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Account Changes



Avoid duplicates in your client list

who already appears in your "Clients" tab, you Or search by SSN

will now be able to update the application and Sanrchramiili

view it instead of creating a duplicate by

By selecting a result, you attest that you are speaking to and have permission from the

selecti ng the "View in Dash" button. cansumer to access their information.

e An Agent may need to do a Search & Claim on : e
Applicant Application

one of their existing applications if they want

Jose Santos

P 2394320832 2022 N E—
SSM: #2424
to make sure they have the most up to date e e
1232142233 2021 Add to Clients
information (e.g. payment statuses, document ;fsﬂf'*“;?;etj
iami, FL 33101

statuses, premium amounts) in their

Mot the results you were expecting? Start a new application

HealthSherpa account.

You can also search using our Healthcare,gov redirect (7)



Bulk Archive Capabilities

e Agents can now archive multiple clients or multiple leads at a time

e Select checkboxes next to customer names then choose ‘archive’

4 selected of 104

Client

s U O

[:] Roy Williams

Bob Belcher

Testy Test
Pending

(< ]

Effectuation

Archive

Linda Belcher

Linda Belcher

Plan

Bronze 8700

Bronze 8700

BlueCare EPO Bronze

Bronze 8700

Bronze 8700 + $0 Outpatient
Mental...

Ambetter Essential Care 1

Gross

$720.03

$695.98

$448.21

$969.50

$829.23

$308.66

Net

$320.03

$395.98

$106.21

$317.50

$532.23

$6.66

Effective

7/1/2022

7/1/2022

7/1/2022

6/1/2022

6/1/2022

6/1/2022

Created

6/9/2022

6/9/2022

6/7/2022

5/19/2022

5/16/2022

5/12/2022

Documents

@ Action needed
Due 09/07/22

© Action needed
Due 09/12/22

© Action needed
Due 09/05/22

O Action needed
Due 08/17/22

© Action needed
Due 08/17/22

@ Action needed
Due 08/10/22

Payment

O Action needed
@ As of today

O Action needed
< As of 06/09/22

© Action needed
(@ As of today

© Action needed
< As of 06/09/22

© Action needed
< Asof 05/19/22

@ Action needed
< Asof 05/16/22

@

Actions

View

View

View

View

View

View

Export



View more rows at once!

@® Atthe bottom of the 'Clients' and 'Leads' tables, you can now select to see 10, 20 or 50 rows on one
page

10 w | per page

10

20

20

® When you select a new row amount, it will scroll you to the top of the page and start on page 1. If you
refresh the page, it will default to 10 rows



Documents Column

@® Realtime document statuses on your Client List — no more clicking "Refresh" links!

In your Clients table, you will now see due dates for your clients’ follow-up documents

21

21

21

21

Submitted

01/22/2022

01/12/2022

01/12/2022

01/01/2022

Documents “~  Payment Actions

Insufficient docs @ Action required

Vie
Due 03/17/22 & As of today
@ Action required Completed Vie
Ciue 04/07/22 & As of today
Processing Processing
Vie
Due 04/07/22 h As of 01724722
) Cancelled
Expired Vie

& As of 01/24/22



Follow-Up Documents

@® You can now also sort the Documents column by due date. Rows in the Documents column will sort
based on date and status
@® If you sort to see clients with the closest due dates first, the statuses will sort in this order:
O  Action Needed
Insufficient Documentation
Processing
Expired
Completed

O O O O O

Not required

Click here for descriptions of what each of these statuses mean and directions on how to upload follow-up

documents.


http://faq.healthsherpa.com/en/articles/5579384-uploading-follow-up-documents

Upload documentation on Healthsherpa

After clicking the ‘Verify’ button, you’ll be taken to a page where you can upload the
appropriate documentation for the client.

® This page includes information about what documents satisfy the requirement.

Acceptable documents to verify your Income Close ~

Here are the documents you can submit to confirm your

yearly income:

* 1040 federal or state tax return. Note: It must contain your first and

last name, income amount, and tax year.

