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Introduction 

This document provides information on various processes for kynect On Demand such as 

registration, dashboard navigation, referral logic, as well as rules and guidelines for both 

Agents and kynectors. 
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1 kynect On Demand Program Overview 

kynect on Demand enables Residents to request assistance with kynect benefit 
applications, plan enrollments, or both, and receive a call back from a kynector 

or Agent within 30 minutes. Agents and kynectors must first register for the 

program to be able to receive kynect On Demand referrals. 

2 Registration 

Registering allows kynectors and Agents to assist Residents with benefit 
applications and plan enrollments.  

2.1 kynect On Demand: Registration Process for kynectors 
Complete the following steps to register as a kynector in kynect On 
Demand: 

1. To participate in kynect On Demand, kynectors must complete the Registration 
in the Self Service Portal (SSP) via kynect On Demand. Select the kynect on 
Demand tab in SSP to display the Registration screen. 

2. To register on the Registration screen, kynectors must select the I am 
interested to participate in kynect On Demand checkbox and then select 
Save which stores this information and navigates kynectors to the Preferred 
Contact screen. If Cancel is selected, kynectors are navigated to the non-
citizen dashboard.  



Quick Reference Guide: kynect On Demand 

4 

 

Please note: Clicking the Privacy Policy & Terms of Use link displays a 
pop-up of the applicable information regarding kynect benefits branding 
Privacy Policy & Terms of Use. 

 

 

 

 

3. On the Preferred Contact screen, the Preferred Contact Method, KYID 
Phone Number and KYID Email fields are pulled from the KYID Portal and 
are non-editable. Any changes must be made through the KYID Portal. 
Preferred Contact Method options include Email and Text, Text only, 
and Email only.  

4. If the kynector does not want to use the KYID details, check the box beside To 
use KOD contact information, please check this box. The KOD Phone 
Number and KOD Email fields may be edited only if checked. Update these 
fields with the preferred phone number and email address.  

5. The Preferred Language(s) field is not editable on this screen and may be 
updated using My Information screen in kynect. 

6. Select Save to navigate to the My Availability screen or if desired, select 
Cancel to cancel registering for kynect On Demand.  

 
 

 
 
 
  

Please note: kynect recommends utilizing either Email and Text or Text Only. 

https://sso.kyid.ky.gov/am/XUI/?realm=/alpha&samlObjectKey=a61a85fc-7ad1-4696-b017-858d13322190&goto=https%3A%2F%2Fsso.kyid.ky.gov%3A443%2Fam%2Fsaml2%2Fcontinue%2FmetaAlias%2Falpha%2Fkyidp%3FsecondVisitUrl%3D%2Fam%2FSSOPOST%2FmetaAlias%2Falpha%2Fkyidp%3FReqID%253Ds20e4c2c6b175f0fe2a8ac69a0f574b06cc0c4bda7%2526TxId%253Dbde49a25-b125-4aaf-9f8e-a061d28d75aa%3D&ReturnURL=https%3A%2F%2Fkog.chfs.ky.gov%2Fhome%2F&rp-realm=https%3A%2F%2Fkog.chfs.ky.gov%2Fhome%2F&AMAuthCookie=&authIndexType=composite_advice&authIndexValue=%3CAdvices%3E%20%20%20%20%3CAttributeValuePair%3E%20%20%20%20%20%20%20%20%3CAttribute%20name%3D%22TransactionConditionAdvice%22%2F%3E%20%20%20%20%20%20%20%20%3CValue%3Ebde49a25-b125-4aaf-9f8e-a061d28d75aa%3C%2FValue%3E%20%20%20%20%3C%2FAttributeValuePair%3E%3C%2FAdvices%3E&locale=en&clocale=en#/
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1. On the My Availability screen, kynectors/Agency Admins may review the
default settings and make changes as needed by selecting the checkbox for the
desired day. Select Edit to make the necessary updates in the pop-up card. Add
in the Start Time and End Time. Select Save.

• The Time Zone drop-down is set to Eastern Time (ET) by default.

• Hour values are from 01 to 12. Minutes are listed in intervals of 15: 00, 15,
30, 45. Selection must be made for AM or PM.

• Saturday and Sunday are marked as Not Available by default.

• Upon selecting the day’s checkbox, weekday availability is marked 9:00
AM - 5:00 PM by default.

• End Time and the Save button are enabled after Start Time (Hour,
Minutes, AM/PM) values are selected. Upon selecting Save, the opted
time displays with the card.

• If Start Time and End Time are the same when editing, a message
displays, “Start Time and End Time cannot be the same.” If Start Time
entered is greater than End Time, a message displays “Start Time cannot
be greater than End Time.” If End Time is not entered, then upon
selecting Save a message displays, “End Date is required.”

• Close icon closes the modal.

2. To add a Break, select the checkbox for the desired day, then select the
Expand/Plus sign icon (the Expand icon is only visible if the checkbox is
selected). Upon selecting the Expand icon, a Break card displays with this
message, “Add break hours within available hours.” Enter the Start Time and
End Time using the same values/parameters listed above, then select Save.

• For each day, only one break can be added; the Expand icon is disabled
on ‘Not Available’ days and when a break has already been added.

• kynectors should only select break times within the available hours,
otherwise a message displays, “Add break hours within available hours.”

• Start Time cannot be the same or greater than End Time, otherwise the
above validation messages are displayed.

• The Remove/Trash Can icon removes the Break card.

3. Out of Office Hours should be added if taking an extended leave of absence to
prevent referrals from being received. Select the desired Start Date and End
Date to enable the Edit button. Select the Edit button to display a pop-up card
titled “Edit Time for Out of Office Hours”, then enter the Start Time and End
Time using the same values/parameters listed above. Select Save to complete
the registration process which navigates kynectors to the Quick Updates
screen with kynect on Demand subsections displayed on the left navigation
panel.

