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Foreword

It's hard to say how many uninsured children and adults in this
country would qualify for Medicaid or SCHIP but do not apply.
Certainly some of them don’t know they would qualify; perhaps they
don’t have ready access to the information they need.

States have a legal and moral obligation to make such information
available to citizens.” But a disproportionate number of those who are
eligible live in chaotic circumstances in poverty or near-poverty; many
face other challenges as well, such as limited literacy skills, or cultural
or linguistic barriers. It's hard for states to reach everybody who
needs services; there’s no one place to disseminate the information so
that everybody can find it.

In 2006 the Internet is arguably second only to television as a constant
source of information for all citizens. Even now many people don’t
have access to the Internet, but it’s surprising how many do—or have

*There is a regulation at 42 CFR 435.905 that addresses the availability of Medicaid program information.
It reads:
(a) The agency must furnish the following information in written form, and orally as appropriate, to all
applicants and to all other individuals who request it:

(1) The eligibility requirements.

(2) Available Medicaid services.

(3) The rights and responsibilities of Medicaid recipients.
(b) The agency must publish in quantity and make available bulletins or pamphlets that explain the rules
governing eligibility and appeals in simple and understandable terms.
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helpers who do: children, relatives, friends, neighbors, and
community organizations. It behooves states to offer information
about public benefits on the Internet so that as many people as
possible can find it.

The Center for Health Literacy looked at each state’s online
information about Medicaid and SCHIP. We wanted to see if it is
customer-friendly. We asked questions (see Appendix) that would
help us identify what barriers (if any) prevent ordinary users from
finding and using the sites. Then we recruited ordinary people—some
current or former Medicaid recipients and some not—to look at the
websites to see whether the barriers we’d identified really were
barriers to use and the apparently friendly websites really were
friendly. Each participant looked at five or six sites while we observed.
The group as a whole looked at approximately thirty state websites.

All of our twenty-seven test participants were regular Internet users.
Three had not completed high school, many had at least some college
education, and two had master’s degrees. Most were English speakers
and readers, but we conducted five of the tests in Spanish (with
Spanish-speaking Web users). Some participants had disabilities that
required the use of screen readers or other assistive devices, and one
was deaf.

We asked each person to pretend she had just moved to a different
state and wanted that state’s information about Medicaid. We didn’t
give them the URL for the new state’s website, so they started with
Google. When they got to the site, we asked them to see whether they
could find out how to apply for Medicaid.
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Although states regularly change, redesign, and update their websites,
by and large we found that many states missed the mark in one or
more categories of usability. Our test participants found many sites
hard to find, hard to navigate, and hard to read and understand.

Web development is a complicated process requiring many different
skills. Nevertheless, we found that the “fixes” needed to make state
websites more usable can be grouped into the five categories set forth
in the introduction to this book. By bringing attention to these
problem areas of Web design, we hope to assist states in the broader
goal of bringing Medicaid and SCHIP services to all who qualify.

THE MAXIMUS CENTER FOR HEALTH LITERACY
Penny Lane
With: Joan Winchester, Mercedes Blanco, Leslie Ford, and Jim Palumbo

Editor: David Mulcahey
Designer: Brian Canada / [llustrategy (www.illustrategy.com)
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Introduction

Every state has information about its Medicaid and SCHIP programs
on the Web, together with information about other public benefit
programs. Unfortunately, much of this material—if not most—is of
little use to the people it is supposed to help. It tends to be hard to
find, and once located, even harder to make sense of.

Far from welcoming the customer, many state websites manage only
to confuse and annoy. Often they seem to have been created as an
afterthought or perhaps as a requirement—something tacked onto
the state’s health and human services site. Or perhaps the problem is
that state staff members don’t provide design, language, and
navigation guidelines for the developers and designers.

Hard-to-find or hard-to-use Web pages are missed opportunities for
states. Many state customers have become accustomed to looking for
information on the Internet. If they find their state Medicaid site but
discover that it’s too difficult to navigate, or poorly organized, or
hard to understand, they’ll have to go elsewhere for the information
they want. They’ve lost time, and they may have lost their
determination. The program administrators have lost their chance to
make a good first impression—they’ve disappointed their new
customer.
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Much of what is wrong with state Medicaid websites—low visibility,
poor organization, text-heavy design, and impenetrable
bureaucratese—can be remedied with a little more thought and care
during the site’s planning and design stages. There are many
challenges unique to creating a public benefits website, and making
a good one is not easy.

Of course, not every client or potential client will look for
information on the Web. But many do, and in the future many more
will. Herein we offer some suggestions on how states may improve
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News | Calendar | ContactUs | En Espanol | Search |

1| Hoosier Healthwise - Member Information

What is Hoosier Healthwise? | Who is ebgible? | How to apph? | Where to apply? | How o get care?
What banefis are covered? | Other impodant information | Queslions and answers | Health nks
Hoosier Healihwise Homa

Priority on Well-Child Checkups

The Indiana Family and Sccial Service Administration (FSSA) is placing a priority on increasing the
number of children who receive five or more well-child checkups from birth to fifteen months.
Preventive care is very important, especially for infants.

To have an impact on thousands of Hoosier Hsallhvnse families across Indiana, FSSA has
developed several strategies to and new parents to take their newbom
children into the doctor's office for well-child visits. Among our stralegias

» QOver-the-phone education when a ber calls the Hoosier Healthwise Helpline
« Direct mailings to members
» Adding information on the Hoosier Healthwise www.healthcareforhoosiers.com.com website

http://www.in.gov/fssa/maternal/hoosier healthwise/checkup.html
This page’s title is “Member Information,” but readers are likely to find the

description of the program somewhat confusing. It doesn’t mention Medicaid
or health insurance.
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their information websites so that customers will find them—and so
that when they do find them, they’ll be able to get the information
they want easily. Then everyone wins.

A MORE EFFICIENT PROGRAM OPERATION

One of the chief advantages of the Web's capabilities is efficiency.
When a website is well-designed, customers save time and
frustration, and agencies save time and resources. These are some—
but by no means all—of the efficiencies good Web design will bring:

e When information on the Web is easy to read and
understand, clients develop a better understanding of the
program.

e When there’s a convenient way for clients to report
changes (and they see reminders to do so), program staff
spend less time trying to locate clients who move a lot.

e When they are easy to locate and use, online interactive
forms streamline the application process, minimize
errors, and provide the state with “cleaner” data.

e When there’s a convenient way to renew on-line (and
reminders to do so), more clients will renew on time, and
there is less “churning.”

e When there’s a disaster and it’s important to get
information to those who may need services immediately,
a website is a perfect vehicle.
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After Hurricane Katrina struck New Orleans, residents
who fled to other parts of the state, or to other states,
could and did get up-to-date information about disaster
relief programs through the state’s Medicaid site. They,
along with community organizations that were part of
the disaster relief effort, went to the website to learn
about and download newly published emergency

relief applications.

THE DIFFERENCE A GOOD WEBSITE CAN MAKE

When information about Medicaid and /or SCHIP is easy to find,
current and potential clients can learn about the programs at their
convenience and visit the site as often as they need or want to. As a
bonus, the site design can offer visual cues that reinforce the
program’s brand and help clients identify with it.

A good website will have these features:

* (lients can find all program information easily and in
one place. The website gives them a picture of the
program. They know just where to go to find out about
benefits, how to access services, the difference between
fee-for-service and managed care, their responsibility for
co-payments and premiums, what to do if they have a
complaint or want to appeal a decision, etc.
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* Clients can find the tools they need to interact with state
agencies for the purpose of asking questions, checking on
the status of their cases, and reporting changes in
address, household size, income, or other variables.

e New information, such as program changes and updates,
is easy to insert and highly visible.

* Program applications can be completed on-line, and
clients can find out (conditionally) whether or not they
are eligible.

* Clients see reminders about renewing, and they can
renew online.

e Provider directories and other moving targets are always
current, so clients don’t have to rely on outdated hard
copies.

e Visitors learn about other services that they may qualify
for and find links to other state sites and community-

based programs.

Over time, more and more clients will learn to rely on a good
website for the most current information.
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FIVE GUIDELINES FOR DEVELOPING CUSTOMER-FRIENDLY WEBSITES

State agencies can do a better job of helping people find information
on the Web about Medicaid, SCHIP, and other government services
if they know what elements are critical for producing a customer-
friendly site. Once they know, they can prepare guidelines for the
development team and use those same guidelines to monitor the
team’s work. The result will please the state agency and—most
importantly—its customers.

Here are five important guidelines:

Make your site easy to find

Create a clean and uncluttered design

Write for your clients

Provide clear pathways for user tasks

Conduct usability testing throughout development

G whNE=

This manual will explain each of these and, because a picture is worth
a thousand words, will show many screenshots of existing Medicaid
and SCHIP websites, some that are customer-friendly and others
that are not.”

Designing a customer-friendly site takes careful planning, design
and writing skills, and most of all, an unswerving commitment to
your customers. These guidelines will improve your chances of
creating for them a site that is visible, useful, and pleasing to read.

*These screenshots were captured in October 2006. Some sites may have changed since then.
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NEV YORK STATE £

epartment of Health

Information for a Healthy New York A-Z Index

Medicaid

Medicaid Home

Local Departments of Social Services

Medicaid Update * What is Medicaid?

Program Information = How do I know if I qualify for Medicaid?

Yass * How do 1 apply for Medicaid?

Fr————— = When I go for my application interview, what should 1 take with me?
e e Iflthink! am eligible for Medicaid, should I cancel any other heaith
! insurance I might already have?

i « 1fI can't leave the house, can 1 still apply?

Related Links * How do I know if my income and resources qualify me for Medicaid?
Statistics e Can I be eligible for Medicaid even if I make more money than the chart
Important Phane Numbers shows?
ol sielielnB e Abamdinusic « What are my rights?

. = Can I still keep part of my income if I am in a nursing home (Residential
(Questions | Health Care Fadllity) or in an intermediate care facility for the
developmentally disabled?
::g:gfxzn:ww e L4 :ill,there be a lien (legal claim) placed on my estate (my assets) when 1
e?
:?"m?}'om?u::““ natme What health services are covered by Medicald?

What is a Medicaid managed care program?
What does managed care cover?
Do I have to join a managed care plan?

» 1n New York City, contact the
Human Resources Administration by

Sy il Where can 1 find information on the new Medicare Part D Prescription Drug
City may call toll free at 1-877- Program?

e men wid chlldhen cap o What is the Medicaid Buy-In Program for Working People with Disabilities?
apply at many clinics, hospitals,
and Frenatal Care Anistance What is Medicaid?

Program (PCAP) offices. Call your
local department of social services

to find out where you can apply. Medicaid is a program for New Yorkers who can't afford to pay for medical care.
» If you are in a facility operated by

o e ot e satient | How do I know if I qualify for Medicaid?

nesource office.

En Espafiol || Help || Contact | Home

Birth, Death, Marriage & Divorce
Records

m!l‘n\ Imnn& I'!onram
Empdoyment Opportunities

Forms

Family & Community Health
Health Care Professionals & Patient
Safety

Hospitals, Nursing Homes & Other
Health Care Facilivies

Dlseasﬁ E_CMM

Health & Safety in the m.
‘Workplace & Outdoors

Healthy Lifestyles & Prevention
Laws & Regulations

Statistics & Data

Events & Training

Grants/ Funding Opportunities
Permits, Licenses & Certification
Press feleases & Reports
ReltedSkes

http://www.health.state.ny.us/health care/medicaid/

You know where you are immediately when you land on this site; you can see
the word you're looking for—Medicaid—and there’s a list of common
questions right on the home page.
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Office Map  Offices Reports News Providers Publications Saearch Contacts Cabondar Inquiries Maps Site Tps

Home
DHH A-Z

Espaol WELCOME TO

GET AN o o - -
APPLICATION A -
FOR MEDICAID -
J_ -~

coniill

LAMedicare.com

. -

REE R Please pick the kind of information you need:

Client/Applicant Provider Researcher

http://www.dhh.louisiana.gov/offices/?1D=92

Despite the somewhat distorted pictures and the confusing left menu,
participants found the colors and pictures on this Web page appealing. In
addition, there are clear directions for using the site, the title is prominent, the

page is welcoming, and instructions for the next step do not require the user
to scroll.
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Make Your Site Easy
to Find

It's easy to provide good customer service on the Web—much easier
than in most office settings. On a good website there’s no waiting.
Users can go to the information at any time of the day or night. The
answers to all their questions are right there in front of them. They
can take as much time as they like to read and absorb the content,
choosing the parts that apply to them most. They can click back and
forth between pages, putting information together in their heads as
they go. They might even be able to begin an application online and
complete it at their convenience.

For a Web-savvy client, it can be a dream. For a website sponsor, it
can be a dream too: cost-effective, customer-friendly, and efficient.

FINDING MEDICAID WEBSITES

The beauty of the Web is that you can serve your clients at any
time—assuming they can find your site. But how do they do that?

One way Web users might find information about Medicaid is by
going first to a state administrative agency’s home page and then
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following a link to the Medicaid page. To do that they need to know
the agency’s name and the URL. If they don’t know it, they’ll
probably use a search engine such as Google. If they can pick your
site link out of the search engine results, they’ll get to the home

page.

Yet here’s the rub: a large number of your clients will have difficulty
finding your Medicaid page because they lack basic information
with which to begin their search. You need to anticipate that many
users will reach your site after a long detour. You must find ways to
bring them home more expeditiously.

THE LONG WAY HOME: PROGRAM TITLES, WEB PORTALS, & WEBSITE SEARCHES

In thinking about how your customers and potential customers will
search for your site, remember that many members of the general
public simply do not understand the difference between Medicaid
and Medicare and use the terms interchangeably. (Medicaid is free or
low-cost health insurance for individuals in certain groups who
meet eligibility and income limits, and Medicare is a health insurance
program for individuals age 65 or over.)

Potential customers who want free or low-cost health insurance may
not know that each state has its own state-run Medicaid program,
and that these programs vary from state to state. They may not
include the state name in the search. Without it, they’ll end up at the
Centers for Medicare and Medicaid Services (CMS) site, because the
choices on the results page will lead them straight to it.
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When they get to the CMS site, will it help them find the state-
specific information they need? Not really. There is no clear path to a
set of links for each state’s Medicaid site.

U5, Department of Health & Human Services £ www.hhs.gov

CATS/ Centers for Medicare & Medicaid Services [seorch now ____Joeart

Home | Medicare | Medicaid | SCHIP | About CMS i i L h, Statistics, Data & Systems | Outreach & Education | Tools

People with Medicare & Medicaid | Questions | Careers | Newsroom | Contact CMS | Acromyms | Help | M Email | (B, Print

CMS Home > Medicaid > Medicaid Program - General Information > Overview

Medicaid Program - Overview
General Information

Overview Good health is important to everyone. If you can't afford to pay for medical care right now,
» Technical Summary Medicaid can make it possible for you to get the care that you need so that you can get
» State Children's Health healthy - and stay healthy.

