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Communication Tips

1

The following communication tips ensure everyone can participate fully and has 
equal access to information:

• Make sure you are on mute unless speaking.

• All participants should state their names and pause 3 seconds before continuing (e.g., “this is 
Shadonna,” count 1, 2, 3….comment). This gives attendees the chance to identify who is 
speaking.

• Presenters should pause 10 seconds to allow attendees time to read the slide before speaking 
and wait 5 seconds before moving to the next slide. This allows someone using an interpreter to 
follow and participate in asking questions.

• For questions: Please place them in the Q&A box.
 To find it, click More at the bottom of your Zoom screen, then select Q&A.

• For comments, please place them in the chat. We are collecting feedback and will review all 
responses at the end of the session.
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• Department Updates (LaQuana Palmer)

• H.R. 1 Communication Research Results and Updates (Neimand 
Collaborative)

• Questions and Answers  (Franciso Guzman)

• Closing (Monica F. Johnson)

Connecting Communities and Medicaid (CCM)



LaQuana Palmer

Deputy Director 

Office of Communications and 

Engagement

NC Medicaid
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Purpose Overview

As North Carolina prepares to communicate upcoming changes to Medicaid, a statewide pulse 

survey first established the existing communications landscape. Findings from that research then 

informed a concept test evaluating two potential campaign directions. User testing provided 

additional insights.

The research was designed to:

1. Measure beneficiaries’ awareness of the upcoming changes

2. Identify their concerns and remaining questions 

3. Understand how they expect and prefer to receive information

4. Evaluate how effectively potential campaign concepts support understanding, actionability and 

motivation
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Research Approach and Methodology

Statewide Beneficiary 

Survey
Campaign Concept Test User Testing

Purpose: Establish a baseline 

understanding of beneficiary 

awareness, concerns, information 

needs and communications 

expectations.

Purpose: Evaluate two campaign 

concepts in English and Spanish 

across understanding, actionability 

and motivation.

Purpose: Assess whether 

participants can identify who is 

affected, whether the changes 

apply to them and what will change 

when.

Audience: North Carolina adults ages 18–64 covered by NC Medicaid

Method: Self-guided online survey

Sample Size: N=295 Sample Size: N=598 Sample Size: N=5

Field Dates: July 14–22, 2026 Field Dates: July 23–30, 2026 Session Dates: July 20–24, 2026
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Results: Statewide Survey

Results: Statewide Survey
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Awareness of Upcoming Changes

Most beneficiaries had limited 

awareness of the upcoming 

Medicaid changes, with 66% 

reporting they had heard nothing at 

all or only a little.

28%

38%

22%

12%

0% 10% 20% 30% 40%

Nothing at all

A little

Some

A lot

How Much Beneficiaries Have Heard About 
Upcoming NC Medicaid Changes

Q: How much, if anything, have you heard about new rules for NC Medicaid that will begin over the next year? (Nothing at all,  A little, Some, A lot) N=295

Net: 

66% 
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Confidence Navigating the Changes

13%

25%

35%

19%

8%

0% 10% 20% 30% 40%

Not at all confident

Slightly confident

Moderately confident

Very confident

Extremely confident

How Confident Beneficiaries Feel 
Navigating the Upcoming Changes

Q: If these new rules do apply to you or someone in your household, how confident are you that you would know what to do? (Choose one) (Not at all confident, Slightly confident, Moderately 

confident, Very confident, Extremely confident) N=295

Q: How much, if anything, have you heard about new rules for NC Medicaid that will begin over the next year? (Nothing at all,  A little, Some, A lot) N=295

Beneficiaries who reported greater 

familiarity with the changes also 

reported greater confidence in 

navigating them.

Only 27% of beneficiaries felt very or 

extremely confident they would know what 

to do if the new rules applied.

Confidence was higher among 

beneficiaries who were more familiar with 

the upcoming changes: 56% of those who 

had heard a lot felt very or extremely 

confident, compared with 17% of those 

who had heard only a little.

