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Introduction

This Certification Course highlights some of the Report a Change and Case Maintenance
processes used in kynect. Agents and kynectors need to familiarize themselves with Report a
Change and Case Maintenance processes to better assist Residents with their health coverage.
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1. Report a Change Overview

11 Locate Resident

Slide Voice-over: This overview will begin in the kynect Dashboard.

—
kynect Doshboard  Progrome «  ChildCareProviderSearch  Help £ FAQE

elcome, MCCLURE

= _ = ~ - -
Cases Requiring Action

loct the type of caso action to view th most rcent 100 cases which require that action in the noar future.

Cases Requiring Action e

RFis Expiring (0) Renewais (0)

Slide Voice-over: Once logged into the kynect Dashboard, users would navigate down to the
third section of the screen to locate the Resident Search section. Here is where we would locate
the Resident requesting a change.

[m = = e e e e e e e e e e e e e e e e e e e e e e e -

Please note: From Agent Portal, Agents may navigate to the Resident Dashboard by clicking
Book of Business. Next, select the applicable Resident to navigate to the Client Details

1. Enter applicable search criteria to locate the desired Resident.

13488308

[ = = e e e e e e e e e e e e e e e e e e e e e e e e e e e e

\Please note: When assisting a Resident, in order for the Report a Change functionality to
\display, the Resident must have at least one active case in Approved status for Agents and
‘kynectors to be associated so they may take action on an active benefit program. Additionally,
'the Resident must be approved for a benefit program that aligns with the assistance provided by
ithe Agent or kynector. Authorized Representatives have full access to all programs connected to
ithe cases they manage.
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1.2 Navigation

Slide Voice-over: This demonstration will begin in the Resident search section of the kynect
Dashboard. From here, we will need to locate the specific Resident requesting a change. In this
scenario, we will Report a Change on behalf of the Resident, Ms. Green. For this
demonstration, we have already located Ms. Green's account through the case number.

2. To continue, click on the name of the Resident.

cccccc © Search by primary Applicant
—— = =m
1Clients Found
mmmmm @ submitodate () Lostupdatad ()

1.3 Report a Change: Overview 1

Slide Voice-over: The Report a Change and Case Maintenance process in kynect has been
updated to make it easier for Residents, Agents, and kynectors to navigate. It is important for
Residents to report any changes in their information promptly. Failing to report changes could
result in repayment of benefits for Residents. The Report a Change process may be used to
report two types of changes:

» Adding or removing a household member.
« Modifying other information such as income, expenses, resources, or health.

elcome, MS. GREEN
Berelits doi contact info o . f b
R e —
Case summary ) h 5
— e
Appointmants T
2
Claims & Payments VAR
Hoarings.
i
Coso#: 113488306 « Actve . Tove m—
o . o 1




Report a Change and Maintaining Cases in kynect Certification Training Guide

'Please note: Changes reported may prompt a Request for Information (RFI) for the Resident.

. The most efficient way Agents, kynectors, and Authorized representatives can assist a Resident
ito submit documentation for a Request for Information, is by uploading documents to the
.Document Center located here on the Resident’s Dashboard.

1.4 Report a Change: Overview 2

Slide Voice-over: Residents can report changes on their own as needed or request for changes
to be made by an Agent or kynector. Once logged into the Resident's Dashboard, the user will
see a button to the right labeled Report a Change.

—
KYNECL  ootbood  Programs «  Getlocaiiep  ChMCorstroidrtoarsh  Htp £ 7AGn o 0

elcome, MS. GREEN
[ R e
Pe—
- =S | =
Appointments
4
Claims & Payments. VRl
Hoarings
o
cmemmmnrce cie 0 N we ==
PO e - 0 1

Slide Voice-over: When a Resident's benefits are up for renewal, the Report a Change button
is replaced by the Renew Benefits button. Any changes to case information will be handled
during the renewal process and does not require users to submit via the Report a Change
process.

Let’s now walk through a few tips and helpful reminders.

