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Medicaid Managed Care Launches Statewide

Open Enrollment Began in July

Open Enrollment Began in October



In 2015, the NC General 

Assembly enacted Session Law 

2015-245, which directed the 

Department of Health and 

Human Services to transition 

North Carolina Medicaid and

NC Health Choice from fee-for-

service to managed care
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Medicaid Transformation



“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 for
Medicaid Transformation
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• Medicaid services paid for differently

− DHHS contracts with insurance companies (Health 

Plans)

− DHHS pays predetermined set rate per person 

(capitated rate)

− Minimum rate floors are set for certain providers

− Health Plans are accountable for managing care

• Beneficiaries choose a health plan

− Independent Enrollment Broker helps beneficiaries 

choose
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Features of Managed Care
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Open Enrollment Now Open Statewide

Call Center

(833-870-5500)
NCmedicaidplans.gov Mobile App



NC’s Medicaid Managed Care Health Plans
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Carolina Complete Health is only available in Regions 3, 4, 5. 



• A person with a scheduled appointment is seen by provider

• A person’s prescription is filled by the pharmacist

• A provider enrolled in Medicaid prior to February 1, 2020 

is still enrolled

• A provider is paid for care delivered to members

DHHS’ Priorities for Day 1 of Managed Care
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• Region 1

• Region 3

• Region 5

• Region 6

• Region 2

• Region 4

Medicaid Transformation Milestones

Milestone Regions 2 and 4 Regions 1, 3, 5, and 6

Enrollment Packets 

Mailed
6/28/2019 (completed) 10/1/2019 (completed)

Open Enrollment Begins 7/15/2019 (completed) 10/14/2019

Provider Contracts Must 

be Signed for Inclusion in 

Auto-Assignment

11/15/2019

Open Enrollment Ends 12/13/2019

Auto-Assignment to

Health Plans and PCPs
Starting 12/16/2019

Standard Plan Scheduled 

Effective Date
2/1/2020
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Managing Change
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• Transitioning to managed care is most significant 

change that NC Medicaid has ever undertaken. 

• With any rollout of this magnitude, there will be issues 

and questions that arise.

• We are committed to doing everything possible to 

resolve problems quickly
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Managing Change - Contact Us

11

• We have heard from some of you about what is working, and 

what is not.

• If new issues arise: START HERE FIRST

- Providers: NCTracks: 800-688-6696

- Beneficiaries: Medicaid Contact Center: 833-870-5500 

- Counties: NC FAST: 919-813-5400

• Staff can escalate issues to internal SWAT team focused on 

problem identification and resolution

• When needed, issues can be escalated to our SWAT team 

by calling (919) 527-7460 or emailing 

MedicaidSWAT@dhhs.nc.gov

mailto:MedicaidSWAT@dhhs.nc.gov
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We Are Supporting Beneficiaries



• Information 

-Provider Playbook Training

- AHEC-supported training /Face-to-face events/Webinars

- Targeted Medicaid bulletins/NCTracks Emails/Portal Updates 

• Connections to PHPs

-Ensuring providers are paid

-Meet and Greets with Health Plans

• Connection to DHHS

-Virtual office hours /Q&As 

-Engagement with providers, practices and associations

-Conference calls with provider associations

We Are Supporting Providers
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We Are Supporting Providers
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• Medicaid Transformation: 

Overview

• Medicaid Transformation: 

Beneficiary Enrollment and 

Timelines

• Overview of the Beneficiary 

Experience in NC Medicaid 

Managed Care for Medicaid 

Providers

• Searching the Enrollment Broker 

Provider Directory

• Non-Emergency Medical 

Transportation

• Frequently Asked Questions

• Beneficiary Enrollment Materials

• Beneficiary Outreach Materials

https://medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care

https://medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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We Are Supporting Counties
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• Managed Care on-boarding sessions

• Health Plan cross-functional training

• Monthly webinars (ongoing)

• Virtual office hours (ongoing)

• Enrollment Broker onsite for in-person support 

• DHHS staff onsite for in-person support 

• County Playbook

• Weekly updates to DSS staff
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https://medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care

