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2 Introduction 

2.1 Background 

On March 23, 2010, President Barack Obama signed into law the Patient Protection and 
Affordable Care Act. On March 30, 2010, the Health Care and Education Reconciliation Act of 
2010 was signed into law. The two laws are collectively referred to as the Affordable Care Act 
(ACA). The ACA creates an opportunity to reform the health insurance marketplace to provide 
Americans with quality, affordable health insurance coverage. A primary feature of the ACA is 
the requirement that all states establish a Health Benefit Exchange (Exchange). In essence, the 
Exchange is an organized marketplace to help consumers and small businesses buy health 
insurance in a way that permits easy comparison of available plan options based on price, 
benefits, and quality. Health Benefit Exchanges create more efficient and competitive health 
insurance markets that make it possible to offer “qualified health plans” (QHP) for individuals 
and small employers by creating large pools of purchasing consumers, reducing transaction 
costs, and increasing transparency in price and quality. 

To assist consumers in accessing health coverage offered through the Exchanges, the 
Affordable Care Act requires Exchanges to conduct public education, design and manage robust 
websites, operate call centers, and establish consumer support programs.     

2.2 Washington Health Benefit Exchange (HBE)  
The Washington Health Benefit Exchange (HBE) is a public-private partnership developing a 
new marketplace called Washington Healthplanfinder for individuals and small businesses in 
Washington State to purchase private health insurance coverage, access tax credits and apply 
for Medicaid.  The HBE is based in Olympia, Washington.  

The Exchange was created in state statute in 2011 under SSB 5445 and was established as a 
“public-private partnership” separate and distinct from the state. The HBE complies with open 
public meetings and public disclosure guidelines, but is not subject to other laws that govern 
state agencies. In 2012, additional legislation was passed (ESSHB 2319) that established market 
rules, requirements for QHP, essential health benefits and more.  

The Exchange, as a key provision of the federal Patient Protection and Affordable Care Act 
(PPACA), shall be fully functioning to begin enrollment on October 1, 2013 for health insurance 
coverage beginning on January 1, 2014. It is a goal of the Health Benefit Exchange to increase 
access to affordable health care coverage.  In addition, the Exchange is committed to 
conducting its work with integrity, respect, equity and transparency.  

More information about the Washington Health Benefit Exchange is available online at   
http://wahbexchange.org/ 

http://apps.leg.wa.gov/documents/billdocs/2011-12/Pdf/Bills/Session%20Laws/Senate/5445-S.SL.pdf
http://apps.leg.wa.gov/documents/billdocs/2011-12/Pdf/Bills/Session%20Laws/House/2319-S2.SL.pdf
http://wahbexchange.org/
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2.3 Statewide In-Person Assister Network 
By the end of 2014, it is anticipated that approximately 500,000 Washingtonians could become 
newly covered as a result of expanded Medicaid eligibility and the creation of subsidized and 
low-cost health insurance products offered through the HBE. To successfully enroll these 
individuals in coverage, the HBE is developing robust outreach and enrollment supports. One of 
these supports -- In-Person Assisters -- will offer one-on-one, in-person assistance to consumers 
who need individualized support to learn about, apply for and enroll in these health care 
coverage options.  

In-Person Assisters will help consumers with eligibility, plan selection, and enrollment, 
particularly consumers who are unlikely to apply online, on their own, or with assistance of a 
call center representative.  In-Person Assisters will assist any individual who requests support 
and will also reach out to offer services to vulnerable and hard-to-reach individuals who have 
experienced barriers to health care coverage in the past.  

Beginning October 1, 2013, In-Person Assisters will deliver services through a network of 
community-based organizations that are coordinated within several geographic service areas.  
Each service area is overseen by a Lead Organization.  Lead Organizations and In-Person 
Assister Organizations will begin conducting community outreach and awareness activities prior 
to October 1, 2013 to begin informing and educating the community about new coverage 
options available and the upcoming open enrollment for individuals and families.    

Responsibilities of In-Person Assister Organizations: 

1. Conduct outreach and awareness activities about the Exchange and the full range of 
health insurance coverage options. 

2. Maintain expertise in eligibility, enrollment and program specifications. 

3. Provide information and services in a fair, accurate and impartial manner. 

4. Facilitate a consumer’s selection of a QHP. 

5. Provide assistance applying for premium subsidies and cost-sharing. 

6. Provide information to assist individuals understand how to use their insurance benefits 
and access the health care system. This includes follow-up services and ongoing support 
to help people understand how to report changes and retain coverage over time. 

7. Provide all information and services in a manner that is culturally and linguistically 
appropriate and ensures accessibility for individuals with disabilities. 
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8. Enter all consumer information related to application and enrollment in the Washington 
Healthplanfinder following security standards established by the Exchange. 

Activities proposed by an Outreach Partner organization must complement network activities 
and must not duplicate or conflict with the efforts of Lead and/or In-Person Assister 
organizations.   

2.4 In-Person Assister Outreach Partners 
The purpose of this Request for Proposal (RFP) is to select organizations that will assist with 
outreach and/or enrollment activities in support of In-Person Assister network organizations.  
The Exchange is seeking proposals that leverage an organization’s existing infrastructure, 
network, association membership or other resources to reach a target population and impact 
enrollment in health insurance coverage through the Healthplanfinder.  Due to the temporary 
nature and limited amount of funds available, the Exchange is not soliciting projects that 
require substantive investments in start-up, infrastructure, hiring additional staff or program 
development. 

Because Lead Organizations and In-Person Assister Organizations (selected through a previous 
RFP) are responsible for developing an outreach plan to target the most vulnerable and at risk 
consumer groups, the Exchange is particularly interested in Outreach Partner proposals that 
reach a broader segment of the population.  This may include populations that may not be 
considered vulnerable or at risk, but who are likely to need in-person assistance to learn about 
new health coverage options available through the Healthplanfinder and enroll in coverage.   

Some groups the Exchange is interested in reaching through Outreach Partners include 
uninsured or underinsured individuals working in low-wage jobs or who are unemployed, single 
people (with or without children), members of faith-based organizations, people with 
disabilities and seniors who are not yet eligible for Medicare (age 55-64).  Organizations may 
propose services to groups other than those identified below. 

Organizations that may be able to reach these groups include but are not limited to: 

 Faith-based organizations  

 Organizations that support parents or single parents  

 Organizations that serve young adults 

 Organizations that serve seniors 

 Independent living centers and other organizations that serve individuals with 
disabilities 

 Organizations that serve unemployed individuals 



 

 

 

 

WA HBE RFP NO. 13-008  Page 9 of 48 

 

 Employment and/or training programs, professional or business associations, including 
unions, chambers of commerce, etc. 

 Organizations that connect individuals (particularly those with low income) to 
community resources through information and referral or through voicemail/telephone 
services 

 Labor organizations or associations with one or more membership group(s) who are 
uninsured or underinsured  

 Free or low cost medical providers or organizations 

Organizations may propose a project that involves performing outreach only or may propose a 
project that includes both outreach and enrollment.   

If proposing outreach only, activities need to be designed to direct and/or refer consumers to 
one or more In-Person Assister organization(s) in the statewide network.  (Attachment A: List of 
Lead Organizations, service areas and contact information)  If both outreach and enrollment 
activities are proposed, individuals providing In-Person Assister services will need to meet 
training and certification standards established by the Exchange. 

2.5 Exchange Resources and Support 
The Exchange is developing infrastructure to support consumers in learning about and enrolling 
in health care coverage. Outreach partners may also leverage these resources to assist 
consumers and report activity to the HBE.  

1. Washington Healthplanfinder is a web-based, full-service portal and marketplace that 
provides consumers with one-stop shopping for health insurance coverage. This web 
portal will provide consumers with the the tools they need to explore plan benefits and 
costs, to apply for cost reductions/tax credits, and to initiate enrollment in health care 
coverage.  The website will be available in English and Spanish.  

