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II. Proposal Summary 

 
CITIZ3N Government Solutions (CITIZ3N), a subsidiary of Softheon with over two decades of prolific 
experience delivering innovative and impactful technology solutions for state-based government 
programs, is excited to submit our proposal in response to the Puerto Rico Medicaid Program’s 
(PRMP) RFP for an Asset Verification System (AVS) and looks forward to successfully meeting the 
objectives of the Puerto Rico Department of Health (PRDoH) and achieving immediate results. We 
offer you: 

• A Powerful and Immediately Available AVS Platform Solution 

• Vast Asset Verification Experience and Expertise 

• Ongoing Strategic Guidance and Support 

Immediately Leverage Our Powerful AVS Platform 
 

PRMP can instantly harness the expansive capabilities of our AVS solution, the VERIFY platform, a 
full-service technology solution that empowers the end users with hands-on access that provides 
comprehensive, actionable data to assist with decision-making. Our advanced solution can be 
implemented in as soon as 45 — 60 days. 

 
The fully compliant, modular system integrates with federal databases, including the Federal Data 
Services Hub (FDSH), National Accuracy Clearinghouse (NAC), National Directory of New Hires 
(NDNH), Public Assistance Reporting Information System (PARIS), Public Employee Retirement 
System (PERS), and others provided by agencies such as the Department of Health and Human 
Services or the Social Security Administration. Our solution can also effortlessly connect with state- 
provided, (Commonwealth) data sources such as CRIM (Centro de Recaudaciones de Ingresos 
Municipales), the Department of Transporation and Public Works (Departamento de Transportaction 
y Obras Publicas, DTOP), Puerto Rico Department of Natural Resources (DRNA), and Bureau of 
Transportation and other Public Services (Negociado de Transporte y otros Servicios Publicos, 
NTSP), and those of our trusted data partners. Built on the latest Medicaid Information Technology 
Architecture (MITA) 3.0 principles, the platform enables the PRMP to efficiently, accurately, and 
securely verify financial, real property, and vehicular assets, overall enhancing the accuracy of 
PRMP’s eligibility determination. 

 
Harness Our Rich Asset Verification Experience and Expertise 

 
Additionally, CITIZ3N offers the PRMP a proven track record of successfully implementing AVS 
solutions across the United States (U.S.), including New Hampshire, West Virginia, Mississippi, New 
Mexico, and Indiana, where our platform has significantly reduced fraud, improved administrative 
efficiency, and ensured compliance with Medicaid program requirements. Just as we have expertly 
done for our wide range of clients, we will help the PRMP accomplish your specific program 
goals on time and budget. 

 
Gain Strategic Guidance and Support 

 
Your main contact for the PRMP is Victor Anibal Sanchez, Vice President of Government Solutions, 
who will serve as the Chief Executive responsible for this project. 
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Victor is from Puerto Rico, fluent in Spanish and English, and has served as an advisor for the PR 
Reforma de Salud, assisted in creating ASES under the Rossello administration, and worked on 
projects with Depto de Salud, ASES, AFASS, Instituto Cardiovascular, Triple S, Cruz Azul, MMM, 
MCS, Humana-PR and Nagnoi. 

 
While serving as an advisor to ASES and the governor, Victor designed, developed, and implemented 
the Healthcare Reform Eligibility system (HCRE), the original eligibility system used to establish 
eligibility for Puerto Rico’s highly successful Reforma de Salud. 

 
As such, Victor is highly familiar with the unique needs of Puerto Rico and his deep understanding of 
Puerto Rico’s cultural and regulatory environment, combined with his extensive experience in 
Medicaid technology solutions, ensures a successful collaboration with the PRDoH. 

 
Chandler Parkinson will also closely support the PRMP for this project as your Client Executive. 
Chandler speaks Spanish and English, and is extremely experienced in Medicaid systems, ensuring 
seamless communication and support for the PRMP. Chandler currently leads our AVS projects in 
New Hampshire, West Virginia, Mississippi, New Mexico, and Indiana. Each of these projects has an 
element that is required for Puerto Rico, and Chandler and his team have built such solutions and will 
harness that knowledge and expertise for their work for the PRMP. 

 
Our actively involved, highly knowledgeable, and bilingual team is committed to providing exceptional 
support and strategic guidance to ensure your project’s continued success, from initial deployment 
through ongoing maintenance. 

 
We look forward to partnering with the PRMP to strengthen program integrity, enhance service 
delivery for eligible beneficiaries, and decrease Medicaid fraud and abuse. 
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III. Executive Summary 

Introduction 

CITIZ3N Government Solutions (CITIZ3N), a brand of Softheon, is excited to submit our proposal in 
response to the Puerto Rico Department of Health’s (PRDoH) RFP #2024-PRMP-MES-AVS-005 for 
an Asset Verification System (AVS). With over 20 years of successful experience delivering 
innovative technology solutions for state government programs, CITIZ3N can support the Puerto Rico 
Medicaid Program’s (PRMP) efforts to enhance program integrity, reduce fraud, and ensure eligibility 
determination accuracy. In fact, by partnering with CITIZ3N, your fully CMS compliant AVS 
solution can be up and running in just 45 – 60 days. 

 
We offer the PRMP our deep expertise in asset verification, coupled with extensive experience 
serving Medicaid and other government programs across multiple states. CITIZ3N’s successful AVS 
implementations include flawless integration with existing systems and operating comprehensive 
fraud prevention modules, demonstrating our capability to seamlessly meet the objectives outlined in 
this RFP while delivering a high-quality, efficient, and effective solution. In fact, we specialize in 
creating multi-agency databases, such as what we’ve done in New Hampshire, Mississippi, West 
Virginia, and Indiana, where more than one government agency leverages the analytics and results. 
We bring this up because PRMP has identified the desire for a similar deployment of the solutions. 

As the PRMP reviews proposals from the vendor community, you will find that the data sources 
utilized are the same or similar. This is due to the highly complex nature of this business problem. We 
wish to point out that our solution goes beyond simply accessing this data. We have invested millions 
of dollars in the development of a full-service technology/software solution that leverages the data, 
passes it through our proprietary business rules and analytics and displays the findings to the end 
user in a user-friendly, technology-based front end, fully empowering the user to make informed 
decisions, and drill down to supporting detail on the spot. 

 
The AVS VERIFY platform can be used to look up a single individual and instantly generate results 
or a large group of individuals can be run through the system and findings are generated to support 
each analyzed record. 

 

VERIFY Platform Capabilities 

 

Advanced Data Analytics and Real-Time Verification: VERIFY leverages analytics and real-time data 
processing to verify the assets of Medicaid applicants and beneficiaries, reducing administrative burdens and 
eliminating manual errors. 

Color-Coded Risk Scoring: VERIFY includes a customizable risk-scoring mechanism visually representing 
applicant risk levels, allowing caseworkers to prioritize high-risk cases and make informed decisions swiftly. 

 

Comprehensive Data Integration: VERIFY integrates data from an array of federal or state-specific sources, 
creating a comprehensive profile of each applicant. CITIZ3N is fully prepared to incorporate CRIM, DTOP, DRNA, 
NTSP, or any additional data sources required by Puerto Rico to meet your specific goals. 

 

Modular and Scalable Architecture: VERIFY’s modular structure, based on MITA 3.0 principles, offers the 
PRMP the flexibility and scalability to easily adapt to changing program requirements and regulations by adding, 
modifying, or replacing modules, ensuring the solution adapts to evolving Medicaid policies. 
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PRMP Will Be Supported by a Dedicated Team 

• Commitment to Exceptional Customer Service: Our dedicated support team ensures 
responsive and high-quality assistance is available to the PRMP during local business hours to 
promptly address inquiries and 

issues. Additionally, three of our 
team members for the PRMP are 
bilingual in Spanish and English. 

• Proactive Issue Prevention and 
Resolution: Our team monitors 
system performance and proactively 
identifies and resolves potential 
issues before they impact users. 

• Dedicated Account Management: 
Each client is assigned a dedicated 
Client Executive who serves as the 
primary point of contact for all 
program-related matters. Chandler 
Parkinson will serve as the PRMP’s 
Client Executive and work in 
lockstep with you throughout the 
project. 

• Comprehensive Training Programs: 
Our training sessions include in-depth 
system demonstrations, hands-on 

Figure 1. The PRMP will have the support of a 

committed, knowledgeable, and supportive 

CITIZ3N team. 

workshops, and access to detailed user guides and support materials so users can learn on 
their schedule. 

Looking to the Future 
 

As your reliable and results-driven AVS partner, CITIZ3N is committed to growing our relationship 
and providing impactful and tangible value to you and the Puerto Ricans you compassionately serve. 
We look forward to your thoughts and next steps. 

 
Sincerely, 

 
 
 

Victor Sanchez, Vice President of Business Development 
Telephone #: (410) 340 – 5775 
Address: 1500 Stony Brook Road, Stony Brook, NY 11794 
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IV. Firm/Organization Information 

Purpose: 
CITIZ3N Government Solutions (CITIZ3N), an emerging brand of Softheon, is committed to delivering 
innovative, modular technology solutions that enhance the efficiency and integrity of government 
programs, particularly those serving Medicaid and other social services. Our purpose is to empower 
state agencies with tools to efficiently improve program integrity, streamline eligibility determinations, 
and prevent fraud, waste, and abuse in public assistance programs. 

 
Mission: 
CITIZ3N is dedicated to enabling local, state, and federal agencies with transformative technology 
and services. Our overarching goals are to reduce costs, enhance member experiences, support 
eligibility verification, and broaden access to healthcare for all members of society. 

 
Vision: 
We value innovation, collaboration, and trust and aim to provide comprehensive platforms for, but not 
limited to, State-Based Marketplaces and tailored solutions for Medicaid and HHS agencies. Our 
driving objective is to make healthcare affordable, accessible, and plentiful for all. 

 
Description of Relevant Qualifications and Experience 

AVS Spotlight 

CITIZ3N offers the PRMP extensive experience providing asset verification and eligibility solutions for 
state Medicaid programs. We have leveraged our comprehensive and customizable VERIFY platform 
to successfully implement AVSs that fully meet the unique needs of different states including New 
Hampshire, West Virginia, Mississippi, Indiana, and New Mexico. The VERIFY platform is designed to 
integrate seamlessly with existing Medicaid systems and can be tailored to meet PRMP’s specific 
demands. Highlights of our AVS work include: 

 
Scope of Work: In West Virginia, CITIZ3N’s VERIFY platform was deployed to 

seamlessly support the Medicaid, SNAP, and TANF programs. 
 

Results: The exceptional implementation and ongoing support provided to the State 
enhanced program efficiency and led to two major milestones: the initiation of 

development work for ex-parte renewals and the renewal of CITIZ3N’s initial six-year 
contract for an additional six years—underscoring the State's confidence in the platform's 

performance. 

 
Most notably, the State's monthly application volume increased by nearly 150%, all without a 
single instance of system degradation or delayed turnaround times, demonstrating the 
platform’s unmatched scalability and reliability. 

 
Scope of Work: In Mississippi, CITIZ3N implemented the VERIFY platform and its 
Fraud and Abuse Module (FAM), a one-of-a-kind member information aggregator that 
integrated with two state-specific eligibility systems to enable multiple state agencies to 
streamline their eligibility verification processes. 
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The FAM provides ongoing eligibility alerts, solicited and unsolicited, while ingesting data from as 
many federal and state data sources as available, and monitoring potential fraud and abuse among 
client populations using state-specific eligibility rules. 

 
Results: Mississippi has significantly reduced administrative overhead, improved detection of 
ineligible individuals, and ensured Medicaid and many other social program resources are 
directed to those who truly qualify. 

 
Scope of Work: In Indiana, CITIZ3N’s VERIFY platform is a critical tool for 
managing one of the largest volumes of asset verification requests among all our 
clients. 

 
Results: Serving Medicaid and other state programs, Indiana processes an 
exceptionally high number – approximately 40,000 - of verifications each month 
without compromising system performance. The VERIFY platform’s robust 
infrastructure allows Indiana to handle this significant demand seamlessly, guaranteeing even at 
peak usage, asset verification is conducted quickly and accurately. 

 
Scope of Work: In New Mexico, CITIZ3N leverages the VERIFY platform to help 
improve the administration and fiscal responsibility of its long-term care (LTC) waiver 
program by accurately identifying applicant assets and confirming only eligible 
individuals receive services. These waivers are vital for Medicaid programs, as they 
allow individuals to receive personalized care in home or community settings, 
enhancing quality of life and reducing dependence on institutional care. However, 
due to the high level of care required and growing demand, these waivers can be 
costly. 

 
Results: The VERIFY platform increases efficiency in asset verification, enabling the state to 
manage costs more effectively while maintaining a high standard of care for its recipients. 

 
Additionally, CITIZ3N/Softheon has over 20 years of experience delivering successful solutions 
throughout the entire U.S. 
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Our wide-ranging experience has equipped us with a deep understanding of the complexities involved 
in Medicaid eligibility determinations, and our technical expertise ensures we can meet the PRMP’s 
evolving needs. 

Additional Value Add Offerings 
 

As an extension of our asset verification solutions, CITIZ3N operates an array of fraud detection and 
prevention modules in states across the U.S., further solidifying our role as a trusted partner in 
ensuring Medicaid program integrity, as highlighted in Figure 3. Our systems have been instrumental 
in preventing improper payments and fraudulent enrollments, contributing to significant cost savings 
for state Medicaid programs, and these solutions can help PRMP further achieve greater results. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 2. We successfully do business in all 50 states. 
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Figure 3. The PRMP can leverage CITIZ3N’s expansive fraud detection and prevention modules to 
achieve additional value and tangible financial savings. 

Evidence of organization capacity 

CITIZ3N (through its parent company Softheon) is a well-established leader in delivering advanced 
technology solutions for government programs, including Medicaid AVS. Our team is composed of 
highly experienced and skilled professionals across various disciplines, ensuring we have the 
organizational capacity to fully execute and support the PRMP’s requirements. 

 
Qualified Leadership 

 
CITIZ3N’s leadership team is comprised of industry experts with decades of combined experience in 
implementing and managing large-scale technology solutions for state and federal programs: 

 
Highly Qualified Staff 

 
In addition to our leadership team, CITIZ3N has a roster of highly qualified professionals dedicated to 
ensuring the success of our state government programs: 

 
• Certified IT and System Architects: Our architects are experienced designing scalable and 

secure AVS platforms that comply with federal regulations, including HIPAA, MARS-E 2.0, 
MARS-E 2.2, NIST 800-53, and Section 1940 of the Social Security Act. 

• Data Security and Compliance Experts: We have a dedicated team of security experts who 
specialize in data protection, encryption, and compliance with federal and state regulations. 
This ensures sensitive information, including Medicaid beneficiary data, is handled securely 
and in compliance with PRMP's privacy requirements. 
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• Experienced Project Managers: Our project management team uses industry-standard 

methodologies such as Agile and PMBOK to ensure efficient and timely delivery of milestones. 
• Customer Support and Training Specialists: CITIZ3N provides support and training 

personnel who offer comprehensive training programs, including e-learning modules, live 
workshops, and one-on-one coaching for PRMP staff and financial institutions, ensuring they 
can fully utilize the system's capabilities. 

 
Capacity for Large-Scale Operations 

 
CITIZ3N has a proven track record of delivering large-scale AVS solutions across multiple states, 
including New Hampshire, Mississippi, West Virginia, and Indiana. Our current operations 
demonstrate our ability to handle the high volume of transactions and user sessions expected in 
Puerto Rico. We have the infrastructure, personnel, and technical resources to ensure the PRMP 
receives timely, high-quality service. 

 
Scalability and Redundancy 

 
Our AVS platform is designed to scale with PRMP’s growing needs, allowing for future system 
enhancements and expansion. We also have built-in redundancies in our technology infrastructure to 
ensure uninterrupted service, data integrity, and high availability during peak usage. 

 
Commitment to Excellence 

 
CITIZ3N is fully equipped with the necessary resources, expertise, and organizational structure to 
successfully deliver the requirements of this RFP. Our strong leadership team, experienced technical 
staff and robust infrastructure collectively provide the capacity needed to ensure the success of the 
PRMP’s AVS. 

 

Leadership 
 

Figure 4. A view of our leadership team. 
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Key Project Staff 

 

 

Figure 5. Our committed team is set to support PRMP. 
 

Subcontractors 
 

Industry-Leading Data Partnerships 
Our extensive partnerships with trusted and experienced data providers and technology firms enable 
us to meet state-specific needs. For AVS services, we partner with LexisNexis (Accuity), TransUnion, 
and Early Warning to obtain financial, real property, and vehicular asset information to assist states 
with their eligibility determination process. 

 
A key advantage of CITIZ3N is our strategic partnerships with a range of data vendors, allowing us to 
offer the PRMP with additional solutions beyond those requested in this RFP. These partnerships, 
combined with our ability to seamlessly integrate with federal, state, and municipal data sources, 
provide valuable insights that can further enhance the accuracy and efficiency of the PRMP’s 
eligibility determination process. 

 

 
 

Accuity, a LexisNexis brand, is a powerhouse 
in the world of financial institutions and real 
property asset data services. Renowned for its 
precision and depth, its robust database and 
advanced data management technologies are 
unparalleled and make it a critical resource for 
states seeking detailed and accurate asset 
information. 

 
 
 
 

 
 

LexisNexis is a leading global provider of data 
and analytics solutions, offering comprehensive 
support in financial and real property asset 
verification. Leveraging an extensive network of 
financial institutions and data sources, 
LexisNexis provides critical real property data 
that enhances the accuracy of Medicaid asset 
verification systems (AVS). Their advanced 
technology ensures that financial and real 
property assets are identified and verified with 
precision, supporting compliance with federal 
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regulations such as HIPAA and Section 1940 of 
the Social Security Act. As a key partner, 
LexisNexis helps streamline asset verification 
processes, offering secure, reliable, and fully 
integrated solutions for state agencies. 

 
 

TransUnion is a global leader in financial data 

 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

and credit reporting, providing comprehensive 
insights into consumer credit, identity 
verification, and asset data. Known for its vast 
network of financial institutions and advanced 
analytics, TransUnion offers critical services to 
government agencies, including real-time asset 
verification, fraud prevention, and identity 
authentication. Their solutions help 
organizations make informed decisions by 
providing accurate financial and asset 
information, which is particularly valuable for 
public programs like Medicaid, where verifying 
applicant eligibility is crucial. With a presence in 
over 30 countries, TransUnion’s robust data 
capabilities make them a key partner for 
agencies seeking to enhance financial oversight 
and manage risk effectively. 

 
Early Warning Services, LLC, the network 
operator of Zelle®, is committed to providing 
awareness, education, and enablement around 
fraud prevention. For more than three decades, 
bank-owned Early Warning has provided 
network intelligence that helps financial 
institutions get money moving. 
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Figure 6. An at-a-glance view of our various partners who can provide PRMP with reliable and 
comprehensive asset verification data. 
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References 

CITIZ3N has extensive experience in providing Asset Verification Systems (AVS) and other Medicaid- 
related solutions to state agencies across the United States. Our partnerships with the West Virginia 
Department of Human Services (DHS) and the Mississippi Division of Medicaid (DOM) and 
Department of Human Services (DHS) showcase our ability to deliver reliable, scalable, and 
compliant systems that meet the evolving needs of state Medicaid programs. Below are details of 
these successful engagements, demonstrating our technical expertise and commitment to client 
satisfaction. 

 
West Virginia Department of Human Services (DHS) 

 
CITIZ3N (Softheon) successfully implemented an AVS solution for the West Virginia DHS to comply 
with Section 1940 of the Social Security Act. Our platform seamlessly integrates West Virginia’s 
Medicaid eligibility systems through API and SFTP, providing real-time verification of financial and 
real property assets. This integration streamlined eligibility determination processes for programs 
such as Medicaid, SNAP, and TANF, reducing administrative workload while increasing accuracy and 
compliance. 

 
The implementation was completed ahead of schedule in just 45 days, demonstrating our ability to 
deliver complex solutions under tight timelines. Our continued support has resulted in the renewal of 
our contract for six additional years, ensuring long-term benefits for the state. 

• Key Personnel: 
o Renee Salerno – Client Executive 
o Max Meneses – Solutions Architect 
o Robert Miller – General Manager, Senior Vice President, Government Solutions 

 
This project stands as a testament to our ability to provide robust, scalable solutions that meet state- 
specific needs while maintaining compliance with federal regulations. 

 
Mississippi Division of Medicaid (DOM) and Department of Human Services (DHS) 

CITIZ3N led the development and deployment of a Fraud and Abuse Module (FAM) as part of 
Mississippi’s Health and Human Services Transformation Project (HHSTP). This module is integrated 
into Mississippi’s AVS and supports eligibility verification for Medicaid, SNAP, and TANF programs. 
Our solution goes beyond basic asset verification by offering advanced fraud detection capabilities. 
By integrating various state and federal data sources, our platform identifies and flags potential 
instances of fraud or abuse in real-time, providing alerts to caseworkers for timely action. The FAM 
system has enhanced the state’s ability to detect and prevent fraudulent activities while improving 
overall efficiency and accuracy in eligibility determinations. 

 
• Key Personnel: 

o Lauren Negrinelli – Project Manager 
o Chandler Parkinson – Client Executive 
o Robert Miller – General Manager, Senior Vice President, Government Solutions 

CITIZ3N continues to provide ongoing support and updates to the system, further refining the state’s 
capacity to manage eligibility and fraud prevention effectively. Our collaboration with Mississippi 
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reflects our commitment to providing innovative solutions that adapt to client needs and regulatory 
changes. 
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V. Scope of Services 

Approach to statement of work – Detailed scope of services as referenced in 3.4 

 
2. Asset Verification System 

 

Objective: 
CITIZ3N’s VERIFY platform, in partnership with Accuity, LexisNexis, TransUnion, and Early Warning, 
fully meets the PRMP’s asset verification needs. Our system electronically verifies a variety of assets, 
including financial accounts, real property, and vehicles, in compliance with Section 1940 of the 
Social Security Act and the Fair Credit Reporting Act (FCRA). With successful implementations in 
New Hampshire, Mississippi, West Virginia, New Mexico, and Indiana, our AVS has been proven 
to support Medicaid eligibility determinations, reduce fraud, and ensure compliance with CMS and 
FCRA standards. Our partnerships provide access to a vast array of financial institutions and property 
data sources, offering instant, reliable results. 

 

 

CITIZ3N, through our partnerships with Accuity, LexisNexis, TransUnion, and Early Warning provides 
access to an expansive network of financial institutions (FIs) and property data within Puerto Rico and 
across the U.S. Our partnerships confirm comprehensive verification of financial asset types such as, 
but not limited to checking, savings, IRAs, investment accounts, IRAs, treasury notes, certificates of 
deposit (CDs), and annuities. In addition, our platform will integrate with CRIM (Centro de 
Recaudaciones de Ingresos Municipales), the Department of Transporation and Public Works 
(Departamento de Transportaction y Obras Publicas, DTOP), Puerto Rico Department of 
Natural Resources (DRNA), and Bureau of Transportation and other Public Services 
(Negociado de Transporte y otros Servicision Publicos, NTSP) to identify properties and vehicles 
reported in the applicant’s name, as well as with LexisNexis, TransUnion, and Early Warning 
databases to access mortgage loan information. These wide-ranging integrations and extensive data 
networks ensure a comprehensive verification of disclosed and undisclosed assets, allowing us to 
provide a full picture of an applicant’s financial standing, including any real estate or financial holdings 
outside Puerto Rico. 

 

The VERIFY platform includes advanced tracking tools that provide real-time status updates for every 
verification request. Our customizable dashboards, supported by Foundry Data Analytics, allow 
PRMP staff to generate comprehensive reports on asset verification activities, monitor response 
times from FIs, and track flagged accounts that require further investigation. The reporting tools are 
tailored to meet PRMP’s specific needs, offering complete transparency over the verification process. 

2.1 Scope of Work 

2.1.1 To Implement and Effectively Operate the AVS System, the Vendor Shall: 

a) Establish a Robust Network of Financial Institutions (FIs) and Real Property Data Sources 

b) Develop Tracking Tools and Report on Verification Activity 
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Figure 7. PRMP staff can generate impactful AVS reports by leveraging our customizable 

dashboards. 
 

Our system offers the PRMP scalability and flexibility, ensuring smooth integration with PRMP’s 
existing Medicaid Eligibility & Enrollment (E&E) systems. Using API-based integration, our platform 
can seamlessly adapt to any future changes in Medicaid requirements, providing PRMP with a future- 
proof solution. 

c) Account for System Flexibility 
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This flexibility, coupled with our data partners’ abilities to provide global financial insights and property 
data, ensures that PRMP can effortlessly adjust its processes without the costly and time-consuming 
process of overhauling its verification system. 

 

CITIZ3N’s scalable platform is built to offer high performance and handle high transaction volumes, 
easily supporting over thousands of concurrent users. We consistently process large volumes of 
verification requests in real time, delivering instant and reliable results, and will empower PRMP to 
deliver large volumes of asset verification requests without delays. 

 

 

Yes, CITIZ3N has successfully implemented CMS-approved AVS solutions in New Hampshire, 
Mississippi, West Virginia, New Mexico, and Indiana, double the number of required states per the 
RFP. 

 
Each of our state implementations received CMS approval for full compliance with federal Medicaid 
requirements, including Section 1940 of the Social Security Act. These implementations have proven 
the scalability, security, and accuracy of the VERIFY platform in supporting Medicaid eligibility 
determinations across various states over several years. 

 

Yes, the VERIFY platform, supported by Accuity, LexisNexis, TransUnion, and Early Warning is fully 
compliant with the FCRA. This compliance ensures all financial and property data collected and 
shared is secure, private, and used only for authorized purposes. Our platform meets federal and 
state legal requirements, protecting sensitive information and confirming all asset verification 
processes are fully compliant with applicable regulations. 

 

Yes, CITIZ3N looks forward to conducting a live demonstration of our AVS platform for the PRMP 
team. Our demo will showcase the platform’s seamless integration with PRMP’s eligibility system and 
its ability to verify assets in real time. We will also demonstrate our stand-alone web portal, which 
enables hundreds of users to submit and receive verification requests in a collaborative environment, 
empowering the PRMP’s staff to work efficiently to process verifications and save you valuable time 
and manpower. 

 

 

Yes, CITIZ3N’s VERIFY platform, in collaboration with Accuity, LexisNexis, TransUnion, and Early 
Warning is in full compliance with the highest levels of security standards, including: 

 
• Health Insurance Portability and Accountability Act (HIPAA) 
• SAS 70 
• National Institute of Standards and Technology (NIST) guidelines 

d) Process High-Volume Requests 

2.2 Vendor Requirements 

1. The vendor must have successfully implemented and obtained CMS approval for an AVS in 
at least two (2) states: 

2. Vendors must have a commercially available AVS product compliant with the FCRA: 

3. Vendors should be available to conduct a live demonstration of the AVS: 

2.3 Requirements 

1. Compliance with Security Standards 
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• MARS-E 2.0 
• MARS-E 2.2 
• NIST 800-53 
• FIPS 140-3 

 
Our platform employs stringent security features, including multi-factor authentication (MFA), role- 
based access controls (RBAC), and AES-256 encryption for data stored within the system. All data 
transferred between PRMP, and financial institutions is encrypted using TLS 1.2+, ensuring the 
highest level of data security and integrity throughout the verification process. Additionally, ongoing 
regular audits, vulnerability testing, and security assessments are conducted to ensure continued 
compliance with CMS standards. 

 

Yes, our platform is designed to ensure full compliance with Section 1940 of the Social 
Security Act (42 U.S.C § 1396w), enabling the real-time verification of assets such as 
checking, savings, and investment accounts. The platform searches for assets held by 
Medicaid applicants and their spouses, providing comprehensive reports on asset holdings and any 
potential transfers. 

 

Yes, the VERIFY platform integrates seamlessly with PRMP’s existing eligibility system 
using API-based connections, in a format approved by PRMP, confirming that verification 
requests are submitted and processed electronically. Our platform allows for real-time 
communication between PRMP and data providers, returning verification results instantly and 
providing caseworkers with access to up-to-date asset information for informed decision-making. 

 

Yes, the VERIFY platform is entirely web-based, eliminating costly time and mistake- 
prone manpower, paper-based verification processes. Since all transactions between 
PRMP, data providers, and state agencies are conducted securely and immediately via 
the Internet, verification of assets results are fast, reliable, and maintain the highest integrity of data 
throughout the process. 

 

Yes, the VERIFY platform operates continuously, ensuring PRMP staff can access it at 
any time. The platform is designed to easily accommodate the transactional volume 
required by PRMP without any degradation in performance. In fact, the system can 
seamlessly support thousands of concurrent users. 

 
In addition, CITIZ3N provides 24/7 real-time customer support via phone, email, and via our online 
ticketing system, Lighthouse, ensuring that PRMP can access technical assistance on demand. 

2. Compliance with Section 1940 of the Social Security Act 

3. Interface with PRMP Eligibility System 

4. Secure, Web-Based Solution 

5. Real-Time Availability and Support 
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Yes, our platform coordinates seamlessly between PRMP, FIs (via Accuity), and other 
state agencies or systems. Our comprehensive data network allows for instant and 
accurate verification of financial accounts, real property (via LexisNexis), and vehicles (via 
TransUnion), ensuring compliance with PRMP’s eligibility criteria and federal guidelines. 

 

Yes, CITIZ3N will provide bilingual, in-person, comprehensive training and support for 
PRMP staff and financial institutions. Your tailored training program will be led by your 
Chief Executive, Victor Sanchez, and Client Executive, Chandler Parkinson, and includes: 

 
• Bilingual instructor-led training sessions for key staff members. 
• E-learning modules and self-paced tutorials, so users can access training at their convenience. 
• Detailed user manuals and reference materials (available in English and Spanish). 
• Refresher training (upon request). 

 
In addition, CITIZ3N offers ongoing customer support for the duration of the contract through 
Lighthouse, our support platform that tracks incidents, response times, and queries. Our support 
services include a 24/7 Help Desk, staffed with experienced technicians who can assist with technical 
issues, system inquiries, and FCRA-related concerns. We also provide continuous system updates 
and enhancements, ensuring PRMP always has access to the latest features and security measures. 

