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• Getting Started with Ascend

• My Ascend Settings

• Adding a Lead

• Electronic Scope of Appointment (eSOA) 

• Ascend Virtual Meeting – Video 

• Year Over Year Plan Change Tool

• Email a Quote (eKit)

• Pre-Filled Application and Digital Signature

• Blue Button

• Pharmacy Search

• Formulary Search

• Doctor Search

• Extra Help Eligibility

• Enroll a Prospect

• Initiating a Value Based Enrollment (VBE) 

• The Agent Portal

• My Book of Business

• VBE Service Fees and Payments

• The Sandbox Mode

Full list of Ascend Training:  This Topic Covers …

What is the Ascend Virtual Sales Office (VSO)?

• Also known as the Ascend Mobile Application (AMA), or simply 
the Ascend app.

• It is a modular system with many functions designed to assist 
sales agents with:

• Electronic scope appointment (eSOA)

• Audio recording capabilities of your sales meetings

• Remote Agent Telephonic Enrollment (RATE) capability

• Electronic application submission

What is the Ascend Quote & Enrollment (AQE) Tool?

• A tool in Ascend that gives you the capability to compare plan 
info and choose the best plan for your prospect 

• Ability to create your member profile with provider info, 
formulary and pharmacy choices

• Functionality to create and send an eKit, or text or email a 
Quote to your prospect

• Where you can complete and submit the online enrollment 
application
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Pre-filled Application & Digital Signature

JohnDoe
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Click ‘Enroll a Prospect’
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Select appropriate plan year / plans

Select ‘NO’ if 

not using 

RATE to 

enroll a client

Select ‘YES’ if 

enrolling a 

client using 

the RATE

feature 
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Hello Agent!

NPN:  123456

The Ascend quoting and enrollment tool

Enter the client’s ZIP Code, 
then click ‘View Plans’
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Hello Agent!
NPN:  123456

Complete all necessary steps, then select 2021 Medicare Plans
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Select a plan and complete the online application form, then click “Send for Signature”
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Complete the required fields and click ‘Send’

Click the box is agent 
prefers to write a 
message to client
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Aetna                                Pepper Potts wants to share health insurance options – Greetings John Doe. This email from Aetna con     

Open Immediately                Home Depot Rewards - $100 Value. Participation Requirements…  Good, better and great content from Work 

PREMIER Bankcard             A First Premier Bank Credit Card Offer is waiting. Helping …  If you would rather not be contacted by First PR  

John Doe

Email received by prospect in their inbox from ‘Aetna’
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Email received by prospect with ‘Verification Code’, 

Greetings John Doe,

Your client will select 
“Click To Resume”
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Your client will enter the ‘Verification Code’ and click ‘Submit’
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Your client may proceed to the ‘Submit’ after reviewing all the tabs, then click ‘Next’
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Client will review the summary, then click ‘Apply Now’

JOHN

TESTER

00-00 148th St

0W00PR0TE01
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Read the pop-up reminder, then click “Ok” 

Hello Sales Agent!

100588
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The agent and client will 
automatically receive an 

email.  Agent may send the 
enrollment confirmation to 

their client by clicking 
‘Email Confirmation’

Agent can also print the 
confirmation by clicking 

‘Print Application’

The Enrollment Confirmation and VBE Initiation Section

Take note of the 
enrollment confirmation 

number

Explain the importance of VBE 
during your meeting with your 

client and the options available. 
Clients may opt to select, 

“Call Now”, 
“Schedule a Call’ or 

“Decline”

Your client will be able to 
select their preferred 

language. For languages 
(other than Spanish), you 

may select ‘English’. Advise 
your client once they are with 
a wellness advocate that they 

can request to talk with 
someone who speaks their 

preferred language.
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Launch a VBE option, then enter necessary information and save

Enter preferred 
date

Select time 
zone

Enter phone 
number

1

2

Select a time 3

4

Client will be on queue and the call with the 
wellness advocate will take place as scheduled
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The Email Confirmation of Application Successfully Submitted

Email from Aetna <donotreply@confirmations.isf.io>
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Value-based enrollment (VBE)

Quick overview of the VBE option available through 
the Aetna’s Ascend Virtual Sales Office app
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What is VBE?