3. Click Report a Change.

elcome, MS. GREEN
Benefits . ) for ot it
Cose summary
ﬁ I b —
- " T - oo |
Appointments. — o |
s
Claims & Payments. e
Hoarings.
e
Cosow:MABBI08 « At == =
st & : 0 1
L
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'Please note: Change mode indicates a DCBS Caseworker is actively processing updates for
:the Resident. To prevent discrepancies, Agents and kynectors will not be able to make updates
1as the Report a Change button will not display until the DCBS Caseworker completes their

1.5 One Case Concept: Overview 1

Slide Voice-over: The One Case Concept is important to keep in mind when assisting
Residents. Even though Residents may have access to different programs and benefits,
Residents essentially have one case that acts as a comprehensive profile for their personal
information. Simply put, the One Case Concept means that any change reported may impact
other programs for which the Resident has applied. Below are key considerations to keep in
mind:

¢ Existing Cases: When updating a Resident's case, it may trigger requests for more
information or affect other programs like SNAP, KTAP, or Childcare.

¢ Adding/Removing Members: To avoid duplicative benefits, if an Individual is on an
existing case, first remove the Individual from the existing case by contacting the
Department for Community Based Services (DCBS) before adding them to a new case.

¢ Income: When updating income, do not delete the existing income reported. As a best
practice, add an end date for the existing income records and then add any new income
sources. This way, the Resident's income is correctly calculated and eligibility can be
determined.

The One Case Concept

The One Case Concept means that any change reported may impact all programs for which the
Resident has applied. Below are key considerations to keep in mind:

For this interaction, click on the o tabs to reveal more. Begin with the first tab labeled Existing
Cases, and continue down.

on  Exsting Cases

@ Adding/Removing Members +




1.6
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One Case Concept: Overview 2

Slide Voice-over: Within each of the tabs shown below is the following information:

Eligibility Changes: Individuals who do not qualify for Medicaid may be eligible for
Qualified Health Plans (QHPs), Advance Premium Tax Credits (APTC), and/or Cost-
Sharing Reductions (CSRs) coverage through QHPs. After applicable changes are
reported, eligibility will be redetermined and Individuals who may not qualify for Medicaid
could potentially be eligible for QHP, APTC, and CSRs.

Request for Information: Example: When a Medicaid and SNAP recipient reports a
change of address, the Resident receives a Request for Information (RFI) to verify
shelter and utility expenses. This RFI may temporarily hold their SNAP benefits, but
Medicaid benefits will remain approved. The case will show as pending due to the RFI.
Additionally, SNAP requires re-verification of Household Composition, and failure to
return this verification will lead to discontinuation of SNAP benefits. It is crucial for
kynectors and Agents to stay aware of the deadline for submitting information to DCBS.
Missing deadlines could result in a loss of coverage or benefits for the client. Keeping
track of these dates helps ensure uninterrupted support.

Documentation: When reporting a change that requires documentation, it is critical to
ensure documents are uploaded properly. Agents/kynectors should use the Document
Center on the kynect benefits Dashboard to upload documents.

The One Case Concept

The One Case Concept means that any change reported may impact all programs for which the
Resident has applied. Below are key considerations to keep in mind:

For this interaction, click on the o tabs to reveal more. Begin with the first tab labeled Eligibility

Changes, and continue down.
=}
= Eligibility Changes [5
|
? ==  Request for Information IB

= Documentation "'\fV‘
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2. Report a Change: Contact Information

2.1 Navigate to Report a Change

Slide Voice-over: For lesson two, we will be going over the process of reporting a demographic,
as well as an income change for a Resident.

Agents and kynectors will then navigate to the Resident's kynect benefits Dashboard. Here,
Residents can report changes on their own as needed or request for changes to be made by an
Agent or kynector. As users navigate to the Resident's Dashboard, the user will see a button to
the right labeled Report a Change. Updating a Resident’s case with Report a Change is
important because:

e The Resident's eligibility may have changed.
¢ The Resident may have life events that make them eligible for Special Enroliment.

¢ It helps to verify the Resident receives timely notifications and documentation from
kynect.

