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1.0 [bookmark: _Toc458602124]Introduction

Overview
The State of Indiana and its Family and Social Services Administration (“FSSA”) hold its vendors accountable for the goods and services the State procures with tax payer dollars.  In support of this mission, Indiana has engaged an Operational Verification and Validation (“OV&V”) vendor to measure, monitor and validate the performance of many of FSSA’s key Vendors.  Currently, the same vendor has two contracts to perform OV&V services: one contract with the Division of Family Resources (“DFR”) and one with the Office of Medicaid Policy and Planning (“OMPP.”)  

This Scope of Work is an Attachment to an RFP which seeks to procure the services of one or more Contractors to continue the robust OV&V program serving the State and these two divisions.  

This RFP will result in two contracts: one with DFR and one with OMPP.  Both Contracts may be awarded to the same Contractor (as is the case today) or they may be awarded to different Contractors.  Thus, a Respondent’s proposal to serve DFR will be evaluated separately from its proposal to serve OMPP.

Each Contract will have its own scope of work.  The DFR Contract will contain the DFR-specific elements listed below (Section 4.0), the OMPP Contract will contain the OMPP-specific elements below (Section 5.0).  All other sections will be in both Contracts’ Scope of Work section.


Using this Statement of Work to Prepare a Technical Proposal.

This Statement of Work (SoW) should be referenced by a Respondent in its preparation of its technical proposal.  Also, a Respondent’s Technical Proposal should be prepared in consultation with Attachment G Technical Proposal Instructions.  The technical proposal is where a Respondent articulates its proposed solution, including any technology and services it proposes to provide to the State.  


2.0 [bookmark: _Toc458602125]Definitions

CMS shall mean the Centers for Medicare and Medicaid Services, a federal agency within the Department of Health and Human Services. 
Change Request shall mean a request, submitted by the Contractor, the State, or a Vendor to FSSA, to perform services or provide goods other than those contemplated by the Contract or a Vendor’s respective contract.  The definition of Change Request does not apply to any changes Contractor or Vendor are already obligated to provide under the Contract or a Vendor’s respective contract, including without limitation changes to correct deficiencies and changes to any system or software that is considered maintenance or routine upgrades or updates.  Change Requests may be used, among other things, for: 
· System changes; and
· Special projects, training or other services required by FSSA. 

Client shall mean an individual resident of Indiana that is the recipient of the goods or services of a Program.  See also “Member.”
Contract shall mean, when capitalized, the contract or contracts, between the State and Contractor resulting from this RFP.  
Contractor shall mean the Respondent or Respondents selected as a winning vendor as a result of this RFP and any and all subcontractors to that contractor, collectively.
DFR shall mean the Division of Family Resources, a division of the FSSA.
FACTS shall mean the Family Assistance and Care through Technology Services System (FACTS) which is the internal solution that provides relevant workflow and task management capabilities. Please see IEDSS below for the State’s long-term plans for FACTS.
FNS shall mean the Food and Nutrition Service, a federal agency within USDA’s Food, Nutrition, and Consumer Services.
FSSA is defined as the Indiana Family and Social Services Administration, including its subdivisions, including but not limited to the Office of Medicaid Policy and Planning and the Division of Family Resources.
HIPAA shall mean the Health Insurance Portability and Accountability Act of 1996, the Health Information Technology for Economic Clinical Health Act (“HITECH”), and the associated privacy and security rules located in 45 CFR §§ 160 and 164.
ICES shall mean the Indiana Client Eligibility System (ICES) which is the automated eligibility system used by the Division of Family Resources in the determination of eligibility for Indiana’s public assistance programs. ICES is also the current system of record. Please see IEDSS below for the State’s long-term plans for ICES.
IEDSS shall mean the Indiana Eligibility Determination Services System (IEDSS) which is the state eligibility system currently under development that will replace the current state eligibility systems, ICES and FACTS. IEDSS encompasses the system capabilities to support individual eligibility and enrollment for Indiana’s public assistance programs.
Member is defined as an individual resident of Indiana that is the recipient of Medicaid.  See also “Client.”
OMPP shall mean the Office of Medicaid Policy and Planning, a division of the FSSA.
Program shall mean the program, project, initiative or endeavor done, managed, created or operated by a Vendor on behalf of the State, specifically with DFR or OMPP.  The Programs are outlined in Section 3 below.
Respondent shall mean the bidding entity which submits a proposal in response to this RFP.
State shall refer to the State of Indiana and its agencies.
Vendor shall mean a person or company that has a contract with the State to provide goods or services for the Programs outlined in Sections 4 and 5 below.  The Contractor shall oversee and verify the performance of the Vendors pursuant to the Contract. 
3.0 [bookmark: _Toc458602126]Overview of Current OV&V Operations
First Data Government Solutions (“Incumbent”) is the current OV&V contractor for both DFR and OMPP.  Its contracts are expiring at the end of 2016.  At a high level, the Incumbent provides the following services which the Contractor or Contractors shall continue to provide, pursuant to the Contracts, to the respective divisions:
· Verification of Vendor invoices
· Measurement of Vendor performance in relation to contractual performance metrics
· Project management over select Programs, including Change Control, risk management, testing, etc.
· Generation of periodic and ad hoc reports regarding Program performance
· Hosting and maintaining a document warehouse for State Program documents
· Providing compliance support for various Programs
· Measuring Client satisfaction
· Utilizing the Vendor quality system and tools to validate Vendor-reported performance metrics
· Supporting the development of required federal reports
For a more detailed description of the various roles and responsibilities of the Incumbent please see the contracts between the Incumbent and the State, Contract Number A129-7-99-07-RY-0493 (the DFR contract) and MD29-6-99-16—0493 (the OMPP contract), for more details.[footnoteRef:1]  A list of the periodic reports prepared by the Incumbent is attached as Attachment D1.   [1:  State Contracts and their addenda and amendments may be found online through IDOA’s Active Contracts Search Engine querying the contract number.  The search engine is available at http://www.in.gov/idoa/2448.htm and selecting “Active Contracts.”  All contract numbers provided throughout this document may be used to obtain copies of each Vendor’s executed contract.] 