 

Yes, the VERIFY platform supports the requirement for a 60-month lookback period from 
the date determined by PRMP. This includes the ability to: 

 
• Match identifying information for all possible accounts—including checking, savings, 

investment, IRAs, treasury notes, CDs, and annuities—across financial institutions, with 
detailed reporting on account open and closure dates and any transfers of assets during the 
60-month period. 

• Provide cross-referenced data, including names provided by the state, allowing PRMP to 
identify assets held jointly or by the applicant's spouse, ensuring that all financial holdings are 
accurately reported and verified. 

• Allow state-initiated verification requests to be sent to both disclosed and undisclosed financial 
institutions, including those located outside Puerto Rico, with an option for state staff to submit 
requests and receive responses from specified institutions. 

 
Our strong partnership with Accuity further enhances the system’s ability to access detailed financial 
records, including international and cross-state accounts, providing PRMP with full visibility into 
applicants' asset histories. 

6. Coordination with Medicaid, FIs, and Other Systems 

7. Training and Support 

8. Match Information for a 60-Month Lookback Period 
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Yes, the VERIFY platform, in partnership with Accuity, meets PRMP's requirement for an 
established network of FIs and state agencies, providing access to a wide range of 
financial entities, including major and regional banks, investment firms, and institutions 
managing assets such as IRAs, annuities, and mutual funds. This network extends beyond Puerto 
Rico, allowing PRMP to verify assets outside the territory. 

 
Additionally, VERIFY’s partnership with Accuity includes comprehensive reporting on each 
institution’s acceptance and availability within the verification network, as well as a streamlined 
approach for recruiting and onboarding new FIs into the AVS. 

 

Yes, all verifications used for determining or redetermining eligibility are securely 
archived and accessible to PRMP during and after the contract period. Throughout the 
life of the contract, verification records are readily available for inspection and 
administrative purposes, including subpoenas, hearings, and supervisory review. After the contract’s 
completion, CITIZ3N will work closely with PRMP to implement a secure data transfer plan, ensuring 
all historical verification records remain accessible to authorized PRMP personnel for ongoing 
administrative needs. This process guarantees the PRMP maintains uninterrupted access to all 
eligibility verifications, supporting compliance, transparency, and continuity in Medicaid program 
oversight. 

 

Yes, the VERIFY platform provides PRMP with the ability to submit verification requests to 
disclosed and possibly undisclosed FIs by leveraging Accuity’s data network. This ensures 
the PRMP can conduct thorough and accurate verifications, thus reducing the chances of 
fraud or abuse. 

 

Yes, the VERIFY platform supports thousands of concurrent users, including support for 
handling up to 120 plan detail requests at a time. The API response times are optimized to 
handle these payloads efficiently, with typical response times < 1000ms. Our system’s 
APIs are designed to ensure fast response times, even during high-volume periods such as Open 
Enrollment, ensuring that the customer experience remains smooth and uninterrupted. This is 
accomplished with dynamic horizontal scaling, allowing us to expand the resources on the 
environment as utilization increases or decreases. 

 

Yes, CITIZ3N provides ongoing preventive and corrective maintenance for the VERIFY 
platform. All system updates, including security patches, are applied non-intrusively to 
minimize any disruptions to PRMP’s operations. We work closely with PRMP to schedule 
updates and maintenance tasks during off-peak hours, ensuring the system remains fully operational 
throughout the contract period. 

9. Financial Institution Network 

10. Verification Availability for Inspection 

11. Disclosed and Undisclosed Account Verification 

12. Support for 300 Concurrent Users 

13. Maintenance and System Updates 

 
 



 
 

CITIZ3N 

 

 

 

 

Yes, VERIFY is in full compliance with CMS and federal requirements. Also, any future 
changes to CMS or federal regulations that affect asset verification processes will be 
implemented in the VERIFY platform at no additional cost to PRMP. 

 
CITIZ3N’s system is designed to adapt to regulatory changes, ensuring the PRMP remains 
continually compliant with all applicable laws and regulations throughout the contract term. 

 

Yes, CITIZ3N’s platform is hosted on a secure, redundant infrastructure, ensuring 
uninterrupted service even in the event of a system failure. Our geographically diverse data 
centers (located in New York and Wyoming), are equipped with multiple layers of 
redundancy for power, networking, and data storage, guaranteeing 99.99% uptime. In the event of a 
system disruption, our disaster recovery plan ensures a rapid restoration of services, minimizing 
downtime for PRMP. 

 

 

Yes, through our partnership with Accuity, CITIZ3N has established a comprehensive 
network of FIs across Puerto Rico and the mainland U.S. Our platform provides PRMP with 
access to a wide range of financial institutions, ensuring thorough verification of both 
disclosed and undisclosed assets across numerous entity types. This network is constantly 
maintained and expanded to include additional institutions as needed. 

 

Yes, CITIZ3N’s platform can integrate with those of state agencies, including, but not 
limited to CRIM, DTOP, DRNA, and NTSP, providing direct access to data and enabling 
PRMP to receive prompt and secure financial and property asset information for all 
Medicaid applicants. 

 

Yes, the VERIFY platform includes advanced tracking tools that provide real-time status 
updates for every verification request. Our customizable dashboards, supported by 
Foundry Data Analytics, allow PRMP staff to generate comprehensive reports on asset 
verification activities, monitor response times from FIs, and track flagged accounts that require further 
investigation. The reporting tools are tailored to meet PRMP’s specific needs, offering complete 
transparency over the verification process. 

 

Yes, our system is designed with scalability and flexibility in mind, ensuring smooth 
integration with PRMP’s existing Medicaid E&E systems. Using API-based integration, our 

14. Compliance with CMS and Federal Requirements 

15. Secure and Redundant Vendor-Hosted Solution 

2.3.1 AVS Implementation Requirements 

a) Establish a Robust Network for FIs 

b) Establish a Robust Network with State Agencies 

c) Develop Tracking Tools and Report on Verification Activity 

d) Account for System Flexibility 
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platform can seamlessly adapt to any future changes in Medicaid requirements, providing PRMP with 
a future-proof solution. 

This flexibility, coupled with our data partners’ ability to provide global financial insights and property 
data, ensures that PRMP can effortlessly adjust its processes without overhauling its verification 
system. 

 

Yes, CITIZ3N’s platform is designed to handle high transaction volumes with no 
performance degradation, ensuring consistent, reliable results even during peak periods. 
Drawing on successful implementations in a wide range of states, we have a demonstrated 
ability to process large volumes of verification requests in real time, including individual and batch 
requests for redeterminations and ex-parte renewals. 

 
Our experience with API and SFTP integrations guarantees seamless connectivity with PRMP’s 
existing systems, allowing for immediate scalability as demand fluctuates. This capability enables 
PRMP to efficiently process high volumes of asset verification requests with optimized performance, 
meeting the rigorous demands of eligibility and redetermination workflows without delays. 

 

Yes, all interactions with FIs and state agencies are conducted securely. 
 

CITIZ3N’s platform ensures all FIs and state agencies respond electronically, streamlining 
the verification process and reducing response times. This electronic response capability guarantees 
that PRMP receives timely, accurate data for efficient eligibility determinations. 

 

 

CITIZ3N’s VERIFY platform was created to meet the exact electronic submission and 
receipt requirements outlined in this section. The platform supports real-time, web-based 
electronic transmissions of asset verification requests to FIs, and can handle a variety of 
financial asset types, including: 

 
a) Checking Accounts: The platform identifies checking accounts in both local and national 
FIs, tracking current balances and transaction histories. 

 
b) Savings Accounts: VERIFY can query savings accounts to confirm account balances, 
accrued interest, and transaction histories for Medicaid applicants and recipients. 

 
c) Investment Accounts: The system tracks investment accounts such as brokerage 
accounts and mutual funds, certifying that assets beyond traditional bank accounts are 
considered in eligibility determinations. 

 
d) Individual Retirement Accounts (IRAs): VERIFY includes support for traditional IRAs, 
ensuring compliance with asset verification guidelines for retirement savings. 

e) Process High-Volume Transaction Requests Accurately and Timely 

f) Ensure Financial Institutions and State Agencies Respond Electronically 

2.3.2: Financial Institution Verification 

1. Capacity for Electronic Submission and Receipt 
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e) Roth IRAs: Similar to traditional IRAs, VERIFY verifies Roth IRA accounts, which may have 
unique withdrawal or tax implications. 

f) Treasury Notes: The system tracks investments in treasury notes, ensuring financial 
holdings beyond savings and checking accounts are captured. 

 
g) CDs: VERIFY can track CDs across institutions, including their issue and maturity dates, 
ensuring accurate assessments of liquid and non-liquid assets. 

 
h) Annuities: The system queries annuity contracts, identifying potential income streams or 
assets that could affect Medicaid eligibility. 

 
i) Other Assets Managed by Financial Institutions: The platform includes flexibility to 
account for additional asset types, such as money market accounts and trusts, ensuring that 
all asset holdings managed by FIs are considered. 

 
Using our integration with Accuity, the platform provides comprehensive coverage, capturing local 
and national accounts in the verification process, ultimately providing the PRMP with accurate and 
complete asset verification data. 

 

The VERIFY platform allows the PRMP to send verification requests to FIs and state 
agencies other than those disclosed by the applicant or recipient. Further, our flexible 
platform enables the PRMP to conduct a broader search for undisclosed accounts. 
Leveraging Accuity’s FI network, the system can query FIs that may not have been initially disclosed 
by the applicant, affording the PRMP access to a complete financial profile to help inform eligibility 
decisions. 

 

PRMP staff have the option to specify FIs or state agencies when submitting verification 
requests. The VERIFY platform allows caseworkers to customize their search criteria, so 
that system queries only relevant institutions. Whether PRMP needs to focus on disclosed 
institutions or expand the search to additional FIs and state agencies, the system provides the 
flexibility to accommodate these needs. 

 

The VERIFY platform allows for the cross-state matching of assets, particularly valuable 
for verifying assets held in FIs outside of Puerto Rico. CITIZ3N has also worked with other 
states to incorporate federal data sources, such as the Federal Data Services Hub (FDSH), 
National Accuracy Clearinghouse (NAC), National Directory of New Hires (NDNH), Public Assistance 
Reporting Information System (PARIS), and Public Employee Retirement System (PERS). 

2. Verification Requests to Other Financial Institutions and Agencies: 

3. Option for Specifying Financial Institutions and State Agencies: 

4. Cross-State Matching of Assets: 
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The VERIFY platform is equipped to analyze data received from FIs to determine if the 
applicant or recipient has exceeded Medicaid eligibility thresholds. Our data analysis 
capabilities provide detailed insights into account balances, transaction histories, and 
potential asset transfers that may affect Medicaid eligibility. 

 
Additionally, our platform can create risk profiles and scoring using state-specific eligibility rules to 
notify eligibility systems when discrepancies or inconsistencies are flagged for potential fraud or 
abuse. 

 

When the system identifies potential issues—such as asset thresholds being exceeded or 
transfers that may affect eligibility—the VERIFY platform automatically flags these 
occurrences and sends instant notifications to PRMP staff through the AVS portal and 
eligibility system. This ensures any discrepancies or potential ineligibility factors are brought to the 
attention of caseworkers immediately, enabling timely and accurate review of potential high-risk 
members. 

 

The VERIFY platform is fully capable of verifying accounts held by the applicant and their 
spouse. This verification includes all accounts held in FIs, whether open or closed, for the 
month of the application as well as during the 60-month lookback period. The platform 
retrieves account details such as balance information, transaction history, and ownership information, 
providing a complete financial profile for the PRMP to use in eligibility determinations. 

 

For applicants seeking Medicaid coverage under the Aged, Blind, and Disabled (ABD) 
program, the VERIFY platform provides detailed account verification capabilities to ensure 
PRMP can make informed eligibility decisions. Specifically, the system can: 

 
• Verify the individual and spouse’s accounts for the month of the application and the 60-month 

lookback period. 
• Include accounts closed during the provided period and offer details on balances as of the first 

day of the month, average daily balances, and interest earned. 
• Based on state-approved criteria, flag months where potential transfers of assets have been 

detected. 
 

 

CITIZ3N’s VERIFY platform integrates with LexisNexis and CRIM (Centro de 
Recaudaciones de Ingresos Municipales) to conduct thorough searches for real property 

5. Analysis of Financial Data to Determine Eligibility Thresholds and Asset Transfers: 

6. Automated Flagging and Notifications: 

7. Verification of Assets Held by Medicaid Applicants and Spouses: 

8. Specific Requirements for Applicants of Aged, Blind, and Disabled (ABD) Medicaid 
Coverage: 

2.3.3 Property Verification 

A. Real Property Verification 
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owned by Medicaid applicants or their spouses. The system uses multiple identifiers to conduct 
property searches, including: 

• First and Last Name 
• Date of Birth 
• Social Security Number (SSN) 

 
The platform searches for property holdings during the month of the application, including any 
property sold or transferred during that period. By integrating with LexisNexis and CRIM, the system 
also uses mortgage data to ensure all property holdings are accurately confirmed. If discrepancies 
are found that could impact eligibility, the system automatically flags these occurrences and notifies 
PRMP through the AVS portal and eligibility system. 

 
LexisNexis maintains records on over 2M Puerto Rico citizens in our database that is updated 
routinely by thousands of data sources. Unlike our state coverage which benefits from access to 
assessment and deed data from those states, for Puerto Rico we are reliant on non-property specific 
records, across several databases, that reference addresses in Puerto Rico – information collected in 
the U.S. and the individual provided a Puerto Rico address. This allows for the potential of property 
associated with the applicant being identified. There’s no guarantee that search results on Puerto 
Rico are completely up-to-date, or that we will receive regular updates on these records. 

 

The VERIFY platform extends its capabilities to verify ownership of various vehicular 
assets, including: 

 
• Motor Vehicles 
• Motorcycles 
• Watercrafts 
• Aircrafts 
• Other transportation assets sold or transferred during the verification period 

 
VERIFY integrates with the Department of Transportation and Public Works (DTOP) and TransUnion 
to confirm vehicle registration and ownership details. It also leverages data from other state-provided 
sources, such as the Office of the Commissioner of Navigation (DRNA) to identify navigation vehicles 
associated with the applicant, or the Bureau of Transportation and Other Public Services (NTSP), to 
identify vehicles connected to transportation network companies, such as Uber, to ensure the PRMP 
has visibility into all potential income-generating assets. 

 

1. System Access and Rights: 
 

The VERIFY platform accommodates and implements system access and rights based on 
user roles and permissions. PRMP can designate user categories and assign different 
levels of access to the system, ensuring only authorized personnel can perform specific 
tasks or access certain data. 

 
2. System Flexibility: 

B. Vehicle Verification: 

C. Other System Requirements: 
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The system is designed to remain flexible and will accommodate any Department system 
changes without disrupting operations. As Medicaid eligibility rules evolve, CITIZ3N will 
work closely with the PRMP to update the system to ensure continued compliance with 
all regulations and standards. 

 
3. Request Frequency: 

 
PRMP staff can submit verification requests at any frequency, including batch processing 
or ad-hoc requests. The system allows the PRMP direct access to submit verification 
requests and receive responses as needed, providing flexibility to manage asset 
verifications in real time. 

 
4. Summary Response: 

 
The VERIFY platform attempts to limit summary responses to a single page for efficiency. 
These summary reports are available to PRMP through the AVS portal, in a format 
approved by PRMP. This ensures that all relevant financial and asset information is 
provided concisely, streamlining verification. 

 
5. Request Process: 

 
Our system is designed to ensure verification requests and results are instantly routed to 
the appropriate location or personnel, with workflows subject to PRMP’s approval, 
ensuring accuracy and efficiency in processing asset verification requests. 

 
6. Documentary Evidence: 

 
For auditing and compliance purposes, the VERIFY platform provides documentary 
evidence of each search conducted, including details of the financial institutions included 
in the query, even if no financial account or other assets were found. 

 

After the contract, CITIZ3N commits to a smooth and secure transition of services back to 
PRMP or to a successor vendor. Ninety days prior to the end of the contract, we will begin 
working with PRMP to develop a Data Transition Plan (DTP), ensuring all systems, data, 
and services are transferred without disruption. 

 

D. Transition: 

2.3.4 Asset Verification System Process 
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Figure 8. A view of our effective and successful Medicaid eligibility verification process. 

 

When an individual applies for Medicaid, they are required to answer a series of questions 
related to their assets, including any bank accounts or other financial entities, as well as 
real property or vehicles in their possession. Applicants typically list the names of the 
financial institutions where they hold accounts, along with the current balance(s). As part of the 
application process, they sign a legal attestation stating that all information provided is accurate and 
complete. 

 
Using CITIZ3N’s VERIFY platform, in partnership with Accuity, LexisNexis, TransUnion, and Early 
Warning, PRMP can enhance this process by automatically verifying the applicant's financial claims 
through comprehensive, real-time searches across our extensive network of financial institutions and 
property databases. This ensures all disclosed and undisclosed assets are properly accounted for 
during the Medicaid eligibility determination process. 

 

Once the applicant's information has been collected, the caseworker initiates verification by 
inputting the individual's details into their respective E&E system, such as MEDITI3G, or 
directly into our stand-alone web portal. Using key identifiers such as first and last name, 
SSN, and DOB, the caseworker submits an inquiry to the platform, initiating a comprehensive asset 
search with our data partners and any additional data sources contributing to the asset verification 
system. 

1. Individual Applies for Medicaid 

2. Caseworker Submits Inquiry 
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The VERIFY platform performs a real-time search across a vast network of local and 
national financial institutions, including banks, credit unions, and investment firms. The 
system: 

 
• Searches financial institutions within Puerto Rico and across the U.S. for accounts matching 

the applicant’s information, ensuring no relevant data is overlooked. 
• Expands the search to include undisclosed institutions as well as those institutions initially 

specified by the applicant. If the caseworker has specified certain financial institutions outside 
the normal search criteria (based on disclosed information), the system can prioritize those 
specific institutions for verification. 

• Identifies numerous types of financial assets, including checking, savings, and investment 
accounts, Individual Retirement Accounts (IRAs), Roth IRAs, annuities, and other financial 
holdings. 

 

Once the comprehensive asset search is complete, the VERIFY platform aggregates the 
results and routes them back to the eligibility system in a state-approved format. Results 
contain the name and address of the financial institution and the balance of the account 
on the first day of the month as far back as the account has been opened or within the lookback 
period. Data is returned in real time, providing caseworkers with immediate access to accurate and 
verified asset information. The results can be viewed, filtered, and analyzed by PRMP staff to make 
an informed eligibility determination. 

 

Upon receiving a detailed report verifying all disclosed and undisclosed assets, the 
eligibility worker reviews the data and can determine whether the applicant qualifies for 
Medicaid based on the asset thresholds established by PRMP. Said report includes flags 
or alerts if certain criteria are met (e.g., financial holdings exceed eligibility thresholds, asset 
transfers), promoting investigative efficiency and review of potentially high-risk applications, and 
minimizing the risk of fraud or misinformation during the eligibility determination process. The VERIFY 
platform truly ensures the eligibility worker and PRMP can make the most informed decision 
regarding the applicant’s eligibility. 

3. The AVS Searches for Records at Financial Institutions 

4. The AVS Returns Results 

5. Result: The Eligibility Worker Acts Based on AVS Results 
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Figure 9. PRMP staff can easily make eligibility decisions based on our powerful AVS data findings. 
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3. Response to Statement of Work 

 

3.1 System Functionalities and Capabilities 1. Please detail your company’s compliance with 
the AVS Requirements. Please clearly describe how each requirement is met. 2. Describe how 
identifying information such as name, date of birth, social security number, and current and 
previous address must be submitted to and returned from an AVS electronically. 3. Describe 
the security implementation of the proposed solution, to include user access authentication 
methodology. 4. Provide examples of previous engagements implementing bank account 
validation. 

 

Yes, CITIZ3N’s VERIFY platform, and its data partners fully comply with all the AVS requirements 
outlined in the Puerto Rico Medicaid Program’s RFP. Our system provides real-time, secure, and 
comprehensive asset verification services by electronically verifying accounts such as checking 
savings, IRAs, annuities, and other financial assets across a 60-month retroactive period. The 
platform is fully compliant with the Health Insurance Portability and Accountability Act (HIPAA) 
and adheres to stringent security standards, including NIST 800-53 guidelines and SAS 70 auditing 
standards. 

 
How Each Requirement is Met: 

 
• Data Security and Privacy: Our partnerships with Accuity, LexisNexis, TransUnion, and Early 

Warning enhance the system's ability to securely verify sensitive asset data. All transmissions 
between the PRMP eligibility system and financial institutions are encrypted using TLS 1.2 and 
higher. Our data partner’s respective infrastructures provide robust protection for sensitive 
data, fully aligning with HIPAA requirements. 

• Real-time Integration with PRMP Eligibility System: VERIFY’s API-based integration allows 
for seamless and secure communication with PRMP’s eligibility system. The platform 
automatically submits verification requests and receives responses from participating financial 
institutions (FIs) and state agencies in real time, providing caseworkers with instant access to 
accurate financial and property data for eligibility decisions. 

• Partner Network Coverage: Our reach extends across a vast network of financial institutions 
and state agencies, ensuring comprehensive access to both local and national financial data. 
This enables PRMP to accurately verify both disclosed and undisclosed assets. 

 

The VERIFY platform securely handles identifying information such as names, SSNs, DOBs, and 
current and previous addresses. This data is submitted via secure APIs to our data partners’ 
respective networks of financial and property data. Responses are returned electronically in real time, 
with the system validating and matching the data against applicant records in PRMP’s eligibility 
system. Each request and response are logged, ensuring full traceability and accountability. 

3.1 System Functionalities and Capabilities 

1. Compliance with AVS Requirements 

2. Submission and Return of Identifying Information: 
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CITIZ3N employs multi-layered security protocols, including MFA and RBAC. All partnerships offer 
enhanced security for managing large volumes of sensitive asset data. System access is controlled 
through MFA and RBAC. Data is encrypted during transmission and storage to ensure full compliance 
with HIPAA and CMS regulations. 

 

CITIZ3N has successfully implemented AVS solutions in New Hampshire, Mississippi, West Virginia, 
New Mexico, and Indiana. These implementations involved seamless integration with state Medicaid 
systems, and leveraging partnerships with numerous data providers to deliver comprehensive asset 
verification. In each state, our platform has demonstrated the ability to handle high transaction 
volumes, securely manage sensitive data, and provide real-time, accurate verification results. 

 

3.2 Security 1. Describe how the proposed solution will implement security to protect 
sensitive HIPPA and privacy data. 2. The vendor must comply with CMS security regulations, 
for example MARS-E, ARC-AMPE etc. 3. Must support PRMP Security Assessment Requests. 
It may include Penetration Tests and also make available any system documentation required 
in support of any security assessment. 

 

CITIZ3N and its data partners ensure the VERIFY platform adheres to all HIPAA and privacy data 
protection standards. Sensitive information, including SSNs, DOBs, and financial records, is 
encrypted using AES-256 encryption while in storage and TLS 1.2+ encryption during transmission. 
Regular security audits are conducted to ensure compliance with federal and state privacy laws. 
CITIZ3N and its data partners all provide real-time monitoring and alert systems to detect and 
mitigate any unauthorized access or data breaches, enhancing the security of PRMP’s data. 

 
Our system also maintains detailed audit trails that log every access, query, and data transmission, 
enabling PRMP to monitor and maintain full compliance with federal and state regulations. 

 

The VERIFY platform fully complies with CMS security regulations, including MARS-E 2.0, MARS-E 
2.2 and NIST 800-53 cybersecurity standards. Our partnerships ensure we meet stringent access 
control requirements, data encryption protocols, and risk management frameworks. Regular 
vulnerability scans and penetration tests are conducted to detect and address any potential security 
risks, ensuring ongoing security compliance. 

 

CITIZ3N supports all PRMP security assessment requests, including participation in regular 
penetration testing and security assessments as required by CMS. Our platform is fully secure, and 
documentation needed for security evaluations is readily available. 

3. Security Implementation: 

4. Examples of Previous Engagements in Bank Account Validation: 

3.2 Security 

1. Protection of HIPAA and Privacy Data 

2. Compliance with CMS Security Regulations: 

3. Support for PRMP Security Assessment Requests: 
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3.3 Identifying Information 1. Describe the proposed methodology to request information 
concerning both open and closed accounts including balances and date of closure on 
accounts closed with the five-year (sixty-month) lookback period. 2. Describe the proposed 
methodology to determine if the identifying information appears or appeared on any account 
as single or joint owner during the five-year (sixty month) lookback period. 3. Describe the 
proposed methodology to match individuals to accounts. 4. Describe the proposed 
methodology to include at a minimum checking, savings, investment accounts, individual 
retirement accounts, treasury notes, certificates of deposit, annuities and any other assets 
that may be held or managed by a FI. 5. Describe the proposed method to allow for verification 
requests to be sent to FIs other than those identified by the applicant or recipient. 6. Describe 
the proposed methodology to provide for matching of assets to include FIs located outside of 
Puerto Rico. 7. Describe the maximum timeframe for matching of assets to include FIs located 
outside of Puerto Rico for the proposed solution. 

 

CITIZ3N’s VERIFY platform allows for the verification of open and closed accounts, including 
balances and dates of account opening and closure across a 60-month lookback period. Our 
methodology ensures the PRMP receives comprehensive financial data, including details on 
disclosed and undisclosed assets, from a vast range of financial institutions. 

 

The platform leverages identifying information provided by the PRMP, such as SSNs and DOBs, to 
detect all financial assets applicants hold individually and jointly, covering a comprehensive five-year 
(sixty-month) lookback period. VERIFY’s data aggregation ensures even joint accounts, including 
those held with non-applicants, are detected and verified within this timeframe. This capability 
enhances the PRMP’s ability to identify all financial assets associated with an applicant or their 
spouse, ensuring a thorough review of disclosed and undisclosed holdings during the eligibility 
determination process. 

 

VERIFY matches individuals to financial accounts using personal identifiers and financial institution 
data. Accuity’s network of financial institutions enables comprehensive verification, ensuring that 
assets held within, and outside Puerto Rico are accurately identified and verified. 

 

The VERIFY platform leverages Accuity’s vast FI network to ensure all relevant asset types are 
comprised in the verification process, including: 

 
• Checking accounts 
• Savings accounts 
• Investment accounts 
• IRAs 
• Roth IRAs 

3.3 Identifying Information 

1. Methodology for Requesting Account Information: 

2. Methodology for Identifying Single or Joint Ownership: 

3. Methodology to Match Individuals to Accounts: 

4. Coverage of All Asset Types: 
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• Treasury notes 
• CDs 
• Annuities 

 

Whether via the state’s E&E system or CITIZ3N’s stand-alone web portal, the PRMP can initiate 
verification requests to FIs not disclosed by the applicant, ensuring a thorough asset search and 
reducing the risk of undisclosed financial holdings going undetected. 

 

Through our data partnerships, VERIFY supports the cross-state matching of assets. The system 
queries financial institutions within and outside Puerto Rico to provide a complete picture of an 
applicant’s financial holdings. This cross-border capability ensures that the PRMP can verify assets 
no matter where they are held. 

 

The VERIFY platform provides real-time verification results from major FIs located outside of Puerto 
Rico, within minutes for frequently used FIs, both local and national. VERIFY’s extensive network and 
partnerships enable flexible response times, with CITIZ3N committed to working closely with the 
PRMP to establish a maximum timeframe that aligns with the PRMP’s needs and operational goals. 
This collaborative approach ensures reliable and timely asset verification across all institutions, 
regardless of location. 

 
The VERIFY platform ensures that major banks located outside of Puerto Rico provide liquid asset 
verification responses in near-real time, allowing PRMP to receive critical data almost instantly. 
Additionally, a significant portion of banks respond within 5 days, with over 99% of responses typically 
received within 10 days. For those requiring more time, 15 days brings this number closer to 99.9%, 
ensuring that even the most comprehensive verifications are returned within a timely window. This 
efficient process allows us to balance speed and accuracy, delivering reliable data to PRMP to 
support eligibility determinations. 

 
Additionally, PRMP will have the flexibility to configure the maximum number of days for receiving 
verification responses, for example, current clients have started at 15 days and later reduced it to 10, 
while others remain at 15 days or opt for 3 days. Regardless, CITIZ3N is committed to working 
closely with PRMP to establish a maximum timeframe that best meets your operational needs. This 
collaborative approach ensures timely and reliable asset verification, tailored to PRMP’s specific 
goals, across all institutions, regardless of location. 

 

3.4 Network, methodology and reporting 1. Describe the established network of FI who will 
participate in the AVS. 2. Describe the current arrangements or plan for arrangements with the 
FIs. 3. Describe the proposed methodology to establish a system for recruiting FIs. 4. 
Describe the proposed methodology to maintain FIs in the network. 5. Describe the proposed 
methodology to make FI verifications available for inspection, and how to modify a request 
that has already been submitted for corrections, such as SSN. 

5. Verification Requests to Other FIs: 

6. Cross-State Matching of Assets: 

7. Timeframe for Matching Assets: 

3.4 Network, Methodology, and Reporting: 
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6. Describe any AVS reporting capabilities available to the state. 7. Describe the proposed 
methodology to make available FI verifications to the state after completion of contract. 8. 
Describe the proposed methodology to allow for verification requests to be sent to disclosed 
FIs. 9. Describe the proposed methodology to allow for verification requests to be sent to 
undisclosed FIs as determined by the state. 

 

CITIZ3N leverages Accuity’s extensive and reliable network of FIs, which includes major banks, credit 
unions, investment firms, and other financial entities across the U.S. and Puerto Rico. This 
established network allows the PRMP to access comprehensive financial data for Medicaid 
applicants. Our network covers a wide range of FIs, ensuring disclosed and undisclosed accounts are 
verified across state lines as required. 

 

CITIZ3N and Accuity have existing agreements with many FIs through long-standing partnerships. 
These agreements allow us to facilitate smooth, real-time data exchange for asset verification 
purposes. For institutions not currently within our network, we will work with Accuity and the PRMP to 
quickly establish the necessary relationships, ensuring all required institutions are timely onboarded. 
As part of our implementation, CITIZ3N will establish any additional agreements with local Puerto 
Rican FIs, if required. 

 

Our methodology for recruiting additional FIs involves leveraging existing relationships of Accuity with 
FIs, as well as establishing new partnerships based on the specific needs of PRMP. We engage FIs 
through outreach campaigns and secure agreements for their participation in the AVS. Our 
experienced partner management team ensures all legal and data security requirements are met 
during recruitment, including the exclusion of paper-based verification. Once agreements are in place, 
FIs are seamlessly integrated into the VERIFY platform. For more details of our FI network 
management approach, refer to Attachment 8. 

