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Welcome
Thank you for joining the Humana family,
where talented Agents play an integral role in
our mission to help members achieve their best
health. We recognize and appreciate your hard
work and dedication to offer Humana’s
Medicare products.
As a valuable partner, we want to provide you
with the support and information you need to help you be successful.
This guide will serve as a valuable reference tool to help you work
effectively with Humana and help empower you to offer our products
and services in a compliant manner.
We encourage you to explore this guide thoroughly to get a better
understanding of Humana’s product offerings, Agent tools and resources,
and member experiences. Here, you will find training and compliance
resources you need to help you be successful. You can also find a wealth
of information at Ignite.Humana.com. IGNITE is Humana’s comprehensive
approach to insurance sales, designed to propel your selling potential and
boost your career to new heights. Humana empowers Agents with three
integral pieces—focus, products and support—that work together to keep
you ahead of the pack.
We believe this Agent Resource Guide will help you grow and retain
your Medicare business and enable you to better serve our members, to
meet them where they are.
Please let us know if there’s any other assistance you need. We look
forward to working with you to become our members’ healthcare
partners for life.
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Why Humana?
Our goal is to make Humana the carrier of choice by being responsive to your
needs, offering value to your clients and being easy to do business with!

Proven industry leader
• Fortune 100 company
• More than 30 years of experience
• National footprint
• Established leader in
Medicare Advantage
• MAPD 3.2 million members
• PDP 5 million members

Continuous Agent resources
• Dedicated telephonic agent

s upport line
• Easy-to-use enrollment tools
and technology
• Continuing education, training
and sales support
• Established leader in Medicare Advantage
• Support from local market offices
• Customizable marketing materials

Commitment to our community
Humana is deeply committed to improving the health of all the
communities we serve by 20 percent by 2020, and we will do this
by making it easy for people to achieve their best health. Humana’s
Bold Goal centers around communities because we recognize that
healthcare happens in the doctor’s office and hospital, but health
happens in the communities where we live.
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What products do we offer?
We offer a comprehensive suite of products, including:
•• MA/MAPD plans in 40 states with more than three million members
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Humana Medicare Advantage (MA) plans
Humana offers several different types of Medicare Advantage plans,
including health maintenance organization (HMO) plans, preferred
provider organization (PPO) plans, private-fee-for-service (PFFS) plans
and Special Needs Plans (SNPs).

Humana Gold Plus® (HMO) plans
With Humana Gold plus (HMO) plans, members choose their
primary care physician and other doctors from our broad network of
physicians. These plans have affordable, fixed costs, and offer all the
benefits of Original Medicare—plus some added features including
$0 coverage for most annual screenings. Humana Gold Plus (HMO)
plans provide more predictable out-of-pocket costs that make it
easier for members to budget.

HumanaChoice® (PPO) plans
With most HumanaChoice (PPO) plans, members get the freedom to
choose any doctor or hospital that accepts Medicare, but they pay
less for services received from in-network providers. These plans
also offer referral-free visits to any doctor nationwide.

Humana Gold Choice® (PFFS) plans
With Humana Gold Choice (PFFS) plans, members are free to
visit any doctor who accepts Humana’s terms and conditions
of payment. Many Humana Gold Choice plans combine all the
benefits of Original Medicare with prescription drug coverage
and more. In addition to the flexibility to choose almost any
doctor, PFFS plans offer members an affordable monthly plan
premium that includes $0 coverage for most annual screenings.
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What products do we offer? (cont.)
Humana Special Needs Plans (SNPs)
Humana SNPs are for members who need focused and specialized
healthcare for a specific reason. Humana offers two types of SNPs:

• Chronic (C-SNP): Which covers one or more of these categories
 f conditions: diabetes mellitus, chronic lung disorders,
o
cardiovascular disorders, congestive heart failure and
end-stage renal disease (ESRD) requiring dialysis.

• Dual-Eligible (D-SNP): Which covers individuals who are
eligible for both Medicaid and Medicare.

Humana prescription drug plans (PDPs)
It is important that people choose their PDP carefully to be sure that
it covers their regularly prescribed medicines.
Humana has more than five million PDP members. Humana has
teamed with the No. 1 retailer in the world to offer a co-branded
plan—Humana’s Walmart PDP. The Humana Walmart PDP is one of
the lowest-premium plans in the country. This plan does not have a
deductible for most covered generics and offers copays as low as $1
and mail-order benefits as low as $0.
Two of the three Humana stand-alone PDPs offered have preferred
cost sharing. Preferred cost sharing is available at more than 4,000
Walmart, Sam’s Club and Walmart Neighborhood Market pharmacies.
While members may choose other pharmacies in the network, they
will have the opportunity to potentially save money either using
Walmart or taking advantage of Humana Pharmacy.
Some members who qualify and are eligible for 100 percent low
income subsidy (LIS) may receive “Extra Help” and may not have
a premium with the Humana Preferred Rx plan.
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Coverage features
Humana offers Medicare Supplement plans in all 50 states including
D.C. and Puerto Rico. The portfolio of plans offered by Humana
insurance subsidiaries varies by state and product, but, typically,
it consists of Plans A, F, F(HD), G and N. In addition to standard
plans, Humana Healthy Living Medicare Supplement plans may be
available in your market. These plans include dental and vision
preventive coverage as innovative benefits. Medicare Supplement
plans help pay some of the costs Medicare Parts A and B don’t.
Plan features include:
•• No networks, no referrals—Policyholders have freedom to
	choose any doctor, hospital or provider that accepts
Medicare patients.
•• Portable coverage that can be used anywhere in the United
States and, with certain plans, out of the country.
•• Guaranteed renewal—plans cannot be cancelled as long
	as premiums are paid and information provided on the
application is truthful.
As a Humana Medicare Supplement policyholder, your clients
will have access to:
•• SilverSneakers®—gives policyholders access to participating
fitness centers with classes, fitness equipment and more.
•• Discounts for services such as vision, hearing, prescriptions,
	home care, Philips Lifeline medical alert systems and
WellDine—a home-delivery meal service.
If promotion of these extra services and discounts is permitted in
a state and Extra Services Flyer is available in the Sales Kit. Extra
services and discounts are provided at no additional cost but are
not contractually offered nor guaranteed.
Go to Vantage to view the Outline of Coverage for a state to see
the plans offered and premiums. In addition, a detailed Humana
Medicare Supplement Agent Field Guide is available.
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Looking for an educational resource that can help you ignite your sales?
Look no further! The new IGNITE Agent website does just that. Created for
our Agents, and those thinking of becoming Humana Agents, the site
provides information on Humana, our suite of products and support given
to Agents through our various resources. Check it out today!

Focus
Our focus on Medicare is second to none—we’ve been sharpening it
since 1987. According to the Department of Health and Human Services,
nearly 50 million Americans have Medicare coverage. Humana
embraces every opportunity to serve the needs of those Medicare
eligible by helping connect them with you.

Products
Whatever your clients’ health and wellness needs are, with Humana,
you can help them craft a solution. Humana’s comprehensive suite
of products and programs allows you to customize each solution,
wow your clients and keep your book of business full.

