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Learning Objectives 
At the conclusion of this activity, the participant will be able to: 
 
1. Define health literacy and explain how health literate 

organizations can support PLWH 
2. Describe  the ten attributes of a health literate organization 
3. Demonstrate how to use ACE TA Center tools to improve 

health insurance literacy among clients 
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Health literacy 
 
 

Presenter
Presentation Notes
Let’s spend a few moments to discuss health literacy, what it means and why it is important, particularly for individuals living with HIV. 



In It Together: National Health 
Literacy Project for Black MSM 

 8 module train-the-
trainer series 
 100 trainers selected 

from 34 communities 
 500+ health 

professionals trained 
 Materials developed for 

health professionals 
and clients 
 

Presenter
Presentation Notes
In It Together is a health literacy project devoted to improving  the capacity of health departments and community-based organizations to deliver health literate HIV services, focusing particularly on Black/African American MSM. 

The 100 In It Together trainers participated in 8 90-minute train-the-trainer modules that covered health literacy, health literate organizations, strategies to improve written and spoken communication, electronic communication and e-health literacy, and the effect of culture on health literacy. Trainers are currently in their communities training health professionals on health literacy and making supporting materials available to them. 



Key topic areas for health literacy 
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Today we’re going to briefly talk about what health literacy is, who is affected by it, strategies health professionals can take to address it. We’ll also discuss some health literacy resources developed as a part of the In It Together project. 

Introduction to health literacy
People affected by health literacy
Strategies to address health literacy
Health literate organizations
Resources




What is health literacy? 

Health Literacy: the degree to which an individual 
has the capacity to obtain, communicate, process, 
and understand basic health information and 
services to make appropriate health decisions. 

 



Why is health literacy important? 

People need health literacy skills  to:  
 Read prescription bottles  
 Read appointment slips 
 Listen and follow directions 
 Complete health forms, including health insurance 

forms. 
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You might wonder- why is health literacy important?

Without adequate health literacy skills, individuals will find it difficult to champion their own health and engage into the health care system.

People need health literacy skills to:
Read prescription bottles 
Read appointment slips
Listen to and follow a doctor’s directions
Complete health forms

What are some of the other actions or activities that require a level of health literacy? Let’s hear from you.

(MIC NEEDS TO BE WALKED AROUND ROOM)

Health literacy is important for everyone because at some point in our lives, we all need to be able to find, understand, and use health information and services.  Managing our health and overall well-being is an important part of our daily routine and not something that we do only when we go to a doctor’s office or clinic or hospital. 

By helping our clients maintain and strengthen their health literacy, we can help them prevent health problems and protect their health, as well as better manage other problems and unexpected situations that may happen in their life.

This idea of health literacy is key to quality, safety, and equity in health care. When we talk about eliminating barriers and increasing access to care, we are talking about increasing someone’s health literacy level.




Health literacy affects everyone 

89 million people 
in the US (36%) 
have limited 
health literacy  
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(BIRTHDAY EXERCISE)

In the US, 36%, or 89 million people have limited health literacy. This means that 89 million people they have difficulty understanding, processing, and using health information. People of low socioeconomic status, people who are unemployed, didn’t finish high school, are members of minority groups, or people who didn’t speak English during early childhood are particularly likely to have limited health literacy. 

But it’s important to know that health literacy is dynamic. A person’s health literacy can change based on a variety of factors. A person might normally have proficient or even high health literacy, but if they’re sick, tired, scared, or stressed, hungry, or worried, they may have less ability to process information. Everyone experiences limited health literacy sometimes.



How do we know if  someone is 
experiencing limited health literacy? 
Indications include: 
 Not taking medications correctly 
 Frequently missing appointments  
 Not following through on tests or referrals  
 falls out of care 
 consistently high/unchanged viral load 

 Submitting incomplete intake forms  

Presenter
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So here on the screen you’ll see a list of indications of limited health literacy. It isn’t comprehensive; clients with limited health literacy may demonstrate some of these behaviors or actions, but may not demonstrate all, or may not demonstrate any.  

If we look at these, a lot of them look like patient non-compliance or just like they’re being intentionally difficult. Things like a person not taking their meds correctly, or not going to their follow-up appointments, not asking questions, or remembering information that we told them was important. Now, we all know there are a lot of reasons why someone might miss an appointment or fail to take their meds. But its important that we remember that health literacy is one of those reasons. The client might not have understood the instructions – maybe they thought “take twice daily” meant “take two pills in the morning,” when it really means, “take one pill when you wake up, and one pill when you go to bed”. Maybe they’re afraid to ask questions because they don’t want to look “stupid”. Maybe they had a lot on their mind during the appointment – they were worried where they were going to sleep tonight or how they were going to pay for their meds – this can affect health literacy. 

