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REQUEST FOR INFORMATION 25-79666

[bookmark: _Toc80794438][bookmark: _Toc162423200]1.0	Introduction
This is a Request for Information (RFI) issued by the Indiana Department of Administration (IDOA) on behalf of the Indiana Family and Social Services Administration (FSSA) regarding the Indiana 211 (IN211) interaction and resource database system.

FSSA IN211 is conducting an evaluation of their current interaction and resource database system to assess primary business needs that are being met for an Information and Referral (I&R) System in accordance with the I&R accrediting body known as Inform USA.  The system is both a database for storage and management of Indiana community-based resources, as well as the system of record for interactions with individuals who contact IN211 through a telephony system.  Currently, there are multiple methods by which an individual can interact with IN211, such as telephony, texting, chat bots and online searches.  The IN211 resource database portion of the system is the source of truth for community resources throughout the state of Indiana.  The IN211 interaction portion is the official record of interactions with individuals in the community seeking community resources.   The data collected in the system is used for public facing dashboards to identify the referrals to resources, demographics about individuals, met needs within communities, as well as unmet needs for resources within communities across the state.  

The resource database fields, and business flow are based on the requirements of the Inform USA I&R accreditation standards and utilize the LA Taxonomy structure for 211 I&Rs.  The system tracks the annual update required for each community resource record and triggers update notification to the resource curation team.

The system data, including interactions, referrals, and resource data is shared with multiple entities through application programming interfaces (APIs) which must be user configurable and reusable. The system has internal monitoring which triggers notification to identified users if APIs change or fail. 

There are multiple modes of interactions with IN211, however through the telephony system the interaction portion of the system can record multiple types of interactions to capture information, depending on the IN211 line of business contact such as a general resource line, food specific line, program reporting line with specified business process requirements.  All specific business requirements and necessary data are accessible by the individual answering the telephony calls to quickly capture the relevant information for that specific type of call.

It is preferred that all texting, call, chat bot, and online interactions are captured within one system to record overall interactions and referrals to individuals regardless of the type of interaction.

FSSA’s preference is a highly configurable commercial off the shelf (COTS) product as opposed to a custom developed product; however, FSSA is open to creative alternatives.

It is the intent of IDOA to solicit responses to this Request for Information in accordance with the specifications contained in this document and associated attachments.  Neither this RFI nor any response (proposal) submitted hereto is to be construed as a legal offer. 
[bookmark: _Toc220660638]
THE STATE MAY ELECT TO LIMIT PARTICIPATION IN ANY FUTURE COMPETITIVE SOLICITATION TO VENDORS THAT RESPOND TO THIS RFI.

