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State Update on Unwinding



Halfway through the Unwind
• With our 7th cohort beginning their renewal this month, New York is over halfway through the PHE Unwind 

process.

• For NY State of Health enrollees, we have initiated 3,483,627 renewals.

• 2,514,811 or 72% renewed

• 910,957 or 26% have did not complete their renewal, including 8% terminated due to not coming back 

and renewing when they needed to, and 18% who may have started but did not complete their renewals. 

• 56,919 or 2% are ineligible. 

• We have sent over 4.3 million consumer emails, nearly 3 million text messages, and over 2.4 million consumer 

notices.

• NY State of Health call center has answered over 2.6 million calls, with wait times averaging only 17 seconds.

• Currently, we are keeping up with appeals volume and in compliance.



NYS PHE Unwind Data
August Cohort Highlights
Total number in Cohort: 574, 525
Renewed their coverage: 78%

Renewed through NYSOH: 78%
Renewed through LDSS: 78%

Renewal Broken Down by Program 
Medicaid: 78%
Child Health Plus: 91%
Essential Plan: 72%



NYS PHE Unwind Data
August Cohort Highlights Continued



NYS PHE Unwind Data
August Coverage Transitions

• Most members are 
remaining in the program 
they were in prior to 
renewal.

• This does not capture 
transitions to non-NYSOH 
coverage, like employer 
sponsored coverage.



NYS PHE Unwind Data
September Cohort Highlights
Total number in Cohort: 598, 670
Renewed their coverage: 77%

Renewed through NYSOH: 77%
Renewed through LDSS: 77%

Renewal Broken Down by Program 
Medicaid: 77%
Child Health Plus: 92%
Essential Plan: 68%



NYS PHE Unwind Data
September Cohort Highlights Continued



NYS PHE Unwind Data
September Coverage Transitions

• Most members are 
remaining in the program 
they were in prior to 
renewal. 

• This does not capture 
transitions to non-NYSOH 
coverage, like employer 
sponsored coverage.



NYS PHE Unwind Data
October Cohort Highlights
Total number in Cohort: 634,159
Renewed their coverage: 78%

Renewed through NYSOH: 78%
Renewed through LDSS: 82%

Renewal Broken Down by Program 
Medicaid: 80%
Child Health Plus: 86%
Essential Plan: 68%



NYS PHE Unwind Data
October Cohort Highlights Continued



NYS PHE Unwind Data
October Coverage Transitions

• Most members are 
remaining in the program 
they were in prior to 
renewal. 

• This does not capture 
transitions to non-NYSOH 
coverage, like employer 
sponsored coverage.



Tailoring Our Unwind 
Activities



Using Data to Target Advertising
• Use monthly unwind data by zip code, age, and 

preferred language to target advertising.

• Includes which subway lines should be targeted, which 
populations to reach through social media ads, and 
which ethnic print publications should be used for print 
ads.

• Data inform where we need to "heavy up" advertising to 
reach our target audience. 

• Younger age groups have been consistently 
renewing at lower rates than older age groups, so 
we are also developing a new ad with a focus on 
appealing to younger age groups. 



Zip Code Level Community Prioritization Tool

• Outreach efforts are informed 
by ICHOR’s Community 
Prioritization Tool. 

• The tool uses 2021 American 
Community Survey data, 
NYSOH enrollment data, and 
Social Vulnerability Index data 
to identify communities most 
at risk of losing coverage.



Using Data to Inform Outreach

• Beginning in January 2024, 
NYSOH ads will be added to 
300,000 pharmacy bags to be 
distributed at 50 pharmacies 
across the State.

• Pharmacies were chosen by 
looking at data and selecting  
pharmacies in zip codes that 
have a large number of 
Medicaid enrollees whose 
coverage is ending in January 
and February. 



Texting Campaigns 

NY State of Health: It’s time to renew your health 
insurance. Log in at nystateofhealth.ny.gov, check 
your account inbox, and follow the instructions on 
your renewal notice. If you need help, call us at
1-855-355-5777 (TTY: 1-800-662-1220). Reply 
STOP to cancel. Msg&Data rates may apply.

2nd Week of October

Consumers who selected in their 
application to receive electronic 
notifications.

3rd Week of October

Consumers who selected in their 
application to receive paper notices.