The Washington Healthplanfinder will provide data for tracking and reporting on key 
performance measures.  This information and data will provide the HBE and its partners 
with valuable metrics that can be used to understand and improve systems and 
processes that facilitate enrollment and make it easier for customers to enroll and stay 
insured.  The HBE will compile data to report results of Partner Organizations that assist 
individuals with enrollment and will make reports available as they are developed.  HBE 
will respond to requests for data and information from Partner Organizations to the 
extent resources allow.   

2. The HBE Call Center will provide consumer support by phone, including responding to 
basic questions, providing eligibility and enrollment support services and providing 
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website access support. The Call Center hours are 7:30 am to 8 pm Monday through 
Friday.  

3. The Exchange will support the outreach and public awareness efforts of Outreach 
Partners throughout the State.  Outreach and awareness materials will be developed by 
HBE to assure HBE approved messaging and consistency. Many of the materials will be 
customizable so that organizations can insert their own logos, graphics, event details, 
locations, etc. Materials will be available in English and Spanish, and some materials will 
be offered in other languages to accommodate specific needs and outreach goals.  
Based on available resources, the Exchange may also provide centralized translation 
services for Exchange material. An outreach starter kit and/or a stipend for outreach 
material at the time of contract execution will be provided. 
 

4. If an organization proposes performing application-enrollment support as part of its 
proposal, the Exchange will provide the training needed to operate as an In-Person 
Assister to at least one individual from the organization who will serve as the 
organization’s trainer.  Organizations will be responsible for planning, arranging and 
delivering training to additional In-Person Assisters in their organization.  The Exchange 
will provide training material electronically.  In-Person Assisters will be required to pass 
a content-based certification exam prior to performing application-enrollment services.   

The HBE will administer an In-Person Assister certification examination.  Certification 
also requires an individual to attest to a Code of Ethics and Privacy and Security 
Statement prior to certification.  Once an individual passes all sections of the exam and 
completes attestations, the HBE will establish system access and security in the 
Washington Healthplanfinder and issue an In-Person Assister Certificate.  

5. An Exchange Training Specialist, Outreach Manager and In-Person Assister Manager will 
be available for technical assistance and support.   

2.6 Distribution and Oversight of Outreach-Enrollment Organizations 
This RFP will result in the selection of multiple Outreach Partners and multiple approaches to 
service delivery with the outcome of performing enrollments directly or directing referrals to 
one or more In-Person Assister organization(s) in the statewide network administered by In-
Person Assister Lead Organizations (see Attachment A for the list of Lead Organizations and 
their service areas).  An Outreach Partner may propose: 

 Serving a specified geographic area or may propose a statewide project 

 Serving a specified target population, such as an ethnic/racial group, age group, religious 
group, association/club membership or may propose serving the general population 

 Serving existing consumers, customers, or callers 
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 Performing outreach only or performing both outreach and enrollment 

 A partnership with one or more Lead Organization(s), with a letter of support from 
participating Lead Organization(s) 

The HBE will establish contracts with Outreach Partner organizations selected through this 
RFP.  Contracts are subject to change during the term of the Contract using a Change Order 
process to be established by either the HBE or the Contractor. Subcontracts will not be 
permitted. 

Outreach Partners that are not making satisfactory progress and/or that are demonstrating 
poor performance for three consecutive months will be required to collaborate with the HBE 
to develop strategies for improvement.  The HBE may terminate the contract of a Partner if 
the organization is unable to make satisfactory progress in meeting contract outcomes. The 
HBE also reserves the right to perform an on-site program review with 14 days’ advance 
notification. 

2.7 Period of Performance 
Outreach Partner contracts will begin on the date of contract execution and will end no later 
than December 31, 2014.  The Exchange projects a high demand for services during the 2013-
2014 open enrollment periods due to significant marketing and advertising planned by the 
Exchange, expansion in Medicaid, and the availability of tax credits and subsidies for individuals 
with incomes up to 400 percent of the federal poverty level.  Outreach Partners will need to 
anticipate this high demand for services as well as workload fluctuations as QHP open 
enrollment periods open and close. 

Federal funding for the In-Person Assister Program expires December 31, 2014.  There is no 
guarantee of additional or ongoing funding.  The Exchange is most interested in projects that 
leverage an organization’s existing resources and infrastructure rather than projects that 
require developing or investing in new infrastructure, staffing, equipment and/or programs.  An 
organization’s contribution of in-kind resources (funds other than Exchange contract funds) is 
also encouraged and will be scored as part of the proposal’s evaluation. 

2.8 Acquisition Authority 

The HBE issues this Request for Proposal (RFP) acting under the authority pursuant to Chapter 
43.71 of the Revised Code of Washington (RCW). Chapter 43.71 RCW is the statute that 
establishes the Washington Health Benefit Exchange Board and the Health Benefit Exchange. 

2.9 Scope of the RFP 
This RFP is being issued for exclusive use by HBE.  Organizations that meet the mandatory 
requirements set forth in this RFP may submit a response.   
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2.10 Award 
Organizations may not receive funds from the Exchange under both an In-Person Assister Lead 
Organization contract (including sub-contractors) and a contract awarded under this RFP.   

There will be multiple contracts awarded as a result of the RFP.  The minimum consideration for 
a proposal is $25,000.   

Outreach only proposals may not exceed $75,000.  Outreach and enrollment proposals may not 
exceed $150,000.   

The total of all contracts awarded will be at the discretion of the Exchange and shall not exceed 
$750,000.  The Exchange may grant some awards immediately and grant additional awards at a 
later date depending on the availability of federal funds. 

All funds to be used to fund contracts established under this RFP are federal funds.   Federal 
rules prohibit the Exchange from providing “up-front” or “start-up” funds prior to service 
delivery.   

Outreach only contractors will be paid monthly in equal increments based on the total contract 
amount. 

Proposals that include both outreach and enrollment activities must tie at least 25 percent of 
the total compensation to the achievement of outreach targets.  Outreach-enrollment 
contractors will be paid 75% of the total contract amount in equal monthly increments 
throughout the term of the contract.  The remaining compensation will be tied to the 
achievement of enrollment targets.  The payments made for achieving targets may be proposed 
in increments of one to three payments. 

The Exchange reserves the right to negotiate with a selected organization to establish a 
mutually agreeable compensation approach, if necessary. 

2.11 Solicitation Process 

The solicitation process of this project is sanctioned and driven directly from federal law and 
mandated milestones tied to Exchange certification. 

A Vendor Conference will be conducted by webinar on the date outlined in Section 3 - RFP 
Schedule.  The Vendor Conference is optional for entities interested in submitting a proposal.   

The procurement is initiated by this Request for Proposal (RFP). Vendors will respond by 
submitting a proposal regarding their abilities to implement and operate an In-Person Assister 
Network for the HBE as detailed in this RFP.  Proposals will be submitted as outlined in the 
proposal Application Packet.   
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2.12 Vendor Questions 

Individuals may submit written questions prior to and following the Vendor Conference 
(Section 2.11).  Individuals may also ask questions during the Vendor Conference; however, 
verbal responses to questions provided during the Vendor Conference will be considered 
unofficial and non-binding.  

Vendor questions must be submitted in writing (e-mail acceptable) to the RFP Coordinator. An 
official written HBE response will be provided for Vendor questions received by the deadline. 
Written responses to Vendor questions will be posted as addenda on the Washington’s 
Electronic Business Solution (WEBS) system and on the Exchange website. The Vendors that 
submit questions will not be identified by name. Verbal responses to questions provided will be 
considered unofficial and non-binding. Only written responses posted to the WEBS and 
Exchange website will be considered official and binding. 
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3 RFP Schedule 
The deadlines set forth below are mandatory and non-negotiable.  Failure to meet any of the 
deadlines will result in disqualification from participation.   

