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Client 
Operations
Joy Shelby



Agenda
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• Welcome
• Account Management

• Medica Service Center
• Group Administration

• Employer eServices®

• Enrollment procedures
• Billing procedures
• Communications support

• Employee Assistance Program
• Wellness programs and resources

• Wellness Consultation Partnership
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Account Management
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Account management
Account managers

• Group set-up
• Pre- and post-enrollment 

meetings

• Health and wellness events
• Broker assistance
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Medica Service Center
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Medica Service Center
Phone numbers

One call does it all!
1 (952) 992-2200
1 (800) 936-6880
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Medica Service Center
Capabilities

• Clarify benefit information
• Address enrollment and, eligibility 

concerns
• Check billing, claims, and provider 

status
• Check on the status of an 

enrollment
• Order materials for you on behalf 

of your employees
• Answer questions about the 

secure member portal 
Medica.com/SignIn
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Medica Service Center
Excellence

• Dedicated team
• Committed to quality
• Extensive plan knowledge

• All representatives have 
member service experience

• Core competency 
assessments completed 
annually; refresher training 
provided weekly

• Average monthly quality 
score: 98%
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Group 
Administration
Brent Peterson
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Group Administration
Topics

Employer eServices
Enrollment procedures

Billing procedures
Communications support
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Employer eServices
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Employer eServices
Features

Real-time online administration
Secure internet connection 24/7
• Manage access
• Enrollment
• ID cards
• Billing
• Pay online

EMPLOYERESERVICES.COM
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Employer eServices
Manage access with registered CMA

Client Master Administrator (CMA)
• Manages access of users
• Activate or inactivate access
• Assign functional permissions, 

such as enrollment or billing
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Employer eServices

IF YOU... CONTACT…

• Want to register for Employer 
eServices

• Have a general question about 
Employer eServices or experience a 
technical issue while using eServices

• Medica Service Center at 
1 (952) 992-2200 or 1 (800) 936-6880

• Email the Service Center at  
MedicaServiceCenter@medica.com

QUESTIONS
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Enrollment Procedures
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Enrollment procedures
When can employees enroll?

EMPLOYEES CAN ENROLL… FORM TO USE…
• When newly hired • The medica enrollment/

change/cancellation form • Following a change in family status:
a) Loss of other coverage
b) Birth
c) Adoption
d) Marriage
e) Divorce

• During open enrollment
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Enrollment procedures
Enrollment/Change/Cancellation Form

Submit within 31 days of event
Use to:
• Add employee
• Add dependent (i.e. spouse, child)
• Waive coverage
• Change information (i.e. name, and address)
• Remove employee from plan (termination date:  

end of month)
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Enrollment procedures
Plan Selection Change Form

Submit within 31 days of event or 
plan change
Use to:
• Move already enrolled employee 

from one plan to another
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Enrollment procedures
Continuation eligibility

To determine Eligibility:
COBRA/Continuation laws and requirements are the responsibility of the employer (contact 
your legal counsel)
For more information on Minnesota State Continuation:

• MN Department of Commerce      
651-539-1500  or 1-800-657-3602 https://mn.gov/commerce

• MN Department of Health
651-201-5000 or 888-345-0823    http://www.health.state.mn.us/  

Federal COBRA questions: US Department of Labor at 1-866-487-2365 or www.dol.gov
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Enrollment procedures
Continuation eligibility

To re-enroll members who have elected 
continuation
• Terminate coverage using the 

Enrollment/Change/Cancellation Form
• Notify members of continuation rights
• Re-enroll using the 

Enrollment/Change/Cancellation Form
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Enrollment procedures
Employee enrollment information or changes

• Send enrollment information or changes to:

Medica
PO Box 30986
Salt Lake City, UT 84130-0986
Fax to: (844)280-3838 
Or use secure upload:
https://portal.medica.com/employer/enrollmentupload?
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Enrollment procedures
Material orders

Forms may be found online at 
Medica.com or requested from the 
Medica Service Center at (952) 992-2200
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Master Group Contract

Many questions can be answered by referring to your 
Master Group Contract (MGC). The MGC is a legal 
contract between your company and Medica that lists 
the following:
• Term of contract
• Grace period
• Acceptance of contract
• Eligibility
• Rates
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Billing Procedures
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Billing procedures
Billing

• Pay as billed, wait for adjustments
• Payment due by first of the month
• Bills run on or around 11th of the month
• Do not terminate employees on billing 

statement
• Changes are due a full 30 days prior to 

reflect on billing statement
• Automatic Clearing House (ACH), an 

automated payment option, is available 
upon request

• Questions? Call the Service Center at 
(952) 992-2200
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Billing procedures
Invoices