During the demonstration, we will walk through the process to Report a Change for a few
different scenarios a Resident could request. Let’s now walk through the steps to complete the
Report a Change process from the Resident Dashboard. In this scenario, The Resident, Ms.
Green, has contacted you and requests to Report a Change in Demographic Information and
Income. For this demonstration, we have already located Ms. Green's account.

1. To begin, click Report a Change.

e
KYNOGE  oosbors  srogrms - Getioosioly s oo srovidr search

elcome, MS. GREEN

Clalms & Payments

10
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2.2 Select Type of Change

Slide Voice-over: After clicking the Report a Change button, a prompt appears asking about the
type of change users would like to report.

2. Since the Resident would like to update contact information, select Modify other
information such as income, expenses, resources, or health.
3. To proceed, click Continue.

Reporta Change

Sellect the type of change you would ke toreport

2.3 Change in Contact Information

Slide Voice-over: If Modify other information such as income, expenses, resources, or
health is selected, users will be directed to the Report a Change screen to select the
information they would like to update, and to which household members the change applies.

——
KYNGGL  oostbeord  progrome - Oetiocaol  ChkdCaraProvidersomrsh  Holp7AGS

Reporta Change

LoamMers

11



Report a Change and Maintaining Cases in kynect Certification Training Guide

Slide Voice-over: Displayed on screen are examples of change types a user would be able to

select. Be aware that these categories may display differently depending on the program(s) the

Resident is enrolled in.

—
KYNGGt  oomtbomd  mropama . Octiocaitel  ColdGore ProvderSoareh

‘When kynectors and Agents select "Modify other information such as income, expenses, resources,
or health," they are prompted to change any of the following information:

+ Contact Information (Phone, Email « Citizenship E.J”"“ Chenae,

Address)

« Income | 9

* Relationship and Tax Filing Status Wt o o e vt yes o g
* Resources

* Medicare Coverage
* Expenses
+ Health Coverage
+ Living Arrangements

* Pregnancy
+ Emergency Medical
* Education Condition
* Disability + Member Information e

*These categories may display differently depending on the program(s) the Resident is enrolled in.

Slide Voice-over: A key functionality to mention is the walk me through functionality. This

functionality is an integrated support tool which provides support and resources to kynect users.

We will utilize this functionality to assist with selecting the changes needed. In this case, The
Resident would like to update her last name. She explains to you that she has legally
hyphenated her last name from Green to Green-Wood, for personal reasons. The Resident
would also like to report additional income.

12
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Slide Voice-over: To make the requested change:

4. Select the Member Information checkbox, along with the income checkbox.
5. We would also select the applicable household member.

The walk me through feature displays the steps.

—
e

Solect applicable household member(s):

’

Slide Voice-over: Once selected, we will need to move to the bottom of the page to continue. If
more than one change is needed on a case, users may select multiple change options.

6. Click Continue to move forward.

Employers Health Reimbursement Arrangement

13
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2.4 Select Household Member

Slide Voice-over: We are directed to the Household Member’s screen. To the left, users will
see the case number for the Resident as well as a progress indicator key. From here, we will
need to select Edit to make the change for the Resident.

7. Click Edit.

—
T

Household Members

2.5 Update Household Member Details

Slide Voice-over: From here, on the Household Member Details screen, we will make the
changes for the Resident. Ms. Green has shared that she has made a legal last name change
and holds documentation to support the last name modification from Green, to now Green-
Wood. Once this is complete, as a best practice, be sure to make any other applicable updates
on this screen as needed for the Resident. Ms. Green-Wood has verified that all other
information is current.

—_—
KYNECt  oosmboort  programs «  Getlocoibolp  ChdCareroviderSoarch _ alp7AQe

uuuuuuuuuuu Household Member Details

14
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Slide Voice-over: At this time, no other household detail information would need to be updated.

