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1 Introduction  

The On-Exchange enrollment process allows consumers and brokers to apply for and enroll in individual health insurance 

coverage through the Virginia State Based Exchange (SBE) marketplace.  

 

The Off-Exchange enrollment process allows consumers and brokers to apply for and enroll in individual health insurance coverage on 

the Portal. Enrollment on the Portal is for QHP Off-Exchange and Non-QHP plans only.  

 

Users will be able to compare health insurance plans and create quotes for individuals and their dependents on the Portal before 

completing the enrollment on the SBE website (On-Exchange) or the Portal (Off-Exchange). 

 

This user guide provides information about the On-Exchange enrollment and Off-Exchange enrollment and benefits management 

process for agents/brokers.
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2 Login Screen 

The Sentara users will be able to login to the portal by using the Optima Portal link that was shared through the welcome email.  Whereas, 

the brokers will continue to follow the current way of logging in from the Sentara main website using the SSO username and password. 
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3 Quoting and Enrollment (On-Exchange) 

The section below provides step-by-step, easy-to-follow instructions for creating quotes and completing the enrollment 

process. 

3.1 Start Quoting Process 

Log in to the Sentara Health Plans Portal using the login credentials.  User will be navigated to Home page. 

Start the quoting process by clicking the Get Online Estimate button highlighted in the below screenshot.  
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You will be navigated to the Basics information entry screen, where you enter the basic information to start building a 

profile for the customer who needs coverage. Enter the customer’s home zip code and the effective date from when the 

customer wants the coverage to be effective. Enter the primary applicant’s Gender, Date of Birth and tobacco usage. For 

details on how to add/remove basic demographic information about the child and spouse, please refer to sections 3.2 and 

3.3, respectively. Also, household size and income could potentially help you find out the subsidy eligibility. 
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3.2 Add Dependent 

Follow below steps to add or remove dependents to the coverage in the basic information capture screen detailed out in 

section 3.1. 

Click on the +Dependent button.      

 

The application displays Dependent section as in the below screenshot. Enter the required dependent information.  You can 

add any number of dependents by clicking + Dependent button.  In case if you choose to remove the newly added 

dependent, click on the -Remove button. 
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3.3 Add Spouse 

Follow below steps to add or remove a spouse to the coverage in the basic information capture screen detailed out in section 

3.1. 

Click the +Spouse button. The application displays Add Spouse section. 

 

The application displays Spouse section as in the below screenshot. Enter the required spouse information.   Enter the 

required information to add a spouse. Click the -Remove button if the user wants to remove spouse details. 
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3.4 View Available Plans 

After adding the Spouse/Dependent details and entering data for all required fields in the Basics section, Click See Plans 

button to view all the available plans. 

 

The application displays plan details as shown below. 
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3.5 Sort and Filter Plans 

You can filter plans by using Filter By or Sort By options in the left pane of the plans page.  

Sort and Filter options are available in the left pane of the plans screen.  

 

User can select different types of filtering as per the requirement. 

Choose the Plan Category (QHP On-Exchange/QHP-Off-Exchange/Non-QHP plans)  

 

The application shows Filter By option by default.  

Click Sort By to sort the plans as per the requirement.   
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3.6 Compare Plans 

You can compare different plans by selecting the specific plan and then clicking the Compare button. 

Click on the Compare checkbox corresponding to the list of plans that you want to compare. Then, click Compare Plans 

button to compare the plans. 

    

 

The application displays the Plans Compare page as shown below.   
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You can perform a few sets of actions to get access to the plan comparison information (refer to the below screenshot) - 

• Click the Email icon and enter the email in the pop-up to receive a PDF file of the comparison of plans.  

• Click the Download icon to get a PDF file of the comparison of plans. 

• Click the Print icon to print a PDF file of the comparison of plans. 

• Click the Close icon to exit the plan comparison screen. 
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3.7 View Summary of Benefits Coverage (SBC) 

Click the SBC button to view or email the summary of benefits and coverage details. 

 

When the View button is clicked, a PDF file is opened explaining the Summary of Benefits and Coverage (SBC).  

 

When the Email button is clicked, a pop-up shows up, allowing the user to enter their email address to send the SBC. 
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3.8 View Plan Details 

Click on More Details button to view all the coverage information.  

