2010 Open Season Express

Check where phone
-

call is coming from. [
Annuitant 4/ \ Operator

06/17/10

Survey questions
131 - 141

(dnis 3141)
] QOur system is not available at
WWloiris Wr Do Seaso N Expross. Check host hours utside b this time, Please call later.
[ 216
inside
We offer service in E{_‘l_glish and Spanish.
170
_,_7_7_7_7__5__7_7k_
For English, press ‘1‘ 17 | Para Espanol, oprima dos. 172
1 T
2
h 4
INT You can also complete transactions through the Internet by logging onto Open Ssason Online
at W-W-W dot R-E-T-I-R-E-E-F-E-H:B dot opm-dot gov. 238 SPANISH
ey =
In an effort to go-green and reduce paper consumption, OPM will not automatically mail you the open season packet of
information this year. Effective this open season, you will receive an open season notification which will include a web
site and telephone number to request health plan brochures, make enrollment changes, perform other open season
transactions and obtain other health benefits information. 239

?
Before using the Health Benefits Open Season Express, please have available your CSA or CSF annuity claim number and your
social security number. We also offer information on the Federal Employees Dental and Vision Insurance Program, which you
can request through Option 7 of the main menu. If you will be making a health benefit enrollment change or requesting health
benefit brachures, you will also need either the first 2 characters of the enrollment code for the health benefit brochures baing
requested or the first 2 characters of the enroliment code for the health benefit plan you are selecting for 2011. You can find the
health benefit enrollment codes in the Open Season Health Benefits Guide under the enrollment code column for each plan.

101

After making your request, please w‘;ito hear the message, "We have
processed your transaction” before making another request or ending
your call, 283

v
If you know the number for the transaction you want,
press that number now. Otherwise, listen for the
complele list of transactions. 164

To leave Open Season Express at anytime during
this menu, press 9.
(short pause)

To make a health benefit enroliment change, press 1.
A To request health hgneﬁl plan brc_!chures. press _2. . Check to see if claim/ssn
To request information on canceling or suspending ———options 1-8——P| o verified

your health benefits coverage, press 3.

To request information on paying your health benefit
premiums directly to us, press 4. No
To receive plan accreditation and survey information
on how health benefit members rated their health
plans, press 5.

To request an Open Season package, press 6.

To reguest information on the Federal Employees
Dental and Vision Insurance Program, press 7.

To request a FEHB state guide, press B.

To request a Change of Address, or to speak with
a customer service representative, press 0.

To hear the list of options again, press *. 102
1
9 0
¥
Check
operOpt
holiday | 0 T\CPSrOP
I
Yes

—Yes|
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vali

If your annuity claim number begins with the letters "CSA", press 1.

103

03/24/10

Fuur annuity claim number begins with the letters "CSF", press 2.

104

c

1\ k/ —

Please enter the first 7 numbers of your annuity claim
number now. Don't enter the letters CSA or CSF.

105

A

Your annuity claim number is......
106

Claim number

2

If this is correct, press

If this is not correct, press 2

To leave Open Season

from TT entry 1. to reenter. Express, press 9.
201 202
— 203
¥ T
spiCheckClaimFirstd call to Validate 9
ciaim on host i
—valid (RC = 0) - pass first 8 of claim ( the Ao F and
first 7 digits)
HOST 1
invalid (RC =1)
¥ 4=
The annuity claim number Increment claim | Checkclaim | _,
Retrieve SSN from host you entered is not on our file. error count ' error count
126
B B B - T
=2
v
The annuity claim number
4 you entered is not on our file.
| |For security purposes, 126
please enter the last 4 digits
of your social security < 2
number now. Check
o holiday | ¥®®
If this is correct If this is not correct, To leave Open Season
{s S i
Lo entezrgg 88N from press 1. press 2 to reenter. Express, press 9. 9
TT'entry, 201 202 203
e - —
spiLoginAnnuitant call
to check claim/SSN from The numbers you entered
oy agaist A ast do not match the numbers
indi table. first 8 of clai
Seélggﬁlahtﬂofrsf‘(s)rN e tast 4 orSsn. | |we have on file for the Increment SSN ,/Check SSN |, |
RC =0 blank phene number, | oo, " lannuity claim number you error count "|errer count
entry ] and userid (OPMIVR). entered.
HOST 2 108

sign

Please enter your daytime telephone
number, including area code using your
telephone keypad followed by the pound

