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Anthem Blue Cross and Blue Shield Voice Signature
System for Med Supp, MA, MAPD, and PDP

Welcome to VoiceVault and the Voice Signature System!

« One location for all your call recording needs

* Voice recording capabilities for Medicare Supplement (Med Supp), Medicare
Advantage (MA), Medicare Advantage Prescription Drug (MAPD) and Prescription
Drug Plans (PDP)

« Agents who are not already registered to participate in Voice Signature will need to
register with VoiceVault at https://www.voicevaulinet.com/wellpoint to set up your
account profile

« If you are already registered, just log in with your account ID and password to
update your profile with the products, states, and brands you are licensed to sell
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Setting up your New Account

To set up a new account, register online at:
https://www.voicevaultnet.com/wellpoint

= Click on “REGISTER ME NOW” and complete the 2 step registration

= Agents licensed to sell Anthem products in more than one state must mark each
individual state they are licensed in. Next choose the specific product(s) to be sold in
each state. This is required in order to use the system for that state

= Once registered, an e-mail will be sent to you with your new Voice Signature
account ID, temporary password for the online tool and your new access phone
number to allow you to start using the system

Now let’s learn how to register and use VoiceVault!
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Log on to System

@:v I@, hitps: | v voicevaultnet, comwelpaint j E | X |Goog|e R
File Edt ‘iew Favortes Tools  Help

w e & vaiceYaul: Admin Toal | | - - e G @- B 3

voicevault’

Voice Services Administration Site for WellPx

Existing Account Login &=

Account 1D Registration is fast and eas .
voice signature and voice recon To |Og In —go to
b today, click on the button bel . o
Passwr e https://www.voicevaultnet.com/wellpoint

Login |
REGISTER ME HOW

Fargot Account 107 Forgot Password?

The first time you log in, click on
‘REGISTER ME NOW”
in order to get started.

Note: This will also be the returning user
screen, once you have completed
registration.

@ Biometric Security October, 2009
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Registration — Step 1

Qe - © ¥ 2

| R

Search < Favorites Q:}

Address | £ hittps:fjwem voicevault net [Registration/, aspx ~ a Go

voicevault®

Registration

To setup a voice services account, please complete the below information then click the Next button. Enter your agent/bl’Okel’ InfOI’matlon
R e including all required fields. You will

Address

City

State

Zip

Time Zone *

Email *

Confirm Email *

FPhone

Manager/Rep
Agency Name

Seeurity Question

Security Answer *

only be asked to complete this
registration page once. When you are
finished, click “Next”.

Time Zone: If you sell in multiple times
zones, you should select the one where
you do most of your business.

Time Zones are: Pacific, Mountain, Central
and Eastern.

Please select v

Unassigned

(& your middle name?

E-mail: Your account ID and password will be sent to
your e-mail address, so please double check it. You
may register one account per e-mail address.
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Manager is not listed, select “Unassigned” to continue

For external brokers, select “N/A-Independent”
For Field Sales, select your Manager or Rep. If your

through the process.




Registration — Step 2

voicevault”

rRegistration

STEF 2: Belectfrom the options below to setup vour voice services options
once completed, click on the Submit button and your account information will he emailed to you shortly.

Palicies

Individual Under 63
Senior Medicare

e
=l

Products

Medical Only

Medical with Dental & or Life
Medicare Advantage / Fart D
Medicare Supplement

5155
B

Btates

Alabama il jﬂ

Alaska

Arizana jﬂ

Arkansas

Califomia |

Languages

English jﬂ
| ]|

Brands

Anthem Blue Cross - j ﬂ
Anthern Blue Cross Blue Shielc

Blue Cross Blue Shield of Gear jﬂ
Empire Blue Cross
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Cancel

Palicies Faor User

Products For User

required field

States For User

&

required field

Languages For User

Brands For User

Subrmit

required field

Now select “Senior Medicare” under
policies, plus the products that you sell.
Then choose all the states in which you

do business. Select English as the

language and choose the brand
associated with the state you sell in.

In order to add/populate the information
on the right side of the screen, highlight
your selection and then click “>”. To
select all, click “>>". If you need to
remove a selection, highlight it and click
‘<" or <<,

When you are finished, click “Submit”.

required field




Registration Complete

Acddress | ] hittps: v, voicevaul netjRegistr stiond, aspx | .Go Links *

voicevault’

Reastration
Thank you. Your account has been created.
You should receive an email shortly with your account ID and temporary password.
Follow the directions in the email to hegin using the voice signature and voice recording system.
You can also login io the system and click on the help menu Link for more information on using this system.

