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The Honorable Jessica Rosenworcel
Chairwoman

Federal Communications Commission
45 12th Street SW

Washington, DC 20554

Re: Comment on CG Docket No. 02-278 Relating to Enrollment in Medicaid
and Other Governmental Health Coverage Programs

Dear Chairwoman Rosenworcel:

The Medicaid and CHIP Payment and Access Commission (MACPAC)
appreciates the opportunity to comment on the U.S. Department of Health
and Human Services (HHS) and Centers for Medicare & Medicaid Services
(CMS) letter to the Federal Communications Commission (FCC) on April 28,
2022. HHS and CMS requested an opinion on the permissibility of Medicaid
program representatives and contractors (including local governments,
managed care plans, and other entities) using text messages and automated
calls to Medicaid and State Children’s Health Insurance Program (CHIP)
beneficiaries under the Telephone Consumer Protection Act (TCPA, P.L. 102-
243). MACPAC is a non-partisan legislative branch agency that provides
policy and data analysis and makes recommendations to Congress, the
Secretary of HHS, and the states on a wide array of issues affecting
Medicaid and CHIP.

In their letter, HHS and CMS state that the use of text messages and
automated pre-recorded telephone calls to individuals’ cell phones is an
important tool for states and their partners to use to reach Medicaid
enrollees, particularly as states resume eligibility redeterminations and
renewals at the end of the COVID-19 public health emergency (PHE). One
estimate suggests that up to 15.8 million individuals could lose Medicaid
coverage when the PHE ends (Buettgens and Green 2022).

As HHS and CMS note in their letter, communicating with beneficiaries about
the steps they will need to take to confirm their eligibility for Medicaid or
other coverage programs is necessary to prevent their loss of coverage due
to administrative reasons, even though they remain otherwise eligible.
Examples of such reasons include the state not having accurate addresses
or beneficiaries not returning needed forms. To reach out to all enrollees in
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the short amount of time before the end of the PHE, Medicaid programs will need to use multiple, cost-
effective modes of communication. However, HHS and CMS note that concerns about violating the TCPA
has hindered efforts by states and their partners in using text messages and automated, prerecorded
calls.

MACPAC has recently convened two expert panels to discuss the challenges states face in reaching
beneficiaries and the need for effective communication strategies as they prepare for the end of the PHE
(MACPAC 2022b, 2020). Speakers on these panels shared CMS’ concerns, noting that many of these
challenges are not unique to the pandemic but are exacerbated by it, including, for example, having
outdated addresses for beneficiaries with unstable housing. In addition, mailed notices may not reach
beneficiaries in a timely fashion or even at all, as notices can get lost in the mail (MACPAC 2022a).
Moreover, change-of-address requests may not be processed timely by the post office or by Medicaid
(PerryUndem 2022).

MACPAC is concerned about the potential for coverage loss by individuals who remain eligible but do not
complete renewals because they do not receive mailed notices. MACPAC agrees with CMS that ensuring
states have accurate contact information for all beneficiaries is critical. Most Medicaid enrollees own
smartphones and many individuals rely on their phone for internet access and to complete tasks such as
applying for benefits (Palmer 2019, Majerol and Carroll 2018). The use of text messages and automated
phone calls could help ensure beneficiaries update their contact information with the state and receive
information about redeterminations and renewals, which could help mitigate coverage losses (Serafi et
al. 2022). Text messaging also provides an alternative means of communication for Medicaid enrollees
with disabilities or those who have language or communication barriers. For example, texting is a
preferred mode of communication for people whose primary means of communication is American Sign
Language (Molina Healthcare 2020).

Michigan and Louisiana have already piloted the use of text messages to reach Medicaid beneficiaries.
Michigan is piloting the use of multiple modalities to reach applicants, such as the use of two-way
texting and phone calls to verify information rather than issuing requests for information via mail
(MACPAC 2022a). Preliminary results indicate that caseworkers have greater satisfaction from
processing determinations rapidly. Beneficiaries have been generally receptive to communicating with
phone and text and like receiving benefits the same day they submit their applications (MAC Learning
Collaboratives 2021). Louisiana conducted a pilot in 2019 to send text reminders to beneficiaries during
the eligibility and renewal processes and state officials noted that they saw good results in the pilot
(MACPAC 2022a, Code for America 2019). Both Michigan and Louisiana’s experiences indicate that the
use of text messaging and phone calls could be effective tools to communicate with beneficiaries about
changes due to the ending of the PHE.

MACPAC also recently conducted focus groups with Medicaid beneficiaries in four states. We learned
that their preferences for mode of communication and use of technology vary but many would like to
receive text messages from the state regarding their coverage and a smaller number said they thought
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automated phone messages would also be useful (PerryUndem 2022). The majority of focus group
participants said they receive their renewal notices in the mail, with some also receiving email or text
notifications as well. Some participants who do not receive text reminders at renewal expressed that they
would like to receive them. Many participants said they would like to receive additional reminders about
their renewal (PerryUndem 2022). We note that in its letter to the FCC, CMS indicates that state agencies
and their contractors would send such reminders via text message and automated phone calls.

