
This document will walk you through selling a health sherpa app. In order to do so there are a
few requirements that CMS has put in place this year, we will go through them as well. After
you’ve read this document you will have everything you need to sell applications on Health
Sherpa.
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When you first log into your health sherpa account, you’ll need to make sure that you’ve
enabled your Enhanced Direct Enrollment (EDE).

This is what allows you to use the hc.gov integration and use health sherpa as an enrollment
platform. It will ask you questions that come from your experian credit report. So be sure to
enter in your personal address and phone number and not your business information when
authorizing your EDE. If for any reason you’re not able to move forward, first make sure that
your information is accurate and if it is then proceed to call the number on your screen. After
you complete your EDE then you’ll have to integrate your hc.gov account into health sherpa.

After confirming your identity and enabling EDE, the next step will be to integrate your FFM
account. To find this menu, click on the setting menu at the left side of your screen in the banner
to the left. Then under Two Factor Authentication you’ll now see the Integrate button. When you
click on this it will take you back to the CMS website where you will log in with your FFM
credentials. After you’ve done this once there is no need to do it again.

Starting a Quote

At the top right of your screen you should see these buttons. In some
instances you will not see these buttons at the top of your screen, if that’s the
case first make sure you’re on the Clients tab. Then scroll down under the
names of the clients and you’ll find the blue quote button in the center of your
screen under the client names.
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Quoting

After you start a quote you can enter their basic information.
The Zip code does matter as some plans are only available in certain zip codes, so if you quote
them one plan and then use a different zip code when completing the application that plan you
quoted may not be available anymore. Always make sure you have the correct zip code.
For the Household members make sure you ask them specifically if they are filing taxes,
because they can only get a subsidy if they are, and then how many people will they claim on
their taxes. That is the number that goes into this field, not how many people are actually
applying for coverage.
Who is applying for coverage? Here is where you enter the actual people looking for
insurance. You can either use their DOB or age, it will give the same data. The only important
checkbox here is tobacco use, because this quote screen is just to get rough numbers anyway.
All of the other questions you’ll ask when you do the actual application.
Household income I suggest getting direct and to the point here when talking to the member. A
line that I use here is, “Now you don’t need a crystal ball, but what do you estimate will be your
adjusted gross combined family income for the concurrent year of coverage? The IRS will check
your math when you file your taxes anyway so they’ll make corrections if you are off by a bit.
And if you’re married, to qualify for a subsidy you have to file together so what is the household
income?”

Cost Sharing Reduction (CSR) if their income falls within the lower limits of the federal poverty
level, they get additional help in the form of lower copays, deductibles, and coinsurance for the
Silver plans. If you see a CSR just scroll down on and click on silver plans in the medal levels.
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With the Carriers you can filter sherpa to only show the main 6 carriers we get paid the most on
and offer the best benefits to the members by clicking on Aetna, Ambetter, Cigna, Molina,
Oscar, and United. Not all of these plans will always be available in every state and every zip
code, but if any of these six carriers are available you’ll want to start there.
You can also filter out the Metal levels by clicking the boxes to the left as well and then you’ll
only see the options that you’re looking for.
When putting your plan offering together, remember that you don’t go to the mechanic and
expect them to ask you what parts on their car you want them to fix. You showed up with your
car making a sound and you want them to fix whatever it is. Your clients are coming to you
looking for health insurance, so don’t ask them which plan you want. Choose the one plan that
works best for them based on the questions you asked in the beginning of the application like
their doctors etc and present them only one plan. If you want to read more about the plan click
on the Plan details button and you’ll see a screen with a breakdown of coverage.
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The Doctors button will generally open up the link that takes you to the provider lookup for that
specific plan so if they have particular doctors you can look that up from here. Drugs link will
take you to the formulary where you can
employ your best friend Ctrl + F to search the
formulary and answer their questions about if
prescriptions are covered and at what tier. For
the costs of the medications, reference the
Plan details screen and scroll down to
prescriptions.

