
For Brokers and Agents.

Retail Platform –Policy Maintenance



Job Aid Topics
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• Policy Maintenance Actions
• Remove Dependent
• Cancel Policy
• Manage Personal Details – policy holder, 

spouse, dependents
• Demographic changes

*Adding a dependent or changing a plan are SEP actions and can only 
be done from the normal shopping flow as a NEW SALE. Refer to the 
Proposal and Apply job aids for how to shop and apply for a new plan.



Policy Maintenance 
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Policy Maintenance can be preformed on any 
active polices for Health, Dental and Vision. 

Click LOOK UP MEMBER under the Policy 
Maintenance option.



Member Lookup 
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Enter the Member Number and Date of Birth 
(SSN is optional) to look up the Primary 
Subscriber’s information for the active 
policies. 

Once the polices are listed, the agent can 
view:

• Member Number
• Policy Holder Name
• Effective Date
• Plan Name
• Coverage
• Number of Dependents

An actions menu is located next to each plan 
and when selected, actions available are:

• Manage Demographics
• Remove a Dependent
• Cancel the Policy

*Adding a dependent or changing a plan are SEP actions and can only be done from the 
normal shopping flow as a new sale. Refer to the Proposal and Apply job aids for how to 
shop and apply for a new plan.



Remove Dependent 
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If the Consumer would like to remove 
dependents from their policy, select 
the Remove Dependent option from 
the action menu. 

A pop-up window will appear. 

• Select the dependent(s) to 
remove. 

• Enter in the Removal Requested 
date.

• Date must be at least 1 day in 
the future, but cannot exceed 
60 days into the future or go 
past the plan expiration date. 

• Select the Consumer 
Acknowledgement 

Click CONFIRM REMOVAL.



Cancel Policy 
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If the Consumer would like to remove 
dependents from their policy, select the 
Cancel Policy option from the action menu. 

A pop-up window will appear. 

• Enter in the Cancellation date.
• Date must be at least 1 day in the 

future, but cannot exceed 60 days 
into the future or go past the plan 
expiration date. 

• Select the Consumer Acknowledgement 

Click CONFIRM CANCELLATION.



Manage Personal Details 
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On the Personal Details page, provide the necessary 
information regarding the primary policy holder’s 
demographics. 

*Note: Changes can be made to any editable field 
where necessary. Fields will be populated with the 
member data from their member account collected 
from their active policy. 
*You must re-enter the member’s SSN and reselect 
the marital status radio button.

The progress menu on the left side of the page 
informs the agent the steps in completing the change 
form and can be revisited once completed. 

The Finish Later button will route the agent back to 
the My Prospects page with the change record saved. 

The Cancel Application button will route the agent 
back to the My Prospects page with the change form 
cancelled (this action cannot be undone).

Click SAVE AND CONTINUE.



Manage Personal Details - Address 
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On the Address page, please provide the 
necessary information regarding primary policy 
holder’s Home address. 

*Note: Changes can be made to any editable field 
where necessary. Fields will be populated with the 
member data from their member account 
collected from their active policy. 

• Address Verification services will check the 
address entered (if changed) and either 
suggest an alternate address if a partial match 
is found or allow for the agent to select to 
continue with the entered address if it is not 
able to be verified. 

Click SAVE AND CONTINUE



Manage – Contact Details 
On the Contact Information page, please provide 
the necessary information regarding primary policy 
holder’s phone number, email address and 
communication preferences. 

• You will need to re-enter the primary policy 
holder’s Email Address to validate it’s correct, and 
check one the Preferences boxes before 
proceeding. 

Click SAVE AND CONTINUE.



Manage Personal Details – Spouse/Domestic Partner
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On the Personal Details for Spouse/Domestic 
Partner page, please provide the necessary 
demographic and address information. 

• If address is different than the primary policy 
holder, the Consumer can answer Yes and input 
their address information. 

• Address Verification services will check the 
address entered and either suggest an alternate 
address if a partial match is found or allow for the 
agent to select to continue with the entered 
address if it is not able to be verified. 

*Note: Changes can be made to any editable field 
where necessary. Fields will be populated with the 
member data from their member account collected 
from their active policy. 

Click SAVE AND CONTINUE.



Manage Personal Details - Dependents 
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On the Personal Details for Dependent page,
please provide the necessary demographic and 
address information. 

• If address is different than the primary policy 
holder, the Consumer can answer Yes and input 
their address information. 

• Address Verification services will check the 
address entered and either suggest an alternate 
address if a partial match is found or allow for the 
agent to select to continue with the entered 
address if it is not able to be verified. 

*Note: Changes can be made to any editable field 
where necessary. Fields will be populated with the 
member data from their member account collected 
from their active policy. 

Click SAVE AND CONTINUE.



Consumer Acknowledgements 
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Explain the Consumer Acknowledgments page to 
the primary policy holder.

Ask the applicant to review the Acknowledgements 
section and acknowledge the information is 
displayed.  

Only the primary policy holder is required to 
acknowledge the changes made to the policy: 

• Check the acknowledgment checkbox 

Click CONTINUE.



Review Changes 

13

On the Final Review page, you can review all of the 
demographic change Information and View/Print 
Changes PDF for the consumer.

Click SUBMIT CHANGES



Policy Change Confirmation 
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Before the changes are submitted, a pop-up 
window will appear for the agent to confirm the 
changes before proceeding. 

Click CANCEL to return to the manage flow 
and the change form can be saved for later or 
cancelled. 

Click CONFIRM CHANGES to proceed to the 
confirmation page. 



Confirmation
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On the Confirmation page, you can View 
and/or Print the change form for the consumer.

Click RETURN TO MY PROSPECTS

After submission, you can view the Prospect’s 
details from the My Prospects page:  
• Prospect name 
• Primary phone number 
• Secondary phone number 
• Email Address
• Change Submission Date 
• Application ID
• Change Status
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