/5/2023 (submitted on 12/20/2022)
Step 1. What is coverage start date? 1st of month following 2/5/2023 event = 3/1/2023 coverage

Step 2. Do | need to make changes to multiple years? No

Step 3. How do | report the life event?

2022 2023

You have 29 days to enroll before the open enrollment period ends on 01/15/2023. If you are reporting a
® change to your 2022 enroliment click on the 2022 tab to update your enrollment. If you have a qualified life
htheteveuldgeant you an earlier effective start date than 02/01/2023, then click the following link
Confirm Life Event

Next Steps

You have successfully completed your application for health insurance and provided your financial information.

& Shop for Plans

You can now shop and enroll in plans that best meet the needs of your family.

2022 2023

Next Steps

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking

Confirm Event and Finalize Plans

the button below. You will be able to shop for plans and enroll once y:

Update 2023 application
Click on Confirm Life Event to report Loss of MEC
. (Since current date is after 12/15, Shop for Plans would
result in 2/1/2023 coverage, not 3/1/2023 coverage.)

After life event approved, Shop for Plans (3/1/2023)

Life Change Reporting Qualifying Life Event

Importantin order to qualify for Special Enroliment Poriod. you need o report and fake action within 60 days of the.
event dote, If you don't your request will most likely be denied.

Select your Qualifying Life Event and the date the event occurred

Qualifying Life Event » Loss of Minimum Essential Coverage (ME v 02/05/2023 B

I have provided true answers to oll of the questions 1o the best of my knowledge. | know | moy be subject 1o penalties
under foderal low if | intentionallly provide false information.

Back to Dashboard




Reporting Life Events During Open Enroliment

Example 4 - Birth on 1/5/2023 (submitted on 1/10/2023)
Step 1. What is coverage start date? Date of event = 1/5/2023 coverage

Step 2. Do | need to make changes to multiple years? No

Step 3. How do | report the life event?

2022 2023

You have 29 days to enroll before the open enrollment period ends on 01/15/2023. If you are reporting a
® change to your 2022 enroliment click on the 2022 tab to update your enrollment. If you have a qualified life
htheteveuldgeant you an earlier effective start date than 02/01/2023, then click the following link
Confirm Life Event

Next Steps

You have successfully completed your application for health insurance and provided your financial information.

& Shop for Plans

You can now shop and enroll in plans that best meet the needs of your family.

2022 2023

Next Steps

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking

Confirm Event and Finalize Plans

the button below. You will be able to shop for plans and enroll once y:

Update 2023 application to add child

Click on Confirm Life Event to report Birth
. (Since current date is after 12/15, Shop for Plans would
result in 2/1/2023 coverage, not 1/5/2023 coverage.)

After life event approved, Shop for Plans (1/5/2023)

Life Change Reporting Qualifying Life Event

Importantin order to qualify for Special Enroliment Period. you need to report and take action within 60 days of the
ovent date. If you don't your request will most kikely be denied.

Select your Qualifying Life Event and the date the event cccurred

Qualifying Lite Event « Birth v 01/05/2023 =]

1 have provided true onswers 10 oll of the quostions 10 the best of my knowledge. | know | may be subject 1o penaltios
under federal law if | intentionally provide false information.

——

PROPRIETARY & CONFIDENTIAL rp



Reporting Life Events During Open Enroliment

Example 5 - Birth on 11/25/2022 (submitted on 1/10/2023)
Step 1. What is coverage start date? Date of event = 11/25/2022 coverage
Step 2. Do | need to make changes to multiple years? Yes, need coverage starting 11/25/2022 & 1/1/2023

Step 3. How do | report the life event?

Update 2022 application to add child

Report life event, and Shop for Plans (11/25/2022)

Update 2023 application to add child

Click on Confirm Life Event to report Birth
After life event approved, Shop for Plans (1/1/2023)

o, change fo your 202

You have 29 days to enroll before the open enrollment period ends on 01/15/2023. If you are reporting o

Confirm Life Event

2022 2023

2 enrollment click on the 2022 tob to update your enrcliment. If you have o qualified life
you an earber effective start date than 02/01/2023, then click the following link

Next Steps
You have { your for health and provided your financial information.
You can now shop and enroll in plans that best meot the noods of your family.