Once you’ve found the plan that is right for the
member click on the Add to cart and then
Start application from the subsequent popup.

At this point you’re ready to start the application to get their Eligibility results and see the true
number as to what their subsidy will be, and if they qualify for a plan through the marketplace.
The good news is that you can actually create a Qualified Life-changing Event/Special
Enrollment Period (QLE/SEP) year round legally by employing a known loophole that CMS
has approved, as long as you don’t tell the member you’re doing it, or don’t advertise that it’s
possible otherwise they will be forced to close the loophole. We’ll get to that later in detail. For
now all you need to enter is their legal First name, Last name, Date of birth, and Coverage
state then ask them if you have permission to open an application on hc.gov. After they say yes
you are allowed to check that box and continue.
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If you see the member’s information after you search that means they have done an application
already. If this is the case, verify the address is correct and Add the most recent application,
which will be the one with the largest Application ID. If the records don’t match, or if this was
from before they got divorced or they have extra people that don’t need to be on that app
anymore you can’t easily remove them so instead click on the create new button at the bottom
of this screen and start fresh.
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In this example they had a previous application
so we clicked on the Add to clients button
which brought us to their lead information page.
As long as all of this information is correct, you
can click on the Resume Shopping or Report
Changes buttons to open up their application.
From that next pop-up choose Update.

If all of their information is correct move on, but if you need to update anything just click Edit
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When you see this screen you’re now creating or editing an existing application on hc.gov and
will need to get their permission. Read off these statements and proceed.
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At the top left you’ll see a navigation/progress bar. This tells you how far along you are in the
hc.gov application. Also if you need to quickly go back to a previous section, just click on that
section and it will bring you to the corresponding page. Starting from the beginning we will enter
in the member’s Name, Date of Birth, Sex, and Social. This is only optional if the member is
on their tax return and therefore application, but is not applying for coverage. If the member is
applying for coverage you do need their ssn. If they don’t have a ssn because of their
citizenship status you can leave this blank and at a future time in the application it will ask for
the appropriate numbers on their citizenship documents. If you don’t have the ssn because the
child is a newborn, leave it blank and you will have 90 days from the time you submit the
application to get the child’s ssn and add it to the application.
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Then you will enter in their physical address, if the mailing is different you can put that here. This
is the information hc.gov will be transmitting to the carrier giving instructions on where all policy
documents will be mailed. So make sure it is correct before proceeding.
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Although it says email is optional, you’ll always want an email address. We need them for all
AOBG products anyway, and you’ll now have their email address saved in sherpa which is
important for automatically sending notices about documentation. This will also help your CS
department follow up with your clients for required documentation. Try and get a mobile number
and set the phone type to cell. This allows hc.gov to also text clients for important information.
And finally if you notice that English is not their first language, ask their preferred written and
spoken languages. This will inform hc.gov and the insurance carriers to send their documents in
their language to make their experience more user friendly. Once you have all of this you can
Continue.
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Here is where you indicate who is just on the plan because they are part of the tax return for
the concurrent year of coverage or actually applying for coverage. You can also indicate
whether or not you’re applying for a subsidy. If you know they are not eligible, or not interested,
checking No on the cost savings question will make this application considerably shorter. Use
the Add another person as many times as required until you have every person that will be on
the tax return on this screen regardless if they are applying for coverage or not. Once you’re
ready Continue to the next section.
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Again, this is about the tax address. So if anyone on the application will be filing their taxes at a
different address, this is where you would put that information. If everyone is at the same
address, click yes and Continue.

