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Engage with your peers using 
the Chat feature.

Pose questions in the Q&A area. Let 
us know which speaker to direct your 
question to. You can also email us at 
Preparedness@nachc.org. 



Take notes in the panel at the right 
side of your screen. They’ll be 
emailed to you when the session 
ends!

Need technical assistance? Click the
button at the bottom of the 

screen and someone will help you 
with any issues you may have.
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Health Centers’ Critical Role Providing 
Outreach & Enrollment 

Health Centers play a pivotal role in connecting uninsured and 
underinsured individuals and families to health insurance and care.

Health Center assisters and staff have experienced considerable 
changes in the services they provide – and how they provide them – as 
a result of COVID‐19



Impact
Total Health Centers O&E Assists 
(2018 UDS Data): 4,746,179!!

Assists Definition: customizable 
education sessions about affordable 
health insurance coverage options (one‐
on‐one or small group) and any other 
assistance provided by a health center 
assister to facilitate enrollment.

Regulations/Policy
• State

• Medicaid Expansion
• State‐Based 
Marketplaces

• State Policies/ 
Requirements

Traditional Job Titles
• Certified Application 
Counselors (CACs)

• Navigators

• Enrollment Eligibility 
Staff

• Outreach Workers

• Peer/Health Educators 

Regulations/Policy
• Federal

• Healthcare.gov 
• CAC‐Designated 
Organization (CDO) 
Refresh Application 

• Navigator Funding
• Special Enrollment 
Periods

Normal Duties
• Enrollment into Coverage

• Health Insurance Literacy

• Connect to Care

• Health Education

• Community Outreach/In‐Reach

• Case Management

• Enabling Services



@NACHC

Impact of COVID‐19

Virtual / Tele‐Assists, Outreach, & In‐Reach

Massive Unemployment Led to Initial Spike in Demand for 
Enrollment Assistance 

Other Duties as Assigned: Contact Tracing, PPE 
management, case management, etc.

Changing Policies: Special Enrollment Periods, Presumptive 
Eligibility, Expanded Medicaid, etc.
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@NACHC

Outreach & Enrollment 
Learning Collaborative
• Who: 15‐20 enrollment assisters, certified application 

counselors (CACs), CMS‐certified Navigators, and other 
staff. 

• What: A work group comprised of O&E staff to share 
challenges, best practices, resources, etc.

• Where: Monthly virtual meetings

• When: Sept 2020 – June 2021

• For more information:  Contact Ted Henson 
thenson@nachc.org or sign up via this webinar’s 
evaluation



Today’s Speakers

Cassidy Hayes, MPH

Public Health Project Manager, Caring 
Health Center, Inc.

Tia N. Whitaker

Statewide Director, Outreach & 
Enrollment at the Pennsylvania 
Association of Community Health 
Centers (PACHC)

Ashley Shoemaker, MPA

Director of Outreach and 
Enrollment, Family Health Centers, 
Louisville, KY



Ashley Shoemaker, MPA
Director of Outreach and Enrollment, Family Health Centers, Louisville, KY

Ashley Shoemaker is the Director of Outreach and Enrollment 
at Family Health Centers in Louisville, KY. A Kentucky native, 
Ashley has been involved with outreach and enrollment efforts 
since the implementation of the Affordable Care Act and is 
committed to making sure every Kentuckian has access to 
quality, affordable health insurance. Her department has helped 
nearly 35,000 Kentuckians enroll in health insurance since 
2013. 
Ashley graduated summa cum laude with a Bachelor of Arts in 
Psychology from Asbury University and Master of Public 
Administration from the University of Louisville.



