OptimaHealth™

CHAT FUNCTION TUTORIAL
FOR FEDERAL EMPLOYEES HEALTH BENEFITS PROGRAM




WELCOME TO THE NEW CHAT FUNCTION
ON OPTIMAHEALTH.COM AND THE OPTIMA
HEALTH MOBILE APP.

THE CHAT FUNCTION PERFORMS THE
SAME FOR BOTH DIGITAL PLATFORMS.
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 To access the chat feature, go to optimahealth.com/members

and sign in to the secure online member portal or sign in to the
Optima Health mobile app.

* In the top right-hand corner, click on Contact Us.

Web view:
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App view:
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A new window will appear.

OptimaHeal
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Contact Us

Hello William Lawson

Question Type *

How would you like to be contacted? *

What is your question? *

your confidentiality, we may not b provide some responses by email. Emails and

3 responded to within one bu!
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e From the drop-down menu, select
Question Type.

o e

ptirma_health P = & ¢ || & Home | Optima Health 1 optima--tst.custhelp.com & fiddlercap.fiddler (D Sentara Healthcare WebEx Ent...

) hatps./Soptirna--tst.custhelp.com
File Edit View Favorites Tools Help

3 G BDD-Cucumber - Google .. ) Signin Optima Health ) Member Tools Optima M... &) CUserspesmith2AppDatal... [l genesal Sentara Slack ) Chat Configuration (2) [ Live Chat [S) Chat Configuration (&) Chat (3) [&] Understanding Chat [ Chat (2) - Story - Scaled Agile Fram...

. A~

Optimal lealth™

Contact Us

Hello William Lawson

Question Type *

Provider Question

ard
ical Benefit/Claim

tance
Concern/Complaint
Other

2. To protect your confidentiality, we may not be able to provide some responses by email. Emails

ided to withun one busir

s day

Contact Us forms are respc
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Live Chat.

OptimaHealth™

Next, select How would you like to be contacted? and choose

If chat is unavailable or if you request chat outside of normal operating hours, one of the two

messages below will appear. If chat is unavailable, you can try again during normal
business hours, or you can select phone, email, or mail and type in your question in the
dialog box. A Member Services representative will respond via your chosen method of

communication.

How would you like to be contacted? *
Live Chat

Chat support is unavailable

Chat hours are listed below:
Monday - Friday 9:00 AM - 5:00 PMEST
ltis currently Wednesday, Feb 18, 2019 3:30 PM EST

We apologize for any inconvenience. Chat Agents are currently

unavailable. Please try again shortly or contact us by Phone, Email
or Mail. Thank you, Optima Chat Support

Hew would you like to be contacted? *
Live Chat

Chat support is unavailable

Chat hours are listed below:

Monday - Friday 9:00 AM - 5:00 PM EST

Itis currently Wednesday, Feb 13, 2019 5:30 PMEST
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e If you request chat during the normal hours of operation, the
Information below will show. Click Submit.

. [E=HI[E5E] > |
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Hello William Lawson

Question Type *

Medical Benefit/Claim x |

How would you like to be contacted? *

Live Chat |

Chat support is available

Chat hours are listed below.

Monday - Friday: 9:00 AM - 5:00 PM EDT

Saturday - Sunday: Closed

It is currently Thursday, Mar 14, 2019 03.05 PM EDT

Please note: To protect your confidentiality, we may not be able o provide some responses by email. Emails and

Contact Us forms are responded fo within one business day.
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 The screen will change and a chat box will appear. The chat box
will show you where you are in the queue.

| L) hutps://optima—tst.custhelp.com/app/contact_optima_health_confim O ~ @ & ‘ & Home | Optima Health | [ optima--tstcusthelp.com | & fiddlercapfiddler () Sentara Healthcare WebEx Ent..,

i G BDD-Cucumber - Google.. & Signin OptimaHealth &7 Member Tools Optima H... & CUserspesmith2AppDatal... [l general Sentara Slack [ Chat Configuration (20 [] Live Chat [=] Chat Configuration [ Chat (3) [=] Understand