• If the Start and End Date are today’s date, and if the Start and End
Time are not entered, a message displays, “Start Time and End Time are
required.”

• If the Start and End Date are today’s date, and if the Start and/or End
Time are in the past, then a message displays, “Start and End Time must
be in future.”

• Start Time cannot be the same or greater than End Time, otherwise the 
validation messages are displayed.



Quick Reference Guide: kynect On Demand 

6 

Please note: kynect will refer to availability before assigning a referral. The 
kynector/ Agency Admin must maintain their Availability Settings so that 
they only receive referrals when available. If a kynector does not respond to 3 
consecutive ‘General’ requests, they must re-register to participate. Available 
hours or out of office hours may be updated at any time and over those 
periods, no referrals are received.  
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2.2 kynect On Demand: Registration Process for Agents 
Complete the following steps to register as an agent in kynect On Demand: 

1. From the Agent Portal Dashboard, select on the kynect On Demand tab to 
navigate to the Registration screen.  

2. Select the radio button to indicate interest in participating in kynect On Demand 
and check the box to agree to the kynect Terms of Use and Privacy Policy.  

3. Select Save to continue to the Preferred Contact screen. 

 

 

 

 

 
`  

 

Please note: Once registered, one must wait 30 business days to withdraw. 
Once registered, registration may be cancelled if unresponsive to 3 consecutive 

referrals.   
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4. The Preferred Contact screen provides the Agent’s DOI contact details. 
Review the details and select the preferred contact method to receive 
notifications. Details may be updated by selecting the Settings hyperlink (or the 
Settings tab).  

5. Preferred Contact Method is set to -Select- initially and is required. Drop-
down value options are ‘Text only’, ‘Email and Text’, and ‘Email only’. 

6. Phone Number is a read-only text box that displays the Agent’s primary 
phone number available in (IEES) Agent Portal. Phone Number is only 
displayed if ‘Text only’ or ‘Email and Text’ is selected for Preferred Contact 
Method. 10 digits should be present. 

7. Email is a read-only text box that displays the Agent’s primary email available 
in (IEES) Agent Portal. Email is only displayed if ‘Email only’ or ‘Email and 
Text’ is selected for Preferred Contact Method. The Agent will receive a 
message if the email is invalid (example: johndoe@abc is invalid; 
johndoe@abc.com is valid). 

8. Preferred Language will display the selection(s) made in the Settings tab. 

9. Select Save to navigate to the My Availability screen. Select Cancel to reset 
the entered values and remain on the screen. 

  

 

 

 

 

 

 

 

 
  

mailto:johndoe@abc.com
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10. Review the details of the My Availability screen. Note that Available Hours 
and Out of Office Hours may be updated at any time.  

11. Select the appropriate Time Zone. Options are either the default Eastern 
Standard Time (EST) or Central Standard Time (CST), which is 1 hour behind 
EST. The system will convert the time zone appropriately when validating for 
availability. 

12. Update the Available Hours. Every day of the week is displayed. The hh drop-
down includes values from 0 to 12. The mm drop-down will have 5-minute 
intervals for both am and pm (00, 05, 10, … 50, 55).  

13. If Not Available is checked, then the hour and minute drop-downs are 
disabled. By default, Not Available will be checked for Saturday and Sunday.  

14. Select the Add Break hyperlink to add a break to a day. Select Remove Break 
to remove as needed.  

15. To mark out-of-office status outside of normal office hours, select a Start Date 
and End Date in the Out of Office Hours section. Only current or future 
dates may be selected. End Time is only enabled once a valid Start Date is 
entered. 

16. Select Save.   

17. After completing the registration process, navigation directs to the kynect On 
demand Quick Updates Dashboard.  

 

 

 

Please note: Click the Cancel button to cancel the registration process. 

Upon clicking Cancel, a pop-up displays confirming the desire to cancel 
registration, and that the process may be completed later. 
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3 Dashboard for kynectors and Agents 

The Dashboard is a central hub that allows kynectors and Agents to access 

various kynect On Demand features such as referrals and metrics, and a way to 

update their availability and preferred contact information.   

3.1 kynect On Demand Dashboard: Quick Updates  
1. Quick Updates is the landing screen for the KOD Dashboard. This section 

displays notifications about the number of pending referrals (General and 
Mass), as well as missed referrals (General) for the current day.  

• General Referrals occur when a Resident submits a KOD request. The 
system identifies the appropriate path and assigns the General referral to 
the available kynector/Agency Admin or Agent, who are expected to take 
action within 15 minutes from the time of assignment. If no action is 
taken or rejected, the referral will expire, and it will be sent to the next 
available individual.  

• Mass Referrals occur when a General referral is not accepted by any 
kynector/Agency Admin or Agent within the allotted 15 minutes. This 
will be assigned to who accepts it first, so any kynectors/Agency Admins 
or Agents must act by either accepting or rejecting the referral as quickly 
as possible. 

2. Users can modify their availability by using the checkbox in the top right corner. 
If the current availability shows as off and they want to be available, the user must 
modify their availability hours to be available for the desired time period. 

 

Quick Updates screen in kynect for kynectors: 
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Quick Updates screen in Agent Portal for Agents: 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Please note: The General assigned and pending referrals count will display 
either 0 or 1. The General missed referrals count ranges from 0 to 3. The Mass 
assigned and pending referrals count ranges from 0 to 99.  
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3.2 kynect On Demand Dashboard: Referral Manager  
Referral Manager allows users to expand, view, and manage assigned referrals. 
Users may also leverage the Search function by adding in criteria including Name 
(First and Last), Referral Status (see below for definitions), and From/To Dates. 
The Results section contains a maximum of 10 records, pagination displays results 
past 10 records. 

