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About this webinar
Will this presentation be shared?
Yes. A recording of this meeting and the slide deck will both be posted on 
the PHE Planning webpage in a few days.
https://hcpf.colorado.gov/covid-resources-county-and-eligibility-partners

Will all of your questions be answered?
We will have time for questions at the end of the data section. We have a 
team of staff answering questions put into the Q/A throughout the 
presentation, but we may not get to all of them. Frequently asked questions 
will be added to FAQs in the Eligibility Resources webpage and PHE Planning 
webpage. Question themes from prior meetings are already posted.
https://hcpf.colorado.gov/training-topics-reference-documents-and-guides
https://hcpf.colorado.gov/covid-19-public-health-emergency-faqs

2

Presenter
Presentation Notes
Marivel

https://hcpf.colorado.gov/covid-resources-county-and-eligibility-partners
https://hcpf.colorado.gov/training-topics-reference-documents-and-guides
https://hcpf.colorado.gov/covid-19-public-health-emergency-faqs


Today’s Agenda
1. Reformatted MA Renewal Packet  

2. PEAK Update

3. Individual Level Ex Parte

4. Reinstatement of Individual Level Ex Parte

5. COVID Locked In Special Populations Renewals

6. Appeals Continuation of Benefits

7. LTC Population Initiative

8. Published Data 

9. Let’s Hear From You!
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Reformatted MA Renewal 
Packet  

Wendy Riola, HCPF
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Hi, my name  and today I’m going to share some details



Redesigned MA Renewal Packet
● Updated based on feedback from members, the 

community, eligibility sites and lessons learned 
from other form redesign projects.

● Color CO seal added to envelope window to 
help prevent it from being mistaken for junk 
mail.

● The form is shorter:
○ No extra blank spaces and fewer pages.
○ Dynamic based on pre-population.

● Less pages to fill in financial information.
● Blank page at the end of the packet to add 

more information.
● Additional emphasis on signing
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New renewal templates can be found at 
https://hcpf.colorado.gov/training-topics-reference-
documents-and-guides

Presenter
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HCPF has optimized the design of the MA Renewal Packet to be user friendly for both members and workers.
 
The redesign makes pre-populated information dynamic and has reduced the number of pages in the Renewal Packet up to 35%.
 
This redesigned MA Renewal Packet will save members and workers time by not just reducing the number of pages they must process but also consolidating the various sections.
 
The reduction in pages will also result in savings on Client Correspondence cost. 
 
Updated based on feedback from members, the community, eligibility sites and lessons learned from other redesign projects.
Color CO seal added to envelope window to help prevent it from being mistaken for junk mail. 
The form is shorter:
No extra blank spaces and fewer pages.  
Dynamic based on pre-population.
Less pages to fill in financial information. 
Blank page at the end of the packet to add more information. 
Additional emphasis on signing
 
And you can see there is a link in the slide deck where you can find the templates for the new renewal forms.


https://hcpf.colorado.gov/training-topics-reference-documents-and-guides


Poll Questions:

Do you think the redesigned MA renewal packet 
will have a positive impact on the MA renewal 
process?  Y/N
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And now we are going to post a short poll. This poll will be on your screen for a few minutes - we appreciate your feedback.. Next slide please. 




PEAK Updates

Mike West, HCPF

7

Presenter
Presentation Notes
Wendy 1:06 - 1:16
Hi, my name  and today I’m going to share some details



Code for America 2023 
State Benefits Guide Survey
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PEAK is being used and we are lucky Coloradans use it.

But as it has grown, our maintenance and modernization has not matched that grown.

PEAK is a very small portion of our investment in CBMS/PEAK



“Our constituents expect their government to be 
modern, innovative, responsive, and digital.”
State of Colorado Digital Government 2022 Strategic Plan

76% of all households with income less than 
$30,000 have a smartphone and 27% of those same 
households do not have broadband. 
PEW 2021 Mobile Technology and Home Broadband  Study

Best practice principles used to do our work 9
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Plain Language
What is “plain language”?
Writing in plain language means writing with your audience in mind, and 
making sure your message is clear, concise, and easy for them to 
understand. It can also mean using human-centered design principles 
when developing something for your audience.

