RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
Please provide clarification on the mandatory pre-proposal conference. Are we required to attend in person or may we . .
1 . . In person attendance is required.
participate via phone?
Does the Department of Insurance (DOI) plan to procure a Quality Assurance/Quality Control (QA/QC) or Independent o
2 L . No, not at this time
Verification & Validation (IV&V) vendor separately from the awarded HIX System vendor?
3 Does DOI plan to issue any other RFPs in the future for HIX-related systems or system components? No, not at this time.
The warranty period is defined implicitly in this table as being
4 Table 1 9 Please define what is meant by “warranty period” in phase 5. synonymous with Phase 5. See also references to the Warranty
Period on pages 22, 34, 35, 40, 41, 156, 210, and 211.
The Vendor will be responsible for operating the Exchange under
5 Table 1 9 Please explain the role of the vendor beginning 10/1/13 and ending 1/1/15. the direction of the HIX during this period with the exception of
designated state-specific functions.
At a minimum, MyAlabama will provide access to the HIX System
(“no closed door” approach). For instance, as a part of creating a
MyAlabama account, citizens should be able to enter their
6 1.2.3 13 What HIX functionality is/will be included in the MyAlabama.gov portal? demographic information in MyAlabama and have this information
transmitted to the HIX. The exact sharing of functionality between
the HIX System and MyAlabama require design considerations that
are expected of the Vendors in their proposals.
These will include the complete operations of all system
7 Milestones 22 Please define the operational services and support services referenced in Phase 3. components developed in Phase 2. These components are
described in Section 3.3.
8 Milestones 29 The phase 5 milestone is a readiness review. Does this imply that actual phase 5 operations are independent of this Neither. The Vendor will be responsible for operations during Phase
procurement or are state options to be executed at a later date? 5. State options for operation will apply to Phase 6. See Page 35.
The Vendor must respond to the Consumer and Small Business
Support described in this section. The word “may” was used in Line
Please confirm that the Consumer and Small Business Support and Associated Operational Services, are State options that 83gpnot to implv that this functionality was o tior\:al but to suggest
9 3.2.2 25 may be responded to, if the vendor desires. Please indicate, with the regards to the defined phased approach, where these Py y : ’ g8

services will commence.

an organization for the Vendors’ responses. Phase 2 components
are described in Section 3.3. These are not optional services. They
must be provided by the vendor effective October 1, 2013.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
No; vendors are free to and encouraged to propose the consumer
support systems that they feel would best accomplish HIX goals.
10 322 55 Is the IVR requirement exclusive to the optional functionality envisioned for phase 5? Will there not be a public 800 number |However, at a minimum, the following MUST be supported:

o for consumers to call for application status, premiums billing, complaints and appeals etc.? Interactive Voice Recognition (IVR) support, email, online chat and
walk-ins. This answer also applies to the second part of this
question.

This cannot be confirmed because it is not a valid assumption.
11 3.2.2 25 Please confirm that email, text, social media and walk-ins are optional requirements not currently in scope? Vendors are free to and encouraged to propose the consumer
support systems that they feel would best accomplish HIX goals.
Neither the eLearning requirement nor any of the other
requirements within Section 3.2.2. are optional. The word “may”
was used only to imply that the Vendor’s response may or may not
Aside from the optional eLearning requirement, will the vendor be tasked with registering, certifying and managing the y Py . P y y
12 3.2.2 25 navigators? have subsections to the effect of organizing the response to these
8 ' requirements in this way. Vendors must propose what they consider
as an optimal sharing of responsibilities or registering, certifying and
managing the Navigators between the Vendor and HIX.
Is there a requirement that the help desks and/or consumer and small business support and associated operational services .
13 3.6 40 . No, however, they must be located in the U.S.
be located in Alabama?
Where in the technical proposal should the consumer and small business support and associated operational services be
14 5.2.1 54 . prop PP P Section 2 of Response Tab 5; See Section 3.2.2.
included?
Section 5.2.3. Part 2: (1) Please confirm that the vendor will be required to operate the consumer and small business support and associated (1) The Vendor will be required to operate the entire Exchange
15 Cost P-rc‘) 'osal "| 72-73 |operational services under both Tables A & B through 2015. (2) For Table B, please confirm that the vendor shall include during Phase 5 under both the assumptions of Tables A and B. (2)
P transition activities as part of the pricing. This is correct; Table B is to include transition activities.
Will the vendor’s experience and proposed approach to consumer and small business support and associated operational
16 5.3.7 80 . Yes.
services be evaluated?
17 7.1.26 215 |Line 7197 uses the term “call center”. Please confirm the State is using call center and help desk synonymously. Yes, “call center” is synonymous with “help desk.”
“The state expects to support two help desk systems” — Will the State clarify the intent of the external facing help desk. Is
18 7.1.26 215 [this function to support consumers with application/enroliment/case management functions or to support customers with It is to support both functions.
technical issues (Login, credentialing, permissions)?
19 Form M — Price 79 Where should the vendor build pricing for the operation of the consumer and small business support and associated It must be included in the appropriate categories according to the

