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State Update on Unwinding




Halfway through the Unwind

*  With our 7" 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.

nystate

The Officia alth Plan Marketplace




NYS PHE Unwind Data e ——

August 2023 Cohort | [ Total renewed:(N=447506) | [ Total renewed: 78%

August Cohort Highlights e ey

Total number in Cohort: 574,525 — 1

Renewed their coverage: 78% 4?& | —_—
ATt | of

Renewed through NYSOH: 78% of st S LT =

Renewed through LDSS: 78%

Renewal Completed by Program (%) NY State of Health Renewal Type

Renewal Broken Down b)’ Progr'am SNAPSHOT New York State Y State offiealth and LBSS baea haae -[RA:::'S:::::I\::::::“
Medicaid. 787 Far the Individuals who had an Public Health I
. o August 31, 2023 coverage Emergency % o 8%

end date, nversl TB%

Child Health Plus: 91% il et UNWIND = w = B

August 2023 Cohaort hawve

. . (o) remewed thelr coverage across DAS H B OA R D
Essentlal Plan. 72A WY State of Health {7 and the
Local Departments of Social
Services [LOES) (FB%). This
ricludes Indhiduals enrolled in
Medizald, Child Health Plus and
Eseantlal Plan with August 21st
renewsl dates

LDSS
Rest of State 19,763

492,840

ADMINISTRATIVE MANUAL

Data within this report reflects
renewal status, demographics,
and program traneitions

August 2023 Cohort

[H‘\" State of Health nnm for Individuals In the August Customer SEWiCe CEnter
L INTRODUCTION August 2023
were reinatated in accordance nder the FamBes First Comnavirus Resporse  Acts g

with the CMS Household
Ex Parte (administrative)
Renewsl Guidance.

continuous coverage requirement, b

have not had to reraw thelr health insur.

The Consolidated Appropriations act of B
The Department of Health iz begin the process af redetermining enralless in Aprl 2023 This
unable o track enrolimeant in A, sa referred to as the unwind”
coverage outside of MY State - - =
of Health or LOSSs. For example. rk State began sending renaws notic Call Received 597,038
a slgnificant number of
rdlviduals are estimated to
have gained health coverage
through an employer, meaning
that individuals who do not
come back to renew should not
be assumed to be uninsured.

Call Center Wait Time 10s

Abandoned Call Rate 0.6%
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NYS PHE Unwind Data
August Cohort Highlights Continued

August 2023 Cohort

(MY State of Health only)
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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.

TRANSITIONS
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August 2023 Cohort (NY State of Health and LDSS data)

Program Transltlons for those Completing Renewals (N= 447,506)
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NYS PHE Unwind Data P I e B T

September 2023 Cohort ] | Total renewed:{N= 459 463) | | Total renewed: 77% I

September Cohort Highlights o
Total number in Cohort: 598,670 s M-

Renewed their coverage: 77% 4:"".:%|2fﬂ°$“' nystateofhealth || .. E ——

Renewed thl"OUgh NYSOH: 77% o
Renewed through LDSS: 77%

* Approwimataly 14,000 anralless in tha September Cohart are not reflacted In renewal complata’ because ther covaraga has bean axended as part
aof Kv's mitigation plan
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ADMINISTRATIVE

W aptember 30 renewal dates

Datawithin this report raflecta
renewal status, demographics,
and program transitions

for individuals in the Septernber

September 2023 Cohort 2022 Cohort as of September 30,
NY State of Health e

Renawal Completion Because New York permits late
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NYS PHE Unwind Data

September Cohort Highlights Continued

September 2023 Cohort
{NY State of Health only)
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NYS PHE Unwind Data
September Coverage Transitions = TRANSITIONS

his section displays the number of individuals who remained in their prior program or enrolled
in other programs within the Marketplace or LDSSs, where the data are available. Additiona
information on the eligibility levels for each program is available in the Appendix on page 14

Data reflects enroliment changes within Mew Yark State public programs; this data does not reflect

[ ] Most mem bers are individuals who transition to Employer Sponsored Insurance (ES|) or other coverage outside of the
Marketplace, have moved out of state, or are no longer seeking coverage in Mew York for some other

remaining in the program
they were in prior to September 2023 Cohort (NY State of Health and LDSS data)

renewal.

