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July 2, 2014 
 
 
 
Ms. Kate Jones 
Procurement Director 
Department of Vermont Health Access (DVHA) 
312 Hurricane Lane 
Williston, VT 05495-2087 
 
  
Re:    Objection to Disclosure/Request for Confidential Treatment of Deloitte Consulting’s Proposal  
 
Dear Ms. Jones,  
 
Deloitte Consulting LLP (“Deloitte Consulting”) submits this letter in response to your email dated June 30, 2014, 
wherein you advised Deloitte Consulting that the Department of Vermont Health Access (the “Department”) 
received a request pursuant to Vermont’s Freedom of Information Act for the proposal we submitted under the Vermont 
IT Evaluation and Remediation & Operations Support RFP (the “Proposal”), and requested that Deloitte Consulting 
return a redacted version of the Proposal, accompanied by legal rationale that ties to the exceptions in 1 VSA 
317(c).   
 
Deloitte Consulting requests the Department maintain the confidentiality of certain information that we redacted 
from our Proposal (collectively, the “Protected Information”), as permitted under 1 VSA 317(c)(9) and (15).  
The Protected Information contains: 

 
1. Technical information and/or technical designs, processes, procedures or methodologies that have not 

been disclosed outside of Deloitte Consulting except on a limited basis and only for the limited 
purpose of furthering the development of the underlying solution; 
 

2. Pricing and commercial risk terms, the disclosure of which would substantially harm Deloitte 
Consulting’s competitive position, both with respect to the current and future procurements; and 

 
3. The identity of Deloitte Consulting personnel and proposed subcontractors.   
 

Among other things, Vermont’s Freedom of Information Act exempts from public inspection and copying 
trade secrets (See 1 VSA 317(c)(9)) and records relating specifically to negotiation of contracts (See 1 
VSA 317(c)(15)).  Vermont’s Freedom of Information Act defines “trade secrets” as “information which is 
not patented, which is known only to certain individuals within a commercial concern, and which gives 
its user or owner an opportunity to obtain business advantage over competitors who do not know it or 
use it”. 

The Protected Information is information that Deloitte Consulting does not customarily make available to third 
parties and generally are key differentiating factors during contract negotiations. Disclosure of this Protected 
Information would cause substantial harm to Deloitte Consulting's competitive position by:  
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(a) permitting competitors to leverage Deloitte Consulting’s proprietary methodologies, which have significant 
commercial value and represent the investment of substantial time, effort and money.  Disclosure of the Protected 
Information would provide our competitors and the public access to information that they otherwise would not 
have had or would have had to spend considerable funds to develop on their own;  

(b) permitting competitors to use their knowledge of Deloitte Consulting’s pricing to match or undercut Deloitte 
Consulting’s pricing on this procurement as well as other public sector and commercial opportunities; and   

(c) providing competitors with insight into the manner in which Deloitte Consulting assembles individuals with 
particular types of education, experience and talents into project teams.  This would place Deloitte Consulting in a 
less competitive position with respect to the current and future contract negotiations by allowing competitors to 
free ride on Deloitte Consulting’s years of experience by assembling project teams virtually identical to those of 
Deloitte Consulting in terms of composition and qualifications.  Making this information available to our 
competitors could also compromise our ability to perform under any resulting contract, should those resources be 
pirated by competitors.   

Deloitte Consulting has taken measures to guard the secrecy of the Protected Information.  For example, Deloitte 
Consulting routinely requires its personnel, teaming partners and subcontractors to:  (i) sign non-disclosure 
agreements; (ii) implement reasonable security measures to protect information at their offices and in their 
computer systems; and (iii) limit disclosure of sensitive marketing and proposal materials to a select group of 
individuals on a need-to-know basis. 
 
For these reasons, the Protected Information is exempt from disclosure under Vermont’s Freedom of Information 
Act and Deloitte Consulting respectfully requests that the Department refrain from disclosing the Protected 
Information.  As requested in the Department’s June 30, 2014 email, we are also including a redacted version of 
the Proposal. 

Thank you for the opportunity to work with your office to develop the appropriate documentation for release 
under the requests.  In the event that the Department disagrees with Deloitte Consulting's redactions, please 
contact me in advance of the release of any Deloitte Consulting-related information discussed herein so that we 
can discuss the matter.  Should you have any questions, please contact me at (724) 991-3247. 
 
 
Thank you for your consideration. 
 
