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RFP 16-102
Eligibility Services, Staffing, and Training
Attachment G - Technical Proposal Instructions

	



Overview:
Request for Proposal (RFP) 16-102 is a solicitation issued by the State of Indiana in which organizations are invited to compete for contract amongst other respondents in a formal evaluation process.  Please be aware that the evaluation of your organization’s proposal will be completed by a team of State of Indiana employees and your organization’s score will be reflective of that evaluation.  The evaluation of a proposal can only be based upon the information provided by the Respondent in its proposal submission.  Therefore, a competitive proposal will thoroughly address all components of the Scope of Work (SOW).  The Respondent is expected to provide the complete details of its proposed operations, processes, and staffing for the scopes of work detailed in the RFP document and supplemental attachments.

Technical Proposal Components:
[bookmark: _GoBack]RFP 16-102 is divided into the following three scopes of work. DFR is soliciting responses for all three sections; Respondents can bid on one, two, or all three sections of the RFP. All Respondents must complete sections 1, 2, 6-11 of the Technical Proposal. Please see the Response Structure section below for further details on how to structure each proposal.

Scope 4.1: Central and Regional Change Center Eligibility Determination Operations- Addresses all operational and staffing requirements directly related to the eligibility determination process in the Central and Regional Change Centers.
a. Central Change Center Operations and Support
b. Regional Change Center Operations and Support
c. Key Personnel
d. Functional Requirements of Eligibility Staff
e. Eligibility Staff Quality Training
f. Eligibility Staff Dress Code
g. Eligibility Staff Service Standards
h. DFR Background Check Standards
i. Background Check Documentation

Scope 4.2: Local Office Staff Augmentation -Addresses all operational and staffing related components of the local offices, including:	
a. Local Office Operation and Support
b. Key Personnel
c. Subcontractor Policy
d. Functional Requirements of Eligibility Staff
e. Eligibility Staff Quality Training
f. Eligibility Staff Dress Code
g. Eligibility Staff Service Standards
h. DFR Background Check Standards
i. Background Check Documentation

Scope 4.3: Training Services-Addresses all training requirements for new and existing state and contractor staff, including training materials, key personnel qualifications, training processes, training delivery, and performance standards.
This separation means that each Respondent will be evaluated separately for each section of this RFP and will receive different scores for each section. Please see the Response Structure section below for further details on how to structure each proposal.

A completed Technical Proposal is a requirement for proposal submission.  Failure to complete and submit this form may impact your proposal’s responsiveness.

Completion Requirements:
Responses to each component and section should fully address all requirements of the relevant section of the Scope of Work.  Please review the requirements in both Attachment D(Scope of Work) carefully and address each section and requirement.  Further information on response structure is provided below.

Submission Specifications:
Technical proposals have page limits and specifications as listed in section 2.4 of the RFP main document: 
· As noted above, the Technical Proposal response should specify which section of the three available sections that the Respondent is responding to. 
· It is the State's preference that the technical proposal components be submitted as single documents, however if excessive file size is an issue the state will accept multiple documents. The State prefers to not navigate an excessive number of files during the review process. 
· Attachments and exhibits may be provided in a separate file, however the technical proposal must contain an adequate description of the contents. In other words, the technical proposal should stand on its own and must contain enough information to understand the gist of the separate exhibits and attachments.

Response Structure:

Respondents must submit a separate proposal for each of Sections 4.1, 4.2, and 4.3 of the Scope of Work (Attachment D). Each such proposal will be evaluated separately and must stand alone as a complete proposal. As an example a complete technical proposal for 4.1 - Central and Regional Change Center Eligibility Determination Operations would include responses to Sections 1, 2, 3 and 6 through 11 of this Response template. 

If responding to more than one of Scope 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.

Please review the requirements in Attachment D (Scope of Work) carefully and address each section and requirement.  Please describe your relevant experience and explain how you propose to perform the work in its entirety, including but not limited to the specific elements highlighted below.  

Respondents are encouraged to submit inventive proposals for addressing DFR’s goals that go beyond the minimum requirements set forth in Attachment D of this RFP.

