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Session agenda

1. Planning ahead: Open Enrollment (OE) for 2021
2. Kentucky’s Health Insurance Continuation Program: Best 

Practices For Open Enrollment



ACE TA Center mission and goals

The ACE TA Center
helps organizations

Engage, enroll, and retain 
clients in health coverage (e.g., Marketplace and other private 
health insurance, Medicare, Medicaid).

Communicate with Ryan White HIV/AIDS Program 
(RWHAP) clients 
about how to stay enrolled and use health coverage to improve health care 
access, including through the use of Treatment as Prevention principles.

Improve the clarity 
of their communication around health care access and health insurance.



ACE TA Center webpage

targethiv.org/ace
FIND US AT:



Planning ahead: 
Open Enrollment for 2021



Standard Open Enrollment timeline 
for 2021 plans



What you can do now to make 
sure your program is ready for 
Open Enrollment?
• Train staff on enrollment basics.
• Prepare and support staff to implement remote enrollment strategies.
• Build enrollment partnerships.
• Conduct Account Tune-Ups.



Conduct 
training and 
build 
enrollment 
staff capacity

▪ Train staff on health 
insurance enrollment 
basics.
▪ Focus on specific plan 

considerations for people 
with HIV.

▪ Consider getting staff trained 
as Certified Application 
Counselors (CACs). 

▪ Provide health insurance 
literacy training.

▪ Train staff to conduct 
‘Account Tune-ups’ for all 
insurance-eligible clients.



Train staff who 
are working on 
enrollment 

▪ Certified Application Counselors (CACs) 
are trained individuals able to help 
consumers seeking health coverage 
options through the Marketplace.

• Free training from the Centers for 
Medicare & Medicaid Services (CMS) 
is available to individuals in Federally 
Facilitated Marketplace states.

• Register, and choose: MLMS: 
Marketplace Learning 
Management System” application

• If your state has a State-based 
Marketplace, contact your 
Department of Insurance.

▪ Organizations should encourage all staff 
to be trained and certified as enrollment 
assisters.

https://portal.cms.gov/wps/portal/unauthportal/selfservice/newuserregistration/


Remote 
enrollment 
assistance

• According to CMS, navigators and CACs 
no longer need to be in-person to provide 
enrollment assistance. 

• Consumers can provide consent 
themselves, or through an authorized 
individual.

• Consent can be given over the phone, in 
writing, or both.

• Key considerations: 
• Safeguarding consumer privacy in staff 

physical and online work space.
• Securely sign and send documents.

https://marketplace.cms.gov/technical-assistance-resources/obtain-consumer-authorization.pdf


Safeguarding 
consumer 
privacy

When communicating online:
• Adhere to your organization’s policies and the 

Health Insurance Portability and Accountability 
Act (HIPAA) requirements when exchanging 
personal health information. 

• Use a strong password to login to your computer.
• Use a secure email with features such as end-to-

end encryption, two-factor authentication, and an 
SSL certificate.

• Never email Protected Health Information (PHI)
without using secure email. 

• Encrypt and password protect documents for 
added security. Share passwords separately, 
such as phone or email.

• If you cannot verify that a wireless network is 
secure, it’s best to avoid using it. If you must 
access the internet using a wireless connection, 
install a firewall directly on the laptop.

https://www.hipaajournal.com/considered-phi-hipaa/


Safeguarding 
consumer 
privacy part 2

Physical space:
• If possible, set-up a private space to protect 

the caller’s personal information.
• Use a work computer that isn’t shared with 

someone else.
• Securely store printed materials containing 

PHI. Limit the amount of paper with PHI. 
• Make sure you are the only person that can 

see any paper or electronic client 
information, including while you are working.

• Check with your organization’s IT / Privacy / 
Compliance Departments for other systems 
to help make remote work secure. 



Signing and 
sending 
documents

• Send documents needing a signature via a 
secure email or fax. 

• Check with your organization about 
acceptable options for obtaining 
signatures. 

• DocuSign, Adobe Fill & Sign, SignNow
are all free apps to help obtain 
electronic signatures

• eFax app, FAX app, Fax Pro are free 
online fax programs.



Tips for 
communicating 
over phone

• If possible, have incoming calls to your 
work phone and voicemail forwarded to 
personal phone.

• To protect your personal phone number, 
use *67 prior to making a call, Google 
Voice or change your information to show 
as private.