)
A

RC =0, but Annuitant Type 3, 5,6,7,8,0r 9

263

A

You entered ... |
200

Eniry from
caller

v

a{

to
Check saved
menu request

FF

claim,

If this is correct,

spil.oginAnnuitant call
nuinber. (Pass first 8 of

number, Userid of

press 1.
_20

|

If this is not correct,
press 2 to re-enter,
202

update phone
last 4 SSN, phone

OPMIVR)
HOST 3

—

1
=2
= W
Check
holiday Yes@
no
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KO

Check to see if
the annuitant has made any prior
enrollment changes during this

Open Season (either
processed or pending)

Prior enroliment changes made

You indicated that you wish to
make an enroliment change. Per
our records, you have previously
made an enroliment change.
Making another enroliment
change will overlay your prior
change.

169

NO prior enrollment changes

If you wish to continue
with an enroliment
change, press 1.

195

K1

To return to the main

menu, press *.
205

;
v

K2

03/24/10

To leave Open Season

Express, press 9.
203

t
9
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K1

You indicated that you wish to

make an enroliment change.
166

Enroliment Requests

03/24/10

201

If this is correct, press 1—’

To return to the main
menu, press *.
205

Yes

1

*

Express, press 9.

To leave Open Season

203
L
9

exit

If you are male, press
1. If female, press 2.

F Y

262
1 2

You selected
Female 174

If this is correct,
press 1. 201

v

If this is not correct,
press 2 to re-enter.
202

\ 2

B —
You selected
male 173

A 4
Please enter your 2 digit birth month, 2
digit day, and 4 digit birth year using
your telephone keypad.

1204

v

You entered...

200

Entry from caller

If this is correct,

Please-ﬁememher, your enroliment change will not be
complete until you hear the message, "We have processed

your transaction."

284

v

K3

If you want self only coverage, press 1.

115 |

‘ If you want self and family coverage, press 2. 116—‘

press 1.
201

1f this is not

correct, press 2 to
re-enter.
202

MNote: This prompt was previously
done after the plan code collection;
switching order.

You entered ...

200 TT entry

1

If this is carrect, press

201

YES

If this is not comect,
press 2 to reenter.
202
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Spouse Equity Coverage Edit 06/30/10

K4

Is caller
requesting the same
coverage as they had
(self or self & family)

yes
no

s'the AT = 2 or 4 and the
caller is attempting to move
from self only coverage to
self and family?

no

yes

We are not able to process your request to change from a self only coverage
to a self and family coverage. Only dependents of the former Federal
employee or retiree 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.

121
A l h S
If you want to make To leave Open
another enroliment To return to the Season Express,
code selection, main menu, press *. press 9.
press 2 205 203
123 -

T I
2 *
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Enrolliment Requests

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 number shown on the
telephone keypad for that letter.

109

- v

For example, if you would like to enroll in AN1, enter 26.
The 2 is the number on the keypad with the letter A and 6 is
the number on the keypad with the letter N. If the first 2
characters of the enroliment code contain the letters Q or Z,
enter the number O for these letters.

110

h 4

Please enter the first 2 characters of the

enroliment code now.

11
If this is correct, press If this is not correct,
vou emggg PJane-:;?de i 1. press 2 to reenter.
i 201 202
e
1 2
h 4

valid matches———

spiPlansForSta!ijKaypad call -
pass state code, Keypad Code,

original plan code and coverage
choice to retreive possible plans.

Retrieve 1-9 plan codes
& IVR messages

Ifonly1 >1

Note: E is now like last years T
and plays the complete
information, including coverage
selection and enrollment code.

HOST 16

no matt::h—I

There are no plans in your
state with the first 2
characters of the enroliment
code you entered.

Increment keypad
error count

127

=2

v

Check keypad

06/30/10

To leave Open Season
Express, press 9.
203

o
20

There are no plans on file matching
this enroliment code selection.

