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Agenda
• Prepare for 2024 OE with HBR Training
• Premium Payment Reconciliation 

Reminder
• Processing Qualifying Life Events
• Reminder: End of COVID Public Health 

Emergency
• 2023 HBR Monthly Webinars



Prepare for 2024 Open Enrollment with HBR Webinars
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• The State Health Plan is holding Open Enrollment training webinars 
for HBRs in July. 

• Trainings will cover important information regarding 2024. Reserve 
your spot to ensure you have the information you need to best serve 
your employees! Click below to register for the one that best fits your 
schedule.

• Open Enrollment HBR Trainings Dates/Times:

July 19 – 2 p.m. 

July 20 – 10 a.m.

July 25 – 10 a.m.

July 27 – 2 p.m.

SAVE the DATE:
2024 Open Enrollment will be 

held October 9-27, 2023.

https://register.gotowebinar.com/register/1589862358346562392
https://register.gotowebinar.com/register/8705059387405972569
https://register.gotowebinar.com/register/8173987574608964693
https://register.gotowebinar.com/register/5032082520704178778


Premium Payment Reconciliation Reminder

• All premium payments are due by the first of the effective month. Employing units are required to pay as billed. 

• Each employing unit should reconcile their invoice every month to ensure that enrollment changes are 
captured appropriately.

• It is critical that the employing unit is cognizant of their billing cutoff window so that any terminations or 
additions impacting the invoice are finalized prior to the cutoff. If an enrollment correction is needed, it must 
be processed prior to the cutoff date of the next month’s premium invoice; otherwise, it will not be reflected in 
the next month’s invoice. 

• Updates made and approved in eBenefits 48 hours before your bill date should show on your next invoice. In 
the event an enrollment appears to be accurate in eBenefits but inaccurate on the invoice, you must open a 
case to Benefitfocus account management via One Place 365 so they can research the discrepancy. 

• Employing units should not remit payment based on changes they anticipate will take place after the billing 
cutoff. Underpaying the invoice because of a termination that was processed after the cutoff, for example, 
impacts the claims processing timeline for the entire employing unit.

• The State Health Plan holds all claims as of the effective date of the billing month and only advances the “paid 
through” date once the premium invoice is paid in full.

• The Plan will not approve enrollment correction exceptions more than two billing cycles in arrears.

|       44



• Qualifying Life Events (QLE) continue to be a challenge for some 
employing units to manage. 

• The challenges the Plan often sees include: 

• Employees not processing QLEs within the enrollment window

• Employees not using the correct QLE reason code

• Employees and Health Benefit Representatives (HBRs) not 
understanding the QLE effective date rules
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Processing Qualifying Life Events



End of COVID-19 Public Health Emergency
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• The State Health Plan put multiple temporary benefit provisions in place to assist Plan members during the COVID-19 
public health emergency. 

• In January 2023, the federal government announced that the COVID-19 public health emergency will end on May 11, 
2023. 

• Here’s what it means to employees regarding coverage as it relates to COVID-19:

• The Plan will continue to cover both the cost of the COVID-19 vaccine and vaccine administration at 100% when 
employees receive the vaccine at an in-network provider as part of the Plan’s preventive care benefits. If 
employees receive any other service during the visit, the visit may be subject to a copay. This is true for all other 
vaccines the Plan covers.

• The Plan will cover COVID-19 tests that are administered by a provider. If employees receive any other service 
during the visit, the visit may be subject to a copay. This is true for all other vaccines the Plan covers.

• The Plan will no longer cover the cost of over-the-counter (OTC) COVID-19 tests. Employees will be responsible for 
the cost. 

• The Plan will no longer cover “return to work” COVID testing. “Return to work” testing includes having to provide an 
employer a negative test outside of the standard COVID-19 exposure testing guidelines. 



Contact Information 

• Plan staff reach out to HBRs for a variety of reasons. 
• Billing
• Dependent Audit
• Open Enrollment
• Enrollment Exceptions
• Upcoming vendor changes

• It is critical that the Plan has correct contact information.
• Several groups have “generic” email addresses that are great to use to avoid important 

employee information going to an email of someone that is no longer with your group.
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Upcoming 2023 HBR Monthly Webinars
• All webinars begin at 10 a.m. To register for the monthly webinars, see 

below or visit the Plan’s website.

