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2010 Open Season Express

— | callisco

Check where phone

ming from. | T

—
.

Annuilant &

|

Welcome to Open Season Express. o Check host hours

100

utsid

i Cperalor
(dnis 3141)

Our system is not available al
this time. Please call laler.
216

inside
v

We offer service inbngllsh and Spanish.

170

s

/
l For English, press 1. 171
— :

1
v

0617110

Survey qu

eslions

131 -141

»
Para Espanol, oprima dos.

172

238

You can also complete transactlons‘ihrough the Internet by logging onto Open Season Online
at W-W-W dot R-E-T-I-R-E-E-F-E-H-B dot opm dot gov.

T~

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 nofification 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

—a-

101

Before using the Health Benefits Open Season Express, please ha
soclal securily 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 benefil enrollment change or requesling health
benefit brochures, you will also need either the first 2 characters of the enroliment code far the health benefit brochures baing
requested or lhe first 2 characters of the enroliment code for the health benefit plan you are selecting for 2011. You can find lhe
health benefit enrollment codes in the Open Season Health Benefits Guide under Lhe enroliment code column for each plan.

ve available your CSA or CSF annuily claim number and your

e

After making your request, pléasé'wa'l"to hear the message, "We have
processed your transaction" before making anolher request or ending
your call.

283

¥
If you know the number for lhe transaction you want,
press that number now. Otherwise, lislen for the
complele list of ransaclions, 164

To leave Open Season Express at anyltime during
this menu, press 9.

(short pause)

To make a heallh benefit enrollment change, press 1.
To request health benefit plan brochures, press 2.

To request information on canceling or suspending
your health benefits coverage, press 3.

To requaest information on paying your health benefit
premiums direclly to us, press 4.

To receive plan accreditation and survey information
on how health benefit members rated their heallh
plans, press 5.

To request an Open Season package, press 6.

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

To request a FEHB state guide, press 8.

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

———options i-0———&

Check to see if claim/ssn
has been verified

To hear the list of oplions again, press *. 102
5
¥
Check
heliday

I
Yes

| _No={ operOpt

No

]
2

SPANISH

—Yes

FF
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03/24/10

IF your annuity claim number begins wilh the letters "CSA", press 1. If your annuity claim number bagins with the letters "CSF", press 2.
103 104
= 4//’
1 2T
G \ e
b e
Please enler the first 7 numbers of your annuity claim
number now. Don't enler the lelters CSA or CSF. [g———2
105
= 5 T -
Your annuity claim number is...... Claim number IF this s correct, press If this is not carrecl; press 2 To leave Open Season
108 from TT enlry 1. to reenter. Express, press 9.
201 202 203
¥ T
spiCheakClaimFirstd call to Validale ]
claim on host Y
valld (RC = 0)——————| -pass firs1 8 of claim ( the Ao r F and
frst 7 digits)
HOST 1 exit
invalid (RC = 1)
The annuily claim number Increment claim p| Checkciaim | . c
Relrieve SSN from host you entered is not on O;-'é'gle- I error count "1 ermor count

S T
=2
v

The annuily claim number
you enlered is not on our file.

| |Faor securily purposes, 126
please enter the last 4 digils
of your social security o 2
number now. Check
10? oper n holiday —yes H
If thisris; correct, If this is not correct, To leave Open Season
= eﬂlezrgg BN o press 1. press 2 to reenter. Express, press 9. 9
TT entry 201 202 20
R
spiLeginAnnuitant calt
to j:u.’c!( dlﬁim.fnSNrrl;am The numbers you enlered
caller against Annuitan!
SetndicatorTor e ok sk S et Al do not match the numbers
. | rumber, tast 4 or ssN, |——__, |we have on file for the Increment SSN Check SSN | 2.
valid CLAIMISSN 4 ~= " “iont. phone number. | o~ annuity claim number you eror count "l error count
enlry and ueetid (QPMIVR). enlered.
HOST 2 108 — _I2
3 t =0, but itant Type 3, 5,6, 7,8, 019 =
Please enter your daytime telephone = buk Amma Rt TSl S Ty peed l Check | #
number, including area code using your - 5 holiday
lelephone keypad followed by the pound
sign 263 no
v _
If this is correct, If this is not comect,
You e;ulgred N Enér;;lgr:)m press 1. — P press 2 lo re-enler.
201 202
spil.eginfinnuitant call
to update phone
Check saved RC=0 n!ll.llb!‘.l. (Faa:‘. firal 8 of
l4— claim, lasl 4 SSN, phona
FF menu request number, Userid of
OPMIVR)
e HOST 3

