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	Agenda timing in minutes
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	Flow of Section/Process to Follow:

The Steps indicate the process flow for this section.
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	Speaking Points:

The Voice Bubble contains suggested facilitator speaking points.
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	Use Easel/Whiteboard:

The Easel indicates when to write down or refer to previously created white board.
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	Recording:

The Speaker indicates when to play an audio recording for the learners.
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	Reminders/Special Instructions:

The 3 Arrows indicate special instructions or reminders for the facilitator.
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	Questions for Discussion:

The Dialogue Bubbles indicates when to do a Q & A or Discussion Check.
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	Systems/Applications needed:

The Computer indicates applications or presentations required for this section. If it is needed throughout, list it once in the early part of the book.
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The Paper indicates there is a handout.
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[bookmark: _Toc400559406][bookmark: _Toc430874480][bookmark: _Toc430874645][bookmark: _Toc431245106]Objectives
At the end of this module, you will be able to:
Confidently understand more about the client you are serving
Explain AE timing
Identify AE Communications
Define the Xerox Services populations

[bookmark: _Toc430874481][bookmark: _Toc430874646][bookmark: _Toc431245107]Introduction
The purpose of this module is to provide you with an overview of Xerox Business Services (XBS) product and service offerings, its culture of customer service, and mission towards serving our own company. The activities in this module are designed to help you become more knowledgeable about administering Health and Welfare benefits for XBS. We will include details on identifying the populations you will be serving, the benefits we are managing, and how you should properly open and close calls from XBS employees. 
Review: https://www.xerox.com/en-us/services 

[bookmark: _Toc332880715][bookmark: _Toc335384219][bookmark: _Toc400559408][bookmark: _Toc430874482][bookmark: _Toc430874647][bookmark: _Toc431245108]Ethical: Xerox Business Services
The World’s Most Ethical (WME) Companies[footnoteRef:1] designation recognizes companies that truly go beyond making statements about doing business “ethically” and translate those words into action. Xerox is proud to be a WME honorees as we promote ethical business standards and practices internally, and exceed legal compliance minimums and shape future industry standards by introducing best practices today. [1:  http://ethisphere.com/worlds-most-ethical/wme-honorees/ 
] 
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	Flow of Section/Process to Follow:

The objective of this first lesson is to provide a foundational overview of the client is that these Xerox Workplace Solutions Center (WSC) Representative are serving. It is designed to lay the groundwork for more exploration around the populations Xerox is serving and the H&W benefits you are administering later in the module.
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The Xerox Workplace Solutions Center (WSC) is the place where all Xerox Business Services (XBS) employees speak to representatives about their benefits.

	[image: ActivityPC]
	Visit the XBS website

Terminology
Which term is correct and why is the other one incorrect?
	"Xeroxing"
	is improperly used to mean the making of a photocopy of something. The work "Xerox " is a proper noun and a registered trade mark of the Xerox Corporation. It should not be used as a verb.

	"Copying" or "Photocopying"
	The single word is readily available to mean "the making of a photocopy" and does not infringe the trademark.


At your workstation navigate to the website and look around: http://services.xerox.com//index/enus.html 
On the Xerox Services splash page, watch the video (2:34).
Next, navigate to: 
http://www.xerox.com/jobs/company-information/enus.html  and  
http://www.xerox.com/about-xerox/company-facts/enus.html 
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	Speaking Points:

Lean Six Sigma is a managerial concept combining  techniques for working faster (LEAN)
Six Sigma are techniques for working better by the elimination of the eight kinds of waste: 
• defects,
• overproduction, 
• waiting,
• non-utilized talent, • transportation, 
• inventory, 
• motion,
• extra-processing ("DOWNTIME")
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	Using the time allotted by your facilitator, answer the following questions in the space provided below. Be as specific as possible in your answers as we will debrief the exercise together as a group.

What is the Xerox Mission (you’ll find 2 different ones)?
http://www.xerox.com/jobs/company-information/enus.html
to become change agents and innovators - using Xerox Lean Six Sigma to constantly search for a better way to meet our customers' challenges and to create business process outsourcing, IT solutions, new technologies, products and services for world class commercial and government clients that enable better results.


	
	http://www.xerox.com/about-xerox/company-facts/enus.html
Through the world's leading technology and services in business process and document management, we're at the heart of enterprises small to large, giving our clients the freedom to focus on what matters most: their real business. 

	
	What are the Xerox Values?
Since our inception, we have operated under the guidance of six core values:
We succeed through satisfied customers.
We deliver quality and excellence in all we do.
We require premium return on assets.
We use technology to develop market leadership.
We value and empower employees.
We behave responsibly as a corporate citizen.
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	Speaking Points:

ACS is the world’s largest diversified business process outsourcing (BPO) firm. The acquisition of ACS transforms Xerox into the leading global enterprise for business process and document management, and will accelerate our growth in the expanding services market. By combining Xerox’s strengths in document technology with ACS’ expertise in managing and automating work processes, we are creating a new class of solution provider. 

By acquiring ACS, we will triple the revenue we generate from services from $3.5 billion in 2008 to an estimated $10 billion in 2010. With total combined revenue of $22 billion, the acquisition significantly expands our business through revenue and earnings growth.
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	Reminders/Special Instructions:

You may need to help the students navigate on the XBS website to find all the topics. They will need to be sure to click on “Careers” at the bottom of the website to find some of these.
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	Xerox Services – “Do what you do best. We’ll manage the rest.” What kind of people might be calling during Annual Enrollment? Personality / Job Function
http://services.xerox.com/human-resources-outsourcing/enus.html.

	
	Do you think that you specifically can influence the Xerox Fortune 500 ranking in any way?
2015 Fortune 500 Rank: 143
2014 Fortune 500 Rank: 137
2013 Fortune 500 Rank: 131
2012 Fortune 500 Rank: 127
2011 Fortune 500 Rank: 121
2010 Fortune 500 Rank: 
Xerox: 152
ACS: 341
On February 8, 2010, Xerox Corporation acquires ACS in a $6.4 billion dollar merger deal
Now, Xerox Services, with headquarters in Norwalk, Conn, has operations in 180 countries

Who is the Chairman and Chief Executive Officer (CEO)?
Ursula M. Burns, Chairman and Chief Executive Officer 
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	15 minutes for preparation in groups
15 minutes for presentation and debrief (each group should be preparing a 2 minute commercial. You will need to “cut the air time” just as a director would if the time goes too long).
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	You will need to write the topics listed under the group exercise on pieces of paper and drop in a hat/bag/basket for this exercise.

	[image: Description: C:\Templates\FacProcess.png]
	The objective in this group exercise is two-fold: one to be a fun way to show what the students have picked up as company knowledge but more importantly, this exercise will set the stage for further conversation later on specific H&W benefits.
Prep for exercise: Write the following words on slips of paper (one per piece), fold up the pieces of paper, and mix them up in a container or bag. Words to write per piece of paper: 
Health Insurance
Medicare Solutions
Life Insurance 
Long-term Care Insurance
Retirement Planning 
Work-life Balance
Create groups of 2-3 members. Have one member from each group draw a slip of paper prepared in a “hat” (which would any type of container or bag.) 
Break the students into groups of 2-3. 
Have one member from each group “draw” a topic from the “hat.” This group will do a commercial on this topic.
The groups have 10 minutes to prepare a 2-minute commercial.
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To see just how much we have learned about our client, let us do another exercise. 
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	Create a TV Commercial

1. Your group will select a XBS product/service from the “hat.” 
You will have fifteen (15) minutes to research your topic on the XBS website. 
Using the research you collect, your group will write a two (2) minute commercial describing the product or service to a XBS member who is unfamiliar with this particular product/service. 
You will have fifteen (15) minutes to prepare your commercial.
After each group has presented, we will debrief the presentations by highlighting any new things learned about the particular product/service.





	Icon
	Description

	[image: Description: C:\Templates\Goal.png]
	Section/Lesson Name

Xerox Services relationship with Xerox

	[image: Description: C:\Templates\Timing.png]
	Agenda timing in minutes

5

	[image: Description: C:\Templates\SWPage.png]
	Page(s): 13

	[image: Description: C:\Templates\SpeakingNotes.png]
	This purpose of this section is to give a high-level overview of the services that are part of the contract.

We do a lot of HR work for Xerox Services, and your role, Annual enrollment, is an aspect of H&W.

The client expects that their employees will receive the same excellent level of service during annual enrollment as any other time of the year.
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[bookmark: _Toc400559411][bookmark: _Toc430874484][bookmark: _Toc430874649][bookmark: _Toc431245110]Xerox Services Relationship with Xerox
Xerox benefits cover two (2) major United States divisions, Xerox Business Services and Xerox Technology. You will be performing annual enrollment duties only for Xerox Business Services, United States division. As the client, XBS requires record-keeping and administrative services for Health & Welfare (H&W) plans and Defined Contribution (DC) plans. Record-keeping and administrative services include the following:
Health and Welfare Benefits
Administration of the Health and Welfare plans such as medical, dental, vision, life insurance, disability, flexible spending accounts, and COBRA. 
Services include explaining eligibility for benefits, making elections, reporting life events, adding/dropping dependents, annual enrollment, etc. 
Defined Contributions 
Administration of the 401(k)/Retirement Savings plan. 
Services include providing account balances, processing loans and withdrawals, changing investments and contributions, explaining plan rules, etc. 
Form Imaging in PASS (benefits records) / ODM (employee records)
Administration of images that are part of benefits. Images are made, stored, and made accessible to all parts of administration. 
For example, when a employees mails in a completed form, that form is scanned and imaged, loaded into the system, and is then accessible by the Xerox Workplace Solutions Center (WSC) Representative or admin team. E.g.: QMCSO
Transaction Processing
Administration of all benefits-related transactions that take place in our KLG TOOLS > HW system but only employees can access their benefits on the BenefitsWeb. 
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	WE DO NOT SUPPORT:
Beneficiary Support Team (BST)
none for Xerox Services
Does exist for Xerox Technology
Retirement Case Administration (RCA) 
Administration of retirement processing, including how to fill out the package to when to expect the first check. 
Qualified Domestic Relations Order (QDRO) Processing
Administration of QDROs, which are the legal decrees that benefits should be paid to an alternative payee/beneficiary. This group includes special subject-matter-experts who can assist the caller with legal questions about the process, paperwork, and interpretation of the documents.
Click-to-chat
The service in which the employees may access the Infobank > BenefitsWeb (RightOpt) web site and click on this option in order to instantly chat with a live Xerox Workplace Solutions Center (WSC) Representative to answer their questions immediately. It currently does not exist for the XBS Client.
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Integrated Voice Response (IVR) 
Administration of the phone system that the employees access when they first dial the Xerox Workplace Solutions Center (WSC) phone number.
BenefitsWeb Services
Administration of the website used by the employees to view personal account information, print forms, and process certain transactions. 
Contact Us
The service in which the employees may access the Infobank > BenefitsWeb (RightOpt) web site and click on this option to send an email with their question to a Xerox Workplace Solutions Center (WSC) Representative who will reply via email within one business day with answers. 
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	We call:
Those who are ACTIVE:  employees
Those enrolled in COBRA:  participants 
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	This chart shall serve as a “fingertip” reference when the reps actually begin “on the phones.” 

Mention that although they have not yet learned how to navigate through KNOVA, they might want to identify the KNOVA Doc ID # for this information for future reference.
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	For easy reference in the future, you may want to walk through some helpful tips on where to keep this reference information:

	Hours of Operation
	Includes 6 Xerox Services United States holidays:
New Years (January 1st )
Memorial Day (Last Monday of May)
Independence Day (July 4th )
Labor Day (First Monday of September)
Thanksgiving Day (4th Thursday of November)
Christmas Day (December 25th) 

	Web Site Information
	Yes, the website does have a T after the WWW…
https://wwwt.buckhrsolutions.com/rightopt_xerox/home.aspx
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	Frequent Contact List

	Use this chart as a reference for FAQs.   
	Knova Ref (ACS Portal):
	99225




	
	


	Contact Center Detail
	Answers

	2. Name of the Call Center
	Xerox Workplace Solutions Center

	Acronym of the Call Center
	Xerox WSC

	AE phone call taker (YOU! )
	Xerox Workplace Solutions Center (WSC ) Representative

	Hours of Operation
	M-F, 8:00am EST, to 8:00pm EST (except for the 6 Xerox Services Holidays)

	Telephone Number
	888-471-2271

	Fax Number
	855-818-3246

	Regular Mailing Address
	Xerox Business Services Workplace Solutions Center
PO Box 199430, Dallas, TX 75219

	Overnight Mailing Address
	Xerox Business Services Workplace Solutions Center
2900 South Diablo Way, Tempe, AZ 85282

	Web Site Information
	Infobank> Benefits Web
https://wwwt.buckhrsolutions.com/rightopt_xerox/home.aspx
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[bookmark: _Toc430874486][bookmark: _Toc430874651][bookmark: _Toc431245112]Knowledge Management System
Xerox Services has a customized Knova system. This system is a knowledge management software solution to resolve customer questions quickly, accurately, and cost effectively. We will be accessing the “ACS Portal” when referencing XBS plan information. 
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	AE Updates for the new PY (Plan Year)
	
3. Click on the ACS Portal tab at the top to view the “What’s Popular” section.
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	Navigate to Annual Enrollment Benefits Start Page – Knova 1023748


	
		When navigating pages:
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	Clicking the back blue arrow returns the user to the main page


	

	Right click mouse and select Back to return a single page
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	Continued…

Review the articles listed as this will be the launching page for Annual Enrollment related questions. Complete the grid below with the article names:
	AE Guides
	Med/Den/Vis plans
	Process changes
	Plan changes

	FAQs
	Rate sheets
	Healthcare reform changes
	Communications

	Online election process and deadlines
	Resource materials
	Cobra AE
	Post AE

	Life insurance & AD&D
	Disability
	Health Savings Account (HSA)
	Flexible Spending Account (FSA) 

	Other voluntary benefits
	Acquisitions
	New Hires and Rehires
	AE Time Frames

	Incentives
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	Continued…
Additional specific 2016 Annual Enrollment Pages: - e.g.: look at 11980
	
	Article Name
	Article Number

	
	2016 Annual Enrollment Election Navigation

web Navigation 

	1023818

	
	2016 COBRA Annual Enrollment

mailers that are being sent out to COBRA employees, 

	1023746

	
	2016 Annual Enrollment Resource Material

We do not yet have the 2015 SPD
We will not have the 2016 SPD
Summary Plan Descriptions have been discontinued, only receiving SBCs for Medical Plans. 
Enrollment Guides
What's Changing  

	1023738
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	Continued…

Additional specific 2016 Annual Enrollment Pages:
	
	Article Name
	Article Number

	
	2016 Annual Enrollment Guides

Standard Employees Annual Enrollment Guide
COBRA Employees Annual Enrollment Guide
Annual Enrollment Checklist 
Incentive Checklist
Find a Doctor in Your Network

	14307


	
	HW - Call Guide - Annual Enrollment

RE: initiative to reduce the Average Handle Time (AHT) - attached

	14058

	
	HW - Call Guide - Annual Enrollment – COBRA

RE: initiative to reduce the Average Handle Time (AHT) - attached

	14082
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Additional specific 2016 Annual Enrollment Pages:
	
	Article Name
	Article Number

	
	Post Annual Enrollment 2016

Clean up period – none
ID cards
Health Savings Account (HSA) kits being mailed

	1023724

	
	2016 Annual Enrollment Frequently Asked Questions (FAQs)

Contact List for carriers

 
	1023699

	
	AE Status Change Matrix


	99856
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	Continued…

Additional specific 2016 Annual Enrollment Pages:
	
	Article Name
	Article Number

	
	2016 Wellness Incentives/Tobacco Surcharge
Quest information for KNOVA,
K-Force.
WSC, XESC Training for Quest 072715.   
  

	13980

	
	2016 Annual Enrollment Time Frames

AE dates
Confirmation Statement mailing
EOI deadlines for long form (outside of OE event)- none 
no correction period, etc.

	11986

	
	ID cards Mailed / Received
Not sent if a person stays in the same plan
If changing, will be sent to arrive before 1/1
	1023724
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	This section just provides a very brief overview of the Health & Welfare function. Here you will provide a list of the populations served by the Xerox Workplace Solutions Center (WSC) contract but the details around each population will come in the next lesson. 

You can let the students know that there are Xerox Services provided benefits that the WSC will NOT be administering. These include the following:
Adoption Assistance
Education (Tuition Assistance) 
Short Term Disability 
Workers Compensation 
Business Travel Accident Insurance
Time off (e.g., vacation, holidays, sick leave, etc.) 
Parking & Transportation Services 
Executive Physical Programs 
Long Term Disability Program 
Long Term Care 
Pet Insurance
Home and Auto Insurance (MetLife)





[bookmark: _Toc400559413][bookmark: _Toc430874487][bookmark: _Toc430874652][bookmark: _Toc431245113]Health & Welfare Overview
Xerox Services has engaged the Xerox Workplace Solutions Center (WSC) to administer the Health & Welfare plans for the following populations:
Actives (and eligible dependents)
COBRA employees (terminated and severance employees)
We will review each of these populations in greater detail at a later point in the training.
The Xerox Workplace Solutions Center (WSC) will administer the following benefits for Xerox Services:
Tobacco-Free Surcharge
Incentives: Wellness Screening/Health Questionnaire
Medical
Health Savings Account (HSA) 
Supplemental Critical Illness Insurance 
Supplemental Accident Injury Insurance 
Supplemental Hospital Indemnity Insurance 
Working Spouse/Domestic Partner Surcharge
Dental 
Vision 
Health Care Flexible Spending Account 
Dependent (Day Care) Flexible Spending Account
Short Term Disability 
Long Term Disability 
Basic Life Insurance 
Supplemental Life Insurance
Spouse Life Insurance 
Child Life Insurance 
Basic Accidental Death and Dismemberment
Supplemental Accidental Death & Dismemberment
Legal
Employee Assistance Program (automatically enrolled and not shown in system)
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	Questions for Discussion:

Review the questions as a group
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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[bookmark: _Toc430874490][bookmark: _Toc430874655][bookmark: _Toc431245116][bookmark: _Toc400559415]Objectives
After completing this lesson, you will be able to:
Understand who is eligible for Annual Enrollment
Articulate what default rules apply
Explain what benefits are only “electable” during Annual Enrollment
Help participants understand Incentives
Explain coordinated timing of elections and enrollment with carriers
Explain effective dates for new and reoccurring elections
[bookmark: _Toc430874491][bookmark: _Toc430874656][bookmark: _Toc431245117]Introduction
There are many dates and processes that take place during the Annual Open Enrollment event. Xerox Business Services annual enrollment is available to all Xerox Business Services employees and COBRA employees. All eligible employees enroll during the same time frame. 

[bookmark: _Toc430874492][bookmark: _Toc430874657][bookmark: _Toc431245118]AE Participation
Passive enrollment is easier for both employees and employers, since employees can just 'roll over' their current elections (with a few exceptions). But that can be a risky practice because employees can renew their coverage without truly examining their elections. Today there is about a 70/30 split, Passive/Active across companies in the US. Many companies are re-evaluating their passive enrollments with the new Health Exchanges. They want employees to engage in their benefits by forcing active enrollment which encourages employees to evaluate their options and find coverage that truly meets their needs.
Xerox Business Services offers a combination of active and a passive enrollment. 
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	Passive Vs Active Enrollment

Fill in the blanks:



	
	4. What is a “passive” enrollment?
When the employees can “roll over” eligible elections (medical, dental, vision & life) from the previous year if they are still offered. Note: FSA  elections do not rollover.


	
	What is an “active” enrollment?
When every employees must enroll or could be dropped from coverage. 


	
	Which type does Xerox Services have this year?
A combination with only certain elections requiring an election or they will be set to “no coverage” or surcharges could be applied costing more money.
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	Questions for Discussion:

Review the questions as a group. 
The Knova ID 1023698 contains process changes and not the default/rollover benefit. 
The process changes is in Knova ID 1023697. 
Kindly add the information in Knova ID 1023698 to Knova ID 1023697. 
Then please add a Knova ID for the default/rollover found in the FG.
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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	Default Rules
Use KNOVA to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.

	
	What benefits will an active employees default to if s/he does not go online to Infobank > BenefitsWeb (RightOpt) or contact the Xerox Workplace Solutions Center (WSC) to make changes?
	Knova Ref (ACS Portal):
	1023698



	Benefit/Surcharge
	Rollover/Default

	5. Tobacco Surcharge

	Default to charge

	Wellness Screening/Health Questionnaire
	Doesn’t roll over 
Must be done every year

	Medical

	Default to current coverage
If no longer exists, then similar plan

	Health Savings Account (HSA) 
	Elected amount does roll over

	Supplemental Critical Illness Insurance 
	Default to current coverage

	Supplemental Accident Injury Insurance 
	Default to current coverage

	Supplemental Hospital Indemnity Insurance 
	Default to current coverage

	Working Spouse/Domestic Partner Surcharge
	Default to a surcharge
Employee must elect ineligible

	Dental 

	Default to current coverage
If no longer exists, then similar plan
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	Continued…

	Benefit/Surcharge
	Rollover/Default

	Vision 

	Default to current coverage
If no longer exists, then similar plan

	Health Care Flexible Spending Account 
	Defaults to Waive

	Dependent (Day Care) Flexible Spending Account
	Defaults to Waive

	Short Term Disability 
	Default to current coverage

	Long Term Disability 
	n/a

	Basic Life Insurance 
	n/a

	Supplemental Life Insurance
	Default to current coverage

	Spouse Life Insurance 
	Default to current coverage

	Child Life Insurance 
	Default to current coverage

	Basic Accidental Death and Dismemberment
	Discontinued

	Supplemental Accidental Death & Dismemberment
	Discontinued. Being replaced with EE AD&D, Spouse AD&D, Child AD&D

	Legal
	Default to current coverage

	Employee Assistance Program (automatically enrolled but not shown on web)
	n/a
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	Continued…

What benefits will a COBRA employees default to if s/he does not go online to Infobank > BenefitsWeb (RightOpt) or contact the Xerox Workplace Solutions Center (WSC) to make changes?

	Knova Ref (ACS Portal):
	1023698



	Benefit/Surcharge
	Rollover/Default

	6. Medical


	Default to current coverage
If no longer exists, then similar plan

	Dental 


	Default to current coverage
If no longer exists, then similar plan

	Vision 


	Default to current coverage
If no longer exists, then similar plan
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	Questions for Discussion:

Review the questions as a group. 
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Use a projector and KNOVA to review the exercise.
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[bookmark: _Toc400559417][bookmark: _Toc430874494][bookmark: _Toc430874659][bookmark: _Toc431245120]AE Only Elections
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	Limitations to the OE Event

Using KNOVA, answer the questions:


	
	7. Several benefits options may ONLY be elected during Annual enrollment. Name them and describe these options:

	Knova Ref (ACS Portal):
	1023698



Supplemental Critical Illness Insurance 
Supplemental Accident Injury Insurance 
Supplemental Hospital Indemnity Insurance 
Legal
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	Continued…




	
	If a employees has a Health Care Flexible Spending Account (FSA) for this year, but does not choose a new amount for his/her HC-FSA for next year, does the contribution amount for this year automatically continue (default-over) to next year? Explain.
	Knova Ref (ACS Portal):
	1023744



No – Xerox has NO Carry Forward or Grace Period


	
	If a employees has a Dependent Care Flexible Spending Account (FSA) for this year, but does not choose a new amount for his/her DC-FSA for next year, does the contribution amount for this year automatically continue (default-over) to next year? Explain.
	Knova Ref (ACS Portal):
	1023745



no

	
	Why does Supplemental Life election rollover year to year, but the tobacco status default to “Tobacco User”?
	Knova Ref (ACS Portal):
	1023699



Employees who re-certify their non-tobacco user status will be required to re-enter their supplemental life insurance coverage level to receive lower rates. 
When the employee re-certifies non-tobacco user status, they will receive a pop-up alert to elect supplemental life insurance. When the employee clicks the ‘Change’ button next to Supplemental Life Insurance, the coverage level options will appear. The employee’s current coverage level amount is the greatest amount that is not followed by an asterisk (*). The current coverage level has not been cancelled, and the employee can retain this coverage level (or a lower coverage level) without completing the online Statement of Health
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[bookmark: _Toc400559418][bookmark: _Toc430874495][bookmark: _Toc430874660][bookmark: _Toc431245121]Wellness Incentives
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	Wellness Incentives

	
	Use your tools to answer the questions below. Be sure to write down where you found the answer or the location ID code (if applicable). 

