Agent: Hi, and thank you for calling Absolute Best Insurance! My name is [First and Last Name], and I'm a licensed sales agent. Who am I speaking with today?
Caller: [Responds]
Agent: Hi, [Caller Name]! Just to let you know, our call will be recorded for quality and training purposes. Is that okay?
Caller: [Responds]
Agent: How can I assist you today, [Caller Name]?
Caller: [Mentions interest in Medicare plans]
Agent: I'd be happy to help with that! To provide you with the best options available in your area, could you please give me your zip code, county, and state?
Caller: [Provides information]
Agent: Thanks! A quick note I’m required to read to you: “We do not offer every plan available in your area. Currently we represent [insert number of organizations] organizations which offer [insert number of plans] products in your area. Please contact Medicare.gov, 1-800-MEDICARE, or your local State Health Insurance Program (SHIP) to get information on all of your options.”
Agent: Let me share a bit about myself and Absolute Best Insurance so you know who you're talking to.
[Agent explains briefly about themselves and the agency]
Agent: To make sure I have all the right information, could you please provide me with your first and last name and a phone number in case we get disconnected?
Caller: [Provides information]
Agent: Great! If we were to get disconnected is it ok if I call you back on the number you just provided me?
Caller: [Provides information] [Must say yes or cannot continue]
Agent: We offer various Medicare Advantage plans, Medicare Advantage Prescription Drug plans, Medicare supplement plans, and prescription drug plans. Do you want to continue discussing these plan options on (today’s date)?”
Caller: [Responds]
Agent: Wonderful! Before we continue, do you make your own healthcare decisions?
Caller: [Responds]
Agent: To help you best, I'll need to ask a few more questions. Do you have or will soon have Medicare Parts A and B?
Caller: [Responds]
Agent: Do you have any other current coverage, such as through an employer or VA benefits?
Caller: [Responds]
Agent: What is your current coverage for health? RX, dental, and vision?”
Caller: [Responds]
Agent: Since we're outside the Annual Enrollment Period, you might need a Special Election Period to qualify for a plan now. I'll ask a few questions to see if you're eligible. Is that okay?
Caller: [Responds]
· Are you new to Medicare? (ICEP-Initial Coverage Election Period)
· Are you enrolled in a Medicare Advantage plan and want to make a change during the Medicare Advantage Open Enrollment Period (MA OEP)?
· Have you recently moved outside of your plan’s service area or found a new plan after moving? If yes, when did you move?
· Have you been released from incarceration recently? If yes, when?
· Have you returned to the U.S. after living abroad? If yes, when?
· Have you recently obtained lawful presence status in the U.S.? If yes, when?
· Have you had a change in your Medicaid status recently (new to Medicaid, change in assistance level, or lost Medicaid)? If yes, when?
· Have you had a change in your Extra Help for Medicare prescription coverage (newly received, changed, or lost Extra Help)? If yes, when?
· Do you have both Medicare and Medicaid, or does your state help pay for your Medicare premiums, or do you get Extra Help but without recent changes?
· Are you moving into, living in, or recently moved out of a Long Term Care Facility (e.g., nursing home)? If yes, when?
· Have you recently left a Program of All-Inclusive Care for the Elderly (PACE)? If yes, when?
· Have you lost creditable prescription drug coverage recently? If yes, when?
· Are you losing or leaving coverage from an employer or union? If yes, when?
· Do you belong to a state pharmacy assistance program?
· Were you enrolled in a plan by Medicare (or your state) and want to choose a different plan? If yes, when did your enrollment start?
· Is your plan ending its contract with Medicare, or is Medicare ending its contract with your plan?
· Were you affected by a disaster (declared by FEMA or government) and couldn't make an enrollment request because of it?
· Are you in a plan with a star rating under 3 stars for the past 3 years and want to join a higher-rated plan?
· Is your current plan taken over by the state due to financial issues, and you want to switch?
· Were you in a Special Needs Plan and recently lost qualification for it? If yes, when?
· If none of these apply, do you have another reason to believe you may be eligible to enroll?
Agent: Based on the information you’ve provided, it appears you do qualify for an election period to enroll now.
Agent: I’m going to get researching plans available to you - but before I do, are there any medications we need to make sure that are covered on this plan? (YES) Great! Go ahead and grab your medications and I will add them. 
MUST — Instructions: properly identify drug name, correct form, size, dosage. 
Caller: [Responds]
MUST — Get pharmacy 
Agent: Great! Can you also tell me if there's a pharmacy you prefer and any doctors you'd like to keep in-network?
Caller: [Responds]
MUST — Get Doctors 

Do you have a primary care doctor and or specialist you would like to make sure are in the network as well?
Agent: Thank you! I'll put you on a brief hold while I find the best plans for you.
[Agent puts caller on hold, researches plans, and returns with options]
Agent: Based on the information, I've found a plan that might suit your needs. Here are the details: [Plan name, number, and cost]
MUST — Read information from Summary of Benefits - VERBATIM
Agent: Here are more details of the plan [Caller Name}:
· Premium
· Part B premium reduction (If applicable)
· Medical deductible (If applicable)
· Part B deductible (If applicable)
· Part D deductible and tiers it applies to (If applicable)
· In Network Benefits (and out of network if PPO/PFFS plans) for:
· Acute Inpatient Hospital Care
· Hospital Care
· Doctor Office Visits 
· Primary care provider (PCP)
· Specialists
· Must include inpatient and outpatient Mental Health services
· Preventive care
· Emergency room (including the explanation)
· Urgently needed services (including the definition)
Agent: Are you interested in hearing about any other benefits included in the plan?
Caller: [Responds]
Agent: Ok, here are more benefits you are entitled to under this plan: 
· Dental Benefits
· Vision Benefits
· Hearing Benefits
· Maximum out-of-pocket (MOOP) both in and out-of-Network (OON)
Agent: Did you understand that, or have any remaining questions, [Caller Name]?
Caller: [Responds]
Agent: If you're ready to enroll, I can assist you with that process now. Enrolling today will replace your current coverage with the new plan starting [effective date]. Great! Real quick: if you are currently enrolled in a Medicare Advantage plan, your current Medicare Advantage healthcare coverage will end once your new Medicare Advantage coverage starts. If you have Tricare, your coverage may be affected once your new Medicare Advantage coverage starts. Please contact Tricare for more information. If you have a Medigap plan, once your Medicare Advantage coverage starts, you may want to drop your Medigap policy because you will be paying for coverage you cannot use. Would you like to proceed?
Caller: [Responds]
Agent: I've gone over the plan requirements, and I’m able to answer any questions you have. Do you understand that enrollment in this plan will disenroll you from your current plan?
Are you ready to enroll in <plan name, type and contract number with PBP>?
Caller: [Responds]
Agent: Great! Let’s complete the enrollment. Once we finish, I'll provide your application number and let you know when to expect your materials.
Agent: Do you have any family or friends who might benefit from our services? Feel free to share my number with them.
Agent: Thank you for choosing Absolute Best Insurance. Have a wonderful day!

