13-55 TECHNICAL PROPOSAL
ATTACHMENT F
Instructions:  Please provide answers in the shaded areas to all questions.     
General (Section 2.4.1)

1. Provide copies of your last two (2) annual financial statements certified by a Certified Public Accountant.
	


2. How many companies have terminated employer contracts in the last twelve (12) months?  List the names of the companies, a contact person and a phone number for each.
	


3. How often are internal audits performed and by whom?  Attach a copy of the last audit.
	


4. Are your contracts and premium rates approved in Indiana so coverage can be provided immediately?  Attach a copy of the insurance policy that you propose to offer to our employees.
	


5. Explain your system for accepting digital signatures from eligible employees.
	


6. Describe the precautions your firm takes for participant fraud and fraudulent claim submission.
	


7. Describe your procedure for (a) returning to employers overpayments and (b) crediting employer for payments made in error, etc.
	


Customer Service (Section 2.4.2)

8. Do you separate the customer service and adjudication functions?  What resources are available to assist the customer service representatives in their jobs?  For example, on-line plan details, computer system to record phone calls, access to claim status, etc.
	


      9.   (a) What is your company's ratio of service representatives to plan participants?  

(b) How many salaried service representatives will be assigned to this account full-time?  Are they also responsible for other accounts?  If so, what are the sizes of their other accounts?
	


10. What are the criteria and standards for evaluating customer service job performance?
	


11.  Provide the average response time in the last twelve months to participant inquiries from the office likely to handle the State of Indiana.  Provide the maximum phone ring time, the average response time to questions by phone and the average response time to written requests.  Provide company standards for these items.
	


12.  What hours and days are your customer service representatives available to provide customer service for your toll-free number for this account?
	


13.  Describe your organization’s customer service capabilities.
	


14.  How do you accommodate non-English speaking callers?
	


15.  Describe the capabilities of and information available on your website.
	


16.  Describe your appeals process in detail.
	


17.  Describe your process for responding to beneficiaries and/or funeral homes inquiring about benefits or assignments.

	

	



Legal (Section 2.4.3)

18.  Have you been sued as a result of your work as life insurance provider? Please describe any cases in which you were found liable in the past two years. 
	


19.  Are you currently involved in litigation as a result of services provided?  Describe briefly any cases involving a claim in excess of $100,000.
	


Employee Communication (Section 2.4.4)
20.  Describe the ways in which you communicate to employees about the life insurance plans.  Include examples of communication pieces that are sent to employees.
	


Other (Section 2.4.5)

21.  Provide an implementation campaign for a target start date of 01/01/2014.
	  


22.  Provide any other features, services or information that would be valuable in evaluating your response.
	


23.  What standard reports are available and how frequently?  Are there additional costs associated with any of these reports?
	


24.  Confirm that you will provide all initial and ongoing administrative materials at no charge.
	


Samples (Section 2.4.6)

25.  Include samples of each of the following materials in your proposal.  Please mark each sample with the designation as indicated below.
A.
Standard management reports.


B.
Employee Plan Description.


C.
Explanation of Benefits.
	









