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Scope of Appointment - Requirements for Telephonic

Sales Presentations for Field Agents

Effective immediately, field agents must obtain a Scope of Appointment (SOA) form from
the consumer prior to telephonically presenting a Medicare Advantage (MA) or Prescription
Drug Plan (PDP).

Telephonic Plan Presentation Rules of the Road

A field agent may conduct telephonic sales presentations (e.g., a needs assessment), but is

prohibited from electronically enrolling a consumer as the result of a telephonic presentation

(e.g., field agents cannot use LEAN™ to enroll consumers via the phone).

Have a consumer interested in enrolling? Field agents can assist a consumer with a paper
enrollment application or an enrollment using the consumer portal (e.g.,
UHCMedicareSolutions.com) over the phone. Only UnitedHealthcare-approved and

authorized call centers are permitted to conduct telephonic enrollments and must meet

scripting, recording and other compliance requirements.
Telephonic Plan Presentation Guidelines
1. Obtain Permission to Call (PTC), if you are calling the consumer.

2. Conduct a needs assessment in order to determine eligibility, and identify the
plan best suited for the consumer. General Medicare education may be provided, but
presenting a specific plan and/or plan specific information, such as benefits and

costs, must not be done until a SOA has been obtained (see Step 4 below).
3. Schedule a time with the consumer for the telephonic plan presentation.

4. Mail or email* (you must obtain permission from the consumer to email) the

Enrollment Guide for the plan(s) that you will present telephonically.

» Instruct the consumer to print or remove the SOA form from the Enrollment
Guide, complete, sign and return it to you prior to the telephonic plan

presentation.

* You may enter your Agent ID (only) on the enroliment application within the
Enrollment Guide, but you must not sign or date the application until you

receive the signed application back from the consumer.
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= Obtain the signed SOA from the consumer prior to the start of the

telephonic plan presentation.Obtain the SOA form from the consumer by mail,
email* or fax* 48 hours prior to the appointment when practicable. At this
time, UnitedHealthcare does not have an electronic delivery/signature method

or any form of telephonic recording available.

* When the telephonic plan presentation is ad hoc and it is not practical to
obtain the SOA 48 hours in advance of the presentation, use email (with
consumer permission) to deliver a PDF of the Enrollment Guide and instruct
the consumer to print the SOA page, complete and sign it, and either scan
and email or fax it back to you prior to the start of the plan presentation and
indicate why an exception was needed (e.g., beneficiary phone-in). You must
receive the signed SOA from the consumer in order to proceed with the plan

presentation.

= If another Medicare-eligible individual, such as a spouse or sibling, is with the
consumer on the telephone, you must obtain an SOA form from all individuals

that will be present.

» Fax all signed SOA forms to UnitedHealthcare within 48 hours following the

telephonic presentation.

5. Conduct the plan presentation just as you would a face-to-face appointment; use

the Enrollment Guide to cover benefits, costs and limitations. For example:

= Make sure to look up each of the consumer’s current providers to determine if

they are in the plan’s network.

= Explain how to enter the Primary Care Provider's name and ID on the

enrollment application if applicable.

= Look up each of the consumer’s current prescription medications to determine
if they are on the plan’s formulary, the tier placement and any utilization

management requirements.

6. Assist the consumer complete an enrollment application if the consumer

decides to enroll.

= Paper application - provide instructions to the consumer to return the
completed and signed application. Do not solicit or accept a 2017 enrollment
application prior to October 15, 2016. Advise the consumer to sign and date a
2017 application on or after October 15, 2016.
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= Consumer portal — direct the consumer to MyMedicareEnroll.com, the landing
page for the UHCMedicareSolutions.com consumer website. Consumers
cannot enroll in a 2017 plan until October 15, 2016. Click here for instructions

on assisting a consumer enroll via the consumer portal.

7. Review the Plan Recap that follows the Enrollment Application in the Enrollment
Guide. The Plan Recap is an interactive resource that allows you to check for
consumer understanding of the plan in which he or she is enrolling. Encourage the
consumer to remove the completed Plan Recap from the Enrollment Guide and keep
it handy in order to reference it during Welcome Call and as he or she begins to use

the plan.
Contact

Submit SOA-related questions to the Compliance Mailbox at

compliance_questions@uhc.com.
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