Support
We want our Agents to soar. That’s why we offer powerful tools and
unmatched support from people as driven as you. Humana puts robust
and cutting-edge technologies at the fingertips of our Agents to
empower them to work faster, smarter and more efficiently.
Humana Vantage
Humana Vantage is a portal at Humana.com that offers single-point,
streamlined access to a digital dashboard with customer management
sales tools and critical information to help you complete business
tasks. There are separate views within Humana Vantage for Agents
and agencies, and both provide access to items such as:

• Quote and enroll systems
• Contracting processes
• Doctor and pharmacy look-up tool • Marketing and sales materials
• Rx calculator
• Education and training
• Commission information
To access Humana Vantage, go to Humana.com and click Sign In.
Enter your agency’s user ID and password. Click For Your Retail
Business—Vantage and you will see the Humana Vantage home page.
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What are the contracting, licensing
and appointment guidelines?
Agents must be properly licensed, contracted, certified and appointed
in the states in which they intend to market and sell. We recommend
Agents confirm with the relevant Departments of Insurance that they
have the appropriate licensing and lines of authority for the products
they intend to market and sell.
Please note that if you intend to market and sell MA/PDP to residents
of the state of North Carolina, the North Carolina DOI requires Agents
to have a Health license as well as the North Carolina Medicare
Supplement/Long-Term Care license to market MA/PDP products.

Contracting with Humana
Humana’s External Distribution Channel has three types of sales partners:
• Direct Independent Agent (DIA): Individual Agent(s) and/or Agencies
• Delegated Partner: Managing General Agency (MGA) or General Agency (GA)
• Strategic Alliance Partner: Affinities, e-Vendors/Call Centers
Your partnership type or the partnership type with whom you are affiliated
determines which type of contracting process you will have to complete
to sell Humana’s products.
Contact your recruiting organization, a Humana sales leader in the local
market or Agent Support for more information on the types of External
Distribution Partners. Agent Support is available Monday–Friday,
8 a.m.–9 p.m., Eastern time at 1-800-309-3163 (TTY: 711), or you
can email agentsupport@humana.com.

Contract types and requirements
Humana currently has two types of contracting to sell our Medicare
Advantage and Part D plans:
• Standard producer contracting—For the individual writing Agent
and/or agency
• Upline contracting—For the External Distribution Partners who
have downline agents and/or agencies
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What are the contracting, licensing
and appointment guidelines? (cont.)
With the exception of the Affinity Partners, all other External Distribution
Partners follow the standard producer contracting process. However, for
those Partners who have downline agents there are additional contracting
steps required. If you are interested in completing an upline contract,
please reach out to your recruiting organization or Agent Support for
more information.

Standard producer contracting process
All Agent(s) and agencies must complete a Humana Producer Contract.
This can be obtained by contacting your recruiting organization,
a Humana sales leader or Agent Support.

Agent terminations
We’re required by CMS to report the termination of any Agent along with
the reasons for termination to the State Department of Insurance (DOI)
where the Agent is appointed. The same applies for all contracted external
distribution partners. When a Humana Agent is terminated, the Agent
cannot market our products.
If you wish to voluntarily terminate your contract, you can send an email
to agencymgt@humana.com with a subject line of “LIC Voluntary Terms.”
Your request will be processed in 3–5 working days.
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How do I get certified or trained
with Humana?
Medicare certification and recertification processes

New Agent certification
New Agents must meet all Humana contracting requirements and
successfully complete the Humana Medicare certification process before
selling or marketing any Humana Medicare products (MA, MAPD and PDP).

Recertification
All certified Agents must recertify annually. To receive renewal commission
in January for business sold in prior years, Agents must complete the
annual recertification process between mid-July and November 30. Agents
must also have a current license and remain appointed with Humana.

Certification requirements
Agents must complete Humana’s initial Medicare certification prior
to selling Medicare plans. Agents must pass all sections of the training
and testing to become Humana Medicare certified. Agents have three
attempts to pass each test. The tracking system requires you to finish
each part of the certification before moving to the next section.

Initial Medicare certification consists of the sections below:
•• AHIP Medicare training and tests: This course will provide guidance
	on CMS regulations. The AHIP course contains five modules and two
tests. The exams require a passing score of 90 percent or better
within three attempts. Once the Medicare section is completed,
the Fraud, Waste and Abuse (FWA) section will be made available.
•• Cost: The AHIP final exam costs $125 through the Humana
	certification portal. Agents are responsible for paying this fee.
NOTE: Agents who are recertifying and have completed the previous
year’s AHIP training requirements can advance to a recertification
track of modules 4–5 only. The final exam covers all five modules.
•• Transfer of a previous AHIP score: Agents who completed the
	AHIP course prior to contracting with Humana will not have to
take the course again to satisfy the requirement in Humana’s
certification course.
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How do I get certified or trained
with Humana? (cont.)
Medicare certification and recertification processes
The Agent can transfer that score to Humana by accessing the AHIP site in
the Humana certification course and clicking the transmit link on the AHIP
transcript page. The score will transfer as long as the AHIP course was
successfully completed and there is a score of 90 percent or better within
three test attempts. Once updated on the course outline of Humana’s
certification course, the Agent must complete the remaining Humana
specific portion of the course outline to finish the Humana Individual
Medicare annual certification process.
• Compliance training and test: Agents are required to complete Humana’s
Code of Ethics training as part of certification. This provides the Agent with
Humana’s policies and procedures and how Agent behavior is governed.
• Market-specific training: As part of the Medicare certification process, all
Agents will be provided an opportunity to learn about the products
in the market(s) they sell. Agents will also be provided the contact
information for their local market(s). Note: product and market
information is subject to release dates and will be made available
to Agents via alternative methods (e.g., email) as well.
• Humana process, tools and test: Agents are required to complete the
certification modules that provide information on Humana’s sales
processes and tool information. Agents must pass the final Humana
Certification exam within 45 minutes with a minimum score of 85 percent.
Agents will receive three test attempts. After successfully completing
Humana’s certification training requirements, Agents are certified for
all Medicare products for the current plan year. Agents retain their
Medicare product certifications annually by completing Humana’s
Recertification training.
Recertification requirements
All Humana Medicare certified Agents must recertify with Humana each
year to continue selling Medicare plans. Externally contracted Agents
must successfully complete their recertification prior to selling plans for
the upcoming plan year, and no later than November 30 to sell for the
upcoming Annual Enrollment Period (AEP).
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How do I get certified or trained
with Humana? (cont.)
Medicare certification and recertification processes
If an externally contracted Agent only plans on selling for the current
plan year and not the upcoming plan year, recertification must be
completed by November 30 to continue receiving commission. Agents
unable to recertify because of an exceptional circumstance should
notify Humana as soon as possible.
To successfully recertify with Humana, agents must:
• Complete the AHIP by passing the final exam with a minimum score of
90 percent. Agents will have three attempts. If a passing score is not
achieved in three test attempts, the Agent will not be certified to sell
for Humana.
• Complete the Fraud, Waste Abuse course with a minimum score of
70 percent with unlimited attempts.
• Transmit their AHIP test score to Humana by clicking the button that
states “Transmit Score to Humana.”
• Complete all subsequent sections of the recertification course
(“Completed” will be listed to the left of each module).
• Pass the final Humana recertification exam within 45 minutes with a
minimum score of 85 percent. Agents will receive three attempts. Agents
who do not successfully complete the Humana Recertification course
must sit out the upcoming plan year selling season but may complete
initial certification when it launches for the next plan year.
For assistance with the certification process, contact Agent
Support Unit (ASU).
ASU toll-free number: 1-800-309-3163
ASU fax: 502-508-0062
Agent Support email: AgentSupport@humana.com
Training resources
Additional training resources can be found in Vantage on Humana
MarketPoint University, where Agents have access to Agent online
certification, recertification, training modules, policies, procedures
and other compliance documentation.
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How do I get certified or trained
with Humana? (cont.)
Medicare certification and recertification processes

How to access certification courses
Agents must sign in to Vantage to access online certification courses.
First-time users must register.

