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REFLECTION

Health Information Technology: An Untapped Resource 
to Help Keep Patients Insured

ABSTRACT
The recent confluence of: (1) changing state and national insurance-related poli-
cies, and (2) the rapid growth in electronic health record (EHR) use, yields an 
unprecedented opportunity for patient-centered medical homes (PCMHs) and 
other primary care practices or care settings to use health information technol-
ogy (HIT) and health information exchange (HIE) in novel ways to impact patient 
health. We propose that HIT is an untapped resource for supporting clinic-based 
efforts to help eligible patients obtain and maintain insurance coverage. This 
commentary presents a conceptual model and guiding principles for this idea. 
Additionally, it describes insurance support tools that could be used to conduct 
‘inreach’ and ‘outreach’ with patients around health insurance, similar to how HIT 
is used to manage chronic disease and panels of patients, and to improve popu-
lation health outcomes.

Ann Fam Med 2014;12:568-572. doi: 10.1370/afm.1721.

INTRODUCTION

Expansions in health insurance are concurrent with increasing imple-
mentation and adoption of electronic health records (EHRs) and 
other health information technology (HIT). Such changes present 

a unique opportunity for patient-centered medical homes (PCMHs) and 
other primary care practices or care settings to use HIT to maximize cov-
erage among eligible patients.1,2 We propose that insurance coverage gaps 
are often preventable,3-5 and that HIT is an untapped resource for clos-
ing these gaps. Since even short gaps in health insurance can negatively 
impact patient outcomes,6-8 these opportunities for increased coverage 
have the potential to improve health. 

In a previous essay, we discussed how PCMHs could view uninsurance 
as a chronic illness and apply tenets and tools of the Chronic Care Model 
to treat it.9 In follow-up, this commentary: (1) provides guiding principles 
for HIT infrastructure development to support health insurance enroll-
ment and re-enrollment, and (2) describes how HIT and health informa-
tion exchange (HIE) could be used to organize and communicate this 
information to patients.

Guiding Principles For the Use of HIT and HIE to Help Keep 
Patients Insured
Patients are usually affiliated with multiple organizations which impact 
their health. For example, a patient may simultaneously: (1) be enrolled in 
an insurance program (eg, Medicaid); (2) receive medical services; and (3) 
receive educational and social services from local, county, or state facili-
ties. Historically, information relevant to a patient’s health has not been 
integrated or coordinated across multiple organizations; in particular, 
data from insurance payers were rarely made available to medical care 
teams. Though HIE efforts have recently increased the ability to share 
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aggregated patient-level clinical data across health care 
organizations,10,11 its use remains minimal in clinical 
settings. One study found users accessed an available 
HIE system during only 2.3% of encounters.12

As HIT and HIE capabilities have grown, the poten-
tial to share diverse data across organizations in ways 
that could benefit patients’ health has also improved. 
For example, HIT is being used in some health care set-
tings to improve communication between patients and 
care teams and to address federal priorities to improve 
the ‘Meaningful Use’ of EHRs.13 Our guiding principles 
suggest PCMHs and other primary care practices 
or care settings could use HIT, including EHR func-
tionalities, to help patients maintain health insurance 
coverage, and how these tools enable communication 
and enrollment support.9 In addition, we suggest devel-
oping HIE systems that facilitate the transfer of cover-
age information between a patient’s insurer and other 
health-related organizations.

Bringing Insurance Support into Health Care 
Settings
Patients are often unclear about the need to reapply for 
health insurance coverage, or unsure of coverage expi-
ration dates.14 Additionally, patients in the same family 
often have different types of coverage, with variable 
enrollment requirements. In the past, patients have not 
usually received health insurance assistance from their 
medical providers. Most previous efforts to assist indi-

viduals with health insurance enrollment and retention 
occurred outside of health care settings (eg, employ-
ment settings, state Medicaid offices, etc) and did not 
take advantage of EHR data. Health care settings, 
however, often have information about patients’ eligi-
bility for and enrollment in health insurance programs. 
These data are usually manually entered or automati-
cally imported into many EHRs, and pertain to cur-
rent insurance plan coverage. They sometimes include 
information about income and employment; yet they 
are used solely to facilitate billing and little else. We 
propose that PCMHs and others could employ several 
new methods for harnessing EHR data, HIT tools, and 
HIE capabilities to help eligible patients obtain and 
maintain health insurance coverage.