Click on the button helow to login to the system.

Once registration has been completed, you will
be notified that you will receive an e-mail with
your account information. This will include your
account ID, temporary password and directions
on how to use the system.

Click “login” to enter the system.
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E-mail with Account Information

Anthem.

Dear Broker,

Welcome toVoiceVault Scope of Appointment voice recording services!

You must be a certified, licensed and appointed agent with us to use this tool. Certification
requirements are: successful completion of the AHIP Medicare Advantage and Part D Prescription
Drug certification, in addition to successfully completing the Product training certification forthe
statesinwhich you are licensed. If you do not meet these criteria, you will not be granted access.
Below is youraccount information that will provide you access to the voice recording features. Pleass

printthis page and keep close to your phone.

Mame: Local Agent
VoiceVault Account 1D: 12345678
Password: AbCd1E2

Please visit https:/Swww . voicevaultnet.com/WellPoint to view the training quick reference guide an
to obtain telephone enrollment scripts per product. You may now begin using the voice services by

Make note of your new
Account ID and your
temporary password along
with the telephone numbers
you will need to dial to
complete a Voice Signature.

Note: You have been
provided a secondary
telephone number in case
the primary number is
unavailable.

conferencingin the services when you have your customer on the phone.

Primary Number (Toll Free): 866-813-8863
Secondary number(Toll Free): 888-887-5311

Please keepin mind when you dial this number, you will be requested to enteryour Account D and
thenthe systemwill ask you a few questions before you can proceed with the call recording.

Anthem @
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You are now
ready to begin!




Capturing a Medicare Advantage / Part D
Voice Enrollment

The steps for obtaining a Voice Enrollment:

Anthem 2©
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Ask the applicant if they would like to sign the application using a Voice Signature.
This allows you to immediately submit the application.

If the applicant’s response is yes, place the applicant on hold and dial the Voice
Signature Service phone number.

After the greeting, the system will ask you to enter your Voice Signature Service
Account ID.

Next the system will ask for the applicant’s state (if the agent sells in multiple states),
the brand associated with that state, and policy type (press 1 for Individual under 65
or press 2 for Senior).

Then the system will instruct you to press 1 for English or press 2 for Spanish.
When asked, you will press 3 for Medicare Advantage/Part D voice enrollment.

The system will prompt you to key or speak the applicant’s primary phone number
with area code.

10




Capturing a Medicare Advantage / Part D
Voice Enrollment (continued)

The steps for obtaining a Voice Enrolliment (continued):

= The system will let you know that voice recording is required for this product and say

“Please begin taking the applicant’s information now”.

(You will not hear a beep at the beginning or the end of the call so the agent should just begin
reading the approved scripts when going through the application with the prospect. When the
agent is finished reading the scripts, the agent should just hang up.)

= The system will send you an e-mail confirming the Voice Enrollment session.

For Agent Data Entry / Online Store Applications:

« Copy and paste the 32-digit-voice signature ID number you will receive from the
confirmation e-mail once you hang up in the Voice Signature ID field on the
signature page and submit the application.

For Paper Apps:

= You will receive a 32-digit voice signature ID number in the confirmation e-mail.
Write it on the application where the signature goes, attach the e-mail and send in.
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Capturing a Medicare Supplement
Voice Signature

The steps for obtaining a Voice Signature:

= Ask the applicant if they would like to sign the application using Voice Signature.
This allows you to immediately submit the application.

= If the applicant’s response is yes, place the applicant on hold and dial the Voice
Signature Service phone number.

= After the greeting, the system will ask you to enter your Voice Signature Service
Account ID.

= Then the system will ask for the applicant’s state (if the agent sells in multiple states),
brand, and policy type (press 1 for Individual under 65, press, or press 2 for Senior
Medicare).

= Next the system will instruct you to press 1 for English or press 2 for Spanish.
=  When asked, you will press 2 for Medicare Supplement.

= The system will prompt you to key in the applicant’s primary phone number with
area code.
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Capturing a Medicare Supplement
Voice Signature (continued)

The steps for obtaining a Voice Signature (continued):

= You will hear a series of prompts. For more details on what you will hear in these
prompts, check the quick reference guide.

= The system will send you an e-mail confirming the Voice Signature session.

