RFP 16-102 Eligibility Services, Staffing, and Training
Attachment D2 - Performance Metrics 


Administration
1. Each month, the State shall withhold a portion of of the Contractor’s monthly invoice amount pending verification of the Contractor’s performance against the Performance Metrics described below. The withholding shall be as follows:
i. 15% of the monthly invoice amount for Central and Regional Change Center Eligibility Determination Operations, unless the Contractor fails to meet three (3) or more Performance Metrics in a single month, in which event the withholding percentage for subsequent months shall increase to 25% until resolution has been achieved as described in paragraph 3 below
ii. 15% of the monthly invoice amount for Local Office Staff Augmentation
iii. 15% of the monthly invoice amount for Training Services
2. The Contractor shall submit the requisite reporting to support verification of performance no later than the 15th calendar day of the following month.
3. Following verification that Contractor successfully met the requirements for all Performance Metrics in a given month, the Contractor may invoice the State for the withheld funds described in paragraph 1 above with the subsequent month’s invoice (for example, if Contractor successfully meets the Performance Metrics requirements for January, and verification is completed in February, the portion of the January invoice that was withheld can be claimed with the February invoice)
4. If Contractor fails to meet the requirements for one or more Performance Metrics (“missed Metric(s)”) in a given month, the Contractor must submit a Corrective Action Plan (CAP) to the State within fifteen (15) calendar days following the documentation of failure to meet the missed Metric(s). The State shall review and make reasonable efforts to approve the CAP within ten (10) calendar days of the CAP being received. 
i. The State will continue to withhold funds for the month in which the Contractor failed to meet the missed Metric(s) and all subsequent months, subject to the terms of Paragraph 1 above until Contractor demonstrates that the CAP has been implemented and further successfully meets the missed Metrics for two consecutive months in the four month period immediately following the month in which the Contractor failed to meet the missed Metric(s) (for example, if Contractor fails to meet one Metric in April 2018, Contractor shall have until August 2018 to demonstrate successful achievement of that missed Metric for two consecutive months) 
ii. Following verification that the missed Metric(s) have been met for two consecutive months as described in 4.i above, Contractor may invoice the State for release of all withheld funds.
iii. If Contractor fails to demonstrate it has met the missed Metric(s) for two consecutive months during the four month corrective period as described in 4.i above, the State shall permanently retain the withheld funds for all months during the four month corrective period during which the Contractor failed to meet the missed Metric(s) (as a continuation of the example in 4.i above, if the Contractor meets the missed Metric in July 2018 but fails to meet it in May 2018, June 2018 and August 2018, withheld funds for April, May, June and August 2018 shall be permanently retained by the State). Withheld amounts permanently retained by the State under this provision are not penalties, but rather the payment of lower amounts for lower quality performance.
5. Verification of Contractor’s success or failure to achieve Performance Metrics may be performed by the State or a designated State contractor including but not limited to the State’s Outside Verification and Validation (OV&V) contractor.	
Performance Metrics
A. Central and Regional Change Center Eligibility Determination Operations
1.  Applications Processing
a. 98% of all applications shall be reviewed, and scheduled when required, within two (2) business days of receipt of the initial application task. Note: Though it shall have no bearing on the metric, the State shall be notified of the lack of available scheduling slots within the State's lead time goal of ten (10) calendar days, in which the State shall have one (1) business day to resolve issue. 
b. 99% of all applications shall be reviewed, and scheduled when required, within five (5) business days of receipt of task. Note: Though it shall have no bearing on the metric, the State shall be notified of the lack of available scheduling slots within the State's lead time goal of ten (10) calendar days, in which the State shall have one (1) business day to resolve issue. 
c. 98% of SNAP applications determined to be entitled to an expedited appointment are scheduled within one (1) business day of the receipt of the application task. Note: Though it shall have no bearing on the metric, the State shall be notified of the lack of available scheduling slots within the State's lead time goal of one (1) business day, in which the State shall have one (1) business day to resolve issue.
d. 99% of SNAP applications determined to be entitled to an expedited appointment are scheduled within two (2) business days of the receipt of the application task. Note: Though it shall have no bearing on the metric, the State shall be notified of the lack of available scheduling slots within the State's lead time goal of one (1) business day, in which the State shall have one (1) business day to resolve issue.
e. 95% of applications received will be screened and scheduled correctly according to State-approved Work-instructions as amended through life of Contract. 
f. 98% of all documents without a barcode will be timely indexed, classified, and entered into database; or identified as a document which cannot be indexed, within two (2) business days of receipt from document center. 
g. 99% of all documents without a barcode will be timely indexed, classified, and entered into database; or identified as a document which cannot be indexed, within five (5) business days of receipt from document center.