[bookmark: _Toc162423201]2.0	RFI General Information
[bookmark: _Toc162423202]2.1 BACKGROUND AND OBJECTIVE of the RFI
FSSA IN211 interaction and resource database system
The goal of this RFI is to gather general functionality and general pricing structures from vendors for the development of a potential Request for Proposal (RFP).
IN211 is interested in evaluating creative strategies, approaches, timelines, and costs for implementing an interaction and resource database system that aligns with Inform USA accreditation standards, while also meeting the reporting expectations of IN211, to share data publicly about the community resources needs in Indiana and how they are being met, while also identification of existing gaps where needs may not be met within communities.  
FSSA IN211 is requesting information to formalize the scope of work for a potential RFP by allowing the vendor community to apprise the FSSA of information that should be considered as part of the scope of work.
[bookmark: _Toc162423203]2.2 VENDOR QUALIFICATIONS
Qualified vendors must have active 211 clients and have the ability to deliver a dynamic system that has the functionality needed by IN211, including adhering to guidelines set forth by the Inform USA accrediting standards for information and referral systems, including but not limited to use of the LA Taxonomy as the code set for classifying community-based resources. Necessary capabilities are outlined in Section 4.0 of this RFI.
High-level elements of the system will adhere to the accreditation guidelines of the Inform USA Alliance of Information and Referral Systems (AIRS) key highlights from the AIRS Standards and Quality Indicators are noted below: 
· Collection and Maintenance of interactions with individuals seeking connections to community resources, including but not limited to:
· Demographic data including social determinants of health (SDOH) questions.
· Integration of telephony system call data into record.
· Resource Data Structure includes mandatory and recommended data elements for the Agency portion of an organizational record, Site data elements, where additional sites exist, and Services/Programs provided by the organization, AIRS data elements should match the schema used in the open-source Human Services Database Specification (HSDS) developed by Open Referral or the AIRS XSD Schema
· Ability to use 211 LA County Taxonomy of Human Services (Taxonomy), and to customize the Taxonomy by identifying the terms that will remain active for use and deactivating those that that will be unavailable for indexing and searching and display Taxonomy records in a variety of ways.
· Resource Search - the solution allows for community navigators to search and retrieve information by: 
· Organization, site and program name and related AKAs.
· Type of services provided (using Taxonomy service terms including use references and see also references) with access to definitions.
· Target population served, where applicable (using Taxonomy target terms) with access to definitions.
· Area served.
· Support data sharing via APIs including ability for users to create interfaces. 
[bookmark: _Toc162423204]3.0 Indiana 211 OVERVIEW 
[bookmark: _Toc162423205]3.1 IN211 Vision, Mission and Values
IN211 is committed to creating a safe, compassionate environment where any Hoosier can engage with us in their pursuit to reach their greatest emotional, mental, and physical well-being. Additional information can be found on the IN211 web site (https://www.in.gov/fssa/indiana-211/). 
IN211’s vision is that every Hoosier can connect to a known and trusted source of information and resources that support their well-being and resilience. IN211’s mission is to improve quality of life for Hoosiers by promoting equity and connecting people to health and human service resources through highly skilled Navigators, continuous community collaboration and a robust community database, and technological innovations.  IN211’s core values are:
· Respect: To give regard to others’ viewpoints and continuously embrace best practices in interactions with Hoosiers, staff, community partners, and other stakeholders
· Integrity: To establish the highest level of trust internally and externally through honest, transparent, and accountable interactions and communications
· Person-centered: To be present in the moment, exemplify kindness and empathy, and humbly listen for everyone’s desires, preferences, and needs
· Knowledgeable: To have an unrelenting passion for continuous learning and employ expertise with excellence
· Innovation: To encourage bold approaches to problem solving, allow for failure, embrace change, and inspire creative 
[bookmark: _Toc162423206]3.2 IN211 Overview
Indiana 211 is a free service that connects Hoosiers with help and answers from thousands of health and human service agencies and resources right in their local communities - quickly, easily, and confidentially. We use statistical data (not personally identifiable information) from calls, texts and web visits to help shed light on the nature of social needs in Indiana for decision-makers and government across the state. IN211 is devoted to serving individuals and families within the communities of Indiana's 92 counties. 211 services are available 24/7/365 and free of charge to anyone, and our database is carefully curated to include resources from across the state.
Indiana 211 services 26 different lines of business from general connections to community-based resources to specialized lines of business to address specific needs of the community.  Indiana 211 receives a range from 1,600 to 2,100 calls per day across the lines of business.  
There are four main functions of Indiana 211:
1. Curate and maintain a statewide database of community resources.
2. Train and maintain staff for 24/7/365 call center.
3. Provide public facing dashboard to identify met and unmet needs in communities across the state.
4. Continuously engage communities across the state for awareness of the service along with additional resource identification  
Indiana 211 has Community Navigators who handle resource inquiries and help people connect with resources they are seeking.  Indiana 211 has Resource Database Curators who curate and maintain community resources.
Service is provided by trained community navigators and is delivered in a variety of ways that support the mission of IN211, the accessibility requirements of the community and the communication preferences of inquirers (for example, a combination of telephone, in-person, email, text/SMS messaging, online chat, social media and other methods of communication).
[bookmark: _Toc162423207]3.3 IN211 Data Collection
Indiana 211 caller data is collected from multiple sources of input, such as text messages, telephony calls and access to the online web-based resource search engine.  There are various requirements for each line of business, with some lines using systems external to the IN211 interaction and resource system.  For the lines of business which leverage the IN211 interaction and resource system, the requirements for data collection vary by line dependent on the business requirements for that line.   
[bookmark: _Toc162423208]3.4 IN211 Data Use 
The IN211 data is used to inform communities about needs, both met and unmet needs, along with demographic and social determinants of those seeking resources.  Data sharing is a critical external function of IN211, which can be leveraged to aid community leaders in better understanding the needs within their community and the additional resources which may be appropriate for development or funding.
The IN211 resource data is considered the comprehensive source of truth for resources in Indiana and is therefore available for ingestion through APIs by other systems providing services to connect individual to resources. The Indiana Office of Technology recommends that the State’s standardized technologies, MuleSoft API Management and/or GoAnywhere Managed File Transfer services (option dependent upon solution complexity), should be employed to facilitate secure data transmission.
Ultimately, any data going into the IN211 interaction and resource system, and data captured by the online search tool must be available to the FSSA Data & Analytics team.  The FSSA Data & Analytics team works with IN211 team to create operational dashboards to create operational efficiencies and to inform the community engagement team about the resource status in communities across the state.
3.5 IN211 Privacy and Security
Please see Attachment B Section 12 for privacy and security expectations within the FSSA contract boilerplate. Please review the As a Service (aaS) templates at the below link.
https://www.in.gov/idoa/state-purchasing/contract-administration/contract-forms-manuals-and-templates/
[bookmark: _Toc162423209]4.0 INDIANA 211 CURRENT BUSINESS FUNCTIONS AND TECHNOLOGY 
[bookmark: _Toc162423210]4.1 Business Functions
This section is a consolidated summary of IN211’s business functions related to the interaction and resource system, data collection, data exchange, and reporting requirements. The mission of IN211’s interaction and resource system are to meet business functions through utilizing technologies to improve customer service, efficient electronic data collection, robust reporting capabilities, and implement a modern technology solution which adheres to the Inform USA information and referral accreditation guidelines, including use of LA Taxonomy for categorizing and accessing community resources. 
	Functions/Business Area In-Scope