4.0 [bookmark: _Toc458602127]OV&V work for DFR
DFR currently contracts with a number of Vendors to perform services related to the Eligibility Operation. The Eligibility Operation is the central resource in helping Hoosiers apply for and/or establish continuing eligibility for assistance programs, including SNAP, TANF, Medicaid, HIP 2.0, and Hoosier Healthwise.  The Eligibility Operation is conducted from FSSA-managed local offices throughout the State and vendor-operated Central and Regional Change Centers.  
The Incumbent OV&V Team, established in May of 2007, provides a range of OV&V services to DFR.  The team’s primary objectives are outlined in Section 3.0.
At a high level, the OV&V Team provides the following services to DFR as it relates to the oversight, verification and validation of Vendors and state processes:
· Performance Monitoring & Quality Assurance;
· Project Quality Management;
· Project Management Support;
· Project Operations Management Support;
· Project Deliverables Review as requested;
· Measuring Client Satisfaction;
· Maintenance and Point Release Rollout Support;
· Change Order Process Support (review as requested);
· Indiana Eligibility Custom Reports, Document Retention and Access; and
· Healthy Indiana Plan (HIP) 2.0 support. 

Moving forward, the OV&V Team will continue to establish and sustain working relationships that are positive, productive, and constructive with all Vendors and other project stakeholders.  The OV&V Team will assist the State to ensure that the project’s strategic goals are met.  The OV&V Team will verify project management disciplines are planned and performed according to best practices; validate deliverables and project results meet the goals, objectives and requirements as intended; and provide quality assurance and advice to the State sponsors and project management team.
4.1 [bookmark: _Toc458602128]Specific OV&V Duties for DFR
Specific duties of the OV&V Team include:
4.1.1 [bookmark: _Toc458602129][bookmark: _Toc269945371]Measurement and Management of Vendors
The Contractor shall validate the performance, invoices, quality, deliverables, and performance metrics of the Vendors detailed in Section 4.2 below.  
4.1.2 [bookmark: _Toc458602130]Monitor and Manage IEMP State Inbox
Formal communications, operational reports and deliverable submissions from stakeholders to the State are generally routed to the State Inbox.  OV&V monitors the State Inbox continuously (minimum of three times daily) to ensure incoming correspondence is processed in a timely manner.  Processing includes creation of tracking records as applicable and the distribution of information or documentation to involved individuals.  
4.1.3 [bookmark: _Toc269945378][bookmark: _Toc422496276][bookmark: _Toc458602131]State/Federal Communication Support

A. [bookmark: _Toc269135729][bookmark: _Toc269945379][bookmark: _Toc422496277]Implementation Advance Planning Document Update (IAPDU)
i. [bookmark: _Toc269135730][bookmark: _Toc269945380]IAPDU - Annual
The Implementation Advance Planning Update (IAPDU) is an annual requirement of FNS and CMS for any ongoing project that has been approved including the Integrated Eligibility Determination Services System (IEDSS) project to replace the Indiana Client Eligibility System (ICES).  The IAPDU reports accomplishments, expenditures, status, and any major or minor updates to the IEDSS project.  The IAPDU serves as a mechanism for State agencies to provide information regarding accomplishments and changes, as well as to obtain approval for successive phases of the project, if limited approvals have been given initially.  As directed by the State, the OV&V Team coordinates the development of the annual IAPDU, including any required financial information regarding expenditures and budgets.  The IAPDU is generally due to be submitted to FNS as well as CMS in August of every year.
ii. [bookmark: _Toc269135731][bookmark: _Toc269945381]IAPDU – As-Needed
This document is required when there are project changes that significantly affect project costs and outcomes.  OV&V coordinates the development of the IAPD-Update-As-Needed as directed by the State.  Activities for this task are generally similar to the development of IAPDU-Annual described in the above sub-section.
B. [bookmark: _Toc422496278]Planning Advance Planning Document Update (PAPDU)
Planning Advance Planning Document Updated (PAPDU) is required annually to update an approved planning project, including the Integrated Eligibility Determination Services System (IEDSS) project to replace the Indiana Client Eligibility System (ICES).  As requested, OV&V will coordinate any updates to the PAPD.

