
DBM IVR Enrollment System

(Welcome_DBM1.vox) 
Welcome to the State of Maryland Automated Enrollment System for Benefits to begin on July 
1st, available 24 hours a day, 7 days a week during Open Enrollment.

Use this system if you want to change plans, drop or add a plan, add or drop a dependent, or to 
update information for a dependent.

You can also use this system to confirm your benefits at any time, 24/7, during Open Enrollment.

(Welcome_DBM2.vox)
If you are an active State or active Satellite employee, Press 1 now
If you are a retiree, Press 2 now.
If you are a Direct Pay or Satellite Retiree member, you cannot use this system. Please refer to 
your Open Enrollment package for instructions on how to enroll or make changes.

1? 2?

Retiree
Script

Active 
Script

No
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(enterSSN.vox) Please enter your social security number.
(System playback to confirm)

(enterPIN.vox) Enter your four digit PIN 
number (System playback to confirm)

(mainSelection1.vox) Please listen to all of the following options before making your 
selection.  (please emphasize) Remember, flexible Spending Accounts do not carry over and 
you must re-enroll each year.
To enroll in, change, or cancel any benefits, Press 1.
To review the selections you’ve made, Press 2.
Press * at any time to return to the Main Menu.  Press 1 or 2 now.

Confirm Latest 
Benefit Selection for 

New Plan Year

Confirm?

Confirm?

Record 
found?

1?

Yes

Yes

Yes

2?

Yes

No

No

No

Main 
Menu

(NoRecord.vox) Our system cannot find 
the Social Security Number you 
provided. Please contact your Agency 
Benefits Coordinator or Personnel Office 
for assistance.

Hang Up

No

(Information.vox)
Before you begin, please make sure you have your yellow Open Enrollment Benefits Statement available with your 
PIN, your social security number and all the information required for any dependents.  After this call is completed and 
the changes applied, two copies of a Summary Statement will be generated reflecting the new changes and both copies 
will be mailed to your Agency Benefits Coordinator.  If you do not receive your updated Summary Statement within 2 
weeks of this call, please see your Agency Benefits Coordinator immediately.

Active 
Script

Has Active status, but no 
benefit package? Yes

Yes

No

No

No

If Status is 
Satellite Retiree

(Ret_Satellite.vox) Our automated System 
indicates that you are a Satellite Retiree and 
therefore you are unable to use this system.  
Please refer to your Open Enrollment package 
for instructions on how to enroll or make 
changes.

yes

Hang Up

Create blank 
benefit package

Benefits
(p17)
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(ActiveMain.vox) 
To Access Medical OR Prescription OR Dental Plans, press 1. (Pause)
Dependent Record, Press 2. (Pause)
Flexible Spending Account Plan, Press 3. (Pause)
Accidental Death and Dismemberment Plan, Press 4. (Pause)
Life Insurance Plan, Press 5. (Pause)
To review changes made so far, Press 6.
(ActiveMain1.vox) Customer Service Representatives are available between the hours of 8:30 a.m. and 4:30 p.m. 
Eastern Daylight Savings Time, Monday through Friday, except State Holidays and emergencies.  For specific 
plan questions, call the telephone numbers on the inside front cover of your Benefits Guide.  To reach a 
Customer Service Representative, Press "8".  To repeat these options, Press 9.

(HealthMain.vox)
The Medical, Prescription, and Dental Plans 
are 3 separate plans. You must make your 
selections to each plan separately.
For Medical, Press 1. (Pause)
Prescription, Press 2. (Pause)
Dental, Press 3. (Pause)
Return to the main menu, Press *.

(Health_Menu.vox)
To cancel your medical coverage, Press 
1. (Pause)
Enroll or make changes to a Medical 
plan, Press 2. (Pause)
Return to the main menu, Press *.

(Medical_Cancel.vox)
You have chosen to cancel your Medical Plan and you will 
have no medical coverage effective July 1st.
(confirm.vox) If this is correct, Press 1.  Not correct, Press 2.  
(RETURN TO MAIN MENU)

Prescription 
(p5)

21

*2

1 32

Dental 
(p6)

Medical 
Coverage 

(p4)

Yes

(Medical_Cancel_End.vox) 
To continue your enrollment selections, Press *. 
(Pause)
Your medical selection is now complete.  End this 
call, hang up.
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Coverage
Level

