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Humana Agent Podcast Series 

………………………………………………………………………………………………………………..……………… 

Episode 41. [Why Doing Good for Others Means Doing Well for Yourself]. Hear from 

two Agents who make Dual Eligible Special Needs Plans (DSNP) the centerpiece of their 

sales strategy. You’ll discover why they view DSNP as an opportunity to help their 

community. We’ll cover best practices for working with the DSNP population including 

outreach and education tactics. Listen to their inspiring stories. 

 

Speakers: 

Jill Harris 

Independent Sales Agent, South Carolina 
 

Barbara Prince 

Independent Sales Agent , Ohio 
 

………………………………………………………………………………………………………………..……………… 

 

SECTION 1 – WELCOME / INTRODUCTION 

 

Jason/Host: 

Welcome to Grow Your Book—the Humana Podcast Series where we help Agents like you 

tackle topics that matter most to your business.  

 

Today, we’ll be talking about Dual Eligible Special Needs Plans. We’ll cover best practices to 

help you: 

- Establish your presence in the community 

- Build authentic relationships 

- Educate prospects and clients 

- Communicate clearly and effectively 

- Use the Healthy Foods Card, which is available on most but not all Humana DSNPs, 

as a sales differentiator 
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On the go, at your command, get ready to Grow Your Book! 

 

INTRODUCTION 

Jason/Host: 

Hello, Humana Agents! This is your Grow-Your-Book host, Jason Rockow-Vivier.  

 

Today, we’re talking about Dual Eligible Special Needs Plans, or DSNP for short. These 

plans are specifically designed for those who are eligible for both Medicare and Medicaid, 

hence dual eligible. 

 

We’ve got two great guests: Jill Harris, Independent Sales Agent, South Carolina 
and Barbara Prince, Independent Sales Agent, Ohio. 
 
 

Let’s dive into DSNP! 

 

………………………………………………………………………………………………………………..……………… 

 

SECTION 2 – Speaker Backgrounds 

 

Jason/Host  

Agents, I’m pleased to introduce today’s guests, Barbara and Jill. How are you both? 

 

Barbara: 

It’s my pleasure to be here, Jason. I like helping people. That goes for DSNP clients and my 

fellow Agents. 

 

Jill: 

Me too. Like Barbara, I love helping people. DSNP is a real calling. The more Agents selling 

DSNP, the better. 
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Jason/Host: 

I can already tell you both have passion and kindness in spades. I’m curious to know how 

you got into being Agents in the first place. Jill, let’s start with you. What lead you to being 

an Agent? 

 

Jill: 

I went to college later in life. In fact, I was there at the same time as my children. But I had 

no real clarity on what I would do. A local mechanic experienced a family tragedy. I felt 

compelled to help him at the shop for a couple weeks while he sorted things out. That’s 

where I met a local sales Agent. He asked me if I’d be interested in working with him. At 

first, I said no. I told him I’m no salesperson. But he was persistent. Next thing I know, I 

called him back. I’ve discovered that what I do as an Agent is about helping, not selling. I 

help clients find the right plans to fit their unique needs. It’s about putting people first. 

Showing that you care. 

 

Jason/Host: 

Wow, that feels a little like serendipity. It sounds like being in the right place at the right 

time has really paid off in more ways than one. Barbara, let’s hear from you next. How did 

you come to be an Agent? 

 

Barbara: 

Like Jill, tragedy also sent me down a new path. I had been with a national bank for more 

than 20 years when someone close to me passed away. It gave me pause, and I re-evaluated 

both my life and my career. I wasn’t happy. At 55, I decided to change my career path and 

give up on the comfort and security of my bank job. It was a big risk, putting everything on 

the line like that. But I knew I had to it. I wanted a job where I could help others. I searched 

LinkedIn and came across a job description for a Sales Agent. I really didn’t know what it 

entailed, but I called anyway. After that, I got my license. I’ve been an Agent for the past 

four years. Now my work is more impactful and positive. This is my niche. It’s what I was 

born to do. 
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Jason/Host: 

Switching gears after such a long tenure at the bank took a lot of courage and, dare I say it, 

chutzpah. Also, I’m struck by the fact that personal tragedy both set you down the Agent 

path. Actively helping people turned heartache into healing. You both have really powerful 

stories. It’s as if becoming an Agent was in the cards. There’s a higher purpose to it than 

simply having a job or making or sale. 

