RFP 16-102 Eligibility Services, Staffing, and Training
Attachment D – Scope of Work
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[bookmark: _Toc449008944]1.0 Introduction

The Indiana Family and Social Services Administration (FSSA), Division of Family Resources (DFR) requests responses from vendors experienced in providing Eligibility Services, Local Office Staff Augmentation, and Training Services for organizations similar in size and scope to DFR. DFR is accepting proposals in all three areas (4.1 Central and Regional Change Center Eligibility Operations; 4.2 Local Office Staff Augmentation; 4.3 Training Services) of this Scope of Work, so Respondents may provide proposals for Sections 4.1, 4.2, and/or 4.3. 
[bookmark: _Toc449008945]2.0 Background
DFR is the division responsible for establishing eligibility for the following programs: Medicaid, SNAP, and TANF applicants. Applicants/clients may submit their application online, in person at a DFR Local Office, by mail, via fax, or over the phone. The Eligibility Services Contractor(s) will become part of a larger system of eligibility operations managed by DFR. The State currently contracts for services and staff for the eligibility determination operation, which consists of the Central Change Center, Regional Change Centers, and Local Offices. The State also contracts with vendors that provide document scanning; electronic data capture; handling of indexed and non-indexed documents; and printing and mailing notices to clients/applicants.  In addition to Indiana Office of Technology (IOT) and DFR staff, the selected Eligibility Services Contractor(s) should anticipate having touchpoints with some or all of the above named entities and other contractors, as needed and directed by the State, in addition to performing the core Eligibility Services listed in this Scope of Work.
DFR Central and Regional Change Centers (CCCs and RCCs) are non-client facing service centers and perform functions in support of Local Offices and the eligibility process.  Their functions include but are not limited to the processing of applications,  changes, redeterminations, indexed and non-indexed eligibility supporting documentation; hearings and appeals documentation preparation; benefit recovery; answering client/applicant questions received via phone, and other related activities. The CCC and RCC Contractor is expected to perform all of the preliminary case processing before the case is submitted to the State for a final determination of eligibility. For more information about specific CCC and RCC operations, please refer to section 4.1.2. A full list of RCC locations can be found in Section 4.1.3.
DFR Local Offices are the client-facing side of the eligibility operation and vary in size and certain protocols, but they perform functions that include but are not limited to facilitating and accepting applications, conducting interviews, scanning and processing eligibility supporting documentation, answering applicant questions, and authorizing and determining eligibility. There is at least one Local Office per county, with some counties containing multiple Local Offices. For a full list of Local Office service locations, please refer to the Bidder’s Library.
[bookmark: _Toc449008946]3.0 General Project Requirements

FSSA is seeking to procure an Eligibility Services Contractor or Contractors to provide comprehensive eligibility services and support for Indiana’s Eligibility Operation. The Eligibility Operation is the central resource in helping Hoosiers apply and receive benefits, including SNAP, TANF, Medicaid, HIP 2.0, and Hoosier Healthwise and relies on three central parts to continue serving the State-Central and Regional Change Center Eligibility Determination Operations, Local Office Staff Augmentation, and Training. Accordingly, this Scope of Work has been divided into these following three sections:


Scope 4.1: Central and Regional Change Center Eligibility Determination Operations
FSSA is seeking to procure a Contractor for Central and Regional Change Center Eligibility Operations that:
· Processes all applications, changes, redeterminations, enrollment forms, supporting documentation, benefit recovery claims, and pre-hearing and hearing tasks; 
· Provides adequate staffing resources for FSSA’s eligibility operation throughout the State of Indiana located in the Central and Regional Change Centers;
· Incorporates and implements a call center strategy to field and answer applicant/client calls and inquiries in compliance with FSSA, State and Federal requirements;
· Understands and interfaces with State systems that support the eligibility process, including but not limited to IEDSS (eligibility system), LMS (Learning Management System), COGNOS, and I3/IVR (Interactive Voice Response);
· Leverages State investments in facilities, equipment, and telephone system infrastructure and automation capabilities by proposing a solution that uses and improves utilization of resources available to FSSA;
· Meets and improves the quality of services for programs and end to end case processing standards as defined by the State-approved performance metrics listed in Attachment D2;
· Provides any and all information requested by FSSA, i.e. costs, training, workflow, and any other areas for which FSSA requires supporting documentation.

Additional detail on functional requirements can be found in Section 4.1 of this Scope of Work.

Scope 4.2: Local Office Staff Augmentation
FSSA is seeking to procure a Contractor for Local Office Eligibility Operations who has the following responsibilities:
· Provides adequate staffing resources for FSSA’s eligibility operation in Local Offices throughout the State of Indiana;
· Provides staff capable of processing all applications, changes, redeterminations, enrollment forms, and supporting documentation;
· Provides staff that serve as customer service and front-office specialists and are familiar with all aspects of public assistance programs
· Provides staff that review client/applicant information for completeness and accuracy, assist applicants in completing applications; receive and sort mail, maintain office resources, and verify client information;
· Provides any and all information requested by FSSA, i.e. costs, training, workflow and any other areas for which FSSA requires supporting documentation;

Additional detail can be found in Section 4.2 of this Scope of Work.

Scope 4.3: Training Services
FSSA is seeking to procure a Contractor for Training Services who:
· Develops and maintains a customized training curriculum for each role, including new hire training and refresher and remedial training for existing staff;
· Provides experienced and qualified trainers that understand the eligibility operation in its entirety;
· Delivers effective and measurable face-to-face training for all new and current Contractor and State staff;  
· Collaborates with the State to ensure that all training material is reviewed and approved by the State prior to beginning of training delivery or update of training materials;
· Prepares a competency test for staff to be administered within three (3) days upon completion of gateway training prior to assuming their duties; 
· Provides any and all information requested by FSSA, i.e. costs, training and access to training tools and any other areas for which FSSA requires supporting documentation.

Additional detail can be found in Section 4.3 of this Scope of Work.
[bookmark: _Toc449008947]4.0 Eligibility Services RFP Requirements

The following sections present detailed requirements for Central and Regional Change Center Eligibility Determination Operations (Section 4.1), Local Office Staff Augmentation (Section 4.2), and Training Services (Section 4.3). Specific requirements for each functional area are contained within the applicable section. The selected Contractor(s) are expected to perform all requirements of the applicable sections outlined in this Scope of Work. If responding to more than one section, the Respondent must submit a separate proposal for each section. Each Respondent must address all requirements detailed in every other section of the Scope of Work (Section 1.0 through 3.0 and 5.0 through 14.0).

The Respondent’s proposal must comply with all program requirements and enhance the level of service delivered to clients/applicants. Respondents must submit a separate proposal for each of Sections 4.1, 4.2 and 4.3 of this Scope of Work. Each such proposal will be evaluated separately and must stand alone as a complete proposal. If responding to more than one of Sections 4.1, 4.2 and 4.3, the Respondent must also submit a supplemental proposal describing how they would enhance delivery of services to DFR by assuming responsibility for multiple aspects of the RFP scope. For more information on FSSA’s eligibility process, please refer to Attachment J – Bidder’s Library.

[bookmark: _Toc449008948]4.1 Central and Regional Change Center Eligibility Determination Operations
Section 4.1 of Attachment D – Scope of Work presents general functions to be performed by the Contractor in support of FSSA’s responsibility for eligibility determination. The following operations are performed in the Central and Regional Change Centers located throughout the State of Indiana.

A. Functional Requirements Serving New Clients

a. Process online, phone, and paper applications submitted through mail, fax, or FSSA’s online portal for all FSSA public benefit programs, including, SNAP, TANF, Medicaid, HIP 2.0, and Hoosier Healthwise; 
b. Update client/applicant information such as address and phone number in State eligibility systems;
c. Maintain Regional Change Centers with qualified personnel that assist clients/applicants with inquiries, basic screening information for FSSA programs or completing an application over the phone;
d. Respond to client/applicant and other inquiries with accurate and consistent information regarding FSSA programs, status of applications or other cases actions;
e. Process Health Coverage applications submitted through the FFM (Federally Facilitated Marketplace) portal, the self-service online portal, the telephonic application process, or a paper application submitted through mail or fax;
f. Provide call monitoring and data accuracy;
g. Route work electronically to FSSA eligibility determination staff for the processing of an accurate and timely eligibility determination in accordance with FSSA instructions;

B. Functional Requirements Serving Existing Clients

a. Develop and initiate a process for the renewal or change in each client’s program eligibility status in accordance with applicable Federal and State policies and procedures;
b. Complete eligibility redeterminations for Medicaid clients by analyzing and processing the case files and information provided by the client according to state policies and procedures;
c. Request information from clients/applicants, as well as other sources as permissible by State law and regulation, if a change required to be enacted upon has been reported, or there is reason to believe that a change  has occurred, but has not been reported;
d. Review SNAP Interim Contact forms for completeness; Enter changed information from the form into the State eligibility systems and request verifications; Generate Pending Verification for Clients/Recipients 2032 form to collect missing information and submit the case for state review and eligibility determination; 
e. For clients calling to report a change, the Contractor must authenticate the caller, locate the case in the State eligibility systems, process the change, obtain appropriate verifications and enter the appropriate codes depending on the type of change being reported;
f. Route work electronically to FSSA eligibility determination staff for the processing of an accurate and timely eligibility determination in accordance with FSSA instructions;
g. Update case files for IMPACT clients in the eligibility systems;
h. Provide data collection and other data entry and task creation actions for online application exceptions, or other image exceptions, and route to State staff;

C. Functional Requirements for Hearings and Appeals

a. Conduct pre-hearing conferences to meet with client and explain their case and evaluate the merits of pursuing a formal hearing;
b. Prepare evidence packets and present evidence on behalf of the State in a formal hearing;
c. Review appeals requests from State system to collect information, determine the date the appeal request - written or verbal (SNAP only) - was submitted, and determine which of the following is the reason for the appeal:
· Application Denial
· A reduction in a benefit amount for an ongoing Assistance Group (AG)
· The discontinuance of benefits
· Issue not grant or benefit related (Other)
· Benefit amount for an approved application
d. In the case of clients filing appeals for continuation of benefits, the Contractor must determine if the appeal was filed timely as determined by program policy applicable to the program category under appeal and review the following to determine timeliness for continued benefits:
· Reason for the appeal
· Notice of action date
· Effective date of closure and/or change
e. Report fraud and potential fraud in accordance with FSSA policy and procedures.

Policy and procedures change frequently within FSSA and all above functions must be updated as those changes are implemented.