First, data on insurance coverage and eligibility must 
be consistently and accurately recorded in the EHR. A 
good starting place is the data already being collected 
and/or automatically imported. PCMHs could work with 
their health care systems and/or EHR vendors to create 
or enhance electronic interfaces with insurance plans, 
populating EHR fields with more detailed information 
about patients’ health insurance coverage status. At a 
minimum, we recommend clinics collect start and end 
dates of coverage and basic demographic data, includ-
ing income and age, to help assess insurance eligibility. 
Once such information is reliably captured into discrete 
EHR fields, the data could be aggregated to support 
functions which facilitate numerous activities (Figure 1).

Figure 1. Use of health information technology (HIT) to help keep patients insured.
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With these data, existing HIT functionality to sup-
port the activities shown in Figure 1 could be adapted 
from panel management and clinical decision-support 
tools proven effective in chronic disease management. 
These functions include ‘inreach,’ in the form of auto-
mated rule-based reminders (eg, ‘pop-ups’) that activate 
when a patient checks into the clinic. This reminder 
would prompt front desk staff to talk with patients 
about their health insurance expiration date and/or 
facilitate referrals to appropriate resources within (eg, 
enrollment specialists or clinic staff who specialize in 
coverage assistance) or outside (eg, state or federal 
websites and local agencies available to assist patient 
with health insurance enrollment) the clinic.9,15-20 For 
clinics that ask about health insurance information 
before a visit, tools could be tailored to identify sched-
uled patients without coverage and facilitate commu-
nication between the enrollment specialist and patient 
regarding their potential options to gain insurance. 
In addition, EHR tools could create customized mes-
sages about potential insurance plans available to the 
patient (if uninsured), or enrollment expiration dates (if 
insured), to be included with the after-visit summary.

To support ‘outreach,’ coverage eligibility data 
could be aggregated into registries of patients who 
are uninsured or nearing their health insurance expira-
tion/re-enrollment date. Registry data could support 
automated systems that facilitate and track voicemail, 
e-mail, text, or other communications to patients. 
Such data could also feed into a personal health 
record or patient portal, enabling patients to receive 
automated, customized messages with information 
about their eligibility for health insurance, enrollment 
expiration dates, and Internet links to online applica-
tions or resources.9

HIT tools supporting health insurance inreach and 
outreach could be tailored to meet the needs of spe-
cific care settings and patient populations. For example, 
a federally qualified health center that serves uninsured 
and publically insured patients could benefit from tools 
that help identify and reach uninsured patients who are 
eligible for public coverage, or communicate expiration 
dates to patients. In practices with insured patients, the 
tools might emphasize selection of the most appropri-
ate coverage for their needs.

There is a significant business case for implement-
ing HIT systems to help keep patients insured. For 
example, clinicians in traditional fee-for-service mar-
kets benefit when patients are insured. Patients who 
lose coverage are often unable to schedule visits, so 
they seek care outside of visits (eg, telephone calls, 
e-mails) in ways that are not commonly reimbursed.21-23 
In health care settings that see a large number of 
uninsured patients, such as community health centers 

(CHCs), it is financially imperative to keep eligible 
patients insured. One study of 185,959 CHC pediatric 
patients found that 38,726 uninsured children visited a 
CHC; 11,618 remained uninsured at all subsequent vis-
its in a 2-year time period.24 Assuming a $27.82 Medic-
aid fee-for-service reimbursement rate for an office visit 
with an established patient,25 the clinic lost $323,212.76 
in revenue during that period. The amount could be 
much higher depending on the payer and/or how com-
plicated the visit was.

As the Accountable Care Organization model and 
global payments spread, outreach functions such as 
those proposed here would address the imperative 
to conduct panel management and other population 
health approaches to care,10 and optimize reimburse-
ment for a population’s health care. Clinicians being 
paid to care for a population of patients will want to 
keep them continuously insured in order to optimize 
reimbursement. Clinicians incentivized to improve 
health outcomes in a panel of patients will want to help 
their patients stay insured, to make sure they have cov-
erage for and access to recommended preventive care 
(eg, mammograms, immunizations) and chronic disease 
care services (eg, laboratory tests for monitoring dia-
betes). Although the business case for developing and 
implementing such tools is sound, the primary benefit 
would be to keep patients insured so as to maximize 
their ability to access essential health care services.