 

1. Referral Type shows either General or Mass. See Section 3.1 for an 
explanation of General Referrals and Mass Referrals.    

2. The Name field displays the Customer’s First Name and Last Name. 

3. The Customer Zip Code field lists the customer’s zip code.  

4. The Contact Details column displays the customer’s contact details, either 
email or phone number. If the Referral Status is Pending, Rejected, or Missed, 
then this may be blank. Once accepted, review the details of the Individual and 
contact them at the listed contact details.  

5. The Referral Assigned column lists the date (mm/dd/yyyy) and time the 
referral was assigned in descending order. If accepted, the status will update to In 
Progress.  

6. The Action column allows the user to Accept or Reject (Red X in Agent Portal) 
the referral, if available. Select Accept (Green check mark in Agent Portal) or 
Reject (Red X in Agent Portal) on the referral based on availability. Agency 
admin and kynectors can accept both General and Mass referrals. 

• This column also displays Accepted or Rejected if the user took the 
respective action. Missed displays if the user did not respond to the 
General referral and it will be sent as a Mass referral to all agents. If 
assigned a General referral, it is expected that action is taken within 15 
minutes. Mass referrals are assigned based on a ‘First Come First Serve’ 
basis. 

7. Referral Status conveys the current status of the referral and should be 
updated after assisting the Resident: 

• Pending: Action has yet to be taken; the default setting. 

• In Progress: Referral has been accepted or rejected. If in progress, 
the agent may update to Unable to reach customer, Follow-up 
completed, or Follow-up in progress. 

• Completed: Request is accepted, and Customer is successfully 
assisted. 

• Unable to reach Customer: User accepts but customer did not 
respond after 3 tries or not looking for further assistance. 

• Follow-up in progress: User accepts but customer not available 
currently or wanted to connect back later. In this status, User may 
update to Follow-up completed.  

• Follow-up completed: After being unable to reach the customer, 
User updates from Follow-up in progress to Follow-up 
completed. 
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8. Users may also leverage the following Search fields to find specific referrals, as 
needed: 

• Name 

• Referral Status  
• Referral Received Date (kynectors) 

• From Date and To Date (Agents) 

 
Manage Referral screen for kynectors:  

 

 

 

 

 
 
 
 
 
  

1 5 6 7 

8 

Please note: Requests can be submitted outside business hours. Requests 
submitted between 12:00 am and 6:00 am EST will receive an automated 
message to indicate a response during business hours. Requests submitted 

after work hours will display on the Quick Updates screen if the user’s 
status is marked Available. 

 

2 3 4 
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Manage Referral screen for Agents: 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

1 2 3 4 5 6 7 

8 
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3.3 kynect On Demand Dashboard: View Metrics  
The View Metrics tab provides detailed information about the assigned referrals 
metrics.  

 

3.3.1 View Metrics for kynectors 
 

1. The current month’s metrics are viewed by default, but the user may view 
different periods by adjusting the Frequency. Options include Last 1 
month, Last 3 months, Last 6 months, Last 9 months, Last Year, 
and All Time.  

2. Select Submit to display the applicable results or select Reset for default 
settings. 

3. In the General Referrals and Mass Referrals boxes, the Total 
Referrals tabs display how many referrals have been accepted, rejected, 
and missed. Both Accepted Referrals tabs display a breakdown of accepted 
referrals into the following categories: Completed Referrals, Unable to 
reach customer, Follow-up in progress, Follow-up completed, and In 
Progress Referrals.  

 

View Metrics screen for kynectors:  

 
 
 
 
 

  

1 

2 3 
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3.3.2 View Metrics for Agents 
 

1. The current month’s metrics are viewed by default, but the user may view 
different periods by adjusting the Frequency or Start Date and End Date. 
Options include Last 1 month, Last 3 months, Last 6 months, Last 9 
months, Last Year, and All Time.  

2. Select Submit to display the applicable results or select Reset for default 
settings. 

3. The General Referrals box displays how many referrals have been accepted, 
rejected, and missed. The Mass Referrals box displays the number of accepted 
mass referrals. 

4. Both the Breakdown of Accepted General Referrals and Breakdown of 
Accepted Mass Referrals boxes display a breakdown of accepted referrals 
into the following categories: Completed Referrals, Unable to reach customer, 
Follow-up in progress, Follow-up completed, and In Progress Referrals.  

 

View Metrics screen for Agents: 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1 

2 

4 

3 



Quick Reference Guide: kynect On Demand 

17 

 

 

3.4 kynect On Demand Dashboard: Preferred Contact   
The Preferred Contact screen allows the user to review and update preferred 
contact details and method to receive notifications. Refer to Section 2 above for 
instruction on how to update preferred contact details.   

 

Preferred Contact screen for kynectors:  
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Preferred Contact screen for Agents:  
 

 
 
 

 

 

 

 

 

 

Please note: For Agents, the screen order is as shown above: My 
Availability before Preferred Contact. This screenshot is placed here 
only for demonstrative purposes after kynectors Preferred Contact screen 
is shown.  
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3.5 kynect On Demand Dashboard: My Availability   
The My Availability section allows the user to review and modify their 
availability, including Out of Office Hours as necessary. Refer to Section 2 above 
for more information.  

 

My Availability screen for kynectors:  
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My Availability screen for Agents:  

           

                

 
 
 
 

Please note: For Agents, the screen order is as shown above: My 
Availability before Preferred Contact. This screenshot is placed here only 
for demonstrative purposes after kynectors My Availability screen is shown.  
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3.6 kynect On Demand Dashboard: De-Register   
The De-Register screen allows users to disenroll themselves from the kynect On 
Demand program.  

 

1. Select the I am not interested to participate in kynect On Demand 
checkbox to indicate the desire to no longer participate in kynect On Demand. 
Users can re-register only after 45 days, until users register, they will not be able 
to participate in the program. 