For all areas in which subcontractors will be performing a portion of the work, clearly describe their roles and responsibilities, related qualifications and experience, and how you will maintain oversight of the subcontractors’ activities.
. 
SECTION 1 – Background
Please provide an overview of your proposal along with a list of states to which you currently or in the past have provided similar services.  In connection with this list, please provide information on:
· Programs you have initiated in other states that can be replicable in Indiana to help the State meet its goals
· Programs you intend to initiate that would be specific to Indiana
· Examples of how you have worked with other states in a collaborative manner to address changing program needs and priorities
· Any license sanctions or formal complaints that you have been subject to
· Any corrective actions that you have been subject to

SECTION 2 – General Project Requirements
Please explain how you propose to execute the General Project Requirements (Section 3.0 of Attachment D)of the section that you are responding to, including but not limited to the specific elements highlighted in Attachment D, and describe all relevant experience.  
SECTION 3: Scope 4.1 – Central and Regional Change Center Eligibility Determination Operations
If responding to Section 4.1 of the Scope of Work, please explain how you propose to execute the Central and Regional Change Center Eligibility Determination Operations in its entirety, including but not limited to the specific elements highlighted below, and describe all relevant experience. In your response, please be sure to signify answers to each specific requirement listed below and cross reference each section within the Scope of Work. In your proposal, please describe your plan to ensure that each of these functionalities continues to operate smoothly and efficiently, how you plan to structure staff to fulfill each of these functions, how you propose to monitor trends to identify and address problem areas, and how you will ensure that all quality standards continue to be met. Please include any business processes or technology improvements that you will utilize. 
· 4.1A-Functional Requirements Serving New Clients
· Processing and updating of online, phone, and paper applications as well as applications received from the federal marketplace for all FSSA public assistance programs;
· Maintenance of a call center with qualified personnel to assist with client inquiries, application needs, and the receiving and processing of changes;
· Responding to client inquiries with accurate information regarding screening of FSSA programs,  basic information on public assistance, status of applications, and completion of phone applications;
· 4.1B-Functional Requirements Serving Existing Clients
· Developing a process for changes in and/or renewals for client eligibility status;
· Assisting clients in updating information, including income status, in the redetermination of eligibility;
· Processing Interim Reports for SNAP and ensuring completeness of case file information;
· Accurate and timely routing of case actions to FSSA State Eligibility Consultants for final processing and review;
· Providing data collection and other data entry services for changes in and/or renewals for client eligibility;
· 4.1C- Functional Requirements for Appeals and Hearings
· Transferring requests for hearings and complete case file information to FSSA State staff for resolution;
· Reviewing appeal requests to collect information for case files;
· Preparing evidence and representing the State for pre-hearing conferences and Hearings presentations;
· Reporting suspected fraud and abuse in accordance with FSSA policies and procedures
· Complying with state and federal rules, including the continuance of benefits pending the appeal decision.

Central Change Center Operations and Support
If responding to Section 4.1 of the Scope of Work, please explain how you propose to execute Central Change Center Operations and Support (Section 4.1.1) in its entirety, including but not limited to the specific elements highlighted below, and describe all relevant experience.  Please cross reference each section listed in the Scope of Work and highlight any business processes or technological improvements that you plan to incorporate in this operation if awarded this contract. 
I. Central Change Center (CCC) Operations and Support
A. Providing Support via Telephone 
B. Processing Applications 
C. General Duties Across all Programs and Action Types
D. Benefit Recovery Services 
E. Fraud Management 
F. Appeals 
G. Staff Development Services 
H. Administrative and Other Miscellaneous Services 

Regional Change Center Operations and Support
Please explain how you propose to execute Regional Change Center Operations and Support (Section 4.1.2) in their entirety, including but not limited to the specific elements highlighted below, and describe all relevant experience.  Please cross reference each section listed in the Scope of Work and highlight any business processes or technological improvements that you plan to incorporate in this operation if awarded this contract. 
II. Regional Change Center (RCC) Operations and Support
A. Support via Telephone 
B. Process Changes
C. Process SNAP Interim Reports
D. Process Applications 
E. Process Redeterminations
F. General Duties Across all Programs and Action Types
G. Hearings and Appeals Services
H. Benefit Recovery Services Provided 
I. Fraud Management 
J. Administrative and Other Miscellaneous Services 