So here on the screen you’ll see a list of indications of limited health literacy. It isn’t comprehensive; clients with limited health literacy may demonstrate some of these behaviors or actions, but may not demonstrate all, or may not demonstrate any.  

If we look at these, a lot of them look like patient non-compliance or just like they’re being intentionally difficult. Things like a person not taking their meds correctly, or not going to their follow-up appointments, not asking questions, or remembering information that we told them was important. Now, we all know there are a lot of reasons why someone might miss an appointment or fail to take their meds. But its important that we remember that health literacy is one of those reasons. The client might not have understood the instructions – maybe they thought “take twice daily” meant “take two pills in the morning,” when it really means, “take one pill when you wake up, and one pill when you go to bed”. Maybe they’re afraid to ask questions because they don’t want to look “stupid”. Maybe they had a lot on their mind during the appointment – they were worried where they were going to sleep tonight or how they were going to pay for their meds – this can affect health literacy. 




Why health literacy is an issue 

40%- 80% of the medical 
information patients receive is 
forgotten immediately.  
 
Nearly half of the information 
retained is incorrect. 

White, S. (2008). Assessing the nation’s health literacy: Key concepts and findings of the 
National Assessment of Adult Literacy. American Medical Association Foundation.  
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This slide just shows some statistics that show how much of a problem health literacy can be, and why we need to think about it when we provide care. Clients forget most of what we tell them as soon as we say it, and nearly half of what they remember is incorrect. 



Why health literacy is an issue 

White, S. (2008). Assessing the nation’s health literacy: Key concepts and findings of the 
National Assessment of Adult Literacy. American Medical Association Foundation.  

Up to 78% of patients 
misinterpret warnings on 
prescription labels. 



Why health literacy is an issue 

26% of patients with limited 
health literacy did not 
understand when their next 
appointment was scheduled. 

White, S. (2008). Assessing the nation’s health literacy: Key concepts and findings of the 
National Assessment of Adult Literacy. American Medical Association Foundation.  
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Why health literacy is an issue 

White, S. (2008). Assessing the nation’s health literacy: Key concepts and findings of the 
National Assessment of Adult Literacy. American Medical Association Foundation.  

42% of patients with limited 
health literacy do not 
understand simple medical 
instructions 
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Responsibility of  health 
professionals in health literacy 

 Health professionals and health 
organizations should focus on building 
clients’ health literacy 
 provide information in a way clients 

understand 
 Issue of health equity 

Presenter
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It’s easy to think about health literacy as a set of skills that an individual person needs to build up in themselves. And while that’s true – clients should try to learn about their health and improve their health literacy skills, it’s hard to do, and we don’t really have time to wait. But it’s equally the responsibility of health professionals and health organizations to address health literacy. Health professionals and health organizations have a responsibility to provide information to clients in a way that clients understand. 

And here’s the main thing – it’s really an issue of health equity. We have a responsibility as health professionals to ensure that all of our clients get the information that they need to get and stay healthy. If there’s a group of people that isn’t getting that information – for whatever reason – in this case, their health literacy, then we have a duty to address that in the way that we provide care. 



Approaches 

 Universal Precautions 
 Ask Me 3™ 
 Teach Back Method 
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So how do we do that?
There are some best practices that you can use to address health literacy. The three we’re going to talk about today are the Universal Precautions Approach, Ask Me 3, and the Teach back method.



Universal precautions 

 Assume that any client at any time can be 
experiencing limited health literacy  
 Provide all clients with simple, clear health 

information and easy-to-read materials. 

AHRQ Universal Precautions Toolkit. (2016) http://www.ahrq.gov/professionals/quality-
patient-safety/quality-resources/tools/literacy-toolkit/index.html 

Presenter
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First is the Universal Precautions Approach. Taking the Universal Precautions Approach means that you approach every encounter with every client assuming that they could have limited health literacy. The idea for this actually comes from the medical field. When we interact with patients in a medical setting, we assume that any and all patients might have a blood-born pathogen and we wear gloves. By wearing gloves with all patients, we don’t have to guess or make assumptions about our patients - we avoid stigmatizing or discriminating against certain groups. And in the end, everyone gets the same care, everyone is equally protected, and everyone’s treated the same. 

