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Washington Technology Solutions

WaTech October 2025 Report on the 988 Technology Platform

Background. 988 behavioral health crisis response and suicide prevention line is a 24/7 free and
confidential service providing suicide prevention and crisis support via call, text, or chat. Trained
counselors offer immediate assistance and connect individuals to critical resources. Engrossed Second
Substitute House Bill (E2SHB) 1477, passed in 2021, mandates the Department of Health (DOH) and
Health Care Authority (HCA) to enhance and expand behavioral health crisis response and suicide
prevention services statewide.

Summary. Funds were provided during the 23-25 biennium to plan, design, develop, and implement a
technical solution(s) to be used by 988 Lifeline crisis centers, regional crisis lines, crisis responders,
behavioral health providers, and the state, to enhance the crisis call and response continuum and to meet
the requirements of state law.

During the July 2025 Technology Services Board (TSB) meeting, WaTech, HCA, and DOH shared 988
program progress and decisions made based on the completed feasibility study. 988 program leadership
agreed to a modular approach to implement functional modules incrementally over time. The program
prioritized modules based on the highest business need, then defined a more limited Minimum Viable
Product (MVP) scope that is scalable to meet legislative requirements in future phases.

Why we are presenting today. As required in the 2025 - 2027 Operating Budget (ESSB 5167 as passed
the Legislature, April 28, 2025), Washington Technology Solutions (WaTech) is required to report to the
TSB by October 31, 2025, progress on both HCA and DOH's technology platforms specific to budget,
scope, schedule, and milestone accomplishments. In addition, WaTech is required to provide updates on
any changes to the scheduled October 1, 2025, request for proposal (RFP) issuance and January 1, 2028,
go-live date by agency, reporting on all risks to the schedule for the milestone dates, including detail on
why the schedule will be missed, how the project mitigated additional delays, and what the additional
time in the schedule is anticipated to cost.

Program Status

Scope MVP features prioritized to include customer relationship management (CRM),

provider directory, and telephony; however, the MVP does not cover all
requirements defined in the legislation.

x Schedule Project timeline, including procurement, is delayed until funding issues are
resolved.

x Budget Project funding is insufficient to exit planning and begin procurement. Funding
remains a significant risk.

x Overall The project has defined the scope of work by functional modules and prioritized

MVP, using a scalable modular approach for future phases of development to meet
business and legislative requirements. However, the project lacks funding to move
forward with an RFP to develop the technology platform. WaTech strongly
recommends, if funded, the project adopt a program organizational structure with a
single executive sponsor, project management office (PMO), and a lead agency
accountable for overall program success.
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Milestone accomplishments.

e Centers for Medicare and Medicaid Services (CMS) approved the state’s Planning Advanced
Planning Document (PAPD) June 2024

e Feasibility Study on technology approaches completed Jan 2025

e Listening Sessions with external partners and internal subject matter experts completed May 2025

e Decision paper on recommended technology approach completed June 2025

e WaTech Whiteboarding Session focused on system architecture July 2025

e Program MVP Approved by Executive Steering Committee (ESC) and Health and Human Services
(HHS) Coalition (G2) July 2025

e 2" WaTech Whiteboarding Session focused on system architecture and program and project
governance structure August 2025

e Decision Packages for MVP RFP reviewed in WaTech Consult August 2025

October 1, 2025, RFP Issuance. Due to the complexity of the technology platform requirements and the
results of the January 2025 Feasibility Study, RFP issuance was delayed to better scope objectives and
clearly define an MVP. The decision package submitted for the 25-27 Biennium contained a funding
request to proceed with RFP issuance and implementation however the program did not receive the
required funding, resulting in the delay of the release of the RFP.

January 1, 2028, go-live. Go live date is not feasible and a new schedule, including go-live date, will be
determined after funding is appropriated to proceed with the procurement phase.

Risks to the schedule. The prime risk to the schedule is the need for implementation funding. The
program will need to baseline a new schedule and select a new go-live date should funding become
available to move forward. Clear definition of scope is a secondary risk to the schedule as several
requirements outlined in HB 1477 are not included in the MVP solution.

Delay Mitigation: The project has prepared a supplemental decision package for procurement and
implementation funding, if approved for submission.
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