h. 95% of all documents without a barcode will be accurately indexed, classified, and entered into database; or identified as a document which cannot be indexed using any individual or combination of the following search criteria: Name, SSN, or Recipient ID number, Case Number, Application, Address, or classification. Sample will exclude fax cover sheets and envelopes
i. 98% of Medicaid only RCC applications (Excluding ABD) are sent to the State for Review and Authorization on or before the 33rd calendar day from the application date (or file receipt date). 
j. 99% of Medicaid only RCC applications (Excluding ABD) are sent to the State for Review and Authorization on or before the 42nd calendar day from the application date (or file receipt date). 
k. The average accuracy rate for Medicaid Only (Excluding ABD) applications processed by the Contractor in a given month will exceed 95%.

2. Redeterminations and Change Processing
a. Not less than 95% of client non-Phone changes received and processed by contractor at the RCC and due to be sent to the State for Review and Authorization are processed and sent to the State within nineteen (19) calendar days from the date of the receipt of the task. Note: Changes linked to cases with an active pending application, Interim Report form, or redetermination will be excluded from this measurement. In the event the due date for the change to be sent to the State for review falls on a non-business day, then the due date becomes the next business day. 
b. Not less than 95% of client non-Phone changes linked to cases with an active pending application, Interim Report form, or redetermination received and processed by the Contractor at the RCC are due to be sent to the State for Review and Authorization are processed and sent to the State within nineteen (19) calendar days from the date of the receipt of the task.  In the event the due date for the change to be sent to the State for review falls on a non-business day, then the due date becomes the next business day. 
c. The average accuracy rate for client non-Phone change processing (excluding Interim Report forms) by Contractor in a given month will exceed 95%. 
d. The average accuracy rate for client Phone change processing by Contractor in a given month will exceed 95%. 
e. Not less than 95% of system (non-client) generated tasks will be processed on or before a due date determined by the State’s Operational Management. 
f. The average accuracy rate for system (non-client) generated tasks processed by the Contractor in a given month will exceed 95%. 
g. 95% of Interim Report form received tasks will be processed on or before a due date determined by the State’s Operational Management. 
h. The average accuracy rate for Interim Report form received task processing by Contractor in a given month will exceed 95%. 
i. 95% of Medicaid Only (Including ABD) redeterminations that are not assigned to the local office, that have had a Redetermination Mailer Form received by the initial mailer due date are sent to the State for Review and Authorization on or before the 4th business day prior to the last calendar day of the redetermination due month. Rescinded redeterminations would be excluded from this Metric.
j. 95% of Medicaid Only (Including ABD) redeterminations that are not assigned to the local office, that have had a Redetermination Mailer Form received after the initial due date but on or before the last calendar day of the month, are sent to the State for Review and Authorization on or before the 15th of the month after the redetermination due month. Rescinded redeterminations would be excluded from this Metric.
k. The average accuracy rate for all Medicaid Only redeterminations processed by the Contractor in any given month will exceed 95%.

3. Benefit Recovery and Claims Processing 
a. Not less than 95% of all benefit recovery referrals shall be evaluated and processing initiated within thirty (30) calendar days from date of referral. 
b. State retention for SNAP over-issuance is equal to or exceeds a baseline of $120,000 per quarter based on Quarterly report provided by State. If quarterly retentions exceed the baseline, twenty percent (20.00%) of the amount retained over the baseline up to one million dollars and zero cents ($1,000,000.00) will be paid to the contractor as a bonus. If the quarterly retentions fall below the baseline, the contractor will pay to the state as actual damages the exact dollar amount of the difference, calculated over a rolling twelve (12) months. Payments under this metric will be trued up on an annual basis at the end of the state fiscal year.
c. State collections for TANF overpayments are equal to or exceed a baseline of $30,000 per quarter based on Quarterly report provided by State.
d. Not less than 95% of all suspected fraud referrals have been evaluated (cross-checking data within State systems to determine if information is known) within ten (10) business days of the date of referral. Based on the outcome of the evaluation, the CODY case needs to be established within 10 days of the Incident Report being created.
e. The average accuracy rate for all benefit recovery activities, including but not limited to benefit recovery referrals, benefit recovery referral analysis, establishment of an appropriate over/under issuance and related-collection activities will exceed 95%.
f. Not less than 90% of all DFR CODY cases created in CODY shall be completed or referred to the Compliance Division on or before the 60th calendar day from the CODY case creation date. 
g. [bookmark: _GoBack]Not less than 90% of all CODY cases created with referral type “COMP” that have been completed in a report month shall be completed on or before the 60th calendar day from the last return date “from compliance” in CODY. 
h. Not less than 90% of all SNAP and TANF Agency and Client Error Claims will be opened or cancelled by the end of the quarter following the quarter of the discovery date (SNAP) or referral date (TANF). 
i. Not less than 95% of all SNAP and TANF IPV claims shall be opened and disqualifications entered and Claim Error type changed to IPV within ten (10) business days of the receipt or by recur run of the court or administrative decision or the signed IPV waiver, whichever comes first.
j. Not less than 90% of SNAP QC benefit recovery claims shall be opened and completed within thirty (30) calendar days of task generation.
k. Not less than 90% of all Medicaid claim referrals shall be completed within fourteen (14) months of the last calendar day of the last claim month. 