It’s the same thing with health literacy. You really can’t know from looking at someone if they are experiencing limited health literacy, so you should provide simple, clear health information and easy-to-read materials to everyone all the time. No one - not even people with high health literacy – is going to mind getting clear, easy to understand information. It helps everyone. 



Ask Me 3™ 

Helps health professionals target their 
conversations to address a client’s three 
most important questions:  
 What is my main problem? 
 What do I need to do? 
 Why is it important for me to do this? 

National Patient Safety Council. http://www.npsf.org/?page=askme3 
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As health professionals, we have so much information that we want to give our clients, and not a lot of time to give it to them. Ask Me 3 is an approach that helps us focus conversations. At the end of every appointment, clients should know the answer to three questions, “What is my main problem?” “What do I need to do?” and “Why is it important for me to do this?”. We should structure our interactions to make sure that we provide information clearly enough that clients know the answer to these three questions. 



Teach back method 

 Ask the client to repeat in his own words what he 
needs to know or do.  
 This confirms that you have explained to clients what 

they need to know in a way that they can understand 
and can act upon.  

 It is not a test of clients’ knowledge/health literacy 
 If client does not teach the information back to 

the health professional correctly, the health 
professional should re-explain 
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But how do we be sure that a client can answer those three questions? 

One way that you can find this out is to use the Teach Back method. To use the Teach Back method, ask the client to repeat in his or her own words what he needs to know or what you want him to do. This helps confirm that you explained what they need to know or do in a way they can understand and act on. If the client can’t explain it back to you, then you should re-explain the information.

One important thing - the Teach Back is not a test of the client’s knowledge or health literacy skills. We need to be careful not to make it sound like a pop quiz. Instead of saying, “Can you explain?” or “Tell me what I just said,” we should say things like, “We talked about a lot today. I want to make sure that I explained everything well. In your own words, tell me why its important to take your meds every day.”



Is there more than we can do? 

1. Create a care partnership 
2. Use strategies to improve verbal 

communication 
3. Use strategies to improve written 

communication 
4. Elevate health literacy from actions of 

individuals to the culture of an 
organization 
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Michelle
So what strategies can we use to help make it easier for our clients to understand health information?



Care partnership 

Health professional & 
client are partners in care 
 Health professionals: 

communicate clearly 
 Clients: active members 

of their care team 

Presenter
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Michelle
The first thing that we can do is to forge a care partnership with our clients. The health professional promises to respect the client and communicate clearly. They’ll do their best to help their clients be involved in decisions about their health. In turn, clients promise to be active members of their care teams – this means that they will learn about HIV, health insurance, or anything else they need to know. They also commit to asking questions when they don’t understand something and telling their health professionals what they want. 

On this screen, you see the cover of the Speak Up for Your Health brochure, which we created for patients to help them understand their HIV care. It’s framed using Ask Me 3, and encourages clients to be active participants in their care.

[Extra info for reference]
Things that provider can do:
Provide HIV information to client in a way he can understand 
Listen to client and answer his questions 
Treat client with respect, honesty, and compassion
Respect client’s privacy and privacy of his medical information 
Communicate openly about benefits and risks associated with any of client’s treatments
Provide client with information to help client make informed decisions about his care and treatment options
Include client as a member of the care team
Work with client, and any other partners who treat or support him, in coordination of his care
Commit to the highest quality and safety standards
Help client to set goals for his health care and treatment plans

Client Promise
Ask questions when client does not understand and keep asking until he does understand
Be a responsible and active member of client’s health care team
Participate in decisions about client’s HIV care
Communicate concerns about client’s care plan
Treat us with respect, honesty, and consideration
Give us the information that we need to treat him
Learn all that he can about HIV
Understand his care plan to the best of his ability
Tell us if he has trouble reading the information or understanding our guidance





Strategies for verbal 
communication 

 Use plain, non-medical language. 
 Limit content to 2-3 main points. 
 Repeat key points. 
 Supplement you words with visual aids  
 Speak slowly.  
 Ask open-ended questions 
 Consider client’s culture 

Presenter
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This slide lists strategies that health professionals can use when talking with their patients to help their patients understand the information they’re giving them. The first is to use plain, non-medical language whenever possible. I know – that’s really tough. When we’re talking about HIV, we’re going to have to use words like “antiretroviral” and acronyms like “PrEP”. They’re tough words. So we have to do our best to describe what they mean in words that our clients can understand. In that way, we’re building their health literacy skills.