130

A
Check
.‘ ’m{ holiday
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Enrollment Requests

06/30/10

N
The plan you selected has the
same combination of numbers as If you selected ... {Plan name) Press ... Y E
other plans available in your state. 240 IXX 241 - 249
112

If none of the plans in the list include SR —
your plan choice, press 0 to enter a
neveenrollifent code: 160 gl Increment keypad Check keypad | <2 K
Press the pound sign to hear the list error count error count
again. 114 {

I =2

#

l’ Check

o holiday [ ¥ H

=z

E*
(F?I:: ﬁ;?n:%tet%;‘; 1_73)0( If this is correct press If this is not correct, To return to the main To leave Open Season
(Coverage) - 1 1’; 1. press 2 to reenter. menu, press *. Express, press 9.
Enroliment code (Code) - - 2 205 205 203
120 [ [ [
2 * 9
1 .
A
Checked as: Check if the

1) If Most Recent Plan on S51 is not blank,

check to see ifitis the same plan/coverage selected
2) Otherwise (Most Recent Plan blank),

check the Curr-Plan from 551 call to see

ifit is the same plan/coverage

selected.

plan/coverage chosen is the
same plan/coverage as
currently on file.

Yes

Same plan/coverage .
The plan and coverage you have selected is the

same plan and coverage currently on file for you.
No updates will be made.
129

If you want to make another enrollment code
selection, press 2. 123
To retum to the main menu, press *. 205

To leave Open Season Express, press 9. 203

2-//—1\ T

Self Only
or Self & Family
coverage?

Self onSelf and Family

u1*

i U
@
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u1

Enroliment Requests
self only

Do you, have any other insurance such as
Medicare, Tricare, Tricare for Life, Peace Corps,

or Champ VA? If you do have other insurance,
press 1. If you don't have other insurance, press
2. 229

A

Your Federal Health Plan will need to coordinate
benefits with any other health insurance you may

have.
194

v

Do you have Medicare coverage? If you don't have
Medicare, press 1. If you have both Medicare A and
B, press 2. If you have Medicare A only, press 3. If
you have Medicare B only, press 4.
270
v

Do you have Tricare, Tricare for Life, Peace Corps, or
Champ VA coverage? If yes, press 1. If no, press 2.

289
_ v

spiRegEnroliChange call - to update enroliment plan.
accept RC 0 only
HOST 4

J

spiOtherinsurancellpd call - fo update Other Insurance
fields.
accept RC 000 only
HOST 5

v

We have processed your transaction.
122

v

The effective date of your Open Season
change is January 1, 2011.
124

o

We will mail you a letter confirming your Open Season

change. We will also notify the plan you selected of your

new enrollment. Your new plan will send your new

identification card to you. You can expect to receive your

new card in approximately 4 weeks. If you don't receive

your new card, you should contact your new plan directly.
125

To return to the main
menu, press *.

Season Express,

——p
To leave Open

press 9.
| 2
v 9
A

06/30/10

Page 8



Enroliment Requests 06/30/10
self & family

uz2

spiRegEnrolliChange call
for enroll change
Accept RC 0 only
HOST 6

v

We have processed your
transaction.

122

yes Check holiday f——

Next, we will gather your

dependent and other

insurance information.
167

A

hours
outside

Next, we will gather your

dependent and other insurance Next, we will gather your
information. dependent and other
167 insurance information.
167

v

Please wait and a Customer Service
Specialist will help you. There will be a
pause while the call is being
transferred.

219

.

IVR transfers to operator

Operator performs transaction > Operator transfers annuitant to Survey questions
survey 131 - 141
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Brochure Requests

cc1

You indicated that you wish to I this is correct pres-s 1
receive plan brochures. 01 i I

165

_ PR
spiChkNumBrochReqs call -
pass claim no. (Returns the number of brochures
requested but not yet processed).

06/29/10

To return to the main

YES

menu, press *.

To leave Open Season
Express, press 9.

205 203
T =T
3 9
v
A exit

Is number of brochures > 97

e —
——
NO

h 4
Please remember, your brochure request will not be complete until you hear the
message, "We have processed your transaction.” 285

Please enter the first 2 characters of the enroliment code for the brochure you want. If
the first 2 characters of the enrollment code contain a letter, enter the number shown
on the telephone keypad for that letter. 144

For example, if you would like to request brochure AN1, enter 26. The 2 is the number
on the keypad with the letter A and 6 is the number on the keypad with the letter N. IT
the first 2 characters of the enrollment code contain the letters Q or Z, enter the
number 0 for these letters. 151

Please enter the first 2 characters of
the enroliment code now.
111

o l

A 4

system.