              

 

In the Plan Benefits Details section, you can access the PDF using the icons on the upper right corner.  
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Click the Email icon to email the Plan Benefit Details to the specified email ID.       

                

Click the Download icon to download the Plan Benefit Details. 

Click the Print icon to print the Plan Benefit Details. 

Click the Close icon to go back to the plans listing page. 

  



 

 

 
17                                                                                                                                              Sentara Health Plans Portal User Guide 
 

3.9 Plan Checkout to initiate enrollment process 

On the plan listing page, click the Add To Cart button to add an applicable plan to the cart. Click the Cart icon to view all 

the plans added to the cart. 

 

To enroll in a plan, click the grey Select button to select the plan.  

 

Click the Cancel button if the user wants to cancel the quoting. 

Click the Continue Shopping button to go back to the plans section. 

After the plan is selected, click the Begin Enrollment button to initiate enrollment process. 
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The system will display a popup to capture contact details of the primary applicant.  Enter the required details and click on 

the Save button to continue. 

 

The system will display the below informational popup.  Click on the Proceed button to redirect to the Application Details 

screen. 
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3.10 On-Exchange (State Based Exchange) Enrollment Process  

Once the user clicks on the ‘Proceed’ button from section 3.9 above, you will be navigated to the enrollment information 

page as shown below.  This is a landing page where all the information you entered so far gets displayed.  

Important Note: To complete the actual enrollment, you will have to click on the ‘Go to Virginia’s Insurance 

Marketplace Website’ button shown in the below screen to navigate to Virginia’s Insurance Marketplace website. The 

system will open a new window with Virginia’s Insurance Marketplace website. The direct link for Virginia’s Insurance 

Marketplace website is: www.marketplace.virginia.gov. In order to avoid double data entry, you can copy paste all the 

information you have entered so far in the Sentara Portal into Virginia’s Insurance Marketplace by clicking the copy icon 

that’s present next to each field in the below screen. 

Click on the arrow at the right side of the Primary contact details to expand to get ALL details entered.  Please refer to the 

below two screenshots. 

 

 

 

http://www.marketplace.virginia.gov/
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3.11 View Existing Quotes 

Click on the top-level Quote menu.  You will be navigated to below screen.  Then click on the ‘My Quotes’ highlighted in 

the below screenshot. 

 

 

You will be navigated to the My Quotes screen as in the below screenshot.  The application displays the list of quotes 

created by the particular broker or Sentara users.   
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4 Managing On-Exchange Enrollment 

4.1 Update Personal Information 

 

To make changes to the personal information of the customer, you will have to go to Virginia’s Insurance Marketplace 

Website by following below steps. 

Search for the customer from the Customer screen and drilldown on the customer name to navigate to Individual Details 

screen.   

 

Click on the Coverage tab or Coverage Administration tab and click on the Plan Name to navigate to the 

Coverage Detail Screen. 
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You will be navigated to the below coverage detail screen.  Click on the Change Personal Information button. 

 

 

 

The system will display the below popup with the below message indicating that in order to change the personal information 

of the subscriber you will have to go to Virginia’s Insurance Marketplace Website.  You can click on the Virginia’s Insurance 

Marketplace Website logo to get redirected by the system to the Virginia’s Insurance Marketplace Website. 
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4.2 Manage Member (Add/remove dependent) 

 

To make changes to the covered members (add/remove dependent) to the coverage, you will have to go to Virginia’s 

Insurance Marketplace Website by following below steps. 

Search for the customer from the Customer screen and drilldown on the customer name to navigate to Individual Details 

screen.   

 

Click on the Coverage tab or Coverage Administration tab and click on the Plan Name to navigate to the 

Coverage Detail Screen. 
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You will be navigated to the below coverage detail screen.  Click on the Manage Dependent(s) button. 

 

 

 

The system will display below popup with the below message indicating that in order to add a dependent or remove a 

dependent you will have to go to Virginia’s Insurance Marketplace Website.  You can click on the Virginia’s Insurance 

Marketplace Website logo to get redirected by the system to the Virginia’s Insurance Marketplace Website. 
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4.3 Change Coverage 

 

To make changes to the on-exchange coverage, you will have to go to Virginia’s Insurance Marketplace Website by 

following below steps. 

Search for the customer from the Customer screen and drilldown on the customer name to navigate to Individual Details 

screen.   

