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Marketplace Online Application Updates

INDIVIDUALS & FAMILIES
The Health Insurance
Marketplace is Open!

Enroll now in a plan that covers essential benefits, pre-
existing conditions, and more.

Plus, see if you qualify for lower costs.

September 2014

This session focuses on the updated online Marketplace application. The shorter,
streamlined application will be used by new consumers, who have simple household
situations and have not previously applied for Marketplace coverage. This presentation
highlights the application updates and illustrates the new flow of the application process.

This training module was developed and approved by the Centers for Medicare & Medicaid
Services (CMS), the federal agency that administers Medicare, Medicaid, the Children’s
Health Insurance Program (CHIP), and the Health Insurance Marketplace.

The information in this module was correct as of September 2014.

This CMS National Training Program product isn’t a legal document. Official legal guidance
is contained in the relevant statutes, regulations, and rulings.
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Online Application Updates

= Streamlined version of the online Marketplace
application

Improved flow

More dynamic

* Fewer screens to navigate

Optimized for mobile users

Backward navigation

Updated look and feel

* Shorter, smoother, simpler user experience

rketplace Application Updat

The online application at HealthCare.gov enables all consumers, regardless of their household situation, to
apply for coverage in the Federally-facilitated Marketplace. We've listened to your feedback and have made
improvements to the application process to make it easier for you and consumers to use.

Everyone begins the application in the same way. Early in the application process, you answer a set of initial
screening questions. The answers determine which questions you’re asked later on in the application and how
much information you need to fill out. In this way, the online application process is more dynamic and
customized to your needs and situation.

The flow of the application has also been improved. After responding to the few screener questions, the
consumer may get directed to go down a shorter, more streamlined series of questions which will be used by
applicants with simple, household situations. You can enter the same required information more efficiently, in
fewer screens and with fewer clicks than before. This makes for a shorter, smoother, simpler user experience
and helps you get your eligibility results faster. The existing “traditional” application remains the same and will
be there for certain families who have more complex household situations.

The shorter application not only has fewer pages and questions, but it also has the capability of backward
navigation and is optimized for mobile users. Backward navigation enables you to easily make changes to
previous screens in the application. Mobile capability enables you to access the application from almost
anywhere.

We expect about 70% of applicants to use the shorter, updated application; the remaining 30%, who have
more complicated household scenarios, will use the traditional Marketplace application.

The updated application begins with “screener” questions that will determine if you can be routed through the
shorter application or must go through the more detailed, traditional application. The updated application
collects the same information as in the traditional application, but some elements are presented in different
ways.



September 2014

Consumer Experience

" I[mproved application process is seamless and
transparent to users

* You're guided through the appropriate version of
the application based on your answers to a set of
screening questions

* As a user, you won’t know anything has changed or
that there are different possible pathways based on
your specific situation

The improved online application process is designed to be seamless and transparent to users.
Everyone begins the application the same way, and your answers to some initial screening
guestions help guide you through the correct version of the application.

Since you’re automatically, dynamically routed to the application that’s appropriate for you, you
won’t know anything has changed or that there are different possible pathways based on your
specific situation. As such, you won’t need to explain this to consumers.
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Expected Timing

= Application updates are being phased in
gradually, on a rolling basis

* Randomly released to an increasing subset of
HealthCare.gov users

o Starting first week in September
o Continuing until open enrollment
= Since updates are being phased in slowly, you
may not see the changes right away, or often

* Even when fully implemented, you won’t see the
updated application for every consumer you help

tion Updates

The online application improvements are being phased in gradually over the summer and fall.
The shorter, streamlined application will be randomly released to an increasing subset of
HealthCare.gov users, beginning the first week in September and continuing until open
enrollment on November 15. The improved application will be fully rolled out in time for the
upcoming open enrollment period.

This graduated, phased in approach has been used to slowly and successfully rollout other
changes to HealthCare.gov. The goal in this approach is make sure everything in the updated
application is working properly before being launched to more users.

