
VIP Agent Support Tutorial
For Brokers



• Agent Services- Hours of Operations

• How to Register on the VIP Portal

• How to Change your Password and Security Questions/Answers

• How to Certify 

• How to update user profile image, update payment options or W9 

• How to View/Print Commission Reports & Submit Inquiries

• How to view Announcements on the VIP Portal and FAQ’s on the VIP Portal

• How to view and download Sales & training PDF documents

• External Website Pop-up

• Convenient Material Ordering – in just minutes, you can order your supplies delivered direct to you!



During AEP:

M – F: 8:00 AM – 8:00 PM 

Saturday & Sunday 8:30 AM – 5:00 PM

During OEP:

M – F: 8:00 AM – 8:00 PM

Saturday: 9:00 AM – 1:00 PM

During SEP:

M – F 8:00 AM – 8:00 PM 

Saturday: 9:00 AM – 1:00 PM



Contact Information

Our Phone Number &

Website – https://vipagentsupport.com



You can reach Agent Services several different ways. By phone, email or log in and use VIP Answers 
Online!

*Please note all Member information must be sent via VIP Answers Online for HIPPA Compliance.



How to Register on the VIP Portal



For Registration: On the main log-in screen, click the link to Register Today.

If you have an existing Log in, you can’t register 

again.  If you have forgotten your password, select 

“forgot password”.



Enter the 3-digit Agency ID and the alpha-numeric Registration Code provided by 
your agency and then click to select the certifications available to your agency.

Select the “Click and Get Company” to bring up the list of contracted lines of business available for 
your agency. 



• Choose the companies you wish to train and certify for.
• Check the Captcha box marked “I’m not a robot”, which will allow you to 

select Continue.  



You must provide a valid email address to receive your 
temporary password.

SSN is required in order to be appointed; 
hyphens included.

All Fields with a Red * are required.



DOI License
Florida: P123456

A Valid DL in good standing is required to be appointed.
You do not need hyphens for the DL number.

All Fields with a Red * are required.

DOI License must match in both fields.



• Fill in your address. 
• Check the box next to “VRA text communication”, which is required to continue. Verify that the phone number you have 

listed for Work Phone is a cellular phone (such as your work cell), as this will be where your confirmation texts are sent to. 
• All phone numbers must include hyphens (not parentheses) and the area code. (i.e. XXX-XXX-XXXX)
• Check the acknowledgement box, then click Submit.

All Fields with a Red * are required.



Once you click submit, you will receive a message stating that your profile was created successfully. 
If you click on the “Back to Login” link you will be directed back to the User Home Page. 
**An email will be sent to you with a link to set up your password**



Once you have submitted your profile, you will receive a welcome email with a link to 
set up your password at the email address provided.

Keep in mind that this email is temporary and will only last for 24 hours. If 
you do not complete the remaining steps within the time period, you will 
be locked out of the portal and need to call Agent Services.



Log in using your email and password that you just set up.



Upon logging in for the first time, you will be prompted to set up your 

security questions.

Click Save after 

you’ve filled out 

all 3 questions



How to Change Password and 
Security Questions/Answers



From the “Quick Links” on the left-hand side of the page, click on 

“Administration” then click “Change Password.”

You will have to enter your current password, enter your new password twice, 

then click “Submit.”

Your password must be eight characters in length and contain each of the 

following: uppercase letters, lowercase letters, numbers, and special characters.

Example: P@55w0rd

**Special characters $ and ! cannot be used in passwords anymore.**



To change your Security Questions/Answers, click “Agent” under the left 

Quick Links toolbar from your home page. This will give you a drop-down 

menu with the option “View/Edit Profile”, which will give you more options. 

Choose “Security Question and Answer”. 



Choose your questions and the answers. Keep in mind that we cannot 

use any punctuation here, so “St. Pete” will have to be “St Pete”.

**You will need to input an answer for all 3 questions in order to 

change these**





How to Certify On the VIP Portal



**Remember**

Please keep in mind it is required that you use a desktop or 
laptop when completing the certification process and 
exams, as our website is NOT mobile compatible (tablet OR 
phone) and may cause disruptions or errors.

Also, please use Google Chrome when completing the 
certification process and exams, as our site is optimized for 
Chrome and you may experience disruptions or errors 
when using other browsers (such as Mozilla FireFox, Safari, 
Internet Explorer, etc.).



From the Home Page, you can access the certifications two ways:

1. Scroll down and click on the red bar that says, “Certification is now 

available!” Under Announcements. 

2. Click “Certification” under the Quick Links bar, then “Take Test” for the 

year you are going to certify for.