June 14, 2013  RFP issued 

June 28, 2013 Deadline for questions for the Vendor Conference 

July 1, 2013 Vendor Conference (Webinar Meeting)  

July 5, 2013 Final Deadline for Vendor Questions 

July 9, 2013 Answers to Vendor Questions Posted 

July 12, 2013 Vendor Letter of Intent Due 

August 19, 2013 Vendor proposals must be received by RFP 
Coordinator no later than 3:00 PM PDT Olympia 

September 5, 2013 Vendor(s) Notified if selected as Apparently 
Successful Vendors 

3 business days after 
Apparently Successful 
Vendor Announcement 

Request for Optional Vendor Debrief 

Date of contract execution Contract begins 

 
4 Contract Administration 

4.1 Communication with HBE 
Customer Agency: Washington Health Benefit Exchange 

Contract Manager: Kathy Krulich, Program Specialist/RFP Coordinator 

Address:  P.O. Box 657, Olympia, Washington 98507-0657 

Telephone:  360-688-7754 

Email:   Kathy.krulich@wahbexchange.org 

 

mailto:Kathy.krulich@wahbexchange.org
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Methods to submit proposals: 
 
By email to: Kathy.krulich@wahbexchange.org 
 
By US Postal Service: 

Washington State Health Benefit Exchange 
P.O. Box 657 
Olympia, WA 98507-0657 
Attn: Kathy Krulich 
  
By FEDEX/UPS:  
Washington State Health Benefit Exchange  
810 Jefferson Street  
Olympia, WA 98501 
Attn: Kathy Krulich 
 

4.2 Delivery of RFP Responses  

Responses may be hand delivered, sent via US Mail, overnight courier, or email.  Emailed 
responses must be accompanied by scanned or facsimile signatures, where required.  
Responses must be received at the location specified in subsection 4.1, by the Response 
deadline identified in the RFP Schedule, Section 3 with an Exchange date stamp or other 
verification of delivery date/time. Regardless of the response method chosen, receipt of all 
required components prior to the response deadline will constitute compliance with the 
response requirements. Responses arriving after the deadline will not be reviewed or 
evaluated. Postmarking by that time will not be accepted as a substitute for timely receipt. HBE 
is not responsible for a Vendor’s failure to successfully submit a proposal by the deadline.  

4.3 Washington State Tax 

Vendors responding to this RFP must be registered with the Washington State Department of 
Revenue and must collect and report all applicable state taxes, as prescribed by law.   

4.4 Vendor Compliance 

By responding to this RFP and returning the signed Certifications and Assurances in the 
Application Packet, the Vendor certifies willingness to comply with all terms and conditions 
contained in this RFP, including the Contract Terms and Conditions set forth in Appendix B, 
which is attached hereto and incorporated herein by reference. 

 

mailto:Kathy.krulich@wahbexchange.org
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4.5 Vendor Complaints Regarding Requirements and Specifications 

Vendors may submit complaints to the RFP Coordinator prior to responding to this solicitation if 
a Vendor believes the RFP unduly constrains competition or contains inadequate or improper 
criteria. The complaint must be made in writing to the RFP Coordinator before the due date of 
the Response. The solicitation process may continue. Should a Vendor complaint identify a 
change that would be in the best interest of the HBE to make, HBE may modify this solicitation 
document accordingly (see Subsection 4.11 below). 

4.6 Withdrawal of Response 

Vendors may withdraw a response which has been submitted at any time up to the response 
due date specified in the RFP Schedule. To accomplish this, a written request signed by the 
authorized representative of the Vendor must be submitted to the RFP Coordinator. After 
withdrawing a previously submitted response, the Vendor may submit another response at any 
time up to the response due date and time. 

4.7 Cost of RFP Response Preparation 

HBE will not reimburse Vendors for any costs associated with the preparation and submission 
of a Vendor’s response to this RFP. 

4.8 Best and Final Offer 

HBE reserves the right to make an award without further discussion of the response submitted; 
there will be no best and final offer procedure. Therefore, the response should be initially 
submitted on the most favorable terms that the Vendor can offer. 

4.9 Response Property of HBE 

All materials submitted in response to this RFP become the property of HBE. HBE has the right 
to use any of the ideas presented in any response to the RFP. Selection or rejection of a 
response does not affect this right. 

4.10 Proprietary or Confidential Information 

Any Vendor’s information contained in the response that is proprietary or confidential must be 
clearly designated.  Marking of the entire response or entire sections of the response as 
proprietary or confidential will neither be accepted nor honored.  HBE will not accept responses 
where pricing is marked proprietary or confidential. 
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To the extent consistent with Chapter 42.56 RCW Public Disclosure Act, HBE shall maintain the 
confidentiality of Vendor’s information marked confidential or proprietary. If a request is made 
to view a Vendor’s proprietary information, HBE will notify Vendor of the request and of the 
date that the records will be released to the requester unless the Vendor obtains a court order 
enjoining that disclosure. If the Vendor fails to obtain the court order enjoining disclosure, HBE 
will release the requested information on the date specified. 

4.11 RFP Changes 
HBE reserves the right to make changes to this RFP at any time prior to the RFP response 
deadline. In the event it becomes necessary to revise any part of this RFP, addenda will be 
posted on Washington’s Electronic Business Solution (WEBS) system, will be posted on the 
Exchange website, and a notification sent through the Exchange website listserve. It is the 
Vendor’s responsibility to ensure that they have reviewed and incorporated all changes to the 
RFP prior to submitting their response. HBE also reserves the right to cancel or to reissue the 
RFP in whole or in part, prior to execution of a Contract. 

4.12 Errors in Response 

HBE is not liable for any errors in Vendor responses. Vendors will not be allowed to alter 
response documents after the deadline for response submission. Vendors are liable for all 
errors or omissions contained in their responses.  Corrections submitted prior to the deadline 
must include the agency name and must reference the section number, title and page number 
where it is to be inserted. 

4.13 Waive Minor Administrative Irregularities 

HBE reserves the right to waive minor administrative irregularities contained in any Vendor 
response.  Additionally, HBE reserves the right, at its sole option, to make corrections to a 
Vendor’s response when an obvious arithmetical error has been made in the price quotation. 
Vendors will not be allowed to make changes to their quoted pricing after the response 
submission deadline. 

4.14 Selection of the Apparently Successful Vendor (ASV) 

Vendor proposals will be evaluated as outlined in Section 11, Evaluation Process and the HBE 
will select the ASVs.  The evaluation process is designed to award this procurement not 
necessarily to the Vendor of least cost, but rather to the Vendor whose response best meets 
the requirements of this RFP.  After evaluation of the proposals (Section 11: Evaluation 
Process), the HBE shall enter into a service contract with the ASV to provide Outreach services 
for the HBE. 
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4.15 Announcement of Apparently Successful Vendor 

All Vendors responding to this solicitation will be notified by e-mail when HBE has determined 
the “Apparently Successful Vendors.” The date of announcement of the “Apparently Successful 
Vendor” shall be the date the announcement letter is postmarked as identified in Section 3. 

4.16 Optional Vendor Debriefing 

All Vendors who submit a response to this solicitation will be given the opportunity for a 
debriefing conference, if requested. The request for a debriefing conference must be made in 
writing and received by the RFP Coordinator within three (3) business days after notification of 
the Apparently Successful Vendor.  A debriefing will be scheduled within three (3) business days 
of the request. If additional time is required, the requesting party will be notified of the delay. 
Discussion will be limited to a critique of the requesting Vendor’s proposal.  Comparisons 
between proposals or evaluations of other proposals will not be allowed. Debriefing 
conferences may be conducted in person or by telephone and will be scheduled for a maximum 
of one (1) hour.   

4.17 No Obligation to Purchase 
HBE reserves the right to refrain from contracting with any and all Vendors. The release of this 
RFP does not obligate HBE to make any purchases. HBE additionally reserves the right to 
purchase similar products and services from other sources, at its sole discretion. 

4.18 Right to Cancel 

The HBE reserves the right to cancel this RFP at any time, reject any and all responses received, 
and/or not execute a contract resulting from this RFP without penalty to the HBE. The release 
of this solicitation document does not obligate the HBE to contract for the services specified in 
this RFP. The HBE shall not be liable for any costs incurred by a Vendor in the preparation or 
submission of a proposal in response to this RFP, in the conduct of an oral interview, or any 
other activity related to responding to this RFP. 

