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Our Mission

To improve lives and 

positively impact 

health-related social 

needs by providing 

our healthcare 

partners with the 

information they 

need, and people with 

the advocacy they 

deserve.
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H istorically, Medicaid has 

been fraught with adminis-

trative barriers that make it 
hard for people to enroll and stay 
enrolled in Medicaid.

State Medicaid administrations  
have long worked to find ways  

to reduce these barriers. 

A particularly efficient approach 
is through text messaging. 

Texting is an effective way to 
remind Medicaid recipients 

to update contact 
information or fill 

out annual Medicaid  
renewal forms. 

It is a ubiquitous form of 
communication and an 

excellent way  
to engage members  
who may otherwise  
be difficult to reach. 

SMS Notifications Outreach

Implementing 
SMS  

Notifications  
as Part of an 
Integrated  

Member  
Outreach  
Strategy

In April 2023,
 the continuous 

coverage requirement 
that protected the 

coverage of millions 
of enrollees during the 

COVID-19 pandemic ended, 
and state Medicaid agencies 

once again began processing 
Medicaid renewals.
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As of June 2024, 69% of people 

disenrolled from Medicaid were 

terminated for procedural reasons.1 

These reasons included: 

1.  Not receiving renewal notices due to 
address or phone number changes

2.  Not turning in required 
documentation on time

3.  Difficulty navigating the renewal 
process (many members have never 
gone through the renewal process 
before)

4. Lack of assistance and support

5.  Lack of resources (i.e., technology, 
human resources, etc.)

6.  Language and cultural barriers

To enhance member engagement and 

education, state Medicaid agencies and 

managed care plans are utilizing text 

messaging to remind enrollees to 

update their contact information and 

complete required administrative tasks. 

Jump Starting  
Medicaid Renewals
As the continuous coverage 

requirement under the Families First 

Coronavirus Response Act (FFCRA) 

continues to unwind, Medicaid and the 

Children’s Health Insurance Program 

(CHIP) are looking for better ways to 

communicate with enrollees.

Traditionally, most of these programs 

have relied heavily on mailed 

correspondence to communicate 

about renewals and make requests for 

information. However, housing instability, 

which has been exacerbated by the 

pandemic, has caused many Medicaid 

recipients to move since 2020. 

As a result, Medicaid agencies don’t have 

updated mailing addresses for millions of 

members. A data analysis performed by 

KFF showed that nearly 10% of Medicaid 

enrollees moved in 2020, and 90% of 

those members moved in-state, retaining 

their Medicaid eligibility.2

Pre-pandemic, on average, only 60% of 

people that moved updated their contact 

information with USPS. The pandemic has 

likely caused this number to increase.  

https://www.benelynk.com/post/benelynk-s-commitment-to-a-diverse-and-inclusive-environment
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The Prevalence of  
Cellphones and Texting

According to a study conducted by Pew 

Research Center, 97% of American adults 

own a cellphone of some kind – 85% 

of which were smartphones. When the 

first iteration of this study was 

completed in 2011, only 35% of 

cellphone users had a smartphone, 

meaning smartphone use has grown 

substantially in the past 11 years. 

Cellphone use spans a wide range of 

demographics but is especially prevalent 

among young adults aged 18-49 (100%). 

The same study showed that 97% of 

adults in the United States with an 

income of under $30,000 have a 

cellphone.3

Because of the prevalence of cellphone 

use throughout the United States, state 

Medicaid agencies believe text messaging 

could be a crucial means of giving 

Medicaid enrollees frequent and early 

reminders to update contact information 

and respond to requests from state 

agencies.4

Not only is text messaging a convenient 

form of communication, but it has 
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quickly become the norm by which 

individuals want and expect to 

receive correspondence. 

Texting is an intuitive way to encourage 

members to complete their renewal. 

Legal Implications to 
Consider for your SMS 
Outreach Strategy

The Telephone Consumer Protection Act 

(TCPA) is the federal law created to protect 

telephone consumers from unwanted 

telephone solicitations and text messages. It 

limits the use of automatic dialing systems, 

fax machines, artificial or prerecorded 

voice messages, and text messages as a 

marketing tool. If a company breaches the 

limitations set by the law, financial penalties 

or class actions are possible. Under this 

statute, the Federal Communications 

Commission (FCC) has regulatory authority.

