
How to Create a HealthCare.gov Account & 

 Enroll in an Individual/Family Plan 
 

10-201-2019                                                      HLTC – How to Create a Healthcare.gov Account & Enroll in an Individual/Family Plan    1 | P a g e  

 

 

STEP ONE: Go to HealthCare.gov and click on Log in located in the upper right-hand corner. 
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STEP TWO:  Under the words Log In… click on the hyperlink next to the words “Don’t Have an Account?”  Create one. 
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STEP THREE: Select your State 
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STEP FOUR: Complete the information that appears on this screen 
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STEP FIVE: Click on “Continue” to Login 
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STEP SIX: Finish entering your personal information 
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STEP SEVEN: Answer the questions, in order to verify your identity 
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STEP EIGHT: Once your identity is verified, check the two boxes at the bottom and then click, “Take Me to the Application”  
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You will receive a code, or reference number, on the response screen from your online application indicating that your identity verification 

attempt was unsuccessful. Reach out to the Experian Help Desk for assistance with identity proofing. You will need to write down the code on 

the screen and give it to Experian. If you only make one attempt to identity proof, you may not receive the code or reference number until the 

you make a second attempt. 

If the reference number was generated, but you failed to write it down and cannot remember it when calling the Experian Help Desk, you may 

be able to log back into the account and pull up the code or reference number again. You must verify their identity before they can submit an 

application online and receive a final eligibility determination. 
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STEP NINE: Make any changes that might be needed 
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STEP TEN: Once verified, click on “Continue” 
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STEP ELEVEN: Click “next” to start your application (you are completing basic information at this point, not choosing a plan). 
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STEP TWELVE: You must agree and click the bottom two items in order to “Save and Continue” 

 

 



How to Create a HealthCare.gov Account & 

 Enroll in an Individual/Family Plan 
 

10-201-2019                                                      HLTC – How to Create a Healthcare.gov Account & Enroll in an Individual/Family Plan    14 | P a g e  

 

STEP THIRTEEN: More basic information that you need to answer in order to Save and Continue 
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STEP FOURTEEN: More questions to answer so that you can Save and Continue 
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STEP FIFTEEN: …and even more questions to answer in order to “Save and Continue” 
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STEP SIXTEEN: You should answer “No” to this question, since you are not eligible for a tax credit.  
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STEP SEVENTEEN: Verify who is applying for coverage in order to “Save and Continue” 
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STEP EIGHTEEN: Confirm or edit your answer to continue 
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INFORMATION:  Click “next” 
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INFORMATION:  Click “OK” to continue 
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STEP TWENTY: Answer the question and click “Save & Continue” 
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STEP TWENTY-ONE: Enter your SSN# and answer the question below and click “Save and Continue” 
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STEP TWENTY-TWO: Answer the US Citizen question in order to “Save and Continue” 
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INFORMATION:  If you answer “No” to the US Citizen question there will be additional questions and perhaps documentation that is   

  required.  
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STEP TWENTY-THREE: Answer the race/ethnicity questions in order to “Save and Continue” 
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STEP TWENTY-FOUR: Review the Summary information and if correct, click “Save and Continue or edit and/or add another applicant.” 
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INFORMATION: Click “next” 
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STEP TWENTY-FIVE: Part of a federally recognized tribe?  Answer and click “Save and Continue” 

 

After this screen there a lot of eligibility type questions which may or may not be on the 2020 website… answer and hit Save and Continue 

should you encounter them.  
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STEP TWENTY-SIX: Click “next” 
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STEP TWENTY-SEVEN: Review the data you’ve provided and if correct, sign below and click “Save and Continue” 

 



How to Create a HealthCare.gov Account & 

 Enroll in an Individual/Family Plan 
 

10-201-2019                                                      HLTC – How to Create a Healthcare.gov Account & Enroll in an Individual/Family Plan    32 | P a g e  

 

STEP TWENTY-EIGHT: Sign and Submit your application data 
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STEP THIRTY: Click on “Continue to Enrollment” 
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STEP THIRTY-ONE: You’ll be working down the list at the bottom, starting with #1… but first make sure the data up top is correct.  
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STEP THIRTY-TWO: Answer the question about tobacco use (hint:  See Tips is in orange at the bottom and has useful information).  
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STEP THIRTY-THREE: IMPORTANT to know if your providers and/or prescriptions are covered… enter the data to find out.  
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INFORMATION: Useful tools to help you narrow down which plan is best for you and your family.   
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STEP THIRTY-FOUR: More tools to help you make the right choice…. Click “next” 

 



