Training Reference Document: TRAX

1. Sign into TRAX by going to Field Force Services = Training & Resources = Producer
Growth Training (Header) = Standard & Escalation Management Portal (Lefthand pane)

=>» Standard & Escalation Management Portal (Middle under helpful links) = SEMP
Page = TRAX Banner

SEMP Link

Welcome to SEMP!

Standard & Escalation Management Portal

[\ [0 X B Please click on the Aflac Dental and Vision banner listed below to launch the TRAX application to create an Aflac Dental and Vision request|

@ My worklist 3

Identify Escalation Category
Request * Task in E-66093

Identify Escalation Category
Request * Task in E-64028

Identify Escalation Category
Request * Task in E-66024

View all

< C [ () https//afiac-stg2-internal pegacioudio/prweb/app/tiax TAvI miuXEIFDYPLTZVM SO /ISTANDARD 5 A 1 a

A Mdera & ARGUSPROD-Gro.. A AllEmployees #f Argus Dental & Visi. [ Envoliment - Home [ Intranet- Home & hitps-arguscoreal..  [§) hitps--arguscoreal., [J hitps—arguscoreal.. [ ARGUSPS-Group [3) hitpsfarguscorea.. /3 EIS Core Insurance..

Create
launch the TRAX application t lac Dental and Vision request
Dashboard

Spaces

%)  Explore Data

Bethe first to past!

Priority © i Actions

Notifications

Recents

i My applications

MOUser
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3. You will be prompted to select a “Category” and “Sub-Category’. Please refer to the
document for more details surrounding these topics. Once a Category and Sub-Category is
selected, click “Create.”

New Request

Sales Channel/Entity *
D) 4fiac Dental & Vision

Category ™

| -select-

Sub-Category *
~Select-

Cancel

4. You will be brought to the Submit tab which will allow you to input information regarding your
escalation request. Please refer to the “Producer Training Workbook” document for more
details surrounding these topics and what information may be required to process your request.
Any field with an “asterisk” is required to be filled out. Please ensure the “Customer Info” tab
and “New Request Details” are filled out.

5. Once all required details have been input, select “Submit.” You will be sent an email
notification when your request has been created.

¥ RS Intake Validate Fulfl Resolution

i

ADV-597
. Request
actions - ° New Request Details

Priority

10

Status NEW
Member
Create /16124 6:51 AM
Date/Time Member Name *

e® ol o8 ©

Created MDUser 8 minutes ago ‘

Updated MOUser less than a minute ago .
B & Please select one option from the drop-down *

I —Select- ~
Details

> Additional Customer Info
Pulse

Customer Information
Date Of Service * Claim Number

Cancel
A .

CUSTOMER INFORMATION  NEW REQUEST DETAILS  RESOLUTION DETAILS
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6. Once you have submitted your request, the status of the request (which can be located in the
left-hand pane of the request) will change to “RECEIVED- PENDING ASSIGNMENT’. Which
means your request has been created and is pending assignment to be worked. You will receive
an email notification advising of this. Other statuses and their definitions can be located on the
“Producer Training Workbook” document.

4 Thank you for your input. Get next

v Intake Validate Fulfill Resolution

Todo

Validate Data

RECEIVED-PENDING ASSIGNMENT Validate (validate)

DaterTime
Created MOUSer 19 minutes ago CUSTOMER INFORMATION  NEW REQUEST DETAILS
Updated MOUser less than a minute ago -

Member

Details Member Name
TEST TEST

Fulse Please select ane option from the drap-down Member DOB

Member DOB 01/01/2000

Additional Customer Info

Customer Information

Date Of Service Claim Number
0140141500 2023TESTESTEST

7. To request updates on your escalation request, please utilize the “Pulse” tool. This can be
found located on the requests left-hand pane.

ADV-330
Request

v Intake v Submit Validate Fulfill v Resolution Utilities (g

Pulse Search ~ = Files & documents
Actions ~ Q ¢ o

@ Post - Attachments
Priority >
10 ° Start a conversation Escalation, ADV-330,MS,1...

