Document overview

This document is to be used as a companion to the “Alcoa Retiree Benefit Line (RBL) : Prompt Overview” flowchart.  The flowchart contains describes the logical flow set up in the system; this document provides the full text of all appropriate prompts.

Flowchart conventions

Prompts
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Prompts appear in rectangular boxes, with boldface names.  A “prompt” is any segment of digitized voice that is read to the caller.  Prompts can either play simple informative text, or can require input from the caller.  In the latter case, labeled arrows will describe how the call proceeds depending upon caller input.

Conditions
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Logical conditions appear in diamond-shaped boxes.  The conditional logic is described in the body of the flowchart.  As with prompts which require user input, labeled arrows will describe how the call proceeds depending upon the condition.

Internal Processes
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Internal processes generally appear in the flowchart as part of a prompt “loop,” such as cycling through dependents or options.  

Page Jumps
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The Page Jump icon simply allows the flowchart to use several pages.  The title always appears at the top of the page.

Miscellaneous Notes

Invalid Entry

Whenever the caller is required to enter a value, the system will allow THREE attempts of invalid entries before aborting the call.  Except where noted in the flowchart, the following prompt plays after an invalid code has been entered:

The code you entered is not  valid.

The system will then attempt to transfer the caller to a representative.  Please see page 14 of the flowchart (“Sorry/Transfer Page”) for details
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Authentication

HELLO

Welcome to  Alcoa Retiree Benefit Line (RBL) , the automated telephone enrollment system for retirees.

PROMPTFORSSN

 Enter your Social Security number.

BADSSN

The social security number you entered is not on file. 
TRYSSNAGAIN

Re-enter your Social Security number now.

FIXEDPINMESSAGE

Enter your Personal Identification Number now.
BADPIN

The Personal Identification Number you entered is not valid. 
TRYPINAGAIN

Check your enrollment worksheet   and  re-enter your Personal Identification Number  now.

QUESTIONS 

What if all lines are busy?  Scott, you said you would research this issue.
What if retiree does not have touch-tone phone?

If you are not calling form a touch-tone telephone, you must enroll through the Highmark customer service center.  Please hang up and dial 1-800-433-9906 to speak to a customer service representative.  Customer service representative are available weekdays from 8 a.m. to 7 p.m. Eastern Time
What happens after SSN or PIN is entered incorrectly three times?
RESPONSE - Your SSN [or PIN] is not on file; hold and you will be transferred to a Customer Service Representative.
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Detailed Instructions

HEAR_INSTRUCTIONS

To hear  detailed instructions on how to use RBL,  press one.  If you already know how to use the system and are ready to enroll, press two.
DETAILED_INSTRUCTIONS

RBL  provides a convenient way for you to enroll in your benefits and change or provide other information.  Have your completed Enrollment Worksheet in front as you  enter your elections.


The automated  system will ask  you to enter the three-digit  code associated with each of your benefit elections.  Enter these codes in the  order in which they appear on your  Worksheet.
After you enter each code, the system will repeat  your  election and ask you then ask you  to enter the code.   If you enter an invalid code by mistake, simply enter the correct code when you are prompted by the system.  

After  you enter all your elections, you must press  999  to save your benefit elections.   If you do not enter 999, your elections/changes will not be saved in the system.

Finally, remain  on the line while  the system repeats the benefits you elected before saving them to the system. 
NEW PAGE 

PAGE 4

Take Action

If you want to change a dependent’s Medicare status, press five.

If you want to enroll for health care benefits, press one.

If you want to review or provide a Medicare Claim number, press two.

If you want to add or change beneficiary information for company-paid life insurance, press      .

We decided to do messages up front to say:

If you need to change a dependent’s Medicare status, you must call the customer service center.