Table of Contents >

Step 1: Go to Humana.com and click Sign In.

Welcome >
What products do we offer? >

Step 2: If you haven’t already registered for an account, click
Register now. See instructions below on how to register for
the first time.

Are there online resources
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Step 3: Once registered, you may sign in using your credentials
at Humana.com.
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Step 4: Click Vantage.
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Step 5: Scroll down to the Education card and select Humana
MarketPoint University (HMU).
Step 6: Agents will see an alert stating they have required training
which Agents may click the alert to enroll in their certification course
(MAPD or PDP only). The course can also be found by clicking the
Certifications and Courses pane on the HMU home page.

How to register for Vantage the first time
Click the Register Now link.
Select your registration type, and click the Get Started button.
Complete all required fields.
Each agent must create a user ID:
• Using letters and numbers only; no spaces or special
characters (e.g. $, @, #)
• 6–15 characters long
And a password:
• Using letters and numbers with no spaces or punctuation
(however, special characters are permitted)
• Containing at least one number and one letter
• 8–15 characters long
It’s important that the Agent write down and remember his or her
user ID and password.
You will see a confirmation page that your registration has been
completed. Once your registration is complete and you are signed
in to Vantage, click the Education link.
This material is confidential and for contracted, licensed, and appointed agent use only. This material, including
any subpart(s), is not to be used as marketing and is not to be provided to a prospect, applicant, member, group,
other insurer, or the general public. ©2019 Humana
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What are the compensation policies?
This section provides an overview of the Medicare compensation process.
For more detailed information regarding compensation, please refer to
the Individual Products Producer Partnership Plan (PPP) by visiting
www.Humana.com/SellHumana.
This section is intended to serve as a general summary of the compensation
process and is not binding on Humana. If there are any inconsistencies
between this information and the Contract or the Individual Products PPP,
the Contract and the Individual Products PPP controls.

Overview—How we pay
Our commission schedule and payment processes are aligned in
accordance with CMS guidelines. The commission schedule is outlined
in the Individual Products PPP.

Commission
Agents who are properly contracted, licensed and appointed to sell
Medicare products are paid a commission for each beneficiary enrolled
in a Humana Medicare plan. Commissions are processed on a weekly basis
in accordance with the terms and conditions set forth in the Individual
Products PPP. All terms and conditions must be met for payments to be
released. Agents can be paid directly or can assign their commissions to
a designated payee.

Electronic payments
Humana issues commission payments weekly through an EFT process.
For detailed instructions to set up direct deposit, go to the Business Card
in Vantage.
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How do I stay compliant?
Humana’s commitment to compliance
Humana’s dream is to help people achieve lifelong well-being. In pursuit
of this ideal, Humana is committed to maintaining high ethical standards
in the conduct of its business. The key to upholding these standards lies in
everyday actions by our employees and the Agents who sell our products.
Your strong commitment to compliance is the foundation of your
relationship with Humana.
Agents who sell Humana Medicare Advantage and/or prescription drug
plans are required to comply with the Centers for Medicare & Medicaid
Services (CMS) Medicare Communication and Marketing Guidelines (MCMG)
in addition to any and all applicable state laws and Humana’s policies
and procedures.
The purpose of this section is to aid Agents in understanding their
compliance responsibilities. It is intended as an outline and a resource
tool. Agents are responsible for ensuring their actions comply with all
federal and state regulations.

Addressing fraud, waste and abuse
As part of our efforts to improve the healthcare system, Humana has made
a commitment to detecting, correcting and preventing fraud, waste and
abuse (FWA). Agents must complete the CMS FWA and General Compliance
Training prior to selling Humana MA or PDPs. Agents will learn about this
training through Humana’s Medicare certification.
In the event that an Agent has any compliance and/or ethics-related
concerns or is aware of any fraud, waste and abuse, please contact
one of the following:
• Humana Ethics Office: Ethics@humana.com
• Humana’s Ethics Hotline at 1-877-5-THE-KEY
• Humana’s Ethics Helpline Website: ethicshelpline.com
• Anonymous reporting is an option
In addition, Agents can refer to Humana’s Ethics Every Day, which outlines
Humana’s code of conduct and Humana’s Compliance Policy for Contracted
Healthcare Providers and Business Partners for additional information on
Humana’s overall compliance efforts.

This material is confidential and for contracted, licensed, and appointed agent use only. This material, including
any subpart(s), is not to be used as marketing and is not to be provided to a prospect, applicant, member, group,
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How do I stay compliant? (cont.)
Compliance resources
•• Centers for Medicare and Medicaid Services (CMS) Medicare
	Communication and Marketing Guidelines (MCMG):
https://www.cms.gov/Medicare/Health-Plans/ManagedCare
Marketing/FinalPartCMarketingGuidelines.html
•• Humana’s Vantage, located at Humana.com, provides access to
	Policies and Procedures (P&Ps). After signing in, click Vantage.
Under the Education tab, select Humana MarketPoint University.
Click Browse Topics and choose Compliance Information for a list
of all compliance related P&Ps.
•• Humana MarketPoint Sales and Marketing Code of Ethics (attested
to during certification training and accessible thereafter in Vantage).
•• Humana’s Compliance Policy for Contracted Health Care Providers 		
	and Business Partners and Ethics Every Day for Contracted
Healthcare Providers and Business Partners.
In addition to providing detail regarding Humana’s compliance plan
and overall expectations regarding compliance, these documents also
outline Humana’s commitment to detecting, correcting and preventing
fraud, waste and abuse. Humana.com/about/legal/
disclaimer-and-licensure/fraud-waste-and-abuse
•• Agents must also be familiar with the applicable state laws in which
	they are soliciting and should refer to that state’s Department of
Insurance for information.
•• Agents should review our Dos and Don’ts Summary for Medicare
	Marketing Guidelines. It outlines specific rules and regulations you
need to know when marketing Medicare products. This can be
accessed through Humana MarketPoint University found in Vantage.
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How do I conduct a Humana event?
Sales/marketing events
A sales/marketing event is an event whose purpose is either to attract
new members or retain current members in a Medicare Advantage
plan, Prescription Drug Plan or limited set of plans. All marketing
events must be reported to Humana and are classified as either
Formal or Informal.
Formal events are typically structured in an audience/presenter style
with a sales person or plan representative formally providing specific
plan information via a presentation on the products being offered.
In this setting, the presenting sales Agent usually presents to an
audience that was invited to attend. A sales seminar is one example
of a formal marketing event.
Informal events are conducted with a less structured presentation or
in a less formal environment. They typically use a table or kiosk that
is manned by an Agent who can discuss the details of a plan’s products.
Examples include working at a retail store or setting up a table in
a provider’s office.

Prohibited activities at sales/marketing events
•• Agents may not conduct health screenings or participate in events
	where there are health screenings or other similar activities that
could give the impression of “cherry picking.”
•• Agents cannot require beneficiaries to provide any contact
	information as a prerequisite for attending the event. This includes
requiring an email address or any other contact information as a
condition to RSVP for an event online or through mail. Agents must
ensure that any sign-in sheet used at any event clearly indicates
that completion of any contact information is optional.
•• Agents may not use personal contact information obtained to
	notify individuals of raffle or drawing winnings for any other
purpose. This includes contacting people even when they have
requested information on the form.
•• Agents may not provide or subsidize meals, even if the meal is 		
	not sponsored by Humana and is a normal activity in that
location (soup kitchen, senior center, etc.). Agents are to avoid
marketing and sales events at locations like these during any
time when a meal would be provided.
This material is confidential and for contracted, licensed, and appointed agent use only. This material, including
any subpart(s), is not to be used as marketing and is not to be provided to a prospect, applicant, member, group,
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How do I conduct a Humana event? (cont.)
•• Agents may not create their own sales materials or display
signage that is not approved by Humana.
•• Agents may not conduct a marketing/sales event immediately
	following an educational event in the same general location
(e.g., same hotel).