Net: 

27% 
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Concerns About Keeping Coverage

Concerns About Keeping 

Coverage 

Concerns About Meeting 

New Requirements 

“[I am most concerned] that me 

and my kids won't be able to get 

the care that we need.” 

"That I will lose my coverage." 

"That I won't be able to get my 

medications if I lose my Medicaid." 

“I could miss a letter in the mail, 

and everything could go wrong." 

“I would be most worried about 

losing Medicaid coverage because 

I missed paperwork or didn't 

understand the new 

requirements.” 

"That I won't be able to renew my 

coverage on time." 

“I [am] afraid I will be kicked off for 

making too much.” 

Q: What worries you most about these new Medicaid rules? (Open end) N=295

Uncertainty about their own 

understanding of the upcoming 

changes, and their ability to 

successfully navigate them, was clear 

throughout beneficiaries' responses.

When asked what worried them most, 

respondents overwhelmingly focused on 

the uncertainty of maintaining Medicaid 

coverage. Some questioned whether they 
would continue to qualify under the new 

rules, while others expressed concern 

about being able to meet new 

administrative requirements.
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Information Beneficiaries Want to Better Understand

Beneficiaries most often wanted to know whether the changes would apply to them and 

what would be required to maintain Medicaid coverage.

Across open-ended responses, two information needs emerged most frequently.

1. Does this apply to me? 2. What will be required?

Beneficiaries asked how the changes 

would affect their own circumstances, 

including:

• Employment or income

• Disability or mental health 
status

• Caregiving responsibilities

• Children or family composition

With questions about:

• Work, school and volunteer 

expectations

• Documentation requirements

• Renewal procedures
• Available exemptions

Q: Based on what you’ve read, what questions, if any do you have about upcoming changes to NC Medicaid? (Open end) N=295
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Preferred Timing for Medicaid Communications

Preferences about timing were highly consistent—nearly 

eight in ten beneficiaries wanted to receive information 

about coverage changes as soon as possible.

Open-ended responses reinforced the preference for 
advance notice, with beneficiaries emphasizing the 

importance of knowing about potential changes early 

enough to plan.

"Making sure everyone who could possibly be affected 
knows months in advance to have time to plan.”

"Start sending information out when they find out there is 

going to be a change versus waiting til people recertify."
4%

4%

5%

9%

78%

0% 25% 50% 75% 100%

I don't know

Only when I need to take
action

About a month before

A few months before
changes take effect

As soon as possible

When Beneficiaries Want to Receive 
Information About Coverage 

Changes

Q: When would you want to receive information if changes to your Medicaid coverage affected you? (Choose one) (As soon as possible, A few months before changes take effect, About a month 

before, Only when I need to take action, I don't know ) N=295
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Expected and Trusted Sources of Medicaid Information

Beneficiaries expected information to arrive through multiple channels but consistently 

looked to NC Medicaid and their local Department of Social Services (DSS) as the primary 

authorities on what changes mean and require.

What beneficiaries expected:

• 76% expected to first hear through DSS, NC Medicaid or another official Medicaid-related source.

• 48% expected to hear from their local DSS.

• 36% selected a mailed letter from local DSS, the most frequently chosen individual response. 
• No single communication channel was selected by a majority.

Who beneficiaries trusted:

• 66% identified NC Medicaid as one of their most trusted sources.

• 45% identified local DSS.
• 26% selected health plans.

• 21% selected health care providers.

• Community organizations, employers, faith leaders and personal contacts were were also noted by 

smaller percentages/samples.
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Results: User Testing

Results: Statewide Survey
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User Testing Adds Qualitative Context

Usability testing reinforced several needs identified in the statewide research.

• Five Medicaid beneficiaries reviewed the website and draft communications materials to assess 

whether they could identify who is affected, what is changing and when changes take effect.

• The sessions were designed to observe how people navigate and interpret the information, not to 

measure the prevalence of beneficiary opinions.

• Findings are directional because of the small sample and participants’ individual eligibility 

circumstances.

• The results provide real-world examples that help explain the broader survey and concept test 

findings.
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Beneficiaries First Need to Know, “Does This Apply to Me?”

Across the research, personal relevance emerged as the 

most immediate information need.

