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Plan Year 2025 (PY25) Open Enrollment Support

Did you 

know?

Helpful Contacts

Inbox for Requesting Retroactive Coverage of 

Medicaid 

DFS.Medicaid@ky.gov

Inbox for Requesting Name Change, Date of 
Birth Change, or Case Specific Questions

KHBE.Program@ky.gov

Dire Need (Medically Urgent)

kynectdireneed@ky.gov 

Professional Services Line (PSL)

855-326-4650

Hours: Mon-Fri 8am-7pm (EST)

Department for Medicaid Services (DMS)

855-4kynect (459-6328)

Hours: Mon-Fri 8am-7pm (EST)

kynect benefits/Contact Center (Public)

855-4kynect (459-6328)

Hours: Mon-Fri 8am-7pm (EST)

Saturdays during Open Enrollment 8am-5pm (EST)

kynect Technical Assistance (Public)

844-407-8398

Hours: Mon-Fri 8am-5pm (EST)

Department for Community Based Services 
(DCBS)

855-306-8959

Hours: Mon-Fri 8am-4:30pm (EST)/ Sat 9am-2pm (EST)

kynector and Agent Escalation Process
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Dire Need (Medically Urgent) Cases

Please note: The Open Enrollment Incident Tracker does not replace contacting the appropriate 

helpdesk and receiving a ticket number. 

Virtual One-on-One sessions are AVAILABLE from November 1, 2024 – January 15, 2025! These virtual 

sessions will include team members from both KHBE and Deloitte. Time slots are assigned on a first-come, first-

serve basis Monday through Friday and must be scheduled at least 24 hours in advance. For additional information 

and to register, click here. 

The Open Enrollment Incident Tracker is LIVE! The Incident Tracker is a quick survey for Agents and kynectors to 

report incidents for escalation and receive resolution. The link to the survey may be accessed here. 

Agents and kynectors are responsible for properly removing or redacting any Personally Identifiable Information 

(PII) from all submissions. Agents and kynectors must have watched the Incident Tracker Micro Video prior to 

accessing the Incident Tracker and may review the Incident Tracker Quick Reference Guide. 

When submitting any email request as Dire Need, it is 

imperative to indicate that the Individual is facing 

difficulty receiving Access to Care. 

The Agent and kynector Q&A Series 

FAQ is now available. This FAQ was 

designed to capture and transcribe 

questions asked by Agents and 

kynectors during the PY25 Virtual 

Q&A Sessions. 

PY25 Virtual Q&A Series 

Frequently Asked Question 

(FAQ) is AVAILABLE!

A case qualifies as Dire Need in any instance where an 

Individual requires immediate access to medical care 

that cannot be delayed and necessitates active health 

coverage. 

Dire Need cases require attention within 24 hours. 

Examples include prescription refills, upcoming 

doctor’s appointments, or other essential 

services that cannot be missed. 

If Agents and kynectors are working with an 

Individual who has a medically urgent need, they 

should email the Dire Need inbox by following the 

steps below.  

Enter kynectdireneed@ky.gov in the To 

field of the email. 

Enter Dire Need, the Case Number, and 

indicate which program(s) they are 
currently approved for (i.e., Medicaid, 

Qualified Health Plan (QHP), etc.) in the 
Subject field of the email. 

Provide a detailed description of the Individual’s 

situation in the Body of the email. Be sure not 
to include any PII.
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mailto:DFS.Medicaid@ky.gov
mailto:KHBE.Program@ky.gov
mailto:kynectdireneed@ky.gov
https://khbe.ky.gov/About/Documents/Agent-kynector-Escalation-Path.pdf
https://content.govdelivery.com/attachments/KYCHFS/2024/10/31/file_attachments/3053132/Virtual%20One-on-One%20Support%20is%20Available.pdf
https://deloittesurvey.deloitte.com/Community/se/3FC11B266981EF81
https://www.youtube.com/watch?v=CDOgCnL5JYg
https://content.govdelivery.com/attachments/KYCHFS/2024/10/31/file_attachments/3053133/The%20Open%20Enrollment%20Incident%20Tracker%20is%20LIVE.pdf
https://content.govdelivery.com/attachments/KYCHFS/2024/11/06/file_attachments/3060480/PY25%20Q&A%20Series_Frequently%20Asked%20Questions_FINAL.pdf
https://content.govdelivery.com/attachments/KYCHFS/2024/11/06/file_attachments/3060480/PY25%20Q&A%20Series_Frequently%20Asked%20Questions_FINAL.pdf
mailto:kynectdireneed@ky.gov
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Important Notice: Special Enrollment Period (SEP) and Coverage Year Selection

Individuals enrolling for coverage in November and December 2024 due to a SEP must select plans for both 

Coverage Year 2024 and Coverage Year 2025. 