Schedule VIII

operational services?

actual types of expenses incurred.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
Unknown. There are ~ 500,000 individuals who will be eligible to
purchase plans in the individual Exchange and ~ 600,000 who will
be eligible to purchase through the SHOP exchange. Enrollment
20 EL-108 Matrix Please provide volume information associated with the forecasted enrollment populations? Please provide the number of  |estimates may be found at
pieces of mail envisioned per enrollee per year. http://insurance.alabama.gov/PDF/Consumers/Exchange%20Financi
al%20Sustainability%20BMA10T9.pdf. Individuals may “opt out” of
having correspondence mailed by requesting to receive notices via
email.
We are unclear as to what this question is asking. HIXis not
21 EL-108 Matrix |Please confirm that all postage associated with this project functions as a pass through to the State. . . d 8
responsible for any postage with regard to the proposal.
. . . e . " . . At a minimum, there must be decision support tools, FAQs and chat.
. |“Individuals to access in-depth online help” — will the State define “in-depth online help”? Is the State referring to decision . PP . Q
22 EL-16 Matrix | . . . . If the Vendor has other solutions, these solutions should be
aids, FAQs, or more personalized support such as click to chat or co-browsing? .
addressed in the proposal as well.
The requirement states that the solution must “provide capability” for individuals to request further assistance. Does this
requirement refer to the functionality necessary for an end user to request these services from entities such as Navigators or
23 EL-17 Matrix q . . y y ) q . . 8 . Both, depending on the most appropriate help source.
brokers, or does this requirement request that the vendor provide these support services (customer service representative,
phone support)?
24 EL21 Matrix (1) Does outbound mail need to have an Alabama postmark? (2) Is there a requirement to accept inbound mail? If so,isan |(1) No. (2) Yes; We do not anticipate requiring an Alabama post
Alabama P.0. BOX required? office box at this time.
(1) Does the manual verification process utilize state provided 3rd party data sources in the event that the Federal Data Hub |(1) State databases or “paper” sources (including digital images of
25 EL-76 Matrix [fails to provide accurate information, or does this become a paper verification process? (2) If the latter, is there any way to  |customer-supplied documentation) may be used for verification
accept verification documents other than digital upload to the portal? purposes. (2) Yes. U.S. Mail or walk-ins.
26 SH-3 Matrix Does the portal need to provide a means to connect with secondary support or does this requirement ask that the vendor Both must be proposed, depending on the most appropriate help
also provide secondary support? source.
27 EM-S5 Matrix (1) This requirement requires adjusting of bad checks. Is there a requirement to accept paper checks? (2) If so, is there a (1) Yes. (2) Yes. No preference; Vendors should propose what their
lock box requirement for this procurement or is the vendor to work with the State’s preferred banking partner? experience has shown will work best.
The vendor is required to take credit card payments — will the State limit the credit card payments to Visa and Master card, |The Vendor must be able to accept credit card payments. Payments
28 FM-20 Matrix |debit and credit? If not, will merchant fees be a pass through to the State or will the State negotiate merchant fees with will not be limited to Visa and Master Card. It will be up to the
each card carrier? Vendor to negotiate and collect merchant fees.
29 General General [Please provide a Federal Data Hub efficacy rate for the purpose of planning. Not available.
30 General General [What is the State’s estimate of percentage of users who will be “self-service” beginning on day one of the exchange? Not available.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
State will engage in extensive pre-launch marketing. Itis
31 General General Does the State expect to pre-market the launch of the exchange or should the vendor plan for a more gradual uptake in anticipated that the highest volumes will be at the beginning of the
enrollments over a period of months? initial enrollment period, major holidays during this time period and
towards the end of the initial enrollment period.
Please indicate the various user types envisioned for this system (i.e. Individuals, Employers, Employees, Navigators, State
32 General General vP y ( ploy ploy 8 All of the above.
Case Workers, etc.)?
1) Will consumers be able to download, print and populate a paper application? (2) If so, will consumers be able to fax or
33 General General ( ), . L P pop paperapp (2) (1) Yes. (2) Yes.
mail their completed application to the vendor?
Assuming there will be a mechanism to accept paper applications, will it be the task of the vendor of this procurement to
34 General General L . Yes
research missing information and place outbound calls to consumers as necessary?
Could the State provide more detail concerning the consumer and small business support and associated operational
35 General General . o . . . . . . Unknown.
services? At a minimum, please provide anticipated volumes, mailing assumptions, call volume & call duration assumptions.
36 59291 69 Per Section 5.2.2.21 (Appendix A — Financial Status), vendors need to provide this information (at least balance sheet and Yes
T income statement) within the RFP response. Does this apply to subcontractors as well? '
Per Section 5.2.2.22 (Appendix B — Certificate of Authority), vendors need to provide this information (certifications, ability .
. A o . For purposes of this contract and RFP, any contractor or
to conduct business within the State of Alabama) within the RFP response. Does this apply to subcontractors as well, . . . .
37 5.2.2.22 69 . . . R . . subcontractor doing business in Alabama must be properly licensed
meaning can subcontractors conduct business under the prime contractor’s business license and approval, or does each .
o o . . . and certified to do so.
organization within the response have to obtain a Certificate of Authority?
38 595 77 Per Section 5.2.5 (Freedom of Information and Privacy Acts): Will organizations have the opportunity to mark details as Sections 4.19 and 6.1.6 of the RFP address this. Please review these
- confidential or redact copies prior to sharing them publicly? If so, how can we best indicate what areas are to be protected? |sections of the RFP.
Section 5.3.7.1 References: Clarification. This section refers to references provided for Technical and Business Experience; as
39 5.3.7.1 81 a clarification, this information is to be provided only through Form Q (Company business experience) and via Key Personnel |Yes.
gualification references, correct?
40 General N/A Please confirm that vendors can remove the State’s numbers from along the left side of the forms that are returned in the Yes, it will be acceptable to remove the State’s numbers from along
proposal response. the left side of the forms that are returned in the proposal response.
. Based on the detail required in the proposal response to the RFP and the short time between the date the final answers are
Table 1. Project . . . . . . . -
41 9 received and project due date, would the State consider extending the due date by 30 days to allow vendors to evaluate and |No extensions are being considered at this time.