We also want to limit them amount of information we provide, and we want to repeat key points multiple times. If we can, we should supplement our words with pictures or illustrations. We need to speak slowly. Some of us (like me) talk faster than others, and everyone is busy, so I get that it’s tough, but we need to be sure to give people time to process. 

When we ask questions, we should be sure to use open ended questions. If we ask, “Do you have any questions?” We’re going to get a yes or no answer – probably no. Also, make sure that you’ve actually left time for questions – and that you’re not asking when the chart is closed and your hand is on the doorknob. 

Lastly, we need to be sure that we think about the way a client’s culture will impact their understanding of the information we provide. 



Strategies for written 
communication 

 Use simple words and short sentences 
 Write at or below a 6th grade reading level 
 Use strong, vivid words - including verbs 
 Use 12-point font or larger 
 Use easy-to-read fonts 

Presenter
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Michelle
Sometimes we have to provide written information – pamphlets, appointment slips, prescriptions... All of the verbal strategies apply here too. Also, use simple, vivid words and short sentences. Write at or below a 6th grade reading level. You can actually check your reading level right in Microsoft Word. But, take the level you get with a grain of salt. Working in HIV means we’re definitely going to use big, complicated words like antiretroviral or pre-exposure prophylaxis that will are going to drive that reading level up. That just means we have to explain them using clear, simple words. 

The way the information looks can also affect health literacy, so we want to make sure that we’re using a font that’s at least 12 point, and that it’s easy to read. We also want white space on the page. 



Health literate organizations 

 Make it easier for people to navigate, 
understand, and use information and 
services to take care of their health.  
 Remove as many health literacy barriers 

as possible. 

Institute of Medicine (2012). Ten Attributes of Health Literate Health Care Organizations. 
http://www.ahealthyunderstanding.org/Portals/0/Documents1/IOM_Ten_Attributes_HL_Pap
er.pdf. 
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As I keep saying, its our responsibility to provide health literate information and services to all of our patients. This means that our clients should receive health literate services at every point of contact. We should strive to remove health literacy barriers at every point - from the intake window to the medical provider, to the case manager, etc. Health literacy really takes an organizational commitment. 

A health literate organization makes it easier for people living with HIV to navigate, understand, and use information and services to take care of their health(Brach et al., 2012.) For people living with HIV enrolled in expanded health insurance options under the Affordable Care Act, the benefits of coverage depend, in part, on their ability to navigate the coverage environment and use their insurance. Brach, C., Keller, D., Hernandez, L., Baur, C., Parker, R., Dreyer, B., Schyve, P., Lemerise, A., and Schillinger, D. “Ten Attributes of Health Literate Health Care Organizations”, June 2012



10 attributes of  health literate 
organizations 

 Have leadership that makes health literacy 
integral to its mission, structure, and operations 

 Integrate health literacy into planning, evaluation 
measures, patient safety, and quality improvement 

 Prepare the workforce to be health literate and 
monitors progress 

Presenter
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The Institute of Medicine actually came up with a list of the 10 attributes of health literate organizations. Again, I stress that this takes organizational commitment; everyone has a role to play, from administrators to providers, to support staff. 

You can learn more about these attributes on the IOM website.

CHAT LINK: http://www.ahealthyunderstanding.org/Portals/0/Documents1/IOM_Ten_Attributes_HL_Paper.pdf



10 attributes of  health literate 
organizations 

 Include populations served in the design, 
implementation, and evaluation of health 
information and services 

 Meet needs of populations with a range of health 
literacy skills while avoiding stigmatization 

 Use health literacy strategies in interpersonal 
communications and confirms understanding at all 
points of contact 
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The Institute of Medicine actually came up with a list of the 10 attributes of health literate organizations. Again, I stress that this takes organizational commitment; everyone has a role to play, from administrators to providers, to support staff. 

You can learn more about these attributes on the IOM website.

CHAT LINK: http://www.ahealthyunderstanding.org/Portals/0/Documents1/IOM_Ten_Attributes_HL_Paper.pdf



10 attributes of  health literate 
organizations 

 

 Provide easy access to health information, 
services, and navigation assistance 

 Design and distribute print, audiovisual, and social 
media content that is easy-to-understand and act 
on  

 Address health literacy in high-risk situations, 
including care transitions and communications 
about medicines 

 Communicate clearly what health plans cover and 
what individuals will have to pay for services 
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The Institute of Medicine actually came up with a list of the 10 attributes of health literate organizations. Again, I stress that this takes organizational commitment; everyone has a role to play, from administrators to providers, to support staff. 