NOTE: Please remember you are required to send a copy of the completed application
along with the voice signature cover letter to your client. You should also maintain a
copy of the confirmation e-mail and voice signature cover letter for your records as
well

For Agent Data Entry / Online Store Applications:

« Copy and paste the 32-digit-voice signature ID number you will receive from the
confirmation e-mail once you hang up in the Voice Signature ID field on the
signature page and submit the application.

For Paper Apps:

= Write “Voice Signed” on the application, attach the e-mail confirmation and send in.
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Logging into the System

« Once you have obtained a Voice Signature, you will receive an e-mail with the
confirmation ID. However, if you would like to see all your information, listen to a re-
play or simply locate a signature 1D, begin by logging into the system.

« The following instructions are for completing multiple transactions per day. You may
prefer to work from the admin tool and not the confirmation e-mails. The system is
periodically updated throughout the day.

Note: In order to see a confirmation immediately, you can hit the “refresh” button at
the top of your screen.

« Website - https://www.voicevaultnet.com/wellpoint

RCCSCTOS \nthem. €7 )

Voice Services Administration Site for WellPoint, Inc.

Existing Account Login &= New Account Registration

ACCOUR D |g1 343079 Registration is fast and easy. To begin using

wvoice si ignature an d voice recor: ding services
Password: IT today. click on the button below and complete the
registration process.
REGISTER ME MO I

Health. Joln In?
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Returning User:
The Home Screen

2 VoiceVault Admin Tool - Microsoft Internet Explorer E'E'E'
File Edit View Favorites Tools  Help *'

@Back © @ @ d @ “;\| /-.-\JSearch ‘f‘\?Favorites @‘ < L__',,_ ‘Q‘ﬂ ﬁ

Address I@‘] ps/voicevault, netfwellpoint fHome. asp:

_:| Go Links ** QQ -

To display all of your
confirmations, simply click on
“Transactions”.

Transactions Reports Help Account Settd Logout

Home
Welcome to VWellpoint's Voice Services

Search Note: We recommend you change your password to
Datefrom  [[F] 4 Digit 51 something that is memorable to you. To do so, click on
pate T FH ™ “Account Settings” and then “Change Password”.
Transaction D I:I Signature ID
[ Search ] [ Reset

You can search for a particular Click on “Help” to access tips sheets and quick

confirmation by date range, by reference guides.

transaction ID, 10-digit telephone
number or by Voice Signature ID that
will be on the confirmation e-mail you
receive for every successfully
recorded call.

Anthem 2©
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List of Transaction Types

From this screen,
you can clearly se
which signatures
failed. Those
highlighted in
orange indicate
“Failed” or
unsuccessful
signatures.

Home
Welcome to Wellpoint's Voice Services System

Search
Date From TE| o7oTa00e
Date To |

Transaction ID

Trensactions Reports Help  Account Settings

4 Digit SN
Tel

Signature ID

. Go Links *

T o %0

“Customer Phone”
number is for easy
identification.

Click “Details” to obtain
further details of

@A@ signature.

82008 8:51:42 PM 502866739 8121 Veronica Harman Fentucky

792008 5:28:03 PM 3172876120 7962 Veronica Harman Eentcky

T92008 5:28:03 P 3172876120 8282 Veronica Harman Eentucky Detail

T/16/2008 1:51:45 PI 88821232456 6165 Veronica Harman Detail

TIIGQODS 15145 PM |3803123456_ 6265 Veronica Harman Detail
9815 Veronica Harmar - Eentucky Detail

?!17}2008 5023169566 2676 Verenica Harman Kentucky Detail

Ti21/2008 3 09 13 PM 2708663569 4353 Veronica Harman Eentucky Dretail

72172008 33145 PM BB08123456 4567 Veronica Harman Eentucky Detail

T/22/2008 745:58 AN 2708662126 1210 Veronica Harman Eentucky Detail

T7i22/2008 7:50:56 AM/\ 6145237651 2222 Veronica Harman Eentucky Detail

| A\

/ \ @ Biometric Security Julv. 2008 / \

This indicates the
date and time the
voice signature
was captured.

Anthem 2©
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Indicates your
user name and
“State” of
applicant.
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Transaction Detalls

‘2 YoiceVault Admin Tool - Microsoft Internet Explorer

By clicking “Details” on the prior screen,
you are able to view specific information
about the captured signature. v B

File Edit Wiew Favortes Jools Help

F. 5 ~ .\ =y |1'
Qe - © - (¢ 1"'1 3 ) search ¢ Favord

Address | @] https: v voicevaul, net/ TransactionDet s, aspx 7 TD=615

VOICGVGU/I‘# Notice the Date and Time, Transaction ID, Anthemm

Brand, Product(s), Policy type, and Phone
number.

