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Episode 51. [Post Enrollment Dental and Vision Strategies].  

This is the fifth episode in Humana’s Grow Your Book podcast “Two-Minute Bites” miniseries 

about dental and vision. Lisa Gingles, Product Marketing Lead for Humana is here today to 

share post enrollment strategies, including how to use Humana’s tools to help you become a 

human care hero for your clients.  

 

Speaker: 

Lisa Gingles (jing-eles) 

Product Marketing Lead 

Humana 

 

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

 

SECTION 1 – WELCOME 

 

INTRODUCTION 

Jason/Host: 

Welcome to Grow Your Book: The Humana Podcast Series where we help agents like you learn 

how to grow your book of business by providing human care to your clients.  

 

Today is episode five in our “Two-Minute Bites” series. We’ll be talking with our special guest, 

Lisa Gingles, Product Marketing Lead at Humana, about post enrollment strategies for dental 

and vision plans.  

 

On the go, at your command, get ready to Grow Your Book! 

  

Jason/Host: 



Hello, Humana agents! This is your host, Jason Rockow-Vivier. 

 

Joining us is our guest, Lisa Gingles, the Product Marketing Lead at Humana. Lisa focuses on 

post-enrollment strategies for dental plans and she’s got tips and tricks for post-enrollment 

success, including how you can use Humana’s customer service tools to help your clients. Let’s 

get started! 

 

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

SECTION 2 – POST-ENROLLMENT STRATEGIES  

 

Jason/Host: 

At Humana, we’re focused on providing human care, which means going above and beyond for 

our clients. Post enrollment care is an important part of that. Lisa, why is post enrollment just 

as important as sales strategies when it comes to lead generation?  

 

Lisa: 

Post enrollment, now you have a customer and of course you want to make sure that they are 

happy with the plan that you sold them. Because if they have a good experience, they'll 

continue with you and they'll want to generate referrals to friends and family. And it's always 

easier to retain existing customers than acquiring that next new customer. 

 

Jason/Host: 

That’s true, customer retention is important if you want to maintain your book of business. A 

part of retention is helping when your clients run into problems. What Humana tools should 

agents use if their clients run into issues?  

 

Lisa: 

We have a service in place that I've seen really allows agents to shine and for members to get 

their needs met. And that's the Humana Vantage service inquiry. An agent can reach out to our 



agent support to ask for assistance with any issues that the members are facing. Let's say the 

member lost their ID card and they need a new one. Reach out to Humana Vantage service 

inquiry and they will send that. Or you want to request we send a summary of benefits to the 

member, or there's a claim and both you and the member have questions on how it processed. 

 

Jason/Host: 

Wow, the Humana Vantage service inquiry does sound helpful. It’s nice that agents have a 

support system. Do you have any examples of how agents have used it to help clients? 

 

Lisa: 

We have a few testimonials that I think kind of speak to how it works. One said that member 

was amazed how many times Humana reached out to the dentist when things felt like they 

weren't being handled correctly. And now she's so happy that she's referring two of her friends 

and her son to Humana for dental coverage. Humana made the agent look good and the agent 

got the referrals, which is a perfect scenario. 

 

Jason/Host: 

Those are the kind of stories we like to hear. Are there any other tools agents should use when 

it comes to customer service for dental and visions clients?  

 

Lisa:  

Well, there's also customer service. There was one that the member had our DHMO plan, and 

they weren't able to find a dentist. Agent support reached out to the member, worked with 

them to pick a primary care dentist. Then they called the dentist to make sure that this person 

was going to be added to the roster.  

 

Jason/Host: 



Sounds like the agent support team is here to help jump into action. What advice would you 

give agents when their facing these kind of client issues?  

 

Lisa:  

If something doesn't seem right, reach out for help. It's important to realize that you as an 

agent likely don't have the tools. To give you an example, both customer service and agent 

service have access to our enrollment system, our provider contracts, our claim system, and 

some other databases. They can troubleshoot these things and solve them.  

 

Jason/Host:  

It sounds like Humana has agents covered if any issues come up. During post-enrollment what 

would you suggest agents can do to help their clients get the most out of their plan coverage?  

 

Lisa:  

I've got one example in mind. There was this member and they bought preventive value 

because they needed to get back in the habit of regular checkups. But over time, this person's 

dentist said that they're going to need more major services in the future. The member 

contacted the agent and asked is there a better plan for me? And sure enough, the member 

was able to do a plan change. You actually can do one per year. 

 

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

 

SECTION 3 – CLOSING 

 

Jason/Host: 

 

Alright, that’s it for this episode of our series “Two Minute Bites.” Special thanks to Lisa Gingles, 

who shared a lot of great information with us today on post-enrollment dental strategies, 

including the Humana tools to use.  



 

Let’s do a quick recap: 

 

- Taking care of your clients after enrollment is important for client retention and to help 

grow your book of business through referrals. It’s easier to retain clients then to acquire 

new ones.  

- Use tools like the Humana Vantage service inquiry or customer service to submit claims, 

whether your clients lost their ID card, need their summary of benefits or are running 

into issues with their primary care provider.  

- Be available to help your clients, whether they need to upgrade their plan or want a 

change in service. Plan changes are available once a year.  

 

We hope you gained some winning strategies to take your post-enrollment client care to the 

next level. If you’ve learned anything, it should be that Humana is always here to help when 

you need it.  

 

Chomping at the bit for more dental tips? Go to IgniteWithHumana.com to find our refreshed 

dental and vision playbook and other dental and vision content.  

 

Thanks for listening, agents! Subscribe for more tips and resources to help Grow Your Book.  

 

I’m Jason Rockow-Vivier and this is Grow Your Book: The Humana Podcast Series.  

 

 

 


