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Public Health Emergency

Background:

+ Since the pandemic began in January 2020, the COVID-19 federal public health emergency (PHE) prevented
NC Medicaid beneficiaries from losing their health coverage during the pandemic even if someone’s eligibility
changed.

- Earlier this year, the federal government decoupled the continuous coverage requirement from the federal
PHE.

» Therefore, while the PHE did not end until May 11, 2023, states were allowed to begin terminations as early
as April 1, 2023.
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What Happens Next?

* The first terminations in North Carolina occurred the first of May 2023.
- States have 12 months to initiate renewals and 14 months to complete renewals.

* North Carolina Department of Health and Human Services (NC DHHS) will be using an oldest renewal first/
age-based approach (not population-based) to complete PHE unwinding redeterminations.

* Blue Cross and Blue Shield of North Carolina (Blue Cross NC) will not take action to terminate or reduce
benefits without making efforts to contact or assist Healthy Blue beneficiaries through the eligibility
redetermination process.
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Over 265,000
NC Medicaid recipients could lose their health
coverage during the renewal process.

This represents approximately 15% of all
North Carolinians enrolled in Medicaid.
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Prepaid Health Plan (PHP) Engagement for Redetermination

Update Your Address campaign

Member postcard

NC DHHS communications toolkit

Redetermination education
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Update Your Address Campaign

* The Update Your Address campaign was created

by NC DHHS to encourage beneficiaries to update Welcome to ePASS
their information with their local DSS site. = €FASSIs.= way 1o apply for Benetit and services in
North Carolina.
» By doing this, beneficiaries would be less likely to - New applicants and existing beneficiaries can create
miss an update due to their renewal status and in an account.
turn can give the state more information if needed. - An enhanced account for Medical Assistance lets you
report changes and view case details online. For more
* Since May 2022, DSS caseworkers have been information see below.

encouraging individuals to create an ePASS
account at each interaction and informing them
that information may be updated online.

* NC DHHS launched a website on August 4, 2022,
to prepare for the end of the COVID-19 federal
PHE:

o The website encourages beneficiaries to report

- End of Medicaid Continuous
changes to DSS and regularly check mail. Coverage & the Federal COVID PHE

&> NCDHHS

BB N C Medicaid Beneficiaries
& piv

| R
W A

@ Bl“ecmss Bl“eShield H ea |th Blu c Home > COVID-19 Guidance and Resources > Preparing for the End of Continuous Medicaid Coverage and the COVID-19 Federal PHE
. / of North Carolina

The federal COVID-19 Public Health Emergency (PHE) provided NC Medicaid




Member Postcard and Website Notice

Blue Cross NC's Medicaid plan developed a member
postcard as part of the Update Your Address campaign.

The postcards were mailed out beginning on
May 30, 2022, directly to the head of household.

Information on address changes is available on the
Healthy Blue website.

& ¥ Healthy
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Medicaid and NC Health Choice in North Carolina

A
Qj FIND ADOCTOR ﬁ CHANGE YOUR PCP. E HOW TO ENROLL

If you receive heaith benefits from the state, they may want to contact you from time to time with important information. If you have

We want to make sure you get
important information and
updates about your Medicaid
benefits. If you recently moved
and have a new mailing
address, please call or visit
your local Department of Social
Services (DSS) to update your
contact information.

Scan here or go to ncdhhs.
gov/divisions/social-
services/local-dss-directory
to find your local

DSS location:

Please do this soon so you
don’t miss any important
information about your
Medicaid coverage.

healthybluenc.com
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Stay connected
to stay protected

Update your information now

Manténgase
conectado para
mantenerse protegido
Actualice su informacién ahora

Queremos asegurarnos de que
reciba informacién y actualizaciones
importantes sobre sus beneficios de
Medicaid. Si se mud6 recientemente
y tiene una nueva direccién postal,
llame o visite el Departamento

de Servicios Sociales (DSS) de

su localidad para actualizar su
informacién de contacto.