Our goal for plain language on PEAK
One of our biggest goals has been to heal and rebuild trust with PEAK 
users by using simplified, trauma-informed language and design.

Since October 2020 over 12,000 person hours have been dedicated 
to reviewing visual designs and almost all content in PEAK

PEAK has a dedicated agile workstream for Plain Language 
enhancements.

Best practice principles used to do our work 10
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What is happening in CHATBOT – Renewal Data
● An in application CHAT 

feature is best practice 
among States

● 40% of all Chats occur 
outside business hours

11

Presenter
Presentation Notes
PEAK is being used and we are lucky Coloradans use it.

But as it has grown, our maintenance and modernization has not matched that grown.

PEAK is a very small portion of our investment in CBMS/PEAK



PEAK Abandoned vs Submitted

PEAK Salesforce Data

More applications are 
renewal applications 
than new applications 
and trending upward. 
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PEAK Data 5 Top Reasons for Application Abandonment

• Top three categories most likely reflect 
end users realizing it will take some time 
and that they need to have information for 
the process. Many end users come to 
PEAK expecting the same experience as 
other applications like DoorDash etc.

• PEAK users are advised it could take 40 
minutes to complete an application.

• Top three categories most likely reflect 
end users realizing it will take some time 
and that they need to have information for 
the process. Many end users come to 
PEAK expecting the same experience as 
other applications like DoorDash etc.
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What do PEAK users say in AFB Post Survey?

94% of AFB users since 06/25/2023 tell us 
the new PEAK AFB module is OK or 
Helpful
Post application survey has a response 
rate of 10% 

AFB abandonment rate 3 months post 
release vs 3 months prior to release are 
down 31% 
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What is happening in PEAK future
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What is happening in PEAK future

UX backlog has > 100 items
Strategic backlog > 25 items
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Across the Desk Projects 
(focused on 22-235)
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What is happening in Communications Direct Update Project 
Released in August?

Post release tracking indicates an average of 4,254 communications preferences changes
directly updating into CBMS and not displaying in PEAK Inbox for caseworker review
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PEAK is a very small portion of our investment in CBMS/PEAK



Poll Question:

Are you referring members to use PEAK for their 
renewal?  Yes/No
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Individual Level Ex Parte

Tammy Costello, HCPF
Shawn Bodiker, HCPF
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● CMS clarified guidance on ex parte at the individual level
○ This is a positive effect for the member
○ Short-term system fix was implemented on October 14, 2023 

■ Updated MA renewal process evaluates eligibility at the
individual level at the final review
● Individuals deemed eligible at MA Ex Parte Step A will be 

approved,if possible, even if a Renewal Packet/Signature 
page is not returned at final review

■ Temporary extension was provided for all members in Sept/Oct 
2023 until fix was implemented

○ Long-term system fix will occur down the road
○ RAEs outreaching to members
○ HCPF Customer Contact Center outreaching to LTC members

Individual Level Ex Parte

Presenter
Presentation Notes
According to CMS, Medicaid renewal requirements mandate that ex parte processes must occur at the individual level, not at the household level. CCurrently MA Ex Parte (Step A) is completed at the individual level, but the renewal was ultimately processed at the household level. We updated the MA renewal process to evaluate eligibility at the
individual level at the final review. We will identify individuals deemed eligible at MA Ex Parte Step A and will approve them, if possible, even if a Renewal Packet/Signature page is not returned at final review. If the Packet/Signature page is returned timely, an appropriate eligibility determination will still be made at the individual level.


HCPF received new guidance from the Centers for Medicare and Medicaid Services (CMS) on August 30, 2023HCPF is implementing a temporary renewal extension for all members up for renewal in September and October until we implement a short-term system change in mid October to bring us into compliance with CMS guidance. The extension and short-term system change will not impact the member’s experience of the renewal process. 