2022 2023

Next Steps

You have successfully reported the life event to enroll in health plan(s). Please confirm the life event by clicking

the button below. You will be able to shop for plans and enroll once you confirm the event.

Confirm Event and Finalize Plans

Mext Steps

| i [

2022 2023

Life Change Reporting Qualifying Life Event

Irportantin order bo quolify for Spaciol Ervollment Period. you need fo repor ond oke oction within 60 doys of the
event date. If you don't your recquest will most likely be denied.

Select your Qualifying Life Event and the date the event accurred
Qualifying Life Event Birth hod 112502002 &
B | have provided irus onswers 1o oll of the g

under federal law if |ink

Back to Dashboard

pried the life event to enrall in health plan(s). Please confirm the life event by clicking
able to shop for plans and enroll once you confies
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Resolving Income Data Matching Issues (DMiIs)

What is a Data Matching Issue (DMI)?

* Pennieis required by federal law to verify information on a customer’s application against trusted data
sources and flag inconsistencies, called Data Matching Issues (DMIs)

* Checked every time an application is submitted

» If application information inconsistent with trusted data sources:
+ DMIs will be generated for each inconsistency found
» Customer “conditionally eligible” for coverage for 90-day reasonable opportunity period (ROP)
* Inconsistencies must be resolved before end of ROP or else adverse action taken

* Since eligibility is determined at the individual family member level, most DMIs are applicable to a specific
person not the entire household.

« HOWEVER, since income is for the entire household, income DMIs are based on the entire household’s
income (even though we list the income DMI under the primary tax filer's name)

+ If Income DMI not resolved by end of ROP, APTC/CSR terminated for entire household effective last day of
month on or after ROP expires (90 day ROP + 15 days)

See May 2022 Community Workgroup for more information on preventing, resolving, and troubleshooting DMls.
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https://agency.pennie.com/wp-content/uploads/05.20.22-CPW-Deck-Template.pdf

Resolving Income Data Matching Issues (DMiIs)

How to Resolve a DMI?
* Upload documents through customer portal that are appropriate for the type of DMI
» List of acceptable documents are available on Document Upload Pages, DMI reminder notice, & Pennie FAQs

FAQ: Documents to confirm household income

Unique Challenges Verifying Income
« Application requires customer to estimate their expected annual household income at end of the current year
* Ifincome on application is less than actual income at end of year, customer at risk for repayment of APTC on tax return

+ Challenges with estimating household income for current year
+ Difficult to predict changes in employment status, periods of unemployment, or changing jobs
« Variability of income for hourly and seasonal workforce
+ Unpredictability of self-employment income

Limited data sources available to verify projected annual income
* Trusted data sources look at income from 1-2 years prior (IRS) or credit bureau data (Experian)

Pennie applies generous thresholds to compare income with data sources before triggering DMIs
+ Ifincome on application greater than income from data sources, no DMI
+ Ifincome on application less than income from data sources, is difference within thresholds?

« Current threshold for triggering DMI: Up to 40% or $20,000, whichever is lower

* Current thresholds subject to change PROPRIETARY & CONFIDENTIAL p


https://help.pennie.com/hc/en-us/articles/360051084873-Documents-to-confirm-your-household-income
https://help.pennie.com/hc/en-us/articles/360051087393-Reporting-self-employment-income-to-Pennie

Resolving Income Data Matching Issues (DMiIs)

Common Issues with Documentation to Resolve Income DMIs

1. Income documentation provided for only one person, not all household members with income on the
application

2. Income documents do not add up to income provided on application

3. Documents (e.g. pay stubs) missing frequency, name, or other critical information

What if no documentation is available for some or all reported income?
+ Customer must make good faith effort to find all available documentation for any portion of reported income.
* Only after ensuring documentation is not available can customer provide income attestation form

* Note: If documentation available for some income but not all, provide that documentation with the attestation
form and an explanation for why documentation is not available for the remaining portion of reported income.
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Resolving Income Data Matching Issues (DMiIs)

Updated Attestation of Income Form
+ Customer must be able to demonstrate that they attempted to obtain proper documentation before using attestation.