(Medical_Coverage.vox)
Select the coverage level for your medical plan
For Employee Only.  Press 1 (Pause)
Employee + 1 child. Press 2 (Pause)
Employee + spouse. Press 3 (Pause)
Employee + domestic partner, press 4  (Pause)
Employee + family.  Press 5 (Pause)
End Stage Renal patients. Press 6 
To repeat these options, press 9 (Pause)
return to the main menu,  press *.
(IF YOU PRESSED 1 - 5 GO TO MEDICAL PLAN OPTIONS
IF YOU PRESSED 6 GO TO CSR OPERATOR)

1-5 CSR

(Medical_Plan.vox)
To Select a  PPO Plan, Press 1 (Pause)
POS Plan, Press 2 (Pause)
EPO Plan, Press 3 (Pause)
return to the main menu,  press *.

(Medical_PPO.vox)
For Carefirst Blue Cross Blue 
Shield PPO, Press 1 (Pause)
United Health Care PPO, Press 2 
(Pause)
To repeat these options press 9 
(Pause)
return to the main menu,  press *

(Medical_POS.vox)
For Aetna POS, Press 1 (Pause)
Carefirst Blue Cross Blue Shield POS, 
Press 2 (Pause)
United Health Care POS, Press 3 
(Pause)
To repeat these options press 9 
(Pause)
return to the main menu,  press *.

(Medical_EPO.vox)
For Aetna EPO, Press 1 (Pause)
Carefirst Blue Cross Blue Shield 
EPO Press 2 (Pause)
United Health Care EPO, Press 3 
(Pause)
To repeat these options press 9 
(Pause)
return to the main menu,  press *.

6

2
3

1

Yes

(Medical_End.vox) If you are adding a new dependent or removing a currently 
enrolled dependent from your coverage, you must return to the main menu.
To complete the dependent record or to continue your enrollment selections, 
press *.  (Pause)
Your medical plan selection is now complete. 
End this call, hang up.

*?

Yes

Yes

Main 
Menu

Hang UpNo

Yes Yes

Yes

(coverage.vox) You have chosen a coverage level of... (repeat coverage level) 
(plan.vox)...with ...  (repeat plan) 
(confirm.vox) If this is correct, press 1; not correct, press 2

1 2

Yes
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Prescription

(Drug_Menu.vox)
To cancel your prescription coverage, Press 1. 
(Pause)
Enroll or make changes to the Prescription Plan, 
Press 2. (Pause)
Return to the main menu, Press *.

2 1

(Drug_Coverage.vox)
Select the coverage level for your prescription plan:
For Employee Only, Press 1. (Pause)
Employee + 1 child, Press 2. (Pause)
Employee + spouse, Press 3. (Pause)
Employee + domestic partner, press 4  (Pause)
Employee + family.  Press 5 (Pause)
To repeat these options, Press 9. (Pause)
Return to the main menu, Press *.
(System confirm selection)
(confirm.vox)If this is correct, Press 1.
Not correct, Press 2.

(Drug_cancel.vox) You have chosen 
to cancel your Prescription Drug 
coverage and you will have no 
prescription drug benefits effective 
July 1st.
(confirm.vox)
If this is correct, Press 1.
Not correct, Press 2.

21

(Drug_End.vox) 
If you are adding a new dependent or removing a currently enrolled 
dependent from your coverage, you must return to the main menu.
To complete the dependent record or to continue your enrollment 
selections, Press *. (Pause)
Your prescription plan selection is now complete.
End this call, hang up.

Yes

*?

Yes

Hang UpNo

Yes Yes

Main 
Menu

Yes

21

Yes

Main 
Menu
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Dental

(Dental_Menu.vox)
To cancel your dental coverage, Press 1. (pause)
Enroll or make changes to a Dental Plan, Press 2 (Pause)
Return to the main menu, press *.

2 1

(DentalCoverage.vox)
Select the coverage level for your dental plan:
For Employee Only, Press 1 (Pause)
Employee + 1 child, Press 2 (Pause)
Employee + spouse, Press 3 (Pause)
Employee + domestic partner, press 4  (Pause)
Employee + family.  Press 5 (Pause)
To repeat these options press 9 (Pause)
Return to the main menu,  press *.

(Dental_Cancel.vox)
You have chosen to cancel your 
Dental coverage and you will 
have no dental coverage effective 
July 1st.

(confirm.vox)
If this is correct, Press 1.   
not correct, Press 2.  

(Dental_Plan.vox)
For United Concordia DPPO, Press 1 (Pause)
United Concordia DHMO, Press 2 (Pause)
To repeat these options Press 9 (Pause)
Return to the main menu,  press *.