Program Transitions for those Completing Renewals (N= 459,463)

Program Type (post-renewal)

* This does not capture Type

(prior to QHP

transitions to non-NYSOH S s Essential oy Ape  FRERTC qupRul L e  Tota

Plan without CSR Pay
. CSR
coverage, like employer
CHPIlus a4 0% 45 <% <1% <%, g (L
sponsored coverage. (23.998)
Essential
Plan %% 5% 2% %0 3% 1% h 1005
(53,575)
E:::‘Ela::; =i 5% g% 2% =1% =15 2% 1005%
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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%

October 2023 Cohort
NY State of Health

I E Renewal Completion
AG'E DATA b ko Complete Rate

enewal autcomas ara mizz

bBroken dawn by age in tha

tables shawn here. 18-25 51738 0%
26-34 62545 5%

35-44 €0,584 75%

45-54 50,297 7%

55-64 43966 83%

65+ 1,368 0%

Total 397625 8%

MNew York State
Public Health
Emergency

SNAPSHOT

As of Dctober 31, 2023,

owerall PR% (497 3348) of the
&34,159 individusls included in
the October 2023 Cohort have
rnnawn-d their cov Prage BCIOSE

UNWIND
DASHBOARD

ennolied in Medicatd, Child

Health Plus. and Essential Flan
with October 31et renewal dates

Datawithin thie report reflects
renawal status, demographics,
and program transitions

for individualz in the October 2023
Conort as of Oetober 31, 2023,

Because Naw York permits late
renawal, data in this report does
not provide final outcomes for the
Cctober 2023 Cohort Benewal
completion rates are expected o
rige over the next montn

Additionally, the Department of
Health is unabde to track
enrcliment @ coverage outalde of
My State of Health or LOSSs For
example, a significant number of
Iindividuals aie eatimated 1o have
gamed health coverage through
an employer, meaning that
individuals who do not come back
to renew should not be

assumed to be uninguned.

PHE UNWIND - October Renewal Tracking

October 2023 Cohort | Total renewed:(MN= 497 336) | Total renewed. 78%

PHE Unwind - October Renewal Tracking
EmFRcnewal Cohort  llRencwal Complete:

LOSS B3,921
Downstate 8055

LDSS 38,302
Rest of State 235
MY State of eEel]
Health 97625

634,153
497,336

TOTAL

Renewal Completed by Program (%)
NY State of Health and LDSS Data

MY State of Health Renewal Type
(Administrative vs Manual)

EETetal  ElPencwed [ Renewal Net Complote

6E% BE% BO%.
[ CHPha Fudicald
62812 16,855 SITESS

Customer Service Center
October 2023

Calls Received G0E, 0
Call Center Wait Time 195
Abandoned Call Rate 1O
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NYS PHE Unwind Data
October Cohort Highlights Continued
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NYS PHE Unwind Data

October Coverage Transitions

TRANSL IONS
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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.

nystate
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Zip Code Level Community Prioritization Tool
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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.

THIS IS ONE MESSAGE YOU
DON'T WANT TO IGNORE.

Renewal rules
have changed
for

and

enrollees.

That's why
when you hear
from us, it's

on
your health
Insurance.

Call NY State of Health at:
1-855-355=-5777 or

TTY: 1-800=-662-1220

Contact an assistor near you at:
nystateofhealth.ny.gov

() Contact your local Medicaid office at:
health.ny.gov/medicald

ESTE ES UN MENSAJE QUE NO
DEBE IGNORAR.

Llame a NY State of Health al: | WLas reglas de
1-855-355-5777 o
TTY: 1-800-662-1220

Comuniquese con su asistente
MAas cercano en:
nystateofhealth.ny.gov

Comuniquese con su oficina
local de Medicaid en:

; L Tha Offigial Bealth Plan Marketplace

e Medicaid
ﬂﬂ‘e of Health |

nystate
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Texting Campaigns
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

4 N N7 N

NY State of Health: It's time to renew your health .NY State of Health: It's time to renew your health NY State of Health: You still need to renew your
. i insurance. We mailed your renewal notice. You . ' ; -
insurance. Log in at nystateofhealth.ny.gov, check can also read it in vour nvstateofhealth.nv.qov health insurance. If you don't renew, you will lose it.
your account inbox, and follow the instructions on , your ny Y9 Would you like a call from our Customer Service

Y account inbox. Follow the renewal notice
your renewal notice. If you need help, call us at instructions. If vou need helo call 1.855-355-5777 Center tomorrow between 9 AM and 5 PM EST
1-855-355-5777 (TTY: 1-800-662-1220). Reply TTY“1 800.4 62y 1“220 R |pSTOP | to help? Reply P to get a call from us. Reply STOP
STOP to cancel. Msg&Data rates may apply. ( RSN - Reply to cancel. to cancel. Msg&Data rates may apply.