4.19 Order of Precedence 

If any provision of this RFP shall be deemed to be in conflict with any statute or rule of law, such 
provisions shall be deemed modified to conform to said statute or rule of law. In the event of 
inconsistency in any other documents related to transactions executed pursuant to the RFP, the 
inconsistency shall be resolved in the order of precedence stated below: 

1. Applicable federal and state statutes, laws, and regulations 

2. Certifications and Assurances in the Application Packet 

3. The Terms and Conditions of this RFP 
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4. Appendix B – Contract Terms and Conditions 

5. Any Statement of Work issued as a result of this RFP 

6. The Vendor’s response to this RFP 

4.20 Publicity 

An Apparently Successful Vendor agrees to submit to HBE all advertising, sales promotion, and 
other publicity matters relating to any products and services furnished by the Vendor wherein 
HBE’s name is mentioned or language used from which the connection of HBE’s name 
therewith may, in HBE’s judgment, be inferred or implied. The Vendor further agrees not to 
publish or use such advertising, sales promotion, or publicity matter without the prior written 
consent of HBE. 

4.21 Protest Procedures 

Vendors who have submitted a Proposal to this solicitation and have had a debriefing 
conference may make protests. Upon completion of the debriefing conference, a Vendor is 
allowed five (5) business days to file a formal, written protest of the solicitation with the RFP 
Coordinator. Further information regarding the grounds for filing and resolution of protests is 
contained in Appendix C: Protest Procedures. 

 

RFP Requirements and Response Section 

The following questions and requirements appear on the Application template provided.  The 
Application template provides instructions for completing the document, and responses must 
be completed using the Application template.  The template does not contain the full 
description of each requirement that is provided in the following sections.  Please use this RFP 
document in combination with the Application template to ensure you fully respond to each 
item. 

5 Outreach Partner Experience and Qualifications 

5.1 Organization and Contact Person  

5.1.1 Applicant Identification/Contact 

Provide the following: 

 Full name of the Organization 

 Address  

 Name of the Proposal contact person 
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 Telephone number 

 Email address 

 Date organization was established (not required for public organizations)  

 Washington UBI  

 Type of organization (e.g. community and consumer-focused non-profit group, for-
profit, local health department, trade industry, professional association, commercial 
fishing industry organization, ranching and farming organization, chamber of 
commerce, union, small business development center, etc.) 

5.2 Organization Required Attestations 
The following minimum qualifications apply.  The organization must attest as follows:  

5.2.1 Experience/knowledge about ACA and WA laws 
The organization has experience and knowledge about the Patient Protection and 
Affordable Care Act [ACA] and ESSHB 2319, Chapter 87, Laws of 2012 in Washington 
State.  (Yes/No) 

5.2.2 Ability to carry out duties 
The organization is capable of carrying out the duties described in Section 5 – 
Requirements as they pertain to an Outreach Partner. (Yes/No) 

5.2.3 Existing relationships with consumers 
The organization has existing relationships with, or could readily establish relationships 
with uninsured and underinsured consumers, including self-employed consumers likely 
to be eligible for enrollment in a QHP.  (Yes/No) 

5.2.4 Agreement to meet requirements 
The organization agrees to meet applicable certification requirements prescribed by the 
HBE.  (Yes/No) 

5.2.5 Conflict of Interest Certification 
Organization does not have a conflict of interest with and agrees not to enter into any of 
the following business relationships that would create a conflict of interest during the 
term of this project.  (Yes/No) 

A. Is the organization: 
1. A health insurance issuer (yes/no) 
2. A subsidiary of a health insurance issuer (yes/no) 
3. An association that includes members of or lobbies on behalf of the insurance 

industry (yes/no) 
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B. Does the organization receive any consideration directly or indirectly from a health 
insurance issuer in connection with the enrollment of individuals or employees in a 
QHP or non-QHP?  (Yes/No) 

5.2.6 Compliance with privacy and security standards 
The Organization agrees to comply with privacy and security standards established by 
the HBE.  Privacy and security standards are outlined in Appendix B - Contract Terms 
and Conditions.  (Yes/No) 

5.2.7 Nonduplication of funding 
The Organization will not supplant or duplicate existing local, state, or federal funding 
for any activities within the scope of work of a contract resulting from this RFP.  If other 
sources of federal funding are used to perform similar functions, the Outreach Partner 
organization is responsible for assuring appropriate recordkeeping is in place to 
adequately account for the work performed under each fund source. (Yes/No)  

5.2.8 Background Checks 
The organization agrees to establish and administer Background Check policies that 
meet the provisions for serving children and vulnerable adults as specified in RCW 
43.43.830 and RCW 43.43.832. (Yes/No) 

5.2.9 Business Location 

The organization/company is physically located in the proposed service area.  (Yes/No) 

6 Organizational Experience  

6.1.1 Mission, purpose, programs administered  
Provide Organization’s mission statement or purpose and a description of the programs 

and services administered.  (Limit 350 words) 

6.1.2 Service area  

a. Identify if services will be offered statewide or in a designated service area.  

(Note: If serving a designated geographic area that is in a single Lead 

Organization service area, the Lead Organization for the service area must be 

consulted and provide a letter of support to ensure that the proposed services 

will not be duplicative or conflict with Lead Organization activities.) 

http://apps.leg.wa.gov/rcw/default.aspx?cite=43.43&full=true#43.43.830
http://apps.leg.wa.gov/rcw/default.aspx?cite=43.43&full=true#43.43.830
http://apps.leg.wa.gov/rcw/default.aspx?cite=43.43&full=true#43.43.832


 

 

 

 

WA HBE RFP NO. 13-008  Page 22 of 48 

 

b. Identify if services are offered to the general population or if not, identify the 

target population(s) (ethnic group, age group, religious group, association/club 

members, etc.).   

c. Length of time the organization has served this geographic area and/or 

population 

6.1.3 Project/contract manager 

Identify the person responsible for project management, including contract 

management, performance monitoring, reporting, and serving as a communication link 

for the Exchange:  

a. Name  (if position is filled) 

b. Position title 

c. Phone number 

d. Email address 

e. Length of time employed by the organization 

f. Experience/Qualifications (Limit 350 words) 

6.1.4 Outreach-Enrollment Experience 

Provide specific examples of Outreach and/or Enrollment activities conducted by the 

organization, including activities related to health care programs or services (if 

applicable) in the past 12 months.  (Limit 350 words) 

6.1.5 Experience delivering language services 

Describe the Organization’s experience delivering services to consumers with Limited 

English Proficiency and describe the organization’s strategies for meeting this need. 

(Limit 350 words) 

6.1.6 Experience delivering services to diverse groups 

Describe the organization’s experience delivering services to consumers with diverse 

needs and backgrounds (socio-economic, culture, age, disability) in the service area. 

(Limit 350 words) 
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6.1.7 References  

The organization will provide at least 2 references from entities that are familiar with 

the organization’s work using the Client Reference Form provided with this RFP.  The 

form addresses the organization’s quality of work and reliability of staff. Organizations 

you select to provide references will be instructed to return the completed reference to 

the RFP Coordinator by the Proposal due date (see Section 3). Proposals may be emailed 

or mailed to the RFP Coordinator. If no references are received, the proposal is not 

disqualified, but the scoring will reflect a deduction for lack of references.   

7 Proposal Overview 
In the following sections, the organization will describe the proposed project.  Provide sufficient 
information and detail for reviewers to fully understand the idea/goal of the project, individuals 
or groups to be served, service delivery approach, resources to be used, expected outcomes 
and timeline.   

7.1 Project Summary 

Provide a high level overview of the project, including the key idea(s)/goal(s), the approach, and 
expected outcomes.  Describe the entity’s existing infrastructure, resources, membership or 
other characteristics that uniquely enable your organization to reach individuals who are likely 
to be uninsured or underinsured.  Include the geographic area, population or groups to be 
served if identifying one or more target group(s).  (Limit 350 words) 

7.1.1 Project goals 

Describe more fully the goals of this project, including: 

a.     How the goals align to your organization’s overall purpose or mission; 

b.     How your organization’s existing infrastructure or resources (staffing, funding, 

partnerships, activities, etc.) will be used to leverage and support this work 

c.      If providing outreach only, estimate the number of uninsured/underinsured consumers 

expected to be reached.  

