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Listening Sessions: Purpose
To solicit feedback from key partners (community partners who 
provide application assistance and insurance agents) about their 
experience using HealthCare.gov and desired improvements within 
the new state-based marketplace (SBM) enrollment and eligibility 
platform and consumer assistance center.
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Listening Sessions
Please remember to…
1. Stay mentally and physically present
2. Contribute to meeting goals
3. Let everyone participate
4. Listen with an open mind
5. Stay on point and on time
6. Identify potential action items



Project Update
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SBM Solution Vendor Implementation

Detailed 
Budget & 
Schedule

Transition to 
Maintenance and 

Operations

Done
June 2026
Insurance 

Carriers File 
Proposed Rates

Key:
In Progress

Not Started

CMS Exchange 
Blueprint 

Application

CMS 
Operational 
Readiness 

Review

3/27
Close 

Project

Connect to Federal Data Services Hub

SBM Project Timeline: Phase 2 Implementation 
Phase: Implementation Total Project Duration: 3 Years & 9 MonthsStatus: On Track

10/1/26
Soft Launch

Insurance Rates Review 
Process

Aug. 2026
2027 Insurance 
Rates Finalized

11/1/26
Go Live & 
Move to 

Operations

CMS Pre-Open 
Enrollment 
Outreach

System Testing/UAT Data Migration

Today
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Key Project Accomplishments Since April 2026
May

• 05/11 - Approved GetInsured 
1.3.5.1 Defect Management 
Plan

• 05/12 - Approved IQMS 3.1.3 
Solution Requirements 
(Requirements Traceability 
Matrix)

• 05/14 - Approved BPM 
2.1:Interim Security and 
Privacy Assessment Report

• 05/21 - Approved IQMS 2.5a 
Independent Master Test 
Plan (IMTP) for FDSH Testing 
Verification (v1.0)

• 05/26 - ONE/SBM SIT 
Completed (CR800305)

June
• 06/02 - Accepted POAM 

(v1.0)
• 06/02 - Submitted Final ATC 

packet to CMS
• 06/05 - ONE/SBM 

Development Completed 
(CR800305A)

• 06/05 - Finalized Agency 
Test Plan

• 06/30 – Completed and 
Approved 26.6 User 
Acceptance Testing

July
•07/08 – Approved IVR Design
•07/13 – Finalized Usability 
Testing Workgroup Plan and 
User Personas Workflow 
Schema

•07/14 & 7/15 – Conducted 
Partner User Testing

•07/14 – CMS issued Authority to 
Connect to their systems

•07/27 – Production Environment 
Infrastructures established

•07/28 – Accepted SIT 
Integration Testing Results 

•07/29 – Tested and Finalized 
IVR Design



SBM Project Timeline: Implementation
Phase: Execution Total Project Duration: 3 Years & 9 Months

DoneKey: In-Progress Not Started

Status: On Track



Upcoming Partner
Milestones and Activities
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Community Involvement Opportunities in 2026
JUL. AUG. SEP. OCT. NOV. DEC.

Partner Listening Sessions

System Testing and User Acceptance

Partner Training

Insurance Agent Data Migration

Public System Rollout
(after CMS notices sent)

Go Live & Move to Operations

Partner Support

Soft Launch Start of
OE2027
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Migrating Data to Agent Portal
Once clients are moved to Explore Health, Agency 
Managers will be able to reassign clients from one agent to 
another within agency

We cannot update NPNs associated with clients before 
applications are migrated from HealthCare.gov to Explore 
Health

Agents must fully complete certification and have a current 
license to be set up in Explore Health

10
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Community Partner Organizations Onboarding
Marketplace conducting outreach to gather information about individual who manages 
assister program

• The individual who is responsible for updating location information and adding/removing assisters when they are 
hired or leave the organization

Marketplace will start Organization Manager account

Organization Manager will then:

• Login and change their password
• Update details for organization including whether the organization is listed in the Local Help Finder
• Add current assisters to the organization

Organization Managers will receive login information in October, more training and details 
to come!

11
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Marketplace Training Curriculum
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Structured training program aligned with all federal and state requirements 

Covers key areas including:

• Eligibility
• Application and enrollment 

processes
• Plan comparison

• Handling special situations
• Privacy and security 

standards
• Enrollment partner roles

Designed to ensure accurate, compliant, and high-quality consumer support.