D. Volume Data
The volume of applications and calls can be influenced by a number of factors specific to programs, enrollment deadlines, seasonal factors etc. The table below provides the most recent twelve months of Call, Application and Active Client Volumes, as well as the State-determined baseline for calls and applications. 
The State has provided a baseline of application and call volumes based on data from the past twelve (12) months. The Baseline for application processing and call volumes incorporates historical averages and trends. Should total monthly application processing volume or call volume as described in the Scope of Work, increase higher than 10% over or decrease more than 10% under the Baseline for two (2) months in a row, the State and Contractor may enter good faith negotiations to establish new fees, which shall apply only prospectively and not retroactively.
	Months (2015-2016)
	Application
Baseline
	Application Volume
	Call 
Baseline
	RCC Call Volume
	Active Clients

	April-15
	143,500
	142,038
	216,500
	207,467
	1,398,910

	May-15
	143,500
	137,820
	216,500
	186,407
	1,402,927

	June-15
	143,500
	132,618
	216,500
	206,361
	1,409,370

	July-15
	143,500
	139,451
	216,500
	234,623
	1,418,191

	August-15
	143,500
	140,493
	216,500
	206,267
	1,428,911

	September-15
	143,500
	138,536
	216,500
	214,939
	1,436,656

	October-15
	143,500
	135,098
	216,500
	209,076
	1,445,590

	November-15
	145,000
	128,101
	235,000
	192,569
	1,437,934

	December-15
	145,000
	149,774
	235,000
	215,174
	1,437,590

	January-16
	145,000
	147,981
	235,000
	235,558
	1,447,855

	February -16
	145,000
	157,820
	235,000
	255,326
	1,454,769

	March-16
	145,000
	146,254
	235,000
	226,724
	1,467,084



[bookmark: _Toc449008949]4.1.1 Central Change Center Operations and Support
The Central Change Center (CCC) is the single dedicated center within the State that performs the below functions for clients in the entire state (not one specific region or county). The awarded Contractor can co-locate the CCC with any RCC, as long as it remains a dedicated unit. The CCC is currently located in Marion, Indiana with the Grant RCC and additional functions located at the Lake RCC, however CCC functions may be performed at any Change Center as long as those functions are (a) managed and controlled centrally and (b) performed in a consistent manner across all centers should staff at more than one center be involved. All functions shall be performed by the Contractor and/or an approved subcontractor in accordance with State policies and the work instructions provided at the time of Contract Award and signature.

A. Support via Telephone in the Central Change Center

a. The Contractor shall initiate outbound calls and receive callbacks as required to fulfill the below described service requirements in the Central Change Center.  

B. Process Applications in the Central Change Center

a. The Contractor shall perform the Initial Review of applications received by Contractor via the Document Center, fax or website and schedule required application appointments, which includes calling client to schedule expedited SNAP appointments when required.  A Medicaid applicant who does not check if they are applying for Blind or Disabled Medicaid shall receive a callback to gather the necessary information.

b. Upon completion of Initial Review, the Contractor shall forward MA only applications (other than for MA ABD) to the applicable Regional Change Center, as they do not require an interview.

C. General Duties in the Central Change Center Across all Programs and Action Types

a. The Contractor shall be responsible for explaining forms and program guidelines for all appeal and Benefit Recovery (BV) related issues.

b. The Contractor shall process non-indexed documents.

c. The Contractor shall prepare all system overrides and benefit issuances as a result of an under-issuance along with other benefit recovery (BV) related cases, and refer to the State for authorization.

d. The Contractor shall be responsible for entering notes into the eligibility systems regarding any review or action on the case performed by Contractor.

e. The Contractor shall complete all Return by State (RBS) tasks (erroneous tasks submitted by the Contractor to the State eligibility worker that requires correction and resubmission before authorization is complete) in a manner that does not negatively impact their timeliness requirement and in alignment with the agreed upon performance standards. Any deliverable or task that is not completed in accordance with the performance standards must be tracked and corrected within 48 hours of notifications. 

f. All RBS tasks must be documented and linked to the eligibility worker that completed the erroneous task. If a single eligibility worker is responsible for two or more RBS tasks in a thirty (30) day timeframe, the Contractor must ensure that the worker receives remedial training in the error area and document the date that the training is performed.

g. The Contractor shall process returned mail, indexing it to the client case and routing it to the Regional Change Center.  

D.  Benefit Recovery Services Provided by the Central Change Center

a. The Contractor shall process all benefit recovery (BV) documents.

b. The Contractor shall determine overpayments and underpayments in the manner described in the State-approved work instructions.

c. The Contractor shall prepare benefit recovery (BV) claims and under issuances by reviewing the appropriate systems, documentations, and case files necessary before filing a BV claim.

d. The Contractor shall ensure that SNAP claims are completed within the quarter following the quarter of discovery and TANF claims are completed within the quarter following the quarter the claim was identified, except for the following exceptions (maximum completion times are listed in parentheses): Central Office Referrals (30 days), Duplicate Participation (30 days), Hearing Decisions (15 days), Management Evaluation Reviews (60 days),  Office of Inspector General (OIG) Investigations (30 days), Quality Control (QC) Findings (30 days), and Transfer from another state (30 days).

e. The Contractor shall ensure that active cases meet the required threshold requirements for claim processing. All open claims related to quality control, fraud, or continued benefits will be processed regardless of their threshold.

f. The Contractor will refer clients to the State Financial Management Unit when:
· Client has been notified of a claim by a demand letter
· The client is not currently receiving SNAP assistance
· The client is delinquent in their payment for 90 days
· The client has not filed bankruptcy or an appeal of their claim
· The claim is for at least $25.00
· The client does not have a repayment method of court probation

g. The Contractor shall review information to determine if a case should be referred to the OGC Compliance Division for investigation of potential fraud.  Case referrals for the OGC Compliance  Division shall be made through the state designated fraud tracking system

h. In the event of non-fraud cases, the Contractor shall establish recovery amounts in the eligibility systems and notify the client via demand letter. A SNAP client shall have 90 days to respond to the demand letter. A TANF or Medicaid client shall have 30 days to respond to the demand letter. All clients can respond, make a payment, or file an appeal.

i. The Contractor shall initiate recoupment activities including but not limited to payments by personal check or money order, benefit reductions for SNAP or TANF, off-set by an under-issuance, child support credit, interception of lottery winnings, Electronic Benefit repayment or expunged benefits, State Tax Refunds for SNAP and TANF, or Treasury Offset programs (for SNAP only).

j. The Contractor will refer clients to the State Financial Management Unit when:
· Client has been notified of a claim by a demand letter
· The client is not receiving SNAP assistance
· The client is delinquent in their payment for 90 days
· The client has not filed bankruptcy of an appeal of their claim
· The claim is for at least $25.00
· The client does not have a repayment method of court probation

k. The Contractor shall process TANF client requests for adjustments to the benefit recoupment amount.

l. The Contractor shall process changes to remove recoupments as required and send them to the State for approval. 

m. The Contractor shall process all requests for state reviews as requested by the client submitted through verbally (for SNAP) or through writing. The Contractor shall process the appropriate tasks within the State eligibility systems to ensure that the claim being appealed is appropriately handled within the timeframes outlined by the State.

n. The Contractor shall send Benefit Recovery requests to the State for review and authorization. When a manual State Review of Eligibility Decision (SRED) task is created, Contractor shall ensure that it is sent to the appropriate queue. 

o. The Contractor shall be responsible for entering notes into the eligibility system regarding any review or action on the case performed by Contractor. 

E. Fraud Management in the Central Change Center

a. The Contractor shall process external fraud tips and make referrals to the Quality Division.
 
b. The Contractor will comply with the requirements of FSSA Investigations.         
                       
c. The Contractor shall enter fraud referrals in the state designated fraud tracking system per State direction.

F. Appeals in the Central Change Center

a. The Contractor shall be responsible for forwarding appeals received via fax, mail, or telephone to the CCC, the State Hearings and Appeals Office, and the designated Regional Change Center.  

b. The Contractor shall centrally monitor and support Appeals functions performed in the Regional Change Centers to ensure adequate staffing and compliance with State policies and metrics.

c. The Contractor shall examine appeal on receipt to see if the case file qualifies for maintenance of benefits.

G. Staff Development Services 

a. The Contractor shall publish and maintain online procedure manuals and training materials for all eligibility stakeholders, including the State, in one website.

H. Administrative and Other Miscellaneous Services in the Central Change Center

a. The Contractor, or designee, shall attend all training and staff meetings on relevant topics as reasonably requested by the State.

b. The Contractor shall maintain continued communications with DFR and discuss and implement agreed upon action plans as required.

c. The Contractor shall manage the CCC workload and assist in the monitoring of workload at each RCC in coordination with the State Central Office. 

d. The Contractor shall manage any equipment and supplies provided by the State or Contractor and located at the CCC.  

e. The Contractor shall staff appropriately to maintain the CCC facility(ies). Responsibilities include providing janitorial services, office coverage, reception/switchboard services, premises security, grounds keeping services, building and equipment contract management, and supplies management.

f. The Contractor shall staff appropriately for policy development and support requirements in coordination with the State policy staff.

g. The Contractor shall, in coordination with the State and Regional staff, respond to management evaluations, QC reports, Federal requests for information, and Corrective Action Plans.

h. The Contractor shall cooperate with State and Federal audits.

i. The Contractor shall maintain, at a minimum, CCC office hours required by the State – generally 8:00 a.m. – 4:30 p.m. in the local time zone excluding State holidays.   

j. The Contractor shall provide reports, including ad hoc reports, as requested by the State, in a timely manner, as defined by the State. If the Contractor is unable to provide a requested report or provide it in a timely manner as defined by the State, they must provide a letter of explanation to the State.

k. The Contractor shall participate jointly with the State in Disaster Recovery Procedures, including those that require the Contractor to restore the functional environment, services, and operations of the Disaster Recovery Site.

l. The Contractor shall propose a Disaster Recovery Plan subject to approval by the State.

m. The Contractor shall respond to Public Records Requests after seeking appropriate authorization from the State to release any requested records and documents to the State.

n. The Contractor shall assist with developing needed forms to deliver client services, as requested by State.

o. The Contractor shall perform independent procurements as required to support Contractor responsibilities.

p. The Contractor shall provide information to the State necessary for budget development and provide information to the State to perform financial/budget analysis upon State request..

q. The Contractor shall provide information to the State to develop PCAP (Performance Cost Allocation Plans) and all employees and subcontractors (whether in Central, Regional or Local Office) must participate in the Random Moment Sample (RMS) activities as requested. 

r. The Contractor shall provide information to State to process State or Federal payment intercept (e.g. payroll, tax refund, and lottery).

s. The Contractor shall provide information to State to prepare Fiscal/Legislative Impact (Cost Impact Analysis of legislative changes, staffing changes, outsourcing initiatives, etc.) upon State request.

t. The Contractor shall provide subject matter expert advice and assistance with eligibility and policy issues, development, and support upon State request.

u. The Contractor shall interface with the State’s eligibility systems’ Help Desk as required.

v. The Contractor shall help with State eligibility system support problem resolution as required.

w. The Contractor shall provide space for and access to the Document Center and the Training Facility. The Document Center is currently co-located with the Grant RCC, and the State intends to continue housing the Document Center at this location.

x. The Contractor shall provide closed door office space for State managers.

y. The Contractor shall develop operating procedures and metric and reporting processes, disseminating  policy information to staff initially, as well as ongoing through the Policy Answer Line (PAL).


z. The Contractor shall provide information to the State to perform bill analysis for Legislature upon State request.

aa. The Contractor shall provide information to the State to perform State and Federal reporting.

ab. The Contractor shall review and assist with resolving complaints upon State request.

ac. The Contractor shall identify and report actual and potential non-compliance with metrics identified in this contract.

ad. The Contractor shall cooperate with and participate in management evaluations. 

ae. The Contractor shall provide a subject matter expert (SME) to testify in court upon State request.
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A Regional Change Center (RCC) is a processing center in which the Contractor performs the below functions for Clients who reside in that region. All functions performed in the RCC are the responsibility of the Contractor and/or approved subcontractors in accordance with State-wide policies and the work instructions. Staff resources assigned to the processing of documents must be collocated with the RCC through which documents are processed. There are no region-specific work instructions or procedures. 