Activity 

hivhealthliteracy.careacttarget.org 
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.



The In It Together website 

https://hivhealthliteracy.careacttarget.org 
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You can find all of the tools that I’ve talked about today, as well as the training of trainer slides and webcasts from the training in the Resource Library on the TARGET Center website. We’re actually developing a dedicated site, but it’s still under construction. 

I hope you all learned a bit about health literacy today. I think we’ll take questions at the end. But now, let me hand it over to Mira Levinson, who will talk about health insurance literacy. 



The In It Together website 

Click the 
Community 
Training tab 

Click the 
Request a 
Training 
link and 
complete 
the request 
form 



Posters 
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To get at this organizational commitment, In It Together developed poster to remind health professionals that it’s their responsibility to provide clear, easy to understand information. The posters also remind patients that they have a responsibility to take ownership of their care, and that it’s ok to ask questions – that we want them to do it.



Health professional brochure 

https://careacttarget.org/library/it-together-training-trainer-modules 

Presenter
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We did create a brochure that can help health professionals think about and address health literacy. It provides an overview of the health literacy strategies we discussed as well as full case studies that detail what the health professional could do to address health literacy in each situation. You can find it on the TARGET Center website.





Health 
insurance 
literacy 
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Ok, now I’m going to spend some time talking about health insurance literacy.




Question 

Which of the following is NOT a measure of 
health insurance literacy?  
 How to find a doctor 
 How to fill a prescription 
 How to use a medication 
 How to pay for medication 
 How to choose a health plan 
 How to use health coverage 
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Mira

Let’s start with a poll. As Michelle explained, health insurance literacy is one component of health literacy. Which of the following items would you say are measures of health insurance literacy?

Ok, thanks everyone! So, I would say that all of these, with the exception of how to use a medication, could be considered measures of health insurance literacy. Finding a doctor might be related to insurance literacy, because it’s important to look for a doctor that is covered by an insurance plan, and oftentimes people select a plan because their doctor is on it. Similarly, filling a prescription might be a matter of looking to see which pharmacies are covered by your health insurance plan, and making sure your medications are covered and affordable. 




Health insurance literacy 

“The degree to which individuals have the 
knowledge, ability, and confidence to find 
and evaluate information about health plans, 
select the best plan for their own (or their 
family's) financial and health circumstances, 
and use the plan once enrolled.”  

 Quincy, Lynn. "Measuring health insurance literacy: A call to action." Washington, DC: 
Consumers Union, University of Maryland, & American Institute of Research (2012).  
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Mira
Here’s a definition of health insurance literacy. Let’s focus on some key words: knowledge, ability, and confidence. Health insurance literacy is about having the knowledge, ability and confidence to compare health plans and use the plan once enrolled. 

In the case of RWHAP clients, that knowledge, ability and confidence might include knowledge about the benefits of health coverage, the ability to get one-on-one case management, enrollment and financial support, and the confidence to ask questions about whether their medications and providers are covered on a new plan, and whether the plan will be affordable to them.





Marketplace enrollee knowledge 

Enroll America, A Framework on Health Insurance Literacy for the Outreach and Enrollment 
Community, May 2015. Available online at: https://www.enrollamerica.org/a-framework-on-
health-insurance-literacy-for-the-outreach-and-enrollment-community/ 
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Mira
Here’s an example. After the first Open Enrollment period in 2014, Enroll America conducted a survey of Marketplace enrollees: “They compared those who reported that they had enough information about the ACA — including information about new coverage options— to those who said they did not have enough information. Those that felt they had enough information were more likely to report that they would be able to retain their coverage. For example, as shown on this slide, they were more confident that they could pay their premiums (86 percent vs. 56 percent). They expected to keep their insurance (86 percent vs. 74 percent), and they were planning to renew coverage (73 percent vs. 56 percent).

Citation and link (do not chat!)
Enroll America, A Framework on Health Insurance Literacy for the Outreach and Enrollment Community, May 2015. Available online at: https://www.enrollamerica.org/a-framework-on-health-insurance-literacy-for-the-outreach-and-enrollment-community/



Why health insurance literacy 
matters 

Almost half (48 percent) 
of the uninsured expressed 
a lack of confidence in 
choosing a plan for 
themselves in the future. 