Facilities Management, Operations, and Maintenance 
Please explain how you propose to meet the facility maintenance and operational requirements (Section 4.1.3) in their entirety. The State currently utilizes 11 Regional Change Center facilities as a part of the State Eligibility Operation.  Please describe all relevant experience with facility maintenance and operations, as well as your proposed plan to ensure that all 11 facilities remain operational. If you plan to utilize any subcontractors to fulfill this function, please provide detail on their background and proposed method to fulfill this requirement.  If the Respondent proposes an alternative facility structure to the one currently in place, they must provide a business case detailing the proposed cost structure for the current operation as well as the proposed 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
Please 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 modify 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. 
Please clearly identify the facilities in the proposal where leveraged assets are already in place, and which, if any, are new.. Please indicate how the proposal leverages current facilities, and the Contractor’s existing facilities or new proposed facilities. 
Key Personnel
Please explain how you propose to meet Key Personnel Requirements (Section 4.1.4) in its entirety, including but not limited to the specific elements highlighted below, and describe all relevant experience for the proposed Key Personnel. The Respondent must suggest a management structure that facilitates the mentoring and training of new employees by more experienced employees and team members.
A. Please provide a detailed staffing plan for this project, including both Key Staff and regular staff. Ensure that the staffing plan is consistent with the assumptions in your proposed cost proposal.
B. Please provide a resume for your proposed RCC Regional Managers and other Eligibility Operations Key Staff
C. Please provide two (2) professional references for each of the proposed RCC Regional Managers
D. Please confirm your understanding of the functional requirements, quality training requirements, and service standards for Eligibility Staff that are detailed in Section 4.1 of the Scope of Work and explain how you will ensure that your proposed staffing plan will meet or exceed these requirements.
E. Please confirm your understanding of the Background Check Documentation requirements for all proposed staff, and please explain how you plan on meeting or exceeding these requirements.
F. The Respondent must provide an organization chart that includes their proposed quality assurance structure, including how the Respondent proposes to separate their operational team with their quality assurance team. The organizational chart must clear map out reporting lines and the management structure for both the operational team and the quality assurance team.

SECTION 4 – Scope 4.2: Local Office Staff Augmentation
Scope 4.2 of the Scope of Work details the functional requirements and staffing needs necessary to fulfill various functions within the Local Offices. If responding to Scope 4.2, please explain how you propose to meet the eligibility processing and staffing requirements of this section in its entirety, including but not limited to the specific elements highlighted below, and describe all relevant experience for the proposed Key Personnel.
A. 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. 

B. Please 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.

C. 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.

D. 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.

E. 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.

F. 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.

G. Respondents to the Local Office Staff Augmentation (Section 4.2) 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.

Local Office Operations and Support
Please cross reference each section listed in the Scope of Work in your proposal and detail how you will effectively meet or exceed the functions required for this contract. Please highlight any business processes or technological improvements that you plan to incorporate in this operation if awarded this contract.
A. Support via Telephone 
B. Process Changes
C. Process Applications 
D. Process Redeterminations
E. General Duties Across all Programs and Action Types
F. Appeals Services
G. Benefit Recovery Services Provided 
H. Fraud Management 
I. Administrative and Other Miscellaneous Services 

Key Personnel and Staffing Requirements
A. Please confirm your understanding of the quality training requirements and service standards for Eligibility Staff that are detailed in Section 4.2.4 of the Scope of Work and explain how you will ensure that your proposed staffing plan will meet or exceed these requirements.

B. If you plan to utilize a subcontractor, please outline your plan to effectively engage the subcontractor to ensure that all staffing positions remain filled and that staff turnover rates are minimized and meet the agreed upon performance standards. 

C. Please confirm your understanding of the Background Check Documentation requirements in Section 4.2.7 and 4.2.8 for all proposed staff, and please explain how you plan on meeting or exceeding these requirements.

SECTION 5 – Scope 4.3: Training Services
Scope 4.3 of the Scope of Work details the training requirements for all contractor and state staff integral to the Eligibility Operation. If responding to Scope 4.3, please explain your proposed plan to meet the training requirements of this section in its entirety, including but not limited to the specific elements highlighted below. Please provide as much detail as possible.
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:

A. The State will provide training facilities for use by the awarded Contractor. If you prefer 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. 

