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Respondent: 
	



Instructions: 
Request for Proposal (RFP) 19-054 is a solicitation by the State of Indiana in which organizations are invited to compete for contract amongst other respondents in a formal evaluation process.  Please be aware that the evaluation of your organization’s proposal will be completed by a team of State of Indiana employees and your organization’s score will be reflective of that evaluation.  The evaluation of a proposal can only be based upon the information provided by the Respondent in its proposal submission.  Therefore, a competitive proposal will thoroughly answer the questions listed.  The Respondent is expected to provide the complete details of its proposed operations, processes, and staffing for the scope of work detailed in the RFP document and supplemental attachments.

Please review the requirements outlined in Attachment H – Scope of Work carefully.  Please describe your relevant experience and explain how you propose to perform the work.  For all areas in which subcontractors will be performing a portion of the work, clearly describe their roles and responsibilities, related qualifications and experience, and how you will maintain oversight of the subcontractors’ activities.
Respondents must organize their proposal in the exact order of questions provided in this document followed by their answers. While text boxes have been provided below, the Respondent may respond in the format of their choosing provided their response maintains the order proposed in this template.  A completed Technical Proposal is a requirement for proposal submission.  Failure to complete and submit this form may impact your proposal’s responsiveness.  

1. Minimum Requirements (RFP Section 1.4.2)
For each minimum requirement listed in items (a) to (c) of RFP Section 1.4.2, please clearly explain how you meet the requirement. 



2. Executive Summary
Provide an executive summary of your proposed approach to deliver the scope of work. Be certain to include a description of any subcontractors with whom you are partnering to fulfill the scope of the Contract and what roles these subcontractors will have during the life of the Contract.



3. Background and Experience 
Describe your company and proposed project staff’s background and experience and how it will benefit the State in this Contract. Include the following information, at a minimum:

1. A list of organizations for which you have delivered system solution(s) and services similar in size and scope.  
a. Include the client name, project description and goals, the solution used, the functionality included (e.g. case management, billing/claims, EI-specific), who hosted the solution, your project role, duration of the role, deliverables, and project results.
b. Describe how that experience is relevant to the services in this RFP and how the experience can be leveraged to help the State.  
c. Describe any problems and failures that you encountered in delivering your services, how these were resolved, and what were the lessons learned.
2. Your M&O experience for similar systems, especially with respect to your solution. Include the following information, at a minimum: infrastructure management, application monitoring, incident management, access management, helpdesk, business continuity, and disaster recovery.
3. Your relevant Early Intervention CRO operations experience. Particular emphasis should be placed on the functionality requested in the RFP: case management, billing and claims, provider enrollments and credentialing. Clarify where the experience was with the usage of the proposed solution.
a. For funds recovery in particular, describe your relevant funds recovery experience, if any, particularly with Medicaid, TPLs, and family cost participation. The State is particularly interested in understanding the level of experience with Medicaid billing (e.g., handling 837s). Include specific funds recovery experience with the proposed solution. For each example, explain the improvement in recovery percentage and dollars monthly or annually after you took over the funds recovery responsibilities. Explain what you did to yield that improvement. 
4. Any formal corrective actions that your company has experienced under previous contracts.

Based on your experience, detail any best practices with respect to the scope of this RFP that you would like to share for the State’s consideration.  



4. General Understanding (Attachment H, Sections 2 and 3)
[bookmark: _Hlk532797808]Describe your understanding of the State’s vision and needs for AS. Be sure to address the elements of sections 3.1 to 3.5.



5. System Requirements (Attachment H, Section 4 and Attachment K)
a. Describe the solution you plan to use to meet the System requirements including but not limited to the specific elements highlighted below:
i. Explain if you are proposing to use a commercial-off-the-shelf solution or a transfer solution, and the details about the solution (e.g., the state from which the solution is being transferred, version, etc.). 
ii. If you are proposing a solution with system components from different sources, vendors, or projects, please describe how your solution will integrate the component pieces and the type (COTS/Transfer) and functionality of each. Explain where your solution has been implemented. For each example, include when the implementation was completed, the solution used, who hosted the solution, your project role, duration of the role, deliverables, project results, and if the entity is still using the solution.
iii. Summarize how well your solution meets the requirements out-of-the-box and the level of effort needed to configure/modify it to meet all requirements. Please estimate the overall percentage of customization that will be required to meet all mandatory requirements. 
iv. The Respondent shall propose a Contractor-hosted model for the proposal. Explain the hardware and software that will be used for hosting and the location. Detail the security (pertaining to personnel and technical) that will be used to ensure the State’s data is not accessed or shared in an unauthorized manner.
v. The State is open to considering a State-hosted option. Please indicate whether you are also offering a State-hosted option. Explain the hardware and software you will need to use or install for the State to host the application. Indicate any assumptions of State resources and tools for this State-hosted option. Note: this is optional, and the Respondent does not need to offer a State-hosted option as part of their proposal. However, they must propose a Contractor-hosted option, as requested in item 5.iv above.