Insurance (SCHIP) Medicaid is available only to certain low-income individuals and families who fit into an
» Long Term Care Reform eligibility group that is recognized by federal and state law. Medicaid does not pay money
» Deficit Reduction Act to you; instead, it sends payments directly to your health care providers. Depending on your
state's rules, you may also be asked to pay a small part of the cost (co-payment) for some
medical services. ("Medicaid At-A-Glance 2005" may be downloaded from the bottom of
the page.)

Medicaid is a state administered program and each state sets its own guidelines regarding
eligibility and services. Read more about your state Medicaid program. (See Related Links
inside CMS at the bottom of the page.)

http://www.cms.hhs.gov/MedicaidGenlnfo/
It’s impossible to know how many information seekers give up after they hit

the CMS site—especially if they’re looking for specific information, such as
how to apply.

Some Web users may go to their state’s official Web portal to find
information about Medicaid. But most of the time it’s not easy to
find that information on the state portals. The information is there,
but it's buried under links that are poorly named and not intuitively
arranged. If users notice the portal’s Search capability they may try
typing in Medicaid. But many Search features don’t guarantee
success, because they take the user out of the site.
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N Ol'th DakOta ) nd-goviclagﬁli'?liate Government
H 4 ; ' - .

Contact Us | Products | Events | News

&* Motor Vehicle Registration & Motor Carrier IFTA Filing Welcone to the
Renewal &» Unemployment Insurance great state of
&+ Hunting and Fishing License Internet Claim Entry (UI ICE) North Dakota.
Purchase &» Hunter's Education Program Thank you for
= Child Support Enforcement » North Dakota Business Hotline taking time to
= Birth, Marriage and Death =» More Online Services... visit-our sits.
Certificates
= e g
2006 General Election + Governor's Website
Election day is November 7, 2006, and early voting (absentee) ND Lot
Directaries ballots are currently available for all counties.
C» Menw w a]mam & Voter Information 10/21/06 PowerBall Numbers
B 9 29 31 45 55
=5 Online Services Livestock Assistance Grant Program G# More Winning Numbers
& Site Index North Dakota's livestock producers, who were adversely impacted
by drought this year, can apply for financial assistance under the -
U.S. Department of Agriculture's Livestock Assistance Grant "
Program.
Featured Information
Elections and Voting Sports and Recreation
=» Voter Information & Hunting and Fishing &> More Postcards
&» Election Results Inquiry &+ State Park Trails
=+ Campaign Finance Inquiry =» Geographic Information
=+ More Elections and Voting Systems (GIS) Hub
&> Events Search Tired of the same look?
North Dakota Jobs c» More Sports and Recreation ‘Why not choose another!

http://www.nd.gov/
On this state’s Web portal, information about Medicaid is buried under the

Living link. Seekers must click on Living, then Health Services, then Insurance,
and then Medicaid.
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Home Help SkeMap Register Login

Search Results For: medicaid

Education and Training
1 23458788 10 Nexi>>
Business
CA Portal Search — Results 1 - 10 of Top 100
Health and Safety
Total Number of Documents Found: 4142 in .174 seconds.
Consumers and Families 1. 11.08.2001 - UC Borkel archers find 17 states still off ne W
icai for smoki lon troatments, 1]
Labor and Employment Increase nationwide
Berkeley - Mnough an increasing nrumber of states are offering Medi
History and Culture of for and services, 17
California states shl provide no Medicaid cavoraqe to help smokers...
Nov 8, 2001 - 21KB - Web Page
Travel and Transportation hitpffwww. berkeley.edu/news/media/releases/2001/1 1/08_medicaid.himl
Z last: HH Citizens| Guidelines for Mod| ibilit
Mﬂ—“‘mﬂ DEPARTMENT OF HEALTH & HUMAN SERVICES Centers for Medicare &
Medicaid Services Room 352-G 200 Independence Avenue, SW Washington,
DC 20201 Public Affairs Office MEDICAID FACT SHEET FOR IMMEDIATE
Government RELEASE...
Jul 5, 2006 - 50KB - PDF Fie
How Do .7 Site Guide hitp:/fwww.childsup.cahwnet gov/pub/policy/eblast/2006/eb 07.pdt
3 mor Sch or O F | Cuts t icaid. iny
n t forni

Below 5 a letter from Gov. Schwarzenegger to U.S. Health and Human
Services Secretary Michael Leavitt outlining concerns with proposed federal
cuts to medical programs serving vuinerable Calfornians, Last year...

http://www.ca.gov/state/portal/myca search results.jsp2sSearchString=medicaid
If a user types Medicaid into California’s Web portal, this is what appears.

USING A SEARCH ENGINE: NOT OUT OF THE WOODS YET

Even relatively savvy information seekers who use a search engine
and good search terms may have trouble finding the site they’re
looking for. It may appear at or near the top of the first page of
results, but they may still not be able to identify the link.

Many of the “right” links are URLs that include agency names. The
text underneath may use the word Medicaid, but many searchers
look at the names of links and ignore the text underneath. They may
miss the link entirely.
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Idaho’s information about Medicaid is buried in this Rainbow link. Curiously,

the word “Rainbow” isn’t used (or explained) on the site.
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AL DATABASES
Pennsylvania Medicaid
About MTPPI This file contains detailed claims-level data from the Pennsylvania Medicaid program that are useful for Medicaid policy
studies as well as health services rescarch studies. The file ins all data on Medicaid outp p and drug
Research claims, patient demographics and eligibility, and provider information.
Senigr Staff ) )
Source: Pennsylvania Department of Public Health
Di S Size: 9,268,572
Publications e 1IN
Media: 3480
Format: EBCDIC

RecordLength: 189

1 record per p

Complexity: Mod perating system utility is available for conventing EBCDIC records of fixed length to ASCIL.

http://www.mtppi.org/frameset.asp?Pg=/db049.as
If users choose the link on the Google page that says Pennsylvania Medicaid, this
is what they’ll see. How will they know they’re not on the state Medicaid site?

Images Video"™' News Maps mores

GO (_)gle north dakota medicaid (Search ) w

Web R S S e RS

Sponsored Links

This s the home papefarlhe North Dakota Department

Medicaid Management Information System (MMIS) Project | infumlaﬁlon Updated Medicaid Facts
orceapyls on Syslem (MAIS) Project infomary Print a Custom Fact Sheet of
Current Medicaid Data of your State

www. kff.org/mfs

nd gov - The Offciel Portl for North Dakota Stele ok - Meclsare ! ; )
Drug infermation for qualifying Medicaid clients ..
www.nd.gov/humanservices/ - 15k - Cas imilar pag Easy ‘Dlum! stand Answers

www. freequolesusa.com

Medicaid Asset Protection

Don't Wait 36 Months — Transfer

Assets and Qualify for Medicaid!
www.medicaldhelper.com

In 2w1 there were 2713 M.dluld Hcss participants in North Dakota rraun 1). ... Table 1,
North Dakota Medicaid HCBS Participants, by Proaram 2001 ..

te_based_stats/ _hcbs.php?state=nor - 2%k -

Get North Dakota Medicaid

It's easy to pick the North Dakota Medicaid site out of this list. Both the link
and the text under it tell you where you are.
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WHAT’S IN A NAME?

Medicaid is solidly branded in much of the public arena. The media
and the provider community refer to it as such, and it’s reasonable
to assume that the general public recognizes the brand, too. To the
public, Medicaid means free health insurance or free health care.

Web users rely on the title that they see on a Web page to tell them
that they’re in the right place. If they don’t see it, or if they see
something else—something they don’t expect to see—they may click
away and miss the information they’re looking for.

If a local alternative name for Medicaid is well established, such as
California’s Medi-Cal, the locals may know it—but not users who
are new to the state. They're still apt to search for Medicaid. They
won’t find it unless the Web content links the local name with
Medicaid.

Searchers often don’t know or care what the name of the
administrative agency is—they just want to find information about
Medicaid. If that information is buried on a site whose name doesn’t
give seekers a clue, they won't find it.
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ELIGIBILITY

AREYOU ELIGIBLE FOR THE
'FOLLOWING PROGRAMS?

MEDICAID FEE-FOR-SERVICE
Are you:

Age 65 or older
or certified blind or disabled?

LEARN MORE

PREGNANT WOMAN
Are you:

Currently pregnant?

LEARN MORE

PROVIDERS

HIPAA/EDI  CONTRACTORS/VENDORS CONTACT US

Welcome to www.med-quest.us

You have reached the website of the Hawaii State
Department of Human Services, Med-QUEST
Med-QUEST provides medical, mental and dental
coverage for qualifying Hawail residents.

NEWS AND EVENTS

HAWAII QUEST

Are you:

Under 65
and not certified blind or disabled?

LEARN MORE

LONG TERM CARE

Are you:

In need of long term care?

LEARN MORE

http://www.med-quest.us/

This is the site for information about Hawaii’s Medicaid program. The name Med-
Quest (not explained on the home page) is a reference to Hawaii’s Medicaid and
Quest programs. Quest is a managed-care health insurance program for qualified
low income children and adults, and it’s partially funded by Medicaid.
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Benefit Package

Friend in Health C

Assembly. With the HUSKY law, Connecticul made
commitment to the health of cur young people.

HuSky

Healthcare for UninSured Kids and Youth

Welcome to the HUSKY Plan Home Page!
Healthcare for UninSured Kids and Youth

Your Child's New Best

On October 26, 1997, Govemor John G. Rowland signed
histeric legislation supported by every member of the General

http://www.huskyhealth.com
/about.htm

This site is about the state’s
Medicaid program for
children under 19, called
HUSKY A. It’s also about the

state’s SCHIP program,
called HUSKY B.

are

a strong

http://www.maine.

Aparuiien | G Barvins | Weh Prduins | Hatp TE

gov/bms/
No words here tell

consumers what
MaineCare is, and
that if you're
looking for
Medicaid in Maine
you've found it.

* [ MaineCare

Office of MaineCare Services

The Office of MaineCare Services, formerty the Bureau of Medical
Services, was created (o administer the Department’s major health

Information On 1

care financing programs and heakth care benafits. MaineCare Services
cocedinates the programs and berafits, assures that they coerate
undar consistent policy in keeping with the Departmant s goals and
Federal mancates, and provides accountability necessary 1o
determine that they are administered in an efective and efMicient
manner,

The programs and health care benefits that MaineCare Services
sdmiristers are: MaineCare, Maine Eye Care, Maine Rx Plus, and
Drugs for the Elderly and Disabled.

Need Inlbrmlﬂm on the Hduc-m an?
The MaineCare Mermber Lipdf) expiaing the basics of the MaineCare ngmm

wnkwm for MaineCare? Call or visit the [0 ik
£ closest to where you live. Ask o talk to an Mhlm- suem TNVM Harecm
!beulny and car answer guestions about the MaineCare application process.

Hangbaok

m anv rm!. m&n nr ntl‘lr frmn to your eligibity
. Contact him or her if you

nioad Aoolication for ManeCare

Want to reach OMS by phone?
4-7535 or 1-800-321-S557
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FALSE POSITIVES: A WORD ABOUT SPONSORED SITES

Information seekers often choose the right set of words from a search
engine list (for example, Louisiana Medicaid) in the wrong place—in
a list of sponsored sites. The sponsored sites listed on the right side
of search pages are commercial sites. They’re sponsored by
organizations that pay to appear on pages triggered by certain
keywords and descriptions.

Many users aren’t aware that sponsored sites are commercial sites. If
the most likely links they see are among the sponsored sites, that’s
where they’ll go. Users may spend quite a while—or forever—on a
sponsored site without realizing it’s not the official state Medicaid

page.

Images Video"®™' MNews Maps mores

GO L )8 le ‘louisiana medicaid (Search)) fposed Saach

Web Results 1 - 10 of about 4,310,000 for louisiana medicaid. (0.09 seconds)
Heal i Einanci

The Bureau is ible for g the Medicaid in Louisi Medicaid is

the public i that fut I!aallh cam -

www.medicaid.dhh.loulsiana.gov/ - 32k - Ca Center. Linking those in need of

services to providers and support.
! ] i !! “ i | www.anangeistouch. net

Provider specific information on the Louiillnl Mndlﬂld Program.
www. lamedicaid.com/ - Bk - wd - S Q

Updated Medicaid Facts
: Print a Custom Fact Sheet of
o) Basic Enroliment Packet Cu i
rent Medicaid Data of your State
File Format: PDF/Adobe Acrobat - View ag HTML www.kff arg.mfsl 3'
Louisiana Medicaid PE-50 Provider Enroliment Form, the PE-50 ... will be made to any
ion on the L Medicaid provider files without an .. id - li
www.lamedicaid.com/provweb1/forma/
Basic%20Enroliment3:20Packet% 20K atrina%20Packet. pdf - Similar pages Easy t“,”""f’fla'?d AmEwaE:

www. freequotesusa.com

nme th & i
East .Inﬂalsuﬂ Paﬂsh Madi:aid Ofﬂca lo Fi.aopeﬂ EDB"DB'M} Louisiana Family dicaid Plan Hol
Assistance - Local Law Enforcement a\gencneﬁ {BB.I'ZZJZOOG) Leam about Medicare Benefits from

www.dhh.louisiana gov/ - B4k Secure Horizons. Free info kit!

Searchers who look for the state’s Medicaid site may find sponsored links (like
the one circled) tempting, but that’s usually not where they really want to go.
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WHAT HAPPENS WHEN YOU LAND ON THE WRONG SITE

Entering the world of public benefit programs is a lot like going to a
foreign country: The language and culture are new, and it takes time
to learn them.

So it’s not surprising that some users who land on the wrong site do
not realize it and stay there looking for whatever it is they’'re looking
for. Their lack of familiarity with the language and look of Medicaid or
SCHIP makes them less confident; they think that if they can’t find
what they’re looking for, it must be their fault. (Almost all of our test
participants who landed on wrong sites didn’t realize it—and stayed
there until we told them!)

As people look for information in all the wrong places, they become
increasingly frustrated. They spend far too much time looking for
information that (1) someone should have made easy for them to
find, and (2) they’ll never be able to find.

Their frustration makes them unhappy customers (or potential
customers).
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Lou isilqg :

(ﬁ‘caid %

For Technical Suppert, call
toll-free 1-877-508-8763.
Search LAMgdizad

,7 Sasrzn
Provider Lagin

Cligk Here 1o Enter 8
Recovery Reques!
Now Modicald Information

HIPAA information Center

1B, illing ln e

Welcome to the Louisiana Medicaid Provider Support Center
LA Medicaid National Provider Identifier (NPI) Information
n i Provider fi
The Louisiana Department of Health and Hospitals and Unisys have created this
website to make information more accessible to Medicaid providers. At this online

location, providers can access information ranging from how to enroll as a Medicaid
provider to directions for filling out a claim form.