/ Msg&Data rates may apply. / /

e /

24 Week of October 34 Week of October 15t Week of November December 1+
Cons'um‘ers who sglected in thgir Consumers who selected in their Consumers who need to take action in their Coverage Begins
application to receive electronic application to receive paper notices. account to renew their coverage and have not

notifications.
nystate

The Official Health Plan Marketplace




Texting Campaigns (continued)

On November 20t we sent over 267,000 texts to consumers who needed to take
action on their account to remain enrolled in coverage for January |, 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.

* 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.

@ 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]j.

Need more help? Call us at 1-855-355-

5777 (TTY 1-800-662-1220). /

nystate

The Official Health Plan Marketplace




Texting Campaigns (continued)

b
nystate
The Official Health Plan Marketplace

* 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.

HEALTH
* On November 28, we sent the MMS to nearly 9,000 INSURANCE

consumers who still need to renew their coverage for
January [,2024.

*  We continue to explore ways to better reach consumers Callusto

that have a preferred language other than English or Spanish. get started
1-855-355-5777




MMS Messages Sent in Consumers Preferred Language

nystateofhealth

The Official Health Plan Marketplace
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ILEST

TEMPS DE
RENOUVELER
VOTRE

NER
I A
I 4

Nous sommes la pour

vous aider dans la
langue de votre choix

French

(adf nystateohealh

The Official Health Plan Marketplace

LILE
POU
RENOUVLE

Nou la pou ede w han
lang ou pi pito a

Haitian Creole

ystateofhealth
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2otk 2102
ot ZELICt

Korean

Q'nystateofhealth

The Official Health Plan Marketplace

MOPA
nPOAJINTDb

Mbli PAAOM N roTOBbI
noMoOUb Ha BalleM A3blKe

Russian

(adf nystateotheaiih

=&
ST |
HY

BRI LUIEREERE
B NIERMAEED

Simplified
Chinese

-

nystateofhealth

Qnystateofhealth
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EBFE |
B
HY

BN EREE R

&
o
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Traditional
Chinese
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Qualified Health Plan Take Up Rate During
the Unwind

* Opver the total unwind period, of the 3.] 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

* 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.




Open Enrollment 2024




Open Enroliment 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 |, 2024.

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

enroll in Qualified Health Plans in 2024.

e  New Yorkers who enroll after December |5 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 Ads
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The Dffisinl Fndth PlanEarkeink

Open to fresh starts
Open to new friends

Open to health

Expanded financial help for health
insurance is available.

Compare affordable options today.

Open to Health
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Bumps,
bruises,

& flus.

LIFE HAPPENS.

Make sure everything is
covered with health insurance.

LEARN MORE

Life Happens

-
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NY State of Health is

ON YOUR TEAM

for Open Enrollment 2024.

We're here to GIVE YOU THE ASSIST

with your health insurance.

GET STARTED TODAY.

On Your Team

nystate
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Early Data from OEP 2024

e 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 | million emails, and nearly 340,000 text messages to consumers alerting
consumers of any action they must take to renew.




| 332 Waiver Update

Addressing affordability




| 332 Waiver Application Update

* On November 14,2023, New York submitted an updated |332 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 |,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.

nystate
The Official Health Plan Marketplace




Looking Ahead - Building on
Unwind Progress




Approved E 14 Waivers

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

9

100% FPL

Renew Medicaid Elgibility for Indmiduals with Income at or below 100% FPL and No Data Returned

Enrollment Broker Contact Info
Partnering with Enrollment Brokers to Update Beneficiary Contact Information

Fair Hearing
Extended Timeframe to Take Final Administrative Action on Fair Hearing Re

MCO Contact Info
Partnering with Managed Care Plans to Update Beneficiary Contact Information

Non-MAGI SNAP
Renewal for Individuals Based on Non-MAGI Eligibili

SNAP CHIP
Renewal for Individuals Based on SNAF Eligibility (CHIP

Re=source Test
Waiver of the resource test at renewal and change in cdrcumstances

Duals & 065 in NYSOH
Allowing 65 and/or Medicare eligibles to remain in NY State of Health by waiving SSI budgeting

Fixed Income

Received written

approval

CMS has also
approved the
following 2
waivers for New
York without a
formal letter:

Verbal approval

nystateo!