The following section will be all about how they are filing their taxes. If they are married, they
have to indicate that they are filing their taxes jointly otherwise they are unable to get any form
of subsidy so make sure they answer yes to filing together if they plan to be married by the end
of the subsequent year of coverage. And if they have any dependents, you should have put
them in the application earlier and now you just click that yes they are claiming them and select
each dependent’s name. Once you’re done here Continue to the next screen.
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If you have any dependents here that are not their spouse it will ask you to clearly label how
each person is related. Pay attention to the names as to how they are related. The name at the
top is the person in question, so if the name at the top says Susan, they are asking who Susan
is to the name to the right of the drop down. So in this case Susan would be the parent of the
child. You’ll have a different box for each non-spouse dependent. Once done you can Continue.

On the next screen you’ll start to get to the census information. To save time, it’s best to ask if
anyone is XYZ so you don’t have to ask the question repeatedly for each applicant. Again
remember that the social is required for each individual applying for coverage. When you get to
the Hispanic, Latino, Spanish, Race and Ethnicity questions it’s best to always just click
Decline to answer. These questions are not required, and sometimes answering them will cause
extra questions which take up more time. We are also not paid by the Census, so let them get
that information. It also does not invite the member to tell you a 5 or 10 minute story about their
origin, saving you time to complete this application faster. For this example I intentionally used a
father and son with the same exact name to show you that it will not allow you proceed past this
point if that happens. So make sure to indicate a difference with a middle initial, or Sr Jr III IV
titles. If you did not do that earlier, click on the Members section at the top left of your
application to return to that page then press Continue until you get to the screen after these
census questions.
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If the person does not have their SSN for any reason, you can simply leave these fields blank
for now. And you will need to get their SSN in the next 90 days after submitting the app. If you
are unable to get their SSN at that time, then they will lose their subsidy and have to pay it all
back. That is the best case scenario, if you don’t get their required information sometimes it can
mean they lose coverage when it pertains to immigration information and verifying citizenship.

If the member is pregnant you’ll want to indicate this as it can help in the future when they do
deliver the child. But again it’s not necessary so you can just not click or even ask this question
and Continue.

This question is asking were they born outside of the US and then later became a US citizen.
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When applying for a subsidy, you will need to answer the income questions. We are trying to get
as close to what their line 37 adjusted gross income will be for the concurrent year of
coverage. While it doesn’t need to be completely accurate, and these numbers are not set in
stone meaning they can update them at any time of the year, you still want them to be as close
to accurate as possible so they don’t have to pay back a large amount when they do file their
taxes. If they work for an employer you’ll want to put in the phone number of their employer so
the IRS can call if they do decide to verify their income. You don’t need the direct number for the
accounting department, you can just as easily google their employer and put the first number
that comes up if the client does not have a phone number. The IRS can figure it out later if they
want the correct department. If you’re putting in the income for someone self-employed, it will
always ask for the monthly income, so just get their estimate for total annual income and divide
that by 12.
As far as the Deductions for your client are concerned, this is their IRA contributions, actual
student loan payments, or alimony payments for the concurrent year of coverage. Enter these
numbers in as a positive value and they will be subtracted from their total annual income,
resulting in their Modified Adjusted Gross Income (MAGI) as the bottom of the screen. In the
rare event that the sum displayed here does not sound right to the member after totaling the
numbers due to their income being irregular you can click No when asked if that looks right and
then answer the following questions. This will be repeated for each member on the application
regardless if they are applying for coverage or not. Remember this is based on everyone who
will be on the same tax return for the family, so it needs all of their income data to calculate the
correct subsidy for the family members that are actually applying for coverage.