Invoice reflects:
• Account summary
• Current invoice summary
• Invoice detail at the subscriber level
• Applicable adjustments



© 2023 Medica | Medica Business Confidential 28

Communications Support
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Communications support
Member newsletter

4MEMBERS

• A quarterly distribution
• Emailed to members who register at 

Medica.com/SignIn; available as PDF 
for employers to distribute
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Communications support
Employer update E-Newsletter

• Monthly employer newsletter
• Employer events

• Policy changes
• Product, network, and service changes
• Ideas for helping you manage your health care costs and 

engage your employees in healthy lifestyles 

• Contact your account manager if you aren't currently 
receiving the Employer Update and would like to
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Communications support
Medica.com for employers

• Plan information
• Employer and member 

information resources

• Valuable health and wellness 
programs and resources for 
employers and members

• Find a physician or facility
• Online versions of our publications

• Recent Medica news
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Medica Behavioral Health

Live and Work Well
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Live and Work Well
Features

Well-being support and resources

• Explore a wealth of self-help services, interactive tools and action-
oriented advice to help you take steps toward feeling healthier, happier, 
and in control of your well-being.

• View the latest news, events and library of expert articles and advice, 
to learn about conditions and issues that may be affecting your life.

• Participate in a variety of interactive, customizable self-improvement 
programs. 

• Access the substance use disorder (SUD) helpline and online chat, a free, 
confidential resource available to you or a loved one. Provides direct 
access to a substance use recovery advocate 24 hours a day, 7 days a 
week.

• Create an account to access more personalized services. 

Visit
LiveAndWorkWell.com 
and enter access code 

MEDICA
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Medica Behavioral Health

Employee Assistance Program (EAP)
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Medica behavioral health
EAP

• Five counseling sessions per issue, per year covered at 
100% 

• A robust collection of interactive resources, webinars, 
screeners, and information on LiveAndWorkWell.com 

• Legal and mediation services, including a 30-minute legal 
consultation at no cost and a 25% discount if they hire an 
attorney 

• Community resources
• Financial advisor support
• Parenting and child care or elder care services and more 
• Employers have access to 150 hours for training workshops 

and crisis response. 

Nearly 80% of issues are 
resolved within EAP, without 

referral to additional 
behavioral health services*

83% were more effective 
at work/school*

*Based on 2018 national Optum data
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Medica behavioral health
EAP work life areas

household needs | personal issues | recreational activities | shopping entertainment | dining 
nightlife options education | health & wellness

Adult/Eldercare Services
financial planning | retirement planning | legal services | housing assistance | support services | respite care  

insurance information | transportation | Medicare/Medicaid support | long-distance caregiving | aids to daily living

Convenience Services

Life Learning

childcare | parenting support | child development experts | special needs support | help for teens 
pregnancy services | childbirth/Nursing professionals | camps | family activities | adoption support | grand parenting

assistance | pet services | help for non-traditional families | communication training | domestic relocation

aids to daily living | medical suppliers | food/nutrition assistance | self care tools | travel assistance 
social services | home healthcare | mail order pharmacies | medical alert systems | special housing

school issues | special education resources | college selection | lectures | career consulting | online learning 
financial aid assistance | alternative education programs | community education programs

adult education classes | enrichment classes | music, dance, art and craft classes

Child/Parenting Services

Chronic Condition Support
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Medica behavioral health
Additional services

• Unlimited consultation 
with clinically-licensed 
management consultants 
24/7/365

• Management referrals 
and Fitness for Duty 
coordination

• Federally-regulated DOT 
cases, SAP services and 
case monitoring

• Immediate telephonic help 
available 24/7 by specialized CIRS 
intake team 

• On-site group and individual 
counseling from a national 
network of more than 156K 
clinicians

• Follow-up consultation with 
managers within 24 hours to 
assess satisfaction and determine 
additional needs

• Training programs can be 
developed from more than 50+ 
options

• Topics include:
• Professional development
• Human resource/workplace 

concerns and work skills
• Wellness and work-life seminars
• Life skills and challenges

o https://www.medica.com/employers/worksit
e-wellness/employee-assistance-program-
training

Critical incident 
preparation & response

Training servicesManagement 
consultation

https://www.medica.com/employers/worksite-wellness/employee-assistance-program-training
https://www.medica.com/employers/worksite-wellness/employee-assistance-program-training
https://www.medica.com/employers/worksite-wellness/employee-assistance-program-training
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Medica Behavioral Health
Employee Assistance Program (EAP)

Healthy and seeking 
more from life

Struggling with 
undetected issues

Confronted 
with issues

Need
stabilization

In 
treatment

Recovering and 
staying healthy

Behavioral healthEmployee assistance program/worklife

22%
outpatient cost

18%
outpatient visits

$441

Cost per member accessing care

Those who 
used 

EAP + BH 

Those who 
used 

BH only

$342

1. Drydale. 2018. 78.1% resolution based on 2017 Optum book of business for all visit model.
2. Cross. Ocober 2017. Analysis of BH + EAP claim costs. 3. 2018 Optum analysis of behavioral health claims of large national employers, Smith, May 2019. 

