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Community Service Society of New York (CSS)

 CSS is a 175-year-old non-
profit
 CSS helps New Yorkers enroll  

and use coverage through the  
CSS Navigator Network and  
ombudsprograms
 Largest Navigator network in  

New York State (NYS)
 28 CBOs
 Over 150 Navigators provide  

services in 61 counties across  
New York State

 Enroll or renew 60,000  
annually
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The New York State of Health Marketplace  
Website is Unique in the Nation

• The NY State of Health Marketplace has a
unique-in-the-nation eligibility rules engine
that can enroll consumers into many forms
of public and private coverage, including:
– Qualified Health Plans
– Basic Health Plan (the “Essential Plan”)
– Medicaid
– Child Health Plus
– Emergency Medicaid
– Medicaid for Pregnant Women
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Marketplace Application Process is  
Streamlined
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Enroll in Essential Plan

http://www.cssny.org/


• What will be my costs?
– Premium v. out-of-pocket trade offs
– Condition-specific

• Which plans cover my doctor?  
Hospitals? Other providers?

• Are all of my prescriptions covered?
• What do the plan quality ratings mean?  

How are they generated?
• What do the dental plans cover? Are  

they a good deal?
• What do all these terms mean?

– Co-insurance, deductible, co-pays

Choosing the Right Plan:
What Consumers Ask Navigators
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Effective Consumer Choice Support is  
Limited in All Marketplaces

Adapted from: Wang et al, “For Third Enrollment Period, Marketplaces expand  
Decision Support Tools to Assist Consumers,” Health Affairs, April 2016.
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Plan Shopping:  
Consumers Find it  
Overwhelming
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Need for Out of Pocket Cost Tools

• Most consumer-facing materials focus on the monthly premiums,  
deductibles, co-pays and maximum out of pocket costs

• Out of pocket costs are a major factor in choosing the rightplan
– Available cost-sharing information is not tailored to an individual’s needs.
– Many consumers do not understand their actual out of pocket costs.
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Cost Calculators:
The Goldilocks Problem

This IMPAQ calculator has  
state of the art condition-
specific out of pocket  
calculations, but does not  
include premiums costs:  
http://nyplancosts.org
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Cost Calculators:
The Goldilocks Problem

This draft NY  
calculator helps  
consumers  
calculate the trade-
offs between high  
premiums v. high  
deductibles and co-
pays.
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• Provider directories across health plan websites are not uniform
• Consumers need to find the provider directory for each product offered by a  

carrier
– This can be especially challenging if a carrier has multiple products:

Finding a Provider:
Carrier-Specific Provider Directories

11
ww.cssny.org



• In 2017, the NY State of Health Marketplace introduced its all product NYS  
Provider & Health Plan Look-Up tool

• This important tool allows consumers to search for providers and facilities by  
name or health plan

Finding a Provider:
NYS Provider Health Plan Look-Up
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Finding a Provider:
Correctly Calibrating the Information
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• Displays: MD info,  
location, par plans,  
language & location.

• Pages of results can  
make it hard for  
consumers to search  
by hospital.
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• Consumers must search each health plan’s PDF formulary to find out if their  
prescriptions are covered

• The PDFs have no search function and are jargon/acronym laden

Prescription Coverage:  
Challenges with Plan Formularies
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• Numerous dental plans
• No uniform summary of:

– Benefits & exclusions
– Waiting periods
– Cost sharing

• No way to compare dental  
plans:
– Covered benefits
– Provider networks
– Quality ratings
– Cost sharing
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Complexity of Shopping for a Dental Plan

?
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• The NY State of Health
Marketplace lists a star
rating by each plan
– In 2018, NY started to describe  

the ratings

• Consumers want more
quality detail
– Condition specific ratings
– Relative rankings of carriers
– Network specific ratings
 Hospitals & Providers

– Member comments & feedback

Health Plan Quality Ratings:  
Supporting Smart Shoppers
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For further information
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