Acceptable activities at sales/marketing events
•• Agents may hand out Humana-approved educational and
marketing materials including benefits and premium information.
•• Agents may collect Consent for Future Contact forms and
Scope of Appointment forms.
•• Agents may give out enrollment kits.
•• Agents may provide refreshments and light snacks. Agents are
	required to adhere to strict rules on the appropriateness of food
products provided and are required to verify that items provided
could not be reasonably considered a meal and/or that multiple
items are not being “bundled” and provided as if a meal.
The following (individually) could generally be considered
acceptable light snacks:
••
••
••
••
••
••

Fruit and raw vegetables
Chips and dip
Pastries or muffins
Cookies or other small dessert items
Crackers and cheese
Yogurt and nuts

Educational events
CMS defines all events where Medicare is being discussed as an
educational or sales/marketing event. If an event does not meet the
strict definition of an educational event, as outlined below, then by
default it is a sales/marketing event and all marketing rules apply.
Educational events are designed to inform Medicare beneficiaries about
Medicare Advantage, PDPs or other Medicare programs and do not
include any type of marketing.

This material is confidential and for contracted, licensed, and appointed agent use only. This material, including
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How do I conduct a Humana event? (cont.)
•• Educational events MUST be explicitly advertised as educational.
Failure to promote the event as an educational event automatically
makes it a sales/marketing event per CMS. It must be clearly stated
on any material used to advertise the event that it is educational.
•• Agents can host an educational event or they may attend an
event in an educational capacity that is hosted by someone else.
•• Educational events must be held in a public venue and cannot be
	held at in-home or one-on-one settings. As long as any Medicare
beneficiaries are present at any type of educational event, all
applicable CMS rules are in effect (even if the event is geared
toward providers or other non-Medicare-eligible beneficiaries).

How do I get certified or
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•• Educational events for prospective enrollees may not include any		
	sales activities such as the distribution of marketing materials
or the distribution or collection of plan applications.
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•• Agents may hand out educational brochures (these materials
must be free of any plan-specific information).
•• Promotional items, including those with plan name, logo and
	toll-free customer service number and/or website can be handed
out. (Promotional items must be free of benefits information
and in total must be less than $15 retail value to meet CMS
nominal gift guidelines.)
•• Agents may respond to questions asked at an educational event.
•• Agents may schedule future sales/marketing appointments using
Scope of Appointment forms, distribute business cards and Request
for Future Contact forms for beneficiaries to initiate contact.
•• Agents may conduct Humana branded Medicare educational
	events; however, they must use the approved Humana
presentation.
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•• Meals may be provided at educational events (The event must
	meet CMS’ strict definition of an educational event and Agents
must comply with the nominal gift requirement).
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•• Agents may not distribute or make available any marketing
	materials that include plan-specific information (including
plan-specific premiums, copayments or contact information).
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•• Agents may not discuss plan-specific premiums and/or benefits.
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•• Agents may not distribute or display enrollment forms or
	sign-up sheets.
•• Agents may not advertise an educational event and then have
	a marketing/sales event immediately following in the same
general location (e.g., same hotel).

Approval process
Formal marketing events (sales seminars)
If an external Agent wishes to conduct a formal marketing event
where Humana will be presented, the Agent should consult with
local sales leadership or their Broker Relationship Manager. Agents
must complete an online training module and attend a face-to-face
meeting with local sales leadership prior to conducting formal sales
events. The sales director/manager will ensure that the Agent is
aware of CMS compliance guidelines and understands how to deliver
a Humana compliant presentation. All formal marketing events
must be reported to the local market for tracking purposes.
Informal marketing events and educational events
If an external Agent wishes to conduct or participate in an
informal sales/marketing or an educational event where Humana
materials are made available or plans will be discussed, the Agent
must obtain approval from local sales leadership. Sales leadership is
responsible for ensuring that the agent is trained on CMS compliance
guidelines for the type of event being conducted (educational or
sales/marketing). Agents must report all sales/marketing and
educational events to the Sales and Marketing Support Executive
(SMSE) for tracking purposes. Sales leadership may choose to attend
an external Agent’s event to ensure compliance with CMS and
Humana guidelines.

Event reporting guidelines
All events where Humana will be presented must be reported to the
SMSE to comply with Humana policy requirements. Agents should
work closely with the local market office to ensure all formal event
details are reported a minimum of 21 days prior to the event date to
ensure accurate reporting. Any cancellations or modifications to
formal events should be reported at least seven days in advance.
This material is confidential and for contracted, licensed, and appointed agent use only. This material, including
any subpart(s), is not to be used as marketing and is not to be provided to a prospect, applicant, member, group,
other insurer, or the general public. ©2019 Humana
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What is the scope of appointment (SOA)?
The Scope of Appointment (SOA) form is used to document a Medicare
Advantage (MA) or PDP appointment with a potential, new or existing
beneficiary to ensure that only the types of products the beneficiary
has requested are discussed. A SOA is required by CMS for all
personal/individual sales appointments (in person and telephonic)
where Agents intend to present MA/MAPD or PDP products. Only the
products listed on the SOA may be discussed at the appointment.
This form is in place to protect the beneficiary from being solicited
for a product that he/she did not originally express interest in.
An Agent working at a formal or informal sales event does not need to
obtain a SOA to conduct MA/PDP sales presentations at the event. In this
case, the event advertisement serves as the SOA. However, if a follow-up
appointment is scheduled for a later date/time to meet with a beneficiary,
the Agent would need to secure a SOA form prior to the appointment.
A SOA is only valid for the duration of the appointment. The SOA remains
valid until it is used or until the end of the applicable enrollment period.
A new SOA is required for any subsequent appointments, even if the same
products are to be discussed, unless the subsequent appointment is only
to accept an enrollment form for a plan already presented. When setting
a second appointment, all products that will be discussed with the
beneficiary must be identified and documented in the new SOA.

What is considered
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Any health product to be discussed during an MA/PDP appointment must
also be documented on the SOA form. Additional health products can
include, but are not limited to: dental, vision or Medicare Supplement.
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A Humana SOA can be executed in one of three ways:
1 Paper Barcoded forms must not be photocopied, scanned or
reproduced in any way. Completed Humana SOA forms should be
mailed to the address on the back of the SOA form for scanning
and processing.

2 MAPA signed with a digital signature pad. MAPA SOAs are uploaded
by the agent. Each MAPA SOA receives an SOA ID number.