Focus group participants also identified the need for states to use multiple communication methods. For
example, some participants preferred phone or mail communication because they were not comfortable
with online technology, while others preferred online and mobile technologies. Some individuals thought
online notifications were more reliable than mailed notices. Many participants also noted that a
combination of different methods (e.g., text messages, emails, postcards or mailed notices, automated
phone messages) would be helpful (PerryUndem 2022). Based on this feedback from beneficiaries, it is
likely that many beneficiaries will respond positively to the greater use of text messages and automated
phone calls, while others will continue to rely on traditional methods such as mailed notices.

We appreciate the chance to comment and hope MACPAC's findings about the need for multiple,
effective communication strategies as states prepare for the end of the PHE is helpful as you consider
the issues raised in the HHS and CMS request. We encourage the FCC to take this opportunity to help
ensure that Medicaid programs have as many modalities as possible to reach members.

Sincerely,
Welame. Relle

Melanie Bella, MBA
Chair

Cc:
Secretary Becerra
Administrator Brooks-LaSure

References

Brooks, T., A. Gardner, A. Osorio, et al. 2022. Medicaid and CHIP eligibility and enrollment policies as of January 2022: Findings
from a 50-state survey. Washington, DC: Kaiser Family Foundation. https://www.kff.org/report-section/medicaid-and-chip-
eligibility-and-enrollment-policies-as-of-january-2022-findings-from-a-50-state-survey-report/.

Medicaid and CHIP Payment
and Access Commission
www.macpac.gov


https://www.kff.org/report-section/medicaid-and-chip-eligibility-and-enrollment-policies-as-of-january-2022-findings-from-a-50-state-survey-report/
https://www.kff.org/report-section/medicaid-and-chip-eligibility-and-enrollment-policies-as-of-january-2022-findings-from-a-50-state-survey-report/

Buettgens, M., and A. Green. 2022. What will happen to Medicaid enrollees’ health coverage after the public health
emergency? Washington, DC: Urban Institute. https://www.urban.org/sites/default/files/2022-03/what-will-happen-to-
medicaid-enrollees-health-coverage-after-the-public-health-emergency_1_1.pdf.

Code for America. 2019. LA'MESSAGE. https://www.codeforamerica.org/features/louisiana-demo/.

Majerol, M., and W. Carroll. 2018. Medicaid and digital health: Findings from the Deloitte 2018 survey of US health care
consumers. https://www?2.deloitte.com/us/en/insights/industry/public-sector/mobile-health-care-app-features-for-
patients.html.

Medicaid and CHIP (MAC) Learning Collaboratives. 2021. Ensuring continuity of coverage and preventing inappropriate
terminations for eligible Medicaid and CHIP beneficiaries: Part 1. https://www.medicaid.gov/state-resource-
center/downloads/mac-learning-collaboratives/ensrng-contnty-cvrg-prvntng-inprprte-trmntns-part-1.pdf.

Medicaid and CHIP Payment and Access Commission (MACPAC). 2022a. Beneficiary preferences for communications
regarding eligibility, enrollment, and renewal. Washington, DC: MACPAC. https://www.macpac.gov/publication/beneficiary-
preferences-for-communications-regarding-eligibility-enrollment-and-renewal-2/.

Medicaid and CHIP Payment and Access Commission (MACPAC). 2022b. Panel discussion: Update on restarting Medicaid
eligibility redeterminations. January 2022. Washington, DC: MACPAC. https://www.macpac.gov/public_meeting/january-
2022-macpac-public-meeting/.

Medicaid and CHIP Payment and Access Commission (MACPAC). 2021. Beneficiary preferences for communications
regarding eligibility, enrollment, and renewal. September 2022. Washington, DC: MACPAC.
https://www.macpac.gov/public_meeting/september-2021-macpac-public-meeting/.

Medicaid and CHIP Payment and Access Commission (MACPAC). 2020. Panel: Restarting Medicaid eligibility
redeterminations when the public health emergency ends. October 2020. Washington, DC: MACPAC.
https://www.macpac.gov/public_meeting/october-2020-macpac-public-meeting/.

Molina Healthcare. 2020. Tips for communicating with people with disabilities & seniors. Long Beach, CA: Molina
Healthcare. https://www.molinahealthcare.com/-/media/Molina/PublicWebsite/PDF/Providers/sc/medicaid/Provider-ED-
series-Tips-for-Communicating-SPD-SC.pdf.

Palmer, D. 2019. The missed opportunity in online benefits applications: mobile first. https://medium.com/code-for-
america/the-missed-opportunity-in-online-benefits-applications-mobile-first-3aa870cc266b.

PerryUndem. 2022. Beneficiary experiences with the Medicaid enrollment and renewal processes. Washington, DC:
Medicaid and CHIP Payment and Access Commission. https://www.macpac.gov/publication/beneficiary-experiences-with-
the-medicaid-enrollment-and-renewal-processes/.

