There is no sound through your computer.
You must dial-in on the telephone in order to
hear the sound.

What’s Coming:
•
•
•

Limiting The Reasonable Opportunity
Period for Citizenship, Immigration and
Incarceration
Inactive Accounts
Administrative Guidance for Assistors

Date: June 27th
Time: 10:00am – 11:30am
Dial-In Number: 1-855-897-5763
Conference ID: 1481719
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TODAY’S WEBINAR
•

Two live webinars are running simultaneously.
o

For those of you listening on the telephone and following along using the slides which we sent
out, who were unable to get into the webinar due to the capacity limitation, please refer to the
email which was sent out this morning and follow the instructions in the email to access the
second webinar.

•

Dial in to listen to the audio portion of the webinar using the audio instructions
on your WebEx control panel.

•

All participants will remain muted for the duration of the program.

•

Questions can be submitted using the Q&A function on your WebEx control
panel; we will pause periodically to take questions.

•

A recording of the webinar and any related materials will be available online at
our Spring Training webpage at:
https://info.nystateofhealth.ny.gov/SpringTraining
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What’s New (HARP Enrollment,
Deductions & DMV ID Proofing)
Here’s what you said:
• More than 95% said that the webinar increased your knowledge of
the various subject areas.
• More than 97% said that the webinar would allow you to better
assist your consumers.

“Trainings are always very informative.”
“The Q&A is helpful.”
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PRESENTERS

Welcome
Gabrielle Armenia

Bureau Director, Child Health Plus Policy & Exchange
Consumer Assistance

Speakers
Sara Oberst

Eligibility Program Manager 2, Division of Eligibility and
Marketplace Integration

Marlene Grimshaw

Health Program Administrator 1, Division of Eligibility and
Marketplace Integration

Karilyn Tremblay

Health Program Administrator 2, Division of Eligibility and
Marketplace Integration

Erin Chaskey

Health Program Administrator 2, Division of Eligibility and
Marketplace Integration

Alicia Kern

Medical Assistance Specialist 2, Division of Eligibility and
Marketplace Integration

Nick Johnston

Senior Healthcare Program Specialist, Division of Eligibility and
Marketplace Integration
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NY State of Health is Limiting the Reasonable
Opportunity Period for consumers to prove:
• Citizenship
• Immigration Status
• Incarceration Status (proof the individual is not
incarcerated)
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Limiting the Reasonable Opportunity Period
How is this working now?
1. A consumer applies and is found temporarily
eligible for a program, they are given 90 days to
submit documentation to prove their citizenship,
immigration, or incarceration status (proof the
consumer is not incarcerated).

2. If, after 90 days, the consumer has not
provided valid documentation, NY State of Health
finds the consumer to be ineligible to purchase
health coverage through the Marketplace.

3. If, the consumer reapplies and still owes proof
of citizenship, immigration, or incarceration status
they will receive another 90 day reasonable
opportunity period.
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How will this work after July 06, 2018?
1. A consumer applies and is found temporarily
eligible for a program, they are given 90 days to
submit documentation to prove their citizenship,
immigration, or incarceration status (proof the
consumer is not incarcerated).

2. If, after 90 days, the consumer has not provided

valid documentation, NY State of Health finds the
consumer ineligible to purchase health coverage
through the Marketplace.

3. If the consumer reapplies and still owes proof of
citizenship, immigration, or incarceration status
(proof the consumer is not incarcerated), and they
appear eligible for Medicaid, Child Health Plus or
Essential Plan, they will be pended for 15 days and
asked to submit the documents from the original
request (step 1).
• No coverage will be provided until valid
documents are received.

4. If, after 15 days, the needed documentation has
not been received, the consumer will be found
ineligible to purchase health coverage through the
Marketplace.
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What you told us about your immigration status does not
match our records. You were previously given eligibility
for a limited time to verify this information. You did not
provide the documentation by the due date provided. NY
State of Health cannot determine your eligibility until this
information is verified.
Please Note: If you miss the due date listed below, NY
State of Health will NOT be able to determine your
eligibility for health insurance coverage.

How will this work after July 06, 2018?
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Limiting the Reasonable Opportunity Period
Flow Chart:
After July 06, 2018

Consumer completes
application and receives
90 day reasonable
opportunity period to
submit documents for
citizenship, immigration,
or incarceration status.
Consumer receives
temporary eligibility for
MA, CHPlus, EP, or a
QHP with a 90 day
clock.