The Official Health Plan Marketplace
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GUIDING PRINCIPLES

L L O B B B IR BN N N )

a4

SIMPLIFY
PROCESSES

Use innovative
technology systems
to reduce consumer

administrative burdens

throughout case
management and

processing.

PRIMARY TRANSFORMATION OBJECTIVE
CONSUMER-CENTRICITY

Provide personalized, compassionate support when helping consumers understand,
receive, pay for, and make critical decisions around health care services.

PROVIDE
CONSISTENT CONSUMER
EXPERIENCES

Develop uniform delivery
methods and model
future operations off

the simple, streamlined,

and consumer-friendly
operations of the NY50H
MAGI system and
processes, while remaining
mindful of the nuances
of complex Medicaid.

Ny

CREATE A SINGLE
SOURCE OF TRUTH

COMMUNICATE
TRANSPARENTLY

Cultivate trust across
stakeholders during periods
of change by maintaining
integrity and accountability
anticip ¢ er and tracking and measuring
impact an g progress toward the future

L= model. Create a uniform,
holistic system that
EVEeryone can access.

L L B B BB B B N B B I B BE R BB R BN B R B RN BB IR BN IR BB R BN BB R B R R I R R R R R A R IR B L I R BB N B L B NN B B R R R IR )

O

BUILD FOR
LONGEVITY

Strengthen relationships
with stakeholders
and develop strong
feedback loops to
meet consumer and
waorkforce needs during
the Transformation and
after implementation.

nystateofhealth

The Official Health Plan Marketplace



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
INVOLVEMENT
oyees and frontline
mers, and

ill be impacted e

TRANSFORMATION
The preduction proven,

by this Transformation.

cloud-hosted system
A standardized, designed to meet
uniform, and consumer needs.
consumer-centric
model for NYS
Medicaid

CHANGE
MANAGEMENT
The techniques and activities that
DOH will use to increase efficiency,
resilience, and the ability to meet
the evolving needs of the

Medicaid program.

nystate

The Official Health Plan Marketplace




STAKEHOLDER GROUPS

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

O
CONSUMERS g

I FRONTLINE WORKERS
B Consumers are the

stakeholders at the center
of this Transformation. m Local Pepartments
of Social Services (LDSSs)
@) including NYC Department of
Social Services (DSS)
a %H CONSUMERS B NYSOH Contact Center
AUTHORIZED SUBMITTERS AND 4?0?:9 P_‘Q\O
OTHER EXTERNAL PARTNERS (o) 5’5
O’Hsgﬁfﬂ susMITT! ‘gﬁgﬁ a
TERNAL 'Iﬁ:f
B Attorneys
" Authorized IS EOH D?VISIONS
Representatives R >
B Complex Medicaid ONTLFNE WORKE
Assistors m Office of Health
B Hospitals Insurance Programs (OHIP)

B Nursing Homes B NY State of Health (NYSOH)

B Managed Care m Division of Eligibility and

Plans/Organization Marketplace Integration (DEMI)
B Member & Consumer B Division of Operations
Advocacy Groups and Systems (DOS)

B Health Plans

Qnymteofhealth"

The Official Health Plan Marketplace



Initiation and PS

ROADMAP*

Year 0

Planning

Complex

Popu

lation

Migration

Wave 1

Duals i

Year 2

4 5 6 7 8 9 10 11 12 13 14 15 16 17 18

@15‘ Population
Migrated

n NYSOH, New @

Applicants without LTSS Needs
Wave 2

Remaining Non-
MAGI Population

Wave 3
Advanced Capabilities for Long

Term S
(LTSS)

ervices and Support

Appeals

Solut
Align

Services Programs

Change

Mana

ion

with Human ®

o

19 20 21

Year 3

22 23 24 25 26 27 28 29 30 31 32 33 34 35 36 37

@ All Populations
Migrated (Off of WMS)

o

38 39 40 41

Year 4

42 43 44 45 46 47 48 49 50 51

Year 5

52 53 54 55 56 57 58 59 60

Advanced
Capabilities @

for LTSS

Appeals
Solution

‘.

gement

* Components and durations are subject to change.

Complex Population Migration

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.

Appeals Solution

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 with Human Services Programs

* 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.

@ Key Milestone Pilot Rollout

Change Management
______________________________________________________________|

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).

nystate

The Official Health Plan Marketplace
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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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