Enroll America, A Framework on Health Insurance Literacy for the Outreach and Enrollment 
Community, May 2015. Available online at: https://www.enrollamerica.org/a-framework-on-
health-insurance-literacy-for-the-outreach-and-enrollment-community/ 
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After the second open enrollment period Enroll America conducted another survey. This time they surveyed over a million consumers. As you can see, they found that almost half of these consumers were not confident about how to select a plan for themselves in the future. And these were subscribers to the Enroll America email list! 



Why health insurance literacy 
matters 

Enroll America, A Framework on Health Insurance Literacy for the Outreach and Enrollment 
Community, May 2015. Available online at: https://www.enrollamerica.org/a-framework-on-
health-insurance-literacy-for-the-outreach-and-enrollment-community/ 
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In this same consumer survey, they also found that two thirds of respondents wanted more information about health insurance terms from in-person enrollment assisters. Some also wanted information from health insurance companies and non-profit organizations.

Consumers want and need the right tools and resources at the right times to make informed decisions and maintain their coverage over time. 

Now let’s go over some best practices and related tools to assist you in supporting your clients’ health insurance literacy. 






Key topic areas for health 
insurance literacy  

Presenter
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Mira
At the ACE TA Center, we think about 4 different points in time when consumers need support for health insurance literacy. Engagement means talking with clients about the benefits of health coverage, answering their questions, and addressing fears and concerns about getting coverage. Enrollment is about providing one-on-one support and clear, accurate information to help consumers make good plan selection decisions. Of course it doesn’t stop there, and health insurance literacy efforts also need to focus on plan renewals and other aspects of staying covered, like making sure premiums get paid on time. And finally, consumers need support in learning to use their coverage and make the most of their benefits.

As some of you are aware, the ACE TA Center has developed a set of best and promising practices for engagement, enrollment, retention and use of health coverage. For each of these four sections I’ll refer to our best practices and then share some tools you can use to implement them.



Health insurance 
literacy:  
Best practices & 
resources for 
engagement 

Presenter
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Mira

Let’s start with Engagement.





Group discussion 

What are some of the challenges you 
experience when talking with clients about 
getting health insurance for the first time? 



Engagement best practices 

 Tailor messaging and communication 
appropriately to your client population. 
 Provide cultural competency training to 

your staff so they understand the specific 
concerns of your client population, 
including the needs and concerns of 
people living with HIV.  

Presenter
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The two bullets on this slide reflect best practices to support health insurance literacy in the areas of engagement. Both are related to understanding the needs of your clients. The first is to tailor messaging and communication to your client population. The second is to provide cultural competency training to your staff, so that they are aware of the specific concerns of your client population. Client characteristics could include things like language, literacy, race or ethnicity, immigration status, gender identity. In a nutshell, it’s important to understand the concerns and needs of your client population, and then to tailor messaging in a way your clients can relate to.





Consumer Materials 

Presenter
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Mira
The ACE TA Center has created consumer materials to help educate PLWH about the benefits of getting health insurance. All of our consumer materials are available in English and Spanish, and most are also available in Haitian Creole. This resource addresses some top questions and concerns raised by RWHAP clients. You can help reinforce some of the messages from the tool.  Here’s a link to this resource.
The questions addressed in this resource include:
Why do I need health insurance?
Health insurance can be expensive. How will I pay for it?
Will I still be able to see the doctor or nurse who provides my HIV care?
What about my HIV medications? Will health insurance pay for them?
Can I still get services and help from the Ryan White Program and ADAP?
What if I don’t enroll in health insurance?

Chat link: 
Get Covered for a Healthy Life: https://careacttarget.org/library/get-covered-healthy-life-consumer-qa 



Common Questions & Suggested Responses 
for Engaging Clients in Health Coverage  

Presenter
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Mira
Our discussion guide provides sample dialogues related to specific concerns often raised by racially and ethnically diverse Ryan White program clients. Enrollment assisters and other staff can use this tool to role-play enrollment conversations with clients and get ready for conversations you’ll likely have with your clients. The language suggested in the tool can help you start these conversations, but this language must be  tailored to each client’s circumstances. It’s specifically designed to help enrollment assisters: 1) consider cultural and linguistic factors that may impact enrollment and 2) Anticipate clients’ questions and prepare responses.
The tool presents questions, suggested responses, helpful tips, and hyperlinks to resources for five common enrollment concerns:
Changes in health care providers and medication coverage
Communication challenges
Mistrust of health systems
Paying for insurance and health services
Immigration status