—— ]
—

2

Jolleeloclore

lolo

Paqo 2



Ko

Check to see if
the annuitant has made any prior
enroliment changes during this
Open Season (either
processed or pending)

Prior enroliment changes made

v

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

169

NO prior enroliment changes

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

195
|
1
v
G
d

—p " Ki

To return to the main

menu, press *.
205

03/24/10

[ To leave Open Season

Express, press 9,
203

9
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Enrollment Requests

03/24/10

If this is correct, press 1.

To return to the main

| To leave Open Season

You indicated that you wish to h
make an enrollment change. 201 menu, press *. Express, press 9.
K1 l i [
9
1 ¥
K2 A .
ex
annuitan _
Date of Birth Yes -
issing? - v
Please enter your 2 digit birth month, 2
Na digit day, and 4 digit birth year using
your {elephone keypad.
8 F:‘e ; 1204
annuitant's
gender missins Aﬁ 2
You enlered...
200
If you are male, press j_
1. If female, press 2. 4
262 Entry from caller
1 l 2

You selected |
male 173

You selecled
Female 174

I ihis is correct,
press 1. 201

L
v

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

—

If this is correct,

Please remember, your enrollment change will not be
complete until you hear the message, "We have processed
your transaction." 284

press 1.
201

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

202

If you want selfuni '}.uvera e pressi. 115 I
K3 lT g L Note: This prompl was previously
done after the plan code collection;

switching order.

Ilf you want self and family coverage, press 2. 116_|

if this is not correct,
press 2 lo reenler.
202

Youentered ... If this is carrect, press

200 TT entry

201

Page 4



Spouse Equity Coverage Edit 06/30/10

K4

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

yes
no

he AT =2 or 4 and {l
caller is atternpling 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 enrollment. If you
think the family member or members you wish to enroll are eligible, call us toll-
free at 1-888-767-6738,

121

If you want to make To leave Open
another enroliment Toreturn to the Season Express,
code selection, main menu, press *. press 9.
press 2 205 203
123 1
1 [
2 & 9
K3
A exit
.‘t'

ALY Page 5



Enrollment Requests

Please enter the first 2 characlers of the enrollment code for
ihe plan 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.
109

J

For example, if you would like to enroll in AI‘CH, ent

The 2 is the number on the keypad with the letter A and 6 is
the number on the keypad with the letter N. Ifthe first 2
characters of the enroliment code contain the letters Q or Z,

enter the number O for lhese lelters.

110

er 26.

v—

Please enter the first 2 characters of the

enroliment code now,
1M1

You entered ...
200

Plan code TT
enlry

If this is correct, press

201

valid matches——

——————— original plan code and coverage

1
b, 4

piPlanaForState Hyrl\'w‘,.‘]l-‘.ll call -
pass state code, Keypad Code,

choice to retreive possible plans.

—~ There are no plans in your

Relrieve 1-9 plan codes
& IVR messages

HOST 16
no matcl1~—I
stale with the first 2
Increment keypad
characlers of the enroliment  |— B eTrorooint
code you entered.

127

Ifonly1 =1

Note: Eis now lile lasl years T
and plays the complete
informalion, including coverage
sefection and enrollment code.

If this is not correct,
% press 2 to reenter.

L

To leave Open Season
Express, press 9.