(Dental_End.vox) 
If you are adding a new dependent or removing a currently enrolled dependent 
from your coverage, you must return to the main menu.
To complete the dependent record or to continue your enrollment selections, 
press *.  (Pause) 
Your dental plan selection is now complete. 
End this call, hang up.

*?

Yes

Hang UpNo

Yes Yes

No

Main 
Menu

(coverage.vox) You have chosen a coverage level of... 
(repeat coverage level) (plan.vox)...with ...  (repeat plan) 
(confirm.vox) If this is correct, press 1; not correct, press 
2

1 2

Yes

21

Yes

Main 
Menu
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Flexible
Spending

(Spending_Menu.vox) For Flexible Spending Accounts (FSA), please review the 
benefits guide to determine your deduction amounts prior to enrolling in an FSA 
for the new plan year. Claims incurred by same sex spouses, same sex domestic 
partners and children of domestic partners are not eligible for the FSA accounts.

To enroll in an FSA, Press 1.
To cancel your FSA enrollment, Press 2.
To make changes to your FSA enrollment, Press 3.
To return to the main menu, Press *.

1 or 3

2

(Spending_enroll.vox)
For Health Care, Press 1.
For Dependent Day Care, Press 2.
For both, Press 3.
Return to the main menu, Press *.

(Spending_Cancel_Menu.vox) To cancel your 
health care spending account, Press 1. (Pause)
To cancel your Dependent Day Care spending 
account, Press 2. (Pause)
To cancel both your health care and Dependent 
Day Care spending accounts, Press 3. (Pause)
Return to the main menu, Press *.

If Health Care selected:  (HealthCare_Enter.vox) For your 
Health Care Spending Account, please enter the amount you 
want deducted from each paycheck in dollars and cents.  For 
example $125 per pay, Press one, two, five, zero, zero.

If Dependent Day Care selected:  (DayCare_Enter.vox) For 
your Dependent Day Care Spending Account, please enter the 
amount you want deducted from each paycheck in dollars and 
cents.  For example $208.33 press two, zero, eight, three, 
three.

*System Message ( If the employee tries to enroll with less 
than min):  (Spending_min.vox) You have chosen an amount 
less than the minimum required for each paycheck deduction.  
Please refer to your Benefits Guide for account minimums.

*System Message (If the employee tries to enroll greater than 
max): (Spending_max.vox) You have chosen an amount 
greater than the maximum allowed for each paycheck 
deduction.  Please refer to your Benefits Guide for account 
maximums.

System confirm - (selected.vox) You have chosen... (system 
repeat)
(HealthCare.vox) ...for each paycheck deduction for your 
Health Care Spending Account.
(DayCare.vox) ...for each paycheck deduction for your 
Dependent Day Care Spending Account.
(Confirm_amount.vox) If this is correct, Press 1.
Not correct, Press 2. 

1 2

3

Combined
Flex Ben
Choice

(Spending_cancel1.vox) You have canceled 
your...
(Spending_cancel2.vox, Spending_cancel3.vox) 
...health care/dependent day care spending 
account beginning July 1st.
(Spending_cancel4.vox)
If you want to select a new health care / 
dependent day care spending account amount, 
Press 1.
If you do NOT want to select a new health care / 
dependent day care spending account amount, 
Press 2.

12

Yes
(Spending_End.vox) To continue your 
enrollment selections, press *. (Pause)
Your FSA selection is now complete.
End this call, hang up.

*? Hang Up

Yes

Flexible
Spending

Yes

2

Yes

Yes

Main 
Menu

Yes

No

1

Yes
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Combined
Flex Ben
Choice

(HealthCare_Enter.vox) For your Health Care Spending Account, please enter the amount you want deducted from each 
paycheck in dollars and cents.  For example $125 per pay, Press one, two, five, zero, zero.

*System Message ( If the employee tries to enroll with less than min):  (Spending_min.vox) You have chosen an amount less 
than the minimum required for each paycheck deduction.  Please refer to your Benefits Guide for account minimums.

*System Message (If the employee tries to enroll greater than max): (Spending_max.vox) You have chosen an amount greater 
than the maximum allowed for each paycheck deduction.  Please refer to your Benefits Guide for account maximums.

System confirm - (selected.vox) You have chosen... (system repeat)
(HealthCare.vox) ...for each paycheck deduction for your Health Care Spending Account.
(Confirm_amount.vox) If this is correct, Press 1.
Not correct, Press 2. 

