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Opening & Welcome

Dr. Mandy Cohen, MD, MPH
NCDHHS Secretary



Presenter
Presentation Notes
Secretary Cohen
Context of moving to MC during pandemic
Commitment to move to managed care by July 1
Ask of community partners to help share information – relying on trusted messengers



North Carolina’s Vision for
Medicaid Transformation

“To improve the health
of North Carolinians
through an
Innovative, whole-person
centered, and well-
coordinated system of care
that addresses both the
medical and non-medical
drivers of health.”
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Qlighlights of Medicaid Transformation

* Whole-person Focus and Healthy Opportunities
Initiative
* Physical and Behavioral Health Integration: Payment and

Delivery
* Addressing Unmet Social Needs: Healthy Opportunities

* Anticipate award of Lead Pilot Entities in spring 2021 and service
delivery launch in early 2022

 Primary Care and Local Care Management

Investment
 Advanced Medical Home Program
 Behavioral Health Home and Care Management

 Value-based Payments

* Health plans are required to increase participation in value-
based payments after launch
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‘Medicaid Managed Care Day One Goals

In the transition to an innovative managed care
program, NCDHHS' priority for Day One is that
individuals get the care they need, and providers get
paid.

e Additional Day One Priorities include
* A member's prescription will be filled by the pharmacist
* Members know their chosen or assighed health plan

* Members have timely access to information and are directed
to the right resource

* Health plans have sufficient networks to ensure member
choice

A provider enrolled in Medicaid prior to the launch of NC
Medicaid Managed Care will still be enrolled

 Calls made to call centers are answered promptly
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%Ioving to NC Medicaid Managed Care

Approximately 1.6 million of the current 2.5 million Medicaid
beneficiaries will transition to NC Medicaid Managed Care

* Beneficiaries will be able to choose from five Health Plans
e AmeriHealth Caritas
* Healthy Blue
e United HealthCare Community Plan
* WellCare
e Carolina Complete Health:
o Serving regions 3, 4, and 5

e Eastern Band of Cherokee Indians (EBCI) Tribal Option

* Will manage the health care for North Carolina’s approximately 4,000
Tribal Medicaid beneficiaries primarily in Cherokee, Graham, Haywood,
Jackson and Swain counties.

All health plans, all regions will go live on July 1, 2021.
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Managed care option for federally recognized tribal members and other individuals eligible to receive Indian Health Services (also launching July 1, 2021).



%Ioving to NC Medicaid Managed Care

* NC Medicaid Direct

* Some beneficiaries will stay in fee-for-service because it
provides services that meet specific needs, or they have
limited benefits. This will be called NC Medicaid Direct.

* Behavioral Health |/DD Tailored Plans (launching July
2022)

* Plans will provide the same services as Standard Plans, as
well as additional specialized services for individuals with
significant behavioral health conditions, I/DDs, and
traumatic brain injury, as well as people utilizing state-
funded and waiver services.
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‘Medicaid Managed Care Eligibility

Status of Medicaid Managed

Care Enrollment, Per Populations
Legislation

= Most Family & Children’s Medicaid, NC Health Choice, Pregnant

Mandatory (Must enroll) Women, Non-Medicare Aged, Blind, Disabled.

» Family Planning Program, Medically Needy, Health insurance
premium payment (HIPP), Program of all-inclusive care for the
elderly (PACE), Refugee Medicaid

Excluded (Cannot enroll,
stays in NC Medicaid Direct)= Some benéeficiaries are temporarily excluded and become
Mandatory later. This includes dually-eligible Medicaid/Medicare,
Foster Care/Adoption, & Community Alternatives Program for
Children (CAP-C) and Disabled Adults (CAP-DA).

= Federally recognized tribal members, beneficiaries who would be
eligible for behavioral health tailored plans (until they become
available). Target launch date for Tailored Plans is July 1, 2022.

