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o Background: Claim and appeals,1974 and now

o 2023 KFF Survey of Consumer Health Insurance 
experiences

o Data gaps/ Future research/ Information from analysis of 
other coverage types

o Considerations going forward

Claims & 
Appeals and 
the Health Care 
Consumer

What do we know 
about how participants 
understand and 
navigate the claims and 
appeal process?
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Note: See topline for full question wording.
SOURCE: KFF Survey of Consumer Experiences with Health Insurance (Feb. 21- Mar. 14, 2023)

Their health insurance did not pay for care they thought was covered

Their health insurance denied or delayed prior approval for 
needed care
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SOURCE: Consumer Problems with Prior Authorization: Evidence from KFF Survey, 2023 

https://www.kff.org/affordable-care-act/issue-brief/consumer-problems-with-prior-authorization-evidence-from-kff-survey/
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SOURCE: Consumer Problems with Prior Authorization: Evidence from KFF Survey, 2023 

https://www.kff.org/affordable-care-act/issue-brief/consumer-problems-with-prior-authorization-evidence-from-kff-survey/
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SOURCE: Consumer Problems with Prior Authorization: Evidence from KFF Survey, 2023 

https://www.kff.org/affordable-care-act/issue-brief/consumer-problems-with-prior-authorization-evidence-from-kff-survey/
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• Survey: participants about their understanding about their 
coverage and knowledge about claims and appeals

• Claims data and appeal information: Current gaps/ Lessons 
learned from analysis of claims and appeals in other 
programs

• DOL data collection tools: potential? 

Possible Future 
Research 

Gaps in information 
about private insurance 
coverage
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Range of policy options includes:

• Consumer Notice and Information Disclosure
o Standardization and simplification?
o Focus on prescription drug claims?

• Education
o How do I use my coverage? What is an EOB/AEOB? How is it 

different from a bill? Etc.
o Consumers and employers

• Direct Assistance
o Knowledge of where to go for help during the year
o ACA Consumer Assistance Programs

• Use of technology to benefit the consumer
o Real-time coverage inquiries
o Automated request for appeal

Policy Issues 

Moving from 
compliance to 
consumer protection
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QUESTIONS?

For more information, contact: KayeP@kff.org  
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