(Spending_End.vox) To continue your enrollment selections, press 
*. (Pause)
Your FSA selection is now complete. End this call, hang up.

(DayCare_Enter.vox) For your Dependent Day Care Spending Account, please enter the amount you want deducted from 
each paycheck in dollars and cents.  For example $208.33 press two, zero, eight, three, three.

*System Message ( If the employee tries to enroll with less than min):  (Spending_min.vox) You have chosen an amount less 
than the minimum required for each paycheck deduction.  Please refer to your Benefits Guide for account minimums.

*System Message (If the employee tries to enroll greater than max): (Spending_max.vox) You have chosen an amount greater 
than the maximum allowed for each paycheck deduction.  Please refer to your Benefits Guide for account maximums.

System confirm - (selected.vox) You have chosen... (system repeat)
(DayCare.vox) ...for each paycheck deduction for your Dependent Day Care Spending Account.
(Confirm_amount.vox) If this is correct, Press 1.
Not correct, Press 2. 

21

Yes

Yes

21

Yes

Yes

*? Hang Up

Main 
Menu

Yes

No
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PA 
AD&D

(PAD_Menu.vox)
To cancel your Accidental Death and Dismemberment coverage, Press 1. 
(Pause)
Enroll or make a change to the Accidental Death and Dismemberment 
coverage, Press 2. (Pause)
Return to the main menu, Press *.

2

(PAD_SelectAmount.vox) 
Select a coverage amount:
For $100,000, Press 1. (Pause)
$200,000, Press 2. (Pause)
$300,000, Press 3. (Pause)
Return to the main menu, Press *.

(PAD_Cancel.vox) You have chosen to 
cancel your Accidental Death and 
Dismemberment coverage effective July 
1st.
(confirm.vox) If this is correct, Press 1.  
Not correct, Press 2.

1

(PAD_SelectCoverage.vox)
Select the coverage level:
For Employee Only, Press 1. (Pause)
Family Coverage, Press 2. (Pause)
Return to the main menu, Press *.

21

(PAD_End.vox)
To continue your enrollment selections, Press *. (Pause)
Your Accidental Death and Dismemberment plan 
selection is now complete.
End this call, hang up.

Yes

*?

Yes

Hang UpNo

Yes Yes

Main 
Menu

Main
Menu

Yes

No

(coverage.vox) You have chosen a coverage level of... 
(repeat coverage level) (PAD_amount.vox) ...in the 
amount of... (repeat coverage amount)  
(confirm.vox) If this is correct, Press 1.  Not correct, 
Press 2.

1 2

Yes
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Life
Insurance

(Life_Main.vox)
Before adding Spouse, Domestic Partner or Child Life Insurance these dependents must first be on your 
Dependent File. If they are not, you must first press * for the main menu and 2 for Dependent Information 
to add these dependents.  Allow 48 hours for dependent file updates before calling back to enroll.  After 
each selection, you will be given the opportunity to return to the Life Insurance menu for additional 
enrollments.
To add, cancel or change Employee Life Insurance, Press 1. (Pause)
Add, cancel or change Spouse or Domestic Partner Life Insurance, Press 2. (Pause)
Add, cancel or change Child or Children Life Insurance, Press 3. (Pause)
Return to the main menu, Press *.

(Life_Menu.vox)
To cancel Life Insurance coverage, Press 1. 
(Pause)
Enroll or change Employee Life Insurance, 
Press 2. (Pause)
Return to the main menu, Press *.

(Life_Enter.vox) Enter a dollar amount in multiples of $10,000 
up to a maximum of $300,000.  For $20,000 enter 2, 0, 0, 0, 0. 
(System to confirm dollar selection)
*System Message: (if amount is above $50,000)
(Life_Max.vox) You have selected an amount that requires you 
to submit a statement of health form.  Please see your agency 
benefits coordinator for this form.
*System Message: (if reducing employee life insurance before 
dependents) (Life_Reduce.vox) You have chosen to reduce 
your life insurance amount.  Dependent life Insurance cannot 
be greater than 50% of your life insurance.  You must reduce 
the value of your dependent insurance before reducing your 
own.

(Life_Cancel.vox) 
You have chosen to cancel your Life 
Insurance effective July 1st.
(confirm.vox) If this is correct, Press 1.  Not 
correct, Press 2.

