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Obtaining Consumer 
Consent Prior to 
Assistance 
You must obtain the consent of an individual, 
employer, or employee prior to helping them 
apply for financial help and/or with enrolling in a 
Marketplace qualified health plan (QHP).  

At a minimum, the consent should acknowledge 
that you have informed the individual, employer, 
or employee of the functions and responsibilities 
that apply to your role in the Marketplace. 

The record of the consent should include the 
following:  

• The individual’s, employer’s, or
employee’s name

• The date the consent was given
• The name of the agent(s) or broker(s) to

whom consent was given (Note that this
could include additional names of agents
or brokers if the consenter authorized
multiple agents or brokers within the
same organization.)
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Upcoming Events 
CMS is hosting the following 
webinar to help you assist 
consumers: 

“Part II: Marketplace Privacy & 
Security Requirements for 
Agents and Brokers” 

6/21/18, 2:00 PM-3:00 PM ET. 

To register for the 2018 Health 
Insurance Marketplace 
Updates for Agents and 
Brokers series, visit 
www.REGTAP.info. 

Recently Released 
Resources 

http://www.regtap.info/


If you are providing assistance verbally (e.g., 
over the phone), you may obtain consent by 
reading a script that contains, at a minimum, the 
required elements summarized above. You 
should also record in writing that the required 
consent was obtained. 

Obtaining a Broker of Record form with the 
consumer’s signature helps to resolve 
compensation misunderstandings with issuers 
and satisfies CMS’ consumer consent 
requirement.  

Assist Consumers Year-
Round with Help On 
Demand 
Help On Demand provides access to new 
consumer referrals year-round! CMS 
encourages you to sign up for and use the tool 
now so you are well-prepared when Open 
Enrollment starts in November.  

In response to feedback from our Help On 
Demand users, CMS is making enhancements 
to better serve consumers and improve the 
agent and broker experience for plan year 2019. 
Sign up today to familiarize yourself with the 
new and improved Help On Demand tool before 
Open Enrollment begins.  

The following resource provides more tips and 
frequently asked questions to assist with 
maximizing your participation in Help On 
Demand.  

How to Confirm Validity of 
Your Workplace Address  

Having trouble confirming the validity of your 
workplace address in your Marketplace 
Learning Management System (MLMS) profile?  

Visit the Agents and Brokers 
Resources webpage for up-to-
date information, including 
these helpful resources:  

• Tips for Working with 
Marketplace Assisters 

• Overview of 
Marketplace 
Requirements for 
Agents and Brokers 

• Compliance with 
Marketplace 
Requirements: 
Considerations for 
Agents and Brokers 

• Working With 
Consumers that have 
NOT Filed or 
Reconciled APTC from 
Prior Years: Overview 
of the FTR Recheck 
Process 

• Overview of Final 2019 
Payment Notice 

• Address Validation 
• Assisting Clients with 

Transitions To and 
From Employer-
Sponsored Coverage 

Stay Connected 
Here are some other ways you 
can stay in the know on 
Marketplace updates: 

• Join the agent/broker 
community on LinkedIn 

Quick Links 

• Find Local Help 
• Help On Demand 
• Registration 

Completion List 
• Agent/Broker Help 

Desks 
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Unless you validate your workplace address in 
your MLMS profile, your visibility in the Find 
Local Help Tool and Help On Demand might be 
affected. 

Click here for tips on troubleshooting and 
resolving an invalid address message. 

Register for SHOP 
Plan year 2019 registration for agents and 
brokers selling coverage through the Small 
Business Health Options Program (SHOP) is 
on the horizon. Make sure your information is 
up-to-date, and that you have the tools 
necessary to complete your registration. Here 
are a few tips to help you prepare for plan year 
2019 registration: 

• Update your MLMS profile. Confirm your 
CMS Enterprise Portal User ID. If you 
forgot your User ID or password, click 
here for guidance to avoid creating a 
duplicate account. 

• Ensure your active state insurance 
license and National Producer Number 
(NPN) are noted correctly in your MLMS 
profile. 

• Verify your information on the Find Local 
Help Tool so small employers can 
search for you by city, state, or ZIP 
code.  

Taking these steps now will help you make 
sure you're ready when plan year 2019 
SHOP registration starts later this 
summer. To learn more about SHOP 
registration click here.  

 

 

 

 

Contact Us  

Agent/Broker Email Help 
Desk: FFMProducer-
AssisterHelpDesk@cms.hhs.go
v for policy questions, escalated 
registration questions, or issues 
with your ID proofing, the 
Registration Completion List, 
Find Local Help, and Help On 
Demand Monday-Friday, 8:00 
AM-6:00 PM ET.  

Marketplace Service Desk:  

855-267-1515 (for CMS 
Enterprise Portal account 
issues, Enterprise Portal 
password resets, and general 

Agent/Broker 
Training/Registration Email 
Help Desk: 

MLMSHelpDesk@cms.hhs.gov 

(for technical or system-specific 
issues related to the 
Marketplace agent/broker 
training/registration system), 
Monday–Friday, 9:00 AM–5:30 
PM ET. 

Individual Marketplace 
Agent/Broker Partner Line: 
855-788-6275 (for Individual 
Marketplace consumer account 
password resets, special 
enrollment periods not available 
online, and eligibility and 
enrollment issues). Open 24/7. 
Available only to registered 
agents and brokers for Plan 
Year 2018. Enter your NPN 
when prompted to enter an ID 
number.  

 

https://portal.cms.gov/wps/portal/unauthportal/home/?utm_campaign=hcgov_ab&utm_content=english&utm_medium=email&utm_source=govdelivery
https://localhelp.healthcare.gov/?utm_campaign=hcgov_ab&utm_content=english&utm_medium=email&utm_source=govdelivery#/
https://localhelp.healthcare.gov/?utm_campaign=hcgov_ab&utm_content=english&utm_medium=email&utm_source=govdelivery#/
https://www.cms.gov/CCIIO/Programs-and-Initiatives/Health-Insurance-Marketplaces/Downloads/Help-On-Demand.pdf?utm_campaign=hcgov_ab&utm_content=english&utm_medium=email&utm_source=govdelivery
https://www.cms.gov/CCIIO/Programs-and-Initiatives/Health-Insurance-Marketplaces/Downloads/AB-AddressValidation-TipSheet-April262018.pdf
https://www.cms.gov/CCIIO/Programs-and-Initiatives/Health-Insurance-Marketplaces/Downloads/Avoid-Duplicate-Portal-Account_QRG_FINAL.pdf?utm_campaign=hcgov_shopab&utm_content=enroll2018&utm_medium=email&utm_source=govdelivery
https://localhelp.healthcare.gov/?utm_campaign=hcgov_shopab&utm_content=enroll2018&utm_medium=email&utm_source=govdelivery
https://localhelp.healthcare.gov/?utm_campaign=hcgov_shopab&utm_content=enroll2018&utm_medium=email&utm_source=govdelivery
https://www.healthcare.gov/small-businesses/agents-and-brokers/register-for-the-shop-marketplace/?utm_campaign=hcgov_shopab&utm_content=enroll2018&utm_medium=email&utm_source=govdelivery
mailto:FFMProducer-AssisterHelpDesk@cms.hhs.gov
mailto:FFMProducer-AssisterHelpDesk@cms.hhs.gov
mailto:FFMProducer-AssisterHelpDesk@cms.hhs.gov
mailto:MLMSHelpDesk@cms.hhs.gov


 SHOP Call Center: 800-706-
7893 (for all SHOP Marketplace 
inquiries), Monday–Friday, 9:00 
AM–5:00 PM ET.  
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