In addition, providers can have direct contact with the Unisys Field Analyst assigned to

Gompanien@uldes  their area or find information on provider training. Select the Provider Support link in
Eblinformaton  the table of contents on the left side of the screen to find your representative.
Training
AsutMesicad  SOME questions you might have are already answered on our FAQ page. Visit it by
provider ownershis  USING the link located on the index to your left. Click on any of these items to learn more|
Ensimen  @DOUt the Louisiana Medi
FroddertisbAccont  Ag you move throughout] Louisiana Medicaid
= 2 useful websites. These sij Provider specific information on the Louisiana Medicaid Program.
p'"”’i’;:"‘“lj and Hospitals. Availability \ww.|lamedicaid.com/ - 6k - Cached - Similar pages
Billing inf Q i about this web!
odical Eavipment 8 Supsies. 473-2783 or (225) 924-5040. |

This is the second item on Google’s results page if you search for Louisiana

Medicaid (see inset). It's a logical choice for searchers (the description is very

clear), but it’s the wrong choice if they are current or potential Medicaid

consumers. Most of our test participants were misled by the title of this page

and never realized that the site is for providers only.
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PusLICIZE YOUR URL

It’s possible—and certainly desirable—to make your state online
Medicaid and SCHIP pages easier for Web users to find. The first
step should be to come up with an appropriate URL and publicize it.
If information seekers know your URL, they won’t need to use
search engines.

To make the URL easier to remember and use, choose words and
abbreviations that make sense to users. For example, Arkansas” URL
is http://www.medicaid.state.ar.us, but Kentucky’s is
http://chfs.ky.gov/dms/. Including keywords such as Medicaid helps

users and may also help get recognition from search engines.

Even if the URL does not have an intuitive name, customers may
learn to associate it with your program. Make sure you use every
opportunity to publicize the URL. Put it on all visual media and
printed materials, including applications, brochures, posters, signs,
giveaways, handbooks, and notices. Include it in public service
announcements.

Similarly, make names and descriptions within the website content
intuitive as well. Use words that are expected by and familiar to
users. Don’t assume that people will understand that medical
assistance includes free or low-cost health insurance, or that medical
eligibility is the link that gets you to Medicaid.

If your state uses another name for its Medicaid or SCHIP program,
tell users that right away, on the Medicaid home page. Explain that
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you’ve given your Medicaid program another name, and explain it
more than once (on more than one page), so that users won’t miss
that important point.

DC GUIDE

welEowl 10 wasician V.

District of Colum

Department of Health

INFORMATION
Accessftx Markat Costs
. ot

http://doh.dc.gov/doh/site/default.asp

Department of Health

Services

= Addiction, Recovery
Birth, Death Certificates
Certificate of Need

Dog License

Domestic Partnership
Environmental Health
Food Closures

Health Care Services
for the Uninsured

& Health Regulation
Information

® AccessRx Marketing
Costs Reporting

e Agency Calendar

-

HIVIAIDS
Immunization
Intemships

Matemal & Family
Nutrition

Primary Care

& Prevention
Professional Licensing
Special Programs

® STD Control

« Healthy People
2010

« HIPAA

« Immunization

Administrations/Offices Clinics

« Animal Adoption

o [nfluenza
» Bioterrorism Information
e Cancer Control Plan ¢ |IRBPH 2006
« DC Rx Discount CardSchedule
o Fact Sheets » Mayor's Health
¢ Grants & Funding Care
» Health Alerts Task Force
» Health Benefits Plan o Medicaid
e Health Data & « Related Links
Reports « Rodent Control
¢ Health Phone * Smoke-Free Law
Numbers « State Planning

Grant
« West Nile Virus

DOH NEWS

Health Alert - Counterfeit One Touch Ultra Blood
Glucose Test Strips

Based on the US Food ant Drug Acministration (FDA) alert, DOH issues a3
health alert about counterfeit bioos glucose test Strips being soid in the Unites
States. Full Text

Mayor Unveils Prescription Drug Card
This giscount carg progam offers 3 20 percent average savings off the retail
price of commanly prescribed anugs. Full Text

DC DOH Alert to Consumers - Do Not Eat Bagged Fresh

Spinach at This Time.
To date this year, there has been only one case of E.coli 015:H7 reported to
the DC DOH. Full Text

Health Alert - Consumers Are Advised to Keep All Carrot
Juice, Including Pasteurized Carrot Juice, Refrigerated
The health alert was issued by DC DOH following an alert from the US Food and
Drug Acministration. Full Text

Epilepsy Community Forum Scheduled for

November
DOH, in callaboration with the Chilcren's National Mecical Center ang the
Epliepsy Founcation, is sponsoring the November 9 event. Full Text

On the District of Columbia’s website, it’s hard to find the Medicaid link on the
home page, but if you do, the next page tells you what the Medicaid agency in
D.C. is called: the Medical Assistance Administration.
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OPTIMIZE SEARCH ENGINE RESULTS

Search engines such as Google are computer programs designed to
help find information stored on the Web. A user can search for any
word on any Web page, and in a perfect world (for searchers, anyway)
the most relevant links would be listed first on the results page.

Every website sponsor wants its site to show up prominently when
users search for something it sells or a service it provides. In the
sponsor’s ideal world, its site, too, will turn up always among the first
links on the results page for a given search term.

Unfortunately Web searches, like so much in life, fall short of the ideal.
But their effectiveness is vastly improved for website sponsors as well
as users when users are given means of discerning among the often
vast list of results.

Web |mages Video"™' News Maps mores
GOL)SIe utah medicaid (iearch) fibmoced Semch
Web Results 1 - 10 of about 3,500,000 for ytah medicaid. {0.12 seconds)
u Medicaid Informati Sponsored Links
Utah Medicaid Program. Infl i about meducai assistance pronrams which can help pay =
medical bills. Medicaid Provider M tins and Fee S ated Medicaid Facts
health.utah.gov/medicaid/ - 30k - Cached - Similar page Print a Custom Facl Sheet of
Current Medicaid Data of your State
| Information Medicai www. kff.org/mfs
Medicaid Informaticn for the State of Utah. The Utah Medicaid web site has informaticn Medi Plan Hold
about the Utah Medicaid Program. Provider manuals and bulhetlns : ofi
health ul.'m gov! rnod-cand himi/general infa.htmi - 37k - Cached - Similar page Leam about Medicare Benefits from
[ M its, fror v) s Secure Horizons. Free info kit!
: : e SecureHorizonsfromPacifiCare. com
h Medicaid Home and Community-Bas rvi HCBS), 2001 Maii -
In 2001, there were 6260 Medicaid HCBS participants in Utah (Table 1). In that same year, ... . L
Table 1, Utah Medicaid HCBS Participants, by Program, 2001 .., :ﬁ;“&:"m{m’f“s PAS, *“;P"a'a
www pascenier.org/stale_based_stals/ medicald_hcbs.php?state=utah - 21k * - F ok g
Cached - Similar paces www.isynermed.com/Medicaid

There it is! Utah Medicaid, with some good descriptive text, first on the list.
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Images Videc"™' News Maps mores

GO LJS Ie new mexico medicaid Geawrey) figoad fash
Web Results 1 - 10 of about 5,860,000 for new mexico medicaid. (0.28 seconds)
- ical istan: ivision Sponsored Links
New Mexico Medicaid. New Mexico HSD Logo. For more information, contact: NM Human a i F
Services D - Medical Assi anslon PO Bo« 2348 ... .
www.state.nm.us/hsd/mad/Index.html - 11k Similar g .\__i.._ Print a C\.lslc!n Fact Sheet of
Current Medicaid Data of your State
New Mexico Human Services Department
Insure New Mexico! HIPAA Information - Long Tarm Care Information - Medicaid Personal Medicaid for Nursing Ca

Care Options - Child Support Enforume

www.slate.nm.us/ /hsdimad. ht ml ak Qualify for New Mexico Medicaid &

Protect Assets, using 2006 Rules!

| Mers resula. from.wivw.siate . ] www.medicaidhelper.com
Welcom ew Mexi id Portal Medi p jold
The New Mexico Web Portal extends the business capabilities of Medicaid program Lty about Medicate Banalibs fiom

providers by offering uur-lﬂendly tmls an:l resnurcsa alectmni:ally

nmmedicaid.acs-inc.com/ - 15k - Cached - Secure Horizons. Free info kit!

SecureHorzonsfromPacifiCare.com

Medicaid Home and Communi ices (H aw Mexico Medicaki?
In 2001, there were 7692 Medicaid HCBS participants in New Mexico (Table 1). ... Table 1, Tips and listings for .
New Mexico Medicaid HCBS Participants, by Program, 2001 ... New Mlxiconlaldielid - frae puide.
www.pascenter org/slate_based_stats/ medicaid_hcbs php?state=newmexico - 21k - Madioatd BusinassCantes an’; .

But what to pick on this page? All of the choices offer some promise, but none is
quite right.

Search engines use algorithms to rank page listings according to
relevance. The relevance, or value, of Web pages is determined by a
number of criteria, and each search engine company (Google, Yahoo,
AOL, etc.) has a unique secret algorithm it uses to determine
relevance.

Some people make it their business to guess what the algorithms
might be. Search engine optimization organizations have sprung up
over the past few years to meet the needs of website owners who
want their sites to garner more attention than competitors.
Sometimes these firms are pretty successful at improving listing
positions.
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Using a search engine optimization organization to help improve
your site’s listing will likely be costly, but it might be worth it.
Whether your site is intended to sell things, offer information, or
provide interactive program options (such as applications,
enrollments, or report change opportunities), the more people who
find and use it, the more “successful” you'll be.

If your site’s listing is prominent and easy to identify, your
customers will be able to find you 24 /7—not just during office
hours. If, on the other hand, people can't find or identify your site,
you'll have to spend more time and money distributing information
and materials in other ways. Spending money on search engine
optimization, in other words, is an investment worth considering.

WHAT IS METADATA?

If there’s no money in the budget to hire a search engine
optimization firm, there are a few strategies that your Web
developer and content writer can and should use to make search
engines more likely to list your site prominently.

Choose the right keywords and descriptions

Metadata is data about the information on your website that’s
inserted in the site’s source codes at the time the site is developed.
The metadata that’s relevant to searches consists of keywords, titles,
and descriptions that searchers may intuit. The site’s metadata can
tell a search engine how words on the site are related and thus make
linking to and from that site more efficient. For example, the
metadata can tell the computer (and the search engine) that Medicaid
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is related to help with medical bills, so that when searchers look for
either Medicaid or help with medical bills they’ll find the same site.

For certain search engines, such as Google, the description found in
a site’s metadata determines what the text that appears under the
links will say. Some searchers depend on that text to help them sort
through the list of possibilities.

The absence of good metadata about your Web pages can make it
less likely that searchers will pick your site from a list of search
engine results. You can see a site’s metadata by clicking on View on
the menu bar, and choosing Source.

<!DOCTYPE HTML PUBLIC "-//W3C//DTD HTML 4.01//EN"
"http://www.w3.0org/TR/htmld/strict.dtd">
<html>

<head>
<title>Kentucky: Cabinet for Health and Family
Services - Overview</title>
<meta http-equiv="Content-Type" content="text/html;
charset=1s0-8859-1">
<meta http-equiv="Content-Style-Type"
content="text/css">
<meta name="Title" content="Kentucky: Cabinet for
Health and Family Services - Overview'>
<meta name="Description" content="">
<meta name="Keywords" content="Kentucky, Health,
Family, Children">

This is some of the metadata on the Kentucky Department of Medicaid page.
Note that the page title does not include the word Medicaid, that “Keywords”
do not include Medicaid, and that there’s no page description.
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<meta name="keywords" content="Utah Medicaid
Program, Medicaid, Utah medical assistance,
help with medical bills">

<meta name="description" content="Medicaid
Information for the State of Utah. The Utah
Medicaid web site has information about the
Utah Medicaid Program. Provider manuals and
bulletins. Some eligibility information.">

A sample of Utah Medicaid’s metadata, showing keywords and a description
that makes it likely that searchers will be able to pick it out of a list. Note how
specific the keywords and description are.

Put the page name in the title tag

Put the page name in the metadata as the HTML title tag so that
search engines will be more likely to list your site when users search
by entering the words in the name. You'll see the page title of a Web
page if you look at the title bar at the very top of the window.
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2 Washington State Medicaid - Microsolt Internet Explorer = =101 x|
Fls Edt Vew Favorkes Took Help "
: 3 T . - — - Ml
Qe - ) - (%] [B] G| pIseoh Sorones &)| (- o F B D
| Address (&1 hitp:jfvww.acs-gcro.comiMedicaid_Accounts|Washington_State_Medicaidjwashington_state_mediaid.him =] e |uns
ACS
EDI Gateway, Inc.
Home | Medicaid Accounts | Commercial | ENgibilit Hews | Contact Ls | About H]I.':“
Last updated: 07122004
‘Welcome to the ACS EDI Gateway's Home Page for
Washington State Medicaid!
What's News ACS EDI Gateway, Inc. would like to welcome submitters
X - from the Washington State Department of Social and Health
Providen Surwices Services (DSHES), Beginning no later than October 15, 2003,
EDT Support ACS EDI Gateway will be your entry point for electronic
Madnatd 4 i ACS EDI y will support the Simple Checklist for TN
Envollment HIPAA mandated electronic transactions and code sets Providers
F— through phased release efforts. 3
— Electronic
Software Providers need to make make a due diligence effort to Ltiil e g
Compinton Guidas become HIPAA compliant as soon as possible. But the key Ready 1o send
factor is to remember that they have a backup plan in place. Production Claims?
FAQ's Providers who are not certain they will be ready for HIPAA
Ralited Links compliance can rely on the dual - Medicaid HIP, li
will continue to process pre-HIPAA claims under providers' Cleaninghouses &
old claim-filing system. This will be for a limited time based Billiny n
% Ok here o on CMES guidelines.
addthispageto  ®  MPORTANT! Notify Medicaid of Your Readiness
your favonites * 1o Send Production HIPAA Claims - Medicaid
needs to know that you are ready to send HIPAA
pliant X12N 837 ions. Until you notify
us we will assume you are still testing. You may
need to coordinate this ¢ ication with your
clearinghouse, billing agent or sofiware vendar.
Providers who are ready to file HIPPAA-compliant
claims or their clearinghouses MUST call ACS EDI
(850) 558-1630 to notify ACS EDI Gateway they are
ready to send production claims.
=
&1 [ [ nkemet 4

http://www.acs-gcro.com/Medicaid Accounts/Washington State Medicaid/

washington state medicaid.htm

Note the title tag for this page, in the blue bar above the address field. But
the site is for providers, not consumers! Title tags don’t always lead people to

the site they’re looking for.
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Name the page for users

It's important to know that individual pages, not just the site as a
whole, compete on the Web for search engine results. So if the
Medicaid and SCHIP information is within the Department of
Health and Human Services website in your state, you can name
those individual pages—giving them names, and a URL, that make
sense to searchers.