 

Click on the ‘Change Coverage’ button either from the Coverage tab or Coverage Administration tab as shown 

in the below screenshot. 
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The system will display below popup with the below message indicating that in order to complete the transaction you will 

have to go to Virginia’s Insurance Marketplace Website.  You can click on the Virginia’s Insurance Marketplace Website 

logo to get redirected by the system to the Virginia’s Insurance Marketplace Website. 
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4.4 Manage Renewals (On-exchange Passive Renewal Quote/Plan finalization) 

On the Sentara Health Plans Portal home page click on Customers tab.  

 

The application displays the customer screen.  Perform a search to bring up the expected customer by using various search 

criteria displayed in the below screenshot.  Click on the Customer Name to navigate to the Customer/Individual Detail 

screen.  
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From the below Customer/Individual Detail Screen, click on the Renewal Center link on the left pane (this option is 

available only during the Open Enrollment period to review and confirm the enrollment for the next plan year).  

 

 

You will be navigated to the Renewal Center section of the screen as shown below.  You can view the renewal plan, rate 

details, renewal letter that was sent out to the customer by mail and also view the benefit summary.   

 

You can click on the ‘Renewal Letter’ link shown below to view the renewal letter that was sent out to the selected customer 

by mail. 
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You will see the renewal letter as shown below – 

 

You can download the summary of benefits by clicking the ‘Download Summary’ link shown in the below screenshot. 
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You will see the Summary of Benefit document as shown below – 

 

After reviewing plan, rate, renewal letter and summary of benefits, you can finalize the renewal for the upcoming plan year 

by clicking the ‘Finalize Renewal’ button shown in the below screenshot. 
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The system will display below popup with the below message indicating that to finalize the coverage for the next year you 

will have to go to Virginia’s Insurance Marketplace Website.  You can click on the Virginia’s Insurance Marketplace 

Website logo to get redirected by the system to the Virginia’s Insurance Marketplace Website. 
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5 Quoting and Enrollment (Off-Exchange) 

5.1 Start Quoting Process 

Refer to section 3.1 to 3.5 for steps to create a quote.  The only difference between on-exchange and off-exchange quoting 

is that, to create an Off-Exchange quote, choose only these two plan types.  

 

As a first step, before adding any plans to the cart, select the plan category as either QHP Off-Exchange or Non-QHP Plan 

to view all the off-exchange plans in the below plan listing screen.  
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5.2 Start Enrollment Process  

Select the applicable plan by clicking on the grey Select button and then click on the Begin Enrollment button.  

 

 

The application displays a pop-up to fill in the customer contact details as shown in the below screenshot. Enter the contact 

details and click Save. 
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The application displays Overview Chapter as shown in the below screenshot. Review the instructions and then click on 

the Next button.  

 

The application displays Your Household section. Enter the personal information in the respective fields and click Next. 
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The application displays the Coverage Detail section. Click Next to display Supporting Information section. 

 

Enter the Insurance Broker and Agency information and click Add. Click Next to proceed. 

 

 Add the required attachments and click Add. Click Next button. 
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You will be navigated to the below Accidental and Sickness Insurance confirmation page.  Choose the applicable answer 

and click Next. 

 

You will be navigated to the below Authorization screen.  Electronically sign in to the application and click Submit 

Application button. The application will be sent for review. 
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To make the payment, click on Pay button. The application will be redirected to make the payment. 

To download the application details into pdf, click on Download Application button. 

 

  



 

 

 
40                                                                                                                                              Sentara Health Plans Portal User Guide 
 

5.3 Managing Renewal (Off-Exchange Passive Renewal Quote/Plan finalization) 

 

On the Sentara Health Plans Portal home page click on Customers tab.  

 

The application displays the customer screen.  Perform a search to bring up the expected customer by using various search 

criteria displayed in the below screenshot.  Click on the Customer Name to navigate to the Customer/Individual Detail 

screen.  
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From the below Customer/Individual Detail Screen, click on the Renewal Center link on the left pane (this option is 

available only during the Open Enrollment period to review and confirm the enrollment for the next plan year).  

 

 

You will be navigated to the Renewal Center section of the screen as shown below.  You can view the renewal plan, rate 

details, renewal letter that was sent out to the customer by mail and also view the benefit summary.   

