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Can Participants Talk?

• All attendees will be muted for this 
webinar. 

• The Chat should be used for help with 
technical issues. Send messages to All 
panelists. 

How to Ask Questions?

• The Q&A should be used for asking all
questions. 

• Click Q&A in the Zoom toolbar and type 
your question. 

What is the Poll Feature?

• The Poll feature will allow us to interact 
during the webinar. When it is time for 
a Poll question, it will appear on your 
screen. 

• Poll responses are anonymous. 

Chat Q&A Polls2
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Questions and 
Answers (Q&A)
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Agenda
Today’s Office Hour will consist of the following topics.



Case Association:
Agent Portal 
and kynect
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Case Association in Agent Portal
Agents can request association to cases through Agent Portal. Below are instructions for requesting 
case access on Agent Portal.

1. Navigate to Agent 
Portal and click Request 

Case Access.
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2. Complete the 
required fields on 
the Request Case 

Access screen.

3. Click Search.

Case Association in Agent Portal
Agents can request association to cases through Agent Portal. Below are instructions for requesting 
case access on Agent Portal.

Residents must be 
known to kynect, have 

an active MA/QHP case, 
and have a preferred 

communication method 
of email and/or phone.
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4. Click Request 
Electronic Consent. 

Case Association in Agent Portal
Agents can request association to cases through Agent Portal. Below are instructions for requesting 
case access on Agent Portal.

Please note: Residents will have 90 seconds to accept electronic consent via their preferred communication method. If they do not 
respond within the allotted time, Agents will need to receive verbal consent. Agents will be unable to request electronic consent for 
Residents who do not have an electronic preferred communication method (email).
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Case Association in Agent Portal
Agents can request association to cases through Agent Portal. Below are instructions for requesting 
case access on Agent Portal.

5. If the client does 
not respond to the 
electronic request, 

click Confirm 
Verbal Consent. 
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Case Association in Agent Portal
Agents can request association to cases through Agent Portal. Below are instructions for requesting 
case access on Agent Portal.

6. Read the Verbal Consent 
and click Accept.
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Case Association in Agent Portal
Agents can request association to cases through Agent Portal. Below are instructions for requesting 
case access on Agent Portal.

7. Click OK to complete 
Agent association. 
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1. Navigate to the 
bottom of the kynector 

dashboard and click 
Request Access.

Case Association in kynect
kynectors can request case access from their dashboard. Below are instructions for requesting case 
access in kynect.
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3. Click Search.

2. Complete the 
required fields 
to search for the 
Resident’s case.

Case Association in kynect
kynectors can request case access from their dashboard. Below are instructions for requesting case 
access in kynect.
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4. Click Request 
Electronic Consent.

Case Association in kynect
kynectors can request case access from their dashboard. Below are instructions for requesting case 
access in kynect.

Please note: Residents will have 90 seconds to accept electronic consent via their preferred communication method. If they do not 
respond within the allotted time, kynectors will need to receive verbal consent. kynectors will be unable to request electronic consent 
for Residents who do not have an electronic preferred communication method (email).
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6. Complete the Consent 
Agreements.

5. Click Confirm 
Verbal Consent.

7. Click Next to complete the 
case association request.

Case Association in kynect
kynectors can request case access from their dashboard. Below are instructions for requesting case 
access in kynect.
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Poll Question

What is required on both Agent Portal and kynect to request 
case association?

Answer using the Polls box!



Message Center
in kynect
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Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.

1. Navigate to kynect 
and scroll down to the 

Search section.

3. Complete the 
required fields in the 

Search section.

4. Click Search.

2. Select the 
applicable program.



18

5. Select the Resident to 
navigate to their kynect 

benefits dashboard.

Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.
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6. Click Message 
Center.

Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.
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7. Select any unread 
Message(s).

Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.
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8. Click the Notices tab to 
view the Resident’s notices.

Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.
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9. Click Filter to refine 
search results.

Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.
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11. Click View 
Results.

10. Select applicable 
filter criteria (Notice 

Type, Action Due By Date, 
and Generated Date) to 

filter notices.

Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.
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12. Click Notice Type to 
open and read the notice. 

Message Center in kynect
Agents and kynectors can access a Resident’s notices and messages through the Message Center on 
kynect. Below are instruction for utilizing the Message Center in kynect.
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Poll Question

Where must you navigate to on kynect to view a Resident’s 
Notices and Messages?

Answer using the Polls box!



My Policies
Screen Updates
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My Policies Screen Updates
Changes were made to the My Policies screen in Agent Portal to include new filter criteria and the 
ability to export client lists. Below are instructions for utilizing these features in Agent Portal.

1. Starting on the 
Overview screen, click 

View More under the My 
Policies box.
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My Policies Screen Updates
Changes were made to the My Policies screen in Agent Portal to include new filter criteria and the 
ability to export client lists. Below are instructions for utilizing these features in Agent Portal.

4. Click Search.

3. Select applicable filter criteria 
(Issuer, MCO, Plan Type, and 

Enrollment Status) to filter cases.

2. Select the Market Type, Plan 
Year, and RFI Due if applicable 

from the drop-down list.
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My Policies Screen Updates
Changes were made to the My Policies screen in Agent Portal to include new filter criteria and the 
ability to export client lists. Below are instructions for utilizing these features in Agent Portal.

Case Numbers and Client 
Names will display based 

on selected filtered criteria.

6. Click Export to export the 
client list displayed to Excel.

5. Select the Case 
Number/Client 

Name to navigate to the 
Client Details screen.
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Poll Question

Which of the following is not a filter in the My Policies 
screen when searching for cases?

Answer using the Polls box!



MCO Changes
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MCO Change Without Cause
Residents, Agents, and kynectors now have the option of requesting a Managed Care Organization 
(MCO) change at any point through December 2024. Below are instructions for how to request an 
MCO change. 

1. From the 
kynect benefits 

dashboard, 
select Health 

Plans to 
navigate to the 

Enrollment 
Manager 

Module (EMM). 
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MCO Change Without Cause
Residents, Agents, and kynectors now have the option of requesting a Managed Care Organization 
(MCO) change at any point through December 2024. Below are instructions for how to request an 
MCO change. 

3. Click Request 
MCO Change.

2. Once in the EMM, click 
the Medicaid Plans tab.
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MCO Change Without Cause
Residents, Agents, and kynectors now have the option of requesting a Managed Care Organization 
(MCO) change at any point through December 2024. Below are instructions for how to request an 
MCO change. 

4. Select a new MCO and 
click Add to Cart.
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MCO Change Without Cause
Residents, Agents, and kynectors now have the option of requesting a Managed Care Organization 
(MCO) change at any point through December 2024. Below are instructions for how to request an 
MCO change. 

5. Confirm the new 
MCO selection is correct 

and click Checkout.
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MCO Change Without Cause
Residents, Agents, and kynectors now have the option of requesting a Managed Care Organization 
(MCO) change at any point through December 2024. Below are instructions for how to request an 
MCO change. 

6. Enter the 
Resident’s First 
Name, Middle 

Initial, Last Name, 
and Suffix (if 

applicable) in the 
provided fields.

7. Click Sign & 
Submit to 

complete the MCO 
Change Request.
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Poll Question

Residents, Agents, and kynectors can now request an MCO 
change at any time until when?

Answer using the Polls box!



Questions and
Answers (Q&A)
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Please ask any Open Enrollment questions using the Q&A Icon 
located at the bottom of your Zoom screen.

Questions and Answers (Q&A)
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