	
	Knova Ref (ACS Portal):
	13980

	
	• Wellness Screening/Online Health Questionnaire incentive increases from $300/year to $600/year (up to $1,200 for EE + SP/DP)

• Tobacco-Free Incentive is eliminated. There is no additional incentive for being tobacco-free. However there is a surcharge for smoking which is a $600 fee that automatically applies to all medical plan employees. (up to $1,200 for EE + SP – children are not assessed).
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[bookmark: _Toc400559419][bookmark: _Toc430874496][bookmark: _Toc430874661][bookmark: _Toc431245122]Health Questionnaire Incentive
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	Accessing Quest

	
	Use your tools to answer the questions below. Be sure to write down where you found the answer or the location ID code (if applicable).

	
	Knova Ref (ACS Portal): 
	13980

	
	8. How do Employees access Quest?
First choice: infobank.acs-inc.com, BenefitsWeb
BenefitsWeb > My Health > Know My Numbers.

	
	How does a Spouse access Quest?
www.XeroxBenefitsWeb.com > MY HEALTH > KNOW MY NUMBERS
State of Indiana Exception:
Bypass employees and spouses/domestic partners must register as a new user to access the Quest Diagnostics website at https://my.questforhealth.com/
Registration key is “Xerox” 
Employee user name is the Employee ID/WIN. 
Spouse’s user name is the same as employee’s, with an added “S” at the end (example: 12345678S) 
Employees will need to note log-in information to view results

	
	If both the employee and the spouse work for Xerox, should they both use their own unique employee ID’s when registering for the wellness screening and when we complete the health questionnaire? 
	Knova Ref (ACS Portal):
	1023699


Please explain:
Each employee needs to register as employees, not as a EE + SP
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	Continued…

How do employees complete the wellness screening?
1.  At an onsite wellness screening event at select Xerox locations. Visit the Quest website and click Schedule Screening to find out if a screening will be held at your location.
2.  At the Quest Diagnostics® Patient Service Center (PSC) in zip code 
3.  By submitting a Physician Results Form

	
	Must the online health questionnaire and the health screening both be completed by November 2nd to earn the incentive for the next PY?  
	Knova Ref (ACS Portal):
	13980


Yes Knova: 

	Complete the chart:

		If you currently have…
	Specifically
	Your coverage will default as:

	Medical
	PPO Plan (Aetna, Anthem, Cigna)
	As long as enrollment is continued

	
	Consumer Choice Plan (Aetna, Anthem, Cigna)
	Default to same plan

	
	Consumer Choice Plan (Kaiser Areas) / RightOpt
	Default to same plan

	
	HMSA PPO
	Default to same plan

	Dental
	Basic dental coverage (Aetna, Cigna)
	Default to same plan

	
	Enhanced dental coverage (Aetna, Cigna)
	Default to same plan

	
	DMO Aetna (some areas)
	Default to same plan

	Vision
	VSP vision coverage
	Default to same plan
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	Learners complete the exercise individually
Debrief the exercise as a group allowing learners to “drive” at the instructor PC to locate the answers.
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	Much focus is on the actual AE timeframe, but it is Important to note that a lot happens behind the scenes once AE closes and before the end of the year. 
AE Election files are sent to all of the vendors showing new enrollments, changed enrollments, and terminations. 
It takes each vendor time to receive, load, and apply these AE election files. From there they need to create and send new ID cards (for those vendors that send ID cards – you can remind learners that as we gathered in HW Core – not all vendors send cards – e.g., dental and vision carriers often use your SSN or employee ID in place of a card). 
When discussing the Correction Period, ask:
What tasks can be performed during the Correction Period?
(Explain to the learners that Xerox Services does not have a correction period for Annual Enrollment)
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	Use a projector and KNOVA to review the exercise.
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[bookmark: _Toc400559420][bookmark: _Toc430874497][bookmark: _Toc430874662][bookmark: _Toc431245123]Vendor File Timing 
Clean Up/Correction Period
Xerox Business Services has decided not to have a Clean-Up period.  
Vendor File Timing
HSA/FSA – Employees with a Health Savings Account (HSA) will see amounts in their accounts the week following their first paycheck in the new Plan Year (PY). Health Care Savings Account (HCSA) prefunding should begin after January 1st. Dependent Care Savings Account (DCSA) paycheck deductions should also begin after the 15th. This process applies to active HSA accounts as well.
Impact on the First Payroll of the new Plan Year (PY)
Active employees pay for their HW benefits with deductions from their paycheck. Deductions should begin on the first paycheck in January. Deductions are either pre-tax or post-tax depending on the benefit.
ID Card Timing
They will arrive before January 1, when applicable.  
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	ID Cards

	Knova Ref (ACS Portal):
	1023724



9. When are ID cards sent to employees?



When are ID cards not sent to employees?
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	Review the questions as a group 
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	Use a projector and KNOVA to review the exercise.
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	Effective Dates

Use your tools to answer the questions below. Use the Knowledge Tool Ref field to write down the page where you found the answer.

	
	10. When will the elections made in this year’s Annual enrollment be effective?
	Knova Ref (ACS Portal):
	1023724



January 1

	
	How long are they in effect?
	Knova Ref (ACS Portal):
	1023724



Until which ever comes first: Benefits Change, Employment Status Changes, end of Plan Year
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[bookmark: _Toc430874499][bookmark: _Toc430874664][bookmark: _Toc431245125]LESSON 3 – AE Communications



[bookmark: _Toc430874500][bookmark: _Toc430874665][bookmark: _Toc431245126]3 – AE Communications
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	Review the questions as a group 
NOTE FREEZE DATES DON’T APPLY TO XEROX BENEFITS – SECTION OMITTED
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[bookmark: _Toc430874501][bookmark: _Toc430874666][bookmark: _Toc431245127]Objectives
After completing this lesson, you will be able to:
Explain the Xerox Business Services AE communication schedule
List the pre-enrollment communications that are sent out to employees
Describe the purpose of pre-enrollment communications that are sent out to employees
Locate information on the contents of the pre-enrollment package
Answer questions about AE communications
[bookmark: _Toc430874502][bookmark: _Toc430874667][bookmark: _Toc431245128]Introduction
Prior to every Annual Enrollment, communications go out to the employees explaining the new plan changes for the upcoming year as well as the employee's available benefits and options. 
This lesson will identify communications such as client announcements, benefit fairs and brochures and use them to answer questions. 

[image: ]
The communications include, but are not limited to, E-mail, letters and post cards. These AE messages explain the annual enrollment event, key dates that affect the employees, and what the employees is eligible to do and should expect during this special window of time. 
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	Review the questions as a group 
NOTE FREEZE DATES DON’T APPLY TO XEROX BENEFITS – SECTION OMITTED
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	Use a projector and KNOVA to review the exercise.
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[bookmark: _Toc400559425][bookmark: _Toc430874503][bookmark: _Toc430874668][bookmark: _Toc431245129]XBS Initiated Communication
Prior to every Annual Enrollment, communications go out to the employees explaining the new plan changes for the upcoming year as well as the employees available benefits and options. The communications include, but are not limited to, e-mail, letters and post cards. These AE messages explain the annual enrollment event, key dates that affect the employees, and what the employees is eligible to do and should expect during this special window of time.
[bookmark: _Toc400559426][bookmark: _Toc430874504][bookmark: _Toc430874669][bookmark: _Toc431245130]Pre AE Communications
E-mails and Post Cards will be sent out for Xerox Business Services. Enrollment Worksheets are not sent out unless an employee contacts the call center.
[bookmark: _Toc400559427][bookmark: _Toc430874505][bookmark: _Toc430874670][bookmark: _Toc431245131]Post AE Communications
Post-enrollment communications may include: 
Confirmation Statement – Rolling emails will be sent for employees who enrolled over the phone and have an email address on file.  For employees who do not have an email address on file, a paper copy will be mailed. Default emails will be sent for employees who did not close their AE event and have an email address on file. Paper defaults will be sent for employees who did not close their AE event and do not have an email address on file. No paper confirms will be mailed to employees who elected online. Employees who elect online are instructed to print a copy of their confirmation statement. 
EOI Form – Online Statement of Health will be completed within the event. If the EOI (Evidence of Insurability) event is closed, forms will be required.  
Beneficiary Form – There will be no Beneficiary Form. Beneficiary changes are completed either online or over the phone. 
[bookmark: _Toc400559428][bookmark: _Toc430874506][bookmark: _Toc430874671][bookmark: _Toc431245132]Vendor Initiated Communication
ID Cards – Any new ID cards should be received prior to January 1st. There will always be exceptions, but in general most people who are getting new ID cards should receive them prior to January 1st. 
Health Savings Account (HSA) Welcome Packets – These will be sent out by BenefitsWallet, the bank/financial institution that is administering the HSA (may include things such as instructions on how to activate the account, a debit card for qualified expenses, etc.). HSA materials are branded “BenefitWallet” and employees will access www.mybenefitwallet.com to view their accounts. 
Flexible Spending Account (FSA) Kits – New FSA Cards will not be issued for employees who previously had an FSA. For new employees electing an FSA, cards will be issued in mid-December with instructions on how to activate the debit card for qualified expenses. These communications will be branded “BenefitWallet”.
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	AE Communication

Use KNOVA to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.



	
	11. How and when are active employees notified of the annual enrollment timeframe and what might be changing for the upcoming plan year?
	Knova Ref (ACS Portal):
	1024084






	
	How and when are COBRA employees notified of the Annual enrollment timeframe and what might be changing for the upcoming plan year?
	Knova Ref (ACS Portal):
	1024084
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	Some employees may want a Summary Plan Description (SPD) or formal plan document for a record. If so; a SPD must be requested manually via PASS. Send a PASS to the Escalation 2 queue.
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	Setting Expectations for Employees

	
	Use your tools to answer the questions below. Be sure to write down where you found the answer or the location ID code (if applicable).
	Knova Ref (ACS Portal):
	1023699




	
	

	
	This exercise allows you to blend your “core” Health and Welfare knowledge with specifics and practice how you would explain things to employees.
	Can an enrollment packet be mailed out to a employees if they request one?

	Yes, but the employees must request the packet no later than November 6th. Requests after that date will not be approved.
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	Explaining AE Communications

	
	This exercise allows you to blend your “core” Health and Welfare knowledge with Xerox Business Services specifics and practice how you would explain things to employees.
Use your tools to answer the questions below. Be sure to write down where you found the answer or the location ID code (if applicable).
	Knova Ref (ACS Portal):
	1023818




	
	

	
	Are enrollment materials available online? 

Yes, enrollment materials will be available online under the Annual Enrollment event.

	
	Will we receive anything in the mail showing our enrollment was completed? 

If you enroll via a service center representative, default into the next PY elections or require an EOI long form, you will receive an email confirmation statement if there is an email address on file.  If there is no email address on file, a paper confirmation statement will be mailed.
If you enroll online, no
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	Questions for Discussion:

Review the questions as a group
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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	Handout(s): 

Hand out AE Guides and let them look them over for 15-20 minutes and highlight things (if available).
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	Reminders/Special Instructions:

Students should complete the questions on their own. After completion, place the students in groups of 2 or 3. Have one student take the role of the caller while the other(s) acts as the rep. Have them practice asking the questions and answering using the information they found earlier. After they have completed all questions, have them switch roles and repeat the exercise. Circulate among the class to monitor progress and offer any corrections or advice that seems appropriate.

	[image: Description: C:\Templates\PC.png]
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	Role Play - Putting it All Together

Use your tools to answer the questions below. When answering each question, write down where you found the answer or the location ID code (if applicable). After answering all the questions, partner with another associate and practice asking each other the questions and providing the answer.

	
	12. Will I get anything verifying that I made my Annual Enrollment elections?
If I enroll in the Health Care FSA program, will I get a debit card or checks or something else?
If I want to increase my life insurance coverage, do I have to complete any paperwork?
I’d like to add my adopted child to my benefits. Will I need to submit any documentation to set that up?
Will I receive an enrollment packet in the mail?  
When will new ID cards be sent out?
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[bookmark: _Toc430874508][bookmark: _Toc430874673][bookmark: _Toc431245134]4 – AE Eligibility
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	Speaking Points:

The Voice Bubble contains suggested facilitator speaking points.
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	Reminders/Special Instructions:
Point out that each population has eligible dependents. 
Not every benefit allows for dependents
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	Questions for Discussion:

Review the questions as a group
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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	Handout(s): 

Encourage students to identify the KNOVA Document Numbers where they find the information. 
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[bookmark: _Toc430874509][bookmark: _Toc430874674][bookmark: _Toc431245135][bookmark: _Toc400559430]Objectives
After completing this lesson, you will be able to:
Identify the different populations calling about Annual Enrollment
Explain the process and rules for authenticating a caller and speaking to a dependent
Explain the enrollment options available using your tools
[bookmark: _Toc430874510][bookmark: _Toc430874675][bookmark: _Toc431245136]Introduction
This lesson will identify the different Xerox Business Services populations that will be participating in the AE process.
Active Employees (and eligible dependents)
Standard
Buck
Hawaii residents
COBRA Employees
LOA employees including Long-term Disability (LTD) employees (and eligible dependents)
[bookmark: _Toc430874511][bookmark: _Toc430874676][bookmark: _Toc431245137]Populations
This lesson will identify the different Xerox Business Services populations that will be participating in the AE process.
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[bookmark: _Toc400559433][bookmark: _Toc430874512][bookmark: _Toc430874677][bookmark: _Toc431245138]Identify Different Types of AE Callers
Full-Time Employees – An employee who is regularly scheduled to work at least thirty (30) hours per week is considered a full-time employee.
Active Employees – All Eligible Active Employees
Buck – Slightly different Disability and Life Insurance options and costs
Hawaii Residents – Employees who live in Hawaii and are eligible for the HMSA PPO. 
Part-Time Employees
An employee who is regularly scheduled to work less than thirty (30) hours per workweek is considered a part-time employee and are not eligible for Xerox Services benefits including, but not limited to vacation, sick, paid time off, and company observed holidays unless otherwise specified. 
Special Eligible Status
COBRA Employees – Employees or eligible dependents who are terminated from the company but have elected COBRA coverage.
LOA Employees – Employees on a leave of absence will be able to change their benefits while on leave of absence.
Special Not Eligible Status
Project-Based Employees – Xerox Services may hire employees for specific periods of time, to cover peak workloads or for the completion of a specific project. Project-based employees are not eligible for Xerox Services benefits, including, but not limited to, vacation, sick, paid time off and company observed holidays unless otherwise specified. Beginning January 1, 2016, Project Based Full Time employees will be eligible for Medical coverage for employee and children only, no spouses, at 100% of plan cost to the employee.  There will be a separate enrollment period for this population in December. 
Special Hourly/Hourly Professional – Xerox Services may enter into written agreements with employees to provide services at special hourly pay rates. Unless specified otherwise in these agreements, these employees will not be eligible for benefits.
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[bookmark: _Toc400559434][bookmark: _Toc430874513][bookmark: _Toc430874678][bookmark: _Toc431245139]AE Options by Population
Active employees can choose the same options as they selected during the previous AE period, as long as the same options are available, or make changes to their coverage. If no elections are made, default coverage may occur. 
Active employees can:
Elect new plans
Increase/decrease life insurance amounts
Waive coverage in existing plans
Add or remove dependents from coverage levels
Re-elect FSA target amounts
Earn incentives
Remove Surcharges
COBRA employees can:
Elect new plans
Waive coverage in existing plans
Add or remove dependents from coverage levels
Leave of Absence employees can:
Elect new plans
Increase/decrease life insurance amounts
Waive coverage in existing plans
Add or remove dependents from coverage levels
Re-elect FSA target amounts
Earn incentives
Remove Surcharges
	[image: ]
	LOA NOTE: Any restrictions regarding increases in life insurance, or special processing about pending increases will not be processed until the employee returns from leave.
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[bookmark: _Toc400559435][bookmark: _Toc430874514][bookmark: _Toc430874679][bookmark: _Toc431245140]Identify Different Types of AE Callers
Use your tools to answer the questions below. Be sure to also write down where you found the answer or the location ID code (if applicable).

	[image: ActivityPC]
	Different Call Types

	
	This exercise allows you to blend your “core” Health and Welfare knowledge with Xerox Business Services specifics and practice how you would explain things to a employees.
Use your tools to answer the questions below. Be sure to write down where you found the answer or the location ID code (if applicable).

	
	Knova Ref (ACS Portal): 
	

	
	13. Do Retirees have an enrollment opportunity during AE?
Answer: No because there is not a retiree population

	
	Do employees on LOA have an opportunity to enroll during AE?
Answer: Yes

	
	Do COBRA participants have an opportunity to enroll during AE?

	
	      Knova Ref (ACS Portal):
	1023746

	
	Answer: Yes

	
	Can the spouse of an Active employee who is employed elsewhere and whose employer provides money to purchase insurance instead of providing health insurance, be enrolled in the Xerox Services benefit?
Answer: Yes
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	Long-Term Disability Employees (LTD):
What H&W benefits are available to LTD employees and their eligible dependents? 
Medical, Dental, Vision, Employee Term Life Insurance, Spouse Life Insurance, Child Life Insurance


	
	



COBRA
What benefits are available to COBRA and their eligible dependents?
Medical, Dental, Vision, FSA Healthcare (only eligible for FSA continuation during the first plan year they are enrolled in Cobra)
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	Questions for Discussion:

Review the questions as a group

	[image: Description: C:\Templates\PC.png]
	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.

	[image: Description: C:\Templates\SpeakingNotes.png] 
and 
[image: Description: C:\Templates\Easel.png]

	14. Split the page up into 5 quadrants, like this:

[image: ]

Ask students, by a show of hands, if they have heard about 
--ObamaCare
--Healthcare Reform
--Health Insurance 
   Marketplace
--Affordable Care Act
   (ACA)
	Write the 4 terms in the bottom 4 boxes:

[image: ]

Ask if someone can tell you details about each. Compare and contrast the student’s perceptions (do not correct them yet if something is not right).
	Write Patent Protection and Affordable Care Act (PPACA) at the top

 [image: ]

Explain that all of these terms are the names employees may use when asking questions about PPACA – that they are all represent the same thing!





[bookmark: _Toc400559436][bookmark: _Toc430874515][bookmark: _Toc430874680][bookmark: _Toc431245141]Populations that participate in Fall Annual Enrollment
Annual enrollment is a period of time when XBS employees may make additions or changes to their elected Health and Welfare benefit choices or dependents. Apart from experiencing a specific qualifying life event (QLE), employees may only change their elections during this annually occurring window of time.

[bookmark: _Toc298943756][bookmark: _Toc299478073][bookmark: _Toc400559437][bookmark: _Toc430874516][bookmark: _Toc430874681][bookmark: _Toc431245142]Enrollment Population Changes
[bookmark: _Toc298943757][bookmark: _Toc299478074]Employees may call regarding recent legislative changes. There is one recent significant change that might generate questions during Annual enrollment: dependent eligibility.
In the past, employer plans could define limits to a dependent child’s eligibility, most commonly, plan rules covered dependent children until age 19 unless they were a full-time student in which case would be covered to age 23. Recent legislation has changed this.
Patient Protection and Affordable Care Act – Dependent Coverage
The Patent Protection and Affordable Care Act (PPACA) opened up a larger eligible dependent population for coverage. Most notably, it allowed for dependent children up to the age of 26 to stay on their parent’s Xerox Services medical plan thru the end of the month of reaching age 26 regardless if the child is:
Listed as a dependent on the employee’s tax returns
Living at home or elsewhere 
Enrolled in school or is no longer a student
Married or is single
Employed and eligible for other employer’s-sponsored coverage or currently unemployed
Coverage exclusions include coverage does not extend to a young adult’s spouse or children and that medical coverage ends for the dependent once they reach age 26. Once the dependent becomes ineligible to participate in their parent’s coverage, they become newly eligible for COBRA. 
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	PPACA Federal Statute
Use KNOVA to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.

	
	Knova Ref (ACS Portal):
	14008

	
	For Xerox Services, what is the maximum age limit for dependent children enrolled in:

	
	15. Medical/Dental/Vision

	
	26 years is age out

	
	DC Flexible Spending Account (FSA)

	
	13 is age out / or if disabled, never

	
	HC Flexible Spending Account (FSA)

	
	Has to be a dependent as defined to the IRS

	
	Child Life Insurance

	
	26 years is age out

	
	Child of domestic partner

	
	Med/Den/Vis: Covg ends at age of 19, if full time student up to 25, 
Life, up to age 23
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	Questions for Discussion:

Review the questions as a group
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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[bookmark: _Toc400559438][bookmark: _Toc430874517][bookmark: _Toc430874682][bookmark: _Toc431245143]Dependent Certification
At Annual Enrollment, employees may add dependents and must provide proof they are an eligible dependent for the coverage to be effective as of the new plan year.
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	Dependent Certification
Use KNOVA to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.

	
	Knova Ref (ACS Portal):
	12537

	
	
16. Is the dependent verification process – providing proof of dependent eligibility – required when a dependent is added at annual enrollment?
no


	
	How long does the employees have to provide the proof?
If asked, there is 10 business days
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	Questions for Discussion:

Debrief the exercise having students explain to each other first, then to the facilitator what it is and how it works.
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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	Speaking Points:

One of the largest call drivers in January is due to employees have their new premiums deducted and realizing they have an additional “imputed income” item on their paycheck.
Review the Imputed income section and answer the questions.
Role play the scenarios in pairs than in the hot seat

NOTE: do not give advice to employees!
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[bookmark: _Toc400559439][bookmark: _Toc430874518][bookmark: _Toc430874683][bookmark: _Toc431245144]Imputed Income
For qualified life events, at Annual Enrollment, employees may add dependents and must understand that in certain circumstances, they may pay imputed income on the coverage premium.
It is important to explain the implications to employees of imputed income when they enroll in certain coverage that is subject to the tax. If employees do not know their premiums will be subject to imputed income in January, they will call us back very concerned, sometimes upset.
Explaining this well when the employee enrolls ensures they understand that they will see the impact of the imputed income in their January paycheck and will not call us back asking why they had an extra tax.
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	Imputed Income
Use KNOVA to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.