Escanee aqui para ir a
ncdhhs.gov/divisions/social-
services/local-dss-directory
para encontrar la ubicaciéon
del DSS de su localidad:

Hagalo pronto para que

no pase por alto ninguna
informacién importante sobre
su cobertura de Medicaid.

¥ Healthy Blue

202206 14
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Communications Toolkit

* NC DHHS prepared a communications toolkit,
and shared it online on August 16, 2022,. NC
DHHS refreshed that content February 2023.

* The toolkit includes a collection of resources to
support stakeholders, advocates, and partners
with key messaging for beneficiaries.

NC Medicaid End of COVID-19 PHE Toolkit

* The resources in the toolkit include social media Preparing for the end of the ond ag el oo
. federal COVID-19 Public Health Bineipens Comes et g
posts, frequently asked questions, suggested text Emergency

messages, email content, and more. NC Medicaid End of PHE Toolkit: A collection of

resources to support stakeholders, advocates and

partners with key messaging for beneficiaries.

« Communications toolkit link: Eeitln bl it

questions, a fact sheet and additional resources.

https://medicaid.ncdhhs.gov/End-of-PHE-Toolkit

Download a PDF of the NC Medicaid End

of COVID-19 PHE Toolkit i
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NC Fact Sheet and Redetermination Videos

* NC DHHS created an NC Fact
Sheet which educates Fact Sheet e

beneficiaries on what Medicaid e o
recertification is and what they \I;IV%V;IKEC Medicaid Eligibility Recertification

need to do to be ready.
What is Medicaid Recertification (renewal)?

* In addition, a video educating
. . . Medicaid recertification (renewal) is the way your information is reviewed to make sure you are still
mem be rs on M ed ICal d ren ewals IS eligible for Medicaid health coverage. It is also called eligibility redetermination, renewal, ex-parté review

or case review (all mean the same thing).

aval Iab I eon th € N C D H H S Recertification takes place every 6 or 12 months based on your Medicaid program. Your Medicaid
caseworker will try to complete your recertification using information from electronic resources - without
I i tacti .
YouTube channel. The video is contacting you

If your Medicaid caseworker needs more information from you to finish your recertification, they will mail

available in English and Spanish. you ltter
° ’ i I WHAT YOU NEED TO KNOW
Weve been sharing these videos UPDATE YOUR CONTACT INFO TO KEEP YOUR COVERAGE

« Make sure your local Department of Social Services (DSS) has your up-to-date ct

On Our SOC|aI med |a Chan neIS’ and information. They may need to reach you by mail, phone, email or text message abou

recertification.

! i Sign-up for an Enhanced ePASS account online to make changes to your information ¢

We Ve bu I |t a‘n engageme nt without visiting your local DSS. To create an ePASS account, logon to epass.nc.gov. F
' information about ePASS and how to create an account, see the ePASS fact sheet.

Cam pal g n based O n th e N C FaCt ¢ Check your mail for information from your local DSS. If DSS needs information fror

S h eet finish your recertifcation, you will get a letter in the mail.
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Example of Renewal Process

Scenario: Beneficiary Returns Renewal Form
Barbara is a beneficiary receiving MAGI coverage. Her certification period ends on June 30, 2023. She has a cell phone number and

email address on file.

c
23 Month 9 Month 10 Month 11 Month 12
£ 5 ® ® ® @
E o
o
March 2023 April 2023 May 2023 June 2023
Barbara gets a robo call, text Barbara receives a notice from Barbara’s caseworker picks up her  Barbara mails the completed
message and an email reminding  the Enroliment Broker telling her  case on May 2 and is unable to NCF-20020 Renewal Form back
her to update her contact that her Medicaid will soon be complete the ex parté renewal. He to her local DSS. Her caseworker
information with the DSS. She has ~ recertified. Barbara’s case is sends her an NCF-20020 Renewal  completes the recertification,
a new address and calls the DSSto  picked up by the straight-through  Form. Barbara gets a text and her benefits are continued, and
make sure it is added to her recert process in NC FAST on email on May 5 letting her know she gets a DSS-8110 Notice of
record. April 3 but is dropped for the DSS needs information to Continued Benefits in the mail.
caseworker review due to an complete her recertification, and
income discrepancy. to check her mail.
@ eCrbss SlucShield ‘ Heal‘thy Blue Note: MAGI stands for Modified Adjusted Gross Income.
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Example of Renewal Process (cont.)

