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Materials Ordering Guide

Accessing the CustomPoint Materials Portal is easy! From your WellCare single sign-on portal homepage, select the CustomPoint icon to be 
automatically routed to the materials portal within a new browser window.

*CustomPoint is available 24 hours after all 2020 certification requirements are complete. 

Helpful Tip! For assistance setting up and/or accessing your single sign-on portal, please reference the Agent Single Sign-On Portal  
Account Setup Guide located on the WellCare Agent Resource Center.
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NOTE: After logging into Custom Point from your single sign-on dashboard, you will  
be directed to the Materials Portal homepage. The homepage serves as a point of  
communication of news, FAQs and messages about the site, as well as a dashboard of 
recent activity, including the last 7 orders placed.

NOTE: When using the system, use only the  
navigation options provided within the screens. 
Using your browser back and forward, and even 
potentially, reload buttons can cause confusion 
with the ordering session that is being tracked by 
the system, so this should be avoided.
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STEP 1: Under Guided Search, select the dropdown menu and choose the 
product you would like to order materials for, CCP or PDP. 
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STEP 2: Select the Market you would like to order materials for  
underneath Plan Year (only Markets you are certified in will populate).  
Once the market is selected, press the find button.

• For this example, we will use the FLE market

STEP 3: Use filters on the left side of the screen to help  
define your search. Select each material you would like to order by 
clicking on the  icon next to that item in the order column. When 
the item is in your cart, the icon will change to     .
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STEP 4: In order to locate the counties that are included in 
the plan(s) for this material, please click below the thumbnail 
on “Show full size image”. 

NOTE: When placing orders, input and submit  
orders for CCP Materials separate from PDP Material 
orders.  CCP and PDP Materials cannot be combined 
into one order.
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NOTE: The first time you add an item to the cart, you will be 
asked to set a preference for staying on the ordering page, or  
going to the shopping cart.

STEP 5: In the shopping cart, enter the desired quantity for each item 
• If you no longer need that item in the order, click “Remove Item” 
• If the quantity exceeds the allocation for that material, a warning 
   message will be displayed indicating the order will route for approval

NOTE: If you need to order MA and PDP materials, you must 
place them as separate orders (for tracking purposes).
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NOTE: From the cart, you can Save Order (to resume later),  
Continue Shopping (to go back and look for other items to  
put in the cart), or Check Out (to proceed with shipping  
information and submit for approval). These three selections  
are located on the bottom of the webpage.
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NOTE: If you choose to Save Order along the way (from shopping cart on), you will be asked to give 
the order a name, and then click “Save”. To resume a Saved Order, access through the Orders menu 
bar located underneath the WellCare logo, or the alert/reminder link on the right side of the Home 
page.
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STEP 6: When you click “Check Out”, a new webpage with the Delivery Options screen will appear with the address of the  
location you want the materials sent to. You can add a Ship to Attention field if needed. After every field has been filled out, click the green 
NEXT button.

NOTE: If necessary, you can change the address source and manually enter an address. Any address will be checked for  
deliverability with a call to a USPS web service. If you manually enter an address, you can NOT enter a PO Box.
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STEP 7: Review your contact information and make sure your 
full name, phone number and email address are correct (the 
email address entered will receive an order confirmation email 
once the order has passed the approval stage). Once you have 
verified your information, click the green NEXT button.

STEP 8: If the allocation was exceeded for any of the items 
ordered,  a Routing Justification webpage will appear. In the 
Justification text box, type a note to the approver at your local 
WellCare office explaining the quantity need. Once you have 
provided your justification, press the green NEXT button.

NOTE: This screen will not appear if you haven’t  
exceeded the allocation.



Materials Ordering Guide

STEP 9: The Order Summary screen recaps where the order is 
shipping to and what was ordered. There are links to save the 
order, submit the order or review a printable summary of the 
order. If you are ready to submit your order, press the green 
NEXT button.

NOTE: If you select SUBMIT ORDER, a Confirmation screen 
will appear with “Order Routed” and a sales reference number. 
The order will be put into a queue to be reviewed by the  
Market Leader. You will not receive an email notification 
about the order until after the order is approved as is,  
approved with edits, or denied.
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For general support and any questions related to Agent contracting, certifications, training,  
commissions or assistance on placing materials orders, please contact the general Broker  

Support line at 1-866-822-1339. 

The support team will triage all questions and determine if the issue is related to a technical  
issue with CustomPoint. If so, then a phone number and email will be provided to  

contact regarding the issue.