 

You can click on the ‘Renewal Letter’ link shown below to view the renewal letter that was sent out to the selected customer 

by mail. 
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You will see the renewal letter as shown below – 

 

You can download the summary of benefits by clicking the ‘Download Summary’ link shown in the below screenshot. 
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You will see the Summary of Benefit document as shown below – 

 

After reviewing plan, rate, renewal letter and summary of benefits, you can finalize the renewal for the upcoming plan year 

by clicking the ‘Finalize Renewal’ button shown in the below screenshot. 
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You will be navigated to the below screen where you can select the plan for the customer to be enrolled for the next plan 

year. Click on the ‘Select Plan’ checkbox highlighted in red and hit the Next button as shown in the below screenshot. 

 

You will be navigated to the final confirmation page to review.  After reviewing the information on the confirmation page, 

you can click on the ‘Finalize Renewal’ button to confirm the enrollment for the upcoming plan year. 



 

 

 
45                                                                                                                                              Sentara Health Plans Portal User Guide 
 

 

Now, the selected customer is all set with the enrollment for renewal year. 
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5.4 Managing Renewal (Off-Exchange Alternate Renewal Quote/Plan finalization) 

 

On the Sentara Health Plans Portal home page click on Customers tab.  

 

The application displays the customer screen.  Perform a search to bring up the expected customer by using various search 

criteria displayed in the below screenshot.  Click on the Customer Name to navigate to the Customer/Individual Detail 

screen.  
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From the below Customer/Individual Detail screen, click Renewal Center link on the left pane (this option is available only 

during the Open Enrollment period to review and confirm the enrollment for the next plan year).  

 

 

You will be navigated to the Renewal Center section of the screen as shown below.  You can view the renewal plan, rate 

details, renewal letter that was sent out to the customer by mail and also the benefit summary.   

 

To create an alternate renewal quote, click on the ‘Create Renewal Quote’ button highlighted in the below screenshot. 
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You will be navigated to the plan listing page as shown in the below screenshot.  By default, the filter will be applied to 

display the off-exchange plans.  You can review the plan and rate details.  After choosing the right plan, click on the ‘Add to 

Cart’ button.  As soon as the you click on the ‘Add to Cart’ button, you will be automatically navigated/redirected back to 

the Customer/Individual Detail Screen. 

 

You can then click on the ‘Renewal Center’ link on the left pane to navigate to the renewal center screen again.  Now you 

will see both passive renewed quote as well as alternate renewal quote generated in the above step.  After reviewing the 

details on this page, click on the 'Finalize Renewal’ at the bottom of this renewal center section. 
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You will be navigated to the below screen where the you can choose which of the quote to be selected for finalizing the 

renewal.  You will have to click on the ‘Select Plan’ checkbox in the alternate quote tile if you prefer to renew the customer 

into alternate renewal quote.  After selecting the required quote, click on the ‘Next’ button.   

 

 

You will be navigated to the final confirmation page as shown below.  Double check on the plan and rate and then click on 

the ‘Finalize Renewal’ button to confirm the renewal for the upcoming plan year. 



 

 

 
50                                                                                                                                              Sentara Health Plans Portal User Guide 
 

 

 10. Now, the selected customer is all set with the enrollment for renewal year. 
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6 Manage Off-Exchange Enrollment 

6.1 Manage Member (Add/remove dependent) 

Search for the customer from the Customer screen and drilldown on the customer name to navigate to the Individual 

Details screen.   

 

From the Customer/Individual Details screen, expand Coverage tab.  Click on the Plan Name of the specific coverage for 

which you want to add or remove covered dependents.  
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Once the user navigates to Plan Detail screen, click on ‘Manage Dependent(s)’ button. 

 

On the Manage Dependent screen you will have the options to Add/Remove/Edit Spouse and Dependents. When you click 

on the Add Dependents button, the below popup gets displayed. 

 

After entering the dependent details, click on the Save button to navigate back to Manage Dependent screen.  Click on 

Next button to submit the process. 
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6.2 Change Coverage 

 

User can change benefits through the Sentara Health Plans Portal by clicking on the Change Coverage button from the 

Coverage or Coverage Administration tab. 

Search for the customer from the Customer screen and drilldown on the customer name to navigate to Individual Details 

screen.   

 

Click on the ‘Change Coverage’ button either from the Coverage tab or Coverage Administration tab as shown 

in the below screenshot. 
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You will be navigated to the below screen.  Review the information.  Select appropriate Change Effective date and click the 

Next button. 