Family Health Centers

 FHC’s Mission: To provide access to high quality primary and 
preventative care services without regard to the ability to pay

 8 Locations in Louisville area, including:
 Phoenix Healthcare for the Homeless

 Americana Refugee Health Program

 Nearly 45,000 patients served per year
 Outreach and Enrollment:

 5 FT CACs, 1 Administrative Assistant

 Enrolled nearly 35,000 Kentuckians in healthcare coverage since 2013



The State of Medicaid in Kentucky
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COVID-19 State Policy Changes

 Verification due dates extended 90 days
 Client statement accepted as verification of 

income and loss of employment
 Recertifications extended 90 days
 Benefits terminations stopped except in the 

cases of voluntary withdrawal from the 
program, moving out of state, or the individual 
becoming deceased



Temporary Medicaid due to COVID-19

 Gave IPAs/CACs/Navigators the ability to 
conduct Presumptive Eligibility (PE) applications

 Relaxed PE guidelines on income, citizenship, 
calendar year, and existing insurance

 Extended coverage period to up to 90 days
 Update as of 7/1: extended PE coverage an 

additional 90 days until 9/30



Conducting Outreach and Enrollment Efforts 
Through Telework

 OE staff began working from home in March and April 
when Temporary Medicaid applications began

 Use cell phones and laptops with remote access to EHR 
system

 Conduct enrollment applications telephonically
 Receive daily lists of uninsured patients from front offices 

and reach out to patients within 1-2 days of visit with a 
“warm call”

 Track enrollments on spreadsheet for future follow-up



Workflow Processes

OE 
administrative 

assistant receives 
daily referrals 

from front office, 
partners, and 

the community

Referral

•OE 
administrative 
assistant divides 
referrals evenly 
among assister 
staff

•Assisters make 
cold calls and 
complete 
enrollments on 
the spot

Application

•CACs update 
EHR with 
Medicaid ID # 
for the Billing 
Dept.

•Assisters keep log 
of enrollees and 
follow up to 
complete full 
Medicaid 
applications

Post-
Enrollment



Next Steps

 Follow up with temporary Medicaid enrollees to 
complete full Medicaid or Marketplace application
 Use enrollment spreadsheet to reach out to PE enrollees whose 

coverage is ending soon
 Utilize loss of temporary Medicaid as a qualifying event, 

opening up a Special Enrollment Period for Marketplace 
coverage

 Continue new temporary Medicaid enrollments



Best Practices

 Communication with the State and community partners
 Stay up-to-date on policy changes
 Report system issues to the state
 Engage community partners to spread the word

 Accountability and teamwork
 EHR schedules visible to all team members
 Rapid referrals to other team members
 Schedule reconciliation and spot-checking enrollments

 Organizational buy-in
 Success requires interdepartmental team effort, including front offices, billing, IT, 

and support from executive staff



Cassidy Hayes, MPH
Public Health Project Manager, Caring Health Center, Inc., Springfield, MS

Cassidy Hayes is a public health administrator with passions for 
health equity and systems change. Cassidy leads the 
development, implementation, oversight, and evaluation of a 
range of community-responsive programs, policies, and special 
initiatives at a large Federally Qualified Health Center (FQHC) 
in Springfield, Massachusetts, including public benefits 
navigation, health access, and outreach programming. Cassidy 
also designed and oversees the center's reproductive health 
clinic. 
Cassidy has a background in program design, community-
based participatory research, and health communication. She 
holds a Master of Public Health (MPH) degree from the 
University of Massachusetts Amherst. 





























Tia N. Whitaker
Statewide Director, Outreach & Enrollment at the Pennsylvania 
Association of Community Health Centers (PACHC)

Tia serves as the Lead Health Insurance Enrollment Navigator for Health Center-based in-reach, outreach and 
health insurance enrollment for Pennsylvania.  PACHC is the sole State Navigator Grantee for the Health 
Insurance Marketplace for the current enrollment period.  Tia coordinates education, training, and networking 
to address challenges and identify best practices for Enrollment Assisters employed by Community Health 
Centers and like-mission providers in the state addressing Marketplace, Medicaid, CHIP and Medicare Special 
Programs.  

Tia was appointed by Governor Tom Wolf to the Pennsylvania Insurance Exchange (Pennie) Authority.  The 
authority is a state-affiliated entity that is creating, managing, and maintaining Pennsylvania’s Health Insurance 
Exchange, set to launch November 1, 2020. She was also appointed to the CMS Advisory Panel on Outreach 
and Education (APOE). The APOE is charged with advising the Secretary of the U.S. Department of Health & 
Human Services (HHS) and CMS concerning strategies for developing and implementing outreach and 
enrollment programs for individuals enrolled in, or eligible for, Medicare, Medicaid, CHIP, the Health Insurance 
Marketplace and other CMS programs.

