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The Elephant(s) in the Room

CSRs
Mandate enforcement

Increasing premiums
ACA still law of the land




1. WORK YOURSELF
“| " INTO LATHER.
2. RINSE.

“§ - REPEAT, AND REPE
f REPEAT, AND REPEAL.

AND R :
‘ AND REPEAT. AND , f
RAND REPEAT: AND AL

.




Tri-County HearTH N ETWORK

Techniques on Integrating HIL into
the Enroliment Appointment
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Beyond the Blank Stare

&

Getting from here

i

To HERE!

Tri-County HeartH NETwORK




Pinpointing the Need

* My job is to not just get you enrolled but to make
sure you understand your benefits and how to use
them

e Review basic terminology
e Ask Questions! - Understand how your client uses

their insurance
* Educate your client based on the needs in your

commun ity Tri-County Heartn NETWORK
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Client Insurance Folder

 Your business card
 Profile sheet

e 1-pager: What you need your population to know
 1095s: Where to find them
* Regional brokers

Tri-County Hearrs NETwork
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Keeping your clients engaged

* tchnetwork.org/faqgs-links-videos/
— Navigators supply most commonly asked questions

— Subjects of videos and GoAnimate are based on specific community needs

* Links to other organization videos
— Department of Health & Human Services
— CBMS
— C4HCO

e Social Media

* Follow up phone calls, emails or texts
* Quarterly emails

* Newsletters

Tri-County Hearrs NETwork
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Contact Me

Stacey Wright

Programs Manager

Tri-County Health Network
stacey@telluridefoundation.org
970-708-7096

Follow TCHNetwork

Facebook at: @TriCountyHealthNetwork
Twitter: @ TCHNetwork_CO

TCHNetwork.org

Tri-County HeartH NETwORK
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ConnectforlealthCO.com

Efforts begin...




Messages vary by community
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Get Health Pay $695
Insurance? 2 Penalty?




What we know...
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Attempt it!

{ WE COULD HAVE AVOIDED
T T

‘.', " COLE’ S EMERGENCY ROOM BILL
L




Finding Opportunities

Phone calls
One on one appointments

Group enrollments (session on how to do it at
BBH)

Social Media
Radio/TV spots
Group Presentations



Flow and Integration

* Check in phone call = no more than 10 minutes

— Intro, what are they looking for
* i.e Problem solve, education, referred, looking to shop
— Its hard but you need to learn to cut the call, stick to your
time limit
— Progress note the call so you know what the client will need
when they come in.
* Our “packet” is an intake form and progress note

* This is a great practice to maintain flow regardless of who ends
up seeing the client.
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ALL WHITE BOXES MUST BE COMPLETED WITH/BY CLIENT — PLACE N/JA WHEN NOT APPLICABLE
Coze # Authorization # CaHCo Acct 7 Client file iz COMPLETE
) Yes (scanit)
Your Full Name / dambse. Complata Email Adssess / correo Elasroica. Phone ¥ / # d= Telafoan
Naiding Addrezz / Domicilic Caty Zip County Ok to Text? Maodads Texta?
) ves/si
Legal Status/Estado legal? | | Ethnicty/Etnisigad Azzistance in Englizh / Ayuds €0 Ingies? | Sex/Sexo Income/lnzreza. Source / Fuente Income/lnzreza | Source / Fuente
Bvesssi e EIrrefivro Espaiol B OF Dimerses
Stams Enroliment S@ws

£ SCHEDULED - ¥OU NEED TO CALL

D RESCHEDULED = GREAT FOR FOLLOW UP

DI NO SHOW - WE ONLY ALLOW 2 NO SHOWS

hem to us”

) tatemet Search Elsocial

Dseanncarvger Dcance Dsune o Coumy DHeann
Dagentitecker D Event Oword of meurn  Dfepes cionr OT

