Important Compliance Communication
Regarding Third Party Marketing
Organizations (TPMOs)

NOTE: This communication does not constitute and must not be construed as
legal advice. Humana does not represent that compliance with this
communication will ensure that any activity will comply with any applicable

laws, rules or regulations. TPMOs are required to review and adhere to all

applicable state and federal laws, rules, regulations, and policies.

CMS defines Third Party Marketing Organizations (TPMOs) as:

1.

Organizations and individuals, including independent agent and brokers,
who are compensated to perform lead generation, marketing, sales and
enrollment-related functions as part of the ‘chain of enrollment’ (the
steps taken by a beneficiary from becoming aware of a Medicare plan or
plans to make an enrollment decision). TPMOs may be First tier,
downstream, or related entity (FDRs), but may also be entities that are
not FDRs but provide services to a MA/Part D plan or an MA/Part D
plan’s FDR.

Agent Impacts

The Final Rule includes additional compliance requirements for agents who fall
under the TPMO definition:

1.

Disclose to Humana any subcontracted relationships used for marketing,
lead generation, and enrollment.
Record all calls with beneficiaries in their entirety, including the
enrollment process. Humana understands that this recording
requirement includes but is not limited to all calls that relate to the sale
and/or are within the chain of enrollment, that is the steps taken by a
beneficiary from becoming aware of a Medicare plan or plans to making
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an enrollment decision. Examples of this include, but are not limited to:
calling leads, scheduling appointments, collecting Scope of
Appointments, educational calls/presentations, collecting drugs and
pharmacy information, and phone enrollments, calls to validate
understanding and intent to enroll, re-enroliments, or post-enrollment
sales efforts. Although the regulation does not specify which calls would
not require recording, Humana believes that post-enrollment calls that,
are not part of the chain of enrollment may not require recording,
unless they involve a potential plan change. Humana believes that calls
such as 3-30-60-90-day calls or a call to conduct the Member Care
Assessment would generally not be part of the chain of enrollment,
unless such a call turns into a sales or chain of enroliment call, such as a
potential plan change... Please note, Face-to-Face beneficiary
engagements are not required to be recorded.

3. Provide Humana with monthly reports of staff disciplinary actions and
violations of any requirements that apply to Humana associated with
beneficiary interaction.

4. Use the following disclaimer (referred to as the TPMO disclaimer):

“We do not offer every plan available in your area. Any information we provide
is limited to those plans we do offer in your area. Please contact Medicare.gov
or 1-800-MEDICARE to get information on all of your options.”

1. This disclaimer is required as follows:

1. Include on any marketing materials including, print and
television, and prominently displayed on websites.

2. Electronically conveyed when communicating with a beneficiary
through email, online chat or electronic means of
communication

3. If the TPMO is providing information to the customer verbally,
the disclaimer must be stated within the first minute of the sales
call.

2. When conducting lead generating activities, make the following
disclosures to the beneficiary:

1. Disclose to the beneficiary that their information will be
provided to a licensed agent for future contact.

2. Disclose to the beneficiary that they are being transferred to a
licensed agent who can enroll them into a new plan.

1. The disclosures are required as follows:
1. Verbally when communicating with a beneficiary
through telephone.



2. In writing when communicating with a beneficiary
through mail or other paper.

3. Electronically when communicating with a
beneficiary through email, online chat, or other
electronic messaging platform.

Operationalizing These New Requirements

Humana understands that this recording requirement includes, but is not
limited to, all calls that relate to the sale and/or are within the chain of
enrollment, that is the steps taken by a beneficiary from becoming aware of a
Medicare plan or plans to making an enrollment decision. Examples of this
include, but are not limited to: calling leads, scheduling appointments,
collecting Scope of Appointments, educational calls/presentations, collecting
drugs and pharmacy information, and phone enrollments, calls to validate
understanding and intent to enroll, re-enrollments, or post-enrollment sales
efforts. Although the regulation does not specify which calls would not require
recording, Humana believes that post-enrollment calls that, are not part of the
chain of enrollment may not require recording, unless they involve a potential
plan change. Humana believes that calls such as 3-30-60-90-day calls or a call to
conduct the Member Care Assessment would generally not be part of the chain
of enrollment, unless such a call turns into a sales or chain of enrollment call,
such as a potential plan change.