If you want to add a Medicare Claim number and you are not enrolling for benefits at this time, contact a customer service representative.  If you want to make a change during your enrollment period, select the option for Medicare Claim numbers from the following menu.
If you want to enroll for health care benefits, press one.
Beneficiaries?
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Verify HIC number (stage 1)

VERIFY_HIC during enrollment
  If the Medicare Claim numbers  listed on your Enrollment Worksheet are correct and complete, press one.  If any of the numbers are  incorrect, or if you need to add a Medicare Claim number for yourself or for a dependent, press two.
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Verify HIC number (stage 2) (during enrollment)
HIC_EE_CONFIRM

The Medicare Claim number  on file for you is. . .

HIC_CONFIRM

If  this Medicare claim number  is correct, press one.  If this number is incorrect,  press two.  To repeat this message, press three.

HIC_EE_ENTER

Enter the nine digits your Medicare Claim number , followed by the star key.  If these nine digits are the same as  your Social Security number , simply press the star key.

HIC_REVIEWENTRY

The  Medicare Claim number you entered is . . . [system reads nine digits and one letter].  If this number is correct,  press one.  If this number is incorrect,  press two, then re-enter the first nine digits.
QUESTIONS – 

The system repeats the nine digits and the letter but we don’t ask them to enter the letter here.   Shouldn’t they enter the letter first and then repeat the entire number?  -- RESOLVED
Add language to address Railroad retirees?


If you are a Railroad Retiree, you must speak to a customer service representative to enter your Medicare Claim number.  Press X to be transferred to a representative at the end of your call.  Will check to see how many Reynolds retirees fall into this category.
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Verify HIC number (stage 3) (during enrollment)
HIC_DEP_CONFIRM1

For the dependent whose first name is. . .

COVERDEPDOB

and whose date of birth is

HIC_DEP_CONFIRM2

. . .the Medicare Claim number  on file is. . .

HIC_CONFIRM

If  this Medicare claim number is correct, press one.  To correct this number,  press two.  To repeat this message, press three.

HIC_DEP_ENTER1

Enter the nine digits  of the Medicare Claim number  for [name]. . .

COVERDEPDOB

whose date of birth is [   ]
HIC_DEP_ENTER2

. . .now, followed by the star key.  If the nine digits are the same as  your dependent’s Social Security number , simply press the star key.

HIC_REVIEWENTRY

The  Medicare Claim number you entered is  . . [system reads nine digits and one letter].  If this number is correct,  press one.  If this number is not correct,  press two, then re-enter the first nine digits.  
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HIC suffix entry (during enrollment)
HIC_ENTER_LETTER_ABC

Enter  the letter after your  nine digit of your Medicare Claim number .  If this letter is the letter A, press one.  If it is  B, press two.  If it is  C, press three.   If it is any other letter, press four.

HIC_ENTER_LETTER_DEF

If this letter  is the letter D, press one.  If it is  E, press two.  If it is  F, press three.   If it is any other letter, press four.

HIC_ENTER_LETTER_JKM

If this  letter  is the letter J, press one.  If it is  K, press two.  If it is  M, press three.   If it is any other letter, press four.

HIC_ENTER_LETTER_TW

If this letter  is the letter T, press one.  If it is  W, press two. If it is any other letter, press three.

QUESTION –

Can the letter ever be X, Y, or Z?  If so, we need to add additional directions.  RESOLVED
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Modify dependent demographic data

MODIFYDEPNAME

To review or change personal information about your dependents, press 2.  STET on original wording
COVERDEPDOB

To change information for [name]  whose birth date is [date]
LINKDEPBEN

. press the star key ; otherwise, press the pound key.   (WHAT HAPPENS HERE?)  RESOLVED
DEPBEN_MODIFY_NOMORE

There are no more dependents for whom personal information may be made. 
PROMPT_MODDEP_WHAT

If you want  to change  this dependent's status code, press one.  If the status is correct,  press the star key to quit. 
MODDEP_INELIG

This dependent’s information cannot be changed at this time.  Press X to speak to a customer service representative. 
PROMPT_DEPBEN_STAT

Enter the status of this dependent.  If this dependent is a student, press one.  If this dependent  is disabled, press two, otherwise, press three.  Kandy/Scott to see if indication of “disabled” only refers to disabled – non-Medicare eligible.
YOUENTERED

You entered [             ]
FOR

For [           ]
DEPSTAT

Other.  This dependent is neither a student nor disabled.