Scenario: Beneficiary Does Not Return Renewal Form (Procedural Termination)
Jennifer is a beneficiary receiving Medicaid for the Disabled coverage. Her certification period ends on June 30, 2023. She has an
outdated address on her NC FAST record. She also has an email address on file, but no phone number. She got an email in March
asking her to update her contact information, but she did not do anything.

Month 10
O

April 2023

Certification
Period

Jennifer is mailed a notice from
the Enrollment Broker telling her
that her Medicaid will soon be
recertified. The notice is
returned but with a forwarding
address. The EB sends the
forwarding address to the DSS
via the returned mail report in
NC FAST. Jennifer’s caseworker
updates her address in NC FAST.

Month 11 Month 12
@ @
May 2023 June 2023

Jennifer’s caseworker begins
processing her recertification on
May 2 and is unable to complete

the ex parté renewal. He sends her

a DHB-5097 Request for
Information form. Jennifer gets an
email on May 5 letting her know
the DSS needs information to
complete her recertification, and
to check her mail. Jennifer
receives the form, but ignores it.

30 days after the DHB-5097
Request for Information form
was mailed, Jennifer’s
caseworker proposes
termination of her case and
sends a 10-day notice of
termination. Jennifer’s Medicaid
benefits end on June 30.

Month 1
@

July 2023
Jennifer’s health plan sees her
name on its Procedural
termination report on July 1.
They reach out to let her know
that her DSS is trying to reach
her about her Medicaid. Jennifer
calls her DSS to find out what
she needs to do. She faxes the
information requested by her
caseworker, who completes the
recertification on July 20. Her
benefits are reinstated from June
1 for a new 12-month period.

Note: MAGI stands for Modified Adjusted Gross Income.

D amemne | Healthy Blue
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Example of Renewal Process (cont.)

Scenario: Beneficiary No Longer Eligible for Full Medicaid
Dylan is a beneficiary receiving MAGI coverage as a parent/caretaker. His certification period ends on June 30, 2023. He had an
increase in income about a year ago, but his benefits were being continued during the PHE. Dylan has an enhanced ePASS account
and is signed up to receive electronic notices. He did not provide the DSS with a phone number or email address.

Month 10
@

Certification
Period

April 2023

Dylan receives a notice from the
Enrollment Broker telling him
that his Medicaid will soon be
recertified. Dylan’s case is picked
up by the straight-through recert
process in NC FAST on April 3.
The case is processed by the
system and it appears Dylan is no
longer eligible. It needs to be
reviewed by a caseworker.

Month 11
O

May 2023

Dylan’s caseworker reviews his
case on May 12 and sends Dylan
an NCF-20020 Renewal

Form. Dylan reviews the eNotice
and completes his renewal online
via ePASS on May 29.

Month 12
@]

June 2023

Dylan’s caseworker reviews the
renewal information submitted by
him online, confirming he is no
longer eligible for Medicaid. She
terminates the case effective July
1 and sends a DSS-8110
Termination Notice. Dylan reviews
the eNotice and sees that he may
have other options for coverage
on healthcare.gov.

Month 1
. S

July 2023

Dylan’s health plan sees his
name on its Categorical
termination report on July 1.
They reach out to let him know
they have a health plan available
through healthcare.gov and send
him information about it in the
mail.

Note: MAGI stands for Modified Adjusted Gross Income.
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What Can Members Do Now?

Call or visit their local DSS office
and report all changes to ensure
they do not miss any information
about their Medicaid coverage.