Insurance agents who still want access to HealthCare.gov for clients who live 
outside Oregon or for 2026 or prior records must also take the CMS training.
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Enrollment Partner Certification Training:
orhim.info/training

Now:
In person 

available, register 
now! 

Aug.:
Live webinars 

start, registration 
open now

Aug. 1:
On demand for 

insurance agents 
available

Sept. 1:
On demand for 

assisters available

Oct. 31: 
Certification must 

be complete

13

All in-person and virtual webinar trainings will have a few on-demand elements 

All formats of training will be available in English and Spanish

You cannot have access to the system until you complete your training!

https://orhim.info/training
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Explore Health Groupsite: 
explorehealth.groupsite.com
• Will become the hub for:

o System updates and alerts
o Policy updates and changes
o Training information
o Outreach collaboration
o Resource Materials
o Discussion spaces to get 

questions answered

14

https://explorehealth.groupsite.com/
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New and Updated Toolkit
• New and improved toolkit now available!
• Topics included:

o Marketplace Partner Application Checklist 
o Household Composition
o Modified Adjusted Gross Income (MAGI) under the ACA 
o Income and Deductions 
o Immigration Status 
o Verification Documents
o Comparing Types of Health Plans
o Health Plans and Provider Networks 
o Types of Health Cost Payment Accounts 
o Fact Sheet: Individual Coverage Health Reimbursement Arrangement 
o Special Enrollment Periods (SEPs)
o Key Contacts 
o Glossary 
o Tools:

 Consumer Application Checklist: Get Ready to Apply or Re-enroll through Explore Health
 Enrollment Records Form 
 Referral Form 

• Download now: orhim.info/2026Toolkit 
15

https://orhim.info/2026Toolkit


October:
Soft Launch

16
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What is a Soft Launch?

• ETA Oct. 1: Initial notice of 
transition to current 
enrollees from CMS

• ~Oct. 2: State sends 
Account Migration Notice
o Consumers will be able to 

activate their account

• ETA Oct. 15: Window 
shopping opening Oct. 15 
via Plan Guide

17
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Soft Launch: Customer Assistance Center

GetInsured staffed 
team in place with 
Oregon-specific 

training and 
supervision

Limited call scope: 
account setup, 
navigation help, 

login issues, general 
questions

Controlled operating 
hours and smaller 

CSR cohort for 
quality monitoring

Telephony and CRM 
integration active 

with real-time 
performance 
dashboards

Established 
escalation paths for 
complex cases back 

to internal teams

Live QA: call 
monitoring, weekly 
calibration, rapid 

script/knowledgebase 
updates

Soft-launch goals: 
validate workflows, 
identify pain points, 

baseline 
performance before 

open enrollment
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Soft Launch: Enrollment Partner To Do List
Complete Certification Training

You cannot be added to the Explore 
Health system until you complete training!

Claim your account

You will receive an email with information 
about how to claim your account

Update your profile information

This will directly update your listing in 
your Local Help Finder listing

19

Insurance Agents

Managers gain access to system

Organization Managers will have 
accounts created for them and will need 
to update information
Managers add assisters to 
organization

Assisters will gain access to the system 
once fully certified

Assisters

Join Explore Health Groupsite

Request access at 
ExploreHealth.Groupsite.com

https://explorehealth.groupsite.com/
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We need your help!

Insurance Agents

If you haven’t yet, please 
complete the form at 

orhim.info/AgentSBMSurvey 

Assisters

We need information for the 
person who oversees the 
assister program at your 

organization
Please complete the form at 

orhim.info/CPInfoSurvey 

20

https://orhim.info/AgentSBMSurvey
https://orhim.info/CPInfoSurvey
https://orhim.info/CPInfoSurvey
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Explore Health Website Discussion
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Website Updates: 
ExploreHealthOR.gov
• Simple navigation
• Clear messaging
• Graphics to help individuals with 

Limited English Proficiency
• Representative imagery
o Images shown are placeholders

22
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ExploreHealthOR.gov Planned Site Map
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Using • DMI Resolution
• Complaints
• Appeals

Issue 
Resolution

• Definitions
• Costs
• Covered Benefits

• HSAsAccessing 
Care

Maintaining • 1095-A
• Reconciling APTCTaxes • Paying Premiums

• Grace PeriodsPayments

Shopping

Exploring Plan Guide

Local Help 
Finder Portal

• Eligibility
• Immigration
• Financial Help

• Household
• Dates / OE / SEPs
• Employers / SHOP

• Quality RatingsWhat is Explore 
Health?