 

You will be navigated to the below screen to enter contact information and address details.  Provide the required details and 

click on the Next button. 
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You will be navigated to the dependent information screen as shown below.  You will be able to add spouse from the 

coverage and also add dependent from the coverage by clicking the highlighted buttons.  After entering the information, 

click on the See Plans button. 
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The system will display the plan listing page with the list of all available plans as shown in the below screen.  Choose a plan 

and click on the Select button and click Next button. 

 

You will be navigated to the Plan confirmation page as shown below and click Next button. 

 

You will be navigated to the Attachment screen.  Please upload all the supporting document as the attachment and then click 

on the Next button. 
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You will be navigated to the Monthly Premium Rate display page.  Review the information and then click on the Continue 

button. 

 

 

You will be navigated to the Confirmation of Submission page.  Click on the Finish button to complete the Change 

Coverage process. 
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7 Customers Tab  

The central hub of the application is the customer screen. This screen displays a comprehensive repository of customer 

information, accessible to all Sentara users. This screen is accessible to Brokers as well, but the list of customers they see 

would be limited to their own customers. 

7.1 Customers Listing Screen 

1. When the user clicks on a customer's name from the below list, the system seamlessly directs them to the Customer 

Details screen (Refer to section 7.2). The customer detail screen provides in-depth information about the selected 

customer. 

        

User can click the Reset button to clear all inputted text from the search fields. 

User can click the Search button to initiate filtering by search fields inputted.  
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7.2 Customer Details  

On the Customer Detail Screen, users can seamlessly view and administer the specifics of the selected customer. This 

encompasses examining additional information regarding customers, details about dependents, and a comprehensive history 

of coverage. Additionally, users can delve into responsible person details related to Child Only policies, explore the 

Renewal Center to view renewal plans, and conveniently access renewal documents. The screen also serves as a centralized 

repository for managing essential notes and documents, facilitating efficient customer information management. In the 

subsequent sections below, we will go over details of each sub-sections of the screen (called accordions). 

 

7.3 Additional Member Info 

Access: This section displays additional details about the customers.  This section is accessible only to the Sentara users. 

Though external brokers would have access to the main Customers screen, this additional member info section is not 

accessible to brokers.   
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7.4 PCP Details 

Access: This section is accessible only to Sentara users.   

This section displays the Primary Care Provider details of the selected customer. 
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7.5 Coverage 

Access: This section is accessible to both Brokers and Sentara Users. 

In this section the user will find an overview of coverages associated with the selected customer. The presentation is 

organized into two distinct tabs: one for currently active coverages and another for historical coverages. 

 

Active Tab: 

On this tab, the user will find a compilation of active coverage periods for the current plan year. Multiple coverage spans 

may appear in instances where the user has made changes to their coverage within the current year. 

If there are no active coverage for the current year, then the system will display a message - “Your enrollment is either 

incomplete, pending or under review at this time. Please check your application status in the Shop for Plans section, click 

My Quotes and then the Quote# for more details.”  

History Tab: 

On this tab, the user will find a compilation of coverages since the time the customer is associated with Sentara. 
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7.6 Coverage Administration 

Access: This section is accessible only to Sentara users. 

Exactly similar to Coverages accordion detailed out in section 7.5, this Coverage Administration accordion also display the 

coverages enrolled by the subscriber for different plan year.  In addition to that this a lot more additional information about 

the coverages can be viewed in this section that includes different type of rates, rate effective dates, status, etc. 

 

From the Enrollment Year filter, the user can choose the year. The system will display all the coverages specific to that 

enrollment year.  User may choose to select ‘All’ option to display all coverages across all enrollment years. 

 

1. The filter in the Coverage Administration accordion works in combination with both Enrollment Year and Status.  

Assume, the user wants to see all the Active coverage for a specific year, then then user will have to select the particular 

Enrollment Year and also select the status as ‘Active’.  In addition to the ‘Active’ status, the Status filter allows filtering 

by other statuses like ‘Pending’, ‘Pending Approval’, and ‘Inactive’. 
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7.7 Current Monthly Premium 

 

Access: This section is accessible only to Sentara users. 

This accordion is applicable only for State Exchange enrollments.  Not applicable for Off-Exchange and FFM enrollments.  

The state exchange sends out expected monthly premium to be collected from the customers based on the user’s coverage.  

The financial information sent by state exchange get displayed here. 

