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New Spending Account Solution
Broker Training



Summary of Enhancements

• State-of-the-art spending account capabilities 

• HSA custodian is PNC Bank; provide enhanced processing capabilities 

• Devenir continues to manage investment accounts; offers an expanded list of 

investments

• Member experience owned by Independence

• New program-centric approach with Independence Operations in the center

• Spending account experts support the Member, Customer, Broker, and Sales 

Representatives
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Alegeus is our new partner for Spending Accounts



Alegeus platform provides many benefits

Employers
• New, streamlined contribution options to 

fund employee HSAs 
• Streamlined account administration and 

more robust reporting for deeper insights 
into employee engagement to help 
employees maximize overall spending 
account usage

• An improved service model with dedicated 
spending account customer service teams
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Increased flexibility with our BlueSaver spending account products, 
and improved customer and member experiences 

Members
• Enhanced IVR options that connect 

members directly to dedicated spending 
account service teams

• Expanded tools and capabilities for 
members at ibxpress.com and via the 
IBX mobile app

• Enhanced experience through 
ibxpress.com that features new 
educational materials



High-level Process Overview 
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Client Set-up Team
configures 
Employer Group 
and enables them 
on the new 
Alegeus platform

Member decision 
point 30-days in 
advance of renewal: 
• Move to PNC
• Move to      

another trustee

Member account 
configured at PNC 
at no cost 

Customer 
Identification 
Process (CIP)

• Member to 
HSA Funds 

• Employer 
funds HSA

Member receives 
debit card(s) for 
HSA account

• Transfer Decline 
Form 

• Trustee-to-Trustee 
Transfer Form

Member enrolls in 
QHDHP with 
Independence

Freeze 
period



Communicating HSA changes to customers

Customers
• 2-999 customers with spending accounts 

will receive a letter from Independence 
prior to their renewal.

• Letters will include:
– information about the enhancements 
– details about how we are notifying account 

holders about the HSA changes
– introducing PNC Bank as the new custodian 

for HSA’s
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Detailed letters mailing to all customers with spending accounts for groups renewing 8/1/18



Communicating HSA changes to members

6

Detailed letters mailing to all members with spending accounts for groups renewing 8/1/18

• We are mailing two letters to HSA account holders 
with information about the change of custodian to 
PNC Bank and how the funds will automatically
transfer at no cost. 
– First letter announces the changes 60 days before 

the customer’s renewal 
– Second letter is a reminder sent 45 days before the 

renewal date  

• Letters include instructions for keeping their 
account at Acclaris, Inc. (Transfer Decline) or 
moving to an HSA custodian of their choice 
(Trustee-to-Trustee Transfer) and decline the 
transfer of their funds to PNC.  

• Account holders who want funds 
transferred to PNC Bank are not 
required to take action. 
– The Acclaris HSA will be closed, and 

a new PNC Bank HSA will be opened

– Funds and investments in the Acclaris 
HSA are transferred to the new PNC 
Bank HSA at no cost.



Temporary inactive periods affect HSA activity
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HSA debit card activity and account activity at ibxpress.com will 
be suspended for two overlapping freeze periods

• There will be two overlapping freeze periods 
to settle transactions, transfer accounts to 
PNC Bank, and verify account information.
– one affecting contributions and investments 

– one affecting account usage 
• HSA debit card activity and account activity 

at ibxpress.com will be suspended during 
the usage freeze period only.

For September 1 renewals:
– Contribution/investment freeze period

• Begins 3pm Wednesday, August 22 
• Ends 12:01am on Thursday, September 6

– Usage freeze period
• Begins Monday, August 27 at 12:01 a.m.
• Ends Thursday, September 6 at 12:01 a.m. 

Please note: The freeze period will also affect other spending accounts customers may have through Independence. 
Debit card activity and account activity at ibxpress.com for these accounts will also be suspended temporarily. 



Additional communications & resources
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Helping ensure a smooth transition

For account holders
• PNC Bank account holders will receive an 

HSA welcome letter and a separate 
package with a new HSA debit card(s) with 
activation information.

