Check
= - ) =l cailis coming from,
] . )

Annuiiant .y Operator
v
Welcorne to Open Seasor S -

100 Suivey questions

\ — 131 141

ki

T —— i
We offer service in English and

Spanish. Chock Check Lo 'sc-anhmos, rlo podemos px;ocesarlsg
171 3 holid No#|  operator solicitud en este momento. Esta solicitud
f oliday hours outslde debe ser hecha duranie ef horario de
; 1 Yes inside ~/ oficina de serivicio al cliente, de 7:00 am

a 7:00 pm de lunes g viernes. Por favor,
vuelva a llamar duranie este horario el
proximo dia laborable.

Si preflere continuar su llamada en
espanol, oprima el humero uno.
172

oute fo
Spanish
operator

INT | Before using the system, please have available your CSA or CSF annuity claim number and
your social security number. If you will be making an enrollment change or requesting
brochures, you will also need sither the first 2 characters of the enroliment code for the
brochures being requested or the first 2 characters of the enrollment code for the plan you

are selecting for 2008. The enrollment codes can be found in the Open Season Healih

Para vtilizar nuesiro sistenna
automalizado, disponible

Benefits Guide Lngér the enroliment code column for each plan, <—"~—solamente en ingles, optima
7 101 el asterisco.
— TM 224
v v
After making your request, please wait to hear the message, "We have
processed your fransaction” before making another request or ending your
call. ) Para salir de! sisterna
- 283 expreso de la temporada
ablerta, oprima el
! S numero 9.
Our system is not available at this 225
Check business hours  —ouiside i lime. Please call later. T
— _ag | 216
9
. S
inside &
If you know the number for the fransaction you wani,
press that number now. Otherwise, lisien for the
complete list of iransactions.
164
an enrollment c?wané}e, press e ———— —

To request plan brochures, press 2.
1o request informa

aim/ssn has been

i, s Check to see i ¢
tion on canceling or suspending - GRUONG Tl
tion on canceling or suspending 2 = verified

your hiealih benefits covarage, press 3.

To request information on paying your premivins e -
directly io us, prgsg_4. o ) No

To recelve satisfaction survey informaiion on how L

FEMHB members rated their healih plans, press 5. v
If you have moved to another state and need a new

Open Season package press 6. C
To leave Open Season Express, press 9.
To hear the list of options again, press *,

i ? [Weare soryy thatwe are not able o™

process your request at this time.
Ch.eck No#  operator  — ouiside —p| This request must be completed
holiday hours during our customer service
operating haurs of 7 a.m. to 7 p.m., =
Ceniral Time, Monday through
Friday. Please call back during
these hours. * 9

220 4 =
N

Toretuin o the
main menu, press
B

To leave Open
Season Express,
press 9.

Yes inside

Page 1



94

™ T Swaa RN e AT ——
fyowr annuiiy clrim number begins wiih e feiters "CSA" piessj

If you|€nﬂuiiy claim number begins willl The letters "CSF™

I 2.

press

104

Please enter the first 7 numbers of your annuity claim
number now. Don' sniler the letiers CSA or CSF.
105

Your annuity claim number

Clairn number

If this is correct, press
1.

IT this is not correct, press To leave Open Season
2 to reenter. Express, press 9.

203

rom TT eniry

106

202

9
v,
valid Validate claim on host .
exii
irevalid
il Veji
The annuity claim number ncrement claim Check claim
p, . o I
Retri SSN from host you entered is not on our file, -——— A > <2 -
RetileveiSSN| ¥ efror count error count s

126

The annuity claim number
you entered is not on our file.
126

For secuwrity purposes,
please enter the last 4 digits
of your social security
number now.

Checlk
holiday

107

oper  |4-no yes i

Y

You eniered

IV ihis is correct,
press 1

If this is noi correct,
press 2 to reenter.

53N from

To leave Open Season
Express, press 9.