C. [bookmark: _Toc422496279][bookmark: _Toc269135732][bookmark: _Toc269945382]Response to FNS and CMS Questions and Comments on IAPDU and PAPDU
Upon review, FNS and CMS generally send a set of questions or comments to the State and require the State to respond within a specified timeframe.  OV&V coordinates the development of the response document.  Activities for this task are generally similar to the development of IAPDU-Annual described in the above sub-section with the focus on questions and comments.

4.1.4 [bookmark: _Toc269945384][bookmark: _Toc422496280][bookmark: _Toc458602132]Task Volume Tracking Support
Task volume data for both Vendors and FSSA is monitored and reported by OV&V on an on-going basis.  This data is used to identify dramatic changes in task volumes, to conduct trend analysis, to identify task volume backlog issues, and to assist DFR in resource assignment to address task volume concerns.
4.1.5 [bookmark: _Toc269945394][bookmark: _Toc422496289][bookmark: _Toc458602133]Training Review and Support
OV&V reviews training materials that are developed to incorporate changes in policy and procedures as a result of a Maintenance Release and/or policy change.  Discrepancies are brought to the attention of the DFR Management Team.  In addition, the OV&V Team monitors the Eligibility training schedule to validate that training events occur as planned, and observes/evaluates the effectiveness of live training sessions.
4.1.6 [bookmark: _Toc269945398][bookmark: _Toc422496293][bookmark: _Toc458602134]HIP (Healthy Indiana Plan) 2.0 Support
OV&V served on a large and diverse team to assist with the eligibility implementation of HIP 2.0 in January 2015 and continues to provide on-going support and assistance on request.  OV&V is involved with system design to support the implementation of additional phases of HIP 2.0 that encompass several system modifications and changes needed to support policy and procedural changes.  
4.1.7 [bookmark: _Toc269945402][bookmark: _Toc422496296][bookmark: _Toc458602135]Conduct Deliverable and Work Product Reviews
The OV&V Team formally reviews deliverables and other work products produced by the Vendors.  The OV&V Team works with the State and the Vendors throughout the entire deliverable and work product development, review, comment, and approval process.  The OV&V Team assists the State in defining and evaluating the format and content of deliverables and work products.  
4.1.8 [bookmark: _Toc458602136][bookmark: _Toc269945403][bookmark: _Toc422496297]Report Generation
The OV&V Team produces, at a minimum, the periodic reports identified in Attachment D1.  The OV&V Team also prepares a reasonable number of ad hoc reports and data queries, as requested by DFR, without additional charge to the State.
4.1.9 [bookmark: _Toc458602137]Support Work Instructions Development
OV&V will provide support to the State in the development of work instructions for all users.  OV&V will make recommendations for the revisions to work instructions drafted by the contractors responsible for writing work instructions, prior to their publication on the Online Performance System (OPS).   
4.1.10 [bookmark: _Toc458602138]Document Warehouse
The OV&V Team shall serve as the single repository of all salient documentation related to the Eligibility Services Operation on behalf of the State.  Microsoft SharePoint is the Document Management System (DMS) and repository.  SharePoint is accessible to project participants through the State Intranet.
OV&V will provide assistance and support in the on-going development and maintenance of the SharePoint repository, as well as oversight and verification of this Vendor and its activities.  
4.1.11 [bookmark: _Toc458602139]Compliance Support
The OV&V Team helps maintain the Eligibility Services Operation’s compliance with all applicable State and Federal rules and regulations.  This will include the monitoring and analysis of any new legislation, rules, bulletins, guidance etc. and collaborating with the State to identify and implement any required changes to the Eligibility Operation.
4.1.12 [bookmark: _Toc458602140]Measuring Client Satisfaction
The OV&V Team assists the DFR Management Team in developing and releasing a Client Satisfaction survey to Indiana Hoosiers receiving Medicaid, SNAP, and TANF services.  
4.1.13 [bookmark: _Toc458602141]General DFR Support
The OV&V Team must be flexible in the ability to complete additional special project requests such as Business Process Analysis of specific divisions or regions, monitoring compliance and progress of State lawsuit requirements, and participating in the development and follow-up for process improvement plans, as requested by DFR.