How to Create a HealthCare.gov Account & 

 Enroll in an Individual/Family Plan 
 

10-201-2019                                                      HLTC – How to Create a Healthcare.gov Account & Enroll in an Individual/Family Plan    39 | P a g e  

 

INFORMATION:  Facts about the types of plans offered.  Click “See All Plans” 
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STEP THIRTY-FIVE: There are a lot of links and ways to see more data on each of the plans that you are now seeing.  They are shown to you  

   as the least expensive to the most expensive, but you can filter the results several different ways.  
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STEP THIRTY-SIX: Once you choose a plan it will isolate itself and ask if you want to enroll in this plan.  If yes, click “Yes and Continue” 
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STEP THIRTY-SEVEN: In rare circumstances you may be required to submit documentation.  

 



How to Create a HealthCare.gov Account & 

 Enroll in an Individual/Family Plan 
 

10-201-2019                                                      HLTC – How to Create a Healthcare.gov Account & Enroll in an Individual/Family Plan    43 | P a g e  

 

STEP THIRTY-EIGHT: Confirm the plan choice and answer the question about dental coverage to “Continue” 
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INFORMATION:  IF YOU STOP IN THE MIDDLE OF A PROCESS… YOU will receive an email encouraging you to continue from where you left off.  
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INFORMATION:  When you log back on … select the bottom link … GO TO MY APPLICATIONS & COVERAGE and select the application to   

  continue.  
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STEP THIRTY-NINE: Make a choice as to enrolling in a dental plan.   
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STEP FORTY: Click on ”Finish Plan Selection” 
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STEP FORTY-ONE: RECORD the PLAN ID information or screen-print so you have this information.  
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FREQUENTLY ASKED QUESTIONS (and some not-so-frequently asked as well) 

1. Why do I need an account? 

 An account allows you to electronically submit your application, compare and select QHPs, view the status of your application,  and 

 complete other Marketplace-related activities. 

2. Can I set up multiple accounts? 

 No, you are only able to create one account. 

3.  What if I do not have an email account? 

 You may create an email account with an email service provider of your choice or choose to submit a paper application to participate in 

 the Marketplace or by calling the Marketplace Call Center. 

4. What if my password is not accepted? 

 If you are still unable to create a password after confirming you have followed the requirements, contact the Marketplace Call Center for 

 further assistance. 

5. What if my username is not accepted? 

 You cannot select a username if it is already in use by another applicant. You should try another username or contact the Marketplace 

 Call Center for further help. 
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6. Can I still set up an online account after I mail in my paper application? 

 If you have submitted a paper application and wish to set up an online account, you should contact the Marketplace Call Center to 

 obtain an application ID number after you receive your eligibility notice in the mail, if available. You should then go to the 

 HealthCare.gov website and create an online Marketplace account. 

 After logging into your account, click the “Find my application” hyperlink on the My Applications & Coverage screen and then enter your 

 application ID number that is linked to the paper application you submitted. 

 Please remember that all information - first name, last name, city, state, and ZIP code - for the person listed as the household contact on 

 the original application must be an exact match for the contact information used for creating an account on HealthCare.gov. From here, 

 you will be able to view your eligibility determinations and continue with the enrollment process. 

7. Should I make sure to remember or keep a secure record of my username, password, and application ID once they are created? 

 Yes. You will need your username and password each time you log in to HealthCare.gov and you may need your application ID for certain 

 Marketplace activities (e.g., submitting supporting documentation, filing an appeal). 

8. Why do I need to verify my identity? 

 To protect your personal information, you must take a few steps to verify your identity before you can finish creating a Marketplace 

 account and completing an application online. Without this process, an unauthorized person could create an account and apply for 

 health coverage in your name without your knowledge. 

9. How does HealthCare.gov verify my identity? 

 HealthCare.gov compares your responses to identity verification questions with information from your Experian consumer report. 
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10. Why was my identity verification unsuccessful? 

 Identity verification uses specific information contained in your Experian consumer report. Sometimes this information has not been 

 recently updated or the information is inaccurate. For example, you may have recently paid off a loan that has not yet been reported to 

 Experian. Other times, Experian may not have enough information about you in its systems to successfully verify your identity. 

11. Will identity verification affect my credit score? 

 No. If you check your credit report, you may see an inquiry from CMS. CMS uses consumer reporting agencies like Experian to verify the 

 information you use to create an account. Your credit score will not be affected by inquiries from CMS. 

12. If my identity verification is unsuccessful, will I be unable to enroll in a Marketplace plan? 

 If you are unable to verify your identity successfully, you should call the Marketplace Call Center. They will be able to assist you with the 

 identity verification process as well as with completing an application and submitting a plan selection. 