 

 

 

7.8 Dependents  

Access: This section is accessible to both Brokers and Sentara users. 

This accordion displays all the dependent details of the selected customer. 
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7.9 Address 

Access: This section is accessible to both Brokers and Sentara users. 

This accordion displays the current and historical Home and Mailing addresses of the selected customer. 

You can add a new address by clicking on the Add button. 

 

 

 

 

7.10 Quotes 

Access: This section is accessible to both Brokers and Sentara users. 

This accordion displays all the quotes created by the Broker or the Sentara user. 

Additionally, the user can click on the ‘Create Quote’ button to create new quotes.  

 

 

7.11 Producer 

Access: This section is accessible to Sentara users only. 

This accordion displays the producer (Broker on Record) associated with the selected customer.  Also, users can see a 

history of different producers associated to the selected customers.  The Relationship Effective Date indicates the date when 

the producer got associated with the selected customer.  The Relationship Termination Date indicates the date when the 

producer got disassociated with the selected customer. 
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For on-exchange customers, the producer relationship details come from the EDI 834 file.  For off-exchange customers, the 

broker gets associated at the time of enrollment process. 

Additionally, the Sentara users can associate a new producer by following below steps. 

 

Adding New Producer to the customer: 

1. Click on the ‘Add’ button from the Producer accordion. 

2. The system displays the Add Producer pop-up as shown below.  Associating another producer to a customer profile 

can be done through manually searching and associating a new producer through this pop-up window. Enter the 

Effective Date from when the new producer needs to be associated to the customer. Users can search for the 

producer details by providing various search criteria as shown in below screenshot. Clicking the Search button will 

display the list of all the matching producers to choose from and associate. 
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3. Choose the producer and click Save button as shown in below screenshot. 
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7.12 Renewal Center 

Access: This section is accessible to both Brokers and Sentara users. 

This accordion gets displayed only during the Open Enrollment Period.   

Users can view the renewal plan and rate information for the selected customer in this accordion.  Upon consent from the 

customer, brokers or the Sentara users may choose to finalize the renewal on behalf of the customer.  Refer to the below 

sections for details on the renewal finalization scenarios –  

Section 4.3 Manage Renewals (On-exchange Passive Renewal Quote/Plan finalization) 

Section 5.3 Manage Renewals (Off-Exchange Passive Renewal Quote/Plan finalization) 

Section 5.4 Manage Renewals (Off-Exchange Alternate Renewal Quote/Plan finalization) 

 

 

 

7.13 Renewal Documents 

Access: This section is accessible to both Brokers and Sentara users. 

This accordion displays the renewal letter that was sent to the customer as part of the renewal packet. 

User will be able to click on the filename hyperlink to download/view the renewal letter. 
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7.14 Payments 

Access: This section is accessible to Sentara users only. 

This accordion displays the binder payments received from CSC as the data feed. 

Sentara users (with Carrier Admin role) can add the binder payment details manually by clicking the ‘Add’ button. 

 

2.  The user will have to fill in all the payment related information in the below Add Payment Popup and click the Save button.           
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7.15 Responsible Person 

1. Access: This section is accessible to Sentara users only. 

2. Responsible person information is applicable only for Child Only Policy Enrollments.  The users can view the responsible 

person contact information of the selected customer. 

3. Users can click on the ‘Add’ button to add a new responsible person, as needed. 

 

 

 

 

7.16 Notes 

1. Access: This section is accessible to Sentara users only 

2. Users can manage their Notes specific to the selected customer in this accordion. 

3. For adding notes, click Add Notes button, enter the note and then click the Save button. 
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7.17 Documents 

1. Access: This section is accessible to Sentara users only 

2. Users can manage the Documents (Attachments) of the selected customer in this accordion. 

3. To add a new document, click on the Add Document button, choose the type of document and click the Choose File 

button to upload the file. Click the Save button. 
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8 Producers Tab 

8.1 Producer Listing 

The producer tab lists all the producers available in the system, including both Active and Terminated.  When you navigate 

to this screen, by default you will see the search section.  Enter the required search criteria and click the Search button.  The 

system will display the matching producers as shown in the below screenshot. 

To view the details of the producer, click on the producer name hyperlink.  You will be navigated to the producer detail 

screen. 