	
	Knova Ref (ACS Portal):
	13238; 53781



	
	17. Which benefits are subject to imputed income?
Medical with DP
Dental  with DP
Vision  with DP
Basic Life > 50K


	
	Which population of eligible dependents are subject to imputed income?
Domestic partner and their children

	
	What is the maximum amount of Basic Life insurance allowed not subject to imputed income?
< 50K
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	Role Play - Imputed Income
Use the answers above to explain imputed income to the employees.



	
	18. I would like to increase my life insurance from the current $50,000 to add an additional $100,000 in Employee Optional Life Insurance.
(not applicable to imputed income)


	
	I would like to add Child Life insurance for my domestic partner’s children.
Subject to imputed income

I would like to add my domestic partner to my medical benefits.
Subject to imputed income

I would like to know why I’m being charged an extra tax. I make $50,000.01.
Subject to imputed income
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	Questions for Discussion:

Review the questions as a group
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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	Speaking Points:

Being able to describe additional steps the employees must take to complete all enrollment tasks is an important part of the Xerox Workplace Solutions Center (WSC) Representative’s role during annual enrollment.
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[bookmark: _Toc400559440][bookmark: _Toc430874519][bookmark: _Toc430874684][bookmark: _Toc431245145]Evidence of Insurability (EOI) / 
online Statement of Health (SOH)
At Annual Enrollment, employees may be required to submit evidence of insurability forms if they change or enroll in certain life insurance coverage.
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	EOI / SOH at AE
Use KNOVA to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.

	
	19. When is EOI/SOH required during annual enrollment?

	
	      Knova Ref (ACS Portal):
	13996

	
	New hire (WV) – any increase
any increase > 3x basic salary or 350K
SP/DB if not enrolled
SP/DB  If > 50K
In short, going up


	
	Where does the employees complete the EOI/SOH form?

	
	       Knova Ref (ACS Portal):
	11986

	
	Within their event (online)
If the event is closed, print from documents and forms (under resource material on the web) and mail it in to MetLife


	
	What will coverage display while EOI/SOH is pending for employee and spouse life insurance?

	
	       Knova Ref (ACS Portal):
	1023731

	
	The last approved amount however, at the bottom of the confirmation statement will show the election as pending
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	Questions for Discussion:

Review the questions as a group
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	Systems/Applications needed:

Use a projector and KNOVA to review the exercise.
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	Speaking Points:

Each of the populations for Xerox Services has the same group of Eligible Dependents.
Break the students into 4 groups. Assign each group a “specific eligible dependent” to research. 
Provide each group with a piece of easel pad paper and a marker. 
They will have 15 minutes to conduct their research in KNOVA. 
They should use their easel pad paper to identify 5 key characteristics about their specific eligible dependent to share with the larger group. 
They will have 2 minutes to present this information.
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[bookmark: _Toc400559441][bookmark: _Toc430874520][bookmark: _Toc430874685][bookmark: _Toc431245146]Eligible Dependents
At Xerox Services, three (3) conditions must be met in order for dependents to be enrolled in health plans:
The individual meets the “eligibility requirements” for dependents
The employee must be enrolled in the plan under which s/he wishes to enroll the eligible dependent
The benefit program must permit coverage of that eligible dependent

	[image: ActivityGRP]
	Eligible Dependents Defined

Your facilitator will break you into four (4) groups and assign you a specific “eligible dependent” to research. 
In your group, use KNOVA to identify 5 key pieces of information (more if applicable) about your eligible dependent to share with the class. 
Post your findings on an easel pad
Choose a spokesperson for your group. 
You will have 15 minutes to conduct research and 2 minutes to present.
Eligible Adult (not disabled) Dependents Include:

	
	Knova Ref (ACS Portal):
	12571

	
	20. 
	Legal Spouses and Common Law (including same sex)

	
	
	Domestic Partner (including same sex)
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	Eligible Dependent Children:
Children under the age of 26 / 
Natural / Adopted<26
DP  - if not FTS, < age 19
        if FTS, < age 23
“ 


	
	Disabled Child
          Any age
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	Ineligible Dependents: The following dependents are not eligible for coverage as family members at Xerox Services:

Parents/grandparents, siblings, grandchildren (unless legal dependents by legal adoption or guardianship), brother-in-law or sister-in-law, aunts/uncles/cousins/nieces or nephews. 


	
	If there is a situation where an employee and his/her dependent both work at Xerox Services, then these rules apply:

You and your eligible dependents can be covered by only one person under the plan. You cannot have double coverage under the Plan for any family member. 
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Answer the following questions:


	I do not have any dependents on my benefits today. Does Xerox allow me to put my spouse on my benefits?
My daughter just finished college and doesn’t have a job that provides benefits yet. Can I put her on my benefits?
I am thinking about removing dependents during open enrollment. Can I do that?
My spouse has benefits at work – can I still add my spouse to my benefits even though he/she can get them through his/her own employer?
Do I have to enroll in benefits? What if I have coverage through my spouse’s employer?
My child just turned 16 and was in a bad car accident and will be disabled for the rest of his life. How long can I keep him on my benefits plan? Can I enroll my common law spouse in my benefits? 
Can I add my stepdaughter to my benefits? Are there any limitations?
Can I add my grandchildren to my benefits? 
Until what age can I keep my children on my benefits?
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	Knova Ref (ACS Portal):
	



Not including disabled children, choose the correct age out and place in the blank:

	Age 26
	Age 23
	Age 19





	
	EE’s Child – regardless of FTS or Marriage – until:
	DP’s Child – Unmarried Child / non-student
	DP’s Child – Unmarried Child / student or mission

	Medical
	Age 26
	Age 19
	Age 23

	Dental
	Age 26
	Age 19
	Age 23

	Vision
	Age 26
	Age 19
	Age 23

	Supplemental Insurance
	Age 26
	Age 19
	Age 23

	Dependent Life
	Age 26
	Age 19
	Age 23

	Child AD&D
	Age 26
	Age 19
	Age 23
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[bookmark: _Toc400559442][bookmark: _Toc430874522][bookmark: _Toc430874687][bookmark: _Toc431245148]QMCSO
A Qualified Medical Child Support Order (QMCSO) is a court order.
A 1993 amendment to the Employee Retirement Income Security Act (ERISA) requires employment-based group health plans to extend health care coverage to the children of a parent-employee who is divorced, separated, or never married when ordered to do so by state authorities. 
A “QMCSO” < pronounced "Q"-mick-so > is a medical child support order that creates or recognizes the right of an alternate recipient to receive benefits for which a participant or beneficiary is eligible under a group health plan or assigns to an alternate recipient the right of a participant or beneficiary to receive benefits under a group health plan.
A medical child support order is a judgment, decree, or order (including an approval of a property settlement) that is made pursuant to State domestic relations law (including a community property law) or certain other State laws relating to medical child support and provides for child support or health benefit coverage for a child of a participant under a group health plan and relates to benefits under the plan.
Complete the questions to explain what it is and does. 
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	QMCSO
21. A QMCSO is a court order that requires ___________________.
You to pay alimony to your ex-spouse.
You to make charitable donations.
You to cover your children under certain benefit programs. **
None of the above. 
Answer is (c)

True or False  < correct answer: True >
Continued and uninterrupted medical insurance for children should always be negotiated as part of a divorce. A QMCSO must identify the participant, who is the employee spouse, and the name of those covered, who are the children; describe the coverage provided and the duration of the coverage; and state the name of each plan to which the order applies.
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	Flow of Section/Process to Follow:

Cover the information in the table with the students, then reference the screen shot as to where the relationship codes can be found in the KLG TOOLS > HW system.
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	Speaking Points:

The Voice Bubble contains suggested facilitator speaking points.
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	Reminders/Special Instructions:

Provide any additional context that you may have on Relationship Codes beyond that each eligible dependent is assigned a relationship code in the system. 

Reference the fact that although the students have not been taught the KLG TOOLS > HW tool yet, when the tool is taught in the Tools Core module, they will be able to locate where this relationship code is and see information relating to the dependents. Let them know that they will walk through this information in that module.
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Review the questions as a group
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Each of the dependents has a relationship code which will be defined in the Xerox system. Complete the table. 
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	KLG Tools > HW
Use KLG TOOLS > HW to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.

	
		Knova Ref (ACS Portal):
	14020


HW - Benefits System - Dependent Relationship Code

	Relationship Code
	Description
	Age Limitation

	S
	Spouse Common Law
	N/A

	C
	Child
	26th Birthday

	F
	Child Student
	26th Birthday

	H
	Child Disabled (Handicapped)
	N/A

	DP
	Domestic Partner
	N/A

	DC
	Child Of A Domestic Partner
	19th Birthday

	DS
	Child Student Of A Domestic Partner
	23rd Birthday

	DH
	Child Disabled Of A Domestic Partner
	N/A

	XS
	Ex-Spouse
	N/A

	XP
	Ex-Domestic Partner
	N/A

	P
	Parent
	N/A

	O
	Other
	N/A
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Review the questions as a group
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		Knova Ref (ACS Portal):
	49122
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True or False: 

	True
	If a COBRA participant had HC Flexible Spending Account (FSA) last year, they cannot elect it for the new PY.

	True
	To be eligible for COBRA coverage, employees must have been enrolled in Xerox’s health plan when working.

	False 
	Dependents must be dropped during a Plan Year if they lose dependent status or become covered under another group plan. (Dependents can remain on coverage even if they are covered under another group plan.)

	
	Place an X by occurrences that are NOT considered a QLE:

	


#5---x-


#7----x--



#9----x--
	
	
	Death of the covered employee 

	
	Employee's resignation from Union 

	
	Reduction in the number of hours of employment 

	
	Tendering a resignation 

	
	Voluntary or involuntary termination of employment for reasons other than gross misconduct

	
	Employee drops coverage for spouse or dependents  

	
	Loss of dependent child status under the plan rules 
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	Questions for Discussion:

Review the questions as a group
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To find a scrambled employees to use as an example in class, query by name and enter: TEST,EMPLOYEE (no space after comma) and click the Search button.
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The Xerox benefit administration system is based on eligibility group codes. These group codes are 6-position codes that structured to capture key client data. 
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	Group Codes
Use KNOVA to find the answers to the following questions. After completion of the exercise, we will discuss your findings together as a group.

	
		Knova Ref (ACS Portal):
	14007




	
	Position 1: Employment Status
	Code
	Description

	A
	Active

	L
	LOA – Leave of Absence

	T
	Terminated

	D
	Deceased

	I
	Project based/Part time

	C
	COBRA
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	Position 2-5: Employee Group
	Code
	Description
	Eligibility Status

	STAN_
	Standard
	Active Standard

	HAWA_
	Hawaii
	Hawaii

	BUCKF
	Buck
	Buck Full Time

	BUCKP
	Buck
	Buck Part Time

	INEL_
	All
	Ineligible

	EXEC_
	Executives
	Executive

	PTMA_
	Part Time MA
	Part Time Massachusetts

	CDR_ _
	Acquisition CDR
	CDR has the same elections as STAN



Position 6: COBRA Status (where position 1 = C)
	Code
	Description
	Details

	S
	COBRA Spouse
	Spouse enrolled

	D
	COBRA Dependent 
	Child enrolled

	C
	COBRA Enrolled
	Participant enrolled

	A
	COBRA Enrolled
	Ineligible Active enrolled

	L
	COBRA Enrolled
	Leave Ineligible enrolled

	O
	COBRA – OTHER
	

	T
	COBRA – Termed
	Was on COBRA but now termed
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	Group Codes are internal knowledge. You should never communicate a Group Code to the employees. This is internal jargon and is not appropriate to share with Xerox Services. 

There are exceptions to Group Codes, that do not fit into this standard format. In these instances, look under Views and review the Miscellaneous Information screen for the correct values.

If for some reason you feel both the Group Code and the Miscellaneous Information screen are incorrect for a employees, please contact your manager for further instructions.
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	In KLG HW, the Status field should always equal the first position of the Group Code.
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This special group will be eligible for Medical only at 100% of plan cost, only eligible to enroll children, no spouses.  This will have a separate enrollment period in December with a January 1 effective date.
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	Questions for Discussion:

Review the questions as a group
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Use a projector and KNOVA to review the exercise.
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22. How many digits are contained in a group code?
Six


	
	What is represented in the first position of the group code for Xerox Services?


employment status


	
	What information does the group code drive?


Benefit Eligibility
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After completing this lesson, you will be able to:
Identify benefits that are changing
Articulate the impact these changes have on each eligible population
[bookmark: _Toc430874531][bookmark: _Toc430874696][bookmark: _Toc431245157]Introduction
This lesson will discuss the incentives and surcharges available to Xerox Business Services associates.
[bookmark: _Toc400559449][bookmark: _Toc430874532][bookmark: _Toc430874697][bookmark: _Toc431245158]New PY Benefit Changes
There are several benefit changes from 2015 to 2016. A high level explanation is found here. For more in-depth information, search Kforce or the subsequent section in this workbook.
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	New PY Benefit Changes
Read through the list Knova articles:

	
	23. Full Time Project Based employees
Will be eligible for Medical only at 100% of cost. Only children, no spouses may enroll
This will have a separate enrollment period in December with a 1/1 effective date

	
		Knova Ref (ACS Portal):
	




	
	
Wellness Screening has quite a few changes
The incentive is $600 for the year per Employee and Spouse/DP
Guam may participate

	
		Knova Ref (ACS Portal):
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Tobacco Surcharge 
Increased to $600 per year (from $500) per Employee and Spouse/DP

	
		Knova Ref (ACS Portal):
	




	
	
Health Savings Account (HSA) Limits 
If EE age is >=55,  no Individual change but Family is $6750 (up from $6650)
If EE age is >55, for Individual is $4350 and Family is $7750

	
		Knova Ref (ACS Portal):
	




	
	
Health Care Flexible Spending Account (FSA) 
Increasing to $2550 ($50 increase)

	
		Knova Ref (ACS Portal):
	




	
	
Basic Life Insurance
1x salary up to $500,000 (previously $300,000)
No age reduction 
Buck population (Non-Mellon grandfathered) reduced to 1x salary

	
		Knova Ref (ACS Portal):
	




	
	
Employee Optional Life (Supplemental Life)
No age reduction 
Buck population (Non-Mellon Grandfathered) 

	
		Knova Ref (ACS Portal):
	




	
	
Spouse Optional Life
Has Tobacco and Non-Tobacco rates 
There will be no age reduction 
No cancellation of the benefit at age 70 

	
		Knova Ref (ACS Portal):
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Evidence of Insurability (EOI)
Employee EOI – 3x salary or $500,000. 
Spouse EOI – at $50,000
New EOI rule for Buck population (Non-Mellon grandfathered)

	
		Knova Ref (ACS Portal):
	




	
	
The option of Basic AD&D is being discontinued for 2016.
The option of Voluntary AD&D is being discontinued for 2016 but is being replaced with 3 new option/coverage levels:
Employee Optional AD&D 
Spouse/Domestic Partner AD&D 
Child AD&D 

	
		Knova Ref (ACS Portal):
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	Options - the carrier e.g.:
BlueCross or MetLife
the level chosen for life insurance (e.g.: 2x annual pay)
Waive which indicates no coverage at all
	Generic Example:
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	Our focus is to provide employees with tools and resources that encourage lifestyle choices to be healthy and stay healthy. 
Annual enrollment time gives employees the opportunity to review their carriers and choose a new carrier or level of care. Employees may have changes in their lives/households and that could lead to the need for changing their carrier based on if they or any of their dependents on their plan are becoming more of a higher frequency health-care user or lower frequency health-care user. If asked, questions you could help employees consider their options are:
"Do you visit the doctor only if you're so sick you have to be taken by an ambulance?"
"Do you frequent your practitioner every time you get a cough?"
"If you go to the doctor a lot or have a lot of prescriptions, then most likely a lower deductible plan (with higher premiums) is a better option for you. If you rarely go, then likely a high deductible plan (with lower premiums) will be the best option."
Remember, at no time do you make a recommendation for the employee. This is their choice.








	
	Description

	[image: Description: C:\Templates\Goal.png]
	Section/Lesson Name

New PY CATEGORY changes

	[image: Description: C:\Templates\Timing.png]
	Agenda timing in minutes

5

	[image: Description: C:\Templates\SWPage.png]
	Page(s): 72

	[image: Description: C:\Templates\PC.png]
	Feedback:







[bookmark: _Toc431245160]New PY Category Changes

	Category - the coverage level, e.g.: 

Waive
EE
EE+SP
etc
	Generic Example:
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	The term "Coverage" may mean different things to the employee than it does in our system. Within Xerox Services, different database applications we build and service for our clients use the term differently since there is no standard term across the business. RKS is the platform and KLG HW is the database we use for the Xerox Services Client. In this database, the term "coverage" refers ONLY to the amount contributed to:
Health Savings Account (HSA) / 
Dependent Care Flexible Spending Accounts (DCFSA)
Health Care Flexible Spending Account (HCFSA)

Other systems use the term "Coverage" to refer to the "Category" (EE, EE+SP, EE+CH, EE+Fam, N/A (if they waived coverage), etc.). Be sure to use descriptive words to further explain what you are communicating overtly work through your definition of the words to ensure you are talking about the same thing. 
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	Cost - the amount deducted. This falls into:
Pre-Tax deductions
Post-Tax deductions
	Generic Example:[image: ]



We continually strive to balance the rising costs of benefits with the needs of our employees. There are usually some choices that the employee will need to make, in balancing out their anticipated need and how much they are willing to pay.



	Icon
	Description

	[image: Description: C:\Templates\Goal.png]
	Section/Lesson Name

Lesson 6 – Credits and Surcharges

	[image: Description: C:\Templates\Timing.png]
	Agenda timing in minutes

1

	[image: Description: C:\Templates\SWPage.png]
	Page(s): 74



[bookmark: _Toc430874533][bookmark: _Toc430874698][bookmark: _Toc431245162]LESSON 6 – Credits and Surcharges



[bookmark: _Toc430874534][bookmark: _Toc430874699][bookmark: _Toc431245163]6 – Credits and Surcharges




	[image: xer_ac_cs5_a1_short_rgb.jpg]





	
	Description

	[image: Description: C:\Templates\Goal.png]
	Section/Lesson Name

credits and surcharges objectives/introduction

	[image: Description: C:\Templates\Timing.png]
	Agenda timing in minutes

5

	[image: Description: C:\Templates\SWPage.png]
	Page(s): 75

	[image: Description: C:\Templates\PC.png]
	Feedback:









[bookmark: _Toc430874535][bookmark: _Toc430874700][bookmark: _Toc431245164]Objectives
After completing this lesson, you will be able to:
Identify Quest Incentives and how much they provide
What causes Surcharges and how to waive them
Verbally articulate the difference between the two
[bookmark: _Toc430874536][bookmark: _Toc430874701][bookmark: _Toc431245165]Introduction
This lesson will discuss the incentives and surcharges available to Xerox Business Services associates.
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	NOTE: HRA can also stand for Health Reimbursement Account – be sure NOT to use the acronym with participants
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	Incentives



	
	24. What is the Xerox Services Wellness Program and who is eligible?

It provides certain wellness benefits to eligible employees and is intended to promote better health and encourage healthy living. Wellness benefits in the program include Health Risk Assessment (HRA), reimbursement of qualifying wellness expenses, weight management benefits, smoking cessation benefits, and fitness benefits. The program is administered by Hauser.


	
	When are eligible employees enrolled in the Wellness Program?

Each eligible employee will be automatically enrolled in the Wellness Program effective as of the later of: (1) his/her date of hire or (2) the date s/he becomes a regular employee.


	

	Describe the Health Risk Assessment (“HRA”). 
Each Plan Year, a program employees may choose to complete a voluntary on-site health screening, which measures certain heath conditions (for example, blood pressure, cholesterol, body mass index, etc.). This screening provides a confidential profile of the employee’s health risks. Online HRA will also be made available to Program employees as well as eligible dependents who are over the age of 18. This HRA provides a confidential, personalized profile of the physical/financial health risks; specific recommendations for improving and sustaining your health, and a variety of resources to help you get there. If you complete the on-site health screening or online HRA by the applicable deadline, you will be eligible for reimbursement of certain wellness expenses. 
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	Employee Steps / blueprint for wellness (Quest)
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[bookmark: _Toc430874582][bookmark: _Toc430874747][bookmark: _Toc431245167]How to Lower Medical Plan Contributions
	Before the end of Annual Enrollment, employees and their spouse/domestic partner must complete two (2) processes to decrease the employee's portion of the medical premium. As a result, Xerox will contribute more to the premium provided the employee/spouse:
Complete wellness screenings which includes a blood test for nicotine status and 2 other things, as well as biometrics measurements
Complete online health questionnaire
If the employee has logged onto Quest before, SSO (single sign on) from the BenefitsWeb will directly take the user to:
https://my.blueprintforwellness.com
And the user can complete columns 2 and 3 (as pictured at the right) 
	[image: ]



[bookmark: _Toc430874583][bookmark: _Toc430874748][bookmark: _Toc431245168]Steps to be taken
25. Decided where to have the wellness screening / NOTE: there is a shorter period of time if getting the screening done at a physician’s office
26. Make an appointment 
27. Print documentation and take with you to the appointment
28. Ask that the data be faxed to Quest before the end of AE
29. View online for receipt of faxed health info
30. Complete online health questionnaire with information from the wellness screening
31. If nicotine positive, contact Quit For Life at www.quitnow.net or 1.866.QUIT.4.LIFE (1.866.784.8454) and complete five sessions with a coach before the deadline.
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	The deadline to have lab work done is approximately 1 month LESS if done by a physician than through Quest.
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	Logon Blueprint for Wellness (Quest) and Download Form
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	Use a projector and KNOVA to review the exercise. 
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	Quest Diagnostics is the nation's leading provider of diagnostic testing, information and services that patients and doctors need to make better healthcare decisions. With $5.5 billion in annual revenues, Quest Diagnostics offers the broadest access to clinical testing services through its national network of 30-plus regional laboratories, approximately 150 rapid response laboratories and over 2,000 patient service centers.
Quest Diagnostics is the leading provider of specialty testing, including gene-based testing, and is the leader in routine medical testing, drugs of abuse testing, and a leader in anatomic pathology testing. Through partnerships with pharmaceutical, biotechnology and information technology companies, Quest Diagnostics provides support to help speed the development of health care insights and new therapeutics.
Quest Diagnostics is also the leading provider of risk assessment services to the life insurance industry.
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[bookmark: _Toc430874584][bookmark: _Toc430874749][bookmark: _Toc431245169]Quest Diagnostics 
The employee and spouse/domestic partner must do a blood screening to remove the Tobacco Surcharge. The screening requires a form found at Blueprint for Wellness (Quest), be completed, either at the employees Primary Care Physician or at a Quest location.
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	Demonstration: Logon Blueprint for Wellness (Quest) and Download Form
Logon as Employee
1. Logon: Infobank (https://infobank.acs-inc.com/login.asp)
2. Navigate to: BenefitsWeb
3. Navigate to: My Action List
4. Click “wellness screening” under Complete your wellness screenings
5. Click: YOUR SCREENING
6. Click: VIEW/CANCEL
7. At the bottom of the page, click Download Order Form
Logon as Spouse
1. Logon: www.xeroxbenefitsweb.com
     o User ID: Spouse SSN
     o Passcode: Spouse’s DOB MMDDYYYY
     o Click the checkbox for Spouse
     o Click blue Login button
2. Reset user password – subsequent logins: use new User ID and Passcode
3. Navigate to My Action List
4. Click “wellness screening” under Complete your wellness screenings
5. Click YOUR SCREENING
6. Click VIEW/CANCEL
7. At the bottom of the page, click Download Order Form
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	Use a projector and KNOVA to review the exercise. 