 

Jill: 

That’s right, Jason. It’s helping people get their needs met, whether those needs are for 

their health, finances or emotional well-being. 

 

Barbara: 

I couldn’t agree more. To me, offering DSNP products means doing good for others while 

doing well for yourself. I get a lot of satisfaction from educating my clients and getting them 

into a plan that can make a real difference in their lives.  

 

Jason/Host: 

I love that: “doing good for others while doing well for yourself.” That’s really what being 

an Agent is all about, isn’t it? 

 

………………………………………………………………………………………………………………..……………… 

 

SECTION 3 – Best practices 

 

Jason/Host: 

Let’s talk about getting eligible people into Humana’s DSNPs and some best practices. Jill, 

let’s start with you. What’s something you recommend Agents do when first discussing 

DSNP? 

 

Jill: 
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When I started out, I knew that being visible in the community would make a difference. So 

I set up a table at my local Walmart. Shoppers and even employees got to know me over 

time in an organic way. People really like the opportunity to just walk up and chat. It’s 

informal and low pressure. I’m friendly to everyone, because you never know who might 

give you a referral. Someone could be a caregiver or know a friend or family member who 

is looking for a health plan. I really try to build those relationships, get to know the people 

and listen to them. Those relationships grow naturally. Over time, I feel like I’m an adopted 

family member. I have one client who brings banana bread to me at Walmart on the first 

day of AEP each year.  

 

Jason/Host: 

That’s incredible! You really know you’ve made a connection when you get home-baked 

goodies. Setting up a table at a store like Walmart is a great example of grassroots 

marketing. Let’s go to you, Barbara. What advice do you have for Agents when it comes to 

grassroots marketing efforts? 

 

Barbara: 

Getting out in the community is key. You’ve got to see and be seen where your prospects 

live, work and worship. Places like local churches, food banks and the Salvation Army are 

all great locations to establish a presence. Just be sure to get permission from the venue in 

advance before you show up with your table and information and report the event to the 

local marketing team at Humana at least 10 days in advance or prior to advertising, 

whichever is sooner. It’s also important to abide by local health and safety guidelines. 

Wearing a mask, staying six feet apart and washing or sanitizing hands frequently is 

nonnegotiable, along with a daily health assessment to be sure I’m good to be out in the 

field.  

 

Jason/Host: 

Excellent advice. I’d like to add a few more tips to stay compliant, safe and healthy. Be sure 

to check with your local Humana sales leaders on guidelines and requirements for 

grassroots events, request permission for each event from the site and Humana, and ensure 
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that you follow all health and safety guidelines from the Centers for Disease Control & 

Prevention, Humana and local and state governments.  

 

But back to what you both said, Agents should make community the heart of their DSNP 

strategies and to position themselves as reliable, knowledgeable, helpful and friendly. Did I 

miss anything? 

 

Barbara: 

You’ve got it! The only thing I’ll reiterate is making those same connections with the local 

business owners and organization leaders. It’s as much of a business-to-business play as it 

is a business-to-consumer one. 

 

Jason/Host: 

That’s a very helpful clarification. Your community is made up of people and places. Be sure 

to think about both in your grassroots marketing efforts. Okay, let’s say you connect with 

someone out in the community and they want to set up a one-on-one appointment. What 

tips do you have for Agents? 

 

 

Jill: 

Schedule enough time to really dive deep into someone’s story and needs. I usually spend 

about two-and-half hours with someone for that first meeting because I want them to get to 

know me and I want to get to know them. I’ll take about 30 minutes to share my story and 

then listen to theirs. I try to find out as much as possible about their lifestyle and needs . I’ve 

found that DSNP clients often have multiple needs in several categories like finances and 

social support as well as physical, emotional and mental health.  

 

It’s really important to adopt an attitude of service. My goal is to raise awareness for the 

plans and benefits. I sometimes see people who have struggled for years. They’ve sacrificed 

getting the care they needed because they couldn’t afford it. They’ve worked hard to get 

where they are, and they don’t want anyone or anything to jeopardize that. They may be 
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skeptical because they might think that DSNP and all the benefits and services like the 

Healthy Foods Card, SilverSneakers and a coordinated care team are too good to be true. 

You’ve got to be empathetic and patient. Have your heart in the right place. Care deeply and 

invest in them. Once you’ve built that trust, you can help them get in the Medicare plan 

that’s best for their unique needs. When you do that, it doesn’t feel like work. It feels like a 

gift. 

