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[bookmark: _Toc317584514]ATTACHMENT F:	CRO ONLY TECHNICAL PROPOSAL
Respondents must structure and submit technical proposals in accordance with this attachment.
Technical proposals must have a table of contents, be continuously paginated, and be separated into the following four (4) sections:
1.	General Contract Requirements
2. 	Detailed Contract Requirements
3.	Project Schedule
4.	Other attachments 
Every point listed below must be addressed in the order given in this attachment. 
Where appropriate, documentation supporting the Technical Response(s) may be included in Section 4, “Other,” with appropriate cross-references. However, when using cross-references, the body of the technical proposal must contain a meaningful summary of referenced material. While material in Section 4 may clarify the response in Sections 2 and 3, Respondents should note that only the response in Sections 2 and 3 will be used for evaluation purposes. Multiple references or multiple documents must be organized for ease of use by the State.
The combined page count for Sections 1 and 2 must not exceed 175 pages; pages beyond 175 in Sections 1 and 2 will not be reviewed.  
Respondents are cautioned against simply repeating the RFP language within the response as evidence of understanding or capability.  Respondents are encouraged to demonstrate a depth of understanding of each item discussed. While the “what” and “how” of each component is important, the “why” and “with what result” (actual or projected) should demonstrate and substantiate the Respondent’s expertise in each area. The value added by the Respondent’s solution for each phase, or segment thereof, should be clearly highlighted for each item addressed.
	1.0	General Contract Requirements
1.0.1	Describe your company’s software development and project management experience. 
1.0.2	Describe your company’s experience with federal grant programs and the CCDBG in particular.
1.0.3	Describe your company’s experience in developing and operating a CCDF time and attendance tracking and CRO system. 
1.0.4	Does your company have any perceived or potential conflicts of interests? If so, please include a detailed mitigation plan.
	1.1	Office Location – The Respondent must indicate the proposed location for the Respondent’s Indianapolis office(s).
	1.2	Site Security – The Respondent must describe the physical site security plan.
	1.3	Technology Requirements
1.3.1	Describe your proposed method of interface between your system and the necessary State systems. Include any changes that will be required to the existing state system(s). 
1.3.2	Describe in detail how your company will protect the security of all aspects of the system including, the remote devices, website and the database. Please include details on how access to the system will be controlled and monitored and what steps will be taken to ensure confidentiality requirements are followed.
1.3.3	Describe your plan for data conversion between your system and the existing vendor.
1.3.4	Describe your proposed business continuation and disaster recovery plan.
	1.4	Business Requirements
1.4.1	Describe your company’s quality assurance plan that includes quality assurance controls to ensure compliance with all requirements of this RFP and resulting contract. The plan for QA must include monitoring, documentation and communications protocol.
1.4.2	Please describe your company’s customer service plan including how you meet the needs of culturally diverse customers and your complaint tracking, reporting and  resolution process.
	1.5	Data Retention and Integrity
1.5.1	Describe in detail your company’s data retention policies and procedures, including schedules.
1.5.2	Please describe your system’s schedule and process for complete database back-up.
	1.6	Complaint Tracking and Reporting – Provide a sample of your proposed complaint tracking system and process.
	2.0	Detailed Contract Requirements
	2.1	Time and Attendance tracking system
2.1.1	Please describe in detail your company’s proposed time and attendance data gathering and tracking system.
2.1.2	How does the system handle parent initiated time adjustments, including back swipes, voids, corrections, personal days, and discrepancies? What mechanisms are in place to assure these adjustments are accurate? What options exist for parents to initiate changes, for example are changes initiated on the remote device, the website or both? What safeguards are in place to prevent fraudulent activities?
2.1.3	How does your system process provider initiated adjustments including corrections, holidays, and payment discrepancies? What methods are available to providers to initiate these types of changes? What mechanisms are in place in ensuring the adjustments are accurate? What safeguards are in place to prevent fraudulent activities?
2.1.4	How does the system process State initiated adjustments? What types of adjustments are available for State users? How are these adjustments tracked and applied to child’s attendance and/or the provider payment?
2.1.5	Please described your proposed method of card distribution and PIN number assignment. Include your proposal for transitioning from the swipe cards currently in use to the new swipe cards, if this will be necessary.
2.1.6	Please describe your proposed ongoing training plan for users of the system. 
2.1.7	Please describe the process that will be used by the State when requesting additional data as needed: for example in response to a subpoena and the average turnaround time for these requests.