2

1 2 3

Spouse/
Domestic 
Partner

1

Child

(LifeIns_End1.vox) To add Dependent life Insurance, Press 7.
To continue your enrollment selections, Press *. (Pause)
Your Life Insurance selection for yourself is complete.
End this call, hang up.

*?

Yes

Hang UpNo

Yes Yes

21

Yes

(LifeIns_End2.vox) 
To continue your enrollment 
selections, Press *. (Pause)
Your Life Insurance selection for 
yourself is complete.
End this call, hang up.

No

Main 
Menu

Yes

Yes

Life
Insurance

*?

Yes

Hang UpNo7?

Yes

Main 
Menu

Main 
Menu
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Spouse/
Domestic 
Partner

(Life_Spouse.vox) To cancel spouse or domestic partner life insurance, Press 1. (Pause)
To enroll or change life Insurance coverage for your spouse or domestic partner, Press 2. (Pause)
Return to the main menu, Press *.

*System Message:  (If there is no spouse or domestic partner on the dependent file) 
(Life_addSpouse.vox) Before enrolling in life insurance, you must first add your spouse or domestic 
partner by pressing * for the main menu and 2 for Dependent Information.  Please allow 48 hours for 
dependent file updates before calling back to enroll in Life Insurance.

(Life_Spouse_Amount5K.vox) A spouse’s or domestic partner’s life insurance 
amount can not be greater than 50% of your life insurance amount.  Enter a 
dollar amount in multiples of $5,000 up to a maximum of $150,000. For 
$10,000, enter 1, 0, 0, 0, 0. (System to confirm dollar selection) 

*System Message: (if amount entered is over $150,000 or not a multiple of 
5,000)  (Life_DepOver.vox) You have entered an invalid amount.  Enter an 
amount in multiples of $5,000 and not greater than 50% of your life insurance 
amount. (back to enter amount menu)

*System Message: (if no employee life insurance has been selected)  
(Life_select.vox) You must enroll in life insurance for yourself before you can 
enroll in life insurance for your dependents. (return to main life insurance menu)

*System Message: (if amounts selected is over $25,000)  (Life_statement.vox) 
You have selected an amount that requires you to submit a statement of health 
form.  Please see your Agency Benefits Coordinator for this form.

*System Message: (if increasing the amount of insurance greater than the 50% of 
the employee’s life insurance) (Life_Spouse50.vox) To continue, you must 
increase your life insurance amount or decrease your spouse or domestic 
partner’s life insurance amount. (return to main life insurance menu)

(Life_CancelSpouse.vox)
You have chosen to cancel Spouse or 
domestic partner Life Insurance 
effective July 1st.
(confirm.vox)
If this is correct, Press 1.  
Not correct, Press 2. 

2 1

(Life_SpouseEnd2.vox)
To return to the life insurance 
menu, Press 7. (Pause)
To continue your enrollment 
selections, Press *. (Pause)
Your life insurance selection is now 
complete. End this call, hang up.

1 2

Main
Menu

Yes Yes

Yes

(Life_SpouseEnd1.vox) To return to the life insurance menu, Press 7. 
(Pause) To continue your enrollment selections, Press *. (Pause)
Your spouse or domestic partner life insurance selection is now 
complete. End this call, hang up.

Life
Insurance

*?

Yes

Hang UpNo7?

Yes

Yes

No

Main 
Menu

FY2011-2012 Active Script

Page 11 (Revised 2/15/2011)



Child

(Life_Child.vox) To cancel child life insurance, Press 1. (Pause)
To enroll or change life insurance for your child or children, Press 2. (Pause)
Return to the main menu, Press *.

*System Message:  (If there is no child or children on your dependent file) 
(Life_addChild.vox) Before enrolling in child life insurance, you must first add your child or 
children by pressing * for the main menu and 2 for Dependent Information.  Please allow 48 
hours for dependent file updates before calling back to enroll in Life Insurance.

(Life_Child_Amount5K.vox) The child life insurance amount can not be 
greater than 50% of your life insurance amount.  Enter a dollar amount in 
multiples of $5,000 up to a maximum of $150,000. For $10,000, enter 1, 0, 
0, 0, 0. (System to confirm dollar selection)

*System Message: (if amount entered is over $150,000 or not a multiple of 
5,000)  (Life_DepOver.vox) You have entered an invalid amount.  Enter an 
amount in multiples of $5,000 and not greater than 50% of your life 
insurance amount. (back to enter amount menu)

*System Message: (if no employee life insurance has been selected)  
(Life_select.vox) You must enroll in life insurance for yourself before you 
can enroll in life insurance for your dependents. (return to main life 
insurance menu)

*System Message: (if amounts selected is over $25,000)  
(Life_statement.vox) You have selected an amount that requires you to 
submit a statement of health form.  Please see your Agency Benefits 
Coordinator for this form.