• Participants struggled when information about who is 

affected was combined with information about what is 

changing.

• Some participants could understand the policy description 

but still could not determine whether it applied to them.

• Participants repeatedly raised questions about disability 

status, parents, children and other individual circumstances.

• Recommendation: Clearly separate “Who is affected?” from 

“What is changing?” across webpages, flyers and campaign 

materials. 
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Clear Next Steps Build Confidence

Users felt more confident when information is broken into clear, practical actions. 

• Statewide research finding: Only 27% of beneficiaries felt very or extremely confident they would 

know what to do if the changes applied to them.

• User Testing insights: 

• Participants responded positively to clear calls to action and materials that broke information 

into simple sections.

• Several participants said confidence came from information written in everyday language and 

organized into easy-to-follow steps.

• Participants sometimes had to reread policy descriptions or said they would need someone else 

to explain the information.

• Recommendation: Use plain language, short sections, checklists and direct instructions to help 

people know what comes next. 
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Timing Must Be Easy to Understand

Multiple implementation dates can create confusion without a clear visual timeline.

• Statewide research finding: Nearly eight in ten beneficiaries wanted information as soon as 

possible, and concept test participants continued to ask when changes would begin and what they 

needed to do.

• User Testing insights: 

• Participants noticed the October 1, 2026 and January 1, 2027 dates but did not always 

understand which change corresponded with each date.

• Seeing multiple dates across webpages led some participants to question when changes would 

happen or whether information was inconsistent.

• Recommendation: Use a simple timeline that clearly distinguishes:
• October 1, 2026: Changes affecting some non-citizens

• January 1, 2027: Work and community engagement requirements begin

• What audiences should do before each date
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Results: Concept Test

Results: Statewide Survey
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Tested Concepts

Concept 1 

Keep Your Coverage

Concept 2 

Know What’s Next
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Evaluation Framework

Concepts were evaluated across 3 dimensions.

Understanding

• After reviewing this communication, how well do you feel you understand what these upcoming 

Medicaid changes could mean for you or your household?

Actionability

• After reviewing this communication, how clear is it what your next step should be if these 

Medicaid changes affect you or your household?

Motivation

• After reviewing this communication, how likely are you to take the next step to find out whether 

these Medicaid changes affect you or your household?



23NC MEDICAID H.R.1 COMMUNICATIONS RESEARCH  

Message Performance Across Understanding, Actionability and 
Motivation

“Know What’s Next” is the strongest concept, persuading the target audience on actionability and 

motivation. 

Q: After reviewing this communication, how well do you feel you understand what these upcoming Medicaid changes could mean for you or your household? (Completely, Quite a bit, A little, Not at all)

Q: After reviewing this communication, how clear is it what your next step should be if these Medicaid changes affect you or your household? (Extremely clear, Very clear, Slightly clear, Not at all clear)

Q. After reviewing this communication, how likely are you to take the next step to find out whether these Medicaid changes affect you or your household? (Very likely, Somewhat likely, Somewhat 

unlikely, Very unlikely) N=598
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Remaining Information Needs

Neither concept moved the target audience on understanding, with beneficiaries still wanting to know 

more about the changes. 

Q: What, if anything, would you still want to know after seeing this communication? (open end) N=598

Desire for specific details about changes and their implementation timeline 21%

Concern about the impact of changes on personal coverage and benefits 13% 

Interest in understanding the requirements and process associated with the 

changes

11%

Seeking information on next steps or required actions 6%

Questions about eligibility criteria and actions for continued coverage 6%

Nothing 40% 

Information Still Needed
 

NET: 60% 
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Remaining Information Needs

“I would want to know when the changes 

are suppose[d] to begin. And if there is 
any thing I need to do on my end”.

Q: What, if anything, would you still want to know after seeing this communication? (open end) N=598

“If I will be able to keep mine. I’ve been 

really really worried about it.”

“I would want to know the terms of 

volunteering and work.”

“If I'm still gonna get the same benefits 

as I'm getting now from my Medicaid.”

“If this will affect permanently disabled 

individuals.”