	[image: ]
	Accounts can only be unlocked by calling Blueprint for Wellness Customer Support at 1-866-908-9440. 

You will also receive a print copy of your wellness report in the mail within two to three weeks after your blood draw and completion of your online Health Risk Assessment (if applicable). 

Are my results confidential?
Yes. Quest Diagnostics and your employer value and understand that your privacy is very important and we have put many steps in place to assure confidentiality. All information obtained in your Blueprint for Wellness experience is Protected Health Information (PHI) and is secured in accordance with the Health Insurance Portability and Accountability Act (HIPAA). Your employer will not have access to individual results.
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	Demonstration: Viewing Results at Quest
Once the forms are received at Quest:
1. Navigate to: https://my.blueprintforwellness.com/default.aspx
New Participant
	Login User
	Employee 
	Spouse 

	Registration Key
	Xerox
	Xerox

	Employee ID / WIN
	WIN (e.g.: 12345678)
	Employee’s WIN+S (e.g.: 12345678S)

	DOB
	Employee
	Spouse

	Are you an employee
	Yes
	No



Returning Participant
	Login User
	Employee 
	Spouse 

	Username
	Assigned User ID. This is not changeable. It will look something like: 
A1066:Xc5WA:13334444
	Created User ID. It can be anything using numbers and letters

	Password
	Previously set up
	Previously set up



Forgot Username or Password
	Login User
	Employee 
	Spouse 

	DOB (MMDDYYYY)
	Employee 
	Spouse

	Registration Key
	Xerox
	Xerox

	Unique ID
	WIN
	WIN+S
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	[image: ]
	[bookmark: _Toc398558737][bookmark: _Toc400560219]15

	[image: Description: C:\Templates\SWPage.png]
	Page 80

	[image: ]
	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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[bookmark: _Toc431245170]Unit 2: Tobacco Surcharge
A tobacco surcharge is deducted each pay period for employees enrolled in the Xerox Services Medical Plan if they are tobacco users.
The surcharge is applicable to all populations and include any employees and their spouses/domestic partners who are eligible and enrolled in a Xerox Services medical plan. 
Information about tobacco usage is collected during the AE process. 
Documentation required:  None .
A tobacco surcharge affidavit will be required if the employees completes an approved smoking cessation program. 
Tobacco Surcharge is a separate line (Benefit type) in the enrollment election screen. It will appear only when the employee elects a medical plan option other than “No Coverage.”
The Surcharge is a before-tax benefit for the Active population.
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	The employee and spouse/domestic partner MUST participate in the screening to remove the Tobacco Surcharge. 


	When the employee views Surcharges and Incentives, it is in a Per-Pay basis, not annually
	


	
	

	For getting tested AND completion of the Quest Online health questionnaire:
	

	Tobacco Surcharge (negative results)
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	Surcharge vs Incentive
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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[bookmark: _Toc430874586][bookmark: _Toc430874751][bookmark: _Toc431245171]Surcharge vs. Wellness Incentive
There is a lot riding on employee's wellness screening (lab test or Physician Results Form). Both the surcharge and the incentive apply to the employee and the spouse/domestic partner. Meaning, couples can take advantage of the incentive times 2. It also means the surcharge can apply times 2 as well.
	For getting tested AND completion of the Quest Online health questionnaire:
	For negative nicotine Results:

	INCENTIVE: Earn $600 off your medical plan contributions (regardless of the results)
	SURCHARGE: Removal of the $600 tobacco surcharge. Note: If you test positive for nicotine, you then have an additional step to remove the tobacco surcharge


[bookmark: _Toc430874587][bookmark: _Toc430874752][bookmark: _Toc431245172]Employee Hire Date
Employees hired on or after September 16 are too late to take advantage of Quest, they will “self-attest”.
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	Tobacco use for religious or ceremonial use is excluded from the “any tobacco-related products” clause.


Employees hired before September 16 will take the Quest screening. These employees will not receive a popup screen based on the data feed Xerox received from Quest.
The Tobacco Surcharge will be applied throughout the plan year and cannot be changed until the next annual enrollment period unless you provide evidence of successfully completing an approved smoking cessation program.”
	[image: ]
	
	



	A Health Care Flexible Spending Account (FSA) eligible expense includes costs for stop-smoking (cessation) programs for general health purposes. Additionally, many of the programs are free. 


After AE ends, employees will be able to change the Tobacco Surcharge option from Tobacco User to Tobacco Free only when successfully completing an approved smoking cessation program. The 5 step program begins in January and should be completed by March. Deductions for this surcharge begin in April.
After enrollment, new hires and newly added dependents will be defaulted to “Tobacco Free.”
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	KNOVA Exercise. Suggest students complete on own then review as group displaying KNOVA on the front screen and having different students use the instructor PC to locate the answer, then discuss to ensure everyone understands.
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Answer the following questions on Credits and Surcharges
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	Credits and Surcharges
Use your tools to answer the questions below.  Also include where you found the answer or the location ID code (if applicable).

	Knova Ref (ACS Portal):
	<1024070 & 11731>





	32. What are the Quest incentives? What are they used for?

	Quest is Xerox’s wellness program.  This year we are offering free, confidential and voluntary wellness screenings and online health questionnaires to help employees identify health risks early and take action to improve their health. 
An incentive is provided for individuals who complete both the online health questionnaire and free lab test. Employees hired prior to 9/16 are eligible to participate in this program.  




		Knova Ref (ACS Portal):
	<1024070 & 11731>




	Is the Quest Wellness incentive considered income?  

	No, the Quest Wellness incentive is a discount toward your medical contributions on a bi-weekly basis. 
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		Knova Ref (ACS Portal):
	<1024070 & 11731>




	What happens if a employees waives medical coverage? Do they still receive health incentives?

	No, the health incentives are only available to employees who have medical coverage thru Xerox.  




		Knova Ref (ACS Portal):
	< 1023948>




	What is the Working Spouse/Domestic Partner Surcharge?

	A Working Spouse/Domestic Partner Surcharge will be added to anyone who is covering a spouse/domestic partner on their medical coverage who is also eligible for employer medical thru their own employer. This will be on top of the premiums they are being charged. Default coverage is to apply the surcharge. Employees must actively waive it.
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		Knova Ref (ACS Portal):
	< 1023948>




	Does the Working Spouse/Domestic Partner Surcharge apply if the employees’ spouse also works for Xerox Business Services?

	No. The surcharge is NOT applicable to Xerox Business Services employees covering their Spouse who is also a Xerox Business Services employee or a Xerox Technologies employee. It’s the employee’s responsibility to remove the surcharge. 




		Knova Ref (ACS Portal):
	<1024070 & 11731>




	How much will the Incentive be?

	When you and your covered spouse or domestic partner complete a wellness screening and online health questionnaire by November 2nd, you will each receive $300 toward your medical costs if you will be enrolled in a Xerox medical plan for the new PY.  Wellness screenings will also determine your eligibility to waive the Tobacco Surcharge of $600  each.  If you are a tobacco-user, you can still have the Tobacco Surcharge removed by enrolling in the Quit For Life tobacco cessation program.  
*Up to $1,800 annual incentive for you and your spouse or domestic partner combined.    
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Role Play
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	Verbal Practice

Use your tools to answer the questions below. When answering each question, write down where you found the answer or the location ID code (if applicable). After answering all the questions, partner with another associate and practice asking each other the questions and providing the answer.

33. I’m a part-time employee. Am I eligible for the Quest Wellness Credit?
Will I have to pay taxes on my health incentive credits?	
I’m thinking of waiving my dental coverage, since my spouse’s benefit is better. What will happen to my health incentives? Will I still get them?
What happens if my incentive balance is less than the cost of my benefit premiums?  Do I have to pay the difference?
What happens if my incentive balance is more than the cost of my benefit premiums?
If I complete a smoking cessation program, will it impact my eligibility for the Non-Tobacco User Credit?
I will be retiring in a few months. What happens to my coverage at that point? 
I was just hired at Xerox. When will I become eligible for benefits?
Will my co-pays be applied toward my deductible or out-of-pocket maximum?
Does the medical plan cover marriage counseling? What if the counselor we’re seeing isn’t in the network?




	Icon
	Description

	[image: ]
	Active Benefits and Transactions

	[image: ]
	15

	[image: Description: C:\Templates\SWPage.png]
	Page 86




[bookmark: _Toc431245174]LESSON 7 – Active Benefits and Transactions
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[bookmark: _Toc430874539][bookmark: _Toc430874704][bookmark: _Toc431245176]Objectives
After completing this lesson, you will be able to:
Locate and explain Xerox Business Services benefits for the new Plan Year
Identify changes for the new Plan Year
Explain the benefit changes, and how they may affect plan employees
[bookmark: _Toc430874540][bookmark: _Toc430874705][bookmark: _Toc431245177]Introduction
The purpose of this module is to introduce the Xerox Business Services benefits. Together we will look at the upcoming benefit changes caused by the Annual Enrollment period to:
Medical Plans
Dental Plans
Vision Plans
Reimbursement Accounts
Life Insurance Plans
Disability Plans
Voluntary Benefits
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[bookmark: _Toc430874542][bookmark: _Toc430874707][bookmark: _Toc431245179]Objectives
After completing this unit, you will be able to:
Provide basic information about Health and Welfare Medical plans
Answer specific questions about the Xerox Business Services Health and Welfare Medical Plans using your tools
[bookmark: _Toc400559456][bookmark: _Toc430874543][bookmark: _Toc430874708][bookmark: _Toc431245180]Introduction
This lesson will identify the Medical benefits available in the new PY. Pay careful attention to the changes, and think of how you will explain them to others. 
[bookmark: _Toc332880720][bookmark: _Toc335384224][bookmark: _Toc400559457]
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	Review the questions as a group
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	Use a projector and KNOVA to review the exercise.
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	Flow of Section/Process to Follow:

The exercise is set up to be an individual exercise where the students are reading the questions, going in to KNOVA using the techniques and methods described in that Lesson, answering the question and identifying the KNOVA path taken to uncover the answer. By doing this, the information can be used for future reference. 
There are 15 questions.
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	Reminders/Special Instructions:

If you would prefer to make this a group exercise, adapt the exercise like: 
Divide class into 3 groups 
Each group has 5 questions 
Each group writes their questions and answers on an easel pad
Give teams 10 minutes to research and write. 
Review for 10 minutes and to “float” from easel pad to easel pad, encouraging students to take notes in their workbooks recording the answers their group didn’t cover.




[bookmark: _Toc430874544][bookmark: _Toc430874709][bookmark: _Toc431245181]Active & Dependent Medical Care Program
This section is designed to provide you with an overview of general plan information that is relative to the Active population. 
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	Medical Care

		Knova Ref (ACS Portal):
	12007




	34. What is the out-of-pocket maximum for the Anthem PPO plan?

	Answer: In-Network: Individual $6,850, Family $13,700 / Out of Network: Individual $13,700, Family $27,400.






		Knova Ref (ACS Portal):
	1023945




	What is the annual deductible for individual coverage under the Consumer Choice Plan? For a family? 

	Answer: In Network: Individual: $1,400, Family $2,800, Out of Network: Individual $4,200, Family $8,400.
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		Knova Ref (ACS Portal):
	1023718




	What are the Out-of-Pocket maximums for the Consumer Choice Plan? Include both In-Network and Out-of-Network amounts.

	Answer: Cigna, Aetna or Anthem: In Network: Individual $6,000, Family $12,000, Out of Network: Individual $12,000 Family $24,000. Kaiser: In Network Only: Individual $6,000, Family $6,850.





		Knova Ref (ACS Portal):
	1023707 – rate sheet




	What are the premiums for Employee + Spouse coverage for the Consumer Choice Plan if the EE makes $43,725

	Answer: $172.16 per pay period.



		Knova Ref (ACS Portal):
	1023718




	How much does the Consumer Choice Plan pay for preventive care?

	Answer: 100%
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		Knova Ref (ACS Portal):
	1023945




	How much does the Anthem Traditional II Plan (State of Indiana) pay for a visit to a Primary Care Physician?

	Answer: 100% for Preventive care/ screening / immunization. 70% after deductible for an injury or illness. 




		Knova Ref (ACS Portal):
	1023945




	What is the lifetime maximum for the Hawaii HMSA PPO plan? 

	Answer: No Lifetime maximum. 




		Knova Ref (ACS Portal):
	10705




	How much does Xerox contribute to the Health Savings Account for an individual under Consumer Choice Plan? For a Family?

	Answer: $22.50 per pay period for Individual coverage and $45 per pay period for Family coverage. 
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		Knova Ref (ACS Portal):
	1023945




	How much can employees contribute to the Health Savings Account for an individual under the Consumer Choice Plan? For a family? 

	Answer: Individual $2,810, Family $5,670 




		Knova Ref (ACS Portal):
	1023945




	Does the Consumer Choice Plan cover substance abuse? 

	Answer: Yes, same as any other inpatient or outpatient services.





		Knova Ref (ACS Portal):
	1023945




	What is the Out-of-Pocket maximum for a family of five living in Colorado under the Consumer Choice Plan? 

	Answer: 
In Network: Kaiser $6,850, Cigna, Aetna, Anthem $12,000. The out of pocket maximum is the same regardless of the number of dependents covered. 
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	Reminders/Special Instructions:

Students should complete the questions on their own. After completion, place the students in groups of 2 or 3. Have one student take the role of the caller while the other(s) acts as the CSR. Have them practice asking the questions and answering using the information they found earlier. After they have completed all questions, have them switch roles and repeat the exercise. Circulate among the class to monitor progress and offer any corrections or advice that seems appropriate.
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	Verbal Practice

Use your tools to answer the questions below. When answering each question, write down where you found the answer or the location ID code (if applicable). After answering all the questions, partner with another associate and practice asking each other the questions and providing the answer.

35. I’m thinking about getting the High Deductible Health Plan. Can I use HSA dollars for out-of-pocket mental health expenses?
I have the Humana HMO. What co-insurance would I have to pay for inpatient surgery?
Will the Consumer Choice plan pay for a private duty nurse?
What does “annual out-of-pocket maximum” mean? I have the Anthem Traditional plan for my family, what is my annual out-of-pocket maximum?
I’m currently on COBRA. My spouse and oldest child are both currently covered by my medical benefits. Can I add my younger child to my coverage as well?
What does “annual deductible” mean? Does the annual out-of-pocket maximum for the Anthem Consumer Choice plan include the annual deductible?
If I have to change medical plans, can I keep the same doctor I have today?
I waived my medical coverage last year; will I be able to enroll in the Cigna PPO Plan for the new PY?  
Is chiropractic care covered under the Anthem Consumer Choice Medical Plan? 
There are four Consumer Choice Plans for the new PY.  What are the differences between the plans? 
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	(1 hour 45 minutes)
Setup/Explain = 10 mins
Groups work = 15 mins
Reviews = 80 mins (8 groups @ 10 mins each)
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	Review the questions as a group. 10 mins per group includes “discussion” where the Facilitator should comment on the creativity of thinking/answers and ask questions about choices.
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	Use a projector and KNOVA to review the exercise. 
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	The purpose of this exercise is to have the learners put themselves in the position of the employees. It requires them to think holistically of all the benefit plans taught to date: medical, incentives/surcharges, spending accounts.
Organize the learners into groups of 4-5 and reposition them to different areas of the room, as possible. There are eight scenarios available for this exercise.
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	Explain the exercise by reviewing the directions provided (Exercise, Prepare and Miscellaneous sections). Each group must determine who will be the spokesperson(s) for the Review. They will be given 15 mins to complete the exercise question, which includes writing their group’s answers on the easel paper.

	[image: Easel]
	While the groups are getting started, provide easel paper/markers OR space on the white board. Doing this concurrently saves time.
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	While the groups are working, circulate the room to check in with each group and to be available for questions. 
If a group missed something obvious, like enrolling in an FSA, be sure to ask about it in a Non-Judgmental manner, e.g. “Did the group discuss other aspects, like FSAs?” and see where it goes.
Be sure to have other groups “applaud,” or use a “fun” way of giving Kudos when a group finishes their Review. Be considerate of volume – occasionally groups can get overzealous.
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	Teach Back
Answer the following questions and be prepared to teach the rest of the class about the medical plan and incentives you have chosen as best for this scenario.
What medical plan “incentives” would you take advantage of?
What benefit may be available to him that you would refer him to the carrier regarding?
What other benefit incentives are not available to Jerry and what would you explain to him was the reason he was not eligible for this benefit?
Prepare your materials to include the following:
Give us a profile of your scenario
Explain how you “analyzed” the scenario and the assumptions you made
Explain details of what you chose, to include:
Annual deductible, pharmacy benefit, coinsurance and out of pocket maximum and any other things about the plan your group thinks are important.
Which incentives you chose and why.
Miscellaneous Details:
Total time for Teach-back: no longer than 10 minutes
You will be given easel paper and markers to post your teaching material.
Everyone must participate in creating the Teach-back. Not everyone must present/speak but the whole group needs to be “involved” when it’s their turn.
Use any creative methods you would like. 
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	 Scenarios Practice

Scenario 1:
Jerry, a Full-time Xerox Services employee, and his wife Mary are both 34 years old. Jerry joined the smoking cessation program at work and Mary is a stay-at-home mom and works out with her family twice a week. 
They have two children, Sally, 10, and Sully, 9. Sully has ADD (attention deficit disorder) that requires daily medication. Both kids participate in some kind of after-school sport program.
The family recently bought a new house, so they do not have a lot of extra cash saved up for emergencies and with only one parent working, are living almost paycheck-to-paycheck. Jerry does not qualify for subsidies from the government Healthcare Marketplace.

Scenario 2:
Clara is a widowed 55 year-old. She is in average health and is a smoker. Her hobbies include reading and cooking.
She has three grown, married children and 9 grandchildren.
Her husband prepared well for his family in the event of his death, so Judith does not have to worry about cash in the event of an emergency. 

Scenario 3:
Ted, a Xerox Services intern, is a single guy in his mid-20’s. This is his first job after college.
He does not have a steady girlfriend or children. He considers himself in great shape and works out at the gym four times a week.
He is not planning any major changes in his life now because he wants to get started on his career. He has a lot of student loans to repay, so cash is tight at times. He does not have a lot saved in the event of emergency (would have to borrow from his parents if something major happened).
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Scenario 4:
Betty, a Xerox Services employee, and her husband Barney are both 45 years old. Betty is in good health but Barney has Type 2 diabetes that can normally be managed by diet. Betty’s hobbies include reading and playing chess. Barney works as a foreman for a construction company and likes to relax after work because his job can be stressful. His job does not provide health insurance.
They have two children, Pebbles, 18, and BamBam, 12. Both kids are in good health and have no health problems.
The family could be considered “middle class” and doesn’t have a lot of extra money but is doing okay.

Scenario 5:
Angelina, Xerox Services full-time employee, is 30 years old and in good health. Angelina’s hobbies include traveling to foreign countries where she volunteers to help those less fortunate.
Angelina and her fiancé, Brad, plan to get married next month, buy a house and start a family as soon as they can. Brad is a freelance artist.
The family-to-be has been saving for the wedding and to buy the house. Brad’s income is not consistent, so money is tight at times and they tend to live paycheck to paycheck.

Scenario 6:
Emma, is an active employee, a single-parent in her 20’s with three children, Eric Jr., 12, Ella, 9, and Eddie, Jr., 8. Emma is in average health – she doesn’t have time to take really good care of herself and feels the effects of stress of caring for her family without support from the children’s’ fathers. Her children are all in good health and participate in after-school sports whenever possible.
It is all she can do to make ends meet on her meager salary, so she does not have any money available for emergencies. She does not qualify for subsidies in the government Healthcare Marketplace.
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Scenario 7:
Ernie, Xerox Services employee, is in a committed relationship with Bert, also a Xerox Services employee. They have been living together for five years and share finances. Neither of them has any children. Ernie is in average health – he is about 50 pounds overweight and has tried to lose weight but has failed every diet he has tried. Bert is rather high strung and feels the effects of stress of worrying about Ernie’s inevitable health problems. 
They live in a rent-controlled apartment which is perfect for them as they both do not make a lot of money in their jobs. Bert has some money saved for emergencies, but not a lot. Neither Ernie or Bert qualify for subsidies in the government Healthcare Marketplace.

Scenario 8:
Barry, a Xerox Services employee, is married to Michelle who is currently not employed but does a lot of volunteer work. Both are in their 40’s and try to stay in shape although Barry has tried (and failed) to quit smoking more times than he can count. They have two children Malia (10) and Sasha (8) who are both in good health. 







	
	Description

	[image: Description: C:\Templates\Goal.png]
	Section/Lesson Name

RX

	[image: Description: C:\Templates\Timing.png]
	Agenda timing in minutes

20

	[image: Description: C:\Templates\SWPage.png]
	Page(s): 98

	[image: Description: C:\Templates\PC.png]
	Feedback:










[bookmark: _Toc400559459][bookmark: _Toc400560147][bookmark: _Toc430874546][bookmark: _Toc430874711][bookmark: _Toc431245183]Unit 2: Prescription Drug (Rx)
In addition to the Health benefits, another component to the Medical Care Program is the Rx Program. The Pharmacy plan is also known as Prescription drug coverage or Rx plans. There are two different types of benefits available under the Rx Program. 
According to the U.S. Food and Drug Administration (FDA), Prescription Drugs and Over-the-Counter (OTC) Drugs substances intended for use in the diagnosis, cure, mitigation, treatment, or prevention of disease. Here are the main differences between OTC drugs and prescription drugs.
Prescription drugs are:
Prescribed by a doctor 
Bought at a pharmacy 
Prescribed for and intended to be used by one person 
Regulated by FDA through the New Drug Application (NDA) process. This is the formal step a drug sponsor takes to ask that the FDA consider approving a new drug for marketing in the United States. An NDA includes all animal and human data and analyses of the data, as well as information about how the drug behaves in the body and how it is manufactured. For more information on the NDA process, please see "The FDA's Drug Review Process: Ensuring Drugs Are Safe and Effective1." 
OTC drugs are:
Drugs that do NOT require a doctor's prescription 
Bought off-the-shelf in stores 
Regulated by FDA through OTC Drug monographs. OTC drug monographs are a kind of "recipe book" covering acceptable ingredients, doses, formulations, and labeling. Monographs will continually be updated adding additional ingredients and labeling as needed. Products conforming to a monograph may be marketed without further FDA clearance, while those that do not, must undergo separate review and approval through the "New Drug Approval System."
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[bookmark: _Toc389950495][bookmark: _Toc400559460][bookmark: _Toc430874547][bookmark: _Toc430874712][bookmark: _Toc431245184]Prescription Drug Carve-Out
The difference between carve-outs for medical and prescription drug are vast and mean completely different things:
Medical: A Carve-Out is when there is a primary and secondary insurance, and the primary pays a fixed percent (%) first and then the secondary pays a certain percent (%) on the remaining balance. Any remainder is the participant’s responsibility to pay.
Prescription Drug: A Carve-Out when the health plan and the prescription drug benefit are separated, or divided. Overall, by "Carving-Out" Pharmacy from Medical, the client saves money without reducing benefits.
	[image: ]
	Xerox has 1 “carve-in” prescription plan, Kaiser.
Xerox has 3 “carve-out” prescription plans, Cigna, Anthem & Aetna


Carving out the pharmacy benefit removes the health plan as an intermediary for pharmacy benefits. Typically, the health plan charges a “fee” as the intermediary. To better control pharmacy benefit costs, pharmacy is a separate or carve-out their prescription drug benefit from their major medical plan and contract directly with plan sponsors and save money without cutting employee pharmacy benefits. 
	[image: ]
	Carriers determine into what tier a drug is classified. There can be several tiers, and with Xerox, there are 4 tiers: generic, preferred, non-preferred, and specialty. A change in tier may or may not impact the cost.