 

CITIZ3N and Accuity maintain ongoing relationships with FIs by providing regular system updates, 
compliance checks, and support services. FIs are also kept informed of changes in regulations, 
system updates, or reporting requirements to ensure continued cooperation and compliance. Regular 
performance evaluations are also conducted to ensure FIs meet the data submission standards 
expected by CITIZ3N and the PRMP. 

 

The VERIFY platform provides robust functionality to make FI verifications available for inspection 
and administrative review. Verification requests and responses are logged in the system, so every 
interaction can be tracked and audited. If a correction is needed, such as modifying an incorrect 
name, the platform provides a simple interface allowing PRMP staff to update the request and 
resubmit. This flexibility ensures any issues with incorrect or incomplete data are resolved quickly and 
without the need to restart the verification process. 

1. Established Network of Financial Institutions (FIs): 

2. Current Arrangements or Plan for Arrangements with FIs: 

3. Proposed Methodology to Establish a System for Recruiting FIs: 

4. Proposed Methodology to Maintain FIs in the Network: 

5. Proposed Methodology for FI Verifications and Modifications: 
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The VERIFY platform, supported by Foundry Data Analytics, offers extensive reporting capabilities. 
PRMP can generate scheduled and ad hoc reports, as well as live dashboards, covering all aspects 
of the asset verification process. Please find a sample overview of our dynamic reporting in the 
following table and highlights of our reporting in Figure 10. 

 
Table 1. Leverage Our Powerful Reporting Capabilities 
Report Type Description 

Verification activity reports Summarizing the number of requests sent, case submission 
status and outcomes. 

Response time analysis Detailing how quickly financial institutions respond to 
requests and the overall turnaround time of verification 
requests. 

Detailed asset reports Breaking down assets verified for each applicant, including 
account balances and types, and disclosed versus 
undisclosed assets. 

Compliance and audit reports Providing a full log of all activities for audit and regulatory 
review. 

6. AVS Reporting Capabilities: 
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Figure 10. Highlights of our extensive reporting capabilities. 

 
The reports and dashboards are fully customizable, allowing PRMP to filter and sort data based on 
specific criteria. Reports can be exported in multiple formats (PDF, Excel) and are automatically 
archived for future reference. 

 

CITIZ3N guarantees long-term access to all FI verification records for the PRMP, ensuring availability 
for audits, legal requests, or reviews even after the contract ends. The VERIFY platform securely 
retains historical data, giving PRMP full control over verification records post-contract. 

 

The platform allows PRMP staff to send verification requests to FIs provided by the applicant as well 
as those not disclosed within a set radius. This targeted approach enhances efficiency, resulting in 
faster response times and streamlined workflows. Additionally, it yields cost savings by minimizing 
transaction fees associated with each request and strengthens data security by limiting exposure to 
sensitive financial data from unrelated institutions. 

 
Focusing on disclosed FIs also reduces the administrative burden for caseworkers, simplifying their 
workload and allowing for quicker eligibility determinations. 

 
Lastly, this method improves accuracy, as applicants are generally more familiar with assets held in 
disclosed institutions, reducing potential discrepancies. 

CITIZ N 

7. Methodology to Make FI Verifications Available After Completion of the Contract: 

8. Verification Requests for Disclosed FIs: 



 
 

CITIZ3N 

 

 

 

In cases where the PRMP identifies additional financial institutions that may not have been disclosed 
by the applicant, the VERIFY platform allows for targeted requests to be sent to these FIs. 

 
Undisclosed FIs can be identified based on geographic data, applicant employment history, or other 
criteria provided by the PRMP. This approach enhances thoroughness in the verification process, 
reducing potential fraud and increasing program integrity. 

9. Verification Requests for Undisclosed FIs as Determined by the State: 
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It also increases accuracy in asset determination, as the PRMP can cross-reference known applicant 
information to uncover hidden accounts or financial resources. Additionally, state-determined criteria 
provide flexibility and customization, allowing PRMP to adapt verification practices to specific case 
needs or emerging patterns in applicant behavior, ensuring a comprehensive and adaptable eligibility 
process. 

 

3.5 Users 1. Describe the maximum number of concurrent user sessions for the proposed 
solution. 2. Describe any performance degradation that may result from additional concurrent 
user sessions for the proposed solution. 3. Please describe available help services for 
eligibility workers and IT program staff. 4. Please describe available customer service options 
(including for any FCRA-related inquiries) for applicants and beneficiaries with regard to asset 
verification. 5. Please detail available training options and reference materials for system 
users. Please provide a recommendation for a training program for initial implementation of 
the AVS and further on an ongoing basis. 

 

The VERIFY platform supports thousands of concurrent users designed to support thousands of 
concurrent user sessions, including support for handling up to 120 plan detail requests at a 
time. The API response times are optimized to handle these payloads efficiently, with typical 
response times < 1000ms. Our system’s APIs are designed to ensure fast response times, even 
during high-volume periods such as Open Enrollment, ensuring that the customer experience remains 
smooth and uninterrupted. This is accomplished with dynamic horizontal scaling, allowing us to 
expand the resources on the environment as utilization increases or decreases. 

 

The system is optimized to prevent performance degradation through its advanced load balancing 
and cloud-based architecture, dynamically allocating resources based on real-time demand. If user 
activity exceeds expected thresholds, the platform automatically scales to meet the increased 
demand, always ensuring smooth performance. 

 

CITIZ3N offers comprehensive help services for PRMP staff, including eligibility workers and IT 
personnel. Services include: 

 
• 24/7 Help Desk support team via phone and email, trained to handle FCRA-related inquiries 

and system troubleshooting. 
• An online ticketing system, Lighthouse, for issue tracking and resolution. 
• A dedicated Client Executive to respond to inquiries via phone and email, connecting eligibility 

workers and IT personnel to the correct resources when needed. 
 

CITIZ3N provides a dedicated, bilingual call center to ensure applicants and beneficiaries receive 
prompt, accessible support with all asset verification inquiries. 

3.5 Users: 

1. Concurrent User Sessions: 

2. Performance Degradation: 

3. Help Services for Eligibility Workers and IT Program Staff: 

4. Customer Service Options for Applicants and Beneficiaries: 
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Our experienced agents assist seamlessly, connecting individuals directly with the PRMP or our 
FCRA-related data partner when needed, eliminating barriers, and ensuring efficient, responsive 
assistance. 

 

We offer an extensive training program encompassing: 

• In-person ‘train the trainer’ training sessions led by experienced, bilingual trainers, tailored to 
PRMP’s specific needs. 

• Virtual training modules for on-demand, self-paced learning. 
• Comprehensive user guides and manuals about all CITIZ3N platforms and applications, 

available in English and Spanish. 
 

Training Recommendations: 

 
• Initial Training: A two-week training period covering system navigation, security protocols, 

and troubleshooting. Sessions will include live demonstrations, interactive tutorials, and 
practical exercises. 

• Ongoing Training: We recommend quarterly refresher training, supported by self-paced 
learning modules available at any time to PRMP personnel. 

 

3.6 Maintenance 1. Describe the on-going maintenance strategy for the AVS solution. 2. 
Describe the maintenance strategy to ensure non-intrusive maintenance. 

 

CITIZ3N works tirelessly to ensure our AVS remains fully operational, secure, and updated 
throughout its lifecycle. Our maintenance strategy is designed to provide continual updates and 
enhancements, including any upgrades requested by other clients, which we will do for PRMP for no 
charge. This approach yields non-disruptive service and ensure all components of the system are 
functioning optimally. The strategy includes: 

 
• Operational teams actively monitor system logs daily and have configured alerts providing 

immediate notifications whenever critical error messages or unusual volumes are detected, 
ensuring rapid response to potential issues. 

• CITIZ3N continuously tracks the uptime and downtime of APIs and applications, with alerts set 
to notify operational teams if disruptions are detected, enabling swift action to maintain service 
reliability. 

• Our maintenance windows are pre-scheduled to give all clients ample notice, and occur during 
non-peak hours, reinforcing our commitment to minimizing disruptions. During these sessions, 
we perform preventative updates on model and production environments, with real-time 
communication provided to PRMP staff through email and mobile notifications to keep them 
fully informed throughout the process. 

• Hotfixes, recurring system releases, and updates required to ensure regulatory compliance are 
implemented with advanced notice and permission from the PRMP, reducing operational 
impact to PRMP staff and ensuring uninterrupted service for clients. 

5. Training Options and Reference Materials: 

3.6 Maintenance 

1. Ongoing Maintenance Strategy for the AVS Solution 
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• The system undergoes regular audits and security reviews to comply with federal (HIPAA, 

MARS-E 2.0, MARS-E 2.2, and NIST 800-53) and Puerto Rico-specific regulations. 
 

CITIZ3N prioritizes operational continuity by scheduling upgrades and patches during non-peak hours 
to ensure maintenance activities do not interfere with daily operations. Maintenance activity required 
during peak hours proceeds only with explicit approval from the PRMP. Maintenance is 
communicated to the PRMP with significantly advanced notice to enhance planning, support 
regulatory compliance, and promote transparency and trust. 

 
Additionally, real-time monitoring tools track critical error messages and the uptime of all APIs and 
applications, enabling rapid response and minimizing any potential impact on system availability. 

 

3.7 Training 1. Describe how the proposed training provides training and customer support to 
both state and FI staff. 2. Describe the proposed training approach and methodology. 3. 
Describe the proposed training plan. 4. Describe the role and experience of the proposed Key 
Trainers. 5. Describe the training on any necessary tools and methodologies used and provide 
a sample curriculum and user guide. 6. Provide sample training materials. Asset Verification 
System (AVS) Request for Proposal (RFP) 18 7. Provide a sample of training survey. 

 

Our comprehensive training program is designed to provide clear and in-depth instruction for state 
staff and FI personnel. Training covers the full range of system functionalities, including accessing, 
navigating, and utilizing the VERIFY platform. We provide separate training modules tailored to the 
needs of different user groups as follows: 

 
• State staff: Focuses on using the system for eligibility determinations, asset verifications, and 

reporting. 
• Financial institution staff: Emphasizes how to respond to asset verification requests, submit 

data securely, and access reporting tools. 
 

Training includes in-person sessions, virtual workshops, and self-paced e-learning modules, with 
continuous support available post-training. 

 

The training program follows an interactive approach, combining lectures, hands-on exercises, and 
scenario-based learning to ensure users are comfortable with the system. We use a blended 
learning model incorporating: 

 
• On-demand learning resources for users to access at any time. 
• Hands-on practice sessions within a sandbox environment to allow trainees to become 

familiar with the system without affecting live data. 
• Group training sessions where users can collaborate, ask questions, and troubleshoot with 

trainers in real time. 

2. Maintenance Strategy to Ensure Non-Intrusive Service 

3.7 Training 

1. Training for State and Financial Institution Staff 

2. Training Approach and Methodology 
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The training plan is structured to cover initial onboarding, ongoing support, and refresher 
sessions. Key elements include: 

 
• Initial training: Delivered during onboarding to familiarize state and FI staff with core AVS 

functionalities. 
• Ongoing training: Available as new system features are introduced, or state regulations 

evolve. 
• Refresher courses: Provided annually or as needed, ensuring staff remain proficient using the 

system. 
 

Our key trainers are experienced professionals with deep knowledge of AVS operations and Medicaid 
eligibility workflows. Each trainer has undergone rigorous certification in the use of our AVS solution, 
including system navigation, troubleshooting, and compliance requirements. Trainers are selected 
based on their ability to communicate complex technical information clearly and are proficient in 
English and Spanish to accommodate bilingual training needs. 

 

Training tools include: 
 

• Slide decks and lesson plans for structured learning. 
• User guides and quick-reference sheets for easy access to critical information. 
• A sandbox environment for hands-on practice. 

 
Training materials are designed to be intuitive and accessible, with detailed instructions that cover 
every aspect of system functionality. 

 

We have provided detailed materials composing a sample curriculum in attachments 1a-1g, including: 

 
• Softheon Wiki (Knowledge Management System) 
• Softheon Lighthouse (Support Notification and Escalation Portal – Internal) 
• Lighthouse (Support Notification and Escalation Portal – Internal) for Testing 
• Foundry (Data Analytics Platform-Internal) user guide 
• AVS Metadata Dictionary 

 
We also provide a comprehensive user guide, complete with step-by-step instructions, 
troubleshooting tips, and FAQs to support users in their day-to-day tasks. 

 

We conduct post-training surveys (Attachment 1g) to gather feedback from participants. The survey 
covers: 

3. Training Plan 

4. Key Trainers 

5. Training Tools and Methodology 

6. Sample Curriculum and User Guide 

7. Training Survey 
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• Ease of use: How intuitive the system feels after training. 
• Trainer effectiveness: The clarity and engagement of the trainers. 
• Confidence in system usage: How confident participants feel using the AVS independently 

after training. 
• Suggestions for improvement: Areas where participants believe additional training or 

support is needed. 
 

This feedback allows us to continuously improve our training offerings and ensure that all users are 
equipped to maximize the benefits of AVS. The survey is available in multiple languages to 
accommodate all participants and can be easily accessed on a computer or mobile smartphone, 
making it convenient for users to provide feedback at their convenience. 

 

1. Describe the vendor hosted solution facility physical security features, including intrusion 
prevention/detection. 2. Describe the Vendor hosted solution facility’s data and network 
security features including intrusion prevention/detection. 3. Describe the vendor hosted 
solution facility’s backup power capabilities, including the timeframe for restoration of normal 
AVS processing. 4. Describe the Vendor hosted solution’s disaster recovery/ continuity of 
Operations capabilities, including the timeframe for restoration of normal AVS processing. 5. 
Describe the Vendor hosted solution’s facility’s redundant communications capabilities, 
including timeframe for restoration of normal AVS processing. 6. Describe the notification 
process, including maximum timeframe, to be used in case of an event. 

 

CITIZ3N’s AVS solution is hosted in a highly secure data center that meets industry standards for 
physical security. The facility includes: 

 
• 24/7 physical security monitoring through video surveillance. 
• Access control systems, including multi-factor authentication such as key cards and 

biometric scanning, restrict entry to authorized personnel only. 
• Intrusion Detection Systems (IDS) that monitor for any physical breaches or unauthorized 

access attempts. 
 

These measures ensure only authorized personnel access the data center, reducing the risk of 
physical threats to the AVS system’s infrastructure. 

 

CITIZ3N’s data and network security are designed to protect sensitive information while maintaining 
system performance. Key features include: 

 
• Firewalls that control inbound and outbound traffic, allowing only trusted data streams. 
• Encryption: Data transmitted between the PRMP, FIs, and the AVS platform is protected 

using AES-256 encryption, meeting federal security standards. 
• Intrusion Detection and Prevention Systems (IDPS): The AVS platform uses advanced 

IDPS to monitor network traffic and detect unauthorized access attempts. 

3.8 Network Security and Operations 

1. Physical Security Features of the Vendor-Hosted Facility 

2. Data and Network Security Features, Including Intrusion Prevention/Detection 
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In the event of anomalies or suspicious activities, the system can automatically isolate the 
threat and initiate countermeasures to mitigate the risk. 

Regular vulnerability assessments and penetration tests are conducted to proactively identify and 
resolve potential security risks. 

 

CITIZ3N’s data center is equipped with multiple layers of backup power, ensuring continuous 
operation during power outages. These include: 

 
• Uninterruptible Power Supply (UPS) systems to bridge short-term outages and provide an 

immediate power source to critical systems. 
• Backup generators capable of maintaining power for extended periods. In the event of a 

prolonged outage, these generators provide uninterrupted service for over 24 hours. 

 
The system switches to backup power seamlessly, ensuring minimal downtime (typically within a 
few seconds). Normal AVS operations can continue during power outages without noticeable 
disruption. 

 

CITIZ3N employs a robust disaster recovery (DR) plan designed to minimize the impact of system 
outages or catastrophic events. Key features include: 

 
• Data replication across geographically separated locations to ensure data integrity. 
• A Recovery Time Objective (RTO) of under 12 hours, ensuring the AVS system can be 

restored and operational within this timeframe after a disaster. 
• A Recovery Point Objective (RPO) of less than 15 minutes, meaning data loss in the event 

of a disaster is minimal, covering only a short window of time. 
 

CITIZ3N’s DR plan is regularly tested to ensure preparedness and efficiency. 
 

The AVS platform utilizes redundant communication channels to ensure consistent access to the 
system. Features include: 

 
• Multiple Internet Service Providers (ISPs): If the primary connection fails, the system 

switches to a secondary ISP, maintaining uninterrupted connectivity. 
• Redundant network infrastructure, including multiple pathways for data transmission, 

ensuring failover capabilities if one pathway becomes unavailable. 
 

These redundant systems ensure normal AVS operations continue seamlessly in the event of a 
communication failure, with restoration typically occurring in real-time as the system switches to 
backup connections. 

3. Backup Power Capabilities and Timeframe for Restoration 

4. Disaster Recovery and Continuity of Operations Capabilities 

5. Redundant Communications Capabilities and Timeframe for Restoration 
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CITIZ3N’s incident response plan ensures stakeholders are promptly informed of disruptions or 
critical events affecting AVS services. The process includes: 

 
• Initial notification to the PRMP within 15 minutes of identifying a significant event or issue, 

providing details on the incident and its potential impact. 
• Ongoing updates as the issue is addressed, ensuring transparency and timely 

communication with PRMP personnel. 
• Final incident report delivered within 24 hours after resolution, providing a detailed analysis 

of the root cause, actions taken, and measures implemented to prevent future occurrences. 
 

This structured notification process ensures that the PRMP is informed at all stages of the incident, 
from identification to resolution. 

 

1. Include a chart showing how the project will be organized, including all tasks and 
deliverables and the overall leadership, business management, task or team leader and staff 
for each part. 2. Include a timeline or schedule of task and subtask starts, endings and 
milestones. 3. Include a brief overview of how the project will be managed. 

 

The project organization for CITIZ3N's implementation of the AVS will follow a structured approach 
based on Project Management Body of Knowledge (PMBOK) principles ensuring clarity in roles and 
efficient task execution. For additional details of our proposed PRMP Management Plan and Project 
Plan, please refer to Attachment 2 and Attachment 3. 

 
Also, a comprehensive Work Breakdown Structure (WBS) will also be created to divide the project 
into manageable sections. Each task and deliverable is assigned a designated Team Lead or 
Subject Matter Expert (SME) responsible for its completion. The key areas of focus are as follows: 

 
• Overall Project Leadership: Maisha Haque, CAPM, Project Manager, will lead overall 

project execution, ensuring milestones are met and communication between stakeholders 
remains clear. As Project Manager, Maisha follows PMBOK guidelines and company Agile 
methodology to lead on-time implementations. 

• Business Management: Chandler Parkinson, Client Executive, will handle client 
communications and compliance, resolve any issues, and oversee the successful completion 
of all contractual deliverables and service-level agreements. 

• Technical Team Leads: Dedicated teams will handle technical components, including data 
security, interface integration, and system maintenance. 

• Training and Customer Support Leads: Responsible for ensuring users and FI staff are 
trained and have access to customer support. 

 

CITIZ3N will develop a detailed PRMP project schedule using Microsoft Project equivalent t The 
schedule will include: 

6. Notification Process in the Event of an Incident 

3.9 Management Plan 

1. Project Organization and Leadership 

2. Timeline and Schedule 
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• Task and Subtask Start/End Dates: Each task in the Work Breakdown Structure (WBS) will 

have clear start and end dates. 
• Milestones: Major project milestones such as system configuration, training, and go-live will 

be highlighted. 
• Dependencies: Dependencies between tasks will be identified to ensure the project stays on 

track. For example, system configuration must be completed before user training begins. 
 

A Gantt Chart will visually represent the project timeline and track progress. The project schedule will 
be delivered within the first 30 days after contract award and regularly updated to reflect any 
changes. 

 

The CITIZ3N management approach emphasizes clear communication, detailed tracking, and 
proactive issue resolution. We follow Agile project management principles to ensure flexibility in 
response to changing requirements. Regular stand-up meetings, project status updates, and risk 
assessments will be conducted to keep the project on course. 

 
Table 2. Our PRMP Management Plan’s Key Features 

Initiative Description 

Communication Strategy Regular reporting, including weekly and monthly project status 
updates, will ensure PRMP is kept informed at all stages of 
implementation. 

Risk Management A risk management plan will identify potential project risks, assess 
their likelihood and impact, and propose mitigation strategies to 
avoid disruption(s). 

Change Control: Any changes in scope or schedule will be managed through a 
formal Change Control Board (CCB) to ensure all modifications are 
documented and approved. 

Our experienced team monitors and manages each project phase, emphasizing meeting deadlines 

and staying within budget. 
 

CITIZ3N is committed to providing comprehensive post-implementation support, ensuring continued 
success and operation of the AVS post go-live. Our support framework is built around robust Service- 
Level Agreements (SLA) that clearly define response and resolution times based on the severity of 
issues, with dedicated Points of Contact (POCs) to address the PRMP’s needs. 

 

CITIZ3N’s post-implementation support is structured around clear service-level agreements (SLAs) 
and is committed to honoring all SLAs as outlined in Attachment F of this RFP. CITIZ3N seeks to set 
an industry standard with our product and service, and often includes tiered response and resolution 
times based on the severity of issues to ensure accurate prioritization when handling critical system 
problems. 

3. Overview of Project Management Approach 

3.10 Post-Implementation Support: Provide details on vendor SLA technical support that will 
be provided post go-live including but not limited to response and resolution time for issue 
severity and Points of Contact (POCs). 

1. Service-Level Agreement (SLA) 
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At any time, CITIZ3N will work with PRMP to tailor service-level agreements to best fit your needs. 
This could include collaborating on SLAs that evaluate effectiveness, like those in Attachment 6, 
Section 12 of the Operations Plan, incorporating system availability, request submission, response, 
and import time(s), and batch processing. Our proposed response and resolution times are the same 
agreements we honor with other AVS clients. 

 
Proposed Response and Resolution Times: 

 
• Severity 1 (Critical issues): System-wide outages or critical functionality failures that impact 

AVS operations. 
o Response time: Within one (1) hour of notification. 
o Resolution time: Within six (6) hours or as soon as possible depending on the nature 

of the issue. 
• Severity 2 (Major issues): Significant system disruptions affecting key functionality but not an 

entire system outage. 
o Response time: Within one (1) hour of notification. 
o Resolution time: Within twelve (12) hours or as soon as possible depending on the 

nature of the issue. 
• Severity 3 (Minor issues): Isolated incidents or minor performance issues with limited impact 

on operations. 
o Response time: Within two (2) hours of notification. 
o Resolution time: Within five (5) calendar days or as soon as possible depending on the 

nature of the issue or prioritization of the state. 
• Severity 4 (non-critical issues): General inquiries, non-urgent troubleshooting, or requests 

for system enhancements. 
o Response time: Within eight (8) hours of notification. 
o Resolution time: Within fifteen (15) calendar days or as soon as possible depending 

on the nature of the issue or prioritization of the state. 
 

To ensure the PRMP has direct access to the right support resources, CITIZ3N assigns dedicated 
POCs for post go-live support detailed as follows: 

 
• Client Executive (Primary POC): The Client Executive serves as the PRMP’s main point of 

contact. By collaborating with the PRMP, the Client Executive gains in-depth understanding of 
business needs and challenges, developing tailored solutions aligning with the PRMP’s 
strategic goals. 

• Technical Support Teams: Our team of skilled support professionals, including Solutions 
Consultants, Product Managers, and Development Engineers, work tirelessly to ensure the 
VERIFY platform consistently meets high standards of performance and reliability, supporting 
PRMP and the lives they impact every day. 

• CITIZ3N Leadership: PRMP will have a direct line to CITIZ3N’s senior leadership for 
escalation and to ensure PRMP’s priorities and concerns are understood and addressed at 
every level of our organization. 

2. Points of Contact (POCs) 
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CITIZ3N is dedicated to ensuring the PRMP’s AVS remains fully operational, secure, and compliant 
with all regulations while minimizing disruption to PRMP’s daily operations. Our proactive 
maintenance strategy includes daily monitoring of system logs and real-time alerts to detect and 
address critical issues immediately, as well as continuous uptime tracking for all APIs and 
applications to ensure seamless service reliability. Maintenance activities, including updates, hotfixes, 
and regulatory compliance releases, are carefully scheduled during non-peak hours with advanced 
notice and approval from the PRMP, allowing for uninterrupted service. 

 
Additionally, CITIZ3N provides real-time communication during maintenance windows, with full 
transparency and operational support throughout the contract period. This approach reinforces our 
commitment to the PRMP’s operational continuity and ensures the AVS system functions optimally, 
with minimal impact on PRMP staff and stakeholders. 

 

CITIZ3N is committed to supporting the PRMP’s evolving needs through regular system upgrades 
that enhance performance and incorporate feedback-driven features, annual system reviews to 
assess and improve functionality, and refresher training sessions to keep PRMP staff updated on new 
features. Our team remains flexible and responsive, ready to accommodate requests for 
modifications, enhancements, or additional support throughout the contract. 

 

A. Implementation Plan and Timeline: Vendors must detail an implementation plan that aligns 
with the milestone’s dates. A graphic version of the plan may be included as an attachment. 
The Implementation Plan and Timeline should be based upon initial approval of this 
deliverable by PRMP. At minimum, the Implementation Plan and Timeline should be delivered 
within the first 30 days of the contract. Please provide those tasks that are on the critical path 
and provide the tasks that will require assistance from PRMP resources. Asset Verification 
System (AVS) Request for Proposal (RFP) 19 The Implementation Plan and Timeline should be 
provided as an attachment to the vendor’s proposal and tabbed as such in the submission. At 
a minimum, the vendor’s proposed Initial Project Schedule should include the following: a) 
Detailed tasks and timelines, outlining the major tasks planned by the vendor. b) The Work 
Breakdown Structure (WBS). c) The project schedule for all project deliverables and 
milestones. d) Identification of resources assigned as the responsible entity for each 
deliverable within the WBS to the level at which control will be exercised. e) Dependencies to 
task should be identified. 

 
B. Updated Implementation Plans and Timelines: The Contractor must submit an updated 
implementation plan and timeline each month. Submitted with each Implementation Plan and 
Timeline should be a document that details the changes made to the Implementation Plan and 
Timeline since the prior submitted version. This Implementation Plan and Timeline should 
show all task details with responsibilities, timelines, durations, milestone dates, deliverable 
dates, and vendor personnel hours by deliverables for each phase, personnel hours 

3. Ongoing System Monitoring and Maintenance 

4. Continuous Improvement and Support 

3.11 Project Deliverables Project deliverables are a comprehensive guide for managing the 
Asset Verification System, ensuring smooth functioning and alignment with the organization 
objectives. 
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necessary by phase and deliverable, and all critical dependencies for the project’s milestones 
and deliverables. 

C. Operations Phase Plan: Vendors must submit an Operations Phase Plan that includes: 1. 
Outline the deployment process, installation, configuration, and integration with existing 
system. 2. Detail the allocation of personnel, equipment and budget required for operations. 3. 
Identify potential risks and mitigation strategies to minimize disruptions to operations. 4. 
Describe how the system will be monitored for performance, reliability, and security. 5. 
Describe the procedures for regular maintenance and updates. 6. Provide plan for training 
users on system operation and troubleshooting. 7. Include ongoing support mechanisms. 8. 
Outline procedures for data storage, backup, and protection to ensure compliance with federal 
and state regulations and safeguard against unauthorized access. 9. Include a communication 
plan, establish the communication channels and protocols for internal and external 
stakeholders. Include escalation procedures for addressing issues and concerns. 10.Detail 
procedures for ensuring the accuracy, reliability, and integrity of the data that is processed by 
the system. Asset Verification System (AVS) Request for Proposal (RFP) 20 11.Establish 
mechanisms for collecting feedback, analyzing performance data, and implementing 
improvements to enhance system functionality and effectiveness over time. 12.Include 
milestones, key performance indicators and metrics for evaluating effectiveness. 

 
D. Turnover Phase Plan: The Turnover Plan must include the following: 1. Proposed approach 
to turnover 2. Tasks and subtasks for turnover 3. Schedule for turnover 4. Detailed chart 
illustrating the Vendor’s total operation. 5. Transfer of PRMP documents. 6. Turnover Results 
Reports. The Vendor must provide the Turnover Plan within the specified date and time. 

 
E. Reports: The AVS must meet the requirements of the Centers for Medicare and Medicaid 
Services (CMS) in the sending and receiving of inquiries and verifications. Monthly 
documentary reports would provide, but not limited to, the following: 1. Weekly summary of 
requests, responses and amounts (disclosed and undisclosed). Identified by institution and 
by applicant. 2. Monthly summary of data collected for each applicant from all respondents. 3. 
Response rate analysis by institution. 4. Report of period of ineligibility based on asset 
verification results. 5. Ad hoc reports as requested by PRMP. The format of the reports will be 
discussed with the winning Vendor. 

 

CITIZ3N will provide a comprehensive Implementation Plan and Timeline to ensure smooth 
deployment of the AVS. The plan outlines all key activities, timelines, and responsible parties to 
ensure alignment with PRMP’s objectives. The plan includes: 

 
• Detailed tasks and timelines: All major tasks such as system setup, configuration, testing, 

training, and go-live are clearly identified. 
• WBS: This divides the project into manageable components, with each task clearly assigned 

to specific teams or individuals. 
• Project schedule: A complete schedule is provided, with timelines for each deliverable and 

major milestone, ensuring the project stays on track. 
• Identification of resources: Needed resources from CITIZ3N and PRMP are identified and 

assigned to specific tasks within the WBS, with clear responsibilities outlined at each project 
phase to ensure accountability. 

A. Implementation Plan and Timeline 
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• Critical path and dependencies: Tasks on a critical path are highlighted to ensure project 

risks are managed effectively. Dependencies between tasks are clearly defined and assigned. 

This initial Implementation Plan and Timeline will be delivered within 30 days of the contract award, 
allowing the PRMP to review and approve the final plan before full execution begins. 