(Limit 350 words) 

7.1.2  Target Population  (answer either a or b) 

a. The organization will serve the general population (no target populations).  Estimate the 

number of individuals to be served under this project and provide documentation/ 

rationale that supports the estimate. (Limit 350 words) 
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b. The organization will serve one or more target population(s)/group(s).  Identify the 

population(s) or group(s) and provide an estimate of the number of individuals to be 

served in each target group/population.  Provide documentation/rationale that supports 

these estimate(s).  (Limit 350 words) 

7.1.3 Proposed outreach strategies and methods  

Describe the specific outreach methods and approaches to be used, and work the organization 
will perform to accomplish the goals of this project. (Limit 350 words) 

7.1.4 Existing Resources and Infrastructure 
Describe resources needed to accomplish the project, including: 

a. What existing staff will perform work under the proposal and what new staff will be 
hired?   

b. What equipment, supplies, or other infrastructure will be used to support the work and 
what needs to be purchased?  

c. What in-kind resources will the organization contribute that will not be charged to the 
contract?   

(Limit 350 words) 

7.1.5 Community Collaboration 
Identify partnerships or collaborations with other community organizations or groups that will 
support this project.  

8 Enrollment Activities  
(Complete this section if the organization proposes application-enrollment activities) 

8.1 Enrollment Activities 
Describe the organization’s proposed activities related to enrolling individuals in health 
care coverage through the Washington Healthplanfinder.  Include how these services do 
not conflict with or duplicate the work of a Lead Organization. Identify the number of In-
Person Assisters planned and the location(s) they will be stationed. (Limit 350 words) 
 
(Note: If serving a designated geographic area that is not statewide, the In-Person Assister 
Lead Organization(s) in the proposed service area must be consulted and provide a letter 
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of support to ensure that the proposed services will not be duplicative or conflict with Lead 
Organization activities. See Attachment A for Lead Organization contact information.) 

8.2 In-Person Assister Qualifications 
Describe the process the Outreach Partner Organization will use to confirm that an In-
Person Assister candidate has met the following conditions:  

 Adequately meets the guidelines for an In-Person Assister in Appendix D.  

 Completed required training; 

 Verified language proficiencies, if the In-Person Assister will communicate with 
consumers in a language other than English; 

 Has a background check on file with no disqualifying offenses that meets the 
provisions for serving children and vulnerable adults as specified in RCW 43.43.830 
and RCW 43.43.832. 

8.3 Enrollment Targets 
Identify enrollment targets for each target population and location to be served. 

8.4 Complaint Process 
Describe the organization’s complaint process and how it will inform consumers about the 
organization’s complaint resolution process as it relates to In-Person Assister Services. 
(Limit 350 words) 

8.5 Misconduct 

Describe the steps the organization will take if misconduct is reported regarding an In-
Person Assister. (Limit 350 words) 

9 Expected results and performance 
Outline the outcome measures the organization will use to evaluate project progress and 
effectiveness and what actions will be taken if results are lower than expected. (Limit 350 
words) 

 

10 Compensation  

10.1 Budget Proposal 
Include a budget proposal showing projected costs across major budget categories.  There 
is a separate Budget Proposal Excel Worksheet in the Application packet.  Applicants must 
use this worksheet to complete this item. 

http://apps.leg.wa.gov/rcw/default.aspx?cite=43.43&full=true#43.43.830
http://apps.leg.wa.gov/rcw/default.aspx?cite=43.43&full=true#43.43.832
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In-kind contributions are encouraged and will be a scoring component.  If your entity or 
other partners are contributing staff or other in-kind resources to accomplish a portion of 
project activities, include these in-kind resources on the worksheet under the In-Kind 
heading and the appropriate expense category.   

Budget categories include but are not limited to: 

 Staff costs (including salaries, benefits and other employee costs)  

 Travel/transportation expenses 

 Other overhead and administrative expenses 

 Language and/or disability access services 

For proposals that include enrollment activities, at least 25 percent of the contract 
compensation must be tied to the achievement of enrollment targets. 

11 Evaluation 
Vendor responses will be evaluated strictly in accordance with the requirements stated in this 
RFP and any addenda issued.  The evaluation of Vendor Responses will be accomplished by an 
evaluation team to be designated by the HBE, which will determine the ranking of the 
responses. 

11.1 Clarification of Response 
The RFP Coordinator may contact the Vendor for clarification of any portion of the Vendor’s 
response. 

11.2 Evaluation Weighting and Scoring 
The following weighting and points will be assigned to the response for evaluation purposes: 

Outreach only proposals 

Activities and Requirements (Sections 6, 7, 9)     136 points 

Financial Quotation (Section 10)    104 points 

        Grand Total 240 Points 
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Outreach and Enrollment proposals: 

Activities and Requirements (Sections 6-9)     196 points 

Financial Quotation (Section 10)    104 points 

        Grand Total 300 Points 

 
11.3 Administrative Screening 
Responses will be reviewed initially by the RFP Coordinator to determine on a pass/fail basis 
whether all of the RFP administrative elements were included. The evaluation team will only 
evaluate Responses meeting all administrative requirements. 

11.4 Mandatory Requirements 
Responses meeting all of the administrative requirements will then be reviewed on a pass/fail 
basis to determine if the Response meets all mandatory requirements in Section 5. Only 
Responses meeting all mandatory requirements will be further evaluated. 

11.5 Qualitative Review and Scoring 
Responses that pass the administrative screening and mandatory requirements review will be 
evaluated and scored based on responses to the scored Requirements in the RFP. 

11.6 Final Score  
Each scored element in the Project and Requirements Sections (Sections 6 through 10) will be 
given a score by each evaluation team member. The scores will be totaled and a final average 
score for each Vendor will be calculated as set forth below. This will be used in the calculation 
of Vendor’s total score, as set forth in Section 11.8, Vendor Total Score. 
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Evaluation points will be assigned to each question as follows: 
 

0 Unsatisfactory Response does not demonstrate the resources, capacity, skills, 
capabilities, expertise, relationships, and/or effective strategies to 
accomplish the stated requirement. 

1 Below Average Response demonstrates the resources, capacity, skills, 
capabilities, expertise, relationships, and/or effective strategies to 
accomplish the stated requirement at a very minimal level. 

2 Average Response demonstrates the resources, capacity, skills, 
capabilities, expertise, relationships, and/or effective strategies to 
accomplish the stated requirement satisfactorily.  

3 Above Average Response demonstrates the resources, capacity, skills, 
capabilities, expertise, relationships, and/or effective strategies to 
accomplish the stated requirement very well.   

4 Exceptional Response demonstrates the resources, capacity, skills, 
capabilities, expertise, relationships, and/or effective strategies to 
accomplish the stated requirement at a level above and beyond 
what is required. 
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11.7 Financial Response Evaluation 
The RFP Coordinator will calculate the financial score using the Vendor’s Budget proposal. 

0 Unsatisfactory  Amount requested exceeds maximum consideration of $75,000 
for Outreach only or $150,000 for Outreach and Enrollment. 

 Proposal includes enrollment targets but does not tie at least 25 
percent of consideration to achievement of these targets. 

 No budget submitted. 

1 Below Average  Proposal is funded 100% with Exchange funds. 

 If outreach only, the gross cost per referral to an IPA exceeds $50 
per person. (Total funds requested by total number of 
enrollments proposed.) 

 If enrollment targets are provided, the gross cost per enrollment 
exceeds $100. (Total funds requested by total number of 
enrollments proposed). 

2 Average  Proposal is funded 10% or more with in-kind funds. 

 If outreach only, the gross cost per referral to an IPA is $50 per 
person or less. (Total funds requested by total number of 
enrollments proposed.) 

  If enrollment targets are provided, the gross cost per enrollment 
is $100 or less. (Total funds requested by total number of 
enrollments proposed). 

3 Above Average  Proposal is funded 20% or more with in-kind funds. 

 If outreach only, the gross cost per referral to an IPA is $40 per 
person or less. (Total funds requested by total number of 
enrollments proposed.) 

  If enrollment targets are provided, the gross cost per enrollment 
is $90 or less. (Total funds requested by total number of 
enrollments proposed). 