Optimal Ieal‘rhgj

(2 Live Assistance - Internet Explorer

[ nttps://optima--tst.custhelp.com/spp/chat/chat_landing

chat &

Status: Searching
An agent will be joining shortly. 3 Searching for an avaiiable agent

Thank you for contacting us Tl
‘You are currently number 1 in the queue.
I i
Copyright @ 2019 Optima Health, 4417 Cy
Notice of Non-Discrimination | Information in 4

b

‘You can search for an answer while you wait

#100% ~
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* Once connected to an agent, you can type in your question, and
click Send or hit enter.

"

(22 Live Assistance - Internet Explorer o] (&2 Live Astistance - Intemet Explorer ][ =B
:I https://optima--tst.custhelp.com/app/chat/chat_landing ﬁi _‘] hitps://optima- -tst.custhelp.com/app/chat/chat_landing ﬁl
Chat & =} % ,‘% Disconnect Chat & H % % Disconnect
Status: Connected Status: Connectad

":'1- PatChatAgentGenTST (Listening) \':'1. PatChatagentGenT3T (Listening)

{.‘. PatChatAgentGenTST: Thank you for using OptimaHealth ‘t!. PatChatagentGenTST: Thank you for uging OptimaHealth

chat. My name is PatChatAgentGenTST. How may | help you chat. My name is PatChatAgentGenTST. How may | help you

today? today?

S william Lawsaon: | have a question regarding medical benefits

Type your message here, then click Semd or press <Enter= Typa youf massage here, then click Send or press <Enter=
| have a queshon regarding medical banefits

= ) I &

Send

N

R1W% - #H100%
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® The agent Wi” respond to :I https://optima--tst.custhelp.com/app/chat cl'zt_:a.-rjln:]-_- i|
your question within 30- chat & 8B A viscomec
45 Seconds. You can Status: Connected

Print 1_h.v.'-_ T:.;.r'&-;_r.ipt

. 4 PatChatagentGenTST (Listening)
continue to ask :
) . i | PatChatdgentGanTST: Thank you for using OptimaHealth
hat. M PatChats tGenTST. How may | help
questlons and interact e AP ORI S SR LI

i.:‘ William Lawson: | have a question regarding medical benefits
H PatChatAgentGenTST: Answer Title: What are covered and
non-covered benefits?

Angwer Link: hiips Vopbima—

tai custhelp comdapp/answersidetailfa idf773

with the agent. At any

time, you can use the

buttons in the top right to
turn the Sound Off/On, S Cha vokk 350 Dol o ik G e e
Print the Transcript, !
Send an Unrecorded =3
Message, or
Disconnect.

- ]

Ri%E -
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 The Optima Health chat function is secure, so you can ask and
receive answers for anything you would normally call a Member
Services representative for, including personal information.
However, if you want to send information over chat, such as a
social security number or date of birth, you can choose to use the
Lock feature to send information “off-the-record” and it will not be
Included in the transcript or be recorded. Please note information
sent via the Lock function has the padlock icon next to it and

appears in a different color than the rest of the chat session.

— To use this function, click the padlock icon in the top right of the chat box. A dialog box will
appear. Type your message in the dialog box and click Send. The message will be added to
your chat session.

Screen shot examples on next slide
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e Lock Feature

) Uve Assistance - ntermet Exploser F=n gen = 4 Live Assistance - Internet Explorer e
J"HF‘ cptirna--de E““H_F-“"" bppchat/chat Isnding = :__'] hitps/foptma--decorsthelp.osmapp/chat/chat_linding 'y

a Chat &: & [hscanaize

| Send an “C# The Record
L

Statms: Connecled

9 Patcnatagent (Listening)

B Faschatagent Thank you Sor USING colmanealin com chat

j-?g’l"—l'l'ﬂ % FARCRICADENT. Fow My | Melp pou bslay?