b. Complete Attachment K to demonstrate the fit/gap of your proposed solution. If there are requirements that your solution cannot meet prior to go-live, explain the alternative solution. Confirm you shall modify or configure your solution to meet all mandatory functional and technical requirements prior to Pilot go-live (or System go-live if there is no Pilot phase based on the approved approach). 

c. Describe any non-mandatory functionality, among or beyond those listed in the Section 2 of Attachment K, which your solution can provide at no additional cost to the State and which may be beneficial to helping First Steps achieve its programmatic goals. 

d. Explain whether the proposed product or solution can integrate with the State's local Active Directory or Azure AD for single sign on.



6. Compliance (Attachment H, Section 5)
Describe your company’s plan to adhere to the standards and regulatory requirements outlined in Sections 5, including but not limited to:

1. Confirmation that you shall comply with, and will support the State in complying with, the requirements and standards in Sections 5. 
1. How above compliance can be verified during DDI and maintained during M&O.



7. Project Management (Attachment H, Section 6)
Explain how you propose to execute Section 6 in its entirety, including but not limited to the specific elements highlighted below:
a. Confirmation of your agreement with the requirements of the Deliverable Development, Review and Approval approach described in Section 6.1. 
b. Your Document Management approach, which must comply with the requirements of Section 6.2. 
c. Your Project Planning approach, which must comply with the requirements of Section 6.3. 
d. A proposed Project Schedule based on the information in the RFP.
e. Your plan to provide the State with required project reports as outlined in Section 6.5.
f. Confirmation of your agreement with the requirements of the Change Management approach described in Section 6.6.
g. Confirmation of your agreement with the Non-Billable Changes requirements described in Section 6.7.
h. Your approach to Enhancements, which must comply with the requirements of Section 6.8. 
i. Your approach to Quality Management, which must comply with the requirements of Section 6.9



8. Design,  Development, Implementation (Attachment H, Section 7)
Explain how you propose to execute Section 7 in its entirety, including but not limited to the specific elements highlighted below:
a. Your general SDLC approach for the DDI activities. The State is open to the selection of SDLC approaches (waterfall, agile, hybrid, etc.). 
b. How you will validate the requirements in Attachment K and conduct the gap analysis, Requirements Definition Document (RDD), and functional and technical Requirements Traceability Matrices, as described in Section 7.2. Provide past examples of documents you have developed similar to the listed Deliverables for this section. Sensitive information can be redacted.
c. Your approach to executing the Design and Development activities described in Section 7.3 and Section 7.4.
d. Your approach to executing the Data Conversion and Migration activities described in Section 7.5. Describe your relevant past experience, including lessons learned, from previous data conversions, cleanups, and migrations.
e. Your approach to executing the Testing activities described in Section 7.6, including the approach to each testing cycle listed in Section 7.6.2. 
f. Your proposed implementation approach.
i. The State is interested in utilizing a Pilot Implementation, but does not mandate one if the Respondent believes one is not necessary or does not benefit the State. Please describe your proposed approach regarding a Pilot Implementation. If you do propose a Pilot Implementation:
· What is the proposed Pilot population and why? If a Pilot Implementation is utilized, the Pilot must be for a subset of users rather than a subset of functionality (i.e., the State requires a big-bang approach to functionality rollout).  
· Describe prior pilot implementations of similar systems and the lessons learned and best practices from those experiences that you will bring to the project.
ii. Explain why you do or do not propose having a Pilot Implementation. How does your approach benefit the State?
iii. Describe your approach to the Statewide Implementation and why this approach has been selected. Describe prior statewide implementations of similar systems and the lessons learned and best practices from those experiences that you will bring to the project.
g. How you have applied your proposed SDLC methodology in similar projects. Explain the lessons learned and best practices you have gathered from applying this SDLC methodology elsewhere.
h. How you plan to ensure user experience (UX) is factored into all DDI phases.
i. Confirmation that you shall provide the Deliverables listed in Section 7.1.