A. Providing Support via Telephone in the Regional Change Center

a. The Contractor shall answer incoming phone calls from clients who want to report changes.

b. The Contractor shall manage and respond to client concerns and complaints.

c. The Contractor shall answer incoming phone calls from clients with questions about reported changes.

d. The Contractor shall answer phone calls from clients with questions about applications and redeterminations specific to the area of operation.

e. The Contractor shall answer incoming calls for appointment rescheduling.

f. The Contractor shall answer and process general calls in situations that client opts out of using IVR.

g. The Contractor shall answer incoming out-of-state inquiries by routing them to the RCC Out-of-State queues.

h. The Contractor shall cooperate with the State’s recording of all inbound and outbound calls.

i. The Contractor shall be capable of making outbound calls and taking callbacks in the RCCs as may be required for the accurate and timely completion of the below described services. 

B. Processing Changes in the Regional Change Center

a. The Contractor shall process changes reported by phone, by mail, or electronically.

b. The Contractor shall process alerts and tasks in State eligibility systems. 

c. The Contractor shall process mass change alerts, tasks, and reports.

d. The Contractor shall process requests for nursing home liability deviations;

e. The Contractor shall process Baby Gram tasks and related changes in benefits. Baby Gram tasks are triggered when a birth confirmation is received.

f. The Contractor shall enter available data regarding changes into the State eligibility systems with notes that indicate whether additional verifications are needed.

g. When required, the Contractor shall send a 2032 Form and/or correspondence with appropriate instructions for verifications needed for those transactions processed by the RCCs.

h. The Contractor shall enter verifications received into the eligibility systems based on the guidelines set in the Program Policy Manuals and/or as instructed by the State’s Operational Management.

i. The Contractor shall refer a case to a State Eligibility Consultant (SEC) when benefit categories are ready for State Review and Authorization, regardless of if other benefit categories are pending verification. Cases shall be referred to an SEC within applicable time and quality standards as outlined by the State.

h. The Contractor shall complete Return by State (RBS) tasks in a manner that does not negatively impact their timeliness requirement and in alignment with the agreed upon performance standards. Any deliverable or task that is not completed in accordance with the performance standards must be tracked and corrected within 48 hours of notifications.

i. All RBS tasks must be documented and linked to the eligibility worker that completed the erroneous task. If a single eligibility worker is responsible for two or more RBS tasks in a thirty (30) day timeframe, the Contractor must ensure that the worker receives remedial training in the error area and document the date that the training is performed.

j. The Contractor shall link any duplicate Recipient IDs (RIDs).

k. Where indicated, the Contractor shall refer clients to IMPACT and, when sanctioned, inform client of need to cure sanction as eligibility requirement during customer service interactions with the client.

C. Processing SNAP Interim Reports in the Regional Change Center

a. If incoming SNAP Interim Reports are complete, the Contractor shall complete data entry into the State eligibility systems.

b. If incoming SNAP Interim Reports are incomplete and the client did not complete the yes or no response to a question, the Contractor shall attempt to call the client, if the call attempt has failed, the Contractor should send a 2032 requesting the necessary verifications. If the client has answered the question but failed to provide the proper verifications, the Contractor shall send a 2032 Form for information. 

c. The Contractor shall be responsible for entering returned information into the State eligibility systems.

d. The Contractor shall refer the completed case or benefit category to an SEC for review and authorization.

D. Processing Applications in the Regional Change Center

a. The Contractor shall process all applications, except Medicaid ABD and SNAP applications. 

b. The Contractor is responsible for the end-to-end processing of all applications, except Medicaid ABD and SNAP applications.

c. The Contractor shall enter available information, including indicators of incomplete data, into the State eligibility systems with notes indicating whether additional verifications are needed.

d. The Contractor shall send a 2032 Form with appropriate instructions for verifications, as needed for those applications processed by the RCC.

e. The Contractor shall enter verifications received into the State eligibility systems, based on the Policy and Procedures manual and/or as instructed by the State’s Operational Management.

f. The Contractor shall refer a case to an SEC when it is ready for State review and authorization regardless of if other benefit categories are pending verification.

g. The Contractor shall complete Return by State (RBS) tasks in a manner that does not negatively impact their timeliness requirement and in alignment with the agreed upon performance standards. Any deliverable or task that is not completed in accordance with the performance standards must be tracked and corrected within 48 hours of notifications.

h. All RBS tasks must be documented and linked to the eligibility worker that completed the erroneous task. If a single eligibility worker is responsible for two or more RBS tasks in a thirty (30) day timeframe, the Contractor must ensure that the worker receives remedial training in the error area and document the date that the training is performed.

i. The Contractor shall initiate and process incoming out-of-state inquiries by routing them to the RCC Out-of-State queues.

j. The Contractor shall process state funded program applications.  

E. Processing Redeterminations in the Regional Change Center

a. The Contractor shall process all Medicaid redeterminations for Medicaid only cases. 

b. The Contractor shall enter available information, including the flagging of incomplete data, into the State eligibility systems with notes that indicate verifications are needed.

c. The Contractor shall send a 2032 Form with appropriate instructions for verifications needed for those redeterminations processed by the RCC. 

d. The Contractor shall enter received verifications into the State eligibility systems, based on the current Policy and Procedures manual and/or as instructed by the State’s Operational Management.

k. The Contractor shall refer a case to SEC when it is ready for State Review and Authorization regardless of if other benefit categories are pending verification.

e. The Contractor shall complete Return by State (RBS) tasks in a manner that does not negatively impact their timeliness requirement and in alignment with the agreed upon performance standards. Any deliverable or task that is not completed in accordance with the performance standards must be tracked and corrected within 48 hours of notifications.

f. All RBS tasks must be documented and linked to the eligibility worker that completed the erroneous task. If a single eligibility worker is responsible for two or more RBS tasks within a thirty (30) day timeframe, the Contractor must ensure that the worker receives remedial training in the error area within thirty (30) days and document the date that the training is performed.

F. General Regional Change Center Duties Across All Programs and Action Types

a. The Contractor shall offer voter registration information during client interactions when required. 

b. When identified by the RCC, the Contractor shall perform split case/split family tasks as required.

c. The Contractor shall perform community resource referrals by phone according to agreed upon criteria.

d. The Contractor shall provide proof of eligibility by mail to approved parties. 

e. The Contractor shall be responsible for explaining forms and program guidelines during the course of related customer service interactions.

f. The Contractor shall respond to inquiries within guidelines set by the State from the Nursing Homes, Assisted Living facilities, County Trustees, DCS, Enrollment Agencies, HUD, DOC/County Jails, Navigators, and the State.  Any inquiry from an attorney shall be referred to the State Central Office for approval, unless they are acting as an authorized representative or possess power of attorney. .  

g.  The Contractor shall prepare required system overrides and additional benefits for clients due to under-issuances related to the RCC services, and refer to the State for authorization.

h. The Contractor shall set up expected change alerts to check on case files at a future date if necessary.

i. The Contractor shall be responsible for entering in case notes into the State Eligibility Systems regarding any review or action on the case performed by Contractor.

j. The Contractor shall process returned mail including the implementation of any necessary address changes or status changes and re-mail client correspondence, as needed.  


k.  The Contractor shall report to the State any substantive client complaints about the program or program services received by Contractor or its agents.

G. Hearings and Appeals Services in the Regional Change Center

a. The Contractor shall review each case for accuracy and make corrections (adjusting action) as appropriate.

b. The Contractor shall work collaboratively with the State to compile and present evidence packets, conduct pre-hearing conferences, and implement the hearing decision. 

c. The Contractor shall review each appeal case received by Contractor for Continued Benefits and perform the reinstatement of benefits by the effective date of adverse action if the appeal is requested in a timely manner.  Upon reinstatement, each Continued Benefits request shall be sent to the SEC for approval. 

d. The Contractor shall attend and participate in all hearings by phone.

e. The Contractor shall facilitate and support all hearings and appeals activities and functions within the regional offices, as well as any other support activities regarding hearings and appeals that the State requires.

H. Benefit Recovery

a. The Contractor RCC staff shall create a Benefit Recovery Referral Task in state eligibility systems for the CCC. 

I. Fraud Management

a. The Contractor shall take external fraud reports or referrals and create a task for the CCC for processing.

b. The Contractor will cooperate with all FSSA Investigations.

J. Administrative and Other Miscellaneous Services in the Regional Change Center

a. The Contractor, or designee, shall attend all training and staff meetings on relevant topics as requested by the State.

b. The Contractor shall maintain continued communications with the State Central Office, and discuss and implement agreed upon action plans as required.

c. The Contractor shall manage the RCC workload in coordination with the State Regional Manager.

d. The Contractor shall report suspected abuse and/or neglect of or by a client to the appropriate State agency. 

e. The Contractor shall manage any equipment and supplies provided by the State or Contractor located at the RCCs.

f. The Contractor shall provide bilingual Spanish and English speaking staff and utilize language interpretation services when necessary.

g. The Contractor shall utilize PAL and Help Desk to resolve potential system issues or to seek program, system, or policy guidance as needed.

h. The Contractor shall staff appropriately to manage human resources requirements and contract requirements in the RCCs.

i. The Contractor shall staff appropriately to maintain the RCC facilities.

j. The Contractor shall maintain, at a minimum, those office hours required by the State – generally 8:00 am – 4:30 pm in the local time zone excluding State holidays.    

k. The Contractor shall provide agreed upon reports, including ad-hoc reports, as requested by the State. If the Contractor is unable to provide a requested report or provide it in a timely manner, they must provide a letter of explanation to the State.

l. The Contractor shall participate jointly with the State in Disaster Recovery Procedures, including those that require the Contractor to restore the functional environment, services, and operations of the Disaster Recovery Site. 

m. The Contractor shall provide disaster relief services in current operations in alignment with the agreed upon expectations as defined by the State..
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Service Centers/Regional Change Centers:

The Contractor will be responsible for the operation, maintenance, repair (including capital improvements), and management of the following existing Regional Change Centers. 