2. Select Save to store the information and navigate to the non-citizen dashboard. 
Select Cancel to reset the values and remain on the screen. 

3. Once de-registered, the referral information will be maintained in kynect On 
Demand tables. After de-registering, the kynect On Demand link in the left 
navigation panel does not appear for 45 calendar days.  

 

De-Register screen for kynectors:  

 
 
 

 
 

Please note: For kynectors, this screen is enabled only for those who have 

registered more than 45 days ago.  
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De-Register screen for Agents:  

 

 

 

 
 
 
 
 
 
 
 
 
  

Please note: For Agents, this screen is enabled only for those who have 
registered more than 30 days ago.  
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4 Referral Process  

Below is an overview of the referral process through kynect On Demand. The 
expectation is that a kynector/Agency Admin or Insurance Agent will contact the 
Resident in 30 minutes or less for cost-free assistance with enrolling in or 
applying for health coverage (Qualified Health Plans with or without APTC), 
Medicaid, SNAP, or CCAP. 

1. The Resident submits the kynect On Demand request in the Self Service 
Portal and agrees to the Terms and Conditions / Privacy Policy. 

 

Please note: The 30 minutes or less response time is expected from 9 am – 5 
pm ET daily based on availability. Response time on weekends, holidays, and 
after business hours will depend on Agent or kynector availability.   
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2. The 30-minute timer begins once the kynect On Demand request is submitted. 
The request will be routed to kynector/Agency Admin or Insurance Agent. 
Criteria includes closest proximity to the Resident’s zip code, availability, 
preferred language, and the number of accepted General referrals. Note that 
Insurance Agents will not receive SNAP/CCAP program requests. The 
kynector/Agency Admin or Insurance Agent receives Text/Email notification 
and selects on the link. 

3. Select to either Accept or Reject the Referral on desktop or mobile. After doing 
so, the referral link expires. 

• If two users Accept the referral at the same time, this message 
displays “The assigned referral has expired. Unfortunately, the 
referral is accepted by another kynector. Based on First Come First 
Serve customer information is shared with the kynector.” 

• If the user Rejects the referral, this message displays “The assigned 

referral has expired.” 
 

Desktop and Mobile View for kynectors: 
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Please note: For post De-Registration scenarios, when a 
kynector/agency admin accesses the link (within 30 minutes) via 
Email/SMS, navigates to the Manage Referral page, then clicks 

Accept or Reject, the link expires and this message displays “Currently, 
you are not registered with kynect On Demand, please use kynect benefits 
to register with kynect On Demand.” 
 
Example Scenario: 
Pre-Requisite:  

1. kynector K1 receives General request notification via email. 
2. K1 de-registered from KOD. 

 
Steps: 

1. K1 accesses the link received via email post de-registration and is 
navigated to Manage Referral page. 

2. K1 clicks on Accept button and the validation message above is 
displayed in a new page.  

 

 
 

 

Desktop and Mobile View for Agents: 
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4. If the Referral is accepted, the user receives a One-Time Passcode (OTP) that is 

6 digits to enter within 5 minutes. If the OTP fails (either incorrect or expired), it 
is resent after 30 seconds. The user has a maximum of 3 attempts to correctly 
enter the OTP before the OTP Page expires. If the OTP is validated, the user 
navigates to the Customer Details screen, which will expire after 5 minutes. 

• If the user entered an incorrect OTP more than 3 times, this message 
displays, “You exceeded the number of attempts with an invalid OTP. 
Request OTP code via ‘Resend’ if accessible, otherwise view the contact 
details from the kynect On Demand – Referral Manager.” 

• After an overall 30 minute window, after selecting Continue on the 
OTP page, this message displays, “This page has expired.” 
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Desktop and Mobile View for kynectors: 
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Desktop and Mobile View for Agents: 
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5. Once the OTP is validated, the user navigates to the Customer Details Screen, 
which expires after 5 minutes. The Resident must be contacted using the contact 
details displayed, and the kynector/Agency Admin and Agent must update the 
referral status by logging into the appropriate platform for kynectors/Agency 
Admins (kynect benefits) or Agents (https://kyagent.ky.gov). 

Desktop and Mobile View for kynectors: 

 

https://kynect.ky.gov/benefits/s/?language=en_US
https://kyagent.ky.gov/
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Desktop and Mobile View for Agents: 
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5 Rules & Guidelines 

Be aware of the following through kynect On Demand. 

• Always be kind and courteous when interacting with a Resident.  

• If calling the Resident, leave a voicemail if they do not answer.  

• Maintain Availability settings so that referrals are received only when available and 
ready to assist. Agents and kynectors are able to set standard hours for each day, 
add breaks, and out of office time.  

• If a kynector or Agent misses 3 consecutive General referrals, they may be de-
registered from kynect On Demand and must re-register if they would like to 
continue with the program. Therefore, kynectors/Agency Admins and Agents must 
ensure to address all assigned referrals within the allotted timeframe.  

• Remember, your services have a great impact on not only the Resident, but the 
Commonwealth of Kentucky as a whole. 
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	1 kynect On Demand Program Overview 
	kynect on Demand enables Residents to request assistance with kynect benefit applications, plan enrollments, or both, and receive a call back from a kynector or Agent within 30 minutes. Agents and kynectors must first register for the program to be able to receive kynect On Demand referrals. 
	2 Registration 
	Registering allows kynectors and Agents to assist Residents with benefit applications and plan enrollments.  
	2.1 kynect On Demand: Registration Process for kynectors 
	Complete the following steps to register as a kynector in kynect On Demand: 
	Figure
	 
	 
	Please note: Clicking the Privacy Policy & Terms of Use link displays a pop-up of the applicable information regarding kynect benefits branding Privacy Policy & Terms of Use. 
	Please note: Clicking the Privacy Policy & Terms of Use link displays a pop-up of the applicable information regarding kynect benefits branding Privacy Policy & Terms of Use. 
	3.
	3.
	3.
	 On the Preferred Contact screen, the Preferred Contact Method, KYID Phone Number and KYID Email fields are pulled from the  and are non-editable. Any changes must be made through the KYID Portal. Preferred Contact Method options include Email and Text, Text only, and Email only.  
	KYID Portal
	KYID Portal



	4.
	4.
	 If the kynector does not want to use the KYID details, check the box beside To use KOD contact information, please check this box. The KOD Phone Number and KOD Email fields may be edited only if checked. Update these fields with the preferred phone number and email address.  