 

Jason/Host: 

It sounds like you come from a place of understanding with your DSNP clients and that you 

don’t just tell how you care but you show them too. 

 

Jill: 

That’s right. I try to make the process of deciding on a health plan more human by putting 

my clients’ needs first. 

 

Jason/Host: 

I couldn’t have said it better myself. Barbara, I’m sure you have other great tactics for our 

listening Agents. What’s your advice to Agents selling DSNP? 

 

Barbara: 

DSNP is really personal for me because I have family members in this category due to 

disability or economic circumstances. I’ve come to realize that the DSNP population 

represents some of the most vulnerable people I serve. They may not be aware that they 

qualify for these programs or even that programs like this are out there. You have to really 

focus on the education aspect. People can be timid about asking for information. Let’s face 

it: Medicare can be intimidating for most people. But when you have to navigate Medicare 

and Medicaid, it’s a double dose of intimidation. The learning curve is that much steeper. It 

feels that much more overwhelming. 

 

I’ve found that cutting the information down into bite-sized pieces over time can really help 

with that learning curve. I encourage my clients to ask questions and really challenge 
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themselves to learn about DSNP. I tell them there are no silly questions. If you don’t know, 

ask. I see myself as their guide. I want to be that voice of empowerment and 

encouragement. I say “You’re eligible for these benefits. You should be getting them.” As I 

educate them, I help them build their confidence. 

 

Jason/Host: 

You sound like a fierce advocate for your clients. 

 

Barbara: 

Thank you. Doing this work is truly rewarding. May I tell a quick story? 

 

Jason/Host: 

Please do. 

 

Barbara: 

A client misplaced his Medicare card and wasn’t sure how to replace it. I told him to go to 

the Social Security office and explained the different things he needed to do to get a new 

card. But he was unsure of himself and asked me to go with him. I wanted to show him the 

experience wasn’t something to fear. That it could be simple as long as he was direct and 

communicated his needs. My presence put him at ease. And it made me feel good to help 

my client take charge of his life in this small way. 

 

Jason/Host: 

If that’s not human care in action, I don’t know what is. He’s really lucky to have someone 

so dedicated as his Agent. 

 

Barbara: 

It’s really my honor and privilege to help. It gives my life meaning and makes it a pleasure 

to get up and go to work each day. I know Jill has a good client story too. 

 

Jason/Host: 
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Let’s hear it, Jill. 

 

Jill: 

You got it. This past Christmas, I got a text from a client’s daughter that said “My mom 

won’t rest until you allow her to buy you a Christmas present. You’ve taken her number-

one spot.” I was pretty surprised to say the least, because this woman puts her 

grandchildren before anyone else, and here I was at the top of her list. I really couldn’t 

believe it. My clients honestly give me as much or more than I give them. It’s a real blessing. 

 

My DSNP clients are always so thankful, and they think what I’m doing is extra special. But 

I’m just teaching them about their options. Selling insurance is just 10 percent of what I do; 

the other 90 percent is building those relationships. I care about all my clients. I get to 

know them on a personal level and listen to their hearts. Every day, I have the joy of giving 

people good news. And who doesn’t love that? 

 

Jason/Host: 

Who indeed? And top of the Christmas list beating out the kiddos? That’s quite a feat! Well, 

ladies, we’ve covered a lot of ground. Is there anything we missed? 

 

Barbara: 

I’d like to add a few things. Repetition is essential with the DSNP audience. They might 

need more reinforcement or follow up. I find it helpful to rephrase key information. Staying 

top of mind with DSNP clients can really help. Review their Summary of Benefits multiple 

times because it can be easy to forget about all the extra services and programs they have 

on their plans.  

 

I had a client who really needed to get a tooth pulled, but she kept putting it off and 

needlessly suffering because she didn’t remember she had dental benefits as part of her 

DSNP. I looked up her Summary of Benefits to confirm her allotment for tooth extractions. 

Then I helped her use the Find a Doctor tool to select an in-network dentist. We made an 

appointment, and she finally got relief.  
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Jason/Host: 

You can’t ignore dental issues hoping they’ll go away. That pain can really be debilitating. 

But her DSNP benefit and your guidance really turned things around. It goes to show how 

important it is to remind clients about their plan benefits and how to maximize them all 

year round. 

 

Jill: 

Speaking of year-round benefits, I’d like to discuss the Healthy Foods Card. 