Humana will utilize a vendor to provide recording capabilities. Internal agents
will be required to use the vendor process for call recording. Partner agents will
have the flexibility to utilize their preferred recording technology.

Training Information

Instructional content is available via MPU — click the links below to access the
information. You will need to sign in prior to accessing the content.

Read the Call Recording FAQs =

Read the TMPO Agent Requirements -



We strongly recommend you review the content to assist with questions and

scenarios that may arise.

}? Top of Mind Questions

1. Do face to face appointments have to be recorded? No

2. If asked why | must state the disclosures, how should I reply? Inform
the caller that this is a new CMS requirement of all plan carriers

3. What types of products must be recorded? CMS regulated products:
MA, MAPD, PDP, OSB.

4. What calls must be recorded? Humana believes that the following calls,
would require recording, including but not limited to: calling leads,
scheduling appointments, collecting SOAs, educational
calls/presentations, sales/calls/presentations, collecting medication and
pharmacy information, provider discussions, telephonic enrollments,
and verification calls (calls made post enroliment to confirm
understanding and intent to enroll). This is not an all-inclusive list.

5. How long are calls retained? 10 years

NOTE: This is not a full listing. See MPU content for more details.

“
Need support?

Find your team to get in touch.




Agents must be properly licensed in the state(s)

where the prospective member resides. Any

sale made by an agent who is not properly

licensed will result in termination.
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Please do not reply to this email.
CONFIDENTIAL AND PROPRIETARY — DO NOT DISTRIBUTE — FOR AGENT USE ONLY

Confidential. For Humana agent/agency use only. This material, including any subpart(s), is not to be used as marketing and is not to be provided
to a prospect, an applicant, member, group or the general public.

Humana strives to ensure your privacy and confidentiality. To learn more about how Humana protects your confidentiality, please see our
complete Internet Privacy Statement and our Privacy Practices.

If you do not want us to contact you by e-mail, you can unsubscribe from our online community.

For more information about Humana coverage of the company providing these benefits, please visit Humana.com.

Humana
500 West Main Street
Louisville, KY 40202

Legal | Privacy Practices | Internet Privacy Statement.
Copyright © 2022 Humana Inc.
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The information transmitted is intended only for the person or entity to which it is addressed
and may contain CONFIDENTIAL material. If you receive this material/information in error,
please contact the sender and delete or destroy the material/information.

Humana Inc. and its subsidiaries comply with applicable Federal civil rights laws and

do not discriminate on the basis of race, color, national origin, ancestry, age, disability, sex,

marital status, gender, sexual orientation, gender identity, or religion. Humana Inc. and its subsidiaries
do not

exclude people or treat them differently because of race, color, national origin, ancestry, age,
disability, sex, marital status, gender, sexual orientation, gender identity, or religion.

English: ATTENTION: If you do not speak English, language assistance services, free
of charge, are available to you. Call 1-877-320-1235 (TTY: 711).

Espafiol (Spanish): ATENCION: Si habla espafiol, tiene a su disposicion servicios
gratuitos de asistencia linglistica. Llame al 1-877-320-1235 (TTY: 711).

FEE P X (Chinese) E B INREFERAEBEPI X BRI LA BEGESEY
R7%. FEEHE 1-877-320-1235 (TTY: 711),

Kreyol Ayisyen (Haitian Creole): ATANSION: Si w pale Kreyol Ayisyen, gen sévis éd
pou lang ki disponib gratis pou ou. Rele 1-877-320-1235 (TTY: 711).
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Polski (Polish): UWAGA: Jezeli méwisz po polsku, mozesz skorzystac z bezptatnej
pomocy jezykowej. Zadzwon pod numer 1-877-320-1235 (TTY: 711).

8H20] (Korean): F2I: SHRO| S ALBSHAI S Z2, 210 X| & M| AE RER

=
0| 834 4= UL LICE 1-877-320-1235 (TTY: 711)HO 2 M8 TAA| 2.



