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Aetna Ascend 
Remote Agent Telephonic 

Enrollment
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What is RATE?

A function built into the Ascend Mobile Application (AMA) that enables agents to 
complete Medicare health plan enrollments in a location away from the 
beneficiary

To be compliant with CMS, these enrollments must occur through Ascend

RATE is available ONLY with an iPad and runs on iOS technology
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Who Benefits from RATE?

Your Beneficiary!

By offering a RATE 
enrollment, your 
beneficiary will 
enjoy

The convenience 
of completing an 
enrollment 
without being 
required to meet 
face-to-face

The security of 
knowing their 
enrollment is 
directly submitted 
electronically
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Who Benefits from RATE?

You do!

With the Ascend technology, you as an agent can complete enrollments without being in 
a face-to-face meeting

This will help complete enrollments efficiently when you have a prospect who cannot 
meet with you in person

You already met in person but is now ready to enroll

Has no cellular or Wi-Fi access at their home

Save time = more enrollments during your busy selling season



5©2019 Aetna Inc.

Proprietary

How Do I RATE?

Each agent 
will be 
given a 
unique 

RATE 
phone 

number to 
share with 

their 
prospects

This phone 
number 
can only 

be 
answered 
through 
AMA on 

your iPad

You must 
be logged 
in to AMA 
to receive 
a RATE call

You need 
to know 

when your 
prospect 

will call so 
that you 
can be 

prepared 
to answer 
it through 

your 
Ascend

If you are 
already in 
a meeting 

with a 
prospect, 

you 
cannot 
take a 

RATE call

When your 
prospect 
calls your 
RATE line:

Your iPad 
will ring 

like a 
phone and 

you will 
tap a 

button to 
receive the 

call

Your 
prospect 
will hear 

you 
through 
the iPad 
and you 

can 
complete 

the 
enrollment 
as normal 
in Ascend.
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RATE Call Functions in Ascend

Check here that you 
are set to “Accepting 
Calls”

RATE calls should be set 
appointment times so 
you can turn switch on 
when you are expecting a 
call.
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RATE Call Functions in Ascend

Your iPad will 
ring like a 
phone and 
you tap on 

Answer Call
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RATE Call Functions in Ascend

Tap 
“Talking” to 

mute or 
unmute 
yourself

Come back 
here to 
hang up 
RATE call

Carry on to the “Enroll a Client 
Over the Phone” tile
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Special Considerations for RATE

You will follow through filling out the enrollment application

Although some steps are the same, there are important differences between 
doing an enrollment in person vs. using RATE:

In-Person Enrollment RATE Enrollment

No Enrollment Script Enrollment Script found in Resources

Clear verbal agreement to enroll.  They also do get 
to tap a button that signifies their intent to enroll 

Clear verbal agreement to enroll which counts as a 
verbal ‘signature’ 

Beneficiary can read and agree to plan terms and 
conditions 

Agent must read and get verbal agreement “I 
agree” to terms and conditions 

They will be able to see and write down their 
confirmation number 

You will give them their confirmation number 
verbally 
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Special Considerations for RATE

Use the 
enrollment script 
to make sure you 
are covering all 

the needed steps 
to complete a 

compliant RATE 
enrollment

Make sure to give 
them their 
enrollment 

confirmation 
number verbally 
and encourage 
them to write it 

down
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Just the Facts…

What happens if you get 
disconnected from your 

prospect during the 
enrollment?

To be compliant, 
enrollments must be done 
on an inbound call.  RATE 
only works for inbound 

calls, so you can:

Wait a minute to see if they 
call back in on the RATE 

line

Call them on your phone 
and tell them to call you 

back on RATE line

Can I just have the 
prospect call my cell phone 

and then use AMA to 
complete the enrollment?

No! As a field agent, RATE 
is the only CMS compliant 
way to enroll a beneficiary 

over the phone
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Just the Facts…

Can RATE calls 
happen at any 
time of day?

Yes. You can 
receive a RATE call 
at any time of day

Remember, you 
can only receive 

the RATE call 
when signed into 
Ascend and when 

you are not in 
another meeting

So, be sure to 
schedule your 
RATE calls with 
your prospect
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Conclusion

RATE is an excellent tool that 
will help your business

Using RATE in AMA is the only 
compliant way for your 
prospect to call you and 
complete an enrollment

Remember that you are 
required to get their verbal 
agreements since they are 

not there to sign

Use RATE correctly and enjoy 
increasing your enrollments!



Thank You!
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