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Verifying a Caller’s ID 
 
 

Here are some tips from the Health Benefit Exchange: 

We’ve heard from several of our partner organizations that they are now assisting customers with 
applications by phone only. We support our partner organizations to take the necessary steps to keep 
our navigators healthy so they can continue to help our customers. 

Please remember, whenever you work with someone over the phone (Primary Applicant, AREP, 18+ 
member) you must be sure to verify their ID before you give them any information about the account 
they are calling about. This is basically verifying the information from the “About You” page or you can 
click on the Identity Proofing quick link, or through the My Profile page. 

Following are examples of what to ask for: 

1. Primary Applicant’s full name (first and last as listed on the account) 
2. The last 4 digits of their SSN 
3. The Primary Applicant’s date of birth 
4. The address they have on file 
5. The phone number on the account 
6. The name of the health plan their children are on 
7. Their email address on the account 

Please do not provide any information to a caller that cannot provide at least 2 pieces of identifying 
information.  

Uploading Documents 

Many of our customers have cell phones.  If they are being asked to provide documentation for any 
reason, please ask them to take a picture of the document with their cell phone and: 

1. Email it to you.  You upload the document for them. After you upload the document in 
Washington Healthplanfinder please delete it from your email. 

2. Directions for submitting documents using the WAPlanfinder Mobile App are located here. They 
must have an account established in Washington Healthplanfinder to use this functionality. 
 

OR 
 

3. Ask the customer if they are comfortable sending their documents through unsecured/non 
encrypted email – there may be some risk for the customer with this option.  They could redact 
their Personal Identifiable Information (PII) before taking a copy.  
 

https://www.wahealthplanfinder.org/_content/submit-your-documents.html