4. Hearings and Appeals
a. Not less than 98% of Hearing requests for benefit(s) reinstatement are worked and the system updated upon within two (2) business days of the receipt of the task. 
b. Not less than 95% of pre-hearing conferences are completed within ten (10) business days of receipt of the Hearing’s request task.
c. Not less than 75% of Hearing Decisions are reworked and case files updated according to the Administrative Law Judge (ALJ) decision within five (5) business days of the receipt of the task.
d. Not less than 99% of Hearing Decisions are reworked and case files updated according to the Administrative Law Judge (ALJ) decision within ten (10) business days of the receipt of the task.
5. Call Center
a. Across all call queues, including the Health Coverage Call Queue and the Non-IN RCC call queue, the monthly average speed to answer time for live agents to answer time incoming calls shall not exceed 150 seconds (2 min, 30 seconds).
b. Across all call queues, a live agent shall answer 80% of incoming calls in a given month within 60 seconds (1 minute).
c. Across all call queues, including the Health Coverage Call Queue and the Non-IN RCC call queue, the monthly average abandonment rate shall not exceed 5%. An abandoned call is a call that is discontinued by the customer while waiting for a live agent after completion of any IVR messages. Calls abandoned within the first 15 seconds following completion of any IVR messages are excluded from the above measurement.
d. In any given calendar week the average abandonment rate shall not exceed 7%. An abandoned call is a call that is discontinued by the customer while waiting for a live agent after completion of any IVR messages. Calls abandoned within the first 15 seconds following completion of any IVR messages are excluded from the above measurement.
e. The average quality score for inbound RCC calls must exceed 95%. All inbound calls will be evaluated by a State-approved criteria and methodology.
B. Local Office Staff Augmentation
1. Contractor will not exceed an annual turnover rate of 20% in the local offices, excluding attrition to DFR or to DFR contractor.
2. The Contractor shall fill vacancies for Local Office staff within forty-five (45) calendar days unless otherwise agreed to by State. A position is considered vacant until such a time as a replacement is identified and starts work, or is attending training.
3. The Contractor shall not exceed a 12% overall, state-wide target Absenteeism rate for both scheduled and unscheduled absences of production staff and staff in training. The Absenteeism rate shall include all production and training staff that are not present for the full work day during regularly scheduled work hours whether such absence was scheduled or unscheduled, paid or unpaid, for any reason. Any production or training staff member accounted for in Contractor's total headcount shall be present for work or count toward total absenteeism except to the extent that such staff member may make up for an anticipated absence by working additional hours in excess of scheduled hours that are not also counted as overtime.
C. Training Services
1. 100% of training participants must pass required State-approved gateway competency exams with a minimum score of 90% prior to moving to production floor.
2. Not less than 95% of participants must achieve a minimum score of 90% within the first two (2) attempts at the gateway exam. 
3. When the Contractor is notified of the need to begin a training class, the Contractor must be prepared to begin a training class within five (5) business days of State notification.
4. When the Contractor is notified of a new policy, procedure, or legislation change that would require the development of new material, the Contractor must submit its proposed training material for State review and approval within five (5) business days.
5. Training materials will at minimum, be reviewed annually or at the request of the State to reflect updated policies or procedures. The Contractor must submit an updated training plan to the State for review and approval within fifteen (15) business days of receiving amendments from the State.
6. Contractor shall report the number of trainees that start and complete each training program. Specifically with regard to new hire training, this information will be used to measure Contractor’s efforts in delivering an effective and engaging training program for new hire trainees. If in the course of a calendar year, with the first measurement to begin January 1, 2018, Contractor achieves an overall completion percentage of 85% for new hire training, Contractor shall be eligible for a performance bonus equal to 8% of the total fees paid to the Contractor during that calendar year. For the purposes of this measurement, completion percentage shall be defined as the percentage of trainees who begin new hire training who go on to complete the new hire training curriculum and achieve a minimum score of 90% within the first two (2) attempts at the gateway exam.