	5.
	5.
	 The Preferred Language(s) field is not editable on this screen and may be updated using My Information screen in kynect. 

	6.
	6.
	 Select Save to navigate to the My Availability screen or if desired, select Cancel to cancel registering for kynect On Demand.  
	1.
	1.
	1.
	 On the My Availability screen, kynectors/Agency Admins may review the default settings and make changes as needed by selecting the checkbox for the desired day. Select Edit to make the necessary updates in the pop-up card. Add in the Start Time and End Time. Select Save.  
	•
	•
	•
	 The Time Zone drop-down is set to Eastern Time (ET) by default.  

	•
	•
	 Hour values are from 01 to 12. Minutes are listed in intervals of 15: 00, 15, 30, 45. Selection must be made for AM or PM. 

	•
	•
	 Saturday and Sunday are marked as Not Available by default.  

	•
	•
	 Upon selecting the day’s checkbox, weekday availability is marked 9:00 AM - 5:00 PM by default.   

	•
	•
	 End Time and the Save button are enabled after Start Time (Hour, Minutes, AM/PM) values are selected. Upon selecting Save, the opted time displays with the card.  

	•
	•
	 If Start Time and End Time are the same when editing, a message displays, “Start Time and End Time cannot be the same.” If Start Time entered is greater than End Time, a message displays “Start Time cannot be greater than End Time.” If End Time is not entered, then upon selecting Save a message displays, “End Date is required.” 

	•
	•
	 Close icon closes the modal. 




	2.
	2.
	 To add a Break, select the checkbox for the desired day, then select the Expand/Plus sign icon (the Expand icon is only visible if the checkbox is selected). Upon selecting the Expand icon, a Break card displays with this message, “Add break hours within available hours.” Enter the Start Time and End Time using the same values/parameters listed above, then select Save. 
	•
	•
	•
	 For each day, only one break can be added; the Expand icon is disabled on ‘Not Available’ days and when a break has already been added.  

	•
	•
	 kynectors should only select break times within the available hours, otherwise a message displays, “Add break hours within available hours.” 

	•
	•
	 Start Time cannot be the same or greater than End Time, otherwise the above validation messages are displayed. 

	•
	•
	 The Remove/Trash Can icon removes the Break card. 




	3.
	3.
	 Out of Office Hours should be added if taking an extended leave of absence to prevent referrals from being received. Select the desired Start Date and End Date to enable the Edit button. Select the Edit button to display a pop-up card titled “Edit Time for Out of Office Hours”, then enter the Start Time and End Time using the same values/parameters listed above. Select Save to complete the registration process which navigates kynectors to the Quick Updates screen with kynect on Demand subsections displayed
	•
	•
	•
	 If the Start and End Date are today’s date, and if the Start and End Time are not entered, a message displays, “Start Time and End Time are required.” 

	•
	•
	 If the Start and End Date are today’s date, and if the Start and/or End Time are in the past, then a message displays, “Start and End Time must 

	be in future.” 
	be in future.” 

	•
	•
	 Start Time cannot be the same or greater than End Time, otherwise the validation messages are displayed. 
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	Please note: kynect recommends utilizing either Email and Text or Text Only. 
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	Please note: kynect will refer to availability before assigning a referral. The kynector/ Agency Admin must maintain their Availability Settings so that they only receive referrals when available. If a kynector does not respond to 3 consecutive ‘General’ requests, they must re-register to participate. Available hours or out of office hours may be updated at any time and over those periods, no referrals are received.  
	Please note: kynect will refer to availability before assigning a referral. The kynector/ Agency Admin must maintain their Availability Settings so that they only receive referrals when available. If a kynector does not respond to 3 consecutive ‘General’ requests, they must re-register to participate. Available hours or out of office hours may be updated at any time and over those periods, no referrals are received.  
	1.
	1.
	1.
	 From the Agent Portal Dashboard, select on the kynect On Demand tab to navigate to the Registration screen.  

	2.
	2.
	 Select the radio button to indicate interest in participating in kynect On Demand and check the box to agree to the kynect Terms of Use and Privacy Policy.  

	3.
	3.
	 Select Save to continue to the Preferred Contact screen. 



	 
	  
	2.2 kynect On Demand: Registration Process for Agents 
	Complete the following steps to register as an agent in kynect On Demand: 
	 
	Please note: Once registered, one must wait 30 business days to withdraw. Once registered, registration may be cancelled if unresponsive to 3 consecutive referrals.   
	Please note: Once registered, one must wait 30 business days to withdraw. Once registered, registration may be cancelled if unresponsive to 3 consecutive referrals.   
	4.
	4.
	4.
	 The Preferred Contact screen provides the Agent’s DOI contact details. Review the details and select the preferred contact method to receive notifications. Details may be updated by selecting the Settings hyperlink (or the Settings tab).  

	5.
	5.
	 Preferred Contact Method is set to -Select- initially and is required. Drop-down value options are ‘Text only’, ‘Email and Text’, and ‘Email only’. 

	6.
	6.
	 Phone Number is a read-only text box that displays the Agent’s primary phone number available in (IEES) Agent Portal. Phone Number is only displayed if ‘Text only’ or ‘Email and Text’ is selected for Preferred Contact Method. 10 digits should be present. 