• Independence will also send follow-up 
communications with more HSA information 
to account holders who have opted in to 
email and IBX Wire® text messages from 
Independence.

For Brokers and Employers
• Broker Forms Online Health Accounts page 

provides new spending account resources 
(forms and applications) and marketing 
collateral: 
www.ibx.com/forms_online/health_accounts

• Employer portal landing page will have a 
Toolkit with resources to help guide customers 
through the new HSA contribution process 
and familiarize them with the enhanced 
platform capabilities.

• Email inbox for Spending Account inquiries

Broker 
Forms  
Online



Pricing

• Same model as today 

• Account fee is based upon employer size

• HSA Employer or account holder paid

• Will be added to renewal proposals 

9



QUESTIONS?
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APPENDIX



Health Savings Account (HSA) Investment Options
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Should we remove 
pre-June section?



Member Experience: Communications
Enhanced communications and outreach
• Independence-owned content across all vehicles 

and communications
• Spending accounts folded into broader 

Independence member engagement initiatives

• Eliminates inconsistencies, 
improves member experience

• Re-enforces positioning of 
Independence as member-centric 
organization by adding true value-
add messaging
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Communication Strategy- Member
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Member Experience: IBC Member Portal / IBC App
Member portal improved online capabilities

• Simplified view of web

• Improved one-stop-shop account 
management 

• Less time required to manage the 
account and funds

• Timely, effective reminders

• Facilitates access on the go, while 
enhancing value of app for broader 
member engagement
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• Spending accounts moved to dedicated tabs

• Clear distinction between medical claims 
and spending account transactions

• EOBs replace Plan Activity Statements

• Dependent privacy options extend to 
spending accounts

• Expanded App functionality



• The claims page will remain relatively unchanged for 
Alegeus Member.

• All members (not just spending accounts) will now 
see filters at the top of the claims page. 

Claims Overview
Selection of “My Claims Overview” on the “Claims & 
Spending” fly-out will take a member to this page. 

The amount of a claim that was paid through a 
member spending account shall display on the claim 
itself for Alegeus Spending Account members. 

Alegeus Spending Account member shall still see the 
options to “Reimburse or Pay” or “Mark as Paid” as 
current Acclaris Spending Account members do 
today.
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Spending Accounts Overview Tab
Selection of “Spending Account Summary” from the 
“Claims & Spending” fly-out shall take Alegeus 
Spending Account members to this page.

High level information for all spending accounts the 
member has shall be displayed

Selection of these links shall take members to the 
Alegeus website where they can view Tax 
Statements, Investments, etc. 

Any pending transactions or pending 
reimbursements that have been submitted shall 
display on this “Overview” tab
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Member Experience: Member Services
Enhanced phone options
• New IVR option for account balances, 

recent transactions, PIN

– English & Spanish options

• Quick access to dedicated spending 
account customer service team with ability 
to take fast action on issues

• HSA calls are routed to a specialized 
banking team

• Quick access to key information for 
non web-oriented members (balance 
inquiry ~ 50% of calls)

• Deep spending account expertise 
helps ensure first call resolution

• Banking team able to address 
funded account issues quickly and 
directly; no need to request support 
from other teams
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Hours 8:00 am to 8:00 pm ET



Member Experience: Debit Card
Easy Member Account Access via Debit Card

• Transaction alerts
– Initially- Lost/stolen card; Account balance <$100

– Will expand in future
• Customized content in package

– More to be phased in
• Direct to IVR phone number on card
• Enhanced override options for members at POS 

– Alegeus can process real-time overrides at the 
machine-level to improve member experience

• Account holder remains informed

• Card packaging aligns with other 
communications

• Balance, transaction history, 
customer support at fingertips

• Ability to override transactions at 
machine level, special exception 
card processing (internally driven)
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Member Experience: HSA
Streamlined Experience
• PNC Bank is preferred HSA custodian

• Multiple PNC outreaches for Customer 
Identification Process (CIP) failures, 
resulting in higher CIP approval rates

