
RFP 14-059
ATTACHMENT D
Scope of Work
A. Fiscal Intermediary Services

The Contractor shall provide Fiscal Intermediary services, to eligible consumers, as defined in this Scope of Work.
B. Communications Process

The Contractor must maintain a clear, effective, and accessible communication process for participants (employers), employees, and case managers.  This process must answer questions, resolve problems, and provide information.

C. Work Plan

The Contractor shall provide a written work plan.  The work plan must show how the work will be performed in a logical sequence, in a timely manner, and with an efficient use of resources.  The work plan will, at a minimum, cover the following services:

1. The payroll process for the Consumer-Directed Attendant Care program.
2. The web portal and web-based provider directory and their specific uses for identifying service employees and attendants’ electronic timesheets.
3. Technical support, ongoing operational needs, and customer support to consumers and employees.

4. Updating enrollment packages.
5. Updating employment packages.

6. Updating the Fiscal Intermediary brochure.

7. Updating the provider payment schedule.

8. Updating FSSA enrollment policies only after consultation with, and approval of, the DA.  The State reserves the right to make updates in the reasonable exercise of its administrative direction.  Updates may include, but are not limited to, changes to the attendant self-directed care program due to budgetary, federal, or state mandates.  Enrollment policies must be written and submitted to the FSSA, both electronically and in hard-copy format.  All updates must also be in both electronic and hard copy format.  The Contractor will enforce FSSA’s enrollment policies, specific to the attendant self-directed care program.  The DA must approve all policy documents before the Contractor releases them to users.
9. Contractor is required to provide training sessions to consumers and their representatives via telephone. In each consumer-directed training session, the Contractor will:
a. Provide written information and web access to manuals on attendant self-directed care to each consumer, or their representative, during the training session.  This material must be available in alternative formats.  All written material must be approved by the DA prior to use.
b. Inform the consumer about the role of the Fiscal Intermediary.

c. Complete essential paperwork to obtain an Employer Identification Number (EIN) for the employer of record.  The Contractor must provide names and telephone numbers of contact persons for the consumer to call if questions arise.  This work requires the Contractor to:
1) Enter consumer demographic data into payroll system.

2) Pre-populate the employer package with data and distribute the package.

3) Process the employer package, provide instructions, and provide both any and all assistance required for employers to complete the forms.
4) Review the consumer packet for completeness and coordinate with employer for resolution of issues.

Forms include, but are not restricted to:

a) IRS Form SS-4.  Application for Employer Identification Number.
b) IRS Form 2678.  Employer Appointment of Agent.
c) IRS Form 2848.  Power of Attorney & Declaration of Representative.
d) IRS Form 8821.  Tax Information Authorization.
e) IN DOL Form 52227.  Power of Attorney.
f) IN FSSA Form.  Employer Statement of Responsibility.
d. Make sure each employer packet is correct and complete; if it is not, work with the employer until all problems are corrected.
e. Data from consumer packets must be entered completely and accurately into the Contractor’s system within Three (3) business days after receipt.

11. Provide enrollment support for employees.  The Contractor will:
a. Enter provider demographic data into payroll system.
b. Distribute employee application packet.
c. Provide instructions for completion of the following forms:

1) Employee Data form.
2) USCIS Form I-9.  US Citizenship and Immigration Services Employment Eligibility Verification.
3) IRS W-4 Form.  Employee’s Withholding Allowance Certificate.
4) IN Form WH-4.  Employee’s Withholding Exemption and County Status Certificate.
d. Process employment agreement.
e. Make sure each enrollment packet is correct and complete; if not, work with the employee and employer until all problems are corrected.
f. Data from provider packets must be entered completely and accurately into the Contractor’s system within Three (3) business days after receipt.
12. Process Consumer Enrollment.