LTC extension: 
HCPF is leveraging additional flexibility from CMS to provide a 60 calendar day extension to complete the renewal process for our vulnerable populations, including Long Term Care (LTC), individuals on Waivered Services, and Buy-In recipients who have not returned their renewal packet on time during COVID Unwind. The extension will take effect starting September 5th and last for the remainder of the unwind period - through June 2024. 



Individual Ex Parte 
Short-Term Solution Example
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01/05/24

Renewal Packet Due

Family does not send back renewal 
packet

01/15/24

System automatically runs renewals

Since we identified child was eligible 
at ex parte, child will be approved
for CHP+ and Mom will be 
terminated for failure to return the 
renewal packet

11/12/23

Ex Parte for January 2024 Renewals

- Mom and child
- Income interface received and 
income at 160% FPL
- Child “eligible” for CHP+, Mom 
over income = Renewal packet 
mailed out for household

11/15/23

Renewal Packet Mailed

Prepopulated packet sent requesting 
information for both Mom and child



Reinstatement of 
Medical Programs 

Tammy Costello, HCPF
Shawn Bodiker, HCPF
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● Individual Ex Parte Reinstatement Guidance
○ Individuals at renewal that were terminated for failure to return the renewal 

packet or renewal signature must have coverage reinstated based on prior ex 
parte results

● CBMS Project “Reinstatement for Medical Assistance Project CPPM-8756” 
○ Phase 1 of the project will occur over the week of October 30, 2023 
○ Individuals that were identified as eligible at ex parte will be reinstated 

■ Retroactive reinstatement for eligible individuals will occur for the renewal 
months of May, June, July & August 2023 

○ A one-time NEW correspondence will be  sent to reinstated individuals 
○ Reinstatement for identified individuals will be systematically completed by 

the end of November. 
■ Phase 1 by November 3rd
■ Phase 2 by November 30th

Reinstatement 
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Presentation Notes
Temporary extension (ex-parte)
HCPF received new guidance from the Centers for Medicare and Medicaid Services (CMS) on August 30, 2023HCPF is implementing a temporary renewal extension for all members up for renewal in September and October until we implement a short-term system change in mid October to bring us into compliance with CMS guidance. The extension and short-term system change will not impact the member’s experience of the renewal process. 

LTC extension: 
HCPF is leveraging additional flexibility from CMS to provide a 60 calendar day extension to complete the renewal process for our vulnerable populations, including Long Term Care (LTC), individuals on Waivered Services, and Buy-In recipients who have not returned their renewal packet on time during COVID Unwind. The extension will take effect starting September 5th and last for the remainder of the unwind period - through June 2024. 



Reinstatement Example

03/12/23

Ex Parte for May 2023 
Renewals

- Mom and child on case
- Income verified at 160% 
FPL
- Mom not eligible and child 
eligible for CHP = Renewal 
packet mailed out

03/15/23

May renewal packet mailed 
out

05/05/23

May renewal packet due 
back

05/15/23

Renewal packet not returned

Both mom and child would 
have terminated for failure to 
send the renewal packet

06/01/23

Benefits ended

Coverage ends, no longer 
eligible for services as of 
06/01/2023

10/30/23

Reinstatement for ex parte 
individuals

System identifies that child 
was a pass at ex parte on 
3/12/2023. Child will be 
reopened as of 6/1/2023 and 
be on continuous eligibility 
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● CBMS will identify members at the individual level who were terminated 
at ex parte (renewal months May- Aug 2023) but should have been 
approved and reinstate their Medical program benefits

● This is a one-time system update for identified individuals, not an ongoing 
process

● An auto-populated case comment will be created in CBMS for cases with 
individuals that were reinstated. 
○ Case comment: “Individual reinstated due to ex parte in accordance 

with federal compliance”

What you need to know on 
Reinstatement

Presenter
Presentation Notes
Temporary extension (ex-parte)
HCPF received new guidance from the Centers for Medicare and Medicaid Services (CMS) on August 30, 2023HCPF is implementing a temporary renewal extension for all members up for renewal in September and October until we implement a short-term system change in mid October to bring us into compliance with CMS guidance. The extension and short-term system change will not impact the member’s experience of the renewal process. 