With the value-based enrollment 
option available through the Ascend 
Virtual Sales Office app, your clients will 
have an opportunity to complete a 
health-related survey.

This can help them get a head start 
on their path to better health
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Why is it beneficial for us to connect with our new members sooner?

Better 
understanding

We get a better 
understanding of 

members’ needs and 
they get a better 

understand their new 
plan 

At your 
service

VBE helps prepare new 
members for what 

comes next, and informs 
them about Aetna 

resources they can use 
as soon as their plan 

becomes effective

Better health care 
experiences

We can provide a better 
overall onboarding 
experience for new 

members

Better 
decisions

VBE helps members 
identify risks, and learn 

about immediate 
benefits of using their 

new plan
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What questions are asked 
during the VBE survey?
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The survey covers...

Health-related questions

(sample questions)

• Have you ever been told you have some 
common chronic conditions, such as breathing 
problems like chronic obstructive pulmonary 
disease or asthma, high blood pressure, or 
diabetes?

• In the past 12 months, have you stayed overnight 
one or more times as a patient in the hospital?

• Do you have problems with balance or walking?

• Does your health limit you in climbing a flight of 
stairs? 

General info

For example, the survey asks questions about:

• Contact information - Good contact 
information will help Aetna reach members 
with a welcome call and get them connected 
with the right resources.  

• Language preference, race and ethnicity 
so we can develop programs that address 
unmet health care needs. 

However, members don’t have to answer any 
questions they don’t want to.
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The survey covers... (cont.)

What happens next  

Your client will learn what to expect when their plan becomes effective.  For 
example, they’ll get information about:

• An annual home visit from a nurse practitioner who will spend an hour of 
quality time with the member in their home, complete a general wellness 
exam, review their medicines and answer their health-related questions. 

• What they will receive in the mail, such as the Continuity of Care form. They will 
be asked to fill out the form if they have an immediate care needs when their 
membership becomes effective.
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How to initiate a VBE?
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Complete the online enrollment application

Aetna Medicare Value Plus Plan (HMO) $22.00 premium
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Hello Sales Agent!

NPN: 123456

CAROL
DANVERS

321 Marvel Avenue
Memphis

Shelby

TN
38107

Aetna Medicare Value Plus Plan (HMO) $22.00 premium

0W00PR0TA01

Review the application summary, then click “Apply now”
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Read the pop-up reminder, then click “Ok” 

100641
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The enrollment confirmation & VBE initiation section

Next

• Read the VBE script located in 
your Ascend VSO ‘resources’ 
link

• Proceed as stated in the script

• The script helps you invite 
your client to participate in 
VBE and then determine 
which option would work best
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Excerpt from the script

Aetna takes a total approach to health. This means not only taking care of our members when they 
are sick but helping them reach their health goals as well. To help us guide you on your path to 
better health, we recommend you take our health-related survey. The survey will help our clinical 
and care team understand .... 

By doing this, you are taking the first step in getting your health under control and avoiding bigger 
problems.  We can also help you participate in programs, such as ....

This will take about 15-20 minutes to complete and will not impact or affect your Medicare 
eligibility or plan costs.

Would you like to complete the health survey with me today?
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... Would you like to complete the health survey with me today?

If enrolling through the RATE process and your client says 
YES, please ask: In addition, you understand and agree to this 
conversation being recorded. Do you want to continue? 

If YES, launch the “Agent Complete” option.

If your client says NO, say: Would you like to speak with a 
wellness advocate to complete the health survey at another 
time that is convenient for you?

If YES, select the “Schedule a Call” VBE option.

If meeting with client in person and client says YES, proceed 
to launch the “Agent Complete” VBE option. 
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A few considerations before offering the “Agent Complete” option

If the answer is “yes” to questions 
A and B, and “no” to questions C 
and D, please offer the “Schedule 
a Call” option instead.

A. Is your customer someone you see often in social 
gatherings, events or activities (such as gyms, yoga 
class or reading clubs)?  