In addition to collecting and sharing information 
to keep patients insured, HIT could be developed 
to identify which health insurance plans best meet a 
patient’s needs. Such functions could incorporate clini-
cal information from the EHR (eg, diagnoses, current 
medications) into a decision worksheet to help patients 
understand what health insurance benefits they might 
need, and how to predict downstream costs associated 
with their coverage options. The worksheet could illus-
trate how certain low-cost plans with high deductibles, 
restrictive networks, and copays might cost more in 
the long term. For some patients with costly medica-
tions and other treatments necessary to manage their 
chronic diseases, this tool could help them better 
understand how a plan with a cheaper premium might 
have higher downstream costs that could hinder their 
ability to access care and stay healthy. This would be 
particularly helpful for ACA-related coverage options, 
as they are known for having high deductibles and 
restrictive networks.26 These HIT and HIE capabili-
ties could expand upon existing functionality in some 
EHRs that exchange information regarding services 
covered by insurance (eg, SureScripts, which continu-
ally updates insurance formulary information to enable 
clinicians to see the cost of a prescription when it is 
being electronically prescribed.)
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Limitations
Utilizing HIT to assist patients with insurance reten-
tion has potential issues and pitfalls. For example, 
technology development is expensive, as is clinic staff 
time to conduct activities related to patient insurance 
enrollment and retention. Another issue is confidential-
ity; HIEs hold promise, but patients may not be com-
fortable having certain information or sensitive data 
(eg, citizenship or employment) collected and shared 
across organizations. Despite these limitations, we 
believe there is a compelling case for using HIT to sup-
port continuous health insurance.

Policy Relevance
Recent policies to expand Americans’ insurance cover-
age options include the Children’s Health Insurance 
Program, reauthorized in 2009, which successfully 
expanded health insurance coverage options for millions 
of US children, and the Affordable Care Act (ACA), 
through which millions of children and adults will 
have increased access to coverage.27,28 Concurrently, 
policies incentivizing the meaningful use of EHRs and 
HIE were authorized by Congress.2,29 After passage of 
the Health Information Technology for Economic and 
Clinical Health (HITECH) Act, many US health care 
systems implemented EHRs. By 2012, 72% of office-
based physicians were using an EHR.30 Meaningful use 
Stage 2 builds on these efforts, mandating increased 
interoperability between disparate HIT systems, and 
creating additional opportunities for HIE. These con-
fluent events yield an unprecedented opportunity to use 
clinical data and functions in novel ways.15-20

Although some clinics already engage in health 
insurance outreach activities and insurance coverage 
discussions with patients, these efforts are not usually 
supported by HIT or HIE. We anticipate that many 
health care organizations will embrace having enhanced 
capacity to help their patients obtain and keep coverage 
because of the benefits to be gained from having stably 
insured patients. Insurance coverage is associated with 
the receipt of necessary health care,7 so HIT functions 
that support coverage may improve patients’ access to 
care, and consequently their health outcomes.

The ideas presented here are intended to chal-
lenge readers to consider how HIT can be used to help 
support patients in new ways. Using HIT to support 
clinics’ efforts to conduct health insurance inreach and 
outreach to patients is just one example of a novel way 
to harness HIT capabilities and expand the scope and 
function of an EHR; our example may be differentially 
relevant to readers depending on their own experience, 
state policy environment, and practice setting. We rec-
ognize that this idea pushes the boundaries of services 
traditionally provided in medical care settings, and of 

how medical practices are currently organized. Recent 
policy changes, however, have created opportunities 
for primary care organizations to adapt and innovate 
in order to serve patients better in a changing envi-
ronment.31 Those involved with primary care delivery 
and HIT/HIE design and policy must lead this think-
ing, and contribute to new ways that care settings can 
address the health care Triple Aim: better population 
health, better health care, and lower cost per capita.32

CONCLUSIONS
We present guiding principles and strategies for har-
nessing HIT to support health insurance enrollment 
and retention efforts within primary care clinics. The 
methodologies, while novel, are based on currently 
available EHR and HIE tools. These efforts are timely 
in terms of current policy initiatives, as they have the 
potential to maximize insurance coverage continuity 
for many patients and positively impact the health care 
Triple Aim.

To read or post commentaries in response to this article, see it 
online at http://www.annfammed.org/content/12/6/568

Key words: health insurance; electronic health records; patient-cen-
tered medical home

Submitted March 20, 2014; submitted, revised, July 1, 2014; accepted 
August 5, 2014.