Consumer does not
submit any
documentation or
does not submit
sufficient
documentation
within the 90 day
period.
• NY State of
Health finds the
consumer
ineligible for all
programs.

MA – Medicaid
CHPlus – Child Health Plus
EP – Essential Plan
QHP – Qualified Health Plan
LSC – Life Status Change
SEP – Special Enrollment Period
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Consumer reapplies
and appears to be
eligible for a QHP.
• Consumer
receives eligibility
for QHP with a 90
day clock.

Consumer reapplies and
NY State of Health will rerun eligibility and try to
verify:
• Immigration, citizenship
status through Federal
Data Sources.
• Incarceration status
through incarceration
data sources.

Consumer reapplies
and appears to
remain eligible for
MA, CHPlus or EP.

• Consumer’s
citizenship,
immigration, or
incarceration
status cannot be
verified
electronically
• Consumer will be
pended for 15
days with no
eligibility until
original
verification
documents
(which are valid)
are received.

Consumer submits
sufficient
documentation
within the 15 day
period.
• NY State of
Health determines
the consumer
eligible for MA,
CHPlus or EP.

Consumer does not
submit any
documentation or
does not submit
sufficient
documentation
within the 15 day
period.
• NY State of
Health determines
the consumer
ineligible for all
programs.

Limiting the Reasonable Opportunity Period
What about pregnant women who need to verify Citizenship or Immigration
status?
If a consumer reports a pregnancy after her 90 day reasonable opportunity has expired and she now appears
eligible for Medicaid, NY State of Health will not pend her coverage.
Outstanding documentation for Citizenship or Immigration Status
• If the consumer completes her initial application, reports a pregnancy and needs to verify her citizenship or
immigration status. She will receive a 90 day reasonable opportunity period with temporary coverage.
However, if she does not satisfy the outstanding verification request, her full Medicaid coverage will continue
through her 60 day post partum period.
•
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If the consumer completes her initial application when she is not pregnant and needs to verify her citizenship
or immigration status, she receives a 90 day reasonable opportunity period with temporary coverage. After
90 days, NY State of Health will determine her ineligible for coverage if she does not satisfy the outstanding
verification request.
o If this consumer comes back and updates her account and reports a pregnancy, NY State of Health
will open a 15 day clock to verify the citizenship or immigration status, but will also allow her to enroll in
Medicaid if otherwise eligible. If she does not satisfy the outstanding verification request, her full
Medicaid coverage will continue through her 60 day post partum period.

Limiting the Reasonable Opportunity Period
How can an Assistor help?
If the Marketplace is requesting documentation to verify citizenship status, look at the
consumer’s account. This consumer is marked as either a US Citizen or a Naturalized
Citizen. Review the Documentation checklist for consumers.
If the consumer truly does not
have access to any items on this
list, then they are probably
marked incorrectly in their
application.
Example: If they are providing
their permanent resident card,
then you should change their
Citizenship/Immigration status to
“Immigrant Non-Citizen.”
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Limiting the Reasonable Opportunity Period
How can an Assistor help?
If the Marketplace is requesting documentation to verify immigration status, look at the
consumer’s account. This consumer is marked as either an Immigrant-Non Citizen or a
Non-Immigrant Visa Holder. Review the Documentation checklist with the consumer.
If the consumer truly does not have
access to any items on this list, then
they are probably marked
incorrectly in their application.
Example: If they are providing their
foreign passport with an expired I94 Arrival/Departure Record and
they are undocumented, then you
should change their
Citizenship/Immigration status to
“Other.”
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Limiting the Reasonable Opportunity Period
How can an Assistor help?
If the Marketplace is requesting documentation to verify the consumer is not
incarcerated, review the documentation checklist with the consumer.
Help your consumer by uploading one of these items.
DOH-5183 will be provided as a resource with this webinar.
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Limiting the Reasonable Opportunity Period

How can an Assistor help?
If you need assistance with a particular case and are unsure how to advise the
consumer in order to satisfy a documentation request please contact:

Assistor.cases@health.ny.gov
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Poll Question #1
Mr. Neymar applies for health insurance and is found temporarily
eligible for Medicaid. He is given 90 days to provide proof of
immigration status. Mr. Neymar did not submit his documentation
by the deadline and reapplies without updating his immigration
status. What happens next?
A. He is given another 90 days to submit documentation
B. He is pended and gets 15 days to submit documentation
C. He is found temporarily eligible and receives 15 days to
submit documentation
D. He is found ineligible for coverage