	Caller Interaction Data Collection 
	Collection of caller demographics, SDOH, location, and needs

	Texting Interaction Data Collection
	Collection of texter demographics, SDOH, location, and needs

	Online Interaction Data Collection
	Collection of resource seeker demographics, SDOH, location, and needs

	Chatbot Interaction Data Collection
	Collection of caller demographics, SDOH, location, and needs

	Closed Loop Referrals
	Collaboration with specified entities to provide automated notification of referrals, ability to capture notes on states and ability for IN211 to access the notes about the referral 

	Interaction Feedback Surveys
	Follow up surveys generated by the system to individuals with whom IN211 interacts (call, text, online search and chat) to assess satisfaction with the services provided by IN211

	Interaction Outcome Surveys
	Follow up surveys generated by the system to individuals with whom IN211 interacts (call, text, online search and chat) to fulfill resource needs

	Interaction Communication Tools
	Communication with individuals inquiring about resources in medium of choice including but not limited to email or text messaging

	Integration with Telephony System
	Receive real-time interaction information from telephony system including, but not limited to, unique telephony identifier, call/text ANI, call/text/chat start, and end times and record appropriately based on which telephony queue the interaction came in on

	Resource Details Collection
	Collection of data required for resources inclusive of all LA Taxonomy services, locations and general information about the organization

	Resource Update Collection
	Allow external resource contacts to securely update their own information within the system with associated tracking as to by whom and when the resource was updated

	Resource Complexity Classification
	Identification of complexity of resources based on criteria calculated by the system 

	Resource Priority Classification
	Identification of priority for annual update of resources based on number of referrals to the resource in the past 12 months 

	Resource Renewal Tracking
	Trigger notifications to community-based organizations for annual formal updates to the records
Track the upcoming annual formal updates and report out on due dates as well as past due dates by resource curator



[bookmark: _Toc162423211]5.0 PRICING MODEL
As part of this request for information, please include a pricing model for how the solution / product and services would be cost allocated and priced given the following pieces of information.  All numbers are to be used as a baseline and are approximate:
· Resources - 6,000 agencies with approximately 22,000 services in approximately 12,000 sites
· Interactions - 300 users / agents with access
· Approximately 175,000 telephonic interactions per year
· Approximately 30,000 text message interactions per year
· API costs, include data limitations and overage fees, if applicable
· Additional fees, including costs such as software or product maintenance
· Note: chat bot feature is not currently available, but if it were, include a cost per interaction, if applicable
· The state has recently introduced an AI policy and standard, managed through the Management Performance Hub (MPH).  This is not a required component, so these links are included as reference.
· Policy https://www.in.gov/mph/cdo/files/State-of-Indiana-State-Agency-AI-Systems-Policy.pdf
· Standard https://www.in.gov/mph/cdo/files/State-of-Indiana-State-Agency-AI-Systems-Standard.pdf
Include cost per unit for any of the above bullet points, if applicable to the cost model
[bookmark: _Toc162423212]RESPONSE FORMAT AND ATTACHMENTS 
Respondents should submit responses to the RFI, utilizing Attachment A, describing how they will meet the specific requirements of this RFI and the deliverables included within.  All narrative responses must be provided to the State in Microsoft Word format.  Respondents must structure their response according to the sections outlined below to facilitate the State’s review of the responses. THE TOTAL RESPONSE SHOULD NOT BE MORE THAN 25-35 PAGES IN LENGTH NOT INCLUDING ANY REFERENCE DOCUMENTATION OR MARKETING MATERIALS.

If you would like to provide response/feedback to this RFI for a potential RFP for FSSA, you must provide your response to State as shown in the RFI Timeline and Response Submission section below.