All marketers, common carriers, and 

businesses are prohibited from using 

auto-dialers and prerecorded messages to 

communicate with individuals who have 

not given previous consent. 

https://www.fdic.gov/resources/supervision-and-examinations/consumer-compliance-examination-manual/documents/8/viii-5-1.pdf
https://www.fdic.gov/resources/supervision-and-examinations/consumer-compliance-examination-manual/documents/8/viii-5-1.pdf
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The TPCA rules also require that a business 

follows procedures for maintaining a 

do-not-call list and an opt-out option 

for robocalls.5  In April 2022, Health 

and Human Services (HHS) filed a letter 

requesting clarification about whether 

or not automated text messages for the 

purpose of encouraging individuals to 

renew eligibility was permissible under 

TCPA. FCC answered this letter by clarifying 

that text messaging by Medicaid managed 

care plans and their partners is permissible 

when such communication is about 

Medicaid renewal requirements. Of note, 

this communication is permissible without a 

separate member “opt-in” to receive 

messages. 

FCC guidance states:

“Consumers who have applied for 

benefits in governmental health care 

programs expect and likely welcome 

calls and texts that inform them of 

requirements that may affect the 

provision of health care benefits for 

which they have applied, including 

the potential loss of coverage.”6 

©2024 BeneLynk / All Rights Reserved

This guidance confirms that when an 

enrollee provides their number on a 

Medicaid (or other government health care 

program) application they are providing 

prior express consent to be contacted at 

the number provided – given that contact 

is made regarding enrollment eligibility 

and other reasons “closely related to the 

purpose for which the enrollees provided 

their number”. 

It continues by stating that because 

members apply for health care programs to 

obtain benefits; members would consider 

calling and texting for the purpose of 

preventing the termination of benefits as a 

“closely related” reason for the health care 

program to text or call. 

The FCC notes that entities relying 

upon prior express consent created by 

the provision of a phone number on 

an application should be prepared to 

demonstrate that they are acting according 

to the direction and authorization of a 

government agency. Finally, the FCC 

emphasizes that should a text or call 

be made to a number that has been 

reassigned to another individual; it may be 

subject to TCPA liability. 
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The FCC’s guidance clearly encourages 

health care professionals to promote 

public health using this simpler form of 

communication to relay important, time-

sensitive information.

In addition, messages must:

1. Be health-related under HIPAA

2. 	�Be sent to the telephone number

provided by the consumer

3. 	�Be sent at a frequency of no more than

once a day and three times a week

4. 	�Offer an opt-out option, which must be

immediately honored

5. 	�Clearly state the covered entities’ name

and contact information

6. Be concise

The Clear Benefit of 
Utilizing Text Messaging
In 2019, the state of Louisiana partnered 

with Code for America to launch a pilot, 

text messaging service called LA’MESSAGE, 

which sent low-income Louisianians a one-

way text message to remind and provide 

guidance throughout the benefit enrollment 

and renewal process. 

With this service, Louisiana drastically 

educed the administrative barriers that have 

in the past, prevented tens of thousands of 

Louisianians from receiving the benefits for 

which they were eligible. 

Studies evaluating the effectiveness of 

LA’MESSAGE’s outreach proved that when 

compared with traditional communication 

methods (i.e., mailed letters) text messaging 

led to a 67% increase in Medicaid 

renewals. It also showed a 56% increase 

in enrollees responding to inquiries 

regarding income verification.7  

Many working with Managed Medicaid plans 

are familiar with the success of text4baby, a 

maternal child health education program. 

©2024 BeneLynk / All Rights Reserved

https://21630235.fs1.hubspotusercontent-na1.net/hubfs/21630235/White Papers/BeneLynk-Whitepaper-How the Pandemic Exacerbated SDoH for MA Members.pdf
https://www.text4baby.org/
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Text4baby partnered with 

the Connecting Kids to 

Coverage initiative to drive 

enrollment in Medicaid and 

CHIP through a series of 

interactive text messages. 