13. Do I have to enter my Social Security number (SSN) to apply for health coverage? 

 If you have an SSN and you are applying for health coverage for yourself, you must provide your SSN. If you do not have a SSN or you are 

 not applying for coverage for yourself, you are not required to enter one, unless you are the tax filer whose tax return information is 

 used to determine eligibility for an applicant. However, even if you are not applying for coverage for yourself or are not the tax filer, 

 entering your SSN may allow the Marketplace to more quickly determine applicants’ eligibility for coverage. It may also help to prevent a 

 request from the Marketplace for additional documentation. 

14. Why do I need to submit supporting documentation? 

 The Marketplace may request supporting documentation to verify the information you provided on your application. The Marketplace 

 verifies information to ensure only eligible individuals obtain coverage through the Marketplace and/or eligibility for help paying for 

 coverage. 
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15. How do I convert my paper application to the electronic format if I have not yet submitted the application? 

 If you have not yet submitted your application, you will need to follow a manual process to convert your paper application to an 

 electronic format. You may create an account online and complete identity proofing. Enter the information you have collected on the 

 paper application in the fields provided by the Marketplace portal. 

16. I want to change or remove an eligibility application that I previously started. How can I do this? 

 Log in to your account to view any eligibility applications that you previously submitted or that are still in progress. To remove an 

 application, click the “Remove” button listed under the application’s ID number. To edit information on an application that is still in-

 progress, click on the application you would like to edit then select the “Continue Application” button. 

17. How do I know when the Marketplace receives the documents I scanned and uploaded from home? 

 You can log in to your account and verify whether the Marketplace has received your documents. 

18. If the document I am scanning has multiple pages, can I upload each page separately? 

 Yes, you may upload pages separately. 

19. Why do you need to know if I currently have health coverage? 

 If you already have health coverage that meets MEC requirements other than individual market coverage, then you will not be eligible to 

 receive the benefit of APTC or CSR (although you may be eligible to purchase coverage through the Marketplace without financial 

 assistance). However, if you have job-based coverage but it is not considered affordable for you or it does not meet minimum value 

 standards, you might still be eligible to receive APTC and CSR to lower the cost of your QHP through the Marketplace (see definition of 

 minimum value standards in Appendix B). 
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20.  Can I see the plans I might be able to purchase before I finish my application? 

 Yes, on the HealthCare.gov homepage, you may select the “Change or Update Your Plan” link and then select the “See Plans and Prices” 

 link. After providing basic information including age, location, and the type of plan desired, consumers can view a list of plans and 

 estimated premiums.  

21. Will I be able view, compare, and select QHPs while the Marketplace verifies my application information? 

 Yes, you will be able to view, compare and select a QHP. You will also be able to see the eligibility that you will be provided while the 

 Marketplace processes any supporting documentation that may be needed from you, if applicable. 

22. What if I did not receive my eligibility results? 

 If you have an account, you should log in to your account and confirm that you have not received an electronic notice in your Message 

 Center. If you are waiting for a paper notice, you may call the Marketplace Call 

23. How do I look at the different plans and compare them? 

 You may view and compare plans by logging in to your HealthCare.gov account or using the “See Plans and Prices” tool on 

 HealthCare.gov before you create an account. 

24. Can I browse health plans in the Marketplace without creating an account? 

 Yes, you may browse and compare plans on the HealthCare.gov website.  

25. When can I select my health plan? 

 During Open Enrollment or if you are eligible for an special enrollment period (SEP), you may select an insurance plan after you have 

 completed an eligibility application and received eligibility results indicating that you are eligible to enroll in a QHP through the 

 Marketplace. 
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26. May I select more than one health plan? 

 You may only select one health plan for each individual. You may also select stand-alone dental coverage, if available. However, you may 

 select different health plans for different people on a single application by forming different enrollment groups in the enrollment section 

 of HealthCare.gov (after submitting the application). 

27. Can I select a stand-alone dental plan QHP? 

 If you want to enroll in a stand-alone dental plan QHP through individual Health Insurance MarketplaceSM, you can select a medical plan 

 that includes dental coverage, and you may also select a stand-alone dental plan. You must be enrolled in a medical plan to enroll in 

 dental coverage in Individual Health Insurance Marketplace SM 22. 

28. After I determine the filtering options for my plan comparison, how do I prioritize them? 

 You will need to determine what factors are most important to you. Some factors that you may want to consider include costs, providers 

 (like doctors, hospitals, and pharmacies) that the health insurer or plan has contracted with to provide health care services (known as 

 the “network”), and what prescription drugs the plan’s formulary covers. 