Timetable

respond to the State’s answers to vendor questions?
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012

Item

RFP Section

RFP Page

Question

Answer

42

3.5.2 Staffing

38

Please clarify if “letters of commitment” are required if key personnel are permanent employees of the primary vender.

From Section 3.5.2: “Letters of commitment are required signed by
the proposed Vendor Project Manager and other key personnel
stating their commitment to work for the Vendor or appropriate sub-
contractor on this project contingent on award of the bid.”

43

3.5.4 Resumes

40

Please clarify what is meant by “...information needed for typical employment reference and background checks.”

Vendors are to use their own best practices along these lines in
resolving this issue. Per the RFP, Vendor shall among other criteria,
comply with the requirements of the Immigration Reform and
Control Act of 1986 regarding employment verification and
retention of verification forms for any individuals hired on or after
November 6, 1986, who will perform any labor or services under this
contract. Vendor further agrees to provide affidavit(s) and furnish
documentation that Vendor has enrolled in the E-Verify program
operated by the U.S. Department of Homeland Security as required
by Section 9 of the Beason-Hammon Alabama Taxpayer and Citizen
Protection Act (Ala. Act 2011-535) and any amendments, and to
otherwise comply with the applicable requirements of said act
during the term of this contract. Vendor shall be responsible for all
subcontractor compliance with said act and shall provide
documentation of said compliance to the Department.