 

Jason/Host: 

Yes! In 2021, Humana’s made the Healthy Foods Card even better with $25, $50 and $75 

allowances on most DSNPs. The allowance varies by plan. Plus, the new retail network 

means people can shop at more grocery stores and stock up on healthier foods. 

 

Jill: 

You know how I mentioned my table at Walmart earlier? Well, Walmart employees have 

begun to take notice. I’ve had some cashiers come up to me as say, “I hear Humana is giving 

people cards to get food.” I love to tell them that’s right; this benefit is included on many 

Humana DSNPs. These cards are helping people get the nutrition they need to live 

healthier, more active lives. I was so excited when the card came out that I called all my 

eligible clients to tell them about it. 

 

Jason/Host: 

I love that you did personal outreach and that cashiers are asking about the card. The 

Healthy Foods Card is really making a name for itself out in the community. Barbara, how 

do you approach the card with clients and prospects? 

 

Barbara: 

To start, it’s a great selling point. Especially for those experiencing food insecurity. It’s 

made a big difference for my clients. They come to depend on it to make their budget 
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stretch each month. The card sets Humana apart from other carriers. And the added 

grocery stores will make it even easier for people to use. They know to use the app to track 

their balance and how to use it at check out. They love it.  

 

Jason/Host:  

Agents, in case you haven’t heard of all the updates to the Healthy Foods Card, be sure to 

check out the 2021 Healthy Foods Card Toolkit on IgniteWithHumana.com. It’s got the info 

you need to help clients activate and use their 2021 cards, including the updated retailers 

list. We added grocers including Kroger, Albertsons, HyVee and SuperValu as well as online 

options from Mom’s Meals and Walmart.com to make shopping even easier.  

 

I’d like to add that while the Healthy Foods Card is a sales differentiator, it’s important to 

talk about DSNPs holistically and make sure the plan fits all the clients needs. Clients 

should be thinking about all the great benefits DSNP offers in addition to the Healthy Foods 

Card when deciding on the plan that’s right for them. 

 

Well, Barbara and Jill, thank you so much for being here. Hearing your stories and insights 

has been a delight. 

 

Barbara: 

It really has. Thank you so much. Agents, put your name out there and do your part for your 

community. DSNP is a year-round opportunity to grow your Book of Business. 

 

Jill: 

Yes, thank you. I hope we’ve convinced Agents just how lucrative and rewarding selling 

DSNP can be. 

 

Jason/Host: 

This has been inspirational for me, so I’m sure other Agents are feeling it too. 

 

………………………………………………………………………………………………………………..……………… 
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SECTION 4 – CLOSING 

 

Jason/Host: 

Well, Agents. I think it’s safe to say that was a pretty amazing podcast. Barbara and Jill 

really know how to connect with the DSNP community. I hope you’ve gotten some good 

strategies for reaching the DSNP population in your market.  

 

Let’s review the best practices Barbara and Jill shared: 

- Focus on grassroots marketing in your community. See and be seen at places like 

Walmart, food banks, churches and the Salvation Army. And be sure to follow 

health and safety guidelines when you’re out and about. 

- Take time to really get to know prospects and clients at those initial 

appointments. Show them you care about them and their well-being. 

- Focus on educating clients about Medicare, Medicaid and DSNP. Be patient. Cut 

information down into smaller pieces. Repeat and rephrase. 

- Keep communicating with clients to stay top of mind. Remind them of their 

benefits and how to take full advantage of them throughout the year. 

- Use the Healthy Foods Card as a sales differentiator on the plans where it is 

available.  

 

Don’t forget to head to IgniteWithHumana.com for more content. In addition to the 2021 

Healthy Foods Card Toolkit, you can watch our on-demand webinar, “Beyond the Bottom 

Line: Helping Your Community in 2021,” to get an overview about Humana’s plan offerings 

and benefit updates.  

 

We also have a new playbook that takes you on a deep dive into the many facets of DSNP 

from Medicaid 101 to Low-Income Subsidy, audience insights to marketing and retention 

strategies. 
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Find more content on the Ignite Educational Resources page. Select the DSNP and Healthy 

Foods Card topic to filter and find what you need quickly. 

 

Thanks for listening, Agents! Be sure to subscribe for more tips and resources to help Grow 

Your Book. 

 

I’m Jason Rockvow-Vivier. This is the Humana Grow Your Book Podcast series. 
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