With the rise of specialty drug costs, averaging $1,545 per prescription (compared to a $90 average cost per non-specialty drug) and overall projected drug cost increases of 40% in the next five years, the best protection against rising prescription costs is a carve-out plan that focuses solely on the pharmacy benefit.[footnoteRef:2] Pharmacy benefit costs are forecast to increase between 15 and 18% per year for the foreseeable future.[footnoteRef:3] By carving out pharmacy benefits, plan sponsors create the potential to save up to 18% per year on pharmacy benefits costs. [2:  http://www.benecard.com/index.php?id=95]  [3:  http://www.ktpadvisors.com/2012/01/pharmacy-carve-out-7-advantages-employers-need-to-know/] 

	[image: ][image: ]
	Did you know that the symbol [℞] is really an R with a long right leg and a forward slash ( / ) across that leg? The R part of the symbol stands for the Latin 'recipere' which is a directive to the patient, meaning 'take this'. It is related to the current word recipe. The forward slash ( / ) part of the symbol (making it look like an X) is possibly derived from the symbol for a Roman god, either Zeus or Jupiter. Folk theories say it represents a prayer to the god that the treatment would bring a cure to the patient.
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	Rx Plan Details

Use Kforce to complete the following exercise. Write the title of the article(s) where you found the answer here.

	
		Knova Ref (ACS Portal):
	12014 / 12007, 10705 / 1024088




	
	What is the name of the Prescription Carve-Out provider if the participant has Cigna, Anthem or Aetna?
Caremark

	
	What is the name of the Prescription Carve-In provider? 
Kaiser

	
	Explain the cost difference - reference the Summary of Benefits and Coverage (SBC)
	
	Cigna, Anthem or Aetna
Consumer Choice
	Cigna, Anthem or Aetna
PPO
	Kaiser

	Retail 
30 day
	
	
	

	Mail order 90 day
	
	
	


Is there a separate cost for Rx assessed to associates?
 No

	
	Where can associates get a claim form for Prescription / Mail-Order Prescription? 
> carrier

	
	How do associates file a claim form? 
> send it to the carrier with a copy of the original receipt
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	Locating Rx Information
Use your tools to answer the questions below. Be sure to write down where you found the answer or the location ID code (if applicable).



		Knova Ref (ACS Portal):
	1023945




	36. Is there any difference in Prescription tier structures from the current PY to the new PY?

	Answer: No




		Knova Ref (ACS Portal):
	1023945




	How much will a specialty prescription drug cost under the Consumer Choice Plan for the new PY? 

	Answer: Same as Retail Co-Insurance for Generic and Brand drugs. Up to a 30-day supply, through CVS Caremark Specialty Pharmacies only



		Knova Ref (ACS Portal):
	1023945




	Who will my prescription carrier be for my Consumer Choice Plan for the new PY? 

	Answer: 
Cigna, Anthem & Aetna will be through Caremark, 
Kaiser will be through Kaiser.



	[image: ]
	The PPO (Aetna, Anthem & Cigna) Plan: if the employee purchases a brand-name drug when a generic equivalent is available, the out-of-pocket cost will be the share of the cost of the generic version of the drug plus the difference in price between the generic drug and the brand-name drug the employee purchases. This additional amount will not count toward the out-of-pocket maximum. Likewise, any penalty the employee pays for not complying with step therapy or prescription drug prior authorization rules also will not count toward the out-of-pocket maximum. 
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	Kforce article: Consumer Choice / HDHP / Kaiser: 12014, 
Anthem PPO: 12007, 
HMSA PPO: 10705
Cigna/Anthem/Aetna: 1024088 (with Caremark list)
Summary of Benefits and Coverage (SBC) is in these articles

	[image: Description: C:\Templates\PC.png]
	Feedback:








[bookmark: _Toc400559461][bookmark: _Toc430874548][bookmark: _Toc430874713][bookmark: _Toc431245185]Filling Prescriptions
We also need to explore information relating to submission of claim forms to prepare you for questions. Let’s do a Scavenger Hunt in KNOVA to learn a little bit more about these benefit components and the information to provide to employees. 

	[image: ActivityPC]
	Rx Benefits

Answer the following questions using the KNOVA tool.


		Knova Ref (ACS Portal):
	12014, 12007, 10705, 1024088, 






	
	37. Name the providers for the prescription benefits. 
retail prescriptions –caremark / Kaiser / HMSA (HI)
mail-order prescriptions ---caremark / Kaiser / HMSA (HI)


	
	How can an employee fill a prescription?
There are 3 ways to fill a prescription: through the mail- order program, a network pharmacy or a non-network pharmacy. 


	
	What prescriptions are typically covered?
Covered prescriptions are typically those that are prescribed by a physician during the course of treatment for illness or injury. They need to be considered medically necessary and NOT experimental. To determine whether or not a drug is covered, you should direct a employees (member) to the carrier
There are also certain drugs that require prior authorization: 
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	Complete the following summary chart that provides copayment amounts for retail pharmacy and mail order prescriptions. 
Cigna, Anthem & Aetna Consumer Choice Plan

	Category of Rxs
	Copayment for 
Network Retail Pharmacy 
(30 day supply)
	Copayment for 
Mail Order 
(90 day supply)

	Level 1 Generic
	$
	$

	Level 2 Preferred
	$
	$

	Level 3 
Non-Preferred
	$
	$

	Level 4 Specialty
	$
	$



	
	How does the Mail Service option work?
Employees that take a “maintenance medication” for conditions such as diabetes, high blood pressure, or oral contraceptives among other things can purchase a 90-day supply at the copayment amount with no deductible. 
Any prescription that is written for a brand drug will be filled with a generic if there is one available. If the doctor specifies “brand necessary,” then the prescription will be filled with the brand name. If the employees prefers the brand name, and not the generic when available, s/he may request that of the pharmacist. The employees will have to pay the difference the brand and generic drug cost. 
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		Knova Ref (ACS Portal):
	11980




	
	Describe the process that a employees would follow to order mail order prescriptions.
Employees can go the Caremark website and complete their online enrollment form. The employee makes a payment or the company bills the employee
Caremark: www.caremark.com 855.559.1385
Use the “how to locate your provider” under Annual Enrollment Guides – Find a doctor in your network. 

	
	What should an employee expect, in terms of cost, if s/he purchases Rxs at a non-network pharmacy with Cigna, Anthem & Aetna PPO?
Out-of-network pharmacy claims are reimbursed based on what the plan would have been paid if the prescriptions were purchased in-network; at the contracted rate less applicable copayments.
Generic retail 25% co-insurance / in network (Max $20)


	
	When a refill order is placed through the Mail order service, when can an employee expect to receive the prescription in the mail?
7 to 10 business days  


	
	What is the Rx CVS claim form used for?
Reimbursement of purchased prescriptions




	[image: Tip]
	Recommend to employees that they should always save their receipts! Failure to substantiate the expense may result in denial of the claim.
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	Review the questions as a group.

	[image: ]
	Use a projector and KNOVA to review the exercise. 

	[image: ]
	Divide the learners into their prior groups.
Ask the learners to read the instructions listed on the student page guide. 
Once the learners complete this chart for each scenario, you will act as the Xerox Services employees calling in to the call center in a role-play type situation. 

	[image: Description: C:\Templates\SpeakingNotes.png]
	For the “questions to ask” column, identify those questions that need to be asked of the employees before you can attempt to locate the answer and provide a resolution. 
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	Again, in some of these simulations activities, there will be warm transfers to the carriers. You will want to ensure that the warm transfer process is correct, and that the carrier is also correct. 
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[bookmark: _Toc400559462][bookmark: _Toc430874549][bookmark: _Toc430874714][bookmark: _Toc431245186]Role Play
	[image: ActivityRolePlay]
	Simulations Activities
38. In this exercise, you and your group will be presented with realistic scenarios resembling calls that you might receive in the Xerox Workplace Solutions Center (WSC). 
Follow these instructions:
First, analyze the scenarios to determine the employee’s concern/challenge/issue/question. 
Identify what additional information you will need to ask of the employees. 
Identify what you will need to look up in KNOVA, locate that information, and identify the document ID for future reference. 
“Role-play” the mock situations, choosing a Xerox Workplace Solutions Center (WSC) Representative and a Xerox Services employees from among your group members. 
Be prepared to conduct your role-play in front of the group, with the facilitator acting as the Xerox Services employees. 
Also use the provided sections to scribe feedback for other class members who conduct role-plays. Take notes for your own use as well.




	Scenario
	Questions to Ask
	Knova Ref 
(ACS Portal)
	Response/Answer

	Kaye inquires about adding a dependent at annual enrollment. Her DP’s 15-year-old daughter will be moving in with them and needs medical insurance next year. Can she be added?

	Since this is an OE question, we can add any eligible dependents.
we don’t need to ask QLE questions:
Has there been a loss of coverage?
What was the date of the loss of other coverage?
	14008 – dependent eligibility
	Yes, the DP’s CH may be added at OE
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	Scenario
	Questions to Ask
	Knova Ref 
(ACS Portal)
	Response/Answer

	Carolyn is asking whether Humana (Puerto Rico) would pay for the Multiple Sclerosis drug, Copaxone, that was prescribed for her. Although not experimental, the drug is very expensive: $2500/month. Her last insurance company didn’t pay for it. 

	Do you have the Humana.com web address?

30 day supply authorization is required. Do you know how to get authorization if it is indeed listed as a specialty drug?
	10704 Humana

	Refer to carrier: Humana

800-314-3121

	Jackie’s daughter is 24. She wants to know if she can add her to her coverage during annual enrollment. 


	Since this is an OE question, we can add any eligible dependents.

	14008 – dependent eligibility
	Yes, the CH may be added at OE and will only lose coverage when turning age 26.
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	Scenario
	Questions to Ask
	Knova Ref 
(ACS Portal)
	Response/Answer

	Tim’s domestic partner has terrible migraines. Her neurologist suggested that she might seek help from alternative therapies such as acupuncture. Is such a procedure covered? 

He wants to know which medical plan to choose.

	Where do you live? (can’t be HI or PR)

What plans are you interested in?




	Refer participant to the Summary of Benefits and Coverage (SBC) for  

Consumer Choice HDHP Anthem, Aetna &Cigna

PPO Anthem, Aetna &Cigna

Kaiser 

	Consumer Choice HDHP Anthem, Aetna &Cigna

Consumer Choice PPO Anthem, Aetna &Cigna

Kaiser offers

HMSA PPO (HI) – it is NOT covered

Humana (PR) – it is NOT covered

	John’s 25 year old son, Taylor, calls in. He wants to know if he can check himself into a drug rehab and if insurance will pay for it. 


	After doing authentication, mental health, behavioral or substance abuse

Is the rehab:
In patient
Out patient (

Provider:
In-Network
Out-Of-Network

	Consumer Choice HDHP Anthem, Aetna &Cigna

PPO Anthem, Aetna &Cigna

	Refer to carrier for pre-authorization
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[bookmark: _Toc400559463][bookmark: _Toc430874550][bookmark: _Toc430874715][bookmark: _Toc431245187]Knowledge Check
	[image: knowledgecheck]
	39. Do OTC require a doctor's prescription?    no

	
	What carrier provides the mail order prescription option – check all that apply:
ValueOptions
Cigna
HMSA  <yes> 
Humana  <yes>
Caremark  <yes>
Kaiser  <yes> 

If a prescription changes from a preferred to a non-preferred, who makes that decision?    The carrier   
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[bookmark: _Toc332880724][bookmark: _Toc335384228][bookmark: _Toc400559464][bookmark: _Toc400560169][bookmark: _Toc430874551][bookmark: _Toc430874716][bookmark: _Toc431245188]Unit 3: Dental 
[bookmark: _Toc400559465][bookmark: _Toc430874552][bookmark: _Toc430874717][bookmark: _Toc431245189]Lesson Objectives
After completing this unit, you will be able to:
Provide basic information about Health and Welfare Dental plans
Answer specific questions about the Xerox Business Services Health and Welfare Dental Plans using your tools
[bookmark: _Toc400559466][bookmark: _Toc430874553][bookmark: _Toc430874718][bookmark: _Toc431245190]Introduction
This lesson will identify the new dental benefits being introduced during Annual Enrollment. Pay careful attention to the changes, and think of how you will explain them to others. 
[bookmark: _Toc400559467]
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[bookmark: _Toc430874554][bookmark: _Toc430874719][bookmark: _Toc431245191]Locating AE Dental Information
	[image: ]
	 Dental Overview
Use your tools to answer the questions below. Be sure to write down where you found the answer or the location ID code (if applicable).


		Knova Ref (ACS Portal):
	13995




	40. What is the dental tier / coverage level structure?

	Answer: 5 Tier /Coverage level.
You Only
You + 1 
You + 2 
You + 3 
You + 4 or more

		Knova Ref (ACS Portal):
	1023691




	What are some basic services that are covered under the Cigna Enhanced plan?

	Answer: Fillings, periapical x-rays, periodontal cleanings, simple extractions. 
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		Knova Ref (ACS Portal):
	1023945




	What is the lifetime deductible for orthodontic care under the Aetna and Cigna Basic plans?

	Aetna Answer: No deductible (for children and adults)
Cigna Answer: No deductible (for children and adults)



		Knova Ref (ACS Portal):
	1023691




	List 4 items considered Major Care under the Cigna Basic plan.

	Answer: Oral surgery, dentures, inlays/onlays/crowns. 



		Knova Ref (ACS Portal):
	1023945




	What is the orthodontic lifetime maximum under the Aetna and Cigna Enhanced Dental plan in-network?

	Aetna Answer: $1,500 per covered person.
Cigna Answer: $1,500 per covered person
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This exercise allows you to blend your “core” Health and Welfare knowledge with Xerox Business Services specifics and practice how you would explain things to a participant.

	[image: ]
	Dental Changes

41. My daughter currently has braces, if I enroll in the Enhanced Dental Plan, how much will be covered towards Orthodontia?


	
		Knova Ref (ACS Portal):
	1023945




	
	Existing orthodontic appliances are now covered under Dental Plans at 50% of the negotiated fee with no deductible up to $1,000 for a lifetime maximum. 

	
	Are participants limited to only network dentists under the Cigna Basic plan?

	
		Knova Ref (ACS Portal):
	1023691




	
	No, participants may visit network or non-network dentists.  However, if you use a dentist who participates in your carrier’s network, the dentist will file claims for you and your costs generally will be lower.  If you use an out-of-network dentist, reimbursement is based on reasonable and customary (R&C) charges.  You will be responsible for the difference if your provide’s fees are above the R&C limits. 





	
	Description

	[image: Description: C:\Templates\Goal.png]
	Section/Lesson Name

Continued…

	[image: Description: C:\Templates\Timing.png]
	Agenda timing in minutes

20

	[image: Description: C:\Templates\SWPage.png]
	Page(s): 113

	[image: Description: C:\Templates\PC.png]
	Feedback:







	
	What are the rates for Employee + 3 dependent coverage for the Enhanced Aetna Plan?

	
		Knova Ref (ACS Portal):
	1023786




	
	$59.46 per pay period or 118.91 per month.

	
	I need some orthodontic work done. I’d like to save money and just go with one of the Basic dental plans. Will that work?

	
		Knova Ref (ACS Portal):
	1023945




	
	Yes, The basic dental plan covers Orthodontic care at 50% of the negotiated fee with no deductible 

	
	Can I have dental insurance for my kids only? I really don’t need it.

	
		Knova Ref (ACS Portal):
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	What is the deductible for each of the dental plans?

		Knova Ref (ACS Portal):
	




	

	Is preventative care covered under the dental plans?

		Knova Ref (ACS Portal):
	




	

	I think my child will need braces in the next year. What coverage is offered for braces with each of the dental plans?

		Knova Ref (ACS Portal):
	




	

	What coverage is provided for “crowns” in each of the dental plans?

		Knova Ref (ACS Portal):
	




	



[bookmark: _Toc367365833]
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[bookmark: _Toc400559469][bookmark: _Toc400560178][bookmark: _Toc430874556][bookmark: _Toc430874721][bookmark: _Toc431245193]Unit 4: Vision
[bookmark: _Toc400559470][bookmark: _Toc430874557][bookmark: _Toc430874722][bookmark: _Toc431245194]Lesson Objectives
After completing this unit, you will be able to:
Provide basic information about Health and Welfare Vision plans
Answer specific questions about the Xerox Business Services Health and Welfare Vision plans using your tools
[bookmark: _Toc400559471][bookmark: _Toc430874558][bookmark: _Toc430874723][bookmark: _Toc431245195]Introduction
This lesson will identify the new vision benefits being introduced during Annual Enrollment. Pay careful attention to the changes, and think of how you will explain them to others. 

[bookmark: _Toc400559472][bookmark: _Toc430874559][bookmark: _Toc430874724][bookmark: _Toc431245196]Locating AE Vision Information
Use your tools to answer the questions below. Use the Knova Ref field to write down where you found the answer or the location ID code (if applicable).
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	Vision

		Knova Ref (ACS Portal):
	1023692




	42. Who is the carrier for vision coverage for the new PY?

	The same: Vision Service Plan (VSP)
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			Knova Ref (ACS Portal):
	1023692




	43. Who is the carrier for vision coverage for the new PY?

	The same: Vision Service Plan (VSP)



		Knova Ref (ACS Portal):
	1023692




	44. Who is the carrier for vision coverage for the new PY?

	The same: Vision Service Plan (VSP)



		Knova Ref (ACS Portal):
	1023692




	Are there any changes to the vision tiers from the current PY to the new PY?

	Answer: No
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		Knova Ref (ACS Portal):
	1023692




	Provide details regarding the coverage of contact lenses in network.

	Answer: Conventional & Disposable – You pay 85% of the balance over $130. For extra pairs of Contact Lenses, you pay 85% of the cost of contact lens fitting and evaluation. 




		Knova Ref (ACS Portal):
	1023692




	Does the Vision Plan cover laser vision correction?

	Answer: As a plan participant, you can receive a discount of 15% off the retail price, or 5% if a provider is already offering promotional pricing, for LASIK or PRK (photorefractive keratectomy) procedures from the U.S. Laser Network, owned and operated by LCA Vision.  This discount may not be available from all providers in your area.  To find a participating provider at a location near you and initiate the discount authorization process, please call 1.877.552.7376. 
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	Explaining Vision Changes
This exercise allows you to blend your “core” Health and Welfare knowledge with Xerox Business Services specifics and practice how you would explain things to a participant.



	45. Does a spouse need to be on vision coverage for it to be considered Family coverage?

		    Knova Ref (ACS Portal):
	




	We don’t have family coverage for Vision.
Vision has coverage tiers starting with Employee + 1 which can be for a spouse or a dependent child, all the way up to EE+4 or more

	Does Vision Service Plan (VSP) have a discount plan associated with it?

		    Knova Ref (ACS Portal):
	




	No – you must be enrolled for benefits.

	Will the Vision Plan cover anti-reflective coating for eyeglasses?

		    Knova Ref (ACS Portal):
	1023692




	Yes, You pay $41. 

	Will the Vision Plan pay for disposable contact lenses?

		    Knova Ref (ACS Portal):
	1023692




	Yes, up to $130.  You pay 85% of the balance over $130. 
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[bookmark: _Toc400559473][bookmark: _Toc430874560][bookmark: _Toc430874725][bookmark: _Toc431245197]Verbal Practice
Use your tools to answer the questions below. When answering each question, write down where you found the answer or the location ID code (if applicable). After answering all the questions, partner with another associate and practice asking each other the questions and providing the answer.
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	Vision Role Play



	46. Can I have vision coverage for just my kids?  I don’t really need it.

		    Knova Ref (ACS Portal):
	




	What kinds of services are covered under the vision plan?

		    Knova Ref (ACS Portal):
	




	If I enroll in the vision plan and realize that I don’t need it, can I cancel it later?

		    Knova Ref (ACS Portal):
	




	Does the vision plan cover Lasik?

		    Knova Ref (ACS Portal):
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	How can I locate a doctor that takes the vision plan?

		    Knova Ref (ACS Portal):
	




	Who is the provider of the Vision Service Program, and how can they be reached?

		    Knova Ref (ACS Portal):
	




	Vision Service Plan Insurance Company (or VSP). They can be reached at 800-877-7195. Would recommend that any questions that come in related to the Vision program be directed to VSP.

		    Knova Ref (ACS Portal):
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	Use a projector and KNOVA to review the exercise. 
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	This exercise consists of 4 mock calls- scenarios are listed below on the respective pages. 
Encourage the students to listen attentively to the classmate who is engaging in the role-play with you. The rest of the class should be taking notes in their SW on things they think were done well and that they might want to emulate if faced with the same situation on the job. 
They should also be taking notes offering constructive feedback to their fellow colleagues. 

	[image: ]
	Call #1: Jonah Turner, a salaried manager at one of Xerox Services sites in TX, calls in with a question about eye coverage. His 10 y/o daughter needs glasses, and he wants to know how his insurance will coordinate with his ex-wife’s insurance for his daughter. 

	[image: ]
	For the mock calls exercise, choose 4 people (or ask for volunteers) - ensure throughout the training that everyone in the class has a chance to “role-play” in front of the class to practice in the simulated environment. 
Be sure that the Xerox Workplace Solutions Center (WSC) Representative
Use proper call opening/greeting
Identify purpose of call
Paraphrase
Provide the correct information/provide resolution/check for confirmation
Repeat purpose of call; provide brief summary of what was covered in the call
Use proper call closing
Ask about the survey





[bookmark: _Toc400559474][bookmark: _Toc430874561][bookmark: _Toc430874726][bookmark: _Toc431245198]Role Play
	[image: ActivityRolePlay]
	Role Play - Mock Calls

47. This simulation exercise will be done as a class, not in groups. We will simulate as “real a call-center environment” as possible. The facilitator will ask for Xerox Workplace Solutions Center (WSC) Representative volunteers to “take” phone calls from a employees (the facilitator).
Use the space provided below to take notes of things that you observe during the various role-plays that you would like to emulate once on the job. Also, note areas of improvement for your co-worker/classmate so you can offer constructive feedback during the debrief section. Be sure to briefly summarize the call scenario as a future point of reference. 




	
	Call #1: (Scenario)

Things Done Well:









Constructive Feedback:
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	Scenario Call #2
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	Call #2: Sarah Johnson calls in to find out if Xerox Services will still pay for the lasic work she is in the process of having done, even though she has given her 2-week notice. She has had 2 appointments and has 2 more to go, which will occur after her last day. 

	[image: ]
	Remember to encourage the same things within the call as shown in the previous facilitator page. 
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	Call #2: (Scenario)

Things Done Well:









Constructive Feedback:
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[bookmark: _Toc400559475][bookmark: _Toc400560189][bookmark: _Toc430874562][bookmark: _Toc430874727][bookmark: _Toc431245199]Unit 5: HC FSA
Xerox Services has adopted the Comprehensive Welfare Benefits Plan that allows employees to contribute up to $2,550 a year (per household) into a tax-free account. These funds must be spent on Medical, Dental, Vision or Prescriptions, within a calendar year.
[bookmark: _Toc400559476][bookmark: _Toc430874563][bookmark: _Toc430874728][bookmark: _Toc431245200]Caveats
Some employers may to choose to add on either a grace period or a $500 carry forward. Xerox Services does neither of these. 
[bookmark: _Toc400559477][bookmark: _Toc430874564][bookmark: _Toc430874729][bookmark: _Toc431245201]Eligibility Requirements
Active employees are eligible to participate in the benefit programs if they are “eligible” employees. 