	
	Center Name
	Street Address
	City

	1
	Grant
	101 N Pennsylvania 
	Marion, IN

	2
	Allen
	1700 Magnavox Way
	Fort Wayne, IN

	3
	Lake
	9801 Georgia Street
	Merrillville, IN

	4
	Clark
	197 Quartermaster Court
	Jeffersonville, IN

	5
	Vigo
	43L Meadows Shopping Center
	Terre Haute, IN

	6
	Vanderburgh
	4607-4609 University Drive
	Evansville, IN

	7
	St. Joseph
	711 W. Chippewa
	South Bend, IN

	8
	Marion
	7661 North Perimeter Road
	Indianapolis, IN

	9
	Tippecanoe
	3400 Kent Avenue
	West Lafayette, IN

	10
	Wayne
	515 New York Avenue
	New Castle, IN

	11
	Marion (Beech Grove)
	4550 Victory Way
	Indianapolis, IN



State Facilities
The State shall be responsible for the operation, maintenance, repair (including capital improvements) and management of the local State offices.
Property Tax Credit Discount
In consideration for the Contractor’s holding of the leases for all RCCs used in support of this project, the Contractor is expected to provide to the State a credit in an amount equal to the amount that the State would have received as a tax credit were the State the holder of those leases. This credit shall be applied to the State's account once each year during the contract term and shall be calculated based on the tax assessments and tax credits relevant for that year as evidenced by the documentation that the State shall provide to the Contractor within sixty (60) days of receipt of such documentation. The Contractor will work with the State on a plan for the future consistent with the timely filing of real estate tax exemption applications for subsequent tax years for all RCC operations as though the State were holder of all the leases using the Change Control process per the contract.
Facilities Management, Operations, and Maintenance
The Respondent must provide a proposal for Facility Acquisition, Management and Operation. The proposal must include processes and procedures to manage facility acquisition and operation if the State decided to expand its eligibility operations and/or relocate existing facilities. The Facility and Business Structure Transition Plan must include processes and procedures to shift responsibility and control of facilities identified under the proposal that are operated by the current Contractor to the awarded Contractor. The proposal must detail the structure under which those facilities will be managed and operated. The proposal must also provide for a plan for transitioning facilities, including operational management, to another Contractor at the end of the contract. 
The Respondent must clearly identify the facilities in the proposal where leveraged assets are already in place, and which, if any, are new. Any proposed facilities must match current facilities in number. . If the Respondent proposes an alternative facility structure to the one currently in place, they must provide a business case detailing their cost structure for the current operation as well as the cost structure for developing the proposed alternate set up. The Respondent must include a cost benefit analysis detailing how their proposed alternate structure will impact DFR operations. The Respondent must indicate how the proposal leverages current facilities, and the Respondent’s existing facilities or new proposed facilities. 
In addition to the requirements stated above, the Contractor must:

a. Provide directly as a part of a core business operation, through the landlord, or through a subcontractor, all facility maintenance, managerial and administrative functions including but not limited to: 
		• Facilities day-to-day management; 
		• Operation and maintenance of electrical, mechanical and technical equipment; 
•Architectural, structural and mechanical maintenance of building including doors, windows and gate systems; 
		• Floor repair; 
	• Physical security including security guards; 
		• Lock and locksmith services including security locks and electronic locks; 
	• Intrusion alarm systems; 
	• Office supplies; 
	• Postage meters; 
	• Document pick up & destruction; 
	• USPS, UPS, FedEx, DHL; 
	• Break room supplies; 
	• Appliance repair including repair of kitchen and break room equipment; 
	• Janitorial services; 
	• Elevators and vertical transportation systems; 
	• Landscape maintenance; 
	• Radio system; 
	• Repairs to vandalism; 
	• Fire extinguishers; 
	• Fire alarm and fire suppression system, including fire sprinklers; and 
	• Exterior lighting including lighting of the parking lot. 

b. Notify the State of any facility issues within 1-2 hours of occurrence and submit a report of facility issues that impact staff working in or operations of the facility within one (1) calendar days of discovery detailing the issue, when and how it was discovered, operational impacts, and corrective measures to detect and prevent future occurrences.

c. Work with FSSA DFR or its designated representative on all issues related to facilities management

d. Utilize the State of Indiana’s preferred vendors such as those contractors holding State Quantity Purchase Agreements (QPAs) for moving services or other applicable one-time costs.
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At minimum, Key Personnel must include:

a. Eligibility Specialists (ES): Located at the Central Change Center and Regional Change Centers, Eligibility Specialists (ES) are responsible for gathering information related to applications for FSSA’s public assistance programs. An ES is responsible for data gathering or collection, reviewing submitted applications, identifying required client data and verifications to support the determination decision, communicating with clients throughout the data collection process, and preparing the case information for a case review by the State Eligibility Consultant. An ES is also responsible for processing changes to cases in the State eligibility systems and ensuring that client service issues are resolved in a timely manner and in accordance with FSSA policies and procedures. Based on operational needs, an ES may be assigned to a variety of functions such as non-indexed application review, hearings and appeals, medical records, and benefit recovery. 

b. Supervisors: Supervisors work within the CCCs and RCCs and are responsible for ensuring that their team of contractor employees is meeting the agreed upon metrics and receiving any training or remedial training, and for handling other minor staff-related issues. The Respondent must suggest a management structure that facilitates the mentoring and training of new employees by more experienced employees and team members, 

c. State Business Unit (SBU) Managers: The SBU Managers directs and manages all Contractor activities associated with the FSSA RCC eligibility operations. This includes developing and implementing procedures that maximize the utilization of State and Contractor staff in each RCC. The SBU Managers will be responsible for managing Contractor staff located in the RCCs, directing daily operations, managing contract demands and ensuring they are aligned with budget projections, and determining resource allocation levels to meet all deliverable requirements. The SBU Manager serves as a contact point for State staff. There must be a dedicated SBU Manager for each Regional Change Center. 

d. Quality Assurance Associate: The Quality Assurance (QA) Associate conducts audits and reviews to ensure that data is accurate and reliable and that clients are receiving quality service. The QA Associate uses tools provided by FSSA and its public assistance programs to enhance customer satisfaction and improve end to end case processing throughout the eligibility operation. Please see Section 11.0 for more information about the State’s quality assurance expectations.

e. CCC Operations Manager: The Operations Manager is responsible for directing the day-to-day eligibility service operations of a CCC. The CCC Operations Manager ensures that all performance standards are being met by developing and implementing comprehensive training and quality assurance plans, ensuring different units are meeting their performance targets, and that each unit is meeting its targets for quality, customer service, and compliance. The CCC Operations Manager also recruits and selects eligibility specialists and oversees staff development and retention.
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Contractor staff located at a CCC and RCC shall possess the knowledge, skills, and ability to provide the following:

1. An overview of FSSA’s program eligibility rules;
2. Current information including the actual status related to a beneficiary’s application and enrollment status; 
3. Assistance on all aspects of programs that may influence an individual’s enrollment and use of benefits;  
4. Assistance with the grievance or complaint process as it relates to FSSA’s programs;
5. Assistance and direction for applicants’ application packets, forms, brochures, educational materials, renewal forms or other documentation; 
6. A prompt response in generating and mailing all application packets, forms, brochures, educational materials, renewal forms or other documentation; 
7. The current status of an applicant’s application processing, program plan eligibility, enrollment in FSSA’s Medicaid Programs and effective date of enrollment; 
8. Assistance and information related to the renewal process, factors that influence any change in status concerning renewals, such as income, and where an individual may go to obtain renewal assistance; 
9. Assistance on issues or status related to missing information; 
10. Assistance concerning the presumptive eligibility process; 
11. Change or update case files, address, phone number, and the State’s status change process. 
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1. All CCC and RCC contractor staff displaying poor performance or who fail to be in compliance with performance requirements or standards shall receive coaching and/or refresher training by supervisory staff. The Operations Manager will maintain written documentation of any contractor staff that produce erroneous case work. If a Contractor employee is found to have over two (2) erroneous cases within a thirty (30) day timeframe, they shall be retrained in the appropriate area. Training shall be completed in a way that maintains the timeliness agreement outlined in the performance standards.
2. The awarded Contractor shall provide written documentation to the State Contract Manager within two (2) business days confirming that the remedial coaching and/or training has occurred; and
3. If poor performance recurs, the RCC District Manager will discuss potential remedial actions with the State Regional Manager and appropriate action, up to termination, may occur. 
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Contractor staff should follow the standard communicated guidance given to FSSA employees of the State of Indiana staff regarding acceptable work attire. As a general practice, professional or business casual attire is required of all contingent staff regardless of office location. 

Enforcement: It will be the responsibility of the Contractor to communicate professional attire requirements to staff and to determine appropriateness of dress when clarification is required.  Contractor staff may be removed at the request of DFR and replaced if not complaint with DFR business casual office standards as communicated. 
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The Contractor shall develop a process to measure and correct any deficiencies in eligibility staff performance. This process shall ensure that operators adhere and perform in accordance with the following minimum standards. All eligibility staff shall: 

1. Provide courteous, prompt attention to the client’s needs; 
2. Respect the caller’s privacy during all communications and calls and maintain the applicant’s confidentiality; 
3. Maintain sensitivity to the diversity inherent in all cultures; 
4. Display and communicate a completely professional demeanor at all times; 
5. Ensure the dissemination of accurate information to all clients 
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DFR reserves the right to consider the arrest and conviction record of any Contractor applicant for a position within the Division of Family Resources. Arrests and convictions that are not noted on the application and discovered during the background check process that have not been sealed or expunged by judicial action may be cause for the State to exercise any available remedies or corrective actions under the terms of the Contract. 

Convictions that are properly listed on the application are reviewed and evaluated against a standard of relationship nexus to the position applied for.
 
Any applicant that has applied for a position that has been found to have either been coded as  ineligible for employment due to a previous code of NEFR  as a former employee of the State of Indiana or any code that denotes removal from a previous contract assignment due to performance/disciplinary concerns, falsification of a State of Indiana application or has been found to have had convictions that are deemed to be related to the position applied for, will be removed from the assignment at the request and discretion of the DFR as well as from consideration from the position applied for.
 
The DFR reserves the right to consider any conviction, including but not limited to the falsification of documents, forgery, fraud, check deception or theft related to the work completed within the DFR.  This list is not all inclusive and the Division of Family Resources reserves the right to consider other factors, including but not limited to recidivism of the applicant.
 
In addition to criminal background, the State also reviews the Bureau of Motor Vehicle, Department of Revenue, Sex Offender registry, employment, education, professional references. The vetting is all inclusive and does not have a time frame for review for consideration.
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a. As a condition of employment and for purposes of determining a person’s qualifications for employment, the Contractor shall, at its own expense, undertake a criminal history record background check dating back ten (10) years for all Contractor and subcontractor personnel assigned to work on the contract. This includes both personnel that are new to the assignment as well as existing personnel that may already be working on the Contract. 

b. All Contractor staff must be in good standing with the State and not fall in the “Not Eligible for Rehire” (NEFR) category or in any comparable category code given to contractor staff which relates to poor work performance, disciplinary concerns or violation of DFR standard policies or practices.  Contract managers are charged with verification of eligibility of rehire status with the State of Indiana prior to assignment to Division of Family Resources.  

c. The Contractor shall submit to the Indiana State Police Bureau of Identification (SBI) an “application” fingerprint card, a request for criminal history record information form, and the appropriate fee for all Contractor and subcontractor personnel it may assign to work on the contract.

d. The Contractor shall not permit any newly hired, re-hired, or transferred personnel to work on this contract until the SBI has furnished the results of the criminal history record background check to the Contractor and the Contractor has verified that the resulting report has no convictions that represent a nexus to the duties assigned to contractor staff; 

e. The criminal background check shall encompass the following areas:
i. Convictions of any State or Federal crimes shall be considered if they are deemed to demonstrate a nexus to the work duties assigned to the 
ii. Exclusions by the US Office of Inspector General;

f. The Contractor shall be required to retain the results of an individual’s criminal history background check as long as that person is assigned to the contract. If a currently assigned individual is promoted to a role having increased responsibility, the Contractor shall, at its own expense, perform a new background check. The results of the criminal history background check shall be made available to the State Contract Manager upon request. If a conviction has been found in the subsequent background check to be related to the new role of increased responsibility, then the Contractor employee shall be removed from the assignment.


g. The Contractor is fully responsible for the conduct of its employees and its subcontractor’s employees. If there is any need for intervention by the State security force or other State supervisory personnel because of behavior, security breaches or general misconduct, the Contractor shall immediately remove the employee from the contract work and replace this employee on a permanent basis. Further occurrences may result in the termination of the contract.  

h. Contractor staff applying for employment with DFR who have been found to have not successfully completed the background check due to convictions determined to have a nexus to the applied for position or due to the confirmed falsification of the application, shall be removed from the assignment immediately.

i. Civil or administrative judgments that may adversely affect the employee’s integrity, a professional license, etc may cause at the discretion of DFR, removal from the assignment.

j. [bookmark: _GoBack]The Contractor is required to provide employment verification and professional references for any current or former Contractor employee that is transitioning to State employment within two weeks of the State’s request.
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Section 4.2 of Attachment D – Scope of Work details the functional requirements and staff augmentation necessary to support the eligibility operation. These staff resources will be situated within the Local Offices and support the eligibility operation through completion of eligibility and administrative activities such as processing applications, updating client changes in State systems, answering phone calls from clients, assisting clients with completing applications, ensuring that application information is complete and up to date, and maintaining office resources. 

