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Why focus on  
member retention?
You work hard to build trust with your clients and earn their business. After investing time and energy to enroll them in  
a best-fit plan, you want to ensure those clients remain happy with their plan going forward.
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Top reasons to focus  
on retention
1. Client retention = income stability. Retaining your  

clients means you’ll maintain a consistent baseline salary  
from renewal commissions, even during slower times of  
the year.

2. Happy (retained) clients = referrals, which mean new  
clients, which mean new sales. When clients are happy  
with their plan and your service, they’re more likely to  
recommend you to their friends.

3. Stay top of mind for your clients, so they’ll call you —
instead of a 1-800 number they see on TV — if they have  
questions about their plan; additionally, they’ll remember  
to pass along your name to their friends and family.

4. It’s an easy way to build your reputation. More frequent  
contacts with your clients builds rapport and can lead to  
more referrals for friends and family.

5. It empowers your clients. By connecting with them more  
often, you can help them feel more confident and in  
control over their plan choice.

6. It’s easier to keep the clients you have than to acquire  
new ones.

7. Once you build a book of happy clients, you can rely on  
referrals to generate new business, creating a self-
sustaining business model.
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Don't let rapid disenrollments derail your growth
You did all the work to get a new client, so make sure a rapid  
disenrollment doesn’t negatively affect your bottom line.

What is rapid disenrollment?

A rapid disenrollment occurs when a member:

• Cancels before the plan they selected goes into effect

• Disenrolls within three months of enrollment into a plan

The main reasons for rapid disenrollment are:

1. The member’s current doctors aren’t in the plan’s network.

Be sure to look up your clients’ providers to determine if they are in  
the plan’s network. Also confirm if the plan you’re discussing provides  
out-of-network coverage and if there is an additional cost to go out
of network.

Let your clients know that provider lists are subject to change  
throughout the year. You might even encourage your clients to verify  
before an appointment if their providers are in the plan’s network by  
contacting them directly, by going to  
www.AetnaMedicare.com/FindProvider or by calling
Member Services.

2. The member’s current prescriptions are misquoted.

Medicare Part D plans have a network of pharmacies. Usually you  
must use a network pharmacy for the plan to pay for the prescription.  
It’s always best to check for your client. Take the time to review all their

medications with the plan’s formulary. Be sure you have the latest  
formulary and even consider double-checking each drug your client  
takes. Visit www.AetnaMedicare.com/Formulary.

3. The member has a lack of understanding of the costs and benefits  
of the plan.

Your bottom line with your clients should be: no surprises. Help your  
clients understand any anticipated costs they are going to need to  
cover and how much those costs are so they can prepare. Use year-
over-year plan comparison data to help estimate anticipated costs.
Refer to the 2022 ANOC Year-over-year plan changes found under  
Individual Medicare on Aetna's Producer World.

4. The member misunderstands the outreach from Aetna  
and its partners.

Aetna reaches out to new members immediately after enrollment with  
follow-up phone calls, as well as materials like the ID card, welcome kit  
and letters. Let your client know what to expect after they enroll. It can  
feel like a lot of information, so help your client understand that it is all  
necessary to give them a level of care.

Offer to watch Aetna’s personalized Medicare smart video with your  
client. The video provides information to help the member learn more  
about the plan benefits. Even if it’s just over the phone, your client can  
ask you questions as you go through it. It’s another way to give your  
clients a personal touch.
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Getting started: Build
a successful retention strategy
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How can you become a retention pro? The most important thing is to get started. Even if it feels unnatural at first, you’ll  
quickly discover the fruits of your efforts. With time, your retention efforts will become a self-perpetuating lead machine.

To help get you started, here are some ideas to retain your business throughout the year with minimal effort.



Retention starts at the  
point of sale
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Congrats, you’ve signed up a new member! Before  
concluding the enrollment meeting, take these steps to set  
yourself up for retention success:

1. Make sure your client’s contact information (phone and  
email) are accurate on the enrollment form. This is critical  
so we can contact them if we need additional information.

2. Encourage your client to complete a Health Risk  
Assessment (HRA). The process only takes about 10 to 15  
minutes and provides Aetna with information that can  
help us better support the member throughout the year.  
As an added plus, you can earn up to $70 extra per  
enrollment by completing a health risk assessment with 
your client.

3. Avoid post-sale confusion for your client and provide an 
enrollment receipt, now available with the Think Agent 
enrollment process. Make sure you capture your client’s 
email address; then Think Agent automatically triggers the 
enrollment receipt when the app is submitted, before the 
confirmation.