Since the changes are being phased in slowly, you may not see them right away and, even if you
do, you won’t see them often. Even when the shorter, streamlined application is fully
implemented, you won’t see the new version for every consumer you help, although you will see
the new screening questions for every new consumer by the fall.
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Updated, Streamlined Application Process

» The following slides show an example of the
updated, streamlined application process and
highlight the differences you’ll see

* In this example, the consumer is eligible for
financial assistance

* Consumers not eligible, or interested in applying,
for financial assistance won’t see the income-
related screen or questions related to determining
eligibility for Medicaid or CHIP

Marketplace Application Updates

The following slides use screenshots to illustrate an example of the new streamlined application
process and highlight the differences you’ll see between the traditional and shorter versions of
the application.

In this example, the consumer is eligible for financial assistance to help lower monthly premium
costs. If consumers don’t want to check their eligibility for financial assistance, they won’t see
the “Income Information” screen or questions related to determining eligibility for Medicaid or
the Children’s Health Insurance Program (CHIP).
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Start Application

HeolthCare.gov Learn Get Insurance

Individuals & Families  Small Businesses

+ Marriage, birth,
+ Loss of health coverage = Applying for Medicaid or CHIP

See the full list for details. If you think you qualify, Start here:

Alabama
APPLY

Not ready to apply? Learn more.

Same
application
starting place

Marketplace Application Updates 6

Start a Marketplace application by going to the “Get Insurance” tab on HealthCare.gov and
clicking on the “Individuals and Families” section. Right now it shows that open enrollment is
over and that you can only get coverage in special circumstances that afford a special enrollment
period.

From this page, select the state that you live in. Specific messaging about your state’s
Marketplace will display. If you live in a state with a Federally-facilitated Marketplace or State
Partnership Marketplace, you can use this website to view, compare and enroll in a plan. If your
state runs its own Marketplace (a State-based Marketplace), the message will display the name
of the Health Insurance Marketplace that serves your state, and provide a direct link to its
website.

After you’ve selected your state, click “Apply” to continue.



Account Creation

Shorter, streamlined
account creation
process

Success!

TP

CREATE ACCOUNT

1 ALREADY HAVE AN ACCOUNT

September 2014

In the improved online application, account creation is completed on one, long screen, instead
of using a separate screen for each section. This requires fewer clicks and makes the account
creation process simpler and faster.

There are now 3 parts to the account creation screen:

1.
2.

The first part allows you to provide basic information.

The second part allows you to create a user name and password, and to select if you want to
have updates sent to your email address.

The third part allows you to set up security questions to use if you forget your account
password. Select a question from the drop down list that can only be answered by you, and
type your corresponding answer.

After you’ve read the HealthCare.gov privacy policy, select the check box next to the statement
that says “l understand and agree with the HealthCare.gov privacy policy” and then click the

“Create Account” button.

Once you’ve created an account, you’ll get an email notification at the email address you
provided. After you read the email, click on the hyperlink to verify your email address. You’ll get
a notification if your account creation was successful.
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Log In

HealthCare.gov Learn [ Esparol |
New to HealthCare.gov? CREATE ACCOUNT

_Log In

Username

rchen11985@yopmail.com

Password
.
Sa me Iog ln Forgot your username?| | Forgot your password?
Having trouble logging in?
Note: if you are using a shared computer or a computer in 2 public place, like a library or
i : Sl e - LOG IN
commur sure you close all browser windows and tabs and log out when you're cone.

This will keep your information secure.

Marketplace Application Updates 8

The log in process has remained the same.

You log in to HealthCare.gov using the username and password you choose during the account
creation process. When you log in for the first time, you read the terms and conditions and then
select the “I accept” button to proceed.

Now you can begin the application process, get an eligibility determination, and shop for
Marketplace coverage.
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My Applications & Coverage

HealthCare.gov Learn cichara A | Logour [

© MY APPLICATIONS & Richard, what would you like to do?

(COVERAGE

O MYPROFILE

applied - like your income or family size - select “Apply for new coverage” instead,

Apply for new coverage

IMPORTANT

= Find your application -
= Update your application
= Apply for new coverage

If you think yeu qualify fer a Special Enroliment

INDIVIDUALS & FAMILIES

The “My Applications & Coverage” page has also remained the same, without any significant
changes.

