
Georgia Pathways to Coverage Journey Map

LEVEL OF PAIN

APPLY Wait Report

 Follow steps from Medicaid denial to start 

Pathways application onlin

 Create a Gateway accoun

 Work with a Community Based 

Organization membe

 Contact DFCS to appl

 Mail in the paper form to DFCS

 Wait for a decisio

 Contact DFCS

 Check emai

 Wait for lette

 Go to the Emergency Room  

for healthcare

 Request a letter from wor

 Prove education enrollmen

 Get signed letter of Vocational 

Reha

 Print, scan, or obtain a digital cop

 Create an account/ Sign in to 

Gatewa

 Upload/Deliver documents to DFCS

 Request a letter from wor

 Prove education enrollmen

 Get signed letter of Vocational Reha

 Print, scan, or obtain a digital cop

 Create an account/ Sign in to Gatewa

 Upload/deliver documents to DFCS

 Welcoming front doors create 

positive experience

 Clear, easy design pattern

 Simplify processe

 Go beyond the application to 

support clients

 Clear, easy, design patterns: Offer clear confirmation 

of actions, decisions, and consequence

 Simplify processes:

 Provide clear guidance and examples for 

verification requirement

 Provide accessible and easy to access document 

uploader tool

 Go beyond the application to offer suppor

 Use plain language and explain acronyms

 A good experience isn’t limited to 

the application itself

 Support should

 Provide ways to find answers  

to questions

 Show the status of  

an applicatio

 Offer examples of  

verification documents

 Simplify processes:

 Provide clear guidance and 

examples for verification 

requirement

 Provide accessible and easy 

to access document 

uploader tool

 Provide support beyond  

the application

 Welcoming front doors offer 

clients a positive experience

PAIN POINTS

BEST PRACTICES/
OPPORTUNITIES

Clients 
 Pathways to Coverage, 

leading to low enrollment


struggle to know and 
understand

Clients struggle to access systems 
and understand bureaucratic and 
technical language


Clients are confused a lot. 


“How do I answer this question? 


What does this mean? 


.... I don't want to apply because it's 
just asking too much and you know, 
it doesn't offer that much.”


…sometimes just the lack of like 
access to a laptop and access to, 
you know, the things that you would 
need to upload these documents or 
something like that.

Clients 

with DFCS

lack accessible 
communication channels 

DFCS is supposed to get back 
within that time frame, but they're 
not. And it's nobody to contact, 
it's nobody to talk to. And you 
know, these people are needing 
coverage, like even if it's a “no, 
you're not going to get it”


Clients 

so choose to go 
without coverage

may struggle to 
access systems and provide 
documents

I wish that it would be ... like 
“this is what we were looking 
for, this is kind of what we 
want.” ...it's kind of like up to a 
case worker and you know like 
what are they looking for?

In general the Pathways 
program has had very 
low enrollment

… lot of people say,  
“You know, I'll just go to the 
emergency room then and oh 
well if they send me a bill, I 
don't got the money anyway.” 

Learning About 
Pathways

 Apply for Medicai

 Denied Medicai

 Learn may be eligible for Pathway

 See an Advertisemen

 Talk to a Community Based 

Organization or Word of Mouth


PHASE

STEPS

USER ACTIONS

Seek 
support

Determine 
Eligibility

Identify 
Program

Access 
application

Enter 
Personal 

Info

Agree to 
contract

Report 
tobacco 

use

Sign & 
Submit

Contact 
DFCS

Check 
mail

Check 
account

Obtain 
proof of 

work

Upload or 
mail to 
DFCS

Wait for 
approval

Obtain 
proof of 

work

Upload or 
mail to 
DFCS

Wait for 
approval

continues 
monthly

GPTC_JOURNEYMAP