B. Please discuss your plan to equip training rooms, supply training materials, and develop curricula to support training delivery.

C. Please 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.

D. Please confirm your understanding of the training requirements for training personnel that are detailed in Section 4.3.1 of the Scope of Work and explain how you will ensure that your proposed training plan will meet or exceed these requirements.

E. Please provide a proposed training plan tailored to specific functions that meets all programmatic and skill requirements as detailed in Section 4.3 of the Scope of Work. The training plan must, at a minimum, address Staffing Resources, Curriculum Development, Training Delivery, and Continuous Improvement components as listed in Section 4.3.2 of the Scope of Work. Please include a proposed timeline for training and onboarding staff.

F. Please provide a training plan which describes processes that include 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.

G. Please distinguish between the types of training modules required for 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, Eligibility Specialist Training, State Eligibility Consultant Training, Eligibility Assistant Training, and Supervisor Training. 

H. Please propose your time line for delivering training to each trainee 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. 

I. Please describe your proposed method of collaboration with State staff to ensure that training materials and delivery plans are accurate and aligned with State policy and procedures.

J. Please provide a resume for your proposed training staff 

K. Please provide two (2) professional references for each of the proposed training staff

SECTION 6 – Initial Transition Requirements

Please describe your proposed plan to transition all eligibility operations activity from the current contractor if you are awarded this contract. Outline the proposed transition approach and include a plan that incorporates at a minimum, the requirements listed in Scope 4.1, 4.2, and/or 4.3 of the Scope of Work. The Respondent’s response must also clearly state the anticipated duration of transition activities leading up to the operational cutover as well as the expectations from the State/FSSA to facilitate a successful transition.
 Your 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)


SECTION 7 – Policies and Procedures Operations Manual
Please explain your proposed plan to develop an Operational Policies and Procedures Manual in collaboration with State personnel as detailed in Section 6.0 of the Scope of Work. The Operational Policies and Procedures Manual will be a dynamic document that changes depending on State policy. Please also describe your plan to ensure that the Manual reflects accurate and consistent information for both state staff and contractor staff engaged in Eligibility Operations.
SECTION 8 – Notification of Problems
Please describe your proposed plan to ensure that the State remains notified of any problems or roadblocks that prevent the smooth functioning of eligibility operations. Please confirm your understanding of the State’s expectations as detailed in Section 7.0 of the Scope of Work.
SECTION 9 – Corrective Actions and Payment Withholds
Please confirm your understanding of, and agreement with, the provisions of Section 8.0 of the Scope of Work. Please describe your proposed plan to ensure that your organization will work collaboratively with the State to meet or exceed the performance metrics and avoid the need for CAPs or payment withholds. You may supplement your response with examples from other States. Respondents shall include a list of any formal corrective actions initiated against Respondent in other states within the last three (3) years. The list shall include, at a minimum, a description of the action, the underlying root cause, corrective actions taken by the Respondent and outcome. If any financial consequences were assessed, the details shall be included in the outcome description.
SECTION 10 - Quality Assurance Standards and Quality Assurance Reporting
To ensure that the State of Indiana is serving its clients in a timely, accurate, and efficient manner, the State has laid out quality assurance standards detailed in Section 9.0 of the Scope of Work. Please describe how you will measure and report accuracy, timeliness, alignment with other contractors, comprehensive understanding and continuous improvement, and quality control. Please detail your proposed performance measurements addressing each of these sections as they relate to the functional requirements of the Scope of Work.
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.

 Quality Reviews and Collaboration with OV&V 
FSSA contracts with an independent third party contractor to provide Outside Verification and Validation Services (OV&V). Please confirm your understanding of the expectations listed in Section 10.0 of the Scope of Work and please describe your proposed plan for engaging with the State OV&V contractor to meet all requirements listed in the Scope of Work. 
SECTION 11 - Reporting Requirements
Please confirm your understanding of the Reporting Requirements described in Section 12.0 of the Scope of Work. Please detail your approach to ensuring compliance with the requirements and expectations detailed in the Scope of Work. Please also describe your plan to work collaboratively with the State to ensure that the State receives accurate and comprehensive reports in a timely manner.
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