15

Questions?
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Inactive Account Changes
NY State of Health is making some changes to
system functionality in order to reduce the number of
duplicate accounts for a consumer in the individual
Marketplace.
New functionality will enhance the process of
inactivating individual duplicate accounts and restrict
the ability of the user to make changes to an inactive
account.
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Inactive Account Changes
When the decision has been made to inactivate an account, eligibility and coverage
will end at the end of the current month in which the account is inactivated.
• Consumers will stop receiving notices related to the inactive account.
• No further changes to the inactive account will be able to be made by the
consumer or Assistor.
• Messaging will be added to the overview page of a consumer’s inactive account
letting the consumer know that the account cannot be changed
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Inactive Account Changes

A warning message will be displayed when trying to access an inactive account.
through the Assistor dashboard.
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Inactive Account Changes

What will happen when I help a consumer create a new account, and it turns
out they already have an account (or more than one (1) account)?
An account holder is allowed to have two (2) active individual accounts in NY State of
Health.
• If a consumer is trying to create a third individual account, it will be automatically
inactivated by the system.
o The account will be inactivated upon completion of the identity proofing
process.
o Once identity proofing is successful, or if the HX ID pop-up is received and the
Call Center is able to find an existing HX ID for the consumer, then the
consumer/Assistor will be stopped in the application and not allowed to
proceed further. They will receive the following message:
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You are unable to continue with your application because you already have a NY
State of Health account. Please log into the NY State of Health account you
already have to report any changes or to review your health insurance
information. If you are unsure what other NY State of Health account you have or
wish to continue your application on this account call customer service at 1-855355-5777.
20
20

Inactive Account Changes

Once the active account has been added to your dashboard, you may delete
the inactive account.
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Poll Question #2
Mr. Salah comes in and applies for health insurance
but the system invalidates the account. Why did that
happen?
A. The system is unable to identify him
B. He already has two (2) active accounts
C. He has access to New York State Health
Insurance Program (NYSHIP)
D. All the above
22

Questions?
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Administrative Guidance
for Assistors
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25

Assistors account for 74% of all enrollment
through NY State of Health!
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Life Cycle of the Assistor
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Life Cycle of
The Assistor

1)

All Year…
Supervisors
Update Agency
Contact Info &
Report Assistor
Staff Changes

Complete
4) Recertification
Annually

3)
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Complete
Assistor
Certification
Training

Provide
Enrollment
Assistance to
Consumers

Register
Assistor
2) Account with
NY State of
Health

Life Cycle of
The Assistor

ALL YEAR…
The Agency Supervisor or

Primary Contact is required to Update
Agency Contact Info & Report
Assistor Staff Changes

**Note for supervisors**
Assistor staff changes need to be
reported to DOH within 48 hours
of the announced change
DO NOT WAIT UNTIL
RECERTIFICATION
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Effective Assistor
Communication with NYS
Department Of Health
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When You Encounter
a Problem
• As a general rule, the first step is ALWAYS to
reach out to your supervisor for help
• If your supervisor needs further assistance,
THEY should reach out to the NYS Department
of Health
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Assistor Support at NYS
Department of Health
Mailboxes for all Assistors
• For both Certified Application Counselors (CACs) and Navigators
Assistor.Admin@health.ny.gov = Administrative Support for Assistors
• Training Information
• Setting up your account as an assistor
• Reporting staff changes
• Agency Contact Information Updates
*NEW* Assistor.Cases@health.ny.gov *NEW* = Case Support for Assistors
• This new Assistor Cases mailbox replaces both the CAC Mailbox and
the Navigator Cases mailbox
• Questions about eligibility and enrollment regarding marketplace
accounts should be sent to this mailbox
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Assistor Support at NYS
Department of Health
Mailboxes Specifically for Navigators

Navigator.Admin@health.ny.gov
• Contracts, Vouchers, Progress Reports, and Site
Schedules

Navigator.Media@health.ny.gov
• Education, Promotion, Media Requests

**Remember to cc your contract manager**
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Sending Emails Securely
• Remember that the NYS Department of Health requires Personally Identifiable
Information (PII) and Protected Health Information (PHI) to be sent securely in a
compressed and encrypted file using a password or “key”
• The password or “key” to the encrypted file must be sent via a separate e-mail.
- For example: organizations may use WinZip or 7 Zip encryption software and
should label the file: Confidential, As Requested
• A private or "home" e-mail account must not be used for NY State of Health case
inquires or issues
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Communication with the
NY State of Health Call Center
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NY State of Health
Call Center Information
Call Center – General Questions
General Customer Service
General Fax