The State reserves the right to request to review subcontractor agreements to ensure they are aligned with the State’s goals. A detailed description of the functional requirements of the Local Offices is provided below.

The staffing strategy must include a determination of the number of staff required to deliver the specified services and must accommodate potential increases/decreases in work volumes and staff turnover. The Respondent’s response shall describe how required staffing levels will be maintained and managed to meet FSSA-approved performance standards and include all associated costs in its cost proposal. 

In addition to the Key Personnel listed in this section, the Respondent’s response shall include position descriptions with minimum qualifications for each type of position sufficient to carry out the service performed in an effective and efficient manner. The Respondent’s proposal should explain how the Respondent will screen, interview, train, support, manage and retain highly qualified personnel in partnership with the State.

Management strategies must include ways to ensure that all staff hired will have and maintain the required skills, knowledge and experience to perform the functions of their position.

The Respondent’s response shall include specific approaches that support multiple languages and cultural needs and are accessible to persons with disabilities, including persons who are blind or visually impaired, as well as persons who are deaf or hearing impaired. The Respondent’s response will include a description of their proposed method to meeting State and Federal accessibility standards. In addition, the Respondent must commit to conduct employment practices that do not discriminate against anyone on the basis of race, color, religion, national origin, sex, age, political beliefs or disability.

The Respondent’s proposal must provide an adequate staffing plan to meet the requirements of this Scope of Work and State and Federal requirements. The plan must also address the following elements of staffing and management:

· Describe the overall management and supervisory structure including lines of reporting, and clearly identify individuals responsible for management of staff (including any subcontractors) at local office, regional and statewide levels
· Describe how vacancies will be addressed as well as steps the Respondent will take to ensure a low staff turnover rate
· Describe the hiring policy and confirm that staff will be brought on as employees of the Contractor (or applicable subcontractors) or as “contract-to-hire”; in the latter case the individual must be converted from contractor to employee within 180 calendar days of their start date, to remain on staff. This information must be reported to the State on a monthly basis.
· Confirm the Respondent’s understanding that the proposed hourly rates are inclusive of vacation, sick days, holiday and/or personal time for workers. Respondent must further confirm their understanding that the State shall only be billed the hourly rate for actual time worked.

If the Respondent plans to utilize a subcontractor to fulfill any staff augmentation functions, they must propose their plan to work with the subcontractor to mitigate turnover rates, fill vacancies in a timely manner as determined by the State, and staff the project in such a way that the eligibility operation is not disrupted in any way. The Respondent must also ensure that any sub-contractor staff receive identical pay and equivalent benefits relative to the Respondent’s own employees, within six months of their hire date.

[bookmark: _Toc449008960]4.2.1 Local Offices Operations and Support

The State shall provide at least one Local Office in each county to perform the primary, client-facing functions for fulfillment of Eligibility Services. The Local Office, whether staffed by the State and/or any Contractor staff, performs the below functions for Clients who reside in that county. All applications and eligibility operation-related work functions specific to that locality must be performed in the corresponding Local Office or RCC.

The Contractor’s specific responsibilities will be based upon the agreed upon staffing model, current Contractor ES and EA job descriptions, and the operational needs of the facility they are located in. The Contractor shall be paid according to the number of fully-trained staff resources that are present within the Local Offices. The Contractor shall ensure that all of the Contractor staff in any given Local Office are employed by the same entity, whether it is the primary Contractor or any of its subcontractors. The Contractor and the State will continue the current shared workload that exists in the Local Offices.

A. Providing Support via Telephone in the Local Office

a. The Contractor shall answer incoming phone calls from clients to report and process changes if the call arrives at the Local Office.

b. The Contractor shall answer incoming phone calls from clients with questions about changes if the call arrives at the Local Office.

c. The Contractor shall answer incoming phone calls from clients with questions about applications and redeterminations if the call arrives at the Local Office.

d. The Contractor shall answer incoming phone calls for appointment rescheduling and reschedule the appointment in the State system.

e. The Contractor shall take and process Local Office general calls where IVR is not used.

f. If applications are left at the Local Office and screened, the Contractor shall make outbound calls to schedule required appointments for expedited SNAP within the necessary time frames.  

g. The Contractor shall make outbound data gathering calls at the request of the client and in accordance with the data gathering schedule, unless the client or his/her authorized representatives requests an in-person meeting


B. Processing Changes in the Local Office

a. The Contractor shall only process changes that arrive at the Local Office in person or by phone or any changes received by phone, by mail, or electronically and related to pending cases assigned to the Local Office.   Expedited SNAP with pending verifications shall also be processed at the Local Office until verifications are resolved. 

b. The Contractor shall process Healthy Indiana Plan (HIP) changes and alerts only if the changes arrive at the Local Office by phone or are related to an open application assigned to a Local Office Eligibility Specialist.

c. If incomplete data is reported directly to the Local Office staff instead of online or by phone to RCCs, the Contractor shall enter the incomplete data with notes indicating that verifications are needed as well as submit a 2032 Form to collect missing information.

d. If incomplete needed verifications are reported directly to Local Office staff instead of online or by phone to RCCs, the Contractor shall send Form 2032 with appropriate instructions with notes indicating that Form 2032 was sent.

e. If received verifications are reported directly to Local Office staff instead of online or by phone to RCCs, the Contractor shall enter received verifications in the State eligibility systems based on policy procedures and send the case for authorization.

f. If a change is reported directly to Local Office staff instead of online or by phone to RCCs, the Contractor shall enter the change in the system and  refer the change to a SEC when it is ready for State review and authorization

g. Contractor shall work Return by State (RBS) tasks in a manner that does not negatively impact their timeliness requirement and in alignment with the agreed upon performance standards. Any deliverable or task that is not completed in accordance with the performance standards must be tracked and corrected within 48 business hours of notifications.

h. All RBS tasks must be documented and linked to the eligibility worker that completed the erroneous task. If a single eligibility worker is responsible for two or more RBS tasks in a thirty (30) day timeframe, the Contractor must ensure that the worker receives remedial training in the error area and document the date that the training is performed.

i. The Contractor shall link any duplicate RIDs identified during processing.

j. The Contractor shall review and process requests from the State’s IMPACT/employment services Contractor for all IMPACT-related eligibility changes, except exemption requests and sanction-related requests, which shall go directly to the State SEC.

C. Processing Applications in the Local Office

a. The Contractor shall process applications as assigned by the Local Office manager.  A Contractor ES shall carry a work load in accordance with operational needs as determined by a State Eligibility Manager (SEM).

b. For completed non-Medicaid only applications submitted at the Local Office, the Contractor shall screen and process program applications and schedule application appointments, which includes, calling the client to schedule expedited SNAP appointments if required.   

c. [bookmark: OLE_LINK2][bookmark: OLE_LINK3]The Contractor shall refer MA (Medical Assistance) only applications (excluding MA ABD) to the RCCs for processing.

d. The Contractor shall enter available information including indicators of incomplete data into the State eligibility systems with notes indicating which verifications are needed.

e. The Contractor shall send Form 2032 with appropriate instructions for needed verifications for those applications processed by the Local Office Contractor staff.

f. The Contractor shall enter received verifications in the State eligibility systems based on policy and procedures.

g. The Contractor shall refer a case to an SEC when it is ready for State review and authorization regardless of if other benefit categories are pending verification.

k. Contractor shall work Return by State (RBS) tasks in a manner that does not negatively impact their timeliness requirement and in alignment with the agreed upon performance standards. Any deliverable or task that is not completed in accordance with the performance standards must be tracked and corrected within 48 business hours of notifications.

l. All RBS tasks must be documented and linked to the eligibility worker that completed the erroneous task. If a single eligibility worker is responsible for two or more RBS tasks in a thirty (30) day timeframe, the Contractor must ensure that the worker receives remedial training in the error area and document the date that the training is performed.

j. The Contractor shall initiate and process incoming out-of-state inquires by routing them to the RCC Out-of-State queues..

D. Processing Redeterminations in the Local Office

a. The Contractor shall process TANF re-certifications, along with accompanying programs through face to face interviews or phone interviews.

b. The Contractor shall enter available information including indicators of incomplete data into the State eligibility systems with notes indicating whether additional verifications are needed.

c. The Contractor shall send Form 2032 with appropriate instructions for needed verifications for those applications processed by the Local Office Contractor staff.

d. The Contractor shall enter received verifications into the State eligibility systems based on policy and procedures.

e. The Contractor shall refer a case to an SEC when it is ready for State review and authorization regardless of if other benefit categories are pending verification.

m. The Contractor shall work Return by State (RBS) tasks in a manner that does not negatively impact their timeliness requirement and in alignment with the agreed upon performance standards. Any deliverable or task that is not completed in accordance with the performance standards must be tracked and corrected within 48 business hours of notifications.

n. All RBS tasks must be documented and linked to the eligibility worker that completed the erroneous task. If a single eligibility worker is responsible for two or more RBS tasks in a thirty (30) day timeframe, the Contractor must ensure that the worker receives remedial training in the error area and document the date that the training is performed.

E. Other Local Office Duties Across All Programs and Action Types

a. The Contractor shall assist clients with in-person computer and phone use, verifying signed applications, checking-in clients, facilitating online applications and printing, processing, and forwarding incoming documents to the Document Center as required.

b. The Contractor shall perform voter registration and forward voter information to appropriate offices for applications, changes of address, and redeterminations with new people in households.

c. The Contractor shall perform community resource referrals according to agreed upon criteria.

d. The Contractor shall provide proof of eligibility to approved parties, including clients and authorized representatives.

e. The Contractor shall be responsible for explaining forms and program guidelines during the course of related customer service interactions.

f. The Contractor shall prepare required system overrides and additional benefits for clients due to under-issuances related to the transactions processed by the Local Office Contractor, and refer to the State for authorization.

g. The Contractor shall set up expected change alerts.

h. The Contractor shall be responsible for entering in case notes into the State systems regarding any review or action on the case performed by Contractor.

i. The Contractor shall scan documents from processing applications and redeterminations to the Document Center on the same day the data is gathered.

j. The Contractor shall resolve client complaints with the involvement of the Contractor’s Management staff, and the SEM, where appropriate.