WellCare Materials Ordering  
Frequently Asked Questions (FAQs)

General and Overview Questions
Q How do I obtain 2020 WellCare sales and marketing materials?
A CustomPoint is the online source for ordering WellCare sales and marketing materials for Medicare Advantage 
    and Medicare Part D plans. By logging into your single sign-on portal and accessing CustomPoint, you will be 
    directed to your Materials Portal where you can place orders, select a preferred shipping location, and track  
    shipments. 

Q When should I/my organization begin ordering materials through CustomPoint?
A You can begin ordering materials as early as 08/26/19 or once you have completed WellCare’s 2020 certification 
    requirements. There is no limit on the frequency of your orders, only on the quantities assigned per agent. All 
    material orders placed by 1099 Agents or Captives by 09/02/19 will be delivered by 09/14/19. If there are any 
    materials not available at the time of fulfillment, the remaining materials will be delivered on or before 09/26/19 
    All material orders placed by 1099 Agents or Captives by 09/10/19 will be delivered by 09/26/19. If there are any 
    materials not available at the time of fulfillment, the remaining materials will be delivered on or before 10/01/19. 
    Any remaining material orders placed after 09/10/19 will be delivered starting on 10/01/19 and there is an  
    estimated 5-7 day from the time of order to delivery (Example: An order placed on 09/15/19 will be delivered by 
    10/01/19; An order placed on 10/01/19 will be delivered by 10/08/19).

Q Is it possible to order materials for more than one state at a time? 
A Yes, select the State you would like to order materials for. Once completed, then return to the Home page and 
     select the next State you would like to order materials for. 

Q Why do I see more than one drop-down per state?
A States have different options when there are different plans in different regions of that state. For example, FLE 
    and FLW are have different drop downs because there are different plans in the two regions of Florida.  As long 
    as you hold an active license in that state, you can order materials for any region within that state. 

Q If there are multiple agents in one office, is it possible to order for all agents at once? 
A Quantities and material versions are assigned to agents on an individual basis. Agents must order their  
    materials through their own Materials Portal to ensure that agents have what they need to market and sell the 
    WellCare products according to their license and certification.

Q What is profile ID?
A Profile ID might display if you attempted to access CustomPoint via any other access point other than your  
    single sign-on (SSO) portal. Please ensure to access CustomPoint through your SSO portal, reference the Agent 
    Single Sign-On Portal Account Setup Guide for assistance with accessing your SSO portal.
 

https://wellcare.identitynow.com/
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Q Who do I contact for assistance?
A For technical issues relating to the CustomPoint Tool, contact 608-329-9362. For general questions related to  
    ordering materials, please contact your local District Sales Manager.

 

Accessing the Materials Portal (CustomPoint)
Q How do I access the WellCare Materials Portal?
A By logging into your single sign-on portal and clicking the CustomPoint icon, you will be directed to your  
    Materials Portal where you can place orders, select a preferred shipping location, and track shipments.

Q If I already have access to CustomPoint through another Health Plan, will I still need to set up a WellCare  
     username and password? 
A Yes, the Materials Portal is now accessed directly from each agent’s single sign-on portal. This is the only way to    
    access CustomPoint to order  WellCare Sales Materials.  Each payer or company has their own unique  
    CustomPoint set up, therefore will require seperate logins. 

Q Where do I access my single sign-on portal?
A Every agent has been provided access to their own single sign-on portal. Please search your inbox of the email 
    you have on file with WellCare for a message from no-reply@sailpoint.com with subject: “Welcome to WellCare 
    Network IdentityNow.” This email will provide registration instructions for the new single sign-on portal. 

Q What if I registered/setup my single sign-on portal, but I lost the website link?
A After you have registered your single sign-on portal, the login page can be accessed at 
    https://wellcare.identitynow.com.  Ensure to bookmark/save the WellCare Network IdentityNow link in you 
    web browser.  

Q Can I access my single sign-on portal through my Agent Connect portal?
A No, your single sign-on portal and the Materials Portal are not available in Agent Connect. In fact, future releases 
    to the single sign-on portal will include SSO access to Agent Connect, Agent Workflow, and WellCare University 
    so that you only have to log into the WellCare system one time for all of your needs.

What Materials Are Included / Available
Q What do the sales kits include for CCP (MAPD)?
A 2020 CCP (MA, MAPD, PFF, PPO, DSNP) Kit includes: 
   “Sales Bundle” which includes a Resource Guide/Summary of Benefit, 2 Applications and a HRA kit (HRA Form, 
    business reply envelope,  packaged in a larger outer envelope) all packaged in a clear polybag
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Q What do the sales kits include for PDP?
A 2020 PDP Kit includes:  
   “Sales Bundle” which includes a Resource Guide/Summary of Benefit, 1 Application and Pharmacy Rx Flyer, all 
    packaged in a clear polybag

Q Why are there states with only PDP materials available?
A States that fall in our PDP only footprint will not offer CCP materials. PDP materials are considered a national 
    item (user filter “NA”) when searching for materials such as the Resource Bundle for PDP only states.  