Sincerely, 
 
Deloitte Consulting LLP 
 

 
By: _________________________ 
Angel L. Quinones Cardona 
Project Principal, Deloitte Consulting LLP 
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May 19, 2014 

 

Ms. Jill Finnerty 
HES Advisors  

Email: jfinnerty@hesadvisors.com 
Phone: 617-970-3329 

RE: In Response to Vermont Health Insurance Exchange (HIX) RFP, IT Evaluation and Remediation & Operations 
Support 

Dear Ms. Finnerty: 

Deloitte Consulting LLP (Deloitte*) has reviewed the Vermont Health Insurance Exchange Statement of Work 
(SOW), and we are pleased to submit the enclosed proposal for the HIX IT Evaluation and Remediation & 
Operations Support scope of services. 

Deloitte appreciates and supports the State’s approach to assessing the IT solution, HIX operations, and project 
management protocol to identify ways to improve the HIX experience for its users. We understand the impact that 
these activities and their outcomes may have on Vermont and its constituents to shape the outcomes of open 
enrollment in 2015 and beyond and we can confirm that based on the scope of work, assumptions and responsibilities 
outlined in our proposal, we are highly confident we can meet the requirements specified for performing the work 
requested. 

We look forward to working with you on this important endeavor. Should you have any questions, please feel free to 
contact . 

Sincerely,  

 

                                                                 
 
 
 
* As used in this document, “Deloitte” means Deloitte Consulting LLP, a subsidiary of Deloitte LLP. Please see 
www.deloitte.com/us/about for a detailed description of the legal structure of Deloitte LLP and its subsidiaries. Certain services may not 
be available to attest clients under the rules and regulations of public accounting. 
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Our Value to Vermont 
For the thirteen States that pursued the creation of a State-Based Exchange as part of the Affordable Care Act 
implementation in 2013, the past few years represent a Herculean effort to make affordable health coverage 
accessible to the masses. Staring down challenging deadlines, both States and their vendor teams have worked 
tirelessly to create a user-friendly, CMS-compliant application, facing numerous challenges unique to health reform 
along the way. The effort that has gone into creating the State-Based Exchanges cannot be understated; at this time, 
refining the tools that have been made available to the public and incorporating lessons learned during Year One to 
support a successful Open Enrollment in 2015 is a top priority that will require many of the Exchanges to “double 
down” on the significant investment of time, labor, and sweat equity that has already been made.  

With Deloitte, the State of Vermont gets a known entity that is well-qualified to deliver the services and activities 
required for success. We are the only vendor that successfully implemented four State-Based Exchanges for the 
October 1, 2013 implementation date. This experience provides Vermont confidence that Deloitte can both lead and 
deliver the activities and services defined in your Request for 
Proposals, as well as provide the subject matter expertise and 
implementation-tested practices Vermont needs to attain its goals as 
an organization. Our firm brings relevant, recent HIX experience to 
Vermont and provides tools and a production-proven transfer solution 
from which we leverage ACA and Exchange experience, benefiting 
Vermont with capabilities that have been proven in the marketplace.   

Vermont has made great strides in enabling Vermonters to successfully 
enroll in the Individual, Small Group and Expanded Medicaid markets at Vermont Health Connect (VHC). We 
understand that Vermont seeks a collaborative partner to reuse what works well and identify and remediate what 
does not, with the collective goal of improving VHC’s ability to serve Vermonters through life events and upcoming 
enrollment seasons.  Deloitte is uniquely qualified to collaborate with Vermont given the breadth and depth of 
experiences that we bring with us.  Examples of our healthcare work implementing complex public and private sector 
systems of care include: 

• Deloitte successfully implemented four (4) State-Based Exchanges on October 1, 2013 for Connecticut, Kentucky, 
Rhode Island, and Washington, where we continue to provide maintenance as well as enhancement services 

•  
 

• Deloitte provided required technology enhancements for fourteen (14) states integrating with the FFM 

• Deloitte has provided Integrated Eligibility system services to thirty (30) states 

• Deloitte has engagements at thirteen (13) commercial health plans covering forty-two (42) state markets 

• Deloitte provides services to the US ten (10) largest healthcare systems and twenty-one (21) of the twenty-five (25) 
largest health plans. 

“Four of the states with their own exchanges – 
Connecticut, Kentucky, Rhode Island and 
Washington – have sites that have run especially 
smoothly, becoming models for states…” 
Stateline, December 10, 2013 
Why Some State-Run Health Exchanges Worked 
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Timeline and Activities 
Each Technology domain is analyzed according to three sequential phases of activity: Discovery, Analysis and 
Definition. 

• Discovery Phase. In this phase, the Deloitte team will gather existing design documentation and begin to identify 
key VHC or Vendor resources for detail deep dive meetings to access process, environments, data and code. 