ﬂ' Fily aftathmant upioad has started

O Thess Fiacned] Mt : i The file 12 06 15 OHP Supdart do (20 56E) was e sl
&, Tma Tumaer: Thank you

THDe your Mesaags hens, then ciek Sand of press <Enbes H patnaligent Yoy are weltom

Lockedd unmcorded massage fom Tinal
<

& Tng Tesmgr, Lockedl urnpdonckd massagn oem [ina
—

(oo oo
Typa yF message hene, then Clck Send or press <Enter

I10% -~
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[ 'E Li'.reAssistarnce - Internet Explorer [co|[ -5 ) ‘(
:l https://optima--tst.custhelp.com/app/chat/chat_landing i| Y When you are ready to

chat & % ciox end the chat session,
Status: Disconnected R . .
= click Disconnect in the
L PatChatAgentGenTST: Thank you for using OptimaHealth i .
chal. My name is PalChatAgentGenTST. How may | help you {0 p Il g ht corner. A

today?

€ William Lawson: | have 2 question regarding medical benefits 1 1 1
a PatChatAgentSenTST: Answer Title; What are covered and d ISCO n n eCt n Otl Ce WI | I
non-coverad benafits? H
Answer Link: bifps Yoptima-- ap pear I n th e C h at
hel T, [ = ilr= g7 73 .
™ ¥ou have disconnected. TE
i — b session.

Il

R1% -
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« Click Close in the top right i ol

:I hitps://optima--tst.custhelp.com/app/ chat/ chat_landing i!
Corner Chat H R Elma|
Status: Disconnected | Close the window

. PalChatagentGenTST: Thank you for using OptimaHealth
chat. My name & PatChatagentGenTST, How may | help you
] today?
d S william Lawson: | have a question regarding medical benefits
H PatChatAgentGenTST: Answer Title: What are covered and
non-coverad benefiis®
Answer Link: hitps:Noptima--

ysthel Wanplanswersidetailla idi7T.

You have disconnected.

R10%E =~
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* You will be asked to tell us about your experience with the chat
function.

Optimal [eahh%

Chat Survey Questions

Thank you for choosing Optima Health for your health coverage!
Please fill out the following survey that will take at least 2 minutes to complete.

Completion of the survey is voluntary, but it will aid us in improving your experience.

Optima Health is the trade name of Optima Health Plan, Optima Health 3
nsurance Company, Optima Health Group, Inc., and Sentara Health optimahealth com
Pl Optima HMO praducts, related Patient Optional Point-of:

roducts, and Open Access products
the: n. Optima Prefemmed Provider “ m E E
afion prod 1 by Optima Health Insurance

Company. Self-funded plans are adminisiered by Seniara Health Plans,
ne

Copyright & 2019
Optima Health 4417 Corporation Lane ‘irginia Beach, \iA 23462
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Your feedback
IS very
Important to us
and will help us
to make
Improvements
In the future.
We appreciate
your time to
answer these
guestions.

Optimal leallhFB

Chat Survey Questions

Please rate your satisfaction with the following using a scale of 1 (not satisfied) to 5 (very satisfied).
Customer Service

The service representative understood and responded to my questions and concerns. (5 being best)
31 02030405
b

Resolution

The representative resolved my concemn in this chat.
JYes
O No

Overall

Please rate your overall chat experience with us today. (5 being the best)

0102030405

If you rated your experience as 1 or 2, please share the main reason you were less than satisfied

| Submit
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o If your email address is on file, you will receive an email with a
written transcript of your chat session. To check if your emall
address is on file, sign in to optimahealth.com/members or the
mobile app and select Account Settings, and then Change
Contact Information. From there, you can confirm, update,
or change your email address.



https://www.optimahealth.com/members/

QUESTIONS?

PLEASE CONTACT MEMBER
SERVICES
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