Once you’ve finished the income questions that will take you to the Additional questions
portion of the application. This is a very important part of the application when it comes to
making sure they have a SEP or QLE. You can also sometimes get coverage for a family
member that Sherpa may have initially suggested they should have been on Medicaid but the
family does not want to be on Medicaid and instead wants everyone to be on the same health
plan together. When you see the last question of the first page of Additional questions asking
if anyone was found not eligible for Medicaid in the last 90 days, you will answer this question
by checking the box next to everyone applying for coverage, then entering the last day of the
previous month in the date field. Then we have to answer the two subsequent questions also
as yes. If you follow these steps, they will now have a 60 day window to obtain a marketplace
plan. Keep in mind that this is a known CMS loophole, and they have said as long as we do not
tell the member, or market that we can do this they will not close the loophole. If you do
make this information public knowledge, then they will be forced to close the loophole. So again
for emphasis do not tell the member, or advertise that we can create SEPs for members
outside of open enrollment. This is just a little trick you will keep in your back pocket. The only
time hc.gov will ask for proof is if the member is in the Medicaid system as having coverage.
Then all they need to do is contact Medicaid and get a denial letter. If they can’t, then they are
unable to get an ACA plan as you can only have one or the other and not both.
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These questions you will again have to answer no, if they are to get a subsidy.
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When it comes to employer coverage, even if they are offered insurance through their employer
if the cost of the employer plan is more than roughly 9.12% of their income it is considered too
expensive and therefore they can still apply for a subsidy. If that is the case, you will answer
this question with a no. Otherwise, like the previous page, they are ineligible for a subsidy.

On the following page where it asks about Upcoming or Recent changes is where we have
the second opportunity to create a SEP for someone. In the event that it is asking for proof
when we answer the Medicaid question yes, and you don’t want to have the member go through
the extra trouble of actually calling Medicaid you can change that answer to no and use the
losing coverage SEP. All you have to do here is say that they will be losing coverage at the end
of this month or that they have lost coverage on the last day of last month. And just like
before, they should not ask for proof. The only time they will actually ask for proof is if their
employer has reported to hc.gov that they are providing insurance and claiming the tax write-off
for doing so. Otherwise you will be able to create a SEP by doing so. Please be careful to not
say they are losing coverage on the actual day they lose coverage if it is on a day somewhere in
the following month. Even if you choose the first day of the month, the hc.gov system is not
smart enough to know that this is happening in the middle of the month and allow for their new
hc.gov plan to start immediately after. It can only start on the 1st of the month. So for this
reason you will instead only say that they are losing coverage at the end of this month or the
last day of the previous month, so their hc.gov plan will start the first of next month.
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After you have answered all of their personal questions you’ll see this confirmation screen.
Verify that all of their information is entered correctly. Otherwise press edit on the field you need
to update and it will take you back there. Once corrected, click Continue on each page until you
return here and see that everything is correct.
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Once you get to the finalize screen, you’ll want to just read this one paragraph out to the
member while clicking through all the following screens and stopping at the end. Clicking yes on
all of the questions and stopping at the field where you have to type in their name. Only
stopping and going back if they don’t understand what you said or don’t agree:

“Do you allow the marketplace to use your income data for the next 5 years; you’re not eligible
for a marketplace plan if you become eligible for Medicaid or an employer plan and if you do you
may have to pay back subsidies when filing taxes; you have to file taxes for the concurrent year
of coverage and if you’re married at the end of that year you’ll have to file your taxes jointly;
nobody will claim you on their taxes and you will claim everyone you listed on this application on
your taxes; if any of this changes it may impact your ability to get a subsidy; if your income is
lower than estimated today you may get some additional help and if you income is higher you
may owe some additional federal taxes; you must contact the marketplace at 800 318 2596 or
our office if anything you told us on this application changes; the marketplace will automatically
cancel your coverage if you are found to have other qualified health coverage, Medicaid,
Medicare or CHIP so you do not have to pay full price for both plans; And to the best of your
knowledge you provided true and accurate answers today otherwise you will face penalties
including the loss of coverage? Wait for an answer, if yes Do I have permission to
electronically sign your name on this application today?”
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After submitting, you will see this screen and have a few seconds
delay. The following screen after continuing will have their
eligibility results. If the results are not what you were looking for,
you can always press Edit application and go back to see if you
possibly answered a question incorrectly or need to adjust their
income if they are able to work some magic with their accountant.
This would be a good time to let you know that if you check out the
FPL estimator tool at
https://www.healthcare.gov/lower-costs/qualifying-for-lower-costs/
you can see the upper and lower limits of how much income a
family of that size in that state can earn to qualify for a subsidy.
Sometimes if their income is slightly higher or lower than these
limits they can still get a subsidy, so always complete the eligibility
to see what their subsidy comes out to. If they do not qualify for a
subsidy due to their income being too low or some other factors,
you can send the application directly to Medicaid by hitting the
check box at the bottom of this screen in the Full Medicaid
Determination section. But for this example we are moving
forward with the subsidy we found the member is eligible for. I’ll
get back to the required documents later on in this manual.

