
Methods to Increase Health Insurance Literacy 
Among Consumers and Health Educators

Project Goal

Provide guidance and tools to help consumers make sound 
choices about health coverage and care.

We aim to increase consumer:

Awareness of information to support healthcare decisions

Interest in understanding healthcare quality and 
costs

Ability to make appropriate insurance plan, 
provider, and healthcare selections

Impact on Consumers

In three regions of Wisconsin, we engaged a variety of agencies 
to pilot test the materials with their clients and collect surveys.

Enrollment Assisters 

Health Plans 

Clinic Staff 

Social Service and State Agencies 

Total participants:
300 pre-test
237 post-test

32%

46%

Where to find reliable
information on costs

+14%

52%

67%

Knowledge of
a deductible

+15%

39%

54%

Awareness that you can 
contact the insurance 

company with questions

+15%

Increases in consumer knowledge:
After health educators went over how-to sheets with them
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Contact
Stephanie Severs ssevers@wisc.edu
Health Insurance Literacy Lead

Jeni Appleby jappleby@wisc.edu
Health Insurance Literacy Specialist

Michael Moriarty memoriarty@wisc.edu
Graphic Designer

Do you need
health insurance?

Call 1-800-318-2596
to learn more about
your insurance options.

Call 2-1-1 to find free,
local insurance help.

What can I do?

Do not ignore your bills! If your bill is less than 30 days late, most medical offices
will discuss payment plans. Do not be afraid to ask for help.

$100.00

1. Call the office that
sent you the bill and
confirm the charges.
This could be a hospital, doctor’s
office, clinic, or other medical office.

2.

Can I speak
to a financial
counselor?

Ask to talk to
a financial counselor.

3.

I’m not able to
pay my bill now.

Let them know you
are having trouble
paying your bill.

4.

Can I get
financial

assistance?

Ask to apply for
coverage programs
or financial help to
lower your bill.

Do you need additional FREE help?
You may qualify for help to make a plan to pay your bills.
Call a non-profit credit counseling agency to learn more.
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National Foundation for
Credit Counseling:
 1-800-388-2227

Financial Counseling
Association of America:
 1-866-694-7253

National Council on Aging:

 571-527-3900

Call 2-1-1 and ask to speak
to a financial counselor.

If you have health
insurance, call your
insurance company and ask
if you were charged the
correct amount.

Was I billed
the right amount?

Do not ignore your bills!

If your payment will be more
than 30 days late, call the
office and let them know.

Keep in mind: late payments
affect your credit score and
may go to collections.
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I’m Sick Where Do I Go 
for Care?

Urgent care clinics can help with these common symptoms / injuries:
- Earaches
- Back Pain
- Cough
- Sore Throat

- Fevers
- Migraines or Other Headaches
- Minor Eye Injuries
- Minor Injuries

- Minor Cuts
- Minor Burns
- Rashes
- Sprains

If you think you are having a medical emergency,

--OR--

AMBULANCE

911 ER

Go to the
Emergency
Room.

Call 911

If you are sick and need care that day...

Call your Doctor’s Office.
Many clinics have openings for patients
who need care that day. Doctors are also
on-call at night. They may also help you
over the phone.

Call a 24-Hour Nurse Hotline.
Many insurance companies have their own 
hotline. Ask what to do for treatment.

An urgent care clinic
is a same-day clinic.

You don’t need
an appointment.

Urgent
Care

Go to an Urgent Care Clinic.
Urgent care clinics treat people the
same day. They usually take less time
than the emergency room.

Go to the Emergency Room.
You can go to the hospital emergency room
if your urgent care clinic is closed. You may
have to wait a long time to receive care.
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How-to Sheets

Consumers need educational resources to help navigate our 
complex healthcare system.

Plain language is not enough!

To encourage action, we use:
Targeted materials that have a clear purpose and only focus on 1-3 key 
messages at a time

Action steps to inspire confidence in moving forward

Relevant images to support the messages

White space and large fonts

Contact information on where 
to receive help
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Training Health Educators

Professionals trained by Covering Wisconsin staff on the how-to
sheets are more confident in explaining healthcare topics than 
those who haven’t received training.

Health educators who work with consumers benefit from:

Finding teachable moments and meeting consumers “where they are”
in that moment

Guidance on how to use literacy materials

How beneficial was the training to help 
you talk with consumers about health plans?

Almost all professionals found the 
training to be effective 68%

Very Beneficial

29%
Somewhat
Beneficial

3%
Not Beneficial

Data from same-day post-training evaluations

Over 20 consumer-tested how-to sheets that explain healthcare
www.coveringwi.org 

Effectiveness of training 
Increased confidence explaining topics after training
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Understanding Terms +22% 

Selecting a Plan +32% 

Using Health Insurance +15% 

Paying for Health Insurance +30% 

Renewing Health Insurance +28% 

Choosing a Provider +17% 

Understanding Networks +18% 

Data from emailed survey to professionals who work with consumers on healthcare