*System Message: (if increasing the amount of insurance greater than the 
50% of the employee’s life insurance) (Life_Child50.vox) To continue, you 
must increase your life insurance amount or decrease your child life 
insurance amount. (return to main life insurance menu)

2 1

(Life_cancelChild.vox) 
You have chosen to cancel child Life 
Insurance effective July 1st. 
(confirm.vox)
If this is correct, Press 1.
Not correct, Press 2.

(Life_ChildEnd2.vox)
To return to the life insurance 
menu, Press 7. (Pause)
To continue enrollment 
selections, Press *. (Pause)
Your child life insurance 
selection is now complete.
End this call, hang up.

1 2

Main
Menu

Yes

Yes Yes

Yes

(Life_ChildEnd1.vox) To return to the life insurance menu, Press 
7. (Pause) To continue enrollment selections, Press *. (Pause)
Your child life insurance selection is now complete.
End this call, hang up.

Life
Insurance

*?

Yes

Hang UpNo7?

Yes

Main 
Menu
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Dependent
Info

(DependentMenu.vox) 
Only eligible dependents may be enrolled. Please refer to your benefits guide 
for the list of eligible dependents.
To remove a Dependent from all benefits, Press 1. (Pause)
Add a new Dependent, Press 2. (Pause)
Make changes or corrections to Dependent Information already listed on your 
pre-printed statement, Press 3. (Pause)
Return to the main menu, Press *.

(Dept_Info.vox) 
You are required to provide supporting documentation for any dependent 
added.  Refer to your benefits guide for required documentation for 
dependents and penalties for enrolling ineligible dependents. (Mandatory 
message can not bypass)

(noKeypad.vox) DO NOT USE the telephone keypad when adding a 
dependent.  All dependent information will be manually keyed by our staff 
from your voice recording.  Please speak clearly and slowly.

(Dept_lastname.vox) DO NOT USE the telephone keypad.  At the tone, 
clearly and slowly speak and spell the Last Name of the Dependent.

(Dept_firstname.vox) DO NOT USE the telephone keypad.  At the tone, 
clearly and slowly speak and spell the first name and middle initial of the 
Dependent.

(Dept_gender.vox) DO NOT USE the telephone keypad.  At the tone, say if 
this dependent is a male or a female.

(Dept_DOB.vox) DO NOT USE the telephone keypad.  At the tone, say the 
month, day, and four digit year of this dependent’s birth date.

(Dept_relation.vox) DO NOT USE the telephone keypad.  At the tone, say this 
dependent’s relationship.  For example, spouse, domestic partner, child of 
domestic partner, biological child, grandchild, legal ward, etc.

(Dept_ssn.vox) DO NOT USE the telephone keypad.  At the tone, say the 
social security number for this dependent.

(Dept_phone.vox) DO NOT USE the telephone keypad.  At the tone, say a 
daytime telephone number including area code where you can be reached for 
additional information.  Specify if this is a work, home, or cell phone number.

(Dept_code.vox) Enter the two 
digit number to the left of the 
dependent’s name on your pre-
printed statement.

2 1 3

Yes

Change 
Dependent

YesYes

(Dep_birth.vox) 
The birth date on file for this 
dependent is... (System will 
retrieve and play this 
dependent's birthday to 
confirm)

(Confirm_DepBirth.vox) 
If this is the correct dependent, 
Press 1. Not the correct 
dependent, Press 2.

1

Yes

Dependent
Benefits

AddDept
Complete

2
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(Dept_Health.vox) 
Do you want this dependent covered under your medical plan?  
At the tone, say yes or no.

(Dept_Drug.vox) 
Do you want this dependent covered under your prescription 
drug plan?  At the tone, say yes or no. 

(Dept_Dental.vox) 
Do you want this dependent covered under your dental plan?  
At the tone, say yes or no.

Depen-
dent

Benefits

(Dept_End1.vox)
Allow 48 hours for our staff to update your information.  If you 
added or removed a dependent, you may need to change the 
coverage level to match the number of dependents you are 
covering. For example, if you added a spouse, you may have to 
change your coverage level from “Employee only” to 
“Employee Plus Spouse” for each plan in which you want your 
spouse to be covered.  Remember, medical, prescription and 
dental plans are three separate plans.