• June 21, 2023, 10-11 a.m.
• July 26, 2023, 10-11 a.m.
• August 23, 2023, 10-11 a.m.
• September 20, 2023, 10-11 a.m.
• October 25, 2023, 10-11 a.m.
• November 15, 2023, 10-11 a.m.
• December 20, 2023, 10-11 a.m.
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https://www.shpnc.org/hbrs/training-and-development
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Processing Qualifying Life 
Events (QLEs)
• Viewing pending QLEs
• Confirming date used versus documented date
• Approving/Declining
• Pending QLEs that an HBR cannot approve
• Q and A
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Viewing QLEs
It is critical that all pending 
QLEs are reviewed by the 
HBR timely.

No information will send to 
the carrier until they have 
been approved.

There is a 33-day window 
from the date of the event to 
approve/decline.

E.g., an employee has a 
loss of other coverage on 
3/31/23, you must approve 
or decline the change by 
5/3/23.
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Employee Overview

After clicking on an individual employee (EE) from the task list, you will 
be taken to their overview page.  This EE has had a QLE of birth to add 
their newborn to medical/dental/vision.

Steps to Complete:

1. Check the history of changes to 
see what date the EE used.

2. Confirm the date matches the 
date on the supplied 
documentation.

3. If a new dependent was added, 
confirm the required dependent 
verification documentation has 
been uploaded in addition to the 
QLE documentation and verify 
the dependent.

4. Approve the QLE.  If changes 
need to be made, i.e., the date 
entered does not match the 
documented date, you may 
decline the QLE and ask the EE 
to re-enter it.
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History of Changes

You may access a full history by clicking the ‘Employee history’ link on the lefthand side of the overview 
page, then, ‘View in History of Changes’

Remember to back up your start date to get a complete timeline of events!
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History of Changes
• Expand all to view the specific changes made.

• Use ctrl + F and type in ‘due to’ in order to quickly see the date that the EE used for their 
QLE.
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Confirming Documentation

Navigate to the EE’s document center by 
clicking ‘Documents’ on the lefthand side of the 
EE’s overview page.

If no documents have been associated with the 
event, it will appear as below.

EE’s do not always appropriately 
associate their documents.  
Please change the filter from ‘All 
Requests’ to ‘All Documents’ to 
check for this scenario!
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Confirming Documentation Cont.

Preview the document to confirm it 
matches the event and contains the 
relevant information required, then approve 
or decline accordingly.

Denying the documentation will allow you 
to select a reason why and write a brief 
message to the EE.

Please see shpnc.org for a complete list of 
accepted documents – found here.

https://www.shpnc.org/documents/shp-documents/qualifying-life-event-supporting-documentationpdf/open
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Verifying a Dependent

• There will be a second document request 
for dependent verification when new 
dependents are added.

• Approving the document in the document 
center will verify the dependent in the 
dependents’ tab.

• Please note sometimes the QLE doc and 
the dependent verification doc will be the 
same!  Such as with birth and marriage.

Tip:  If the uploaded document is not associated with 
the request, you may associate it yourself.

Alternatively, you may flag the dependent as verified 
in the dependent tab after confirming the appropriate 
document is on file.
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Approving the QLE
Once you have confirmed the QLE entered, approved the QLE documentation, and verified 
any dependents, you must approve the changes to the benefits.

This important step will trigger the system to send the update to the carrier.  Until this is 
completed, the EE will not be able to file any claims!

It is vital at this point to confirm there are no further pending tasks to know that you 
have successfully completed the QLE process.
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Pending QLEs that an HBR Cannot Approve
On rare occasion, a QLE will display as ‘view changes’ only and will not display an option to 
approve or decline.

• This will most commonly surface when there is a coverage level change for a QLE of birth late in a 
month.  SHP does not allow for prorating, so the coverage level change on the first of the month will 
put the change outside the 33-day approval window.

• These events still require monitoring for documents.
• Once those documents have been added and you are within 33 days of the event date, please 

submit a case to OnePlace365 or call HBR support for assistance.  These situations do not require 
an exception for approval.
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Tips and Tricks

Quickly page through EEs with 
pending tasks by using the arrows 
in the top left corner of their 
overview page.

You can send an email to the EE through the platform 
via the ‘manage employee’  ‘send targeted message’ 
option.  This can be handy for sending reminders 
about missing documents!
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What Happens When?

What happens when the EE has missed their QLE 
window, or you have missed the deadline to approve?

• An exception is required to be submitted to SHP.
• If the exception is approved or declined and the 

platform needs to be updated, take no action!  An 
account manager at Benefitfocus will perform the 
updates required to the system.

• Do not attempt to make the changes yourself or ask 
the EE to do so.  An email notification will be sent to 
the reporting HBR once the update has been made.

• Please remember to still check the response to see 
if any docs are required or if the EE needs to supply 
additional information!
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