 

CITIZ3N will submit an updated Implementation Plan and Timeline each month, ensuring the PRMP 
is up to date on the progress of the AVS implementation. Each update includes: 

 
• Documenting changes to the original plan, including timeline adjustments, new risks, task 

reassignments, and updated personnel hours by deliverable and phase. 
• Task detail updates, including timelines, durations, deliverables, and resource allocation based 

on project needs. 
• Dependencies and risk assessments: Any new task dependencies or changes in critical 

milestones will be documented and communicated to the PRMP for approval. 

 
These updates ensure transparency, accountability, and that the project stays on track while meeting 
the PRMP’s operational goals. 

 
C. Operations Phase Plan 

 
CITIZ3N will deliver a comprehensive Operations Phase Plan detailing the ongoing operation of the 
AVS. This plan includes: 

 
Table 3. Our Operations Phase Plan Components 
Key Role Description 

Deployment Process Detailed steps on how the AVS will be deployed, installed, configured, 
and integrated into PRMP’s existing system. 

Personnel, 
Equipment, and 
Budget 

Personnel, Equipment, and Budget: Allocation of technical support staff, 
required hardware/software, and budget for ongoing operations will be 
provided. 

Risk Mitigation Risk Mitigation: Identification of potential operational risks (e.g., 
performance degradation, security risks) and mitigation strategies will be 
included to prevent disruptions. 

Performance 
Monitoring 

A description of how the system will be monitored for performance, 
reliability, and security, using real-time monitoring tools. 

Regular Maintenance: Regular Maintenance: A plan outlining regular system updates, patches, 
and maintenance schedules to ensure continuous optimal performance. 

User Training and 
Troubleshooting 

Training for PRMP staff on system operation and ongoing 
troubleshooting. This will include access to training materials, user 
guides, and refresher sessions. 

Ongoing Support Continuous support mechanisms, including 24/7 Help Desk access, 
issue escalation procedures, and service-level agreements (SLAs). 

B. Updated Implementation Plans and Timelines 
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Key Role Description 

Data Management and 
Compliance 

Procedures for data storage, backup, and protection to ensure full 
compliance with HIPAA, CMS, and federal standards. 

Communication Plan Establishes communication channels and protocols for internal and 
external stakeholders, as well as escalation procedures to address 
operational concerns. 

Data Accuracy and 
Integrity 

Ensures the accuracy and reliability of all processed data through audit 
trails, automated checks, and manual validation when required. 

Continuous Feedback 
and Improvement 

A feedback loop from users and ongoing system performance 
evaluations will ensure constant improvement of system functionality. 

Key Performance 
Indicators (KPIs) 

Metrics and milestones will be defined to evaluate system performance 
and operational success. 

 

At go live and within the specified date and time provided by the PRMP, CITIZ3N will prepare a 
turnover plan encompassing the features in Table 5. 

 
Table 4. Turnover Phase Plan Components 
Component Description 

Turnover Approach A clear process for handing over the system to PRMP or another vendor, 
ensuring continuity of service. 

Tasks and Subtasks A list of specific tasks involved in the turnover process, including data 
transfer and system shutdown procedures. 

Turnover Schedule A timeline for the turnover process, detailing when each task will begin 
and end. 

Operational Overview A detailed chart illustrating the AVS system’s total operation and 
configuration. 

Document Transfer Ensuring all PRMP documents, including system manuals, configuration 
settings, and operational procedures, are securely transferred. 

Turnover Results 
Reports 

These reports summarize turnover activities and confirm with PRMP that 
obligations have been met and services handed over as agreed. 

D. Turnover Phase Plan 
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CITIZ3N will provide monthly and ad-hoc reports to meet CMS and PRMP requirements. These 
reports will include: 

 
1. Weekly Summary: Detailed weekly summaries of AVS requests, responses, and 

disclosed/undisclosed asset information for each response. Each report will be capable of 
being broken down to a specific applicant and/or institution. 

2. Monthly Data Summary: Detailed monthly data summaries of AVS requests and responses 
will be available to PRMP. Respondent data 
can also be summarized using demographic, 
geographic, and any other identifying 
information the state deems valuable. 

3. Response Rate Analysis: A report analyzing 
the response rates by each financial institution 
to ensure compliance and identify areas for 
improvement. 

4. Ineligibility Report: Detailed ineligibility 
reports will be provided to help PRMP 
personnel document and enforce eligibility 
criteria based on real-time asset verification data. 

5. Ad Hoc Reports: Ad hoc reporting is available to 
generate customized, on-demand insights and 
allow PRMP to quickly address emerging issues, 

Figure 10. Harness our powerful 
AVS reporting to make informed 
eligibility decisions. 

make data-driven decisions, and respond to unique requests or situations without delay. 
 

CITIZ3N’s approach to project deliverables ensures that every phase of the project is managed with 
transparency, accuracy, and alignment with PRMP’s organizational objectives and requirements. 

 

Vendors shall provide information regarding the firm/organization so PRDoH can evaluate the 
vendor's ability to provide the services requested herein. At its discretion, PRDoH may require 
vendors to provide additional information and clarify information. To be considered for award, 
a vendor must provide evidence of their experience, including: 1. Description of the 
firm/organization and/or personnel assembled to complete the project. 2. List of the advisors 
that will be part of the services. Asset Verification System (AVS) Request for Proposal (RFP) 
21 3. Submit at least two (2) project descriptions where similar services were rendered and 
included: a) Provide samples of graphs, charts and other visuals. 4. Demonstrate experience 
working with tight timelines. 5. Provide evidence of compliance with all requirements by law to 
operate in Puerto Rico and contract with Puerto Rico Government. a) Before the contract, the 
winning vendor must be registered with the “Registro Único de Proveedores de Servicios 
Profesionales” (RUP) from the Puerto Rico General Services Administration (ASG) and with 
the Puerto Rico Treasury Department (Hacienda) for the collection of sales and use tax (IVU) 
as a provider (if applicable) in the Unified Internal Revenue System (Sistema Unificado de 
Rentas Internas, SURI). The PRMP shall not award a contract, unless the vendor provides 
proof of such registration or provides documentation from the Puerto Rico Treasury 
Department that the vendor is exempt from this registration requirement in the SURI system. 

E. Reports 

3.12 Vendor’s Minimum Qualifications and Experience 
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The foregoing is a mandatory requirement of an award of a contract pursuant to this 
solicitation. For more information, please refer to the PR Treasury Department’s web site 
http://www.hacienda.pr.gov. b) Certificate of good standing of the Department of State of 
Puerto Rico. 6. Show compliance with other relevant Commonwealth and federal regulations. 

 

CITIZ3N Government Solutions, a division of Softheon, has extensive experience providing secure 
and scalable AVS for state Medicaid programs. Our solution has been implemented in New 
Hampshire, Mississippi, West Virginia, New Mexico, and Indiana, where we have successfully 
supported eligibility verification processes while ensuring full compliance with federal and state 
regulations. 

 
CITIZ3N’s team for the PRMP includes a carefully assembled group of experts, illustrated in Table 5. 

 
Table 5. Our Committed Key Role Team Members 
Key Role Description 

Project Manager, 
Maisha Haque 

Responsible for overseeing the entire project lifecycle, ensuring timely 
delivery, coordination, and quality control. 

Technical Lead, Chris 
Ruch 

Manages the technical implementation, system integration, and 
maintenance of the AVS solution. 

Security Expert, Chris 
Ruch 

Ensures that all data security, privacy, and compliance requirements 
(HIPAA, CMS) are strictly adhered to. 

Training and 
Customer Support 
Lead, Victor Sanchez, 
Max Meneses 

Ensures that PRMP staff are fully trained on the system, with ongoing 
support for all users and financial institution (FI) staff. 

Client Executive, 
Chandler Parkinson 

Acts as the main point of contact for PRMP and ensures alignment 
between CITIZ3N and PRMP’s objectives. 

 

CITIZ3N is proud to partner with industry-leading advisors and consultants who will support the 
Puerto Rico AVS project, including: 

 
• Accuity: Provides financial data aggregation services, ensuring comprehensive asset 

verification across multiple financial account types and both local and national financial 
institutions. 

• LexisNexis: Leverages an extensive network of data sources to provide comprehensive, 
critical real property data that enhances the accuracy of Medicaid AVS. 

• TransUnion: Assists in the verification of vehicular ownership, offering accurate and up-to- 
date data for eligibility determinations. 

• Early Warning: Assists with the verification of banking information. 
• Compliance Advisors: Experts in CMS, HIPAA, and Puerto Rico-specific regulations will 

ensure the AVS remains compliant with local and federal requirements throughout the project. 

1. Description of the Firm/Organization and Personnel Assembled to Complete the Project 

2. List of Advisors for the Services 

http://www.hacienda.pr.gov/
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CITIZ3N successfully implemented an AVS for the West Virginia Medicaid program, ensuring real- 
time verification of applicant assets across financial institutions, and real property and motor vehicle 
data sources. Our system helped the state reduce fraud, optimize eligibility verification, and 
streamline data reporting processes. 

 
• Key Features: Seamless system integration, real-time reporting, and robust data encryption. 
• Outcome: Reduction in ineligible applicants, faster verification times, and improved data 

accuracy. 
• Visuals and Samples: Graphs showing fraud reduction over time and sample reports 

generated for asset verification (available upon request). 
 

For Mississippi, CITIZ3N delivered a comprehensive AVS solution capable of managing high volumes 
of Medicaid applications and efficiently processing asset verification in a secure, compliant manner. 
CITIZ3N implemented the VERIFY platform and its Fraud and Abuse Module (FAM), a one-of-a-kind 
member information aggregator that integrated with two state-specific eligibility systems to enable 
multiple state agencies to streamline their eligibility verification processes. 

 
• Key Features: Cross-state asset verification, automated alerts for asset discrepancies, and 

robust user training programs. 
• Outcome: Increased efficiency in processing applications, leading to faster eligibility 

determinations and cost savings for the state. 
• Visuals and Samples: Screenshots of the AVS portal, process flow diagrams, and training 

program materials (available upon request). 
 

CITIZ3N has a proven track record of delivering complex AVS projects within tight timelines. In 
Indiana, our team implemented the AVS solution well within a 90-day window, meeting all critical 
milestones and ensuring the system was fully operational by the go-live date. 

 
Our Agile project management approach allows us to adapt quickly and address challenges without 
impacting overall project delivery. We are confident in our ability to meet the PRMP’s project timeline 
and milestones. 

 

a) Registro Único de Proveedores de Servicios Profesionales (RUP) and SURI Compliance 
 

CITIZ3N is fully prepared to comply with all registration and tax requirements of the Puerto Rico 
General Services Administration (ASG) and the Puerto Rico Treasury Department (Hacienda). We 
will ensure that our company is registered with the RUP and Hacienda for the collection of sales and 
use tax (IVU) as required by the Sistema Unificado de Rentas Internas (SURI). 

3. Project Descriptions Where Similar Services Were Rendered 

Project 1: West Virginia Medicaid AVS 

Project 2: Mississippi Medicaid AVS 

4. Experience Working with Tight Timelines 

5. Compliance with Puerto Rico’s Legal Requirements 
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Documentation proving our compliance with these regulations will be submitted prior to contract 
award. We will also work closely with the PRMP to ensure all legal and tax obligations are met. 

b) Certificate of Good Standing 

 
CITIZ3N has attached a Certificate of Good Standing (Attachment 4) from the Department of State of 
Puerto Rico, verifying our legal status to operate and contract with the Puerto Rico government. 

 

CITIZ3N is committed to ensuring compliance with all relevant federal and Commonwealth 
regulations, including: 

 
• HIPAA: Protecting the privacy and security of all health-related information processed by the 

AVS. 
• CMS Guidelines: Adhering to all CMS regulations related to Medicaid asset verification and 

eligibility determinations. 
• PRMP Requirements: Full compliance with the local Medicaid regulations and any additional 

PRMP-specific policies. 
 

CITIZ3N has extensive experience working with tight federal and state guidelines, ensuring all 
operational, technical, and legal standards are met. 

 

Vendors shall submit resumes for proposed Key Personnel to demonstrate evidence of 
relevant qualifications and experience necessary according to the scope of this RFP. Some 
personnel should be fully bilingual so they can communicate effectively and without delay. 

 
Table 6. An Overview of Our Key Personnel 

Personnel Name Title Role/Responsibility 

Rob Miller General Manager, Sr. Vice President Executive Sponsor 
Victor A. Sanchez* Vice President, Business Development Executive Sponsor 

Maisha Haque Project Manager Project Manager 

Chandler Parkinson* Client Executive Client Executive 

Randeep Gupta Principal Solutions Architect Lead Functional and 
Technical Staff 

Max Meneses* Solutions Architect Product Owner 

Akshay Punde Product Manager Product Manager 
Akshay Mathur Group Product Manager Product Manager 

Danny Guo Senior Software Engineer Development Engineer 

Lu Yang Senior Software Engineer Development Engineer 

Chris Ruch Director of IT, Cloud Management IT 

*Indicated Spanish and English-Speaking 
 

PRMP will additionally be supported by a significant number of other CITIZ3N resources to ensure 
program success. 

6. Compliance with Other Commonwealth and Federal Regulations 

3.13 Qualifications and Experience of Key Personnel 
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The Contractor shall warrant that all persons assigned shall be employees of the Contractor 
(or specified Subcontractor) and shall be fully qualified to perform the work required. The 
Contractor shall include a similar provision in any contract with any Subcontractor selected to 
perform work under this contract. Failure of the Contractor to provide qualified staffing at the 
level required by the contract specifications may result in termination of this contract or 
damages. 

 
CITIZ3N is committed to assigning highly qualified personnel to ensure the success of the contract. 
We warrant that all individuals assigned to this project, including employees of CITIZ3N and any 
subcontractors, possess the qualifications and experience required to perform the work as outlined in 
the RFP. This includes: 

 
1. Experienced Personnel: All key staff assigned to the project have extensive experience in 

AVS, Medicaid program implementation, and information security, ensuring that they meet or 
exceed the qualifications specified by the PRMP. This includes specialized roles such as 
system architects, project managers, and data security experts. 

2. Subcontractor Staffing: If subcontractors are utilized, CITIZ3N ensure any staff provided by 
subcontractors will meet the same high standards. All subcontractor personnel will be fully 
qualified to perform their assigned tasks and will be held to the same performance standards 
as CITIZ3N employees. We will include provisions in all subcontractor agreements to ensure 
that subcontracted staff meet the requirements of this contract, as mandated by PRMP. 

3. Ongoing Compliance: Throughout the duration of the contract, CITIZ3N will continuously 
assess the qualifications of all assigned staff to ensure that they meet evolving project needs 
and PRMP’s standards. In cases where staffing changes are necessary due to unforeseen 
circumstances, CITIZ3N will provide timely replacements with equivalent or higher 
qualifications, as per the contract requirements. 

4. Mitigating Staffing Risks: To mitigate any potential risks associated with staff performance, 
CITIZ3N will conduct regular performance evaluations of all personnel, ensuring that they 
continue to meet the contract’s specifications. 

3.13.1 Staff Qualifications 
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Should there be any deficiencies in performance, corrective actions will be implemented 
immediately to ensure continued compliance. 

Failure to provide qualified staffing at the level required by PRMP’s contract specifications is not an 
option for CITIZ3N. We are committed to maintaining a team of highly skilled professionals 
throughout the contract's lifecycle to ensure the project’s success and avoid any risk of contract 
termination or penalties. 

 

The Contractor shall be the primary vendor for the contract. PRDoH will not subcontract any 
work under the contract to any other firm and will not deal with any subcontractors. The 
Contractor is solely responsible for all actions and work performed by its Asset Verification 
System (AVS) Request for Proposal (RFP) 22 subcontractors. All terms, conditions, and 
requirements of the contract shall apply without qualification to any services performed or 
goods provided by any subcontractor. 

 
CITIZ3N acknowledges the requirement that PRDoH will not subcontract any work under this contract 
and that CITIZ3N, as the primary vendor, will be solely responsible for all actions and performance by 
any subcontractors involved. 

 
We maintain full accountability for the services provided by our partners, TransUnion, Early Warning, 
and Accuity, who assist in data aggregation and real property verification. These subcontractors 
operate under the strict direction and oversight of CITIZ3N, ensuring their adherence to all contract 
terms, conditions, and requirements. We guarantee that: 

 
• All services provided by subcontractors meet the same high standards outlined in this RFP. 
• Any contractual obligations and service-level expectations will be enforced and monitored by 

CITIZ3N. 
• CITIZ3N retains full responsibility for the quality, timeliness, and compliance of any 

subcontracted work. 
 

PRDoH shall own all data, forms, procedures, and work products developed or accumulated 
by the Vendor under this contract. The Vendor may not release any materials without the 
written approval of PRDoH. 

 
CITIZ3N fully complies with the requirement that PRDoH will retain ownership of all data, forms, 
procedures, and work products developed or accumulated under this contract. We acknowledge that: 

 
• All materials created or managed under this contract are the exclusive property of PRDoH. 
• CITIZ3N will not release any documents or proprietary information without prior written 

approval from PRDoH. 
• Strict data security protocols will be implemented to safeguard all owned materials, ensuring 

the integrity and confidentiality of PRDoH’s assets throughout the contract. 

3.13.2 Subcontractors 

3.13.3 Ownership 
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CITIZ3N will provide proof of insurance, including: 

 
• Worker's Compensation: Ensuring coverage for all CITIZ3N employees engaged in the 

project. 
• Public Liability Insurance: Protecting against third-party claims related to bodily injury or 

property damage. 
• Property Damage Insurance: Covering any risks related to the work performed under this 

contract. 
 

Upon request, CITIZ3N will submit affidavits of all relevant insurance policies to the Division of 
Purchases, demonstrating compliance with insurance requirements and maintaining the necessary 
coverage levels for the duration of the contract. 

 

The Vendor shall not knowingly employ, during the period of this contract or any extensions 
to it, any professional personnel who are also in the employ of the Commonwealth and 
providing services involving this contract or services similar in nature to the scope of this 
contract to the Commonwealth. Furthermore, the Vendor shall not knowingly employ, during 
the period of this contract or any extensions to it, any Commonwealth employee who has 
participated in the making of this contract until at least two years after his/her termination of 
employment with the State. 

 
CITIZ3N is committed to avoiding any conflicts of interest during the contract period. We certify that: 

 
• We will not employ any personnel currently working for the Commonwealth of Puerto Rico or 

engaged in similar contracts with the Commonwealth. 
• CITIZ3N will not knowingly employ any Commonwealth employees who have participated in 

the making of this contract until a minimum of two years after their termination of employment 
with the Commonwealth. 

 
This ensures the integrity and impartiality of the services provided by CITIZ3N under the AVS 
contract. 

 

If any auditing agency prior-approved by PRMP, or their authorized representative shall, at all 
reasonable times, have the right to enter onto the Vendor premises, or such other places 
where duties under this contract are being performed, to inspect, monitor, or otherwise 
evaluate (including periodic systems testing) the work being performed. All inspections and 
evaluations shall be performed in such a manner as to not unduly delay work. Refusal by the 
Vendor to allow access to all documents, papers, letters, or other materials, shall constitute a 
breach of contract. 

3.13.4 Proof of Insurance Upon request, the Vendor shall present an affidavit of Worker's 
Compensation, Public Liability, and Property Damage Insurance to the Division of Purchases. 

3.13.5 Conflict of Interest 

3.13.6 Right of Inspection 
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CITIZ3N fully supports PRDoH’s right to inspect, monitor, or evaluate the work being performed under 
this contract. Our facilities and project documentation will be made available for inspection by PRDoH 
or any auditing agency approved by PRDoH, including but not limited to: 

 
• Periodic systems testing to ensure the functionality and security of the AVS system. 
• Audits of all processes, documentation, and data handling procedures to verify compliance 

with contract terms. 

 
We will ensure that these inspections and evaluations do not unduly delay work, and we will provide 
full cooperation to PRDoH auditors and their representatives. 

 

PRMP does not tolerate the possession or use of unlicensed copies of proprietary software. 
The vendor shall be responsible for any penalties or fines imposed as a result of unlicensed 
or otherwise defectively titled software. If the Vendor uses any design, device or materials 
covered by letters, patent or copyright, it is mutually agreed and understood without 
exception that the proposed prices shall include all royalties or costs arising from the use of 
such design, device, or materials in any way involved in the work. Asset Verification System 
(AVS) Request for Proposal (RFP) 23 

 
CITIZ3N adheres to strict software licensing policies and acknowledges that the PRMP does not 
tolerate the use of unlicensed copies of proprietary software. We commit to: 

 
• Using fully licensed software and materials throughout the project. 
• Bearing full responsibility for any penalties or fines that may result from the use of unlicensed 

or improperly titled software. 
• Including any royalties or costs arising from the use of patented designs, devices, or materials 

within the proposed pricing structure. 
 

This ensures that PRDoH is fully protected from legal and financial liabilities related to intellectual 
property. 

 

CITIZ3N acknowledges that the contract will be awarded based on best value rather than cost alone. 
We understand that: 

 
• PRDoH will evaluate proposals on a range of factors, including the overall quality of services, 

compliance with RFP requirements, and past performance. 
• While cost is a core consideration, the decision will ultimately be made in favor of the proposal 

that represents the best value for PRDoH and the government of Puerto Rico. 

 
CITIZ3N’s proposal emphasizes a balanced approach, offering cost-effective solutions while ensuring 
the highest standards of service, data security, and compliance with federal and Commonwealth 
regulations. We are confident that our experience, expertise, and proven track record in Medicaid 
AVS solutions position us as a valuable partner for PRDoH. 

3.13.7 Licenses, Patents and Royalties 

3.13.8 Award according to PRMP best value The Buena Pro will be awarded in favor of the 
proposal that represents the best value for PRDoH and the government of Puerto Rico. Cost, 
although it is a core factor, is not decisive to award the good pro in favor of a participant. 
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Please see sections eight (8) and nine (9), and Attachments B and C of this proposal for more 
information. 

 
CITIZ3N is happy to share references that demonstrate our ability to successfully implement and 
manage AVS for Medicaid programs. We understand that PRDoH requires thorough reference 
checks, and have provided references who can speak to our capabilities, including our: 

• Project delivery success 

• Ability to meet tight deadlines 

• System performance 

• Compliance with CMS, HIPAA, and other regulatory requirements 

We will include specific contact details for project managers or executives from states where we have 
delivered similar services, such as New Hampshire, Mississippi, West Virginia, and Indiana. 

 
Attachments B and C: 

 
As referenced in sections 8 and 9 of the RFP, we will complete and submit Attachment B (Vendor 
References) and Attachment C (Subcontractor Reference Forms), ensuring that all required details 
are provided, including: 

 

• Client name and contact information 

• Project description and scope of services 

• Contract duration and outcomes 

These references will give PRDoH a clear understanding of our performance, reliability, and ability to 
deliver high-quality AVS solutions. 

3.13.9 Reference Checks 
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VI. Cost/Budget 

CITIZ3N is committed to providing a cost-effective solution that aligns with PRMP's budgetary 
constraints while delivering a high-quality Asset Verification System (AVS). Our cost proposal is 
detailed in Attachment A, where we have provided a comprehensive breakdown of all estimated 
expenses, ensuring transparency and clarity in our pricing structure. 

 
Estimated Expenses Breakdown 

 
The cost breakdown includes: 

 
1. Software Licensing and System Implementation: 

o Initial system setup and configuration. 
o Annual licensing fees for the AVS platform, including all necessary integrations with 

PRMP’s existing systems. 
o Ongoing software updates and system enhancements. 

2. Training and Support: 
o Comprehensive user training for PRMP staff and financial institution personnel, as 

outlined in our training plan. 
o Ongoing customer support, including Help Desk services, issue resolution, and system 

maintenance. 
o User guides, reference materials, and self-paced e-learning modules for continuous 

learning and system proficiency. 
3. Maintenance and Monitoring: 

o Preventive and corrective maintenance, ensuring the system remains operational and 
secure. 

o Real-time system monitoring and security updates, including regular vulnerability scans 
and incident response measures. 

o Regular audits to ensure continued compliance with HIPAA, CMS, and Puerto Rico- 
specific regulations. 

4. Data Integration and Security: 
o Integration with Accuity, LexisNexis, Early Warning, and TransUnion for financial and 

property data verification. 
o Ongoing data security measures, including encryption, firewall protection, and intrusion 

detection. 
5. Disaster Recovery and Redundancy: 

o Costs associated with disaster recovery planning and backup systems to ensure 
uninterrupted AVS services. 

 
Summary of Costs: 

 
Each expense item in Attachment A is aligned with the project milestones outlined in the 
implementation plan. We have included both one-time costs (such as initial setup and configuration) 
and ongoing operational costs (for system support, maintenance, and updates). Additionally, all 
anticipated third-party costs, such as subcontractor services from Accuity, LexisNexis, Early Warning, 
and TransUnion, have been included. 
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Justification for Costs: 

Our budget reflects the best value for PRMP, balancing cost-efficiency with a high level of service 
delivery. The expenses associated with the AVS system are designed to ensure: 

 
• Scalability: The system can accommodate growth and future needs without requiring costly 

upgrades. 
• Security: Robust security protocols ensure the protection of sensitive data while maintaining 

compliance with all federal and local regulations. 
• Support: Comprehensive training and customer support are built into the budget to ensure 

PRMP staff and financial institutions can use the system effectively. 
 

By providing a transparent and thorough cost proposal in Attachment A, we are confident that 
CITIZ3N’s AVS solution offers both reliability and cost-efficiency for PRMP. 
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VII. Attachment B – Vendor Reference Form 

Please find our completed Attachment B - Vendor Reference Forms on the following pages. 
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Attachment B 

2024-PRMP-MES-AVS-005 

 
The vendor is NOT to change any of the pre-filled cells in the following tables.  

The vendor may add additional reference tables as necessary. 

Vendor Reference Form 

Vendor Information 

Vendor Name: Softheon Inc. Contact Name: Victor Sanchez 

Contact Phone: 410-340-5775 

Customer Information 

Customer Organization: Department of Health and Contact Name: Brandon Lewis 
Human Resources (DHHR) 

Contact Title: Director, Office of Enterprise Systems 

Customer Address: One Davis Square, Room 211, Contact Phone: 304-549-9414 
Charleston, WV 25301 

Contact Email: Brandon.s.lewis@wv.gov 

Project Information 

Total Vendor Staff: 9 

Project Objectives: In accordance with Section 1940 of the Social Security Act, West Virginia DHHR sought a vendor to 
implement an Asset Verification System (AVS) to search for and provide verification of liquid and real property assets of 
Aged, Blind, or Disabled applicants and recipients of Medicaid. 

Project Description: The AVS project aimed to significantly improve the eligibility verification process for DHHR by 
providing a reliable means to access real-time asset data across various sources. By incorporating API/SFTP integrations 
tailored to state-specific requirements, the project would seamlessly link DHHR’s eligibility system with both primary and 
third-party data sources. This setup would enable efficient verification of assets, ensuring rapid and accurate eligibility 
determinations for Medicaid, SNAP, and TANF applications. 

Vendor’s Involvement: Softheon led the end-to-end development and integration of the API/SFTP components, ensuring 
seamless connectivity between DHHR’s state-specific eligibility system, subcontractor Optum, and multiple, downstream 
data vendors. This included designing and implementing integrations that supported accurate and real-time verification of 
eligibility for individuals across all State social programs. Softheon’s role extended beyond initial development, providing 
ongoing infrastructure support, ad-hoc and scheduled reporting, and managing access rights essential for maintaining 
system performance and data integrity. Through this comprehensive involvement, Softheon ensured the infrastructure 
was both robust and adaptable to evolving program needs. 

Project Benefits: The implementation of the AVS allowed multiple state agencies to access real-time disclosed and 
undisclosed asset information about program applicants and their spouses and/or beneficiaries from multiple data 
sources, and thus improved operational efficiencies, reduced processing times, and helped ensure benefits reached eligible 
recipients accurately and timely. Softheon’s ongoing and ad-hoc reporting capabilities allowed the State to make better 
informed decisions about their eligibility population. The implementation and ongoing support provided to the State 
throughout the life of the contract also led to two important, future milestones: development work to begin ex-parte 
renewals and the renewal of Softheon’s initial six-year contract for another three to six years. The former saw the State’s 
monthly application total increase by nearly 150% without any degradation in system performance or turnaround time. 

Key Personnel 

Name: Renee Salerno Role: Client Executive 

Name: Max Meneses Role: Solutions Architect 

Name: Robert Miller Role: General Manager, Senior Vice President, Gov’t Cloud 

Name: Akshay Punde Role: Product Manager, Verify 

Name: Akshay Mathur Role: Group Product Manager 

Project Measurements: 

Estimated one-time costs: $494,000.00 Actual one-time costs: $494,000.00 
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Reason(s) for change in one-time cost: Not applicable. 

 

Original Value of Vendor’s Contract: $2.1 Million per 
year, with a guaranteed annual minimum. Does not 
include Property nor Motor Vehicle. 

$12.6 million for 600,000 Medicaid Lives. 

Actual Total Contract Value: Initial Contract from 2018 was 
extended 6 years in June 2024. Total Value is $12.6 Million. 

Reason(s) for change in value: Not applicable. 

 

Estimated Start & Completion Dates: From: 01/16/2018 To: 04/16/2018 

Actual Start & Completion Dates: From: 01/16/2018 To: 03/01/2018 

Reason(s) for difference between Estimated and Actual dates: Our out-of-the-box solution was implemented in a 
remarkable 45 days—half the expected 90-day timeline—without compromising on quality or performance standards. 

 

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted activities: 
Not applicable. 
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Attachment B 
2024-PRMP-MES-AVS-005 

 
The vendor is NOT to change any of the pre-filled cells in the following tables.  

The vendor may add additional reference tables as necessary. 

Vendor Reference Form 

Vendor Information 

Vendor Name: Softheon Inc. Contact Name: Victor Sanchez 

Contact Phone: 410-340-5775 

Customer Information 

Customer Organization:  Mississippi  Division  of Contact Name: Stephen Oshinsky 
Medicaid (DOM) and Mississippi Department of Human 
Services (DHS) Contact Title: Managing Consultant 

Customer Address: DOM (550 High Street, Suite 1000, Contact Phone: 601-942-9624 

Jackson, MS 39201) & DHS (200 South Lamar Street, 
Jackson, MS 39201) Contact Email: Stephen.Oshinsky@medicaid.ms.gov 

Project Information 

Total Vendor Staff: 11 

Project Objectives: As part of Mississippi’s Health and Human Services Transformation Project (HHSTP), Softheon was 
the vendor of choice to build and implement a Fraud and Abuse Module (FAM) that would meet the requirements of the 
Medicaid and Human Services Transparency and Fraud Prevention Act, referred to as State of Mississippi House Bill 1090. 