Medicaid

Health Facilities &
Providers

Consumer Information
Publications & Forms
Licensing & Certification
Managed Care (HMOs)
Health Data

Agency Initiatives
About AHCA

agency for health care admi
/_AHCA Home (" FindanAgency [ ContactUs ~ 411 " She Map [ Help

@

lcaig | Agminigtration ang Funging | Beneficigry Information | Eligipility for Megicaid Services |
| Mecieaic Fiscal Agent | Medicaid Policies and Pyblications | Recent Medicai Presentations

A Floei
icaig H

Summary of Services

b recipients

Providers - Emergency procedures for Louisi ississippi, Al

Hurrican

What is Medicaid?

g and federal pa

Is id different from Medicare?

About Florida Medicaid
Abuse & Overpayment
Area Offices

Assistive Care Services
Behavioral Health
Beneficiary Services
Child Health Services

I ! rent fr i
How do I find out if I am eligible for Medicaid?
The Department of Children and Families handles Medicaid eligibility. .
Reports of Medicaid eligibles.., UPDATED| september 8, 2006
What services does Medicaid cover?
Medicaid covers a wide variety of health care services..

http://ahca.myflorida.com/Medicaid/index.shtml

On this page the URL includes both the name of the state and the word

Medicaid.
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Use keywords frequently

The more often you use a word that people are likely to search for,
such as “Medicaid,” the more likely it is that your site will show up
on search engine pages. That's because the search engine “crawlers”
constantly monitor the Web, looking for (among other things)
frequently used words—especially those that appear above the fold
(borrowing an old newspaper phrase). That’s one way they find and
list your site.

Link from other sites

Search engines also look at relevance when listing results. How
relevant is the site? How many other sites relate to it by providing
links to your site? The more links that lead to your site, the better,
according to the search engines. If your site’s content is useful, well-
organized and clearly written, the value of the site will increase the
number of sites that choose to link to you.

In addition to increasing the site’s value, a large number of easily
identifiable links to Medicaid and SCHIP increases the likelihood
that consumers and potential consumers are going to use those links
to find those programs.

At the very least, your state’s Web portal and the administering
agency’s home page ought to contain clearly named and easy-to-
find links to the Medicaid and SCHIP pages. They should appear
above the fold and not be hidden as sublinks under links with
abstract names, such as Living, or be tricky to access.
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The Centers for Medicare and Medicaid website should also provide
an easy-to-find list of all states’ Medicaid and SCHIP sites. That site,

or any other that shows searchers how to find their state’s Medicaid

pages, would increase the ranking of search engine results.

Encourage other state programs, community-based organizations,
advocacy groups, and any other service-related sites you can think
of to link to your site too. Remember, the more links the better.

j{ Citizen Business Government Visitor WOH Home Page
o :
b4

="
Wyoming
Department

of Health

TS Home | News | A-Z Topics | Divisions/Programs | Data & Statistics | Campaigns | Contact us | About us | Text Cnly
Wyoming Department of Health

Search Department of Health

Sundey, Seatemper 17, 2006

" (‘Submit)
IWDH Home Page's To reac the Department of Health's new poster, please
Links

Wel to the Wyoming Depart t of Health

AFFORDABLE
[WOH Home Dr, Brent Sherard, Director HEALTHCARE.
gEams Our mission is to promote, protect, and enhance the health of all h

[Divisions Wyoming citizens, The Wyoming Department of Heaith is the b )
[Public Health Nursing primary state agency for providing health and human services. We %
[Offices h inister programs r g the health and safety of all L \y
JAgency Hotlines citizens of Wyoming and our primary approach in solving health | R |
News problems is prevention, Link here. 3
fHoaxes & Rumors - -

For Public Health Emergencies or to Report Immediately =

Notifiable Conditions, please call 1-888-996-9104. click on the image below.

New Immunization Program

As of September 1, all Wyoming children are eligible to receive free ines through an Nyoming D of

Health program.

To read & press release on the new program, click here.

To leam more about the program or to find a participating healthcare provider, click here

http://wdh.state.wy.us/main/index.asp

Consider the many ways you'd think you could link to Medicaid on this site.
Perhaps it's under Programs? No. Public health? No. Divisions? No. It's under
A-7Z topics.
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Home Help SksMap Register Login Sunday, October 22, 2006

Search Help Advanced Search

California Climate Change Portal

Sponsored by the California Cimate Change Center to combine State
information on the impacts of cimate change on California and ® Caifornia Taxpayer
the state’s policies relating to global warming. Advocates' Pamphiet (paf)

— ® 200¢ STAR Togt Resuls

http://my.ca.gov/
To find Medicaid on this Web portal, users must go from Health and Safety to

Health Services to Medi-Cal. The word Medicaid never appears anywhere.
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FOR BEST RESULTS
No single strategy will put your site at the top of all relevant search
engine results pages, but many approaches together will certainly
boost your site’s visibility and help you reach many more customers.
To recap, here are some strategies for making your site more visible:
 Include the state name and “Medicaid” in the page URL
(Internet address and page name). Use words and
abbreviations that will be clear to users.
e Publicize the URL.
e Put the page name in the title tag.

 Choose intuitive keywords and phrases for the metadata.

e Use keywords frequently (but with a purpose—not
gratuitously) on your pages, above the fold.

 Include in the metadata for each page a concise

description that uses some of the keywords. It will show
up as descriptive text under the link on a results page.
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If you don’t see words similar to those below in your Medicaid
page metadata, ask your webmaster to make changes.

<title> Official State of Virginia Medicaid
Website </title>

<meta name="keywords” content="Medicaid
Information Virginia program free healthcare
medical assistance benefits government
official”>

<meta name="description” content="0fficial
Virginia Medicaid Program Site. Information
about medical assistance programs that can
help pay medical bills.”>

Make sure that the most important links (such as Online
Applications and FAQ) have prominent positions on the
home page, then make sure each of those pages has proper
metadata.

Put a link for Medicaid on the state Web portal, above
the fold.

Customize the site’s search capability (if any), and the state
Web portal’s search capability, so that searchers can find
Medicaid or SCHIP easily.

Encourage as many other sites as possible to post links to
your site.

Consider using a professional search engine optimization
firm to help you maximize search results.
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You might want to consider advertising your website on the
Internet. When the Pennsylvania CHIP program began purchasing
a state-targeted paid search on Google and Yahoo, hits to its
website increased by nearly 2,000 per month. In 2006,
Pennsylvania’s CHIP website averaged one million hits per
month—the result of the Internet advertising and putting the URL
on all of Pennsylvania’s marketing and outreach materials.

TRY THIS:

Go to Google and type in your state name and Medicaid. Take a
look at the first page of Google’s results, imagining yourself as a
first-time Medicaid customer. Can you easily find the words that
will lead them to the right pages?

Now go one step further, and ask friends who are not familiar with
Medicaid or SCHIP to pretend they've just moved to another state
(you pick!) and want information about Medicaid. Reassure them
that you're testing the website and its findability—not them.

Don't give them any guidance—just watch as they do the task. See
how they approach it, what words they use to search, how long
they stay on a “wrong” site that they've landed on. Note how
persistent they are, as well as the things that frustrate them. If they
find the website, ask what they like and don't like about it.

Is the state's Medicaid information easy to find without having the
URL? If not, what do you think would help make it easier for users
to find the site?

36 | FIVE GUIDELINES FOR DEVELOPING CUSTOMER-FRIENDLY WEBSITES



Create a Clean and
Uncluttered Design

Design is everything on the Web. The way a Web page looks can
welcome users, invite them in and encourage them to stay, or make
them think it’s not worth their trouble.

The way a website looks to its users is especially important when it is
intended for popular use. It has to appeal to the people whom you
expect to use it. If it also appeals to the program staff, the governor
and the Web development team, so much the better. But the
customers and potential customers must come first.

If users are looking for information, the design can suggest that they
will be able to find it easily—or that they’re in for some tedious
work. The user is the final arbiter of the site’s design: if she is put off
by the way the site looks it takes just a second to click away, and she
may never return. If that happens, the website has lost another
customer.
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WHAT WORKS FOR THE BROADEST AUDIENCE?

A design that works for information seekers is clean and uncluttered,
offering the prospect of easy navigation. There’s no visual noise—
that is, no clutter that may interfere with a visitor’s ability to use the
site, or at least use it easily. The site looks well-organized—as though it
will be possible to find what the user wants on it.

Find it Fast

Billing | Fraud/Abuse Prevention | Contact Us

Welcome to the

Alabama Medicaid Agency

Medicaid is a state/federal program that pays for
medical and long-term care services for low-income
pregnant women, children, certain people on Medicare,
disabled individuals and nursing home residents. These

individuals must meet certain income and
other requirements.

Links to Important Information:

Alerts - Information for providers
Billing - Secure logon, fee schedules and
NPI information
Citizenship and Identity - Requirements for
Medicaid Applicants and Recipients
EDS - Provider Enroliment / Billing
Questions
Medicare - General Information
Medicare Part D - Prescription Drug
Program

1 rmation for icaid Provider
Plan First Program = Updates effective
October 1, 2006
Synagis - Updated Synagis criteria

http://medicaid.alabama.gov/
This page is clean, uncluttered, and welcoming. However, the Links to

Important Information do not include such important things as who will
qualify and how to apply.
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More is at stake here than appealing to the average Web surfer. A
clean and uncluttered design is much easier to use for people with
limited literacy skills, or those who don’t read English well, as well
as users who have visual impairments, learning disabilities, or
physical challenges that require them to use assistive devices. It's
extremely important to make a public benefits website accessible to
as many users as possible, whatever their abilities. Jakob Nielson, a
longtime expert on usability, says, “Long experience shows that
improving usability for users with disabilities typically increases
usability for non-disabled users as well.”*

MAKING THE CUSTOMER HAPPY

Information seekers may be a little anxious when they visit a
Medicaid or SCHIP site. They know they have to learn somehow to
get the services they (or someone they care about) need or want. It's
not the same experience as surfing the Web to find what's
interesting, or visiting a favorite shopping or music site.

For some information seekers, the need for specific information may
keep them at a site even though the design is not inviting or
appealing. They stay and struggle, and become unhappy,
disappointed customers. Some users even expect informational
websites to be cluttered and hard to navigate as a matter of course.
But that needn’t be the case with your site, and if its design is clean
and uncluttered users may be pleasantly surprised. They will find
what they want and become happy customers.

*http:/ / www.useit.com/alertbox /2005314 html
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CRITICAL DESIGN ELEMENTS

Some decisions that Web designers make are critical in helping to
make a Web page appealing and readable. The following are critical
features of good Web design:

e Easy-to-read fonts. It's important to choose fonts that
don’t interfere with readability and navigation. Fonts that
are artsy or cutesy, or that aspire to be design features
that call attention to themselves, merely distract users
from the content.

 Easy-to-see print—at least 11 point. Using that as the
default, set print at variable size so that users can make
the text larger by adjusting their View menu. Smaller
print may look neat and orderly, but many users find it
difficult to read, especially older people and those with
vision impairments. Moreover, on a text-heavy site
small print results in long lines of text, which are harder
for people to read.

¢ Key messages in the center of the page. Most users will
look first to the middle of the Web page to find information.
If you want them to see something important that’s not in
the middle, you need to give them a visual cue—a graphic
element that says Look here, this is important.
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¢ Key messages and links above the fold. Some Web users
just don’t scroll. Perhaps they forget because they’re
intent on the task they’re doing, or maybe they don’t
know they’ll find more information if they scroll down.
The content of a Web page that you don’t see unless you
scroll down is said to be below the fold.

(_J 1{ E(_Y()N Business  Education Human Services Natursl Resources

(]
Oregon Health Plan )( ! IH|....|.-

man Services

menu

Application and benefits

Are you eligible?

Healthy living and prevention resources
Other health insurance coverage resources

RN
i

Are you eligible?

DOregon Health Plan (OHP

Family Health Insurance Assistance Program (FHIAP)
State Children's Health Insurance Program [SCHIP)

How to apply

3 OHP

EHIAP

SCHIP

HealthyOregon (prescription drug assistance)

back to top
Prescription drugs

OHP Homa Senior prescription drug program
Dther prescription assistance

http://www.oregon.gov/DHS/healthplan/app benefits/main.shtml
“Oregon Health Plan” is Medicaid in Oregon. Not a word is mentioned about

Medicaid on this page, but at least the key messages are above the fold. The
interior pages aren’t as clear.

CREATE A CLEAN AND UNCLUTTERED DESIGN | 41



Don’t count on users scrolling to see something important.
If you do place important information below the fold, make
sure there’s a visual cue for users so they’ll know to scroll

down.

 Plenty of contrast. If the design doesn’t provide enough
contrast between the background and the print, it will be
hard to read the text.

Health Care

The Minnesota Department of Human Services ensures basic health care coverage for low-
income Minnesotans through four major publicly subsidized health care assistance
programs. More than half a million Minnesotans have health care coverage through
Minnesota Health Care Programs.

Hgf Minnesota Department of Human Services

DHS Home Page | Forms {eDoos) | County and Tribal Workers | A-Z Topics |
AboutDHS  Aging | Partners and Providers  Children | Disabiliies  Economic Supports [[7-('¥="11 Publications

Families and children

Pregnant women and
newboms

Adults without children
Adults with disabilities
Children with disabilities
People age 65 or older
Nursing home care

Home and community
services

Medical Assistance

+ Who is eligible?

What are the income limits?
Are there asset limits?
What services are paid?
What does it cost?

+ How do | apply?
MinnesotaCare

GAMC

Heaith Care

Mi Health Care Pr

Medical Assistance

Who is eligible?

Children under the age of 21, parents or relative caretakers of dependent children,
pregnant women, pecple who are 65 or older and people who have a disability. More
What are the income limits?

Income limits vary depending on family size, age and whether someone s pregnant,
biind or has a disability. More

Are there asset limits?

Mest enrcllees can only have a limited number of assets. There is no asset limit for
pragnant women and children under age 21. More

What services are paid?

Covered health care services include doctor visits, hospitalization, prescriptions, eye
exams, eye glasses, dental care and more. Mo

Sunday, October 22, 2006
north $tar)

Related Links

* Minnesota Department of
u;ﬂmm
* MinnesotaHelp.info

http://www.dhs.state.mn.us/main/groups/healthcare/documents/pub/dhs id 00

6254.hcsp

There’s lots of information below the fold on this page, and most is as important as
what’s above the fold. But you can’t really tell that it’s there. Moreover, it's hard to
read the text under Health Care on the upper left part of this site, because there’s
not enough contrast between the text color and the background color.
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¢ Color that highlights important features. Color used
judiciously can add interest and appeal to a Web design
and help support the site’s navigation. In a website with
lots of text and information, color can highlight key
messages, helping users tell one page from another and
keep track of what pages they’ve seen. But too many
colors can create visual noise and impede navigation.

http://www.med

-quest.us/
Hawaii uses

colors to call
attention to
important links
and features.