77777777777 201 202 203
The numbers you entered

Cormpare SSN do not match the numbers

| ompar s o o, I We have onfile for the Incremeni SSKN _|Check SSN
from host to 58N rvalic sy T T o P S _

— ] annuity claim number you error couni error count
from caller Y
entered.
108
valid
¥

Set indicaior for

valid CLAIM/SSN
entry
St A
v
EE Check saved oper
menu request J
%7
3] 5

<«
i
-
Ny

CC1
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ad that you wish io

X i Ifinis is correct, press
1 [make an enrollment change 201

166 -

— T J S
1

!
Please remember, your enrollment change

will not be complete until you hear the
message, "We have processed your
fransaction.” 284

Please enter the first 2 characters of the
enroliment code for the plan you want. If the
first 2 characters of the enroliment code contain
a letter, enter the nurnber shown on the
telephone keypad for that latter.
109

the enroliment code now.
111

v

If this is correct,

- _ —
You entered ... Plan code T7 press 1

200 eniry 207

— ¥ nateh

plans i your
staie with the first 2

characters of the eniollmert |~
code you entered.

Retrieve 1-9 plan codes
& IVR messages

If only 1

l

Page 3

¥ N. IFtheirst 2 characters of the enrollment code

Please enter the first 2 characiers of

Hosi access send keypad

Increment keypad
Grror court

R 127 A

N0 the main

Tovetu Toleave Open Season

! fnemn, press *. Express, press ¢,
!_,‘;‘_,,QOSM,E 203
~ —
& ¥

_
For example, if you would like o enroll in AN1, enter
26. The 2 is the number on the keypad with the letier
A and 8 is the number on the keypad with the Istter

contain the letters Q or Z, enter ihe number 0 for
these letters.

110

if this is not corract,
bress 2 io reenter.

To leave Open Season
Express, press 9.

202

Check keypad

e D |
BITOP court ' S

TﬁmmL -

[@ans on fifle
matching this enrollment code
selection,

g—No —

holiday



The plan you Pre-recorded

selected is... plan

Page 4

N o e
I this Is corract, press
i

I ihis is not correct.
press 2 o reenter.

The plan you
selecied is ...

To leave Open Season
Express, press 9.

Pre-recorded plan
name selected

201 202 203
T T
L 2 5
U7 (@5 \Ji
K
N

The plan you selected has the
same coimbination of numbers as i you selected ... o (Plan name) Press ... 148 —ps

ather plans available in your siate.
112

240 3XX

241 - 249

I none of the plans in the list include
your plan choice, press 0 to enter a
new enrollment code.

160

Increment keypad
error count

Check keypad
error count

—f i

<2—p K

il

&
—No—] Check L ool i
holiday

IT this 1s 1ot correc,
press 2 {o reenier,
202

!

f this is correct press
(i

Press the pound sign
io hear the list again.

Express, press 9,
203

113 name selecied 207

o

; i axit

tf you want seff only coverage, press
1.

If you want self and family coverage, press
2.

115

116

U1

To leave Open Season




Earoliment Reguests
self only

SNV —
(Plan name)/(Option) - 3xx
(Coverage) - 118

[T this is not correct, press
2 io reenier,

To yeiuin io the main
menu, press *

To leave Open

!
; Season xpress,

Enroliment code (Code) o & 202 205 press 9.
120 - | *ﬁx“ ﬁ“]_ X
[ —— 2 9
: | d
| P
|I exit
&
We have processed your
transaction.
v p 'J.I.
P
The effective date of your Open
Season change is January 1, Q_OQ:E.
124 ’
¥
SRS S S

We will mall you a leiter coniirming vour Open Season
change. We will also notify the plan you selecied of vour
new enrollment  Your new plan will send your new
identification card to you. You can expect {o receive
your new card in approximately 4 weeks, | you don't
recelve your new card, you should conta i your niew plan
directty.