Follow NC DHHS on Facebook,
Check their mail. Twitter, Instagram, LinkedIn, and
YouTube.

N
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How Can Providers Help?

Take a look at helpful webinars
and resources using the

website:
))

Request member address Reshare Healthy Blue social
change/NC Fact Sheet collateral media posts with PHE

to be mailed/ delivered to your information and DSS updates.
organization.

:
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Recertification Resources

« NC DHHS has approved the Ready, -
Set, Renew provider Fact Sheet NC Medicaid

communications document. How NC Medicaid Eligibility Recertification

Works
e Ready, Set, Renew!

* This document was designed for ST o
What is Medicaid Recertificati
Medicaid recertification (renewal) is the way your i

providers as a guide for talking with
people enrolled in Medicaid about S e (o the aeras Ny 20 =l

Recertification takes place every 6 or 12 months b

recertification/renewals. It iS NOt to [yl o compiete yourreoetceton
If your Medicaid caseworker needs more informati

be shared with patients or Medicaid  [revaste:
beneficiaries. WHAT YOU NEED TO KNOW It's time for some

; Ready:
« Make sure your local Department of Social of your patlepts 5 Patient‘;;ets their documents ready.
to renew their v

« The NC DHHS Fact Sheet can be rocertcaton S b
Shared Wlth patlents Who are i:scgﬁirt:;glhi;lzzlcmd ga?i:':ntemures their form is all set.
Medicaid beneficiaries. You can find o (ot you have o

ensure that you have the

What steps do my patients need to take?

- . . . T ded to hel Renew:
It In Eng I ISh and SpanISh here . yojtﬂl‘:;ed(;i:il:{‘epaiienom °F Patient ensures their form is all set.
. . 0 renew their healthcare + Patient should report all changes to
- ) Division of Social Services (DSS).
h tt p S = // m e d I C al d = n C d h h S z q OV/ E n d A) 2 ;ovemge. S?Im; tp HalzniE « Patient should ensure their information
. ave never had to renew on file with DSS is correct (income
O Of% 2 Ot h e % 2 O C C U % 2 OTO 0] | k | t their coverage at all, while or change in household, marriage, or
other patients may have divorce).
forgotten the process . I’at?ent sh.oulcl check their mail.
ey » Patient will need to respond to the
b letter their local DSS sends regarding

BlueCross BlueShield We're here to help. Medicaid oe if information is
@ of North C lina ‘ Hea |‘thy Bluc llezd1§$ coverage it intformation i

s |
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https://medicaid.ncdhhs.gov/End%20of%20the%20CCU%20Toolkit
https://medicaid.ncdhhs.gov/End%20of%20the%20CCU%20Toolkit

Social Media/Virtual Education

* NC DHHS is encouraging the public to share their Medicaid
Renewal video. It is available in English and Spanish on the
NC DHHS YouTube channel or on their web site here:
https://medicaid.ncdhhs.gov/End%200f%20the%20CCU%20
Toolkit

« The video has details on what renewals are and what the
beneficiary can do during this time. The video can be shared
on your social media platform.

MEDICAID INSURANCE | MEDICAID INSU
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Onsite Education

« Our team has been setting up booths at provider
offices to educate patients on redetermination.

* At each setup, our team distributes educational
material, promo items, goodies, and much more.

«  The onsite rep can conduct presentations for
your patients and staff.

« If your office is having a celebration or would like
to invite our mascot True Blue, we would love to
participate!

+ Lastly, we love partnering with providers for
back-to-school efforts. If your office would like
support hosting one, let us know and we’d be
glad to help.

D amemne | Healthy Blue
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Thank You!

Contact information

Director of Marketing and

Community Engagement Community Outreach Manager
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Healthy Blue is a Medicaid plan offered by Blue Cross and Blue Shield of North Carolina. Blue Cross and Blue Shield of North Carolina is an independent licensee of the Blue Cross and Blue Shield
Association. ® Marks of the Blue Cross and Blue Shield Association. All other marks are the property of their respective owners.
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