. . -
1. Check the appropriate scenario I)Q“nlc AboutUs ~ Pariners ~ Resources =

Please check the box next to the scenario below that applies to you:
|:| Customers with partial documentation should sfill submit those documents in addition to this form and Customer Resources
provide explanation in the space provided below.

I:' Customers who have submitted documents, but those documents have been rejected due to not Income Attestation Form (fillable)
matching your attested income on your application, submit this form in addition to these decuments

https://agency.pennie.com/resources/

providing explanation in the space provided below.

I:I For business owners and investors whose income might fluctuate may submit this form in addition to
any supperting documentation and providing background in the space provided below.

2. Provide detailed explanation for why unable to provide proper documentation (required)

st IN the box below, please provide a detailed explanation why you are submitting this form and/or why
you are unable to obtain proper documentation showing your full anticipated annual income (if more

space is needed, attach additional document to this form).

AAttestation form will be rejected if not completed in full or without valid detailed explanation.ARopR,mRY&CONFIDENTIAL (l?


https://agency.pennie.com/resources/

Resolving Income Data Matching Issues (DMiIs)

Why do | have to collect documents? Why can’t | just submit the income attestation form?

» Attestation forms should NOT be first document submitted, except in very limited circumstances, per federal rule

* Remember the purpose of DMIs:

Federal rules require Pennie to verify each eligibility criteria that customer attests to on their application.
Pennie first tries to validate using trusted data sources.

If trusted data sources cannot verify the application information, customer has opportunity to provide
documentation to verify what they have already attested to on their application.

Submitting another attestation to “verify” information attested to on the application is not verification.

That is why Income Attestation is the last resort only when no other documentation exists.

* Most customers should be able to submit some documentation of their income.

+ If that documentation is not sufficient to verify all of the income, or if the documents don't reflect future changes,
then use the attestation form as a supplement to the original documentation
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Resolving Income Data Matching Issues (DMiIs)

Example 1
+ Total HH Income on Application: $50,000
+ $10,000 - Social Security, Member 1
+ $3,000 - Pension Benefits, Member 1
« $12,000 - Social Security, Member 2
« $25000 - Retirement/Investments, Member 2
+ Member 2 plans to retire 1/1/2023 so has not begun taking retirement/investment income.

Q. Can HH just submit a self attestation form?

A. No.

* HH should submit documentation for Social Security (Member 1), Social Security (Member 2), and Pension
Benefits (Member ).

+ Attach attestation form to the other documentation with explanation of why documentation not available for
Retirement/Investment income (Member 2). “Member 2 is planning to retire 1/1/2023 and will be receiving
retirement income through withdrawals on investments. Since withdrawals have not yet started,
documentation is not yet available. Documentation of all other income sources is attached to this attestation.”
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Resolving Income Data Matching Issues (DMiIs)

Example 2
« Total HH Income on Application: $30,000
+ $20,000 - Part-Time Job, Member 1
+ $10,000 — Seasonal Job, Member 1
* Member has been employed at Part-Time Job for several years but has recently reduced hours.

* Member has worked at Seasonal Job for several years but expects to work more hours to make up for reduced
part-time job hours.