A

ELIGIBILITY PROVIDERS HIPAA/EDI CONTRACTORS,/VENDORS CONTACT US

Welcome to www.med-quest.us

You have reached the website of the State
Dwumamummg‘qm =

i mental and dental
coverage for qualifying Hawail residents.
ARE YOU ELIGIBLE FOR THE lND EVENTS
FOLLOWING PROGRAMS? W g £115 ier 2008
MEDICAID FEE-FOR-SERVICE HAWAI QUEST

Are you: Are you:

Age 65 or older Under age 65
or certified blind or disabled? and not cedified blind or disabled?

x

PREGNANT WOMAN LONG TERM CARE

Are you:

Currently pregnant? In need of long term cane?

¢ Images that reassure users and show them they’re at the
right place. Users take cues from the images they see on
your site. The right images welcome users to the site and
tell them they’re at the right place. Our test users much
preferred pictures of families and children to those of
mountains or lakes (however beautiful) in the host state.
The pictures of people provided a visual cue to them that
they were where they were supposed to be—on the state’s
Medicaid site.
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REACHING THOSE WITH SPECIAL NEEDS

Well-designed websites make it easier for all people to use the Web,
not just those who can use the technology in standard ways.
Consider the range of human abilities, and you'll see that designing
for users with “special needs” means simple things like making
print size or contrast adjustable, but it also may mean rethinking
fundamental design values to make sure people using special
software and other assistive devices don’t have to plow through
happy talk and other visual fluff to get to the information they need.

Many Web users rely on assistive devices. Some users are visually
impaired, some have learning disabilities or other cognitive
impairments, and some are physically disabled and can't sit, use the
mouse, reach, touch type, or otherwise use the technology in the
standard ways. Here are some examples of assistive devices:

e A computer program that converts text into speech,
allowing blind people to use the Internet. At its most
basic, it reads everything on each Web page—a
formidable, frustrating, and boring process for the user,
especially if the page is cluttered or poorly organized.
Computer users who are trained in using this software
depend on hearing site maps or lists of links to scan the
way other Web users do.

e Similar software that allows readers with limited literacy
skills and those learning English to hear the text spoken.
These programs are much easier to use on websites that
are streamlined and customer-friendly.
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 Voice recognition software that allows users with
physical disabilities to operate a computer using speech.
Once again, good, intuitive navigation saves these
computer users time and frustration.

Section 508 of the Rehabilitation Act requires federal agencies to
make their electronic and information technology accessible to
people with disabilities. In a sense, the spirit of 508 mandates the
very basics of creating user-friendly Web design: clean and
uncluttered pages, fluid navigation, plain language writing—all
tested for usability. These features result in websites that are usable
for more people, including those with limited literacy skills, those
with mobility and visual impairments, and those with learning
disabilities.

Make sure your Web developer knows how to make a site compliant
with Section 508. This is a task best done during development. Here
are some keys to a 508-compliant website:

e Streamline the design and navigation so that it’s not
cluttered. While it may be just annoying for most users to
plow through a cluttered site, it’s extremely time-
consuming and labor intensive for people who are using
assistive devices.

e Design readable Web pages with sharp, crisp print (good
contrast), and not too much of it, so it’s easy to scan.

e Build in the capacity to change text size and improve contrast.
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e Provide prominent (above the fold) links to translated
pages, so users can easily toggle back and forth between
languages to understand the content.

e If there are pictures or illustrations, make sure they
support and enhance the content and don’t drive or
interfere with the navigation.

* Provide a site map, so that users can go straight to what
they want, bypassing navigation. This is particularly
important for blind users, who otherwise may have to
listen to a screen reader speak every bit of navigation
until they find the link they want.

State of Delaware

The Official Website for the First State

=

e Visit the Govemnor | General Assembly | Courts | Other Elected Officials | Federal, State & Local Sm;
State Directory | Help | Search  tassee =) Your Search... Citizen Services | Business Services | Visitor Info.

Delaware Health and Social Services

HOME

- About Agency

- Secretary’s Letter

- News & Media

- Divisions &

Programs

- FAQs

- Employment Site Map

- Calendar of Events

- Related Links Welcome to the DHSS website Site Map. If you are unfamiliar with this concept, its sole purpose is to provide an index,

- Contact Information like in a book, listing the contents of the DHSS website. The following two site maps list the contents of the DHSS

. Office Locations website with links to the corresponding information. However, each site map is organized differently.

- Agency Site Map « Site M ision

SERVICES This site map lists all of the contents of the DHSS website by division, alphabetically. Therefore, if you know that
a certain division provides information or a service that you are looking for, you would use this site map and look

INFORMATION for that division name alphabetically. You would then select it or any pertinent sublistings. There are some

exceptions to this rule for information that is pertinent to all of DHSS. You will find those listings under "DHSS"

» Site Map by Subject- This site map lists all of the contents of the DHSS website by topic or name, alphabetically.
Therefore, if you do not know which division provides which services, you can use this site map and look at the
alphabetical fisting for what you are trying to find, If the information is provided by a specific division, you will also
see fts ym in p: is fi ing the listing.

http://www.dhss.delaware.gov/dhss/main/sitemap.htm
Delaware explains its site map to users. The text is fairly high level, but the idea

of explaining is a good one.

46 | FIVE GUIDELINES FOR DEVELOPING CUSTOMER-FRIENDLY WEBSITES



e Add “alt tags” (supplemental text) to describe graphic
content, including pictures, illustrations, and especially
graphically-produced text such as banners or buttons.
Make sure site navigation doesn’t depend on seeing the
graphics and illustrations.

e Offer a text-only version of the site that’s available from

the home page.

 Label links clearly, so users who rely on screen readers
(and other users as well) will know exactly where they lead.

Finally, don’t forget to provide contact information for those who
want to call or write. Many information seekers ultimately prefer to
talk to a real person and look for a phone number if they can’t find
what they want.

DC HOME DC GUIDE RESIDENTS SINESS VISIORS DC GOVERNMENT

williow 0 wasvorom | T_! UL o SR N > W P P\ 3
District of Colum AN V4 4 ; antnaiyt wilkimns (il

Department of Human Services
DHS HOME

SERVICES Medicaid and DC Healthy Families

INFORMATION

Health Insurance for Chil rm?r- and Parents
Health Insurance niors and the Disabled
Home Care * Services
Medicare and Prescriplion Drugs

Medicaid and Spend Down Eligibility

OMLINE SERVICE
REQUESTS

Government of the District of Columbia Telsphone Directory by Topic | Agencies | DC Councd | Search | Elecied John A Wikon Building
Citywide Cnlww (202) T27-1000 0 1350 Pernsyhania Averue, NW
TTYITOD Die Fecdback | Transiations | Privacy & Security | Terms & Washirgion. DC 20004

http://www.dhs.dc.gov/dhs/cwp/view,a,3,0,613266.asp

The District of Columbia has their phone number, TDD directory, and address
listed on every page of their website.
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TRY THIS:

Ask a friend to visit your state Medicaid website. Provide the URL.
Let your friend explore the site for a few minutes, and then ask these
questions:

* What do you think of the site’s design? Do you like it? Why or
why not?

* Talk about the way the pages are organized visually. Can you tell
what the designer thinks is important?

Remember, don't agree or disagree during the test period. Just listen.
You may find that the things that appeal to you, with your level of
knowledge and experience, are not the same things that appeal to
your friend.

Consider what your friend said. Do you think she's right? If so, what
suggestions would you make to improve the interface design?
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Write For Your Clients

The Web is a visual medium. Good Web design, like good television,
succeeds by its visual appeal—its ability to capture and maintain
viewers’ interest. Web users, like television viewers, have many
screens to choose from, and they too are inclined to “surf.” They can
visit any Web page whenever and for as long as they like. Given this
seemingly infinite choice, they tend to make quick, even impulsive
judgments: If what appears on the screen does not appeal to them,
they click away.

In one way, however, the Web is very much unlike television: A lot
of its content takes the form of static text, which is not especially
visually appealing. The challenge for Web writers is to shape the
static text so that it fits into a pleasing design—a visual invitation that
will capture users’ attention and convince them that the site is useful
tor them.

THINK THE WAY YOUR CUSTOMERS THINK

Writing customer-friendly Web content is seldom easy, and when the
website is about a public benefits program such as Medicaid, the
challenge is even greater. The body of information is large and
complex, and the public’s familiarity with it is typically rudimentary.
The first thing writers must figure out is how best to organize the
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content so that new clients know where to look for information they
don’t even really know they want yet!

The best approach is to get into consumers’ minds and use what you
find there. You can do this indirectly by talking to people who
interact with consumers regularly, such as outreach staff, call center
staff, or eligibility workers. Ask them these questions:

e What aspects of the program or application process do
consumers ask about most frequently? They understand
those things least and may need more reminders related
to them.

e What specific words and phrases do consumers use?
How do they express themselves when asking questions?
Use their words whenever possible.

e What words do staff members find themselves using
over and over again to explain programs and processes to
consumers? Chances are they’ve come up with some
stock explanations that are simplified versions of official
definitions or descriptions. Knowing what they are will
help you understand the literacy skills of people that
you'll be writing for.

e If you have a website for consumers now, what are the
most common problems that users report? See whether
they have to do with content and whether you can fix
them by revising the content.
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Go back and read any field-testing reports that you have about print
materials. They may help you understand the way consumers think
and remind you once again that many consumers have limited
literacy skills.

You can get into your consumers’ minds directly through usability
testing during the Web development process. Test participants will
tell you and show you whether there is too much content or too little
and whether they find it well-organized or not. Their answers and
actions will tell you what’s most important to them, and what you
learn should help you refine your site’s navigation features and
organize the content.

STREAMLINE THE CONTENT

Most people who use the Web don’t read every screen from
beginning to end. They scan each one, looking for the words or links
that may lead them to what they want. Then they click, hoping to be
on the right path.

If the center of the screen is filled with text that offers complex
descriptions of the program, or promotional “happy talk” about
what the state has done, consumers may become frustrated or even
annoyed. Most will try to work around that text—without reading
it—in order to get where they want to go.

Accommodate Web users’ habits and preferences by paring down
the text so it is possible for them to find useful information through
scanning, without reading through lots of verbiage (because they
won’t!). Each screen should look clean and uncluttered, with key
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messages positioned where users can see them right away and a
layout that is easy to scan for other links and information.

The logic of each page must be evident to users. Each page should
feature a concise summary of what the page is about—almost
answering users’ questions before they ask them. Keep in mind
what users have told you they want to find and the order in which
they need to find things.

Ba%

DI\1S[DN ofF MEpicam

«f« ggsDo your children need health insurance?

o
e e D e

Health insurance is a benefit
every Mississippi family needs
- especially for their children.
But for many working families,
the cost of health insurance has
simply been beyond their
means - until now.

Through Mississippi Health
Benefits, there are two health
insurance options that cover
children: the Children’s Health
Insurance Program (CHIP) and
Medicaid.

Applications for Mississippi
Health Benefits are available
by mail and at many locations
that serve children's needs like
your Medicaid Regional
Offices, local health
departments, community

Applications for Medicaid and/or
CHIP require an in-person interview
by the parent or carctaker. The
Regional Office will determine the
appropriate program for each child.

It's possible that one child in a family
may qualify for Medicaid while
another may qualify for CHIP.
Eligibility is based on b hold

The income guidelines below can help determine
eligibility for CHIP and Medicaid.

Both CHIP and Medicaid cover a wide range of
services and have many user friendly features.
Services include: health ings (includi
vision and hearing exams; preventive health cam
such as immunizations; inpatient and outpatient
hospital care; doctor's or clinic visits for well-child
check ups and sick-child care; lab services;
dications; eyeglasses and hearing

income, the age of each child and the
insured status of each child,

It is important to apply for health
benefits before your children become
ill. Benefits under CHIP are not
retroactive. CHIP coverage can begin
no eardier that the month following the
month of application. It can begin
later, so it is important to apply early.

aids; dental care; and mental health services. There
are no exclusions for pre-existing conditions.

Bring or mail your completed Mississippi Health
Benefits application form along with the required
verification mentioned above to your Medicaid
Regional Office. An Interview will be held or
scheduled for you,

To apply for Mississippi Health Benefits an in-
person interview is required along with:

http://www.dom.state.ms.us/CHIP/chip.html

This screen is text-heavy and filled with happy talk.
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Rhode Island Department of Human Services

Reporiing Fraud and

Program Abuse

Provider Search
Site Search
Infa Lines
Ron Lebel
Local Office Directory BpJieavtdn)s by :
@ Part D Transition Payment Ends
Medical Assistance '] W :
gy L Press Release (.. Medicare Part D
@ RI Assists Dual Eligibles
DHS Reporis @ Rules & Regulations
Research and Evaluation @ LEA Medicaid Direct Services Guidebook

http://www.dhs.state.ri.us/
There are no key messages above the fold on this screen, and nothing on the

screen tells consumers that the pictures are links.
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Remember that you're writing for a visual medium, and the size of
the font, as well as its position and prominence on the page, will
signal to consumers how important the message is. Create a visual
hierarchy for the users, showing them at a glance, with headings
and subheadings, what you think is most important for them—and
what is less important.

New York Medicai

Horne | News | Print | Links | Contact us | en espario

If you have SS|, or are
Certified Blind or Disabled ¥

Learn about health plans

> YauMedlcad i changing Now, most people who have SSI or who are

> How health plans wark ! | 4 i/
> Your doctor and health plans Certified Blind or Disabled must join a
> More ... health plan.

You can choose your health plan and a primary doctor
Your regular Medicald benefits stay the same
Choose a plan

> How to choose a plan
> Find a plan near you
= Enrall over the phone
> More ...

Eind ot how health plans work

Get what you need

> A list of plans near you

> Forms, applications, brochures
> More ...

Home | News | Print | Links | Contact us | en espafiol | Accessibility | Privacy

This site’s designer used headings, subheadings and font size to point users to
what's important. The most important message is front and center! The site
has a clean and uncluttered design, with pictures that enhance the page's
appeal but don't interfere with key messages.
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States want their websites to offer comprehensive information, and
some Web users undoubtedly do want to know when the Medicaid
program was established or how many children in the state get
benefits from SCHIP. That's where links labeled More Information,
Learn More, or Read More come in handy. People who want more
information can click them to get to it, and others don’t have to see
all the text. Many Web users print longer pages when they want to
read them; they read them offline. Save lengthy text for the Read
More or Learn More links, and make sure the text is available in
printer-friendly format.