To change a plan’s coverage level, Press * for the main menu. 
(Pause)
This dependent transaction is now complete.
End this call, hang up.

*?

Yes

Hang UpNo

Main 
Menu

Record Medical/Prescription/Dental benefits for this 
dependent

AddDep
Complete
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(ChangeDepMenu.vox) 
Select the information you would like to change.
For Last Name, Press 1. (Pause)
First name, Press 2. (Pause)
Gender, Press 3. (Pause)
Birth date, Press 4. (Pause)
Relationship, Press 5. (Pause)
Social Security Number, Press 6. (Pause)
Changing the benefits selection indicator to “yes” or “no”, Press 7.  
(Pause)
To repeat these options, Press 9. (Pause)
Return to the main menu, Press *.

(If you pressed 1)  (Dept_lastname.vox) DO NOT USE the 
telephone keypad. At the tone, clearly and slowly speak and spell 
the last name of the Dependent.

(If you pressed 2)  (Dept_firstname1.vox) DO NOT USE the 
telephone keypad. At the tone, clearly and slowly speak and spell 
the first name and middle initial of the Dependent.

(If you pressed 3)  (Dept_gender.vox) DO NOT USE the 
telephone keypad. At the tone, say if this dependent is a male or a 
female

(If you pressed 4) (Dept_DOB.vox) DO NOT USE the telephone 
keypad. At the tone, say the month, day, and four digit year of 
this dependent’s birth date.

(If you pressed 5) (Dept_relation.vox) DO NOT USE the 
telephone keypad.  At the tone, say this dependent’s relationship.  
For example, spouse, domestic partner, child of domestic partner, 
biological child, grandchild, legal ward, etc.

(If you pressed 6) (Dept_ssn.vox) DO NOT USE the telephone 
keypad.  At the tone, say the social security number for this 
dependent.

Change 
Dependent

(Dept_code.vox) Enter the two digit number to the left of the dependent’s 
name on your pre-printed statement. (System confirm: to confirm that we 
have the correct and current dependent’s birth date in our system)

(Dept_End2.vox) For additional changes to this dependent, Press 
1. (Pause)  Make changes on other dependents, Press 2. (Pause)  
This dependent transaction is now complete.
Return to main menu, Press *. (Pause)  End this call hang up.

1? 2?

Change 
Dependent

*?

Yes

Hang Up

Yes

Main 
Menu

Yes

1-6?
7?

Benefits 
Indicator

*?

YesYes

Main 
Menu

Yes

Change
Dep

Complete

9?

Yes

No
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(Dept_Drug.vox) 
Do you want this dependent covered under your 
prescription drug plan? At the tone, say yes or 
no.

Record the change of Medical, 
Prescription, and Dental benefits for this 
dependent

(Indicator.vox)
In order to avoid errors to the benefit indicators for 
your dependent, you must answer yes or no to the 
next three questions.

Or, press * now to return to the Main Menu.

Benefits 
Indicator

(Dept_Health.vox)
Do you want this dependent covered under your 
medical plan? At the tone, say yes or no.

(Dept_Dental.vox)
Do you want this dependent covered under your 
dental plan? At the tone, say yes or no.

* within 5 
seconds?

No

Yes Main 
Menu

Change
Dep

Complete
Transfer 
to CSR

Between 
8:30am & 
4:30pm M-

F?

No

Yes

(CSRHours.vox)
Customer Service 
Representatives are available 
between the hours of 8:30 a.m. 
and 4:30 p.m. Eastern Daylight 
Savings Time, Monday 
through Friday except State 
Holidays and emergencies.

Transfer
Hang Up
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Confirm Benefit 
Selections for the New 
Plan Year Beginning 

July 1

(Benefit_NoChange.vox)
You did not make changes to your 
current benefits.  Refer to the upper 
right section on your pre-printed 
statement to view the benefits that will 
carry over to the new plan year.

Any 
changes? No

(Sel_noPlan.vox)
If you did not make a new selection 
for a plan, please refer to upper right 
corner of your pre-printed statement.

(Sel_menu.vox) 
Press 9 to repeat this message. (Pause)
Press * to return to main menu. 
(Pause)
End this call hang up.

9? *?

Yes

Hang UpNo

Main 
Menu

Yes

Yes

Main 
Menu

(Benefit1.vox)
You made the following changes for 
the new Plan year beginning July 1st.