Exempt (May enroll or stay
in NC Medicaid Direct)
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V.O: 
Carve outs (dental, eyeglasses, some LEA services, CDSA)
Foster care plans


%Iedicaid Transformation Milestone Timeline

EBCI TRIBAL
OPEN OPTION &

SOFT ENROLLMENT AUTO MANAGED CARE END OF CHOICE

LAUNCH BEGINS ENROLLMENT LAUNCH PERIOD
! ! ! ! !
3/1/21 3/15/21 ENROLLMENT 5/15/21 7/1/21 9/30/21
|
Begin State-wide 5/14/21

Conclude State-wide

Open Enrollment oy =
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‘Communications & Engagement

 NC Medicaid plans to engage beneficiaries through

 Web updates and social media
 NC Medicaid Transformation Website

 Earned and Paid Media
* Beneficiary Portal
NCDHHS Alerts
Contact Center
 Webinars

* Key Partners in Engagement
* PHPs & LME/MCOs

County DSS & LHDs

Enroliment Broker

* Ombudsman

* Providers

Community Partners
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PHPs & LMEs engagement will include marketing, Medicaid Advisory Committee
Note: throughout, our goal is to provide materials and communications in Spanish & English


http://www.ncdhhs.gov/medicaid-transformation

@eneficiary Portal _

The Beneficiary Portal serves as a centralized information
resource for current Medicaid beneficiaries and those
wishing to apply for Medicaid benefits.

* Also offers information about Medicaid Managed Care

NC Medicaid

; v 2‘29 3#’

GET STARTED
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o
o
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‘Beneficiary Portal Features

=3

Available in
English and
Spanish

Offers new educational
materials regarding
telehealth services to help
beneficiaries feel more
confident accessing health
care in a virtual format
during COVID-19 and
beyond

o ®
T8
Provides Medicaid
resources in an

easy-to-use web
platform

=

Includes a Help Center
Assistant search
feature that guides
users to the most
applicable topics of
interest

\'I

Includes
Medicaid
Managed Care
information

)
|‘<
Will expand to include
personalized account
views, single signh-on
access and integration with
NC FAST and other systems
and offer real-time
assistance via bi-lingual
live agent chat capability
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‘Ombudsman Key Services

Legal Aid of North Carolina, in partnership with the Charlotte Center for
Legal Advocacy and Pisgah Legal Services, will provide Medicaid
Managed Care Ombudsman services for the state’s Medicaid
beneficiaries beginning in Spring 2021..

&

Information and Education to
inform beneficiaries of their rights
and to help answer questions over
the phone, website, email, by mail
and in person

Referrals to support beneficiaries'
access to care in collaboration with
other resources including State
agencies, Department partners,
community-based advocacy and
legal service organizations

&

Issue Resolution and Management
as the central resource to resolve
issues within the Medicaid Managed
Care delivery system

Trend Monitoring to
identify trends or systemic
issues in delivery system
performance
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This program is separate and distinct from the Long-Term Care Ombudsman Program.


Qnrollment Broker

Unbiased third party

Work with and support local DSS offices
Maintain web and mobile applications

Focus on providing world-class customer service

Hub for communicating to beneficiaries, providers and
plans

Ensure beneficiaries enroll in the right health plan to
meet their needs
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Enroliment Call Center @

- Enroliment Specialists are available at the
@ Call Center for support. The call is toll-free.

Monday — Saturday from

7 a.m. -5 p.m.

We are available to:
* Provide choice counseling
* Support search for preferred PCP
 Discuss health plan services
EX;'ZN::EPSH:I:RS: * Enroll beneficiaries in selected health plan
7 d.ay.s a week  Assist with some demographic changes
curing - Disenroll members as needed

enroliment ]
* Process Enroliment Broker complaints
and grievances

833-870-5500 (TTY 833-870-5588) * Facilitate appeals process

* Provide support for the website and
mobile app

 Aid with deaf and non-English speaking
beneficlaries
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SPEAKER NOTES: 

Enrollment Specialists can be reached via phone by calling 1-833-870-5500. For assistance via text telephone, beneficiaries can call the TTY number at 1-833-870-5588. The call is toll free.

Enrollment Specialists are available at the Call Center for support Monday through Saturday from 7 a.m. to 5 p.m. and for extended hours, 7 a.m. to 8 p.m., 7-days-a-week during open enrollment. Open enrollment is from March 15, 2021 to May 14, 2021.