Project Description: The FAM would be used to facilitate enhanced eligibility verification of both DOM and DHS clients 
for state public assistance programs, including Medicaid, SNAP, and TANF. The goal was to provide a cost-effective, 
accessible, and scalable shared application that would deliver necessary notifications and/or alerts to caseworkers 
regarding fraud and abuse among their client population. The FAM touts three primary features: solicited initial 
verification requests, unsolicited or new data alerts, and proactive risk profiling and risk scoring against eligibility rules. 

Vendor’s Involvement: Softheon led the development for the API/SFTP integration with the HHSTP Enterprise Service 
Bus via Service Oriented Architecture (SOA), and to two state-specific eligibility systems (NewMeds & MAVERICS), as well 
as downstream integration with third-party data vendors and their respective systems. These integrations allowed the 
connected systems to verify and determine the eligibility for individuals for social programs. Softheon also provided 
ongoing and ad-hoc reporting, risk rule development, access rights, and other infrastructure assistance to the project. 

Project Benefits: The FAM is a member information aggregator that enables multiple state agencies and eligibility systems 
to streamline their eligibility verification processes. The FAM provides ongoing eligibility alerts, solicited and unsolicited, 
while ingesting data from as many federal and state data sources as available, and monitoring potential fraud and abuse 
among client populations using state-specific eligibility rules. 

Key Personnel 

Name: Lauren Negrinelli Role: Project Manager 

Name: Michelle Pfleger Role: Director, Project Management Office 

Name: Chandler Parkinson Role: Client Executive 

Name: Max Meneses Role: Solutions Architect 

Name: Robert Miller Role: General Manager, Senior Vice President, Gov’t Cloud 

Name: Akshay Punde Role: Product Manager, Verify 

Name: Akshay Mathur Role: Group Product Manager 

Project Measurements: 

Estimated one-time costs: $1,113,000.00 Actual one-time costs: $1,113,000.00 

Reason(s) for change in one-time cost: Not applicable. 
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Original Value of Vendor’s Contract: $3,481,000.00 Actual Total Contract Value: $3,566,912.50 

Reason(s) for change in value: During project implementation, development required features that were not included in 
the original scope of work and Mississippi purchased additional hours of development work to complete the requested 
features. 

 

Estimated Start & Completion Dates: From: 04/01/2021 To: 12/31/2021 

Actual Start & Completion Dates: From: 04/01/2021 To: 04/26/2024 

Reason(s) for difference between Estimated and Actual dates: Key personnel changes, development work outside of the 
original scope, and delayed execution of testing. 

 

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted activities: 
Not applicable. 
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VIII. Attachment C – Subcontractor Reference Form 

 
Please find our completed Attachment C - Subcontractor Reference Forms on the following pages. 
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Attachment C 

2024-PRMP-MES-AVS-005 

 

Subcontractor Reference Form 
Subcontractor Information 

Vendor Name: Softheon Inc. Contact Name: Victor Sanchez 

Contact Phone: 410-340-5775 

Customer Information 

Customer Organization: Accuity Asset Verification 
Services 

Contact Name: Jason Balaban 

 Contact Title: Sales Director, Government Services 

Customer Address: 230 Park Avenue, 7th Floor, New York, 
NY 10169 

Contact Phone: 847-933-5076 

 Contact Email: Jason.balaban@lexisnexisrisk.com 

Project Information 

Total Vendor Staff: 9 

Project Objectives: In accordance with Section 1940 of the Social Security Act, West Virginia DHHR sought a vendor to 
implement an Asset Verification System (AVS) to search for and provide verification of liquid and real property assets of 
Aged, Blind, or Disabled applicants and recipients of Medicaid. Accuity Asset Verification Services would serve as the liquid 
asset data source to West Virginia DHHR throughout the term of the contract. 

Project Description: The AVS project aimed to significantly improve the eligibility verification process for DHHR by 
providing a reliable means to access real-time liquid asset data across various sources. By incorporating API/SFTP 
integrations tailored to state-specific requirements, the project would seamlessly link DHHR’s eligibility system via 
Softheon with Accuity Asset Verification Services. This setup would enable efficient verification of liquid assets, ensuring 
rapid and accurate eligibility determinations for Medicaid, SNAP, and TANF applications. 

Vendor’s Involvement: Softheon led the end-to-end development and integration of the API/SFTP components, ensuring 
seamless connectivity between DHHR’s state-specific eligibility system, subcontractor Optum, and Accuity Asset 
Verification Services, the downstream liquid asset data partner. This included designing and implementing integrations 
that supported accurate and real-time verification of eligibility for individuals across all State social programs. Softheon’s 
role extended beyond initial development, providing ongoing infrastructure support, ad-hoc and scheduled reporting, and 
managing access rights essential for maintaining system performance and data integrity. Through this comprehensiv e 
involvement, Softheon ensured the infrastructure was both robust and adaptable to evolving program needs. 

Project Benefits: The implementation of the AVS allowed multiple state agencies to access real-time disclosed and 
undisclosed liquid asset information about program applicants and their spouses and/or beneficiaries, and thus improved 
operational efficiencies, reduced processing times, and helped ensure benefits reached eligible recipients accurately and 
timely. Softheon’s ongoing and ad-hoc reporting capabilities allowed the State to make better informed decisions about 
their eligibility population and better understand their financial institution network. The implementation and ongoing 
support provided to the State throughout the life of the contract also led to two important, future milestones: development 
work to begin ex-parte renewals and the renewal of Softheon’s initial six-year contract for another three to six years. The 
former saw the State’s monthly application total increase by nearly 150% without any degradation in system performance 
or turnaround time. 

Key Personnel 

Name: Renee Salerno Role: Client Executive 

Name: Max Meneses Role: Solutions Architect 

Name: Robert Miller Role: General Manager, Senior Vice President, Gov’t Cloud 

Name: Akshay Punde Role: Product Manager, Verify 

Name: Akshay Mathur Role: Group Product Manager 

Project Measurements: 
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Estimated one-time costs: Included in WVA fees Actual one-time costs: Included in WVA fees 

Reason(s) for change in one-time cost: NA 

 

Original Value of Vendor’s Contract: Included in WVA fees Actual Total Contract Value: Included in WVA fees 

Reason(s) for change in value: NA 

 

Estimated Start & Completion Dates: From: 01/16/2018 To: 04/16/2018 

Actual Start & Completion Dates: From: 01/16/2018 To: 03/01/2018 

Reason(s) for difference between Estimated and Actual dates: Our out-of-the-box solution was implemented in a 
remarkable 45 days—half the expected 90-day timeline—without compromising on quality or performance standards. 

 

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted activities: 
Not applicable. 
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Attachment C 
2024-PRMP-MES-AVS-005 

 

Subcontractor Reference Form 
Subcontractor Information 

Vendor Name: Softheon Inc. Contact Name: Victor Sanchez 

Contact Phone: 410-340-5775 

Customer Information 

Customer Organization: TransUnion Contact Name: Josh Ledgerwood 

 Contact Title: Director, Channels & Alliances, U.S. 
Public Sector 

Customer Address: 555 W. Adams Street, Chicago, IL 
60661 

Contact Phone: 720-237-4749 

 Contact Email: Joshua.ledgerwood@transunion.com 

Project Information 

Total Vendor Staff: 9 

Project Objectives: In accordance with Section 1940 of the Social Security Act, the Indiana Family and Social Services 
Administration (FSSA) and Office of Medicaid Policy and Planning (OMPP) sought a vendor to implement an Asset 
Verification System (AVS) to search for and provide verification of liquid and real property assets of Aged, Blind, or 
Disabled applicants and recipients of Medicaid. TransUnion would serve as the real property and motor vehicle asset data 
source to Indiana throughout the term of the contract. 

Project Description: The AVS project aimed to significantly improve the eligibility verification process for FSSA & OMPP 
by providing a reliable means to access real-time real property and motor vehicle asset data across various sources. By 
incorporating API/SFTP integrations tailored to state-specific requirements, the project would seamlessly link Indiana’s 
eligibility system via Softheon with TransUnion. This setup would enable efficient verification of real property and motor 
vehicles, ensuring rapid and accurate eligibility determinations for Medicaid applications. 

Vendor’s Involvement: Softheon led the end-to-end development and integration of the API/SFTP components, ensuring 
seamless connectivity between Indiana’s state-specific eligibility system, subcontractor Deloitte, and TransUnion, the 
downstream real property and motor vehicle asset data partner. This included designing and implementing integrations 
that supported accurate and real-time verification of eligibility for individuals across all State social programs. Softheon’s 
role extended beyond initial development, providing ongoing infrastructure support, ad-hoc and scheduled reporting, and 
managing access rights essential for maintaining system performance and data integrity. Through this comprehensive 
involvement, Softheon ensured the infrastructure was both robust and adaptable to evolving program needs. 

Project Benefits: The implementation of the AVS allowed multiple state agencies to access real-time disclosed and 
undisclosed real property and motor vehicle asset information about program applicants and their spouses and/or 
beneficiaries, and thus improved operational efficiencies, reduced processing times, and helped ensure benefits reached 
eligible recipients accurately and timely. Softheon’s ongoing and ad-hoc reporting capabilities allowed the State to make 
better informed decisions about their eligibility population. The implementation and ongoing support provided to the State 
throughout the life of the contract has led Indiana to exercise two (2) one-year renewals, extending the contract to its 
maximum of six (6) years at the State’s option. 

Key Personnel 

Name: Renee Salerno Role: Client Executive 

Name: Max Meneses Role: Solutions Architect 

Name: Robert Miller Role: General Manager, Senior Vice President, Gov’t Cloud 

Name: Akshay Punde Role: Product Manager, Verify 

Name: Akshay Mathur Role: Group Product Manager 

Project Measurements: 

Estimated one-time costs: Included in IND fees Actual one-time costs: Included in IND fees 
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Reason(s) for change in one-time cost: NA 

 

Original Value of Vendor’s Contract: Included in IND fees Actual Total Contract Value: Included in IND fees 

Reason(s) for change in value: NA 

 

Estimated Start & Completion Dates: From: 12/02/2019 To: 03/2020 

Actual Start & Completion Dates: From: 12/02/2019 To: 01/2021 

Reason(s) for difference between Estimated and Actual dates: FSSA and OMPP resource availability for implementation. 

 

If the vendor performed the work as a Subcontractor, the vendor should describe the scope of subcontracted activities: 
Not applicable. 
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IX. Attachment F - Outcomes Traceability Matrix 

Please find our completed Attachment F – Outcomes Traceability Matrix on the following pages. 
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If there is matched ticket ID based on the entered value, then the ticket details modal will be 

popped up instead of redirecting you to query search page. 

  

 

  

 

 

 

  



 

 



 

 

 

 

 



 

 



 

 

𝑺𝒆𝒗𝒆𝒓𝒊𝒕𝒚 𝑶𝒄𝒄𝒖𝒓𝒓𝒆𝒏𝒄𝒆 𝑫𝒆𝒕𝒆𝒄𝒕𝒊𝒐𝒏 

𝑶𝒑𝒆𝒓𝒂𝒕𝒊𝒐𝒏𝒂𝒍 𝑰𝒎𝒑𝒂𝒄𝒕

  

 

 



 

 

 

 



 

 



 

 

 



 

 

Note: Owners of a ticket cannot follow their own tickets and cannot unfollow their own tickets. 

 

 



 

 

  

https://wiki.softheon.com/Wiki/softheon/article/7891
https://wiki.softheon.com/Wiki/softheon/article/13378


 

 

 

 



 

 

This is an optional 

ield. 

 

 

 

 



 

 

 

 

 

 



 

 

 

 



 

 



 

 

 

 



 

 

If unsure about ranking any of the categories, select “I Don’t Know” from the dropdown 

menu. If “I Don’t Know” is selected for any of the FMEA categories, then a message is 

displayed stating that the RPN cannot be calculated at this time. 

 

 

 

 

 

https://wiki.softheon.com/Wiki/softheon/article/6055


 

 

 

 



 

 

 

 

 

 

 



 

 

 

 

https://wiki.softheon.com/Wiki/softheon/article/7328#lighthouse-process-flow
https://wiki.softheon.com/Wiki/softheon/article/13379
https://wiki.softheon.com/Wiki/softheon/article/13380
https://wiki.softheon.com/Wiki/softheon/article/13380


 

 

This is an 

optional ield. 

 

 



 

 

 

 



 

 

 

 

 

 



 

 



 

 

Supporting Attachment 1e – Lighthouse – Softheon Support Platform for Testing 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

CITIZ3N 

 
 



 

 

Published by Kelly Festa in Softheon • Apr 8, 2021 • 

Modified on Feb 11, 2022 

• 260 Views • 11 min read 

 

 

 

 

 

 

 

  

Selecting “Remember Me” will save this information on your computer for later use. 

Click the “Forgot your Password” link to reset a forgotten password. 

#

 
 

https://wiki.softheon.com/Wiki/softheon/article/7008
https://wiki.softheon.com/Wiki/softheon/article/7008
https://wiki.softheon.com/Wiki/user/Kelly%20Festa
https://wiki.softheon.com/Wiki/softheon


 

 



 

 

For more 

advanced searching, such as querying using a combination of logic statements, please refer 

to the Query Search option of this document. 

If there is matched ticket ID based on the entered value, then the ticket details modal will be 

popped up instead of redirecting you to query search page. 

https://wiki.softheon.com/Wiki/softheon/article/1982#query-search-option


 

 

  

 

  

 

 

 

  

 

 



 

 



 

 

 

 

 



 

 



 

 

𝑺𝒆𝒗𝒆𝒓𝒊𝒕𝒚 𝑶𝒄𝒄𝒖𝒓𝒓𝒆𝒏𝒄𝒆 𝑫𝒆𝒕𝒆𝒄𝒕𝒊𝒐𝒏 

𝑶𝒑𝒆𝒓𝒂𝒕𝒊𝒐𝒏𝒂𝒍 𝑰𝒎𝒑𝒂𝒄𝒕

  

 

 



 

 

ic

 

 

 



 

 

 



 

 

Note: Owners of a ticket cannot follow their own tickets and cannot unfollow their own tickets. 

 

 



 

 

□ 

 

 

 

 



 

 

□ 

This is an optional 

feld. 

“Test” 

 

 

 

 



 

 

Note

 
 



 

 



 

 

required 

 



 

 

Note

 

 



 

 

Note

 

 



 

 

 

 



 

 

 

 

 

 



 

 



 

 

Supporting Attachment 1f – Softheon Wiki User Guide 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

CITIZ3N 

 
 



 

 

Published by Softheon in Softheon  

     
# # # # # #

 
 

https://wiki.softheon.com/Wiki/softheon/article/3297
https://wiki.softheon.com/Wiki/user/Softheon
https://wiki.softheon.com/Wiki/softheon


 

 

Wiki Reader 

 

  

Wiki Author 

 



 

 

  

Wiki Editor 

 



 

 

This feature is based on permissions. 

 

 

 

 

 



 

 

 

 



 

 

http://wiki.softheon.com/


 

 



 

 

MENU 

 
,-::!. Home 

 

 

i:i.  Browse 

Selected For You 

Iii latest Articles 

My Articles Beta 

, Drafts 

 
r

w
.i Scheduled 

 

"' Pending Approval 

 

[II] Bookmarks 

 

'   
Subscriptions 

".) Recent History 

 

1!11 Keyboard Shortcuts 

 

? Welcome Tour 

 
More About Wiki: 

F.A.Q. Release Notes 

@ 2020 Softhcon. Inc. 



 

 

 

 



 

 



 

 

Note: searches performed from the homepage default to searching across all libraries 
 

 



 

 



 

 

 This feature is only available to users in the Wiki Author or Wiki Editor roles. 

 

 Users may only add content to the libraries they have access to. 

 

  

 

 



 

 

  

 

 



 

 

 

 

 

 



 

 

 

 



 

 

 

 

 



 

 

  

 

 



 

 

 

 



 

 

 

 

 

 



 

 

 

 

 



 

 

 

 

 

 



 

 

 

 

 

 



 

 

 

 

 

 

 

 



 

 

This feature is only available to users in the Wiki Author or Wiki Editor roles. 

 

 This feature is only available to authors for the articles they own. 

 

 

 

 

 



 

 

 

 

 

 



 

 

This feature is only available to users in the Wiki Author or Wiki Editor roles. 

 

 

 



 

 

 

 



 

 

 

 



 

 



 

 



 

 



 

 

Supporting Attachment 1g – AVS Training Survey 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

CITIZ3N 

 
 



 

 

AVS Training Survey 
 

 

* This form will record your name, please fill your name. 
 

 

1. How intuitive did you find the AVS platform after the training session? 

 

 Very intuitive 

 

 Somewhat intuitive 

 Neutral 

 Somewhat difficult to use 

Very difficult to use 

 

 

2. How would you rate the clarity of the trainers during the session? 

 

 Very clear and easy to understand 

 Somewhat clear 

 Neutral 

 

 Somewhat unclear 

Very unclear 

 

 

3. How engaging and interactive was the trainer during the session? 

 

 Very engaging 

 

 Somewhat engaging 

 Neutral 

 Not very engaging 

Not engaging at all 

 
 

 
 

 
 



 

 

4. How confident do you feel about using the AVS platform independently after this training? 

 

 Extremely confident 

 Somewhat confident 

 Neutral 

 Somewhat not confident 

Extremely not confident 

 

 

5. Were there any parts of the training that you found challenging or unclear? 

 

 Yes 

 No 

Maybe 

 

 

 

6. How would you rate your overall satisfaction with the AVS training session? 

 

 Satisfied 

 Neutral 

 Dissatisfied 

 Very unsatisfied 

Not satisfied 

 

 

This content is neither created nor endorsed by Microsoft. The data you submit will be sent to the form owner. 

Microsoft Forms  
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1. Introduction 

1.1 Document Overview 

The purpose of this document is to provide a detailed description on what information is required by Softheon’s Verify 
Solution hereby referred to as ‘Verify’ to successfully perform verification on Individuals who apply for State Benefits, so 
that state can determine the eligibility of the individuals for state-based programs like Medicaid, SNAP, TANF, CHIP, 
LIHEAP etc. 

This document includes a detailed metadata dictionary with a list of all the data elements, their description, format, 
and structure. These data elements will be used to create verification requests in Verify, to provide successful 
verification responses to the Client’s Eligibility System in the format agreed upon between Softheon and the client. 

1.2 About Softheon’s Verify Solution 

Verify is used by States to determine the Eligibility of Individuals for the State Based programs like Medicaid, SNAP, 
TANF, CHIP, LIHEAP etc., in order to ensure that only eligible individuals get state benefits, thus preventing Fraud, Waste 
and Abuse and saving tax-payer’s money. 
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2. Verification Request Entity Metadata 

 
This section provides information on all the data elements which need to be provided by the State’s Eligibility System/s 
to ‘Verify’ to successfully perform a verification search. Some fields are required to perform Asset Search and some of 
them are Optional Fields. 

2.1 Household Profile 

Field Type Length Required Description 

Case Number String 25 Yes Case Number for an 

Applicant/Beneficiary. 

Eligibility Review 

Date 

DateTime N/A No Date of Verification Request Creation. 

Department String 25 Yes Department creating the Verification 

Request. 

Program String 40 Yes Program Name Applied for by the 

Applicant. 

E.g.: Medicaid, SNAP, TANF, LIHEAP, CHIP 

etc.. 

Program ID String 25 No Program ID if any. 

Primary RID Number String 20 Yes Partner’s or Client’s Unique Reference 
Identification Number for Applicant/Beneficiary. 
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RID Type String 35 Yes Reference Identification Number (RID) 
Type will specify which Program the Reference 
Identification Number (RID) Number belongs to 
for the Applicant/Beneficiary 

E.g.: MedicaidID, SnapID, TanfID etc. 

Transaction Type String 100 No Eligibility System’s Transaction Type. 

E.g.: Admin Renewal, Initial Verification, 
Recertification, Redetermination, Periodic 
Report, Other etc. 

Primary SSN String 9 Yes Social Security Number of the 

Applicant/Beneficiary 

Household Size Integer N/A No Size of Applicant/Beneficiary’s Household 

(Including the Applicant/Beneficiary) 

First Name String 35 Yes First Name of the Applicant/Beneficiary 

Middle Name String 35 No Middle Name of the Applicant/Beneficiary 

Last Name String 50 Yes Last Name of the Applicant/Beneficiary 

Suffix String 10 No Suffix of the Applicant/Beneficiary. 

E.g.: 

1) Jr. 

2) Sr. 

3) III 

4) IV 

(Note: These examples are suggested values. If 
client has different values than what is 
recommended, those values can also be used) 

Date of Birth DateTime N/A Yes Birth Date of the Applicant/Beneficiary 

Gender String 80 No Gender of the Applicant/Beneficiary 



Softheon, Inc. 

Powering What’s Next in Healthcare 

1500 Stony Brook Rd 

Stony Brook, NY 11794 

 

 

 

    E.g.: 

1) Male 

2) Female 

3) Other 

Phone String 32 No Phone Number of the 

Applicant/Beneficiary 

Address 1 String 100 Yes Street Address of the 
Applicant/Beneficiary’s Residence (Add 
Apt/Suite if applicable) 

Address 2 String 100 No Street Address of the 
Applicant/Beneficiary’s Residence (Add 
Apt/Suite if applicable) 

City String 40 Yes City of the Applicant/Beneficiary’s 

Residence 

State String 2 Yes State of the Applicant/Beneficiary’s 
Residence AL,AR,AZ,CA,CO,CT,DC,DE,FL, 

GA,GU,HI,IA,ID,IL,IN,KS,KY, 

LA,MA,MD,ME,MI,MN,MO,MS,MT, 

NC,ND,NE,NH,NJ,NM,NV,NY,OH, 

OK,OR,PA,PR,RI,SC,SD,TN,TX, 

UT,VA,VI,VT,WA,WI,WV,WY 

Zip Code String 10 Yes 5 Digit Zip Code of the 

Applicant/Beneficiary’s Residence. 

Years Resided Integer N/A No Years lived at provided address. 

Current Address String 3 No Is the given address 

Applicant/Beneficiary’s current address? 

• Yes 
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    • No 

Married String 3 No Is the Applicant/Beneficiary Married? 

• Yes 

• No 

Race String 50 No Race of the Applicant/Beneficiary 

Ethnicity String 50 No Ethnicity of the Applicant/Beneficiary 

 
2.1.1 Household Table (Currently not in Use) 

 

Household table includes list of household members of the primary applicant for whom verification needs to be done. 
There can be multiple rows for this table for adding multiple household members and the fields are required only if the 
row exits. If no additional members are added then the fields are not required. 

 

Field Type Length Required Description 

RID Number String 20 Yes Partner’s or Client’s Reference Identification 

Number for Household Member. 

SSN String 9 No Social Security Number of the Household Member 

First Name String 30 Yes First Name of the Household Member 

Middle 

Name 

String 30 No Middle Name of the Household Member 

Last Name String 50 Yes Last Name of the Household Member 

Date of Birth DateTime N/A Yes Birth Date of the Household Member 

Gender String 80 No Gender of the Household Member 

Relationship String 80 No Relationship of the Household Member with 
Primary Applicant 

Alien Sponsor 
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    Aunt or Uncle 

Child 

Ex-Spouse Foster 

Child Grandchild 

Grandparent 

Legal Parent (Putative father-paternity established) 

Niece/Nephew 

Not Related 

Newly Wed 

Parent 

Primary Individual 

Self 

Sibling 

StepChild 

Spouse 

Stepparent 

Other Related 

Marital 

Status 

String 80 No Single 

Married Divorced 

Separated 

Widowed 
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Race String 100 No Race of the Household Member 

Ethnicity String 100 No Ethnicity of the Household Member 

Asset 
Search 
Required 

String 5 No Is Asset Search required for this Household 

Member? 

• True 

• False 

 
2.1.2 Address Table (Currently not in Use) 

 

Address table is used if a verification is needed to be performed for the Primary Applicant/Beneficiary or any household 
member/s on multiple addresses. All the addresses used to do verification for Primary Applicant/Beneficiary and 
Household Members should be added in this table. There can be multiple rows for this table for adding additional 
addresses and the fields are required only if the row exits. If no additional addresses are added then the fields are not 
required. 

(Note: If additional address searches are done for Primary Applicant or Household Member, additional address search 
charges will apply.) 

 

Field Type Length Required Description 

Address 1 String 100 Yes Street Address for additional address provided 

(Add Apt/Suite if applicable) 

Address 

2 

String 100 No Street Address for additional address provided 

(Add Apt/Suite if applicable) 

City String 40 Yes City for additional address provided 

State String 2 Yes State for additional address provided 

Zip Code String 10 Yes Zip Code for additional address provided 

Years 

Resided 

Integer N/A No Years lived at provided address. 

Current String 5 No Is the given address Household Applicant’s current 

address? 

• Yes 
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    • No 

 
2.1.3 Categories Table (Currently not in Use) 

 

Field Type Length Required Description 

RID Number String 20 No Field is not currently utilized. * 

Case Head String 32 No Field is not currently utilized. * 

Program Code String 10 No Field is not currently utilized. * 

Program 

Description 

String 100 No Field is not currently utilized. * 

Category Code String 10 No Field is not currently utilized. * 

Category 

Description 

String 100 No Field is not currently utilized. * 

HCBC-NF-IND String 3 No Field is not currently utilized. * 

Participation Status String 32 No Field is not currently utilized. * 

Payment Begin Date DateTime N/A No Field is not currently utilized. * 

Program Name String 50 No Field is not currently utilized. * 

* - These fields were part of our Legacy System which are not currently utilized. 

2.1.4 Alias Table (Currently not in Use) 

 

Field Type Length Required Description 

First Name String 50 Yes Alias First Name of the Primary Applicant * 

Middle 

Name 

String 35 No Alias Middle Name of the Primary Applicant * 

Last Name String 50 Yes Alias Last Name of the Primary Applicant * 

Suffix String 10 No Alias Suffix of the Primary Applicant * 
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    1) Jr. 

2) Sr. 

3) III 

4) IV 

* - Asset Search on Alias Name of the Primary Applicant or Household Member is going to be part of future 
implementation and is not currently being used. 

2.2 Disclosed Assets Profile (Currently not in Use) 
2.2.1 Liquid Assets Table 

Field Type Length Required Description 

RID Number String 20 No Partner’s or Client’s Reference Identification Number 

for Primary Applicant or Household Member 

Type String 100 No Type of A/C (Checking, Saving, IRA etc.) 

Burial String 3 No Is it a Burial A/C? 

• Yes 

• No 

Jointly Owned String 3 No Is the A/C jointly owned? 

• Yes 

• No 

Amount Decimal N/A No Amount Balance in the A/C 

Account Number String 50 No Account Number 

Institution Name String 100 No Financial Institution Name (E.g., Bank of America) 

Address String 100 No Street Address of the Bank 

City String 40 No City of the Bank 

State String 4 No State of the Bank 

Zip Code String 10 No Zip Code of the Bank 
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Joint Owner First 

Name 

String 35 No Joint Owner/s First Name if it is a joint A/C 

Joint Owner Last 

Name 

String 35 No Joint Owner/s Last Name if it is a Joint A/C. 

 
2.2.2 Vehicle Assets Table 

Field Type Length Required Description 

RID Number String 20 No Partner’s or Client’s Reference Identification Number for 

Primary Applicant or Household Member 

Type String 100 No Type of Vehicle if it is a Car, Van, RV, Pickup Truck, 

Tractor etc. 

Jointly Owned String 3 No Is the Vehicle jointly owned? 

• Yes 

• No 

Year Integer N/A No Model year of the vehicle 

Make String 30 No Make of the Vehicle 

Model String 100 No Model of the Vehicle 

Vehicle ID String 50 No VIN Number of the Vehicle 

License Plate String 50 No License Plate Number of the Vehicle 

Amount Owed Decimal N/A No Amount Owed for the Vehicle if obtained on EMI 

Trade-in Value Decimal N/A No Approximate Trade in Value offered by a Vehicle Dealer 

for your car in exchange for the new car. 

Retail Value Decimal N/A No Approximate Retail Value of the Vehicle 

Joint Owner 

First Name 

String 35 No Joint Owner/s First Name if the Vehicle is owned jointly. 

Joint Owner 

Last Name 

String 35 No Joint Owner/s Last Name if the Vehicle is owned jointly. 
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2.2.3 Real Property Assets Table 

Field Type Length Required Description 

RID Number String 20 No Partner’s or Client’s Reference Identification Number 

for Primary Applicant or Household Member 

Type String 100 No Type of Property for e.g.. Office space, Single Residence, 

Multi-Family Residence etc. 

Residence String 3 No Is it a place of Residence? 

• Yes 

• No 

Jointly Owned String 3 No Is the Property jointly owned? 

• Yes 

• No 

Market Value Decimal 30 No Approximate Market Value of the Property 

Amount Owed Decimal N/A No Amount Owed for the Property if obtained on EMI 

Life Estate 

Value 

Decimal N/A No Approximate Market Value if it is a Life Estate 

Address String 100 No Address of the Property 

City String 40 No City of the Property 

State String 4 No State of the Property 

Zip Code String 10 No Zip Code of the Property 

Joint Owner 

First Name 

String 35 No Joint Owner/s First Name if the Property is owned 

jointly. 

Joint Owner Last 

Name 

String 35 No Joint Owner/s Last Name if the Property is owned 

jointly. 
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2.2.4 Personal Property Assets Table 

Field Type Length Required Description 

RID Number String 20 No Partner’s or Client’s Reference Identification Number for 

Primary Applicant or Household Member 

Type String 100 No Type of Personal Property. It can be tangible property like 
Furniture, Household Goods or Intangible Property like Stocks, 
Bonds, or Intellectual Property such as Patents and Copyrights. 

Jointly 

Owned 

String 3 No Is the Personal Property jointly owned? 

• Yes 

• No 

Amount Decimal 30 No Approximate Amount or value the property holds. 

Joint Owner 

First Name 

String 35 No Joint Owner/s First Name if the Personal Property is owned 

jointly. 

Joint Owner 

Last Name 

String 35 No Joint Owner/s Last Name if the Personal Property is owned 

jointly. 