4 Exceptional  Proposal is funded 30% or more with in-kind funds.   

 If outreach only, the gross cost per referral to an IPA is $30 per 
person or less. (Total funds requested by total number of 
enrollments proposed.) 

  If enrollment targets are provided, the gross cost per enrollment 
is $80 or less. (Total funds requested by total number of 
enrollments proposed). 
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11.8 Vendor’s Total Score 

Vendors will be ranked using the Vendor’s Total Score for its Response, with the highest score ranked 
first and the next highest score ranked second, and so forth.  

11.9 Notification to Proposers 
Firms whose responses have not been selected for award will be notified by FAX or by e-mail. 
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Glossary of Terms 

The following definitions will be in force when used in this RFP and/or any purchase resulting 
from this RFP. 

Apparently Successful Vendor (ASV) shall mean a Vendor with the highest ranking scores, who 
meets all the requirements of this RFP and is chosen as the successful candidate during the 
interview process.  

Authority shall mean the Health Benefit Exchange (HBE), the organization that is issuing this 
RFP. 

Business Days or Business Hours shall mean Monday through Friday, 8 AM to 5 PM PST, local 
time in Olympia, Washington, excluding Washington State holidays. 

CMS shall mean the Center for Medicare & Medicaid Services. 

Community awareness/education means informing the community through the provision of 
information and resources.  

Contract shall mean the RFP, the Vendor’s Response, Contract document, all schedules and 
exhibits, all statements of work, and all amendments awarded pursuant to this RFP. 

HBE shall mean the Washington Health Benefit Exchange, the organization issuing this RFP. 

Impartiality shall mean to maintain objectivity, detachment, neutrality and fairness imparting 
information to consumers and ensuring the consumer’s decision is not influenced or directed. 

Outreach Partner Organization shall mean an organization awarded a contract as a result of 
this RFP that will lead In-Person Assister activities in a geographic area or for a targeted 
population. 

Mandatory shall mean the Vendor must comply with the requirement, and the Response will 
be evaluated on a pass/fail basis. 

In-Person Assister shall mean an individual or entity that is certified by the HBE to provide one-
on-one assistance to individuals to understand program options, complete an application and 
facilitate the selection of an insurance plan or program for enrollment purposes.  

Open enrollment period shall mean the period of time designated by HBE for individuals to 
enroll or make changes to their Qualified Health Plans. Open enrollment for the first year will 
occur from October 1, 2013 until March 31, 2014. Open enrollment for the second and 
subsequent years will be from October 15 through December 7 of that year. 
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Outreach shall mean targeted efforts to reach out to a specific group or population in a 
community location and offer assistance for application and enrollment. 

Personal Information shall mean information identifiable to any person, including but not 
limited to information that relates to: a person’s name, health, finances, education, business, 
use or receipt of governmental services or other activities, addresses, telephone numbers, 
social security numbers, driver’s license numbers, other identifying numbers, and any financial 
identifiers. 

RCW shall mean the Revised Code of Washington. 

Response shall mean the written proposal submitted by a Vendor to HBE in accordance with 
this RFP.  The Response shall include all written material submitted by a Vendor as of the date 
set forth in the RFP schedule or as further requested by HBE. 

Services shall mean those Services provided by Vendor relating to this RFP, which may include 
both Personal Services and Purchased Services. 

Subcontractor shall mean one not in the employment of a Vendor who is performing all or part 
of the HBE services under the resulting HBE Contract and under a separate contract with 
Vendor.  

Vendor shall mean an individual or company whose response under this RFP has been accepted 
by HBE and is awarded a fully executed, written Contract. 
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12 Appendices  

12.1 Appendix A – Conflict of Interest Standards 

12.2 Appendix B – Proposed Contract Terms and Conditions  

12.3 Appendix C – Protests and Procedures  

12.4 Appendix D – In-Person Assister Knowledge, Skills and Competencies Guidelines 

12.5 Appendix E – Code of Ethics 

12.6 Appendix F – In-Person Assister Responsibilities 
 

  



 

 

 

 

WA HBE RFP NO. 13-008  Page 34 of 48 

 

HBE 13-008 Appendix A 

Conflict of Interest Standards 
 

The following conflict of interest standards apply to In-Person Assister Outreach Partner Organizations, 
In-Person Assister Organizations and In-Person Assister Representatives.  It is expected that 
organizations will also comply with any subsequent guidelines from the U.S. Department of Health and 
Human Services regarding conflict of interest standards.  

1. In-Person Assister Outreach Partner Organizations and In-Person Assister Organizations must assure 
conformance to the following requirements: 
a. Must not be engaged in the business of selling or issuing health insurance and may not be 

affiliated with an organization that sells or issues health insurance.   
b. Must not be an Association that includes members of the insurance industry or who lobbies on 

behalf of the insurance industry. 
c. Board members of an In-Person Assister organization who are engaged in or are affiliated with 

organizations that sell or issue health insurance must not participate in actions or decisions 
directly or indirectly related to operation of the In-Person Assister program. 

d. Must not receive any consideration, directly or indirectly, from a health insurance issuer related 
to enrollment of individuals/employees in a QHP or non-QHP. Consideration includes any 
compensation, monetary or in-kind, including grants, influence, gifts or gratuities. 

e. Must not be a provider entity (including but not limited to hospitals, clinics, and physician 
practices) directly owned by, a subsidiary of, or that exclusively contracts with a single insurer or 
its subsidiaries.  An exception may be made if the provider can demonstrate that there are 
significant limitations on available insurers with whom to contract. 

f. Must disclose to the HBE Program Manager for the Contract any relationship they believe may 
be or may appear to be a potential conflict of interest. This includes all business relationships 
with carriers, even if the relationships are unrelated to plan enrollment and Assister functions.  
Not all relationships with carriers would disqualify an organization from serving as an Assister. 

g. Monitor and assure that In-Person Assisters deliver assistance impartially, and must not allow 
any financial or non-financial interests influence or appear to influence the impartial delivery of 
assistance. 

 
2. In-Person Assisters must not: 

a. Accept any direct or indirect compensation from a health insurance issuer in connection 
with enrollment of individuals or employees. 

b. Charge for their services, perform lead generation or profit from services. 
c. Allow personal or professional interests influence a customer’s decisions. 
d. Solicit or persuade a consumer to enroll in a specific plan or switch from one plan to 

another. 
e. Solicit or persuade a consumer to engage a particular broker, but may assist in locating or 

contacting a broker. 
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3. In-Person Assister Outreach Partner Organizations are responsible to: 
a. Ensure In-Person Assisters operate in compliance with the Code of Ethics attested to at the time 

of certification. 
b. Ensure In-Person Assister Organizations delivering services under the direction of the Outreach 

Partner Organization comply with Conflict of Interest standards.   
c. Ensure In-Person Assister Representatives are informed about Conflict of Interest standards as 

part of the training and certification process, including but not limited to: 
i. What constitutes a conflict of interest; 

ii. The process an In-Person Assister or In-Person Assister Organization uses for notifying the 
Outreach Partner Organization of a potential conflict; and 

iii. Potential consequences for nondisclosure. 
d. Establish a process for addressing potential conflict of interest 

i. Process for reporting – including who to notify; 
ii. Responsibility for reviewing/investigating; 

iii. Responsibility for determining appropriate action; and 
iv. Time frame for addressing reported conflict and notifying the individual or organization 

reporting the potential conflict of the decision/action. 
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HBE RFP 13-008 APPENDIX C 

PROTEST PROCEDURES 
 

A. Procedure 

This protest procedure is available to Vendors who submitted a Response to this solicitation and 
have received a debriefing conference.  

Protests are made to HBE after HBE has announced the ASV. Vendor protests shall be received, 
in writing, by HBE within five (5) Business Days after the Vendor debriefing conference. 

B. Grounds for protest are: 

1. Arithmetic errors were made in computing the score; 

2. The Exchange failed to follow procedures established in the solicitation document, or 
applicable state or federal laws or regulations; or 

3. There was bias, discrimination or conflict of interest on the part of an evaluator. 

Protests not based on these criteria will not be considered. 