1

2



Select to allow 
Appointment with 

State DOI.

Complete the Professional Profile. For any “Yes” answers in this 
section, you are required to provide an explanation in the text box 
provided.



Don’t forget to select agree. 
Your name will be inserted 
for Digital Signature.  You 
will need to add your DOI 
license number and click  
Submit.



Click the button 

“Download Sales 

Representative” to save a 

copy of your “Sales 

Representative 

Commitment to 

Compliance” to your 

computer.

This document is about 5 pages long. You do not 

need to print it out or sign a hard copy of it, it is 

only for your reference. Please read it carefully.



Enter your DOI License 
Number and click 
Submit to E-Sign. It will 
auto-populate the date 
and time.

After downloading and 
reading the document, 
check the box: “I have 
read and agree to comply 
with the Sales 
Representative 
Commitment to 
Compliance.”



You will need to select the most current year and the Company: 

Global. Then click view.



Click the blue button at the top to Download Producer Agreement. 

**Keep in mind that this is only for your records, you are not required 

to print this or sign anything on this document**



Open downloaded PDF at bottom of screen.



After you have downloaded and read the producer agreement, check 

the box stating, “I accept all terms and conditions as outlined in the 

agreement”. Enter your DOI License Number and click to E-Sign and 

Submit Agreement. This will automatically timestamp and enter your 

name, moving forward.



You will need to select the most current year and the Company: 

Global. Then click view.



Click the blue button at the top to Download Schedule of Compensation. 

**Keep in mind that this is only for your records, you are not required to 

print this or sign anything on this document**



Open downloaded PDF at bottom of screen.



After you have downloaded and read the Schedule of Compensation, 

check the box stating, “I accept all terms and conditions as outlined in 

the agreement”. Enter your DOI License Number and click to E-Sign 

and Submit Agreement. This will automatically timestamp and enter 

your name, moving forward.



After completing the Compensation Agreement, you will be asked to fill in your 

payment information. (If you are a returning agent, you will be asked to verify

your payment information).  First, select whether you would prefer to receive 

an EFT (direct deposit) or paper check (to be mailed to you).

If you prefer EFT, a voided check must be uploaded. Fill in all fields with the 

appropriate information needed for the account desired, including the Account 

Type (checking or savings). Then click Continue.

**Please double-check all numbers so there are no delays in your payments.**



The next page asks for information regarding your bank. You may use the City, State, 

and Zip Code for your local branch and abbreviated name. When you’re finished, click 

Continue for the Terms of Agreement. Check the box stating, “I agree with terms and 

conditions for EFT fund transfer for my commission” and Submit.



If you decide to have a paper check mailed to you instead, select the 

option at the top. 

• For Attention: Your name

• For Company Name: Your Company’s name (not a required field)



Once you have added a bank account, it will appear at the bottom of the 

page in a section titled “Payment History”. This will allow you to verify that 

the information is correct and will also keep a running log of all entries 

made. 

**Please keep in mind that any new bank information submitted will not take 

effect until the next billing cycle.**



Your W-9 is the last step before the certifications, and you must do this in order 

to move forward. Agent Support is not able to complete this for you. 

Your name is required in the first field, but if you are submitting this under your 

business for tax purposes, put the company name in the second field “Business 

Name”.

If you file as yourself 

(with no business 

name provided 

above), select 

Individual/Sole 

Proprietor. Otherwise 

select the appropriate 

descriptor for your 

agency/business.

Enter your home address, as you plan to file it on your taxes. If you are filing with your 

business, enter the address of your company here instead. You will not be entering a 

city/state, instead enter your zip code and the form will auto populate the city and state for 

you. **Using Auto Fill is not recommended for your W9.**



If your taxes will be under your name solely, enter your SSN. If 

they will be under your business, enter your EIN. 

*You cannot enter both.*

Type your name in this field, then scroll to the bottom of the W9 form 

(page 4) and click Submit. The document will timestamp and date itself 

so you can keep track of the last time you updated it.



When you have successfully updated your W-9 you will receive a 

confirmation on the page, including a timestamp of when it was last 

saved.



You are ready to go to the training & testing section. Select the year you wish to 
certify for and the Company. 

Enter your License # twice (it must match exactly) and select the option for “I have 
taken AHIP/NAHU and only need to take Plan Specific Training & Tests. 



**New for 2022**
If 2022 is selected for Certification Year, a 

Language box will appear giving you the 

option to take the certification in English or 

Spanish.