You have reached the maximum number of plan
brochure requests that we can process through our

165

To return to the main

A 4
To leave Open Season

menu, press *. Express, press 9.
205 203
1 |
y 9
A

Yi F d Pl de TT If this is correct, If this is not correct, To leave Open Season
ouen [;rgg - cc: 2 press 1. press 2 to reenter. Express, press 9.
o 201 202 203
7 | . !
1

L

pass st

——valid matches
HOST 17

spiBrochsForStateByKeypad call
de, Keypad Code, to
refreive possible plans.

o match—‘

ﬁ

There are no plans in your state

with the first 2 characters of the

enroliment code you entered.
127

A

Retrieve 1-9 plan codes
& IVR messages

If only 1 >1
A 4

Increment keypad
error count

A

=2

_ v

Check keypad
error count

[N
2]
o

PP

o invalid

Requests < 1 and 2nd request

There are no plans on file matching
this enrollment code selection.

130

v
To re-enter the 2 digit
brochure code, press 1.

163

y!

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

03/24/10

PP i
The plan you . If this is not correct, To leave Open Season
selected is ... E;z:gg{g;iglan ifthis is carrect, przegf % press 2 to reenter. Express, press 9.
113 202 203
) | [ | -
1 2 9
Yy
Increment o
brochure counter exit
(o]
The plan you selected has the [
same combination of numbers as If you selected ... (Plan name) " Press ... |
other plans available. 240 3XX o 241 - 249 13
168 o
If none of the plans in the list include
your plan choice, press 0 to enter a 0 Increment keypad . | Check keypad error
new brochure code. error count " count +
161 l
oper no— Check | es-
P holiday [ 7

E
The plan you B ded bl If this is correct, I this is nof correct,
selected is... Tefracomaer pan press 1. press 2 to reenter.

name selected

Press the pound sign
to hear the list again.

113 201
i 202 114
! I
#
h 4
CcC 0

Increment brochure
counter

To leave Open Season
Express, press 9.

203
=
9

exit
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DD

This check on brochure
counter will be modified to
take the number of
brochures returned on
spiChkNumBrochReq + the
number processed so far
through loop for the check.

<10

v

If you want another plan brochure,
press 1.

145

1

EE

The plan brochures you
asked forare ... 147

plan code 162

(plan code1) (plan name1), ...
(plan code15) (plan name15)

v

If the list of plan brachures you
asked for is correct, press 1 to
complete your selection. F o 1—

149

If this list is not correct,
press 2 to re-enter your
brochure selections.

150

To return to the main
menu, press *,
205

—=10—

spiReqBrochures

22—

Brochure Requests

You have reached the maximum number of plan
brochure requests that we can process through our

system.
155

07/26/10

To hear the list of plan brochures
you asked for, press 2.
148

To completé your

selection, press 3.

148

3—

We have
processed your
transaction.

call - Brochure
Request
Accept RC 0 only

HOST 7 122

Clear brochure counters

You

Tto

cC

can expect to

receive the information
you requested in about | —

10 days.
153

To leave Open Season
Express, press 9.
203

To return to To faaus
the main Open Season
menu, press * EXress;
?:05 press 9.
203
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DP

You indicated that you wish to receive
information on how to pay your
premiums directly to us. Please note
this option is only available when your
monthly annuity payment is not large
enough to cover the cost of the
monthly health benefits premuim.

156

Premiums to OPM

If this is correct, press 1.
201

1

v

spiReqinfo call —
Passing TransType of “DP'
for Direct Pay Info Request.

Accept RC 0 only.

HOST 8

We have processed your
transaction.
122

You can expect to receive
the information you
requested in about 7 to 10
days.

153

03/24/10

To return to the main menu,
press *.
205

To return to the main menu,
press *.

To leave Open Season Express,

205

press 9.
203

i
)

To leave Open Season

Express, press 9.
203

exit
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Suspend/Cancel

MM

You indicated that you wish to o
receive information on canceling or If this is correct, press 1.
suspending your health benefits 201

152

press *.
205

To return to the main menu,

03/24/10

To leave Open Season
Express, press 9.
203

coverage.

1

’

spiReqinfo call -
Passing TransType of “CS’
for Cancel/Suspend
Information Request.
Accept RC 0 only.
HOST 9

A

We have processed your
transaction,

122

You can expect to receive
the information you
requested in about 7 to 10
days.

