
The role of Community Health Advocates 

• Community Health Advocates (CHA) helps New Yorkers navigate the 

complex health care system by providing individual one-on-one  

assistance and public outreach and education throughout New York 

State.  

 

• CHA is an all payer Ombudsman Program!  We are the only entity that 

offers one-stop assistance for health care consumers—regardless of 

their source of coverage.  

 

• CHA helps consumers and small employers understand health 

insurance coverage and access the health care they need. 
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Community Health Advocates 

• CHA’s primary focus is to provide post-enrollment assistance to 

health care consumers: 

– Help consumers understand how to use their insurance  

– Help consumers solve problems with coverage. 

– Help consumers with non-Marketplace insurance coverage  and/or applications 

– Educate consumers about appeal rights 

– Resolve problems with tax credits and subsidies 

– Educate consumers about rights and responsibilities 

– Resolve medical bills 

– Help insured consumers access healthcare services 

– Help uninsured consumers to access discounted or free care 

– Help insured consumers obtaining prior authorization and appeal service denials 

– Help consumers appealing coverage denials 
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CHA “hub-and-spokes” model 
 

Hub 

• CSS Manages a central, live answer, toll-free helpline, staffed from Monday through 

Friday from  9 am to 4 pm.  

 1-888-614-5400 

 

• Specialist groups  

- Empire Justice Center 

- Medicare Rights 

- Legal Aid Society 

 

Spokes 

• Trusted local advocates  

• Provide consumer assistance to New Yorkers 
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From November 2010 through October 2014: 
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We handled 

97,704 

individual 

assistance 

cases for 

consumers 

across the state. 

We educated 

79,103 

New Yorkers about 

their rights in the 

health care 

system. 

We conducted 

3,474 

trainings and 

community 

presentations. 

We provided health 

insurance 

information and 

assistance to 

13,319 small 

businesses. 

We handled 

20,785 

cases through our 

toll-free helpline. 

We helped 

New Yorkers save 

$13.9 million 

in health care and 

health 

insurance costs. 



A day in the life on the helpline 
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• Caller is pregnant and trying to understand deductibles, copays, cost sharing, out 

of pocket max and what services, like ultrasounds, are considered preventive. 

 

• Caller's son is quadriplegic, and has cerebral palsy. He is 12. His doctor has 

prescribed the use of an electric wheelchair, but his health plan is denying 

coverage and wants the family to use a standard, non-electric wheelchair. 

 

• Caller is scheduled for surgery and wants to use an out of network surgeon.  She 

trying to understand her PPO’s payment methodology for out of network services.  

 

• Caller has coverage through employer-based insurance. He has behavioral 

health issues and needs help trying to locate a behavioral health service provider 

who takes his insurance. 


