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NORTH CAROLINA DEPARTMENT OF HEALTH AND HUMAN SERVICES

NC Medicaid Managed Care
Community Partners and the Beneficiary Experience

The webinar will begin shortly. Please use the chat 
function to ask your questions. 

March 10, 2021
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Welcome

Dr. Mandy Cohen
NCDHHS Secretary
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March 1
NC Medicaid Managed Care

Call Center and Website Live
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• New service delivery system
• Addressing non-medical drivers of health
• Health Plans available to beneficiaries

• AmeriHealth Caritas
• Healthy Blue
• UnitedHealthCare Community Plan
• WellCare
• Carolina Complete Health

• Serving regions 3, 4 and 5

• First-in-nation Indian Managed Care Entity 
• (EBCI Tribal Option)

• Beneficiary support system
• Enrollment broker
• Ombudsman
• Health Plan member services

Medicaid is Changing
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“To improve the health of North 
Carolinians through an 

innovative, whole-person 
centered, and well-coordinated 

system of care that 
addresses both the medical 

and non-medical drivers 
of health.”

North Carolina’s Vision 
Remains the same
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• Individuals get the care they need

• Providers get paid

NCDHHS’ Day One Priority
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Medicaid Transformation Milestone Timeline

Begin State-wide 
Open Enrollment

3/15/21
OPEN 

ENROLLMENT 5/15/21

AUTO 
ENROLLMENT

EBCI TRIBAL 
OPTION & 

MANAGED CARE 
LAUNCH

7/1/21

Conclude State-wide 
Open Enrollment

5/14/21

OPEN 
ENROLLMENT

BEGINS
END OF CHOICE 

PERIOD

9/30/21

SOFT 
LAUNCH

3/1/21

4/15/21
Begin Sending 

Reminder Postcards
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Communications & Engagement
NC Medicaid plans to engage beneficiaries through

• Medicaid Contact Center
o 888-245-0179

• Website updates and social media
o https://medicaid.ncdhhs.gov/transformation

• Paid advertising
o Radio, TV, web, social media (English and Spanish)
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Online Help Centers
NC Medicaid Help Center

A resource for providers to research questions and submit inquiries, the Help 
Center is an online source of information about Managed Care, COVID-19, 
Medicaid and behavioral health services. You can also search to find answers 
to questions from the Help Center mailbox, webinars and other sources.

Medicaid Help Center: 
ncgov.servicenowservices.com/sp_ncmedicaid?id=kb_view_helpcenter

NC Medicaid Beneficiary Portal
An online portal for North Carolinians receiving or wanting to apply for 
Medicaid. The portal provides Medicaid resources in an easy-to-use web 
platform. The Help Center Assistant search feature guides users to topics of 
interest to them.

Medicaid Beneficiary Portal: medicaid.ncdhhs.gov/beneficiaryportal



NC MEDICAID TRANSITION TO MANAGED CARE | MARCH 10, 2021 11

NC Medicaid Ombudsman

• Launches April 15

• Resource for beneficiaries when they are not able to 
resolve issues with their health plan or PCP

• Trained staff available to assist beneficiaries with
• Information and education on Managed Care
• Referrals
• Issue resolution

• Website: ncmedicaidombudsman.org

• Phone: 877-201-3750



NC Medicaid Managed Care 
Call Center
Enrollment specialists are available at the Call 
Center for support. The call is toll-free.

833-870-5500 (TTY 833-870-5588)

We are here to:
• Provide health plan choice counseling
• Support search for preferred PCP
• Discuss health plan services
• Enroll beneficiaries in selected health plan
• Assist with some demographic changes
• Disenroll members as needed
• Process Enrollment Broker complaints and grievances
• Facilitate appeals process
• Provide support for the website and mobile app
• Support deaf and non-English speaking beneficiaries

Monday – Saturday 

7 a.m. – 5 p.m.

833-870-5500 
(TTY 833-870-5588)

EXTENDED HOURS
7 a. m. – 8 p. m.