202 203

__
2

Check keypad
errar caunt

¥

There are no plans on file malching
this enroliment code selection.
130

G@q No—’ ;’; Ti?jc:; Yas@

06/30/10

Page
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Enrollment Requests

N

The plan you selected has the

same combination of numbers as

other plans available in your siate.
112

06/30/10

If none of the plans in the listinclude
your plan choice, press 0 to enter a
new enrollment code. 160
Press the pound sign to hear the list
again. 114

If you selected ... (Plan name) Press ... 19
240 3XX ki 241 -249
Increment keypad Check keypad |
=9 error count error count <2 K

s —

I

Check H
oper holiday Yes»G) B
N

E*
(Pol:r? ﬁ:?n:?;(%t??;; 1_73“ If this is correct press If this Is not correct, To relurn to the main To leave Open Season
P 1. press 2 to reenter. menu, press *. Express, press 9.
(Gayerage) - 118 201 202 205 203
Enroliment code (Code) - X
120 [ [ |
2 * 9
1 + ¥
K3 A exit
Checked as: Check if the =
1) ITMost Recent Plan on S51 is not blank, planicoverage chosen is the
check lo see ifitis the same planfcoverage selected e
2) Olherwise (Most Recent Plan blank), same plan/coverage as e
check the Curr-Plan fram S51 call to see currently on file, TNo-__
illlTs the same planfcoverage .
selecled. T

Yes Self Only
h A or Self & Family
Same plan/coverage . coverage?
g The plan and coverage you have selecled is the J
same plan and coverage currently on file for you.
No updates will be made. .
129 Self onSelf and Family
If you want to make another enroliment code
selection, press 2. 123
To retum to the main menu, press *. 205
To leave Open Season Express, press 9. 203
/_,-zf-f""'/T g
— ; —
K3 A Exit



u1

Enrollment Requests
self only

i

Do you, have any olher 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

T

Your Federal Health Plan will need to coordinate
benefils with any other health insurance you may
have.

194

v

Do you have Medicare coverage? If you don't have
Medicare, press 1. |f 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

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

spi0therisuranceUpd call - to updale Other Insurance
fields.
accepl RC 000-only
HOST 6

We have processed your transaction.
122

v

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

i

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 lo the main
menu, press *.

Season Express,

To leave Open

press 9.
I 205
s 9
A exit

06/30/10
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Enroliment Requests 06/30/10

self & family
uz
spiRegEnroliChange call
for enrall change L) 5 \‘
Accepl RC 0 only \ AN £
HOST 6 & S Ve

y ' S

We have processed your / \
transaction. 3;/"‘ 4

122 c P f

+ \ / 1\ ‘I“ a

X " J NV
yes—|  Check holiday — g g U J
/
no \

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

167
5
inside. Check operator
hours
XX outside

' l
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

A

IVR transfers o operator

l 2 S I
N Operator transfers annuitant to .| Survey questions
Operator performs transaction P stirvey 131 - 141

Page 9



R v
|ﬁaasa remember, your brachure request will not be complete unlil you hear the

ce

You indlcatéd Lhat you wish fo
receive plan brochures.

Brochure Requests

165

1

T

If this is correct, press 1.
201

apiGhiNumBrochitags call -

regqesled but not yet processed).

pass claim no. (Refums the number of brochures

iﬁbar of brnchures_;s‘z!,._

NO

| To refurn to the main.
menu, press *.
205

06/28/10

To leave Open Season‘

Express, press 9.
203
x 1 o
9
Y
A exit
=

285

message, "We have processed your {ransaclion.”
L

v

I

Please enter the first 2 characters of the enrollment code for the brochure you want. If
{he first 2 characters of he enrollment code contain a letter, enter the number shown
on the lelephone keypad for hat lelter.
For example, if you would like to request brochure AN1, enler 26. The 2 is the number
on the keypad wilh the letter A and 6 is the number on the keypad with lhe lelter N.If
the first 2 characlers of the enrollment code contain the lellers Q or Z, enler the

number O for these letters.

151

b

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

i1

‘,—J

You entered ...
200

~——valid matches

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

syslem.

155

To return to the main
menu, press *.
205

To leave Open Season

Express, press 9.
203

*

Plan code TT
entry

If this is correct,

press 1.

201

If this is not carrecl,
press 2 lo reenter.

202

Retrieve 1-9 plan codes
& IVR messages

Ifonly 1 >1

™

e o—

|
9

To leave Open Season
Express, press 9.