F. Appeals Services in the Local Office

a. The Contractor shall enter appeals received by Contractor in the Local Office, onto State eligibility systems, and send the Appeals Packet to the State Hearings and Appeals Office.  

G.  Benefit Recovery in the Local Office

a. The Contractor shall create a Benefit Recovery Referral Tasks for the Central Change Center as required.

H. Fraud Management in the Local Office

a. The Contractor will comply with the requirements in regard to FSSA Investigations.	

I. Administrative and Other Miscellaneous Issues in the Local Office

a. The Contractor’s management staff, or designee, shall participate in community meetings and community activities when reasonably requested by the State.

b. The Contractor, or designee, shall attend all training and staff meetings as requested by the State and on relevant topics.

c. The Contractor shall maintain continued communications with the State Central Office and discuss and implement agreed to action plans as required.

d. The Contractor shall report abuse and/or neglect of or by a client to the appropriate State agency.

e. The Contractor shall provide bilingual Spanish and English speaking staff and utilize language interpretation services when necessary.

f. The Contractor shall utilize PAL and Help Desk.

g. The Contractor shall staff appropriately to manage human resources requirements in the Local Office and according to the agreed upon staffing plan.

h. The Contractor staff shall maintain Local Office hours required by the State – generally 8:00 am – 4:30 pm local time excluding State holidays.

i. The Contractor shall provide mutually agreed upon reports, including ad hoc reports, as requested by the State. If the Contractor is unable to provide a requested report or provide it in a timely manner, they must provide a letter of explanation to the State.

j. The Contractor shall participate jointly with the State in Disaster Recovery Procedures, including those that require the Contractor to restore the functional environment, services, and operations of the Disaster Recovery Site.

k. The Contractor shall make best efforts provide disaster relief services as needed within the constraints of current operations and staffing.
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At minimum, Key Personnel must include:

a. Eligibility Assistants (EA): Located in the  local State offices, Eligibility Assistants serve as the customer service/front office specialists that are the first point of contact for clients visiting or calling the facility. An EA is responsible for directing clients to the appropriate department(s), review information providing by client for accuracy and completeness, assisting clients in accessing computer applications, and explaining program requirements to clients. Among other duties, EAs will receive, sort, and route mail, maintain office resources and machinery, and verify client information in State Eligibility Systems.

b. Eligibility Specialists (ES): Located at the Local Offices, Eligibility Specialists (ES) are responsible for gathering information related to applications for FSSA’s public assistance programs. An ES is responsible for data gathering and collection, reviewing submitted applications, identifying required client data and verifications to support the determination decision, communicating with clients throughout the data collection process, and preparing the case information for a case disposition by the State eligibility worker. An ES is also responsible for processing changes to cases in the State eligibility systems and ensuring that client service issues are resolved in a timely manner and in accordance with FSSA policies and procedures.

c. Supervisors : Supervisors are contractor staff working within the Local Offices that are responsible for ensuring that a team of employees is meeting the agreed upon metrics, receiving any training or remedial training, and handling other minor  employee-related issues.
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Respondents to the Local Office Staff Augmentation portion of the Scope shall comply with the following additional requirements:

A. All contracted staff in any Local Office shall be employed by the same entity (either the Respondent or a subcontractor). 

B. A mix of staff from multiple entities (Respondent or subcontractors) in the same Local Office shall not be permitted unless specifically authorized in writing by the DFR Director for extenuating circumstances.

C. Respondent shall include a detailed plan in its proposal demonstrating compliance with the above requirements and provide a listing of which Local Office will be staffed by which entity (Respondent or a subcontractor), with the entity to be specifically identified by name.

[bookmark: _Toc449008963]4.2.4 Eligibility Staff Quality Training

a. All Local Office contractor staff displaying poor performance or who fail to be in compliance with performance requirements or standards shall receive coaching and/or refresher training by supervisory staff
b. The awarded Contractor shall provide written documentation to the State Contract Manager within two (2) business days confirming that the remedial coaching and/or training has occurred; and
c. If poor performance recurs, the Deputy Regional Manager will discuss potential remedial actions with the State Regional Manager, and appropriate action, up to termination, may occur. 
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Contractor staff should follow the standard communicated guidance given to FSSA employees of the State of Indiana staff regarding acceptable work attire. As a general practice, professional or business casual attire is required of all contingent staff who work in assigned office locations. 

Enforcement: It will be the responsibility of the Contractor to communicate professional attire requirements to staff and to determine appropriateness of dress when clarification is required. Contractor staff may be removed at the request of DFR and replaced if not complaint with DFR business casual office standards as communicated. 
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The Contractor shall develop a process to measure and correct any deficiencies in eligibility staff performance. This process shall ensure that operators adhere and perform in accordance with the following minimum standards. All eligibility staff shall: 

a. Provide courteous, prompt attention to the client’s needs; 
b. Respect the client’s privacy during all communication and maintain the applicant’s confidentiality; 
c. Maintain sensitivity to the diversity inherent in all cultures; 
d. Display and communicate a completely professional demeanor at all times; 
e. Abide by all dress code requirements;
f. Ensure the dissemination of accurate information to all clients.
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DFR reserves the right to consider the arrest and conviction record of any Contractor applicant applying for a position within DFR. Arrests and convictions that are not noted on the application and discovered during the background check process that have not been sealed or expunged by judicial action may be cause for the State to exercise any available remedies or corrective actions under the terms of the Contract.

Convictions that are properly listed on the application are reviewed and evaluated against a standard of relationship nexus to the position applied for.
 
Any applicant that has applied for a position that has been found to have either been coded as  ineligible for employment due to a previous code of NEFR  as a former employee of the State of Indiana or any code that denotes removal from a previous contract assignment due to performance/disciplinary concerns, falsification of a State of Indiana application or has been found to have had convictions that are deemed to be related to the position applied for, will be removed from the assignment at the request and discretion of the DFR as well as from consideration from the position applied for.
 
DFR reserves the right to consider any conviction, including but not limited to the falsification of documents, forgery, fraud, check deception or theft related to the work completed within the DFR.  This list is not all inclusive and the DFR reserves the right to consider other factors, including but not limited to recidivism of the applicant.
 
In addition to criminal background, the State also reviews the Bureau of Motor Vehicle, Department of Revenue, Sex Offender registry, employment, education, professional references. The vetting is all inclusive and does not have a time frame for review for consideration.
[bookmark: _Toc449008967]4.2.8 Background Check Documentation

a. As a condition of employment and for purposes of determining a person’s qualifications for employment, the Contractor shall, at its own expense, undertake a criminal history record background check dating back ten (10) years for all Contractor and subcontractor personnel assigned to work on the contract. This includes both personnel that are new to the assignment as well as existing personnel that may already be working on the Contract.  

b. All Contractor staff must be in good standing with the State and not fall in the “Not Eligible for Rehire” (NEFR) category or in any comparable category code given to contractor staff which relates to poor work performance, disciplinary concerns or violation of DFR standard policies or practices.  Contract managers are charged with verification of eligibility of rehire status with the State of Indiana prior to assignment to DFR.  

c. The Contractor shall submit to the Indiana State Police Bureau of Identification (SBI) an “application” fingerprint card, a request for criminal history record information form, and the appropriate fee for all Contractor and subcontractor personnel it may assign to work on the contract.

d. The Contractor shall not permit any newly hired, re-hired, or transferred personnel to work on this contract until the SBI has furnished the results of the criminal history record background check to the Contractor and the Contractor has verified that the resulting report has no convictions that represent a nexus to the duties assigned to contractor staff; 

e. The criminal background check shall encompass the following areas:
i. Convictions of any State or Federal crimes shall be considered if they are deemed to demonstrate a nexus to the work duties assigned to the 
ii. Exclusions by the US Office of Inspector General;

f. The Contractor shall be required to retain the results of an individual’s criminal history background check as long as that person is assigned to the contract. If a currently assigned individual is promoted to a role having increased responsibility, the Contractor shall, at its own expense, perform a new background check. The results of the criminal history background check shall be made available to the State Contract Manager upon request. If a conviction has been found in the subsequent background check to be related to the new role of increased responsibility, then the Contractor employee shall be removed from the assignment.


g. The Contractor is fully responsible for the conduct of its employees. If there is any need for intervention by the State security force or other State supervisory personnel because of behavior, security breaches or general misconduct, the Contractor shall immediately remove the employee from the contract work and replace this employee on a permanent basis. Further occurrences may result in the termination of the contract.  

h. Contractor staff who apply for employment with the DFR who have been found to have not successfully completed the background check due to convictions determined to have a nexus to the applied for position or due to the confirmed falsification of the application, shall be removed from the assignment immediately.

i. Civil or administrative judgments that may adversely affect the employee’s integrity, a professional license, etc may cause, at the discretion of DFR, removal from the assignment.

j. The Contractor is required to provide employment verification and professional references for any current or former Contractor employee that is transitioning to State employment within two weeks of the State’s request. 

[bookmark: _Toc449008968]4.3 Training Services
Section 4.3 of Attachment D – Scope of Work details the Training Services required to train key personnel and staff of Indiana’s Eligibility Operation. All new hires are required to participate and successfully complete a comprehensive initial training regimen consisting of both technical and programmatic training modules before assuming full-time professional job responsibilities. Existing employees within the Eligibility Operation must undergo several forms of training according to the agreed upon requirements detailed in this Scope of Work. The Respondent’s proposal must provide a comprehensive and innovative training strategy sufficient to meet or exceed contractual responsibilities, to comply with Federal, State, and FSSA requirements and support FSSA functions. 

 The Respondent’s proposal must address the following requirements of the Scope of Work:

The State will provide training facilities for use by the awarded Contractor. If the Respondent prefers to propose an alternative training space, it must be detailed in the proposal along with the reasoning as to why this arrangement would be beneficial to DFR and the overall Eligibility Operation. The awarded Contractor is expected to arrange for web conferencing capabilities, provide training materials and supplies, and develop curricula to support training delivery. The State will provide desks, computers, TV monitors, and the connectivity network.