a. Note whether the consumer is the employer or whether the consumer uses a representative.  Establish the correct Employer of Record (EoR) for consumer.
b. Show authority to serve as employer-appointed agent.
c. Process IRS forms to obtain limited Power of Attorney.
d. Process Tax Information Authorization form.
e. Process related state forms for tax processing.
f. Establish electronic tax filing employer accounts.
g. Verify the employee does not have any of these relationships with the consumer:
1) Spouse;
2) Parent, if the consumer is a minor child;
3) Legal guardian of the consumer;
4) Individuals who are serving as the consumer’s representative in the capacity of attorney-in-fact (POA) or health care representative (HCR); or
5) The person directing the care of the consumer.

h. Establish Consumer or Employer of Record (EOR) files for each consumer in Financial Operations Center.
i. Provide bilingual, TTY, or Telecommunications Relay Service (TRS) Customer Service assistance as needed.
j. Follow up with the IRS and consumer or provider as necessary to resolve issues.
13. Process Provider Enrollment.
a. Process USCIS Employment Eligibility Verification.
b. Process Employee Withholding Allowance Certificate (Federal and State).
c. Process Earned Income Credit Advance Payment Certificate, if applicable.
d. Process documentation for Electronic Funds Transfer (EFT).
e. Process criminal background check and notify the DA if the record shows any arrests or convictions.
f. Verify provider SSN and EIN numbers.
g. Establish provider files in Financial Operations Center.
h. Provide bilingual, TTY, or TRS customer service assistance as required.
i. Follow-up with the IRS, Indiana Department of Revenue, or other regulatory federal and state agencies and consumer and provider as necessary to resolve issues.
j. Distribute provider payment schedule.
14. OIG List of Excluded Individuals/Entities.

For each new Employee hired by the Consumer, and on a monthly basis for all Employees who worked during the month, the Contractor will verify if any Attendant is on the Office of Inspector General (OIG) List of Excluded Individuals/Entities (LEIE). The OIG exclusion list is located at: http://oig.hhs.gov/fraud/exclusions/exclusions_list.asp.

Section 1903(i)(2) of the Social Security Act prohibits the federal government from making payments to States for any amount expended for services provided by an entity or individual who is excluded from participation in Medicare, Medicaid, or any other Federal health care program.

15. Policy Updates.
All procedures/policy changes and updates must be approved by the DA, including those updated policies and procedures initiated at the Contractor’s request.
16. Website.
The Contractor will maintain a provider website directory that will include employees’ names, city, and county of residence.  Any interested potential Employer (the Consumer) may then contact their local Area Agency on Aging (AAA) for additional information. The website must be updated monthly and maintained throughout the length of the contract.
The Contractor will present a web portal to IN FSSA DAA, for approval, no later than Thirty (30) days after the Attorney General of Indiana has approved the Contract.  The Contractor will launch the web portal, which includes the employee directory and enables employees to submit their timesheet electronically, within Fifteen (15) days following receipt of IN FSSA DA approval.  The Contractor will provide FSSA with feedback and recommendations on FSSA’s marketing and implementation plan for the web-based timesheet tool prior to activating the web portal.
The website must be operational Twenty-Four (24) hours a day, seven days a week, excluding the normal scheduled maintenance window.  The Website is allowed an unscheduled downtime of no more than Five percent (5%) of a Twenty-Four 24-hour day in any given month.  Downtime means that participants, participants’ employees, or employees of the DA cannot perform an essential function on the website.
17. Quarterly Duties.
a. Report quarterly in writing to the Division of Aging the names of all customer service specialists dedicated to the self-directed care program; each report must show the name of the specialist, date of hire, and date of separation from employment.

b. A Complaint Report must be submitted to the DA on a quarterly basis.  The Contractor must resolve One Hundred percent (100%) of all complaints within Ten (10) business days of Complaint Report submission.