7 days a week during
open enrollment

March 15 - May 14, 2021



NC MEDICAID TRANSITION TO MANAGED CARE | MARCH 10, 2021 13

Call Center Update
• Live on March 1 and as of March 8: 

• 4,361 calls handled with an abandonment rate of 41%

• 4,385 unique enrollments 

• 13,518 website visits 

• 1,619 chat sessions 
• 2,396 mobile app visits 

• More than 700,000 Enrollment Packets will be 
mailed to beneficiaries by March 10
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Multi-Channel Enrollment
• Empathetic, personal help for those who need it
• Self-service and mobile options aligned with consumer 

preferences
• Beneficiaries have multiple ways to enroll and access 

support
• Chat
• Web
• Mobile
• Phone
• Mail
• Interactive Voice Response system (IVR)



Beneficiary Communication

15

Transition Notices 

Information Sheet

Samples are available for download in the County Playbook on our website
medicaid.ncdhhs.gov/transformation



Beneficiary Communication
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Health Plan Choice Guide

Samples are available for download in the County 
Playbook on our website
medicaid.ncdhhs.gov/transformation



Beneficiary Communication
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Enrollment Forms

Samples are available for download in the County Playbook on our website
medicaid.ncdhhs.gov/transformation
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WEB PORTAL
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Navigating the Home Page
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Chat
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User starts a chat session
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Choose a Provider
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Enhanced Provider Search 



Login Page to Enroll

24
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Outreach Events Home Page
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Outreach Events
Select your county
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Outreach Events
See your results
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Partner Engagement & Community Outreach

Community Outreach EventsPartner Engagement Events

Types of Events
Community education

Virtual Presentation
Community events

Virtual Informational meeting
Virtual Enrollment event

Types of Materials
Marketing materials

Flyers, Fact Sheets, etc.

Types of Materials
Marketing materials

Flyers, Fact Sheets, etc.

Types of Events
Community education

Virtual Presentation
Virtual Meet and Greet

Community events
Virtual Informational meeting

NCEB_Outreach_Management_Team@maximus.com
To request a presentation for a community event please email



NC MEDICAID MANAGED CARE | PRESENTATION TITLE | PRESENTATION DATE 29

Outreach Materials 
POSTERFACT SHEET PALM CARD

FLYER

Materials are available for download in the County Playbook on our website
medicaid.ncdhhs.gov/transformation

https://medicaid.ncdhhs.gov/transformation
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Introductory Video

The NC Medicaid Managed Care introductory video reviews 
key information including:

• What is a primary care provider (PCP)?
• What is a health plan?
• What health plans are available?
• What do beneficiaries need to do?
• What happens after beneficiaries enroll?
• Key dates for enrollment
• How and where to get answers

to additional questions
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Major Upcoming Milestones

March 15
• Managed Care Open Enrollment begins
• Beneficiaries can use the website, mobile app and NC Medicaid 

Managed Care Call Center to find their doctor and select a health plan

April 12 Deadline for providers to submit contracts to PHPs for their information to 
be used in auto-enrollment

April 15 Reminder postcards

May 14 Open Enrollment Ends

May 15
• Beneficiaries who have not chosen a health plan will be “auto-enrolled” 

in a plan and notified by mail
• Transition of care activities implemented

July 1
• Medicaid beneficiaries start receiving care through Managed 

Care Providers
• Beneficiaries have 90 days to change their plan selection
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Partnering to Help Inform Beneficiaries

Sharing key messages

• Medicaid services will be administered and 
reimbursed by health plans.

• Beneficiaries will be able to choose a health plan 
and primary care provider (PCP)

• Open Enrollment begins March 15

• Medicaid services will not change, but health plans 
may offer enhanced services to plan members

• Medicaid eligibility rules and processes will not 
change because of Medicaid Managed Care
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A recording of the webinar will be available on 
NC Medicaid website March 11 

medicaid.ncdhhs.gov/transformation/more-information

Questions from the webinar will be added to the 
NC Medicaid Help Center available on our website

ncgov.servicenowservices.com/sp_ncmedicaid?id=kb_view_helpcenter

NC Medicaid Transformation Website 
ncdhhs.gov/medicaid-transformation

Questions & Answers

https://medicaid.ncdhhs.gov/transformation/more-information
http://www.ncdhhs.gov/medicaid-transformation
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Connecting with Resources

NC Medicaid Managed Care website 
ncmedicaidplans.gov

NC Medicaid Transformation information
(includes County and Provider Playbooks)

medicaid.ncdhhs.gov/transformation

Requests for presentations or to provide feedback
medicaid.NCengagement@dhhs.nc.gov

https://ncmedicaidplans.gov/
https://medicaid.ncdhhs.gov/transformation
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