Enrollment Specialists can provide choice counseling for health plans and PCPs, as well as complete enrollment over the phone. For beneficiaries who do not speak English, help is also available in other languages.  


%Iulti-Channel Enroliment

 Empathetic, personal help for those who need it

* Self-service & mobile options aligned with consumer
preferences

* Beneficiaries have multiple ways to enroll and access support
o Chat

Web

Mobile

Phone

Mail

Interactive Voice Response system (IVR)

O O O O O
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%avigating from Home page

CHANGE TEXT SIZE » ENGLISH ESPANOL

Contacts and links Getanswers Words to know Member resources  Online account

, NCDHHS _ _ e T
& NC Medicaid ' )
=~ Division of Health Benefits

There will be a new way to get

Medicaid health care

wh b

Learn - § Find - Enroll

Learn about NC Medicaid Managed Care Find and view primary care providers (PCPs) Choase a heaith plan and primary care
and health plans provider (PCP)

. Most pecple will get the same Medicald
/ services in a new way - through health

plans. Learn more >

‘ NL ’- A §  Who must choose a health plan?
.‘ Benefits and services

Get answers

AT
i
3

NC Medicaid Managed Care Get the free mobile app Find and view providers and Questions?
restart health plans
You can get the free mobile app starting We can help. Our call center opens
NC Medicaid Managed Care will start March 1, 2021 on Google Play or the App This website has new tools to help you find March 1, 2021.
July 1, 2021. We will share more Store, We will share links to the app on this and view primary care providers (PCPs)
information soon, including when and how website when it is ready. and health plans. Until then, you can get answers to
to choose a health plan. common questions i
Use the app to find and view primary care Medicaid and NC Health Choice Provider 0 We are closed right now. You can ...
For now, keep getting Medicaid and NC providers (PCPs) and health plans for you and Health Plan Lookup Tool
Health Choice services the way you do and your family. Learn more about the free You can use the Medicaid and NC Health
naws Tn lasen mnra on tn nedhhe aou mohile ann at Get answers Fhnica Dravidar and taslth Dlan Lanbun 3
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%hat will display on all pages

CHANGE TEXT SIZE » ENGLISH ESPANOL

Contacts and links Getanswers Wordstoknow Member resources

NCDHHS : ' ; BT
NC Medicaid
Division of Health Benefits

There will be a new way to get

-
4 Medicaid health care -
%1 , , Learn - Find - Enroll
Most people will get the same Medicaid
services in a new way - through health Learn about NC Medicaid Managed Care Find and view primary care providers (PCPs) Choose a health plan and primary care
and health plans provider (PCP)

plans. Learn more >

L VR

NC Medicaid Managed Care Get the free mobile app Find and view providers and Questions?
restart health plans
You can get the free mobile app starting We can help. Our call center opens
NC Medicaid Managed Care will start March 1, 2021 on Google Play or the App This website has new tools to help you find March 1, 2021.
July 1. 2021. We will share more Store. We will share links to the app on this and view primary care providers (PCPs)
information soon, indluding when and how website when it is ready. and health plans. Until then, you can get an<wers tn
to choose a health plan. common questions
Use the app to find and view primary care Medicaid and NC Health Choice Provider o Chat with us...
For now, keep getting Medicaid and NC providers (PCPs) and health plans for you and Health Plan Lookup Tool
Health Choice services the way you do and your family. Learn more about the free You can use the Medicaid and NC Health
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@Jser selects a chat topic

CHANGE TEXT SIZE » ENGLISH ESPANOL

Contacts and links Getanswers Wordstoknow Member resources

NCDHHS . BN o s *
NC Medicaid
Division of Health Benefits

Welcome to

o NC Medicaid Managed

=
{
There will be a new way to get

Medicaid health care Learn 2 Find v b Enro“ Welcome to NC Medicaid Health Plans,

Most people will get the same Medicaid g  how may we help you?
g Learn about NC Medicaid Managed Care Find and view primary care providers (PCPs) Choose a health
services in a new way - through health
and health plans provider (PCF) Select topic of conversation
plans. Learn more >
Website information & "
Online