18. Monthly Duties.
a. Receive and process payment authorization.
b. Process biweekly payroll (Check and EFTs).
c. Re-issue lost checks and lost W-2s as directed by the DA.  The Contractor has the right to charge administrative fees to employees for the replacement of lost checks and W-2s.
d. Provide remittance statements.
e. Withhold federal and state taxes for employers and employees.
f. Withhold unemployment taxes Federal Unemployment Tax Act and State Unemployment Tax Act (FUTA, SUTA) and remit to the agencies as required by law.
g. Process garnishments.
h. Process Earned Income Credit.
i. Process tax deposit for each employer of record in compliance with IRS filing requirements.
j. Process wage reporting information to state unemployment division.
k. Calculate and process eligible FICA and FUTA individual refunds.
l. Generate and distribute year-end information returns including W-2s, W-3s to appropriate tax agencies and Social Security Administration.
m. Process requests to change, add or update EFT application.  Ensure compliance with current federal, state and local statutory benefits and labor laws.
n. Provide monthly family-friendly and FSSA reports.
o. Record retention for Three (3) years after the termination of this contract and as provided for in this contract.
p. Provide bilingual, TTY, or TRS Customer Service assistance as required.
q. Participate in biweekly management meetings with DA personnel, and in additional meetings as requested by the DA.
r. Follow-up with IRS, consumers, and employees as necessary to resolve issues.
s. Submit new hire report.
Acceptable Performance:  The Contractor shall provide a complete work plan, meeting the listed requirements of this Contract, no later than thirty (30) days after the Attorney General of Indiana has approved the Contract.  All services must be provided as set forth in the approved work plan.
19. Meetings:
a. Regular meetings with DA staff shall be held at least monthly, or upon request by DA staff.  Meetings may be held by phone. 

20. The following reports shall be prepared at least monthly, or upon request by DA staff:
a. Meeting agenda.
b. The Contractor shall provide reports of participants’ employees who have not billed in two billing cycles.  The DA will work with the case manager to have participants removed from the self-directed attendant care program due to inactivity.  The DA will cancel the Notice of Action for participants removed from the program and will provide the Contractor with a copy of the cancellation notice. 
c. The Contractor will no longer charge a Per Member/Per Month (PMPM) fee for these consumers.  The DA will issue to the Contractor Notices of Action (NOA) for additional participants who will be added to the program.  The total active participants must not exceed the current program cap of 375.
d. The Contractor will prepare a report that clearly identifies the number of participants enrolled in the self-directed care program.  The report will include the following:

e. A report of Current Active Participants.  This report will list participants meeting these criteria:
1. The participant has an active Notice of Action in the Contractor’s system.
2. The participant has completed employment paperwork.
3. The participant has at least one employee who has completed his or her employee paperwork.
f. A report of Active Missing Paperwork.  This report will list the individuals meeting these criteria:
1. The participant has an active NOA in the Contractor’s system;
2. The participant is missing some paperwork, e.g., employer, employee, other.
3. Date paperwork was requested.
g. A report of Interested Consumers:
1.    Consumer’s name;
2.    Case manager’s name; and
3.    Date case manager authorized consumer’s eligibility.
h.   A listing of any fraud, abuse, or neglect issues involving waiver participants including dates Contractor was notified and dates of any notifications to DA, case manager, and/or Adult Protective Services.

i. Contractor shall monitor enrollment of new consumers so as not to exceed the program cap of 375 participants.  Should that cap be reached, Contractor shall maintain a wait list of interest consumers.

j. Maintain a registry of eligible employees available through the Contractor’s website.
Performance Indicator: 

Manage a toll-free telephone number to answer questions or discuss problems related to the Fiscal Intermediary activities of the Contractor.
The Contractor will manage a toll-free telephone number to answer questions or discuss problems related to the Fiscal Intermediary activities of the Contractor.  When the office is closed, callers must be able to leave a voice message.  Calls left on the voice message system must be answered within One (1) business day from date message left.  Hours of operation shall be from 9:00 a.m. to 5:00 p.m. local time, Monday through Friday, with Federal holidays observed.  Contractor will provide monthly statistics to the DA concerning the number of calls received, answered, problem resolutions, etc.
Performance Indicator:

Register consumer complaints.
The Contractor will operate a system to register participant complaints and must maintain a complaint register.  The Contractor must develop a corrective action plan that resolves participant complaint issues within Ten (10) business days of the complaint.  If the complaint cannot be resolved or is recurring, the DA must be notified.  A Complaint Report must be submitted to the DA on a monthly basis.  The Contractor must resolve One Hundred percent (100%) of all complaints within Ten (10) business days.