LTC extension: 
HCPF is leveraging additional flexibility from CMS to provide a 60 calendar day extension to complete the renewal process for our vulnerable populations, including Long Term Care (LTC), individuals on Waivered Services, and Buy-In recipients who have not returned their renewal packet on time during COVID Unwind. The extension will take effect starting September 5th and last for the remainder of the unwind period - through June 2024. 



Reinstatement Letter Examples 
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COVID Locked-In 
Special Populations 

Renewals 

Tammy Costello, HCPF
Shawn Bodiker, HCPF
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● One-time only change was made to Former Foster Care (FFC), Social 
Security Income (SSI), and Old Age Pension (OAP)-MA recipients’ cases
in addition to select help desk ticket (HDT) cases that were erroneously 
locked into continuous coverage when their May 2023 renewals for Medical 
Assistance (MA) were completed.

● All affected members had their MA Renewal Date set to January 2024.
○ They will undergo the MA Ex Parte process starting in November 2023. 

■ They are required to complete the MA renewal process in order 
to
retain their current benefits, have their eligibility redetermined 
for another category of Medical Assistance, or be terminated.

● COVID Unwind Special Population Renewals desk aid was created by SDD 
and  published in the COLearn Document Library on October 9, 2023.

COVID Locked-In Special Populations



Appeals Continuation of 
Benefits 

Shawn Bodiker, HCPF

30

Presenter
Presentation Notes
1:16-1:30PM 




31

● CMS approved a 1902(e)(14)(A) waiver, effective September 25, 2023, that 
provides flexibilities throughout COVID on  State Fair Hearings

● Members who have filed a State Fair Hearing within 60 days of their Date 
of Action will have continued benefits reinstated back to the closure 
date(not applied to dispute resolution conferences)

● Eligibility Sites are not allowed to recoup from the member the cost of 
benefits provided while pending final administrative action, regardless of 
the hearing decision (includes dispute resolutions conferences)

● CBMS Communication (corrected version) sent out 10/24/23

Appeals Continuation of Benefits

CBMS Communication title “CORRECTED:  HCPF - Medical Assistance Appeals Strategy During the COVID 
Unwind via E14 Authority  (CBMS 2891_10232023)”



LTC Population
Initiative 

Lisa Pera, HCPF
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● Temporary renewal extension for LTC members through June 2024
○ LTC includes NF/300%, HCBS waivers & Buy-in for adults & children
○ CMS strategy allowed for a month delay, HCPF sought approval for 

two months
○ Renewals are being ‘paused’ in the system for 6o days from the 

renewal month to provide additional time
○ Targeted outreach coming from the HCPF Outbound Contact Center 

(OBCC) located in the Member Contact Center (MCC)

LTC Population Renewals

Presenter
Presentation Notes
Temporary extension (ex-parte)
HCPF received new guidance from the Centers for Medicare and Medicaid Services (CMS) on August 30, 2023HCPF is implementing a temporary renewal extension for all members up for renewal in September and October until we implement a short-term system change in mid October to bring us into compliance with CMS guidance. The extension and short-term system change will not impact the member’s experience of the renewal process. 

LTC extension: 
HCPF is leveraging additional flexibility from CMS to provide a 60 calendar day extension to complete the renewal process for our vulnerable populations, including Long Term Care (LTC), individuals on Waivered Services, and Buy-In recipients who have not returned their renewal packet on time during COVID Unwind. The extension will take effect starting September 5th and last for the remainder of the unwind period - through June 2024. 