[bookmark: _Toc162423213]RFI TIMELINE
The following timeline is only an illustration of this RFI process.  The dates associated with each step are not to be considered binding.

Anticipated RFI Dates:
	Activity
	Date

	Issuance of RFI
	4/16/2024

	Deadline to Submit Written Questions (3:00PM Eastern Time)
	4/23/2024

	Response to Written Questions/RFI Amendments
	4/26/2024

	Due Date for Submissions
	5/13/2024



[bookmark: _Toc162423214]QUESTION / INQUIRY PROCESS
All questions/inquiries in regards to RFI-25-79666  must be submitted in writing via email using Attachment B, Questions and Answers Template, by the deadline of April 23, 2024, by 3:00 ET to rcohen@idoa.in.gov.  The email subject line should contain the following phrase:

“REQUEST FOR INFORMATION 25-79666 QUESTION AND INQUIRIES.”

Following the question/inquiry due date, IDOA will compile a list of the questions/inquiries submitted by all Respondents.  The responses will be posted to the IDOA website as soon as possible.  Only answers posted on the IDOA website will be considered official and valid by the State.  No Respondent shall rely upon, take any action, or make any decision based upon any verbal communication with any State employee.

Please note that Teresa Deaton-Reese is the State’s single point of contact for this RFI.  Inquiries are not to be directed to any other staff member of the Family & Social Services Administration IN211.  Such action may disqualify respondent from further consideration in this RFI and any subsequent RFP process.

If it becomes necessary to revise any part of this RFI, or if additional information is necessary for a clearer interpretation of provisions of this RFI prior to the due date for submissions, an addendum will be posted on the IDOA website.

[bookmark: _Toc162423215]CLARIFICATIONS AND DISCUSSIONS
The State reserves the right to request clarifications on information submitted to the State.  The State also reserves the right to conduct discussions, either oral or written, with the Respondents.  These discussions could include requests for additional information, requests for cost information or technical requirements response attachment revision, etc.  Additionally, in conducting discussions, the State may use information derived from the responses submitted by competing Respondents only if the identity of the Respondent providing the information is not disclosed to others.  The State will provide equivalent information to all Respondents which have been chosen for discussions.

The Procurement Division will schedule all discussions.  Any information gathered through oral discussions must be confirmed in writing.

[bookmark: _Toc162423216]CONFIDENTIALITY
It is important to note that all information submitted in Respondent’s proposals to this RFI will be kept confidential and will not be made available to the public unless this RFI does not result in the release of a solicitation at a later date. If a solicitation results from this RFI, then the information contained in the proposal submissions for this RFI must be made available to the public once the resulting solicitation has been awarded and the protest period has ended. 

Respondents are advised that materials contained in proposals are subject to the Access to Public Records Act (APRA), IC 5-14-3 et seq., and, after award, the entire solicitation file may be viewed and copied by any member of the public, including news agencies and competitors. 

Please note citing “Confidential” on an entire section is not sufficient. The Public Access Counselor (PAC) provides guidance on APRA.  Respondents are encouraged to read guidance from the PAC on this topic as this is the guidance IDOA follows: 
· 18-INF-06; Redaction of Public Procurement Documents Informal Inquiry

Respondents claiming a statutory exception to the APRA must indicate so on a separate attachment labeled “Confidential Documentation Listing”. That document should include the following information:
· List all documents where claiming a statutory exemption to the APRA;  
· Specify which statutory exception of APRA that applies for each document;
· Provide a description explaining the manner in which the statutory exception to the APRA applies for each document.

When claiming confidential information, respondents should submit two versions of their response: 
1) A confidential version (for the State’s review and evaluation)
a. Confidential Information must be clearly marked in a separate folder.
2) A redacted version (for public records requests)

If the Respondent does not identify the statutory exception, the Procurement Division will not consider the submission confidential.  The State also reserves the right to seek the opinion of the PAC for guidance if the State has doubts the cited exception is applicable.

Prices are NOT confidential information.

[bookmark: _Toc162423217]RESPONSE SUBMISSION INSTRUCTIONS
[bookmark: _Hlk41481144][bookmark: _Hlk41481057]Firms interested in providing information to IDOA should submit responses via email to Teresa Deaton-Reese at tdeaton@idoa.in.gov. All responses must be received no later than May 13, 2024, by 3:00PM ET. The subject line of the email submission must clearly state the following:

“RESPONSE TO REQUEST FOR INFORMATION 25-79666
Templates outlined in this document should be returned in their native file format.

The State accepts no obligations for costs incurred by Respondents in anticipation of being awarded a contract.
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