 
2.2.5 Life Insurance Assets Table 

Field Type Length Required Description 

RID 

Number 

String 20 No Partner’s or Client’s Reference Identification Number for 

Primary Applicant or Household Member 

Type String 100 No Type of Life Insurance. For e.g.: Permanent Life Insurance, 

Universal Life Insurance, Variable Life Insurance etc. 

Jointly 

Owned 

String 3 No Is the Life Insurance jointly owned? 

• Yes 

• No 

Face Value Decimal N/A No Approximate Face Value of Insurance Policy. 
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This is the stated dollar amount that the policy's beneficiaries 
receive upon the death of the insured. In most cases, the face value 
is transferred to the beneficiaries tax- free 

Cash 
Surrender 
Value 

Decimal N/A No Approximate Cash Surrender Value of Insurance Policy. 
 

 
Cash surrender value is the accumulated portion of a permanent 
life insurance policy's cash value that is available to the 
policyholder upon surrender of the policy. Depending on the age of 
the policy, the cash surrender value could be less than the actual 
cash value. 

Policy 

Number 

String 50 No Policy Number of the Insurance Policy. 

Company 

Name 

String 100 No Name of the company providing the Insurance Policy. 

Address String 100 No Address of the Company providing the Insurance Policy. 

City String 40 No City of the Company providing the Insurance Policy. 

State String 2 No State of the Company providing the Insurance Policy. 

Zip Code String 10 No Zip Code of the Company providing the Insurance Policy. 

Joint 
Owner First 
Name 

String 35 No Joint Owner/s First Name if the Life Insurance Policy is 

owned jointly. 

Joint 
Owner Last 
Name 

String 35 No Joint Owner/s Last Name if the Life Insurance Policy is 

owned jointly. 

 
2.2.6 Burial Assets Table 

Field Type Length Required Description 
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RID 

Number 

String 20 No Partner’s or Client’s Reference Identification Number for 

Primary Applicant or Household Member 

Type String 100 No Type of Burial Asset. For e.g.: caskets, urns, vaults, burial plots, 

cremation niches, headstones etc. 

Jointly 

Owned 

String 3 No Is the Burial Asset jointly owned? 

• Yes 

• No 

Amount Decimal N/A No Approximate Amount or value the Burial Asset holds. 

Account 

Number 

String 50 No Account Number if the A/C is a Burial A/C or a Burial Fund. 

Institution 

Name 

String 300 No Institution Name holding the Burial A/C or Burial Fund 

Address String 100 No Address of the Institution holding the Burial A/C or Burial 

Fund 

City String 40 No City of the Institution holding the Burial A/C or Burial Fund 

State String 4 No State of the Institution holding the Burial A/C or Burial Fund 

Zip Code String 10 No Zip Code of the Institution holding the Burial A/C or Burial 

Fund 

Joint 
Owner 
First 
Name 

String 35 No Joint Owner/s First Name if the Burial Asset is owned jointly. 

Joint 
Owner 
Last 
Name 

String 35 No Joint Owner/s Last Name if the Burial Asset is owned jointly. 

 
2.2.7 Lump Sum Assets Table 

Field Type Length Required Description 
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RID Number String 20 No Partner’s or Client’s Reference Identification Number for 

Primary Applicant or Household Member 

Type String 100 No Type of Lump Sum Asset for e.g., Money gifts, 

Inheritances, Settlements etc. 

Jointly Owned String 3 No Is the Lump Sum Asset jointly owned? 

• Yes 

• No 

Date Received DateTime N/A No Date the Lump Sum Assets were received 

Recurring String 3 No Are these Anticipated and Recurring Lump Sum 

Assets? 

• Yes 

• No 

Gross Amount Decimal N/A No Approximate Gross Amount obtained or Anticipated to 

be obtained through the Lump Sum Asset. 

Joint Owner 

First Name 

String 35 No Joint Owner/s First Name if the Lump Sum Asset is 

owned jointly. 

Joint Owner 

Last Name 

String 35 No Joint Owner/s Last Name if the Lump Sum Asset is 

owned jointly. 

 
2.3 Asset Verification Profile 

Field Type Length Required Description 

Start Date DateTime N/A No Verification Search Start Date 

Historic verification search begin date from 
where the verification information look-up 
need to start. 

End Date DateTime N/A No Verification Search End Date 

The current date of the Verification request 
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AssetVerificationCheck    ‘AssetVerificationCheck’ is used to 
identify which Data Sources need to be 
searched for a particular Verification 
Request. 

The Data Sources to be searched are 
indicated by providing a ‘True’ or ‘False’ 
Indicator. 

At least one Data Source needs to be 
selected for Verification search in any 
Verification Request 

LiquidAssetCheck String 5 Yes Is Liquid Asset Search required? 

• True 

• False 

RealPropertyCheck String 5 Yes Is Real Property Search required? 

• True 

• False 

MotorVehicleCheck String 5 Yes Is Motor Vehicle search required? 

• True 

• False 

AircraftCheck String 5 Yes Is Aircraft Search required? 

• True 

• False 

WatercraftCheck String 5 Yes Is Watercraft Search required? 

• True 

• False 

CriminalRecordsCheck String 5 Yes Is Criminal Records Search required? 

• True 
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    • False 

ConsumerStatementsCheck String 5 Yes Is Consumer Statements Search 

required? 

• True 

• False 

ConsumerAlertCheck String 5 Yes Is Consumer Alert Search required? 

• True 

• False 

IncomeTaxCheck String 5 Yes Is Income Tax Search required? 

• True 

• False 

CurrentIncomeCheck String 5 Yes Is Current Income Search required? 

• True 

• False 

LawfulPresenceCheck String 5 Yes Is Lawful Presence Search required? 

• True 

• False 

DuplicateAidCheck String 5 Yes Is Duplicate Aid Search required? 

• True 

• False 

DuplicatePublicAssistanceCheck String 5 Yes Is Duplicate Public Assistance Search 

required? 

• True 

• False 
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SocialSecurityBenefitCheck String 5 Yes Is Social Security Benefit Search 

required? 

• True 

• False 

IncomeCheck String 5 Yes Is Income Search required? 

• True 

• False 

IncomeEligibilityCheck String 5 Yes Is Income Eligibility search required? 

• True 

• False 

VitalEventsCheck String 5 Yes Is Vital Events search required? 

• True 

• False 

IncarcerationCheck String 5 Yes Is Incarceration search required? 

• True 

• False 

RetirementIncomeCheck String 5 Yes Is Retirement Income search required? 

• True 

• False 

SocialSecurityIncomeCheck String 5 Yes Is Social Security Income search 

required? 

• True 

• False 

DualEnrollmentCheck String 5 Yes Is Dual Enrollment Check required? 

• True 
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    • False 

SocialSecurityVerificationCheck String 5 Yes Is Social Security Verification search 

required? 

• True 

• False 

CacheCode Integer N/A Yes Defines the Cache Lookup Logic: 

1 – Cache Only 

Description: 

(i) Check if Cache Data is available for the 
requested data sources within the lookback 
period. 

(ii) If Cached Data is available, Callback 
Verification Responses for the Requested 
Data Sources will be sent to the 
Requesting Eligibility System in Near Real-
time. 

(iii) If Cached Data is unavailable for any 
data source, data will not be returned 
for that particular data source. 

 
 
 

 
2 - Cache + New 

Description: 

(i) Check if Cache Data is available for the 
requested data sources within the lookback 
period. 

(ii) If Cached Data is available for all 
requested data sources in Verify 

System’s Cache, send back the 
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    Callback Verification Responses for all 

the Requested Data Sources 

(iii) If Cached Data is available for some of 
the requested data sources in Verify 
System’s Cache, Callback Asset Verification 
Responses for those Requested Data 
Sources will be sent to the Requesting 
Eligibility System in near-real time. 

(iv) If Cached Data is unavailable for 
requested 3rd party data sources, fresh 
requests will be sent to the 3rd party data 
sources 

(v) Once fresh data is available from the 
3rd party Data Source/s, callback 
verification responses will be sent back 
to the Eligibility System which created 
the Verification Request. 

3 - Override Description: 

(i) If the Initial Request is an Override 
Request, Cache Data would not be 
checked. 

(ii) Fresh verification requests will be sent 
to the 3rd party Data Sources and once the 
fresh verification responses are available, 
they will be sent back to the department 
which created the Verification Request. 

CacheLookbackPeriod Integer N/A No This field specifies the Lookback Period 
for which Verify System needs to search for 
Cache Data. For e.g. 

 

 
30 – If the Integer provided is 30, then Verify 
System will lookback for 30 

days and search if there is any Data 
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    Source Information obtained and 
stored in Verify System’s Cache for the 
Individual within the 30-day Lookback Period 
from Date of Creation of Verification 
Request. 

 
2.4 Case Profile 

Field Type Length Required Description 

Caseworker ID String 100 Yes Email ID of the Caseworker 

Caseworker First Name String 100 No Caseworker’s First Name 

Caseworker Middle Name String 100 No Caseworker’s Middle Name 

Caseworker Last Name String 100 No Caseworker’s Last Name 

Caseworker Office Address String 100 No Caseworker’s Full Office Address. 

Office Name String 100 No Caseworker’s Office Name 

 
2.5 Response 

Field Type Length Required Description 

Case Number String 25 Yes Case Number for an Applicant/Beneficiary 

Response Code String 50 Yes Response Code 

Response Description String 200 Yes Response Description 

ReferenceID String 20 Yes Reference ID is the unique tracking ID to 
relate a request to the multiple verification callback 
data responses. 

 
2.6 API Response Codes 

Response Code Response Description Detailed Description 

S000 Success This Response Code is 

sent when an Verification 

request is 
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  successfully sent to 

Verify System. 

SVE001 SVE001: The required field 

Profile.RequiredField is missing. 

For Example: SVE001: The required 
field Household.FirstName is missing. 

This Response Code is 
sent when a Required 
Field is missing on an 
Verification Request 

SVE002 SVE002: Softheon Validation 
Error - The field 
Household.PrimarySSN has invalid 
length. Expected length is 9 

This Response Code is 
sent when an SSN with 
more or less than 9 digits 
is sent on an Verification 
Request 

SVE003 SVE003: Softheon Validation This Response Code is 

Error - Social Security Number is sent when an Invalid 
 Invalid SSN is sent on a 
  Verification Request. 

  
List of Invalid SSN’s: 

  
1) 219-09-9999 - Used 

  in Advertisement by 
  SSN Administration 

  
2) 078051120 - 

  Woolworth Wallet 
  Fiasco 

  
3) SSN starting with 

  666 (For e.g.: 666-23- 
  2122) 

  
4) SSN with 3 Digit Area 

  Code = 000. For e.g.: 
  (000-23-6625) 

  
5) SSN with 2 Digit 

  Group Number = 00. 
  For e.g.: (232-00-2111) 
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  6) SSN with 4 Digit 
Serial Number = 0000. For 
e.g.: (232-59-0000) 

7) SSN: 123456789 

SVE004 SVE004: Softheon Validation 
Error - Start Date and End Date should 
be populated if Request Type is 
Override and Liquid Asset Information 
is requested 

This Response Code is 
sent if Request Type is 
‘Override’ with Cache 
Code ‘3’, Liquid Asset 
Information is requested, 
but Start Date and End 
Date is not populated on 
the Verification Request. 

SVE005 SVE005: Softheon Validation 

Error 
- CacheLookbackPeriod should be 
populated if Request Type is Cache or 
Cache + New 

This Response Code is 
sent if Request Type is 
‘Cache’ or ‘Cache + New’, 
and Cache Lookback is 
not provided on a 
Verification Request. 

SVE006 SVE006: Softheon Validation 
Error - At least 1 Data Source should be 
selected 

This Response Code is 
sent if all the Data Sources 
are set to False on a 
Verification Request. At 
least 1 Data Source should 
be selected when doing an 
verification request. 

SVE007 SVE006: Softheon Validation 
Error - Start Date cannot be greater 
than the End Date 

This Response Code is 
sent if Asset Verification 
Start Date is later than 
the end date on an Initial 
Verification Request. 

For e.g.: 

Start Date: January 1st, 
2021. 
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  End Date: January 1st, 

2019. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
3. Verification Response Entity Metadata 
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This section provides information on all the data elements which will be provided by ‘Verify’ system to the 

State’s Eligibility System/s as part of the verification response. 

3.1 Callback Verification Response SOAP 

 
This section refers to the Call Back Verification Response SOAP service and the shared Standard Request and Response 
parameters which are shared between multiple SOAP operations to send data from ‘Verify’ System to State’s Eligibility 
System. 

3.1.1 Request 

 

The Request object contains basic information that should always be present, in addition to the detailed information 
provided for a specific Eligibility Determination Category. In the diagram provided below, <T> should be replaced with 
the detailed information for the eligibility determination category. For example, if you are using the Post Liquid Asset 
Operation, <T> would represent the Liquid Asset entity. 

 
Request<TFactor> 

 

 
 
 
 
 

 
TransactionApplicant 

+SSN: string 

+ LastName: string 

+FirstName: string 

+MiddleName: string 

+Prefix: string 

+Suffix: string 

+DateOfBirth: DateTime? 

+Address1: string 

+Address2: string 

+City: string 

+State: string 

+ZipCode: string 

+TransactionID: string 

+RequestDate: DateTime 

+FulfillmentType: string 

+Recipient: string 

+TransactionApplicant: 
TransactionApplicant 

+Data: List<TFactor> 

 
 

 
0 to Many 

 
 
 
 
 

 

TFactor 

+DataSource: DataSource 

[See Eligibility Factors including Liquid 
Asset, Real Property, Motor Vehicle etc.] 

 
 
 
 

 

DataSource 

+FulfillmentType: string 

+ReceivedDate: DateTime 

+Provider: string 

 
Below is the information which will be sent with every Individual Verification Response in order for the Eligibility System 
to uniquely identify which Verification Request or Member the information belongs to. 
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3.1.1 Transaction Applicant Profile 

Field Type Length Description 

SSN String 9 SSN of the Individual who is an 

Applicant/Beneficiary 

LastName String 50 Last Name of the Individual who is an 

Applicant/Beneficiary 

FirstName String 50 First Name of the Individual who is an 

Applicant/Beneficiary 

MiddleName String 50 Middle Name of the Individual who is an 

Applicant/Beneficiary 

Prefix String 10 Prefix of the Individual who is an 

Applicant/Beneficiary 

Suffix String 10 Suffix of the Individual who is an 

Applicant/Beneficiary 

DateOfBirth DateTime N/A Date of Birth of the Individual who is an 

Applicant/Beneficiary 

Address1 String 100 Address 1 of the Individual who is an 

Applicant/Beneficiary 

Address2 String 100 Address 2 of the Individual who is an 

Applicant/Beneficiary 

City String 30 City of the Individual who is an 

Applicant/Beneficiary 

State String 2 State of the Individual who is an 

Applicant/Beneficiary 

ZipCode String 5 Zip Code of the Individual who is an 

Applicant/Beneficiary 

 

 
3.1.1 Request <TFactor> Profile 

Field Type Length Description 

TransactionID String 20 Unique ‘Verify’ System Reference ID for the 

Transaction. 
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RequestDate DateTime N/A Creation Date of the Verification Request 

Fulfillment 

Type 

String 50 Eligibility Determination Information Source 

Possible Values: 

- NewFeed 

- CacheFeed 

ReceivedDate DateTime N/A Date the Response was received in ‘Verify’ 

System 

Provider String 50 Data Source Provider for the Eligibility 

Determination Information 

Recipient String 20 Recipient of the Eligibility Determination 

Information for the particular transaction 

Data List<TFactor> N/A The generic list of entities to be sent. TFactor 

would be replaced with the Entity type. 

 
3.1.2 Response 

 

This is the expected acknowledgement response when a request is sent to Eligibility System to receive an Eligibility 
Determination Verification Response. 

 

Field Type Length Description 

Response 

Code 

String 50 Response Code 

Response 

Description 

String 200 Response Description 

Response 

Timestamp 

DateTime N/A Time when Responses was received. 

 

3.2 Liquid Asset Entity Response Metadata 

 
This section will provide information on the Liquid Response Metadata which will be sent by Softheon’s ‘Verify’ System to 
State’s Eligibility System/s. 
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3.2.1 Info Profile 

3.2.1.1 Accounts Table 

Field Type Length Description 

AccountNumber String 30 Provides single or multiple Account 
Numbers registered with the FI for the individual. 

AccountType String 30 Type of Account if it is Checking or Savings 

Account etc. 

JointAccount String 5 This is an Indicator which will tell if the 

Account is joint or not. 

Description String 100 Type Description will have detailed 
description of type of Account for e.g. Certificate 
of Deposit, Joint Savings, Joint Checking, School 
saving, XMAS Club etc. 

Title String 100 Title Holder Information for the Account 

DateOpened DateTime N/A Date the Account was opened 

DateClosed DateTime N/A Date the Account was closed 

DateRemoved DateTime N/A Date the Account was removed 

ABANumber String 10 Routing Number for the Financial 

Institution. 

 

 
3.2.1.2 Account Balance Table 

Field Type Length Description 

AccountNumber String 30 Provides Account number registered with 

the FI for the individual 

Date DateTime N/A Monthly balance date 

Balance Double N/A Balance Amount for that particular month. 

Interest Double N/A Interest obtained from the balance 

amount on monthly basis 
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3.2.1.3 Additional Information Section 

Field Type Length Description 

AdditionalInfo String 8000 Financial Institutions provide extra 
information for the Account holder in this section 
which are very specific to that particular Account 
holder 

 

 

3.2.2 Source Profile 

Field Type Length Description 

LocationID String 20 Location ID of the Financial Institution 

InstitutionID String 10 Institution ID of the Financial Institution 

InstitutionName String 300 Name of the Financial Institution holding 

the Account 

Address1 String 100 Address of the Financial Institution 

Address2 String 100 Address of the Financial Institution 

City String 30 City of the Financial Institution 

State String 2 State of the Financial Institution 

ZipCode String 10 Zip Code of Financial Institution 

 

3.3 Motor Vehicle Entity Response Metadata 

 

This section will provide information on the Motor Vehicle Response Metadata which will be sent by 

Softheon’s ‘Verify’ System to State’s Eligibility System/s. 

 
3.3.1 Motor Vehicle Entity 

3.3.1.1 Info Profile 

Field Type Length Description 
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VIN String 35 Unique Vehicle Identification Number 

Vehicle Type String 30 Indicates the type of Vehicle: 

Possible Values: 

1. Motorcycle 

2. Passenger Car 

3. Light Truck 

4. Heavy Truck 

5. Trailer 
6. Unknown (Meaning: We could not 

determine the type of Vehicle by 
decoding the VIN) 

Note: These are the possible values as provided 
by the Vendor. There could be a possibility that 
there could be other values which will be 
supported by the Vendor, so Client should not 
code for these values on their end. This 
statement applies to all the data elements which 
have list of possible values. 

Possible Current 

Vehicle 

String 10 This field indicates if the applicant still owns the 
vehicle. 

 
Possible Values: 

1. Yes 

2. No 
3. Blank (Null Value. Meaning: We 

could not identify if the vehicle is 
currently owned by the Individual or 
not.) 

Matching 

Criteria 

String 5 Determining whether the record matches 

on first name, last name, or SSN 

(Note: Only Vehicles matching the person on 
First Name, Last Name and SSN are sent) 
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3.3.1.2 Vehicle Description Profile 

Field Type Length Description 

Make String 100 Make of the Vehicle (e.g., Ford, BMW) 

Model String 100 Model Description of the Vehicle. (E.g.. 

Elantra, Camry) 

Series String 100 Series code for the Vehicle. 

Model Year Integer 0 Model year of the vehicle 

Primary Color String 30 Primary Color of the Vehicle 

Secondary Color String 30 Secondary Color of the Vehicle 

Height String 10 Height of the Vehicle in inches. 

Width String 10 Width of the Vehicle in inches. 

Length String 10 Length of the Vehicle in inches. 

Body Style String 30 Body Style of the Vehicle (E.g.. Sedan, SUV, 

Sports Utility) 

Style String 30 Body Style of the Vehicle (E.g.. Sedan, SUV, 

Sports Utility) 

Body Sub Type String 30 Additonal details of body type such as 

"Extended cab" if the BodyType is "Pickup" 

Doors String 10 No. of doors for the Vehicle. 

Plant String 30 Manufacturing/assembly plant of the 

Vehicle. 

Restraint Type String 50 Type of safety restraints included in the 

Vehicle. 

 

 
3.3.1.3 Vehicle Performance Profile 

Field Type Length Description 

Weight String 10 Weight of the Vehicle in lbs. 



Softheon, Inc. 

Powering What’s Next in Healthcare 

1500 Stony Brook Rd 

Stony Brook, NY 11794 

 

 

 

Gross Vehicle 

Weight Range 

String 50 Gross weight range of the Vehicle in lbs. 

Gross Vehicle 

Weight Rating 

String 50 The maximum operating weight/mass of a 
Vehicle as specified by the manufacturer 
including the Vehicle's chassis, body, engine, 
engine fluids, fuel, accessories, driver, 
passengers, and cargo but excluding that of any 
trailers. 

Wheel Base String 30 Wheelbase length in inches. 

Wheel 

Dimensions 

String 30 Wheel dimensions in inches. 

Fuel Capacity String 10 Fuel capacity in gallons. 

Max Payload String 10 Maximum amount of weight you can 
safely add to a truck's cargo area in addition to 
its empty weight. 

Drive Type String 30 Type of drivetrain in the Vehicle (e.g. AWD, 

RWD, etc.) 

Fuel Type String 30 Type of fuel for the Vehicle. 

Engine Block String 30 Engine block configuration type. 

Engine Cylinders String 10 No. of cylinders in the engine. 

Engine Size String 10 The displacement of the engine in liters 
(estimate of the max power an engine can give). 

Engine 

Aspiration 

String 30 Type of air intake for the engine. 

Transmission 

Type 

String 30 Type of transmission on the Vehicle. 

 

 
3.3.1.4 Financials Profile 

Field Type Length Description 
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MSRP String 10 Manufacturer's Suggested Retail Price. 

 

 
3.3.1.5 Registration Profile 

Field Type Length Description 

State Registered String 20 All the States in which this Vehicle was 
Registered under Applicant's Name (Can contain 
multiple values separate by Semicolon). 

Expiration Date DateTime 0 Legal expiration date of the registration 

 

 
3.3.1.5.1 Titles Table 

Field Type Length Description 

Title Number String 10 A title number is a unique, multi-digit 
number stamped in the information section of 
a Vehicle title. States that use title numbers 
also refer to them as control or document 
numbers. A title number can be used to locate 
a Vehicle title. 

Title State String 20 State with which the Vehicle is registered. 

Original Title 

Date 

DateTime 0 Original Title Date of the Vehicle 

Title Transfer 

Date 

DateTime 0 Date of Title Transfer 

 

 
3.3.1.5.2 Tags Table 

Field Type Length Description 

Date First Seen DateTime 0 Earliest date seen for the license plate. 

Date Last Seen DateTime 0 Last date seen for the license plate. 

License Plate String 10 License Plate Number of the Vehicle 
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License Plate 

Type 

String 30 Type of License Plate. 

Previous License 

Plate 

String 10 Previous License Plate associated with the 

VIN. 

Previous License 

Plate State 

String 20 State in which the Previous License Plate 

was registered. 

Masked String 10 Specifies if the License plate is masked 

Previous 

Masked 

String 10 Specifies if the License plate was masked 

previously. 

 

 
3.3.1.6 Person Detail Entity 

3.3.1.6.1 Info Profile 

Field Type Length Description 

Person 

Description 

String 50 The description of what this person 
represents 

Possible Values: 

1. Vehicle Registrant 

2. Vehicle Co-Registrant 

3. Vehicle Title Holder 

4. Vehicle Lien Holder 

5. Vehicle Lessor 

SSN String 9 Social Security Number of the Individual 

Last Name String 50 Last Name of the Individual 

First Name String 50 First Name of the Individual 

Middle Name String 50 Middle Name of the Individual 

Prefix String 10 Prefix of the Individual 

Suffix String 10 Suffix of the Individual 

Full Name String 200 Full Name of the Individual 

Date of Birth DateTime 0 Date of Birth of the Individual 
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3.3.1.6.2 Address Profile 

3.3.1.6.2.1 Addresses Table 

Field Type Length Description 

Address 1 String 100 Address of the Individual 

Address 2 String 100 Address of the Individual 

Address 3 String 100 Address of the Individual 

City String 30 City of the Individual’s Address 

State String 2 State of the Individual’s Address 

Zip Code String 10 The 5-Digit Zip Code of the Individual’s 

Address 

Zip 4 String 4 The 4-digit zip code extension of the 

Individual’s Address 

County String 64 County of the Individual’s Address 

Latitude String 20 Latitude of the Individual’s Address 

Longitude String 20 Longitude of the Individual’s Address 

 

 

3.4 Real Property Entity Response Metadata 

 

This section will provide information on the Real Property Response Metadata which will be sent by 

Softheon’s ‘Verify’ System to State’s Eligibility System/s. 

3.4.1 Real Estate Entity 

3.4.1.1 Property Details Profile 

Field Type Length Description 

Homestead 

Exemption 

String 3 This field will be set with an "Y" if the 
owner has qualified for a 
Homeowner/Homestead tax exemption. 

Homestead 

Qualifier 

String 10 This field is populated as Homestead if 
the property owner is qualified for Homestead 
exemption 
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Calculated Total 

Value Qualifier 

String 50 Indicates the type of values used to seed 

the TOTAL VALUE CALCULATED field. 

Possible Values: 

1. Assessed Value 

2. Market Value 

3. Appraised Value 

4. Transitional Value 

Ownership 

Status 

ComboBox 0 Indicates the Ownership Status of the 
Property Possible 

Values 

1. 0 (Unknown) 

2. 1 (Current) 

3. 2 (Past) 

 

 
3.4.1.2 Property Address Profile 

Field Type Length Description 

Address 1 String 100 The ‘Street Address’ may include a 
house number, P.O. Box, apartment number, 
lot number, etc. 

Address 2 String 100 The ‘Street Address’ may include a 
house number, P.O. Box, apartment number, 
lot number, etc. 

City String 30 City in which Property is located. 

State String 2 State in which Property is Located 

Zip Code String 10 Zip Code in which Property is Located 

County Code String 2 Federal Information Processing 
Standards codes used nationally to numerically 
identify a specific county or political 
jurisdiction. 

County String 64 County in which Property is Located 
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Latitude String 20 The property location based upon the 
block-level "latitude" component of 
latitude/longitude coordinates. The latitude is 
stored in decimal degrees to 6 decimal places 
(e.g., 12.123456) and will always be positive 
north of the North American continent. 

Longitude String 20 The property location based upon the 
block-level "longitude" component of 
latitude/longitude coordinates. The longitude 
is stored in decimal degrees to 6 decimal 
places (e.g., 123.123456) and will always be 
negative on the North American continent. 

Block Number String 20 A Block Number is a Subdivision or 

County Map Block Number 

Lot Number String 20 A Lot Number is a Subdivision or County 

Map Lot Number 

 

 
3.4.1.3 Financials Profile 

Field Type Length Description 

Sales Price String 16 Price of the sale as depicted on the 

recorded sales transaction. 

Sale Date DateTime 0 The date the sales transaction was 
legally completed (i.e., contact signed) (e.g., 
19621025). 

Total Value String 16 The "TOTAL" (i.e., Land + Improvement) 
Value closest to current market value used for 
assessment by county or local taxing 
authorities. 

Market Total 

Value 

String 16 The Total Market Value of the Parcel's 
Land & Improvement values as provided by 
the county or local taxing/assessment 
authority. 
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Calculated Total 

Value 

String 16 The "TOTAL" (i.e., Land + Improvement) 
Value closest to current market value used for 
assessment by county or local taxing 
authorities. 

Assessed Total 

Value 

String 16 The Total Assessed Value of the Parcel's 
Land & Improvement values as provided by 
the county or local taxing/assessment 
authority. 

Assessed Value String 16 Assessed Value as provided by the 
county or local taxing/assessment authority to 
calculate property tax 

Assessed value takes into consideration 
Homestead tax exemption amount and 
reduces the total taxable value. 

Appraised Total 

Value 

String 16 The Total Appraised Value of the 
Parcel's Land & Improvement as provided by 
the county or local taxing/assessment 
authority. 

 

 
3.4.1.4 Deed Profile 

Field Type Length Description 

Title Company String 100 Title Company associated with the sales 

transaction 

Title Company 

Code 

String 16 Internal code used to identify the Title 
Company that was associated with the sales 
transaction. 

 
3.4.1.5 Tax Profile 

Field Type Length Description 

Tax Year String 4 Tax Year for which the Tax Amount was 

paid. 

Tax Amount String 16 Tax Amount Paid for the Property 
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Tax Rate Code 

Area 

String 20 This is a county specific code that 
represent the tax entity(s) for which a parcel is 
taxed (e.g., Park Hosp Dist, Hall Sch Dist,). 

Assessed Year String 20 Year the Property was Assessed 

 

 
3.4.1.6 Legal Profile 

Field Type Length Description 

Assessor Parcel 

Number 

String 10 Assessor’s Parcel Number (APN) is a 
unique number assigned to real property by 
the tax assessor of the property’s 
jurisdiction. 

Zoning String 50 The data contained in this field is based 
upon County and/or Local established Zoning 
Codes. 

Legal 

Description 

String 100 County or local jurisdiction legal 
property descriptions. This description 
provides additional information regarding 
the property. It primarily delineates the exact 
boundaries of the property and may include 
other values like mineral rights, description 
of the layout of the property, etc. 

Section String 20 The "section" portion of geographical 
coordinates based on local surveys. 
Sections are 1 square mile and there are 36 
sections within the intersection of a Range / 
Township. 

Subdivision String 20 The name of the Subdivision or 
Condominium where the parcel is located 
(e.g., Highland Mills Estates, Crystal Towers 
Condo). 

Range String 20 The "range" portion of geographical 

coordinates based on local surveys. Ranges 

typically run east or west of 
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   pre-determined "meridian" in six mile 

intervals. 

Township String 20 The "township" portion of geographical 
coordinates based on local surveys. 
Townships typically run north or south of 
pre-determined "meridian" in six mile 
intervals. 