8. To proceed to the next step in the process, click Save.

SRR,

What programs would this individual ke to apply for? ©

Ll

2.6 Demographic Change Pop-up

Slide Voice-over: Once a demographic detail is changed and Save is selected, users will
receive the following pop-up displayed on the screen. This review is done to protect system
integrity, verify the change, and confirm the correct Individual receives the appropriate benefits.
A Caseworker will be notified of the change and may reach out to the Resident within ten
business days. No changes will reflect in the system until the change is approved by the
Caseworker. As a best practice, we encourage the Resident to provide proof of the change by
uploading relevant documents to the Document Center on the Resident Dashboard.

9. Click Continue to proceed.

Bemographic Change Review Required

Please note: Updating any demographic details for a Resident, such as last name in this
iinstance, will automatically trigger a DCBS Caseworker review.

15
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2.7 Update Corresponding Screens

Slide Voice-over: The changes have not yet been reflected. We will now need to review, and
update any additional sections impacted by the updated information. For a change in
Demographic Information, users will need to confirm contact and address details as well.

Kynect  oeteors  programe - ootie

Household Members

2.8 Confirm Contact Information

Slide Voice-over: The Report a Change process in kynect benefits shows Residents only the
screens that need updating, along with any related screens based on their selected change
category.

—
kynect Doshboord  Progroms . GetlecolMelp  Chad Care Provider Search Meip £ FAGE

......... o MS. GREEN

16
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10. Update the phone number.
11. Select Cell as the primary phone type.
12. Select Yes to text message alerts.

i

13. Click Next to confirm address information.

1

'Please note: It is important to check the contact and address information of Residents. This
\verifies their details and preferred communication method are correct, allowing them to receive
'timely documents and notices from kynect about their benefits.

17
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2.9 Confirm Address Information

Slide Voice-over: We are then directed to the Address Information screen. Similar to the
Contact Information screen, best practice is to verify that all address information is correct.

The Resident has confirmed that no updates are required to her household address information.

Wit s MS. GREEN's physical addross?

2.10 Scenario One Continued: Report Change in Income

Slide Voice-over: Continuing with the change request in Scenario one, the Resident would like

to request an update to their current income.

14. To continue with the changes, scroll down and click Next.

@  rrogrossmdicotors oy

Back Exit

Scenario 1: The Resident has contacted you and requests a change to
Demographic Information and Income.

18
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2.11 Avoid Removing Income

Slide Voice-over: Users are then directed to the Remove Existing Income screen. This screen

provides users with the option to remove existing income. If there is a change in salary or
position, choose to edit existing income option which can be found in the next screen. In this

case, the checkbox labeled, The Resident still receives the above source of income, is
selected.

15. Click Next.

corew maasssos MS. GREEN

1 Other Saif Employmant
$20000.00]yoar

MS. GREEN still receives the above source(s) of income.

iPIease note: Income should only be removed if the Resident no longer receives the income.
Removing income may trigger an RFI.

2.12 Report Change in Existing Income: 1

Slide Voice-over: The Resident would like to update her existing income.

16. Select Other Self Employment.

KYNOGL  Dmbbverd  fropoms + Gotlocli  ChidCamProviortoast  Help £7AGs

MS. GREEN

change inExisting income @

Moz Ms.

1 Gther Seit Employment
$39000.00fyoar

19
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213 Report Change in Existing Income: 2

Slide Voice-over: The Resident has requested to select Bi-Weekly as the income frequency.

17. Select Bi-weekly as the income frequency from the dropdown menu.

—=
KYNGCE  oombboord  mrogrome -+ ostlocolop  ChidCamprovidorsoarsh  Help£FaQs

i MS. GREEN
- oot

2.14 Report Change in Existing Income: Gross

Slide Voice-over: The Resident has shared that due to an increase in business, she expects to

average $1,700 every two weeks gross.

18. Enter the dollar amount in the field shown.

KYNBOL  botbood  rroroms « Gutlcelip  ChidGareroviderioarsh  ipa7aas

P —— MS. GREEN

1 St tell Employment
2000.00fyeer

20
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2.15 Report Change in Existing Income: Expenses

Slide Voice-over: Next, we will need to confirm any expenses. The Resident shares that due to
the increase in business, her bi-weekly expenses will average out to $192.31 every two weeks.

