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COMMUNICATIONS

WHY IS IT IMPORTANT?

For more than two years, Alabama Medicaid
has continued to process applications and
renewals for recipients throughout the COVID19 Public Health Emergency (PHE). Recipients
enrolled with Alabama Medicaid will keep their
coverage until the PHE ends unless they move
out of state, request to be removed, or pass
away. In preparation for the end of the PHE,
the Agency must prepare to redetermine
eligibility for all Alabama Medicaid recipients
currently enrolled in the program.

It is important for all Alabama Medicaid providers,
state agencies, and other partners to communicate a
consistent message to Medicaid recipients:
“Medicaid must be renewed every year. Stay up
to date about changes that can affect your
benefits. To get notified, update your mailing
address and other information with Alabama
Medicaid Agency as soon as possible.”
When the COVID-19 PHE ends, the process of
redetermining individuals will present a risk of
coverage loss for eligible Medicaid recipients if
information is not current. To avoid any cancellation
of coverage for eligible recipients, this toolkit will
provide clear messaging and resources for
healthcare professionals to relay to recipients as
Alabama prepares to return to normal Medicaid
enrollment processes.
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KEY MESSAGES

& TIMELINE

Planning for the end of the
continuous
Check
Yourcoverage
Mail requirement necessitates a
phased communications plan in order to reach recipients with a consistent
message across multiple channels. Each phase is designed to invoke a call to
action by recipients to ensure their personal information is as accurate as possible
for a smooth Agency transition over the redetermination period.
Information will be provided as it becomes available for the following phases:

Get Ready
Renew your Medicaid
every year. Stay up to
date about changes
that can affect your
benefits. Update your
mailing address and
other personal
information with the
Alabama Medicaid
Agency as soon as
possible to get
notified.
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Check Your Mail
If you get a letter or
form from Alabama
Medicaid in the mail,
make sure you
complete and return it
to Medicaid as soon as
possible.

Renew
If you were not
automatically
renewed, you will
receive a renewal form
in the mail. Fill it out
and return it to
Alabama Medicaid
right away so you are
not at risk for losing
your Medicaid
coverage.

Key Messages & Timeline

KEY MESSAGES

ACCESSIBILITY

The Alabama Medicaid Agency complies
with applicable Federal civil rights laws
and does not discriminate on the basis of
race, color, national origin, age, disability
or sex. Alabama Medicaid does not
exclude people or treat them differently
because of race, color, national origin, age,
disability or sex.
If you, or someone you are helping has
questions about Medicaid, you have a
right to free aids and services if you are
disabled, or language services if your
primary language is not English. Alabama
Medicaid offers assistance for the
following:

Deaf/Hard of Hearing?

People who are deaf or hard of hearing may call
for assistance updating their address and other
personal information:
(TeleTYpe) TTY: (800) 253-0799

Language Assistance

If your primary language is not English, the
Agency will translate information upon request
within a list of 15 most prevalent languages. If
you have a recipient who needs translation
services, language assistance services are
available to you free of charge. Call 1-800-3621504 or (TTY: 1-800-253-0799).

Visually Impaired?

Recipients who are visually impaired may contact
the Recipient Call Center toll free at
1-800-362-1504 for assistance. Recipients may
request printed items in a larger font format.
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PHASE 1: GET READY

The message to recipients in this phase is simple:

Renew your Medicaid every year. Stay up to date
about changes that can affect your benefits.
Update your mailing address and other
information with the Alabama Medicaid Agency
as soon as possible to get notified.
The Agency will prepare for the renewal process by
prioritizing outreach to Medicaid recipients regarding
potential changes to their current coverage. The goal
in this first phase is to raise awareness of actions
recipients need to take in order to prepare for
redetermination. Medicaid wants to make sure
recipients who still qualify are able to keep their
Medicaid benefits.
Many recipients over the past two years have
experienced a change in life circumstances including a
move, loss or gain of a job, or the addition of a new
child in the family. Without an updated mailing
address, the Agency will be unable to deliver the
necessary forms and other documents to
communicate potential changes in coverage. Medicaid
wants to make sure everyone who qualifies for
continued Medicaid coverage, or who may qualify for a
transition to a different covered service, knows what
steps to take in the renewal process.
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Medicaid partners can assist by relaying a
consistent and simple message to the
Medicaid recipients they regularly interact
with through resources provided in this
toolkit. The messaging has been adapted
appropriately
to
various
forms
of
communication (posters, flyers, social media,
etc.) and is ready for distribution when the
official end of the PHE is announced.

Phase 1: Get Ready

OUTREACH
EFFORTS

The
Alabama
Medicaid
Agency
Communications division developed key
messages and resources for use by
Medicaid partners to engage and reach as
many recipients as possible before the end
of the PHE. Please use and share these
resources to spread the message of the
importance for recipients to update their
address and other contact information to
stay up to date about changes that can
affect their benefits.