3 IVR on a recorded line. The IVR captures all required information

through touch-tone and voice recordings. Each IVR SOA receives an
IVR recording ID. Agents can three-way call into the IVR with the
member and follow the prompts. The IVR phone numbers are:
• External
1-866-945-4471
• Affinity
1-866-945-4470

4 Humana Telesales Agents may obtain the SOA through the lead-setting
process. The SOA will be indicated on lead with an IVR Recording ID.
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What is considered unsolicited contact?
The following are considered unsolicited contact as defined by Humana
and CMS. Prohibited activities include, but are not limited to:
•• Door-to-door solicitation, including leaving information such as
a leaflet or flyer at a residence.
•• Outbound marketing calls to non-members, unless the beneficiary 		
	has given express written permission. Permission is generally limited
in scope, and Agents will be required to maintain proof of permission
to call, as outlined below. Agents must also follow Telephone
Consumer Protection Act (TCPA) guidelines.
•• Calls to non-members to confirm receipt of mailed information.
•• Calls to former MA/PDP members who have dis-enrolled, or are in
	the process of voluntarily dis-enrolling, to market other plans or
products. Members who are voluntarily dis-enrolling from a plan
should not be contacted for sales purposes or be asked to consent
in any form for further sales contacts.
•• Use of leads intended to market non-MA/PDP products to create
interest in an MA/PDP sales appointment.
•• Approaching beneficiaries in common areas (i.e., parking lots,
hallways, lobbies, waiting areas, entry ways).
•• Calls or visits to beneficiaries who attended an educational event or 		
	sales seminar, unless the beneficiary gave express permission at the
event for a follow-up call or visit.
•• Use of old lists or consents from non-members to contact them on an
	ongoing basis. CMS defines consent as limited in scope for the duration of
that transaction only and no further, unless the beneficiary requests it.
•• Using short-term, event-specific consent as open-ended permission 		
for future contacts.
•• Obtaining a referral and calling that person.
•• Making unsolicited calls about other business as a means of
generating leads for Medicare plans.
•• Sending text messages or leaving voicemail messages.
Important note: Agents must verify that any telephonic contact to a prospective member
is based on a current permission to call. Documentation of that permission may be
necessary for audit purposes or as part of a complaint investigation. Agents are advised to
keep detailed records of permission granted, the date the permission is granted, and when
the call is made. These must be retrievable upon request by Humana.
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How can I request future contact?
CMS has approved Humana’s Request for Future Contact Forms as a means
of documenting a beneficiary’s permission to contact related to the upcoming
Annual Enrollment Period (AEP) or a Special Enrollment Period (SEP).
Important compliance guidance for using these forms include:
•• The Request for Future Contact forms do not give Agents permission
to discuss or contact a beneficiary about any non-MA products such
as life insurance, final expense, junior estate builder, etc.
•• Any attempt to use the Request for Future Contact Forms to market
	non-MA/PDP related products is considered cross-selling, which is
strictly prohibited.
•• Permission granted through the use of the AEP Request for Future
	Contact Form extends from October 1 to December 7 of the current
year for the AEP.
•• Permission given to be called or otherwise contacted must be
	event-specific and may not be treated as open-ended permission
for future contact.
•• Once initial contact is made, an Agent may not continue to contact
the beneficiary unless additional permission has been given.
•• If the beneficiary enrolls in an MA/PDP plan, he or she is now a member
	and, per CMS guidance, Agents may contact their current clients.
•• If the person has decided NOT to enroll in an MA/PDP plan, the Agent’s
	permission to contact the beneficiary expires after the initial contact
has been made. A second contact is made only with additional
written permission.
Agents should follow this process when meeting with beneficiaries
who have requested future contact:
•• Agents should explain the Request for Future Contact Form to
beneficiaries and have them complete the form when appropriate.
•• The original form is for the Agent to retain as proof that permission 		
	was granted.
•• Agents must be able to verify that permission for telephonic contact
	of a prospective member is based on a current permission to call.
Agents are advised to keep detailed records, including a copy of the
Request for Future Contact Form, the date permission was granted,
as well as when the call was made.
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How can I request future contact? (cont.)
Important note: CMS requires all documentation related to permission to contact to
be maintained for a minimum of 10 years. Record retention is critical as documents
are often requested by CMS when conducting a complaint investigation.

Table of Contents >
Welcome >
Why Humana? >
What products do we offer? >
Are there online resources
for agents? >
What are the contracting,
licensing and appointment
guidelines? >

•• The Request for Future Contact Form does not constitute or replace
the need for a Scope of Appointment (SOA) because it does not
document the specific products to be discussed.
•• It is appropriate to collect the SOA at the same time the Request for
	Future Contact Form is completed. The Agent is required to verify that
the beneficiary is still interested in the products identified in the SOA
prior to the initial appointment with the beneficiary.
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What are the requirements for
sales presentations?
Humana requires all Agents to go through the CMS-approved sales
presentation at each and every MA/PDP sales appointment and seminar
in its entirety to cover important CMS disclaimers and disclosures.
Agents are also required to present certain pre-enrollment marketing
materials to prospective members during the course of every MA and
PDP sales presentation.

Required materials to be given at every sales presentation
Enrollment book, which includes:
•• Summary of Benefits with multi-language insert
•• Star ratings
•• Enrollment receipt (if enrolled electronically)
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How do I conduct activities
in healthcare settings?
Agents may only conduct sales activities in healthcare settings in
common areas outside of where patients interact with a provider and
his/her clinical team and receive treatment or pharmacy counter areas
(where patients interact with pharmacy providers and obtain medications).
Sales activities include, but are not limited to, giving sales presentations,
distributing marketing materials, distributing and collecting enrollment
forms in common areas of a healthcare setting and setting up a table
to conduct marketing events.
Common areas where marketing activities are allowed include
areas such as:
•• Hospital or nursing home cafeterias
•• Community or Recreational rooms
•• Waiting rooms
•• Conference rooms

What is the scope of
appointment (SOA)? >

Agents may allow providers to display marketing materials in the waiting
area as long as the provider agrees to do the same for all Plan Sponsors
with which they are contracted. Plans may also allow provider to make
available, distribute and display communication materials, including in
areas where care is being delivered.
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•• Provide the names of plan/Part D sponsors with which they contract
	and/or participate
•• Provide information and assistance in applying for the LIS
•• Refer patients to plan marketing materials in common areas
•• Refer their patients to other sources of information, such as SHIPs,
	plan marketing representatives, their State Medicaid Office, local
Social Security Office, the CMS website at http://www.medicare.gov/
or 1-800-MEDICARE
•• Share information with patients from the CMS website, including the
	“Medicare and You” handbook or “Medicare Options Compare” (from
http://www.medicare.gov) or other documents that were written by
or previously approved by CMS.
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How do I conduct activities
in healthcare settings? (cont.)
Prohibited activities:
Agents may not use providers or provider groups to distribute printed
information that compares the benefits of different health plans.
In addition, Agents may NOT allow providers to:
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•• Accept/collect SOA forms

Why Humana? >

•• Accept Medicare enrollment applications
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•• Make phone calls or direct, urge or attempt to persuade their
	patients to enroll in a specific plan
•• Mail marketing materials on behalf of the Agent/broker or specific
	plan sponsor
•• Offer inducements to persuade their patients to enroll in a particular
plan or organization
•• Conduct health screenings as a marketing activity
•• Accept compensation from the plan for enrollment activities
•• Distribute marketing materials/applications in areas where care is
being delivered
Agents/brokers are prohibited from conducting sales presentations
and distributing and/or accepting enrollment applications in treatment
areas where patients interact with a provider and his/her clinical team
and receive treatment. Restricted areas generally include, but are no
limited to:
•• Exam rooms
•• Hospital patient rooms
•• Doctor’s office
•• Dialysis centers
•• Pharmacy counter areas (where patients wait for services or interact
with pharmacy providers and obtain medications)
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How do I conduct activities
in healthcare settings? (cont.)
If a pharmacy counter is located within a retail store, common areas
would include the space outside of where patients wait for services or
interact with pharmacy providers and obtain medications. Only upon
request by the beneficiary are Agents permitted to schedule appointments
with beneficiaries residing in long-term care facilities. If a resident did
not request an appointment, any visit by an Agent or broker is considered
unsolicited door-to-door marketing. The prohibition against conducting
sales activities also applies to after business hours in healthcare settings.