The text messages encouraged uninsured 

mothers to seek out additional information 

about enrollment into these programs if 

they fell below a certain income level. By 

the time interviews were conducted to test 

the effectiveness of the outreach program, 

several respondents said they had applied   

to Medicaid or CHIP and were successfully 

enrolled in these programs. In addition, 

most of these respondents had reported 

that the text4baby text messaging had 

played an important role in their decision to 

apply for one or both programs. Regardless 

of whether the respondents applied for 

Medicaid, most reported that the messages 

were helpful, and that they would like to 

receive more information from health 

insurers in this way in the future.8 

Several studies conducted to measure 

the effectiveness of text messaging 

on Medicaid enrollment have come to 

similar conclusions – that the use of 

text messaging has a positive impact on 

Medicaid enrollment and renewal. 
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Text Messaging 
with BeneLynk

Text messaging alone often isn’t 

enough. Due to literacy issues, 

language barriers or changing 

Medicaid requirements, members 

often need additional assistance 

in understanding the process of 

Medicaid renewal.  

This is why most plans partner with 

companies like BeneLynk, to provide 

a full service omnichannel program 

for their members. 

Providing both education and 

assistance is necessary to improve 

the retention of members, and 

we make it easy for health plans 

to conduct outreach using text 

messaging and other methods  

of communication. 

This is your state 
Medicaid agency with 
a reminder to make 
sure your current 
address is in our 
records. It’s important 
to keep your contact 
information up to date 
so we can reach you 
about any changes 
to your coverage. Visit 
our website or call 
1-855-432-7587  to 
update your contact  
info today. 

©2024 BeneLynk / All Rights Reserved

https://www.benelynk.com/retentionlynk
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At BeneLynk, we recommend 
that health plans preparing to 
assist their members through 
the Medicaid renewal process 
follow these steps: 

1. �Implement a text messaging opt-in at

a variety of member touchpoints: As

mentioned previously, the TCPA governs

who may or may not reach out to

individuals by text messaging. While the

guidance is clear relative to the end of

the continuous coverage requirement, it

is less so for texting on an ongoing basis.

As such, it is important to provide many

opportunities for members to opt-in

to text messaging to create a durable,

ongoing avenue for communication.

2. �Research: It is essential that the

organizations stay up-to-date on laws

and regulations governing the use of

text messaging for Medicaid outreach.

If necessary, get clarification from the

state Medicaid administration on the

permissibility of text messaging both to

members who have expressly opted-in,

and those who have not.

3. �Develop appropriate messages to be

sent via text messaging with a call-to-

action: It is crucial that text messages

be both TCPA and HIPAA compliant.

Messages should include the business’s

name, the purpose of the message,

and a way for the message receiver to

opt-out. A suggested three step text

messaging system could include an

initial call to action, a message reminding

©2024 BeneLynk / All Rights Reserved
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the recipient that help is available, and a 

final message letting the recipient know the 

deadline is approaching. If a member is no 

longer eligible for Medicaid, the FCC has 

stated that health plans are allowed to send 

members 6-8 text messages advising them 

on next steps to apply to other sources of 

health coverage.

4. �Develop scripting for a flexible human-

to-human conversation about Medicaid 

renewal: Account for a wide range of 

outcomes including short-notice messages 

about forthcoming loss of benefits, 

significant amounts of members conducting 

renewals for the first time, and general 

confusion about the renewal process.

©2024 BeneLynk / All Rights Reserved

We understand that preventing a coverage 

gap is crucial to a Medicaid beneficiary's 

overall health and well-being, which is why 

we are dedicated to helping your members 

retain their benefits and stay informed about 

the renewal process.

BeneLynk's Retention Lynk solution is 

designed to help managed care plans increase 

renewal and tenure rates for their members. 