44

5.2.2 Technical
Proposal Format and
5.2.2.15TAB 10
Operations and
Hardware Hosting

56 & 65

The title for TAB 10 in section 5.2.2 differs from the title for TAB 10 in section 5.2.2.15. Please specify which title is correct.

The correct title for Tab 10 is the one given in Section 5.2.2.15,
“Operations and Hardware Hosting.”

45

5.2.2.17 (68, lines
2298 to 2309)

68

The types of project team experienced to be described appear to be generic. To avoid repetition, is it acceptable to describe
this experience once, rather than for each of the five subsections identified on the previous page of the RFP?

Vendor responses should avoid unnecessary repetition; it is not
necessary to repeat the same information in several subsections.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
The instructions should read “... in the mandatory Requirements
Response Matrix provided in a separate document.” The separate
document is the Excel spreadsheet that has the Web download
button descriptor “Requirements Response Matrix” and the file
" . . . . . . . . name “HIXRequirementsMatrix.xlsx” on the DOl webpage
The RFP states: “In order to receive scoring credit, Vendors must cross-reference the numeric project requirement identifier .
. . . . . http://www.insurance.alabama.gov/consumers/HealthinsReform.as
from the vendor project plan back to the System requirement row(s) in the mandatory Requirements Response Matrix . , -
. . ” . . . . px. It is the Vendor’s responsibility to complete the data
46 7.1 (113, line 3835) 113 |provide in a separate document.” Please clarify. Does this mean a separate document is to be provided that maps the . . . ,
. . . . ) . requirements of this spreadsheet in order to map the Vendor’s
project plan requirement numbers to the RFP reference numbers that appear in the first column of the table in Appendix J? . . . .
. . . project plan section numbers to the requirements in the
If a separate document is provided, should that be included as an attachment to Tab 8? . . . . .
Requirements Response Matrix. The complete instructions for this
process are given in the first sheet of this spreadsheet. The
completed Requirements Response Matrix is to be submitted in
electronic form and included as Appendix Cin the response
package. See Section 5.2.2.3 and the instructions given for Form D.
It is expected that several sections might apply to any given
requirement. However, the process can be simplified by gatherin
Can the state clarify how the cross reference to the project plan is to be accomplished. Many subsections will describe the q . . P . P y_g ] &
. . . o . . . . . the requirements into the respective components that will satisfy
5.2.2.13 (64) 64 various lifecycle methodology approaches to be used in designing, developing, testing, and implementing any given

requirement. Should all sections that speak to any part of the DDI approach be referenced?