  



 

 

 
73                                                                                                                                              Sentara Health Plans Portal User Guide 
 

8.2 Producer Details 

The details of the producer and their customers are displayed here. The system has provision to perform search on the 

customers to bring up the required customers.  Click the Search icon to input the search criteria and then click on the 

Search button to initiate the search for a specific customer associated to the producer. 

 

Click on the Customer Name hyperlink to view the complete details of the selected customers.  When you click on the Customer 

Name hyperlink in the above screen, you will be navigated to the Customer/Individual Details screen detailed out in the Section 7 in 

this document. 

 

You can view the agency to which this producer is associated by clicking on the Agencies accordion in the producer screen. 
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9 Agency Tab 

9.1 Agency Listing 

 The agency tab lists all the agencies available in the system. When you navigate to this screen, by default you will see the 

search section.  Enter the required search criteria and click the Search button.  The system will display the matching 

agencies as shown in the below screenshot. 

To view the details of the agency, click on the agency name hyperlink.  You will be navigated to the agency detail screen. 

 

9.2 Agency Details 

The details of the agency and their producers are displayed here. The system has provision to perform search on the 

producers to bring up the required producer(s).  Click the Search icon to input the search criteria and then click on the 

Search button to initiate the search for a specific producer associated to the agency. 
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10 Customer Termination & Reinstatement 

10.1 Termination 

Access: Customer Terminations can be done by Sentara users only. 

Customer termination can be performed on an Off-exchange, FFM and SBE (State based exchange) customers, but the user 

will have to choose the appropriate reason that are applicable.  For example, for SBE customers, issuer can perform and 

send only non-pay cancellation and termination.  So, the user will have to choose the appropriate termination reason. 

Sentara users can terminate a customer by searching for the customer in the customer screen.  Then drilldown on the 

customer name to navigate to the customer detail screen. Follow below steps to initiate the termination process. 

On the Sentara Health Plans Portal home page click on Customers tab.  

 

The application displays the customer screen.  Perform a search to bring up the expected customer by using various search 

criteria displayed in the below screenshot.  Click on the Customer Name (for example, Patric as shown in the below 

screenshot) to navigate to the Customer/Individual Detail screen.  
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The portal will display the 'Terminate' button in the customer detail screen.  The 'Terminate' button can be used to terminate 

an active customer or update the termination date of an already terminated customer.   

To initiate the termination process, click on the 'Terminate' button.   
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The system will display a popup as shown in the below screenshot.  Provide the Termination Date, Termination Reason, 

select Send to CSC as Yes or No to indicate whether the termination transaction needs to be transmitted to CSC or not.  

Also, enter the notes with any additional information about the termination.  Click on Terminate button. 

 

The system will perform termination for the selected customers.  Notes provided in the above popup will be visible in the 

‘Notes’ accordion detailed out in section 7.16. 
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10.2 Reinstatement 

  

Access: Customer Reinstatement can be done by Sentara users only. 

Customer Reinstatement can be performed on Off-exchange and FFM customers only.  Reinstatement is not applicable for 

State Based Exchange customers.  User will have to choose the appropriate reason that are applicable at the time of running 

the reinstatement flow.   

Sentara users can reinstate a customer by searching for the customer in the customer screen and then drilldown on the 

customer name to navigate to the customer detail screen. Follow below steps to initiate the reinstatement process. 

On the Sentara Health Plans Portal home page click on Customers tab.  

 

The application displays the customer screen.  Perform a search to bring up the expected customer by using various search 

criteria displayed in the below screenshot.  Click on the Customer Name (for example, Patric as shown in the below 

screenshot) to navigate to the Customer/Individual Detail screen.  
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The portal will display the 'Reinstate' button in the customer detail screen.  The 'Reinstate' button can be used to reinstate the 

terminated customer.     

To initiate the reinstatement process, click on the 'Reinstate' button. 
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The system will display a popup as shown in the below screenshot.  The system with auto populate reinstate date with a date 

of termination date plus one, for example, if the termination date is 8/31/2023, then the reinstatement date will be auto 

populated as 9/1/2023.  You will have to select the reinstatement reason and select Send to CSC as Yes or No to indicate 

whether the reinstatement transaction needs to be transmitted to CSC or not.  Also, enter the notes with any additional 

information about the reinstatement. Click on the Reinstate button. 