4.2 [bookmark: _Toc458602142]DFR Vendors Overseen by the OV&V Team
The DFR Vendors whose deliverables and performance are validated and verified by the OV&V Team are listed below.  All monitoring of Vendor invoices, quality, performance metrics, and deliverables is performed with a frequency specified in the Vendor’s contract, which frequency is typically monthly.  The oversight of some Vendors include additional, contract-specific responsibilities, where listed below.  The State may replace a Vendor and the OV&V Team shall continue its services to oversee and validate any Vendor obtained as a replacement by the State.

4.2.1 [bookmark: _Toc458602143]Eligibility Services Vendor  
This Vendor provides comprehensive eligibility determination services and support for Indiana’s Eligibility Operation through application processing, call center services, staff augmentation, and training.  The State’s contract with the current vendor that facilitates the Eligibility Operation is Contract Number 99-10-RY-1522.  In May 2016, the State issued an RFP to select a Vendor(s) to enter into the next contract(s) for Eligibility Services, staffing, and training which will begin in late 2017.  That RFP is included in the Bidder’s Library to this RFP.

A. Quality Management of Eligibility Services
Quality Management within the Indiana Eligibility Services Project is governed by the Bureau of Program Integrity (BPI).  BPI, OV&V, and the Vendor collaborate and compose the Quality Metric Management Plan (QMMP). The QMMP defines the measurement tools, sampling methodology, and reporting requirements used to measure performance standards that have been outlined in the contract between the DFR and Vendor. The OV&V Quality Team reviews the QMMP and recommends modifications and improvements.  

B. [bookmark: _Toc267386646][bookmark: _Toc267400872][bookmark: _Toc269945404][bookmark: _Toc422496298]Operations Management Support – Case Review
To support the State’s desire to measure the overall quality of cases, beginning in May 2010, the OV&V Team began reviewing a sample of 400 cases each month. The volume of case reviews for each sample month increased from 400 to 450 beginning in February 2015.  This sample size is within a statistically valid sample of 95% confidence level with 10% margin of error.  The case reviews begin on or near the first day of the month and are conducted within a 45-day case review cycle.  The 45-day cycle includes 30 days to complete both the initial case reviews and the second party reviews. Each responsible region/partner receive a three-day opportunity to non-concur with initial findings before the cycle is completed. The monthly case reviews end with the case results reported to the State. 
The Case Review Process, which includes the Case Review Tool (CRT), Case Review Definitions, and Case Review Checklists, allows the Eligibility Case Reviewers the ability to conduct quality reviews of all Program Categories/Sequences associated with one Assistance Group (AG) in a case as of the last authorization date of the month in review.  The Case Review Definitions drive the Case Review Process by identifying Critical checklist items essential to the quality of the client experience, as well as to the overall quality of Programs implemented and overall system integrity. CRT, the day-to-day functioning system used by the Eligibility Case Reviewers to conduct monthly quality Case Reviews, selects a Case Review Sample extracted from data received from ICES and FACTS that targets one Category/Sequence per case.  
Reports are generated from the data collected in CRT after the completion of the entire case review process for each sample month. The information is extrapolated, analyzed, combined, then further divided and segregated.  OV&V presents the findings to the State in an oral formal presentation and additionally in written electronic format.  Multiple reports (Monthly, Quarterly, and Six-month) provide important feedback to State and partner eligibility workers, supervisors and managers.

4.2.2 [bookmark: _Toc458602144]Eligibility Systems Vendors
[bookmark: _Toc269945390][bookmark: _Toc422496285]DFR currently utilizes two software solutions, ICES and its complementary system FACTS, as its eligibility systems, but will be transitioning to a single software solution known as the Indiana Eligibility Determination Services System (IEDSS) with a staged rollout expected to begin in the spring of 2017 and conclude in late 2017.   

The contract for the Vendor responsible for ICES maintenance is Contract Number F1-2-99-12-LN-9221.  The contract for the Vendor responsible for the design, development, and implementation of IEDSS is Contract Number 99-13-CL-9221.The contract for the Vendor responsible for the maintenance and enhancement of FACTS until the transition to IEDSS is complete is Contract Number 49-13-RY-1400.   

A. Maintenance Release - Requirements Review
The development and publication of accurate and complete requirements is a first and fundamental step in System Development Lifecycle.  The success of the development directly depends on the full and successful completion of this step.  The OV&V Team assists in the reviews of the functional requirements that are developed by Application Services for each Maintenance Release (MR) and provides comments to the State.
B. [bookmark: _Toc269945392][bookmark: _Toc422496287]Testing Support
For each User Acceptance Testing (UAT) phase associated with the MRs, OV&V conducts a thorough review of the UAT process proposed and implemented by the Vendor and closely monitors the progress of tests planned versus those that are executed.  For any defects discovered, OV&V tracks and monitors the priority/resolution of each outstanding defect.  
C. Project Management
The OV&V team provides project management oversight over the Eligibility Operation on behalf of the DFR, including but not limited to:
a. Administering the Project Change Control process
b. Identifying Project risks, proposing mitigation for the risks, and tracking risk mitigation
c. Reviewing proposed testing plans and test cases, if applicable
d. Supporting any “go live” determinations, if applicable
e. Coordinating steering committee meetings with the Eligibility Services or Eligibility Systems Vendors as requested

