
USCA Seminar 
September 10, 2015 / 2:30 – 5:30 PM 

Strategies to Help Clients 
Enroll, Use, and Maintain 
Health Coverage 



The ACE TA Center 

The ACE TA Center helps Ryan White HIV/AIDS Program 
grantees and providers enroll diverse clients, especially 
people of color, in health insurance.  
 
Objectives: 
� Develop and share tools and resources to help providers 

enroll clients of color, always considering cultural and 
historical barriers to enrollment 

� Provide TA and training to use these tools and resources 
� Identify and promote best and promising enrollment 

practices for organizations 
 

 



Do you have a clicker? 

� Do not press any buttons unless we ask 
you to! 
� Before leaving this room… 
� Leave it on your chair. 
� Leave it with one of us. 
� Place it in a basket by the exit. 

 
Now, let’s practice. 



What’s your primary role? 
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1. Program administrator 
2. State/local HD staff 
3. Consumer 
4. Case Manager 
5. Enrollment staff 
6. TA provider /  

consultant/researcher 
7. Clinical provider 
8. Federal official 
9. Other 



What will we 
accomplish in the 
next three hours? 



Session overview 

� Enrollment challenges 
� The seven steps of enrollment 
� Why clients need insurance 
� ACE tools and resources to address 

enrollment challenges 
� Interactive elements along the way 
� Take care of yourself if you need a break! 



Our focus areas 

1. Communicating the benefits of coverage 
to clients 

2. Culturally competent strategies to 
address client concerns 

3. Helping clients choose an affordable plan 
4. Supporting your clients after enrollment 
5. Getting ready for open enrollment and 

renewals 



LINGO BINGO #1: Find this term! 

The amount you pay for a health insurance 
plan. _________ may be paid every month, 
every three months, or every year. Part or all 
of your _______ may be paid by your 
employer, ADAP, or someone else. 
 
 

Premium 



LINGO BINGO #2 

A fixed amount you pay for some health care 
services. You usually pay a _________ 
when you get a service. The amount may 
change for different types of care. 

Co-payment 



Stand up!  

Which of the following enrollment 
challenges have you experienced? 

1. Staff need more training or information 
2. Tax credits and filing! 
3. Affordability of coverage 
4. Helping clients submit required documents 
5. Challenges with Medicaid/Marketplace 
6. Coordination of coverage 
7. Lack of staff to conduct activities 

 
 



How many times did you stand up? 
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1. One  
2. Two 
3. Three 
4. Four 
5. Five 
6. Six 
7. Seven 



Other challenges? 

What other enrollment challenges have 
you or your organization experienced? 



Enrollment steps 



www.targethiv.org/ace 



Challenge: RWHAP 
clients don’t understand 
why they need insurance 



What is the most important benefit 
to having insurance for your clients? 
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1. Coverage for HIV and 
non-HIV services 

2. Coverage for HIV and 
non-HIV medications 

3. Hospitalization coverage 
4. Protection against 

excessive medical bills 
5. Access to preventive care 
6. Coverage for other family 

members 



Affordability and coverage 
completion 

� Premium tax credits (APTCs), cost sharing 
reductions (CSRs) make Marketplace 
insurance more affordable 
 

� RWHAP funds can help with premium 
payments, co-pays and deductibles 
 

� RWHAP ensures HIV coverage completion 
for insured clients and a safety net for the 
uninsured (including ineligible clients) 
 







LINGO BINGO #3 

Helps to lower the cost of premiums paid for 
health care coverage purchased through the 
Health Insurance Marketplace for a person 
or family. Advance payments of the _______ 
can be used right away to lower your 
monthly premium costs.  

Premium tax credit 



LINGO BINGO #4 

A list of drugs your health insurance or plan 
covers. A _______ may include how much 
you pay for each drug. 

Formulary 



Challenge: Should a client 
enroll in the Marketplace, 
Medicaid, or neither? 



Eligibility 
Decision Tree 



“Lawfully present” immigrants are eligible for 
coverage through the Marketplace 

� “Qualified non-citizen” immigration status without a 
waiting period  

� Humanitarian statuses or circumstances (including 
Temporary Protected Status, Special Juvenile Status, 
asylum applicants, Convention Against Torture, victims of 
trafficking) 

� Valid non-immigrant visas 
� Legal status conferred by other laws (temporary resident 

status, LIFE Act, Family Unity individuals)  
� May be eligible for lower costs on monthly premiums and  

lower out-of-pocket costs based on income 

Archived ACE Webinar 
Access to Health 
Coverage for Immigrants 
Living with HIV  
(January 2015) 



Meet Justin 

� Recently diagnosed with HIV 
� Not enrolled in Medicaid or 

individual insurance 
� Lives in a state that has not 

expanded Medicaid 
� U.S. citizen 
� Says he cannot get 

insurance through his job 



What should Justin do? 
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1. Apply for Medicaid 
at any time 

2. Apply for a 
Marketplace plan 
during Open 
Enrollment 

3. Not sure… need to 
know his household 
income 



Meet Diana 

Diana is already 
receiving Medicaid.  