1-855-355-5777
1-855-900-5777

Consumer Identity Proofing
ID Proofing Fax
ID Proofing Telephone Follow Up

1-518-560-5102
1-855-357-8450

1095-A & 1095-B Dedicated Line
Customer Service Line
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1-855-766-7860

When Calling the
Call Center
The level of assistance a Customer
Service Specialist (CSS) at the call
center may provide to an Assistor
depends on
1) Whether the assistor is authorized
to speak on behalf of the consumer
2) Whether the consumer is present
(either in person or on the phone)
with the Assistor at the time of the
call
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When Sending a FAX
to the Call Center
1 ) Please remember
to use the NY State
of Health approved
fax cover sheet
2) Make sure all
fields are filled out,
and are
• Legible
• Accurate
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Authenticating the Assistor
• The Call Center is required to gather information
about the person they are speaking to and
confirm they are authorized to speak on behalf of
the consumer. This applies to everyone on the call
• When you call the Call Center, immediately
identify yourself as an Assistor
• As an Assistor, be prepared when you call
to have your Assistor information ready
• Most importantly, this process helps maintain the
privacy and security of the consumer
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Authenticating the Assistor
To authenticate you as an Assistor, you will be
asked to spell your first and last name, and to give
some combination of the following information
1. Assistor Account Number AND Phone number
(as listed on your assistor profile), OR
2. Assistor SSN, Assistor DOB, AND phone
number, OR
3. Assistor NYHBE Member ID (HX ID), Assistor
DOB, AND phone number
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Easiest!

Authenticating the Consumer
A caller who is the Marketplace Account
Holder must be authenticated by providing
and spelling their first and last name and
some combination of the following information
1. SSN and DOB OR
2. Account Number (AC#) and DOB OR
3. Active or Inactive Medicaid ID
(CIN) and DOB OR
4. Health Exchange (HX) ID and
DOB OR
5. Alien ID and DOB
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Authenticating vs Authorizing
Authenticating
• The Call Center is required to authenticate EVERYONE they are
speaking with
- Verifies you are who you say you are
- Necessary – Have your assistor information ready
Authorizing
• The Account Holder must authorize you to receive their
Personal Health Information (PHI) or make changes to the health
insurance application or account – before you can access their
account
- NOTE: Only the account holder / case head can authorize
an individual to speak on behalf of their account to
gain information or make changes
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Authorization
• The consumer must authorize the Assistor
• The consumer must be on the phone to transfer the account to the Assistor
• The Assistor may ask general questions about the consumer’s account
Please remember
Check and see if a consumer is already on your dashboard prior to
calling the Call Center
If the Assistor is hidden from the public search screen, the Call Center
will be unable to assign the Assistor to the consumer’s account

-
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The assistor cannot request an individual’s client identification number
(CIN) unless the consumer is present
Assistors should process new applications and make changes to
applications using their dashboard and should not contact the call
center to make these updates

Once Authenticated AND Authorized to Access
the Account:
• The Call Center should only provide you with general information about
the application and enrollment process
• The Call Center should not be asked to make changes to the application
• The Call Center will complete documentation review and complaint
processing using their standard protocols
• If the Assistor is experiencing a technical difficulty, the Call Center may
be able to resolve a specific technical problem
• A consumer must always authorize any changes to their account
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Pre-Appointment Preparation

45

46

Pre-Appointment Preparation
Set Expectations
•

•

•
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Describe the application and
enrollment process before the
appointment
Give them a brief overview of the
process
– How long an appointment may take
– Possible outcomes of appointment
– Only the Marketplace can determine
eligibility
Tell the consumer what information
they will need to bring in order to
enroll – Use ‘Document Checklist’ as
a guide

Pre-Appointment Preparation
What a consumer should bring to an
appointment
•

•
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Provide facts about people in their
household
– Demographic details such as; names,
date of birth, social security numbers,
income for all household members,
immigration document numbers,
information regarding any other health
insurance that they have or have access
to
Consumers may have to provide copies of
documents that prove the information that
they have entered in the application