* Wages and tax statement (W-2 and/ or 1099, including 1099 MISC,
1099G, 1099R, 1099SSA, 1099DIV, 1099SS, 1092INT). Note: It must
contain your first and last name, income amount, year, and employer

name (if applicable).



Bulk Renewal Email Improvements

@® You can send an email to every clients who hasn't renewed through the "Renewal email" button at the
top of your Clients table
@® We've made the following improvements to let agents better customize their outreach:
O Editable email subject line
O Toggle the call to action button on or off

@® Please note you can only send a Renewal email to the same client 3 times in a week

Read our help article for more information



http://faq.healthsherpa.com/en/articles/5665751-bulk-renewal-email
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Quoter improvements



Medicaid/CHIP Denied Toggle

In the past, if a member of your client's household was eligible for Medicaid/CHIP, HealthSherpa would take

them out of the quote. Now, you can keep applicants on a quote who were denied Medicaid or CHIP.

‘ Savings $785

‘ Cost sharing reduction CSR

Non-eligible applicants

* Male, 17
May be eligible for Medicaid

%oMedicaid was denied or is ending
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Shopping improvements



Off-exchange expansions

® Currently live for select carriers in AZ, CO, FL, GA, IL, IN, KS, MI, MS, MO, NV, NH, NJ, NM, NC, OH, PA,
TN, TX, UT, and VA

Start application  Search Marketplace ' @ ©

Off Exchange

® Off-exchange shopping is a good option for:
o Those who make too much to qualify for premium tax credits on-exchange could get Silver plans
that are up to 30% cheaper off-exchange!
o Those offered both an Individual Coverage HRA and Cafeteria (salary deduction) benefit for the
cost of premiums.
® If your clientis interested in savings through premium tax credits or Medicaid / CHIP, you should check

their eligibility on-exchange first.
Read more about off-exchange plans on HealthSherpa here.



http://faq.healthsherpa.com/en/articles/802685-are-off-exchange-plans-available-via-healthsherpa
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Application improvements



Existing coverage question

To improve clarity, we’'ve added a second question to the existing coverage section in

the application.

Existing coverage information

Is Jane Gomez currently enrolled in health coverage?

@ Yes Mo

Will Jane Gomez's current health coverage end on or before 2/12/20217

@ Yes Mo



Dependents aging off applications

® In situations where a newly-independent member* is aging off of an application and
needs to create their own, they are now able to complete their application on
HealthSherpa without redirecting to HealthCare.gov

® Specifically, the newly-independent member’s application on HealthSherpa will not
erroneously sync with their parent’s application from the prior year

® Prior to starting the new application, remember to remove the newly-independent
member from the previous application

® This can be done by visiting the Who's Applying for Coverage page via Report

Changes, removing the member, and then resubmitting the application

*Defined as an individual who was a dependent during the prior Open Enrollment period, but are

now independent (for e.q. turning 26 during the Open Enrollment period).



Multiple Enroliment Groups (Split Policies) Update

Agents can now opt out of grouping applicants who've chosen the same plan. This feature was designed to

support the needs of Agents in the following scenarios:

e When one applicant is AlI/AN, and the others
aren't — the AlI/AN applicant can retain their Al/AN
benefit ($0 deductible/OOP)

e When one applicant qualifies for CSR, and the
others don't — the CSR eligible applicant can keep
their extra savings

e When applicants want separate deductibles, etc.
— the applicants can avoid having a family

deductible

To opt out of grouping applicants who choose the same
plan, remove the checkmark.

Read more about multiple enrollment groups here

Choose multiple plans

Select different plans for different applicants. This can be useful when applicants have different health needs or

qualify for different benefits. Learn more.

1. Select which applicants you'd like to shop for

Applicant Health plan

Dwayne Curtis Oscar HMO 4 Silver

Jannifer Curtis Qszar HMO 4 Sitvar

Steven Curtis Highmark PPO

Jaime Curtis

lll- @) Group spplicants who are on the same plan. Learn more

2. Shop for plans for these applicants

Choase a pla

Back



http://faq.healthsherpa.com/en/articles/5461625-multiple-enrollment-groups-split-policies
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Recap of 2021 Launches



Referral flexibility on the appointments page

® Only visible if participating in HealthSherpa’s Referral Program

® Select carriers you want to refer — learn more about these settings

Manage your states, appointments, and referred carriers.