Freedom and Optimum certification are 

combined into 1 test

**Please note that for 2021 Freedom and 

Optimum are still separate certifications**



Uploading an AHIP Certificate

1. Click Choose File.

3. Click Upload.

2. A dialog box will open to allow you to browse your computer 
for your AHIP certificate file. Select the file and click Open.



Once your AHIP file has been uploaded, Agent Services staff will 
review the document and approve/deny. 

Status will update to “Approved” or “Denied”. Once you’ve filled all 
the fields in once more, you can move forward by clicking the 
Submit button at the bottom of the page.
**You will need to refresh the page for the Status to change**



Click on each link to download the Plan Specific training and Medicare Marketing 

Guidelines materials prior to taking the exam. The test is “open note”, meaning you 

can have these materials open while taking the test (recommended).

Check the box showing you have reviewed the training materials, which will allow you to 

click the button to move forward and take the test. 

The timer begins immediately, so do not open the test if you are not fully prepared! 



Questions are multiple choice or True & False.  There are 35 questions total with some 
being mandatory compliance questions and others random.  You must pass with 85%.  

You will not be able to take a Plan specific test without providing a valid AHIP 
Certificate.



When you have finished the test, you will receive a confirmation screen 

providing you with the score. You will also see the questions you answered 

incorrectly along with the answers (the answer that you chose will be marked).

You will be able to review the questions that you answered incorrectly whether 

you passed or failed the certification. There is also a Training Material 

Reference section that lets you know where to find the information related to 

that question. Use the Previous and Next buttons to navigate to the different 

questions that you missed and Home button to return home.

**Note that passing the certification does not mean you are Cleared To Market 

for the company, it is only one step in the process.**



Scrolling down on your Home page you will see your Announcements, Certification History, and Clearance 
to Market status.  
You do not need to send anything to your agency.  They have access to your scores and confirmation 
information.  You can now use the support services such as internal inquiries with plan support staff, 
view/order materials, online enrollment application, etc.



How to update user profile image, 
Payment Options, or W9



Changing Profile Image

Using the Quick Links bar on the left side, click “Administration” to open a drop-

down menu, then click “Upload Profile Pix”. 



Changing Profile Image

Select “Choose File” to open a dialog box and find an image on your computer.



Select the image file you wish to upload and click open.

Click Upload.



An image preview will appear just below the download to show it was 

successful, as well in the top right hand of the screen by your name.



To make any changes to your W9 or Payment Information, click “Agent” 

under the left Quick Links toolbar from your home page. This will give you a 

drop-down menu with the option “View/Edit Profile”, which will give you 

more options. Choose either Payment Information or W9 Form. 



To change payment options, first select whether you would prefer to receive an 

EFT (direct deposit) or paper check (to be mailed to you).

If you prefer EFT, fill all fields with the appropriate information needed for the 

account desired, including the Account Type (checking or savings). A voided 

check must be attached. Then click Continue.

**Please double-check all numbers so there are no delays in your payments.**



The next page asks for information regarding your bank. You may use the City, State, 

and Zip Code for your local branch and abbreviated name. When you’re finished, click 

Continue for the Terms of Agreement. Check the box stating, “I agree with terms and 

conditions for EFT fund transfer for my commission” and Submit.



If you decide to have a paper check mailed to you instead, select the 

option at the top. 

• For Attention: Your name

• For Company Name: Your Agency name (not a required field)



Once you have added a bank account, it will appear at the bottom of the 

page in a section titled “Payment History”. This will allow you to verify that 

the information is correct and will also keep a running log of all entries 

made. 

**Please keep in mind that any new bank information submitted will take a 

full billing cycle to take effect.**



Your name is required in the first field, but if you are submitting this under your 

business for tax purposes, put the agency name in the second field as well.

If you file as yourself 

(with no business 

name provided 

above), select 

Individual/Sole 

Proprietor. Otherwise 

select the appropriate 

descriptor for your 

agency/business.

Enter your home address, as you plan to file it on your taxes. If you are filing with your 

business, enter the address of your company here instead. You will not be entering a 

city/state, instead enter your zip code and the form will auto populate the city and state for 

you. **Using Auto Fill is not recommended for your W9.**

**Note: Agent Support is not able to complete this form for you.** 



If your taxes will be under your name solely, enter your SSN. If 

they will be under your business, enter your EIN. 

*You can not enter both.*

Type your name in this field, then scroll to the bottom of the W9 form 

(page 4) and click Submit. The document will timestamp and date itself 

so you can keep track of the last time you updated it.



When you have successfully updated your W-9 you will receive a 

confirmation on the page, including a timestamp of when it was last 

saved.



How to View Commission Reports
& Submit Inquiries



1 2 3

From the Home page you will see three green boxes. 