The Respondent’s proposal must include a plan for acquiring additional training facilities for all Contractor-delivered training if the State so requires. Training facilities must accommodate sufficient seating to support trainer to student ratios.
[bookmark: _Toc449008969]4.3.1 Key Personnel and Staffing Responsibilities

A. The Respondent must propose their plan to ensure that there are enough trainer, training staff, and other training resources available to ensure that staff can begin training in a timely manner.
B. The Contractor is responsible for coordinating with State staff to provide Training IDs to ensure that there is no lag in training.
C. The Training Services Contractor must work collaboratively with the Eligibility Services Contractor and Local Staff Augmentation Contractor to keep record of which trainees meet expectations, as well as which trainees require remedial training and the timeframe in which the remedial training has occurred.
D. The Respondent must work collaboratively with the Eligibility Services and Local Staff Augmentation Contractor(s) to schedule training, communicate information to trainees, and keep record of trainee performance. Contractor shall share all schedules, training documents, performance data, and communication with the State at its request.
E. Key Personnel must include, at a minimum:
a. Learning and Development Specialist: The Learning and Development (LD) Specialist conducts skills, technical, management, and staff development training courses within business units and groups. Along with possessing a strong knowledge of Indiana’s public assistance programs, the LD Specialist must possess effective facilitation and class preparation skills to coordinate cross-state tasks and interact with staff in all areas of the eligibility operation. The LD Specialist must possess extensive knowledge of Policy and Guidelines in relation to Indiana’s Eligibility Public Assistance Programs.
b. Training Supervisor: The Training Manager/Supervisor is responsible for scheduling and coordinating trainings and managing training staff schedules to ensure that training is occurring in a timely manner. The Training Manager/Supervisor will serve as the main contact to the State and is responsible for ensuring that performance standards are met and any remedial training is tracked and communicated to the State. The Training Manager/Supervisor will also be responsible for coordinating the update and approval of training material.
· The Training Manager/Supervisor should:
1. Possesses a Bachelor’s degree from an accredited college or university;
2. Have a minimum of three years of professional experience in the field of human resource development and training;
3. Trainers should possess a Certificate of Training or Human Resource Development from an accredited college, university, or training institute; 
4.3.2 [bookmark: _Toc449008970]Training Plan General Requirements
A. The awarded Contractor is responsible for developing training curriculum and activities for the Eligibility Services and Local Office Staff Augmentation Contractors, subcontractors and FSSA staff to support SNAP, TANF, Medicaid, HIP 2.0, Hoosier Healthwise, and other health and human service programs administered by FSSA included in this RFP. The awarded Contractor must develop procedures for maintaining and updating the training plan and training materials throughout the contract term.
B. The Respondent’s proposed training plan must be tailored to specific staffing functions and responsibilities, including training material specific to Eligibility Assistants, Eligibility Specialists, and State Eligibility Consultant staff. These materials must be tailored to the specific functional responsibilities of staff within the CCC, RCCs and the State Local Offices. 
a. The State is providing the current training timelines below for informational purposes only. This should not be construed as a requirement; the State seeks a detailed narrative from Respondents describing their proposed length of each type of training, and how it will meet the State’s needs, as part of their response to this section of the Scope. 
b. Currently, training program timelines for eligibility staff are the following:
	Training Type
	Length of Training

	New Hire Eligibility Specialist for RCCs
	22 weeks

	New Hire Eligibility Specialists for RCCs (Hearings and Appeals)
	22 weeks

	New Hire Eligibility Specialists for Local Offices
	22 weeks

	New Hire Eligibility Associates for Local Offices
	3-5 weeks

	New Hire State Eligibility Consultants
	22 weeks

	Eligibility Specialist for RCCs (Benefit Recovery)*
	3 weeks

	Promotional Training for ES to SEC
	3 weeks 


*Benefit Recovery training is performed in increments totaling 3 weeks over the 22 weeks period of training. 
C. The awarded Contractor is expected to provide training materials customized to the different functions of key personnel and staff involved in the Eligibility Operation. These training modules must include, at a minimum, New Hire Training, Periodic Refresher Training, Remedial Training, New Content Training (referring to instances in which the State introduced a new program, policy, or procedure that must be delivered to the existing workforce), Eligibility Specialist Training, State Eligibility Consultant Training, Eligibility Assistant Training, and Supervisor Training. 
D. The awarded Contractor is expected to deliver training in a manner that facilitates effective and sustainable learning. Examples include breaking training into modules that include curriculum-based learning and hands-on training on the floor, and conducting Refresher Training every few months. The Respondent must propose a Training Plan to be submitted upon award at least sixty (60) calendar days prior to the operational start date or by the date specified by FSSA and anytime thereafter when specified by FSSA including but not limited to all of the requirements listed below. FSSA reserves the right to require the Contractor to make revisions to the training plan. The training plan must address:
a. Staffing Resources: 
1) The Respondent will propose an administrative organizational training structure that meets or exceeds the responsibilities described in this Scope of Work;
2) This proposal must include a description of the different types of instructor-led training and intended instructor to student ratio; 
3) The Respondent will identify all levels of training staff knowledge, experience, skills and abilities; 
4) The Respondent will outline training staff minimum requirements and qualifications to prepare training staff to effectively develop and deliver training materials, including cross-training and refresher training; 
5) The Respondent will provide a plan for monitoring and evaluating training staff, including but not limited to corrective action planning to ensure quality products are developed and delivered; 
6) The Respondent will explain how the staffing plan accommodates potential increases/decreases in training volumes and training staff turnover; 
7) The Respondent will explain how the proposed training plan ensures that all employees are trained on all policies and procedures of the Eligibility Operation, including all FSSA health and human service programs;
8) The Respondent will explain how the staffing plan accounts for ensuring that staff members that transition to different roles are adequately trained in their new responsibilities.
b. Curriculum Development:
1) The Respondent will outline appropriate curricula and training methods, including but not limited to systems (including any new system changes), equipment, eligibility operations, processes, procedures and policy (existing as well as potential changes in law and/or policy), quality, security and privacy, confidentiality, client’s/applicant's civil rights, fair hearing process, appeals and rights to due process;
2) The Respondent will address staff training including but not limited to customer service excellence, cultural diversity and disability sensitivity, ethics, fraud, abuse or waste detection and prevention, civil rights, HIPAA, client/applicant confidentiality, safeguarding client/applicant data, and equal opportunity, and prohibition of sexual and racial harassment. The awarded Contractor will follow the State’s requirements for training guidelines and timeframes;
3) The Respondent will include a plan for designing, developing, implementing, maintaining and evaluating curriculum that supports FSSA functions, fulfills contractual responsibilities, and utilizes appropriate adult learning methodologies. All State-approved training curriculum must be uploaded onto the Learning Management System (LMS);
4) The Respondent will design training plans for initial, remedial, corrective action, refresher/reinforcement, new content, and continuous improvement for all new hires and existing contractor and State staff, including supervisory/management staff. All training material must be approved by the State before implementation;
5) The Respondent must provide training design documents that outline course detail required for each job role, detailing content, delivery, methodology, and course length. Design documents must contain specifics related to course books, instructor guides, handouts, reference guides, job aids, user-guides, visual aids, etc;
6) The awarded Contractor will design curricula with clear objectives that capture expected results (measurable and repeatable) for students;
7) The training plan must incorporate both written/oral curriculum activities as well as practical, hands-on training that provides the awarded Contractor’s staff an opportunity to understand FSSA’s Eligibility Operation through a holistic lens;
8) Training must incorporate the following areas at a minimum: computer literacy and functional skills, oral communication, State system tasks, and FSSA programmatic policies and procedures (including SNAP, TANF, Medicaid, Hoosier Healthwise, HIP 2.0 and IMPACT); 
9) The training plan must incorporate a mixture of classroom and observational training strategies and be adaptable to different learning styles;
10) The training plan must aim to develop a well-rounded and motivated staff as well as minimize the staff turn-over rate;
11) The training plan and training materials must be reviewed by FSSA’s policy team annually to ensure that all policies and procedures are accurate and up to date. The Contractor must make any State-requested updates within fifteen (15) business days of receiving the request;
12) FSSA reserves the right to observe and participate in training sessions.
13) The awarded Contractor shall submit initial curricula, training materials, and tools at least thirty (30) calendar days prior to initial training delivery dates for review and approval. FSSA reserves the right to request training material and tools at its discretion.
c. Training Delivery
1) The Respondent will outline plan for timely, effective training delivery and knowledge transfer;
2) Training must be available on an ongoing basis as to accommodate employees as soon as they are hired; 
3) The Respondent’s training delivery classrooms must accommodate 1:1 participant to personal computer (PC) ratio to facilitate hands-on learning;
4) The Respondent will design student assessments that measure successful achievement of class competencies;
5) The Respondent’s training plan must require that students achieve a minimum of 90% in all competency and knowledge based assessments. The training plan will include details for remediation or corrective action plan for failed training performance;
6) The Respondent’s training plan must allow for 100% of training participants to pass State-approved gateway competency exams with a minimum score of 90% prior to moving to production floor;
7) The Respondent must propose performance metrics to determine training participant’s ability to successfully navigate the eligibility operation and minimize the error rate.
d. Continuous Improvement
1) The Respondent’s proposal will describe processes that support ongoing employee and business process excellence, growth and development;
2) The Respondent’s proposal will provide detailed description of internal evaluation processes; including corrective actions and monitoring that ensure successful training;
3) The Respondent must outline a continuous improvement process for training curricula and delivery utilizing Quality Control trends and other measures that monitor performance;
4) The continuous improvement process must contain trending analysis from both Contractor and FSSA error findings and training analysis based on evaluations, assessments and FSSA reviews and audits;
5) The Respondent must outline their plan to track trainee retention rates per by class and by trainer;
6) The awarded Contractor must participate in meetings with FSSA to review findings and jointly assess training outcomes. The awarded Contractor will provide FSSA a trend analysis report documenting these items.
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The Contractor, in conjunction with DFR, will ensure that the process of transition from the existing Contractor upon contract award, results in predictable, seamless transition where services to clients continue to be delivered in a timely and accurate manner without degradation in service levels. All Respondents must respond to this section for their response to be considered complete.

The Respondent’s Transition plan must incorporate, at a minimum, the following elements.
a. Transition Phase Work Plan (with schedule and resource allocations) 
b. Project Management Approach
c. Business Structure Transition 
d. Staffing
e. Training
f. Equipment installation and testing
g. Development of operational documentation
h. Systems and operations readiness assessment 
i. Coordination and communication
j. Risk management and issue resolution
k. Security management
l. Disaster recovery and business continuity
m. Integration and implementation of business operations, in order to achieve full operational capabilities at or before the expiration date of the current contract (December 26, 2017)
[bookmark: _Toc449008972]6.0 Policies and Procedures Operations Manual
Subject to the State Contract Manager’s approval, each awarded Contractor shall develop and implement a Policies and Procedures Operations Manual (Manual) that governs all operations in effect under the contract. The State Contract Manager shall provide the current State’s policies. Once approved, the awarded Contractor and its employees shall abide by all policies and procedures in the manual. All Respondents must respond to this section for their response to be considered complete.

a. The Manual shall define and document roles and responsibilities for each awarded Contractor and its employees;
b. The Manual shall be and remain the property of the State of Indiana;
c. The Manual shall be accessible to State employees at all times, and;
d. The final, State-approved Manual, containing all State-determined revisions, additions, and changes shall be due at least thirty (30) days prior to the contract operation date.
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All awarded Contractors shall notify the State Contract Manager by telephone and/or email upon discovery of any problems that may affect the daily operations of the contract or any area impacting the Contractor’s operations.

All reports, notifications, operational status summaries or other documentation of information requested by the State Contract Manager shall be recorded and supplied, at no additional cost, within a twenty-four (24) hour period. Based on the severity of the problem, the Contractor shall notify the State within one (1) business day of any problems related to customer-facing responsibilities, including but not limited to processing applications and answering phone calls. The Contractor will record all problems and develop and submit to the State a corrective action plan within fifteen (15) calendar days to prevent the problem from reoccurring. The State Contract Manager will accept or modify the corrective action plan within twenty-one (21) business days.
[bookmark: _Toc449008974]8.0 Corrective Actions and Payment Withholds

It is the State’s primary goal to ensure that the Contractor is accountable for delivering services as defined and agreed to in the Contract. This includes, but is not limited to, performing all items described in the Scope of Work, completing all deliverables in a timely manner described in the Scope of Work, and generally performing to the satisfaction of the State.  Failure to perform in a satisfactory manner may result in corrective actions and withholds described below.  