183

To return to the main menu,

To leave Open Season Express,

press *, press 9.
205 203
\
*
9
A

l
!

@
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TE

Health Plan
Survey

You indicated that you wish 1o receive
plan accreditation and survey
information on how FEHB members
rated their health plans.

157

If this is correct, press 1.

To return to the main menu,

03/24/10

To leave Open Season

AccreditationInformation
Request
Accept RC 0 only.
HOST 10

1

We have processed your

transaction.
122

i

You can expect to receive
the information you
requested in about 7 to 10
days,

163

To return to the main menu,

press *. press 9.
205 203
! |
9
A
-

To leave Open Season Express,

press *. Express, press 9.
201 205 203
1 % 9
spiReqinfo call —
Passing TransType of “SR’ A exit
for Survey and Plan

Page 15



OoP

You indicated that you wish to
receive an Open Season package.

Open Season

Packet

If this is correct, press 1.

To return to the main menu,

06/29/10

To leave Open Season

201 press *. Express, press 9.
158 205 203
1 * q
spiReginfo call -
Passing TransType of “IP* A

for Initial Packet (Open

Accept RC 0 only.
HOST 18

Season package) Request.

i

We have processed your
transaction.
122

N

You can expect to receive
the information you
requested in about 7 to 10
days.

153

To return to the main menu,
press *.

205

fr—

To leave Open Season Express,
press 9.
203

|
9
|
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DV

(CSFxxxxxxx$S or
CBAXXXXXX3 or

No

You indicated that you wish to receive
information on the Federal Employees
Dental and Vision Insurance Program or
‘FEDVIP". The general information to be
provided contains plan names and telephone
numbers. For details on enrollment and
premiums, please call 1-877-888-3337, or
visit the website at W-W-W dot Benefeds dot
com. That's W-W-W dot B-E-N-E-F-E-D-S
dot com. You may not receive an exiension
for enroliment into FEDVIP.

128

il

FEDVIP

03/24/10

Under federal regulations,
former spouses are not

To return to the main menu,

To leave Open Season

To confirm your request to

have general FEDVIP To return fo the main menu,

—Yes- eligible for the Federal press *. Express, press 9.
Employees Dental and 205 203
Vision Insurance Program.
199 I
" e

To leave Open Season

information mailed to you, press *. Express, press 9.
press 1. 205 203
196
1 * 9
spiReqinfo call — )
exit

Passing TransType of "FV’
for FEDVIP Information
Request.

Accept RC 0 only.
HOST 14

We have processed your ;
transaction.

122

A 4

You can expect to receive
the information you
requested in about 7 to 10

To retum to the main menu,

press *.

days.
153
To leave Open Season Express,
press 9.
205 203
9
exit
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State Guide Request 03/24/10

j

§G

You indicated that you wish to
receive a FEHB slale guide.

To return to the main
menu, press *,

To leave Open Season

If this is correct, press Express, press 9.

1205 24 28 203
| I
1 v

exit

Annuitant Type = 2?

I“l? State specific guides are Toreturn tothe | |geason
Please remember, your request will not be complete until nof available foFtormer maky meny; Express, press
you hear the message, "We have processed your Spouses; 218 |press 205 | |g, 203
transaction." 1206 =
SG1 - % d
Please enter the two character state code for the guide you want. For example, if you are requesting a FEHB guide for Texas,
state code TX, enter 8-9. The 8 is the number on the keypad with the letter T and 9 is the number on the keypad with the letter
X. If the state code contains the letters Q or Z, enter the number 0 for these letters. For a foreign guide, enter 1-1. 1207
urrent State co
No——  —<_onfile of “GU", "PR”, —Yes ¥
r or "VI"?
For US territories of:
Please enter the 2 character state code . Guam, enter “4-8"
for the FEHB guide you want now. e Puerto Rico, enter “7-7"
1208 OR
° Virgin Islands, enter "8-4".
1213
Y .
If this is correct, If this is not correct, To leave Open Season
You entered ... Sjlizrie ctode press 1. press 2 lo reenter. Express, press 9.
200 i 201 202 203
. ! ————
1 2 9
spiStateGuidesByKeypad call - 561
i pass Keypad Code lo rereive
valid miches— possible plans state guides
HOST 19
no match
N ) A
Retrieve 1-9 state There are no state codes that i d
codes & IVR messages match the 2 characters you — ncrement keypa — Check keypad 2 SG1
anterad. 1209 error count error count

ifonly 1 >1

A

N Check
o holiday

Yes:
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State Guide Request - 2