Serafi, K., A. Dworkowitz, and M. Budros. 2022. Text messaging: An important communication and outreach strategy as
states unwind the federal Medicaid continuous coverage requirement. Princeton, NJ: State Health and Value Strategies.
https://www.shvs.org/text-messaging-an-important-communication-and-outreach-strategy-as-states-unwind-the-federal-
medicaid-continuous-coverage-requirement.

Medicaid and CHIP Payment
and Access Commission
www.macpac.gov


https://www.urban.org/sites/default/files/2022-03/what-will-happen-to-medicaid-enrollees-health-coverage-after-the-public-health-emergency_1_1.pdf
https://www.urban.org/sites/default/files/2022-03/what-will-happen-to-medicaid-enrollees-health-coverage-after-the-public-health-emergency_1_1.pdf
https://www.macpac.gov/publication/beneficiary-preferences-for-communications-regarding-eligibility-enrollment-and-renewal-2/
https://www.macpac.gov/publication/beneficiary-preferences-for-communications-regarding-eligibility-enrollment-and-renewal-2/
https://www.macpac.gov/public_meeting/january-2022-macpac-public-meeting/
https://www.macpac.gov/public_meeting/january-2022-macpac-public-meeting/
https://www.macpac.gov/public_meeting/september-2021-macpac-public-meeting/
https://www.macpac.gov/public_meeting/october-2020-macpac-public-meeting/
https://www.molinahealthcare.com/-/media/Molina/PublicWebsite/PDF/Providers/sc/medicaid/Provider-ED-series-Tips-for-Communicating-SPD-SC.pdf
https://www.molinahealthcare.com/-/media/Molina/PublicWebsite/PDF/Providers/sc/medicaid/Provider-ED-series-Tips-for-Communicating-SPD-SC.pdf
https://www.macpac.gov/publication/beneficiary-experiences-with-the-medicaid-enrollment-and-renewal-processes/
https://www.macpac.gov/publication/beneficiary-experiences-with-the-medicaid-enrollment-and-renewal-processes/
https://www.shvs.org/text-messaging-an-important-communication-and-outreach-strategy-as-states-unwind-the-federal-medicaid-continuous-coverage-requirement
https://www.shvs.org/text-messaging-an-important-communication-and-outreach-strategy-as-states-unwind-the-federal-medicaid-continuous-coverage-requirement




Accessibility Report





		Filename: 

		Comment Letter Re CG Docket No 02-278 Relating to Enrollment in Medicaid.pdf









		Report created by: 

		



		Organization: 

		







[Enter personal and organization information through the Preferences > Identity dialog.]



Summary



The checker found no problems in this document.





		Needs manual check: 2



		Passed manually: 0



		Failed manually: 0



		Skipped: 0



		Passed: 30



		Failed: 0







Detailed Report





		Document





		Rule Name		Status		Description



		Accessibility permission flag		Passed		Accessibility permission flag must be set



		Image-only PDF		Passed		Document is not image-only PDF



		Tagged PDF		Passed		Document is tagged PDF



		Logical Reading Order		Needs manual check		Document structure provides a logical reading order



		Primary language		Passed		Text language is specified



		Title		Passed		Document title is showing in title bar



		Bookmarks		Passed		Bookmarks are present in large documents



		Color contrast		Needs manual check		Document has appropriate color contrast



		Page Content





		Rule Name		Status		Description



		Tagged content		Passed		All page content is tagged



		Tagged annotations		Passed		All annotations are tagged



		Tab order		Passed		Tab order is consistent with structure order



		Character encoding		Passed		Reliable character encoding is provided



		Tagged multimedia		Passed		All multimedia objects are tagged



		Screen flicker		Passed		Page will not cause screen flicker



		Scripts		Passed		No inaccessible scripts



		Timed responses		Passed		Page does not require timed responses



		Navigation links		Passed		Navigation links are not repetitive



		Forms





		Rule Name		Status		Description



		Tagged form fields		Passed		All form fields are tagged



		Field descriptions		Passed		All form fields have description



		Alternate Text





		Rule Name		Status		Description



		Figures alternate text		Passed		Figures require alternate text



		Nested alternate text		Passed		Alternate text that will never be read



		Associated with content		Passed		Alternate text must be associated with some content



		Hides annotation		Passed		Alternate text should not hide annotation



		Other elements alternate text		Passed		Other elements that require alternate text



		Tables





		Rule Name		Status		Description



		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot



		TH and TD		Passed		TH and TD must be children of TR



		Headers		Passed		Tables should have headers



		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column



		Summary		Passed		Tables must have a summary



		Lists





		Rule Name		Status		Description



		List items		Passed		LI must be a child of L



		Lbl and LBody		Passed		Lbl and LBody must be children of LI



		Headings





		Rule Name		Status		Description



		Appropriate nesting		Passed		Appropriate nesting










Back to Top