them. In most cases, the same project plan numbers for a given
component will apply to all of the requirements that are satisfied by
that component.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
The RFP states on line 2443: “The bottom row cost must include all additional costs that would be required if the currently
pending Medicaid development contract fails to produce the expected Eligibility Engine in a timely manner to provide these
services to HIX.” Further clarification is on line 365: “However, an additional requirement is included (see Section 3) that
specifies an option for a HIX System to provide the MAGI (income-based) eligibility functionality for HIX, Medicaid and CHIP [1. Yes. 2. Yes. However, vendors are encouraged to submit solutions
instead of using the new Medicaid Eligibility Determination System. The MAGI based eligibility decision would then be that would allow for the electronic capture of data that would
passed to Medicaid and CHIP for completion of eligibility determinations using current Medicaid and CHIP business support the Medicaid and/or ALLKids eligibility determination
processes.” We interpret this to mean the following things: process. 3. See above. 4. The Exchange System will be the eligibility
1. The state wishes to include, as an option, the relatively simplified MAGI eligibility determination rules in the Exchange system of record for individuals qualifying for Advanced Tax
5.2.3 (line 2443-45) System contract, the rules for which may indicate that an individual may be eligible for Medicaid; 2. Business rules for full Credits/Cost Sharing Reductions and small businesses qualifying for
47 and 1.2.2 (line 365) 72 Alabama Medicaid eligibility determination are out of scope for this contract; 3. As a temporary solution until the eligibility |tax breaks under the ACA. If Medicaid and/or ALLKids elect to utilize
solution is available, if the Exchange determines through MAGI rules that an individual may be eligible for Medicaid, it is the HIX eligibility engine to make automated eligibility
permissible to forward that information to the Medicaid and CHIP system where that system would complete the eligibility |determinations, then the Exchange System would be the eligibility
determination. This would not be considered an enrollment request but rather a request for a full eligibility determination. It |system of record. 5. This is incorrect. Once the pending Medicaid
is not necessary to provide full Medicaid eligibility determination and enrollment as part of this contract; 4. In either option,|development contract produces the expected eligibility engine, the
the Exchange System would not be considered the eligibility system of record; 5. As a permanent solution, and in keeping HIX will use the Medicaid engine to make eligibility determinations.
with the spirit of “no wrong door,” and to produce the best possible experience for the Alabama consumer, once the pending It will not be merely an evaluation of integrating with the engine.
Medicaid development contract produces the expected eligibility engine, the Exchange contract scope includes evaluation
of a more mature, seamless integration of that eligibility engine with the Exchange solution. Please confirm that our
understanding is correct.
Please refer to Alabama law regarding insurance producers. Not all
customer service representatives may be required to be licensed as
The RFP states: “Under Alabama law, only licensed insurance producers can actually provide advice on selecting a specific an insurance producer depending upon how the vendor establishes
48 12 (p12, line 329) 12 insurance product.” We understand this to mean that it is the state’s intent that the call center (referenced on line 845) and |its call center. Call centers may respond via mail, chat, etc. Keep in
’ ancillary functions of the call center requiring response to consumer requests through channels other than telephone calls, |mind that call center representatives may not advise
be staffed exclusively by insurance producers licensed in the state of Alabama. individuals/SHOP consumers to purchase a specific plan. They may
give advice concerning how to use the decision support tools, but
may not recommend Plan A v. Plan B.
The RFP states “The task specifications given in the following subsections do not need to be replicated by Vendors in their
7.1 (pg. 114, line proposals. Instead, when a Vendor references a given task by name (including number), this will imply that the vendor This is sufficient. It is understood that if any clarifications or
49 ’ 114 |agrees with the specification given.” Does the State expect vendors to provide a narrative description of each of these tasks [changes to the specifications included in Section 7 are necessary,

3831), Table 4

and deliverables as part of the Project Plan V1, or is inclusion of each task within the project plan list of activities and tasks,
cross reference to the mandatory requirements matrix, and within the schedule, sufficient?

these will be described in the proposal.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
We understand the significant time constraints facing the State in standing up a viable exchange within the mandated
deadlines. For us to provide the best possible response, we respectfully request an extension to the due date of three
50 N/A weeks. The additional time will be necessary to fully scope the solution, prepare the detailed responses requested in the We do not expect to extend the deadline.
RFP, and provide the best possible pricing to the State. We are confident the additional 3 weeks of time will result in a higher
quality proposal without any impact on our ability to meet the mandated federal dates for a fully operational HIX in Alabama.
No. The front-end will be based on the specifications of the UX2014
Program. However, MyAlabama will provide access to the HIX
System (“no closed door” approach). For instance, as a part of
creating a MyAlabama account, citizens should be able to enter their
51 N/A Has the state decided if MyAlabama.gov will be the front-end web portal for the HIX? & .y. . . .
demographic information in MyAlabama and have this information
transmitted to the HIX. The exact sharing of functionality between
the HIX System and MyAlabama require design considerations that
are expected of the Vendors in their proposals.
52 N/A Will HIX staff the public help desk or will that be vendor’s staff? Vendor's staff.
It is anticipated that individual payments WILL NOT be made
53 N/A Has the state decided that individual premium payments will be made through the exchange? P pay
through the Exchange.
Until 2015, the quality ratings as reported by the accreditation
) , . , . , entities — e.g. National Committee for Quality Assurance (NCQA),
54 N/A Will the exchange determine quality ratings for QHPs or just report such ratings?
/ & q ¥ & Q J P & URAQ, Healthcare Effectiveness Data and Information Set (HEDIS),
etc. — will be reported.
55 N/A Will the exchange permit consumers to indicate a preference for a particular doctor to begin shopping for plans? Yes. This is required.
56 N/A Will the exchange permit consumers to list a particular prescription drug to shop for plans offering coverage of that drug? [Yes. This is required.
How will information concerning doctor enrollment in plans or coverage for a prescription drug be collected by the . .
57 N/A From the insurance carriers.
exchange?
You indicate that HIX staff is currently being recruited and assembled. Can you provide job titles and roles and responsibilities|Not at this time. The Vendor response should state the positions
58 N/A to assist in the that will be required by the Vendor in order to fulfill the assumed

response to Tab 13—HIX Responsibilities?