(System will play all the latest 
changes caller has made through IVR 
for each plan)

Detail 
Benefits 

(p18)

Benefits
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(Sel_Medical.vox)
Medical coverage is... (play 
Plan name and coverage 
level)
(Sel_premium.vox) ...with a 
premium of... ($$)

Medical 
Cancellation

?
No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_Med.vox) ...Medical 
Plan.

Detail 
Benefits

(Sel_noMedical.vox)
You did not make a medical 
plan change.

Changes on 
medical? No

Yes

(Sel_Drug.vox)
The prescription drug plan... 
(play coverage level)
(Sel_premium.vox) ...with a 
premium of... ($$)

Drug plan 
Cancellation

?
No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_Drug.vox) ...the 
Prescription drug Plan.

(Sel_noDrug.vox)
You did not make a 
prescription plan change.

Changes on 
prescription

?
No

Yes

Detail 
Benefits 

2
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(Sel_Dental.vox)
Dental plan... (play Plan 
name and coverage level)
(Sel_premium.vox) ...with a 
premium of... ($$)

Dental 
Cancellation

?
No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_Dental.vox) ...Dental 
Plan.

Detail 
Benefits

2

(Sel_noDental.vox)
You did not make a Dental 
plan change.

Changes on 
Dental? No

Yes

(Sel_Pad.vox) Accidental 
death and dismemberment 
Plan... (play plan coverage)
(Sel_amount.vox) ...in the 
amount of... ($$)
(Sel_premium.vox) ...with a 
premium of... ($$)

AD&D 
Cancellation? No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_Pad.vox) Accidental 
Death and Dismemberment 
Plan.

(Sel_noPAD.vox)
You did not make an 
Accidental Death and 
Dismemberment plan change.

Changes on  
AD&D?

No

Yes

Detail 
Benefits 

3
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(Sel_HCAdollar.vox)
Healthcare flexible spending 
account with a per pay deduction 
of... ($$)

Health care 
spending 

cancellation?
No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_HCA.vox) Healthcare 
flexible spending account.

Detail 
Benefits

3

(Sel_noHCA.vox)
You have not enrolled in the  
Health Care flexible spending 
account for the year beginning 
July 1st.

Selection on 
health care 
spending?

No

Yes

Detail 
Benefits 4

(Sel_DCAdollar.vox)
Dependent day care flexible 
spending account with a per pay 
deduction of... ($$)

Dependent day 
care spending 
cancellation?

No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_DCA.vox) dependent day 
care flexible spending account.

(Sel_noDCA.vox)
You have not enrolled in the 
dependent day care flexible 
spending account for the year 
beginning July 1st.

Selection on 
dependent day 
care spending?

No

Yes
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Employee Life 
Insurance 

Cancellation?
Yes

No

(Sel_noLi.vox)
You did not make a Life 
insurance plan change.

Changes on 
Life 

Insurance?
No

Yes

(Sel_Spouse.vox) Spouse 
or domestic partner Life 
insurance plan:
(Sel_LifeSpouse.vox) 
With spouse or domestic 
partner life insurance in 
the amount of... ($$)

Spouse/Domestic 
Partner Life Insurance 

Cancellation? No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_Spouse.vox) 
Spouse or domestic partner 
Life insurance plan.

(Sel_Child.vox) Child Life 
insurance plan:
(Sel_LifeChild.vox) With 
child life insurance in the 
amount of... ($$)

Children Life 
Insurance 

Cancellation?
No

Yes

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_Child.vox) 
Child Life insurance plan.

(Sel_Life.vox) Life insurance plan
(Sel_LifeEmp.vox) ...with employee life 
insurance in the amount of... ($$)
(Sel_deduction.vox) ...with a premium 
of... ($$)
(Sel_pretax.vox) ...for pre tax, ... ($$)
(Sel_postax.vox) ...for post tax.

(Sel_cancel.vox)
You have chosen to cancel...
(Sel_Life.vox) 
Life Insurance Plan.

Detail 
Benefits 

4

Return to Benefits page 17

(Sel_noSpouse.vox)
You did not make a 
Spouse or domestic 
partner Life insurance 
change.

Changes on Spouse/
Domestic Partner Life 

Insurance?

(Sel_noChild.vox)
You did not make a 
Child Life insurance 
change.

Changes on 
Children Life 

Insurance?

No

Yes

Yes

No
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