Reporting requirements for events held in a provider setting
Any staffed hours by Agents in a provider’s location must be submitted
to your local Humana marketing contact as these are considered
sales/marketing events and must be tracked per Humana policy.
When an Agent is working at a sales/marketing event, a SOA form is
NOT needed to conduct MA/PDP sales presentations at that event.
However, if an Agent schedules a follow-up appointment to meet with
a beneficiary at a later date/time, the Agent would need to secure
a SOA form prior to the appointment.
If the Agent is there to continue strengthening his/her relationship with
the provider/provider staff and/or replenish marketing materials, these
visits do NOT have to be reported as a sales/marketing event. If, in those
customer service visits, the agent is approached by a beneficiary interested
in learning about the plan, the agent must secure an SOA and schedule
an appointment.
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What are some general
marketing guidelines?
These activities are allowed according to Humana
and CMS guidance:
•• Sending Humana approved letters via mail to a beneficiary whose
contact information they received as a referral.
•• Leaving contact information, such as business cards, with beneficiaries
for them to give to friends they may want to refer to the external Agent.

Are there online resources
for agents? >

•• Contacting current members whom the Agent enrolled in a Humana
	plan to market other Humana plan options or discuss plan issues,
assuming appropriate permission exists.

What are the contracting,
licensing and appointment
guidelines? >

•• Calling to confirm an appointment that was already agreed upon by
	the beneficiary.
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•• Calling beneficiaries who have expressly given permission for an Agent
to contact them about a Humana plan.
•• Call current members to invite them to an educational or
	sales/marketing event.
•• Return phone calls or messages, as these are not unsolicited.

Website use
Agents may not use the term “Humana”, the name of a Humana subsidiary
or the name of a Humana product or service in their domain names. In
addition, Agents may not use any Humana Company Content or advertising
including logo, company name, Internet content or programs on their own
websites, without Humana’s written approval. Agents may create an electronic
link on their own website to Humana’s website. Agents must provide Humana
with the web address to the Agent’s website and obtain Humana’s approval
before an Agent attempts to create an electronic link.
Agents may contact the Humana Brand Help Desk:
(https://hbrand.zendesk.com/home) for any approval requests.

Social media
In addition to all other advertising, Agents are prohibited from selling,
advertising, commenting or posting plan benefit information, premiums
or any other detailed information regarding Humana products or services
on social media. This includes, but is not limited to, marketing content as
defined by CMS in agent’s responses to posts or questions on social media.
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What are some general
marketing guidelines? (cont.)
Internet search engine optimization
Humana does not support any form of spamming to trick search engines.
Agents may not bid on any Humana branded terms for search engine
marketing purposes. In addition, Agents may not employ any deceptive
or illegitimate search engine optimization techniques or similar practices
directed against Humana.

Cross-selling
Marketing non-healthcare-related products (such as annuities, life
insurance, etc.) to prospective enrollees during any MA/PDP sales activity
or presentation is considered cross-selling and is prohibited. Agents may
sell non-healthcare-related related products on inbound calls when
a beneficiary requests information on non-healthcare-related products.

Nominal gifts
Humana Agents may offer gifts to prospects/enrollees as long as
the gifts/items:
•• Are of nominal value (worth no more than $15) based on the fair
	market value of the item, with a maximum aggregate of $75 per
person, per year; regardless of the actual cost incurred.
•• Are not cash or gifts that can be readily converted to cash. This includes
	charitable contributions made on behalf of potential enrollees and
gift certificates and gift cards that can be readily converted to cash,
regardless of dollar amount.
Note: It is Humana policy that no gift cards may be used by Agents as a nominal gift
for Medicare beneficiaries unless prior compliance approval is received. Agents should
work with local sales leadership to obtain compliance approval.

•• Are provided whether or not the individual enrolls in a Humana plan
	and without discrimination.
•• Are not items that are considered a drug/health benefit including
optional mandatory supplemental benefits (e.g., a free checkup).
•• Are not tied, directly or indirectly, to the provision of any other
covered item or service.
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What are some general
marketing guidelines? (cont.)
•• Are not used or included with the Summary of Benefits, Annual
	Notification of Change or Evidence of Coverage.
•• Are not related to the lowering or waiving copays.
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•• Must not inappropriately influence the beneficiary’s selection of
	a provider, practitioner or supplier of any item or service.
Agents are not required to track promotional gifts/items on a per-person
basis; however, it is important that agents do not participate in events that
will cause a Medicare beneficiary to receive gifts that aggregately have a
fair market value of more than $75 per year. In addition, all marketing
materials promoting drawings, prizes or any promise of a free gift must
include a written statement that there is no obligation to enroll in the plan.

Inducements
Agents who sell Humana plans are prohibited from providing any personal
or business funds to assist a beneficiary with payment of monthly premiums,
copays, co-insurance, out-of-pocket expenses of any kind or any other
expenses associated with a beneficiary. Providing these funds is a direct
conflict of interest and a form of rebating.
Important note: Any Humana prospect or member having payment issues should be
directed to the proper channels to obtain assistance (financial aid agencies or other
state assistance programs).

Referrals
The following general guidelines apply to referral programs under which
an Agent solicits leads from members for new enrollees. These include
gifts that would be used to thank members for devoting time to
encourage enrollment.
•• An Agent can ask for referrals from members, including names
	and mailing addresses, but cannot request phone numbers or
email addresses.

What should I know
about enrollment? >

•• Agents may use member-provided referral names and mailing
addresses to solicit potential new members by conventional mail only.

What are the agent monitoring
and oversight policies? >

•• Any solicitation for leads, including letters sent from agents to
members, cannot announce that a gift will be offered for a referral.

How do I contact
Agent Support? >

•• Gifts for referrals from current enrollees must be available to all members
	who provide a referral, must meet nominal value guidelines and cannot
be conditioned on actual enrollment of the person being referred.
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What are some general
marketing guidelines? (cont.)
Comparing plan sponsors
An agent may not compare Humana to another plan by name unless
they have written concurrence from all plan sponsors being compared
or by using CMS Star rating documents.

Superlatives
CMS prohibits the use of absolute statements without the
documented source.
Example: “the best; the most popular; highest rated”
CMS also prohibits the use of qualified superlatives unless they can be
substantiated with supporting data.
Example: “one of the best; among the highest ranked”
Important note: A plan that is the only plan in the area that got a 5 star rating on
customer service but an OVERALL rating of 3 stars cannot say that it is the highest
ranked plan if other plans have a higher overall rating.
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What marketing materials are permitted?
Humana is committed to supporting you in your efforts to generate
business by providing you with the materials you need to be successful.
It is important that Agents use only approved marketing materials and
know how to conduct a compliant sales appointment that meets
Humana and CMS standards. The following is a brief overview of the
requirements and resources available to you.