k ‘ Medicaid Information
Online

Provider Questions

Online
NC Medicaid Managed Care Get the free mobile app Find and view providers and Q Healti Pl Qugshiois -
restart health plans Online
You can get the free mobile app starting We can help. Qul Enroll, Disenrall Change Health -
NC Medicaid Managed Care will start March 1. 2021 on Google Play or the App This website has new tools to help you find March 1. 2021. Online
July 1, 2021. We will share more Store. We will share links to the app on this and view primary care providers {(PCPs)
information soon, induding when and how website when it is ready. and health plans. until then, you ¢ g:f;‘ Enrallment Statiis "
to choose a health plan. common questic
Use the app to find and view primary care Medicaid and NC Health Choice Provider s 5 & e
For now, keep getting Medicaid and NC providers (PCPs) and health plans for you and Health Plan Lookup Tool i
Health Choice services the way you do and your family. Learn more about the free You can use the Medicaid and NC Health
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%ser starts a chat session

CHANGE TEXT SIZE » ENGLISH ESPANOL

Contacts and links Getanswers Wordstoknow Member resources

NCDHHS . BN i s ’
NC Medicaid
Division of Health Benefits

Welcome to
NC Medicaid Managed
Care

There will be a new way to get

Medicaid health care H L Welcome to NC Medicald Health Plans

_ . Learn - Find - Enroll e
Most people will get the same Medicaid o ow may we help you?

3 Learn about NC Medicaid Managed Care Find and view primary care providers (PCPs) Choose a health
services in a new way - through health
and health plans provider (PCP)
plans. Learn more > Provider Questions
Great! Before we get started, who are we
= speaking with?

What is your name?

NC Medicaid Managed Care Get the free mobile app Find and view providers and Q Your name
restart health plans
You can get the free mobile app starting We can help. Oul
NC Medicaid Managed Care will start March 1, 2021 on Google Play or the App This website has new tools to help you find March 1, 2021.
July 1, 2021. We will share more Store. We will share links to the app on this and view primary care providers (PCPs)
information soon, induding when and how website when it is ready. and health plans. Until then. you
to choose a health plan. common questic
Use the app to find and view primary care Medicaid and NC Health Choice Provider Send
For now, keep getting Medicaid and NC providers (PCPs) and health plans for you and Health Plan Lookup Tool

Health Choice services the way you do and your family. Learn more about the free You can use the Medicaid and NC Health
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Qntroductory Video

* The NC Medicaid Managed Care Introductory Video

addresses
 What is a primary care provider (PCP)?
« What is a health plan?
 The health plans available
 What beneficiaries need to do
 What happens after beneficiaries enroll
* Key dates for enroliment
* How to get answers to additional questions

Most people will get the same
Medicaid services in a new way
- from health plans

o Rl

wa" i ﬁl

- o e

Tin
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Outreach Events: Home Page

NCDHHS

i NC Medicaid
Division of Health Benefits

NC Medicaid Managed Care is here
to help you choose the best providers and

health plans for you and your family.
Learn about NC Medicaid Managed Care

Get the free mobile app Go paperless

To get the app, search for NC Medicaid You can go paperless with NC Medicaid
Managed Care on Google Play or the App Managed Care. Paperless means you get
Store. letters online instead of by mail. Sign up
for emails or text messages that tell you
when you have a letter to view online.

P GooglePlay | # AppStoré

Use the app to choose providers and Learn more >
health plans for you and your family. Learn

mare about the free mobile app at Get

answers.

Contacts and links

Choose -

Find providers and health plans

Get answers

Meetings and events

Learn more about NC Medicaid Managed
Care. Join us at a community meeting in
person.

Find a meeting near you >

CHANGE TEXT SIZE » ENGLISH ESPANOL

Enroll

Choose a provider and join a health plan

Words to know  Member resources

Questions?

We can help. Call us to get answers to your
questions about NC Medicaid Managed
Care.

Phone: 1-833-870-5500

(TTY: 1-833-870-5588)

Hours of operation: 7 a.m. to 8 p.m.. seven
(7) days a week

Or use the chat tool to chat with us online.

