ATTACHMENT G

SCOPE OF WORK


A. OVERVIEW 
The Indiana Family and Social Services Administration – Division of Aging (FSSA/DA) developed and implemented a quality incentive payment program for Medicaid-certified nursing facilities in the fall of 2005.  Currently, the Medicaid incentive payment is based solely on quality as measured by the Indiana State Department of Health Report Card Score.  The report card score is determined using selected information obtained through the licensure survey process.  

Beginning January 2010, modifications were made to the criteria to obtain the incentive payment, including the frequency with which the report card score is updated for rate-setting purposes, the scale for obtaining the incentive payment, and increased funding subject to the incentive payment.  As part of the next phase in strengthening the link between quality of care and reimbursement, the DA plans to augment the report card score with other quality measures.  

In 2009, DA established a clinical expert panel to assist in developing and advising the Division on various quality measures.  As part of its ongoing work, the expert panel reviewed satisfaction surveys and recommended their inclusion as a quality measure for Medicaid reimbursement purposes.  This RFP requests proposals from qualified vendors to assist the State in collecting quality of care and quality of life information, obtained through resident, family and employee satisfaction surveys.

1. Conduct an annual satisfaction survey of residents residing in Indiana Medicaid-certified nursing facilities 

FSSA/DA seeks to add a resident satisfaction quality measure to its current quality incentive payment program.  FSSA/DA places a high priority on the voices of nursing facility residents, including those residents with dementia or impaired cognition.  Traditional mail survey techniques are not able to successfully collect data for many nursing facility residents, especially those with dementia or impaired cognition.  Therefore, resident surveys shall be conducted by staff employed by the vendor, in face-to-face interviews.  There are about 470 Medicaid certified nursing facilities, and approximately 39,000 residents and nursing facility staff.  Bidders should anticipate between 470 and 480 Medicaid certified nursing facilities.  Interviews are estimated to take approximately 14 minutes on average to complete.  Survey results are to be transmitted to FSSA/DA in an electronic format approved by FSSA/DA.  A sample listing of nursing facilities along with the county, city and zip code location, as well as an estimate of the number of residents is included as Attachment H.  The survey instrument to be used for the collection of resident satisfaction data is included in Attachment I.  Bidders should anticipate that minor changes will be made to the survey instrument over time.
The successful vendor must meet the following requirements: 

a) Conduct face-to-face interviews of residents in all Indiana Medicaid-certified nursing facilities annually.

b) Surveys shall to be conducted by staff employed by the successful vendor. 

c) Ensure a high level of inter-rater reliability.

d) Ensure privacy compliance for HIPAA and all other data gathered.

e) Conduct a random sample of eligible residents to interview.  Nursing facilities will submit their census list to the selected contractor, from which the sample will be drawn.  Eligible residents do not include residents that were admitted less than 4 days earlier, are comatose, in a vegetative state, or whose cognitive impairment is very severe.  Vendors shall describe, in detail, how they will determine and document severe cognitive impairment.  

f) The sample size must be sufficient to meet a ±6.5% margin of error for the dimension scores and a ±3.5% margin of error for the facility total score.  

g) Residents who cannot meet an initial performance interview screen shall be replaced.  The vendor must document the reason for replacement.  Additional names are to be drawn from the random sample until the designated number of interviews has been successfully completed to meet the margin of error requirements. 

h) When there are 25 or fewer eligible residents, interviewers must attempt an interview with all eligible residents 

i) The sample should be further stratified for purposes of conducting interviews of short-stay residents and long-stay residents in the same proportion as reported on the census list.  

Additionally, the FSSA/DA will provide current MDS 3.0 data for the contractor to determine eligible residents.  FSSA/DA shall approve the selection criteria for eligible residents.  

2. Conduct an annual satisfaction survey of family members of Indiana Medicaid-certified nursing facility residents 

FSSA/DA seeks to add a family satisfaction quality measure to its current quality incentive payment program.  Important considerations in developing this measure are ensuring the response rate is adequate to report fair and unbiased satisfaction results and developing a sampling strategy that will reach key family representatives.  The survey shall be administered via the mail or online (or a combination).  Family members will be surveyed for all Indiana nursing home residents who have an identifiable family member with contact information and who reside in the facility on the survey reference date(s).  The survey reference date(s) for sample selection will be proposed by the vendor and approved by the FSSA/DA.  The family member most involved in the resident’s care shall be surveyed.  Survey results are to be transmitted to FSSA/DA in an electronic format approved by FSSA/DA.  The survey instrument to be used for the collection of family satisfaction data is provided in Attachment J.  Bidders should anticipate that minor changes will be made to the survey instrument over time.
Bidders must address the following topics in their proposals: 

a) Methodology for obtaining contact information which will reach key family representatives. 

b) Procedures for ensuring integrity of the contact information to minimize selection bias or “gaming”. 

c) Procedures for maximizing the response rate.  FSSA/DA has a goal of achieving a 60% response rate from families known to be involved with the residents.  As is anticipated, telephone follow up may be required to achieve this response rate.  Bidders should discuss their proposed approach for such follow up efforts necessary to achieve response rate goals.

d) Protect family confidentiality.

e) Ensure HIPAA and other data privacy regulation compliance. 