Phase 1: Get Ready

The following outreach materials have been
developed to be shared and used by
Medicaid providers and partners in a variety
of platforms such as print, digital, and social
media. Please use these materials as a
resource to help raise awareness for
Medicaid recipients to update their address
and other contact information throughout
phase 1 of the COVID-19 PHE unwinding.
Phase 1 Resources:
Yellow Postcard Campaign
Facebook Social Media Campaign
Text Notifications
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Phase 1: Get Ready

OUTREACH
YELLOW POSTCARD CAMPAIGN

The Agency started the “Yellow Postcard
Campaign” by distributing yellow postcards
with recipient messaging on how recipients
can update their contact information.
Academic detailers began delivering postcards
to provider offices and pharmacies starting
May 2022.
Please display your yellow postcard for
recipients to view and scan using the QR code
in the top right corner. Postcards are
displayed in all
Medicaid
district offices,
outstation worker offices, FQHCs, RHCs, public
health departments, ACHN care coordinator
offices, waiver case manager offices, and
caseworker offices with partner agencies.
Please share this resource with additional
partners who may interact with Medicaid
recipients. For immediate use, the Agency
suggests displaying the yellow postcard at
check-in or checkout counters where
Medicaid recipients can view and scan the QR
code before or after an appointment. The
code links directly to the Medicaid website
with specific instructions on how to update
your address.
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Goal: In this phase, it is important for
recipients to report any changes (mailing
address, email address, cell phone number,
family
changes
and
other
personal
information) to Medicaid to ensure they
receive important forms for redetermination
and any updates or changes to their Medicaid
benefits and coverage.
Postcards are available for print on yellow
paper at the Agency website. To view and print
postcards, select "COVID-19 Information for
Providers" under the Providers tab at
www.Medicaid.Alabama.gov.

Phase 1: Get Ready

OUTREACH
SOCIAL MEDIA

Copies of the Alabama Medicaid PHE unwinding social media campaign are available for
providers, state agencies, and partners. Save and post these messages to your organization’s
Social Media outlets. Select "COVID-19 Information for Providers" under the Providers tab at
www.Medicaid.Alabama.gov.
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Phase 1: Get Ready

OUTREACH
SOCIAL MEDIA

Copies of the Alabama Medicaid PHE unwinding social media campaign are available for
providers, state agencies, and partners. Save and post these messages to your organization’s
Social Media outlets. Select "COVID-19 Information for Providers" under the Providers tab at
www.Medicaid.Alabama.gov.
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Phase 1: Get Ready

OUTREACH
TEXT MESSAGING

Alabama Medicaid offers text notifications for
recipients, providers, and partners. The
Agency utilizes this platform to contact
subscribers about public meetings, office
closings, and other reminders. Text
notifications are used in Phase 1 of the PHE
unwinding to remind subscribed recipients to
update their address and other information
to stay up to date about changes that can
affect their benefits. Within the text, there will
be a link to the Medicaid "Update Your
Address" webpage with more options to
update information.

Providers and partners are encouraged
to subscribe to receive text notifications
for Agency-related updates including
public meetings and office closings.
Please encourage recipients to subscribe
using the following information:
Opt-In as a Recipient:
Text MEDICAIDAL to 888777
Opt-In as a Provider or Partner:
Text ALPROVIDERS to 888777
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Phase 1: Get Ready

PHASE 2: CHECK YOUR MAIL

Alabama Medicaid has continued to
process
applications
for
renewal
throughout the PHE. Although Recipients
have not been required to send in
annual renewals to maintain coverage,
letters and forms have been sent
reminding them to reapply and keep
their
information
current.
Some
recipients who have not returned an
application for renewal over the past 12
months will receive a letter with a
questionnaire to fill out and return as
soon as possible.
In Phase 2, the Agency will use updated
contact information to communicate, via
direct mail, questions related to recipient
income, family size, and any other life
changes that may affect their benefits.
Medicaid will analyze the returned
questionnaire and determine which
application will need to be completed.

Providers should continue to encourage
recipients to update their address and
other contact information. If Medicaid
does not receive updated contact
information, the Agency will be unable to
send the necessary forms described in
Phase 2.
Below is the Agency's message to
recipients in Phase 2:
If you get a letter or form
from Alabama Medicaid in the
mail, make sure you complete
and return it to Medicaid as
soon as possible.
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Phase 2: Check Your Mail

OUTREACH
FLYER

Medicaid will electronically
distribute flyers to inform
recipients
of
their
responsibility for a smooth
return
to
normal
operations. Flyers will be
available for all Medicaid
partners to aid recipients in
phase 2 of planning for the
end of the PHE.