2.1.8	Describe in detail the quality assurance measures that are in place within the system to ensure that the time and attendance data gathered is accurate.
2.2	Equipment and Supplies
2.2.1	What hardware will be required by the provider for capturing time and attendance?
2.2.2	How is the hardware used by the parent and provider? 
2.2.3	What is the average time required to enter a check in or checkout through the remote device?
2.2.4	What is the recommended ratio of assigned children to equipment based on device response time and known peak activity? 
2.2.5	What is the average life span of the equipment before it will need to be replaced?
2.2.6	How is the equipment activated/deactivated?
2.2.7	How does this equipment communicate with the main database?
2.2.8	How often does data exchange occur between the main database and the equipment?
2.2.9	Please describe how the hardware will meet the minimum functionality required and any additional available functionality.
2.2.10	How does this equipment help to prevent CCDF fraud?
2.2.11	How does the equipment work to ensure that only authorized users are entering in attendance data?
2.2.12	How does the equipment handle times when internet connectivity is unavailable?
2.2.13	What is the backup plan for gathering time and attendance when equipment is not available/not functioning? 	
2.2.14	What are the advantages/disadvantages of this equipment that have not been addressed yet? 
2.2.15	How will the equipment be updated as new technologies become available?
2.2.16	Describe your proposed plan for equipment delivery and installation during project implementation.
2.2.17	Describe your proposed plan for equipment delivery and installation during the operational phase.
2.2.18	Describe your proposed equipment recovery plan.
2.2.19	Describe your proposed process for enrolling providers into your system during project implementation and throughout the operations phase.
2.2.20	How will your company ensure that providers are enrolled in a timely fashion during implementation and throughout the operations phase? 
2.2.21	What processes will your company use to ensure that complete, current and updated provider enrollment forms are collected, reviewed and maintained for active providers?
2.2.22	Describe your proposed plan for training the necessary stakeholders on use of the equipment during project implementation.
2.2.23	Please describe your proposed ongoing training plan for the users of the remote devices.
2.2.24	Describe your proposed work order request process for malfunctioning hardware.
2.2.25	Does the proposed equipment require any supplies on an on-going basis? If so, what is the estimated cost for these supplies? How will providers obtain these supplies and what is your plan for reimbursing providers for the cost of supplies if necessary?
2.2.26	Describe the method that will be used to ensure a timely response to State requested mass adjustments. 
2.2.27	Describe in detail the quality assurance procedures that will be in place to make sure that the equipment is delivered, installed, repaired and functioning as required in this RFP and resulting contract.
2.3	Provider/CCDF Client Web Portal
2.3.1	Describe how the website(s) will communicate with the main database, including the frequency of information exchange.
2.3.2	Describe the compatibility of the website(s) with a variety of platforms.
2.3.3	What mechanisms are in place to ensure website security and the security and confidentiality of information contained on the site?
2.3.4	Describe how users of the website will log in. Please describe if the user name/passwords for the website are the same or different from the sign in information used for the remote devices.
2.3.5	Describe in detail how the website will meet the required minimum functionality contained within this RFP as well as any additional functionality that will be available.  Provide screen shots that illustrate the functionality as appropriate. 
2.3.6	Describe the process for provider initiated payment adjustments, including any approvals and/or authorizations if needed.
2.3.7	Describe the process for parent initiated time adjustments, including approvals and /or authorizations if needed.
2.3.8	Describe any functionality available through the website that will reduce the possibility of fraudulent time/attendance claims.
2.3.9	How will authorized State users gain access to the portal?
2.4	Provider/CCDF Client Web Portal
2.4.1	Describe in detail the steps State users will use to gain access to the system.
2.4.2	Describe in detail how the State Administrative Access system will meet the minimum required functionality, including any additional functionality that will be available to State users.  Include screen shots that illustrate the functionality of the system as appropriate.
2.4.3	Describe the security measures that will be in place to ensure the security and confidentiality of the information contained within the system.
2.4.4	Provide sample reports that are representative of the types of reports that State users can obtain and print from the system.
2.4.5	Describe the process that State users will use to generate individual and broadcast messages.
2.5	Data Change Request Control Process – Please include a draft of your company’s data change request control procedures. Include all necessary definitions.
2.6	System Availability – Please indicate the historical up time of your system.
2.7	User-friendliness – Describe the steps you will take to ensure that your system is user friendly and meets the requirements of section 6.7 in the Scope of Work, Attachment I.  