Home Transactions [Eeports Help  AccountSettings

Transaction Details

Click “Transaction Recording” to hear the

SHARSNGT TR entire recorded voice signature. The

Transaction [D: 615 T zet: Veronica Harman b . d t th I I

Brand: Amnthem Blue Cross Blue Shield Language: English X SyStem X eglns recor Ing a € ega
Medical Only State: Wisconsin disclaimer information when the applicant

CIICk “AUdIO 1" Or Senior Medicare Transaction Recording

_ : and broker/agent are on the call.
“Audio 2” links to
listen to sections of SSN|Audiol ___|Audio2 ___[Transaction Signature | Recordings cannot be deleted or altered

7 -419b- - - 7 .
the call. 0.00.G.alw 7059.01.% . alw Oc145be2-419b-11dd-8c0c-0020279336cd in any way.

2168 0975.00.G.alw 7059.01. 3 alw Oc145bed-419b-11dd-8c0c-0020279336cd

Note: This is the voice signature ID
(also provided in your e-mail) that
you will enter into the signature
section of the application.
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Transaction Details (continued)

Ackdress | ] hitps: oy voicevauk net TransactioniDetad. aspx?TD=618 viBo s

i v
p=1sYy
voicevault Anthem
® @
Home Transactions Reports Help  AccountSeitings Logout
Transaction Details
Pont Page
Date and Time: 7/22/2008 7:50:56 AM
Transaction [D; 618 User: Veronica Harman
Brand: Anihem Blue Cross Blue Shield Language: English You have the
Product Medical Only State: Kentucky ability to print
Policy: Irdividual Under 65 Transaction Recording each confirmation

for your records.

(Customer Phone SSN Audiol ____Audio __|Transaction Signature

6145237651 2222 5970.00.G.alw 9057.01.X alw 0c145bea-419b-11dd-Bc0c-0020279336¢d

Health. Joln In”
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E-mail Confirmation for
Medicare Advantage/Part D

voicevault”

Wielcome to WellPoint woice services provided by soicesault,

Eelow is ywour confirmation information on wour woice service transaction. You can also wview

this information online at hitp s e wYoOicesaultnet. comANellpoints.

Account: wyYelIFoint Notice there is a

Agent Name: weranica Harman : :

Account ID: 51943079 conflrmatlon number for
Medicare Advantage/Part

Voice Signature Confirmation D products.

Transaction ID: 1?36&6&23/

Confirmation No: 173646425

Applicant ID: FO0BS46553168 - -

Policy Type: Senior Medicare

Signature ID: S201ef27-d1b2-4951-bEa5-6bhE61351018

DateTime: 101552009 11:41:00 P

Statement Type: Medicare Advantage / Part D

You will receive an e-mail
confirmation after each voice
signature. Copy and paste
this Signature ID into the
online application.

Swstem outages may be reported by sending an e-mail to wpsupporhZswsoicesault.com.
Contact ywour broker support unit or sales representative if wou hawve any guestions or

EXpErENcE amy issUes with the “oice Signature process.

Mote: Do not reply 1o this email address. This email account is not monitored.

Anthem @

Health. Joln In?

19



E-mail Confirmation for
Medicare Supplement

voicevault”

YWelcome to WellPoint woice services provided by Woicevault.
Below is wour confirmation information on wour woice service transaction. “ou can also wiew
this information anline at htps: A woicewaudltnet. comsAellpointsd.

Account: WiellPoint Notice there is no
Agent Name: Lauren Lee : :
Account ID: STOSA06T confirmation number for
Medicare Supplement

Voice Signature Confirmation products You will receive an e-mail

_ / confirmation after each voice
E'::'f?rﬁgggrﬁju_ 1705021 signature. Copy and paste this

i Signature ID into the online
application.

Applicant ID: 7706542113 - G543
Policy Type: Senior Medicare
Signature ID: A9f36636-9h25-dabe-h5as-70c07 09eSect
Date Time: 10/23/2009 9:30:00 Ph
Statement Type: hedicare Supplement
Systermn outages may he reported by sending an e-mail to_ wpsyuppoigyoiceyaullcom.

Contact wour broker support unit ar sales representative it wou hawe any questions or
Experience any issues with the “oice Signature process.