Chat link:
Discussion guide: https://careacttarget.org/library/common-questions-and-suggested-responses-engaging-clients-health-coverage 




My Health Insurance Works  
for Me (Posters) 

Presenter
Presentation Notes
Mira

We also have a series of posters. The ones currently posted on TARGET are focused on enrollment, but within the next couple of weeks we will also have posters focused on renewals and other aspects of health coverage, including this one which is focused on how in many jurisdictions the RWHAP can help with insurance costs.  Providers can put these posters up together or one at a time. All of our consumer resources are available in English and Spanish.
Chat link: 
Poster series (my health insurance works for me): https://careacttarget.org/library/my-health-insurance-works-me-poster-series 





Health insurance 
literacy:  
Best practices & 
resources for 
enrollment 

Presenter
Presentation Notes
Mira

Now, let’s talk about supporting health insurance literacy during enrollment.





Group discussion 

What are some of the challenges you or 
your clients have experienced during the 
enrollment process?  



Enrollment best practice 

Provide one-on-one enrollment 
assistance for clients, especially those 
who haven't had health insurance 
before. 
 

Presenter
Presentation Notes
Mira
Here are three best practices that support health insurance literacy around enrollment. These are really all about making sure clients have the support they need to get through the enrollment experience. As you know, it’s crucial that consumers have support to find the plans that best meet their health and financial needs. This means that enrollment assisters need to understand the needs of people living with HIV, including how the RWHAP can support health coverage, and the importance of medication and provider continuity. If your organization doesn’t provide this assistance directly, find partners that are ready to work with you to make sure plans meet your clients’ needs.



Preparing for your enrollment visit 

Fact sheet for 
consumers 

Presenter
Presentation Notes
Mira
This slide shows a one-page resource for consumers. It’s designed to remind them of some of the basic things consumers need to keep in mind in order to advocate for their own needs when they meet with an enrollment assister. For example, the consumer resource encourages consumers to think about what they want from their plan in terms of medications, doctors, or locations. It also reminds them to find out how the RWHAP can help, and encourages them to get one-on-one enrollment support.
Chat link:
Resource for consumers: https://careacttarget.org/library/preparing-your-enrollment-visit-fact-sheet-consumers 





Enrollment best practice 

 Have at least one staff person trained 
as an enrollment assister. 
 Coordinate with other agencies and 

venues that serve hard-to-reach 
clients 
to engage clients in enrollment 
discussions. 

 
 



One-Page Fact Sheet 

targethiv.org/assisters 

Presenter
Presentation Notes
Mira

We’ve also developed a one-page fact sheet plus a brief  animated video to train enrollment assisters on key concepts for supporting people living with HIV in plan enrollment. We have a web page specifically for enrollment assisters where you can find this information. It’s targethiv.org/assisters.

JSI chat link: 
ACE TA Center fact sheet and video for enrollment assisters: targethiv.org/assisters 




Video: How assisters can help people 
living with HIV get affordable coverage 

targethiv.org/assisters 

Presenter
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Here’s an image of the assister video, which you can find on that same web page for assisters. It’s a nice easy way to start the conversation with partner assister organizations, as you think about training them on the needs of your clients.





Health insurance 
literacy:  
best practices & 
resources for 
Renewals and 
staying covered 

Presenter
Presentation Notes
Mira

Next, let’s talk about best practices for health insurance literacy around renewals and staying covered.





Group discussion 

What kinds of challenges do your clients 
experience in maintaining their coverage? 



Renewals best practice 

Assess your work flow to routinely 
screen clients for eligibility and plan 
renewals at the best times. 

Presenter
Presentation Notes
Mira
One best practice in this area is to assess your work flow to routinely screen clients for eligibility and plan renewals at the best times. This can mean any number of things. First and foremost, you can align the ADAP recertification process with assessing clients for health coverage eligibility, or even with actual plan enrollment. You can also check, throughout the year, to see if clients are eligible for a special enrollment period.



Consumer Resource 

Presenter
Presentation Notes
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This consumer resource, “Stay Covered All Year Long” can be shared with consumers after they enroll in health insurance to help them understand what they can do to maintain their coverage: paying premiums on time; reporting income and household changes; and what to do if they lose coverage. 

Chat link: Stay Covered All Year Long: https://careacttarget.org/library/stay-covered-all-year-long-consumer-resource




Consumer Resource 

Presenter
Presentation Notes
Mira

�This fact sheet is specifically focused on helping consumers understand special enrollment periods, and to raise their awareness that if they experience a life change or other relevant situation, they should immediately associate that with an opportunity to update their coverage.