Quarter Section String 20 A section that has been divided into 
four "sub" sections E.g.: 

NE, NW, SE, SW 

Mobile Home 

Indicator 

String 10 This field is populated with a "Y" if a 

Mobile Home is present on the parcel. 

Property 

Indicator 

String 10 A general code used to easily 

recognize specific property types. 

Municipality 

Name 

String 20 The Municipality Name in which 

Property is located. 

Municipality 

Code 

String 20 The Municipality Code for the 
Municipality Name in which Property is 
located 

Subdivision 

Tract Number 

String 20 The unique number assigned to a 
specific subdivision by the county. Often 
this is used in lieu of an actual subdivision 
name. 

Lot Area String 20 A textual description of the lot area, 
which may include size and unique attributes 
of the lot (e.g., irregular lot size). 

 

 
3.4.1.7 Land Profile 

Field Type Length Description 

Assessed Land 

Value 

String 16 The Assessed Land Value as provided by 
the county or local taxing/assessment 
authority. 
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Market Land 

Value 

String 16 The Market Land Values as provided by 
the county or local taxing/assessment 
authority. 

Calculated Land 

Value 

String 16 The "LAND" Value closest to current 
market value used for assessment by county or 
local taxing authorities. 

Acres String 16 Total land mass in Acres. 

Square Footage String 16 Total land mass in Square Feet. 

Appraised Land 

Value 

String 16 The Appraised Land Value as provided 
by the county or local 
taxing/assessment authority. 

Overall Land 

Value 

String 16 The "LAND" Value closest to current 
market value used for assessment by county or 
local taxing authorities. 

Calculated Land 

Value Qualifier 

String 50 Indicates the type of values used to seed 

the TOTAL VALUE CALCULATED field. 

Possible Values: 

1. Assessed Value 

2. Market Value 

3. Appraised Value 

4. Transitional Value 

 

 
3.4.1.8 Land Improvement Profile 

Field Type Length Description 

Calculated 
Improvement 
Value 

String 16 The "IMPROVEMENT" Value closest to 
current market value used for assessment by 
county or local taxing authorities. 

Market 
Improvement 
Value 

String 16 The Market Improvement Values as 
provided by the county or local 
taxing/assessment authority. Generally 
represents the building or additions to the 
land on a parcel. 
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Assessed 
Improvement 
Value 

String 16 The Assessed Improvement Value as 
provided by the county or local 
taxing/assessment authority. 

Appraised 
Improvement 
Value 

String 16 The Appraised Improvement Value as 
provided by the county or local 
taxing/assessment authority. 

Overall 
Improvement 
Value 

String 16 The "IMPROVEMENT" Value closest to 
current market value used for assessment by 
county or local taxing authorities. 

Calculated 
Improvement 
Value Qualifier 

String 50 The code appearing in this indicator field 
reflects the type of values (e.g., Market, 
Appraised) used to seed the IMPROVEMENT 
VALUE CALCULATED 

field 

Possible Values: 

1. Assessed Value 

2. Market Value 

3. Appraised Value 

4. Transitional Value 

 

 
3.4.1.9 Metadata Profile 

3.4.1.9.1 Metadata Table 

Field Type Length Description 

Name String 50 Name of the field 

Value String 200 Field Value 

Qualifier String 50 The subfield. This field is optional and 
will only be used if there is a need to define sub 
properties of the field 

Data Type String 10 The data type of the field (For e.g.: string, 

DateTime, integer) 

Format String 30 The format of the data if applicable (For 

e.g.: MM/DD/YYYY for DateTime) 



Softheon, Inc. 

Powering What’s Next in Healthcare 

1500 Stony Brook Rd 

Stony Brook, NY 11794 

 

 

 
 

 
3.4.1.10 Real Estate Building Entity 

3.4.1.10.1 Building Details Profile 

Field Type Length Description 

Year Built String 4 This is the construction year of the 

original building. 

Effective Year 

Built 

String 4 This is the first year the building was 
assessed with its current components (e.g., a 
building is originally constructed in 1960 and 
a bedroom and bath was added to the 
building in 1974. The Year Built would be 
1960 and the Effective Year Built would be 
1974. 

Building Quality String 50 Type of construction quality of building. 

Exterior Wall 

Material 

String 50 The type and/or finish of the exterior 

walls. 

Foundation 

Material 

String 50 The type of foundation. 

Roof Cover 

Material 

String 50 Type of roof covering. 

Style String 50 Type of building style (e.g., Colonial, 

Cape Code, Bungalow). 

Sewer 

Description 

String 100 Type of sewer system on the parcel 

(e.g., Public, Septic, Commercial). 

Water 

Description 

String 100 Type of water service on the parcel (e.g., 

Public, Well, Cistern). 

Frame 

Description 

String 100 The type of wall framing used (e.g., Bar 

Joist, Reinforced Concrete, Flexicore). 

Stories String 20 Number of stories on the property 

Number of 

Units 

String 20 Number of Residential, Apartment or 

Business Units. 



Softheon, Inc. 

Powering What’s Next in Healthcare 

1500 Stony Brook Rd 

Stony Brook, NY 11794 

 

 

 

Number of 

Rooms 

String 20 Total number of rooms 

Building Square 

Footage 

String 16 The size of the building in square feet. 
This field is most commonly populated as an 
aggregate total when a county does not 
differentiate between living and non-living 
areas. 

Living Square 

Footage 

String 16 This is the area of a building that is used 
for general living. This is typically the area of 
a building that is heated or air conditioned 
and generally does not include Garage, Porch 
or Unfinished Basement Square Footage 
values. 

Adjusted Gross 

Square Footage 

String 16 This is the square footage used by the 
county or local taxing / assessment authority 
to determine Improvement Value. This figure 
is typically 100% of the living area, plus lower 
percentage of non-living area. 

 

 
3.4.1.10.1.1 Rooms Table 

Field Type Length Description 

Room Type String 50 Type of Room 

Quantity String 20 Quantity of the Rooms 

 

 

3.4.1.10.2 Building Area Profile 

Field Type Length Description 

Ground Floor 

Square Footage 

String 16 Square footage of the part of the 
building which is level with the ground 
(typically the front of the building). This is 
generally above the basement(s) and below 
the second floor. 
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3.4.1.10.3 Amenities Profile 

3.4.1.10.3.1 Amenities Table 

Field Type Length Description 

Amenity String 30 Amenity Name E.g. Pool, Gym 

Amenity Type String 50 Amenity Type 

Quantity String 20 Quantity of the Amenity 

Description String 100 Description of the Amenity 

 

 

3.4.1.10.4 Property Assessment Profile 

Field Type Length Description 

Gross Square 

Footage 

String 16 This is the square footage for the entire 
building. Typically, this represents all square 
feet under the roof. 

Front Footage String 16 The linear feet across the front of the lot 

- facing the street. 

Depth Footage String 16 The linear feet between the front and 

back of the lot. 

Basement 

Square Footage 

String 16 This is the total square footage 
associated with the Basement portion of a 
building. This would include both finished and 
unfinished areas. 

Garage Parking 

Square Footage 

String 16 This is the total square footage of the 

primary garage or parking area. 

Bath Fixtures String 50 The total number of bathroom fixtures - 
Primary Building (typically a full bath would 
have 4 fixtures - 1 = sink, 1 = toilet, 1 = 
bathtub, 1 = shower head). 

Air Conditioning String 50 The type of air conditioning method 
used to cool the building (e.g., Central, Wall 
Unit, Evaporative). 

Basement 

Finish 

String 50 The standardized code that identifies the 

basement's degree of completion. 
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Building Type String 100 The primary building type (e.g., Bowling 

Alley, Supermarket). 

Building 

Improvement 

String 100 The primary improvement type. 

Condition String 100 This represents the physical condition of 

the main improvement. 

Construction 

Type 

String 100 The primary method of construction. 

Floor Material String 100 The type of floor construction. 

Garage 

Description 

String 100 Type of garage or carport present (e.g., 
Attached Finished, Enclosed Carport, Basement 
Garage). 

Heating 

Description 

String 100 Type or method of heating (e.g., Hot 

Water, Heat Pump, Baseboard, Radiant). 

Parking Spaces String 50 This represents the total number of 
parking spaces or car capacity associated 
with the garage or parking type. 

Parking Type String 100 Type of parking found on the parcel. This 
is typically commercial or communal in nature 
(e.g., Condos). 

Roof Type String 100 Type of roof shape. 

Unit Story 

Number 

String 50 Number of stories on the property 

View 

Description 

String 100 View from building (e.g., Gulf, Mountains, 

Pool). 

Location 

Influence 

String 100 Positive or negative aspects associated 
with the location of the parcel (e.g., 
Waterfront, Flood Plain, Airport). 

Electric Energy 

Type 

String 50 Type of electricity or energy use within 

the building. 
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Fuel Type String 50 Type of fuel used for heating of water 

and building (e.g., Solar, Gas, Oil). 

 

 
3.4.1.11 Property Ownership Entity 

3.4.1.11.1 Ownership Profile 

Field Type Length Description 

Sale Date DateTime 0 Date the sale was legally completed 

Recording Date DateTime 0 Date the transaction was recorded 

Document 

Number 

String 50 County Recorders document number, 
used by some counties to record transactions 

Book String 50 Sale recorded document book number. 

Page String 50 Sale recorded document page number. 

Sale Code String 50 This field indicates what the financial 
consideration is - if a Deed record represents a 
change of ownership (Sale). 

Sale Amount String 50 Price of the sale as depicted on the 

recorded sales transaction. 

Trust Name String 50 Trustee information from subject 
mortgage - typically present in Deed of Trust 
states only. 

Date First Seen 

As Owner 

DateTime 0 represents the ‘earliest’ date when the 

person owned the property. 

Date Last Seen 

As Owner 

DateTime 0 represents the ‘most recent’ date when 

the person owned the property. 

Owner Et Al 

Indicator 

String 10 A code appearing in this field indicates 

additional ownership 

Corporation 

Owner Name 

String 100 Name of the Corporation if the Owner is 

Corporation 
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Business Name String 100 Name of the Business Owning the 

Property 

Owner 
Ownership 
Rights 

String 50 Form or method of property ownership. 

Owner 
Relationship Type 

String 50 Relationship between multiple owners 

or marital status. 

Partial Interest 

Indicator 

String 10 An indicator showing the Owner/Buyer 

has a partial interest in the property. 

Absentee 

Indicator 

String 10 Indicates if owner notified county of 

absentee residential status. 

Deed 

Description 

String 100 Description of the Deed type 

Universal Land 

Use 

String 50 An established Land Use code converted 

from various county Land Use codes. 

Property 

Indicator 

String 10 A general code used to easily recognize 

specific property types. 

Seller Carry 

Back 

String 50 An indicator if it’s a Seller Carry Back or 

not 

Inter Family String 50 An indicator if it’s a Inter Family or not 

Resale New 

Construction 

String 50 Indicates if it is a re-sale or a new 

construction. 

Foreclosure String 50 Foreclosure details for the property 

Residential 

Model Indicator 

String 10 Indicates the property is residential or 
non-residential based on zip code and value. 

Title Company 

Name 

String 100 Name of the Title Company 
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3.4.1.11.2 Registry Profile 

3.4.1.11.2.1 Deed Registry Table 

Field Type Length Description 

Book String 50 Sale recorded document book number 

Page String 50 Sale recorded document page number 

Recording Date DateTime 0 The date the sales transaction was 

recorded at the county 

Document Type String 30 Type of Document. 

E.g.: Deed of Trust 

Document 

Number 

String 50 County Recorders document number, 
used by some counties to record transactions 

Transaction 

Type 

String 30 This identifies situations associated with 

the sale. 

E.g.: Refinance 

Batch Id String 30 Associated with a Sales transaction, 
includes the Batch number portion of the 
Transaction ID as filed with county office. 

Batch Sequence String 30 Associated with a Sales transaction, 
includes the sequence number portion of the 
Transaction ID as filed with county office 

 
 

3.4.1.11.3 Person Detail Entity 

3.4.1.11.3.1 Info Profile 

Field Type Length Description 

Person 

Description 

String 50 The description of what this person 
represents 

Possible Values: 

1. Owner 

2. Seller 
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SSN String 9 Social Security Number of the Individual 

Last Name String 50 Last Name of the Individual 

First Name String 50 First Name of the Individual 

Middle Name String 50 Middle Name of the Individual 

Prefix String 10 Prefix of the Individual 

Suffix String 10 Suffix of the Individual 

Date of Birth DateTime 0 Full Name of the Individual 

 

 
3.4.1.12.3.1.1 Identifiers Table 

Field Type Length Description 

Identifier String 20 Type of Identifier 

Value String 40 Value of Identifier 

 

 

3.4.1.11.3.2 Address Profile 

3.4.1.11.3.2.1 Addresses Table 

Field Type Length Description 

Address 1 String 100 Address of the Individual 

Address 2 String 100 Address of the Individual 

City String 30 City of the Individual’s Address 

State String 2 State of the Individual’s Address 

Zip Code String 10 The 5-Digit Zip Code of the Individual’s 

Address 

 

 

3.4.1.11.3.3 Employer Profile 

Field Type Length Description 

Company Name String 20 Name of the Business Owning the 

Property 



Softheon, Inc. 

Powering What’s Next in Healthcare 

1500 Stony Brook Rd 

Stony Brook, NY 11794 

 

 

 

FEIN String 9 Federal Employer Identification Number 



CITIZ3N 
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CITIZ3N’S Management Plan for the Puerto Rico Medicaid Program (PRMP) 

 
The Project Manager will work with the PRMP to develop a comprehensive project plan that 
includes a timeline and overall project schedule. Major milestones will be identified and 
reported regularly to ensure the project stays on track. This will also be reflected in weekly 
status calls where the PRMP and project team can flag risks and align on any changes to the 
timeline. 

 
This project plan details each activity within 7 phases: Initiating, Planning, Executing, 
Training, Reporting, Testing, Monitoring and Controlling, and Closing. 

 
 

Phase 1: Initiating 
CITIZ3N will work with the PRMP to schedule a Project Kickoff meeting. This 
meeting will serve as an introductory call and outline a high-level milestone 
schedule and cadence for following meetings. It will also allow for review of roles, 
requirements, and the baseline project schedule. Key project artifacts are shared, 

and next steps clearly assigned to begin the project. 
 

Phase 2: Planning 
Once the project is kicked off, a few tasks for setup will be completed by the PRMP 
and CITIZ3N. These tasks will be detailed in the Implementation Kit for an expected 
turnaround of 7-10 days. In parallel, the scope of the project will be finalized 
through a series of work sessions to better understand the PRMP requirements and 

include any changes. This collaborative effort between the PRMP and CITIZ3N will cover the 
Requirements Traceability Matrix (RTM) and Business Requirements Document (BRD) to 
capture the requirements and deliverables needed by the PRMP. A Gap Analysis will also be 
completed to identify any gaps or features that are either Configurable Off-the-Shelf (COTS) 
or require further development that can be discussed in subsequent projects. Once the scope 
is finalized and documented in the RTM and BRD, the PRMP will approve and CITIZ3N will 
begin to develop. 

 
Additionally in this phase, the schedule and resources will be planned as the scope is 
finalized. The Project Manager will review the requirements with each team to better 
understand the lift and timeline for expected completion. This will be baked into the project 
plan and shared with the PRMP along with all relevant project artifacts. 

 
Finally, the risk management approach will be documented and shared with all teams. This 
will establish protocol for risk identification and documentation. With detailed planning, 
CITIZ3N intends to factor all possibilities setting the project up for success. 

 
 

 

Planning 
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Establish repositories 

Plan communications management 
Plan stakeholder engagement 

Implementation kit 

Plan scope management 

Plan schedule management 

Plan resource management 
Plan risk management 

 
Phase 3: Executing 
CITIZ3N will begin configuring each environment to the PRMP’s specifications and 
provide employee access to the platforms requested. Many of these tasks can be 
completed simultaneously and will be properly documented. 

 
Dependent on the agreed scope, the execution phase will vary and can be completed sooner 
than the 10-week estimate. The CITIZ3N Project Manager will closely monitor these 
estimates with the PRMP’s Project Manager in the one-on-one meetings. 

 
Withing the Executing phase, necessary integrations will set up, implemented, and tested as 
the CITIZ3N product teams work on developing each feature and user story created in Phase 
2. Relevant vendor integrations will also be factored here. This will be most of the project and 
focus until the Testing phase. 

 

Executing 

Environmental setup 

RTM tasks 

Integrations 

Vendor integrations 
Setup client hosting infrastructure 

VERIFY 

AVS portal implementation 

AVS integrated solution implementation 

Lower environments – model 
Lower environments – prod 

 
Phase 4: Training 
The Training phase can occur as soon as employee access is confirmed. For this 
reason, the timeline may be flexible. Over a month, the PRMP will go through the 
training program administered by the CITIZ3N training team. This will be a Train 
the Trainer methodology where the PRMP project team will learn the CITIZ3N 

system and then be able to train others to utilize the same system. 

This phase will be completed with delivery acceptance from the PRMP. 

Training 

Client training on AVS solution 

Complete portal training 

Complete Foundry training 

Complete Lighthouse training 
Complete Wiki training 
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Training 

Provide training project delivery acceptance 
Approve and execute training project delivery acceptance 

 
Phase 5: Reporting 
The Reporting phase may also be completed in an earlier timeframe dependent on 
the environment setup status. This is comprised of determining content and 
configuring it to the PRMP’s needs. Once completed, the PRMP will sign off a 

delivery acceptance. 
 

Reporting 

Foundry (AVS reporting platform) implementation 

Determine grant reporting content 

Configure grant reports in production environment 
Provide Foundry project delivery acceptance 

Approve and execute Foundry project delivery acceptance 

 
 

Phase 6: Testing 
The Testing phase will allow for the PRMP to complete User Acceptance Training 
(UAT) for the key project deliverables. The approval cycle will follow a feedback 
loop to ensure that the PRMP is satisfied with the performance of the CITIZ3N 
team and the implementation of the VERIFY platform. 

 
Testing will occur in both model and production environments for Go-Live readiness. Once 
completed, the PRMP will sign off on testing and the project will continue to the next phase. 

 

Testing 

Complete end to end testing in model environment 

Complete connectivity testing in production environment 
User acceptance testing 

Sign off on production testing 

 
 

Phase 7: Monitoring and Controlling 
Following PMBOK standards, the CITIZ3N Project Manager will be continuously 
monitoring and controlling the artifacts shared in Phase 2. Any deviations will be 
communicated in status reporting and controlled through agreed upon mitigation 
responses for quality control. 

 

Monitoring and Controlling 

Monitor and control project work 

Integrated change control 
Scope verification 

Schedule control 

Perform quality control 

Manage project team 

Product performance reports 

Manage stakeholders 
Risk monitoring and control 
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Phase 8: Closing 
To close the project, the CITIZ3N team will validate all key deliverables for the 
agreed upon Go-Live. This Go-Live date will be confirmed early in the project and 
will have a Go/No Go decision 1 week out to ensure readiness. Once the project 
Go-Live is completed, the post Go-Live activities will follow to ensure a smooth 

transition. With the PRMP sign off on approval, the Project Manager will document and 
summarize project results and final metrics. All documents will be closed out and archived for 
reference. This marks the end of the contract and handoff to the Operations team to monitor 
production issues and performance alongside the dedicated Client Executive. 

 

Closing 

Go-live readiness 
Project go-live 

Post go-live 

Close project 

Assess satisfaction 

Summarize project results and lessons learned 

Review and recognize team performance 
Close out the project records 

Review and reconcile financial performance 

Contract closure 

PMO handoff 

 
 

CITIZ3N will work with the PRMP to modify this plan as needed and in consideration of the 
PRMP’s resource availability to best support this implementation. 

 
The Project Team will closely monitor the project lifecycle and communicate effectively 
between the PRMP and internal teams. The Project Manager will be responsible for 
managing the project timelines, deliverable completion, organization of meeting materials, 
and communicating status frequently. The Client Executive will maintain the PRMP 
relationship and coordinate escalations, change orders, and issue management. The 
Solution Consultant will provide updates from the product teams and work on resolving 
configuration issues through the standard sign-off procedures. 

 
CITIZ3N will utilize a detailed approach to creating a work plan tailored to PRMP. This 
approach has been applied to numerous projects when implementing Asset Verification 
Systems. The Project Management Office, or PMO, follows Project Management Institute’s 
Project Management Body of Knowledge (PMBOK®) methodology with a combination of 
agile and traditional management. 

 
The CITIZ3N software and development teams follow a scrum-based and Agile method in 
the product development lifecycle. The CITIZ3N Product Managers review each requirement 
with the Solution Consultants to better understand the question. From there, the teams will 
create features and user stories corresponding to the requirements outlined in the RTM, 
SOW, and other scope documentation. 
To assess the timeline, the team will story point the features and user stories and 
communicate this to the Project Manager to capture in the project plan. These user stories 
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are captured in the Azure DevOps system (ADO) which can be viewed externally by the 
PRMP in the ticketing system Lighthouse for ease of communication and approval. The 
product managers and developers regularly meet to adhere to the sprint cadence of every 2 
weeks which allows for continuous feedback. Once the sprint ends and the features are 
completed, the Solution Consultants will test and validate each item before turning it over to 
the PRMP for final sign-off based on the initial acceptance criteria. This process is vital to 
properly align with the SOW and requirements as agreed upon between the PRMP and 
CITIZ3N and will set the project up for success. 

 
To further demonstrate CITIZ3N’s commitment to high quality management, the PMO team 
will also organize all project materials in a transparent manner. This includes creating a 
shared repository for documents and meeting minutes which will capture important decisions 
made in meetings and through written communication. The PRMP will be able to access all 
documentation in the repository and be able to make real-time edits and comments as 
needed. The team uses the Microsoft suite for project management. SharePoint is the 
document repository, OneNote for meeting minutes, Microsoft Project for project planning, 
and other tools to use both internally and externally. The experience and resources CITIZ3N 
use will ensure all requirements are met and exceeded. 



 

 

 
 
 
 

 
Supporting Attachment 3 – PRMP Project Plan 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

CITIZ3N 

 
 



 

 

 

Project name 

CITIZ3N PRMP AVS 

Project Plan 
     

Project manager Maisha Haque      

Project start date 1/29/2025      

Project finish 
date 4/10/2025 

     

Task number Staff Name Start Finish Duration 
Depends 

on 

1 Implementation 1/29/2025 4/10/2025 52 days  

2 Project Initiation 1/29/2025 3/3/2025 24 days  

3 PRMP, CITIZ3N Contract signed 1/29/2025 1/29/2025 1 day  

4 PMO Kickoff 1/30/2025 2/7/2025 7 days  

5 CITIZ3N Project Team Hold Internal Kickoff 1/30/2025 1/30/2025 1 day  

 
6 

CITIZ3N Project Team, 

Vendors 
 

Hold Accuity/LexisNexusTechnical Kickoff 
 

1/31/2025 
 

2/3/2025 
 

2 days 
 

5FS 

 
7 

PRMP, CITIZ3N Project 

Team 
 

Hold External Kickoff 
 

2/4/2025 
 

2/6/2025 
 

3 days 
 

6FS 

8 PMO Create Questions Log 2/7/2025 2/7/2025 1 day 7FS 

9 PMO Finalize Communications Management Plan 2/7/2025 2/7/2025 1 day 7FS 

10 Softheon to Provide AVS Documentation 2/7/2025 3/3/2025 17 days  

11 Solutions Consultants Provide Technical Documentation on Integration 2/7/2025 2/7/2025 1 day 7FS 

12 PRMP Review Technical Integration Documentation 2/10/2025 2/14/2025 5 days 11FS 

 
13 

 
Solutions Consultants 

Provide End to End UAT Documentation for Portal 

and Integrated Solution 
 

2/17/2025 
 

2/17/2025 
 

1 day 
 

12FS 

 

 

 
14 

 

 

 
InterOps 

Setup IDS Access for State to complete 

testing/Integrate with State's Active Directory to 

provide Access to State Employees for Model AVS 

Portal 

 

 

 
2/18/2025 

 

 

 
3/3/2025 

 

 

 
10 days 

 

 

 
13FS 

15 Environment Setup and Configuration 2/7/2025 3/31/2025 37 days 7FS 

16 Solutions Consultants Procure and Provision Environments 2/7/2025 2/20/2025 10 days  

17 Solutions Consultants Additional Provisioning steps 2/7/2025 2/10/2025 2 days  



 

 

 

18 Model Environment configuration setup 2/11/2025 2/12/2025 2 days  

19 Solutions Consultants Front End Portal Deployment - model 2/11/2025 2/12/2025 2 days 17FS 

20 Solutions Consultants Back End Portal Deployment - model 2/11/2025 2/12/2025 2 days 17FS 

21 Solutions Consultants Front End Portal Configurations - model 2/11/2025 2/12/2025 2 days 17FS 

22 Solutions Consultants Back End Portal Configurations - model 2/11/2025 2/12/2025 2 days 17FS 

23 Solutions Consultants SFTP Setup - model 2/11/2025 2/12/2025 2 days 17FS 

24 Production Environment configuration setup 3/31/2025 3/31/2025 1 day  

25 Solutions Consultants Deploy latest release 3/31/2025 3/31/2025 1 day 53FS 

26 Solutions Consultants Set up front end portals 3/31/2025 3/31/2025 1 day 53FS 

27 Solutions Consultants Front End Configurations - prod 3/31/2025 3/31/2025 1 day 53FS 

28 Solutions Consultants Back End Configurations - prod 3/31/2025 3/31/2025 1 day 53FS 

29 Requirements Gathering 3/4/2025 3/10/2025 5 days  

30 Solutions Consultants Accuity/LexisNexis Review 3/4/2025 3/6/2025 3 days 10FS 

31 Solutions Consultants Gap Analysis 3/4/2025 3/10/2025 5 days 10FS 

32 Planning and Design 3/11/2025 3/18/2025 6 days  

33 Product Managers Feature Creation 3/11/2025 3/12/2025 2 days 31FS 

34 Product Managers User Story Creation 3/13/2025 3/14/2025 2 days 33FS 

35 Product Managers Storypointing 3/17/2025 3/18/2025 2 days 34FS 

36 Development, Configuration, and Sprint Planning 2/10/2025 4/9/2025 43 days  

37 EmpInfo 3/4/2025 3/17/2025 10 days 10FS 

 
38 

 
Product Managers 

Provide AVS metadata dictionary for State 
Employment & Income 

 
3/4/2025 

 
3/4/2025 

 
1 day 

 

39 Product Managers 

Provide outputs options to State Employment & 

Income 3/4/2025 3/4/2025 1 day 

 

 
40 

 
PRMP 

State to review and provide feedback on fields not 

required 
 

3/4/2025 
 

3/17/2025 
 

10 days 

 

41 Setup Client Hosting Infrastructure 2/13/2025 2/25/2025 9 days  

42 
Set Up Connections with Downstream Data 
Sources 2/13/2025 2/25/2025 9 days 

 

43 

Integrate with Employment and Income Data 

Sources 2/13/2025 2/25/2025 9 days 

 



 

 

 

 
44 

 
PRMP, Vendors 

Complete Connectivity Testing with Employment & 
Income Partner 

 
2/13/2025 

 
2/19/2025 

 
5 days 

 
23FS 

 
45 

 
Solutions Consultants 

Enable Data Exchange with Employment & Income 
Partner and Softheon in Production 

 
2/20/2025 

 
2/25/2025 

 
4 days 

 
44FS 

46 Verify 2/10/2025 3/14/2025 25 days  

47 Development and Configuration 2/10/2025 3/14/2025 25 days  

48 Product Managers 595462 - Integration with Accuity/LexisNexis 2/10/2025 3/14/2025 25 days 4FS 

49 Product Managers 599298 - Integration with Transunion 2/10/2025 3/14/2025 25 days 4FS 

 
50 

 
Product Managers 

599304 - Update AVS based on Employment & 
Income Changes 

 
2/10/2025 

 
3/14/2025 

 
25 days 

 
4FS 

51 AVS Portal Implementation 3/17/2025 4/4/2025 15 days  

52 Configure Portal User Interface 3/17/2025 4/1/2025 12 days  

53 PRMP QA UAT and signoff 3/17/2025 3/28/2025 10 days 47FS 

54 Solutions Consultants Deploy AVS Portal to Production Environment 3/31/2025 3/31/2025 1 day 53FS 

55 Solutions Consultants "Portal""Go-Live""" 4/1/2025 4/1/2025 1 day 54FS 

56 PMO Provide Go-Live Project Delivery Acceptance 4/2/2025 4/2/2025 1 day 55FS 

 
57 

PRMP, CITIZ3N Project 
Team 

 
Approve and Execute Project Delivery Acceptance 

 
4/3/2025 

 
4/3/2025 

 
1 day 

 
56FS 

58 PRMP Get Sign-off from State for AVS Portal 4/4/2025 4/4/2025 1 day 57FS 

59 AVS Integrated Solution Implementation 4/7/2025 4/9/2025 3 days  

60 Integrate AVS Solution with State Eligibility System 4/7/2025 4/9/2025 3 days  

 
61 

 
Solutions Consultants 

Deploy Request Web Services to Production 

Environment 
 

4/7/2025 
 

4/9/2025 
 

3 days 
 

58FS 

62 Training 2/10/2025 2/17/2025 

5.75 

days 

 

 
63 

 
Client Training on AVS Solution 

 
2/10/2025 

 
2/17/2025 

5.75 

days 
 

4FS 

64 PRMP Complete Portal Training 2/10/2025 2/10/2025 1 day  

65 PRMP Complete Foundry Training 2/11/2025 2/11/2025 1 day 64FS 

66 PRMP Complete Lighthouse Training 2/12/2025 2/12/2025 1 day 65FS 

67 PRMP Complete Wiki Training 2/13/2025 2/13/2025 1 day 66FS 



 

 

 

68 PMO Provide Training Project Delivery Acceptance 2/14/2025 2/14/2025 1 day 67FS 

 
69 

 
PRMP 

Approve and Execute Training Project Delivery 
Acceptance 

 
2/17/2025 

 
2/17/2025 

0.75 

days 
 

68FS 

70 Reporting 3/19/2025 4/3/2025 12 days  

71 Foundry (AVS Reporting Platform) Implementation 3/19/2025 4/3/2025 12 days  

72 PRMP Determine Grant Reporting Content 3/19/2025 3/25/2025 5 days 32FS 

73 DataOps Configure Grant Reports in Production Environment 3/26/2025 4/1/2025 5 days 72FS 

74 PMO Provide Foundry Project Delivery Acceptance 4/2/2025 4/2/2025 1 day 73FS 

 
75 

 
PRMP 

Approve and Execute Foundry Project Delivery 
Acceptance 

 
4/3/2025 

 
4/3/2025 

 
1 day 

 
74FS 

76 Operations Transition 4/7/2025 4/9/2025 3 days 58FS 

77 Operations Provide SOPs for necessary processes 4/7/2025 4/9/2025 3 days  

 
78 

Operations, Client 

Executive 

Transition to Daily Operations and Maintenance 

Team 
 

4/7/2025 
 

4/7/2025 
 

1 day 

 

79 Closing 4/10/2025 4/10/2025 1 day 76FS 

 
80 

 
PMO 

Provide Verify - Client Integration Project Delivery 
Acceptance 

 
4/10/2025 

 
4/10/2025 

 
1 day 

 

 
81 

 
PRMP 

Approve and Execute Verify - Client Integration 
Project Delivery Acceptance 

 
4/10/2025 

 
4/10/2025 

 
1 day 
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CERTIFICATE OF GOOD STANDING 
 

I, Omar J. Marrero Díaz, Secretary of State of the Government of 
Puerto Rico, 

CERTIFY: That, pursuant to the provisions of Puerto Rico's General Law 
of Corporations, CITIZ3N GOVERNMENT SOLUTIONS LLC, register 
number 538976, a for profit foreign Limited Liability Company, organized 
under the laws of Delaware and duly authorized to do business in Puerto 
Rico since September 11, 2024, is in good standing until April 15, 2025, 
date on which its first Annual Fee is due. 