	7.
	7.
	 Email is a read-only text box that displays the Agent’s primary email available in (IEES) Agent Portal. Email is only displayed if ‘Email only’ or ‘Email and Text’ is selected for Preferred Contact Method. The Agent will receive a message if the email is invalid (example: johndoe@abc is invalid;  is valid). 
	johndoe@abc.com
	johndoe@abc.com



	8.
	8.
	 Preferred Language will display the selection(s) made in the Settings tab. 

	9.
	9.
	 Select Save to navigate to the My Availability screen. Select Cancel to reset the entered values and remain on the screen. 
	10.
	10.
	10.
	 Review the details of the My Availability screen. Note that Available Hours and Out of Office Hours may be updated at any time.  

	11.
	11.
	 Select the appropriate Time Zone. Options are either the default Eastern Standard Time (EST) or Central Standard Time (CST), which is 1 hour behind EST. The system will convert the time zone appropriately when validating for availability. 

	12.
	12.
	 Update the Available Hours. Every day of the week is displayed. The hh drop-down includes values from 0 to 12. The mm drop-down will have 5-minute intervals for both am and pm (00, 05, 10, … 50, 55).  

	13.
	13.
	 If Not Available is checked, then the hour and minute drop-downs are disabled. By default, Not Available will be checked for Saturday and Sunday.  

	14.
	14.
	 Select the Add Break hyperlink to add a break to a day. Select Remove Break to remove as needed.  

	15.
	15.
	 To mark out-of-office status outside of normal office hours, select a Start Date and End Date in the Out of Office Hours section. Only current or future dates may be selected. End Time is only enabled once a valid Start Date is entered. 

	16.
	16.
	 Select Save.   

	17.
	17.
	 After completing the registration process, navigation directs to the kynect On demand Quick Updates Dashboard.  






	Figure
	 
	 
	 
	 
	`  
	  
	Figure
	 
	 
	 
	 
	 
	 
	 
	 
	  
	 
	Figure
	 
	Please note: Click the Cancel button to cancel the registration process. Upon clicking Cancel, a pop-up displays confirming the desire to cancel registration, and that the process may be completed later. 
	Please note: Click the Cancel button to cancel the registration process. Upon clicking Cancel, a pop-up displays confirming the desire to cancel registration, and that the process may be completed later. 

	 
	 
	 
	3 Dashboard for kynectors and Agents 
	The Dashboard is a central hub that allows kynectors and Agents to access various kynect On Demand features such as referrals and metrics, and a way to update their availability and preferred contact information.   
	3.1 kynect On Demand Dashboard: Quick Updates  
	1.
	1.
	1.
	 Quick Updates is the landing screen for the KOD Dashboard. This section displays notifications about the number of pending referrals (General and Mass), as well as missed referrals (General) for the current day.  
	•
	•
	•
	 General Referrals occur when a Resident submits a KOD request. The system identifies the appropriate path and assigns the General referral to the available kynector/Agency Admin or Agent, who are expected to take action within 15 minutes from the time of assignment. If no action is taken or rejected, the referral will expire, and it will be sent to the next available individual.  

	•
	•
	 Mass Referrals occur when a General referral is not accepted by any kynector/Agency Admin or Agent within the allotted 15 minutes. This will be assigned to who accepts it first, so any kynectors/Agency Admins or Agents must act by either accepting or rejecting the referral as quickly as possible. 




	2.
	2.
	 Users can modify their availability by using the checkbox in the top right corner. If the current availability shows as off and they want to be available, the user must modify their availability hours to be available for the desired time period. 


	 
	Quick Updates screen in kynect for kynectors: 
	 
	Figure
	Quick Updates screen in Agent Portal for Agents: 
	 
	Figure
	 
	 
	 
	 
	 
	 
	  
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	Please note: The General assigned and pending referrals count will display either 0 or 1. The General missed referrals count ranges from 0 to 3. The Mass assigned and pending referrals count ranges from 0 to 99.  
	Please note: The General assigned and pending referrals count will display either 0 or 1. The General missed referrals count ranges from 0 to 3. The Mass assigned and pending referrals count ranges from 0 to 99.  

	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	3.2 kynect On Demand Dashboard: Referral Manager  
	Referral Manager allows users to expand, view, and manage assigned referrals. Users may also leverage the Search function by adding in criteria including Name (First and Last), Referral Status (see below for definitions), and From/To Dates. The Results section contains a maximum of 10 records, pagination displays results past 10 records. 
	 
	1.
	1.
	1.
	 Referral Type shows either General or Mass. See Section 3.1 for an explanation of General Referrals and Mass Referrals.    

	2.
	2.
	 The Name field displays the Customer’s First Name and Last Name. 

	3.
	3.
	 The Customer Zip Code field lists the customer’s zip code.  

	4.
	4.
	 The Contact Details column displays the customer’s contact details, either email or phone number. If the Referral Status is Pending, Rejected, or Missed, then this may be blank. Once accepted, review the details of the Individual and contact them at the listed contact details.  

	5.
	5.
	 The Referral Assigned column lists the date (mm/dd/yyyy) and time the referral was assigned in descending order. If accepted, the status will update to In Progress.  

	6.
	6.
	 The Action column allows the user to Accept or Reject (Red X in Agent Portal) the referral, if available. Select Accept (Green check mark in Agent Portal) or Reject (Red X in Agent Portal) on the referral based on availability. Agency admin and kynectors can accept both General and Mass referrals. 
	•
	•
	•
	 This column also displays Accepted or Rejected if the user took the respective action. Missed displays if the user did not respond to the General referral and it will be sent as a Mass referral to all agents. If assigned a General referral, it is expected that action is taken within 15 minutes. Mass referrals are assigned based on a ‘First Come First Serve’ basis. 