203

+—no match—l

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

127

Requests < 1 and 2nd requesl
invalid

b
To re-enter the 2 digit
brochure code, press 1.
163

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

—1

—2

cC

error count

Increment keypad

Check keypad
error count

v

EE

[

=2

¥

There are no plans on file malching
this enrollment code selection.
130

cC

=
Ch
E@‘No<’ h Di:jcﬂ]d»\'es{D

Paps 10



Brochure Reguests

03/24/10

PP
The plan you o If this is not correcl,
selected is ... E;z:z;red;iglan {Fifte: S enmoct, pr;:ﬂsi. 1 press 2 to reenter.
113 202
B | |
1 2
v
Increment
brochure counter cc

o]

The plan you selecled has lhe
same combination of numbers as

DD

» If you selecled ...

other plans available,
168

If none of the plans in the list include
your plan choice, press 0 lo enler a
new brochure code.

161

240 | »

Increment keypad

=

E

error count

The plan you
selected is...
113

Pre-recorded plan
name selected

If this is correct,
press 1.
201

Increment brochure
counter

DD

If this is not correcl,
press 2 fo reenter.

(Plan name) N Press ...
3XX =] 241 - 249
. | Check keypad error 2
count
=2
Check | .o H
holiday [ 7'

To leave Open Season
Express, press 9,
203

-

exit

Press the pound sign
1o hear the list again.
114

#

To leave Open Season
Express, press 9.
203

——
9

exit

Page 11



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 cheoks:

<10

Y

Brochure Requests

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

165

EE

07/26/10

If you want anolther plan brochure,
press 1.
145

[

1

EE

The plan brochures you
asked for are ... 147

plan code 162

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

To compiéle your
selection, press 3.
148

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

ks v - o
9 = v SEny We have
If the list of plan brochures you spiReqBrochures You can expect to
2 processed your § 3 .
asked for is correct, press 1 to call - Brochura 1 = recejve the information
ransaction. 4
complete your selection. F—1—3 Request you requested in about | —#
Accepl RC 0 only 7 to 10 days.
149 H??T 7 122 153
= A
If this list is not correct,
press 2 tore-enteryour | .
biochiite selBetions. 2——p{  Clear brochure counters cc
150 )
To return to the main
menu, press *. P A
205

To leave Open Season
Express, press 9.

203
|
9
exit
To leave
T?hfiﬁ:;nm Open Season
menu, press * Express,
205 press 9.
203
I
* 9
A exlt

Paqa 12



03/2410

Premiums to OPM

DP

You indicated that yot; wish to receive
information on how to pay your 5§ . To return te the main menu, To leave Open Season
premiums direclly to us. Please note If thisis corr:fl. presel: press *. Express, press 9.
this option is only available when your < 205 203

monthly annuity payment is not large
enough to cover the cost of the = — -

monthly health benefits premuim. i

156 1 . 9

spiRaginfo call -

Passing TransType of "DF’ exit

for Direct Pay Info Requesl.
Accept RC 0 only.

HOST8

We have processed your
transaction.
122

You can expect lo receive /LIJ
the information you A
requested in about 7 1o 10 . % \
days. AY

153 H-J'/

i
cy v\
w2 )
To return to the main menu, To leave Open Season Express,
press *, press 9.
205 203

- +—

|
, 9
(: (o

Faga 13



03/24110

Suspend/Cancel
You indicated that you wish to - To return to the main menu, To leave Open Season
receive information on canceling or If this is correct, press 1. press *. Express, press 9.
suspending your health benefits 201 205 203
coverage.
152

|

1

-
spiReqinfo call - A exit
Passing TransTypa of “CS’
for Cancel/Suspend =

Informalion Request.
Accept RC 0 only.
HOST9

h’

]

We have processed your
transaction.