Performance Indicator:
Provide material in alternative formats, if requested.  Alternative formats include material in large print, on disc, in Braille, translators, and interpreters.

The Contractor must grant One Hundred percent (100%) of all requests for creating print in alternative formats, unless such formats are not consistent with Federal and state tax agency requirements.

Performance Indicator:

Establish and maintain a TTY line.  The number must be listed on letterhead, brochures, and any other public material.
The Contractor must maintain the TTY line without interruption.
Performance Indicator:

Provide information within Five (5) business days when requested by the consumer or the consumer’s representative, if the consumer has been authorized for waiver services.  The information may include, but is not limited to the following:
a. Expenditures made to date and remaining authorizations;
b. Tax withholdings; and
c. Guidance in completing and submitting timesheets on schedule.
Performance Indicator:

Track project and consumer information.  Create an individual case file for each consumer to maintain budget information for consumer-directed services.
Develop a file on each individual consumer.  The budget for consumer-directed services and tax documentation must be maintained in a hard file.  Information requested by the DA must be submitted by telephone, electronically or by fax within Five (5) business days of receipt of request.

Performance Indicator:

Provide DA reports in a timely manner as required.

Provide a Summary Activity Report each month no later than Ten (10) business days after month-end either electronically, by fax, or by mail to the DA.  Include the enrollment packages sent out, the number of new enrollees, the number of active consumers, the number of participants disenrolled, employees paid, expenditures to date, and remaining authorizations to process.  Monthly reports may be modified as requested by Contractor but only with approval from the DA, which may request modifications to reports at any time.
Performance Indicator:

Initiate Appropriate Action in case of Suspected Fraud, Neglect or Abuse.
The Contractor will promptly notify the DA and appropriate Indiana state agencies of any suspected incidents of fraud, neglect, or abuse that are reported to the Contractor.  For the purposes of this paragraph, “fraud” includes substandard care as well as theft, deceitful billing practices, misrepresentation, forgery, and any other illegal act that causes a financial loss to the program.  The Contractor will provide DA staff with a full account of each reported incident and will identify any related billing issues attributable to the reported incident.  Should the reported incident allege misconduct by either a provider or consumer, the Contractor shall, as directed by FSSA, suspend further payment authorization for the particular account pending completion of an investigation by appropriate state agencies and receipt of further written instructions from FSSA.  If the Contractor properly notifies the DA and other appropriate state agencies of a reported incident of fraud, neglect or abuse that causes a financial loss to the program, FSSA will not request reimbursement of the loss, in whole or in part, from the Contractor, unless FFSA reasonably concludes that the Contractor has committed the incident of fraud, neglect or abuse.

Performance Indicator:

The Fiscal Intermediary will make payments to employees who submit properly completed timesheets, on time and within proper consumer authorizations.  The Contractor must perform this work with a One-Hundred percent (100%) accuracy.
a. Provide biweekly payroll and complete electronic funds transfer or mail checks.

b. Provide the DA with a biweekly “Pend” report to identify all issues that require resolution.

c. Make weekly off-cycle payments to attendants when “pend” issues are resolved.

d. The Contractor must maintain cash flow sufficient to pay all payrolls in accordance with the biweekly schedule for all properly completed and duly authorized requests from the participant.
Performance Indicator:
The self-directed care program’s enrollment is limited to 375 actively authorized participants.  “Actively authorized participants” means that the participant has a current Notice of Action and is receiving services.
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