fo leave Open
Season Zxprass,

To return to the main
menu, press *

g prass 9.
20¢
205 203
S .‘*T%_.W.‘*m e
}lf
A

Page 5



You have selecied -117
(Plan name){Option) - 3xx P
{Coverage) 119

We have processed your
transaction.
122

yes Check holiday
A
Please stay on the line while
we iransfer your call to collect
dependent and other
insurance information. There
will be a pause while ihe i
being transferred

stay on the line while we
your cail {o coilect dep 31
information
vhile the call is
167

VR transfers io operator

Operator performs transaction

Page 6

There will be 2

[f this is correct, press

Enroliment code (Cede) - 120 -

wollment Requesis

self & family
i — S —
I this is not coirect, press To retum to the
2 10 reenter main menu, press *

201 202 205

4 |
¥ !
B S
K
I— == = i CLEE =
= Check same coverage ! — 16
J
.
I
yes

Check spouse - self to selfffamily

& AL Annuitant type = 2 or 4

Host access enrollment

Y
;|q

yes

We are nof able fo process your rac uest to change from self onl
y ! Yy
) coverage to self and family coverage. Only dependents of the
former Federal employee or retires are eligible for coverage under
your enroliment. If you think the family member or members you
wish to enroll are eligible, call us toll-free at 1-888-767-6738. if you
are calling within the local Washington, DC, calling area, please
contact us at 202-606-0500.
121
¥ .
Check operator
hours . e v IS A
,,,,,,,, S Fvou w ) — = {0 leave Opei
I you want to make F'o reiurn to the Season Expross
another enroliment - . weason bxpress,
. malin menu, press s O
code selection, press 2, 205 press o,
123 U I U o< I
S _,,_ﬁ"_r.,‘_,ﬁ_gﬁ.g. [
2
AN
< A‘ >
—
.
Please stay on the line while we
transfer your call io collect depanc SN
and other ji inf There |
- 1 | s KX
will be a pa all s heing | e EATAS
wranstemad,
| 167 |
[ S

Operator transfers annuitant to
survey

Survey
1 questions 131

141




You indicated that faf o ~ : Vo e o the mai ‘Tfhc'ih“j“\_\c_ -
Vou inaicaied that you wish to It this is correc, press | ‘ Foreiun io the main o l_edvc Open Season
feceive plan brochures. 207 menu, press Express, press 9.
165 - B | 205 503
_: I r—\ T ——— -
{ v v
- %

Please remember, your brochure request will
not be complete until you hear the message,
"We have processad your transaction.” 285

For example, if you would like to request brochure
ANT, enter 26. The 2 is the number on the keypad
with the leiter A and 6 is the number on the keypad
Bwith the letter N. I the first 2 characiers of the
enrolliment code contain the letters Q or Z, enter the
number O for these letters,

Please enter the first 2 characters of the
enrollment code for the brochure you want. |f
the first 2 characters of the enhrollment code
contain a leiter, enter the number shown on the
telephone keypad for that letier.
144

———

v
—
Please enter the first 2 characters of
the enrollment code now.

111

If this is coitect,
press 1.

i this is not correct,
bress 2 to reenter,

Plan code TT To leave Open Season
a2

t Express, press 9.
entry 201 200
N . W : B
2
1 L
| .
,,,,,,,,,,,,,, v o h
cC )
valid malches — Host access send keypad P
rw 1o match ———
¥ =
There are no plans in your s s .
Retrieve 1-9 plan codes with the first 2 characiers of the | INCrement keypad Check keypad
& IVR messages anrofiment code you entered i error count eIror count
127 e o
i only 1 > ] =2
- Yy . -

Requests < 1 and 2nd request menelme 1O plans on file
matching this enroliment code

invalid

selection.
130

e

Check
holiday

=) ()

To re-enter the 2 digjt
brochure code, press 1 1
163

oper

Yes

To hear the list of plan brochures
you have requested, press 2.
146

Page 7



The plai you

name selecied

©

The plan you selected has the
same combination of numbers as
other plans available.

168

If none of the plans in the list include
your plan choice, press 0 to enter a
new brochure code,

161

. Pre-recorded plan

Brochure {3

It this is correct, press

To leave Open Season
Express, press 9.