19. Click Next to proceed.

©  rewensasimben ge n Existing income ©

©  Comtactinormotion

Mamber Detaiss

© mcomed sumten riermotion

' Othor solf Employment
At incoma intormation v 1700.00/bi-weokly

I

2.16 Adjusted Annual Income

Slide Voice-over: We are directed to the Adjusted Annual Income screen. The Adjusted
Annual Income screen projects the income entered on the previous screen over the course of
a full year. If modifications are made to the estimated yearly income, the amount entered will be
considered when evaluating eligibility. In a case where the Resident shares that this estimated
total is incorrect, Residents may elect to select No. This will then allow users to enter an
updated estimate for the Resident. Residents will also need to enter the reason, such as
seasonal work, gig worker, etc.

KNGOt  oowboors  trogmma - Gwtisoavisp  Enbacommrosidmrtoonh  pdiade

ot i MS. GREEN

21
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Slide Voice-over: For this case, Yes, is selected, The Resident confirms the annual estimate is
correct.

20. Click Next to move forward.

Adjusted Annuatincome ©

© eome tstnssen rrmonon Sasenees

1 tatimoted veorty mcome
swmas

! Please note: Income entered in the application’s income subsidies section will be projected on
: an annual basis. Medicaid assesses monthly income, while APTC considers annual income.

! Sometimes, the annual income amount must be adjusted due to changes during the year that
' affect it.

217 No Additional Changes

Slide Voice-over: Users will then be directed to a prompt where we have the choice to report
additional changes or confirm no additional changes are needed. In this scenario, there are no
additional changes needed.

21. Click No Additional Changes.

[ ———————

22
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2.18 Application Review

Slide Voice-over: We are then directed to the Application Review screen to confirm the
updated details are correct. As a best practice, Agents, kynectors, and Authorized
Representatives should always double-check the Individual’'s details for accuracy. It is worth
noting that the Application Review screen will only display the sections of the application which
have been updated. From here, users would submit the Benefits Application to process the
update and reevaluate the Individual’s eligibility. The process to sign and submit an application
was covered in Course 3: Processing Applications in kynect. For demonstration purposes, we
will move to the next lesson.

22. Click Next to complete the lesson.

JE— Application Review

Please note: When processing most changes, an RFI will often be generated. These RFls
rrequest Residents to upload supporting documentation through the Document Center found on
the Resident Dashboard.

b o o o e e = = = - - - —

23
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3. Report a Change: Add Resident
3.1  Scenario Two: Add Member(s)

Slide Voice-over: Now, we will review the process to add a member. In the next scenario, we will
Report a Change for Mr. and Mrs.Torreto, a newlywed couple who wishes to add Mrs. Torreto to
the plan. Additionally, the newlyweds want to include the birth of their newborn child. We will first

add both Individuals to the case, then add them to the plan. Both events qualify for a Special

Enroliment Period. We will walk through the process step-by-step and highlight key points to be

aware of during the process.

1. Click Report a Change to begin.

elcome, MR TORRETO

vicw and change key contact information
View My information | : e

3.2 Select Change Type: Add/Remove Member

Slide Voice-over: In this case:

2. Select Add or Remove Household Member as the change type.

3. Click Continue.

24
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3.3 Add Member(s)

Slide Voice-over: Agents, kynectors, and Authorized Representatives will be prohibited from
adding them to the current case. If the Resident believes the member match to be an error, the
Resident may contact the DCBS line to review.

4. Click the blue box labeled Add member to continue.

;;;;;;;;;

iPIease note: When adding additional household members, if their full name, date of birth, |
:Social Security Number, and gender match an existing Individual within kynect, it will trigger a :
I
1

Ul member mateh. e
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3.4 Enter Household Details

Slide Voice-over: Completing the Household Details section was covered in Course 3:
Processing Applications in kynect. For the purpose of this demonstration, we have included all
the necessary information for the members we plan to add. A key callout to communicate is that
when adding a member, the Resident will be asked, what programs would this Individual like to
apply for? The Resident can check the box if they are requesting coverage through kynect. If
they are being added to the tax household but not requesting benefits, the checkboxes should
be left blank. Be sure the Resident is aware that each program has a different set of eligibility
requirements.