• Improved banking forms and 
processes, i.e., trustee to trustee form

• Flexible partnerships; improved overall 
member experience

• Devenir remains investment partner

• One of the largest wealth 
managers in the country

• Reduction in CIP account opening 
delays

• Clearer view into processes 
eliminates account holder 
frustration

• Ability to work with bank / Alegeus 
for additional enhancements

• Proven partner for investment 
services
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HSA New Member Experience
Process and Communications
New

Member enrolls 
in QHDHP with 
Independence

Member’s HSA  
Account is 
Opened

CIP

Debit Card 
Mailing

PNC Welcome 
Letter

Debit card 
follow up 

email

Onboarding 
email and 

text

Onboarding 
Letter 

(Sm grp 
only)

2-50
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Multiple reach 
outs if CIP 

verification is 
needed



HSA New Member Experience
Process and Communications

Member enrolls 
in QHDHP with 
Independence

Member’s HSA  
Account is 
Opened

CIP

Debit Card 
Mailing

PNC Welcome 
Letter

Debit card 
follow up 

email

Onboarding 
email and 

text

51+
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Multiple reach 
outs if CIP 

verification is 
needed

New



Additional Items to Note

• Streamlined processes enable provider 
payments via paper check; member-specific 
information included on the check (impacts 
HRA)

• Auto and manual HSA options still available
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Customer Experience: Communications
Enhanced communications and outreach

Enhanced content including product 
campaigns through Alegeus marketing 
portal

Ability to expand business within 
existing book while leveraging 
Alegeus’ expertise
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Customer Experience: Web
Expanded Online Tools

• Independence-owned content in Marketing 
Toolkit (for employer groups)

• Single-sign-on to WCA from same entry 
point in employer portal as today
– Acclaris access retained, if appropriate

• Expanded reporting capabilities

• Employer-content after login 
provides ideal location to 
place new marketing content

• Maintains consistency for 
migrated employer groups

• Better tracking and reporting
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Employer Portal
Selection of “My Claims Overview” on the 
“Claims & Spending” fly-out will take a 
member to this page. 

Marketing Toolkits to include Spending Accounts

Access to WCA and 
Acclaris if needed
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Customer Experience: Customer Services
Greater Control and Ability to React

• Client setup at Independence
– Alegeus and product management 

support

• HSA contribution support through 
customer banking team at Alegeus 
who work with PNC directly, on our 
behalf

• Other product customer support at 
Alegeus
– Close coordination with client setup

• Team works directly with 
implementation and account 
teams

• Direct access to team banking 
team streamlines interactions

• Team has direct view into 
member and client setup within 
WCA
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Customer Experience: HSA
Streamlined Experience

• Faster funding into accounts
– Before plan-year start*

• Dedicated banking support
• More contribution options 

including ACH direct

• Reduces pressure on employers with 
both employer and payroll-directed 
contributions

• Quick resolution to issues

• Greater flexibility makes solution 
more appealing across all segments

29* Requires careful coordination of elections, and employer access



ACH Direct Eliminates the Need for Contribution Schedules
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Employer Payroll 

HSA 
Account 

Checking/ 
Savings 
Account 



The image part with relationship ID rId3 was not found in the file.

HSA Setup Process



Large Market Application

• One form captures all spending account setup information

– Dense but concise

– HRA/FSA will require product management support

– Commuter on separate form

• Customer/broker signature required on final submission, 
prior to set-up

• Submitted same way as other paperwork (email, 050, 
051)

New form, same submission process

100+

32



HSA Application & Checklist

• Checklist and  application are 
combined

• New access options pre renewal 
date for employers

• New contribution options

• Submitted same way as other 
paperwork (email)
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Similar to Current Process

51 - 99

2-50

Materials in The Marketplace and the Sales Portal
Internal Use Only



PNC HSA Contribution & Reporting Guide

• Provides an overview and step-by-step instructions of employer-
directed HSA contribution options with the PNC Bank HSA. 

