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After completing this webinar,
 
participants will understand... 


 The importance of health literacy and health 
insurance literacy, and how they are different 
 How RWHAP programs and staff are 

essential in helping people living with HIV 
understand, access and navigate the health 
care system 
 How to access ACE TA Center tools available 

to help your clients navigate, understand, and 
use health care services. 
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The new 
ACE TA Center 



  

    
 

 

   
  

 
 

   
  

 

Scope of ACE TA Center
 

 Access, Care and Engagement (ACE) TA Center
 
 Expanded focus to include TA and training on 

health literacy 
 Continued health coverage and health insurance 

literacy support throughout the year: 
 Getting ready for Open Enrollment 
 Open Enrollment and SEPs 
 Tax Time 
 Special populations / Target populations? 

 Find us in the same place: 
targethiv.org/ace 



 
 

  

 

 
 

 

 
    

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 



 Health literacy
 



  

 
 

  
 

 

 

 

 
  

 

Key topic areas for health literacy
 

People 
affected 

Strategies 
to address 

health literacy 

Health 
literate 

organizations 

Introduction to 
health literacy 

Resources 



 

  

 

 
 

 

Health literacy
 

Literacy 

Health 
literacy 

Health 
insurance 

literacy 

Numeracy 



  

  
  

  
  

 

Health literacy skills help people:
 

 Find information and services 
 Communicate needs and preferences 
 Understand how the information they get 

and choices they make will help them get 
and stay healthy 



   

  

Health literacy affects everyone
 

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



  
 

 

  
  
  

   
  

 

  

 
 

 
  

  

 
  

Indications that clients may have 
limited health literacy 

 Doesn’t take medications 
correctly 

 Frequently misses 
appointments 

 Doesn’t follow through on 
tests or referrals 
 Falls out of care 
 consistently high/unchanged 

viral load 

 Unable to provide a 
detailed medical history 

 Does not complete intake 
forms 

 Asks few questions 
 Avoids reading tasks using 

commonly accepted 
reasons (e.g. “I forgot my 
glasses.”) 

 Does not remember 
information read earlier 



  

 
 

        
      

  
 

 

Why health literacy is an issue
 

Much of the medical information 

patients receive is forgotten 
immediately. Nearly half of the 
information retained is incorrect. 

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

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



  

  
 

 
  

        
      

  
 

 

Why health literacy is an issue
 

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

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

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



 
 

  

   
  

Responsibility of health 
professionals in health literacy 

 Organizations must focus on building 
clients’ health literacy 
 Health professionals must provide 

information in a way clients understand 
 Issue of health equity 



 
 
  

Approaches 

 Universal Precautions
 

 Ask Me 3™ 
 Teach Back Method 



 

  
  

  

   
 

Universal precautions
 

 Assume that any and all clients could have 
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 

http://www.ahrq.gov/professionals/quality


 
  

   
   
   

    

    

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 

http://www.npsf.org/?page=askme3


 

 
   

      
 

 
       

  

 

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 



 

 

Health professional brochure
 

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

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


 

    

    
  

 

   
 

Case study: Curtis
 

 Curtis was diagnosed 
with HIV two years ago. 

 At a recent visit, you told 
Curtis that with the help 
of his ART, he had 
achieved viral 
suppression. 

 You tell him to continue 

to take his medication
 
just like he has been. 




    
  

 

 
  

  
 

 Case study: Curtis
 

 At his next visit, you 
find that Curtis’s viral 
load has increased. 

 When you ask him 
about it, Curtis elatedly 
reminds you that he’s 
cured! 



 

 

 

Strategies for health care 
professionals 

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

communication 
3. Use strategies to improve written 

communication 



 

 
  

 
 

 
  

Care partnership
 

Health professional & 
client are partners in care 
 Health professionals:
 

communicate clearly
 

 Clients: active members 
of their care team 



 

  
  

  
  

  
 

  

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 



 

  
  

    
  

 

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 



 

  
 

   
  

 

     

 

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. 

http://www.ahealthyunderstanding.org/Portals/0/Documents1/IOM_Ten_Attributes_HL_Pap


 
 

   
 

  
   

  

  
 

 
 

 
  

   
 

 
 

  

 
 

  
  

 
 

  
  

  
  

 
 

  
    

   

10 attributes of health literate 

organizations
 
1. Have leadership that makes health 

literacy integral to its mission, 
structure, and operations 

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

3. Prepare the workforce to be health 
literate and monitors progress 

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

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

6. Use health literacy strategies in 
interpersonal communications and 
confirms understanding at all points 
of contact 

7. Provide easy access to health 
information, services, and navigation 
assistance 

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

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

10.Communicate clearly what health 
plans cover and what individuals will 
have to pay for services 



 Posters
 



 Additional tools
 



 

Health 
insurance 
literacy 



 

 
  

  
 

 
 

      
      

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). 