PRO TIP:
After the enrollment meeting, mail an Aetna-branded,
professional thank-you card, available from the Aetna
Medicare Marketing Studio. It’s an easy way to thank
them for their business and remind them how they (or
their friends) can get in touch with you.

Make this a standard part of your sales process.

4. Record their birthday so you can send  
a birthday card. You can print and ship  
birthday cards, or download an  
electronic copy to mail locally, from the  
Aetna Medicare Marketing Studio at 
www.AetnaHub.com/MMS.

5. Schedule a follow-up meeting to:

• Touch base to make sure the  
welcome letter and member ID card  
were delivered

• Register for the secure  
member website: 
AetnaMedicare.com

• Review BenefitsCheckUp®

What is the Medicare Marketing  
Studio (MMS)?

The Medicare Marketing Studio (MMS) is your  
on-demand Medicare marketing hub. The  
Studio contains pre-approved marketing  
materials that can help you look like a  
professional marketer whenever you need to  
reach out to your clients. You’ll even find a 
“Retain Your Business” section. 

It’s a user-friendly, one-stop online marketing 
portal that allows you  to personalize, download, 
print or mail pre- approved, customizable 
marketing materials. Access professionally 
designed, compliant marketing materials with 
the click of a mouse.

• Facebook ads and social media content

• Digital flyers

• Select materials available in six languages  
other than English

• Meeting materials, from tablecloths to pop  
banners and a pop-up tent

Retention starts at the point of sale (continued)

Happy Birthday
[<XX.XX.XXX.X(XX/17)>]
For use in<County>

Thank you
[<XX.XX.XXX.X (XX/17)>]

For use in <County>
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Member retention ideas for the
Open Enrollment Period (OEP)
Set yourself up with retention success by using a month-by-month strategy plan as a  guide. You can build your relationship 
and trust with your clients.

1
0



What to do after enrolling a new client — Month one: January
After enrolling a new client, they should be OK on their own for a few months, right?  

WRONG!

Because of the Open Enrollment Period, after enrolling in a Medicare Advantage plan (MA/MAPD), your  
clients have three months to change their MA/MAPD plan selections or they can revert to Original  
Medicare (with or without prescription drug coverage).

This means it’s critical that you have multiple contacts with your client during January, February and  
March to help them remain confident in their plan choice and to deter them from responding to a  
compelling television ad.

Here are some key topics and discussion points to review with your clients during their first month:

1. Verify that the member received their member ID card and that it shows the correct primary care  
provider (if applicable). If not, offer to contact Member Services on the member’s behalf to get the  
card corrected or resent. You can call the Broker Services Department at 1-866-714-9301 and  
select prompt 8 to connect to Member Services.

2. Ask probing questions to understand if the member has encountered any obstacles or challenges.  
For example, “Have you refilled any prescriptions since your plan started? Did everything go  
smoothly at the pharmacy?” If they’ve had any issues, encourage them to contact Member Services  
by calling the number on their member ID card.

3. Give them time to ask general questions about their plan and be ready with answers to frequently  
asked questions. Use the member journey handbook, available on AetnaMedicare.com, to help  
explain terms like copay, maximum out-of-pocket cost and more.

Month one:
January
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What to do after enrolling a new client — Month two: February
The opportunity for newly enrolled MA/MAPD members to change plans (due to OEP) is ongoing  
through month two, so it’s important that you check in with members again to help ensure they’re  
still happy with their plan. You can call or email, schedule a time for a face-to-face or virtual meeting,  
or you can even record and send a video message. You’ve got lots of options.

Discussion points for Month Two:

1. Share their personalized member video from AetnaMedicare.com/YourVideo. Clients can 
learn more about their benefits and get the most from their plan. Topics include:

• Premium and deductible amounts, where applicable 

• Maximum out-of-pocket amounts where applicable for covered in-network medical services

• Copays and coinsurance amounts

• Preventive services that are covered under the plan, such as an annual exam, vaccinations 
and preventive dental coverage

2. Educate members about the member website and the member app, including how to register, 
log in and use it:

• Estimate drug costs

• Find in-network providers

• See claims

3. Review ways to save on prescription drugs. For example:

• Help them confirm if they’re using a preferred pharmacy (if applicable for their plan) using  
this preferred pharmacy list

• Discuss the CVS Caremark mail-order prescription delivery option and potential cost savings

Month two:
February
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What to do after enrolling a new client — Month three: March
There’s one more month left in OEP for your newly enrolled clients, so you’ll need to check in with 
them  again. This third monthly outreach is a great way to solidify a strong working relationship with 
your client — which can begin to generate referrals from friends and family in the future.