C. Format and Content 

Vendors making a protest shall include in their written protest to HBE all facts and arguments 
upon which the Vendor relies, and shall be signed by a person authorized to bind the vendor to 
a contractual relationship. Vendors shall, at a minimum, provide: 

1. Information about the protesting Vendor; name of firm, mailing address, phone number and 
name of individual responsible for submission of the protest; 

2. Information about the acquisition; the Exchange, acquisition method; 

3. Specific and complete statement of the Exchange action(s) being protested; 

4. Specific reference to the grounds for the protest; and 

5. Description of the relief or corrective action requested. 
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D. HBE Review Process 

Upon receipt of a Vendor's protest, HBE will postpone signing a Contract with the ASV until the 
Vendor protest has been resolved. 

HBE will perform an objective review of the protest, by individuals not involved in the 
acquisition process being protested. The review shall be based on the written protest material 
submitted by the Vendor and all other relevant facts known to HBE. 

HBE will render a written decision to the Vendor within five (5) Business Days after receipt of the 
Vendor protest, unless more time is needed. The protesting Vendor shall be notified if additional 
time is necessary. 

E. HBE Determination 

The final determination shall: 

1. Find the protest lacking in merit and uphold the Exchange’s action; 

2. Find only technical or harmless errors in the Exchange’s acquisition process conduct, 
determine the Exchange to be in substantial compliance, and reject the protest; 

3. Find merit in the protest and provide the Exchange with options that may include: 

a) Correct errors and reevaluate all proposals; or 

b) Reissue the solicitation document; or 

c) Make other findings and determine other courses of action as appropriate. 

4. Not require the Exchange to award the Contract to the protesting party or any other 
Vendor, regardless of the outcome. 

F. The resulting decision is final; no further administrative appeal is available.  
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HBE RFP 13-008 Appendix D 

In-Person Assister Knowledge, Skills, and Competencies Guidelines 
 

Knowledge Skills Competencies*  Qualities  

Relationships    

  

 

• Create a safe 
place for people 
to discuss health 
issues  

• Understand and 
Articulate client 
needs including 
people with low 
socioeconomic 
status, Limited 
English 
Proficiency, 
disabilities 

• Ability to communicate 
effectively with lay people, 
people with disabilities, 
Limited English Proficiency, 
low-socioeconomic, chronic 
conditions 

• Fluency in population served 
• Effective Customer service 

skills 
• Listening Skills 
• Problem solving 
• Conflict Resolution – maintain 

control under difficult 
situations 

• Ability to speak in language 
that lay people, people with 
disabilities, Limited English 
Proficiency, low-
socioeconomic, chronic 
conditions status can 
understand 

• Relationship with 
community being 
served. 

• Understanding of the 
special enrollment 
conditions for American 
Indians and Alaskan 
Natives  

• Desire to help 
community  

• Commitment to assure 
access to hard to serve 
and hard to reach 
individuals and groups 

 

Content:    

• Public and private 
health insurance 

• ACA and the Health 
Benefit Exchange 
(HBE) 

• Qualified Health 
Plans (QHP) and 
actuarial value 

• Premium subsidies 
and how they are 
calculated 

• Penalties for opting 
out of insurance 
coverage 

• Bronze, Silver, Gold 
and Platinum tiers 

• Use Health 
information 
technology  

• Explain 
insurance 
information 

• Computer skills 
• Data collection skills (use 

HBE metrics) 
• Ability to speak in language 

that lay people, people with 
disabilities, Limited English 
Proficiency, low-
socioeconomic, chronic 
conditions status can 
understand 

• Ability to communicate 
effectively with that lay 
people, people with 
disabilities, Limited English 
Proficiency, low-
socioeconomic, chronic 
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• Health Plan Quality 
metrics 

• IRS information 
related to the HBE 

• HIPAA regulations 
• Authorized 

representatives 
under state and 
federal law 

• How the 
Healthplanfinder 
works 

conditions 
 

Referral    

• Role of In-Person 
Assister, Agent-
Broker, Call Center  

• Pass off points 
between groups. The 
correct parties to 
direct people to, in 
what circumstances. 

• Limit to In-Person 
Assister’s role 

• Refer people to 
Agent-Broker 

• Refer people to 
services for 
additional 
health 
resources and 
information 

• Communication Skills 
• Computer Skills 

 

 

 

* Competency = the ongoing ability to maintain, update and demonstrate sufficient knowledge, skills, 
judgment, and qualifications necessary to practice safely and ethically in a designated role and 
setting in accordance with In-Person Assister requirements. One achieves continuing competency 
through active practice, self-assessment and reflection, and continuing education. 
 
Resources available to improve skills/competencies: 

Computer skills: Microsoft Digital Literacy:  First Course 
This e-learning course can be played online or downloaded to be played on a local machine. It begins 
with friendly videos that explore how computers are an essential part of school, work, and modern 
life. The course then provides hands-on lessons about using the mouse and keyboarding.  Offered in 
multiple languages. 
http://www.microsoft.com/about/corporatecitizenship/citizenship/giving/programs/up/digitalliterac
y/default.mspx  

 
Training options for individuals to expand their competency skill set: 
 

http://www.microsoft.com/about/corporatecitizenship/citizenship/giving/programs/up/digitalliteracy/default.mspx
http://www.microsoft.com/about/corporatecitizenship/citizenship/giving/programs/up/digitalliteracy/default.mspx
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• Department of Health:  
http://chwtraining.net/sites/default/files/spiritweb/documents/WashingtonCHWFactSheet.
pdf  

 Whatcom Community College. CWoods@whatcom.ctc.edu Whatcom Community College 
(WCC). WCC has developed an 11 hour Introduction to Community Health Worker course. 

 Clark College. Developing an AA degree program for Community Health Workers.  Mark 
Gaither is heading the effort. MGaither@clark.edu  

 The Washington State Community Action Partnership has a certified training program 
covering core competencies. http://www.wapartnership.org/what-we/family-development/ 

 (HBE does not require these courses and there is no implied HBE endorsement or 
guarantee regarding the quality and content.) 

  

http://chwtraining.net/sites/default/files/spiritweb/documents/WashingtonCHWFactSheet.pdf
http://chwtraining.net/sites/default/files/spiritweb/documents/WashingtonCHWFactSheet.pdf
mailto:CWoods@whatcom.ctc.edu
mailto:MGaither@clark.edu
http://www.wapartnership.org/what-we/family-development/
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HBE RFP 13-008 Appendix E 

In-Person Assister Code of Ethics 

 
In-Person Assister Ethical Responsibilities to Consumers seeking service through 
the Washington Healthplanfinder include: 
 
Respect the inherent dignity and worth of every person. 

 Treat each person in a respectful fashion, being mindful of individual 
differences and cultural and ethnic diversity. 

 Promote the value of self-determination for each individual. 

 Value all kinds and classes of people equitably, deal effectively with all races, 
cultures, disabilities, ages and genders. 

 Ensure all voices are listened to and respected. 

Invest in, uphold and maintain duty to the consumer. 
 Safeguard and support the protection, privacy and confidentiality of 

consumer information including, but not limited to: personal, health, 
financial, and outcome information obtained in the course of service as per 
applicable privacy laws. 

 Disclose only information that is directly relevant or necessary to achieve the 
purpose of disclosure.  

 Perform all services with impartiality and ensuring information is presented in 
a fair, consistent, thorough manner that does not unduly influence a 
consumer’s decision in the selection of services, yet protects the consumer’s 
best interests. 

 Describe clearly the services being performed as a representative of the 
Exchange and the payment received for performing those services.  

 Accept no financial or other benefit from a consumer for providing 
information or facilitating enrollment. 

 Readily inform consumers of other assister resources that may be more 
appropriate for their circumstances. 

Maintain Community and Consumer Trust. 
 Be a trusted resource in the community and recognized by community 

members as a credible and reputable voice to accurately represent and 
advocate for their needs. 

 Demonstrate expertise and cultural competency in services and by 
understanding the community’s strengths and needs. 