Can Diana buy insurance in the 
Marketplace? 
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1. Yes 
2. No 



Can she continue to get additional 
HIV services through RWHAP? 
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LINGO BINGO #5 

The amount that you may have to pay for 
health care services before the health 
insurance plan begins to pay.  
� For example, if your ________ is $500, your plan won’t 

pay anything until you’ve paid $500 for health care 
services covered by your health plan. After that, your 
health insurance plan will pay for services. 

Deductible 



LINGO BINGO #6 

A fixed percentage of a health care service 
that you are responsible for paying for after 
you’ve reached your deductible. 
� For example, if your plan has a _________ requirement 

of 20% and a health service costs $100, your health 
insurance would pay $80 and you would pay the 
remaining $20 if you had reached your deductible. 

Coinsurance 



Challenge: Responding to 
clients’ common enrollment 
questions and concerns. 



WE UNDERSTAND… 
…that your clients are 
diverse with respect to 
their race, ethnicity, native 
language, culture, sexual 
orientation, and gender 
identity.. 



Your experiences 

What are your clients’ questions 
or concerns when you talk to 
them about enrolling in health 
coverage? 



What question do you hear most 
often from your clients? 
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1. Why do I need health 
insurance?  

2. How will I pay for 
insurance?  

3. Will I still be able to see my 
current HIV provider?  

4. Will insurance pay for my 
HIV medications?  

5. Can I still get services from 
RWHAP and ADAP?  

6. What if I don’t enroll in 
health insurance? 



Get Covered for a 
Healthy Life (Q&A) 

NEW 



My Health  
Insurance Works  
for Me (Posters) 

NEW 



Talking with Clients about 
Health Coverage 
Common Questions & 
Suggested Responses 
 
Revised August 2015 



Challenge: Are we speaking 
the same language? 



Title Here 

Plain Language 
Quick Reference 
Guide 

Plain Language 
Quick Reference 
Guide (English) 



41 

Plain  
Language  
Quick  
Reference  
Guide 

Plain Language 
Quick Reference 
Guide 

Plain Language 
Quick Reference 
Guide (Spanish) 



 

Challenge: Clients 
need help choosing a 
health care plan 



Choosing a health plan 

Health Care 
Plan Selection 
Worksheet 



Health care plan selection worksheet  

Allows staff to document the client’s:  
� Current medications 
� Doctors and services provided  
� Income  
� Potential eligibility for assistance paying 

health insurance and/or medication costs 



Health care plan selection worksheet  

Allows staff to compare up to three 
qualified health plans by:  
� Cost 
� Provider network 
� Pharmacy 
� Access to additional services 



Allows staff to compare up to three qualified 
health plans by:  
� Cost 
� Provider network 
� Pharmacy 
� Access to additional services 

Step 2: Compare plans. 
 

 Plan 1 
Name: 

Plan 2 
Name: 

Plan 3 
Name: 

 
Company offering plan: 
 
 

Company offering plan: Company offering plan: 
 

Plan general information & cost 

Circle plan “metal”  Bronze Silver Gold Platinum Bronze Silver Gold Platinum Bronze Silver Gold Platinum 

Is plan eligible for ADAP 
premium or co-pay 
assistance in your area? 

______ Yes  ______ No ______ Yes  ______ No ______ Yes  ______ No 

Monthly premium client 
will pay  
Full premium minus advance 
premium tax credit or other 
premium assistance, 
including ADAP assistance 
Note the amount of premium 
assistance provided by 
ADAP and the premium tax 
credit. 

   

Annual deductible 
The deductible will likely be 
different for in-network and 
out-of-network services.  

   

What coinsurance (percent 
of the cost of services) is 
the client responsible for? 
The plan may have different 
coinsurance percentages for 
different services. If so, note 
the percentage for each 
service. 
 
Note the amount of cost-
sharing assistance provided 
by ADAP. 

   

 



Coming Soon! Updated health care 
plan selection worksheet  

Allows staff to estimate client’s health 
care costs under the selected plan:  
� Discuss future health care needs 
� Estimate client’s out-of-pocket costs 
� Health plan costs 
� Financial assistance (premium 

assistance and cost-sharing 
assistance) 



Allows staff to compare up to three qualified 
health plans by:  
� Cost 
� Provider network 
� Pharmacy 
� Access to additional services 



 

Challenge: 
Understanding options 
for financial help 



FAQ: Financial 
Help for Health 
Insurance 



LINGO BINGO #7: 

Cost-sharing 

_______ is the amount of out-of-pocket 
costs that you must pay for services 
covered by a health plan or health 
insurance. Examples include co-pays, 
deductibles, and coinsurance.  



LINGO BINGO #8: 

Cost-sharing reduction 
(CSR) 

The discount from the federal government 
that lowers the amount individuals and 
families have to pay out-of-pocket for 
deductible, coinsurance, and co-payments 
is a  ________. 