Add the states you're licensed in, then select your appointed carriers and any carriers you'd like to refer. Learn more.

Add new state v
X
Arkansas Carrier Appointed Refer
' United Healthcare

Ambetter from Sunshine Health

Florida Blue (BlueCross BlueShield FL)


http://faq.healthsherpa.com/en/articles/5198167-your-carrier-settings

Sort the Client list & Lead list alphabetically

f’a MarkSmith ~ Joanna Smith Start application  Search Marketplace m

IRSURASCE COMPANY MNPN: 3456777887

®@ Clients Clients Q, Search

Carrier State Documents Payment Archived Renewal needed
Select v Select v Select v Select W Yes No Yes No
Client “  Plan "~ Premium Effective = Submitted ™ Documents Payment Actions
. . . Action
Jane Esposito Health First 2021 HMO 3 $138.22 5/M17/2021 4/30/2021 Pracessing required View v
Tina Ander Health plan PPO Silver 5000 $113.22 5/15/2021 4/25/2021 Completed Completed View

Ray Sendak Health plan HMO 5000 $144.33 5/11/2021 4/22/2021 Processing Processing View v




Client email now optional

® Clients will not be able to self-service through HealthSherpa.

® Clients will still receive snail mail from HealthCare.gov

Primary contact P rl ma ry co nTaCt

Your information
Home address v
Contact details

Verify identity Contact details

Household ; .
Email address (Optional)

Members

Additional questions [[] Go paperless! Get your notices by email, instead of paper copies in your mailbox.

Finali
inaiize Phone number Extension Type

(415) 123-1212 Home


http://faq.healthsherpa.com/en/articles/2789854-your-client-s-consumer-dashboard
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Account management
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Best Practices

® Include complete and accurate information on consumer applications
o  Full name (should match documentation - e.g., if their SSN card lists their middle name, include
their middle name)
o SSN
o Email
o Race/Ethnicity
® Submit follow-up documents in a timely manner

o Data Matching Issues (DMIs)

o SEP Verification Issues (SVIs)

® Encourage customers to make their binder payments

o  $0 Premium plans


http://faq.healthsherpa.com/en/articles/6060708-data-matching-issues-dmis
https://www.healthcare.gov/coverage-outside-open-enrollment/confirm-special-enrollment-period/

Agent Email notifications for follow-up documents

With Follow-up Document Notification Emails, you’ll receive an email at 1:00AM EST if there are any follow up
document status changes for your clients. The email will include a simple, digestible table like the example below

of all the status changes that occurred that day.

Client Follow-up Status update Due date

Jose Gomez Citizenship Action needed 02/30/2022
Jane Parker Immigration status Processing 03/31/2022
Lindsey Jane Social security number Completed 04/30/2022
Lindsey Jane Non Medicaid / CHIP coverage  Insufficient documentation  03/31/2022
Joe Danielson Income Expired 01/01/2022

The table you receive via email is not a running list — it will only include information on client statuses that have

changed within the last 24 hours.

Click here to read full details about this new feature



http://faq.healthsherpa.com/en/articles/5872787-email-notifications-for-follow-up-document-changes

Customer Email notifications for follow-up documents

e New email notification feature ensures that your clients never miss a follow-up document deadline

e Clients who meet this critera will receive an email 15, 5, and 1 days before their follow-up deadline:

Hello [Client name],

o Their application is active (not cancelled or

* This is a reminder that in order to secure your health coverage, you need to submit
- documents which prove the following items by the deadlines listed below:

terminated), and :
L. Submit proof of [Follow-up type] for [Client name] by [Deadline]

o They h ave ’l or more fol IOW'U p d ocume nts in : Submit proof of [Follow-up type] for [Client name] by [Deadline]
* Submit proof of [Follow-up type] for [Client name] by [Deadline]

either of these 2 statuses: Note: If you don’t submit these by the deadline, you may lose your subsidy, or lose
* your health coverage entirely!
| "AC'[IOI’] n eed ed " (nO d ocume nt h as bee n Please reach out with these documents right away, or with any questions about which
documents qualify, so that we can get this resolved for you before the deadline. :
uploaded) 5
: Thank you,
m '"Insufficient docs" (the document : Jose Gomez