4.2.3 [bookmark: _Toc458602145]Employment and Training Services
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]This Vendor provides employment and training services in support of the Eligibility Operation. OV&V conducts operational reviews of the Indiana Manpower and Comprehensive Training (IMPACT) Program through onsite observation, staff interviews and a review of IMPACT cases across multiple programs.  Results are provided to the State IMPACT Director and discussed with the Vendor upon request.  
The Vendor’s primary responsibilities include the IMPACT program, work related to the implementation of the State’s work requirements for ABAWDs (Able-Bodied Adults Without Dependents) on SNAP, Temporary Assistance for Needy Families (TANF) and the Gateway to Work program established as part of the Healthy Indiana Plan 2.0.  The State’s contract with the Employment and Training Services Vendor is Contract Number F1-49-10-RY-3115.

4.2.4 [bookmark: _Toc458602146]Document Center Services Vendor
This Vendor is the primary point of entry and/or processing for all in-bound documents used in the Eligibility Operation. The State’s contract with the Vendor performing this role is Contract Number F1-10-49-10-RY-1610.

4.2.5 [bookmark: _Toc458602147]Print/Mail Services Vendor
This Vendor prints and mails the outbound correspondences created by the Eligibility Operation.  The State’s contract with the Vendor performing the printing and mailing services is Contract Number F1-10-02-10-RY-2671

4.2.6 [bookmark: _Toc458602148]Interactive Voice Response (IVR) Vendor
This Vendor provides the platform by which Clients can interact with the State through the telephone via voice or touchpad commands.  The State’s contract with the Vendor performing this service is Contract Number F1-10-49-10-RY-1609.  

4.2.7 [bookmark: _Toc458602149]Support Desk Vendor
This Vendor provides a help desk for the Eligibility Operation.  OV&V manages and facilitates the bi-weekly DFR Help Desk Meeting.  OV&V also reviews tickets to evaluate ongoing issues related to training, business processes, and users.  
The State’s contract with the Vendor performing this service is Contract Number F1-2-29-12-RY-1776.

5.0 [bookmark: _Toc458602150]OV&V Work for OMPP
OMPP currently contracts with a number of Vendors which support various aspects of the State’s Medicaid program.  
5.1 [bookmark: _Toc458602151]Specific OV&V Duties for OMPP
Specific duties of the OV&V Team include:
5.1.1 [bookmark: _Toc458602152]Measurement and Management of Vendors
The Contractor shall validate the performance, invoices, quality, deliverables, and performance metrics of the Vendors detailed in Section 5.2 below.  
5.1.2 [bookmark: _Toc458602153]Report Generation
The OV&V Team produces, at a minimum, the periodic reports identified in Attachment D1.  The OV&V Team also prepares a reasonable number of ad hoc reports and data queries, as requested by OMPP, without additional charge to the State.
5.1.3 [bookmark: _Toc458602154]Long-term and Evolving Quality Improvement
Requirements and, consequently, systems evolve over time.  OMPP requires a Contractor that will actively participate in keeping pace with these changes, including suggesting new projects or areas to review within the Contracts based on risk analyses, observed behavior, or trend.  The OV&V Contractor will serve as OMPP’s advisor for quality improvement and will collaboratively establish an annual work plan. 

5.2 [bookmark: _Toc458602155]OMPP Vendors Overseen by the OV&V Team
The OMPP Vendors whose deliverables and performance are validated and verified by the OV&V Team are listed below.  All monitoring of Vendor invoices, quality and deliverables is performed with a frequency specified in the Vendor’s contract, which frequency is typically monthly.  The State may replace a Vendor and the OV&V Team shall continue its services to oversee and validate any Vendor contractually established as a replacement by the State. 

Under the new Contract, OMPP envisions a larger role for OV&V across the Medicaid enterprise.

5.2.1 [bookmark: _Toc458602156]Current and Future MMIS
OMPP utilizes the Incumbent to help oversee the current Medicaid Management Information System (“MMIS”) also known as IndianaAIM and support the transition to the future, modularized MMIS.  

5.2.1.1 [bookmark: _Toc458602157]Support of the Current MMIS - IndianaAIM
The contract for the State’s current MMIS Vendor is Contract Number 49-16-LF-2559. This Vendor also serves as the State’s fiscal agent.  The Incumbent oversees this Vendor’s performance.