B. Are you comfortable asking the health related 
questions to your customers? 

C. Is your customer willing to spend another 10-15 
minutes of their time with you after their 
enrollment is submitted? 

D. Do you speak fluently your customers preferred 
language other than English?  



©2020 Aetna Inc.15 Materials are for training purposes only and not for use with Medicare Beneficiaries. Content proprietary and confidential.

Proprietary

Considerations for the “Schedule a Call” option

Keep in mind:

• You can select to “Schedule a Call” based 
on your client’s time zone. 

• If your client misses the VBE call, the 
wellness advocate will leave a message 
and a callback number.  

• They will attempt to callback up to 8 times. 

• You may provide the callback number to 
your clients to keep, especially if they 
haven’t set-up their voicemail.

VBE hours of operation

Oct 1, 2020 – Mar 31, 2021:
8am to 11pm ET, 7 days a week

▪ English VBE Wellness Callback numbers
➢ (833) 923-1469 or (833) 923-1470

▪ Spanish VBE Wellness Callback numbers 
➢ (833) 923-1651 or (833) 923-1680

Apr 1, 2021 – Sep 30, 2021:
8am to 8pm ET, Monday – Friday   
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What to expect with the 
“Agent Complete” option
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After selecting the “Agent Complete” option, you’ll need to complete 
the health-related survey questionnaire with your client
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Thank you very much for taking the time to answer my questions.  Before I go, I’d like to tell you about just a few 

resources available to you as part of your plan and what you can expect next.

We are very excited to offer you the Healthy Home Visit. This program is a way for you to maintain your overall health 

in the comfort of your own home. This program is offered annually at no extra cost to you. It is not intended to take 

the place of your primary care physical or your annual wellness visit. Instead, it helps us work with your primary care 

physician (PCP) to manage your care. It can direct you to the health programs and services you may need.

Here's what you can expect from the Healthy Home Visit.

A clinical licensed nurse practitioner or board-certified doctor will visit you in your home. During this visit, you’ll be able 

to ask any health-related questions you may have. You’ll receive a non-invasive physical exam, and recommendations 

for health resources/screenings you may need. In addition, the nurse practitioner or doctor will review your medicines 

and dosages. You can also get this visit completed virtually. A virtual appointment requires you have audio/visual 

smart technology.

Please be sure to also visit our website at:

<Aetna:  aetnamedicare.com>  

<Innovation Health:  InnovationHealthMedicare.com>

<Allina Health | Aetna:  allinahealthaetnamedicare.com>

It contains a wealth of information about Medicare and can help you to find providers.  We have also added a special 

section on the coronavirus-COVID-19. If you register on the website, you will be able to:

• Access your claims information

Once we confirm your enrollment, you’ll get a Continuity of Care Form.  This form helps us know if you’ll have 

remaining, immediate care needs when your new plan starts. For example, if you have a surgery scheduled near the 

date your new plan starts. If this is the case, you should return the form to us. You should return this form if you 

answer “Yes” to any question on the form.

If you have any questions about your plan, please don’t hesitate to reach out to me as your enrolling agent.  After you 

receive your member ID, you may reach out to Member Services at: 

<Aetna:  1-833-570-6670 (TTY 711)>  

<Innovation Health:  1-855-249-1282 (TTY:711)>

<Allina Health | Aetna: 1-833-570-6671 (TTY: 711)>

Again, we want to thank you for being a member with 

<Aetna> <Innovation Health> <Allina Health | Aetna>

Goodbye and have a nice day!

... And then 
click “Submit”

After completing the questionnaire with your client, read the closing statement

http://aetnamedicare.com/
https://www.innovationhealthmedicare.com/
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Review the summary

If complete, click “Submit.” Or click 
“Edit” if a response is missing.
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Confirmation of health survey submission

Hello Sales Agent!

NPN: 123456

You can click 
“Back to VBE search” to 
view the submitted HRA
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CAROL 
DANVERS

Record of completed VBE health surveys

Hello Sales Agent!