2.8 	Help Desk
2.8.1	Please submit a proposed Help Desk plan that includes at a minimum the following:
· Proposed physical location of call center;
· Proposed hours/days of Help Desk availability;  
· Details on other responsibilities the call center may have. For example, does the call center handle calls about different systems or from different states;
· If the call center is responsible for other functions, please describe your plan for ensuring that calls about the Indiana CCDF system are handled by employees exclusive to the Indiana CCDF voucher system;
· Methodology of call logging, prioritization, routing, tracking, reporting, resolution, and closing;
· Detailed use of IVR/AVR technology;
· Escalation procedures for unresolved problems including when calls are forwarded to the State for resolution; 
· Quality assurance procedures;
· Help Desk employee training plan;
· Help Desk performance tracking and reporting;	
· Proposed answer rate including the number of rings before a call is answered and the number of calls that can be received at one time before a busy signal is received by the caller; 
· Proposed procedures for handling increased call volume to ensure minimum help desk requirements are met at all times;
· Proposed method for returning voice mail messages, including response time; and
· Plan for backup operations in the event of the disruption of the primary call center. 
2.8.2	How will the security and confidentiality of the information accessible by the help desk personnel and shared with callers be maintained?
2.8.3	Please include a sample call log with your Help Desk plan.
2.9 	Provider Payments
2.9.1	How will the captured attendance data be used by your system to accurately calculate payment owed to providers? Include a draft of all procedures, including the documentation method, of how your system will process all aspects of the financial management system including:  
· How your system will use payment period attendance data to calculate provider payments; 
· How your system will process attendance check ins that do not have a corresponding check out, including reporting and tracking; 
· How your system tracks, reports and calculates payments associated with holidays, personal days, parallel and overnight vouchers:
· How your system will process time adjustments that are made after the current pay period, including reporting and tracking; 
· How your system will process payment adjustments that are requested after the current pay period; 
· How your system will process, track and report on State requested adjustments including levies, garnishments, or repayments owed;
· How will your system process, track and report on State requested mass adjustments in a timely way;
· Your company’s complete process for making direct deposit payment to providers, including documenting and reporting; 
· Your company’s process for handling rejected direct deposits; and
· Your company’s quality assurance process for assuring accurate and timely payment to providers.
2.9.2	Describe the flexibility of your system to meet the needs of the State, including changing business rules, policy changes and reimbursement rate adjustments. Please include any charges associated and the expected timeframe needed to implement these types of changes.
2.9.3	Describe the reporting available to the State around provider payment and financial management. 
2.9.4	How will you company process, report on and deliver IRS tax form 1099 to providers? What measures are in place to ensure that these reports are accurate? 
2.9.5	Please describe in detail your company’s backup plan for payment calculation and payment to providers in the event of failure of the primary system, including alternate invoicing methods, payment calculation, printing and distribution of paper checks.  
2.10 	Reporting
2.10.1	Please describe how the required reports will be generated by your system. Include the proposed frequency and delivery method.
2.10.2	Describe the reporting package, beyond the required reports listed in the scope of work, included in the price of this proposal.
2.10.3	Please describe your companies ad hoc reporting procedures including average response times and costs if applicable.
2.10.4	Does your system allow for users to create their own individualized reports? If so, please describe the type of report building software is used, what types of users are able to build reports,  what types of reports can be created, and what limitations exist for user created reports.
2.10.5	Please include a sample report schedule.
2.11 	Staffing
2.11.1	Provide a draft implementation staffing plan.  Include resumes for key staff members, including but not limited to Project Manager, Technical Manager, and Help Desk Manager; Operations Manager. 
2.11.2	 Please include a draft staffing plan for post-implementation, including resumes for key staff members.
2.11.3	Please include the following information for both implementation and post implementation staffing plans:
· Job titles, qualifications, and descriptions:
· Proposed lines of authority; 
· Details on how the management team will be involved in the administration of services; 
· Subcontractor staff and responsibilities, if necessary:
· Internal coordination and communications procedures, including subcontractor staff, if necessary; 
· Staff performance evaluations and progressive discipline policies:
· Plan for replacement of staff as necessary: and
· Organizational chart that shows reporting structure and job responsibilities.
2.11.4	Describe how the management structure will ensure adequate oversight and provide executive directions for the project manager.
2.11.5	Describe the process that your company will use to provide and maintain the appropriate number and mix of personnel to successfully implement all requirements of this RFP.
[bookmark: _GoBack]2.12 	Additional Requirements – How will your company keep the State informed of new technologies and techniques that could improve service delivery?