122

e ‘ 2 \f“
i & N

N : O\

i £ A \

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

v
To return to the main menu, To leave Open Season Express,
press”, press 9.
205 203
l ¥
| 9
A
exit
2
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Health Plan 03/24/10
Survey

1T

You indicated that you wish to receive

plan accreditation and survey If this is carrect, press 1. To retu tsr;hsz e ° ;1‘:;?‘;;2: ?350“
information on how FEHB members 201 205 ' 263 .

rated their health plans.
157

spiReqinio call -
Passing TransType of "SR’
for Survey and Plan
Accreditationlnformation
Request.
Accept RC 0 only.
HOST 10

A exit

We have processed your
transaction.

You can expect to receive
the information you
requested in about7 to 10
days,

163

To return to the main menu, To leave Open Season Express,

press *. : press 9.
205 203
T
* 9
|
A

i
‘\/ .\j
& ‘\ ‘\-\
po oogies  Jegn
;'\'\,/ 4
(AN 7 4y
LA ” \ 4
/1 '..f‘
\/)‘ At
) f
U
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Open Season
Packet

OoP

You indicated that you wish to
receive an Open Season package..
1568

To return {o the main menu,
press *.
205

If this is correct, press 1.
201

06/29/10

To leave Open Season
Express, press 9.
203

spiReginfo call —
Passing TransType of "IP*
for Initial Packet (Open
Season package) Request.
Accept RC 0 only.
HOST 18

We have processed your
transaction.
122

You can expect to receive

the information you \
requested in about 7 to 10 3 (- \
days. “!‘ i \
N '.'“‘. b f ‘\\l‘ g
Ny QA \_»
s )} A & i i
/ A\ | A\ 4
Y\ ‘(‘y / Ll ‘.‘_)“
\ X, i) ( 3

To return to the main menu, To leave Open Season Express,

press *. press 9.
205 203
1 _——F— .
z 9
A exit

Page 16



FEDVIP

DV

(CSFxxxxxxxS or

CSAXXXXXXX3 Or —=Yese

No

You indicated that you wish to receive

information on the Federal Employees
Dental and Vision Insurance Program or
"EEDVIP". The general information (o ba
provided contains plan names and telephone
numbers. For delails on enroliment and
premiums, please call 1-877-888-3337, or

Ta confirm your request o
have general FEDVIP
information mailed to you,

visit (he website at W-W-W dot Benefeds dot prﬁ;s; :

com. That's W-W-W dot B-E-N-E-F-E-D-S R

dot com. You may not recelve an extension

for enrollment into FEDVIP. 1
128

spiReqinio call —
Passing TransType of "FV'
for FEDVIP Infarmalion
Request.
Accepl RC 0 only.
HOST 14

l

We have processed your
transaction.

122

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

153

To retumn lo the main menu,
press *,
205

Under federal regulations,
former spouses are nat
aligible for the Federal
Employees Dental and

Vision Insurance Program,

To leave Open Season Express,
press 9.

press *.
205

199

To return lo the main menu,
press *.
205

203

-l

9

exit

To relurn to the main menu,

03/24/10

To leave Open Season
Express, press 9.
203

9

exit

To leave Open Season
Express, press 9.
203

Page 17



SG State Guide Request Rl

You indicated that you wish to = To return to the main To leave Open Season
receive a FEHB slate guide. IFihis 1s co;rg;:l‘ press 1. menu, press . Express, press 9.
1205 d 205 203
1 1
1

;N

Annuitant Type = 27

A exit

. To leave Open
_ N‘? T~ |State specific guides are Toretun to the | |Season P
7 - 5 i
Please remember, your request will not be complete until not available for former mainmetiv, Express, press
o you hear the message, "We have processed your BROUSES: 218 | |press 205 | g, 203
7 \ \/ fransaction." 1206 = \ =
N\ ) -
W | 9
,“\ \ SG1 K
G W/ Please enter the two character slale code for the guide you want. For example, if you are requesting a FEHB gu1de for Texas
& ‘«‘ ¥ state code TX, enter 8-9. The 8 is the number on the keypad wilh Ihe letter T and g is the number en the keypad wilh the letter exit
\‘\ 7~ %. If the state code conlains lhe letters Q or Z, enler lhe number 0 for Ihese letlers. For a foreign gulde, enter 1- 1 1207

urrent State co
on file of “GU", "PR", Yes

or "VI"? ]

= For US lerritories of:

Please enter the 2 characler stale code o Guam, enter "4-8"

for the FEHB guide you want now. ° Puerlo Rico, enter "7-7"

1208 OR

° Virgin Islands, enter "8-4".