Correspondence « VACUser |
Status RESOLVED-COMPLETED - 26d ago

Create 3/20/2411:17 AM
Date/Time

" =
?}Slgned To Date 3/20/24 6:03 PM & Followers (0)
ime

Reassigned Date  3/20/24 6:00 PM Be the first to post!

Completed Date  3/20/24 6:05 PM
Time

No items
Resolution No task

comments

Created VACUser 26 days ago
Updated TRAXAccRen 26 days ago
Resolved TRAXAccRen 26 days ago

& stakeholders (0)

No items
Details

Pulse

() Tags(0)

No items
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8. When your request is reflecting as “PENDED’” that means either we are needing more

information regarding the request in order to resolve or the request is pending resolution by our

IT Partners. You will receive email notification of this.

ADV-597
Request

Priority
g

atus PENDED

Date/Time
Assigned To Date 4/16/24 7:23 AW
Time

Pend Date Time - 4/16/24 7:23 AM
Pend End Date —

Time

pend Reason  Pending required info-external
Pend Comments  test

Created MOUser 38 minutes ago
Updated TraxEscTeam 2 minutes ago

Details

Pulse

Intake Subrnit Validate Fulfill Resolution

Toda

Validate Data
validate {Validate) * Dus @ days fram now

CUSTOMER INFORMATION  NEW REQUEST DETAILS  RESOLUTION DETAILS
Member

Member Name

TEST TEST

Member DOB
01/01/2000

Please select one option from the drop-down
Member DOB

Additional Customer Info

Customer Information
Claim Number
2023TESTESTEST

Date Of Service
01/01/1500

9. When your request has been resolved, the status will reflect as “RESOLVED-
COMPLETED’ you will also receive email notification of the resolution.

ADV-330
=

Request

Actions =

Priority
10

Intake Submit Validate Fulfill v Resolution Utilities

& Files & documents

CUSTOMER INFORMATION  NEW REQUEST DETAILS  RESOLUTION DETAILS

Account Attachments

Account Name

ltams RESOLVED-COMPLETED I

Date/Time

Assigned To Date 3/20/24 6:03 PM
Time

Reassigned Date 3/20/24 6:00 PM
Completed Date  3/20/24 6:05 PM
Time

Resolution No task

comments
VACUser 26 days ago

TRAXAccRen 26 days ago
TRAXAccRen 26 days ago

Created
Updated

Resolved

Details

Pulse

ABC Co

Please select one option from the drop-ds itional Account No
Traditional Account No

Additional Customer Info ’Cf} Followers (0)

No items

(3 stakeholders (0)

No items

£ Tags()

No items
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10. A complete view of all request and statuses can be located on the “Dashboard’ tab within
TRAX.

Assigned To
Team
EscaiztionTeam

Created Assigned
Time Subjest 7 To

sra24 14506 éscaasonADY.20Serior £
o 332500 A

Categary
Actount Renewals

SubCategory
TESTTRAYDaI2ADMIN 100+ /orochure - Flan changes
WodeOpTRAXC ims Cleims Ceims E08s

8/24.454 P TRAXEing By Biling

4 126PM TraxEscTam2

23438 PM TRAXESIng 8 I
42359 PN " TRAKGE Cleims Cleim
3118724 449 P TRAYERIng
3118724 403 P TraxEseTezm

mine poyments

Explore Data EscalztionTeam farachure - Flen changes
eivedtineprinc

s sver 30 eys

Biling - Missing payments

ACH not araftesss expectes

EscalztionTesm Biting

TraxéscTeam EscalationTeam Account Renewals Everwel - renewal inquiry

I 2a23 M TraxEscTasm ExcalationTesm = 100 re - Member demograpnic

123,16 Next

Crested
me
415241011 An
475241012 AM
241013 M

Subjest { Category SubCategory

CommissionsiProduction Creak 100+/0rochure - Commission Allocation (PNF/IANF)
Commissians/Froducton Cre