Connect employees to the care they need. 

80%
of issues are resolved 
within EAP without use of behavioral 
benefits1

Nearly

Use of out-of-network services

3% with 
EAP 29% without 

EAP2

For employees who used EAP before behavioral 
health care3



SENIOR WELLNESS 
CONSULTANT

MARY ALICE NOEL
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Take Action with Medica’s Resources 
to Live a Healthy Lifestyle
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Medica’s Wellness Partnership – The First Step

Knowledge Action Step:
Offer awareness, motivation, 

engagement and a comfort level in 
creating a simple wellness strategy in 
meeting your employees' whatever 

path they are on! 

You can change your life, by changing your behavior!
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The Power of a Change Agent!  



Agenda 

• Medica’s Wellness Resources (Knowledge)
• My Health Rewards 
• Omada for Prevention 
• Self Care by AbleTo
• Ovia
• Virtual care options
• Medica CallLink
• 2023 Take Action Calendar/HealthE Messages
• 2024 Wellness Enhancements

• Wellness Consultation Partnership
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My Health Rewards Overview
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My Health Rewards

My Health Rewards, an online tool that helps you build healthy habits and live your 
best life!   
• You’ll earn up to $220 in rewards annually as you complete activities personalized just for you.

• You can make small, daily changes that are focused on the areas you want to improve the most.
• Those small steps can lead to lasting behavior change.

Who’s eligible?
• Medica subscribers, spouses, and dependents 18 years of age and over.

© 2023 Medica | Medica Business Confidential
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Five simple steps

Step 1:  Register

Step 2:  Get Rewarded 

Step 3:  Sync Devices   

Step 4:  

Step 5  

Personalized 
Wellness Path   

Tools & 
Resources   

© 2023 Medica | Medica Business Confidential
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Registration steps

• Download the free Virgin 
Pulse app from the App Store 
or Google Play. Follow these 
simple instructions and you’ll 
be ready to roll!

• Prefer to sign up online?  Go 
to Medica.com/MyHealth 
Rewards to create your 
account.

STEP 1 STEP 2 STEP 3 STEP 4

Click on Create 
Account under 
the Sign In 
button

Search for 
Medica on the 
Sponsor
Organization list

From the list, 
select Medica 
My Health 
Rewards

Follow the steps 
to sign in.  Enter 
your name 
exactly as it 
appears on your 
Medica ID card. 



© 2023 Medica | Medica Business Confidential 48

2022 My Health Rewards Pulsecash earnings

Three Reward Options 

Learn how to earn Rewards:
1) Go to Home
2) How to Earn
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Max Buzz – it’s worth the buzz
You have the option of redeeming points for the Max Buzz™, a 
Virgin Pulse fitness tracker that can be used to track activity and 
sleep.

The Max Buzz is available in the Virgin Pulse store for 2,000 
reward points (or $10 PulseCash). Or you can purchase the Max 
Buzz anytime you’d like for a reduced price of $9 + tax. 
• Go to Profile, then click Shop/Store. 
• Find the Max Buzz and click Buy Now to add it to your cart 

and see the reduced price. 

• Apply your rewards cash in the cart (if applicable). 
• Complete the checkout process, and look for your Max Buzz 

in your mailbox in about 7-10 days!

49
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Steps to personalize your wellness path 

• Go to Profile.
• Click on Pillars.
• Choose the areas of daily nudges to receive. 
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Reap the benefits of learn & do 

Daily Learning Cards Daily Health Habits
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My Care Checklist 
Preventive Care Reminders
After completing the Health Assessment, you will receive

personalized reminders of recommended preventive care 

exams based on one’s:

• Age

• Gender

• Health Situations

My Health Rewards Earned Points

• 250 points for each exam and/or immunization 
completed
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Benefits – Medica Resources
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Member services support

Questions about the program, how to register and how to use the app:

Virgin Pulse Member Services is available by phone, chat, or email: 
• Phone: 1 (800) 450-4074

• Hours: Monday – Friday, 7 a.m. - 8 p.m. CT
• Chat: Use the Chat button if using a web browser.