• Introduction to Medicaid Transformation Part 

1: Overview

• UPDATED: Introduction to Medicaid 

Transformation Part 2: Enrollment and 

Timelines

• UPDATED: Increase in Beneficiary Contact

• UPDATED: Non-Emergency Medical 

Transportation (NEMT): Part 1

• Warm Transfers and Referrals

• UPDATED: Managed Care Populations and 

Enrollment Notices

• Instructional Guide for Managed Care Status 

Estimates by County Report 

• Instructional Guide for Beneficiary Outreach 

Materials 

• Medicaid Transformation County DSS 

Readiness Considerations Workbook

• Reference Guide for NC Medicaid Contacts

• NEW: Instruction Guide for DSS Guardians

We Are Supporting Counties

https://medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care


• SWAT team to address questions rapidly

• Conference call during open enrollment

• DHHS presentations to priority stakeholders for legislators

• Calls with legislators during “Go Live”

• Resources on transformation

− Playbook Fact Sheets
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We Are Supporting Legislators
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Enrollment Broker 

18
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The Enrollment Broker is responsible for choice counseling 

for Health Plan and PCP selection; as part of this, the 

Enrollment Broker is also responsible for mailing all 

notices and handling enrollment.

19

About the Enrollment Broker

An Enrollment Broker is an entity that performs choice counseling 

or enrollment activities, or both. Eligibility services are completed 

by NC Medicaid, not by the Enrollment Broker. Enrollment Brokers 

and subcontractors must not have direct or indirect financial ties 

to any Health Plan or healthcare provider that furnishes services 

in the same state where the Enrollment Broker work is performed.

Source: The Centers for Medicare & Medicaid Services (CMS) Code of Federal Regulations 42 CFR § 438.810  - Expenditures for enrollment broker services

“

“
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1. Direct them to ncmedicaidplans.gov to 

learn more 

2. Direct them to ncmedicaidplans.gov to 

chat with an Enrollment Specialist

3. Direct them to download and use the 

NC Medicaid Managed Care mobile app

4. Tell them to call 1-833-870-5500 to 

speak with an Enrollment Specialist. 

The call is free.

5. Individuals with hearing impairments 

may contact an Enrollment Specialist 

via the TTY line 1-833-870-5588.

6. Beneficiaries can also enroll by mailing 

or faxing their completed enrollment 

form

20

Options for Beneficiaries
CHANNELS FOR ENROLLMENT

Enrollment 

Specialist

Mobile App

Mail/Fax

Enrollment 

Services 

Website

Web Chat

TTY
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Enrollment Packet: Sample Transition Notice

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Sample Mandatory Notice

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Sample Excluded Notice

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Sample Exempt Notice

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Enrollment Packet: Informational Flyer

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Enrollment Packet: Enrollment Form

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Enrollment Packet: Comparison Chart

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Enrollment Packet: Comparison Chart

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Enrollment Packet: Region 4 Postcard

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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Enrollment Packet: Additional Information

OPEN ENROLLMENT WEBCAST | OCT. 16, 2019



31

Reminder Postcard
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Outreach and Education 
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Partner Engagement & Member Outreach

Partner Engagement Events

Types of Events 
• Onboarding sessions
• Cross-functional trainings
• Monthly webinars
• Readiness

Types of Materials 
• Managed care toolkit
• Presentations
• Recordings
• Systems training

Member Outreach Events

Types of Events 
• Member education: 

• Enrollment events
• Community events

• Meet & greet
• Informational booth

Types of Materials 
• Media campaigns
• Marketing materials
• Flyers, fact sheets, etc.
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Outreach Materials
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POSTER FACT SHEET Q&A PALM CARD

FLYER

Download at medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care
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ABOUT
ELIGIBILITY

Contact their
local DSS

Find contact 
information at 

ncdhhs.gov/localdss

ABOUT
CHOOSING

A PLAN OR PCP
AND ENROLLING

Go to 
ncmedicaidplans.gov

(chat available)

Use the
NC Medicaid

Managed Care
mobile app

Call 1-833-870-5500
(the call is free) 

TTY: 1-833-870-5588

ABOUT
NC MEDICAID 

MANAGED CARE   
PLAN OR BENEFITS

Call their
Health Plan

ABOUT
NC MEDICAID

DIRECT BENEFITS 
AND CLAIMS

Call the Medicaid 
Contact Center

toll free: 

1-888-245-0179

35

Answering Questions
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Questions 
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Medicaid Managed Care

Department of Health and Human Services 

Secretary Mandy Cohen, M.D.

October 16, 2019

NC Medicaid Managed Care call center: 833-870-5500

NC Medicaid Managed Care website: ncmedicaidplans.gov

Enrollment materials: medicaid.ncdhhs.gov/county-playbook-medicaid-managed-care

Webinar recordings and presentations: ncdhhs.gov/medicaid-transformation
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