Premium Tax Credit (PTC) 

A tax credit to lower the cost 
of insurance premiums for 
Marketplace coverage 
 

Annual household incomes  
between 100% to 400% FPL  
 
 
 
  

PTC 



Cost Sharing Reductions (CSR) 

A CSR plan is a version of a Silver plan with 
lower out-of-pocket expenses 

Reduces deductibles, copays, and 
coinsurance 
 

Annual household incomes  
between 100% to 250% FPL 
 

CSR 



Health Care Plan Selection Worksheet 



What do they have in common? 

� Can be eligible for both a PTC and CSR 
� Eligibility is re-determined each year 

during Marketplace application and plan 
renewals 
� Amount of financial help depends on 

income and premium cost and can change 
from year-to-year 
� Help your client review plan options each year based 

on how much financial help they will get 

 



Financial Assistance FAQs 

Why is the eligibility 138% FPL, instead of 
100%, for some individuals?  
 

 In states that have expanded Medicaid, individuals 
 with incomes between 100% and 138% FPL who are 
 eligible for Medicaid are not eligible for PTCs and 
 CSRs.  
 
Do clients need to file a tax return?  
 

 Clients must file a federal income tax return after the 
 end of the year if (1) they received an advance 
 premium tax credit or (2) plan to claim the premium 
 tax credit as a lump sum.  



LINGO BINGO #9: 

 

 

Out-of-pocket costs 

Health care costs that aren’t paid by the 
insurance plan and that people with health 
insurance have to pay are called _______. 
These include: 
� Deductibles 
� Coinsurance 
� Co-payments for covered services 
� All other costs for any services the 

insurance plan doesn’t cover 



LINGO BINGO #10: 

 

The time outside of the Open 
Enrollment Period when a person can 
enroll in or change private health 
insurance in the Marketplace due to 
“life events” or “special circumstances” 
is a __________________.  
 
Special Enrollment Period 
(SEP) 



 

Challenge: Helping 
clients outside of  Open 
Enrollment 



Marketplace Open Enrollment 2016  

 
 

Begins: November 1, 2015 
Ends: January 31, 2016 

 



Special Enrollment 
Periods Fact Sheet 
Special Enrollment 
Periods Fact Sheet 



Which of  the following is NOT 
considered a qualifying life event? 

1 2 3 4 5 6

2%

88%
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2%0%0%

1. Getting married 
2. Voluntarily dropping 

out of a Marketplace 
plan mid-year 

3. Adopting a baby 
4. Becoming a U.S. 

citizen 
5. Leaving incarceration 
6. Moving to a new 

state 



Challenge: There are so 
many steps to keep 
track of  for clients 



Enrollment Worksheet 
  
Tracking Enrollment Support Activities for  
Ryan White HIV/AIDS Program Clients 



Health Insurance 
Enrollment Tracking 
Checklist  





LINGO BINGO #11: 

 

The period of time when people who 
are eligible to enroll in a Qualified 
Health Plan can sign up for a plan on 
the Marketplace is called _________.  

Open Enrollment  



LINGO BINGO #12: 

 

The doctors, clinics, health centers, 
and hospitals whose services are 
covered by a health insurance plan are 
_____________. 

In-network  



Challenge: How can 
you help clients make 
the most of  their 
health coverage? 



What has been most challenging for your 
clients as they start using their coverage? 
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1. Understanding what 
their plan covers 

2. Knowing where to 
go for care 

3. Making the most  
of health care visits 

4. Understanding 
potential costs 

5. Other 



NEW 

Help clients 
use their new 
coverage 



� Check your mail. 
� Know your 

costs. 
� Know where to 

go for care. 
� Make the most 

of your visit. 



How can I help 
enrolled clients keep 
their coverage? 



Avoiding churn, churn, churn… 

� Educate clients about the importance of paying 
premiums 

 
� Make sure clients stay enrolled (and up to date) in 

ADAP 
 
� Help clients update their Marketplace applications 

annually, and in the case of any life changes 
 
� Make sure clients know they can review and 

change plans during open enrollment 
 



Marketplace 
Plan Renewal 
Flowchart 



Renewal Tracking 
Checklist 



Coming Fall 2015 

Webinars 
� 10/8: Best practices for organizations 
� 10/22: Preparing for Open Enrollment 2016 
� 11/18: Engagement and enrollment in diverse 

communities: successful strategies and 
lessons learned 
 

Plus: A fact sheet and video for enrollment 
assisters 



Enrollment: An ongoing process! 

� Open Enrollment is Nov. 1 to Jan. 31 
� Enrolled clients need to re-examine their 

plan options 
� Clients need to file taxes to get federal 

financial assistance 
� Throughout the year, clients need to 

update their financial information 
� Keep your clients in case management 

and ADAP 



www.targethiv.org/ace 



Contact us 

acetacenter@jsi.com 
 

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

BISOLA 

MIRA TAJAN 

STEWART 

Contact us 



Find us at USCA 

� Visit us at booth #720 in the CBA 
Village.  
� Friday, 2:30-4:00pm 

Agencies: Sustain & Transform to Survive 
� Friday, 4:30-6:00pm 

Federal Partners Mend the Safety Net 
 
And please evaluate our  
session in the app!  



Thank you! 
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