3.0 	Project Schedule – Provide a draft Project Work Plan, include key deliverables and an estimated timeline. Be sure to include all key deliverables and activities listed in the Scope of Work, Attachment I Section 7.0.
3.1 	Project Initiation
3.1.1	What is your company’s proposed Communication Plan to be used throughout the life of the project?  The Communication Plan must address all of the RFP requirements.
3.1.2	Provide a draft of your company’s Change Management Plan. Be sure to address all requirements included in the Scope of Work Section 7.1.
3.1.3	Describe in detail your proposed Change Control Process.
3.1.4	What is the number of system change hours included in the cost of this proposal?
3.1.5	Describe your proposed Configuration Control Plan. Address all of the requirements contained in the Scope of Work Section 7.1.
3.2 	Design Phase
3.2.1	Describe your methodology for requirements definition meetings and Joint Application Design (JAD) sessions. Include tools and methodologies used to facilitate the requirements definition and schedule development for the entire project.
3.2.2	Provide documentation of the tools and methodology that will be used throughout the design phase including representative samples of the following documentation: System Requirements Specification Document, Functional System Design Document, and Detailed System Design Document. Be sure to address all of the Scope of Work requirements, Section 7.2
3.2.3	Please include any other relevant project design efforts or information.
3.2.4	Provide a draft data conversion plan for this project that details how your company will meet the requirements for data conversion of this RFP.
3.2.5	Provide a draft transition plan including all steps and procedures necessary to ensure a smooth transition between the current system to your system.
3.3 	Development Phase
3.3.1	Describe your proposed System Test Plan. Include all of the testing requirements found in the scope of work section 7.2.  Provide a representative sample of relevant testing documentation that will be used throughout the project.
3.3.2	Describe the process that will be used for System Acceptance Testing, including test preparation, script development and collaborations necessary. 
3.3.3	Describe in detail your testing evaluation procedure, including how testing results will be shared with the State. 
3.3.4	Fully describe how your company will conduct and measure the success of the Functional Demonstration. 
3.3.5	Describe your approach to training for all relevant stakeholders, including the development of training material and on-going, post transition training. A proposed schedule and any capacity constraints should be included.  Requirements related to space and technology supports should be clearly defined.  
3.3.6	Include any other relevant project development effort or information.
3.4 	Transition-In Phase
3.4.1	Provide a description of any prior experience with transitioning CCDF time and attendance and/or CRO experience. Include experience with provider and client conversions, database conversions, and account reconcilement. 
3.4.2	Describe how cards will be generated including any necessary resign, and reissued. How will clients be kept informed of the system transition? Describe the process for keeping old cards activated until the transition is complete.
3.4.3	Provide a sample transition-in plan that includes all of the required elements found in the scope of work, section 7.4, and details on equipment delivery and installation, provider and client communications, and enrollment of providers into the new system.
3.4.4	Include any other relevant project transition efforts or information.
3.5 	Operations Phase
3.5.1	Describe how the time and attendance/CRO system will be maintained and monitored during on-going operations. Maintenance, scheduled downtime, and enhancements must be described.  
3.5.2	Describe your company’s responsibilities, procedures, and capacities relative to Business Continuity and Disaster Recovery, as defined in the Scope of Work Section 7.5. Describe the periodic testing of all back-up and recovery systems.
3.5.3	Describe how your company will ensure accurate and timely provider payment in the event of an emergency.
3.6 	Operations Phase
3.6.1	Describe the process and procedures that will be utilized by your company during the End of Contract phase to ensure that all requirements contained in the scope of work section 7.6 are met.
3.6.2	Describe any past experiences your company has had with end of contract transitions with other CCDF time and attendance/CRO contracts.
3.6.3	Include any other relevant transition out effort or information.

4.0  Other 
4.1	This Section may be used by the Respondent to include supporting documentation for any of the responses in Sections 1, 2 and 3 of the Technical Proposal.
4.2	Items in this section must be separated using alpha tabs (i.e. “A”, “B”, etc.) and be clearly cross referenced to the Technical Response.
4.3	Tab “A” of this section must contain the Project Work Plan, as required by paragraph 3.0 above.
4.4	Tab “B” of this section must contain the resumes of the Project Manager and other key personnel, as required by paragraph 2.11.1 above.
                           4.5     Tab “C” of this section must contain the Administrative Access screen-shots, per paragraph 2.4.2 above.
4.6     The remaining tabs may be used at Respondent’s option for materials supporting   its technical discussions.
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