Q. Can HH just submit a self attestation form?

A. No.
* HH should submit recent 2022 paystubs for Part-Time Job (Member 1) and Seasonal Job (Member 7).

» Attach attestation form to the other documentation with explanation of why income from these jobs will be
different in 2023. “Member 1 will be working reduced hours at Part-Time Job for 2023. During 2022, paystubs
reflect working 30 hours per week, but hours will be 20 hours per week for 2023. Member 1 will be increasing
hours worked at Seasonal Job for 2023 by about 25%. Seasonal Job 2022 pay stubs reflect $8,000 income,
therefore with 25% increase in hours for 2023, Seasonal Job 2023 income is expected to be $10,000.”
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Resolving Income Data Matching Issues (DMiIs)

Example 3
+ Total HH Income on Application: $60,000
+ $10,000 — Rental Income, Member 1
+ $50,000 - Self-Employment Income, Member 2

+ Member 2's Self-Employment Income for 2022 was $100,000 but member has changed their sales model for
2023 and projects income for 2023 to be $50,000.

Q. Can HH just submit a self attestation form?
A. No.

* HH should submit recent documents showing Rental Income (Member 1), 2022 Self-Employment Income
(Member 2), and other business documents showing why 2023 expected Self-Employment Income will vary.

» Attach attestation form to the other documentation with explanation of why 2023 Self-Employment Income is
different from 2022 Self-Employment Income and how the other documents provided support that change.
“Member 2 Self-Employment Income for 2023 reflects a change in business model from 2022 that will require
additional investments in the company and reduction in total sales due to restructuring as shown in the
attached documents, therefore the projected self-employment income of $50,000 for 2023."
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Broker Portal - “Search Existing Customers”

Refresher on enhancement deployed October 2022

Previous “Add a new individual” Tool:

+ Assister/broker can create a new household on behalf of a customer who has never
applied through Pennie before; Assister/broker is automatically designated to the
new household record

* Limitations of “Add a new individual” functionality:

» Creation of duplicate household records for certain customers

+ No self-service method for the assister/broker to designate to an existing customer’s
account (other than customer logging into their account or calling Pennie)

NEW Broker “Search Existing Customers” Tool:

Dashboard
Quick Links

@ Pending Individuals
& My Profile
B My Delegation Histery

& My Tickets

-[ & Search Existing Consumers

* (SAME) Brokers can create a new household for customer who never applied through Pennie before.
* (NEW) Checks for existing household record before creating a new household record (to avoid duplicates)
* (NEW) Broker can designate themselves to that existing household record, if one already exists.

See September 2022 Community Workgroup for more information on “Search Existing Customers” enhancement. J
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https://agency.pennie.com/wp-content/uploads/09.09.22-PCW-Deck.pdf

Broker Portal - “Search Existing Customers”

NEW Broker “Search Existing Customers” Tool: Dashboard

« Step 1. Verify Identity Quick Links
* Enter the document type you used to verify identity, & enter document number

. . . . . . @ Pending Individuals
+ Document upload not required; Many options, including documents already needed for application. .

& My Profile

+ Step 2. Search by SSN
* For customers without an SSN, use existing methods for designation (e.g. customer portal, phone).

B My Delegation History

& My Tickets

® Step 3. Sea rCh ReSU |tS l & Search Existing Consumers |

* No Match Found - No existing household records on Pennie. Next Step: Start new application.

* One Match Found (Already Your Customer) — Next Step: Go back to your Active Individuals.
+ Multiple Matches Found - Multiple household records on Pennie. Next Step: Designation by customer login or phone
+ Customer Found - Existing household record on Pennie. Next Step: Designate yourself as customer’s broker.

+ Customer sent notice of broker change, and directing them to call Pennie if they think designation was made in error.

See September 2022 Community Workgroup for more information on “Search Existing Customers” enhancement. J o
PROPRIETARY & CONFIDENTIAL p



https://agency.pennie.com/wp-content/uploads/09.09.22-PCW-Deck.pdf

Questions & Feedback



We Want to Hear From You

@ Questions & Feedback - Always Welcome

Y
Call Customer

Service

+1 (844) 844-4440

Mon - Friday
8:00 AM to 6:00 PM

D

o

brokers@pennie.com

assisters@pennie.com
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penniQ

ADDRESS PHONE

312-318 Market Street, +1 844-844-8040
Bowman Tower, Floor 3

Harrisburg,

Pennsylvania
17101

WEB

pennie.com



https://pennie.com/
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