Once you log in, you’re directed to this page and can decide what you’d like to do. You can find
your application in the system, make updates to your application, or apply for new coverage.

Remember, those using the shorter, streamlined application process will only be new consumers
who haven’t previously applied for Marketplace coverage. As such, the only option they’d
choose on this page would be “Apply for new coverage.”
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Start Application

HealthCare.gov Get Insurance

Al d ba IMAa application for individuals & families

You can apply for any of these people on this same application, even if they
already have health insurance now:
* Yourself

r family members

+ Anyona on your came federal income tax return (if you file one)

You may need:

* Names, birth wome infermation for your famity

* Sodal Security num! ey're available) for the people who want coverage
NEXT

Not a resident of Alabama?

Marketplace Application Updates 10

Once you’ve created an account and logged in to your account at HealthCare.gov, you’re ready
to begin the application process.

10



Enter Your Information

HealthCare.gov

Individuals & Families

Learn m

Small Businesses.

Verify your identity & contact information

317-20-1469

Tell us about yourself. Use your complete name as It appears on your legal documents (Ilke your driver's license or Social Security card). Wy do | need to verify my identity?
Richard Chen Suffix -
one numbe Date of birth
444-444-3444 Home -  06/06/1985 Male
135 Catoma ST #

Montgomery Alabama > 36104

Marketplace Application Updates

| = Collects same information

= Previously the “Contact
Information” page

with improved flow

September 2014

Complete the “Enter Your Information” page, including your name, phone number, date of birth,
address, and Social Security Number. Then, click Continue.

The identity proofing process now starts with this screen instead of the “Contact Information”
screen. This updated screen requires the same information, but in a more streamlined format.

11
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Verify Your Identity

Answer these questions so we can verify your iden

Please select the county for the add

MIDLAND
ALcONA
MARQUETTE
INGHAM

NONE OF THE ABOVE

According to our records, you previously lived on (PLYMOUTH). Please choose the city from the following list where
this street s located.

DILLON
LEADVILLE
LITTLETON
ELIZABETH

NONE OF THE ABOVE
Please select the city that you have previously resided in.

WINFIELD
DAYTON

PARRISH

BARAGA

Same types of questions

A o0 our records, you currently own, or have owned within the past year, on
P

the vehicle that you purchased or leased prior to March 2013 from the with a new Iook a nd

GMC G-SERIESVAN

better flow

DODGE RAM VAN

GMC SAFARIVAN

NONE OF THE ABOVE

2
VERIFY MY IDENTITY 42

Once you click “Continue” on the “Enter Your Information” page, a set of four questions will

display. Answer these questions to verify your identity and help protect your personally
identifiable information.

The new “Verify Your Identity” page displays the same types of questions as before, but with a
different look and better flow from the “Enter Your Information” screen.

The exact questions that you’re asked to answer will depend on your situation. Questions may

ask about things such as the county you live in, a previous address, a current or previous
employer, or a previous phone number.

Once you’re finished answering the questions, click the “Verify My Identity” button. If you pass
the identify proofing process, the next page will appear.

12
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Privacy & Use of Your Information

HealthCare.gov  Learn m

Individuals & Families  Small Businesses

Your identity has been verified New look and location

You can now fil out your application for health coverage through the Marketplace.

Privacy & the use of your infi tion

Learn more about your data, or view thy

@ | agree to have my Information used and retrieved from data sources for this application. | have consent for all people Il list on the application for their
information to be retrieved and used from data sources

TAKE ME TO THE APPLICATION

Marketplace Application Updates 13

The “Privacy & Use of Your Information” page lets you know how the information you entered
will be used, and that data from other sources will be accessed to verify your information.
Integrated systems will check your eligibility in real time by retrieving information from other
Federal agencies including the IRS, Social Security, and the Department of Homeland Security.

Check the box to indicate that you agree to have your information used and retrieved from data
sources for your application. Then, click the “Take Me to the Application” button.