 

  

 

 

 

 

 

     
  

 

Marketplace enrollee knowledge
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Confident they Expected to Planned to
 
could pay their keep their renew
 

86% 86% 

73% 

56% 

74% 

56% 

premiums insurance coverage 

Consumers who have 
enough info about ACA 

Consumers who said 
they do not have 
enough info 

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/ 

https://www.enrollamerica.org/a-framework-on


 
 

 

  

     
  

 

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/ 

https://www.enrollamerica.org/a-framework-on


 
 

   

 
  

 

     
  

 

Why health insurance literacy 
matters 

Two-thirds reported wanting more information 
about health insurance terms from at least one of 

the following sources: 
100
 
90
 
80
 
70
 
60
 
50
 43% 42% 40% 
40
 
30
 
20
 
10
 
0 

In-person assisters Health insurance Nonprofit Organizations 
companies 

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/ 

https://www.enrollamerica.org/a-framework-on


 
  

 
 

 

 
 
 

 
 

 

Key topic areas for health 
insurance literacy 

Enrollment Making the One-on-one Most of New support Coverage 

Engagement Renewals/ 
Staying 
Covered 



  

 
 

Health insurance 
literacy: 
best practices & 
resources for 
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. 



If you don't have health 
insurance, now is a good 
time to get it. 

Take the next step for a healthy life. 
Health insurance helps you pay for the health care you need to stay healthy. 

Changes in health care laws have made it much easier to get health insurance now. 

Over 16 million people have already signed up, but others still have questions or 

concerns. Do you have questions about health insurance? Here are some answers. 

'	Why do I need health insurance? 
I already get my HIV care through 
the Ryan White Program." 

Health insurance covers care for all your health needs. 

In addition to your HIV care and medications, you'll be able 

to get other health services, such as: 

• 	 Free preventive care, like flu shots and cancer screenings 

• 	 Care and medications for other health problems you may 

have , like heart disease or diabetes 

• 	 Hospitalizations 

• 	 Substance use treatment and mental health services 

• 	 Maternity care 

Health insurance protects your finances. If something 

unexpected happens, like a car accident, you won't go broke 

paying hospital bills. 

"My case manager helped. 
me find an affordable health 
insurance plan that covers 
all of my health care needs, 
including my HIV medication... 

ACE TA Center I Get Covered for a Healthy Life I Page 1 
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GET COVERED FOR A HEALTHY LIFE 

''	Health insurance can be expensive. 
How will I pay for it?" 

You can get help paying for health insuranoe dependl"lg 
on how mueh money you make In many places, the Ryan 
White Program, including the AIDS Drug Assistance Progtam 

(AOAP). can help with insurance and medication costs 
evan after you gee oovered. 

' '	Will I still be able to see the doctor or 
nurse who provides my HIV care?" 

There's no guarani:et 1h8t "fOIX current <toctor or nurse w\l be 
part of a health insuranoe plan thal is available to you, but there's 

a good chance. And all ptans will have an HIV doctor that you 

can see. even it 1·s not your c:urrenl doctor 

Your case manager or an enrollmenl a"i.s,ter can work with 

you to compare plans and choose one that is right for you. 
As you compare plans, you can atso see whieh doctors are 
covettd by tach one 

' 'What about my HIV medications? 
Will health insurance pay for them?" 

All health insurance plans must cover HIV medications. 

V!Alen you're Choosing a plen to t1PP,Y tor, you can che¢k 10 

see ifyour specific HIV mecieabons a,e cover.ct by that pfan. 

Most plans require a co-pay to, medicines and doctor vi$rl'&.. 
This means you pay a~• P ......... . .....~ 

GET COIIERED FOR A HEAi.THY \.IFE 

. 	 d help from 
''	Can I still get services an r 

the Ryan White Program and AOAP 

s;erriees from the Ryan 
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Nvlng I cattm1n1geror 

t"Iw,..11.e Prooram indUdt\9 AOAP 
tn man't' places. me Ry "'~~pren'lll.l""* ,ncs co,,pays 
can ht)p you pl'('°""" \he RyanW'lit• p,ogram 
Check wl'!h you, cate ,nana,gitf Of 

at)()UI hOW tf\it couid ~ tof you. \ 

. Ith insurance?" 
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2014 gol financial help 
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your HIV care and 
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http:cover.ct


 
    

 

Common Questions & Suggested Responses 
for Engaging Clients in Health Coverage 

Available in English and Spanish!
 