Talking points for Month Three:

1. SilverSneakers®: All MA/MAPD plans include a free SilverSneakers fitness membership that 
can  help your clients achieve their fitness goals. To get started, send them to
SilverSneakers.com/StartHere. They can also download and use the free SilverSneakers app 
to locate a facility near  them from the thousands of participating locations, watch on-
demand fitness videos and more.  Here is a flyer about SilverSneakers.

2. Resources For Living®: This unique program helps connect Aetna members and their loved ones 
to  resources in their community. With one phone call, Resources For Living consultants can help 
do  personalized research on a wide range of topics such as find contractors, explore caregiver 
support  options, gather assistance options for emergency needs and more. Members just have 
to schedule  and pay for whatever services they need. You can find a quick reference flyer about 
Resources for  Living to give your clients on Producer World. Individual Medicare/Learn/Quick 
reference flyers.

• Phone number: 1-866-370-4842 (TTY: 711)

• Hours of operation: Monday through Friday, 8 AM – 6 PM

3. OneTouch®  diabetes supplies: Aetna MA/MAPD members with diabetes can access OneTouch  
blood glucose meter for a $0 cost share. They  just need to visit
www.OneTouch.OrderPoints.com or call 1-877-764-5390 (TTY: 711) and use order code 
123AET200. OneTouch test strips are available in network pharmacies or through CVS 
Caremark® Mail Service Pharmacy. You can find a quick reference flyer about OneTouch 
diabetes  supplies to give your clients on Producer World. Individual Medicare/Learn/Quick 
reference flyers.

Month three: 
March
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Remainder of
the year

What to do after enrolling a new client — Remainder of the year
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Remember, every connection with your clients can result in additional referrals. For any additional
touch points you have with your clients, here are some other great topics you can discuss:

• BenefitsCheckUp: Offer to help your clients find potential extra benefits where they can save
money with BenefitsCheckUp. Take the opportunity to touch base with an in-person or virtual
review of BenefitsCheckUp to see if your client is eligible.

• You can help your client use any savings found to secure more coverage through our Senior  
Supplemental products. The more plans a member has with you, the less likely the member is to  
leave and the more likely the member is to remember you — as well as being less likely to enroll  
through a 1-800 number they see on TV. For more on portfolio selling, check out Aetna's video 
What is Aetna Portfolio Selling?

• Aetna plans include discounts that can support your client’s health, wellness, interests and 
passions such as discounts on items and services like fitness products, home-delivered meals, 
brain games and access to activity clubs. Help your member login and register through their 
secure member website to learn more about the important discounts that are available to them. 

• How to request reimbursement through the direct member reimbursement process, if
applicable for a plan.

https://aetna.benefitscheckup.org/
https://www.brainshark.com/1/player/aetnams?fb=0&r3f1=003a44171b164e5c0c4625474d0a00001d421f315f0e44&custom=what_is_portfolio_selling


What is BenefitsCheckUp?
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Aetna and the National Council on Aging work together to help  
your clients find important benefits. It’s a free service that offers  
your clients access to an online screening tool that can help  
them find benefits they may be eligible for from over 2,500  
money-saving programs. It’s free — your clients simply answer  
the online questionnaire, and a report shows them programs  
where they can get help paying for:

• Prescriptions

• Food

• Energy bills

• Health care

• Property taxes

• And more

Helping your clients builds loyalty, trust and referrals. Schedule a
BenefitsCheckUp search today.

https://aetna.benefitscheckup.org/


Retention is a
year-round strategy
To be successful, you’ll want to keep in touch with clients throughout the year and especially  
in the months leading up to AEP.
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Schedule a member mailing  
through the Aetna Medicare  
Marketing Studio  
www.AetnaHub.com/MMS.

Hold ANOC meetings to cover  
plan changes.

Meet with members about any  
significant additions/changes to  
their plan benefits.

Conduct a year-over-year benefits  
review using the tool found on  
Producer World or in Think Agent.

As you sign up newclients  
during AEP

Capture new clients contact  
information, including birthday

Complete the HRA with new clients  

Provide an enrollment receipt  

Schedule follow-up meetings

Begin speaking with your clients  
about plan renewal and what
to expect.