Pre-Appointment Preparation
•

It is a good idea to have the
consumer authorize you as their
assistor prior to their appointment
– If they have an NY.GOV ID and access
to their own Marketplace account, they
can do this on their own
– If they need to call the Marketplace to
have the call center assist with this
process, they will need the assistor’s
first and last name and the Assistor
Agency Name
– The consumer should remain on the
phone until the assistor has been added
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Tips to Reduce No Shows
•
•
•
•
•
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Place reminder calls prior to appointment
Provide consumer with a document checklist to prepare for the appointment
Reach out to reschedule all missed appointments
Use a cancellation or waiting list to move up later appointments into earlier
slots
Allow for walk-ins to accommodate clients’ busy and unpredictable schedules

Assistor Resources
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Assistor Resources
•

•
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Refer to your training resources (Initial Certification
Training, Recertification Webinars and other resources)
– In Person – Binder
– Online – Printable resources
Useful Links (On your dashboard)

Assistor Resources
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•

Spring Training
- https://info.nystateofhealth.ny.gov/springtraining

•

Training Updates – Other Webinars
- https://info.nystateofhealth.ny.gov/webinars

•

Assistor Online Tool Kit
- https://info.nystateofhealth.ny.gov/assistortoolkit

•

Additional updates may be sent to you from the NYS
Department of Health throughout the year

Assistor Agency Reports
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Assistor Enrollment Reports
• Provides enrollment activity associated with
your agency’s assistors including
- Number of individuals determined eligible
- Number of individuals enrolled in coverage
- Number of applications currently on your
assistors’ dashboards
- Program enrollment percentages
- Number of individuals assisted
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Assistor Complaint Reports
•

•

55

The NYS Department of Health receives
reports of incidents from NY State of
Health regarding assistor customer service
issues
These reports are researched by
Department of Health staff
– Some incidents are categorized as a
“Training Opportunity”
– Other complaints are more serious and
require a response from the assistor
agency. If your agency has complaints that
require follow up, this will be noted in the
Assistor Complaint Reports

Assistor Upload Error Reports
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•

The Error Report includes instances in
which an assistor uploads a document
to an account in which it does not
belong

•

To minimize these errors
– Take your time when uploading
documents to NY State of Health
– Reminder, assistors should not have
copies of consumer documents if the
consumer is no longer present

•

Please refer to the Document Linking
Checklist

Document Linking Checklist
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Incident Reporting
• If an assistor suspects there has
been a loss OR potential loss of
PII or PHI – they MUST report it
immediately to a supervisor
• Assistor organizations must report
the incident to the marketplace,
AND via email to
NYSOHSecurity@health.ny.gov
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Quality Assurance
The NYS Department of Health continually reviews
Assistor specific errors to identify patterns of repeated
mistakes, so that agencies can take corrective measures
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Sharing Your Success
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Sharing your Success
• Be Positive about NY
State of Health
– Whether you are at a
one on one appointment,
at an event, or on the
phone with the call
center, Assistors are the
face of the Marketplace,
remember to be positive!
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Sharing your Success
• Be Professional
– Assistors should always be
wearing some form of
identification when they are on
the job (in the office, out in the
field, or at an enrollment or
outreach event)
– Either their employee badge, or
if you are a Navigator, your NY
State of Health ID badge
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Sharing Your Success
• Be Proactive
Whether it’s being more strategic about how you schedule
appointments, or how you handle your cases – be proactive
about how you use the resources we have shared with you and
give us feedback about the experiences you have with them,
and how we can make them better! You can email your
feedback to Assistor.Admin@health.ny.gov or reach out to
your contract manager
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Sharing Your Success
• Share your Success Stories
- Send your success story NYSOHoutreach@health.ny.gov
and Navigator.Media@health.ny.gov with subject line
“Success Story”

• Participate in Outreach Events – Get the word
out!
- We send outreach event announcements throughout the year
- You may also submit your own events to be featured on
NY State of Health’s events map
- www.surveymonkey.com/s/NYSOHCalendarEvents
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In Conclusion
• Keep up the great work!
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Questions?
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RECERTIFICATION PROCESS
• All Assistors who are registered by 10/31/2018 and/or who were trained in
September or October of 2018 must view all webinars to be recertified.
o https://info.nystateofhealth.ny.gov/SpringTraining
• Assistors, keep track of the date you watched the live webinar or the video
for each of this year’s five (5) Recertification Webinars.
• Provide your dates to your supervisor so they can complete the
Recertification Report.

67

Thank you for joining us!

• Please complete the survey
o Evaluation of Webinar: What’s Coming
• As always, watch for the video and materials to be posted to:
http://info.nystateofhealth.ny.gov/SpringTraining

Next Recertification Training:
Title: Privacy & Security
Date: August 29th
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