A |

No

1213

‘L - -
If this is correct, If this is nol comect, To leave Open Season
You e“‘ergg ng'rleecf’de press 1. press 2 lo reenter. Express, press 9.
2 niry 201 202 203
9
exit

[ —valid matches———— %

Retrieve 1-9 state
codes & IVR messages

There are no stale cades that
match the 2 characters you
entered. 1209

Increment keypad Check keypad
error count error count i Lol

[fonfy 1

ol0

Check
@« Mo hollday es—bm

Page 18



State Guide Request - 2

per day.

0Ss B 03/24/10
You selected the Pre-recorded IFTRis is not corredt,
FEHB slate guide state name Hinla If comact, press 2 to reenter. 1;_2 I?::: S&esr; geasnn
for ... for state code pras 201 Press, 203'
1210 selecled 202 i
| > :
= ¥
spiReqStateGuide call - We ha -
i ve You can expecl lo To retum to
A Sla“: gg'ge R’qu;x:;!‘ _| RC= |processed your receive the information | |the main ;’;;iz:egp:'ss
RC=1 cﬁidal rns?;nl:eguw) [~ 0 Pltransaction. you requesled in about | menu, press * | |l H o
205 .
HOST 15 122 7 lo 10 days. 153 |
1 }
This requesl was nol -
processed hecause you To retun Lo the To leave Open Season A exit
have reached the maximum main menu, press *| |Express, press 9.
number of FEHB slale 205 203 s i
guides that can be requested| L—— S
per day. 1214 & 8
exit
MS 1-9 limes
The stale you selected has the N
same combinalion of numbers as If you selected ... (State Name) | Press ... L 4. se2
other state codes available. 240 XXX L 241-249
1211 I
If the states in the list DO NOT . §
include your stale choice, press 0 = Increment keypad Check keypad error|
to re-enler the slate code. 0 error count counl 2 561
1212 o —[_ -
=2
Check
G@‘ MO poliday [ YSS bG)
SG2
b . Ifthis is not correct, ) - —
You selecled the Pre—reaordetz state | |If this is correct, press 2 lo reenter. Press (he pound sign To lsave Open Seasan
FEHB slate guide name for stale press 1. to hear the list again. Express, press 9.
for ... 1210 code selected 201 202 114 i i
== T
# = &
spiReqStateGulde call — We have You can expectlo To retum to To leave
Slate Guide Requesl processed your receive the information the main Open Season
NC= : 4
et dl‘}f:_\:-l (s » 4 hecept RC 0 only (RC 1= transaclion. ;otu qegs:sled in about menu, press * Expresgs,
eturned if Requests special msg below) (¢] );553 205 pr;gg 3
HOST 16 122 i
L .
This request was not \
processed because you To retumn to the To leave Open Season
have reached (he maximum main menu, press *| |Express, press 9. A ]
number of FEHB slate 205 203 exit
guides that can berequested| L — St SR
1214 i 9
s 5 ¥
A Gx‘t) Page 19



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

i o relurn to the main menu
customer service operating hours of 7 Taretum in '

am. lo 7 p.m., Central time, Monday > PFSSZ :
through Friday. Please call back during
these hours.
220 ‘
*
A
\
y ol
\
o)
Ty F
) \ ¢/
o S
e I ‘l P,
y \ -
g \ /’/ A
\‘\ J . )
\ '
Y
PAN
~ ri

03/24/10

|

Tao leave Open Season
Express, press 9.
203

|

Page 20



Transfer to 07/26/10

Operator
with option to return to MM

if Outside of CSR hours

operOpt
l We are sorry that we are not able to
W process your request at this time. This
Check request must be completed during our To return to the main E;aliao‘:)egg?;s 5
operator | ——outside—jcustomer service operating hours of 7 a.m. B menu, press *, — press 9 ¥
hours to 7 p.m., Central Time, Monday through 205 g 203
Friday. Please call back during lhese . T
hours. 220 + g
inside o
—= A Exit

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

\

Your call may be monitored for
quality assurance purposes. 198

IVR transfers i i J P
to operator e [

X

Operafor performs
transaction

7

Operator lransfers
annuifant fo survey

) v
Survey
questions 131 -
141

Page 21



03/24/10
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
customer service operating hours of 7 a.m. to 7 p.m., Central
Time, Monday through Friday. Please call back during these
hours.

