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Recruitment
September 2019 

August - September 2020

Preparation
October 2019 
October 2020

Open Enrollment 
Period

November - December 2019 
November - December 2020

• Student program leads advertise volunteer position, 
screen applications, & select volunteers (prior 
volunteers are invited back & do not have to re-

apply)

• Student program leads and the paid Consortium 
volunteer coordinator recruit Lincoln Community 
Health Center as partner to embed volunteers in clinic  

(Student program leads and Consortium volunteer 
coordinator plan changes in operations due to 
pandemic with Navigator Consortium and clinic)

• Student program leads and Consortium volunteer 
coordinator recruit other community-based 
organizations (e.g., libraries, churches) to host one-
time open enrollment events (does not occur in 2020 

due to virtual format)

• Student program leads and Consortium volunteer 

coordinator disseminate information about Navigator 
Consortium & ACA to community-based organizations 

• Consortium volunteer coordinator submits background 
checks on volunteers

• Consortium volunteer coordinator and clinic’s certified 
application counselor contact volunteers for 
appointment availability (only Consortium volunteer 
coordinator contacts volunteers)

• In 2019, clinic’s certified application counselor reserves 
resources for appointments (e.g., book conference 
rooms, printers, consent forms) and meeting space (in 
2020, no volunteers embedded on-site at clinic due to 
COVID-19 restrictions) 

• Volunteers shadow experienced navigators in person 
(virtually) 

• Volunteers sign up for (virtual) appointment shifts & 
enrollment events 

• Volunteers assist & enroll consumers (virtually)

• Volunteers receive support from clinic’s certified 
application counselor (Volunteers attend virtual 
weekly check-in meetings with Consortium volunteer 
coordinator and can contact her via Slack anytime.)

• For clinic-based appointments in 2019, clinic’s certified 
application counselor coordinates scheduling & assigns 
consumers to volunteers (Clinic’s certified application 

counselor schedules virtual appointments on behalf of 
the consumer via the online appointment platform, “Get 
Covered Connector”)

• For community-based appointments & events in 2019, 
Consortium volunteer coordinator oversees volunteers 
(Consortium volunteer coordinator coordinates all 
consumer appointments with volunteers in the online 
appointment platform)

Formation of Student ACA Navigator Program 

(Led by 2 student leads from Duke student organization and 1 
paid staff volunteer coordinator from the Navigator Consortium)

Volunteer
Engagement

Organization
Engagement

Supplementary Figure 1.  Timelines of Student Navigator Program in 2019 and 2020 

• Volunteers complete federal certification and online 
training, facilitated by paid Consortium volunteer 
coordinator. Volunteers review state-specific 
webinars. 

• Volunteers attend in-person (virtual) supplemental 
training with Consortium staff

Note: Text in Green Italics indicate adjustments/additions made in 2020 due to the COVID-19 Pandemic 

• Consortium volunteer coordinator hosts a debrief session 
with community partners (including the participating 
clinic) to solicit feedback for next enrollment period

• Consortium staff review enrollment data and identify 
busiest days/times, most popular referral sources, any 
underserved communities and the proportion of 
enrollees that were new consumers to inform future 
enrollment events to inform future enrollment events

Post-Enrollment 
Period

January - March 2020
January - March 2021

• Student program leads debrief volunteers and 
collect feedback via an anonymous survey

• Student program leads meet with Consortium 
volunteer coordinator to plan improvements for 
next open enrollment period



 

Consumer presents to Lincoln 
Community Health Center, in-person or 

via phone, with interest in health 
coverage through ACA

Supplementary Figure 2. Clinic Workflow for Student ACA Navigators Program

Pre-pandemic (2019) During pandemic (2020)

The clinic’s certified application 
counselor schedules consumer for on-

site appointment with a student 
volunteer ACA navigator 

Student volunteer meets with 
consumer in the clinic’s conference 
room or office, and helps complete 
online coverage application through 

Healthcare.gov website 

The clinic’s certified application 
counselor refers interested consumer 

to online scheduling platform (Get 
Covered Connector) or directly 

schedules appointment on behalf of 
consumer through the platform 

The Consortium’s volunteer 
coordinator assigns student volunteer 

to scheduled appointment in the  
online platform

Student volunteer calls consumer to 
confirm appointment and determine 

consumer’s preference for a telephone 
or Zoom meeting

Student volunteer meets with 
consumer virtually and helps complete 

online coverage application through 
Healthcare.gov website 

Student volunteer helps consumer, if 
eligible, select and enroll in a health 

insurance plan for the upcoming year