203
o |
9
\‘\17
increment
brochure counter cC axit

DD

If you selected ...
240

(Plan hame)
3XX

Press ...
241 - 249

Increment keypad
error count

| Check keypad error
count

Check
holiday

G

The plan you
selected is...

Pre-recorded plan
name selected

T this | conect,
press 2 io reenier.

If this is correct,
press 1.

Press the pound sign
to hear the list again.

202

114

B3

Increment brochure
counter

Page 8

To leave Open Season
Express, press 9

203




Brochure Requesis

N -
You have reached the maxirnum number of plan
brochure requestis that we can process through our

Y ——p . —
sysiem.
155
——

If you want another plan brochure,

To hear the list of plan brochures
you asked far, press 2.
146

To complete your
selection, press 3.
148

To leave Open Season
Express, press 9

145

l
1
¢

7

3

EE

Theplarmbrochores yog

T the listof plan

We have

I 47 . You can expect to . To leave
asked for are ... 1, ¢ brochures you asked for ) ) R p . o return to
plan cade 162 is correct, press 1 fo processed you feceive the information the main Open Season
3 P s v . . !

= e’ ' , (e transaction. 1 you asked for in aboui |—3 - 3 Express

(pfan code) (plan namef), complete your seleciion. mee > Yoy asl ) . menu, press * [~ press,
710 10 days. 205

{plan code15) (plan 122 153 o

149

namels) —

——

ki

If this list is not correct, press 2 o
re-enter your brochure seieciions.
150

Clear brochure couniers

To return io the main
menu, press *

Page 9



You indicated ithat you wish 1o receive
information on how to pay your
premiums direcily to us. Please note
this option is only available when your
mionthly annuity payment is not large
enough o cover the cost of the
monthly health benefiis premuim,
156

: s . - ——

To return to the main menu,

press *

information you asked for in about 7 o

., . ) X "O -,3', ‘. B 1»‘; o H T
I this s correct, press 1. fo retum io the _nnam menu,
. press *®
201 !
205
_ __’ﬂ S ____\rh_
1 I.
_““fli__ﬁ =

Host Access. Send premium
to OPM information request,

We have processed your
transaction.

You can expect to receive the

10 days.

153

To leave Open Season Express,
press 9,
203

205

Page 10

Survey guestions
131 - 141

Thank you for using Open
Season Express.
204

To leave Open Season
Express, press 9.

203



M

You indicated lh'ﬂt you wisn - Foretuin io the main menu,
receive information on canceling or

If this is correc, press 1

p press
suspending your health benefits 201 205
coverage.
152 WWTﬁ‘ \{1

Host Access. Send ‘
suspend/cancel information
‘ request.

We have processed your
transaction.

122

You can expect to receive the
information you asked for in about 710
10 days.

153

To return to the main menu,
press

To leave Open Season Express,
press 9.
203

205

Survey guestions
131 - 141

Thank you for using Open

Season Express.
204

Page 11

To leave Open Season
Express, press 9.
203



f 03

You indicated ihat you wish to receive

To return io the main menu, To leave Open Season
suivey inforimation on how FEMR

i this is correct, press 1

201 press © Express, press 9.
marmbers rated their health plans, ) 205 203
157
- T 7[ 9

Host Access. Send survey
information request.

We have processed your
fransaction.

122

You can expect {o receive the

information you asked for in about 7 to

10 days.
153

To return to the main menu,
press *.

To leave Open Season [=xpress,
press 9.

205 203

_—-lx

Survey questions
131 - 141

Thank you for using Open
Season Express.
204

Page 12



)3/43/03

We are sorry that we are not able io
process your request at this time. This
request must be completad during our
custormner service operating hours of 7
a.m. to 7 p.m., Central time, Monday
through Friday Please call back during
these hours

Today is a Federal iHoliday.
159

To return to the main menu,
press *
205

To leave Open Season
=XPress, press 9.
203

220

Spanish ve

= =

i ————
Lo sentimos, no podemos procesar su

solicitud en este momertto. Esta solicitud

Para utilizar niest ) )
ulomatizado, disponib i Para salir del sisierma

| solamente en ingles, oprima el [, ‘ IXpIe
asterisco

| | 224 ‘ <25

{5 @1

( 1a durante ef horario de

i serivicio al cliente, de 7:00 am
| a 7:00 pm de iui viermes, Por favor

vuelva a llamar durante este horario el
| proximo dia laborable.