Check operator 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

N

Your call may be monitored for
quality assurance purposes. 198

v

IVR fransfers
to operator

o v
Operator performs
transaction

5

Operator fransfers ot
annuitant to survey \Pf\ v o\

A

Survey 1
questions w

Page 22



03/24/10

Exit Routine

Exit

Check - Have transactions | . Survey queslions
occurred? yes 131 - 141

Thank you for using Open Season Express.

no-———P| Goodbye.
204

End Call
(hang-up)

Page 23



/" Transcription Box — 03/24/10

- L2t

. i3
Please enter or speak the information requested as prompted. The AW

information you provide will be sent to your new health plan along with 4 AN
your enrollment change information. 253 \

\'_,/" A
| ’

Please speak your 7 digit annuily claim number, including the CSA or
CSF prefix after the beep. 254
L

Please clearly speak your full name and spell your last name. 255

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

e,

INS spiOtherlnsurancelUpd - Update
Other Insurance fields for
annuitant.
Accept RC 0 only.
HOST 11
B

Page 24



™

Please clearly speal and spell the last
name of your first dependent, beginning
wilh your spouse if you are marmied.
256

S — v e
Please clearly speak and spell the first
name of your dependent followed by
their middle initial.

257

—
[Please enler your dependent's sacial
securily number using yaur telephone
.kaypad

L You enlered ..
~>* 200 # Enlry from caller

Transcription Box Y
Dependent Information

e

Please clearly speak and spall lhe
last name of your next dependent.
266

[ifthis is correct,
press 1.
201

Please enler your dependent’s 2 digit birih
month, 2 digit day, and 4 digit birth year
using your telephone keypad.

lis is correck;
You entored . Enlry from caller press 1 —
200 201

17 his dependent

l;s male, press
If female, press 2.

SRR S

l:

Please indicale your dependent’s relalionship lo

fFor spouss, press 1.

For adopied child, press 2.

For fosler or grandchlld ress 3.

For stepson or slepdaughter, press 4.
For biological child, press 5.

For unmarried disabled child, press 6,

tg2 |IFyouhave additional
dependents, press 1 now.
264

|
1
|

4

4 Check
dependent
counter
b

— =10-Pp

If you have no additional
dependents, press 2.
265

You selected m male
(T | - T e . I his is correct,
: T T=pipress 1.
} ~alYou selected Female mESeEE -
- 174

201

03/24110

TFhis is nol correct,
press 2 lo re-enter.
_bl 202

iflhts is not comect,
press 2 lo ra anler

If this is nol correct,
press 2 lo re-enler.
202

One of the following, depending on TT
enlered:

You selecled spouse 175

You selecied adopled child 176

‘You selected fosler or grandchild 177

You selected slerson ar slepdaughler 178
You selecled biological child 1

You selecled unmarried d|sabled child 154

o= ‘You may only enter information for up to
10 dependents Lhrough Open Season
Express, Please contacl your plan E
direclly lo report any additional
dependents nol entered today.

268

|
<10

L

| Enlry from W
caller

\fthisis
comrecl, press

carrecl, press
2 lo re-enter.
202




\ WY = 03124110
Transcription Box i sk d _
Other Insurance  \* \ 0% -
\
6“9 Your Federal Health Plan will need to coordinate benefits with any other health insurance
- plans you or your dependents may have. 269

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

\

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

If no, press 2.
289
; 3
Do you have a private insurance plan? If yes, press 1.
If no, press 2.
291
1 g 2
:?q:iOllmrrlnm.n ancallpd - Update
Please speak the name of Please speak the private Other Insurance fields for
the private plan. —insurance plan policy number. —P annuitant.
292 193 Accept RC 0 only.
HOST 12
™
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Dep )
Qns Does this dependent have any olher insurance such as Medicare, Tricare, Tricare for Life,
Peace Corps, Champ VA, or any private health insurance coverage? If yes, press 1. If no,

Transcription Box
Dependent Other

Insurance

03/24/10

press 2,

210

1

l

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

226

A

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

If no, press 2.