08 - 03/24/10
You selected the Pre-recorded —= I this is not correct,
FEHB state guide state name Ifrtgsls ‘13 wometh press 2 to reenter. E: I?::: Orﬁ:eesr; geason
for ... for state code press . 201 WP 203 .
1210 selected 202
; e
] 2 9
1
l exit
spiReqStateGuide call - } ]
State Guide Request _ [Wehave Yo eanexpertto. || GUELmD To leave Open
— | Accept RG 0 only (RC 1= RC= _|processed your receive the information | |the main Saagon Exoess
RC=1 pL f | 0 T|transaction. you requested in about | |menu, press * A,
special msg below) 122 71010 d 153 205 press 9. 203
HOST 15 10025
L | s|3
This request was not )
processed because you To return to the To leave Open Season exit
have reached the maximum main menu, press *| |Express, press 9,
number of FEHB state 205 203
guides that can be requested . 3 —
per day. 1214 o S
@
MS 1-9 times
The state you selected has the
same combination of numbersas | If you selected ... (State Name) Press ... L g
other state codes available. 240 XXX 241 - 249
1211 ' L
If the states in the list DO NOT ]
include your state choice, press 0 0 Increment keypad Check keypad ermor |
to re-enter the state code. L error count count
1212 |
=2
Check
SG2
s If this is not correct, ) -
You selected the Pre-recorded state | |If this Is comect, press 2 lo reenter. Press the pound sign To leave Open Season
FEHB slate guide name for state press 1. 1o hear the list again. Express, press 9
for ... 1210 code selected 201 202 114 z sty
T
‘ 2 # 5]
1
spiReqStateGuide call — We ha\.'eu You can expectto To return to To leave
e State Guide Request ¢ |processed your receive the information the main Open Season
Ret .. R_ _ Accept RC 0 only (RC 1=1— 0 transaction. you requested in about menu, press * Express,
SHUMER HReques special msg below) 710 10 days. 205 press 9.
HOST 15 153 203
122 [
*

This request was not

processed because you
have reached the maximum
number of FEHB state
guides that can be requested
per day. 1214 =

To return to the
main menu, press

*

205 203
S
exit

To leave Open Season
Express, press 9.
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Today is a Federal Holiday.
159

Federal Holiday

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

220

03/24/10

To return to the main menu,
press *,
205

To leave Open Season
Express, press 9.
203

T
l

exit
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operOpt

1

v
Check

hours

|

inside

operator ——outside—|

Transfer to

Operator
with option to return to MM

if Outside of CSR hours

We are sorry that we are not able to
process your request at this time. This
request must be completed during our
customer service operating hours of 7 a.m.
to 7 p.m., Central Time, Monday through
Friday. Please call back during these
hours. 220

07/26110

To return to the main

y

Please wait and a Customer Service Specialist will
help you. There may be a pause while the call is

being transferred.

l

quality assurance purposes.

Your call may be monitored for

198

Operator performs
transaction

v

Operator transfers
annuitant to survey

~ Survey
questions 131 -
141

menu, press *.
205

*

A

To leave Open
Season Express,
press 9.

203

Exit
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Transfer to operator

Oper We are sorry that we are not able to process your request at
this time. This request must be completed during our
Check operator hours—‘ utsid customer service operating hours of 7 a.m. to 7 p.m., Central
Time, Monday through Friday. Please call back during these
e hours.
220
inside

Please wait and a Customer Service Specialist will
help you. There may be a pause while the call is
being transferred. 219

A

Your call may be monitored for
quality assurance purposes. 198

v
’ IVR transfers ’

to operator

N

Operator performs
transaction

v

Operator transfers
annuitant fo survey

A

Survey
questions

03/24/10
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Exit Routine

Exit

Check - Have transactions
occurred?

L—no—————»

yes— 131 - 141

Survey questions

v

Thank you for using Open Season Express.