13
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Before You Get Started

HealthCare. gov B Get Insurance

Individuals & Families  Small Businesses

Fill in the information

Before you get started

usenold. Click here If you're not 3ppiying for <

Are you single or married?

SINGLE  MARRIED

Shorter, streamlined
How many depends | be on your 2014 tax return?

(Note: Don't include yourself or your spouse.)

How much income will your household make this year? (optional)

$82,000 ORLESS  MORE THAN $82,000

Based on your estimated household income in 2014 of less than $82,000, you may get help paying for coverage. Do
you want to answer additional questions to see If you qualify for help paying for coverage?

YES NO

CONTINUE

Marketplace Application Updates 14

On the “Before You Get Started” page, you’ll need to enter a bit more personal information,
including your marital status and the number of dependents you’ll claim on your next tax return.
A number of screens have been consolidated here to streamline the process and make it shorter
than in the traditional application.

There’s also an optional question on this page about your income range that can help determine
whether you’re likely eligible for financial assistance to help pay for a Marketplace plan. If you're
not interested in getting help paying for coverage, you won’t be asked any additional income
information during the application process.

At this point in the traditional application, you would need to enter your contact information and
details about your family members applying for coverage. In contrast, at this point in the
updated application process, you’ll move on to answer a new set of screening questions to see if
you have any of the more complex situations that would require you to fill out the traditional
application. If not, you can continue on with the shorter application with a new look and feel.

14
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Answer Some Questions

New screening
questions guide you
through the correct
application process

CONTINUE

Marketplace Application Updates 15

The “Answer Some Questions” page is a brand new section of the updated application. There are
up to 16 questions on this page. Depending on your answers to some of the screening questions,
other questions may or may not appear.

How you respond to these screening questions determines whether you complete the shorter,
streamlined application or go through the more detailed, traditional application.

We expect about 70% of applicants to use the shorter application; the remaining 30%, who have
more complicated household scenarios, will use the traditional Marketplace application.

15



Contact Information

HealthCare.q Learn

Get Insurance

Inavidusls & Fambles  SmallBusinesses  ouww

Continue your application

Enter your Assister
information here

Home address

m -

Check & update your information

======

September 2014

The “Contact Information” section has been moved later in the updated application process.
Additionally, more information has been consolidated on this page, instead of collecting it on
separate pages. As such, there are fewer pages to navigate and the application process is

shorter.

This page collects information about whether you have a home and mailing address, your
contact phone numbers, and the language you prefer to speak and read. You can also indicate
how you prefer to be contacted: by traditional paper notices, electronic notices, text message,

or by email. There’s also an optional question about race and ethnicity.

The question about assisters that appears early in the traditional application process has been
moved to this page in the new shorter application. There’s a box to check on this page to
indicate whether another person is helping you complete your application, such as a Navigator,
non-Navigator assistance personnel, certified application counselor, or agent or broker. If so, you
can enter their name, organization name, and ID number, and choose the type of assister from

the drop down menu.

16



September 2014

Income Information
Application ID
displayed
o ]
T e Shorter, streamlined
| = B8 V . -
-
=  ii— :

On the “Income Information” page, enter the amount of income earned by each person on the
application, including the type of income, how much was earned, and whether there any
deductions from income to claim.

In the traditional application, this income information is collected across a series of screens,
separately for each person on the application. In the shorter application income information is all
collected on the same page. This reduces the number of clicks and pages required and simplifies
the application process for people who are interested in finding out whether they’re eligible for
financial assistance to help pay for Marketplace coverage.

17
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Additional Questions

HealthCare gov Learn Get Insurance Richard ey

Individuals & Families  Small Businesses

Additional questions

Same screening
guestions related to
Medicaid eligibility

CONTINUE

Marketplace Application Updates 18

The series of additional questions on this page helps determine whether or not you may have
special circumstances that may qualify you for Medicaid. Specifically, you can indicate whether you
have a physical disability or mental health condition that limits your ability to function on a daily
basis, whether you need help with daily activities or live in a medical facility or nursing home. The
system also asks whether you needed help paying your medical bills in the last 3 months.