What products do we offer? >

Pre-approved company content and advertising

Are there online resources
for agents? >

Humana provides Agents with pre-approved materials that can be used
during the Annual Enrollment Period (AEP) and for the remainder of the
year. Agents may not create their own marketing materials. Agents can
view the postcards, flyers, ads, letters, etc. by signing in to Vantage and
viewing the Marketing Resource Center.
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The AEP materials in the catalog are to be used/mailed/distributed no
sooner than October 1 per CMS guidelines. During the remainder of the
year, Agents will only see the materials that are compliant to send during
the lock-in period (Dec. 8–Sept. 30).
Each of the Agent-focused campaigns in this catalog offers a combination
of pre-approved letters, post cards, flyers, ads and digital materials.
Because they are CMS-approved, only the bracketed information may
be altered.

How can I request
future contact? >

Business reply cards

What are the requirements
for sales presentations? >

Agents who use generic Business Reply Cards for the purpose of
contacting prospective members regarding MA/PDP plans must
follow the guidelines below:

How do I conduct activities in
healthcare settings? >
What are some general
marketing guidelines? >

•• The BRC must include a disclaimer informing the beneficiary that
	a sales person may call as a result of their returning the BRC.

What marketing materials
are permitted? >

•• The BRC must include a disclaimer that complies with the Telephone
	Consumer Protection Act.

What should I know
about enrollment? >

•• It must be clear that the person has granted permission to be contacted
	specifically about Medicare Advantage and/or Prescription Drug plan
products. BRCs that are misleading or do not clearly indicate a request
for information on MA/PDP plans are not acceptable and should not be
used for this kind of contact.
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What should I know about enrollment?
Enrollee signature
There are specific guidelines around agents properly accepting a signature
on a paper and/or electronic application. Here is a highlight of that
guidance. Please reference the enrollment section or policy for
additional information.
•• Agents may not sign on behalf of an enrollee under any circumstance.
•• Agents may not collect a wet signature on a paper application and then
transfer the application to an electronic method.
•• If the Agent is using FastApp, the enrollee’s email address must be used
	to complete the electronic signature. Under no circumstance can the
Agent use an Agent-generated email or one created by an agency.
•• An authorized representative (persons under state law which may be
	court-appointed legal guardians or persons having durable power of
attorney for healthcare decisions) may sign on behalf of the enrollee
should they have the authority to act in this capacity.
•• Agents cannot require documentation showing authority; however,
	the Agent must ask if the person has the authority under state law and
inform the person that they may be asked to provide proof to Humana
and/or CMS.

Pre-AEP guidance
Application guidance is different during pre-AEP, and we want to be sure
you are equipped with the information you need to know to comply with
this unique enrollment time period. Pre-AEP begins October 1 and ends
October 14.
•• During pre-AEP, Agents are allowed to meet with beneficiaries,
	review plan changes and options, give a full presentation and make
recommendations on coverage.
•• While Agents can assist a beneficiary in completing a paper application,
	they cannot solicit or take possession of paper applications during this
time frame.
•• Agents should NOT place a date next to their name during pre-AEP.
•• Agents should remind members to only mail in the paper application
on October 15 or later.
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What should I know about enrollment? (cont.)
•• Per CMS, applications that arrive at Humana’s enrollment department
	prior to the start of AEP (October 15) and include an Agent’s name
will be investigated for potential solicitation.
•• Any AEP application received in the mail between Oct. 1–Oct.15
with an Agent name or SAN will be denied.

Enrollment application reminders
•• Be sure to go through the application with the client once completed
to ensure all details have been accurately captured.
•• A primary care physician (PCP) is required on all HMO applications.
	Be sure you verify that the PCP is in network for the specific plan you
are enrolling the beneficiary in and that you indicate the PCP number
on the application.
•• A common Agent error is using the wrong election period. Be sure
you have the Election Period Job Aid available during sales
appointments and contact the Agent Support Unit if you are unsure
of which election period to use.
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CMS guidance states that Plans/Part D sponsors are responsible for
ensuring compliance with CMS’s current marketing regulations and
guidance, including monitoring and overseeing the activities of their
delegated entities. The following are some of the programs have been
developed and implemented by Humana to oversee Agent activities
and to address any issues that arise. Humana will conduct ongoing
monitoring and oversight of all Agents who are soliciting and/or have
been licensed, appointed and certified to sell Humana MA/PDP.
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Cancellation/short-term disenrollment rates
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High levels of cancellations and short-term disenrollments, as they relate
to a percentage of the Agent’s overall sales numbers, can be indicative
of a performance problem with an Agent. Sales leaders will conduct
monthly reviews of an agent’s cancellations and voluntary short-term
(rapid) disenrollment rates. Agent performance in this category is based
on a 5-Star rating. The Agent must have a minimum of five sales in the
month to be considered eligible for monitoring.

Agent investigations
Humana investigates allegations of inappropriate or unethical activity
made by a sales Agent/agency related to the sale of an insurance product
that was brought forth by the member or other interested parties. Agents
should keep the following in mind when they receive notice of a complaint:
•• If requested, an Agent statement must be sent back to the appropriate
department within five business days.
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•• Investigators gather all the necessary information and will make a
determination on the outcome of the case.
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•• Cases are marked as lesser or major depending on how serious the
allegation is.
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•• Case outcomes could include unfounded, inconclusive or founded.
•• Corrective actions may be assigned when an Agent is found to be
at fault or when the case is inconclusive.
•• Humana will review case history to determine if there are any trends
in the Agent’s behavior and will assign escalated corrective action
as necessary.
•• Agents can expect outreach from sales leadership to discuss ways
	that the Agent could have avoided the complaint. This may include
coaching/counseling, retraining, field ride-along or other oversight
as deemed necessary.
This material is confidential and for contracted, licensed, and appointed agent use only. This material, including
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What are the Agent monitoring
and oversight policies? (cont.)
Non-compliant sales
Humana monitors applications submitted to ensure that Agents are
properly contracted, licensed, appointed and certified to sell Medicare
plans based on the member signature date, product sold and the state
where the beneficiary resides.
•• Agents who are identified as non-compliant will be given 15 days to
	provide proper documentation showing that they were compliant with
their licensing and/or certification at the time of sale.
•• If an Agent was not properly certified at the time of sale, a warning
	email will be sent. Should a second non-compliant sale occur after
the warning letter, it will result in Agent termination.
•• State laws require that if an Agent is not properly licensed in the state
	where the beneficiary resides at the time of sale, the Agent must be
terminated. A notification will be sent to the applicable State’s
Department of Insurance.
•• Agents who have been terminated due to not being properly licensed
	and/or certified are given the opportunity to request to re-contract
after 12 months have passed from the date of termination.

Website monitoring
Unauthorized use of the Humana name or logo online is monitored
through the use of a third-party vendor. This vendor scans the Internet
daily for the potential unauthorized use of the Humana name and/or
logo and compares those results against an approved list of websites.
Outliers are reviewed by Sales Integrity and are either placed into the
approval process or issued a cease and desist letter to stop using the
Humana name and/or logo in an unapproved manner.

Scope of appointment audits
Medicare plan enrollments are monitored by Sales Integrity to determine
if a SOA is necessary and whether the Agent followed the Humana SOA
process. SOA monitoring is completed randomly on a specified number
of MA/PDP submitted applications to determine if a SOA was required for
that sale and if one has been logged by Humana. If no SOA is identified
in Humana’s system, outreach will be made to the Agent to obtain proper
SOA documentation.
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What are the Agent monitoring
and oversight policies? (cont.)
Application submission timeliness
For Humana to consistently meet CMS enrollment submission requirements,
Agents are required to submit 95 percent of their applications within two
days of taking possession of the applications, and 98 percent of their
applications within three days of taking possession of the applications.
Agents are monitored to ensure that applications are submitted within
the required time frames to comply with CMS guidelines. Application
timeliness is measured on a per-occurrence basis. An application that
is received by Humana four or more days from when the Agent took
possession is considered a late application. Should an Agent fall into
any of the three categories below, the agent will receive outreach from
sales leadership regarding their performance in this area.