• Contributions to an HSA can be made by employers, employees, or 
a combination of both. 

• Use this guide details: the process to access the HSA through the 
employer portal; employer funding options; employer HSA 
reporting; and employer HSA support resources. 

• Alegeus PNC banking team available for contribution support
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Easy to follow guide for all segments

Contributions happen faster, regardless of method!

51 +

2-50

Materials on Sales Portal & the Employer Portal 



Prefunding* for Claims

• For initial deployment, HRA/FSA discussions with 
customers should include product management

• Prefunding is built into client set up process
• Independence standard is 5% of annual election 

with weekly account replenishment
– Daily and monthly offered as non-standard 

options, requiring product management approval
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100 +

*Prefunding of HRA/FSA is a standard industry practice.

Materials on The Marketplace, Sales Portal, & the Employer Portal 

2-99 (HRA)



Requesting Employer Portal Access

• The ServiceNow process is the same for NEW to HSA Group Administrations

– Use the updated ServiceNow form to request Employer Portal access

For migrating customers:

• HSA- HMHS will assign Group Administrations HSA Product to a ‘Super 

User’.

• HRA & FSA- Group Administrations will be assigned to a ‘Research only’ role 
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Access for Group Admins or Brokers, acting as Group Administrators

No additional steps or form submissions are necessary for a migrating customer group.

Internal Use Only



Broker-facing Support

• Broker (BOR) listed on setup form will have 
access to resources during setup.

• Member-level broker support through Alegeus 
member services  
– Requires an Alegeus HIPAA Authorization 

Form.
– Goal > eliminate errors so that there is a 

significant reduction in issues requiring 
broker intervention
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Access to dedicated Service Teams

Materials on The Marketplace, Sales Portal, & the Employer Portal 
Internal Use Only



Administrative Billing

• Independence manages billing processes through e-Bill

• Independence Accounts Receivable team will be go-to contacts 

for employer / broker

• Shifting to billing in advance of the month

• There is no billing for  2-50 groups 

38Materials on The Marketplace, Sales Portal, & the Employer Portal 
Internal Use Only

51 +



Reporting 

• Reporting through employer portal spending 
account links to WCA
– The Prefunding Report is automated

• Reports available as needed, ad-hoc
– Scheduling slated as future enhancement

• Reporting Guides
– HSA reporting including in PNC HSA 

Contribution & Reporting Guide. Focuses on 
account openings and contributions

– More extensive reporting guide for HRA/FSA

39Materials on Sales Portal & Employer Portal 



The image part with relationship ID rId3 was not found in the file.

HSA Migration Strategy
Accounts migrate upon renewal beginning on 8/1/18



PNC on 
Employer 
Portal for 

Contributions

1 Month Before Renewal Date2 Months Before

HSA Notices and Activities

Last Opt-
out Day

(Postmark)

No Employee HSA 
Contributions

Customer 
Notification

Negative 
Consent 

Mailing 1 from 
Independence

No Investment 
Transactions

Welcome 
Letter

PNC HSA 
Open with $s 

and Funds 
Transferred

No Employer HSA 
Contributions

Freeze period 
email./ text

Internal Use OnlyNew BlueSaverSM Spending Account Solutions

Negative 
Consent 

Mailing 2 from 
Independence

Spending Account 
Portal Outage

(~10 days)
No HSA administrative 
contributions, spending 
account admin reporting

Same Admin Portal
New Alegeus Link



Member and Customer Migration Communications 

• Independence owned communications

– Edge Article for Brokers

– Employer Mailing

– First negative consent mailing

– Second negative consent mailing

– Ongoing email notifications

• Welcome letter

• Debit card mailing

42
Internal Use Only

Move to front



Negative Consent Form

Notifies member:

• Of change to bank custodian

• That OLD Acclaris HSA will be closed and the 

funds and investments (if applicable) will be 

transferred to a new PNC Bank HSA 

• Of freeze timeframe for account

• Options to not move funds

• Actions that will take place due to non-response
43

Migrating Account Holders