DEPSTATS

Student

VERIFYINPUT

To confirm your entry press star.  To change your entry, press pound.  To erase dependent information you have entered to this point,  press one.

QUESTIONS/ISSUES –RESOLVED 

The information on this page doesn’t flow well.

Where do we ask about coverage under another employer’s plan?

Why are we limited to these changes?
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Enrollment Modification

PROMPTFORENR

Press one  to enroll for your 2001 benefits.  Press two  to enroll in your 2002 benefits.  (TO BE USED UP TO AND INCLUDING 10/1 RETIREMENTS. FOR 11/1 AND 12/1 RETIREMENTS, SEND SEPARATE PACKAGES AND MAINTAIN SEPARATE ENROLLMENT TIMES.)
FIRSTCODE

Enter the  three-digit t code for your  Medical election. .

INVALID

The code you entered is not correct. 
MOREINVALID

Check the codes on your Enrollment Worksheet and try again.
QUESTIONS – 

Can a retiree make status changes via the automated telephone system?  RESOLVED
How many chances does the retiree have to enter the proper code?  What is the message after that limit? RESOLVED
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Three-digit Option Code

INVALID

The code you entered is not correct.
MOREINVALID

Check the code on your Enrollment Worksheet and try again.

EEINELIGIBLE

You are not eligible for the option you selected. (Why is this needed?)  RESOLVED
YOUENTERED

You entered

Option descriptions

See list of option descriptions beginning on page Error! Bookmark not defined.
NEXTCODE

Please see Next Code, page Error! Bookmark not defined.
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Enrollment Confirmation

PREENROLL

Congratulations!  You have just completed your enrollment and your elections are being processed right now.    
NOWENROLLED

  You are enrolled in:
REPEATENROLLMENT

Press X to confirm your elections.  To  change  your enrollment,  press zero.  You will receive a confirmation statement shortly.  Review it to make sure you enrolled in the options you intended.

  Thank you for calling.  Goodbye!
Option descriptions

See list of option descriptions beginning on page Error! Bookmark not defined.  
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End of call

BENEFICIARY_XFER

To speak to a customer service representative about your beneficiary designations, press one.  Otherwise, press two.

THANKYOU

Thank you for calling.  Goodbye!
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Sorry/Transfer Page

XFER_MSG

Your call is being transferred to a customer service representative for assistance 
SORRY

We’re  sorry you're having trouble.  Please contact a customer service representative by calling 1-866-288-2510 and pressing 2.  Representatives are available weekdays between 8 a.m. and 7 p.m. Eastern Time. 
THANKYOU

Thank you for calling.  Goodbye!

SUGGESTIONS

TROUBLE WITH TRANSFER

We’re sorry.  We’re unable to transfer your call at this time.  Please call again later.
SYSTEM PROBLEMS

We’re sorry.  We’re unable to transfer your call at this time.  We expect this situation to be resolved shortly.  Please call again later.
SYSTEM NOT AVAILABLE
The Retiree Benefit Line is not available at this time.  Please call again later.  Your call will now be disconnected.
INVALID SSN OR PIN at maximum level of tries
PIN

Your account is currently blocked because you tried to access the system with an invalid PIN too many times.  Your call is being transferred to a customer service representative.
SSN

You entered XXX-XX-XXXX.  This is not a valid SSN in the system.  Your call will be transferred to a customer service representative.
Option Descriptions SEE NOTES BELOW
· Declined pre-Medicare medical coverage