“I would want to know what I need to do 

to keep my Medicaid. I would want to 
meet with someone.”

“A complete list of exactly what changes 

are being made, and how I could most 
easily find that information.”
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Implications

Results: Statewide Survey
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Make the Upcoming Changes Easier to Understand

Beneficiaries most often called for communications that were clear, specific and personally 

relevant—ultimately helping them understand if the changes apply to them and, if so, what 

they need to do. 

When asked what NC Medicaid could do to make the upcoming rules easier to understand, 

respondents emphasized four needs:

• Plain language: Explain what is changing in straightforward, easy to understand, everyday 

language.

• Personal relevance: Clarify who will be affected and how the changes apply to individual 

circumstances.

• Practical guidance: Provide step-by-step information about required actions, documentation, 

exemptions and other requirements.

• Multiple formats and reminders: Use channels such as mail and text to share clear 

information and reminders, along with easy ways to get help.
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Moving Forward

• Lead with what is most urgent. Not all changes are equal, and some carry far greater impact and 

should be weighted/prioritized accordingly. 

• Answer the questions beneficiaries care about most. “Does this apply to me?” and “What do I 

need to do?”

• Translate complex requirements into clear next steps. Plain language, checklists, timelines and 

visual cues should help beneficiaries understand required actions, documentation, exceptions and 

exclusions and key implementation dates.
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Q&A



Monica F. Johnson

Engagement Manager

Office of Communications and Engagement

NC Medicaid
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Upcoming Engagements

NC Medicaid Back Porch Chat  
A webinar focused on H.R.1. 

Join NC Medicaid Back Porch Chat for an informational overview of H.R. 1 and the changes coming to Medicaid. Gina Hamilton, 
Deputy Director for Member Operations at NC Medicaid will explain the changes and address questions following the 
presentation. 

Date: Thursday, Aug. 20, 2026 
Time: Noon- 1p.m. 

REGISTER HERE

*The webinar will include live Q&A

https://forms.cloud.microsoft/pages/responsepage.aspx?id=3IF2etC5mkSFw-zCbNftGf197VAvGTxGk-NJLI4LpQpUREdLWjg4UlpMMTRFVkhQWjdaNFIxUVZFOC4u&route=shorturl
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Upcoming 
Engagements

Understanding H.R. 1 and Its 
Impact on Unhoused Individuals

NC Medicaid invites community organizations that support 
individuals experiencing homelessness to join us for an 
informational webinar designed to help partners understand 
upcoming NC Medicaid changes associated with the federally 
mandated H.R.1 and learn how these changes may affect the 
unhoused population.

Date: Aug. 26, 2026

Time: Noon- 1 p.m.

Register Now:

• https://forms.cloud.microsoft/g/MKY9qZcEFu

• *The webinar will include live Q&A

https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fmedicaid.ncdhhs.gov%2Fbeneficiaries%2Fmedicaid-is-changing&data=05%7C02%7Cshadonna.headen%40dhhs.nc.gov%7C376d418241a641b85cca08def31ecf5d%7C7a7681dcb9d0449a85c3ecc26cd7ed19%7C0%7C0%7C639215510849411832%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=8jWLnaS8MBikEaz6UjybaRGSkgM3H4wwirxbPPMD9V0%3D&reserved=0
https://forms.cloud.microsoft/g/MKY9qZcEFu
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Expand our Network

Feel free to invite community partners to join 

the workgroup! Check the chat for the 

survey link, which will also be included in the 

meeting notes.

CCM Interest Form

https://forms.office.com/Pages/ResponsePage.aspx?id=3IF2etC5mkSFw-zCbNftGf197VAvGTxGk-NJLI4LpQpUMlJLQk43NzRCQVowUUMyMkVINzNETDZXOS4u
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Additional Questions?

Contact us at:

 Medicaid.NCEngagement@dhhs.nc.gov

mailto:Medicaid.NCEngagement@dhhs.nc.gov
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Next Meeting

Wednesday, September 9

NC Medicaid understands that together, we can create meaningful impact 

and improve health outcomes for all Medicaid beneficiaries.
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