American Online Benefits Group 2023 Sherpa Training 31

https://www.healthcare.gov/lower-costs/qualifying-for-lower-costs/


American Online Benefits Group 2023 Sherpa Training 32



You can not move forward until you download the Eligibility Results. Due to strict CMS
guidelines, make sure that you delete this file off of your computer and from your email
inbox/outbox/trash if you do send the email to a member for any reason.
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If you did not choose the member’s plan first and went straight to the eligibility, then after
completing that you will be given the opportunity to select a plan, now with the true subsidy
numbers. Or maybe while completing the eligibility the member uncovered a different answer
than they gave you before. This is a good opportunity to revisit the plans and still make sure it is
the correct choice. If you do want to compare some options side-by-side there is a tool to
compare up to five different plans at the same time. Once you’ve made your selection, if you did
make any changes, add it to cart and move forward to Apply these changes.
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At the confirm plan screen, you’ll notice a check box where they are using the full amount of
their subsidy. The only time you would uncheck this box is if someone knows that they are
reporting a low income right now in the first portion of the year but plan to either make a large
end of the year bonus or a sale of assets that will drastically increase their income in the future.
This will result in them having to pay back subsidies, and maybe they do not want to take all of
their subsidies knowing that in the future some or all of it will have to be repaid. If the member
chooses to only use some of their subsidy you can apply that specified amount here. You’re also
presented one more opportunity to change the plan if for some reason it is found that this is not
the correct plan for your client. And finally the most important part of this sale is the NPN
override field. Sometimes in your agency you will not have the appointment for the carrier you
wish to sell, and instead someone else in your agency holds that appointment. If your agency
principal has set up your health sherpa to share their NPN as an override you can select it from
this screen. Be very certain that the NPN chosen here belongs to an agent who is in fact
currently appointed with the carrier. Otherwise the carrier will gladly accept your charity
application and not pay you any commissions. This can not be changed if you get
appointed later. Once you’ve verified that everything is correct. Enroll in this plan.

American Online Benefits Group 2023 Sherpa Training 36



American Online Benefits Group 2023 Sherpa Training 37



Depending on the carrier, your next screen after here will be a confirmation page, and a button
to make the premium payment. This will take you off of health sherpa and onto the carrier’s web
page. Some carriers will not pay a payment portal. For these carriers you will need to log into
your broker portal to collect the payment, or find the member services number either in your
O’Neill portal in the carrier resources tab, or in the policy information within health sherpa. If you
don’t have a payment link within sherpa, give the member the phone number to the carrier and
inform them that they will not have a policy number since they have not paid yet. They simply
need to call the carrier number, not press any prompt and wait to talk to a human. Once they are
talking to an agent, let them know that they want to make their initial payment. They will take the
payment from them after verifying some information. And a rare handful of carriers will not even
accept payment until two weeks later when hc.gov transmits the application to the carrier.
You’ll just kind of have to get a feel for how payments are processed with each carrier and in
each state.