· Deferred pre-Medicare medical coverage

· ALCOA Retiree Plan medical plan Retiree only coverage

· ALCOA Retiree Plan medical plan Retiree and spouse coverage

· ALCOA Retiree Plan medical plan Spouse only coverage

· ALCOA Retiree Plan medical plan Children only coverage

· Option one medical plan Retiree only coverage

· Option one medical plan Retiree and spouse coverage

· Option one medical plan Spouse only coverage

· Option one medical plan Children only coverage

· Option two medical plan Retiree only coverage

· Option two medical plan Retiree and spouse coverage

· Option two medical plan Spouse only coverage

· Option two medical plan Children only coverage

· Option three medical plan Retiree only coverage

· Option three medical plan Retiree and spouse coverage

· Option three medical plan Spouse only coverage

· Option three medical plan Children only coverage

· Network medical plan Retiree only coverage

· Network medical plan Retiree and spouse coverage

· Network medical plan Spouse only coverage

· Network medical plan Children only coverage

· Secure Horizons  - San Diego/Vernon medical plan Retiree only coverage (make name change throughout options)
· PacificCare - San Diego/Vernon medical plan Retiree and spouse coverage

· PacificCare - San Diego/Vernon medical plan Spouse only coverage

· PacificCare - San Diego/Vernon medical plan Children only coverage

· Kaiser of South California - San Diego/Vernon medical plan Retiree only coverage

· Kaiser of South California - San Diego/Vernon medical plan Retiree and spouse coverage

· Kaiser of South California - San Diego/Vernon medical plan Spouse only coverage

· Kaiser of South California - San Diego/Vernon medical plan Children only coverage

· UPMC medical plan Retiree only coverage

· UPMC medical plan Retiree and spouse coverage

· UPMC medical plan Spouse only coverage

· UPMC medical plan Children only coverage

· Scott & White medical plan Retiree only coverage

· Scott & White medical plan Retiree and spouse coverage

· Scott & White medical plan Spouse only coverage

· Scott & White medical plan Children only coverage

· Welborn medical plan Retiree only coverage

· Welborn medical plan Retiree and spouse coverage

· Welborn medical plan Spouse only coverage

· Welborn medical plan Children only coverage

· Kaiser of Ohio/Cleveland medical plan Retiree only coverage

· Kaiser of Ohio/Cleveland medical plan Retiree and spouse coverage

· Kaiser of Ohio/Cleveland medical plan Spouse only coverage

· Kaiser of Ohio/Cleveland medical plan Children only coverage

· Blue Cross of Western Pennsylvania medical plan Retiree only coverage

· Blue Cross of Western Pennsylvania medical plan Retiree and spouse coverage

· Blue Cross of Western Pennsylvania medical plan Spouse only coverage

· Blue Cross of Western Pennsylvania medical plan Children only coverage

· Arnett medical plan Retiree only coverage

· Arnett medical plan Retiree and spouse coverage

· Arnett medical plan Spouse only coverage

· Arnett medical plan Children only coverage

· Declined Medicare supplement coverage

· Deferred Medicare supplement coverage

· ALCOA Medicare Supplement Plan medical plan Retiree only coverage

· ALCOA Medicare Supplement Plan medical plan Retiree and spouse coverage

· ALCOA Medicare Supplement Plan medical plan Spouse only coverage

· ALCOA Medicare Supplement Plan medical plan Children only coverage

· United HealthCare Medicare HMO medical plan Retiree only coverage

· United HealthCare Medicare HMO medical plan Retiree and spouse coverage

· United HealthCare Medicare HMO medical plan Spouse only coverage

· United HealthCare Medicare HMO medical plan Children only coverage

· BCWPA Medicare HMO medical plan Retiree only coverage

· BCWPA Medicare HMO medical plan Retiree and spouse coverage

· BCWPA Medicare HMO medical plan Spouse only coverage

· BCWPA Medicare HMO medical plan Children only coverage

· Aetna/U.S. HealthCare Golden Medicare medical plan Retiree only coverage

· Aetna/U.S. HealthCare Golden Medicare medical plan Retiree and spouse coverage

· Aetna/U.S. HealthCare Golden Medicare medical plan Spouse only coverage

· Aetna/U.S. HealthCare Golden Medicare medical plan Children only coverage

· Aetna/U.S. HealthCare Golden Medicare (Pittsburgh) medical plan Retiree only coverage