5. Click Save to continue.

3.5 Added Household Members

Slide Voice-over: We have successfully added spouse and child. It is important to familiarize
yourself with the programs the Resident is applying for and how adding members may could
their benefits. Locate more information on SNAP, in the resources tab. Once the members are
added, you will then need to complete the application process for members applying for
coverage. Agents, kynectors, and Authorized Representatives will need to complete the
application flow for the newly added members as reviewed in Course 3: Processing Applications
in kynect. We will, however, point out key items to be mindful of in the application process when
adding a member.
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cosow misszess Head of Household

MR TORRETO
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Household Members:

—

° w @
=

| o e B
=

iPIease note: When adding the birth of a child, different programs such as SNAP may have :
different rules. :

3.6 Confirm Contact & Address

Slide Voice-over: When adding members, there may be Requests for Information that will need
to be provided by the Resident. Please be sure to review and verify that all contact information
and address information is up to date for the added members.

S —
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3.7 Verify Tax Filing

Slide Voice-over: In the Tax Filing section, when adding members, if there are changes to the
Head of Household, we will need to report that change. For any new members added, the
Resident will need to confirm the tax filing status of the members being added.

iPIease note: Married couples must file taxes jointly to be eligible for APTC. Additionally, Verify
:the Resident is aware that the Head of Household must reconcile their Premium Tax Credits to

\remain eligible for APTC.

3.8 AddIncome

Slide Voice-over: On the Income section of the application:

6. Ensure that the income is accurate and updated.

7. Any income for members added should be included at this time by selecting the Add

Income button.

Incoma surmmary @

Othersortemploymont
sz200000/year

Back Exit

ave already been reported for MRS TORRETO. You will have
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Please note: Marriage and the birth of a child could impact household size, household income
:amount, and eligibility for benefit programs. Agents, and kynectors should be aware of how
'these additions could impact the Resident's eligibility and where they fall on the Federal Poverty
\Level (FPL). For more information on household size and Federal Poverty Levels, review the
\Federal Poverty Level Resource located in the resource tab.

3.9 Application Review

Slide Voice-over: For Demonstration purposes we will jump to the Application Review screen.
All other application details were covered in Course 3: Processing Applications in kynect. As a
reminder, be sure to complete all sections and do a thorough review with the Resident. As a
best practice here on the Application Review screen, it is important to review the application
and changes thoroughly to confirm accuracy. Review and confirm changes for the added
members.

8. Click Next to move to the Signature page.

© Member Details - Expense Summary )
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3.10 Signature Page

Slide Voice-over: As mentioned in the application course, it is important to read the terms and
agreements and enter the required information. For this demonstration, we have pre-filled all the
necessary information and fields. Continuing on the Signature page, the Resident needs to
decide whether to agree or disagree with allowing kynect to use their income data, including tax
returns, for the next five years. This agreement enables kynect to passively renew benefits each
year. Please reference Course 3: Processing Applications in kynect, for more information about
passive and active renewals. Additionally, if anyone on the application is found to be eligible for
other qualifying coverage such as Medicaid or Medicare, kynect will automatically terminate
their enroliment thereby preventing payment of a full price QHP. By submitting the application,
we will trigger a Special Enrollment Period. We will now need to take just a few additional steps
to complete a Special Enrollment.

9. To begin the next step, click Submit Benefits Application.

Voter Registration

Back Submit Benefits Application
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3.11 Navigate to Enroliment Manager

Slide Voice-over: If the Resident is applying for benefits for the added household members, we
will need to complete the process by navigating to the Enrollment Manager. A Special
Enrollment Period is triggered once the change is entered in kynect. To complete the special
enrollment process for the two added members,

10. Scroll down and click Enrollment Manager, to navigate to the Enrollment Manager

Cose#:N3487689 « Active Topes oo

Approved — o 0 1
uuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuu (apTc)

B e At
P L S —
MRTORRETO
nnnnnnnnnnnn
uuuuuuuuuuuu
..........

iPIease note: The Special Enrollment Period Reason screen is triggered in the Enroliment
Manager module.