Mote: Do not reply to this email address. This email account is not monitored.

Anthem @
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Failed Transaction for
Medicare Advantage / Part D

voicevault”®

Welcome to WellPoint woice services provided by “Woiceault.
Eelow is wour confirmation information on your woice service transaction. “ou can also wiew
this information online at bEp s Aeenewd yoicesvaultnet . comiAellpoints.

Account: WiellPoint

Agent Hame: Searce Brown

Account ID: 87934867

Failed Voice Signature Easily identify which signatures failed.
Your e-mail indicates in 2 locations that

Transaction ID: 123452955

the signature was unsuccessful. In
addition, when logging into the site,
failed transactions will also appear in

Confirmation No: [1235345/955

Applicant 1D: FI02132456 orange on the home screen.
Policy Type: Senior Medicare

Signature ID: FAILED

Date ' Time: 10232009 75500 P

Statement Type: hMedicare Advantage s Part D

System outages may be reported by sending an e-mail to_wpsupportdsyoiceyault.com,.
Contact your broker support unit or sales representative ifyou hase any guestions or

EXpEFENCE any issUes with the “oice Signature process.

Mote: Do not reply o this ernail address. This email account is not monitored.

Anthem @
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Failed Transaction for
Medicare Supplement

voicevault”

YWelcome to WellPoint woice services provided by Woiceswault.
Eelow is your confirmation information on wour woice service transaction. “ou can also wiew
this information online at bp s Afeen woicesaultnet comMYellpointyd.

Account: YelIPoint

Agent Name: Lauren Lee

Account ID; o7934867

Failed Voice Signature Easily identify which signatures failed.
Your e-mail indicates in 2 locations that

Transaction ID: 1736352930 the signature was unsuccessful. In

Confirmation Mo: Lt--—-—- addition, when logging into the site,

failed transactions will also appear in

Applicant ID: 77072335946 - 4558 orange on the home screen.
Policy Type: Senior Medicare

Signature ID: FAILED

Date Time: 10/23/2002 9:15:00 Ph

Statement Type: Medicare Supplement

Systermn outages may be reported by sending an e-mail to_ wpsuppoti@yoiceyault.com.
Contact your broker sUpport unit or sales representative ifyou have amy questions or

EXpEriENCE Ay issues with the woice Signature process.

Mote: Do not reply 1o this email address. This email account is not monitored.

Anthem @

Health. Joln In?



Maintenance on your Information

Changing your profile information is easy!

Should you need to change any of your profile information, you can easily
make a change by returning to “Account Settings” after logging in. You can
update items such as:

* Your password

* Products you are selling (For example, add Med Supp or MA/MAPD/PDP to your

profile)
« States in which you are selling
« Brands within the states you are selling

 Your address

Anthem 2©
e

Health. Joln In”

23



N

Wrap Up

« We hope you enjoy these enhancements that have been made to the
Voice Signature System.

« If you have any further questions, please refer to the training documents in
the “Help” tab on the website (Tip Sheet and FAQ doc).

« If you still have any additional questions after reviewing these documents,
please contact your Broker Services area at 1-800-633-4368.

« Thank You and don’t forget to register today!!!
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Anthem Blue Cross and Blue Shield is the trade name of: In Indiana: Anthem Insurance Companies, Inc. In Kentucky:
Anthem Health Plans of Kentucky, Inc. In Missouri (excluding 30 counties in the Kansas City area): RightCHOICE®
Managed Care, Inc. (RIT), Healthy Alliance® Life Insurance Company (HALIC), and HMO Missouri, Inc. RIT and
certain affiliates administer non-HMO benefits underwritten by HALIC and HMO benefits underwritten by HMO
Missouri, Inc. RIT and certain affiliates only provide administrative services for self-funded plans and do not underwrite
benefits. In Ohio: Community Insurance Company. In Wisconsin: Blue Cross Blue Shield of Wisconsin (BCBSWi),
which underwrites or administers the PPO and indemnity policies; Compcare Health Services Insurance Corporation
(Compcare), which underwrites or administers the HMO policies; and Compcare and BCBSWi collectively, which
underwrite or administer the POS policies. Independent licensees of the Blue Cross and Blue Shield Association. ®
ANTHEM is a registered trademark of Anthem Insurance Companies, Inc. The Blue Cross and Blue Shield names and
symbols are the registered marks of the Blue Cross and Blue Shield Association.
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