Renewing • Reporting Changes
• QLEs
• AI/AN

• Renewing (OE)
• Ending CoverageUpdates

Business
• Governance and Transparency
• HIMAC
• Reports
• Rules

• Outreach Team
• Speaker Request
• Privacy Policy
• Agent Connect T&C

• Contact Information
• Resources
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Website Design
• Organized pages with a clear, 

consistent layout that is easy to 
navigate 

• Easy-to-read text with strong 
color contrast 

• Forms include clear labels, 
instructions, and helpful error 
messages

• Information is never 
communicated by color alone

• Buttons and links are large 
enough to tap or click easily 

24
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Website Accessibility
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• Works well when users zoom in 
or view the site on different 
devices 

• Images include descriptions that 
provide important information 

• Links clearly describe where 
they go 

• Designed to work with screen 
readers and other assistive 
technologies

• Works with a keyboard as well 
as a mouse or touch screen
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Local Help Finder

26
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Partner Feedback

Partners had no 
additional feedback 
on the website 
design or content 
concepts.

27



Reducing Risk of Fraud
28
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Login Security
Multi-factor identification required to login and to get help from the 
Customer Assistance Center:

1) Password
2) One-time PIN
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Security when Searching for Existing Applicants
You must confirm you have permission to search for a consumer.

Multiple data points are required to search successfully.
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Security when Searching for Existing Applicants

Consumers who are currently assigned to an enrollment partner 
cannot be pulled up until they remove their current assignment.
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Changing Enrollment Partners

Consumer must initiate by unassigning current enrollment partner in 
their Applicant Portal or through the Customer Assistance Center

32
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Two Verification Points to Finish Assignment:
Consumer Initiated Requests

33

Enrollment Partner must approve the assignment
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Two Verification Points to Finish Assignment:
Enrollment Partner Initiated Requests
Consumer must provide a PIN to approve the assignment

34
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Partner Feedback on Fraud and Security Measures
• No new concerns or risks identified
• Partners were happy to see multiple layers of security to protect 

Applicant account security and security of partner assignments
• Only one new question posed by an insurance agent about 

assister training:
o “[If an applicant is found to be assigned to an agent,] is the 

assister then supposed to stop assisting and have them call 
their agent? What will they be trained to do?”
 Provided feedback to Marketplace Training Coordinator for 

assister training consideration

35



Explore Health System Preview
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Summary of Section

Each session ended with a 30-minute walkthrough of the:

• Partner Portal appropriate to the group 
• Applicant Portal
• Application
• Plan Guide
• Local Help Finder

Partners had the opportunity to ask questions about the system and 
capabilities

• No new questions were asked

Partners’ comments at the end of the session indicated they were happy to see 
the system, the functionality, and that they were pleased with what they saw



Closing
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Stay Up to Date
Questions?

• Email us at marketplace.sbmproject@oha.oregon.gov
• Complete a form to submit questions and comments 

at orhim.info/sbmfaqs

Sign up for email updates
• orhim.info/SBMupdates 

Keep an eye on our project website
• orhim.info/SBMtransition 

mailto:marketplace.sbmproject@oha.Oregon.gov
https://orhim.info/sbmfaqs
https://orhim.info/SBMupdates
https://orhim.info/SBMupdates
https://orhim.info/SBMtransition
https://orhim.info/SBMtransition


Other Formats

Health Policy and Analytics Division
Oregon Health Insurance Marketplace
500 Summer Street E-56
Salem, OR 97301
855-268-3767
OregonHealthCare.gov | CuidadoDeSalud.Oregon.gov
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You can get this document in other languages, large print, braille or a format 
you prefer free of charge. Contact Amy Coven at amy.coven@oha.oregon.gov 
or 503-943-0164 (voice/text). We accept all relay calls.

mailto:amy.coven@oha.Oregon.gov
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