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1 Researcher 

 Maya 
“Having a list of go-to sites is 
essential for my research.” 

TITLE: Senior Health Policy Analyst 
LOCATION: Health Policy Institute, 
Washington, D.C. 

BACKGROUND 
Maya has a master’s degree in Public Health.  
As policy analyst at the Health Policy 
Institute, she supports state efforts in 
implementing national health reform as well 
as preserving and strengthening existing 
health care programs for low-income 
populations. She conducts research on 
Medicaid, CHIP, and related topics. She 
manages Medicaid data collection and 
analytics. 

GOALS 
• Access Medicaid program information to 

identify states’ policy needs and to 
design methodologies from them. 

FRUSTRATIONS 
Maya’s job requires a lot of research. She is 
frustrated when the content she needs is in 
a PDF or a non-html file when it doesn’t 
need to be. There are times where she has 
way too many windows open on her 
computer and she loses track of where she 
put a particular document. 

SCENARIO 
Maya need to find out what states were 
approved for the State Innovation Models 
Initiative (SIM) Grants and how they are 
reporting. 
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2 Assistant Division Director for Medicaid 

 Sandra 
“It would be helpful to see 
examples of what other 
states are doing.” 

TITLE: Assistant Division Director for 
Medicaid 
LOCATION: State of South Dakota, 
Department of Social Services 

BACKGROUND 
Sandra assists South Dakota’s Medicaid 
Director in managing the Operations Unit. 
She oversees the management of the health 
care reimbursement computer systems and 
call center operations. 
She is also responsible for Medicaid data 
reporting and analytics. 

GOALS 
• Access Federal and State regulations 

regarding Medicaid 

• Access data reporting forms and 
instructions. 

FRUSTRATIONS 
Sandra would like better communication 
with CMS, but the website has been limited. 
She sees it as having really good potential, 
but it hasn’t gotten there yet. 

SCENARIO 
Sandra’s state legislature is interested in 
what CMS will allow for moving Medicaid 
enrollees over to the federally facilitated 
marketplace and use premium assistance. 
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3 Internal CMS Staff 

 Phil 
“I’d like to find data on the 
website instead of tracking 
down someone for it. 

TITLE: Director, Payment Models in the 
Patient Care Models Group (PCMG), 
CMS Innovation 
LOCATION: Centers for Medicare and 
Medicaid Services 

BACKGROUND 
Phil designs, develops, and implements 
alternative payment models to achieve 
progress in the three-part goals of better 
care, better health and lower cost through 
improvements in the Medicare, Medicaid 
and CHIP programs. 

GOALS 
• Access information about payment 

reform by states. 

• Analyze Medicaid IT data. 

FRUSTRATIONS 
Phil is regularly asked for the same 
information on Meaningful Use and would 
like to get better data available to send on 
the site. 

SCENARIO 
States have requested guidance on to 
implement meaningful use of certified 
Medicaid Electronic Health Records (EHR) 
technology incentive payments. Phil needs 
to send this information to the states that 
have request this.     
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4 Advocates 

 Jason 
“Easily finding the most up-
to-date information helps me 
to do my job better.” 

TITLE: Senior Legislative Representative 
LOCATION: AARP (American Association 
of Retired Persons) 

BACKGROUND 
Jason provides strategic leadership, 
direction, and support for advocacy efforts 
in the states on health and long-term 
services and supports (LTSS) with particular 
emphasis on ACA implementation related to 
health and long term services and supports. 
He travels often, visiting AARP state offices. 

GOALS 
• Access the latest policy information 

• Analyze Medicaid before 2014 and after 
2014 nationally and by state. 

FRUSTRATIONS 
Jason brings either his tablet to all of his 
meetings. It’s frustrating to him to pull up a 
site and see that it’s a lot different than the 
desktop version that he’s used to interacting 
with. Things that he normally knows where 
to find them, he cannot find on a mobile 
device. He tries to find the link for the full 
site if he can. 

SCENARIO 
Jason is interested in how the ACA affects 
service delivery for Medicaid dual eligibles.   
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5 Policy Maker 

 Erica 
“The Affordable Care Act may 
be the most important 
legislation of my lifetime." 

TITLE: Budget Analyst for Health at the 
U.S. House of Representatives 
LOCATION: Washington, D.C. 

BACKGROUND 
Erin previously worked at HHS as a Special 
Assistant to the Assistant Secretary for 
Planning and Evaluation. Prior to joining 
HHS, Erin worked on public health 
preparedness at the National Association of 
County and City Health Officials (NACCHO). 
During graduate school, she served as an 
analyst intern at the Government 
Accountability office where she contributed 
to a report on Medicaid Preventive Services.  

GOALS 
• Access the latest policy information 

• Analyze Medicaid before 2014 and after 
2014 nationally and by state. 

FRUSTRATIONS 
Erin is frustrated when a link she regularly 
visits to get data no longer works. She ends 
up having to search for using the site’s 
search feature, only to not be able to find it. 

SCENARIO 
Erica needs to determine the cost savings to 
Medicaid for the state as a result of the ACA 
provision that provided coverage to children 
on their parents’ plan until they reach age of 
26.  
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6 Media 

 Liz 
“The public wants to be 
informed on government 
healthcare laws.”  

TITLE: Assistant Web Reporter for 
Kaiser Health News 
LOCATION: Washington, D.C. 

BACKGROUND 
Liz graduated from University of North 
Carolina with a degree in Journalism. She 
has been working with Kaiser Health New 
for almost two years now. She assists the 
web reporters by researching health policy 
and developments at the federal and state 
levels.   

GOALS 
• Access the latest policy information 

• Access ACA policy and guidance. 

FRUSTRATIONS 
Liz is frustrated when she visits a site that 
should have the information she needs for 
an article, but that information is not 
available. She ends up have to track down 
someone to call. She wonders what the use 
of having a website if it doesn’t give visitors 
what they need. 

SCENARIO 
Liz is co-authoring a guide to the ACA for 
Medicaid patients. She needs to find 
information on if and how the ACA affects 
existing Medicaid recipients.  
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7 Consumers 

 Mike 
“I need assistance...where do 
I start?” 

TITLE: Warehouse Associate at Big Box 
store and part time student 
LOCATION: Tampa, Florida 

BACKGROUND 
Paul works part-time maintaining 
warehouse merchandise for a big-box store. 
He hasn’t been to see a dentist in years and 
is suffering from a toothache. He currently 
does not have medical insurance. He doesn’t 
have a computer at home, but owns a mobile 
phone and uses it to find information on the 
web. 

GOALS 
• Access the latest policy information 

• Analyze Medicaid before 2014 and after 
2014 nationally and by state. 

FRUSTRATIONS 
Paul uses his smart phone to manage his 
day-to-day. He is frustrated by mobile sites 
that take too long to load on his device. 

SCENARIO 
Paul needs to find out if he’s eligible for 
dental insurance.  
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