Servicing Existing Clients

On the left hand side of your
health sherpa screen, in the
navigation ribbon if you don’t see
the sale you just completed in
the Clients section that means
you did not complete the
application correctly. If you do
see them in the Clients tab then
you know you have successfully
completed the application.
However, just because you
submitted the app does not
always mean you are completely done with the
client. Above the names of all your clients you’ll see
the Documents filter. Expand this and select these
three filters to see all of your clients that are missing
documents. Once you’ve set all of these filters the
next thing you’ll want to do is to look at the Payment
column. Most likely the date under this column will be in the past. If that’s the case click the
circular arrows to refresh the data feed so that it says as of today. Doing this may even show
that no further documentation is needed.
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Sometimes when you refresh the file it will bring you into the member’s file. If that happens,
press the check box re-affirming that you have permission to open the member’s file.

When you’re in a member’s file that has Follow-ups you’ll see this section at the top of their file.
All you need to do is pay attention to the deadline date and keep in mind that it usually takes
about two weeks from the date documentation is uploaded before human eyes even see them
to determine if it’s acceptable or not. So make sure you have the member sending
documentation to you, verify it’s acceptable, and then submit on their behalf. Checking which
documents are acceptable is very important, and simple: just click the Verify button.
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From this screen click on the View List button at the bottom right. Each document type has the
same list. So it would be a good idea to create email templates with these lists, and send them
out to members, indicating when their deadline is (shown above in a red date) while reminding
them it takes two weeks for documents to even be processed so they need to get them to you
ASAP.

Sometimes however a member is unable to provide documents in the allotted time. Such as if
they are self employed and have no documents to prove their income until they actually file their
taxes. In this case you can easily request an extension for their document deadline. As long as
you do this before the deadline all you need to do is report a change by editing their
application. Change their name to ALL CAPITALS or Normal Case if it was caps already – just
change their name then submit the app again. You’ll have a 90 day extension.
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Next, you have the Leads tab. This is for all of your saved quotes and incomplete
applications. You can resume an application here and pick up where you left off.

The next important tab is the Bonuses tab. This one is actually very misleading. Health Sherpa
will buy your client from you for a small fee of $50, $100, $150. This is really only for unlicensed
agents. Because once sherpa buys that client from you they have full permission to sell them
anything else they want, effectively inviting competition to your book that you worked hard to
create. So make sure that you and your team always have this off. Licensed agents should not
sell their clients away to sherpa.

Below that is the Marketing tab. Here you can edit your health sherpa URL, Agency display
name that clients see when visiting your health sherpa page if you do share your url publicly,
phone number they will see on your sherpa page, upload your logo so that it appears in the top
left corner instead of your name, adjust the color of your health sherpa page to match your
branding guide, change your splash image, or input your google analytics code. If you do make
any changes here, be sure to press Update should you want those changes to be saved.
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If you’re the principal of your agency you’ll have the agency button. From here you can invite
agents to join your agency by clicking on the Invite Agents button. You can also edit who has
access to see all of your clients in the agency if they need it for customer service access, and
which NPNs if any you want to allow the other agents in your agency to use when submitting
applications via NPN override. You can also grant admin access to anyone else who needs to
have it for your agency.

When you click on the Invite Agents button you will see your unique join code at the top right.
This is what they will need to enter in the settings section of their health sherpa to become part
of your agency. Or when setting up their account for the first time when asked to join an existing
agency they will use that join code there. You’ll know they have successfully linked their health
sherpa account to yours when you see their name in your Agency tab.
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Finally we have the Settings tab at the bottom. Here is where you can change your health
sherpa login information, add 2fa, and FFM Account Integration. If your FFM account is not
integrated you will not be able to fully use your account so make sure that this is completed. At
the bottom of this screen is where you can see who your account is connected to, or enter in a
join code if your sherpa account is not properly set up. As the principal of an agency you’ll want
to make sure your sherpa is connected to American Online Benefits Group join code 9126. If
you’re an agent reading this, ask your agency admin for their join code.

Make sure that all follow-up notices are always set to on. If you have any more questions about
sherpa, schedule a call with me at www.calendly.com/mikeinsurance my team and I will make
sure you have everything you need.
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