=18 lemporadg

ablerta, oprima el numero 9,

SPexit

Page 13




You indicated that you wish to
receive a new Open Season
package due fo a change in
your address.

158

Page 14

if this is correct, press 1.
201

Please wait and a Custormer
Service Specialist WI” help you.
There may be a-elieki ad
ra pause before you
=TH 1 a customer
service nep!eseniauve.
219

To return fo the main menu,
press
205

R

To leave Open Season
Express, press 9.
203




, " Survey quesiions
Check - Have transactions occurad Y4 !

131 141

— Y

Thank you for using Open Season Express
204

spanish ver
E

sion

e

SPEXit

; o . =l
Gracias por utlilzar el sistema expreso de la
temporada abieria.
222

_——

Page 15



Page 16

Check operator hours f—-————

insida

L

N

Please wait and a Customer Servica Specialist will
help you. There may be-a-elicking-seuad followed
tra pause before you are connecied o a customer
service representative.

219

Your call may be monitored for
quality assurance purposes.
198

b
VR fransfers
to operator

Operator performs
transaction

Operator
annuitant

fransrers
io survay

Survey
questions 137
141

OUESIEE ————| .
Time, Monday through Friday. Please call back during these

We are soity ihat we are not abls io process your requasi at
this time  This request must be completed during our

Customer seivice operating hours of 7 a.m. to 7 p.m., Central

hours.
220



G

promipied. The

won you provide will be sent o your ney
your enrolliment change Information. 253

healih plain along with

Please speak your 7 digit annulity claim number, including ihe CSA or
C8F prefix afier the beep. 254

Flease clearly speal your iall Aama and spell your fasi name, 755

5
v_— T2

Flease enter your dayiime telephone number, including area code using
your telephone keypad followed by the pound sign.. 263

If this is correct,
press 1.

If this is nof correct,
T press 2 {o re-enter.
202

Entry from
cafler

You entered
200

Do you or your dependents have any other insurance such as Medicare, Tricare,
Tricare for Life or Champ VA or any private health insurance coverage? Press 1 if
you don't have any other insurance. Press 2 if you do have other insurance. 267

Please clearly speal and spell the Tast name
of your first dependert, beginning with your
spouse if you are married.

Please clearly speak and spell the
last name of your next dependent.
266

5

5

Please clearly speak and spell the first name
of your dependent

=

257

———————————

¥
Please enter your dependent's 2 digit hirth —

—_—
CITiRIsTTs coitaat RIS TS L*““'“

month, 2 digit day, and 4 digit birth year using | | Youentered ... e . [ Uil !?s i?ot.corrgct,
your telephone keypad. 200 g p ' #1 Press 2 (o re-enier,
I ] L S 202
T T e  E ——
i ependent Is male, press 1 lifemale, ] |Youselecled male | - e R
Ii this gop naent Is meale, press 17 [ female l | TFTATS TS CoMaer RS S RSTes .
DIess 2. —— Bl Eniry i aller |— s Dol o ! A
| - [You selecied B Eniry rom caller | b press 1. —E press 2 io re-entar,

Female 174 e = D 2“(!)_1 I 202

e ———

TS VOU SeIEca spous
176 you selected un

177 you selecied stepchilg
[ 178 you selecied disabled dependeni

Please indicate your dependent’s ralaions| 15l
to you. For spouse, press 1 o unimarried
child, press 2. For stepohild, press 3. For
disabled dependent child, press 4.