• If not speaking directly with a client, make 
sure you are speaking with someone 
who’s authorized to speak on the client’s 
behalf.

• Use a language line/interpreter line for 
assisting clients in other languages.

• Use a headset for privacy and better 
sound quality! 



Build 
enrollment 
partnerships

▪ If needed, identify and 
establish partnerships with 
Navigators, CACs, and other 
enrollment assisters.
▪ Assisters may be found at 

partner organizations or within 
your health system.

▪ Train your program staff to 
refer clients to these partners 
before and during Open 
Enrollment.

▪ Make sure partners are aware of 
RWHAP, including role of AIDS 
Drug Assistance Program (ADAP) 
in health coverage.



Training for 
external 
enrollment 
partners

targethiv.org/assisters



What is an Account 
Tune-Up?

An in-person or virtual pre-enrollment 
appointment to:

1. Check client paperwork, accounts 
and payments.

2. Review finances.

3. Confirm enrollment in relevant 
RWHAP insurance assistance, 
including ADAP.

4. Help clients prepare for their 
enrollment appointment.



Account Tune-
Ups: 
1. Check paperwork, 
accounts & payments

▪ Help clients organize 
insurance and Marketplace 
paperwork. 

▪ Help clients update their 
Marketplace account details.
▪ If needed, help clients set up a 

Marketplace account.

▪ Review insurance documents 
and identify any outstanding 
payments or credits.



Account Tune-
Ups:
2. Review finances

▪ Ensure that clients who received 
Advance Premium Tax Credits 
(APTCs) have filed their federal 
taxes so that they remain eligible 
for this financial assistance.

▪ Estimate client income and report 
any changes to the Marketplace 
to avoid under- or over-payments.



Account Tune-
Ups:
3. Confirm 
RWHAP/ADAP 
enrollment

▪ Confirm eligibility and 
enrollment in ADAP or other 
RWHAP-supported premium 
and cost-sharing assistance.

▪ If the client’s certification 
is due within the Open 
Enrollment period, re-
certify early. 



Account Tune-
Ups:
4. Help clients prepare 
for enrollment

▪ Help clients identify their 
coverage priorities including 
HIV medications and 
preferred providers. 

▪ Dedicate time to educate 
clients on the importance of 
health coverage and answer 
questions.



Account tune-ups resource



Assess health plans and 
conduct client outreach.



Health plan 
assessment and 
purchasing

▪ For RWHAP recipients purchasing 
insurance: 

▪ Assess all plan options, including off-
Marketplace plans. 

▪ Consider locating a third-party to do a 
plan assessment once plan information 
becomes available. 

▪ Train subrecipient staff on plan options 
as soon as they have been assessed.

▪ For RWHAP-funded direct service 
providers:

▪ Check with ADAP and/or other RWHAP 
insurance purchasing programs on plan 
options available to clients. 

▪ Train program staff on plan options as 
soon as they have been assessed.



Tips for working 
with insurance 
companies

▪ Develop working relationships with 
insurance companies to:

▪ Receive assistance reviewing plans 
to identify which ones could be 
sponsored by RWHAP and ADAP.

▪ Set up process to make emergency 
premium payments via credit-card.



Preparing for 
OE eLearning 
package

• Tool outlines the 
timeline with key 
steps your program 
can take to prepare 
in the months 
leading up to Open 
Enrolment. 

https://targethiv.org/library/preparing-2020-open-enrollment


ACE Webinars

ACE Webinars
Get Ready to Enroll: Remote Enrollment 
Strategies, Open Enrollment Updates, and Tips 
for Working with Clients
Watch the recorded webinar from July 15, 2020

Basics of Health Coverage Enrollment: 
Strategies and Resources for New Program 
Staff
September 23, 2020, 2pm
For staff that are new to enrollment and/or the 
ACE TA Center

targethiv.org/ace/webinars

https://targethiv.org/ace/webinars


Kentucky’s Health Insurance 
Continuation Program: Best 

Practices for Open Enrollment
Erin E. Larmour, KHICP Coordinator



KHICP’s Enrollment Assistance Model

• Kentucky Health Insurance Continuation Program (KHICP) operates a 
hybrid enrollment assistance model.

• Fosters partnerships between KHICP/RWHAP, ADAP, sub-recipient 
case managers, and our broker agency (Conliffe and Hickey 
Insurance). 