Goodbye.
204

L

End Call
(hang-up)

03/24/10
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Transcription Box

Please enter or speak the information requested as prompted. The

information you provide will be sent to your new health plan along with
your enroliment change information. 253

Please speak your 7 digit annuity claim number, including the CSAor
CSF prefix after the beep. 254

=

L
Please clearly speak your full name and spell your last name. 255:|

y

Do you, the annuitant, have any other insurance such as Medicare, Tricare, Tricare
for Life, Peace Corps, Champ VA or any private health insurance coverage? If you
do have other insurance, press 1. If you don't have other insurance, press 2.

267

INS

spiOtherinsuranceUpd - Update
Other Insurance fields for
annuitant.
Accept RC 0 only.
HOST 11

B

03/24/10

Page 24



Transcription Box

03/24/10
Dependent Information

B

Please clearly speak and spell the last
name of your first dependent, beginning

5 : ¢ Please clearly speak and spell the ‘
with your spouse if you are married. last name of your next dependent

255"
|

256

B - o
Please clearly speak and spell the first |
|name of your dependent followed by

their middle initial.
L 257

S e e |

N Y @@
Please enter your dependent’s social

security number using your telephone You entered (IFihis Ts correct,
keypad. M ’ Entry from caller press 1.
261

If this is not correct,
press 2 to re-enter.
202

Please enter your dependent's 2 digit birth |

=2 el = iis is correc, [fthis is not correct,
Ts?:;h;tsu?Iﬂltei?\y:;r?::etslaﬂt birthyear You e;cllgred s —>( Entry from caller press 1. press 2 to re-enter]
256 L %0 ! 2‘” .

202

is dependent is iale, press T [You selected male s } —
If female, press 2. T —_—

- If this is correct, If this is not correct,
gl v = " _T==bjpress 1. press 2 fo re-enter.
e J 2. 4] You selected Female | _———"" 201 202
174 ‘
v

!Please indicate your dependent's relationship to E(-)r?tz of the following, depending on TT
ou.

For spouse, press 1.

|For adopted child, press 2.

For foster or grandchild, press 3.

For stepson or stepdaughter, press 4.
For biclogical child, press 5.

For unmarried disabled child, press 6.

You selected spouse 175 I this is L If this is nat
You selected adopted child 176 Entry from mrrecl, press correct, press
You selected foster or grandchild 177 caller 2 to re-enter.
You selecled stepson or stepdaughter 178

You selected biological child 179 L
You selected unmarried disabled child 154

‘!

5y [T¥ouhave addiional If you have no additional il
dependents, press 1 now. dependents, press 2. 2 exit
264 265 4

i
1
,.}——.\ You may only enter information for up to
/ Check™, 10 dependents through Open Season
(dependent _ =10—w Express. Please contact your plan —
; CD'-IL“EF directly to report any additional
NJor =10, dependents not entered today. 268
<10

L
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Ins

Transcription Box

Other Insurance

Your Federal Health Plan will need to coordinate benefits with any other health insurance

plans you or your dependents may have.

269

/

only, press 4.

Do you have Medicare coverage? If you don't have Medicare, press 1. If you have both
Medicare A and B, press 2. If you have Medicare A only, press 3. If you have Medicare B

270

¥

If no, press 2.
289

Do you have Tricare, Tricare for Life, Peace Corps, or Champ VA coverage? If yes, press 1.

A

Do you have a private insurance plan? If yes, press 1.
If no, press 2.

291

Please speak the name of
the private plan.
292

—»

Please speak the private

insurance plan policy number.

193

spiOtherinsuranceUpd - Update
Other Insurance fields for

- annuitant.

Accept RC 0 only.
HOST 12

03/24/10
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Transcription Box
Dependent Other
Insurance

03/24/10

Does this dependent have any other insurance such as Medicare, Tricare, Tricare for Life,

Peace Corps, Champ VA, or any private health insurance coverage? If yes, press 1. If no,

press 2.
210

|

1

l

Does this dependent have Medicare coverage? lf@
dependent does not have Medicare, press 1. If this
dependent has both Medicare A and B, press 2. Ifthis
dependent has Medicare A only, press 3. If this
dependent has Medicare B only, press 4.

226

Y

Does this dependent have Tricare, Tricare for Life, 2
Peace Corps, or Champ VA coverage? If yes, press 1.

If no, press 2.