Be sure the Commission Month is set to the correct month you are looking for.

1. Enrolled - Click on the number to bring up a list of your new enrollments.

2. Renewals - Click on the number to see a list of your renewals. 

3. Total payment - Click on this number to bring up a complete statement.

**Please note that you will only be paid on “Final” statements, NOT “Preliminary”. This is indicated     

in the Total Payment box. “Final” statements post on the 15th of every month**



The bar graph shown here will break the applications down monthly in a visual format.

The Application Status section will show you Enrolled, Denied/Cancelled, and Termed

Applications.

The Renewal Trend section will show what renewals have been Paid, Unpaid, 

or Charged Back.

Clicking on any of these bars will bring up a page with details for each category. 



After clicking the total seen in the 

Total Payment box you will be taken

to the Total Payment Details.

Scrolling from left to right you’ll see information such as; Subscriber ID, MBI/HICN, 

Member Name, Effective Date, Application Status, Plan Name, Member phone 

numbers and address…



Scrolling further to the left you’ll see Member Status, Commission month, 

Commission status, Commission Disposition, and Agent paid amount.

You can download your

Statement by clicking 

Export to Excel

This is what your Commission Statement would look like. 

*Remember, you will only be paid on statements that are “Final”. Preliminary 

statements are subject to change.*



To submit an inquiry, click “Messaging” under 

the Quick Links toolbar on the left, then 

choose “Create a Message” from the drop-

down menu. 

You can only find this side bar on any page as 

long as you’re not editing your own profile 

information. The easiest way to get back to it 

will be to navigate to the homepage by clicking 

the house icon at the top of the site. 



Choose the Line of Business.





For a General Inquiry:



For a Member Inquiry:



For a Commission Inquiry:



Fill in all fields and explain the situation as 

best as you can. When finished with the 

inquiry, select “Send Message”. 

You will be brought to a screen with your 

Sent Messages, so you can review. You 

can also get to this page by selecting the 

applicable link under the “Messaging” drop-

down under Quick Links.



Our Commission Research Specialist will 

research your inquiry and respond through 

the portal under “Received Messages”.



Depending on the complexity of the Commission 
Inquiry, it may take more than 24-48 hours to receive a 
response.

Again, when our Research Specialist responds to your 
inquiry, you will be able to view the response under 
“Received Messages” located under “Quick Links” on 
the left-hand side.



How to View Announcements



How to view Announcements

On the home screen, immediately after logging in, scroll down to the bottom to find the 

Announcements section with any important messages.

You may also access the Announcements from the “Quick Links” on the 

left-hand side of the screen.

Click “Announcements” and then “View Announcements” to pull them 

up.



How to Opt In for VRA Text/Email 
communications



How to Opt In for VRA Text/Email communications

In the “Quick Links” tool bar, click “Agent” and then click “View/Edit 

Profile.”

Next, click “Agent Address” under the “Agent 

Quick Links” on the left-hand side of the 

screen.

Make sure the “VRA text communication” box is checked and then click “Submit.” Note that the 

texts will be sent to the number you have listed as Work Phone, so ensure that it is a valid cell 

number listed in that field.



How to view and download Sales & 
training PDF documents



Sales/Training Documents

From the home page, select the “Marketing 

Materials” tab under Quick Links, and choose “View 

Document” from the drop-down menu. 

Choose your Material Type, Year, and/or Company, 

then click “Search”. Note that none of these fields 

are required but choosing at least the year or 

company will help narrow your options.

Click “View” next to the material of your choice and it 

will download a copy to your computer so you can 

view and print.



External Website Pop-up



Inside our Plans & Products page (found under Agent Tools), you will find a link to the 
Corporate website of each Plan that will take you to the Search Tool for Plan Products. 



We have added a pop up on the VIP Portal Agent Tools section, 
notifying users when they are leaving the portal.
Agents should be aware that while our Corporate websites have 
an option to submit online applications, these are public sites 

and are not connected to their agent profile in any way. You will 
not receive any credit by doing an app on these sites, 
You must use Flowfinity or OEC for online applications.



Learn about all our 
Member resources.



You will be navigated to the External 

Health Plan website.



You will be navigated to the External 

Health Plan website.



Convenient Material Ordering



Ordering Materials

In the “Quick Links” section on the left side of the page, click on 

“Marketing Materials” and then click “Order Materials Here.”

You will be directed to a page with the link below, “Click here 

to Order Material.” Click on the link and it will direct you to 

another site to order materials.



• Click on “CATALOGS’” and then select the company that you would like to shop for 

first.