3.12 Enroliment Manager

Slide Voice-over: We are then directed to the Enroliment Manager screen.

11. Scroll down and click Add Plan.

Qualified Health Plans (QHPs)
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3.13 Special Enroliment Justification

Slide Voice-over: Here, we will need to select the Special Enroliment reason that applies to the
Resident's change. This is where users will need to justify how the added members qualify for

Special Enrollment. For more information on Special Enrollment, see the Special Enroliment

link located in the Resources tab.

Lamgueger: oo naion)

ase Number: 113487689

Back to SSP Dashboord Back to Enrolment Manoger

Special Enroliment

Slide Voice-over: For adding a spouse:

12. Select the reason as Gain of dependent due to marriage.
13. Enter the date of the change.

Slide Voice-over: To be eligible, the change must have happened in the last 60 days. March 5,
2025 is entered. Also, newly eligible Individuals must provide verification that at least one
spouse had prior coverage and proof of marriage.

14. The Head of Household had prior coverage, so Yes is selected.

i =

1
'Please note: Most Special Enrollment Periods reported could potentially trigger an RFI. Be sure
'the Resident is informed that they may be required to submit documentation to proceed with the

enrollment, _ _ ]
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Slide Voice-over: If approved, coverage would begin on the first day of the month following plan
selection. For adding the birth of a child:

15. The Resident would like to select Gain of dependent due to birth in the last 60 days.
16. Enter the date of birth.

Slide Voice-over: In this case, if approved, coverage will be retroactive to the date of the event,
or the first of the month following the event, if requested by the qualified Individual.

g &

|

Ll

Slide Voice-over: Be aware that in both cases, the enroliment will pend and documentation
should be uploaded to the Document Center in support of the reported changes. Documentation
needs to be submitted prior to the initial premium payment to effectuate coverage.

17. Select the box at the bottom of the screen to verify eligibility for Special Enroliment.
18. Click Next to continue forward.
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3.14 Add Plan

Slide Voice-over: For the final step in the process, if the Resident would like to apply for
benefits, we need to help the Resident shop and compare plans based on the needs of the

household. We covered shopping for plans in Course 2: Navigating the kynect Dashboard.
Please refer to that course for information on how to shop for and compare plans.

e T ———

Case Numbor: 13487689

Backto 55¢ Dashboard Backto nroliment Manoger

Add New Plan

i

Slide Voice-over: The following medical and dental plans have been selected for the Resident.

19. Click Checkout to move to the final step in the process.

Anthom Dental Family Proventive

mmmmmm

uuuuuuuuuu

Romove pion Romove Pian

34



Report a Change and Maintaining Cases in kynect Certification Training Guide

3.15 Sign and Submit

Slide Voice-over: For the final step, we will need to electronically sign and submit. Sign &
Submit submits the Special Enroliment request. Supporting documentation should be uploaded
and a DCBS Caseworker will need to review to confirm eligibility.

20. Click Sign and Submit.

ook 10 55¢ Dashboard ook to Encolicmant Macager

Sign & Submit
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4. Report a Change: Remove Head of Household

4.1 Scenario Three: Transition to Medicare

Slide Voice-over: In lesson four, we will be going over the process of reporting a change to
disenroll the Head of Household from a plan due to transitioning to Medicare.

Another common change scenario is the Head of Household transitioning to Medicare due to
turning 65. In the final scenario, we will walk through the process to Report a Change in which
Mr. Frankfort, the Head of Household, will need to disenroll due to the transition to Medicare.
This demonstration will outline that process, best practices, and areas to be mindful of. This
process will begin from the Resident Dashboard for Mr. Frankfort.