NY State of Health: It’s time to renew your health 
insurance. We mailed your renewal notice. You 
can also read it in your nystateofhealth.ny.gov 
account inbox. Follow the renewal notice 
instructions. If you need help call 1-855-355-5777 
(TTY 1-800-662-1220). Reply STOP to cancel. 
Msg&Data rates may apply.

1st Week of November

Consumers who need to take action in their 
account to renew their coverage and have not

NY State of Health: You still need to renew your 
health insurance. If you don’t renew, you will lose it. 
Would you like a call from our Customer Service 
Center tomorrow between 9 AM and 5 PM EST 
to help? Reply P to get a call from us. Reply STOP 
to cancel. Msg&Data rates may apply.

NYSOH has sent nearly 3 million text messages since the start of the Unwind notifying consumers that it is to time 
to renew their health insurance.  Texts are sent in English and Spanish. 

Timeline, Criteria and Content of  Texts sent for each cohort
November Cohort Shown Below

December 1st 

Coverage Begins



Texting Campaigns (continued)  
• On November 20th we sent over 267,000 texts to consumers who needed to take 

action on their account to remain enrolled in coverage for January 1, 2024.

• During this campaign, we piloted sending out customized text messages to a small 
subset of consumers who had a Navigator on their account. Nearly 12,000 
consumers received a text that included the phone number and name of their assistor 
organization. 

• We also made slight changes to the first text we send, at the recommendation of 
USDS. Changes included being more direct in the text, "Renew your health insurance 
by Month DD,  YYYY or you’ll lose it,”  and spelling the name of the month. 

• Continue to send out a monthly One Question Text Survey to members who 
didn’t return, asking them why they did not renew their coverage with NYSOH.

NY State of Health: Renew your health 
insurance by December 15, 2023 or you'll 
lose it. Log in to your online account at 
nystateofhealth.ny.gov or look for the mail 
you got from us. Follow the steps to renew.

Call 555-555-5555 to get help from your 
certified enrollment assistor, [organization 
name]. 

Need more help? Call us at 1-855-355-
5777 (TTY 1-800-662-1220).

• For the most recent cohort we sent the Survey to,  we received a 12% unique 
response rate and 12% of accounts who received the text came back and 
completed their renewal, regardless if they responded to the text.



Texting Campaigns (continued)  
• To reach consumers via text that have a preferred language 

other than English or Spanish, we created an MMS that was 
translated in the six languages that have the largest 
population of outstanding renewals:

• Simplified Chinese, Traditional Chinese, Russian, Korean, 
French and Haitian Creole.

• On November 28th, we sent the MMS to nearly 9,000 
consumers who still need to renew their coverage for 
January 1, 2024.

• We continue to explore ways to better reach consumers 
that have a preferred language other than English or Spanish.



MMS Messages Sent in Consumers Preferred Language

French Haitian Creole Korean Simplified 
Chinese

Russian Traditional 
Chinese



• Over the total unwind period, of the 3.1 million individuals whose Medicaid, Essential 

Plan, Child Health Plus eligibility has been redetermined: 

• 380,000, or 12%, have been determined eligible for QHPs, and

• 63,000, or 2%, have taken up this coverage

• Assume take up rate is low largely because of affordability

Qualified Health Plan Take Up Rate During 
the Unwind



• NY State of Health will be fielding a survey in collaboration with SHADAC to better understand 

the barriers and facilitators to enrolling in insurance through the marketplace. 

• Consumers in the December unwind cohort who have lost public program coverage but are 

Qualified Health Plan eligible will be queried on their decision to enroll or forgo insurance, with 

specific questions asking about their experience applying for insurance, selecting a plan, and 

affordability. 

• Those who have enrolled in a Qualified Health Plan will get one version of the survey and those 

who have not enrolled will get another. 

• The survey is 10 questions long and will be sent via text. 

Qualified Health Plan Take Up Rate



Open Enrollment 2024



• On November 16, 2023, NY State of Health began its eleventh annual open enrollment period.

• Consumers have until December 15, 2023, to renew or enroll in a Qualified Health Plan for health 

insurance starting January 1, 2024. 

• Significantly expanded federal tax credits will remain available to New Yorkers who 

enroll in Qualified Health Plans in 2024.

• New Yorkers who enroll after December 15 will still be able to enroll in health insurance as enrollment 

for Qualified Health Plans will remain open throughout the COVID-19 Public Health Emergency 

Unwind which ends May 2024.  

• Exceptional circumstances Special Enrollment Period. 

• Essential Plan, Medicaid and Child Health Plus are open for enrollment year-round.