USE THE INVERTED PYRAMID

Once you know what you want on each page, organize the content in
a format journalists call the inverted pyramid. In an inverted pyramid,
the most substantial and important information appears at the top of
the story (or, in the case of a website, at the top of the page). This is
the who, what, when, where, how, and why that are crucial to a basic
understanding of the story. Less important information and details
follow below, in diminishing order of importance. The point of this
structure is to make sure that visitors to the site see the most
important messages on the screen right away. Those who are
interested may scroll through and read the rest of the page. A few
might even make it through the entire thing. But for those who don't,
you want to make sure they at least read the key messages.
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WRITE SIMPLY. GET TO THE POINT. THEN STOP.*

The next big challenge for Web writers is to remove the stumbling
blocks that so often hinder lay people from understanding public
benefits programs like Medicaid. Official literature relating to these
programs is laden with unfamiliar vocabulary, acronyms,
abbreviations, bureaucratic jargon, and legalese.

Good writing for the Web is distinctly different from writing for print.
Web copy’s job is to capture users’ attention and give them information
quickly. Remember that Web users are impatient, and inclined to click
away if they don’t see what they’re looking for right away. Therefore,
Web copy should be simpler and shorter than print copy, as well as
more direct, specific, and conversational—all at the same time.

*http:/ /www.gerrymcgovern.com. Writing for the Web: Part 1, April 28, 2003.
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search this site text only version en espafol

West Virginia Children’s Health Insurance Program

WHAT 15 WVCHIP? WHO IS ELTGIBLE APPLY FOR HIP ENROLLMENT INFO

Children’s Health Insurance Board WVYCHIP Materials FAQs Grandparents T =

(Welcome(to]WVCHIP @ Bypaital

Para espafiol por favor 2l tekéfono

The West Virginia Children‘s Health Insurance Program (WVCHIP) is a low cost health care 1.877-982

plan for children and teenagers of working families. ; WV CHIP

Working together, we will make sure your children get the high quality health insurance WV CHIP lstra de sobcacin
they need. i

It's easy to get more information about WVCHIP. Start by exploring this website. Just
click one of the topics above or call us at:

1-877-WVA-CHIP
TDD and Translation Services Available.
Helpline open 24 hours a day.

wIinuies,; b 7

Chick here to view WVCHIP news update

Search This Site
Lest updated : 01-21-2005

Design By DREAM CATCHER

http://www.wvchip.org/index2.shtml
Here’s a welcoming screen with encouraging text. Both the “help” message

and the Spanish-language link are above the fold!
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What is Medicaid? Here’'s how some states answer on their websites...

/
Alaska

Medicaid is an “entitlement program” created by the
federal government, but administered by the state, to
provide payment for medical services for low-income
citizens. People qualify for Medicaid by meeting federal
income and asset standards and by fitting into a
specified eligibility. Under federal rules, DHSS has
authority to limit services as long as the services
provided are adequate in “amount, duration, and
scope” to satisfy the recipient's medical needs.

North Dakota

Medicaid was authorized in 1966 for the purpose of
strengthening and extending the provision of medical care and
services to people whose resources are insufficient to meet
such costs. Corrective, preventative, and rehabilitative medical
services are provided with the objective of retaining or attaining
capability for independence, self-care, and support. These
services are extended to elderly, blind, or disabled individuals
as well as to caretaker relatives and children to the age of 21
years. Funding is shared by federal, state, and county
governments, with eligibility determined at the county level.

Michigan

Arkansas

Medicaid is a program that helps pay for medically
necessary medical services for needy and low-income
persons. It uses state and federal government money.
The Department of Health and Human Services
(DHHS) runs the Medicaid program in Arkansas.
Medicaid and Medicare are different programs.
Medicare is federal health insurance. It pays for
medical services for aged and disabled persons.

Kansas

Medicaid (Title XIX) is a federal/state
matching funds program that is used to
purchase preventive, primary, and acute
health services for low-income individuals,
children, and families. It also pays for certain
long-term care services, like nursing homes,
for the elderly or people with disabilities. The
federal government provides approximately
60 percent of the cost of Medicaid services.
In other words, for every Medicaid dollar
spent in Kansas, about 60 cents comes from
the federal government; the State provides
the remaining 40 cents. Medicaid is an open-
ended entitlement for states. That is, as long
as covered services are provided to eligible
beneficiaries as specified in the State
Medicaid Plan, the federal government must
participate in sharing the costs of those
services.

Health care coverage is available to individuals and families who meet certain eligibility requirements.
The goal of these health care programs is to ensure that essential health care services are made
available to those who otherwise do not have the financial resources to purchase them.
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p Maryland

New HamPShlre Medicaid (also called Medical Assistance) is a

The Medicaid program is a federal and state funded program that program that pays the medical bills of people
serves needy individuals and families who meet financial and other who have low income and cannot afford
eligibility requirements and certain other individuals who lack adequate medical care. Medicaid provides three types of

resources to pay for medical care. The Division of Family Assistance critical health protection: :
determines financial eligibility and categorical eligibility and Medicaid * Health insurance for low-income
Administration determines medical eligibility when it is required. The families, children, the elderly, and
Division for Children, Youth and Families and the Division of people with disabilities;

Community Based Care Services are responsible for the day-to-day * Long-term care for older Americans

operation of some Medicaid funded services and programs. and individuals
» Supplemental coverage for low-

income Medicare beneficiaries (e.g.,

H H H H payment of Medicare premiums,
MISSISSIppI deductibles, and cost sharing).

Medicaid is a national health care program. It helps pay for medical

services for low-income people. For those eligible for full Medicaid

services, Medicaid is paid to providers of health care. Providers are New Jersey
doctors, hospitals and pharmacists who take Medicaid. We strive to

provide financial assistance for the provision of quality health Medicaid is the federal-state partnership
services to our beneficiaries with professionalism, integrity, created by Congress in 1965 to finance
compassion and commitment. We are advocates for, and health care services for the nation's poor
accountable to the people we serve. people. Originally Medicaid was designed to
provide services to recipients of cash
assistance through welfare programs. The
program has expanded over time, most
notably for women and children. Medicaid
pays for hospital, doctor, prescriptions,
nursing home and other healthcare needs.

New Mexico

Medicaid is a joint federal and state program that pays for health care to
New Mexicans who are eligible for Medicaid benefits.

/

South Carolina

Ohio
Partners for Health (Medicaid) is South Carolina's grant-in-aid
program by which the federal and state governments share the Medicaid is a state and federally funded health
cost of providing medical care for needy persons who have low program for certain low-income and medically
income. Title XIX of the Social Security Act that was signed into vulnerable people. As an entitlement program, those
law by the president on July 30, 1965 authorized the program. who meet eligibility requirements are guaranteed
Congress has continually changed the Medicaid Program since coverage through the Medicaid program. In Ohio,
it was created and enacted by legislation. South Carolina began [ W[l e RSl I E R AGIEROIIeNBIE ol g1 K0
participation in the Medicaid Program in July 1968. Job and Family Services (ODJFS) via 88 local
county department of job and family services.

New York

Medicaid is a program for New Yorkers who can't afford to pay for medical care.
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Here are some guidelines for writing for the Web.
To make content simpler and shorter:

e Choose only content that your readers want and need to
know about—content that is useful for them.

e Streamline the content and organize it so that no single
screen will have too many messages for Web users to
absorb all at once. Remember, less is more.

e Use plain language and common words (vocabulary
words that consumers use). If you have to introduce new
words or concepts, explain them in plain language.

e Write short, simple sentences, and make paragraphs
short.

e Use bullets and lists to help break up long blocks of text.
It's much easier for readers to pick keywords out of a
short line of text.

e Use bolding or italics for emphasis. That way you can
show readers how you want them to read the sentence,
and let them know what you think is important.

e Make sure the home page tells visitors what the site can
do for them. For example, on a Medicaid page they’ll
need to know that they can find out:

Who qualifies

How to apply and when to renew
What the benefits are

Where they can get Medicaid services
How to contact the local office
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¢ Use links to guide visitors to supporting information. But
don’t use them in the middle of a sentence that delivers a
key message. Links in the middle of important sentences
tend to distract Web users and may cause them to click
away from a key message they will not return to.

For links to be useful, the linked words have to be clear
and specific so that users know immediately what they
mean. If the link label is vague or too broad (e.g., Living)
they won’t know where it leads, because they can’t guess
what's in the writer’s mind.

. @ O
SOC]al SerVi ces X )j' Deborah E. Seott, Director

'Home | | Children | [ Family | | Health Care | { Youth | | Local Offices

«Information» | DMS Home| General| Managed Care| Providers| Pharmacy| Recipients
 contact 0S5 S % 2 Alerts & Notifications
. DSS Divisions Division of Medical Services
. Director's Office oavoy/oe BERE
. Caseload Counter Welcome! Electronic Health
- Reading Room Record Program for
| Toll Free Numbers Welcome to the Missouri Division of Medical Services (DMS) Web site. The MIQMM&II@E!
_ Division of Medical Services (DMS) is one of seven agencies reporting to the n
Department of Social Services (DSS). Medical Services is the agency 06/23/ 06
«Headlines» responsible for the administration of services provided by the Missouri =
[ Changes Pedicaid; Propeam, Phone Scams Aler for
L Press Releases Patients with
 Medicaid Reform Our Mission Medicare
ey The purpose of the Division of Medical Services s to purchase and monitor 01/17/06
health care services for low income and vulnerable citizens of the State of Emargency Override
Missouri, The agency assures quality health care through development of Authorization
service delivery systems, standards setting and enforcement, and education 01/13/06
of providers and recipients. We are fiscally accountable for maximum and
i Information for Part O
appropriate utilization of resources. mmsmﬁnm
Our Vision |Jemem &

Missouri’s low income and vulnerable citizens will have access to excelient
health care in order to maximize their quality of life and independence. We
are committed to purchasing services that are cost effective and appropriate.
We value and respect our partners in health care delivery.

http://www.dss.mo.gov/dms/

This Missouri site has a lot of task-supporting links for users to choose from,
even though you do have to work a little to find out that “medical services”
means Missouri Medicaid.
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There’s a place for links that have general labels, such as
Read more or Learn about. Those links can be useful when
they appear as sublinks under more specific categories, so
that users know what they’re going to “read” or “learn”

about.
gea')rgio.gov \\ (:nonma DEPARTMENT OF
=/ CommuniTy HEALTH
—
georgla.gov > A B O > Dep of C y Health Monday, October 23, 2006
Programs
Medicaid e Search
PeachCare for Kids Medicaid n
HIPAA
Indigent Care Trust Fund As the largest division in Community Health, Medical
Medicaid Estate Recovery Assistance administers the Medicaid program, which provides Related Links
Olmstead Plan health care for children, pregnant women, and people who - o
Pharmacy are aging, blind and disabled. * Commissioner's
x Eresentation to the
e a i Portal Biennial Institute RE
If you are a doctor, pharmacist or other provider, you can use on the Medicaid
the Georgia Health Partnership (GHP) system to get easy, Monaged Care
secure and efficient access to health care information. Use e o
this site to obtain Medicaid information, including banner ¢ GHF - Commissioner's
messages and provider manuals. Letter to Providers
* Kajser Commission
If you have trouble accessing the Health Portal, Customer on Medicaid and the
Service Representatives are available to assist you Monday Uninsured Onling
through Friday, 8:00 a.m. to 7:00 p.m. Providers may call: 1- Database

BOD-766-4456 or 404-298-1228 and members may call: 1- s
866-211-0950 or 770-570-3373. For the quickest response SRR
please send an inquiry at the contact page of the Georgla

Health Partnership Web Portal,

For more general information on Medicaid please visit the The
Centers for Medicare & Medicaid Services web site.

Medicaid information from Kaiser Commission on Medicaid and
the Uninsured.

http://dch.georgia.gov/00/channel title/0,2094,31446711 31944826,00.html
There are lots of content labels on this page. Most (not all) are bureaucratic
sounding. They're difficult to sort through.
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To make the content direct and specific:

e Make sure each page has a clear descriptive title, so
consumers know what the page is for.

e Write in the active voice, so that Web users can see who is
taking the action. The active voice seems simpler and
more direct to readers.

e Don’t embellish the content. Write simply. Get to the
point. Then stop.

e Use headings and subheadings to guide Web users
through the screens and tell them in a nutshell what is
coming next.

e Create short descriptive links that point Web users to
common tasks and useful information. Each link label
should make sense alone, or at least in sequence under a
main link.

Finally, to make the writing conversational, write in a friendly,
inviting and encouraging tone—not an official or bureaucratic one.
Remember that the website is for consumers. The tone of the writing
can make them feel welcome and can invite them to try tasks and
look for information. It can say: This site is for you.
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REACHING SPEAKERS OF OTHER LANGUAGES

Make sure your website can be used by as many consumers as
possible, including those whose first language is not English. In most
states, the immigrant population has grown exponentially in the last
twenty years, and public benefit websites should be translated into
languages representative of the demographics in each state.

Pay attention to the quality of translation. Select translators who
know how to adapt text to the reading level of the target audience.
Avoid literal (word-for-word) translations, which can miss the
meaning of text while focusing on forcing equivalent words in each
language. Also avoid computer translation programs. They, too, force
word-for-word translation and miss the forest for the trees.

TRY THIS:

Find a description of Medicaid on your state website. Show it to
someone who is not familiar with Medicaid, and ask the person to
read it silently. Then ask him to tell you what it means in his own
words.

Did this user understand the description? Is this, and any other
information on your site, easy to read and understand? Is the
important information placed first on the pages and the supporting
information afterward?

Can you suggest ways to improve the readability of the site's
content?
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Create Clear Paths for
User Tasks

Sometimes I think they make it hard on purpose...some kind of test to see if
I really need Medicaid bad enough to go through all this to get it. Or maybe
they don't really want to be giving it out at all. They want me to just give
up.

—Tameka, former Medicaid client, August 2006.

Medicaid is more than just some obscure state program, although it
is often treated as such on the Web. More than 53 million people are
currently on its rolls nationwide. This client base is in constant flux:
Each year some clients move, some go off Medicaid, and others
return. New clients come into the program every day, and together
current and new clients represent an enormous demographic mix—
culturally and linguistically, as well as in terms of literacy, computer
abilities, and physical and mental capacities.

Each state’s mandate is to serve them all.
Practically speaking, this is a huge challenge. Each state Medicaid
agency is obligated to reach and serve all state residents who qualify

for and desire coverage. Yet funds are limited, and outreach can be
difficult. Against this backdrop, one might imagine that state
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Medicaid agencies would embrace the efficiencies of the Web to
serve clients better. For the most part, however, this does not seem to
be the case.

Web users need clearly labeled navigation links to services,
information, and FAQ on the home page, and clear paths from there
to common user goals. Customers will stay and use a site if they see
clearly marked paths that they can follow easily. If the site requires
them to figure out where paths are and how to stay on them, they
are more likely to leave frustrated. If users don’t know what the
labels mean or if they can’t find the tabs or links easily, some will
give up immediately. Others may choose the wrong link or tab or
lose their way on the path, and then give up. Those who persist will
experience frustration and lose time.