Educate members about  
upcoming Annual Notice of  
Change (ANOC) meetings.

Schedule time to conduct a one-
on-one benefits review in October.

Send member emails to remind him  
or her about individual benefit  
nuances. This can also be done  
year-round.

August
September/  
October

November/  
December
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Member retention ideas for 
your D-SNP client
Dual Special Needs Plans (D-SNP) continue to be one of the fastest growing plan types in the 
Medicare portfolio. D-SNP members are also Medicare’s most vulnerable population and potential 
barriers like education, health conditions and care access are important concerns. Follow these 
retention success tips and take advantage of the support available to best serve your D-SNP 
members.  
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How to reduce D-SNP 
rapid disenrollments

• Make sure your D-SNP member understands the value 
of their D-SNP plan and the support and services 
included when you first sign them

• Help your members engage with their plan benefits 
and use their allowances within the first 30 days

• Encourage your member to leverage the Aetna Care 
Team for support. If they haven’t already connected 
with their Aetna Care Team, members should call 1-
866-409-1221 (TTY: 711), 8 AM to 8 PM, 7 days a week, 
local time.
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Member retention for D-SNP 
starts at the point of sale

• Now’s the time to begin educating your member about 
their D-SNP benefits and how they can access those

• Make sure your D-SNP member knows the D-SNP 
Model of Care (MOC) and value of Aetna Care Team

• Focus on the supplemental benefits such as Healthy 
Food card, OTC and dental and how to access those 
benefits

• Share resource videos, help them to understand “what’s 
next” and encourage them to start working with their 
plan right away

• Explain the added value your member gets when they 
leverage the Aetna Care Team support and services  

Pro tip:  Help your member get registered with 
AetnaMedicare.com/DSNP for additional resources 
including informative “how to” videos to help them use their 
benefits.

https://www.aetnamedicare.com/sites/dual.html?cid=dml_p_am_r1985&tfn=8449010776
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Help your members get started
with their D-SNP plan because 
retention improves with each 
engagement activity 

• Make sure your D-SNP member knows to expect Aetna 
ID notifications and a welcome call

• Encourage your member to complete the Health Survey 
(HRA) and Care Team connection to get them started on 
their personal care plan. As an added plus, you can earn 
up to $110 extra per enrollment by completing the Health 
Survey (HRA) with your client, and they can receive a 
$50 gift card.

• Offer to help your member make their first OTC and 
Healthy Food purchase within the first 30 days

• Connect quarterly with your member to ensure they use 
their allowances before the expiration date

• Encourage your member to connect with their Care 
Team each time you reach out
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Help your D-SNP member 
leverage their Care Team 
services

The best thing you can do for your member is to encourage 
them to get to know their Aetna care team. The care team 
helps maximize plan benefits and local services to help 
manage the member’s health. Be sure your member knows 
that the care team is their go-to for all health-related 
support. Here’s how they do it:
• They work with your member’s PCP to develop an 

individual care plan 
• They connect your member with local and state 

programs that provide extra support when it’s needed
• They coordinate with the state Medicaid benefits and 

recertification



Are your retention efforts working?

You can view your own Medicare book-of-business report in  
Producer World. Reports can be accessed under the Reports  
tab on the Individual Medicare homepage. This report shows  
individuals enrolled in an Aetna Medicare plan and those who  
terminated their policy in the past calendar year.

Need additional help?

Contact Aetna Medicare Broker Services Department:
1-866-714-9301 or BrokerSupport@Aetna.com. Normal  
business hours are 8 AM to 8 PM ET, Monday through Friday.  
Or contact your Aetna broker manager.
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Retention resources and tools
• Aetna HealthSM app: Text AETNA to 90156 for a link to  

download the Aetna Health app. Here's a flyer about  
the Aetna Health app.

• Aetna Medicare Marketing Studio

• AetnaMedicare.com/YourVideo: Available starting  
in January.

• AetnaMedicare.com

• BenefitsCheckUp.org

• Member Services: Members can reach them by calling the  
number on their member ID card. You can also contact  
them on the members’ behalf by calling the Broker Services  
Department at 1-866-714-9301 and selecting prompt #8

• Resources For Living: 1-866-370-4842 (TTY: 711)

• SilverSneakers: SilverSneakers.com/StartHere

• AetnaMedicare.com/DSNP
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Contact <Name> <Name> <Name>
<Title/Company> <Title/Company> <Title/Company>

information <Phone> <Phone> <Phone>

<Email> <Email> <Email>Thank You
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