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External FAQ for Sales, Agents, Agencies & Distribution Partners to help address 
customer questions related to the CMS Audit of Cigna-HealthSpring. 
 
For Agent use only.  Not to be distributed to beneficiaries or other related parties. 
 
AUDIT SPECIFICATIONS 
 

1. What happened? 
 
Centers for Medicare & Medicaid Services (CMS) imposed sanctions resulting in a 
suspension of all enrollment and marketing activities of Cigna-HealthSpring Medicare 
Advantage (MA, MAPD) and Prescription Drug Plans (PDP)*. The suspension does not 
impact Cigna-HealthSpring benefit offerings for currently enrolled customers. 
 
Emerging from sanctions and maintaining an enhanced culture of customer-centricity and 
compliance is our top priority. The audit response work is setting the enhanced 
foundation for Cigna-HealthSpring’s long-term improvements for the benefit of our 
customers, providers, government clients and other key stakeholders.  
 

2. Why was Cigna audited by CMS? 
 
This audit was part of CMS’s standard audit protocol.   

 
CURRENT STATUS 
 

3. What is the current status of Cigna’s audit work with CMS?  What is Cigna doing to 
remedy the audit findings? 
 
Cigna-HealthSpring is fully committed to addressing the issues identified by CMS and is 
fully cooperating with CMS in the remediation process.  We have hired a new Acting 
Chief Medicare Compliance Officer and engaged several nationally recognized consulting 
firms and experts to assist in our efforts.   
 
As part of CMS’s prescribed remediation process, we prepared corrective action plans for 
resolving each of the issues identified by CMS.CMS approved those corrective action 
plans back in April.  We are currently finalizing our implementation of those corrective 
plans and confer with CMS regularly to discuss our progress.   

 
4. Why won’t Cigna be able to participate in the annual enrollment period? When 

does Cigna anticipate that the sanctions will be lifted? 
 
Although Cigna-HealthSpring will not participate in Medicare’s 2017 Annual Election 
Period (AEP), we continue to work proactively and collaboratively with CMS to address 
the audit findings and to emerge from sanctions as promptly as possible.  For CMS to 
consider lifting the sanctions Cigna HealthSpring must remediate all audit findings and 
pass a validation audit performed by an independent third party. 
 

5. When CMS decides to lift the sanctions, how quickly will Cigna be able to 
communicate the update to Distribution Partners? 
 
We anticipate we will be able to provide an update soon after CMS formally lifts 
sanctions. 
 

6. Will there be a delay between when sanctions are lifted and when customers can 
enroll again? 
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We anticipate that we will be able to accept enrollments immediately for coverage 
effective the first of the month following when sanctions are lifted, but it will depend on 
the timing of the CMS’s decision to lift sanctions. 

 
DISTRIBUTION PARTNERS 

 
7. May new customers enroll in Cigna-HealthSpring Medicare Advantage and/or 

Prescription Drug Plans during the sanction period? 
 
No. Cigna-HealthSpring cannot accept enrollments into its Medicare Advantage or 
Prescription Drug Plans* nor market to Medicare beneficiaries until CMS lifts the 
sanctions.  

 
8. May existing customers renew their existing Cigna-HealthSpring Medicare 

Advantage and/or Prescription Drug Plans during the sanction period? 
 
Yes. Existing customers may choose to renew coverage in their current plan, even if 
Cigna-HealthSpring remains under sanction for the 2017 AEP. Existing customers will 
receive the CMS-required Annual Notice of Change (ANOC) prior to the start of the 
annual enrollment period.  
 
If customers do not change their plan during the annual enrollment period, they will be 
renewed into their existing Cigna-HealthSpring Medicare Advantage or Prescription Drug 
plan as described in their ANOC.  

 
9. Are customer retention activities allowed during CMS sanctions? 

 
No. The CMS sanctions require that Cigna-HealthSpring stop all marketing efforts. 
Marketing is defined as the act of steering, or attempting to steer, a potential enrollee 
towards a plan or limited number of plans, or promoting a plan or a number of plans, 
and/or encouraging retention of current enrollees.   
 
Agents may answer customer questions, including questions regarding a customer’s 
current plan’s benefit and service area changes. Agents may not offer proactive 
marketing information to new or existing customers.  
 

10. When will 2017 Medicare Advantage and Prescription Drug Plan benefit and 
service area information be released? 
 
Brokers and customers will receive 2017 benefit and service area information in 
September 2016.  
 

11. When will Cigna-HealthSpring’s 2017 agent training be released? 
 
Cigna-HealthSpring 2017 agent certification training was launched on August 4th, 2016.  
 