Funding support: This work was financially supported by the Agency 
for Healthcare Research and Quality (AHRQ) grant number (1 R01 
HS018569), the Patient-Centered Outcomes Research Institute (PCORI), 
the National Cancer Institute (NCI) of the National Institutes of Health, 
grant number (1 R01 CA181452 01), and the Oregon Health & Science 
University Department of Family Medicine. The funding agencies had no 
involvement in the preparation, review, or approval of the manuscript.

REFERENCES
	 1. House Office of the Legislative Counsel. Compilation of Patient 

Protection and Affordable Care Act. 2010. http://docs.house.gov/
energycommerce/ppacacon.pdf. Accessed Dec 16, 2011.

	 2. 111th Congress. American Recovery and Reinvestment Act of 2009. 
2009. http://www.gpo.gov/fdsys/pkg/PLAW-111publ5/pdf/PLAW-
111publ5.pdf. Accessed Oct 31, 2012.

	 3. Sommers BD. From Medicaid to uninsured: drop-out among children 
in public insurance programs. Health Serv Res. 2005;40(1):59-78.

	 4. Fairbrother G, Jain A, Park HL, Massoudi MS, Haidery A, Gray BH. 
Churning in Medicaid managed care and its effect on accountabil-
ity. J Health Care Poor Underserved. 2004;15(1):30-41.

	 5. Short PF, Graefe DR, Schoen C. Churn, Churn, Churn: How Instability 
of Health Insurance Shapes America’s Uninsured Problem. New York, 
NY: The Commonwealth Fund; 2003.

	 6. DeVoe JE, Ray M, Krois L, Carlson MJ. Uncertain health insurance 
coverage and unmet children’s health care needs. Fam Med. 2010; 
42(2):121-132.

	 7. Cassedy A, Fairbrother G, Newacheck PW. The impact of insurance 
instability on children’s access, utilization, and satisfaction with 
health care. Ambul Pediatr. 2008;8(5):321-328.

WWW.ANNFAMMED.ORG
WWW.ANNFAMMED.ORG
http://www.annfammed.org/content/12/6/568
http://docs.house.gov/energycommerce/ppacacon.pdf
http://docs.house.gov/energycommerce/ppacacon.pdf
http://www.gpo.gov/fdsys/pkg/PLAW-111publ5/pdf/PLAW-111publ5.pdf
http://www.gpo.gov/fdsys/pkg/PLAW-111publ5/pdf/PLAW-111publ5.pdf


HEALTH INFORMATION TECHNOLOGY TO KEEP PAT IENTS INSURED

ANNALS OF FAMILY MEDICINE ✦ WWW.ANNFAMMED.ORG ✦ VOL. 12, NO. 6 ✦ NOVEMBER/DECEMBER 2014

572

	 8. DeVoe JE, Graham A, Krois L, Smith J, Fairbrother GL. “Mind the 
Gap” in children’s health insurance coverage: does the length of a 
child’s coverage gap matter? Ambul Pediatr. 2008;8(2):129-134.

	 9. Devoe JE. Being uninsured is bad for your health: can medical 
homes play a role in treating the uninsurance ailment? Ann Fam 
Med. 2013;11(5):473-476.

	10. Lassetter JK. Building a solid infrastructure for ACOs. Use an HIE 
to leverage existing information systems. Health Manag Technol. 
2011;32(1):32.

	11. Herasevich V, Pickering BW, Dong Y, Peters SG, Gajic O. Informatics 
infrastructure for syndrome surveillance, decision support, reporting, 
and modeling of critical illness. Mayo Clin Proc. 2010;85(3):247-254.

	12. Vest JR, Zhao H, Jasperson J, Gamm LD, Ohsfeldt RL. Factors moti-
vating and affecting health information exchange usage. J Am Med 
Inform Assoc. 2011;18(2):143-149.

	13. Health Resources and Services Administration Meaningful Use 
and Care Coordination. Health Information Technology and Quality 
Improvement 2014. http://www.hrsa.gov/healthit/toolbox/HealthITA-
doptiontoolbox/MeaningfulUse/meaningfuluseandcarecoord.html. 
Accessed Jan 7, 2014.

	14. DeVoe JE, Ray M, Graham A. Public health insurance in Oregon: 
underenrollment of eligible children and parental confusion about 
children’s enrollment status. Am J Public Health. 2011;101(5):891-898.

	15. Sittig DF, Teich JM, Osheroff JA, Singh H. Improving clinical quality 
indicators through electronic health records: it takes more than just 
a reminder. Pediatrics. 2009;124(1):375-377.