• Once you have completed Freedom, then move on to Optimum (if you need both).

Click the 
Company you 
want to start 
with.



There is a blue box on the left-hand side of the screen titled “Categories”. You will need to 

then click on each individual item to add to your cart:
• 1 Formulary for each Line of Business

• Multiples of 8 for Pre-Enrollment Kits (so if you need 2 boxes, you must have a quantity of 16)

• 1 Provider Directory for each county group you service

• 1 Scope of Appointment each (pack of 25)

CLICK EACH ITEM INDIVIDUALLY.



When you click on each category, a screen will appear with all the items available:
• You can either hover over the item you want, and a box will appear to add quantities and add 

the item to cart;

• Or you can click on the item and it will take you to the item’s page where you can click the 

image to enlarge it, add the quantity you need, and add the item to your cart.

(See next page for examples)

CLICK/HOVER 

ON THE ITEM 

YOU NEED.



If you click on the item, you will be 

brought to this page. You can click on 

the image to enlarge, add the quantity 

you need, and add the item to cart. 

If you use your mouse to hover over 

the item, you can type in the quantity 

you want and then add the item to 

your cart directly from the category 

page.

ENTER THE QUANTITY THEN ADD TO CART.

ENTER THE 

QUANTITY 

THEN ADD TO 

CART.



Once you click “Add to Cart”, a message box will appear:
• Confirming the item was added to your cart and giving you the option to “Save 

Choice as Preference” for faster ordering later. 

• Also gives you the choice to view your cart as it is currently or “stay here” to 

continue shopping.

CLICK HERE TO 

CONTINUE 

ORDERING.



Once you have added all the necessary items to your cart:

• You can click on the yellow basket at the top of the screen that has the 

number of items in the cart next to it.

(Or you could have clicked on ‘view cart’ when the last pop-up appeared)

CLICK HERE TO VIEW CART.



Shopping Cart Contents:

• You can update your cart here if needed.

• You can save your order for future placement.

• You may continue shopping

• Or you may click the green ‘CHECKOUT’ button on the bottom right hand side.

REVIEW ALL 

ITEMS AND 

QUANTITIES.



Once the ‘Checkout’ button is clicked, the cart will update with whether or not the items in 

the cart are available.

• If a red bar appears that has an allocation discrepancy, enter the quantity given.

• If a red bar appears because the item is out of stock and will be back logged, you 

can either remove the item and order it separately when it becomes available 

again or you can choose to keep the item and it will ship separately once it is 

restocked.

IF YOU CANNOT 

PROCEED, SEE IF 

THERE ARE ANY 

RED BARS, IF YES, 

SEE BELOW ON 

WHAT TO DO.



Once you have clicked ‘Checkout’ from shopping cart, you will need to provide 

Delivery Options (Step 1 of 3); you may:

• Choose an address source

• Or Search Personal Address Book

Click ‘NEXT’ when you are ready.



You will now be at ‘Order Details’ step 2 of 3.

• You will need to fill in all the boxes with an asterisk next to it (i.e. Name, Phone Number, 

etc.)

• Click ‘NEXT’

(If you have had multiple agencies in the past, you will need to select your current agency ID.)



The ‘Order Summary’ is step 3 of 3. Here the you will:

• Confirm the ‘Ships To:’ address is correct

• All ‘Items Ordered’ are in your cart with the correct quantities.

• If anything is missing or incorrect, you can go ‘Back’ or ‘Cancel’ the order.

• Once everything is reviewed, click ‘SUBMIT ORDER’

REVIEW THE 

INFORMATION 

IS CORRECT;

MAKE SURE 

ALL ITEMS ARE 

ADDED TO THE 

CART; AND 

CLICK SUBMIT 

ORDER.



Order Confirmed Page will have the order number, sales reference number, and a “thank you for 

placing your order.”

A confirmation e-mail will be sent to the e-mail address that you provided; it will contain the 

order number, the items ordered, and any additional info regarding the order.

You can click “home” to go back to the homepage, or click “copy this order” to save for a later 

date.



If you want to check your order status:

• You can click ‘ORDERS’ at the top of the page

• Click ‘Order Search’, and see all of your previous orders this year.

If you want to place a saved order:

• You can click ‘ORDERS’ at the top of the page

• Click ‘Saved Orders’, and select the one you wish to continue and place.



Welcome!

Agent Services 1-877-877-0539
Monday - Friday 8:00am - 8:00pm

Saturdays 9:00am – 1:00pm (during OEP/SEP)
Saturdays & Sundays 8:30am - 5:00pm (during AEP only)