NPN: 123456

100641

Aetna Medicare
Value Plus Plan
(HMO)

LOIS 
LANE

Enter value(s) to search for 
a particular beneficiary

You can track the 
status of VBE you initiated 

by checking the column 
HRA Status 
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Email confirmation of submitted enrollment application

PottsP@AETNA.com

Pepper,

Agent receives an 
email confirmation of 
submitted enrollment

Potts, Pepper
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Tracking enrollments and VBE payments in the 
Ascend Agent Portal



©2020 Aetna Inc.24 Materials are for training purposes only and not for use with Medicare Beneficiaries. Content proprietary and confidential.

Proprietary

Hello Sales Agent!

NPN: 123456

CAROL 
DANVERS

LOIS 
CLARK

1098
Crypton
Avenue,
Apple 
Valley,
Dakota,

MN, 55124

321
Marvel
Avenue,
Memphis,
Shelby,
TN, 38107

To track your submitted enrollments, click the link to “Agent Portal”

Click “Agent Portal”
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Hello Sales Agent!

NPN: 123456

CAROL DANVERS

LOIS CLARK

View a record of completed value-based enrollments 

Click “Agent Portal”
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Where to find the VBE Script
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In your Ascend VSO App, go to ‘Resources’

Agent Name
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Use the script when launching the ‘Agent Complete’ VBE option with your client
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• Getting Started with Ascend

• My Ascend Settings

• Adding a Lead

• Electronic Scope of Appointment (eSOA) 

• Ascend Virtual Meeting – Video 

• Year Over Year Plan Change Tool

• Email a Quote (eKit)

• Pre-Filled Application and Digital Signature

• Blue Button

• Pharmacy Search
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• Doctor Search
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• VBE Service Fees and Payments
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Full list of Ascend Training:  This Topic Covers …

What is the Ascend Virtual Sales Office (VSO)?

• Also known as the Ascend Mobile Application (AMA), or simply 
the Ascend app.

• It is a modular system with many functions designed to assist 
sales agents with:

• Electronic scope appointment (eSOA)

• Audio recording capabilities of your sales meetings

• Remote Agent Telephonic Enrollment (RATE) capability

• Electronic application submission

What is the Ascend Quote & Enrollment (AQE) Tool?

• A tool in Ascend that gives you the capability to compare plan 
info and choose the best plan for your prospect 

• Ability to create your member profile with provider info, 
formulary and pharmacy choices

• Functionality to create and send an eKit, or text or email a 
Quote to your prospect

• Where you can complete and submit the online enrollment 
application
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Extra Help Eligibility
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Pepper Potts

Pepper

Log-in to Ascend VSO, and Select the ‘Enroll a Prospect’ tile
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Select the appropriate plan year and mode of enrollment

Select ‘NO’ if 

not using 

RATE to 

enroll a client

Select ‘YES’ if 

enrolling a 

client using 

the RATE

feature 
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Hello Agent!

NPN:  123456

The Ascend Quote and Enrollment Tool

Enter the client’s 

ZIP Code, then 

click ‘View Plans’



©2020 Aetna Inc.7 Materials are for training purposes only and not for use with Medicare Beneficiaries. Content proprietary and confidential.

Proprietary

Extra Help Eligibility

Select ‘Extra Help Eligibility’, 

Enter the beneficiary’s information in 

required fields, then click ‘Check’

TONY STARK

10/18/1955 0Y99YY0AK12
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Extra Help result if eligible for premium subsidy

1
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Prescription drug premium adjustment as a result if eligible for subsidy 

Premium 

adjustment 

with Extra Help
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Extra Help Eligibility check result

Details for beneficiary who is signed up but showing no current coverage

How to Apply for Extra Help? 

Individuals who are not deemed eligible may apply by contacting: 

• SSA (by mail, by telephone, on the Internet at www.ssa.gov, or in person) or 

• Their State Medicaid agency

Click to view:  Understanding the Extra Help with Your Medicare Part D Plan

Details for beneficiary who is not signed up for subsidy

https://www.ssa.gov/pubs/EN-05-10508.pdf


©2020 Aetna Inc.11 Materials are for training purposes only and not for use with Medicare Beneficiaries. Content proprietary and confidential.

Proprietary


	Pre-Filled Application and Digital Signature.pdf
	Initiating a VBE Health Survey_External.pdf
	Extra Help Eligibility.pdf

