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TELEPHONIC ENROLLMENTS   
 

 

 

 

 

 

Enrolling Compliantly    

  
1. Are customers required to have the plan number prior to enrolling?  

 
No. Customers are not going to have the plan numbers available. Your role is to make sure you help 
the customer select a plan that is a good fit for them. 
 

2. Will we still have access to CARL to obtain the customer’s Medicare Advantage Rx and Medicaid 
numbers?  
 
Yes. Continue to contact CARL for this information. This contact will be on a recorded line which helps 
if we need to access information on the enrollment at a later time.  

 
3. Will we automatically receive Telesales inbound calls?  

 
No. If you’re on an outbound call and the customer wants to enroll, you will need to ask the customer 
to call you back so that the call is on a recorded line.   
  

4. Do I need to call CARL to complete the Scope of Appointment?  
 

No.  You will complete the Scope of Appointment (SOA) in Salesforce as part of the Pre-Sales script.  
 
 

5. What should we do if we need to complete the enrollment in a language other than English or 
Spanish?  

 
Follow the process to access an interpreter. Refer to the Telephone Interpretation Services Job Aid. 

 

Frequently Asked Questions 
(FAQs) 

http://www.cignahealthspringproducers.com/Apps/Medicare/default.aspx?Resource=115750
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Enrolling Compliantly    
 

6. If I have a double enrollment, do I have to complete the Telephonic Enrollment twice?   
 

Yes. You have to complete two separate enrollments.  
 

7. Is the online Formulary different from the Formulary that is in the Summary of Benefits?  
 

No. Both Formularies are the same; however, we recommend that you use the Comprehensive list. 

  
8. If I already have some of the customer’s information (i.e. date of birth, Medicare #), can I just 

confirm it with them during the enrollment process or do they have to provide it to me?   
 

You should have the customer provide the information to you. Remember to read each question 
verbatim when conducting the telephonic enrollment.   

 
9. How do I keep the customer from becoming frustrated if I ask them for information during the 

enrollment that they provided to me on a previous call?   
 

Before you start the enrollment, let the customer know that Medicare requires that you ask for the 
information. Remember to thank them in advance for their patience.  

Salesforce  
 

10. How do I access the enrollment scripts? 
 

The first step is to access the Lead, then select the Pre-Sales Script on the Record Control Panel.  
Please refer to the Salesforce Pre Sales and Enrollment Scripts Job Aid for step-by-step instructions.  

 
11. Do I have to read the Pre-Sales script verbatim?  

 
No.  The Pre-Sales script is just a guide.  You should use your own words so that you sound genuine to 
the customer.    

 

12. If we receive a referral, can we pre-fill the Pre-Sales script ahead of time?  
 

No.  You should complete the Pre-Sales script while you are on the call with the customer to remain 
compliant.  

 
13. Do I have to read the Enrollment Script verbatim?   

 
Yes. The Enrollment Script is considered a legal document and you must read it verbatim.  

 
14. How do I know when I’m in the Pre-Sales script vs. the Enrollment script?  

The scripts provide a purpose page that indicates the script you are viewing. You will know that you 
are transitioning to the enrollment script when you see the prompt “Ready to Enroll”.   

 

http://www.cignahealthspringproducers.com/Apps/Medicare/default.aspx?Resource=115721
http://www.cignahealthspringproducers.com/Apps/Medicare/default.aspx?Resource=115662
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Salesforce  
 

15. How do I return to review the Enrollment scripts from the Lead Record after I complete the 
enrollment? 

 
Click the Related Tab.    

 
      16. Has the enrollment script changed from the scripts used in the past?   
 

Yes.  The scripts are shorter and we’ve removed some of the redundancies.  
 

17. What can I provide the customer as proof of enrollment?  
 

You will receive a confirmation number at the end of the Salesforce Telephonic Enrollment. Provide 
this number to the caller as proof of enrollment.     

 
18. If I get a verbal ‘yes’ in the pre-sale, when reading the SOA language, do I have to create a separate 

SOA?        
 

No. You can proceed with your sales presentation over the phone.   
 

19. Can we put the “Our Story” script in our own words?  
 

Yes.  This is part of the Pre-Sales script so you can put this in your own words and do not have to read 
it verbatim.  

 
20. Are the enrollments real-time?  

 
Yes. The enrollments are real-time and the application can be viewed once it’s completed.  

 
21. If I already completed a Scope of Appointment, how do I view if it’s recorded on the lead?  

 
Click on the Related Tab, then scroll down to the SOA section.   

 
22. Are there edits in place in Salesforce if I forget to answer a question?  

 
Yes. Salesforce gives an error message when fields are skipped.   

 
23. What information should I include in my notes after I complete the enrollment?  

 
Some examples of the types of information you should include in your notes include, you reviewed 
the Summary of Benefits, you checked the Formulary for medications, list the customer’s medications, 
the customer’s PCP, enrollment confirmation number, etc.  

  



Offered by: Cigna Health and Life Insurance Company, Connecticut General Life Insurance Company or their affiliates. 

000000 00/18 

 
 
     

Logistics 
       24. How do I record the call?   
 

The Sales Integrity team will provide you with information on how you will set up your phone and 
recordings. 

 
25. When will the call start recording during the enrollment?  

 
If you are on a C-Live or office phone, the entire call will be recorded.  If you are using your cell 
phone/mobile Finesse, you will record the call once you log in and accept a call. 

 
26. What should I do if the call is disconnected in the middle of the enrollment? 

 
First, be sure to save the Enrollment while you’re in Salesforce. Next, call the customer and ask them 
to call you back on the recorded line so that you can complete the enrollment.  

 
27. Will Sales Integrity monitor our calls?   

 
Yes. Sales Integrity will monitor your calls to provide you with feedback so you can continuously 
improve your telephonic enrollment skills.        

 

28. Will the Leads be pushed to us?   
 

Leads that need to be distributed to the field team are currently going to the Field Sales Manager to 
be assigned out. At this point in time we are assigning the following leads to the field team:  

 NBDR leads (‘Referral’ leads in Salesforce) 

 BRC leads 

 In home appointment requests from telesales 

 Past due / stale leads from telesales  
 

Note: This process can always change based on the current lead management strategy.  
 

29. What if I have a Paper SOA from a client I met with during AEP and now they want to enroll during 
lock-in, can I fax the SOA and proceed directly to an inbound enrollment? 

 
If a SOA was completed during AEP, the beneficiary would need a new scope. The SOA language is 
embedded within the pre-sale script.  
If information has been previously discussed during an appointment, a script is being developed that 
will address these previously discussed items and is currently with CMS.  It is important to read this 
verbiage in the event that you have previously presented plan information to the customer and 
document what was previously covered and the date in Salesforce.  
 
The verbiage: "When we met in person on [insert date] we reviewed our full Summary of Benefits with 
you so you could make an informed decision about your healthcare needs.  In addition, we reviewed 
the names of your doctors, as well as the medications you use regularly. This was to ensure your 
doctors are in our network and your medications are covered through our plans. Since we last spoke, 
are there any questions about any of the information we covered?"  