5.2.1.2 [bookmark: _Toc458602158]Transition to “CoreMMIS” and the Evolving Role of OV&V
FSSA has modularized its MMIS through the development of separate pharmacy benefits management (PBM) and the Enterprise Data Warehouse (EDW) initiatives (which are not Programs under the Contractor’s oversight).  The PBM and EDW have been implemented and are currently operational. The FSSA is also planning to separately contract the provider enrollment and credentialing platform.  The remaining scope of the State’s MMIS program is called CoreMMIS as it returns the State’s MMIS program to its core functions of claims administration and fiscal agent services (e.g., capitation payments, third party liability, etc.).  The State currently plans on going live with CoreMMIS by January 1, 2017, which is likely to coincide with the commencement of the Contract resulting from this RFP.

Given the scale and specialization of the CoreMMIS implementation, separate Project Management (“PMO”) and Independent Verification and Validation (“IV&V”) vendors have been engaged.  The Project Management vendor for CoreMMIS is Netlogx and the IV&V vendor is Cognosante.  It is currently anticipated that both Netlogx and Cognosante will remain in their current roles until the certification of CoreMMIS by CMS, which is likely to occur around the end of 2017. The awarded Contractor is expected to work collaboratively with both the PMO and IV&V contractors and supply any necessary data or reports that will support the CoreMMIS certification process. After the certification process is complete, the awarded Contractor may have the sole responsibility of maintaining oversight of the CoreMMIS Vendor (HPE) in the same manner as the Incumbent (First Data) currently oversees the current MMIS Vendor (HPE). 

The new operations and maintenance contract for CoreMMIS is significantly more performance-driven in terms of payment structure (as compared to the current contract).  There is a fixed monthly price of which 20% is withheld as a “Performance Incentive Pool”.  The funds allocated to the pool are earned back by meeting Key Performance Measures.  Additionally, there is a monthly “Payment Withhold” of 10% to ensure vendor compliance. This amount is withheld each month a defect exists and is returned once the defects are cured.  The contract also has provisions for modification pool hours with a rate card by position type, third party liability recoveries, and cost avoidance.  All of these variable payments require contractor-submitted attestations and invoices that OMPP would need to independently verify.  As the Contractor transitions into the primary oversight role over the CoreMMIS vendor (and the PMO and IV&V correspondingly decrease their roles), OMPP will look to the Contractor to perform this independent verification.  The Contract Number for the CoreMMIS work is MD29-6-49-16-LF-2559.

5.2.2 [bookmark: _Toc458602159]Pharmacy Benefits Manager
This Vendor administers pharmacy benefits for over 300,000 Members.  This administration includes claim adjudication, advisory committees, rebates, etc.  The State’s contract with the Vendor performing this service is Contract Number MD29-3-99-13-LF-1811.  This contract includes performance incentives which would be validated and verified by the OV&V Contractor.  

5.2.3 [bookmark: _Toc458602160]Enterprise Data Warehouse
The EDW is a computer-based information system whose principal objectives are to provide accurate data and associated analysis to improve the decision making process at the State by equipping the State with timely and accurate information about its Programs.   The contract for the Vendor administering the EDW is Contract Number MD29-3-99-13-LF-1826.   The OV&V Team’s review of the EDW Vendor would include the standard invoice verification and oversight responsibilities.
5.2.4 [bookmark: _Toc458602161]Centralized Credentials Verification Organization (CVO)
OMPP intends to procure a centralized credentials verification organization sometime in 2017 to render a single credentialing decision for each provider across all Medicaid programs.  A vendor has not yet been selected.  Pending successful procurement, OMPP intends to negotiate a performance-based contract similar in nature to the CoreMMIS operations and maintenance contract.  OMPP will require OV&V support for this contract.

5.2.5 [bookmark: _Toc458602162]Non-Emergency Medical Transportation (NEMT) Broker
OMPP intends to procure an NEMT broker to assume the non-emergency transportation needs of its fee-for-service Member population.  An RFP for this Vendor has not yet been issued.  While ultimately this contract will resemble the State’s other managed care contracts, it will initially involve the administration of a shared-savings pool which will incentivize effective and efficient Vendor performance.  The OV&V team will, among other things, help validate this Vendor’s performance and the administration of the shared savings program.