In 2016, Cigna-HealthSpring is offering training to all brokers and agents through e-
Module, web-based agent certification. No face-to-face training is required for new agents 
in 2016. 
 

12. Are there any changes to Cigna-HealthSpring annual certification activities? 
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Yes.  We have improved our annual attestation process by allowing agents to attest to 
review and abide by our Rules of Engagement handbook as part of our annual agent 
certification curriculum instead of as a separate sales addendum attestation. 
 
This means agents will no longer have to revisit the site later in the year to attest to the 
annual sales addendum.  This also means that all agencies have been assigned to 
complete this Policies and Procedures and Rules of Engagement attestation course. 
 

13. Will Cigna-HealthSpring reimburse agents for their annual certification costs? 
 

Yes.  As we have done in previous years, we will cover agent certification costs for 2017 
certification. To be eligible for reimbursement you need to complete the 2017 certification 
by September 15th as outlined below. Reimbursement is tentatively targeted to be issued 
in February 2017. 
 
To be eligible for reimbursement of 2017 certification costs, an agent must do one of the 
following:  

• Complete the AHIP Training and all Cigna-HealthSpring required courses by 
September 15, 2016 and receive $125 reimbursement*  

• Complete Gorman Health Group Training and all Cigna-HealthSpring required 
courses by September 15, 2016 and receive $99 reimbursement*  

• Complete Pinpoint Medicare Training and all Cigna-HealthSpring required 
courses by September 15, 2016 and receive $89.95 reimbursement*  
 
*Complete reimbursement requirements will be announced at a later date. 

 
14. What if an agent does not complete the 2017 Agent Certification by January 1, 

2017?  
 
Completion of the 2017 certification is required for agents to be eligible to service existing 
Cigna-HealthSpring members and receive renewal commissions.  In order to remain 
active and in good standing, ALL agents must complete all courses in the 2017 agent 
certification curriculum and ALL agencies must complete the Policies and Procedures 
and the Rules of Engagement attestation noted above prior to January 1st, 2017.  Any 
agents or agencies that have not completed these requirements prior to January 1st will 
be terminated. 

 
15. Will Cigna continue agent recruiting and contracting during the CMS sanction 

period? 
 
Yes, Cigna and its external distribution partners may continue agent recruiting, 
contracting and training, to prepare to market and sell once CMS sanctions are lifted.  
 

16. What impact do CMS sanctions have on agent participation in Cigna-HealthSpring 
sales and other events?  
 
The CMS sanctions require that Cigna-HealthSpring cease all marketing of its Medicare 
Advantage and Prescription Drug Plan products. Marketing is defined as steering, or 
attempting to steer, a potential enrollee towards a plan or limited number of plans, or 
promoting a plan or a number of plans, and/or encouraging retention of current enrollees.   
 
Examples of prohibited marketing activities include:  

• Holding or participating in promotional events targeting potential enrollees  
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• Making and/or holding agent appointments with potential enrollees to discuss or 
promote Cigna-HealthSpring Medicare Advantage and/or Prescription Drug Plan 
products 

• Conducting direct mail or promotional campaigns 
• Running public advertisements, paid or unpaid 
• Holding sales events for prospective customers, whether formal or informal  
• Holding community outreach events, including educational and health/wellness 

events 
• Referencing Cigna-HealthSpring Medicare Advantage or Prescription Drug 

Plans* in a manner such as to endorse or promote these plans, steer potential 
prospects, or encourage retention of existing members 

• Providing Cigna-HealthSpring branded giveaway items, whether to prospective 
or new customers, however Cigna branded items are allowable 

• Having Cigna-HealthSpring acknowledged or honored for a charitable 
contribution or donation; however, Cigna may be acknowledged or honored 
 

Sales recognition events, i.e., agent events to recognize prior sales performance, are 
subject to review, tracking and approval by Cigna-HealthSpring, whether held by Cigna or 
by external distribution partners.  
 

17. May external distribution partners draft their own communications to Cigna-
HealthSpring customers with respect to the CMS sanctions? 
 
Any written communications from Cigna or Cigna-HealthSpring, their contracted 
providers, brokers or other downstream vendors to customers and others regarding the 
CMS sanctions – including through direct mail, email, website content, or other written 
communication mechanisms or sources – must undergo special review and approval by 
CMS.  Scripts for verbal outreach initiatives addressing the sanctions must also undergo 
CMS review and approval.  If you wish to consider developing your own customer 
communication addressing the sanctions, please contact your Cigna representative.    

 
18. Will agent chargebacks resume when Cigna-HealthSpring is released from CMS 

sanctions? 
 
Yes, however Cigna-HealthSpring will allow accumulated agent chargebacks to be paid 
over time with details and specific timelines to be determined. 