 Act with integrity, behave in a trustworthy manner, elevate service to others 
above self-interest, and promote high standards of practice in every setting. 
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 Ensure conduct and responsibilities avoid creating any conflict of interest or 
appearance of conflict of interest and take immediate action to eliminate any 
potential conflicts of interest. 

 Refuse to participate in or conceal unethical practices or procedures and 
report such practices. 

 Refuse to engage in any relationships with a consumer where there is a risk of 
exploitation or potential harm. 

 
Develop and Maintain Comprehensive Knowledge and Skills: 

 Fulfill initial and ongoing training and certification requirements 

 Remain a resource to community members after initial enrollment 
 Maintain knowledge, skills and competencies needed to provide 

comprehensive service and effectively inform community about changes 
impacting their coverage. 

Guidelines for ethical and unethical behavior are provided in this code. The 
guidelines are not a comprehensive list. A code of ethics cannot guarantee ethical 
behavior. Moreover, a code of ethics cannot resolve all ethical issues or disputes 
or capture the richness and complexity involved in striving to make responsible 
choices within a moral community. Rather, a code of ethics sets forth values and 
offers ethical guidelines to which a professional can aspire and by which actions 
can be judged. Ethical behaviors result from a personal commitment to engage in 
ethical practice. 

Professional responsibilities often require an individual to move beyond personal 
values. For example, an individual might demonstrate behaviors that are based on 
the values of honesty, providing service to others, or demonstrating loyalty. In 
addition to these, professional values might require promoting confidentiality, 
facilitating interdisciplinary collaboration, and refusing to conceal unethical 
practices. Professional values could require a more comprehensive set of values 
than what an individual needs to be an ethical agent in one’s own personal life. 

The code does not provide a set of rules that prescribe how to act in all situations. 
Specific applications of the code must take into account the context in which it is 
being considered and the possibility of conflicts among the code's values, 
principles, and guidelines. Ethical responsibilities flow from all human 
relationships, from the personal and familial to the social and professional. 
Further, the Code of Ethics does not specify which values, principles, and 
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guidelines are the most important and ought to outweigh others in instances 
when they conflict.  
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HBE RFP 13-001 Appendix F 

In-Person Assister Responsibilities 

Outlines the required duties of In-Person Assisters and provides examples of the types of 
activities In-Person Assisters might engage in to fulfill their responsibilities. 

ACA Required Duty Examples of Activities 

Maintain expertise in 
eligibility, enrollment and 

program specifications 

 Attend trainings and attain any certification required by the 
Exchange 

 Stay current on policy and procedures 

 Maintain a thorough understanding of the process through which 
individuals apply for financial assistance and enroll in insurance 
coverage through the Washington Healthplanfinder 

Conduct outreach and 
consumer awareness 

activities 

 Reach out to networks, community groups and target populations 
to promote availability of affordable health coverage 

 Conduct and participate in events, meetings, and activities to 
educate consumers about health insurance options available 
under the Washington Healthplanfinder 

 Integrate consistent, Exchange-approved messaging into all public 
awareness activities 

Provide complete, fair, 
and impartial information 

 Inform consumers about the full range of Qualified Health Plans 
(QHPs) and  programs including public health coverage in an 
unbiased manner 

 Explain information and answer consumer questions to facilitate 
their plan selection  

 Inform consumers that they can opt to apply and enroll directly 
through the WashingtonHealthplanfinder  

Facilitate selection of 
health plan 

 Help consumers complete the single, streamlined application 

 Explain the program/plan eligibility results under the 
Healthplanfinder 

 Answer any questions about coverage options and cost-sharing 
requirements, including premiums 

 Explain tax credits and cost sharing reductions 

 Assist a consumer to filter and compare plan benefits and costs to 
facilitate their decision making  

 Assist consumers with plan enrollment through the Exchange’s 
web portal 

 Educate consumers about changes in circumstance that may 
affect their eligibility for coverage and provide assistance in 
making changes to coverage or maintaining eligibility for 
coverage, as needed 

Make referrals to 
consumer assistance or 

 Maintain current inventory of existing ombudsman or consumer 
assistance programs that assist consumers with grievances, 
complaints or questions about health care plans and/or services 
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ombudsman programs  Develop relationships with consumer assistance programs and 
establish a protocol for referrals to ensure that consumers don’t 
slip through the cracks 

Meet confidentiality 
and privacy standards 

 Create a physical space where consumers can freely discuss their 
financial and personal situation without concern of being 
overheard 

 Maintain the highest ethical standards in regard to non-disclosure 
of protected personal information 

 Set up monitoring systems to ensure that only required data is 
stored and that it cannot be accessed without proper 
authorization 

Modified from Georgetown Edu/Designing Navigator Programs 
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ATTACHMENT A: 
WA Health Benefit Exchange In-Person Assister Lead Organizations 

Service Areas and Contact Information 
 

1. Benton Franklin Community Action Committee dba Community Action Connections 
720 W Court Street, Pasco WA 99301 
Designated geographic service area: Benton, Franklin, and Walla Walla counties 
 
Contact: Judith Gidley 
Phone: 509-545-4042 x 210 
Email: jgidley@bfcac.org 
 

2. CHOICE Regional Health Network 
1217 4th Ave E, Suite 200, Olympia, WA 98506 
Designated geographic service area: Clallam, Grays Harbor, Jefferson, Lewis, Mason, 
Pacific, and Thurston counties 
 
Contact: Mr. Winfried Danke 
Phone: 360-493-5714 
Email: dankew@crhn.org 
 

3. Clark County Public Health 
1601 E Fourth Plain Blvd, Vancouver WA 98666 
Designated geographic service area: Clark, Klickitat and Skamania Counties 
 
Contact: Janis Koch 
Phone: 360- 397-8000 x 7278 
Email: Janis.koch@clark.wa.gov 
 

4. Cowlitz Family Health Center 
1057 12th Avenue, Longview, WA  98632 
Designated geographic service areas: Cowlitz and Wahkiakum Counties 
 
Contact: Dian Cooper 
Phone: 360-636-3892 x 2010 
Email: dcooper@cfamhc.org 
 

5. Empire Health Foundation 
111 N Post, STE 301, Spokane WA 99201 
Designated geographic service area: Adams, Asotin, Chelan, Columbia, Douglas, Ferry, 
Garfield, Grant, Lincoln, Okanogan, Pend Oreille, Spokane, Stevens, and Whitman 
counties 

mailto:jgidley@bfcac.org
mailto:dankew@crhn.org
mailto:Janis.koch@clark.wa.gov
mailto:dcooper@cfamhc.org
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Contact: Kristen West Fisher 
Phone: 509-828-9083 
Email: Kristen@empirehealthfoundation.org 
 

6. Kitsap Public Health District 
345 6th St STE 300, Bremerton WA 98337 
Designated geographic service area: Kitsap County 
 
Contact: Kerry Dobbelaere 
Phone: 360-337-5238 
Email: Kerry.dobbelaere@kitsappublichealth.org 
 

7. Seattle-King County Public Health 
401 5th Avenue #1000, Seattle WA 98104 
Designated geographic service area: King county 
 
Contact: Daphne Pie 
Phone: 206-263-8369 
Email: daphne.pie@kingcounty.gov 
 

8. Tacoma-Pierce County Health Department 
3629 South D Street, Tacoma WA 98418 
Designated geographic service area: Pierce County 
 
Contact: Beth Wilson 
Phone: 253-798-6500 
Email: bwilson@tpchd.org 
 

9. Whatcom Alliance for Healthcare Access dba Whatcom Alliance for Health 
Advancement 
800 E Chestnut St, Lower Level, STE 2, Bellingham WA 98225-5250 
Designated geographic service area: Island, San Juan, Skagit, Snohomish, and 
Whatcom counties 
 
Contact: Maureen Kane 
Phone: 360-788-6532 
Email: mskane@hinet.org 
 

10. Yakima Neighborhood Health 
12 South 8th Street in Yakima WA 98901 
Designated geographic service area: Yakima and Kittitas Counties 
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Contact: Anita Monoian 
Phone: 509-574-5550 
Email: anita.monoian@ynhs.org 

 
 
 