29. When do I see the cost of the health plans? 

 You can see estimated costs of health plans before you apply.  

30. Are all QHP benefits the same despite different QHP costs? 

 No, you will see differences within coverage categories, and you may see additional benefits that only some plans offer. However, all 

 QHPs provide coverage of the required essential health benefits and all QHPs (other than stand-alone dental plan QHPs) are considered 

 minimum essential coverage (MEC). 

 HealthCare.gov offers several different tools to help consumers compare and contrast plans, including filtering and sorting options, 

 yearly cost estimates, and in-network provider and medication coverage look-up tools. 
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31. How do I make payments? 

 Your insurance company will inform you of the acceptable methods of payment. 

 Generally, you can make payments through your health plan’s website if the issuer makes online payments available, by phone if the 

 issuer accepts payments by phone, or via mail directly to the health plan. You will not make payments for individual market coverage to 

 the Marketplace, but the Marketplace may help redirect you to your health insurance company’s website so you can pay your premium. 

32. Can I make payments by check? May I pay in cash? 

 Your health insurance company will inform you of the acceptable methods of payment. Health insurance companies are required to 

 have methods of payment that are available to consumers who do not have checking accounts or credit cards. 

33. What happens if I miss a payment? Does my coverage end? 

 You will need to contact your health insurance company to confirm what happens after missing a payment. Coverage might not end 

 immediately, and your health insurance company may provide a grace period. Under Marketplace rules, QHP issuers must provide a 

 grace period of three consecutive months for an enrollee, who when failing to timely pay premiums, is receiving advance payments of 

 the premium tax credit. They must also grant enrollees who do not receive advance payments of the premium tax credit (APTC) a grace 

 period in accordance with state laws. Agents or brokers and consumers may want to contact their State Department of Insurance (DOI) 

 for more information on grace periods based on state rules. 

 

 

 

 



How to Create a HealthCare.gov Account & 

 Enroll in an Individual/Family Plan 
 

10-201-2019                                                      HLTC – How to Create a Healthcare.gov Account & Enroll in an Individual/Family Plan    56 | P a g e  

 

RESOURCE CONTACT LIST 

 Contact Information  What does this resource do?  How should consumers use this 
resource?  

 
Center for Consumer Information 
& Insurance Oversight (CCIIO)  

 
www.CMS.gov/cciio/index.html  

 
This entity implements many 
provisions of the Affordable Care 
Act, the health reform bill signed 
into law in March 2010. CCIIO 
oversees the implementation of the 
provisions related to private health 
insurance.  

 
• To gather more information on the 
Affordable Care Act by referencing 
detailed fact sheets, FAQs, and other 
resources.  

 
Experian Help Desk  

 
1-866-578-5409  

 
The Experian Help Desk assists 
consumers with verifying their 
identity over the phone so that 
they may proceed with eligibility 
and enrollment activities after 
creating an account on 
HealthCare.gov.  

 
• To verify their identity over the phone 
if they were unsuccessful in their 
attempt to verify their identity on 
HealthCare.gov. When necessary, the 
Marketplace will give consumers a 
unique identity verification code and 
instruct them to contact the Experian 
Help Desk.  
 

 
Marketplace Call Center  

 
1-800-318-2596  
TTY: 1-855-889-4325  
(all languages available)  

 
The Marketplace Call Center aids 
consumers who need information 
or want to enroll in health coverage 
through the Marketplace.  

• To get answers to questions while 
applying for health coverage using the 
online or paper application.  
• To apply for health coverage over the 
phone. 
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HealthCare.gov  

 
www.HealthCare.gov  

 
This website allows consumers to 
access information about the 
Affordable Care Act and to enroll in 
health coverage through the 
Marketplace.  

 
• To find out about health coverage 
options available through the 
Marketplace.  
• To apply for health coverage online.  
• To get real-time answers to questions 
using the online chat function.  
 

 
Internal Revenue Service (IRS)  

 
www.IRS.gov  

 
This federal agency collects taxes 
from individuals and businesses in 
the U.S.  

 
• To learn more about the effects of the 
Affordable Care Act on consumers’ tax 
returns.  
 

 
Medicare  

 
www.Medicare.gov  

 
This federal program is run by CMS 
and provides health coverage to 
qualified individuals who are 65 
years of age or older and/or have a 
disability.  

 
• To learn more about eligibility for 
Medicare or apply for Medicare online.  
• To learn more about or make changes 
to existing Medicare benefits.  
 

 

 

 

 