[bookmark: _Toc400559478][bookmark: _Toc430874565][bookmark: _Toc430874730][bookmark: _Toc431245202]AE Defaults
This benefit must be re-elected each year.

[bookmark: _Toc400559479][bookmark: _Toc430874566][bookmark: _Toc430874731][bookmark: _Toc431245203]How it works
The funded amount is fully stocked in the account at January 1. The employee has 24 pay periods (not 26) to contribute back the pre-allocated amount. If funds are not used before the EOY, they are lost (“use it or lose it” rule). The employee has only that calendar year to spend the funds and until April 15th of the following year to submit claims. 
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	Health Care Flexible Spending Account (FSA) 
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	Increasing to $2550 ($50 increase)
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	 HC FSA

	Knova Ref (ACS Portal):
	1023744





	
	

	
	48. Define the Health Care Flexible Spending Account and who is eligible to participate in this benefit program 

The Health Care FSA is a “flexible spending arrangement” that provides reimbursement of certain healthcare expenses on a tax-free basis. 

	
	What is the minimum and maximum amount that an active employee may elect under the Health Care FSA program? 
Annual Minimum is $100.00 (annually). The maximum for any plan year is $2550 (annually)


	
	How are contributions made to the Health Care FSA?

The amount an employee decides to contribute is deducted in approximately equal amounts from his/her paycheck pre-tax
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	When can an employee make changes to his/her elections to the Health Care FSA? 
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	Remember:  the contribution can also be changed through QLE but each QLE will have specific changes allowed.


Changes can only be made to elections during AE. If a timely election is not made during the AE period, the employee will be treated as having elected $0 to be contributed for that plan year. 


	
	How does the claim and reimbursement process for the Health Care FSA program work?

All claims under the Health Care FSA program must be filed with BenefitWallet  no later than April 15th of the following the Plan Year. Employee can obtain Claim Forms from BenefitWallet.com. Reimbursements may be sent via direct deposit or check sent to the employee’s home. The first reimbursement after enrollment will always be a check The employee will forfeit any remaining balance at the end of the Plan Year and may not request reimbursement again at a later date. 
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	There is not a lot of information listed in KNOVA about the Short-term disability policy. Xerox will not be administering and therefore, you (the student) should not try to answer any questions on this plan benefit. Rather warm transfer the call to MetLife 
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[bookmark: _Toc332880727][bookmark: _Toc335384231][bookmark: _Toc400559480][bookmark: _Toc400560192][bookmark: _Toc430874567][bookmark: _Toc430874732][bookmark: _Toc431245204]Unit 6: Short-Term Disability
Xerox Services offers Short-Term Disability coverage but Xerox does not administer this plan. 
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	STD Look-up

Using KNOVA, search the words “short-term disability” and take notes below.
Be sure to identify the carrier contact information.

	
		Knova Ref (ACS Portal):
	1023726



49. If a employees wants more information about short-term disability, what do you tell him/her?
If a employees calls with questions, you should warm transfer that employees to MetLife 


	Is pregnancy a Pre-Existing Condition when electing STD? Why?

	Yes it is a pre-existing condition. 
STD benefits are NOT paid for pre-existing conditions, including pregnancy, until you have been covered by the STD Plan for 12 consecutive months. A pre-existing condition is any sickness or injury for which, during the six months immediately before coverage begins, you: Received medical advice or treatment; Consulted a physician or nurse practitioner; or had medications prescribed.
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	Sick leave and STD
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	Sick Leave and STD

What guidance do you provide to a employees who doesn’t understand how sick leave is “charged”, “used up” or “calculated” in working days:

	
		Knova Ref (ACS Portal):
	220063




	
	(90 working days, not calendar days). Remember: sick leave is calculated in ACTUAL calendar days, not WORKING days (e.g.: Monday – Friday).

	
	How STD is calculated in actual calendar days:

	
		Knova Ref (ACS Portal):
	1023726




	
	Employees who elect the following STD ideally want to have this amount of Sick Time banked/available to prevent loss/gap in pay during their “Elimination Period”. 
Sick leave is paid at 100% of eligible pay. 
STD is paid at 60% of eligible pay.
LTD is paid at 100% of eligible pay (from all sources) for the first 24 months, then reduced to 50% on month 25 (from all sources).

		STD Election
	Sick Leave / Elimination Period
	To prevent pay loss, EE should have this # of sick hours banked / accrued
	STD “payroll” / Benefit Begins
	STD “payroll” / Benefit lasts through
	LTD “payroll” / benefit coverage begins

	STD 7
	7 calendar days
	5 working days
	40 sick hours banked
	8th calendar day
	120th calendar day after it begins
	121st calendar day

	STD 14
	14 calendar days
	10 working days
	80 sick hours banked
	15th calendar day
	120th calendar day after it begins
	121st calendar day

	STD 30
	30 calendar days
	21-22 working days 
if first day of leave:
• Friday =
   21 days
• M-Th = 
  22 days
	Respectively:
Based on first day of leave:
• 168 sick hours 
   banked
• 176 sick hours
    banked
	31st calendar day
	120th calendar day after it begins
	121st calendar day
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Facilitator-Led Group exercise
Break the groups into pairs to look up the information needed to address the scenario provided.
Allow 15 minutes to look up the information. 
Address each question with the group as a whole and field any questions. 
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[bookmark: _Toc332880729]

[bookmark: _Toc335384233][bookmark: _Toc400559481][bookmark: _Toc400560195][bookmark: _Toc430874568][bookmark: _Toc430874733][bookmark: _Toc431245205]Unit 7: DC FSA
Earlier we looked at the Health Care Flexible Spending Account, and from that discussion, you may remember that flexible spending accounts offer employees a way to obtain benefits/services on a pre-tax basis. 
A second type of FSA is the Dependent Care Flexible Spending Account that allows employees to pay for eligible dependent care expenses on a pre-tax basis. Xerox is not administering the DCFSA, which means that any specific questions that you get relating to this plan benefit, you will defer them to the carrier. There are, however, specific pieces of information that you need to know from a high-level standpoint about this plan benefit. 
Let’s look at some scenarios to see what you might need to know. 

	[image: ActivityGRP]
	DCFSA Scenarios
Read each scenario, and with your partner, use your resources to determine how you would handle this call should you receive it. 


		
	1023726



		Knova Ref (ACS Portal):
	1023745




	
	50. I am trying to do my budget for next year when my babysitter goes off to college, and I have to put my twins in day-care. How much can I put in the DCFSA per year?

$5000 per single or married filing joint tax return 
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	My father has become too ill for me to leave him alone, so he has moved in with us. We can take care of him at night but during the day, we all have to be at work. There is a senior center just down the road that charges $550/month. Would this be covered by my DCFSA?

Yes, as long as he lives with you 8 hours a day and meets the IRS rules for an eligible dependent 



	
	When can I enroll in the DCFSA and how would I pay for it? 

OE – payroll deductions
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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[bookmark: _Toc364773949]

[bookmark: _Toc332880730][bookmark: _Toc335384234][bookmark: _Toc400559482][bookmark: _Toc400560198][bookmark: _Toc430874569][bookmark: _Toc430874734][bookmark: _Toc431245206]Unit 8: Life Insurance
Active employees are automatically enrolled in Employee Term Life on the day that they become “Regular Employees.”
There is no charge to the employees for this basic coverage; however, the employees can opt to purchase additional employee term life and/or dependent term life insurance coverage within 31 days of becoming a “regular” employee. 
[bookmark: _Toc430874570][bookmark: _Toc430874735][bookmark: _Toc431245207][bookmark: _Toc400559483]Basic Life Insurance
All newly eligible employees have 1x salary up to $500,000 (previously $300,000 in 2015). There will be no age reduction effective 1/1/16.  All non-Mellon grandfathered employees will be reduced to 1x salary with the exception of the Buck grandfathered group, they remain in 2x salary. 
[bookmark: _Toc430874571][bookmark: _Toc430874736][bookmark: _Toc431245208]Employee Optional Life (Supplemental Life)
No age reduction effective 1/1/6.  1x free buy up period during OE period for the Buck population (Non-Mellon Grandfathered) who currently have 1.5x salary and are dropping to 1x salary effective 1/1/16. New EOI rule for Buck non-Mellon grandfathered population. If they are Buck and Mellon Grandfathered, they do not get the special EOI rule. 
[bookmark: _Toc430874572][bookmark: _Toc430874737][bookmark: _Toc431245209]Spouse Optional Life
This benefit will have Tobacco and Non-Tobacco rates implemented for 2016.  The rates will be derived based on the spouse’s wellness screening results from Quest.  There will be no age reduction effective 1/1/16.  No cancellation of the benefit at age 70 effective 1/1/16.
[bookmark: _Toc430874573][bookmark: _Toc430874738][bookmark: _Toc431245210]Evidence of Insurability
Supplemental Employee Insurance and Spouse Life both require Evidence of Insurability (EOI). 
If an employee makes an election which requires EOI, the desired coverage will be pending in KLG TOOLS > HW until either an approval or a denial is received from MetLife. 
Until that approval/denial is received: employee and/or spouse will be placed in maximum level of coverage allowed without the EOI.
Employee EOI – at 3x salary or $500,000
Spouse EOI – at $50,000
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[bookmark: _Toc430874574][bookmark: _Toc430874739][bookmark: _Toc431245211]AD&D (Accidental Death & Dismemberment)
	[image: ActivityGRP]
	AD&D
Enter the Knova article below that discusses AD&D:

	Knova Ref (ACS Portal):
	11982




	
	



[bookmark: _Toc431245212]Overview Details:
Basic AD&D – (1x pay) is being discontinued for 2016. 
Voluntary AD&D – is being discontinued for 2016 and being replaced by 3 benefits:
Employee Optional AD&D
Spouse/Domestic Partner Optional AD&D
Units of $50,000 up to $500,000. Default is to waive coverage.
Child Optional AD&D
Units of $50,000 up to $100,000. Default is to waive coverage.
Defaults are: 
	Voluntary AD&D (2016)

	If current option is:
	Default to:

	You Only
	the closest lowest coverage amount option

	You + Family
	waive coverage for all Optional AD&D options
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	20 minutes to research
2-3 minutes to role-play each scenario (4) total of 15 mins
2-3 minutes to debrief each scenario- total 15 mins
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Break the employees into 2 groups and give each group easel pad paper and markers. 
Set up the calls just as if you were the employees calling in to the Xerox Services Xerox Workplace Solutions Center (WSC). 
The Xerox Workplace Solutions Center (WSC) Representative should use the proper call greeting, ask the necessary questions to uncover your real need, provide resolution or redirection, recap the call, and properly close it. 
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[bookmark: _Toc400559484][bookmark: _Toc430874575][bookmark: _Toc430874740][bookmark: _Toc431245213]Designation of Beneficiaries
When employees enroll (or are enrolled) in Employee Term Life, employees must designate the beneficiary or beneficiaries to receive benefits under the respective program in the event of the employee’s death. 
Employees may change their designated beneficiary under any program at any time by completing the required change of beneficiary procedures. 
In order to uncover the additional information we need to know about the life insurance coverage options available to Xerox Services employees, we will do a Seek and Find exercise. We will also practice handling some mock situations using this new-found knowledge. 
[bookmark: _Toc400559485][bookmark: _Toc430874576][bookmark: _Toc430874741][bookmark: _Toc431245214]Not Designating Beneficiaries
If you do not name a beneficiary or complete your beneficiary designation as required, benefit payments will be made in the following order to:
Spouse or Domestic Partner
Child(ren)
Parent(s)
Siblings
Estate

	[image: ActivityGRP]
	Seek & Find for Life
Your facilitator will break you into groups to address the scenarios below. 
Use an easel pad to address the key information you had to seek out in order to answer the employees concern in each scenario. 
Prepare to role-play the scenarios. 

	Knova Ref (ACS Portal):
	1023731




	
	51. How much basic life insurance does the company pay for?
1x salary
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	I need to change the beneficiary for my life insurance coverage from my wife to my sister. Can you help me with this?

Enroll them online



	
	Can I enroll in child life insurance for my six children: two of them are my step-children and four of them are my own.

yes



	
	Who gets the money on my kids’ policy if they die? 

Employee – whoever is paying the policy

What happens to my AD&D?

It is replaced and you may have to actively elect if you had family coverage
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[bookmark: _Toc400559486][bookmark: _Toc400560205][bookmark: _Toc430874577][bookmark: _Toc430874742][bookmark: _Toc431245215]Unit 9: BTA
Business Travel Accident Insurance is through MetLife. MetLife’s Business Travel Accident Insurance (BTA) is employer-paid coverage that pays an additional benefit for covered accidents resulting in death or serious injury of employees who are traveling on company business, both domestically and internationally.
BTA insurance works much like AD&D insurance does, in that it pays a benefit to: 
Your beneficiary(ies) in the event you die. 
You in the event you suffer another loss (i.e., lose a limb, sight or hearing). 
However, for benefits to be paid, the death or dismemberment must be the result of a covered accident that occurs while you are traveling on Xerox Services business. Any benefits payable under the BTA Plan are in addition to any Life Insurance Plan benefits payable. Coverage for a business trip begins on the actual start of the trip regardless of where the trip begins. 
Coverage ends when you return to your home or place of work. If you stay away after your business is completed, coverage will continue up to seven days after business ends. 
Coverage Amounts For the specific purpose of the BTA policy, the following individuals are eligible for coverage: 
All active, full-time employees—up to $250,000 
All eligible spouses or domestic partners of full-time employees—up to $25,000 
All eligible dependents of full-time employees—up to $10,000 
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[bookmark: _Toc430874578][bookmark: _Toc430874743][bookmark: _Toc431245216]What the BTA Plan Covers 
BTA benefits are paid according to the following schedule, depending on the extent of loss: 

	If You...
	BTA Insurance Will Pay...

	Die
	100% of your coverage amount

	Lose any combination of a hand, a foot, an arm, a leg, sight in one eye
	

	Lose speech and hearing
	

	Lose sight in both eyes
	

	Suffer quadriplegia (loss of movement of both upper and lower limbs)
	

	Suffer paraplegia (loss of movement of both lower limbs)
	75% of your coverage amount

	Suffer hemiplegia (loss of movement of upper and lower limbs on one side of the body)
	

	Lose one hand, one foot, one arm or one leg
	50% of your coverage amount

	Lose sight in one eye, or speech, or hearing in both ears 
	

	Lose both the thumb and index finger of one hand
	25% of your coverage amount



The plan pays only one benefit—the maximum single amount—as a result of any one accident. There is also a limit for total benefits paid by the plan if more than one covered employee is injured in the same aircraft accident. This aggregate limit equals $10 million. 
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Losses are defined below: 
Loss of a hand or foot means that the hand or foot is cut off completely at or above the wrist or ankle joint. 
Loss of an eye means that sight in the eye is lost completely and cannot be recovered or restored. 
Loss of speech or hearing means that speech or hearing is lost entirely and has lasted continuously for 12 consecutive months following the injury. Hearing must be lost in both ears. 
Loss of movement of limbs means that the movement is lost completely and irreversible. 
Loss of thumb and index finger means actual severance through or above the third joint from the top of the index finger and the second joint from the top of the thumb. 

In the event of your death as a result of a covered accident, benefits will be paid to the same beneficiary(ies) as you designated for your employee life insurance coverage. 
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[bookmark: _Toc430874579][bookmark: _Toc430874744][bookmark: _Toc431245217]What the BTA Plan Does Not Cover

BTA Plan does not cover for a loss resulting from the following: 
Intentionally self-inflicted injury. 
Suicide or attempted suicide. 
War or act of war, whether declared or not, except in certain countries covered by the plan’s war risk coverage. 
Service in the military, naval or air service of any country. 
Sickness, disease; bodily or mental infirmity; bacterial or viral infection, medical or viral infection, or medical or surgical treatment thereof, except for any bacterial infection due to an accidental external cut or wound or accidental ingestion of contaminated food. 
Piloting or serving as a crewmember or riding in any aircraft except as a fare-paying passenger on a regularly scheduled or charter airline. 
Commission of or attempt to commit a felony, an assault or other criminal behavior. 
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[bookmark: _Toc400559487][bookmark: _Toc400560212][bookmark: _Toc430874580][bookmark: _Toc430874745][bookmark: _Toc431245218]Unit 10: EAP
Employee Assistance Program (EAP) is the Xerox Services Telephone Counseling Program provided through CompPsych is a confidential resource that helps resolve personal problems before they affect employee’s health, relationships or job performance. Through this program, employees can receive confidential counseling services to help deal constructively with these issues. Employees and dependents can use these services at no cost. Employees are not required to participate in any other Xerox Services benefit plans to receive these services. 

Employees may receive up to three free telephone counseling sessions per issue per individual per year. If employees need more assistance, they may be referred to another counselor. These sessions may be covered under a medical option, if enrolled. 

	[image: ]
	EAP

	Knova Ref (ACS Portal):
	14047





	
	52. What is the Employee Assistance Program (EAP) and who is the provider?
This is a program offered to eligible employees and their immediate family members who live in the employee’s house. The program provides assistance with various personal or work-related issues such as marital and family problems, marriage enrichment, child or adult care issues, alcohol/drug abuse, stress, depression, grief/loss, anxiety, and other such issues. Humana is the provider. 






	
	When is each eligible employee enrolled in the EAP?
Each eligible employee is automatically enrolled effective on the later of : (1) date of hire or (2) date of becoming a regular employee.
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	Describe the benefits provided by the EAP. 
The employee and his/her immediate family members are entitled to a maximum of 5 visits per family member, per plan (calendar) year with an EAP professional. A Care Manager will help assess the problem, refer you to an appropriate provider or community resource if necessary, and follow-up with you (the employee) and/or the family member. 











What is a phone number for CompPsych?
For more information or to receive assistance, call 877-335-6031
Representatives are available 24 hours a day, seven days a week
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	Wellness Screening has quite a few changes – One of the changes is Employees who are hired prior to 9/16/15, have to complete the wellness screening and questionnaire for incentives and to have tobacco surcharge removed. 

All employees hired on or after 9/16/15 who are enrolled in medical, will get incentives for 2015/2016 applied and is now applicable to employees in Guam. 

The incentive is $600 for the year with a completed Screening and Questionnaire. 

Tobacco Surcharge has increased to $600 per year (from $500) for Employee and Spouse/Domestic Partner (each). 
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[bookmark: _Toc400559490][bookmark: _Toc400560221][bookmark: _Toc430874588][bookmark: _Toc430874753][bookmark: _Toc431245219]Unit 11: Legal
You never know when legal issues can create serious problems in your life, even threaten everything you’ve worked so hard far—your home, your assets and more. The Legal Plan provides free or discounted legal services for you and your eligible dependents through Hyatt Legal Plans, Inc. 
[bookmark: _Toc430874589][bookmark: _Toc430874754][bookmark: _Toc431245220]How to Enroll
You may enroll in the Legal Plan at any time during your 30-day election period for benefits. Once effective, coverage remains in place for the rest of the plan year. After the first 31-day period, you may not start or stop coverage except during the Annual Enrollment period. If you enroll in the Legal Plan during an Annual Enrollment period, your coverage is effective for the entire plan year (January 1 - December 31) as long as you remain eligible. Your enrollment automatically covers your entire family including you, your spouse or domestic partner and your eligible children.
[bookmark: _Toc430874590][bookmark: _Toc430874755][bookmark: _Toc431245221]Cost
If you choose coverage under the Legal Plan, your cost for coverage is automatically deducted from your pay on an after-tax basis. You pay the full cost of this coverage.
[bookmark: _Toc430874591][bookmark: _Toc430874756][bookmark: _Toc431245222]How the Legal Plan Works
When you need legal services, you simply log on to www.legalplans.com or call Hyatt Legal Plans at 800-821-6400 to locate a participating network attorney who will help you sort through your legal matters—either by phone or an in-office consultation.
Be prepared to identify yourself as a participant in the plan and to give your Social Security number. If you’re a spouse, domestic partner or an eligible dependent, you’ll need the employee’s Social Security number. The client service representative who takes your call will give you an authorization number, provide you with the telephone number of plan attorneys most convenient to you and answer any questions you may have about the plan. Covered network-services are paid in full and do not require claim forms, deductibles, copayments or waiting periods. For non-network services, you will be reimbursed according to a set fee schedule which includes $50 for an initial consultation and fees from $60 to $600 depending on the particular service. In certain situations, non-network benefits include a trial assistance benefit of up to $10,000. All fees are subject to approval and can change. Call Hyatt at 800-821-6400 to request the Fee Reimbursement Packet.
[bookmark: _Toc430874592][bookmark: _Toc430874757][bookmark: _Toc431245223]What the Legal Plan Covers
See the current PY Summary Plan Description (SPD) 
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[bookmark: _Toc400559491][bookmark: _Toc400560222][bookmark: _Toc430874593][bookmark: _Toc430874758][bookmark: _Toc431245224]Unit 12: Supplemental Insurances
[bookmark: _Toc430874594][bookmark: _Toc430874759][bookmark: _Toc431245225]Accident, Critical Illness, Hospital Indemnity Plans
If you or your family members should ever become seriously ill or injured, you may face expenses which are not typically covered by medical insurance. Xerox offers you a choice of supplemental plan options, provided through Aetna, to supplement the valuable health, life and accident, and disability benefits available to you, even if you are not enrolled in the company’s medical coverage. In the event of a covered illness or injury, these benefits pay cash directly to you so that you can spend them as you see fit, reducing the added financial stress so you can focus on getting better. 
Supplemental Critical Illness Insurance. This plan pays a lump-sum cash benefit when a diagnosis of a specific illness is made or a health event occurs (such as cancer, heart attack or stroke), provided the initial diagnosis is after the effective date of the policy. It is designed to help offset catastrophic expenses that can arise as a result of such illnesses. In addition, to encourage you to seek preventive care, the plan also provides a $50 benefit per covered person per year for certain diagnostic wellness procedures and tests, which applies even if the preventive care is already covered 100% by the Xerox medical plan. Note: Your coverage costs, which are shown on BenefitsWeb, are affected by the cash benefit you elect and your age. 
Supplemental Accidental Injury Insurance. This plan pays benefits for inpatient and outpatient services related to an injury (including a benefit per hospital admission), injury-related physician or physical therapy visits, emergency room costs and ambulance charges resulting from an accident, and more. For policies issued January 1 and later, services are covered for accidents occurring after the effective date of the policy.  In addition, the plan provides a $25 or $50 benefit when you or a covered dependent visit a doctor for any reason (even when it’s unrelated to an accident), which may help to offset the cost of the policy. 
Supplemental Hospital Indemnity Insurance. If you are hospitalized, this plan provides cash benefits for you to spend as you see fit. The amount to be paid is determined in advance and is in addition to benefits payable from your medical coverage. You can elect either the Basic Plan ($1,000 per admission and $150 per day for up to 10 days) or the Enhanced Plan ($3,000 per admission and $300 per day for up to 10 days).
Coverage is available for you and your dependents. If you elect to purchase any of these voluntary benefits, you will pay the full cost of coverage through automatic payroll deductions. You pay the cost of this coverage on a before-tax basis. Note: Supplemental insurance benefits are meant to serve as an extra layer of final protection. They are not meant to be a substitute for medical insurance. 