v.1 | p. 13

Phase 2: Check Your Mail

PHASE 3: RENEW

The entire redetermination period will
be a phased approach. Providers, state
agencies, and other partners should
assist the Agency by communicating
with recipients who are no longer
eligible for Medicaid that there are other
free and low-cost health insurance
options. The Marketplace plans cover
doctor visits, prescriptions, hospital
stays, mental health services, and more.
After all forms are completed and returned to
Medicaid, the Agency will redetermine eligibility.
Recipients who qualify for full or partial Medicaid
coverage will be renewed. Others, however, may
be found ineligible and will need assistance for a
smooth transition to the Federal Insurance
Marketplace.
Below is the message from Alabama Medicaid to
recipients in Phase 3 of the COVID-19 PHE
Unwinding:
If you were not automatically
renewed, you will receive a renewal
form in the mail. Fill it out and return
it to Alabama Medicaid right away so
you are not at risk for losing
coverage.
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Phase 3: Renew

TRAINING

APPLICATION ASSISTERS

The Agency offers training and certification for
Medicaid partners interested in enrolling as an
Alabama Medicaid Application Assister. The
Agency offers this training as a resource to help
potential recipients learn about and apply for
Medicaid coverage.
Medicaid Application Assister Certification
enables a person to:
Assist the recipient in completing the
online Medicaid application.
Receive eligibility results within 30
minutes of completing the online
application.

Application Assister Training is conducted by the
Alabama Medicaid Associate Director of Training
during a virtual 1-hour webinar. Trainees are
asked to complete a Security Agreement form
and will be issued a certificate after completion
of the program. Certified Application Assisters
have the option to attend further training in
order to certify other individuals to become
Medicaid Application Assisters.
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For information on how to become a
Medicaid Application Assister, please
contact:
Marie Dean,
Associate Director of Training
501 Dexter Avenue, P.O. Box 5624
Montgomery, AL 36103
Telephone: (334) 242-1797
Fax: (334) 242-0566
Marie.Dean@medicaid.alabama.gov

Key Messages: Accessibility

FAQ

How will Alabama Medicaid work with state agencies, advocacy groups and external
partners?
The Agency is working closely with partners to communicate the importance of
recipients updating their information to receive notice about redetermination. Medicaid
is asking state agencies, advocates, and partners to encourage recipients to update
their contact information in a timely manner so that they may receive Medicaid updates.
The Agency will properly notify recipients of any changes to eligibility or coverage at the
end of the PHE. Recipients will have advanced notice about changes to their benefits or
enrollment status, including appeal information before changes occur.
What is the public health emergency and how does it affect recipients?
At the beginning of the COVID-19 pandemic, the federal government declared a public
health emergency (PHE). During the PHE, Medicaid is required to continue health care
coverage for all medical assistance programs, even if someone's eligibility changes. As a
result, Medicaid recipients have been covered during the PHE so they do not have to
worry about health insurance during this difficult time.
What if a recipient is found to be ineligible for Alabama Medicaid?
If a recipient is no longer eligible for Alabama Medicaid after the redetermination
period, they will receive:
Notice of when their enrollment ends
Information on how to appeal
Information about options for purchasing other health care coverage.
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FAQ

FAQ

How can recipients stay up to date about the ending of the PHE?
Update their mailing address and email address with Alabama Medicaid
Sign up to receive text notifications from Alabama Medicaid
Visit the official Medicaid website www.Medicaid.Alabama.gov
Follow Alabama Medicaid Agency on Facebook
Watch for and respond to notices received in the mail
What can recipients do to keep their Medicaid benefits?
Get Ready: Update your contact information including your mailing address,
phone number and email at https://insurealabama.adph.state.al.us/
Check Your Mail: Return All requests for information if you get a letter from
Medicaid
Renew: Report all changes in your household to Medicaid. This includes if
someone becomes pregnant, someone moves in or out of your home, your income
changes, or anything else that may affect your benefits.
How to report changes:
Log into your MyMedicaid account at https://insurealabama.adph.state.al.us/
Or, call the Recipient Call Center at 800-362-1504
Can I get the Yellow Postcard and other important information from the
Agency translated to another language or format?
Yes, the Yellow Postcard is available in Spanish by request. To have information
translated to a different language or format, email
Melanie.Cleveland@medicaid.alabama.gov. You may also speak with a translator by
calling the recipient call center at 1-800-362-1504.
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FAQ

FAQ

Can the Agency mail copies of unwinding materials such as the Yellow
Postcards and flyers to provider offices upon request?
Yes. Please email melanie.cleveland@medicaid.alabama.gov to request materials.
Postcards are available in both English and Spanish. For all other languages, please
contact the Recipient Call Center and request to speak with a translator.
How can providers help recipients update their addresses with Medicaid?
Refer recipients to the Agency website (www.medicaid.alabama.gov) and ask them
to click on the gray mailbox (Update Your Address web page). Here they will find all
options for updating their address and other personal information.
Provider offices can also print a blank Recipient Change Form (Form 295) for a
recipient to complete, and the office staff can fax the form to Medicaid on their
behalf.
When will the PHE end?
The timeline for the end of the PHE is left up the federal government, not the
Medicaid Agency. However, the Agency will be given 60 days’ notice before the PHE
will end.
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Phase ReleaseFAQ
Dates
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