 
19. Will agents be eligible for annual renewal lump sum commissions in 2017? 

 
Agents who complete Annual Certification requirements by January 1 2017 will be eligible 
to receive renewal commissions to be paid in a lump sum amount during the 
January/February 2017 timeframe. A portion of this renewal payment will be offset by 
accumulated chargeback totals. Additional details will be available in advance prior to 
payment. 

 
20. When will updated commission schedules be available? 

 
The commission schedule previously included in the sales addendum will be released 
separately later this year. 

 
21. What if additional agent questions arise regarding the CMS sanctions on Cigna-

HealthSpring? 
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External distribution partners and agents with sanction-related questions may contact 
Cigna-HealthSpring’s Agent Assistance Line (HAAL) at 1-866-442-7516.  Our current 
hours are from 8:00 AM – 5:00 PM, CST, Monday through Friday. 

 
 
CUSTOMERS 
 

22. Will Cigna offer Medicare Advantage and Prescription Drug Plans in 2017? 
 
Yes, Cigna will annually file Medicare Advantage and Prescription Drug Plans for 2017 
and beyond, in order to continue to provide existing customers with comprehensive, 
competitive offerings for years to come. 

 
23. Is Cigna-HealthSpring planning any service area expansion for 2018? 

 
We are focused on addressing the audit findings.  Once CMS lifts sanctions, Cigna-
HealthSpring will evaluate services areas and expansion opportunities. 
 

24. How will renewals be managed for existing customers? 
 
If customers do not actively change their plan during the annual enrollment period, they 
will be renewed into their existing Cigna-HealthSpring Medicare Advantage or 
Prescription Drug plan as described in their ANOC.  
 

25. Will customer receive any sanction-specific communications from Cigna-
HealthSpring during AEP? 
 
No.  Additional sanction communications are not required by CMS or otherwise planned 
by Cigna-HealthSpring at this time. 
 

 
EMPLOYER-SPONSORED COVERAGE 
 

26. How do the CMS sanctions affect employer-sponsored Medicare Advantage and 
Prescription Drug Plans, also known as employer group waiver plans (EGWP)?  
 
CMS granted Cigna-HealthSpring a renewable waiver, effective through October 31st, 
2016, to continue enrolling individuals into currently contracted employer-sponsored 
Medicare Advantage and Prescription Drug Plans. This means that Cigna-HealthSpring 
will continue to enroll eligible or newly eligible employer group customers (for example, 
so-called “age-ins” who reach the age of Medicare eligibility) into existing group 
contracts.  
 
This EGWP waiver applies to existing employer group contracts only. The waiver does 
not permit Cigna-HealthSpring to market or enter into new Medicare Advantage or 
Prescription Drug Plan employer group contracts during the enrollment suspension.  
Moreover, CMS reserves the right to rescind the waiver if it finds that Cigna-HealthSpring 
has not “satisfactorily resolved the issues that resulted in the sanction.”  
 
Renewable EGWP waivers granted by CMS are valid for a period of three months. 
Cigna-HealthSpring will continue to request ongoing waiver extensions throughout the 
sanction period. 
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27. Can Cigna-HealthSpring continue to support 2017 EGWP renewals for existing 
clients if Cigna-HealthSpring Medicare Advantage and Prescription Drug Plans are 
not released from sanctions in time to participate in AEP? 
 
Yes.  Cigna-HealthSpring’s renewable EGWP waiver allows us to continue to enroll 
eligible or newly eligible individual members of employer group customers (for example, 
so-called “age-ins” who reach the age of eligibility) into existing group contracts. 
 

28. Which employer-sponsored “group” products do the CMS sanctions impact? 
 
The CMS sanctions impact Cigna-HealthSpring Medicare Advantage and Cigna-
HealthSpring Rx (PDP), or EGWP (employer group waiver plan) offerings. Therefore, 
Cigna-HealthSpring may not market or sell these products to new employer group 
customers. 
 
Other group retiree product offerings, including Cigna Medicare Surround (group 
supplement), Cigna Medicare Expand (Medicare COB), non-Part D prescription drug 
coverage (Cigna Pharmacy and Retiree Drug Subsidy), and dental, are not impacted. 

 
 
*While this document commonly references “Medicare Advantage and Prescription Drug Plans,” 
CMS imposed sanctions on the marketing and sale of all of the following Cigna-HealthSpring 
plans: Medicare Advantage (MA) and Medicare Advantage Prescription Drug (MAPD) Plans, 
TotalCare Special Needs Plans (HMO SNP, aka Dual HMO), standalone Prescription Drug Plans 
(PDP), and Medicare-Medicaid Plans (MMP). 