1. To begin the removal process, click Benefits.

.Please note: Prior to turning 65 and enrolling in Medicare, eligible Individuals should disenroll
from their QHP plan ahead of their transition so there is no gap in coverage. This also helps to
:avoid the possibility of a Medicare late enroliment penalty. The Resident transitioning to
:Medlcare must also disenroll themselves and any household members from the current QHP.
lThen enroll household members who are not eligible for Medicare into a new QHP.
IDlsenrollment of other household members is only needed if the Head of Household or policy
Iholder is transitioning to Medicare. For more information, please be sure to review the link
'Iabeled Removing Head of Household, which can be found in the Resources tab.
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4.2 Benefits Screen

Slide Voice-over: We are now on the Benefits page where we will need to Discontinue benefits
for Mr. Frankfort. By discontinuing benefits, we would remove Mr. Frankfort from requesting
coverage and from the selected plan. However, he can still be included in the tax household.

2. Click the three-dot icon next to Report a Change to continue to the next step.

Overview
.
Documantconter Benefits
Case summery
Intorsstod in athr stito programs and rosourcos? ®
HaalthPlans
Appointments
PR —

Craims & paymants

CasesmadsTasz EA.E]
VG . " ;

MRS, FRANKFORT

4.3 Discontinue Benefits

3. Click Discontinue Benefits.

—
.
Dosumentconter @ Benefits
S | oo et s e AR
case summery
Intorostd I athor stito programs and rosourcos? @
Hoatnpians
Rhodiemith
g
Claims & Payments.
[p——
Hearings
MR FRANKFGRT RS FRANKFORT
Qualified ealth Plan with Payment Assistonce(APTC) Coscifia et Flan with Peyrent Assistance (AFTC)
12/ay2025 12/a2025
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44 Discontinue Benefits Continued

4. Select the program and household member to discontinue benefits.

—
yne:

ki

ct Dashboard  Programs Get

Discontinue Benefits

/| aHe (Medical and Dental insurance plans without payment assistance)

I

Slide Voice-over: The member is the primary subscriber, Mr. Frankfort. Then, we will need to
select the reason for discontinuance of benefits from the dropdown.

5. Select Client Request as the reason.
6. Click Discontinue Benefits to continue.

/| MRFRANKFORT

MRS, FRANKFORT

MRS. FRANKFORT

Discontinue Benefits cancel
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4.5 Yes, Discontinue Benefits

Slide Voice-over: Here we will need to confirm that the Resident would like to move forward with
Discontinuing benefits.

7. Click Yes, Discontinue Benefits.

4.6 Navigate to Health Plans

Slide Voice-over: To complete the process, navigate back to the Resident’'s Dashboard. We
would then navigate to the Health Plans link found at the bottom of the page.

8. Scroll down and click Health Plans.
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4.7 Disenroll/Cancel

Slide Voice-over: We are then directed to the Enroliment Manager Module screen. Here is
where we would disenroll the Resident along with the remaining household members.

9. To continue, click Disenroll/Cancel which can be found at the bottom of the page.

Viow Maximum APTC Summary

igibic to Enroll Enrolicd

Coverage vear 2026 I}

Evoryday Bronze- Medical

MRS, FRANKFORT 60F MRFRANKFORT 64 0
= ) % hennr

Please note: Following the removal of Mr. Frankfort, who is the Head of Household, the
:remaining household members, which in this case is Mrs. Frankfort, will need to be re-enrolled.
1l they enroll in the same plan, any plan accumulators that have built up over the year, such as
ideductibles, copays, and out-of-pocket maximums, will roll over. However, If the remaining
:household members enroll in a different plan, those accumulators will be reset. As a best
'practice, it is best to place the younger spouse as the primary subscriber on a plan, this way if
'the older spouse needs to transition to Medicare, the remaining members will not need to
\disenroll.
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4.8 Submit Disenroliment

Slide Voice-over: For the final step in the process to discontinue benefits and disenroll the
Resident:

10. Select the Disenroll radio button.
11. Enter the applicable coverage end date, which should be prior to when Medicare

coverage becomes effective to avoid a gap in coverage.
12. To finalize the change, click Submit.

Disenroll | Cancel From Plan

@  Changing tho dofaul cato on this pago could et  gap in covorage
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