 
 
 
 
 
 
 
 
 
 

 
 

 
 
 

 
To validate this certificate go to: 

IN WITNESS WHEREOF, the undersigned by virtue 
of the authority vested by law, hereby issues this 
certificate and affixes the Great Seal of the 
Government of Puerto Rico, in the City of San Juan, 
Puerto Rico, today, October 16, 2024. 

 

Omar J. Marrero Díaz 
Secretary of State 

https://estado.pr.gov/ 

This certificate is valid for one (1) year from issue date (Regulation 8688, Art. 26). However, it is subject to faithful 
compliance with the provisions of Chapter XV and Chapter XXI of Act 164-2009, as applicable. 

 
Certificate Validation Number: 726354-13781221 

 
 

https://estado.pr.gov/
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Implementation Approach Plan: Puerto Rico Medicaid Program (PRMP) 

Version Draft 

Date October 23, 2024 

Sponsors Contract Manager (PRMP); Robert Miller (CITIZ3N) 

Project Steering Victor Sanchez, Maisha Haque, Max Meneses 

Stakeholders PRMP Team Members, CITIZ3N’s Verify, Compliance, IT, Foundry, 
Lighthouse, Business Operations, Training, PMO, and Business Teams 

Scope The Project will deliver the following: 

• Data verification requests to be processed in Real-time. 

• Verification requests to be sent to CITIZ3N through batch processes. 

o PRMP can prepare and transmit files with records of requests for 

multiple individuals for Asset Verification. It is expected that the 

Vendor system will receive the files, process each of the requests 

within the files and return files with Asset Verification data for 

multiple individuals. The files will also have sufficient diagnostic 

information for PRMP’s systems to identify if the Vendor system 

is able to provide a valid response for each of the requests. 

• The interface specification documents will include (but not limited to) the 

following information: 
o Web Service Definition Language (WSDL) specifications 
o Batch Interface File Specifications 
o File Layout Specifications 
o Asset Verification Request Parameters to be provided by PRMP 

to the Vendor System (Web Service and Batch File) 
o Asset Verification Response values to be provided by the Vendor 

to PRMP (Web Service and Batch File) 
o Exception Handling Parameters and Codes 
o Performance expectations and response time 

Project Team Roles 
& Responsibilities 

Project Members: 

• Victor Sanchez – CITIZ3N 

• Robert Miller – CITIZ3N 

• Max Meneses – CITIZ3N 

• Akshay Punde – CITIZ3N 

• Randeep Gupta – CITIZ3N 

• Maisha Haque – CITIZ3N 

• Additional CITIZ3N team members as needed 

• PRMP Project Team Members 

 
*Based on various technology and operational tasks to achieve the 
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Implementation Approach Plan: Puerto Rico Medicaid Program (PRMP) 

 deliverables of the project, team members will be added. Additional team 
members will be referenced on the Project Schedule as identified and 
allocated in the project plan. 

Work Breakdown 

Structure (WBS) 

The project team will leverage the following WBS to ensure the delivery of 

items identified in project scope: 

• Organize – The project scope/approach is approved, all internal and 
vendor partners are engaged. 

• Assess – DOCUMENT business requirements, business rules, 
integration requirements, system changes/requirements, testing 
requirements, reporting/control requirements and training requirements 
are defined. Based on the documented, various requirements perform a 
gap-analysis to determine what additional tasks are required to meet the 
deliverables outlined in the Project Scope. 

• Plan – Tasks, durations and owners associated with the documentation 
of requirements, gaps identified, performing testing, training, 
reporting/controls, and updates to the standard operating procedures 
will be documented (MS Project) in the Project Schedule. 

• Execute – Develop code/system changes (if warranted) perform 
testing/re-testing, develop training materials, and deliver training (if 
warranted), develop reports/controls, and update standard operating 
procedures. 

• Manage – Report and monitor status of tasks, identify and resolve 
issues, monitor post GO-LIVE activities, and identify ongoing 
opportunities for enhancements. 

Critical Path / Risks • Project resource participation/availability due to competing priorities. 

• Project requirements may not fully detail what client needs, potential 
scope creep 

• Further items TBD 

Project 
Communication 
Plan 

The following meetings and artifacts will be used to communicate the 
progress of the project: 
Steering Committee 

Date/Time: TBD (Every-other Week, 30 Minutes) 
Facilitator: CITIZ3N/PRMP PMO 
Attendees: PRMP and CITIZ3N Project Teams 
Meeting Materials: Status Report, Steering Committee Presentation 
Deck 

Working Meetings 
Date/Time: TBD (Weekly, 30 Minutes) 
Facilitator: CITIZ3N/PRMP PMO 

Attendees: PRMO and CITIZ3N Project Teams 

Meeting Materials: Project Schedule/Task Plan, RAID 
Project Documentation: SharePoint Location of Project Documentation 

Issue Management 
Plan 

• Project Risks and Issues will be documented and managed through a 
RAID (Risks, Actions, Issues, Decisions) Log. 

• Project issue updates will be addressed at project working meetings. 
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Implementation Approach Plan: Puerto Rico Medicaid Program (PRMP) 

 • Project issues that cannot be resolved through the project working 

meetings will be escalated to the Steering Committee. 

Schedule / Task 
Plan 

Microsoft Project will be the tool for documenting and monitoring the project 
schedule/task plan. The schedule / task plan will reflect the WBS, and the 
various plans and tasks identified in this document. 

Business 
Rules/Requirements 
Plan or 
Considerations 

*FL Specific 

Reflects the high-level plan for the various business rules and 

requirements. 

Example: 

• System to automatically retry 3 times to send a response request to 

vendor when first request fails 

System / 
Application 
Development Plan 
or Considerations 

*CITIZ3N Specific 

Reflects the high-level plan for user stories / use case development along 
with sprint cycles for development 

Example: 

• Lighthouse Tickets associated with project requirements 

Integration 
Development Plan 
or Considerations 

*CITIZ3N Specific 

Reflects the high-level plan for user stories / use case development along 
with sprint cycles for development 

Testing / Validation 
Plan or 
Considerations 

Reflects the high-level plan for test environments, test data and test 

scenarios. 

Example: 

• Load/Mock Testing 

✓ Document the approach or plan for testing to include timeframes for 
testing and retesting along with environments and environments refresh 
cycle used for testing. The approach should outline what types of 
testing (manual, automated) will be performed along with what data sets 
will be used. Detailed testing tasks would be included in the 
Overarching Project Plan/Schedule. 

✓ Account for and formalize the testing timeframes for defect/bug retesting 
into cycles; allowing for time associated with additional development, 
lower environment retesting and full regression testing. 

Training Plan or 
Considerations 

Reflects who needs to be trained, the type of training materials and how the 
training will be delivered. 

Example: 

• PRMP Production Operations Staff 

o Lighthouse 

Reporting / Controls 
Plan or 
Considerations 

Reflects what reports and/or controls will be used during and post GO-LIVE 
to ensure the project results are what was expected. “Inspect what you 

expect.” 

Example: 

• Review of Requirements and Development Completed. 

Standard Operating 
Procedures Plan or 
Considerations 

Reflects the creation of a standard operating procedure along with the 
respective owner. 

Example: 
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 • SOP for How to Review/ Triage Defects in Production 

Review/Approved 
By 

Date 

Indicates the name of the sponsor(s) and the date the project approach 
was reviewed. 
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Puerto Rico AVS Operation Plan 
1. Outline the deployment process, installation, configuration, and integration with existing system. 

a) Using our standard onboarding flight board, the Solution Consulting team will setup the 

environment and configurations determined by the state. As part of the implementation 

kit, there will be configuration guides and whitelisting forms to be completed by the 

state and returned to the Solution Consultants to follow. This includes provisioning 

environments, model environment setup, front and back end portal deployments, API 

and SFTP setup, and production environment setup, as detailed in the flight board that 

will be reviewed in project calls. These activities will be monitored closely for the state to 

test user access and prepare for training. 
 

2. Detail the allocation of personnel, equipment and budget required for operations. 

a) The Personnel would be those resources that support a customer in production, namely 

our Verify Client Executive, Chandler Parkinson, Product Manager, Akshay Punde, and 

the Solutions Consultant and Operations teams. These are dedicated resources to 

support the client post Go-Live. There would also be ongoing technical requirements 

such as environment hosting and monthly environment maintenance that will be 

detailed in the SOW, once contracting has begun. Important to note that there is no 

specific fee for operations aside from the per transaction fee. 

3. Identify potential risks and mitigation strategies to minimize disruptions to operations. 

a) Utilizing the project plan and associated artifacts, such as the RTM, SOW, and WBS, the 

CITIZ3N Project Manager will assess the status of each deliverable and milestone. The 

Project Manager is responsible for defining how to conduct risk management activities 

for a project and keeping associated documentation up to date. The Project Manager 

will also communicate documented risks regularly to key stakeholders. Post Go-Live, the 

Client Executive will take on these responsibilities to report on risk management. 

There are various tools the team will use to determine what the project risks are. These 

include: 

• Assumptions and constraint analysis 

• Root cause analysis 

• SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis 

Once risks are identified, the team will: 

• Log potential risks. 

 

 



 

 

• Determine if it is a risk, assumption, issue, or dependency (RAID) 

o Risk – hasn’t happened yet. 

o Assumption – not clearly defined but assuming under standard conditions. 

o Issue – has happened. 

o Dependency – will this become a blocker for another activity? 

• Detail project impact. 

• Assign an owner. 

• Rank priority. 

• List potential responses and mitigation plan. 

The RAID, or risk log, will be regularly reviewed with the PRMP on the weekly core team 

status report meetings. This will ensure that the PRMP is aware of the risks, what the 

response will be, and target dates. The team will also ensure that the latest version of the 

RAID is shared with the PRMP and can also be reviewed in regularly standing calls for follow 

ups. 

As part of the project management standard procedures, a status report will be reviewed 

with the PRMP weekly and shared. This report will include a snapshot of project percent 

completion, Gantt chart overview, milestone statuses, accomplishments, issues, next steps, 

and relevant metrics. 

As stated post implementation, the Client Executive will take on this role of monitoring risks 

and communicating any issues raised in production-level meetings to the team for triage. 

Lighthouse will be heavily utilized to track these issues and addressed based on severity and 

priority. 

4. Describe how the system will be monitored for performance, reliability, and security. 

CITIZ3N works tirelessly to ensure that our Asset Verification System (AVS) remains fully 

operational, secure, and updated throughout its lifecycle. Our maintenance strategy is designed 

to provide non-disruptive service and ensure that all components of the system are functioning 

optimally. The strategy includes: 

i. Operational teams actively monitor system logs daily and have configured alerts 

to provide immediate notifications whenever critical error messages or unusual 

volumes are detected, ensuring rapid response to potential issues. 

ii. CITIZ3N continuously monitors the uptime and downtime of all APIs and 

applications, with alerts set to immediately notify operational teams if any 

disruptions are detected, enabling swift action to maintain service reliability. 

iii. Our maintenance windows are pre-scheduled to give all clients ample notice, and 

occur during non-peak hours, reinforcing our commitment to minimizing 

disruptions. During these sessions, we perform preventative updates on both 

model and production environments, with real-time communication provided to 

PRMP staff through email and mobile notifications to keep them fully informed 

throughout the process. 

iv. Hotfixes, recurring system releases, and any updates required to ensure 

regulatory compliance are implemented with advanced notice and permission 



 

 

from PRMP, thus reducing operational impact to PRMP staff and ensuring 

smooth, uninterrupted service for clients. 

v. The system undergoes regular audits and security reviews to comply with both 

federal (HIPAA, MARS-E) and Puerto Rico specific regulations. 

5. Describe the procedures for regular maintenance and updates. 

i. Our maintenance windows occur every 30 days and are pre-scheduled to give all 

clients ample notice, and occur during non-peak hours, reinforcing our 

commitment to minimizing disruptions. During these sessions, we perform 

preventative updates on both model and production environments, with real- 

time communication provided to PRMP staff through email and mobile 

notifications to keep them fully informed throughout the process. 

ii. Hotfixes, recurring system releases, and any updates required to ensure 

regulatory compliance are implemented with advanced notice and permission 

from PRMP, thus reducing operational impact to PRMP staff and ensuring 

smooth, uninterrupted service for clients. After each system release, our 

Product team completes smoke testing, and our Operations team completes a 

post-deployment checklist to ensure all environments return to their normal 

services. 

6. Provide plan for training users on system operation and troubleshooting. 

a) The CITIZ3N training team will conduct a series of trainings to ensure the client is 

accurately prepped to navigate the system. This will follow a “Train the Trainer” 

methodology to equip the PRMP project team with the knowledge to then train their 

respective teams. These will be a mix of pre-recorded trainings and 1 hr live sessions 

scheduled throughout the first phase of the project. Ad-hoc sessions can be scheduled 

as needed. Please refer to this SOP that outlines the onboarding program. 

7. Include ongoing support mechanisms. 

i. 24/7 Help Desk support team via phone and email, trained to handle FCRA- 

related inquiries and system troubleshooting. 

ii. An online ticketing system, Lighthouse, for issue tracking and resolution. 

iii. A dedicated Client Executive to respond to all inquiries via phone and email, 

connecting eligibility workers and IT personnel to the correct resources when 

needed. 

iv. Operational teams actively monitor system logs daily and have configured alerts 

to provide immediate notifications whenever critical error messages or unusual 

volumes are detected, ensuring rapid response to potential issues. 

v. Operations also utilize daily control reports to monitor every system input and 

output, such as: 

- Aging transaction report 
- 3rd Party Data Source Exception Report 

- Duplicate Asset Responses Report 
- Agents/Services Off Report 

- Invalid Address Report 

https://wiki.softheon.com/Wiki/softheon/article/6722


 

 

- Out of Workflow Report 

- Inbound Files Received With Bad Dates Reports 

- Overaged Eligibility Assessment Report 
- Daily Transaction Reconciliation Reports 

vi. Development and Product teams meet every day to review system logs and 

determine the next steps when necessary. Additionally, they review the items 

prioritized within each development sprint and discuss progress or identify 

blockers and corresponding resolutions. 

vii. CITIZ3N continuously monitors the uptime and downtime of all APIs and 

applications, with alerts set to immediately notify operational teams if any 

disruptions are detected, enabling swift action to maintain service reliability. 

 
8. Outline procedures for data storage, backup, and protection to ensure compliance with federal 

and state regulations and safeguard against unauthorized access. 

a) Daily backups are performed as part of routine maintenance and follow federal and state 

compliance. 

9. Include a communication plan, establish the communication channels and protocols for internal 

and external stakeholders. Include escalation procedures for addressing issues and concerns. 

a) Regular calls going down to ops prod call we should call out that we provide same level 

of attention and continuity of business team. 

i. Regularly scheduled calls will be established from project kick-off and initiation. 

The Project Manager will be responsible for ensuring all external partners are 

aligned with the agreed upon communication channels and share the 

Communications Management Plan with their 1:1 peer. This documented plan 

will contain all team information such as title, work number, email address, etc. 

for the partners to be able to easily contact the correct resource and escalate as 

needed. Establishing this structure erases any uncertainty for escalation 

between the PRMP and the CITIZ3N project teams. It is also expected that the 

PRMP fills out a tab as well, so each team member has their peer. The 

Communications Management Plan will detail what channels are in place and 

their purpose. Looking at the template there are weekly core team meetings, 

monthly steering committee meetings, email use, and external document 

repositories outlined. These are suggestions and it is ultimately up to the Project 

Manager and the PRMP to determine the best fit. 

ii. Post implementation the meetings will be tailored down to a routine Operations 

call that will be joined by the Operations team and CE to monitor production 

level issues and escalations. The team 



 

 

 

10. Detail procedures for ensuring the accuracy, reliability, and integrity of the data that is processed 

by the system. 

a) CITIZ3N employs a comprehensive data validation process to ensure the accuracy, 

reliability, and integrity of the data processed by the VERIFY platform. This process 

includes two key types of validation: data type validation and logical validation. Data 

type validation ensures that all data elements are the correct type and format, such as 

verifying that dates are valid and required fields, like Eligibility Begin Date, are populated 

and adhere to set field lengths. Logical validation compares related data elements to 

ensure consistency, such as confirming that Eligibility Begin Date is not greater than the 

Eligibility End Date and that member enrollment records are properly linked. Results 

from these validations are reported through detailed dashboards, allowing for proactive 

detection and resolution of data anomalies before they impact system outputs, ensuring 

data integrity throughout the process. 

11. Establish mechanisms for collecting feedback, analyzing performance data, and implementing 

improvements to enhance system functionality and effectiveness over time. 

a) CITIZ3N ensures client satisfaction and continuous improvement by incorporating 

structured client feedback mechanisms into their operational processes. This aligns with 

our overarching goal of improving client relations, system performance, and service 

delivery. CITIZ3N uses performance scorecards (evaluating relationship, operational 

stability, release management, financial aspects, and compliance) and periodic surveys 

(gauging satisfaction, communication, and product improvements) on a quarterly basis, 

ensuring we can swiftly address ongoing issues while maintaining a long-term focus on 

system and service enhancements. After any onsite meetings or significant service 

events, additional feedback is sought to understand client satisfaction with these key 



 

 

interactions and resolve any outstanding issues promptly. By regularly incorporating this 

feedback, CITIZ3N ensures that all recommendations are considered, driving continuous 

improvements in both relationship management and operational stability. This process 

gives clients confidence that their voices are heard, and actions are taken to ensure their 

needs are met. 

12. Include milestones, key performance indicators and metrics for evaluating effectiveness. 

a) Between most clients, evaluating effectiveness is measured using service-level 

agreements and key performance indicators. Common themes between agreements 

include: 

i. System Availability: monitoring system performance degradation affecting state 

workers productivity and access to applications. 

ii. Incident Response and Resolution Times: tiered by severity, these SLAs inform 

CITIZ3N and PRMP as to expectations to address system issues within agreed- 

upon timeframes. 

iii. Transaction submission, response, and import time(s): CITIZ3N commits to 

receiving, processing, transmitting, and returning all transactions within 

timeframes that meet the needs of PRMP. 

iv. Batch Processes: the importing and processing of files via Secure File Transfer 

Protocol (SFTP) must be completed within designated times. The system must 

also load and process files without affecting system performance or availability. 
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Confidentiality 

© Copyright 2018 CITIZ3N Inc. All rights reserved. 

Trademarks 

CITIZ3N and CITIZ3N logo are trademarks of CITIZ3N Inc. Trademarks and trade names owned by third- 

parties may be referred to herein and are the exclusive property of the respective owners. 

Confidentiality 

The content of this document is confidential and the property of CITIZ3N; this document may not be 

copied or disclosed without the written consent of CITIZ3N. 

 

This Document is valid as of its publication date, please be aware that industry standards and 

regulations change and improve rapidly and CITIZ3N is not responsible for updating or reissuing 

this Document as such changes occur. 
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Who we are 

Our History 

We have a rich history of providing turnkey Software-as-a-Service (SaaS) and Business Process as a Service 

(BPaaS) solutions that address state and health plan needs. For over 20 years, our solutions have provided 

the end-to-end tracking, monitoring, and reporting of business activities for individual and small group 

enrollment, financial management, and customer service processes. 

Our Mission 

Our mission at CITIZ3N is to create simple, innovative solutions that make health insurance affordable, accessible, 

and plentiful. From enrollment and premium billing to reporting and reconciliation, we are revolutionizing how 

health plans and states serve their members. 

CITIZ3N is the only MITA-aligned, single-tenant, HIPAA, PCI, and NIST-compliant cloud-based system. 

Our Platform-as-a-Service  (PaaS), Software-as-a-Service  (SaaS) and Business  Process-as-a-Servi ce (BPaaS) 

solutions serve health plans, states, government agencies, brokers, and employers across the nation  by  

solving  complex  health  insurance  challenges  within  the  individual  and  group markets. Solutions 

built with CITIZ3N’s Cloud are transforming the way health (medical, dental, vision, etc.) insurance products are 

distributed and serviced in real-time. 
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Purpose 

The purpose of this document is to define the transition management plan when the client would like to 

terminate services with CITIZ3N. 

Scope 

CITIZ3N’s Transition Management plan includes the system and software to which this product applies to, 

and any reference documentation shared by CITIZ3N’s training manager and team. The transition management 

plan will not begin until a Transitional SOW is executed by both CITIZ3N and the client. 

The Transitional Management plan will account for disabling the integration between the client and CITIZ3N 

as well as disabling the Verify portal and Foundry application. CITIZ3N will be required to provide reports 

of the data captured in the Foundry application upon request of the client prior to disabling all the services. 

Transition Management Team 

CITIZ3N’s transitional management team is responsible for leading a successful transition while resolving goals, 

assumptions and maintaining the requirements documented in the Transition SOW. 

 

Role Who 

Transition Team Leader Rob Miller 

Project Leader Maisha Haque 

Transition Specialist Chandler Parkinson 

Database Administrator Mark Jensen 

Systems and Networking Chris Ruch 

Production Support Randeep Gupta 

Desktop Support/Help Desk John Adam 

Platform Support Randeep Gupta 

Project Development Randeep Gupta 
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Transitioning Process Tasks 

CITIZ3N’s transitional management team is responsible for completing each deliverable. The following list 

below is an example of tasks that may be included in a project plan. CITIZ3N’s team will work with the 

client to add deliverables to turnover tasks and assure successful transition. In total, it is estimated a 

transition process taking eight weeks. 

 

Task Responsible Person Due Date 

Coordinate a transition 

planning meeting. 

Project Leader, Transition 

Specialist 
Once request is submitted 

Distribute the project plan. 
Project Leader, Transition 

Specialist 

One week after transition 

planning meeting. 

Review the transition 

deliverables list to determine 

all document and data 

turnover requirements. 

Project Leader, Transition 

Specialist, Database 

Administrator, Systems and 

Networking, Production Support 

One week after 

distribution of the project 

plan. 

Deliver all transition 

deliverables to PRMP. 

Project Leader, Transition 

Specialist 

One week after reviewing 

the transition deliverables 

list. 

Ensure all transition 

deliverables are received and 

understood. 

Project Leader, Transition 

Specialist 

One week after providing 

all deliverables. 

Compile all training 

documentation, including 

updated manuals, other 

documentation, and records 

necessary for the continuity 

of services. 

 

Project Leader, Transition 

Specialist, Database 

Administrator, Systems and 

Networking, Production Support 

 

One week after enduring 

all deliverables are 

received and understood. 

Deliver all training 

deliverables to PRMP. 

Project Leader, Transition 

Specialist 

One week after 

compilation of all 

documentation. 

Ensure all training 

documentation is received 

and understood. 

Project Leader, Transition 

Specialist 

One week after providing 

all deliverables. 
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1. Objectives: 

The on-going financial institution participation effort has the following 
objectives: 

• Build on the established and committed base of financial institutions currently 
participating in the CITIZ3N AVS Asset Verification Financial Institution 
Network nationally. 

• Contact banking organizations as follows: 
o Inform the contact that CITIZ3N Asset Verification Services Inc. intends 

to provide asset verification services for the Puerto Rico Department of 
Health. 

o Review procedures for accessing the Puerto Rico Department of Health 
specific asset verification requests. 

o Confirm the current information stored in LexisNexis Risk Solutions’ 
Financial Institution Database and make necessary revisions. 

The CITIZ3N AVS FI Management Approach that Supports an Effective Asset 
Verification Service: 

The core elements of CITIZ3N’s Asset Verification Services Inc.’s successful FI Network 
Management strategy are as follows: 
• Participation through the head office or processing center for the financial 

institution. 
• Maintain a centralized processing workflow for all branch and 

subsidiary locations associated with the financial institutions or 
processing center. 

• Maintain a relationship with the decision maker and Primary/Secondary 
Contacts at financial institutions for problem solving as the asset 
verification service is implemented and maintained. 

• Encourage conversion to Web-based and and/or automated 
processing. 
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Introduction: 
CITIZ3N Asset Verification Services will achieve maximum participation in the Puerto 
Rico Department of Health Asset Verification Service by financial institutions in 
Puerto Rico, in the Border States around Puerto Rico and throughout the United 
States through all segments of the depository Financial Institution Community. This 
Financial Institution Network Management Plan provides the components and 
methods used to ensure its successful execution. The Financial Institution Network 
Management Plan is based on LexisNexis Risk Solutions long-standing relationships 
with the banking industry as the Registrar of the American Bankers Association 
routing numbers. We maintain an ongoing relationship with every financial 
institution in the United States. 
Since financial institutions in the United States are already involved in asset 
verification services with us, the following process indicates the ease in which we can 
prepare the Financial Institution Community to participate in the Puerto Rico 
Department of Health asset verification service. 

The Financial Institution Network framework is as follows: 

A. FI Participation Today: 
We engage our current Financial Institution Network participants in the our 
Asset Verification Service that is part of the network for Puerto Rico in the 
following table: 
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Location 
Total 
Financial 
Institutions 

Financial 
Institutions 
in CITIZ3N’s AVS 
Network 

Percent Coverage 

Puerto Rico 188 183 97.3% 
National Total as 
of 10/22/2024 9,642 9,703 99.1% 

 

Location Total 
Branches 

Branches in 
CITIZ3N’s AVS 

Percent Coverage 

Within Puerto Rico 671 678 98.9% 
    

Outside Puerto 
Rico 
border 
regional 
states 

96,450 98,011 98.4% 

Total as of 
10/22/2024 

97,121 98,689 98.4% 

B. FI Notice Phase: 
All financial institutions already participating in the CITIZ3N AVS Financial 
Institution Network will be contacted and informed Upon initial 
enrollment in the CITIZ3N Asset Verification Service, these financial 
institutions agreed to participate knowing that additional states would 
be added. CITIZ3N AVS expects that all the financial institutions 
currently in the Financial Institution Network will participate in the 
Puerto Rico Asset Verification Service. 

CITIZ3N AVS staff will inform these financial institutions that CITIZ3N 
AVS will begin to process asset verification requests for the Puerto Rico 
Department of Health. 
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For those financial institutions using manual methods to respond to 
requests (Fax and Mail), CITIZ3N AVS staff encourage use of more 
automated methods including the Web application and/or Batch. 

C. Financial Institution Training Phase: 
Every new participating financial institution was trained on the correct 
procedures for responding to requests for account balance 
information. User manuals and User credentials (User ID and 
temporary password) are distributed in preparation for the launch of 
their active participation. For those financial institutions already 
participating in the CITIZ3N AVS Financial Institution Network. 

D. AVS Operations Phase: 
The financial institution’s information is loaded into the production 
environment, enabling its access to the Asset Verification Service. This 
information is updated on an on- going basis to assist CITIZ3N AVS and 
the financial institution in the timely and completion of requests for 
account balance information. 
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Tools Supporting Participation Success 
Our National Financial Institution Database is a comprehensive database of financial 
institutions that allows for making direct and timely contact with the correct resource. 
Using this Database on an on-going basis allows CITIZ3N AVS to maintain the service with 
all financial institutions in the country and maintain the ability for the financial institutions 
to respond to request on a timely basis. 

Methods of Financial Institution Participation: 
The five response methods for financial institutions to participate in CITIZ3N’s 
AVS’ Asset Verification Service are described below: 

• Batch Processing: Facilitates system to system data transmission 
eliminating manual intervention. 

• Web Service: Facilitates system to system data transmission 
eliminating manual intervention. 

• Secure Internet: Financial institutions are trained to access the Asset 
Verification Service and process requests directly and electronically 
into the System. 

• Automated Fax: CITIZ3N Asset Verification Services Inc. registers the 
financial institution’s fax information in the Asset Verification Service 
which allows the system to automatically send requests to the designated 
contact. The financial institution faxes the response back to a dedicated, 
secure fax at CITIZ3N Asset Verification Services Inc. where the response 
information is entered into the Asset Verification System by our Asset 
Verification Services Inc. Specialists and sent to the Puerto Rico 
Department of Health. 

• Mail: CITIZ3N AVS registers the financial institution’s mailing address 
information in the Asset Verification Service which allows the Asset 
Verification Service Application to automatically print requests to be 
mailed to the designated financial institution contact. The financial 
institution mails the responses to a 
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dedicated CITIZ3N Asset Verification Services Inc. address. The response 
information is then entered into the Asset Verification Service by CITIZ3N 
AVS Specialists and sent to the Puerto Rico Department of Health. 

Performance Monitoring 
CITIZ3N AVS has established performance standards based on its experience with SSA and 
other Medicaid agencies. Based on this experience, the following performance measures 
included to evaluate the effectiveness of this Enrollment Plan. 



 

 

 
 
 

 
Thank You! Please Contact Victor Sanchez for 

additional information or questions. 

 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

 

CITIZ3N 

Contact Information: 

Victor Sanchez 
Vice President of Business Development 

(410) 340-5775 

vsanchez@citiz3n.com 
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