LIST ALL HOUSEHOLD MEMEBEERS / TODOS LOS MIEMBERC

DOresec DTelevisen D pdint media DInmai
D wet: basner

D211

Relation to YOU /

EJCONFRMED = CALLED BY OUR TEAM
EICOMPLETED = THIS APPT IS DONE
EICANCELLED = DON'T WANT TO BE SEEN

D) Envolled in Marker
o in Market
D it not Eavoll - Famidy Gizch EJ 03d not eacoll - Coverad by other EJ0id aoz ~ other DI Past Eacoliment Asst

Dl enratedin Medicaid [CHP
L o

Time spent with chent

Appointment Date & Time

Dconneaor Oehene Dwaik-in DJeven:
With: Oss O Hiles

Dacided not 1o enrcll
B nor Eligite for Coverage
B coudd not afford health care even with insarance
=
B sc: eligible for any financial assstance
B ooscsed 10 ACA

Folicw up Neaeded

B scheduel sppt for sssistance

B all for plan wihection § confire enrellment s compute
B Call consumer missng info/docs

B with Haman Serivees Office

B Could mot aflord premius, dedactibles, copay=ents
ENCanmcr fisd prowider

not find in-swtwork orovides four rent provider mot in-netwark

B 0id ot want 10 spply for Financisl assistance
Brreters 10 pay penasity

Type of Fost Envoliment

B undersand/Azply for Exemption
B cnange in Circam
Blappeal with marketpisce
BlHeanh Insurancs Lreracy

PAPER APPLICATION RECEIVED (DATE & TIME) I PERSON WH{
| Ome= O kol

[= v

Drtesitn Insurance Company

x Assistance

care prograss assstance (Medicare/ VA Tricare/ Fe

th Center} Bote

) fegarding Halp Ticket vding P "
Legal Nams mbre Leg: fles of 4t — 195 a ok Provider
aromtesco 3 | / Nombre Legal § Dl oot it Anststance Nutwork [ oo of atortebie employer insuranca 2.38) JPersss oo cnrctimens deastine B e are Compuny
5 » ot eligibile for SEP or missed SEP duadine o Parceive e need for heslth insw v
(First, Middls, Last) N Bischeduie sppt during O Boe t Insurance comparny
Solf/ Uszed Elfeferred 10 Broker for market assistance B mvedicadscH B connect Cantomer Service Conter Elcatice (other options like escaations) Bagen/Brokur for SHOP assstance

Woies:

If client answered Yes to 3 good story to share. Please provide zome details. Letclient know they may be contacted by partner agencies for follow-up.

Screening / Phone Call Procedure

All client interactions need to be reported in Connector NO EXCEPTIONS!!
Staff must check for any appointments showing SCHEDULED on a daily baziz and call client to cover the following:
Iz this the first time client will be purchasing insurance through Cannect for Health Colorado and/or Colorado PEAK?
I New: Have they ever an even if the p w3z not orto i Renewal: remind them to bring their sign on information and:
Remind client bring this i ion to i If client does not remember or has not created
an sccount. MAKE A NOTE ON THE INTAKE TO NOTIFY ASSISTOR of account status
Lawful Prezence will need to be verfied for all = applying, including social zecurity numbers. We will need their income information for the appointment, AGAIN VERBAL
Phyzsical verifications will need to be provided the day of appoi IS OK.
CTlhient will need to know the houszehold income before taxes and ceductions (MAGI). No verification Haz chient ever worked with a previous aszizter, broker or Customer Service
ded. Seif ion iz P but verifications make ion process easier if provided. If Reprezentative?
Se¥-employed, remind client of business ledger or to be ready to calculate monthly income vs
sxpenzes
18 number or is client i d to s

if the client has not received notification of case being fixed CANCEL
APPOINTMENT, NOTIFY COORDINATOR IMMEDIATELY. THIS CLIENT NEEDS
TO BE RESEARCHED BEFORE WE BRING THEM IN.




Take Note of It...

Client Name: DOB:

STAFF USE ONLY

|:|A Signed Consent (This is MANDATORY at the first appointment!)