: Gomez Insurance
(555) 555-5555

* jgomez@insurance.com

uploaded was rejected)

Read more about follow-up document reminders for clients here



http://faq.healthsherpa.com/en/articles/6255671-follow-up-document-reminders-for-clients

Added Client Export Report Flexibility

@® When clicking the ‘Export’ button from

the Clients or Agency pages, a modal will

Exports

now appear that lets you choose an

export date range. Agencies are also Export a .csv file with many additional data points. @ Exports FAQ

. . . . Any filters applied to your Clients list will also apply
able to include archived clients in the

to this export.
export.
e We made this change so you can get an Clients export
export for a shorter date range instead of mm/dd/yyyy mm/dd/yyyy
all of your clients every time. This lessens Export clients

the load on our system, and means faster

delivery of the information you need!

Learn more about Export reports here



http://faq.healthsherpa.com/en/articles/5211027-the-healthsherpa-export-report

New columns in the export report

® The export feature allows you to download a CSV of your book of business

® Notable additions this SEP:

o EDE sync timestamp (last_ede_sync): shows the last time this application
was synced with the Marketplace and helps you ID where you need to refresh
statuses

o More details about an application’s NPN (npn_reason): tells you whether

you’re the AOR, if the NPN is an ‘Other Party’, or if there is ‘No AOR’

Learn more about this feature here.



http://faq.healthsherpa.com/en/articles/5211027-how-to-use-the-healthsherpa-export-report

Agency Roster Exports

Agency Admins can now export information on their downline agents. We added this feature to help
Agencies do the following:
Agency Exports x
e Email their downline agents who have linked

Export a .csv file with many additional data points. @ Exports FAQ

HealthSherpa agent accounts

e Check whether their downline agents’ Clients export

. mm/dd/yyyy [m| mm/dd/yyyy [m]
settings are accurate 0
) Include archived clients
e Confirm their downline agents have enabled
EDE
Downline agent export
e Assess enrollment volume at the downline
agent-level

Done

To download your Agency Roster export, click the ‘Export’
button from the Agency tab. A modal similar to the example below will appear, and you will click ‘Export
agents’ to receive a copy of your roster. Learn more about Export reports here



http://faq.healthsherpa.com/en/articles/5211027-the-healthsherpa-export-report

Agency DMI exports

We've created an agency admin export called "Agency DMI Report' that includes the following pieces of information:

Agency exports b4
e Agent Name
Lo Export a .csv file with many additienal data peints. (D) Exports FAQ
e  Submission date
° Client FFM app id Clients export
i/ ey e dd/ Include archived cliants

e DMl Type
e DMI Status

L DMI Due Date Downline agent export
e  URL Link to Client Details page
DMIs expaort

This export will pull DMIs with a due date from the past 2 months to

anytime in the future.
Cancel
The DMI report will be available through your 'export' button, which you

will be able to pull anytime and will also be sent out on a weekly basis. If you wish to opt-out of these emails, you can do so by

going to your HealthSherpa settings and changing the status.
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Technical Changes



Error Message Explanations

Error messages now show
you a bit more about what

went wrong

Proactively assists you when

troubleshooting

%9 HealthSherpa

Oops!

We're sorry, but something went wrong. If the problem
persists, please contact us at support@healthsherpa.com.

The error that occurred (for admins only):

422 | Validation failed: Phone number is too short (minimum is 10
characters), Street address can't be blank, City can't be blank, State can't
be blank, Zip code can't be blank, Zip code must be a 5-digit number, Email
can't be blank, Contact preference can't be blank, Contact preference is not
included in the list, Plan year can't be blank, Plan year is not included in the
list

You can check the status of HealthSherpa and the CMS APIs at any time by
viewing the HealthSherpa Status Page.

