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Description of Needed Services:
The Contractor shall provide Ombudsman services for constituents, who interface with state government public assistance programs through the State of Indiana Family and Social Services Administration Eligibility Project.      
There is a current Contractor providing these services.  As such, transition of current telephone number, and possible phase-in phase-out services need to be considered to maintain continuity of services.  The needed Scope of Work is as follows: 
Scope of Work:
1.  Duties of Contractor.  

The Contractor shall provide Ombudsman services for constituents, who interface with state government public assistance programs through the State of Indiana Family and Social Services Administration Eligibility Project.  Ombudsman services are to function as a trusted, impartial intermediary between FSSA and Indiana constituents while representing the broad scope of constituent interests.    

A. The services provided by the Ombudsman will serve the following critical functions:

1. Receive concerns from constituents accessing the public welfare system, by telephone, email or in person.

2. Provide general information on FSSA programs and processes.

3. Resolve all issues possible, and refer others to the State for resolution.

4. Investigate complaints for constituents.

5. Particular emphasis should be made to pursue investigations for constituents who have limited capability to obtain information concerning an action through any other source. 

6. Request documentation and information to support case resolution.

7. Monitor, mediate, and/or advocate for constituents.

8. Follow up on referred cases to ensure resolution for the constituent.

9. Provide consultation and report results and findings including recommendations for systemic changes to facilitate State Policy changes.

10. Facilitate communication among constituents, families, providers and other parties to improve problem solving, reduce case errors and assist in creating an environment that is conducive to enhancing the overall functionality of the Eligibility process and systemic matters. 
B. Resource Utilization – Contractor shall utilize available resources to assist in resolving constituent inquiries including, but not limited to:

1. Contractor shall utilize the Indiana Client Eligibility System (ICES), and answer any and all questions ICES avails them.

2. Contractor shall utilize the State mechanism for referring inquiries.

3. Contractor shall participate in all DFR trainings related to services offered and the Eligibility Project.
4. Contractor shall maintain current information on FSSA – Division of Family Resources (DFR) programs, including but not limited to Medicaid Eligibility, Indiana Manpower and Comprehensive Training (IMPACT), Temporary Assistance for Needy Families (TANF), Supplemental Nutrition Assistance Program (Food Stamps).

C. Supporting Services - Contractor shall provide the following services relative to the provision of Ombudsman services:
1. Contractor will provide a toll free statewide telephone number, dedicated to the Ombudsman Program, to assure access to Ombudsman services.  This telephone number will be transferred to the successor and/or Contractor upon succession of this contract.
2. Ombudsman services will be available from 7 a.m. to 7 p.m. Monday through Fridays.  The contractor will follow the State holiday schedule.

3. All telephone calls are to be answered in person, with a state approved Ombudsman specific greeting, and when necessary a message service will be utilized.  

4. All voicemails or messages will be addressed by the Ombudsman within two (2) business days.

5. The Ombudsman must speak directly with all constituents and attempt to resolve the issue prior to referring the issue to the State for resolution.  In the event the Ombudsman is unavailable, appropriately trained, and knowledgeable staff working in association with the Ombudsman, and approved by DFR, may make the contact. 

6. Maintain updated written policies and procedures which shall be used in carrying out the duties of this Contract. All policies and procedures shall be approved by the Division of Family Resources (DFR) Director or designee, and shall incorporate the requirements set forth below.

7. Prepare forms which shall be used in carrying out the duties of this Contract.
8. Any changes in policies, procedures, forms, brochures or other documents used in the Ombudsman program shall be submitted to State for approval prior to implementation.

9. Content presented in brochures, web pages and other public documents or media shall be subject to approvals by the Division of Family Resources and the applicable Federal oversight Agencies.  These requirements pertain to content such as, but not limited to, Federal Agency branding requirements, U.S. Equal Employment Opportunity Commission requirements and other such matters that present information on behalf of these agencies.
10. Contractor shall prepare and produce, at its expense, brochures and other materials, in both Spanish and English, which explain the purpose of the Ombudsman program and how it can be accessed. Marketing materials such as brochures and posters will be distributed to all county FSSA/DFR county offices.  These items will contain the State Ombudsman’s address and telephone number. Brochures and posters will also be posted in other relevant community access venues.
11. Contractor shall make available training and consultation to providers, constituents, community organizations and third party contractors to ensure awareness and basic knowledge of the Ombudsman program and the needs of constituents. The Ombudsman program will also assist in informing constituents about public assistance program eligibility.
12. Contractor must have an emergency preparedness plan to provide for continued services.

13. Contractor will participate in routine scheduled meetings with the DFR Ombudsman Liaison.
D. Employees - Contractor shall hire employees or contract as necessary to fulfill the conditions of this Contract.  
1.  A minimum of two (2) employees will be trained and familiar with the Ombudsman program to allow adequate coverage of services in the event of absenses.

2. A minimum of one (1) employee shall be trained in the use of the Indiana Client Eligibility System (ICES) prior to starting work on the project and shall sign any and all necessary statements of confidentiality.
3. Contractor will provide training to staff that shall include a review of all State approved policies and procedures to be followed while executing this program.
4. Contractor will provide and maintain an organizational chart with their internal reporting structure.

E.  Reporting - Contractor shall maintain records of all activities on behalf of constituents and report all findings to the State.  
1. Such reports will be in writing and shall detail all activities on a quarterly basis.  These reports shall be delivered no later than the fifteenth of the month following the end of the quarter (10/15, 1/15, 4/15, 7/15).  Contractor will submit an annual report no later than the 15th of the month following the end of the fiscal year.   
2. The quarterly and annual report content is to be mutually agreed upon between the Ombudsman and the FSSA Ombudsman Liaison, and at a minimum shall include:
a. Constituent related activities:
b. Number of referrals and referral source
c. Distribution of case by type

d. Distribution of case by county

e. Number of investigations

f. Type of investigations (face-to-face, phone, site, collateral)
g. Case status

i. Resolved and resolved by whom (Ombudsman or DFR), 

ii. Active, 

h. Trends of calls (i.e. 
i. Training related activities
i. Presentations

ii. Brochure and brochure distribution

iii. Miscellaneous activities

1. Qualifications of Contractor

A. Contractor must have knowledge of FSSA as an organization.

B. Contractor must have knowledge of DFR program systems and processes.

C. Contractor must have effective Information Technology to facilitate data recording and reporting.

D. Experience with Indiana Client Eligibility System (ICES) is considered beneficial.
2. Current Program Utilization – The incumbent contractor receives an average of 800 inquiries per quarter.