3. Conduct an annual satisfaction survey of all current employees of Indiana Medicaid-certified nursing facilities 

FSSA/DA seeks to add an employee satisfaction quality measure to its current quality incentive payment program.  Important considerations in developing this measure are ensuring the response rate is adequate to report fair and unbiased satisfaction results and developing a sampling strategy that will reach all current employees.  The survey shall be administered via the mail, online (or a combination).  Employee survey results are to be transmitted to FSSA/DA in an electronic format approved by FSSA/DA.  The bidder should propose a survey instrument to be used for the collection of employee satisfaction data and should not exceed 30 questions.  

Bidders must address the following topics in their proposals: 

a) Methodology for obtaining contact information for current employees. 

b) Procedures for ensuring integrity of the contact information to minimize selection bias or “gaming.” 

c) Procedures for maximizing the response rate.  FSSA/DA has a goal of achieving a 60% response rate from employees.  As is anticipated, telephone follow up may be required to achieve this response rate.  Bidders should discuss their proposed approach for such follow up efforts necessary to achieve response rate goals. 

d) Protect employee confidentiality

e) Ensure HIPAA and other data privacy regulation compliance. 

Final result of all three surveys must be communicated to FSSA/DA no later than April 30, 2012 and each April 30th thereafter.  Bidders must propose a time line for completing each survey and address whether the surveys should be completed concurrently or staggered throughout the year.  All survey instruments should be multi-lingual.  All electronic information collected and communicated by the vendor shall be kept secure and confidential at all times. 

B.
TASKS/DELIVERABLES

The primary deliverables expected under this contract are:

1. Conduct an annual satisfaction survey of residents residing in Indiana Medicaid-certified nursing facilities

a) Development of all database requirements and systems necessary for successful completion of all project goals. 

b) Formatting and printing of the survey instrument for electronic scanning. 

c) Project status report upon completion of recruitment, hiring and criminal background checks for all interviewers. 

d) Develop training materials and manuals for interviewer training and reference materials for interviewers in the field. 

e) Complete initial and ongoing training of interviewers. 

f) Develop and implement programs to ensure reliability and validity of the interview data collected. 

g) Conduct annual resident interviews and submit monthly project status report 

h) Submit processed and analyzed survey data in an electronic format approved by FSSA/DA on a monthly basis. 

i) Conduct final data analysis, and submit final report by April 30, 2012 and each April 30th thereafter.

j) Provide other project reports and data analysis as requested by FSSA/DA.  

k) Participate in stakeholder meetings and training.

2. Conduct an annual satisfaction survey of family members of Indiana Medicaid-certified nursing facility residents 
a) Development of the database requirements and systems necessary for successful completion of all project goals. 

b) Formatting and printing of the survey instrument for electronic scanning. 

c) Design, develop, host and implement an online survey process as applicable.

d) Develop and implement a program to collect and maintain family contact information in a manner to ensure reliability, validity and confidentiality. 

e) Conduct annual family satisfaction surveys and submit monthly project status reports. 

f) Perform telephone follow-up as needed to achieve the desired response rate. 

g) Submit processed and analyzed survey data in an electronic format approved by FSSA/DA on a monthly basis. 

h) Conduct final data analysis, and submit final report by April 30, 2012 and each April 30th thereafter.

i) Provide other project reports and data analysis as requested by FSSA/DA.

j) Participate in stakeholder meetings and training.

3. Conduct an annual satisfaction survey of employees of Indiana Medicaid-certified nursing facilities 
a) Development of the database requirements and systems necessary for successful completion of all project goals. 

b) Formatting and printing of the survey instrument for electronic scanning. 

c) Design, develop, host and implement an online survey process as applicable.

d) Develop and implement a program to collect and maintain employee contact information in a manner to ensure reliability, validity and confidentiality. 

e) Conduct annual employee satisfaction surveys and submit monthly project status reports. 

f) Perform telephone follow-up as needed to achieve the desired response rate. 

g) Submit processed and analyzed survey data in an electronic format approved by FSSA/DA on a monthly basis. 

h) Conduct final data analysis, and submit final report by April 30, 2012 and each April 30th thereafter.
i) Provide other project reports and data analysis as requested by FSSA/DA.
j) Participate in stakeholder meetings and training.
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