	7.
	7.
	 Referral Status conveys the current status of the referral and should be updated after assisting the Resident: 
	•
	•
	•
	 Pending: Action has yet to be taken; the default setting. 

	•
	•
	 In Progress: Referral has been accepted or rejected. If in progress, the agent may update to Unable to reach customer, Follow-up completed, or Follow-up in progress. 

	•
	•
	 Completed: Request is accepted, and Customer is successfully assisted. 

	•
	•
	 Unable to reach Customer: User accepts but customer did not respond after 3 tries or not looking for further assistance. 

	•
	•
	 Follow-up in progress: User accepts but customer not available currently or wanted to connect back later. In this status, User may update to Follow-up completed.  

	•
	•
	 Follow-up completed: After being unable to reach the customer, User updates from Follow-up in progress to Follow-up completed. 





	  
	8.
	8.
	8.
	 Users may also leverage the following Search fields to find specific referrals, as needed: 
	•
	•
	•
	 Name 

	•
	•
	 Referral Status  

	•
	•
	 Referral Received Date (kynectors) 

	•
	•
	 From Date and To Date (Agents) 





	 
	Manage Referral screen for kynectors:  
	 
	Please note: Requests can be submitted outside business hours. Requests submitted between 12:00 am and 6:00 am EST will receive an automated message to indicate a response during business hours. Requests submitted after work hours will display on the Quick Updates screen if the user’s status is marked Available. 
	Please note: Requests can be submitted outside business hours. Requests submitted between 12:00 am and 6:00 am EST will receive an automated message to indicate a response during business hours. Requests submitted after work hours will display on the Quick Updates screen if the user’s status is marked Available. 
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	Manage Referral screen for Agents: 
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	3.3 kynect On Demand Dashboard: View Metrics  
	The View Metrics tab provides detailed information about the assigned referrals metrics.  
	 
	3.3.1 View Metrics for kynectors 
	 
	1.
	1.
	1.
	 The current month’s metrics are viewed by default, but the user may view different periods by adjusting the Frequency. Options include Last 1 month, Last 3 months, Last 6 months, Last 9 months, Last Year, and All Time.  

	2.
	2.
	 Select Submit to display the applicable results or select Reset for default settings. 

	3.
	3.
	 In the General Referrals and Mass Referrals boxes, the Total Referrals tabs display how many referrals have been accepted, rejected, and missed. Both Accepted Referrals tabs display a breakdown of accepted referrals into the following categories: Completed Referrals, Unable to reach customer, Follow-up in progress, Follow-up completed, and In Progress Referrals.  


	 
	View Metrics screen for kynectors:  
	 
	Figure
	 
	 
	 
	 
	  
	3.3.2 View Metrics for Agents 
	 
	1.
	1.
	1.
	 The current month’s metrics are viewed by default, but the user may view different periods by adjusting the Frequency or Start Date and End Date. Options include Last 1 month, Last 3 months, Last 6 months, Last 9 months, Last Year, and All Time.  

	2.
	2.
	 Select Submit to display the applicable results or select Reset for default settings. 

	3.
	3.
	 The General Referrals box displays how many referrals have been accepted, rejected, and missed. The Mass Referrals box displays the number of accepted mass referrals. 

	4.
	4.
	 Both the Breakdown of Accepted General Referrals and Breakdown of Accepted Mass Referrals boxes display a breakdown of accepted referrals into the following categories: Completed Referrals, Unable to reach customer, Follow-up in progress, Follow-up completed, and In Progress Referrals.  


	 
	View Metrics screen for Agents: 
	 
	 
	Figure
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	3.4 kynect On Demand Dashboard: Preferred Contact   
	The Preferred Contact screen allows the user to review and update preferred contact details and method to receive notifications. Refer to Section 2 above for instruction on how to update preferred contact details.   
	 
	Preferred Contact screen for kynectors:  
	 
	Figure
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	Preferred Contact screen for Agents:  
	 
	 
	Figure
	 
	 
	 
	Please note: For Agents, the screen order is as shown above: My Availability before Preferred Contact. This screenshot is placed here only for demonstrative purposes after kynectors Preferred Contact screen is shown.  
	Please note: For Agents, the screen order is as shown above: My Availability before Preferred Contact. This screenshot is placed here only for demonstrative purposes after kynectors Preferred Contact screen is shown.  

	 
	 
	 
	 
	 
	 
	 
	3.5 kynect On Demand Dashboard: My Availability   
	The My Availability section allows the user to review and modify their availability, including Out of Office Hours as necessary. Refer to Section 2 above for more information.  
	 
	My Availability screen for kynectors:  
	 
	Figure
	 
	 
	 
	 
	 
	 
	 
	My Availability screen for Agents:  
	           
	Figure
	                
	Please note: For Agents, the screen order is as shown above: My Availability before Preferred Contact. This screenshot is placed here only for demonstrative purposes after kynectors My Availability screen is shown.  
	Please note: For Agents, the screen order is as shown above: My Availability before Preferred Contact. This screenshot is placed here only for demonstrative purposes after kynectors My Availability screen is shown.  

	 
	 
	 
	 
	3.6 kynect On Demand Dashboard: De-Register   
	The De-Register screen allows users to disenroll themselves from the kynect On Demand program.  
	 
	1.
	1.
	1.
	 Select the I am not interested to participate in kynect On Demand checkbox to indicate the desire to no longer participate in kynect On Demand. Users can re-register only after 45 days, until users register, they will not be able to participate in the program. 

	2.
	2.
	 Select Save to store the information and navigate to the non-citizen dashboard. Select Cancel to reset the values and remain on the screen. 

	3.
	3.
	 Once de-registered, the referral information will be maintained in kynect On Demand tables. After de-registering, the kynect On Demand link in the left navigation panel does not appear for 45 calendar days.  