LTC Population Renewals Process
● HCPF OBCC calls Member
● If assistance is requested, HCPF OBCC creates a ticket in the County 

Escalation Queue
● Ticket is sent to County/Eligibility Site according to defined criteria

○ Combo case
○ Buy-in
○ EAP site supported County

● County/Eligibility Site assists member in completing the renewal
● County/Eligibility Site reports back to close the ticket

○ Daily/Weekly/Monthly reports

34



Published Data 
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Visit our Data Reporting Page

● Historical context from pre-
pandemic renewals

● Monthly point in time data 
reports

● Links to the slides from this 
webinar with demographic 
breakouts

● Overview of reporting 
elements and what they 
mean

● FAQs and more…

36https://hcpf.colorado.gov/covid-19-phe-planning

Presenter
Presentation Notes
Rachel



May - August Data Overview
● May was the first month of regular renewals - too early for trends.

○ Members have additional 90 days to return packets 

● May data pulled on June 26 matches pre-pandemic rates: 
56% renewed - estimated 57% pre-pandemic
○ 42% disenrolled - 41% pre-pandemic

○ Of those disenrolled, procedural denials were 26% - 12% pre-pandemic

○ Only 3% voluntarily disenrolled - should be higher given our outstanding 
unemployment rate
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Four Months of Renewals

Based on pre-pandemic data, on average about half of those losing coverage become eligible 
for Medicaid again within two years. 
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Understanding renewals in the context of historical information is important. Health First Colorado had renewals pre pandemic and you can see on the chart the comparisons to pre pandemic for losing coverage, and for coverage loss reasons.  Historical information shows us that nearly 50% of those who lose coverage are back on within 2 years as their household circumstances change.

The pie chart to the side shows where we plan to focus on additional outreach opportunities to meet our goal of Keeping Coloradans Covered.  Like other states we are seeing Failure to Complete the Renewal as a  top reason for being denied coverage - these are individuals we can reach and that are choosing not to return their packets or turn them in after deadlines - we will focus our outreach section on how to reach these folks to get them to take action.  The other area where we are seeing high rates of denial are for those who we can’t find/reach.  This is a major challenge which we have all been working on together with the update your address campaign - this shows we still have work to do to make sure our members have given us their updated contact information.  



47% of August 
cohort were 
renewed for 
coverage 

NOTE: 90 day reconsideration 
period means others denied 
may come back onto coverage 
AFTER responding.
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In August, 47% were renewed for coverage, many through our automatic renewal or “ex parte” process.  Those renewed are represented as green in the above visual.  Keep in mind the monthly data reports are a snapshot in time - so anyone who is pending or comes back onto coverage during the 90 day reconsideration period is not reflected in the snapshot in time.

Of those who turned in renewals, some were determined to be eligible, some were no longer be eligible.  The federal government looks at these denials reasons in two large buckets, no longer eligible because of “eligiblity reasons” and no longer eligible because of “procedural” reasons.  Its critically important to understand that just because you are denied, does not mean that you will be uninsured and because you can come back onto Health First Colorado at any time (as long as you qualify) you could come back onto coverage.  I’ll go into details in the next slide.



Top Eligibility 
Denial Reasons -
Majority Over 
Income (54%)

NOTE: CMS data reporting includes 
all eligibility denials within “sent to 
marketplace”.  The marketplace is 
prioritizing outreach to certain 
denial reasons.
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Not surprisingly - given Colorado strong economy - the highest percentage of those no longer eligible for “eligiblity reasons” was for being over income.  The second highest reason for our May cohort was for household changes/no longer living in the household.  This makes sense given the vast changes that can happen with households during and after the pandemic - aging off of Medicaid for example.  Other common reasons are shown on this chart.  



Questions?
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5 minutes of Q&A 



Let’s Hear From You!
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Contact Info
Marivel Klueckman

Eligibility Division Director, HCPF
marivel.klueckman@state.co.us

Lisa Pera
Eligibility Division Deputy Director, HCPF

Lisa.Pera@state.co.us

Tammy Costello
Eligibility Systems Manager, HCPF

Tammy.Costello@state.co.us

Shawn Bodiker
Eligibility Policy Manager, HCPF

Shawn.Bodiker@state.co.us
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Thank You!
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