6.0 [bookmark: _Toc458602163]Mandatory Requirements
a) General - The proposed solution must comply with all applicable State and Federal Laws and Regulations.
b) General - The Contractor must comply with all Indiana Office of Technology (IOT) security policies (available at http://www.in.gov/iot/2394.htm) as well as all FSSA specific policies (set forth in greater detail in Attachment B, Sample Contract). These security policies are subject to modification during Contract negotiations pending changes to pending Federal law and FSSA policy.
c) General - The Contractor must not use or further disclose Protected Health Information or private data other than as permitted by the Contract or required by applicable law.
d) Offices – Contractor must have a dedicated office or field office within ten (10) miles of the FSSA offices located at 402 West Washington Street, Indianapolis, IN 46024.  This could include the Contractor’s operations in the space furnished by the DFR and/or OMPP at the Indiana Government Center.
e) Offices - At minimum, the Contractor is expected to supply its own computers and software for its employees, including any employees located in State offices.
f) Security and Risk Mitigation - At no additional charge to the State, the Contractor will be required to have in a place a comprehensive, fully tested IT business continuity/disaster recovery plan (ITBCP).  The ITBCP will, at a minimum, meet the requirements of NIST SP800-34.  
g) [bookmark: _Toc267400797][bookmark: _Toc269945359][bookmark: _Toc422496268][bookmark: _Toc422496269]Monthly Status Reports - The Contractor must produce, separately for DFR and OMPP, a Monthly Status Report (MSR) which provides a summary of OV&V work and activities completed for the prior month.  The content and format of the MSR is developed with State input.  
h) Quarterly Project Assessment Reports– The Contractor must produce, separately for DFR and OMPP, a Quarterly Project Assessment Report (QPAR) which analyzes Vendor performance.  The content and format of the QPAR will be developed with State input. 
7.0 [bookmark: _Toc458602164]Offices
a) The State will provide a limited number of office cubicles to be used by the Contractor at the Indiana Government Center located at 402 W. Washington Street in Indianapolis.  
b) Contractor’s team will be made available, as requested, to present on-site at the FSSA offices as needed, regardless of the principal location of the Contractor’s team members.  
8.0 [bookmark: _Toc458602165]Project Management
8.1 [bookmark: _Toc458602166]Transition from Incumbent 
If applicable, Contractor shall prepare a master work plan for the transition from the Incumbent provider to Respondent’s solution at least 45 days before the projected go-live date of the Contract.  A separate plan shall be prepared for DFR and OMPP if the Contractor is serving both departments.  At a minimum:
i. The Contractor’s work plan must describe all tasks, deliverables, schedules, task dependencies and identification of resource requirements for the Contract, including but not limited to the transition of services from the Incumbent and assumption of custody of the Document Warehouse.
ii. The Respondent’s work plan must include the proposed start and completion dates for each deliverable;
iii. The Respondent’s work plan must detail all tasks requiring FSSA and other State resources (including but not limited to the Indiana Office of Technology), summarize the proposed use of FSSA and other State resources, and state any assumptions regarding anticipated involvement of these resources. Further, the Respondent must agree that it is Contractor's obligation to identify its task dependencies on FSSA resources or tasks, and that the Contractor retains the final responsibility for performance of its obligations including the quality of the deliverables.  To the extent that FSSA review or approval is required of a document, plan or deliverable, FSSA shall have 10 business days to review first drafts and 5 business days to review any revised drafts.
iv. The Respondent’s work plan shall demonstrate an understanding of each program for which the Contractor shall have oversight and verification responsibilities under the Contract.
8.2 [bookmark: _Toc458602167]Steady-State Operations
At least 30 days before the projected go-live date of the Contract, the Contractor shall provide a detailed project management plan which explains how the Contractor shall ensure the timely delivery of quality services to the State. This project management plan will be subject to State review and approval. A separate plan shall be prepared for DFR and OMPP if the Contractor is serving both departments.  Such plan shall:
i. Describe the overall project management approach, including but not limited to planning, organizing, and managing Contractor staff and activities throughout the term of the Contract in a manner that ensures the smooth administration and completion of deliverables.
i. Describe what project management tools, if any, will be used by the Contractor.
ii. Detail Contractor’s approach to promoting teamwork, facilitating effective communication, and supporting collaborative efforts among the Contractor, any subcontractors, the Vendors, FSSA, and FSSA designees.
iii. Describe the Contractor’s plan to work collaboratively with the FSSA to address stakeholder needs and any issues that require resolution.
iv. Describe how the Contractor plans to administer the Change Control process, including Change Requests from the State in response to routine reference/rule changes, capitation rate administration and reconciliation, etc.
8.2.1 [bookmark: _Toc458602168]Communication Plan
At least 30 days before the projected go-live date of the Contract, the Contractor shall provide a communication plan describing how the Contractor will work with FSSA and other stakeholders to facilitate communication and coordination.  A separate plan shall be prepared for DFR and OMPP if the Contractor is serving both departments.  Such plan shall include, but not be limited to:
i. Proposed meetings, their attendees and cadence.
ii. Periodic written updates.
iii. Proposed team members who will serve as key points of contact for certain functions (data lead, quality lead, Project Manager, etc.)

This Communication Plan shall be subject to State review and approval.
8.2.2 [bookmark: _Toc458602169]Issue Resolution Plan
At least 30 days before the projected go-live date of the Contract, the Contractor shall provide a plan to identify, track, and resolve issues which may arise between Contractor and the State in the performance of duties under the Contract.  A separate plan shall be prepared for DFR and OMPP if the Contractor is serving both departments.  Such plan should include:
i. Any trouble-shooting tools and techniques that will diagnose issues with networks, services, equipment, software, and data.
ii. The approach and metrics to measure the success of its issue resolution efforts.
iii. FSSA’s right to approve all issue resolution plans and procedures prior to implementation.
This Issue Resolution Plan shall be subject to State review and approval.