Open Enrollment 2024



Open Enrollment Ads

Open to Health Life Happens On Your Team



Early Data from OEP 2024
• As of December 2, 2023, over 223,000 New Yorkers have enrolled in a Qualified Health 

Plan.

• 96% are returning enrollees, while 4% are new consumers.

• This is 50,000 higher enrollment than the same day last year.

• As of December 2, 2023, of the over 215,000 returning consumers, 84% were 
administratively renewed, while 16% manually renewed their coverage.

• Since the start of open enrollment, NY State of Health has sent over 574,000 renewal 
notices, over 1 million emails, and nearly 340,000 text messages to consumers alerting 
consumers of any action they must take to renew.



1332 Waiver Update
Addressing affordability



1332 Waiver Application Update
• On November 14, 2023, New York submitted an updated 1332 Waiver application.

• If approved, the 1332 Waiver will expand upon the existing Essential Plan by providing 
newly eligible consumers (with incomes between 200 percent and 250 percent of the 
FPL), health insurance with no premiums, no deductible and low out-of-pocket costs.

• The goal is to have coverage take effect for all EP expansion members on April 1, 2024.

• NYSOH will re-run eligibility for all consumers who were determined to be QHP-
eligible at this income level during Open enrollment.

• For those that are redetermined eligible for EP and for those enrolled in a QHP, we will map them to 
an EP plan offered by the same issuer. Consumers will have the option to select a different issuer or 
remain in a full pay QHP.



Looking Ahead – Building on 
Unwind Progress



Approved E14 Waivers
New York has submitted & received approval for waivers to grant flexibility throughout the Public Health 
Emergency Unwind





GUIDING PRINCIPLES



THE FUTURE STATE OF NEW YORK STATE’S MEDICAID TRANSFORMATION
The Medicaid Transformation will deliver a holistic and accessible healthcare experience for consumers, build greater trust in the NYS Medicaid 
Administration, and streamline the DOH employee experience with a uniform and consumer-centric model. 



STAKEHOLDER GROUPS
The NYS Medicaid Transformation will affect a variety of stakeholder groups. Throughout the Transformation, these stakeholder groups may have 
differing responsibilities. 



Year 0 Year 1 Year 2 Year 3 Year 4 Year 5

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31 32 33 34 35 36 37 38 39 40 41 42 43 44 45 46 47 48 49 50 51 52 53 54 55 56 57 58 59 60

Initiation and 
Planning

Complex 
Population 
Migration

Wave 1

Wave 2

Wave 3

Appeals
Solution

Align with Human 
Services Programs

Change
Management

Key Milestone Pilot Rollout* Components and durations are subject to change.

Duals in NYSOH, New 
Applicants without LTSS Needs 

Remaining Non-
MAGI Population

Advanced Capabilities for Long 
Term Services and Support 
(LTSS)

All Populations
Migrated (Off of WMS) 

1st Population
Migrated

Advanced
Capabilities

for LTSS 

Appeals
Solution

ROADMAP* 

Complex Population Migration Appeals Solution Align with Human Services Programs Change Management

• Implement a modern system to support the vision of 
transitioning the Medicaid complex population to a solution 
that provides for scalability and expansion of system 
functions and capabilities. 

• Migrate, through a series of waves, the Medicaid complex 
population to a modern system.

• Create a singular, centralized eligibility related hearings 
and appeals solution that enhances coordination across 
stakeholder groups through the hearings and appeals 
processes.

• Allow stakeholders to track and manage an eligibility 
related appeal in one system from the time an eligibility 
appeal is requested to the time a decision is issued.

• Provide a high level of automation and enable streamlined 
coordination with all stakeholders who perform functions in 
the eligibility related hearings and appeals process.

• Align modernized centralized Medicaid systems and 
processes with human services systems and processes.

• Ensure seamless migration of the Medicaid complex 
population from existing systems to a new system.

• Prepare and participate in the retirement of the Welfare 
Management System (WMS) after existing systems are 
transitioned to new systems.

• As established by New York State law, plan and 
implement change for DOH to assume administrative 
responsibilities for the Medicaid complex population.

• Provide the same quality and level of service to 
consumers regardless of the channel used (e.g., portal, 
call center, in-person assistance, and/or certified assistor).
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https://www.health.ny.gov/health_care/medicaid/


USDS Discussion



Health Plan Activities and 
the Unwind



Feedback Session



Thank you for attending!
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