Individuals are not automatically enrolled (passively renewed) in a plan for Coverage Year 2025 if they selected a 

SEP for Coverage Year 2024. Failure to enroll for Coverage Year 2025 will result in a gap in coverage.

Anthem’s Medicaid Managed Care Organization (MCO) Transition

Starting January 1, 2025, Anthem will no longer be a Medicaid MCO in Kentucky. This does not change an 

Individual’s Medicaid eligibility and will not interrupt current Medicaid coverage. 

Please note: Anthem’s other lines of business, such as their QHPs and Small Business Health 

Options Program (SHOP), are not impacted by this change. 

For more information about the transition, visit Kentucky Medicaid Anthem MCO Transition, where frequently 

asked questions can be accessed.

Need Help?

If an Individual who currently has Anthem as their MCO has questions, please direct them to call the Anthem MCO 
transition member services line.

Individuals with Anthem as their MCO will automatically be assigned to another MCO, effective January 1, 2025. 

This switch will occur without any gaps in Medicaid coverage. On November 12, 2024, notices with information about 

the new MCO were mailed to Individuals impacted. Individuals that were re-assigned received a welcome packet and 

new ID card from their new MCO. As a reminder, Individuals may change their MCO at any time.

Reminder

For PY25, CareSource has discontinued coverage in 27 counties in Kentucky. Individuals enrolled in a CareSource 

plan who reside in an impacted county will need to re-enroll for Coverage Year 2025 in a plan of their choice. 

For additional information on SEPs, 

reference the materials below:

❑ Special Enrollment Page on KHBE

❑ Special Enrollment Fact Sheet 

❑ Exceptional Special Enrollment Fact Sheet

Call the Anthem MCO transition member services line at 1-833-501-9930.

https://secure-web.cisco.com/1XwRSJuZIT885CChGXdM327uYWAq04Fw6vAxpJedTn3LJWj5DSDtVi-EaQQip1WeRS3h-alX8K_P3CX4e98y0dJxc_hZ6sVvdajBDAx0IzT2UlrBGnjtFEqWT6HfQyyJFSxGVmwYccW5-8Nk05Lbs0K4UGceirx4XzrCwEhmOvjmdZEsptDnyu6fHHiJoQT8Ir9AIA9NfjDY0pVsrb9SSZQOXFgoPpmBSpwSpKAed2DZp3uHPBAjjHHLJ-MZoG-qq_dsNxp4nYfeISBO3ooIJEi7oaGhcCQf_uoBI4RrScD-XmOn4dO0SI5Hn1-ZKZYuqZvuGvqkw3Vs5bJSAMB9Q3prfox9xbwRaZYOA68CTu8dEkjZenEDzLI0lq3U0peuw-TZ4C88kKEBjPPw5ZKgHC893L_mb16IOZEsidcqarfVrcJaeXaF3D-_nlcG7yEmsMlw1Eb3oI8-tx0Sc5C48SFrfS9fvWnQlYyqHswRh_Hj8vYXohHUmElP-OZTn8YouUkvp0Vl-Vu0hn5KrgVQsvQ/https%3A%2F%2Flinks-1.govdelivery.com%2FCL0%2Fhttps%3A%252F%252Fwww.chfs.ky.gov%252Fagencies%252Fdms%252FPages%252FAnthemTransition.aspx%2F1%2F01000192f7b366b4-c47b67dc-211a-4980-bf2b-5c8d0c59e7cf-000000%2FVt5JoBcsH0WiWm93Cq-uucCWXwsmYQxoJiXyvwjwrYA%3D377
https://khbe.ky.gov/About/Pages/Special-Enrollment.aspx
https://khbe.ky.gov/About/Documents/Special-Enrollment-Fact-Sheet-Plan-Year-2022-revised.pdf
https://khbe.ky.gov/About/Documents/ESE-Fact-Sheet.pdf
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kynect benefits Prescreening Tool

The kynect benefits Prescreening Tool allows Individuals to anonymously enter information to check potential 

eligibility for health assistance, food assistance, financial assistance for families with children, childcare assistance, 

and health insurance premium payment assistance. 