	Icon
	Description

	[image: ]
	[bookmark: _Toc400560223]Unit 13: Health Savings Account (HSA) 

	[image: ]
	[bookmark: _Toc400560224]15

	[image: Description: C:\Templates\SWPage.png]
	Page 142

	[image: ]
	HSA Limits are increasing for Family to $6750 (from $6650). Coverage Maximum if EE age is >55 for Individual is $4350 and Family is $7750. 
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[bookmark: _Toc400559492][bookmark: _Toc400560225][bookmark: _Toc430874595][bookmark: _Toc430874760][bookmark: _Toc431245226]Unit 13: Health Savings Account (HSA)
If you enroll in the Consumer Choice Plan, Xerox Services will contribute funds to a health savings account (HSA) each year, which you can use to help meet your deductible and pay for covered medical expenses. However, if you are on an unpaid leave of absence or COBRA, the Xerox Services contribution will not apply. The amount you and Xerox Services contribute to your HSA each year is based on your coverage election and the number of full months you participate. It is your responsibility to understand the tax consequences of contributions to an HSA. Contact your tax advisor for more information.
If you and your family members are enrolled in the Consumer Choice Plan, you may not be able to exclude the Xerox Services contributions or your own contributions to the health savings account from your income if you and these family members are enrolled in another medical plan or a healthcare flexible spending account through another employer’s plan. "Other medical plans" include Medicare. In addition, you may be subject to certain penalty taxes for making such contributions. However, if either you or your spouse is entitled to Medicare, please check with your tax advisor to determine whether you can make contributions to the HSA. Restrictions also apply if you can be claimed as a tax dependent on another individual’s tax return. The rules in this regard are complex. For more information, visit BenefitWallet.com.
You may also contribute to the HSA, up to set maximums as determined annually by the IRS. The following chart shows how much you and Xerox Services can contribute if participating during the full year.

	[image: ]
	 Health Savings Account (HSA) Contributions

	Knova Ref (ACS Portal):
	





	Coverage level
	Xerox Services contributions/full month of participation
	Maximum annual Xerox Services contribution
	Your annual maximum contribution
	Total annual maximum contribution

	Employee only
	
	
	
	

	Employee + 1 or more dependents
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If you’re age 55 or older, you’re also eligible to contribute an additional $1,000 per year to your HSA as a catch-up contribution; and this option is available through payroll deduction. Catch-up contributions can be made with after-tax contributions directly into your account by submitting a check payable to BenefitWallet along with a deposit slip. For more information go to BenefitWallet.com or call the HSA Solution Contact Center at 866-383-1054.
If you also have funds in another health savings account, you may rollover those funds into your HSA under Xerox Services. Rollovers are not subject to the annual contribution limits. There are however some limitations on the number and type of rollover options available. Contact the HSA Solution Contact Center at 866-383-1054 for additional information or visit BenefitWallet.com.
If you do not use your entire account in a given year, the amount remaining rolls over to the next year. There is no limit to how much you can roll over year to year. The result is that in future years you may not have to use your own money to meet your deductible. So over the long-term you can accumulate money in the HSA to help pay for your future health care needs.
The HSA is an interest-bearing account. In addition, once the balance of your account reaches $1,500, you will be able to invest your account in investment options that may yield a higher rate of return.
USING THE FUNDS IN YOUR HSA
Your HSA funds can be used tax-free to pay for out-of-pocket qualified medical expenses, even if the expenses are not covered by the Consumer Choice plan. This includes expenses incurred by your family. Effective January 1, 2011, amounts paid for over-the-counter (OTC) drugs will no longer be considered a qualified medical expense eligible for reimbursement from your HSA unless the OTC was prescribed by a doctor. This prescription requirement only applies to OTC drugs and medicines such as pain relievers (aspirin, ibuprofen, etc.), antacids and cold medications. Insulin remains eligible for reimbursement from your HSA without a doctor’s prescription. OTC supplies and equipment, including bandages, Band-Aids, diabetic supplies, etc. are also eligible for reimbursement from your HSA without a doctor’s prescription. It is the responsibility of the account holder to substantiate the use of all HSA funds. Keep your receipts.
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[bookmark: _Toc400559493][bookmark: _Toc400560230][bookmark: _Toc430874596][bookmark: _Toc430874761][bookmark: _Toc431245227]Unit 14: Long Term Disability
Long-Term Disability (LTD) coverage is designed to protect your income in case a prolonged disability prevents you from working. All employees receive Company-paid coverage that replaces 60% of your eligible pay, up to a maximum monthly benefit of $15,000. LTD Plan benefits are taxable when received.
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	Review the questions as a group.

	[image: ]
	Use a projector and KNOVA to review the exercise. 
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[bookmark: _Toc400559495][bookmark: _Toc430874599][bookmark: _Toc430874764][bookmark: _Toc431245230]Purpose
The purpose of this module is to review the web-based tools used during Annual Enrollment and to introduce the self-service options available to employees for Open Annual Enrollment. 
[bookmark: _Toc400559496][bookmark: _Toc430874600][bookmark: _Toc430874765][bookmark: _Toc431245231]Objectives
At the end of this module, you will be able to:
Explain how to perform various AE tasks using web based tools
Redirect employees to AE self-service options
Troubleshoot common website errors
[bookmark: _Toc400559497][bookmark: _Toc430874601][bookmark: _Toc430874766][bookmark: _Toc431245232]Agenda
Web Tool Overview
Employees Self-Service Options	
Web Focus and Troubleshooting
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	Review the questions as a group.
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	Xerox Services website Infobank > BenefitsWeb (RightOpt) portal and logins 
Use a projector and KNOVA to review the exercise. 
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	A demonstration of the log-in process and tour of the Xerox Services website should be performed at this point.
Be sure to discuss the process that the employee would follow to access the web site.
Exercise : Demonstrate the enrollment process to the class, talking through each step as a employees would enroll.
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[bookmark: _Toc319587749]

[bookmark: _Toc332582259][bookmark: _Toc332880735][bookmark: _Toc335384239][bookmark: _Toc400559498][bookmark: _Toc400560236][bookmark: _Toc430874602][bookmark: _Toc430874767][bookmark: _Toc431245233]Unit 1: Web Overview (Tool Review) and Navigation
This lesson will explain the web-based tools and processes used during Annual Enrollment. Pay careful attention to the information covered, and think of how you will explain it to others. 
[bookmark: _Toc400559499][bookmark: _Toc430874603][bookmark: _Toc430874768][bookmark: _Toc431245234]Employee Online Enrollment
If the employees is having difficulty navigating, the representative should assist with instruction.
[bookmark: _Toc400559500][bookmark: _Toc430874604][bookmark: _Toc430874769][bookmark: _Toc431245235]PIN/Passcode Resets
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	Xerox Services does not use PINs for the IVR.

Xerox Services does use PASSCODES to log in directly to the RightOpt Portal/Web.
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	Web Site Enrollment
Follow along as the facilitator demonstrates the process the employees use to enroll on the web.
53. Employees will need their Username and Passcode to access the web directly (outside of Infobank)
Representatives can reset Usernames or Passwords
Employees will be able to add/delete/modify dependent information
Employees will need to select options based on their Plan eligibility, employees will be prompted by each benefit to select:
Option
Coverage level (if applicable)
Once elections are made (including Waive), the web site will confirm the cost of benefits
Representatives must save/submit elections! 
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	Web – update passcode
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	Update Passcode

List the steps from KNOVA on how to direct a caller to reset a forgotten Passcode on the Xerox Services web site: 

	Knova Ref (ACS Portal):
	13241
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	Review the questions as a group.
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	Xerox Services web
Use a projector and KNOVA to review the exercise. 
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	Walk through every question and notate how to answer the question. 
Role play in pairs practice to get the experience talking through this terminology. 
No need to use PASS/KLG TOOLS > HW yet.
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	These answers are NOT in KNOVA, so their notes pertaining to assisting with the web might be the only supporting documentation they get.
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	Dependent’s SSN is required when making elections.  If the dependent doesn’t have a SSN, we will have to use dummy SSN which is: 911+MMDDYY of data of birth.
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	Assisting with Web Navigation

Take excellent notes as the facilitator guides you on how to answer these questions.




	
	54. Scenario: I would like to enroll in my benefits but don’t understand how to work this web site. Can you help me? 
Walk through the process of accessing AE and enrolling. Point out that it is available 24x7 and will provide guidance and plan information when needed. Point out where forms are located in case they are needed. End with offering to take their enrollment over the phone now if it would be easier for the PTP or they can call us back if they decide they would like that.

	
	Scenario: Your web site is very confusing! I am trying to see what dental options I have but I can’t find anything! 
Tell the PTP where the dental options are displayed. End with offering to take their enrollment over the phone now if it would be easier for the PTP or they can call us back if they decide they would like that.


	
	Scenario: How do I know if the enrollment I just did on the web actually worked? 
Use KLG TOOLS > HW to verify the enrollment saved. Tell the PTP where they can go to view prior elections and if there are any elections “pended” (like for EOI or documentation to be sent in)
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	Scenario: I would like to enroll in my benefits, but the buttons will not work on the web page.
Ask which INTERNET BROWSER the PTP is using. Not all browsers will work the same way. The web site is configured for Internet Explorer and Mozilla Firefox. Other internet browsers, like Chrome or Safari (used on iPhones) may appear to work, but the “buttons will not work”. End with offering to take their enrollment over the phone now if it would be easier for the PTP or they can call us back if they decide they would like that.


	
	Scenario: I’m trying to get on the web, but it won’t recognize my username and password. Can you help me?
Ask if the PTP has been on the web before. If no, explain the “default” login information from KNOVA. If they have, explain the “Forgot Username or Password?” link. Offer to reset the password and tell the user what the default PW is (MMDDYYYY of DOB) and explain how the updated password is sent (via email for most populations, check KF for exceptions). Offer to stay on the line if the PTP can attempt to re-enter or retrieve email immediately and ensure they can get in. If able to access, end the call else offer to take their enrollment over the phone now if it would be easier for the PTP or they can call us back if they decide they would like that.


	
	Scenario: I walked away and  the web site timed out. Can I get back to where I was?
the PTP will need to start over again. End with offering to take their enrollment over the phone now if it would be easier for the PTP or they can call us back if they decide they would like that.
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	Scenario: Use a PTP not eligible for Spouse Life, 
I am on the life insurance page and it will not allow me to choose spouse life insurance. How do I enroll in life insurance?

If the SP is over 70, they aren’t eligible.
Else, explain that the web site will only display benefits the PTP is eligible for. Use KLG TOOLS > HW to identify eligibility and KF as needed. If PTP insists s/he should be able to enroll, ask if there have been any changes in his/her status recently and compare to KLG TOOLS > HW. If there was a change, refer to the KF article about changes in status and timing on how to guide the PTP. If unable to determine why the PTP doesn’t have that option, locate a floor walker to help you – the floor walker will coach you and if a PASS is necessary for further research.


	
	Scenario: I have been on the web site and it keeps crashing on me. This is so frustrating! When will the web site be working again?
Ask a floor walker if anyone else has commented on the web not working. Most of the time, the Xerox Workplace Solutions Center (WSC) Representative  is the first to know of problems when PTPs start to call and needs to alert a floor walker so it can be determined if a bigger issue is at hand. If the web is working normally, there are a plethora of things that could be causing the PTP problems – from a Virus on their PC to too little memory to stalling it out by clicking on a button over and over – BUT do not infer the PTP is the problem!! Just offer to take the election over the phone to alleviate the issue and the PTP can rest assured to be enrolled in time.
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Example of how to respectfully word a redirect: 

<Mr./Mrs. PTP>, I can help you with your <reason for calling>. Are you aware that you can also use the Xerox Services web site to <reason for calling>? The web site provides tools and guidance to help you make the best decisions for you and your family. I would be happy to assist you in accessing the web site if you would like.

If no: Okay, <Mr./Mrs. PTP>, I can assist you over the phone with <reason for calling>.
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[bookmark: _Toc319587750][bookmark: _Toc332582260][bookmark: _Toc332880736][bookmark: _Toc335384240][bookmark: _Toc400559501][bookmark: _Toc400560245][bookmark: _Toc430874605][bookmark: _Toc430874770][bookmark: _Toc431245236]Unit 2: Redirecting to Web
This lesson will help you to direct employees to self-service options to in order for them to complete enrollment on their own. 
Xerox Workplace Solutions Center (WSC) Representatives must mention self-service options to every caller whose question could be answered via the web. It is a Quality Monitoring measurement if a Self-Service option was suggested
Xerox Services prefers employees enroll online, but Xerox Workplace Solutions Center (WSC) Representative can process elections for the employees if the web is not convenient.
[bookmark: _Toc400559502][bookmark: _Toc430874606][bookmark: _Toc430874771][bookmark: _Toc431245237]Encourage Online Enrollment
Whenever possible, employees should be encouraged to enroll in their Annual Open Enrollment elections online via the web site.
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	Redirecting Callers to the web

Listen carefully to the wording your instructor uses to redirect callers to the Web.

Write the wording the facilitator used to respectfully refer callers to the Xerox Services web site.
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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[bookmark: _Toc400559503][bookmark: _Toc430874607][bookmark: _Toc430874772][bookmark: _Toc431245238]Responding to AE FAQs
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	AE questions

Review the Responding to Annual Enrollment Questions section in KNOVA.

	Knova Ref (ACS Portal):
	1023699
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Make sure training SSN’s have been assigned.


	[image: Description: C:\Templates\PC.png]
	Feedback:









[bookmark: _Toc400559504][bookmark: _Toc430874608][bookmark: _Toc430874773][bookmark: _Toc431245239]Role Play
This exercise allows you to blend your “core” Health and Welfare knowledge with Xerox Services specifics and practice how you would explain web-related answers to an employee.
The class will now practice redirecting employees who have questions to the Web. 
In each scenario, the Employees is calling to enroll via the website and the Xerox Workplace Solutions Center (WSC) Representative respectfully offer the web site option before proceeding.
Practice the “script” you wrote down on the previous page until its second nature to use it – you will need to use it on every call!

	[image: ActivityRolePlay]
	Redirect Scenarios Practice
Using the assigned list of employees, practice taking simulated calls on assisting with web navigation.
Use all Tools at your disposal to answer the question.
Document the call in PASS



	
	55. Scenario: I would like to enroll in my benefits.



	
	Scenario: I need you to please send me a beneficiary form so I can make updates.
We don’t have forms / go on website / representative assistance


	
	Scenario: Can you tell me the options I have to choose from for annual enrollment and how much each one will cost if I add my 24 year old child to my health and welfare benefits?



	
	Scenario: I want to learn about the differences between the medical and Rx plans available to me.
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	Integrated scenarios
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Make sure training SSN’s have been assigned.
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	Integrated Training Scenarios Practice

Using the Training SSNs you have been assigned, practice taking web navigation and troubleshooting calls.



	
	56. Scenario: I would like to enroll in my benefits on the web, but don’t know how to get there.


	
	Scenario: I have been on the web site and I am not sure it kept my changes. Can you read back what my AE elections are?


	
	Scenario: How do I know if the enrollment I just did on the web actually worked. NOTE: You are looking for the confirmation page



	
	Scenario: I am trying to log into the web site and would like to enroll in my benefits on the web but I don’t know my passcode. NOTE: when told how to reset your pass code on the web, you are happy and will do it on your own
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	Continued…
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	Scenario: My husband and I both work for Xerox Services. Do we both register as employees or do we register as employee and spouse?



	
	Scenario: I just enrolled for my benefits on the web. When will I get my confirmation in the mail? 



	
	Scenario: Can you tell me the website address to enroll in my benefits?
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	Section/Lesson Name

9 – Service Center transactional Enrollment

	[image: Description: C:\Templates\Timing.png]
	Agenda timing in minutes
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[bookmark: _Toc430874609][bookmark: _Toc430874774][bookmark: _Toc431245240]LESSON 9 – Service Center



[bookmark: _Toc430874610][bookmark: _Toc430874775][bookmark: _Toc431245241]9 – Service Center Transactional Enrollment
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	Purpose/Objectives/Agenda
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[bookmark: _Toc400559506][bookmark: _Toc430874611][bookmark: _Toc430874776][bookmark: _Toc431245242]Purpose
The purpose of this module is to learn the Xerox Services standard call greeting and closing and how to process Annual Enrollment transactions. 
[bookmark: _Toc400559507][bookmark: _Toc430874612][bookmark: _Toc430874777][bookmark: _Toc431245243]Objectives
At the end of this module, you will be able to:
Utilize Xerox Services call greeting and authentication procedures
Implement Xerox Services Standard Call Greeting and Closing
Process Xerox Services Annual Enrollment transactions.
Understand Annual Enrollment Call “Closing” Essentials
[bookmark: _Toc400559508][bookmark: _Toc430874613][bookmark: _Toc430874778][bookmark: _Toc431245244]Agenda
Authentication
Standard Call Greeting and Closing
Annual Enrollment Call “Closing” Essentials
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Instructor-led discussion 
You have noted in the instructor notes the applicable KNOVA Doc ID #s that you may want to share with the students. They have not learned KNOVA yet so will not be able to locate these yet but if you provide them here, the students will have the ID #s for future reference. 
**Hand out the AE scripting for Average Handle Time reduction and review all steps including greeting, authentication (if applicable), web soft-sell verbiage, and call closing checklist.   “”OE OPEN HOLD CLOSE Phone Script - in client folder

	[image: ]
	Also, the 2nd way that a employees can access benefits information is by calling into the Xerox Workplace Solutions Center (WSC). Be sure that the students can tell you that this is how the Xerox Services call center is referred to. 
If questioned as to why Authentication is not covered in detail here, you can share that as for the web, there will be further discussion and an opportunity to actually visit the tool and learn more about it later. 
For the call authentication procedure, there are actually hands-on steps that must be done via our KLG TOOLS > HW tool which the students have not yet learned. Therefore, this will be covered in the transaction processing module when the ability to do “hands-on” practice is available. 





[bookmark: _Toc400559509][bookmark: _Toc400560257][bookmark: _Toc430874614][bookmark: _Toc430874779][bookmark: _Toc431245245]Unit 1: Authentication
Employees can access information about their benefits in two ways: 

Online via the Xerox Services benefits website
Calling into the Xerox Workplace Solutions Center (WSC)
There are authentication safety measures in place for both vehicles to ensure that information is not shared with anyone other than those who have been authenticated to receive such. If a employees is not authenticated, s/he will not be “logged in” to the website nor will detailed information be provided on the call. Both of these vehicles will be discussed in further detail at a later point. 
[bookmark: _Toc400559510][bookmark: _Toc430874615][bookmark: _Toc430874780][bookmark: _Toc431245246]Standard Call Greeting
There is a protocol that should be followed in answering incoming calls that come in to the Xerox Workplace Solutions Center (WSC). 

	[image: ActivityGRP]
	Greeting

	Knova Ref (ACS Portal):
	14058






	
	57. What elements are required for every call opening? List them below: 
Call greeting, Authentication, Update/confirm phone number, Offer assistance

	
	What is an example of a standard call opening for this client?
“Thank you for calling the Xerox Workplace Solutions Center , this is <First Name only> speaking, how may I help you?” 


	
	What information is NEVER to be shared on a call?
NEVER provide employees or dependent names, dates of birth, Social Security Number or address to any caller, including an authenticated employees.





	Icon
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	[bookmark: _Toc398558758][bookmark: _Toc400560258]Standard Call Closing
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	Review the questions as a group.

	[image: ]
	Use a projector and KNOVA to review the exercise. 
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	Feedback:







[bookmark: _Toc400559511][bookmark: _Toc430874616][bookmark: _Toc430874781][bookmark: _Toc431245247]Standard Call Closing
After the call is complete, there is also a protocol for closing it. 

	[image: ActivityGRP]
	Closing

Review the questions in KNOVA.

	
	58. What elements are required for every call closing? List them below: 

	
		Knova Ref (ACS Portal):
	14058




	
	Offer further assistance, thank them for calling, say the name of the call center again, close call professionally.

	
	
What is an example of a standard call closing for this client?

	
		Knova Ref (ACS Portal):
	110002




	
	“May I be of further assistance to you?“, “Thank for your calling the Xerox Workplace Solutions Center. Would you be willing to participate in a survey?



	
	Does this client have a survey that should be offered at the end of every call? If so, what should you say? 
Yes, Xerox Services has a employees Satisfaction Survey which should be offered at the end of every call. Ask if the employees has time to complete a brief survey on customer satisfaction and regarding the call. If Yes, thank the caller for calling Xerox Workplace Solutions Center and transfer the call to the survey system. If No, thank the caller for calling. 
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Break the group into pairs. 
Each partner should have an opportunity to be the caller and the representative answering the phone. When answering the phone, the rep should ensure that s/he is employing the proper call elements and the standard opening/closing for Xerox Services. 
The caller should be sure to ask for one of the specific pieces of information: either the mailing address, the overnight address, the fax number, or the call center’s hours of operation. 
Reference that there are Call Guides in KNOVA that will aid them in making/receiving calls that we will take a look at. 
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[bookmark: _Toc400559512][bookmark: _Toc430874617][bookmark: _Toc430874782][bookmark: _Toc431245248]Role Play
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	Call Opening and Closing Practice Scenarios
Take a moment to practice the standard greeting and closing. You will, of course, use this greeting and closing every time you answer a call after “Go Live” when on the phones. Here in training, please also use the proper opening and closing protocols each time you complete a practice scenario (role-play).

Role-play calls with a partner, practicing the correct standard opening and closing for this client. The “caller” should ask for one of the following pieces of information about the Xerox Workplace Solutions Center (WSC) in the practice call. 
Mailing address
Overnight address 
Fax number 
Hours of operation
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	Review the questions as a group.
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	Use a projector and KNOVA to review the exercise. 
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	Discuss the question as a group.
Reps might want to write this down as a reminder for each call!
Information is all not in KNOVA. 
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[bookmark: _Toc400559513][bookmark: _Toc400560264][bookmark: _Toc430874618][bookmark: _Toc430874783][bookmark: _Toc431245249]Unit 2: Information on Upcoming Milestones
After making the elections for annual enrollment, before the Xerox Workplace Solutions Center (WSC) Representative closes the call, essential information needs to be shared with employees so they know “what’s next”. These topics further the employee’s understanding of what they can expect over the next few months and reduce call backs.
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	AE questions

Review the Questions in KNOVA.


	
	What are the special additional Annual enrollment topics you must mention to a employees before closing an annual enrollment call? Remember, they are unique to this OE event.
	59. 
	Summarize dependents and benefits changed on call

	
	Timing of benefits changes

	
	Confirmation statement will be sent 

	
	When new premiums will be sent

	
	When to expect ID cards

	
	Any forms required (like EOI) or dependent verification 

	
	Can go online to Infobank > BenefitsWeb (RightOpt) and view changes immediately if desired. (If yes, ask if PTP knows password)
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	Review the questions as a group.

	[image: ]
	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the exercise. 