 

 

The system will perform the reinstatement for the selected customers.  Notes provided in the above popup will be visible in 

the ‘Notes’ accordion detailed out in section 7.16. 
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11 Bulk Termination 

11.1 Batch Termination 

This functionality is available only for those who play the Carrier Administrator role within Sentara users list. 

This process can be used to terminate customers in bulk by uploading a csv file or by adding each customer manually by 

clicking Add button. 

Batch termination process can be invoked from the Bulk Termination top level menu as shown in the below screenshot.  

Click on the Batch Termination menu item. 

 

 

You will be navigated to the below Batch Termination Screen. 

 

Click on Current tab to view all records currently being processed for termination. 

Click on Error tab to view all error records that need edits and fixes.  
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By clicking on the Search button, you can search for records in the current, error and history tabs. 

Click on the History tab to view all the previous records that have been terminated or cancelled.  

There is a search functionality to find past terminated and cancelled records. See records with the following characteristics: 
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Import button: 

Click the Import button to terminate a set of customers from a file. The file must be in .csv format.  To initiate the file 

import process, click on the Import button. 

 

The system will display below popup. Click Choose File button to upload the csv file that contains the list of customers to 

be terminated. After uploading the file, click the Submit button to initiate the Batch Termination process. 

 

 

 

 

Add button: 

Click on the Add button to terminate a single customer. 
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When you click on Add button, below screen will be displayed.  Enter the details of the customer as prompted in the below 

popup to be deleted and click on the Terminate button. 
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11.2 Update Termination Date 

 

This functionality is available only for those who play the Carrier Administrator role within Sentara users list. 

This process can be used to update the term date to a lesser termination date in bulk by uploading a csv file or by adding 

each customer manually by clicking Add button. 

Batch Update Termination Date process can be invoked from the Bulk Termination top level menu as shown in the 

below screenshot and then clicking on the Update Termination Date menu item. 

 

 

 

You will be navigated to the below screen.   

 

Click on Current tab to view all records currently being processed. 

Click on Error tab to view all error records that need edits and fixes.  

By clicking on the Search button, you can search for records in the current, error and history tabs. 
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Click on the History tab to view all the previous records that have been submitted to update the termination date.  

There is a search functionality to find past submitted records. See records with the following characteristics: 

 

 

 

Import button: 

 Click the Import button to update the termination date for a set of customers from a file. The file must be in .csv format.  

To initiate the file import process, click on the Import button. 

 

The system will display below popup. Click Choose File button to upload the csv file that contains the list of customers to 

be terminated with a lower termination date. After uploading the file, click the Submit button to initiate the Batch 

Termination process. 
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Add button: 

Click on the Add button to update the termination date for a single customer 

 

When you click on Add button, below screen will be displayed.  Enter the details of the customer as prompted in the below 

popup to be deleted and click on the Terminate button. 
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12  Agent Details 

12.1 Broker Details Screen 

As a broker when you login to the Sentara portal using SSO, you will see the below screen where you will have to provide some key 

information. 

 

 

 

 

12.2 Address Details 

You can view your address details in the below screen. 
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12.3 License Details 

You can view your license details in the below screen. To Add your license details newly, click on the Add button. 

 

 

The system will display the below popup.  Update the license information and click the Save button. 

 

 

 

12.4 National Producer Number (NPN) Details 

You can view your National Producer Number (NPN) details in the below screen.  If you want to add new NPN or edit an existing 

NPN, click on the Edit button shown in the below screenshot. 



 

 

 
93                                                                                                                                              Sentara Health Plans Portal User Guide 
 

 

 

Provide the Producer# (NPN) and then again confirm the re-entering the producer# (NPN) and then click on the Save button. 

 

 

 

12.5 FFM Login Details 

You can view your FFM Login details in the below screen. To add new FFM Login details or edit an existing FFM login details, 

click on the Edit button as shown in the below screenshot. 
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Provide the FFM Login ID and then again confirm by re-entering the FFM Login ID and then click on the Save button. 
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13  Glossary  

 

CMS Center for Medicare and Medicaid Innovation 

 

EDE 

 

Enhanced Direct Enrollment 

FFM  

 

Federally Facilitated Marketplace 

SBC Summary of Benefits Coverage 

 

SBE 

 

State Based Exchange 

 

NPN 

 

CSC 

 

PCP 

 

 

 

Nurse Practitioner Number 

 

Clinical Support Coordinator 

 

Primary Care Provider 

 

 