• Works relationship with insurance companies to expedite billing, 
resolve policy issues, and overall make open enrollment easier.

• KY currently uses Healthcare.gov now, changing to Kynect for 2022 
enrollment.

30



Benefits of KY Enrollment Model

• Builds relationship and trust between KHICP/RWHAP program, case 
managers, and insurance brokers.

• Eases the overall workload of case managers.
• Brokers now handle income changes, Qualifying Events, and Medicare 

transitions for clients.
• Cost effective and employs best practices.

• Clients are enrolled based on healthcare needs, age, and income.
• Well-trained staff match best coverage for each client resulting in program savings.

• Communication
• ADAP formulary committee provides the most recent formulary to the brokers.

31



KHICP/RWHAP Part B bi-annual training

• Bi-annual training is conducted for sub-recipients. 
Training includes:

• Review of challenges and victories.
• Programmatic/policy changes.
• Review KHICP invoice requirements.
• Formulary changes as needed.
• Update on changes in available insurance plans.
• Contact information.

• Packets distributed include slides, Open 
Enrollment materials, posters, and map of 
insurance by county.

• Post-training meetings between brokers and 
medical case managers are offered and 
encouraged.

32



Tools to Facilitate Communication 
& Enrollment

33



Plan Assessment: 
Getting ahead of the curve!

What health insurance policies will be available in my 
state by county?
• Verify policy options and formulary tiers for each county by 

contacting the Department of Insurance (DOI), usually the 
Health & Life Department (early October).

• Obtain new coverage information before available to public 
to share with brokers and sub-recipients.

• Allows more time to prepare for Open Enrollment.

• For any missing information, reach out to health insurance 
contacts to request new calendar year benefit options and 
formulary tiers.

• KY DOI provides color coded maps online breaking down 
which Marketplace policies are available in each county. 

34



Process: Client needs new policy 
or change to existing policy

• Medical case manager confirms coverage need 
and provides the broker’s contact information 
to the client. 

• Enrollment can be conducted by the broker in 
person or by phone. 

• A client is expected to provide information, 
such as doctors and medications, at first 
meeting with broker to ensure client’s unique 
needs are met with policy selection.

• New enrollment application is securely emailed 
by the broker to KHICP and the client’s case 
manager.

• KHICP reviews the application and verifies client 
is active. 

• If active, and the policy meets program guidelines, 
it is documented and a quarterly payment is 
processed.

Checklist the brokers use when they first 
meet a client. 

35



Broker Communication:
Start of online application

36

• Start of online application used by brokers to enroll clients.



Broker Communication:
Find an application

37

• Find an application can 
be used to:

• Access and update an 
existing policy, 

• Verify payment has 
posted to the account, 
and

• Benefits accessible.



Broker Communication:
Life changes

38

• Brokers enroll clients in 
new coverage and 
update life changes 
form.



Broker Plan Comparison Tool

39



Summary of Kentucky’s Enrollment 
Assistance Model
• August: 

• Communicate Open Enrollment changes and challenges at bi-annual training.
• Late September/October: 

• Brokers visit sub-recipients at their facility to offer onsite enrollments and answer 
questions.

• October: 
• Health plan assessments by county and contact DOI for formulary tier updates.
• Conference call with insurance companies regarding batched bills. Communicate 

changes and challenges. Establish new process if necessary.
• November: 

• Email reminder to sub-recipients the week before Open Enrollment.
• Request over time for both myself and the KHICP specialist for the next two 

months!

40



ACE at the 
National Ryan 
White 
Conference

• HRSA Aging Institute: 
• Understanding the medical conditions and 

psychosocial needs of people aging with 
HIV in the Ryan White HIV/AIDS Program; 
8/11 from 3:15-4:45pm.

• ACE Sessions: 
• Basics of Medicare and Open Enrollment 

For Clients; 8/12 from 2:30-4pm (#15039, 
Group #39).

• Health care access for people with HIV: 
policy updates and implementation 
approaches; 8/13 from 4:30-5:30pm 
(#16192).

• ACE in other sessions:
• Resource Round-up: Effective Care 

Engagement Interventions; 8/14 from 
12:45-2:15pm (#16070).



Thank you.

Sign up for our mailing list, download tools and 
resources, and more
targethiv.org/ace

Contact Us
acetacenter@jsi.com
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