Features of this solution include scripts for 

proactive agent engagement, form 

completion assistance via a guided interview, 

automated regulatory guidance, and the 

monitoring of state files for indications of 

processing errors or delays. 

https://www.benelynk.com/post/who-do-you-want-calling-your-members
https://www.benelynk.com/post/who-do-you-want-calling-your-members
https://www.benelynk.com/post/medicare-advantage-plans-what-are-you-doing-to-plan-for-the-end-of-the-phe-to-minimize-medicaid-di
https://www.benelynk.com/post/medicare-advantage-plans-what-are-you-doing-to-plan-for-the-end-of-the-phe-to-minimize-medicaid-di


©2024 BeneLynk / All Rights Reserved 12

1 “Medicaid Enrollment and Unwinding Tracker.” KFF, 4 June 2024, www.kff.org/           

 2 �Corallo, Bradley, and Jennifer Tolbert. “How Many Medicaid Enrollees Moved 
In 2020 And What Are The Implications For Unwinding the Public Health 
Emergency?” KFF, 17 Mar. 2022, https://www.kff.org/medicaid/issue-brief/how-
many-medicaid-enrollees-moved-in-2020-and-what-are-the-implications-for-un-
winding-the-public-health-emergency/.  

 3 �“Mobile Fact Sheet.” Pew Research Center: Internet, Science & Tech, Pew Research 
Center, 7 Apr. 2021, https://www.pewresearch.org/internet/fact-sheet/mobile/.  

 4 �Serafi, Kinda, et al. “Text Messaging: An Important Communication and Outreach 
Strategy as States Unwind the Federal Medicaid Continuous Coverage Requirement.” 
State Health and Value Strategies , 28 Jan. 2022, https://www.shvs.org/text-messag-
ing-an-important-communication-and-outreach-strategy-as-states-unwind-the-feder-
al-medicaid-continuous-coverage-requirement/. 

 5 �“Rules for TCPA Compliance and How They Apply to Health Care.” Providertech, 
23 June 2020, https://www.providertech.com/rules-for-tcpa-compliance-and-how-
they-apply-to-health-care/#:~:text=What%20is%20the%20Telephone%20Consum-
er,who%20have%20not%20provided%20consent.

 6 �“FCC Provides Guidance to Enable Critical Health Care Coverage Calls.” Federal 
Communications Commission, 24 Jan. 2023, https://www.fcc.gov/document/fcc-pro-
vides-guidance-enable-critical-health-care-coverage-calls. 

 7 �Galewitz, Phil. “Who Doesn’t Text in 2022? Most State Medicaid Programs.” Kai-
ser Health News, 14 Apr. 2022, https://khn.org/news/article/state-medicaid-pro-
grams-texting-capability-reenrollment-communication/#:~:text=Compared%20
with%20traditional%20communication%20methods,said%20Medicaid%20spokes-
person%20Alyson%20Neel. 

  8 �Gates et al. “Profiles of Medicaid Outreach and Enrollment Strategies: Using Text 
Messaging to Reach and Enroll Uninsured Individuals into Medicaid and Chip.” KFF, 
29 Sept. 2014, https://www.kff.org/medicaid/issue-brief/profiles-of-medicaid-out-
reach-and-enrollment-strategies-using-text-messaging-to-reach-and-enroll-unin-
sured-individuals-into-medicaid-and-chip/#footnote-101364-12. 

SMS Notifications Outreach

report-section/medicaid-enrollment-and-unwinding-tracker-overview/. 



To learn more about how BeneLynk 

is utilizing SMS messaging as part 

of our integrated member outreach 

strategy, visit our website at 

BeneLynk.com or send a message 

to sales@benelynk.com. 
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About BeneLynk 
BeneLynk is a national provider of social care 
solutions for Medicare Advantage and managed 
Medicaid health plans. We serve plans and their 

members by creating a human-to-human 
connection and providing the assistance a 
member needs to get the benefits they deserve.

By employing one dynamic conversation  
that flows organically to meet health-related 
social needs, we build stronger human 

connections that are supported by  
innovative technology. 

All of our services are customized to the specific 
geography where we provide services and 
provide the members with the specific 
information they need to keep their benefits in 
place. 
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http://BeneLynk.com
https://www.facebook.com/BeneLynk-110909233957831/
https://twitter.com/benelynk?s=21&t=x-HEeEaie9N_equ6iWW9eA
https://www.linkedin.com/company/benelynk/
https://www.instagram.com/benelynk/
mailto:sales@benelynk.com
https://www.youtube.com/channel/UCl5Przgft0mGiFRy70IEJGQ