It is the intent of FSSA to remedy any non-performance through specific remedies at no additional cost to the State.  In the event that the Contractor fails to meet requirements set forth in the Contract, the State will provide the Contractor with a written notice of non-compliance and may require any of the corrective actions or remedies described in the Contract.

1. Each month, the State shall withhold a portion of the Contractor’s monthly invoice amount pending verification of the Contractor’s performance against the Performance Metrics described in Attachment D2. The withholding shall be as follows:

a. 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
b. 15% of the monthly invoice amount for Local Office Staff Augmentation
c. 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 #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 15% 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 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 Metric(s). The State shall review and make reasonable efforts to approve the CAP within ten (10) calendar days of the CAP being received. The State will continue to withhold funds for the month in which the Contractor failed to meet the Metric(s) and subsequent months until Contractor demonstrates that the CAP has been implemented and further successfully meets all Performance Metrics for two consecutive months following the implementation of the CAP. Following verification that Performance Metrics have been met for two consecutive months, Contractor may invoice the State for release of all withheld funds.

5. If Contractor fails to demonstrate it has met the missed Metric(s) for two consecutive months during the four month corrective period, 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.
6. If the CCC and RCC Eligibility Determination Operations Contractor fails to meet four (4) or more Performance Metrics in any given month, the State shall exercise the action detailed in point (5) above. If the Local Office Staff Augmentation Contractor or the Training Services Contractor fails to meet two (2) or more Performance Metrics in any given month, the State shall exercise the action detailed in point (5) above.

7. A CAP can also be triggered if the State determines that the Contractor is not performing to the satisfaction of the State, has missed Service Levels and/or KPIs, has not completed any deliverable in a satisfactory or timely manner according to the agreed upon Performance Metrics, or upon written request by the State for any reason. All CAPS must be submitted to the State within fifteen (15) calendar days following the documentation of failure to meet expectations. At a minimum, the CAP shall address the causes of the deficiency, the impacts, and the measures being taken and/or recommended to remedy the deficiency, and indicate whether the solution is permanent or temporary. It must also include a schedule showing when the deficiency will be remedied, and for when the permanent solution will be implemented, if appropriate. The nature of the corrective action(s) will depend upon the nature, severity and duration of the deficiency, and repeated nature of the non-compliance. The State shall review and make reasonable efforts to approve the CAP within ten (10) calendar days of the CAP being received. 


8. 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. More details regarding the OV&V contractor are included in Section 10.0.	
[bookmark: _Toc449008975]9.0 Quality Assurance Standards

To ensure that the State of Indiana is continuing to provide the highest quality of service to its clients on public assistance programs, the Respondent’s proposals must include a quality management strategy that details methods by which the awarded Contractor shall monitor, measure, and analyze their performance. The Respondent must propose the plan by which they shall monitor and analyze trends in quality measures, as well as a communication and reporting strategy to ensure alignment with the State. The Respondent’s proposal must include the following quality management categories:

1) Accuracy: To ensure performance accuracy, the Respondent’s proposal must describe the method by which they shall monitor, measure, and improve the accuracy of the work performed as detailed in this Scope of Work. The Respondent’s proposal must include performance standards that they shall implement to ensure accuracy of all work performed by the Contractor or subcontractors.

2) Timeliness: To ensure that all clients are receiving their public assistance benefits in a timely manner, the Respondent’s proposal must describe the method by which they shall monitor, measure, and improve the timeliness of the work performed as detailed in this Scope of Work. The Respondent’s proposal must include performance standards that they shall implement to ensure that all requirements and work products as detailed in this Scope of Work are completed in a timely manner.

3) Alignment with other Contractors: Indiana’s Eligibility Operation is a collaborative effort between State staff as well as third party contractors. The Respondent’s proposal must describe how they will maintain open communication and work collaboratively with State staff and partners, as well as ensure that all work processes are aligned and that clients are receiving the highest quality of service possible.

4) Comprehensive Understanding and Continuous Improvement: Indiana’s Eligibility Operation has multiple moving parts, with numerous State systems and diverse workflows. The Respondent’s proposal must detail how they shall ensure that their staff gain a comprehensive and holistic understanding of Indiana’s Eligibility Operation, and how they shall continue to improve their knowledge base and understanding as the State undergoes any changes or shifts. The Respondent’s proposal must also propose performance standards on how they shall measure the understanding and improvement of their employees.

5) Quality Control: To ensure that State staff are receiving accurate and error-free information, the Respondent’s proposal must detail the method by which they shall ensure the highest level of quality control before the client’s case reaches the State for approval. The Respondent’s proposal must also propose performance standards on how they shall measure an error-free rate of their processed documents and case files before they reach the State offices. If the awarded Contractor fails to meet the agreed upon performance standards for quality assurance, they shall be required to develop a Corrective Action Plan (CAP) and may be subject to payment withholds. Please refer to Section 8.0 for more information about CAPs and payment withholds. 
[bookmark: _Toc449008976]10.0 Performance Metrics Validation with OV&V
FSSA contracts with an independent entity to provide Outside Verification and Validation Services (OV&V). Each awarded Contractor will be fully expected to cooperate with the OV&V contractor. Performance metrics will be outlined by the State during the negotiation period after contract award. During the quality review process, each awarded Contractor is expected to focus on the quality and accuracy of beginning to end processes, and not individual tasks. Quality reviews are utilized for the sole purpose of performance measurement as well as an indication of how Contractor staff are processing cases.

Each awarded Contractor is expected to clearly identify how all metric samples will be collected, how the quality reviews will be completed, and what quality tools will be utilized for the review. All quality review processes, systems, and tools must be reviewed and approved by the State prior to utilization. 

Before beginning quality reviews, the awarded Contractor(s) must first gain State approval of its statistically valid sampling method. The OV&V contractor will at a minimum conduct a secondary  review of the vendor’s metrics every quarter. 

The State has the option to require each Contractor to use tools created by the State to complete all quality reviews. All awarded Contractors are expected to provide access to the same systems and tools used for quality reviews to the State and OV&V for testing. Once the State approves the use of the quality systems, tools, and processes, OV&V and State staff will utilize the Contractor’s quality system and tools to validate the metrics once the Contractor begins reporting metric scores.

Once OV&V validates each awarded Contractor’s metric scores, the OV&V score will be the final metric score reported to the State. Scores for the Contractor’s quality reviews will be related, linked, and/or connected to Contractor performance review and compensation.
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Each awarded Contractor shall design and submit a quarterly summary report on QA activities. The QA report shall address, but not be limited to, the following QA initiatives and monitoring activities:
1. Problem areas identified;
2. Compliance and non-compliance of contract requirements;
3. Contractual policies and procedures;
4. Corrective actions implemented, with outcomes summarized;
5. Corrective actions to be implemented with time frames;
6. Counts of Return By State tasks, with worker responsible;
7. Trends in worker performance;
8. Number of workers sent to remedial training; 
9. Progress on correcting specific problems; and
10. Resolution of all problems.

The awarded Contractor(s) shall include all relative aggregate and trended data collected during the QA and monitoring process in the QA quarterly report. The awarded Contractor(s) shall compare and indicate data collected to that of the prior quarter’s report.

The Respondent must provide an organization chart that includes their proposed quality assurance structure, including how the Respondent proposes to separate their operational team from their quality assurance team. The organizational chart must clearly map reporting lines and the management structure for both the operational team and the quality assurance team.
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Each awarded Contractor must submit a Monthly Performance Report to the State Contract Manager with a thorough performance analysis by the 15th of the following month that details the following information, as relevant to the Contractor:

1. Eligibility Determination Operations
a. New Application volumes received by the Contractor, with any increases or decreases relative to previous month volumes;
b. Number of redetermination requests and completed redeterminations, with any increase or decrease relative to previous month volumes; 
c. Call queue volumes, with any increases or decreases relative to previous month volumes;
d. The total number of staff working on the Contract for the month in each facility by their positions and/or titles.
e. Inventory and Productivity
f. Backlog Reduction 
g. RCC Call Center Performance
h. Health Coverage and ACA application volumes
i. Hearings and Appeals
j. Benefit Recovery and Fraud
k. Summary of Performance Metrics, detailed in Attachment D2 

2. Local Office Staff Augmentation
a. The total number of staff working on the Contract for the month in each facility by their positions and/or titles.
b. The regional distribution of staff by county 
c. Monthly spend summary
d. Monthly spend by region
e. Monthly hours summary
f. Monthly hours by region
g. Time to Fill Vacancies
h. Quality Survey summary
i. Attrition Report summary
j. Summary of Performance Metrics, detailed in Attachment D2 

3. Training Services
a. The Enterprise Average Quality Score, detailing the number of new staff in training as well as the percentage of staff passing training competency tests;
b. The trainee retention rate by class and by trainer;
c. The total number of staff working on the Contract for the month in each facility by their positions and/or titles.
d. Training Development and Delivery
e. Summary of Performance Metrics, detailed in Attachment D2 
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a. The State shall have and shall retain responsibility for eligibility determinations under each of the Programs.

b. The State shall make, and shall retain final authority with respect to, any policy changes with respect to the Services as may be necessary to comply with applicable law or which the State, in its discretion, determines to be appropriate and in the best interests of the State and its citizens

c. The State shall maintain ICES, FACTS, and all other systems, programs or applications (including the IVR system) that interface with ICES and FACTS (collectively the “State Systems”) and shall ensure that the State Systems perform at an effective and efficient functionality level to support the delivery of the awarded Contractor’s Services.  After IEDSS is implemented, the State shall be responsible for its maintenance and all other systems, programs, and applications that interface with IEDSS and ensure that all State systems perform at an effective and efficient functionality level to support the delivery of the awarded Contractor’s Services. The State shall provide the Contractor and appropriate Subcontractors with such access to the State Systems as is needed to perform the Services.

d. The State shall provide at each State Service Location, State controlled facility or Local Office (“State Facility”) such space and use rights, including the software, hardware, equipment, office furnishings, and fixtures, within such facilities (the “Facility Assets”), to the extent utilized by the State to provide the support within the scope of the Services as the awarded Contractor reasonably requires for it or a subcontractor to perform applicable Services for the County or Region in which the State Facility is located. 

e. The State will perform all of its responsibilities and obligations necessary to support the delivery of the awarded Contractor’s services in a competent and timely manner. The State will be responsible for the operation, maintenance, repair (including any capital improvements) and management of any State Facility.

f. The State shall be responsible for the provision of and refresh of all hardware and software (excluding any Contractor provided Software) related to State eligibility systems.
[bookmark: _Toc449008980]14.0 State Eligibility Systems
a. The current State system of record is the Indiana Client Eligibility System (ICES). In addition, State and Contractor staff also utilize the Family Assistance and Care through Technology Services System (FACTS). ICES is the automated eligibility system used by the Division of Family Resources in the determination of eligibility for Indiana’s public assistance programs. FACTS is the internal Curam-based solution that provides relevant case management capabilities. Both ICES and FACTS work collaboratively to deliver a broad-based solution which includes IVR, Document Management, Call Centers, Service, and Help Centers. 

b. With the roll out of Indiana Eligibility Determination Services System (IEDSS), expected to commence in the spring of 2017, both ICES and FACTS will be replaced with IEDSS. The goal of IEDSS is to provide an integrated solution to support individual eligibility and enrollment for multiple public assistance programs.

c. IEDSS will be rolled out at a state determined schedule until it is fully implemented throughout the State of Indiana.
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