    
  

My Health Insurance Works 
for Me (Posters) 



  

 
 

Health insurance 
literacy: 
best practices & 
resources for 
enrollment 



 

 
   

   
 

 
 

 

Best practices
 

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

Preparing for Your First Appointment 

Are you ready to enroll in a health insurance plan through the Marketplace? This worksheet 
helps you gather all the information you will need for your enrollment appointment. 

1. 	 Complete the first two sections w ith your Ryan White Program case manager. Then bring this sheet to your enrollment 
appointment. 

2. 	 Complete the third section during your enrollment appointment. Then bring the sheet back to your case manager. 

1. Before you apply. 
Complete this section with your Ryan White Program case manager. 

Does the Ryan White Program support any health insurance plans in your area? 
Some Ryan Vl/hite Programs, including the AIDS Drug Assistance Program (ADAP), recommend certain health plans 

for people living with HIV. Write each plan name below and note if you are eligible for financial assistance for that plan 

through the Ryan VVhite Program. 


Health Insurance Plan Name Are you eligible for Ryan White 
Program financial assistance? 

Cl Yes Cl No 

CJ Yes Cl No 

Cl Yes Cl No 

Cl Yes Cl No 

Cl Yes Cl No 

Cl Yes Cl No 	

... 
... 

How do you use health care? 
Write down the health care services, providers, and medications you currently use. If something does not apply to 

you, leave the line blank. Your case manager can help you think about what you have used in the past and what 

servies and medications you may need in the coming year. 


My primary care provider (PCP) is:---------------------

1see him/her at-------------- clinic/hospital about __ times per year. 

My HIV specialist is (if different than PCP):------------------- 

1see him/her at-------------- clinic/hospital about __ times per year. 

ACE TA Center I Pre-Enrollment Worksheet I Page 1 



  

 Are you thinking about enrolling 
in a health insurance plan through 
your state's Marketplace? 

Follow these steps to get started. 

1. Get ready to enroll. 

• Think about what you want from your plan. Ate there specific medications, doctors, clinics, 

or hospitals that you want your plan to cover? 

• Ask your Ryan While Program case manager about your health coverage options. 

2. Find out how the Ryan White Program can help. 

• Does your local Ryan White Program, including ADAP, recommend specific plans for people 

living wtth HIV? Can the Ryan Whtte Program help you pay for certain health plans? 

• Ask your case manager to help you find out how the Ryan White Program may support you. 

3. Find the right person to help you enroll. 
• Ask your case manager to help you find an enrollment assister. This may be your case 

manager or someone else. 

4. Get covered! 
• Make an appointment wtth an enrollment assister. 

• Work with your case manager to gather the paperwork you will need for this appointment. 

• Go to your appointment. Your enrollment assister will help you find the best plan for you and apply. 

• Once you've enrolled. make sure to let your case manager know which plan you enrolled in so 

the Ryan White Program can continue to support you. 

The ACE TA Center helps R~41 Wt u1e HIWAI DS Program prtwtders to enrcU diver5e 
chents ,n health ,nsurance for rnore 1nrorma'll00, v11S1t www.targolhiv.org/ACE 
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Preparing for Your Enrollment Visit
 

Fact Sheet For 
Consumers 



 

-I'm new to supporting people living with HIV. 
How do I help them enroll in health coverage? 

0, Listen to consumers' 
{;J needs and concerns. 

Consumers are concerned about 
affordability and continued access to 
medications and current providers. 

• People living with HIV need health 
care providers who understand their 
needs and life experiences. 

• People living with HIV may have 
other health concerns, such as 
Hepatitis B or C, mental health 
issues, or substance use. 

~ C, Show compassion & 
~ cultural sensitivity. 

People living with HIV may not 
want to disclose their HIV status 
to an enrollment assister. 

• They may be uncomfortable 
sharing personal information. 
Let consumers know your 
conversations are judgment-free 
and confidential. 

• Many consumers, particularly 
people of color, have experienced 
stigma and discrimination in the 
past Some may fear negative 
attitudes and prejudice. 

( )_ Encourage continuity 
'(J of care. 

This means seeing the same 
provider regularly and maintaining 
a consistent supply of medication. 

• Help consumers find a plan that 
includes their current provider, 
if available. Often they have 
developed a trusting relation 

• Let them know they don't ha 
start over with someone ne 
their information will be confi 

e The Ryan White 
Program provides 
HIV care and support. 

Its AIDS Drug Assistance Program 
(AOAP) also provides access to 
critical medications. 

• Most low-income people have been 
able to get free or low-cost HIV 
care, medications, and support 
services through the Ryan White 
Program. 

• The Ryan White Program only 
covers HIV-related serv ices and 
strongly encourages eligible clients 
to enroll in comprehensive health 
coverage. 

The ACE TA Center helps Ryan White HIV/AIDS Program grantees and 
service providers to enroll diverse clients in health insurance. 