(2022-01-20 17:47:08 +0000) [e3cfeb44-21f2-45d5-8042-c5¢81a1facsf]




New CMS Requirement

Multi-factor Authentication (MFA)
CMS recently announced and went CMS.iov [y Ener —— O [m——
live with MFA.

My Profile
Manage Multi-Factor Authentication (MFA) Devices
® Must be setup through CMS — —— o
portal - e FR— i _ -
® MFA will be required if = n E
double redirecting to the MP — _
from HealthSherpa g (RS
® MFA required when ' R
accessing CMS enterprise @ crones sy questionand e

portal and Marketplace
Learning Management
System
o For more information,
visit CMS MFA guide

L) Login History

? My Help Desk Contact Information



https://healthsherpa.lt.acemlnb.com/Prod/link-tracker?redirectUrl=aHR0cCUzQSUyRiUyRmZhcS5oZWFsdGhzaGVycGEuY29tJTJGZW4lMkZhcnRpY2xlcyUyRjYyNzA0NTktYWdlbnQtY21zLW1mYS1yZXF1aXJlbWVudA==&sig=9pMePkfTCkxvrPEvDT3cKnPQbicK9ZrAdTEcsrDaQziF&iat=1654195132&a=%7C%7C223975153%7C%7C&account=healthsherpa%2Eactivehosted%2Ecom&email=hiO4xOF8pRz8Ktpe5NqEKf2m8r7CYmNixvUsQg3aRKk%3D&s=b1cf62170323cb5f7018016d29b3395e&i=1938A2093A3A18842
https://portal.cms.gov/portal/help/digital/user-guide/?guide=enterprise_portal_user_guide&topic=0-7-5

CMS 2 Factor Authentication (Live 9/1)

CMS is requiring EDE partners like
HealthSherpa to use additional
authentication for all agents and
brokers beginning September 1,
2022.

Integrate your HealthSherpa
account with your FFM account to
make sure you don't lose access to
full functionality on HealthSherpa.
Click here to read about the
change and review integration
instructions.

FFM Account Integration @ Disabled

Integrate My FFM Account (2
By selecting "Link My FFM Account’ you will be directed to <portal.cms.gov>> to verify your log in credentials.
FIRST NAME

Agent @

LAST NAME

Name

NPN

17169718

FFM USERNAME

DATAIEXPO1179

Your FFM Username is the same login you use when

logging into portal.cms.gov.



https://healthsherpa.lt.acemlnb.com/Prod/link-tracker?redirectUrl=aHR0cCUzQSUyRiUyRmZhcS5oZWFsdGhzaGVycGEuY29tJTJGZW4lMkZhcnRpY2xlcyUyRjY1MDU4MDQtY21zLWlkbS1va3RhLXVzZXItYXV0aGVudGljYXRpb24taW4tdGhlLWhlYWx0aHNoZXJwYS1mb3ItYWdlbnRzLWFjY291bnQ=&sig=6vP9aKZPjo83vBb6FWdvS6pK5LrwgEWMZCHipJAYhXt6&iat=1661538070&a=%7C%7C223975153%7C%7C&account=healthsherpa%2Eactivehosted%2Ecom&email=hiO4xOF8pRz8Ktpe5NqEKf2m8r7CYmNixvUsQg3aRKk%3D&s=b1cf62170323cb5f7018016d29b3395e&i=1963A2118A3A19199
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PY23 Renewals



Agent Renewals

Agent Renewal Email

From Clients section of the
agent’s dashboard, agent can
send out a renewal email with a
link for Renewal.

Best When: Agent wants to invite
one or more of their clients to
update their information and
renew on their own.

Search Marketplace

For new and/or existing
members, agent can utilize the
“Search Marketplace” to retrieve
their application and start the
renewal process.

Best When: Agent meets a new
client and wants to access their

existing Marketplace information
to assist with update/renewal.

From client’s profile, agent can
go directly to the renewal
process.



Option 1

Agent Renewal Emaill

o® From their Clients dashboard page, the Agent can to
. B clients (members) that includes a member-specific encoded resume link. The

filters can be used to narrow emails and the system will auto-remove any client
who has finished renewal. Upon clicking the link, the member will be prompted
— - to verify their identity via email or text and then view their dashboard.