As a best practice, Agents and kynectors should always double-check the Individual’s income details for accuracy. 

Medicaid requires a higher standard of income verification compared to Advance Premium Tax Credit (APTC). 

Below are examples of preferred income verification documents for Medicaid and APTC:

Income Verification

The following are examples of programs Individuals may check potential eligibility for: Medicaid, Kentucky 

Children’s Health Insurance Program (KCHIP), Supplemental Nutrition Assistance Program (SNAP), Kentucky 

Transitional Assistance Program (KTAP), Child Care Assistance Program (CCAP), and Kentucky Integrated Health 

Insurance Premium Payment (KI-HIPP).   

How to Access the Prescreening Tool:

Navigate to kynect benefits.

Click Prescreening Tool to view 

prescreening information.

1

2

To evaluate potential eligibility for QHP and APTC, please utilize the kynect health coverage Prescreening Tool.  

Please note: The Prescreening Tool is not an application and does not guarantee eligibility. 

To determine eligibility for any program a full benefits application must be completed. 

M E D I C A I D

Medicaid evaluates income on a month-to-month 

basis. Preferred verification for Medicaid includes 

the following:

1. Original documentation showing the last three 

(3) months of earned income.

2. Award letter for unearned income.

3. Tax return if it is representative of current 

monthly income. 

Medicaid assesses eligibility based on 

monthly income from the last 3-12 months to 

determine what is reflective going forward.

A P T C

APTC evaluates income over the course of a year. 

Preferred verification for APTC includes the 

following:

1. Written statement outlining projected annual 

income.

2. Tax return if income from previous years is 

still representative. 

APTC assesses eligibility based on annual 

income during the current tax year.

Agents and kynectors can use the Document 

Center on the Resident Dashboard to attest to 

APTC income verification RFIs by selecting a 

reasonable explanation. For additional guidance 

on reasonable explanation, reference the APTC 

Reasonable Explanation Fact Sheet.

For additional information on Income 

Verification, reference the materials below:

❑ Income Fact Sheet

❑ Countable vs Non-Countable Income Tip Sheet

For APTC, the written statement 

template for APTC income verification 

may be found in the Document Center 

located on the Resident Dashboard.

https://kynect.ky.gov/benefits/s/?language=en_US
https://kynect.ky.gov/healthcoverage/s/pre-screening?retPage=Home&language=en_US
https://khbe.ky.gov/About/FactsandResources/APTC%20Reasonable%20Explanation.pdf
https://khbe.ky.gov/About/FactsandResources/APTC%20Reasonable%20Explanation.pdf
https://khbe.ky.gov/Agents-kynectors/2024%20Docs/Income%20Fact%20Sheet_FINAL.pdf
https://khbe.ky.gov/About/FactsandResources/CountableandNonCountableIncomeMAGIMedicaid.March.2024.pdf
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The KHBE website encompasses a multitude of resources for Agents, kynectors, and Residents may utilize to find 

detailed information on specific topics. The Facts and Resources Page is a tool that offers information on health 

insurance, Medicaid, enrollment, eligibility, and much more. Below is an overview of resources available through the 

Facts and Resources Page. 

KHBE Website: Facts and Resources Page

F A C T  S H E E T S

1 Health Insurance: Topics include coverage options, resources for small businesses, and more.

2 Medicaid & Medicare: Topics include countable income sources, Medicare, and enrollment options. 

3 Enrollment & Eligibility: Topics include income levels and special enrollments.  

4 Other Benefit Programs: Programs offering assistance for childcare, low-income families, and more.

5 Unaffordable Employer Insurance Materials: Learning materials such as videos, flyers, and more.

6 Miscellaneous: Topics include enrolling in plans, uploading documents, charts, vocabulary, and more.

1
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7 Creating a Kentucky Online Gateway Account

8 Using the Prescreening Tool to Check Eligibility

9 Completing a Benefits Application

10 Using kynect benefits as a Resident

7 8 9 10

K Y N E C T  R E F E R E N C E  G U I D E S

N E E D  H E L P ?

Professional Services Line (PSL): 855-326-4650 KHBE.Program@ky.gov

https://khbe.ky.gov/About/Pages/FactsandResources.aspx
mailto:KHBE.Program@ky.gov
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