For answers to common questions, go to
Get answers.
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‘Partner Engagement & Community Outreach

Partner Engagement Events Community Outreach Events

e Types of Events: e 1ypes of Events:

i

Community education:
Virtual Presentation
Virtual Meet and Greet

Community education:
Virtual Presentation
Community events:

Community events: Virtual Informational meeting
Virtual Informational meeting Virtual Enrollment event
S Types of Materials: N Types of Materials:
Marketing materials: Marketing materials:
Flyers, Fact Sheets, etc. Flyers, Fact Sheets, etc.

To request a presentation for a
community event please email:

NCEB_Outreach_Management_Team@maximus.com
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%utreach Materials

FACT SHEET

N cemTvent oF

THERE IS A NEW WAY TO GET

MEDICAID HEALTH CARE

el “Haiare eatromn

You e chote 4 Yy peid 9CFL AP2E co b s vl
chewes Fpe ¥ peus hrsh cars neecs.

o5 ¢ e g Vizeiae T <hr
2056 A heath 7 31 hacausa of th DY
~des'c Dirset 3 oy 0 oz 12

o b e Asenll rurke € sz e n’ . wes
2+ sevicas hay read. “hey wll iy e lao by
bl Cion F 1y .y,

et ¢ chon bty cons enci de

MPORTANT DATES

All members will need to enrall by May 14, 2021
Health plan coverage will start July 1, 2021.

IF YQU HAVE MORE QUESTIONS

© Aboutyouw sligibility Centsztiey
© Earollin ona of these ways: nedhbe gouloealdss,

bt prmroiin i

Dipartinart2* Sxeia Setvicas 055,

feh plin: 1 e remedicielplens gov e fsiunss
£ mai ppar call 7 coll e 57 1033970 5500

. * Aot chmig or i i
S th B

Musics ] Pances

Uy
T
s
SRR
1T 1A
4 FTor

i

i ot s s ko

e o

Yau ran wigw more inforntion for thi health plans at
nemedicaidplans. gov#find/viewhealthplans.

e MG Methard
Aol foe

POSTER

NG CPARTHENT OF

THERE IS A
NEW WAY TO
GET MEDICAID
HEALTH CARE

edicaid services in a new way - through healtt
health plan that is best for you. You will also

WHAT YOU NEED TO DO

@ Choose a primary care provider (PCP):
To keep you" doctor, chinic or oher heslth care provider as your PCP, ‘ind cut which healh
plans they werk w'th. You ¢z~ a'sc chocse 2 new "Cl
@ Choose a health plan:
of doctors, acsaitals and other providers. |hey work togather zo give
you e heaith care you need. Lea'n mare: namedicaidplans.govifind/viewhealthplans

© Enrollin one of these ways:

+ Use e NC Medcaid Wanaged Co:
« Cal us toll free a: 1-833-870.5500 (TTV:
« Vhan you recuive an unvollmert form,

itovtandai o faxitback

IF YOU HAVE MORE QUESTIONS
+ About your eligibility: Contact your lacal Depsrtment of Social Serv
nedhhs.gov/localdss.

+ About choasing or enralling in a health plan: Go to nemedicaidplans.gov
(chst “eatures avai sble), use the NC Macicaid Managec Care mabile spp or call us ol ree a

office

1-833-870-5500 (TTY. 1.833-87-3528}
+ About your benefits: Co 2 th plan.
E0CI Tribal Option* *.800-2609592 (TTY:711)
WellCore “.8667995018 (TTY:711)
UritedHes/theare Conrunity Plon 800.3491855 {TTY:711)
thyBlue “.844- e

AmeriHesith Caritas
Carol'na Complete Heske**

“RSSATB (TTY: 7-860-209-6127)
*.233.552:3876 (TTY: 711 o1 " 8007352962

PALM CARD

NC MEDICAID

IS CHANGING

You have a choice of health plans

WHAT YOU NEED TOC DO
@ Chooss a primary care provider (PCP) o .
@ Choose a health plan QUESTICNS? SRR e
@ Enroll in one of these ways: + About your eligibility: Contact your local Departmeant of Social
« Gio to nemedicaidplans.gov Serdces (DSS] office: nedhhs. gov/localdss
« lsa the NC Medicaid Managed Care mabile app + About choosing or snrolling in & heakth plan: Go
o Call toll frae: 1-823-870-5500 {TTY: 1833 870.5658) nemedicaidplans.gov or call 1-833-870-5500 (TT¥: 1 AIMAT6 5508

 Fill out and mail or fax in your anrallmant form The callis oll fiee.
+ About your benefits: Call your health plan.