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

228

s ntry fro B
caller =
- v A
Please speak the name of Please speak the privale
the private plan. p|insurance plan policy number. —
292 193

spiDependanipdForlVR call -
Update dependent

v

Accept RC 0 anly

HOST 13
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Question #1

Question #2

Question #3

Question #4

Question #5

Question #6

Question #7

Survey Questions

Your opinicn about this system is very imposlant 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 fake less
fhan a minute to answer. Your participation will help us
improve our customer service.

131

Were the open season materials we sent
you easy to read and understand?
132

X
Was our aufomaled Open Season EXpress
system easy to use?

134

Do you have access to the internet?
136

Querall, how would you rate Open Season
Express?

140

¥

In the future, would you be interested in
receiving e-mail notifications regarding OPM
Open Seasen, such as address chang

S

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.

133

If the system was easy, press 1. If the syslem
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
-p{don't have access to the Intemet, press 2.

137

¥

press 3.

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

141

confirmations and enrollment confirmation
letters, in lieu of mail? 142,

[n 1he future, would yoli be inerested in
using a web chat feature that would allow
you o speak with an OPM representative
live? . 272

Far Yes, press 1.
For No, press 2, 143
For Yes, press 1.
For No, press 2. 273

operator

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

E—

YES
Ext 3012

in general, how courteous was lhe

Customer Service Specialist during this call? |———

138

e Pro

LG

End Call

For courleous, press 1, For discourleous,
press 2. |f you have no opinion, press 3.

139

I !7 End Call

03/24/10
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03/24/10

Spanish Flow
SPANISH Lo isgntimos, no podemos prm:esar_sz_}
solicilud en esle momento. Esla solicilud
oy T Chack | debe ser hecha durante el herario de
3 ficina de serivicio al clienle, de 7:00 am a
Check holiday ———No—————| tside——3|° !
Fealidy o c;t:]erator outside 7:00 pm de lunes a viemes. Por favar,
s ours )
= i vuelva a llamar durante este horario ef
L proximo dia laborable.
Yes inside 291
& Route to
Hoy es un dia feriado federal. Spanish l
223 operalor
Para ufilizar nuestro sistenna
aulomatizado, disponible
) solamente en ingles, oprima &l A
== z aslerisco,
. 224
Lo sentimos, no podemos 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 faver,
vuelva a lamar durante este horario el Para salir del sislema
proximo dia laborable. expreso de la temporada
221 abierla, oprima el
numero 9.
i 225
I
9
3 A4
Para utilizar nuesiro sistenna Gracias por ullilzar el sistema
aulomatizado, disponible expreso de la temporada abierla.
solamente en ingles, optima el ——* INT 222
aslerisco.
224

A

Para salir del sistema

expreso de la temporada

abieria, oprima el numero 9.
225

|

¥

Gracias por ullilzar el sistema
expreso de fa temparada abierta,
222




DC

Checkif TT
entered was 1.

entered was

~check if DOB yea

given < 1988*

Yes

No

theck if T
entered was 6

No

Dependent child cannot be 22

DEP INS

DEPENDENT CHECKS

07/29/09

No

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

please call us toll-free at 1-888-767-
6738.

207

Y

B’ﬂ@penﬁden :

gender the same as

No

We are unable to process your request. If you think the
family member you wish {o enroll is eligible, please call
us toll free at 1-888-767-6738.

206

L

If you are listing a disabled dependent, you
must first have had the dependent certified as

where you worked. If the dependent has not
been certified, please call 1-888-767-6738 and
request the disabled dependent form. Your

before providing services to a disabled
dependent. 209

disabled by either OPM or the employing office

carrier may ask to see the disability certification

years of age orolder. 208

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

1L

DEP INS

Page 30