To help produce a website that your customers will know is for
them, design navigation paths with their preferences in mind, and
confirm that the navigation meets users’ needs by conducting
usability testing.

LOOKING FOR THE RIGHT PATH
Leaving aside Tameka's suspicions about her state’s bureaucracy,
let’s assume that Medicaid agencies do want to serve their clients in

the most efficient and uncomplicated way possible. What would that
look like?
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It would not look like most state Medicaid sites at present. The
visitor to the typical state site will, first of all, only have arrived at
the site after a confusing search process. When a consumer or
potential consumer is looking for Medicaid and does not have the
URL on hand, sooner or later he’ll end up at the administrative
agency’s site or the state’s Web portal (if he’s persistent). Maybe he’ll
land right on the Medicaid page. Chances are that wherever he
lands, he'll look for the word Medicaid to begin his search for
information. He is about to travel the navigation path that the site’s
developers have created for him.

The best way to serve customers is to provide a clear and direct path
from the home page to the most common things consumers look for,
or to the most common tasks they want to perform. The path should
have an obvious starting point and should be so clear that the
navigator never loses her way—even if she has to click four or five
times. At present, the paths that support consumer goals on many
state websites are not clear, or are clear only if consumers know the
lingo—the specialized vocabulary of the state’s Medicaid agency. But
new consumers, and some current ones, don’t know and can’t
always guess at a state’s government structure or agency names.

CALL IT MEDICAID

Even if your state uses another name for Medicaid, you should use
the word Medicaid on the home page or, at the very least, make sure
the information seeker sees it within one or two clicks. Users who

don’t know the local terminology will be looking for Medicaid, and
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if they don’t see it right away they may conclude that it’s not there.
Many people will look for Medicaid on the left menu first. They may
or may not scroll down below the fold; they may or may not look at
the tabs at the top (if any).

If they don’t see Medicaid on the left menu or in another prominent
position on the home page, they’ll look for something that says
Medicaid to them: children’s health insurance, free or low cost
health insurance, family assistance programs, medical care, medical
assistance, health coverage, health care, health care services, help for
people with disabilities, help for pregnant women, help for low
income residents, government programs, public health programs,
and so forth. There are many different phrases that states use to
capture the concept of “free or low cost health care coverage for
some poor or disabled individuals.” People read and use websites in
such a variety of ways that there is no assurance that what says
Medicaid to one Web user will also say it to another.

PROVIDE CLEAR SIGNPOSTS

Once people reach the Medicaid page, make sure they have
unambiguous signposts for the most common consumer goals.
Show them links that lead to their goals, and provide ways to get
supporting information later on—on or from the goal pages. If you
reverse the methodology by asking users to follow a path of links
before they see the goal words, they may never reach their goals.
The user should see “Change my address,” “Am I eligible?”, “How
do I apply?”, and “What is Medicaid?” on the Medicaid home page.
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Services Departments Governor Jobs Notices Permanent Fund myAlaska
- ———

The State of Alaska

The Alaska

The | biggest project in Alaska's history...-

_—— Click here for details

Gas Pipeline -

Governor Murkowski

Headlines...

' Gov. Creates Office within DNR
With Petroleum Facilities Oversight

' Governor's Statement on Death
of Stryker Brigade Soldier

' Gravina Access Included
in Governor's FY 2008 Budget

' Board of Education Adopls Regs.
Including Performance Incentives

' AG Asks Court to Deny Request for
Restraining Order on Appointment

' Gov. Welcomes RCA's Approval
of Emergency Contract With Enstar

Lt. Governor Leman

Sarvices Departmenis Covernor Jobs Not

Quick Links... Of Interest...
+ Governor's Weekly Updates + State Budget/Performance
» Alaska Marine Highway ' Office of the Governor
' Doing Business in Alaska + Lieutenant Governor
» Emergency Preparedness ' Alaska State Departments
' Fish & Game, Licenses + Alaska Legislature
' Kids"Web Stuff + Alaska Cours
' Motor Viehicles (DMV) + Alaska Communities

' Permanent Fund Dividend

' Public Notices legal, bids
NEWY 2006 SHARE Campaign

+ State Employee Directory

ces Permaneni Fund myAlaska Webmasier

+ Alaska Facts & Visitor Info
' Alaska Seafood Marketing
' Alaska Webmart

Alaskal Image Copynghled

To find Medicaid from the Alaska state portal, here’s the path users have to

http://www.alaska.gov/
follow:
Choose
Health and
Departments —
(top menu, but :> Ssgc_le.ll :>
easy to miss) S€rvices

Health

=

Services

=

Medicaid

CREATE CLEAR PATHS FOR USER TASKS | 69

find




.Wtﬁan. 3 - "
Me |Ca|d Home | General | Provider | Consumer | Research | Site map

EDI, PAC. and Provider ' Welcome to Arkansas Medicaid

same convenient phene  What type of information do you want?
numbers:

In-state toll-free:

(800) 4574454

Local and out-of-state:
(601) 376-2211

Select option 0 for "Other

inquiries" and then option

1 for "EDI Support Center"
when prompted.

Select option 0 for "Other
inquiries" and then option
2 for "Provider Assistance
Center" when prompted.

Select option 0 for "Other
inquiries" and then option
3 for "Provider
Enroliment” when
prompted. Show definitions

If you have pharmacy
claim or prescription drug

Toxgm""swpl"z;};?cdl o Arkansas Madicaid is commitied 1o making its Web sits accassible to all users and
ms, welcomes comments or suggestions on access improvements. Please send comments
Prescription Drug PA Help of suggestions on ibility to ARKWebmaster@eds com.

%) BOBRY.

http://www.medicaid.state.ar.us/
You can get to general information about Medicaid easily in just two clicks if

you click on General or Consumer at the top of the screen, or if you know that
the pictures are also links.
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ABOUT OUR PROGRAMS
HEALTHCH

SEARCH OUR HEALTHCHOICE
PROVIDER DIRECTORY

About Our Programs

Welcome to the Maryland Medical - Medical Care Programs Eligibility #
Assistance Program. These programs are

an integral part of the Maryland Department ~ w

of Health and Mental Hygiene, providing - Beg! Y 0 ;
access to health care services for many of - Mecicaid/Medical Assistance Overview L]
the State's low-income residents. - Megicaig Eligibility ang Benefits

Individuals may be eligible for services

el thos Mot Macload B he  Medical Assistance Eligibility Updates 9
oug el b 1o, - TOgT. - QMB/SLM Apoplicati ,j

Maryland Children's Health Program or the : ]
Maryland Pharmacy Assistance Program, - Broviger information

DIVISION OF COMMUNITY SUPPORT depending upon income and other factors. - Resources for Community-Based Long Term E‘]

SERVICES

MONTHLY INCOME B ASSET
GUIDELINES FOR MEDICAL CARE
PROGRAMS

MARYLAND CHILDREN'S HEALTH
PROGRAM

PRIMARY ADULT CARE PROGRAM
(PAC)

Care

Included here is a description of many of the programs and services available with information
on how and where to apply for benefits. Information relevant to health care providers is
included, as well as information on obtaining data and published reports. Information on
committees, activities, and other departmental efforts that are underway regarding health care in
Maryland are also available here.

http://www.dhmh.state.md.us/mma/mmahome.html

On the right of this home page is a link called Medicaid/Medical Assistance
Overview. You can get to Medicaid directly if you see it and click on it. But on
the state’s Web portal (http://www.maryland.gov), the path is more circuitous:

F L R e T — e — |

Look for Medical
:> assistance under

Maryland Assistance
Programs

Family, Health,
Safety

(on the left menu)

e

The user then must

choose one of three
links: Adult Care
Services, Children, or

Only those who choose Low <=
Low Income.

Income will get to Medicaid.
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Locals & County Otfce
View Policy

Asoly for Medead

Soeen for Medcad
Caverage for Lang Term
o

Anply for Medzam
Premium Assistance
Programs

Find Ratuges Assstance

Fnd Cantract Work
Agply for Benafis

Loam adoul WWWORKS

Dol Emergency Assatance

Gel School Cothing
Asowance

Cel Help Paymg My Utities

Apply for Food Stame
Bonafis

FAMILY ASSISTANCE

Home Directory Search Calendars Knowledgebase

%, Hormal Text | Large Text | Larger Text
Page Modified: Tuesday, June 27, 2006

MEDICAID
Apply or Screen Online! | Report Your Changes Online

Medicaid provides medical care in the community or in an institutional setting, such as a nursing home, to individuals who
otherwise may not be able to afford the care. A variety of services are provided, according to state and federal guidelines,
depending upon the individual or family drcumstances. Redpients of Supplemental Security Income (S51) automatically
qualify for Medicaid. In addition, other individuals or families may apply for and receive Medicaid, If eligible and it is provided
under a number of coverage groups. Medicaid is administered at the federal level by the Centers for Medicare and Medicaid
Services (CMS) under the US Department of Health and Human Services.

There are many ways to qualify to receive Medicaid. Some of these coverage groups are mandatory ,i.e., required by CMS to
be provided by each state, and some are optional. With the combination of the mandatory and optional coverage groups,
and those for which West Virginia has received waivers from federal requirements, West Virginia offers coverage to a wide
range of groups.

MEDICAID CITIZENSHIP AND IDENTITY REQUIREMENTS

Effective July 1, 2006, before an individual can receive Medicald, he must provide proof of his U.S. citizenship and his
identity. All Medicaid applicants or recipients will be asked to provide documents to verify U.S. citizenship and identity. If a
person | id, a ble amount of time will be given to show this verification at the time of his

Cal T
Assalance

d coverage will continue while the person obtains the documentation. The proof of citizenship must

r ion.
only be provided once.

http://www.wvdhhr.org/bcf/famil

assistance/medicaid.as

This is West Virginia’s Medicaid page, text-heavy and bureaucratic.
To get here from the state Web portal (http://www.wv.gov), follow this path:

Prrzrasa 4 ik

Choose

Health and Human Services
(drop down menu under
Living in WV)

L

Then the user seems to be at
a dead end, unless and until
she notices the link on the
left: How do I...Obtain

Choose
Living in WV
(top menu)

information about WVA

Medicaid

Health and Human
Resources?

é
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= - ‘Governor Bob Taft
Licensing

Ohio Business Gateway
Ohio Travel & Gifts
Registration

State Patrol Crash Reports

http://www.ohio.gov/

We never found the path to Medicaid Child Care
from this home page. It’s certainly and Health
not intuitive. Try it! Here’s the path (from long
we traveled: alphabetical
Resident . T
(best choice &ﬁ it :> C?:ild and
among the top |::> s the only Teen Health
menu if you fopical Links
know what a .
resident is) choice) ﬁ
Try
Healthfinder
Give up and No
look for Medicaid ,
Sesrb el <:| here either <: Go back to Ohio.gov and try
Almost Government from the top menu
missed it - top
right corner,
on a grey tab. Leads you to 5470 links having to do with Medicaid
TYPe_in. |:> and Ohio, but still not sure where to go to find
Medicaid. general information about Medicaid.

CREATE CLEAR PATHS FOR USER TASKS | 73



pennsylvania Q PA STATE AGENCIES + ONLINE SERVICES w

™ PA Keyword : (7] .
PA Po Wer%rt SubjectSearch: | | @ stemsm
e shote o

©

! | Customize the PAPowerPort. Click here.., Login to myPAPowerPort

Elyuu are Encountering
Problems Logging on to the PA

Most Requested Services 4 IPortal
flcat Noquesiad fora ; Tocustomize features
Frequently Asked Questions below, Click Here
Links to State Agencies
(Contact Your Legislators
iResearch Legislative Bills - No current advisories.
!
Email For Help /4 ('A one (o CURRENT THREAT LEVELS

ICommonwealth Info Center

T —
. PA: [ |
ek iy Pennsylvania

National: | EMEZSEE |
LT. GOVERNOR

« Catherine Baker Knoll

)

-GOVERNMENT

SERVICES Top State Government News

About PA

http://www.state.pa.us/
This is Pennsylvania’s state Web portal. To find Medicaid, you must first click

on Links to State Agencies, then Public Welfare (on drop down menu) gets you
to this screen:

pennsylvaniafﬂ PA STATE AGENCIES « ONLINE SERVICES «

Pennsylvania Fe=——
DEPJ\RTI\.).::"INT OF PUBLIC WELFARE ot [ ©

Improving the quality of [ife for all Pennsytvanians Wayword Soarch - .

Edward G. Rendell, Governor Estelle B. Richman, Secretary

-_

L

\ 8

Services for Low-Income Pennsyhvanians | Serdoes for Pennsyhs 5 with Disabilities | Sarvices fi ren in noytvania | Services for Famies in
Pennsyhvania | Heakth Care Information | Information for DPW Business Partners / Providers | General Information
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None of the menu options leads to Medicaid, but some (Services for Low-income
Pennsylvanians, Service for Pennsylvanians with Disabilities) lead to an option on
the left menu called Medical Assistance. If you click on that link, it takes you to
this screen:

pennsylvaniag PA STATE AGENCIES « ONLINE SERVICES +

Pennsylvania -
Demmr\.lfelm' OF PUBLIC WELFARE sopasens [N ©

Improving the quality of iife for all Pennsyivanians Keyword Search _ .

Privacy and Security Policles Edward G. Rendell, Governor Estelle B. Richman, Secretary
~ Services for s - = z
Low-Income : Medical Assistance
Pennsylvanians On-line Bulietin
vioral : The following is a list of the documents that are contained within Search
Mental Health : this subject folder.
Employment and mmum : ) Medical Assistance
Training for i Provides screening services on an annual basis to low- Tnfermatian
Welfare : income women who use family planning clinics operated by Medicare Part D
Recipients i the Family Planning Councils. |
Food Stamps : Copayment Information for Medical Assistance Recipients
Eneray Assistan i Most MA recipients are required to pay a small amount for
i - most Medical Assistance services. These amounts are called
W_ i copayments.
Medical : Dental Information for Recipients and their Families
WWDH . : Helpful information about how Medical Assistance recipients
. can get dental services. Answers to common guestions
?‘E"!’Sﬂnm i about eligibility, enroliment, MA dental providers,
Transportation : appointments, dental care and emergency services.
Program i Health Insurance Premium Payment Program
Medical : The HIPP Program is a cost containment program
istan : administered by the Pennsylvania Department of Public
g : Welfare. The purpose of HIPP is to save taxpayer dollars by
i purchasing cost effective employment related medical
Qibility : insurance available to MA clients.

The last document on the list (below the fold on most computer screens) is
Medical Assistance Eligibility—the Medicaid page. By contrast, a keyword search
for “Medicaid” leads to this dead end:

Pennsylvania
DEPARTNIENT OF PUBLIC WELFARE

Improving the quality of ife for all Pennsytvanlans

~ Services for i
Low-Income Document boli=
Pennsylvanians
~ Services for We're sorry, but the document you are looking for has either been moved or doesn't
exist.

e

Pennsylvanians
with Disabilities

~ Services for You may sear i - ng in the

Pennsylvania's appropriate service on the left or using the subject search at the top of the page.
Children

~ Services for : If you had bookmarked this page, you should remove or replace your bookmark.