These same questions are also included at the end of the traditional application process for people
who have indicated that they’re interested in finding out whether they may be able to get help
paying for coverage. The questions help screen people for non-MAGI (Modified Adjusted Gross
Income) based Medicaid programs.

18



Additional Coverage and Change in
Circumstance Questions

Richard Chen's coverage information

I Richarg Chen currently enrolled in health coverage?

Terry Chen's coverage information

Is Terry Chan cu

v

nrolled in haalth coverags?

Robert Chen's coverage information

Is Robert Chen currently enrolled in health coverage?
- |

Additional coverage questions

on this application have a parent living outside the home?

Children's Heal

Whan did Terry lose healin coverage?

‘anyone Ested beiow lose coverage before 1027720147

aryone Eated below get marmed on or after 825720147

Shorter, streamlined

Marketplace

Application Updates

September 2014

This page includes questions about any additional health coverage you may have, as well as
guestions about any changes you may have experienced to see whether you may be eligible for a

special enrollment period to join a Marketplace plan outside of open enrollment.

These questions are also included in the traditional application, but have been consolidated in the
updated application to appear on one page instead of several pages for each person on the

application.

19



Indnaduals & Families

HealthCare o

Application Summary

September 2014

On the “Application Summary” page, you can review the information you’ve entered into the
application for accuracy. You also have the opportunity to edit any incorrect information. If the

information is correct, you can submit your application from this page.

20
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Eligibility Results

HealthCare.gov Learn

A Mabama ¥ Aoply Get Resukes

Eligibility results
Results based on your application (ID 103359128) submitted on 2014-08-28

Your application was received and has been processed.

Your detailed eligibility results are ready

Important: Read your eligibility results before you enrall. We'll let you know if there are problems with your application
thatyou'll need to resolve.

VIEW ELIGIBILITY RESULTS CONTINUE TO ENROLLMENT

On the “Eligibility Results” page, you get a list of the programs for which you qualify and find out
next steps. This page remains the same as before.

You can view and print the eligibility notice by clicking on “View Eligibility Results”.

If eligible, you can click on “Continue to Enrollment” to continue to enroll in a plan through the
Marketplace. The process for plan selection remains the same as before.

If eligible for Medicaid or CHIP, consumer’s information is automatically sent to the State Medicaid

or CHIP office for either collecting more information for a final determination or enrolling in a plan.

By clicking on the links on this page, you can also get more information, such as requesting a full
Medicaid determination or get information on how to file an appeal.

21
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Key Points to Remember

v' Updated, shorter Marketplace application will be used
with consumers who have simple household situations

v’ Use of the streamlined application will be phased in to
ensure smooth implementation

v’ Since updates are being phased in slowly, you may not see
the changes right away or often

v" Consumers will be automatically routed through the
correct application process for their situation

v" Although updates will be fully implemented by open
enrollment, you still won’t see the updated application
for every consumer you help

Marketplace Application Updat:

A new, shorter Marketplace application will be used with consumers who have simple
household situations.

Use of the shorter, streamlined application will be phased in to ensure smooth
implementation.

Since updates are being phased in slowly, you may not see the changes right away or often.

Consumers will be automatically routed through the correct application process based on
their specific situations.

Even though the updates will be fully implemented by open enrollment, you still won’t see
the updated application for every consumer you help.

Also, it’s important to note that this is for first time applications only. Consumers who come
back to the Marketplace to report a change will see the traditional application.

22



This training module is provided by the
CMS National Training Program (NTP)

For questions about training products, e-mail
training@cms.hhs.gov

To view all available NTP materials,
or to subscribe to our listsery, visit

http://www.cms.gov/Outreach-and-
Education/Training/CMSNationalTrainingProgram/index.html

This training module is provided by the CMS National Training Program

For questions about training products, e-mail training@cms.hhs.gov

To view all available CMS National Training Program materials, or to subscribe to
our e-mail list, visit http://www.cms.gov/Outreach-and-
Education/Training/CMSNationalTrainingProgram/index.html
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