Commissions/Preduction Cres

Claims

475241013 A0 CommissionsiFrodus
1015 M DOVRegaistary DOVRegutetary Interma

4115241018 M
1524018 AM
ANBIT A

1019 40

Group Service Request
Eigio iy Member Service Request

Group Service Facu

Fravd extecn
100+ /3e0enure - Group demegrapnc hange
100w/orochure - Member demographic crange
ACHIEFT sec

< Resoived/Rejected 5
DateiTime. oate SubCopiry
[P p—— meffime
Pending-fuitiment 319124 13850 Under payment
i fesoivedComperes ~ure - Flan changes

Eocoied Comnieres

11. You will be able to view “Open Submitted Requests’, “Requests not Submitted (Saved
Only)” and “Completed/Rejected Requests.”

Dashboard

Open Submitted Requests (109)

Created
Time

Group zsFields  Density

Assigned Assigned To
Subject Status e sl Category SubCategory

3181241345 PM Account Renewals
319024101 M1
31812443471
3/8241:26 PM

38124535 P

annazs M

31824 4:49PM1
31824403 P11
328241052 40
31423200

Escolation ADV-20SectorE .. ACTIVE
Escalation ADV-208, LAEOBS  ACTIVE

TESTTRAXDzt2ATMIn EscalatonTeam 100+/orochure - Pan changes
Mode/OpTRAXClaims Claims Ciaims £0Bs

Escalaton ADV-191,Sector .. ACTIVE TRAXBIling Biling ing Online payments

Escalaton ADV-19TXN,100.. ACTVE EscalationTeam 100+/brochure - Pan changes
EscalatonADV-395ecorZ..  ACTIVE TRAXBIling Biling Invoice not receivedreprint
Esealaton ADVS25 NGl ACTVE TRAXCIaimS Claims Claim status over 30 azys
Escalation ADV-133,MO-E,.. ACTVE TRAXBiling Biling

Escalation ADV-178,GANA..  ACTNE EscalationTeam ing
Escalaton ADVS16Sector .. ACTIVE
Escalation ADVA3CTRINY...  ACTIVE

TraxgseTeam2

Missing payments

TraxEscTeam ACH not draftedas expected

TraxgscTeam EscalationTeam Account Renewals. Everwel - renewal inquiry

TraxgscTeam EscalationTeam = 100+/orachure - Member demographic

125, 16Next

Requests not Submitted (Saved Only) (21)

Group s Fields | Density EKeyboard

Subject Category SubCategory

Created
Time

RequestiD Status

ADV5TE aN5724 1011 AM « Credic
ans2410:124M «

(PNF/ANE)

con Credic

Completed/Rejected Requests (41)

47157241013 AM
/8241233 PM

4/15/2410:13 M
4715724 10:15 M
4715724 10:18 aM
4115724 10:18 AM
41151241017 AM
/15124 10:19 AM

Commissions/Producton Credic
Claims
Commissions/Producton Credic
DOI/Reguatory

Fraud

Group Service Reguest

Commission Statement
DR Form Request
Wissing commissions
DOlReguiacory internal
Fraud excernal

100+/orachure - Group demograpnic change

Eigibii rvice Request
Group Service Request

chure - Member demagraphic change
ACH/EFT setup
123Next

Seroup @ Fielos | Densiy Eleyooard

Created Resolved/Rejected Subject Assigned
DatefTime. Date Subcategory Line Team
Under payment Escalation ADV-213Seccor A Claims

RequestiD Status

ADV-213 Pending-Fulfiimen:
ADV-160 Resolved-Completed

319124138 PM =
3718124 10:42 AM 3718124 11:07 AM

3711124309 M

100+/brachure - Plan changes Escalation ADV-160FLS/PRI..  EscalationTeam

Anv.s1 Resoiver-Comolerer 417172 358 P Annly a credic Fscalarinn ADV.STCANMY. _ Filine

5|Page