Special Enrollment Periods Fact Sheet for Consumers




My Health Insurance Works  
for Me (Posters) 

Presenter
Presentation Notes
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As I mentioned earlier, a number of our new posters are focused on plan renewals. The one on the left, which will be posted soon, reminds consumers to check their mail for plan information, and bring it in to share with their case manager.




Health insurance 
literacy: best 
practices & 
resources for 
Using health 
coverage 

Presenter
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Now, last but not least, let’s talk about helping consumers learn to use health coverage.





Group discussion 

What kinds of challenges do your clients 
experience once they have health insurance 
(e.g., navigating the health care system)? 



Best practice 

Train staff to provide clients with 
information to help them use their 
coverage and manage costs. 

Presenter
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Mira

As Michelle mentioned, health literacy includes health insurance literacy, and also includes numeracy. This best practice is focused on training staff to provide clients with information to help them use their coverage and manage costs.





Consumer Resource 

Presenter
Presentation Notes
Mira
This consumer resource, called Making the Most of Your Coverage, can be shared with newly enrolled consumers to help them start using their new benefits. The guide provides information in plain language about identifying important documents; key insurance terms; health care costs; where to go for care; and making the most of each medical visit. We are going to chat a link to this tool out now.

Chat link: 
Making the Most of Your Coverage: https://careacttarget.org/library/making-most-your-coverage-consumer-guide




ACE “Covered” Video Series 

https://targethiv.org/ace/watchcovered 



Plain Language Quick Reference Guide 
(in English & Spanish) 

Presenter
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Our Plain Language Glossary of Healthcare enrollment terms available in both English and Spanish has been updated.  This tool was designed for Enrollment Assisters to reference when explaining confusing enrollment terms and phrases to clients. 

You’ll notice a small call-out box on the right side of the slide that has a list of terms in both English and Spanish.  That box doesn’t appear on the actual tool. Rather there is a complete list of terms at the end of the Spanish version of our plain language guide that provides the Spanish and English equivalents for each term. 

This information is available in print as well as web-based, clickable formats. We’ll chat a link out to you now:

Chat link:
Plain Language Glossary of Health Care Enrollment Terms: https://careacttarget.org/library/plain-language-glossary-health-care-enrollment-terms



Taxes and health coverage! 

targethiv.org/ace/taxes 

Presenter
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Of course taxes are a crucial aspect of insurance, both in terms of affordability and eligibility. Here’s a web-based and mobile-friendly tool we developed to help clients prepare to file their taxes, including what a client needs to do based on the type of coverage they had in the previous year. 

Chat link: 
Consumer tax resource: https://careacttarget.org/library/taxes-and-health-coverage-what-you-need-know-consumer-resource 
 




Taxes and Health Coverage: 
Health Insurance Marketplace 
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That same resource is also available as three print-friendly PDF documents, each of which is specific to the type of coverage the client had. For example, this one is for consumers that had Marketplace coverage.
We also have one for consumers who had non-marketplace coverage, such as Medicaid, Medicare, CHIP, VA, Tricare, or insurance through an employer. And third fact sheet is written for individuals who did not have health insurance last year. 







ACE tool: Interactive BP guide 

 Descriptions of 19 
best and promising 
practices 

 Suggestions for 
implementation 

 Helpful resources to 
help you get started 

Learn more at: targethiv.org/ace/best-practices 

Presenter
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Our best and promising practices are available on the TARGET website as an interactive guide. The guide includes descriptions of all 19 best and promising practices, as well as helpful tips and resources to support adoption and implementation. The link to the self assessment and the guide is being chatted out to everyone right now and is shown on the slide.

Chat link: Interactive best practices guide: targethiv.org/ace/best-practices
�



Questions?  

Presenter
Presentation Notes
Liesl

Okay, let’s see what questions have come in through the chat functionality.

Please do not fret, if we weren’t able to answer your questions today during our Q&A period, we will be creating a Q&A document that will include any  questions that we did not answer on the webinar and we’ll release that to all participants within the next few weeks.




2016 NATIONAL RYAN WHITE CONFERENCE ON HIV CARE & TREATMENT 

Obtaining CME/CE Credit 
If you would like to receive continuing 
education credit for this activity, please 
visit: 
 

http://ryanwhite.cds.pesgce.com  
 
 

Presenter
Presentation Notes
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