Category criteria
1 Three or more late applications in each of the previous two months
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2 Six or more late applications in the previous month
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3 At least one late application in each of the previous six months
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Monitoring use of FastApp electronic signature
Sales Integrity regularly monitors Agents who use electronic signature as
a means of completing an enrollment application. This is to ensure that
Agents are properly following Humana’s policy, which states that the person
signing the application must use their own email address to complete
the signature. Agents may only use the enrollee’s email address and
may NOT under any circumstance use an email address created by the
Agent/agency. Through regular monitoring, Sales Integrity can determine
if an Agent is sending electronic signature requests to an email address
that does not belong to the enrollee.
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How do I contact agent support?
Who to contact
Humana’s Agent Support Unit (ASU) is the “one-stop shop” Humana call
center dedicated to providing support and information for all career and
contracted Agents. The role of the ASU staff is to improve the Agent
experience in the sale and support of all Humana retail products—MA, PDP,
Med Supp, Dental and Vision —in pre-sale and sales-cycle activity.
To reach ASU, simply call 1-800-309-3163. ASU Support staff are available
Monday– Friday, 8 a.m.–9 p.m., Eastern time. You can also send an email
to AgentSupport@humana.com. Agents will need to provide first and last
name with SAN to identify himself/herself. When you contact ASU, you will
be given a call reference. For future reference, be sure to record the call
reference number. The types of agent questions and issues ASU can help
with are noted below.
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Agent Support menu of services
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Agent

Humana Vantage, Agent Workbench, Agent ID
number lookup Medicare certification guidance
Contracting, hierarchy and compliance

Product

Plan benefits and availability
Rx and provider lookups

Enrollment

Marketing and sales compliance guidance tools
including FastApp, MAPA, AOA Enrollment Tool, and
paper applications, eligibility guidelines, dual-eligible
status checks and enrollment status checks

Marketing
Materials

Online ordering material navigation and tracking

Commissions

Commission schedule, commission payments
Agent of record status

Systems Support

Connection HUB and Secure Email
MAPA, Enrollment HUB and FastApp
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How do I contact agent support? (cont.)
Retail Service Operations (RSO)
When a member experiences a problem, we know they call you, their Agent.
RSO Support is a dedicated email box to handle escalated customer-service
issues for Agents. The RSO Support mailbox, AgentRSOS@humana.com,
is open 24 hours a day, seven days a week. The RSO Support staff is
available Monday–Friday, 8 a.m.–5 p.m., Eastern Time.
RSO handles customer-service issues and questions of the following types:
•• Billing and premium issues
•• Enrollment and application issues
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•• RX claim, benefit, TrOOP and authorization issues
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•• Medical claims issues
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•• Disenrollment issues
•• Access to care issues (that need immediate attention) should be
called into customer service.
		 • 1-800-457-4708 (MAPD)
		 • 1-800-281-6918 (PDP)
•• Informational requests, such as eligibility checks. This information
can be obtained from our automated information line at:
		 • 1-800-457-4708 (MAPD)
		 • 1-800-281-6918 (PDP)

Useful tips when sending issues to RSO
•• Remember to include the member’s identifying information such
as the member’s name, Humana ID and/or Medicare number
and date of birth.
•• The RSO Support email box is reserved for Agent and market
representative use only. Be sure to identify yourself in your email
signature to ensure prompt attention. Please include the AOR/WA
Name and SAN for the plan in question.
•• Please limit each email to one member’s issue(s) only, due to
separate inquiries being created for each member. This will allow
the RSO Support staff to assist you in a timely manner.
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How do I contact agent support? (cont.)
RSO process
The goal of the RSO team is to review the issue within 3–5 business days.
During the Annual Enrollment Period (AEP), the volume of work drastically
increases. This could move the time it takes to get to the inquiry to seven
business days. For all other issues, it may take up to five business days
due to complexity, research and possible approvals. Agents will receive
a follow-up every five business days with an updated status on their
open issues.

1 The issue is received in the RSO Support mailbox.
2 The email is reviewed by an RSO Support representative. If another

How do I get certified or
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department is required for any changes or updates, this is sent
through Humana’s Customer Care Portal (CCP2) to the dedicated
department is that area to make that change/update.
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3 The Agent or market representative is sent an email containing the
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case number (reference number) for the member’s issue with the
resolution or the steps being taken to work toward resolution.

4 The CCP2 inquiry is reviewed by the other department (if needed)
and returned with updated status.

5 The RSO Support representative checks that it was done correctly and

sends out the resolution to the inquiring agent within five business days.

6 If the issue is not resolved to your satisfaction, please send an email

to the following contacts who oversee the program. The issue will be
researched and guidance will be provided.
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How do I contact agent support? (cont.)
Release process
Humana MarketPoint External Agent Release Policy
External Agents, whether independent or associated with a Managing
General Agency (MGA) or Strategic Alliance (SA) Partner must follow the
Humana Release Policy when ending or changing an affiliation. This policy
is only applicable to Agents contracted to sell Individual Medicare,
Medicare Supplement, Dental and Vision products.
Immediate Release Policy
To receive an immediate release, external Agents must secure a release
letter from their current upline. It is at their discretion whether or not to
release an agent prior to 90 days (see Delayed Release Policy). The current
upline is required to formally communicate the release of the Agent in
writing using company letterhead, signed by the principal, with a current
or future effective date of the release. Release letters must be sent to
Humana’s Agent Support at AgentSupport@humana.com.
If the immediate release is accepted, it will be processed within five
business days. Humana will notify the agent via email when the release
has been processed.
Delayed Release Policy
In instances where an immediate release is not granted, the Agent may
request a delayed release. The delayed release will be effective 90 days
after the Agent’s request is received. Such requests must be in writing
and sent to Humana’s Agent Support at AgentSupport@humana.com.

Agent Release Timeline
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Received

90-day Release

Immediate Release
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1/2 through 7/10

Effective 90 days post request

Processed within five
business days
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7/11 through 9/30

Effective 1/2
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Processed within five
business days

10/1 through 1/1

Effective 4/1

Effective 1/2
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How do I contact agent support? (cont.)
Agent’s Status upon Release
Once an Agent is released, they will be free to align themselves with
another upline. (There are specific situations under which an Agent
cannot align themselves. Please contact your External partner for more
information.) The Agent must notify Humana in writing indicating what
upline they wish to be aligned with. The name of the new upline can be
included in the original release request. It will be the agent’s sole
responsibility to maintain all license, training, certification and
appointment requirements with Humana.

Impact on Agent’s Book of Business
•• New: Any business submitted to Humana while the Agent was
a ligned with the previous upline will result in the appropriate
overrides and commission being paid as indicated by the
contracts and schedules in place.
•• Renewal: Any renewals earned while the Agent was aligned with the
	previous upline will result in the appropriate overrides and renewals
being paid as indicated by the contracts and schedules in place.
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Thank you for representing Humana. We will do what it takes to help you
make the most of your relationship with us. From training to marketing
to managing your business, we are dedicated to your needs.
This interactive Playbook PDF is yours, so please keep it secure and use it
for conducting Humana business only. The content enclosed, and the
tools it links to, will help you all along the way as you represent Humana.
Thank you.
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