Tia is the Vice President of the Central Pennsylvania Coalition United to Fight Cancer, (CATALYST), a board 
member of The Danny Lansanah Tackling Success Foundation which if focused on encouraging and 
supporting youth in their journey to pursue happiness, success and a momentous life, and AMiracle4Sure, a 
non-profit organization offering education, mentorship and advocacy to individuals and their children as they 
successfully transform their lives after incarceration.  Tia holds an Associate Degree in Theology from Life 
Christian University, an Associate Degree in Human Resources and a Bachelor of Science degree in Business 
Administration from Central Pennsylvania College.  



Supporting Pennsylvania’s health centers in increasing access to quality primary health care for ALL

Innovative Outreach and Enrollment Practices – Ensuring Access to Coverage During a Pandemic and Beyond
Tia Whitaker, Statewide Director, Outreach and Enrollment



About PACHC

 Pennsylvania’s Health Center serve more than 888,000 people 
annually at more than 300 sites with locations in 52 of 
Pennsylvania’s 67 counties

 Serve 1 in 14 Pennsylvanians, 1 in 5 individuals on Medicaid or 
uninsured 

 Provide nearly 3 million visits annually

 Contribute more than $500 million to economies of local 
communities and provide more than 5,000 FTE jobs in PA

Improving Access to Affordable, Quality Health Care for All



Improving Access to Affordable, Quality Health Care for All



Ensuring Access to Coverage

 Navigator Services 

 Health Insurance Navigator Grantee since 2013

 More than 80 Navigators and Certified Applications Counselors 
(Exchange Assisters)

 Medicaid Expansion in 2015

 Act 42 of 2019

Improving Access to Affordable, Quality Health Care for All



Title XIX (Medicaid 
established)

Mandatory Managed 
Care & CHIP

Affordable Care 
Act

Health Insurance 
Marketplace 

Medicaid 
Expansion

State-Based 
Marketplace-FP

State-based 
Exchange

1965

1997
2010

2013
2015 2020

2019

Ensuring Access to Coverage



Enrollment Assisters during COVID-19

 Contact Tracing
• State Specific

• Concern about when HRSA considers

in scope or not

 Community Health Workers
 Roles and responsibilities

 Social Determinants of Health

 Value Add

Improving Access to Affordable, Quality Health Care for All



Response to COVID-19 

 Transitioning and Redefining Enrollment Assistance
 Remote Assistance Best Practices (Virtual and Telephonic)

 Pre-screen and Prepare Before Actual Enrollment Appointment

Obtain and Retain Consent

 Ensure Privacy and Security

 Become Subject Matter Experts

 Know Networks and Plans

Improving Access to Affordable, Quality Health Care for All
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Thank you



Centers for Disease Control Coronavirus (COVID-19) resources page – includes strategies for optimizing 
the supply of PPE

Health Resources and Services Administration (HRSA) Health Center Program COVID-19 Frequently 
Asked Questions (FAQ) – includes Federal Torts Claim Act (FTCA) updates

NACHC’s Coronavirus webpage – information, event postings, and resources for health centers; NACHC 
also manages the resources below

Health Center Resource Clearinghouse Priority Page COVID-19 –training events and tailored materials for 
serving special populations healthcenterinfo.org

Centers for Medicare and Medicaid Services (CMS)  FAQs – includes information on diagnostic lab services 
and hospital services

Consolidates information from many sources in an easily-searchable format; enables health centers, PCAs, 
and HCCNs to share info and questions

To join, contact Susan Hansen at shansen@nachc.org.

NACHC's Elevate learning forum – evidence-based practices, tools and protocols for the health center 
response to COVID-19

Health centers sign up @ bit.ly/2020ElevateCHC  
PCAs, HCCNs, and NCAs sign up @ bit.ly/2020ElevatePCA-HCCN-NCA

COVID-19 Resources
Found at nachc.org/coronavirus/
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Have more questions?

Email us at
Preparedness@NACHC.org
and we’ll get them answered!