	[image: ]
	Now that you have learned the rules for the Annual enrollment event, let’s learn how to process the event in PASS/KLG TOOLS > HW.
Demo the transaction using a Test SSN and students follow along. 
Then, they work on two themselves for practice.
Circulate the room to assist.
Plan rules dictate what can and can’t be done in the Tools – if the students are trying to do something and it will not let them, have them call you over to “brainstorm” and investigate what might be causing the error – use it as a teachable moment.
Some students will be shy to call attention to an error – be sure to explain how this helps us all learn and that you will not embarrass anyone if they speak up.
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[bookmark: _Toc400559514][bookmark: _Toc430874619][bookmark: _Toc430874784][bookmark: _Toc431245250]Processing Annual Enrollment Transactions
Now that you have learned the rules for the Annual enrollment event, let’s review how to process the event in PASS/KLG TOOLS > HW.

	[image: ]
	KLG TOOLS > HW/PASS Practice
60. Follow along with the facilitator in the AE event transaction.
Use the Test SSN list to complete two full transactions of your own using dependent information and plan options of your own choosing.
If you receive any errors, ask the facilitator to help you resolve them.





	
	Test SSN:____________________________________








	
	Test SSN: ____________________________________








	
	Test SSN: ____________________________________
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	Review the questions as a group.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the exercise. 
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	Now, the fun part – practicing the job.
This section will be where you pull ALL of the learning together in one place to practice calls from A – Z.

Remind that this practice is NOT for stumping the callers – help each other learn to do it well. There will be time later to act as an upset caller.
Flow of sessions:
enroll, no dependent changes plan questions 
enroll, dependent changes plan questions 
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	Elect Benefits, No Dependent Changes, Plan Questions

In ALL scenarios, Representative should complete the task from start to finish: authenticate the employees, ask call opening questions, answer employees questions, complete “transaction” as requested in PASS, and close the call.
Employees should respectfully decline enrolling on the web (when asked), use KLG TOOLS > HW to see what actual benefits the individual is eligible for and choose what to enroll in. Unless noted, do not ask the Rep what you are eligible for, since actual employees will not ask that question very often. 



	
	61. Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: How much basic life insurance coverage do I have?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: How much can I put into the health care flexible spending account?
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	Continued…
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	Scenario: I would like to enroll in my benefits. When Rep gets to the “insurance” part of the enrollment, ask: What are my options for spouse life insurance?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I am thinking about changing day care providers and it might be more expensive. Can I increase my dependent care flexible spending account later if I need to?




	
	Scenario: I would like to enroll in my benefits. When Rep completes the Medical enrollment, ask: Can I get any vision coverage?



	
	
Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I was looking at the Annual Enrollment guide you sent but I don’t understand the differences between the medical plan options available to me. Could you explain them to me?
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	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Why did the company increase the premiums for the medical plan?



	
	Scenario: I would like to enroll in my benefits. I want the same thing I have this year. I’m not sure what all I have now…will you check for me?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Do I have to add a beneficiary – I don’t have any of his information with me.



	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Medical Plans part of the enrollment, ask: I just want the same thing I have now. NOTE: Rep should review coverage and dependents and costs for upcoming plan year.



	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Medical Plans part of the enrollment, ask: I was thinking about getting a different medical plan – what options do I have and how much does it cost?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Medical part of the enrollment, ask: What is the deductible on the Medical Plan if I add two additional children? Follow on: Okay, I’ll keep the coverage level I have now.


	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I want to get the Dependent care flexible spending account at the max but I think my spouse has the dependent care account as well. Can we both put in the maximum amount?
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	Continued…
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	Scenario: I would like to enroll in my benefits. When Rep gets to Summary part of the enrollment, ask: What if I change my mind later and don’t want these choices?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: My son will be dropping out of school after this term, can I keep him on my insurance?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I want to add my niece to my health benefits. Can I do that?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to the insurance part of the enrollment, ask: Someone told me we can also get Pet insurance. Is that correct? Not thru work



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: What is the maximum out of pocket amount that I will spend on my dental?



	
	Scenario: I would like to enroll in my benefits. I updated this last year, do I have to do it again? 
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	Review the questions as a group.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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	Active Employees - Elect Benefits, Plan Questions

In ALL scenarios, Representative should complete the task from start to finish: authenticate the employees, ask call opening questions, answer employees questions, complete “transaction” as requested in PASS, and close the call.
Employees should respectfully decline enrolling on the web (when asked), use KLG TOOLS > HW to see what actual benefits the individual is eligible for and choose what to enroll in. Unless noted, do not ask the Rep what you are eligible for, since actual employees will not ask that question very often. 



	
	62. Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I just gained legal guardianship of my granddaughter can I add her to my health insurance?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I have to cover my two kids’ health insurance as part of my divorce agreement. Is there anything special I need to do?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Can I cover my daughter who has just started grad school on my health insurance?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: What are the primary differences between the medical plan options available to me if I cover me and my spouse and my three children?
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	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Why has the cost of health insurance gone up so much?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Can I still do this if I don’t have my kid’s social security numbers with me? 
911 + DOB = 911021280 (Feb 12, 1980)



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I want to increase my life insurance to 10x. Does this require EOI?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Flexible Spending Account part of the enrollment, ask: What is a health care flexible spending account?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Flexible Spending Account part of the enrollment, ask: My spouse works for Xerox Services too and we both have You Only medical coverage and want to combine our coverage for next year. Can I do that?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I am getting divorced in January, should I drop my spouse during Annual Enrollment?
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	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Can I add my girlfriend to coverage if I am separated from my spouse?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: How much is the cost per pay period for these dental plans? I’m thinking about just choosing the cheapest one to save money



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: How is preventive care covered?


	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, state: I have no changes please keep everything the same as this year. 

Address surcharges
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	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Why is this insurance so expensive?




	
	Scenario: I would like to enroll in my benefits. When Rep asks if you would like to use the web, state: Ok. How do I do enroll on the web? 


	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: What are the Rx co-pays with the Xerox Services Aetna PPO medical plan?


	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Can I see any dentist in my area?


	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: How much basic life insurance is available?


	
	Scenario: I lost my password number for the Infobank > BenefitsWeb (RightOpt) web site. Can you reset that for me please? 

No, not for Infobank – that is the help desk
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	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Can I use the dependent day care flexible spending account to pay for my doggy day care?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: How can I find out which doctors’ take this medical insurance?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Is there an HMO I can choose?




	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Insurance part of the enrollment, ask: How do I enroll in group life insurance?
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	Scenario: I would like to enroll in my benefits. When Rep gets to the Dental part of the enrollment, ask: I hate this Dental plan, is there another option I can choose?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: What is the name of my vision plan?


	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Dental part of the enrollment, ask: I heard there is a limit on how much the enhanced dental insurance will pay. What is that? What happens if I have dental expenses after that? 



	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Adding Dependents part of the enrollment, ask: I am getting married next month. Can I add my fiancé to my medical plan now?


	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, state: You know, 	I have never really understood how these medical plans work! What does deductible mean? What is co-insurance? What does out-of-pocket maximum mean?
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	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: Is there a limit to the number of dependents I can add on my health benefits?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: What medical and dental benefits do I currently have?



	
	Scenario: I would like to enroll in my benefits. When Rep gets to the insurance part of the enrollment, ask: Do we have a legal insurance plan?


	
	Scenario: I would like to enroll in my benefits. When Rep gets to the Dependent Day Care Flexible Spending Account part of the enrollment, ask: What is this?
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	Review the questions as a group.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 

	[image: Description: C:\Templates\PC.png]
	Feedback:








	[image: ]
	Upset Callers and Escalations

All questions in this section are intended for the Representative to try to diffuse the situation first. 

Unless stated, the Employees should NOT ask for a supervisor and should go with the flow of 
the call as the Representative is taking it.

Do not be too difficult – most Employees will not be upset for very long if the Rep uses professional telephone techniques.
REMEMBER: Respect your peers and do not cross any lines of disrespect or negativity!



	
	63. Scenario: I would like to enroll in my benefits. When Rep gets to this part of the enrollment, ask: I don’t understand why the rates went up this year!
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	Review the questions as a group.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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	Go over the notes that are on the Student Guide page. 
Students will need to go into KNOVA to identify what parts of the Wellness Program the Retiree population (and their dependents) are eligible for. 
Could ask a volunteer to uncover this KNOVA info 
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	After the first bullet under Billing, share the following: an employee’s benefit group will determine the method of payment: active: payroll deductions; non-active: direct billing or from pension check.

Pension used first to pay for premiums if applicable; if still a balance that is not covered by pension, employees will be billed. 

Reiterate the first bullet after the Summary of Retiree Benefits: Retirees and their dependents are eligible for the Xerox Services Medical Care Program but are NOT eligible for the Preventive Only Plan. 






[bookmark: _Toc400559515][bookmark: _Toc430874620][bookmark: _Toc430874785][bookmark: _Toc431245251]Billing Details
COBRA participants are direct-billed for medical/dental/vision/life coverage.
Grace Period
There is a 30-day grace period (from the due date) during which full payment can be received before coverage is canceled (for nonpayment). 
If the 30-day grace period ends on a weekend or holiday, the grace period is extended to the following business day. 
There is no grace period for Rx. It is effective only by the “paid thru” date.
Canceling Coverage
Coverage will be canceled automatically for nonpayment of premiums. 
If a partial payment is made, the coverage is retroactively canceled to the last fully paid month, and the partial payment is refunded to the employees. 
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	Direct Bill

	Knova Ref (ACS Portal):
	14095




	
	How would you explain the difference between a due date and a grace period to a participant?
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[bookmark: _Toc430874622][bookmark: _Toc430874787][bookmark: _Toc431245253]10 – Non-AE Processes
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	Review the questions as a group.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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[bookmark: _Toc332880743][bookmark: _Toc335384250][bookmark: _Toc400559516][bookmark: _Toc400560277][bookmark: _Toc430874623][bookmark: _Toc430874788][bookmark: _Toc431245254]Non-AE Processes

[bookmark: _Toc400559517][bookmark: _Toc430874624][bookmark: _Toc430874789][bookmark: _Toc431245255]Purpose
The purpose of this Unit is to explain the dual-year enrollment process and escalation process.

[bookmark: _Toc400559518][bookmark: _Toc430874625][bookmark: _Toc430874790][bookmark: _Toc431245256]Objective
At the end of this Unit, you will be able to process dual year enrollments.

[bookmark: _Toc400559519][bookmark: _Toc430874626][bookmark: _Toc430874791][bookmark: _Toc431245257]Agenda
Dual-Year Enrollment
Transferring calls to the BAU (Business As Usual) team.
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	Review the questions as a group.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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	Review the process and practice a few dual year enrollments.

Make sure to mention that when thinking it might be a dual-year situation to ASK THE DATE OF THE EVENT to determine if it is within the window of time allowed to make changed for this current year,
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[bookmark: _Toc332880744][bookmark: _Toc335384251][bookmark: _Toc400559520][bookmark: _Toc400560280][bookmark: _Toc430874627][bookmark: _Toc430874792][bookmark: _Toc431245258]Unit 1: Dual-Year Processing
During Annual enrollment, you may receive calls where the employees is also having a qualified life event (QLE). Some people will not even realize they have to enroll in both plan years – this current year for the QLE, and next year for AE. You will need to listen for the key indicators that the dependent s/he is adding is “new”.
If you enroll the person in the upcoming plan year benefits only, s/he will not have a change in coverage until the beginning of next year. You must enroll the employees in both plan years – current and upcoming.
As with all qualified life events, the key to whether or not changes can be made is the date of the event. If the date occurred within the:
allowable timeframe from the event date, it can be processed for the current plan year. 
Annual enrollment window, it can be processed for the upcoming plan year.

	[image: ActivityPC]
	Dual Year Processing

Search Dual Year Processing in KNOVA and answer the following.

	Knova Ref (ACS Portal):
	1023837


64. Which plan year should be changed first?

For annual enrollment dual year processing, what is the “gap period” and what does it mean to the employees?

How many days from the event does the employees have to add a new dependent?
1. Marriage:

Birth:

Adoption:

What do you as a Xerox Workplace Solutions Center (WSC) Representative do with a dual year call?
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	Review the questions as a group.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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[bookmark: _Toc335384252][bookmark: _Toc400559521][bookmark: _Toc400560283][bookmark: _Toc430874628][bookmark: _Toc430874793][bookmark: _Toc431245259]Unit 2: BAU Team Transfer
Not all calls that come in are annual enrollment calls. Occasionally a employees might have pressed the wrong button on the IVR and reached you, or, s/he has questions about more than just annual enrollment.
In these situations, you must transfer the employees to someone that can answer the question. The “Business as Usual” team (BAU) handles those calls.
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	Activity: Group Brainstorm
65. What kinds of situations would require transferring to the “BAU”?
	Brainstorm the types of calls that would require transfer, including:
Dual Year Processing
Calls about an existing PASS
Calls about general questions / QLEs in the future
Child aging out (turning age 13) and not eligible for DC Flexible Spending Account (FSA) 
Child aging out of Medical (turning age 26)– COBRA information
Death calls
etc.




Write down the step-by-step process you would follow (both voice and phone) to transfer a call to the BAU.

Explain the process to transfer back to the IVR and choose the correct option for the PTP.
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[bookmark: _Toc430874629][bookmark: _Toc430874794][bookmark: _Toc431245260]LESSON 11-Obamacare



[bookmark: _Toc430874630][bookmark: _Toc430874795][bookmark: _Toc431245261]11 – Government Health Insurance Marketplace
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	Review the questions as a group.
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For this unit, you will need to reference several KM Tool articles:
CLIENT H&W Call Guide – Health Insurance Marketplace (Notices and Coverage Questions)
HW– Health Insurance Marketplace (General Call Topics)
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[bookmark: _Toc400559523][bookmark: _Toc430874631][bookmark: _Toc430874796][bookmark: _Toc431245262][bookmark: _Toc336613505][bookmark: _Toc366761372][bookmark: _Toc366766911][bookmark: _Toc393800602]Purpose
The purpose of this lesson is to introduce The Health Insurance Marketplace where citizens are allowed to shop for and enroll in a government sponsored health plan. Health Insurance Marketplaces also let users compare prices, coverage levels and other details for various plans.
[bookmark: _Toc400559524][bookmark: _Toc430874632][bookmark: _Toc430874797][bookmark: _Toc431245263]Objective
At the end of this lesson, you will be able to:
Understand how this client is approaching the Marketplace and who is eligible for subsidies.
Understand how this client wants the Xerox Workplace Solutions Center (WSC) to answer questions about the Marketplace.
[bookmark: _Toc400559525][bookmark: _Toc430874633][bookmark: _Toc430874798][bookmark: _Toc431245264]Agenda
What Obamacare is and who qualifies
What information representatives share with callers
Overview
New rules have been introduced each year since the Patient Protection and Affordable Care Act legislation was passed. 
Even though a majority of this client’s employees will not be eligible to receive subsidies from the Marketplace, we may still get questions about it. 
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	Review the questions as a group.
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	Use a projector, http://www.healthcare.gov/
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[bookmark: _Toc400559526][bookmark: _Toc430874634][bookmark: _Toc430874799][bookmark: _Toc431245265][bookmark: OLE_LINK6][bookmark: OLE_LINK7]Notices and Coverage
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	Activity: Class Discussion
What kinds of messages have you heard about the health care exchange (aka The Marketplace) – via advertising or from others?
Open discussion – intent to get learners thinking about this subject again.

	Knova Ref (ACS Portal):
	14390  






[bookmark: _Toc400559527][bookmark: _Toc430874635][bookmark: _Toc430874800][bookmark: _Toc431245266]Eligibility
The U.S. taxpayer gives Obamacare to both citizens and foreigners in the country on student visas and travel visas, including lawfully present children of undocumented parents. The Department of Health and Human Services (HHS) explains that anyone "lawfully present" inside the United States would qualify for Obamacare subsidies even if they are not citizens. However, Federal and state Marketplaces and state Medicaid and CHIP agencies can’t require applicants to provide information about the citizenship or immigration status of any family or household members who are not applying for coverage. States also can’t deny benefits to an applicant because a family or household member who isn't applying hasn’t disclosed his or her citizenship or immigration status.[footnoteRef:4] [4:  https://www.healthcare.gov/what-do-immigrant-families-need-to-know/] 

[bookmark: _Toc400559528][bookmark: _Toc430874636][bookmark: _Toc430874801][bookmark: _Toc431245267]Qualifying
To qualify, individuals or families can earn household incomes up to 400% of the federal poverty level ($94,200 for a family of four in 2013). You can claim the tax credit in advance, rather than paying up front for your health care plan and then waiting for a refund after tax season, Adams notes. 
Q: How will the government know if I have coverage? 
To monitor compliance with the new insurance mandate, employers with 250 or more employees are required to notify the Internal Revenue Service (IRS) the amount of money paid for their employees’ health insurance benefit and the level of coverage. 
You’ll have to tell the government if you have coverage, via the taxes that you file. The Internal Revenue Service will send out a form on which you’ll fill in the type of health plan you purchased (or, if you didn’t purchase coverage, noting that fact). 
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	Learners complete on own, review answers as a group. Ensure during the review to have each answer displayed in the KM Tool and ask questions to ensure meaning/expectation is understood. It is not sufficient to simply review the answers independent of the KM Tool and “processing” it with the learners.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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	For additional information on Marketplace Plans, the employees can either visit the Health Insurance Marketplace website at http://www.healthcare.gov/ or call them directly at 1-800-318-2596, 24 hours a day, 7 days a week.  
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[bookmark: _Toc400559529][bookmark: _Toc430874637][bookmark: _Toc430874802][bookmark: _Toc431245268]Penalties and Fines
The government has set up a tiered approach of fining people, that increases with time, for those not enrolling in health coverage:

2014:
Families — $285 or 1% of total household income, whichever is greater.
Individual adults — $95 or 1% of total household income. 
2015:
Families — $975 or 2% of income, whichever is greater. 
Individual adults — $325 or 2% of income.
2016:
Families — $2,085 or 2.5% of income, whichever is greater. 
Individual adults — $695 or 2.5% of income. 

Q: How will the government gather the fine levied against those who don’t sign up? 

The federal government is limited in the action it can take to collect the tax penalty for not purchasing health coverage. It can’t send agents to your door, nor can it put a lien on your house. The most it can do is take the fine out of your tax refund -- or, if you’re not getting a refund this year, put it on your tab for next year’s refund.

[bookmark: _Toc400559530][bookmark: _Toc430874638][bookmark: _Toc430874803][bookmark: _Toc431245269]Answering Questions
Since Xerox HR Solutions is not able to answer specific questions about the Marketplace, many of the questions will need to be referred to the Marketplace web site or the government’s customer service line. Generally speaking, what would you say to employees with any eligibility and coverage questions about the Marketplace?
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	Learners complete on own, review answers as a group. Ensure during the review to have each answer displayed in the KM Tool and ask questions to ensure meaning/expectation is understood. It is not sufficient to simply review the answers independent of the KM Tool and “processing” it with the learners.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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[bookmark: _Toc430874639][bookmark: _Toc430874804][bookmark: _Toc431245270]Health Insurance Marketplace – Client Specific Answers
Use the KM Tool to answer the questions below. When answering each question, write down where you found the answer or the location ID code/article name (if applicable).
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	Before Open Enrollment
What can you tell a current plan employees that wants to know how to compare his/her plan options with CLIENT with those on the Marketplace if they call before or during Annual Enrollment.?

	Knova Ref (ACS Portal):
	14390  






	The Xerox Workplace Solutions Center (WSC) is not affiliated with the Health Insurance Marketplace. Therefore, specific details cannot be provided on premiums and coverage options available through the Marketplace. 
For additional information on Marketplace Plans, the employees can either visit the Health Insurance Marketplace website or speak with a representative. 
The employees will be able to view Xerox Service's plans and costs during Annual Open Enrollment, to assist with his/her decision. Advise employees to review AE Guide. 
The employees can use this information to compare with plans available at the Marketplace and make a decision on which coverage suits his/her needs. No advice can be offered. 
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	Learners complete on own, review answers as a group. Ensure during the review to have each answer displayed in the KM Tool and ask questions to ensure meaning/expectation is understood. It is not sufficient to simply review the answers independent of the KM Tool and “processing” it with the learners.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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	Employees Wants to Enroll in Obamacare
What guidance do you provide to a employees who is Applying / Enrolling in Marketplace Coverage (includes timing or help with form completion):

	Knova Ref (ACS Portal):
	14390  





	

	Details cannot be provided on the programs available, where the caller would apply for coverage, and how to apply. 
The caller can contact the 800 number to speak with a representative who can help address their issues. 
The caller can review the Health Insurance Marketplace website where they can get details about this topic and review Frequently Asked Questions that are posted. 
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	Employees Wants to Enroll in TriCare

What guidance do you provide to a employees who has a Health Savings Account (HSA) through Xerox Services and also has TriCare (military) coverage for another family member. The participant wans to know if they can use their Health Savings Account (HSA) expenses on TriCare bills:

	Knova Ref (ACS Portal):
	





	

	http://origin-qps.onstreammedia.com/origin/bcrightop/Xerox/employee/XS%20Dependent%20Eligbility%20Rules.pdf

Note: You may not elect an HSA if you are covered by another health care plan such as Medicare, TRICARE, a health plan sponsored by your spouse’s employer (unless that plan is also a qualified high deductible health plan), or a general purpose health care flexible spending account. You also are not eligible to contribute if you can be claimed as a dependent on another individual’s tax return.
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	Learners complete on own, review answers as a group. Ensure during the review to have each answer displayed in the KM Tool and ask questions to ensure meaning/expectation is understood. It is not sufficient to simply review the answers independent of the KM Tool and “processing” it with the learners.
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	Use a projector, KLG TOOLS > HW and PASS, and KNOVA to review the activity. 
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	After Open Enrollment
What can you tell a current plan employees that wants to know how to compare his/her plan options with CLIENT with those on the Marketplace if they call After Annual Enrollment.?

	
		Knova Ref (ACS Portal):
	14390





	The Xerox Workplace Solutions Center (WSC) is not affiliated with the Health Insurance Marketplace. Therefore, specific details cannot be provided on premiums and coverage options available through the Marketplace. 
For additional information on Marketplace Plans, the employees can either visit the Health Insurance Marketplace website or speak with a representative. 
Review Annual Enrollment. 
If the employees chooses to enroll in Marketplace coverage, he/she must contact the Xerox Services Benefit Center to waive their current elections under the Employer Plan. If the employees does not waive their elections, the employees will be defaulted into coverage in the upcoming Plan year. 
The employees can use this information to compare with plans available at the Marketplace and make a decision on which coverage suits his/her needs. No advice can be offered. 
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[bookmark: _Toc398189043][bookmark: _Toc400559531][bookmark: _Toc430874640][bookmark: _Toc430874805][bookmark: _Toc431245271]Final Assessment

Using the URL provided by your instructor, complete the online assessment. You must pass the assessment with 90% or higher.  The assessment is “open book.”


	[image: Tip]
	Do not guess on the assessment. Use your tools.
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	Procedure: Complete the Course Feedback Survey
Your feedback is important and helps us improve the training environment and materials!
This survey should take you about 5 minutes to complete.

	
	66. Open an Internet Explorer window.

	
	Navigate to the desktop icon or the IE favorite called HRO&S CBT and Assessments.
If you do not have an icon or an IE favorite, type in this address: https://www.xeroxcallsim.com/CBT

Training login information: 
     Americas ID (WIN/CID) = cbt 
     Password = teachme

	
	Click on the shortcut: Client-specific Assessments > HROS Assessments and Surveys. 

	
	Click Launch page. 

	
	Click on 3. Course Feedback Surveys in the Contents menu.

	
	Click on the link to open the survey you need to complete.  If you do not know which survey to complete, ask your facilitator.

	
	When finished, close Internet Explorer using File > Exit.
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