responsibilities of the Vendor on behalf of the HIX.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer

(1) Neither the eLearning requirement nor any of the other
requirements within Section 3.2.2. are optional. The word “may”
was used only to imply that the Vendor’s response may or may not
have subsections to the effect of organizing the response to these
requirements in this way. Vendors must propose what they consider
as an optimal sharing of responsibilities or registering, certifying and

(1) Are the 5 additional business areas listed in section 3.2.2 (e.g., eLearning, appeal etc.) a requirement for vendors to managing the Navigators between the Vendor and HIX. (2) All HIX

59 3.2.2 25-26 |discuss in their proposed solution or are they optional? (2) If we do address them in our solution, how can they be cross- System requirements are not included within the Requirements

referenced to the requirements matrix?

Response Matrix. Vendors need only complete the Requirements
Response Matrix for those that are included. However, they must
address all items of Section 3.2.2 as well as all other System
requirements stated in the RFP in their Solution. Unlike the other
business areas, there are not matrix sheets for these additional
areas, and we therefore assume these additional areas need not be
traced to the matrix.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012

Item

RFP Section

RFP Page

Question

Answer

60

N/A

1. In PM Matrix, there is a whole series of requirements concerning complaint triage, routing, etc. These are beginning at PM
86 and go through 97. How does the state plan to initially screen complaints to have them routed as mentioned in PM 97?
l.e. does the state want complaints to be inputted at one location in the system and then, for purposes of tracking, be
routed? 2.Will the Exchange customer service folks do this? 3. Will this include complaints about Medicaid and CHIP? 4. Are
“complaint workers” and “complaint managers” employees of the HIX or of the winning vendor?

(1) The requirements discuss system capabilities, rather than
procedural issues. The system must be able to access complaints in
multiple ways. Per PM-82, Exchange users must log into their
account to post a complaint. However, consumers that access HIX
through walk-in/call-in centers would still be able to use the walk-
in/call-in centers to make a complaint and get resolution. There
may be one “screen” where complaints are entered, but there will
be multiple ways to get to that screen, depending on who is typing
at a keyboard. Per PM-90, the system must have the capability to
auto- route complaints based on the input. Customer service
personnel may route complaints to specific workers as needed,
based on the complaint or caseloads. (2) They will handle any
manual routing. (3) Any, Medicaid and CHIP eligibility
determinations made through the Exchange System would be
covered by these requirements. However, the complaint
mechanisms built into the System do not preclude other methods of
complaint, such as directly to an issuer, including directly to
Medicaid or CHIP. (4) Per the RFP, the customer-facing help desk is
an integrated vendor and HIX staff.

61

Requirement Matrix,
Individual
Enrollment (EN-15)

(1) In the Requirement Matrix, EN-15 alludes to allowing an individual to enroll through a carrier and the carrier to transmit
information to “update” the individual’s record in the exchange. Will this be for “renewals” only? (2) Can an individual
access a QHP through a carrier and receive a Premium Tax Credit and Reduced Cost Sharing without using the Exchange.

(1) No. The carrier must electronically notify the Exchange of a
person’s initial enrollment/disenrollment/renewal in a plan. (2) No.
Because of the validation requirements to determine eligibility
individuals must enroll through the Exchange in order to receive a
Premium Tax Credit and Reduced Cost Sharing.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012

Item

RFP Section

RFP Page

Question

Answer

62

3.2.2 Business Areas

25

Is the Vendor expected to staff and operate walk-in centers? Or to provide the capability for users to access the system
through a Web portal at external sites, such as a walk-in service center operated by the State, etc.?