227

Does this dependent have a private insurance plan? If
yes, press 1. If no, press 2.
228

ntry fro
caller

]

Please speak the name of Please speak the private

spiDependentUpdForiVR cali -
. Update dependent

the private plan. »{insurance plan policy number. — b Accept RC 0 only

292 193

HOST 13
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Question #1

Question #2

Question #3

Question #4

Question #5

Question #6

Question #7

Survey Questions

Your opinion about this system is very important to us. In
our efforts to better serve you we ask that you stay on the
line and answer a few short questions that will take fess
than a minute to answer. Your participation will help us
improve our customer service.

13

Were the open seascn materials we sent

you easy to read and understand?
132

h
Was our auformated
system easy fo use?

pen Season Express

If you found the materials easy to read and
understand, press 1. If you found the materials
| difficult to read and understand, press 2. If you found
no difference from previous years, press 3.

333

03/24110

134

h

Do you have access to the internet?
136

QOverall, how woufd you rate Open Season
Express?

140

¥

If the: system was easy, press 1. |f the sysiem
was difficult, press 2. If you found no difference
from previous years, press 3.

135

If you have access to the intemet, press 1. If you

- don't have access to the Internet, press 2.

137

In the future, would you be interested in
receiving e-mail notifications regarding OPM
Open Season, such as address change
confirmations and enrollment confismation
jetters, in lieu of mail? 142.

In the future, would you be interested in
using a web chat feature that wouid allow
you 1o speak with an OPM representative
live? 272

extension o see
if calf came from
aperator

YES
Ext 3012

For good, press 1. For fair, press 2, For poor,

press 3. 141
For Yes, press 1.

T * For No, press 2. 143
For Yes, press 1.

I * For No, press 2. 273

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

———» End Gall

in general, how courteous was the
Customer Service Specialist during this call?
138

™

Write Survey File
Execute Process #5650

y

file: survaper txt

For courtecus, press 1. For discourteous,
press 2. If you have no opinion, press 3.
138

End Call
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SPANISH

Yes

v

Hoy es un dia feriado federal.
223

A

Spanish Flow

Check holiday No——

Check

operator ———outside——»

hiours

inside

Route to
Spanish
operator

Lo sentimos, ne podemos procesar su
solicitud en este momento. Esta soficitud
debe ser hecha durante el horario de
oficina de serivicio al cliente, de 7:00 am
a 7:00 pm de lunes a viemes. Por favar,
vuelva a llamar durante este horario el
proximo dia laborable.

221

Para utdlizar nuestro sistenna
automatizado, disponible
solamente en ingles, oprima el
asterisco.

224

y

Para salir del sistema

expreso de |a temporada

abierta, oprima el numero 9.
225

E

v

Gracias por utlilzar €1 sistema
expreso de fa temporada abiera.
222

Lo sentimos, no podemaos procesar su
solicitud en este momento. Esta solicitud
debe ser hecha durante el horario de
oficina de serivicio al cliente, de 7:00 am a
7:00 pm de lunes a viemes. Por favor,
vuelva a llamar durante este horaro ef
proximo dia laborable.

221

l

Para utilizar nuestro sistenna
autlomatizado, dispeonible

asterisco,
224

h

Para salir det sisterna
axpreso de la temporada
abierta, oprima el
numero 9.

225

]
¥

Gracias por utlilzar el sistema
expreso de la temporada abierta.
222

solamente en ingles, oprima ef *

03/24/10
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DEPENDENT CHECKS 07/29/09

DC

As a survivor annuitant, you are not
eligible to add a new spouse to your
health plan. If you have gquestions,

Check if TT

entered was 1. ves |please call us toll-free at 1-888-767-
6738. 207
No
S >
) 4
e dependenitt
gender the same as
DEP INS
Yes l
No We are unable to process your request. If you think the
i family member you wish to enroll is eligible, please call
gelc;ke: <D(])QB Bgfa us toll free at 1-888-767-6738. 206
No
| —

1 DEP INS

If you are listing a disabled dependent, you
must first have had the dependent certified as
disabled by either OPM or the employing office
where you worked. If the dependent has not
been certified, please call 1-888-767-6738 and
request the disabled dependent form. Your
carrier may ask to see the disability certification
before providing services to a disabled
dependent. 209

Check if T
entered was 6

No

Dependent child cannot be 22
years of age or older. 208 DKEP INS

* Note: the application code uses current
year to calculate the year checked against
so that code modifications do not need to
be made to accommodate the change each
year.
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