	 
	De-Register screen for kynectors:  
	 
	Figure
	 
	 
	Please note: For kynectors, this screen is enabled only for those who have registered more than 45 days ago.  
	Please note: For kynectors, this screen is enabled only for those who have registered more than 45 days ago.  

	 
	 
	 
	De-Register screen for Agents:  
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	Please note: For Agents, this screen is enabled only for those who have registered more than 30 days ago.  
	Please note: For Agents, this screen is enabled only for those who have registered more than 30 days ago.  

	4 Referral Process  
	Below is an overview of the referral process through kynect On Demand. The expectation is that a kynector/Agency Admin or Insurance Agent will contact the Resident in 30 minutes or less for cost-free assistance with enrolling in or applying for health coverage (Qualified Health Plans with or without APTC), Medicaid, SNAP, or CCAP. 
	1.
	1.
	1.
	 The Resident submits the kynect On Demand request in the Self Service Portal and agrees to the Terms and Conditions / Privacy Policy. 


	 
	Please note: The 30 minutes or less response time is expected from 9 am – 5 pm ET daily based on availability. Response time on weekends, holidays, and after business hours will depend on Agent or kynector availability.   
	Please note: The 30 minutes or less response time is expected from 9 am – 5 pm ET daily based on availability. Response time on weekends, holidays, and after business hours will depend on Agent or kynector availability.   

	Figure
	2.
	2.
	2.
	 The 30-minute timer begins once the kynect On Demand request is submitted. The request will be routed to kynector/Agency Admin or Insurance Agent. Criteria includes closest proximity to the Resident’s zip code, availability, preferred language, and the number of accepted General referrals. Note that Insurance Agents will not receive SNAP/CCAP program requests. The kynector/Agency Admin or Insurance Agent receives Text/Email notification and selects on the link. 

	3.
	3.
	 Select to either Accept or Reject the Referral on desktop or mobile. After doing so, the referral link expires. 
	•
	•
	•
	 If two users Accept the referral at the same time, this message displays “The assigned referral has expired. Unfortunately, the referral is accepted by another kynector. Based on First Come First Serve customer information is shared with the kynector.” 

	•
	•
	 If the user Rejects the referral, this message displays “The assigned referral has expired.” 





	 
	Desktop and Mobile View for kynectors: 
	 
	Figure
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	Please note: For post De-Registration scenarios, when a kynector/agency admin accesses the link (within 30 minutes) via Email/SMS, navigates to the Manage Referral page, then clicks Accept or Reject, the link expires and this message displays “Currently, you are not registered with kynect On Demand, please use kynect benefits to register with kynect On Demand.” 
	Please note: For post De-Registration scenarios, when a kynector/agency admin accesses the link (within 30 minutes) via Email/SMS, navigates to the Manage Referral page, then clicks Accept or Reject, the link expires and this message displays “Currently, you are not registered with kynect On Demand, please use kynect benefits to register with kynect On Demand.” 
	 
	Example Scenario: 
	Pre-Requisite:  
	1.
	1.
	1.
	 kynector K1 receives General request notification via email. 

	2.
	2.
	 K1 de-registered from KOD. 


	 
	Steps: 
	1.
	1.
	1.
	 K1 accesses the link received via email post de-registration and is navigated to Manage Referral page. 

	2.
	2.
	 K1 clicks on Accept button and the validation message above is displayed in a new page.  


	 
	 
	 
	 
	 

	 
	Desktop and Mobile View for Agents: 
	 
	Figure
	 
	Figure
	 
	4.
	4.
	4.
	 If the Referral is accepted, the user receives a One-Time Passcode (OTP) that is 6 digits to enter within 5 minutes. If the OTP fails (either incorrect or expired), it is resent after 30 seconds. The user has a maximum of 3 attempts to correctly enter the OTP before the OTP Page expires. If the OTP is validated, the user navigates to the Customer Details screen, which will expire after 5 minutes. 
	•
	•
	•
	 If the user entered an incorrect OTP more than 3 times, this message displays, “You exceeded the number of attempts with an invalid OTP. Request OTP code via ‘Resend’ if accessible, otherwise view the contact details from the kynect On Demand – Referral Manager.” 

	•
	•
	 After an overall 30 minute window, after selecting Continue on the OTP page, this message displays, “This page has expired.” 





	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	Desktop and Mobile View for kynectors: 
	 
	Figure
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	Desktop and Mobile View for Agents: 
	 
	Figure
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	5.
	5.
	5.
	 Once the OTP is validated, the user navigates to the Customer Details Screen, which expires after 5 minutes. The Resident must be contacted using the contact details displayed, and the kynector/Agency Admin and Agent must update the referral status by logging into the appropriate platform for kynectors/Agency Admins () or Agents (). 
	kynect benefits
	kynect benefits

	https://kyagent.ky.gov
	https://kyagent.ky.gov




	Desktop and Mobile View for kynectors: 
	 
	Figure
	 
	Figure
	 
	Desktop and Mobile View for Agents: 
	 
	Figure
	 
	Figure
	5 Rules & Guidelines 
	Be aware of the following through kynect On Demand. 
	•
	•
	•
	 Always be kind and courteous when interacting with a Resident.  

	•
	•
	 If calling the Resident, leave a voicemail if they do not answer.  

	•
	•
	 Maintain Availability settings so that referrals are received only when available and ready to assist. Agents and kynectors are able to set standard hours for each day, add breaks, and out of office time.  

	•
	•
	 If a kynector or Agent misses 3 consecutive General referrals, they may be de-registered from kynect On Demand and must re-register if they would like to continue with the program. Therefore, kynectors/Agency Admins and Agents must ensure to address all assigned referrals within the allotted timeframe.  

	•
	•
	 Remember, your services have a great impact on not only the Resident, but the Commonwealth of Kentucky as a whole. 