	16. Ahmed S, Bartlett SJ, Ernst P, et al. Effect of a web-based chronic 
disease management system on asthma control and health-related 
quality of life: study protocol for a randomized controlled trial. 
[Electronic Resource]. Trials. 2011;12:260.

	17. Leonard KJ, Dalziel S. How and when eHealth is a good investment 
for patients managing chronic disease. Healthc Manage Forum. 2011; 
24(3):122-136.

	18. Bright TJ, Wong A, Dhurjati R, et al. Effect of clinical decision-
support systems: a systematic review. [epub ahead of print]. Ann 
Intern Med. 2012;157(1):29-43.

	19. Zhou YY, Unitan R, Wang JJ, et al. Improving population care with 
an integrated electronic panel support tool. Popul Health Manag. 
2011;14(1):3-9.

	20. Shojania KG, Jennings A, Mayhew A, Ramsay CR, Eccles MP, Grim-
shaw J. The effects of on-screen, point of care computer reminders 
on processes and outcomes of care. Cochrane Database Syst Rev. 
2009;(3):CD001096.

21. Center for Practice Improvement and Innovation, American Col-
lege of Physicians. Communicating with Patients Electronically (Via 
Telephone, Email, & Web Sites). http://www.acponline.org/running_
practice/technology/comm_electronic.pdf. Published Aug 2008.

	22. Clingan SA. Going online: The role of web-based initiatives in health 
information technology. J Med Pract Manage. 2011;26(4):225-227.

	23. Katz SJ, Moyer CA. The emerging role of online communication 
between patients and their providers. J Gen Intern Med. 2004;19(9): 
978-983.

24. Hatch B, Angier H, Marino M, et al. Using Electronic Health Records 
to Conduct Children’s Health Insurance Surveillance. Pediatrics. 2013; 
132(6):e1584-e1591.

	25. Oregon Health Authority. Oregon Medicaid fee for service maxi-
mum allowable rates.Oregon Health Plan website. http://www.
oregon.gov/oha/healthplan/tools/Fee-for-service%20maximum%20
allowable%20rates.pdf. Accessed Jul 1, 2014.

	26. Zhang SQ, Polite BN. Achieving a deeper understanding of the 
implemented provisions of the Affordable Care Act. Am Soc Clin 
Oncol Educ Book. 2014;34:e472-e477.

	27. Kenney GM, Buettgens M, Guyer J, Heberlein M. Improving cov-
erage for children under health reform will require maintaining 
current eligibility standards for Medicaid and CHIP. Health Aff (Mill-
wood). 2011;30(12):2371-2381.

	28. Shoen C, Doty MM, Robertson RH, Collins SR. Affordable Care Act 
reforms could reduce the number of underinsured US adults by 70 
percent. Health Aff (Millwood). 2011;30(9):1762-1771.

	29. Maxson E, Jain S, Kendall M, Mostashari F, Blumenthal D. The 
regional extension center program: helping physicians meaningfully 
use health information technology. Ann Intern Med. 2010;153(10): 
666-670.

30. Hsiao C-J, Hing E; US Department of Health and Human Services. 
Use and Characteristics of Electronic Health Record Systems Among 
Office-based Physician Practices: United States, 2001–2012. http://
www.cdc.gov/nchs/data/databriefs/db111.pdf. Published Dec 2012.

	31. Bria WF. The electronic health record: is it meaningful yet? Mayo 
Clin Proc. 2011;86(5):373-374.

	32. Berwick DM, Nolan TW, Whittington J. The triple aim: care, health, 
and cost. Health Aff (Millwood). 2008;27(3):759-769.

WWW.ANNFAMMED.ORG
http://www.hrsa.gov/healthit/toolbox/HealthITAdoptiontoolbox/MeaningfulUse/meaningfuluseandcarecoord.html
http://www.hrsa.gov/healthit/toolbox/HealthITAdoptiontoolbox/MeaningfulUse/meaningfuluseandcarecoord.html
http://www.acponline.org/running_practice/technology/comm_electronic.pdf
http://www.acponline.org/running_practice/technology/comm_electronic.pdf
http://www.oregon.gov/oha/healthplan/tools/Fee
http://www.oregon.gov/oha/healthplan/tools/Fee
http://www.cdc.gov/nchs/data/databriefs/db111.pdf
http://www.cdc.gov/nchs/data/databriefs/db111.pdf