• Analysis Phase. In this phase the Deloitte team will review the documentations, application pillar code, standards, 
output from Siebelizer review (Siebleizer is a tool developed by Deloitte to scan the Siebel repository to identify 
object usage) and meetings conducted during Discovery phase. 

• Definition Phase. In this phase, the Deloitte team will document our finding and recommendation for the path 
forward. 

 
Our intention is to leverage existing analysis and reports from Vermont’s prior work, supplemented by materials and 
findings from prior HIX technical assessments involving Oracle product stack to progress rapidly from Discovery into 
the Analysis phase of activity.  Through a combination of product deep dive and cross-product knowledge sharing 
amongst the team, the Analysis phase will attempt to understand the rationale behind various design, configuration, 
and customization decisions made by the developers and to articulate potential areas for improvement.  The diagram 
below outlines the timing for delivery, as well as the tactical activities for each phase of activity, broken out by 
technology subject matter domain.  

 
Figure 6. Timeline of Workstream 1 activities. 
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In 2014, Deloitte Consulting performed a 
Back Office Assessment for a State-Based 
Exchange whose Call Center was 
overwhelmed by volume of calls, longer 
than acceptable wait times, and a growing 
backlog of service requests. Deloitte triaged 
the backlog, forecasted future call volume 
to support staffing appropriate human 
resources, and developed streamlined 
processes for ticket handling and escalation 
to get the backlog back under control and 
prevent it from growing again in the future. 

Supplemental Operations Support Approach 
The State has identified a service request backlog of more than 
43,000 service requests of which 8,500 are related to changes in 
member circumstances.  The operations analysis and revised plan 
developed in Workstream 2 will detail the priorities, improved 
processes and enabling technology available to process the backlog.  
In Workstream 3, the Deloitte Team will manage execution, 
identifying the team (size, skills needed, tools), providing training 
and managing to performance goals to meet normalized level of 
requests by August 2014.  The Workstream 3 effort is broken down 
into five preparatory and oversight activities as shown in the figure 
below.  Because of the substantial (and growing) backlog and level 
of effort involved to identify, onboard and deploy operations 
support staff, an aggressive timeline for execution will be 
paramount.  

Timeline and Activities 
. 

Our approach acknowledges that additional contract labor may be procured at the State’s request to provide 
additional human resources to perform backlog reduction tasks and achieve the August 30, 2014 deadline for backlog 
remediation. Timing of the activities for the Supplemental Operations Support workstream is provided in the chart 
below: 

 
Figure 8. Workstream 3 timeline and activities 
 

Each activity is described in detail below with a brief description followed by specific tasks and outputs.  Assumptions 
are noted in the preliminary descriptions. 

Activity 1: Ramp up (Week 1-2) 
In this initial phase of work, the Deloitte Team will gather information about ongoing service request processes and 
personnel and to identify local staffing resource options and prospective work locations.  This work will complement 
Workstream 2 efforts by accessing operational details specific to service requests that will likely inform their 
operations analysis efforts while preparing the backlog resolution team for the scope of work to be performed.   

In addition, Deloitte will work with project leadership to identify staffing opportunities. Deloitte Consulting assumes 
VT-HIX leadership will properly equip (including Internet, phone, computer equipment, software licenses and 
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Capabilities Assessment 
Deloitte will focus on identifying technical and functional gaps areas that will require support as VHC continues to 
progress the exchange.   We will work with VHC to identify the areas we should explore.  These are some of the 
capabilities we may evaluate: 

• Technical Capabilities 

− Siebel 

− Policy Automation (OPA) 

− WebCenter 

− OneGate 

− Enterprise Search 

− Universal Content Manager (UCM) 

− Master Data Management (MDM) 

− Business Intelligence Enterprise Edition (OBIEE) 

− Business Intelligence Publisher (BIP) 

− Enterprise Manager 

− Identity and Access Management (IAM) 

− Solution Architecture, including Technical Architecture and Integration Architecture 

− Functional and Performance Testing 

− Application Management and Operations 

 
• Functional Capabilities 

− Health Insurance Exchange Business Knowledge 

− Enrollment 

− Eligibility 

− Carrier Outreach 

− Training 

− Communications 

− Program Management 

Transparency of Project Information 
Deloitte will continue to implement the policies noted above in the sections related to risk management, SLAs and 
project management.   
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Figure 15. Service Desk and ITIL model 
 

 





Deloitte Response to Vermont Health Insurance Exchange (HIX) 
IT Evaluation and Remediation & Operations Support 

May 19 2014    Page 41 

Deloitte provides the following detailed biographies of our proposed personnel. 
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Figure 17. Recent successful engagements 
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Table 21. Assumptions. 
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