9.0 [bookmark: _Toc458602170]Staffing
9.1 [bookmark: _Toc458602171]Project Staffing 
a) As part of its proposal, the Contractor shall provide a detailed staffing organization chart of the number and type of staff resources to be assigned to the transition to Contractor’s solution and subsequent operations, and maintenance. A separate chart shall be prepared for DFR and OMPP if the Contractor is serving both departments.  The staffing chart must 
i. Include the roles and qualifications of each proposed team member.
ii. Include and identify any subcontractors and their proposed function. 
iii. Identify the geographic location of each proposed team member.
iv. Identify any known changes throughout the term of the Contract (i.e. changes between implementation and steady-state operations).
v. Confirm that all Contractor and subcontractor staff assigned to the project shall be located within the United States for the duration of the contract.
9.2 [bookmark: _Toc458602172]Key Persons
The Contractor shall assign a dedicated Project Manager. To the extent the Contractor is proposing to serve both DFR and OMPP, a dedicated Project Manager shall be assigned to each division. The Project Manager(s) shall be a Key Person(s) under the Contract.  The Project Manager(s) shall have at least five (5) years of experience managing similar projects of comparable size and complexity.   

Other Key Persons will be identified in the final Contract.

Contractor provides assurances that Key Personnel, identified in the Contract, may not be reassigned, replaced or added during the term of the Contract without the State’s prior written consent.
9.3 [bookmark: _Toc458602173]Continuity and Availability of Personnel
Contractor shall maintain policies and plans to ensure continuity of personnel throughout the Contract term.  Such policies and plans shall reflect that FSSA’s Contract(s) would maintain priority in the case of any conflict in staffing another engagement. Further, a minimum of two (2) weeks’ notice shall be provided to the State for any planned absences of Key Personnel along with a mitigation plan to ensure continuity and coverage during said absence.
10.0 [bookmark: _Toc458602174]Security and Risk Mitigation
10.1 [bookmark: _Toc458602175]Risk Management and Mitigation
At least 30 days before the projected go-live date of the Contract, the Contractor shall provide a Risk Management and Mitigation plan, including its process for documenting and reporting risks and risk status to the State.  This plan should include:
i. Contractor’s plan to identify potential risks and develop recommended steps to mitigate those risks.
ii. Contractor’s plan to track and manage the implementation of any mitigating steps.
iii. Any proposed tool(s) to track, manage, and report risks and to facilitate the Contractor’s Risk Management Plan;
iv. The benefits of the recommended risk management and mitigation process to FSSA.
v. That FSSA reserves the right to retain access to all of the Contractor’s risk management tools and reports.
The State reserves the right to approve the Contractor’s Risk Management Plan, process, and tools.
10.2 [bookmark: _Toc458602176]Ensuring Data Security
At least 30 days before the projected go-live date of the Contract, the Contractor shall provide Contractor’s plan to secure and protect the State’s data, including but not limited to member PHI.  Such plan should include:
i. Steps taken by respondent to ensure that PHI is not used, disclosed or maintained in a manner not in accordance with the law and best practices.
ii. Respondent’s policy for the secure destruction of information.
iii. The security and privacy features of the proposed technology.
iv. How the Respondent’s solution will use the State’s Active Directory repository to authenticate users, where applicable.  The proposal must also describe the architecture to authorize users within the system.
11.0 [bookmark: _Toc458602177]Service Levels and Performance Management
10% of the Contract’s potential remuneration will be earned through the Contractor meeting certain mutually agreeable service levels.  Such service levels will be developed, in part, based on Respondents’ proposed metrics below.
11.1 [bookmark: _Toc458602178]Service Performance Metrics
a) One area of service levels tied to compensation is the timeliness of the Contractor implementing its solution from the Incumbent vendor, if applicable.  A maximum amount of 10% of the first Contract-year’s invoiced total will be available for the Contractor to earn as a “success fee” for the timely transition to, and commencement of services from, the Contractor.  The precise amounts and mechanics of this performance plan will be negotiated with the Contractor, if applicable.  Service levels or deadlines should include, but not be limited to:
i. By [date to be negotiated with Contractor] Contractor shall have gathered all State requirements for the OV&V Program.  If the Contractor meets this goal, a success fee may be earned.
ii. By [date to be negotiated with Contractor] the State shall approve of the Contractor’s Transition Plan.  Such approval shall not be unreasonably withheld by the State.  If the Contractor meets this goal, a success fee may be earned.
iii. The Contractor shall assume the role of OV&V provider by [date to be negotiated with Contractor].  If the Contractor meets this goal, a success fee may be earned.

b) The Contractor’s remuneration will also be tied to service levels for its ongoing performance.  These service levels include:
i. [Service levels to be negotiated with Contractor]
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