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Attachment H: Contractor Performance Standards

Five percent (5%) of Contractor’s invoice shall be withheld each month pending verification of performance. With each month’s invoice, Contractor shall include documentation of performance in the prior month with respect to the performance standards listed below (for instance, the invoice for March 2015 will include performance documentation for the prior month i.e. February 2014). If Contractor demonstrates that performance standards have been met for the prior month, the withheld funds will be released for payment (in the above example, the payment for March 2014 will include 95% of the March 2014 invoice amount and the 5% of the February 2014 invoice that was withheld). If the documentation indicates that one or more standards were not met, the State shall continue to retain the withheld funds until Contractor demonstrates two consecutive months of meeting the standards.
1. DDRS SPECIFIC REQUIREMENTS AND ASSOCIATED PERFORMANCE STANDARDS

A. Receive, Track, and Trend Complaint Information:
1. Percent of times complaints are logged and shared according to DDRS’s triage system.
2. Percent of times complaints are logged and shared according to the timeframes in DDRS’s triage system.
3. Percent of times requested reports meet each Bureau’s identified specifications.

YR1 Standard:  The Contractor shall meet performance measure at least 90% of the time.
YR2 Standard:  The Contractor shall meet performance measure at least 95% of the time.

B. Investigate Complaints Received on Services Delivered Through the HCBS Waiver Programs
a) Percent of times findings report/request for corrective action letter is sent to provider within the BQIS identified timeframes.
b) Percent of times letter communicating CAP accepted/not accepted was sent within the BQIS identified timeframes.
c) Percent of times investigation summaries were sent within the BQIS identified timeframes.
d) Percent of times CAPs were validated within the BQIS identified timeframes. 

YR1 Standard:  The Contractor shall meet performance measure at least 90% of the time.
YR2 Standard:  The Contractor shall meet performance measure at least 95% of the time.

C. Conduct National Core Indicators Consumer Satisfaction Surveys:
a. Percent of times the Contractor routinely selected the random samples and distributed to surveyors with sufficient time to assure that all selected individuals received interviews.
b. Percent of times the Contractor shall follow NCI’s management protocols for timely entering interview data into NCI’s database.
c. Percent of times the Contractor produced requested reports within agreed upon timeframes.

YR1 Standard:  The Contractor shall meet performance measure 100% of the time.
YR2 Standard:  The Contractor shall meet performance measure 100% of the time.

D. Conduct Provider Compliance Reviews:
a) Percent of times the Contractor has sent provider compliance review reports to providers within 14 business days following the date that the review was conducted.
b) Percent of times the Contractor has validated provider compliance reviews within BQIS identified time frames.

YR1 Standard:  The Contractor shall meet performance measure 100% of the time.
YR2 Standard:  The Contractor shall meet performance measure 100% of the time.

E. Conduct Mortality Reviews: 
a) Percent of times the Contractor reviewed all death related incident reports within 12 business hours of being notified of the death.
b) Percent of times the Contractor categorized all deaths according to the BOIS approved criteria for identifying deaths that require further analysis.
c) Percent of times all cases the Contractor identified as needing further analysis were reviewed at the monthly MRC meetings.
d) Percent of times the Contractor documented each death reviewed by the MRC and shared with the BQIS Director by the third Tuesday of each month.

YR1 Standard:  The Contractor shall meet performance measure at least 93% of the time.
YR2 Standard:  The Contractor shall meet performance measure at least 95% of the time.

F. Assist BQIS to Administer DDRS’s Incident Reporting System:
a) Percent of times Incident Report Management staff processed initial incident reports within 24 business hours of receipt.
b) Percent of times Incident Report Management staff processed follow-up incident reports and send notification to the appropriate entity (case manager/provider) within 3 business days.

YR1 Standard:  The Contractor shall meet performance measure 100% of the time.
YR2 Standard:  The Contractor shall meet performance measure 100% of the time.


2. DA SPECIFIC REQUIREMENTS AND ASSOCIATED PERFORMANCE STANDARDS:
A. Reports:

· Waiver-specific  Quarterly Review Reports will be delivered to the Division of Aging not more than twenty (20) business days following the end of the quarter and will include all of the components listed in the Scope of Work.
· MFP data and Reports - On or before the 20th of each month the survey data files for all completed  surveys for the previous month will be e-mailed to Juman.Bruce@fssa.in.gov
· The quarterly cumulative MFP QoL Report will be delivered to Juman.Bruce@fssa.in.gov not more than twenty (20) business days following the end of the quarter
· 
B. MFP Participant assignments.  The selected contractor will assign all qualified participants within 72 business hours of receipt of the weekly report from the MFP contractor.

C.   Meetings. The contractor will schedule and attend meetings at least monthly with DA Quality Assurance Unit staff
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