· Aetna/U.S. HealthCare Golden Medicare (Pittsburgh) medical plan Retiree and spouse coverage

· Aetna/U.S. HealthCare Golden Medicare (Pittsburgh) medical plan Spouse only coverage

· Aetna/U.S. HealthCare Golden Medicare (Pittsburgh) medical plan Children only coverage

· Aetna/U.S. HealthCare Golden Medicare (Lebanon) medical plan Retiree only coverage

· Aetna/U.S. HealthCare Golden Medicare (Lebanon) medical plan Retiree and spouse coverage

· Aetna/U.S. HealthCare Golden Medicare (Lebanon) medical plan Spouse only coverage

· Aetna/U.S. HealthCare Golden Medicare (Lebanon) medical plan Children only coverage

· Pacificare Medicare HMO medical plan Retiree only coverage

· Pacificare Medicare HMO medical plan Retiree and spouse coverage

· Pacificare Medicare HMO medical plan Spouse only coverage

· Pacificare Medicare HMO medical plan Retiree only coverage

· Kaiser of Ohio Medicare supplement plan Retiree only coverage

· Kaiser of Ohio Medicare supplement plan Retiree and spouse coverage

· Kaiser of Ohio Medicare supplement plan Spouse only coverage

· Kaiser of Ohio Medicare supplement plan Retiree only coverage

· Arnett Medicare supplement plan Retiree only coverage

· Arnett Medicare supplement plan Retiree and spouse coverage

· Arnett Medicare supplement plan Spouse only coverage

· Arnett Medicare supplement plan Retiree only coverage

· No Medicare Part B coverage

· Medicare Part B Retiree only coverage

· Medicare Part B Retiree and spouse coverage

· Medicare Part B Spouse only coverage

· Medicare Part B Children only coverage

· Declined MedOption coverage

· Deferred MedOption coverage

· MedOption Retiree only coverage

· MedOption Retiree and spouse coverage

· MedOption Spouse only coverage

· MedOption Children only coverage

· Declined prescription drug coverage

· Deferred prescription drug coverage (QUESTION – DO WE NEED TO DIFFERENTIATE BETWEEN PRE-MEDICARE AND MEDICARE PRESCRIPTION DRUG COVERAGE?)
· Option one prescription drug plan Retiree only coverage

· Option one prescription drug plan Retiree and spouse coverage

· Option one prescription drug plan Spouse only coverage

· Option one prescription drug plan Children only coverage

· Option two prescription drug plan Retiree only coverage

· Option two prescription drug plan Retiree and spouse coverage

· Option two prescription drug plan Spouse only coverage

· Option two prescription drug plan Children only coverage

· Option three prescription drug plan Retiree only coverage

· Option three prescription drug plan Retiree and spouse coverage

· Option three prescription drug plan Spouse only coverage

· Option three prescription drug plan Children only coverage

· No vision coverage

· Declined vision drug coverage

· Deferred vision drug coverage

· Clarity vision plan Retiree only coverage

· Clarity vision plan Retiree and spouse coverage

· Clarity vision plan Spouse only coverage

· Clarity vision plan Children only coverage

Next Code

The contents of the NEXTCODE prompt depend upon the benefit category that was most recently elected.  NEXTCODE will either instruct the caller to enter a three-digit code for the next eligible category, or to hit “999” if all eligible categories have been elected.

· Please enter a three-digit code for a pre-Medicare medical plan now.
· Please enter a three-digit code for a Medicare supplement plan now.

· Please enter a three-digit code for a prescription drug plan now.

· Please enter a three-digit code for a vision plan now.

· Please enter a three-digit code for a Medicare Part B Reimbursement plan now.

· Please press 999 now to save  your elections.

Enrollment Validation Errors

The system will check the enrollment for errors, and report the errors if any are encountered.

At the present time, no validation errors are set up in the system.
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Alcoa FlexPress call flow addendum
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