E3C Tribal Option* 1-300-260-9992

WelCare 1-866-799-5318

visdHeathcare Community Flan

HealthyB U2

Ameriaalh Cartas

Zarelina Tomp ete Heakh®

okoford 131 <o, 1t morelipanc oindvim ook
#rTieAs 1

FLYER

WHAT YOU NEED TO DO

THERE IS A il s bl

NEW WAY TO Sh il ey o o oo €
GET MEDICAID 299 or call ue toll free.
HEALTH CARE "“”.‘““"““ e

provider 35 your FCP, find

rasoita's and cthe- providers.
calth care you need. There e

They

Tovas hasth Plans to chocse from. Le:

nemedieaidplans. gov/rndmm.hhphm
@ Enroll in one of these ways:

+ Go 1o nemedicaidplans.gov

Use the NC Medicaid Managed Care mobile app
+ Call us toll o at 1-833-670-5500 (TTY: 1.833.870.5568)
« When yo. receive an errolinent ferm, il it out anc: mai of faxit back

IF YOU HAVE MORE QUESTIONS

+ About your eligibifity: Contact yeurlacal Deaartment of Sacial Services
{DSS offce. Find contact in‘orration here: ncdhhs.gov/localdss

+ About chossing or enralling in s health plan: Go to cmedicaidplans.gov

{chat feature svailable}, use the NC Mediczid Manzged Care moo le app o
call us toll free 3t 1.833-870.5500 (TT¥: *-233-670-5566;

+ About your benefits: Call your heakh pan. Find conts
nemedicaidplans. govlfind/viewhealthplans

Formation ~ere:

- PRTRE P

Download materials on March 1, 2021
medicaid.ncdhhs.gov/county-playbook-medicaid-manaqged-care
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Qnrollment Broker

March 1, 2021 Contact Center goes live

March 1-15, 2021 Enrollment packets mailed to Medicaid Beneficiaries
March 15, 2021 Open Enrollment begins, including Tribal Option
May 14, 2021 Open Enrollment ends

May 15, 2021 If a beneficiary has not chosen a health plan, they will be

“auto-enrolled” into a plan and notified via mail;
* Beneficiaries will have 90 days to change this plan selection

July 1, 2021 Medicaid Beneficiaries start receiving care via Managed Care
Providers

NC MEDICAID MANAGED CARE | NC MEDICAID TRANSITION TO MANAGED CARE | JANUARY 27, 2021 28


Presenter
Presentation Notes
Eric



@artnering to Help Inform Beneficiaries

 Sharing key messages
* Medicaid services will be administered and reimbursed by health
plans.

* Beneficiaries will be able to choose a health plan and primary
care provider (PCP) - Open Enrollment begins March 15th
 Medicaid services will not change, but health plans may offer

enhanced services to plan members
* Medicaid eligibility rules and processes will hot change because
of Medicaid Transformation

 Connecting with resources
* Enrollment Broker: ncmedicaidplans.gov
 NCDHHS Transformation website (Including County & Provider
Playbooks):
* medicaid.ncdhhs.gov/transformation
* Requests for presentations and to share feedback:
 Medicaid.Transformation@dhhs.nc.gov
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Key messages: 
Partners on the webinar are trusted messengers and have strong relationships with beneficiaries.
We hope to partner to help raise awareness and ease anxiety about this change through transparent communication and engagement
We encourage feedback on opportunities to increase and improve communications and engagement throughout this transition


https://ncmedicaidplans.gov/
https://medicaid.ncdhhs.gov/transformation
mailto:Medicaid.Transformation@dhhs.nv.gov

Questions & Answers

We will publish a list of the questions and answers as well as
a video of the webinar to this page:

medicaid.ncdhhs.qov/transformation/more-information

Visit the NC Medicaid Transformation Website
ncdhhs.gov/medicaid-transformation
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https://medicaid.ncdhhs.gov/transformation/more-information
http://www.ncdhhs.gov/medicaid-transformation
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