• Hours: 7 a.m. - 8 p.m. CT Monday - Friday
• Email: Medica.Support@VirginPulse.com

mailto:edica.Support@VirginPulse.com
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Medica’s Wellness Resources 
Overview
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Omada for Prevention 

Overall Goal
Offer a digital lifestyle program that is designed to help at-
risk individuals lose weight and combat obesity-related 
chronic disease such as diabetes and heart disease. 

Eligibility
Medica subscribers, spouses, and dependents 18 years of 
age and over.

Program Features
• Health coach to provide one-on-one guidance and 

support. 
• Connected scale and mobile app to track weight, 

activity, and food.
• Participants learn to build strategies for healthy 

eating, activity, sleep, and stress management.

Take a quick online health assessment to see if you’re eligible
at OmadaHealth.com/Medica.



Self Care by AbleTo
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Overall goal

Empowers individuals to engage with coping tools, meditations, sleep tracking, healthy habits and    more to 
improve their mental health and build life skills.  

Eligibility

Medica members 13 years and older 

Program features
• Assessments & tracking
• Mental health skills & tools
• Collections
• Community
• Find Care – Connect w/ a

therapist online 

Getting started
• Go to AbleTo.com/Begin
• Click “Get started” and enter 

“Medica” for access 
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Ovia – digital tools for modern parenthood 

Overall Goal

Ovia Health app gives an on-demand personalized 
support through parenthood.  

Eligibility

Medica members who are female and 18-46 years of age 
can access personalized Ovia Health resources.

Getting Started

1. Download Ovia Fertility, Ovia Pregnancy, or Ovia
Parenting from the App Store or Google Play.

2. Sign up and choose “I have Ovia Health as a benefit.”

3. Enter your state, health plan (Medica), employer 
name, and personal details.

4. Get started!
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Virtual care overview

ACCESS SERVICES PROCESS
• Computer
• Smartphone
• Tablet

• Diagnosis
• Treatment plan
• Prescriptions (if needed)

• Online/email or phone/video 
consultation

• Symptoms are discussed and diagnosed 
• Course of treatment is put into place
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Virtual care options 
Clinic-based Amwell Virtuwell CallLink Nurseline

Many clinics offer virtual care, 
online care or e-visits

24/7 online clinic available in 
every state 
Includes coverage for medical and 
behavioral health care services

24/7 online clinic available in 
select states Available 24/7

Prices vary
Medical: Each visit is $64 or less
Behavioral health: Price varies by 
type of service

Medical: Each visit is $59 or 
less FREE

Check with your clinic to see if 
they offer virtual care and how 
you can connect with your 
provider online

Mobile, web and phone visits 
with a board-certified doctor

Online visits with a certified 
nurse practitioner

Phone visits with trusted 
advisors and nurses

Clinic’s website Amwell.com Virtuwell.com partner.medica.com
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Medica CallLink®
Getting the best care and the best value

• Learn more about a diagnosis 
• Decide what type of care meets your 

needs 
• Understand symptoms and treatment 

options 
• Create a plan for adding healthy 

habits to your routine 
• Understand how to take medications 

safely and effectively 
• Find a doctor or hospital and schedule 

an appointment 
• Get information about preventive 

screening services Available 24-7
1 (800)-962-9497
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Medica’s Wellness Resources
2024 Enhancements
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My Health Rewards 2024 Incentive Structure

Download the App Save your interests Take the health 
assessment

Level Points earned Reward

1 2,000 $10

2 10,000 $20

3 25,000 $50

4 40,000 $80

Getting started is easy!

Members 18 years and older can earn up 

to $225 in gift cards funded by Medica 

$5/monthly reward upon completion of 7000 steps/15 active 
minutes/15 workout minutes. 20 days in a calendar month.

NEW $5 one-time reward for annual exam (self-attestation)
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My Health Rewards 2024 – Live Coaching Services 



2024: Introducing Life Time 
Digital Fitness

67

On-demand classes

Livestream classes from health clubs around 
the nation

Structured training programs

Curated health and wellness content 
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Introducing Medica’s Resources via Benefit Tiles
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Wellness Consultation Partnership
Goal: Offer a data-driven wellness strategy focusing on optimizing health improvement opportunities 
meeting the uniqueness of the employer population.

Wellness Consultation Services
• Identify wellness goals

• Review wellness data analysis & wellness resources engagement
• Develop wellness strategy building blocks
• Identify wellness key drivers and approaches to address

• Highlight a proposed wellness calendar
• Review Medica’s wellness resources
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What will your wellness inspiration be? 





T h a n k  y o u
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