CREATE CLEAR PATHS FOR USER TASKS | 75



TRY THIS:

In order to see whether your site provides unobstructed paths for
common tasks, go to the home page of the state agency that
administers Medicaid, and check the following:

1. Is there a link labeled Medicaid on the home page—
above the fold?

2. Is there a search feature? If yes, what happens if you
search for Medicaid?

3. If you find a starting point and follow a path (for
example, to find out how to apply for Medicaid), note the
link labels. Do the labels assume that Web users know
certain information about your government’s structure,
or terminology that’s specific to the state?

4. Is the path clear and unobstructed?

5. Now go to the state Web portal and ask the same
questions.
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Avoid Costly Mistakes:
Usability Testing

It is impossible to know whether any product will please the paying
client until he or she sees it. If a Web development team waits until a
site is complete before showing it to the client, the team risks having to
go back to the drawing board if the site doesn’t look or work the way
the client thinks it should. Website developers who want to meet their
client’s expectations will get his or her approval every step of the way.

Another sort of disaster can happen when Web developers fail to ask
end users to try sites during development. Sometimes a website gets
built and “goes live” and the paying client seems happy, but afterward
the site isn’t used much or doesn’t function the way it should.

Developers sometimes make the big mistake of relying strictly on their
internal team (possibly including the client) to test a site’s usability. The
problem with this approach is that the site’s developers are familiar
with it, the Internet, and computers in ways that most ordinary users
simply are not. Thus they may overlook usability issues that confront
many end users. If the site does not meet customers’ needs, the time
spent creating it—not to mention the client’s money—will have been
wasted.
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If there are serious problems in navigation, functionality, or content,
a client may decide to fix them, hoping that this time around the site
will work the way it should. Redesign or reprogramming then
becomes a new project, with all the trappings that entails: the need
for more funding and more time spent finding someone to do the
work. The new project will mean an unexpected additional expense.
And when the new project is finished, the site’s sponsors will have
the extra burden of finding a way of enticing the target audience to
try again.

Why do Web developers and their clients sometimes ignore usability
testing? Perhaps they think of it as optional or unimportant. Perhaps
they forget to include it in the budget, or they decide there’s no time
for it as the project races toward the finish line. Perhaps they don’t
really want feedback; they don’t need end users to tell them whether
there are problems with the site. They think they know what people
are going to say or do.

These attitudes can lead to costly errors. That's why usability testing
has to be built into the design process from the start. Done right, it
will help you and your clients identify problems early on and will
guide you toward the goal of a site that users find easy to
understand and use.
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PLAN FOR USABILITY TESTING

Schedule testing

Begin by scheduling usability tests when the project plan is being
written. While testing can be done on an informal ad hoc basis, it
might not get done at all if it is not part of the plan. Expect and plan
for ad hoc testing, but also plan for some more formal, report-worthy
testing. A public benefits website demands that level of accountability.

Ask any Web users for feedback

Informal feedback from any Web users—even those who are not
currently or potentially part of the target audience—can be very
useful and may help confirm or deny critical assumptions. If the
developer asks his neighbor or someone in the next cubicle whether
they like this or that interface design (and why), he might get a new
perspective on the design. What's most important in the case of ad
hoc testing is that developers see the way other people outside the
development team use the site.

Ask consumers for feedback

Feedback from current or potential consumers reveals even more
about a site’s usability. Their circumstances, experiences, and personal
motivation drive them to look for topics, words, explanations, or
opportunities that dispassionate users would not think about. Web
developers may collect valuable and rich data from them, and not
only about findability and navigation. Consumers may also make
practical suggestions for improvements, help identify omissions, and
allow developers to assess the readability and comprehension of the
site’s content.
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.- TEXAS HEALTH AND HUMAN SERVICES COMMISSION

Home About HHSC

HHSC Projects CHIP  TXMedicaid  Fraud Prevention  Research/Stats

News & Events

Technol Site Search Senvices Search Contact Us Site Map

Texas Medicaid Program

Texas Medicaid
News &
Updates

Information &
Assistance

Medicaid Program
Info

FY 2007 Uniform
Managed Care
Contract

FY 2007 Uniform
Managed Care
Manual

Managed Care
Expansion Project

Medicaid Managed
Care - Primary Care

Medicaid is the State and Federal cooperative venture that
provides medical coverage to eligible needy persons. The purpose
of Medicaid in Texas is to improve the health of people who might
otherwise go without medical care for themselves and their children.
Medicaid is different in every state. HHSC's Medicaid Office is
responsible for statewide oversight of the Texas Medicaid Program.

o How to get Help
- icaid In
» Texas Medicaid in Perspective (Fifth Edition)

L]
Texas MedicareRX

The Texas Health and Human Services Commission
(HHSC) and the Texas Department of Statec Health Services
(DSHS) are beginning a targeted public awareness campaign
designed to help certain Texans take advantage of the new
federal drug prescription benefit, Medicare Rx. HHSC and
DSHS also have developed a website designed to provide
clients with more information specific to their current
situation and the transition to Medicare Rx. Please visit
www .texasmedicarerx.org, for more information.

ilot P! am a

http://www.hhsc.state.tx.us/medicaid/index.html
It doesn’t seem as though the state got consumer input before posting this

page. The writing is at a high reading level, and there’s no clear path to the
best information for consumers, which turns out to be the Medicaid Questions
and Answers link. It’s not under How to Get Help or even What is Medicaid?
but under Medicaid Program Info = Online Assistance and Information =

Medicaid Questions and Answers.
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‘i'.‘g' oklahoma health care authority ‘?:‘T Q, ,1“"; @ m

about us | Individuals | providers | contact us | research | search

=) be wise,

IMMUNIZE!

ALS of calls recaived from SoonerCare
‘*'\-:: - . . . >
3 child health information © members increased to 40%

what's new?
< providers + New Provider Call Tree Options
+ Expanded Fast Facty
+ ENgibility + Claim Tools » + New member identification
+ Find Provider + Enroliment ke
" + DSH Form & Instructions FFYO?
* Programs * Medicaid on the Web / Secure Site OHCA A Ty D
. O » ¥
+ SponerCare * Policles & Rules #
+ Prescription drug coverage
* Stay Healthy! - * Training Medicare part D,
+ more options = ¢+ more options = + DHCA partners with APS

Healthcare
+ Need a cladm reviewed or
% reconsidered?
in“reo 111 ! + Disease Management Initiative
&OKLAHOMA G . — og fast facts
e ke EPIC  PREMIUM ASSISTANCE
+ statewide
s

Accessibility Palicy | Privacy Policy | Terms of Use

http://www.ohca.state.ok.us/
This is Oklahoma’s Medicaid site. Had consumers given input during

development, they might have said they wanted the word Medicaid on the
home page.

AVOID COSTLY MISTAKES: USABILITY TESTING | 81



THE BASICS

Usability testing requires a computer, a willing participant, and a
tester with a watch, keen observations skills, and a test protocol. The
protocol is simply a list of questions to ask about what users think of
the site and tasks you’d like them to attempt, together with an idea
of the times it should take to complete the tasks. The questions and
tasks should focus on the most important things users will want to
do on the site. The development team hopes testing will confirm
that users can find the information they need and do the things they
want to do (such as apply, report changes, etc.). Proper usability
testing will also reveal flaws in things like font choice, print size,
navigation structure, and image use.

Usability testing need not be a lengthy process; most of the time
testers can get valuable information in less than an hour. In fact, the
longer the test participant spends at the site, the more familiar he
becomes with it—and the more likely it is that he’ll begin to know
where to find things because he’s learned from his mistakes, instead
of relying solely on the site’s navigation aids.

LOOK FOR BARRIERS TO USEFULNESS

Usability testing looks at whether users can find and do what they
need in a reasonable amount of time. The site should be designed so
that users don’t get frustrated or click away before they find what
they came for. Of course, not all users will be successful every time,
but a good website will make finding information and completing
common user tasks seem intuitive for the majority of users.
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Here are some things the Web team will want to know:

What are users’ first impressions of the site? Is it inviting,
or does it seem confusing, cluttered, or otherwise off-
putting?

Do they know right away where they are? Is the site
clearly labeled?

Do they know it’s for them—that the site is for consumers?

Do the links and tab labels mean something specific to
users? Do they know when they read them what they’re
going to find there?

Can users find clear paths (within a reasonable amount of
time) for the most common things they want to do?

Do they follow the paths that you (developers) expected
them to follow? If not, why not? Even if the links and tabs
are clearly labeled, some people may deviate from the
expected path, and you may need several routes to get to
the same information.

Are there unanticipated problems that users help identify?
For example, perhaps test participants mention that the
print on the website is small, or that they were distracted
by some moving text or were puzzled when they saw the
governor’s picture, because to them it had nothing to do
with the main topic.
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COLLECTING AND ANALYZING DATA:
THE SERIOUS PROBLEMS ARE HARD TO MISS*

Web developers can gather valuable information from usability
testing without a great deal of trouble or expense. That’s because the
goal is simple: to identify elements of design and navigation that
present barriers to using the site. It's usually possible to identify
those barriers with as few as four or five participants in each round
of testing.

A careful observer can see exactly when the user is having difficulty
on the site. Once a problem is brought to the observer’s attention, it
doesn’t usually take repeated testing to confirm that it’s a problem.
For the observer, it is the process of standing back and looking at
something through “new” eyes—suddenly seeing things you
couldn’t see before.

If there are problems with the site, the Web development team (or the
team and the client together) can determine how significant they are
for prospective users, and decide whether and how to address them.

So much effort goes into developing a website that perhaps it is
understandable that usability testing is regarded as yet another
hurdle to the project’s completion and therefore is sometimes given
short shrift. Understand, however, that usability testing is relatively
inexpensive and easy to plan and perform, and it protects Web
developers and their clients from building a site their consumers
can’t use. In other words, it doesn’t cost—it pays.

*Krug, Steve. Don’t Make Me Think, p. 139.
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TRY THIS:

Invite your neighbor (at home or at work) in for a cup of coffee. Ask
him to go to your state’s Medicaid site and find out how to apply.
Encourage him to think out loud as he’s doing so—telling you why
he’s doing what he’s doing.

Don’t guide him and don’t prod him to continue. Nor should you
defend the site, agree with positive comments, or make other
comments. Just watch and listen as he does the task and uses the
site. See if you can spot any room for improvement in the site’s
usability.

Based on observation, try to answer these questions: Is the website
intuitive and easy to use? Does your neighbor find it easy to
navigate, find information, or complete tasks? Does the search
feature help?
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Don’t Stop Now

Once you've done your best to make your state Medicaid or SCHIP
site customer-friendly, find a way to monitor the use of the site going
forward so that you can identify any new barriers to usability or areas
for improvement.

You'll want to know as much as you can about the way people use
your site. How many people visit? Do they apply online, provide
updated information, or look for your phone number? How do they
get there? What keywords do they use to search for your site? Are
they finding what they need?

There’s specialized software available to help you collect this data.
The reports it provides, together with feedback from your webmaster
and helpline (call center) staff, will keep you focused on continuous
improvement.

Most importantly, keep your website up to date and fresh, so that
your customers can rely on it for current information and important
news. If they see old, out-of-date information, they’ll lose confidence
in the site’s ability to tell them what they need to know. Just a whiff of
staleness will send users fleeing—never to return.

Make sure you do your best to keep your finger on the pulse of your
customers’ needs, so that you can continue to serve them well.
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Appendix

To prepare for writing this manual we looked at every state’s Medicaid
and SCHIP websites. These are the questions we asked of each:

FINDING THE MEDICAID PAGE

Can you find it from the state’s Web portal?

Can you find it easily using a search engine and intuitive
words (Medicaid + state name, or state name + Medicaid)?
Is the name of the page clear and descriptive?

Will consumers recognize the name?

Does the site appear to be written for consumers?

ORGANIZATION

Is the site organized logically from the user’s point of view?

THE HOME PAGE

Is the design clean and uncluttered?

Is the design appealing?

Is the page welcoming?

Is there moving text that distracts?

Is it easy to scan the content?

Are the most important topics in the center of the page, above
the fold?

Is there minimal “happy talk”?

Is the content in other languages?

— If yes, is the language link easy to see?
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NAVIGATION

e Is the menu on the left?
e Are the links obviously clickable?
e Do the links and buttons change color when clicked?
¢ Are the content labels clear, useful, and distinct?
* Are related topics and links grouped and labeled?
 Can you see most of the page without scrolling?

— If no, are there visual cues telling the user to scroll?
e Is there a back button?

— If yes, does the back button go to the user’s previous page?
e Are there “breadcrumbs”?
e Do task and goal paths support user tasks and goals?
e Are paths reasonable lengths (between 2 and 5 clicks)?
e Are paths clear?

INTERIOR PAGES
o Are the interior pages designed to relate to the home page?
e Are the interior pages clean and well-organized?
e Isiteasy to scan the content?
e s there a clear starting point on each page?
o Are the key messages above the fold?
e If there’s a search field, does it allow you to search within the
site, or does it take you out of the site?

WRITING ELEMENTS
e s the text written in plain language?
e Is the tone friendly?
e Isiteasy to scan the pages?
e Are there bullets and lists?
e s the text written in the active voice?
e Are most sentences short and simple?
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Are most paragraphs short?

If new terms are introduced, are they explained?
Are there clear and useful headings?

Is there a “help” message?

DESIGN ELEMENTS

e Is the design clean (no visual noise)?

e Is the type large enough for good readability?

 Are headings larger than the text?

e Are the fonts clean (not fussy)?

e Are there visual cues for important items placed on the left
and right?

e Is there adequate contrast for good readability?

e Do images support the text?

* Do task-supporting keywords stand out?

e Is color used for appeal and navigation only (but not
distracting)?

ACCESSIBILITY

* Does the site claim 508 compliance or accessibility for users
with special needs?

e Are there alt tags?

e If you choose larger type size in the view menu, does the type
get bigger?
— If so, does the layout remain clear?

e Is there a site map?
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WEBSITES

http:/ / www.gerrymcgovern.com

http:/ /searchenginewatch.com

http:/ /www.dartmouth.edu/~webteach/ articles / text. html
http:/ / www.useit.com

http:/ /www.redish.net

94 | FIVE GUIDELINES FOR DEVELOPING CUSTOMER-FRIENDLY WEBSITES



	Title Page
	Table of Contents
	Foreword
	Introduction
	Make Your Site Easy to Find
	Create a Clean and Uncluttered Design
	Write For Your Clients
	Create Clear Paths for User Tasks
	Avoid Costly Mistakes: Usability Testing
	Don't Stop Now
	Appendix
	References

