
Unique appeal 
request?

Party contacts Customer 
Service 

NO

Defective? (Including 
timeliness)

Customer Service issues 
Invalid request notice

YES

Defect timely 
cured?

YES

YES

Customer Service 
resolves

Can Customer 
Service determine 
appeal’s validity?

YES

Customer Service 
requests validity 
check from AU

AU performs 
validity check 

and refers case 
to  Eligibility 

Specialist

NO

Any
new info by mail, phone, 

or website? 

NO

HX issues 
acknowledgement of 

appeal request; Customer 
Service offers begins 
informal resolution 

process 

INDIVIDUAL APPEALS 

NOTES:

AU = Appeals Unit
HHS = U.S. Dept. of Health & 
Human Services

NO

Individual 
Marketplace
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Appeal 
withdrawn in 

writing?

YES

Customer Service 
issues Notice of 

Dismissal 

Customer Service 
sends appeal request 
and evidence to AU

YES

NO

Notified that 
appellant  is 
deceased?

NO

YES

HEARING SET  
(scheduled or rescheduled)

Customer Service  
1) (re)schedules hearing 
2) issues hearing notice
3) compiles evidence packet
4) refers case to AU

Customer Service  
issues Notice of 

Dismissal

Was a 
new eligibility 

determination issued 
after informal 

resolution?

Customer Service refers 
case to AU

YES

AU agrees 
the appeal is fully 

resolved?

AU  issues 
Notice of 
Dismissal

YES

NO

GO TO 
Timely request 

to vacate

GO TO 
Timely request 

to vacate

Adjournment 
request with 
good cause?

Customer Service 
sets new hearing 

date

NO

1st or 2nd

3rd or none

Customer Service  
issues Notice of 

Dismissal

NO

Individual 
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Page 2 of 4



AU issues written 
decision after the 

hearing 

Outcome?

Is there now a 
valid, timely 

appeal?

AU refers to 
Customer Service to 

set the case for a 
hearing

YES

NO

Was 
the hearing

held?
YES

AU refers case to 
Eligibility Specialist

Customer Service issues 
Notice of Dismissal 

AU adjourns 
hearing and asks 
Customer Service 

to reschedule

NO

GO TO 
Timely request 

to vacate

SUSTAINED IN FULL

MODIFIED OR REVERSED

one
Did all 

necessary parties 
appear?

Appellant = Y 
Another necessary

party = N 

GO TO 
Hearing

Set

Appellant did
not appear

YES

GO TO 
Hearing

Set

Individual 
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Timely request 
to vacate?

Appeal resolved

AU updates record

AU refers case to a 
unit with override 

functionality

Customer Service 
updates case file

AU issues Notice of 
Dismissal

Customer Service 
refers case to AU 

AU asks Customer 
Service to schedule 

hearing

Timely appeal to HHS? 

Send record to HHS

AU finds 
sufficient cause to 

set hearing?

AU issues decision 
denying the request 

to vacate the 
dismissal

GO TO: 
Hearing set

Timely 
Article 78 action?

Send record to New 
York Supreme Court

NO

NO

YES

NO

NO

YES

Individual 
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