d child

( RIS 18 CofF

"'u‘*»t press 1,

C RS TS ot e
press 2 to re-enter,

260 | |ehild 202}
= =0 |
[ = . - — —— e ———— ——— ~ 1] —_— H
— e
“lease enter i dependent's social securily r — NS i = =i TR TS OFart ™ e
Plefzsc _on‘tg youl »dﬁe,D\,rlUG‘ﬂl 5, ocial securily | ou enterad | . | o tihis s coiredt, I this 78 ot corrsct,
number using your telephone keypad., g5 200 ,‘ Eniry from caller ‘ ¥ press | - press 2 (o re-snter
o L R [ = a0t 202
_______ —_—
e —— —_—

Please enter your dependent's & digit zip code You entered
using your telephone keypad. > 200 | Entry from caller
262 L

[T TRIS TS 6oiTeat,
| press 1. s
201

[ WiRiS TS Aot correct,”
press 2 to re-enter.
202

If you have additional
dependents, press 1 now.
264

If you have no additional
> dependents, press 2.
265

Thank you for using
# Open Season
Express 204

End Call
{hang-up)

You may only enter information for up to
5 dependents through Open Season
Express. Please contact your plan
directly to report any additionat
dependents not entered today.

Check
dependent
counter
for =5

Page 17 L

268




163"

Your Federal Health Pla
plans you or your depe

il need io coordinate benefits with any other health insurance
ents may have, 269

&
270 Do you have Medicare coverage? Press 1 if you don't have Medicare, press 2 if you
have both Medicare A and B, press 3 if you have Medicare A only or press 4 if you have
Medicare B only 270

from
allg

1,2
v
Does your spouse have Medicare coverage? Press 1 if your spouse doesn't have Medicare
coverage, press 2 if your spouse has both Medicare A and B, press 3 if your spouse has
Medicare A only or press 4 if your spouse has Medicare B only. 287

Do you or your spouse have Tricare, Tricare for Life, or Champ
have Tricare, Tricare for Life or ChampVA. Press 2
or Champ VA coverage. 289

VA coverage? Press 1 if you
if you don't have Tricare, Tricare for Life

and first name of the Tricare, Tricare
for Life, or Champ VA palicyholder.
290

from

]Please speak and spell the last nare
all/e |

Do you ol VORI e

) i 1 privale insurance plan,
press 1 if you do not have privaie insurance, press 2 if you do.
291

E :ak the name of the private plan and speak and
spell ihe last and first hame of the private insurance
policyholder, 292

Page 18



Your opinion about this system is very
irporiant to us. In our efioris o better serve
you we ask that you stay on the line and
answer a few shoit questions that will take
less than a minuie o answer Your
participation wilt help us improve our
customer service. 131

- . &
Were the open season materials we senq
you easy {o read and understand?
132

A
Was our automated Open Season Express
sysiem easy to use? [

Press 1, if you found them easy to read and
understand.

Press 2, if you found them difficult to read and
understand, or

Press 3, it you found no difierence from previous
years 133

Response
saved to
Reg 61

L

Question #

i
—

Press 1, if it was easy.
Press 2, if it was difficult

Press 3, if you found no difference from previous
years. 135

Response
saved to
Reg 61

£

Question #2

Press 1, if you have access to the Internet

Press 2, if you don't have access to the Interneat Response

saved to
Reg 61

Do you have access to the internet?
136

ol

[@V]

Question # N

137

Press 1, for good
_|Press 2, for fair, or
Press 3, for poor.

Overall, how would you rate Open Season
Express? —
140

Response
saved to
Reg 61

i~

Quesiion #

S~

e

Check
exiension to see
if call came from
operator

!
YES
Ext 3012

—

In general, how courteous was ihe
Question #5 Customer Service Specialist during this call? f

138

/

Write Survey File
Execute Process #25
file: survresp.ixt

End Call

_—
Press 1 for very courteous.
{Press 2, for discourteous, or
Press 3, if you have no opinion.

Response
—#1 saved o
Reg 61

Write Survey File

Execute Process #50 #  End Call
file: survoper.txt
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