DUploaded Info to their account (document in your notes below if you uploaded in PEAK (SES) or on the C4 side)
DMedi -Voter Choice Form (White Sheet, for Paper Applications ONLY)

PROGRESS NOTES

Date of Note: %M Notes and name of person who documented:

/ ‘/ When contacting customer service, note incident #, name of representative, time and duration of call.




Flow and Integration....

 On the day of the appointment you will start
where your call left off.

* Asyou are assisting with the application help the
client identify what are priorities for them
— Covering a certain provider, formulary
— Cost premium vs out of pocket

— Explain the silver tier and CSR
 How does this help their out of pocket expenses?



Applies to Maximum Out-of-Pocket HMO & EPO Plans
Lo que aplica al maximo para HMO y EPO

Copayments Deductibles Rx Deductibles | R Rx Copayments
Co Pago Deducible Deducible Meds Co-Pago Meds
Coinsurance Rx Coinsurance
Coaseguro Coaseguro Meds

v

Maximum Out-of-Pocket
> Madximo del bolsillo
Prevention/ $6,350 /812,700

Prevencion

a




What Applies to Maximum Out-of-Pocket PPO Plans
Que aplica al Maximo del bolsillo en plan PPO

In Network Services/Dentro de la Red

Copayments Deductibles Rx Copayments Deductibles
Co Pagos Deducible Co pagos Med Deducible
Coinsurance Coinsurance
Coaseguro Coaseguro
v - T Ln....
Maximum Out-of-Pocket 9"“;:: Pocket—
. . . ax.
- Maximo del bolsillo - ..
Maximo del
S6.350 lSlZ 700 L
YY) 7 POISINoO
Prevention

Prevencion




Take home tools...

ot

Funciona el seguro

MEDICO s

Keeping and Using Health Insurance

e/ Vol .{e] How to Use Your Health Insurance

PREMIA
Una prima es la dad gue usted paga por el seguro de
mmmmm:mommalm En
DEDUCIBI.E .
que usled debe pagar por se : : : : —
m *D Por ej o de $204 : Health insurance is not just for when you are sick—it also
con el & de m por el afio. ) helps you stay healthy. After you buy a health plan, take
COPAGO i
Un copago es una cant f5a (por ejemplo $25) que u] these steps t.o use your 1nsuran.ce to stay hea}]thy z.and pay
La de variar por el ﬁp?, de cons less for services. These steps will also make it easier for you
o r n - -
visita al p‘;h fia de 'e| 5 Ahb_OUt id to use your insurance in case of an emergency.
T this guide
COSEGURO g
El g es ofra i queﬂpagmdesubnlﬂo
(como $25 por ) usted p del costo to
i usted pri lendra que sﬁsiaeer su deducible,
MAXIMO DE SU BOLSILLO Choose a Primary Care Provider
&taeshmmnaczﬂrhddedmemquesﬂtatbsubo&llo.
o poliza/plan (en un afio) antes de que su plan comience a pagar el A primary care provider may be called a family doctor, a general practitioner, an internal medicine
specialist, or something else. Your primary care provider will get to know you over time and

Tl POS D E S EG U RO become familiar with your medical history and health needs.

The Role of Your Primary Care Provider

Helpsounevanthealtb orohlome




CONTACT INFORMATION

> Servicios de la Raza
»3131 W 14t Ave
»Denver, CO 80204

»Health Enrollment, Literacy and Promotions (HELP)
»303.953.5940
»HELP@serviciosdelaraza.org




Break Out Groups

 What’s 1 thing you think you do well to help
consumers with HIL during appointments?

 What’s a question you get, but don’t know quite
how to answer related to HIL?

 How can we talk about CSRs in current uncertainty?

 Even if someone doesn’t enroll, what’s one HIL
takeaway you hope they leave an appt. with?

 How do you plan to adjust what HIL topics/
concepts you emphasize in appointments with
another year of substantial premium increases?