- Understand why 
• continuous medication 

coverage is essential. 

It can help people living with HIV 
live a healthy life. 

• Taking HIV medication every day 
helps lower the level of HIV in your 

:- your state's Ryan White 
Program and ADAP. 

The Ryan White Program 
helps a ll consumers -- insured, 
underinsured, and uninsured. 

• In many cases, Ryan White 
Program funds can be used to 
buy health insurance or pay for 
premiums and out-of-pocket 
expenses. 

• The Ryan White Program in your 
state, including ADAP, can provide 
HIV medications to consumers who 
are uninsured or have a gap in 
insurance coverage. 

111111 

-"-
Help consumers find 
plans that cover their 
HIV drugs. 

Without coverage, medications can 
cost hundreds of dollars per month. 

• Consumers work closely with their 
doctor to find the HIV treatment plan 

xp am insurance 
terms and benefits. 

Many people living with HIV are 
new to health insurance. 

• An estimated 30% of people living 
with HIV have never had insurance, 
compared with 15% of the general 
population. 

• Before the ACA, some people were 
denied insurance coverage or 
charged more because of 
a pre-existing condition. 

• Explain insurance terms and 
concepts in plain language. 

Visit targethiv.org/assisters for more helpful enrollment resources. 

targethiv.org/assisters
 



 
  

 

Video: How Assisters Can Help People 
Living with HIV Get Affordable Coverage 

targethiv.org/assisters
 



  

 

 

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



 

   
  

 

Best practice 

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



Stay Covered 

All Year Long 

Now that you've enrolled 
in health insurance, make 
sure you keep it. 

Health insurance is important because it covers 

all your health needs, such as HIV medications 

and care, free preventive care, hospital stays, 

and substance use and mental health services. 

This guide covers what you need to do to stay 

covered throughout the year. 

Pay premiums on time ...............•............•.............................•.2 


Report income and household changes •................4 


1/\ihat to do if you lose coverage ............•.....•..............•.6 


TIP ~ 
Even if you have health insurance, stay in touch with 

your Ryan White Program case manager. S/he can help 
make sure you stay enrolled in ADAP and have access 
to financial help for insurance and Ryan White Program 

services like transportation and housing support. 

ACE TA Center I Stay Covered All Year Long I Page 1 
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Special 
Enrollment Periods 

Can I enroll in a Marketplace 
health insurance plan outside 
of Open Enrollment? 
Sometimes you experience a big life change that also changes your health coverage 

needs- like having a child, losing your job, or losing your health coverage . Usually 

Open Enrollment is the only time you can sign up for a new health insurance plan 

through the Health Insurance Marketplace (e.g., HealthCare.gov) or change your 

current plan. But if you have a big life change-or "life event"-you may qualify for a 

Special Enrollment Period. 

A Special Enrollment Period lets you enroll in a new 

health plan or change your plan outside of Open 

Enrollment. You may also qualify for a Special Enrollment 

Period if something happened during Open Enrollment 

that prevented you from getting the right coverage. This is 

called a "special circumstance." See the full list of life 

events and special circumstances on the next two pages. 

TIP 
If you think you may be eligible for a Special Enrollment 

Period, or if you have any changes to your income, 
household size, or health coverage, you should 
report this information as soon as possible . Ta lk with 
an enrollment assister or Ryan White Program case 
manager, or contact the Marketplace Call Center at 
1-800-318-2596. 

ACE TA Center I Special Enrollment Periods I Page 1 
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My Health Insurance Works 
for Me (Posters) 



 

 

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



 

 
 

 

Best practice
 

 Train staff to provide clients with 
information to help them use their 
coverage and manage costs. 
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Plain Language Quick Reference Guide 
(in English & Spanish) 



  

 

Taxes and health coverage!
 

targethiv.org/ace/taxes
 



   

 
Taxes and Health Coverage:
 

Health Insurance Marketplace
 



 

 

 

  
 

ACE tool: Interactive BP guide
 

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

 Descriptions of 19 
best and promising 
practices 
 Suggestions for 


implementation
 

 Helpful resources to 
help you get started 



 
 

        

 
  

   
 

SAVE THE DATE: 
upcoming ACE webinar 

10 
Basics of health coverage enrollment for Ryan 
White HIV/AIDS program clients 
Wednesday, August 10 3:00 PM (Eastern Time) 

Join our mailing list for the latest news!
 



 www.targethiv.org/ace 



 Questions 




 
 

 
 

 

 

  

 

 

 
 

Thank you for joining us!
 

Please complete the 
evaluation! 

targethiv.org/ace 
Sign up for our mailing list, 
download tools and 
resources, and more 

BISOLA 

MIRA TAJAN 

STEWART 

Contact Us 
acetacenter@jsi.com
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