Q Will the bundles include a scope of appointment (SOA) form?
A Yes, the scope of appointment form is included in the Resource Guide book.

Q How do I know what materials to order per the plans I am marketing/selling?
A There are thumbnails and descriptions for all materials listing out the plans included in each material. 

Q Will the personalized paper application barcode pages be available in the Materials Portal?
A No. Please contact WellCare Agent Support via phone at 866-822-1339 or via an Agent Connect support ticket to 
    request a PDF copy of your personalized paper application confirmation page. 

Q Do PDP bundles include the EFT / automatic bank payment forms?
A Yes, EFT is a part of all applications this year and will also be available to beneficiaries through the member portal. 

Q Will there be individual enrollment and summary books for every state?
A While there is no overlap in the books across different states, each book may include multiple plans for that 
    state. We’ve grouped “like plans” together in your Resource Guides to streamline our sales materials.  
    For example, you may see a state’s DSNP plan offerings grouped together.  

Q Will there be materials for the plans that are coming to WellCare from Aetna Rx Plans?
A There will be available materials for all PDP Plans WellCare offers, including the transitioned Aetna  
    Rx plans.

Q Will the Today’s Options MAPD’s available in New York be available in the Materials Portal on the 27th?
A All Materials with available plans that are offered this 2020 selling season will be on CustomPoint starting 8/27 
    for ordering.

Q What does the NA mean under the state or region?
A NA means a National item, it is not state specific and is available to order for anyone who is certified in at least 
    one state. 
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Material Customization 

Q Can the materials be customized and/or printed with agent name, phone number, email address, etc.?
A No customization is not available at this time.

Limit
Q What are the limits or caps on the quantity of materials that can be ordered at once?
A There is no limit on the amount of or frequency of orders that can be placed.   Need to explain that while there 
    is a cap for each agent based on their projected productivity, the allotment can be overridden by a local market 
    representative when the agent makes the request via the materials portal (or however we want to say it, I know  
    override isn’t the right term).

Q If you place a second order too soon will it kick out the first order?
A No, there is no limit on the frequencies that orders can be placed. 

Q How many sales bundles can be ordered initially?
A The maximum allocation per order is 10 CCP and PDP Resource Guide bundles for Brokers and 15 CCP Resource 
    Guide bundles for Captives. Our recommendation is to order the supplies you will need for the season and if you 
    start to get low, there is the option to log in and order additional supplies. If you run out, there will be an  
    emergency supply stock at your local W2 offices.

Q How many packets or brochures will you be able to order at a time?
A There is no maximum order amount. Any order that exceeds the maximum allocation will route for approval, 
    however this is not a hard stop. The approvers will review and either modify or approve the order. 

Q Where do you request to override the quantity?
A No need to override the quantity.  Place the order for the quantity that is needed. If the maximum allocation is 
    exceeded, then the order will route for approval.  All Brokers and Captives will receive the materials needed to   
    sell.  

Q What is the turnaround time for getting approval for excess quantities?
A Approvals are based off of the Approvers reviewing the order.  The assumption is that orders would be reviewed 
    and approved same day to avoid delays in processing orders. 

Q Is there a procedure for listing a reason why we need additional printed material?
A Explanations will only need to be provided if you create an order that exceeds the maximum allocation of  
    material for that order. This explanation will be routed along with your order for the approver to review and approve.
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Q  Does it append the entire order or only the amount that needs approval?
A Any order that exceeds the maximum allocation, the entire order will be routed for approval.  

Q When flagged to route for over ordering, how long will that delay an order? Will it ship the allowable amount 
     and the overage at a later date?
A The delay will be based upon the approver.  If the order is routed for approval, the approver has the ability to 
     log in and review/approve the order real time.

Where/How Else Can I Obtain Supplies? 
Q Am I able to download PDF files and/or print materials from the Materials Portal or do we have to order more?
A The Materials Portal does not offer printing options for agents, however, a lot of materials are posted in your 
    Agent Connect portal and can be downloaded and printed. 

Q If my order hasn’t arrived and I’m out of stock and have a sales appointment, can my local office provide  
    emergency supplies?
A Yes, local W2 offices will have inventory available for emergency supplies.

Q Will FMOs be able to order for their downlines?
A Materials are being pushed to Primary FMOs.  For all other FMOs, the Principal can order materials and distribute 
    as needed.


	2019_2020 - WellCare Materials Portal Step Action User Guide (002).pdf
	2019_2020 - WellCare Materials Portal Frequently Asked Questions.pdf