NOTE: If the agent had started but not finished a renewal application for their client, the member will

@ Marketing ..
resume on the last page visited by the agent.
Gt Nt
e . Secived | Crsted 3 | Docsments | Payment Acions
. "
Aqua Bronze HOHP (H5A Compatible »
Fick Sanchez st sue R e |+
m Pl esume your progress 2
Keanu Smith M Bronze 8550 s284.01 s5¢ ted | View
We found an ation for you. To resume or .
. - renew, please ail or text below. hed
Mookie Betts | Aquo Essenial Care 1 2021) s35063 sor bt (T
; Via email
‘We'll email m*****x@email.com a link to resume
°
It's time to renew your health insurance plan!
Via text message
Hi {FirstName},
It's time to renew your health insurance plan for 2022!
Our website makes it easy to get renewed or shop for a new plan online.
If you need help, please give us a call or reply to this email.
4 VERIFICATION CODE
(BTl s = = = = = = = = ®m ®m »
Agent Name Ve
HealthSherpa
8019876443
hstest@healthsherpa.com If you're this consumer's agent, sign in to work on this. R enewa | S h o p p | n g Expe ri ence

application.



Search Marketplace

@@ HealthSherpa  Agent Name

For new and/or existing members, agent can utilize the “

@ Clients

clens ” to retrieve the member’s application and start the
o= . " o renewal process. Agent will see the crosswalked plan by default but
- can change plan as appropriate.
. Search for Application is S
v ot . tart
— existingapps  _ _  claimed from . Aoplicati
Start application e o et govreines @ by Name, DOB, He.gov & r(DPp.Ica Ic)m

and state prefilled rivacy
: Review app &

Confirm or
change plan

L make any =

changes

Or search by SSN



Client Profile Renewal

uuuuuuuuu

mmmmmmmmmmmmm

1063

- = =p

yyyyyyy

nnnnnnnn

Starting from the agent’s client list, the agent accesses their client’s profile by clicking
on the client’'s name in the list or the button. The agent can then with a
choice of shop or apply first. When using apply first (“Start with the application” option),
the agent will see the crosswalked plan by default after reviewing their client’s
application.

Acce.ss client Click

profile from
A , -----> Renewals == "= = = o= om
gent's

Client List CTA in dash

-
.
O Renew |~ .
.
.

Start with the application Shopping / ReVieW app /
. P Plan = = = «p  makeany o -
Selection changes

Confirm or
= = = p change your
plan
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Resources
Agent Test ,:Pgi'e?;;l':;ta Start application  Search Marketplace @) fﬁ
B What's new
@ Clients ;
- Clients
El Getting started
E| Help center
Take us for a spin!
Insights B Email support
: Client Plan Premium Effective Created Documents Paym
@ (888) B24-5763
S : Jane [Example client) HealthMet Silver HMO 2020 $138 07/01/2021 06/29/2021 Procassing O Action neaded [ View
What's new Getting Started Help Center
A running list of product Great resource for any new Find answers to all your
updates and feature agent. Provides short videos questions by typing in a
releases. and recap of this entire training keyword, you’ll find amazing
to ensure you’re all setup and articles with step by step
ready to write your first instructions on what it is you’re

application! looking for!


http://faq.healthsherpa.com/en/collections/1357521-agent-resource-center
http://faq.healthsherpa.com/en/articles/2858414-getting-started-guide
http://faq.healthsherpa.com/en/articles/5325244-what-s-new-product-update-log
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HealthSherpa Broker Support

Agent Support Representatives strive to provide
top-tier support to HealthSherpa agents,
agencies, and health insurance carriers. In the
event of feature questions or technical issues,
HealthSherpa’s broker support is available.

Hours of Operation:

January - October Mon - Fri

(Special Enroliment Period) 6AM - 4PM PST
November - December Mon - Fri

(Open Enroliment Period) Extended Hours

PHONE

(888) 684-1373

agent_support@healthsherpa.com

Chat from dashboard
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Thank youl!
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