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RFP-17-007 – Toll-Free Consumer Hotlines – Technical Proposal

	Respondent:
	

	Instructions:
Request for Proposal 17-007is a formal solicitation by the State of Indiana whereby organizations are invited to compete for contract amongst other respondents in a formal evaluation process.  Please be advised that the evaluation of your organization’s proposal is being completed by a diverse team of individuals within FSSA 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.  As such, a competitive proposal will thoroughly answer the questions listed.  The Respondent is expected to provide the details of its operations, processes, and staffing.

Please use the yellow shaded fields to indicate your answers to the following questions.  The yellow fields will automatically expand to accommodate content.  Every attempt should be made to preserve the original format of this form.  A completed Technical Proposal is a requirement for proposal submission.  Failure to complete and submit this form may impact your proposal’s responsiveness.  Diagrams, certificates, graphics, and other exhibits should be referenced within the respective answer field and included as attachments.

	

	SECTION 2 – TECHNICAL SUBMISSION

	
	

	2.1
	Provide a background on your company.  Include any pertinent information that will give the State have a better understanding of the scope of your business.

	

	2.2
	Describe your knowledge of Family and Social Services Administration (FSSA) and the Division of Mental Health and Addition (DMHA).

	

	2.3
	Describe your experience working with Indiana’s mental health and addiction populations.


		




	2.4
	Describe your experience in providing call center, social media and/or two-way communication services for health care and/or government entities.


	

	2.5
	
Provide an outline of how you intend to staff each of the toll-free hotlines to ensure wait times of less than thirty (30) seconds and abandonment rates of less than ten percent (10%).  


	

	2.6
	Provide an outline of how you intend to staff the social media services proposed to ensure quality service to contacts.
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	2.7
	
Please provide recent statistics from similar lines that you answer showing calls received, average wait time, and abandonment rate (the number of calls abandoned before the caller reached a representative). 


	

	2.8
	
Describe your plan to train staff, both initially and on an ongoing basis. 


	

	2.9
	
Describe your experience in handling crisis calls and/or text messages; please include a sample of your current/proposed policies and procedures for handling such contacts.



	

	2.10
	
Describe your experience working with repeat contacts (individuals who call a line multiple times without presenting a new need). Please provide a sample communication plan for such a contact.  


	

	2.11
	
Provide an outline of methods and procedures to be used to ensure quality customer service on each of the hotlines and social media services.  Please provide a sample of an outcome survey.


	

	2.12
	
Describe how supporting documentation of each call will be maintained, including plans to ensure confidentiality of information. 


	

	2.13
	
Provide an overview of your current/proposed technology that would allow for call and social media contact tracking/monitoring, connecting clients to third parties, etc. Please also describe your plan to transmit client data securely


	

	2.14
	
Provide a sample report that would work on this contract, including how you would report trends and analysis of data.
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