Vendors are encouraged to seek the most efficient, practical, and
appropriate solutions including partnerships (if feasible and cost
effective) for the customer service walk-in centers. The AL Medicaid
Agency has three new large operational Customer Service Centers
where clients may come in and apply online for Medicaid or CHIP in
the front lobby at one of several online application computers with
assistance from Medicaid staff. These are located in Birmingham,
Mobile, and Huntsville. In addition, Medicaid has nine other District
Offices, some of which have application kiosks and interview rooms
where clients may apply online. These centers are located in
Florence, Decatur, Gadsden, Tuscaloosa, Selma, Montgomery,
Opelika, Mobile and Dothan. A new center is planned to open in
Foley soon.
http://medicaid.alabama.gov/CONTENT/3.0_Apply/3.3.1_Maps_and
_Driving_Directions.aspx. The AL Department of Public Health has
application kiosks located in many of the county health departments
located in every county of the state.
http://adph.org/administration/assets/countylist.pdf. There are also
Family Resource Centers located in various counties of the state.
http://camellia.alabama.gov/doc/AlaFamilyCenters_81110.pdf

63

5.2.2.9 and Appendix
J

61 and
257

Section 5.2.2.9 requests the five most recent projects; however, Section 5.2.2.9 of Appendix J requests the ten most recent
projects. Please clarify whether five or ten projects are required.

The five most recent projects will be sufficient; Vendors may
information on provide additional projects.

64

Table 1

Would the Department consider a two week extension to the proposal due date to allow Vendors to identify solutions and
partners that are advantageous to Alabama’s specific requirements?

No extension is planned at this time.

65

5.1

53

The diversity of RFP requirements and encouraged use of subcontractors may make it difficult for a prime Vendor to achieve
the 60 percent threshold of work performed (measured by price). Would the Department consider alternative language
used in other Alabama procurements requiring proposals to include: “The percentage of work, as measured by percentage
of total contract price, to be performed by the prime Vendor shall be provided. The Proposer shall assume sole and
exclusive responsibility for all of the Vendor Responsibilities and work indicated in the RFP”?

No.
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RFP#: 2012-HIX-101, Alabama Dept. of Insurance, Office of the Alabama Health Insurance Exchange (HIX)

RFP Questions, 6/7/2012
Item RFP Section RFP Page Question Answer
4.24 Vendor’s
66 Facility and 50 Can the Alabama HIX please explain further as to how the Vendor is to hire and equip a facility at the HIX’s direction and to These costs are typically covered in the overhead loaded into the
Equipment accommodate Department and HIX staff, but not charge the Department for it? hourly charges of personnel.
Requirements
4.24 Vendor’s
Facility and . , . . .
67 Equipment 50 Is it the Alabama HIX’s intention that only a company already located in Montgomery will be selected? No.
Requirements
Operational services listed for consumer and small business support
. . . . . . include a call center systems, operations, and staff, as defined on
Please confirm that operational services listed for consumer and small business support includes a call center systems, . . . .
. . . ] ] . . . Page 25, Section 3.2.2. The call center is required to be operational
. operations, and staff, as defined in this requirement. Is the call center required to be operational to support the Project Phase . . . . .
3.2.2 Business Areas . . . . . . i to support the Project Phase 3: Pilot operation. As for inclusion of
. 3: Pilot operation? Will the Alabama HIX please provide guidance on how to include the costs for the call center facilities, . .
68 (Section 2 of 25 . . . o . . . these costs, these costs are typically covered in the overhead loaded
equipment, and supplies? Considering existing vendor operations and the economies of scale that can bring Alabama cost . .
Response Tab 5) . . ) . . o . . . into overhead. The call center may be located outside of Alabama,
savings for this project, will the State consider Vendors providing Call Center Operations outside of State of Alabama? Will . .
. . ] . but not outside of the U.S. Call center staffing costs must be
the Alabama HIX please confirm that call center staffing should be included in FORM K — PRICE SCHEDULE VI? . . . . .
included in all forms to which it applies. Call center staffing should
be included in FORM K — PRICE SCHEDULE VI.
The two help desk systems described in Activity 26 are synonymous
with the call center described in Section 3.2.2. Operational services
Will the Alabama HIX please confirm that the two help desk systems required by Activity 26: Operations are in addition to the |listed for consumer and small business support include a