9. Defect Management (Attachment H, Section 8)
Explain how you propose to execute Section 8 in its entirety, including but not limited to the specific elements highlighted below:
a. Your approach to Defect resolution.
b. Your proposed defect tracking tool.
c. Confirmation that you will meet the defect resolution timelines listed in Section 8.



10. Organizational Change Management (OCM) (Attachment H, Section 9)
Explain how you propose to execute Section 9 in its entirety, including but not limited to the specific elements highlighted below:
a. Your proposed OCM methodology and approach and how it will fulfill the State’s requirements while minimizing the disruption to the organization. 
b. How you will ensure all stakeholders receive project information in a timely manner.
c. Your prior OCM experience for similar projects and the lessons learned and best practices from those experiences that you will bring to the project.



11. Training (Attachment H, Section 10)
Explain how you propose to execute Section 10 in its entirety, including but not limited to the specific elements highlighted below:
a. Your proposed approach to meeting the State’s training requirements. 
b. What channels/media you plan to use and why.
c. How your training approaches and materials will factor in UX.



12. Disaster Recovery and Business Continuity (Attachment H, Section 11)
Describe your proposed approach to meeting the State’s disaster recovery and business continuity requirements. Clearly affirm your responsibilities, procedures, and capacities relative to Business Continuity and Disaster Recovery, as defined in Section 11. Periodic disaster recovery testing must be described.  


13. System Maintenance and Operations (M&O) (Attachment H, Section 12)
Explain how you propose to execute Section 12 in its entirety, including but not limited to the specific elements highlighted below:
a. The approach you will take to meet the System M&O responsibilities in Section 12. 
b. All proposed tools to support the System M&O activities.
c. An organization chart of the System M&O staff. Please make clear which are your staff and which are subcontractor staff. 
d. A description of the System M&O team composition and size, responsibilities of each position, and experience of senior System M&O team members.



14. CRO Operations: General (Attachment H, Section 13)
a. Provide an organization chart of the CRO Operations staff. Please make clear which are your staff and which are subcontractor staff.
b. Provide a description of the CRO Operations team composition and size, responsibilities of each position, and experience of senior CRO Operations team members.
c. Confirm your understanding and acceptance of the requirements in:
i.  Section 13.3 (Rate Changes)
ii. Section 13.4 (Resource Management)
iii. Section 13.6 (Accounting Functionality)
iv. Section 13.9 (Reporting).
v. Section 13.11 (Expert Testimony Responsibilities).
vi. Section 13.12 (Document Management).



15. CRO Operations: Transition (Attachment H, Section 13.1)
a. Describe your proposed Transition approach. 
b. Confirm your understanding that knowledge transfer sessions may occur at the incumbent vendor team’s primary location in Kansas or other locations throughout Indianapolis and Indiana.
c. Include a proposed Transition Plan that is based on the information in the RFP and your experience on similar transitions.


16. CRO Operations: Claims Processing (Attachment H, Section 13.2)
a. Explain how you propose to meet the requirements of Section 13.2.
b. Describe your process for adjudicating provider claims, reviewing and adjudicating provider requests for adjustments, and processing edits/changes to provider claims.
c. Describe the tracking and monitoring of provider claims and reporting/analytic capabilities in regard to this provider claim data. 
d. Demonstrate your understanding and confirm your acceptance of the requirements in subsections 13.2.1 Mispayments and 13.2.2 Tax Responsibilities.
e. What are best practices you will include in your approach?



17. CRO Operations: Funds Recovery (Attachment H, Section 13.5)
a. Explain how you propose to meet the requirements of Section 13.5. Include how you will use the System to transmit claims (electronic and paper) to the TPLs and any clearinghouses.
b. How does your solution support the monitoring and tracking the status and results of claims submitted to Medicaid and TPL? Describe how your tracking tool affects or informs your claims submission, correction, and resubmission process. 
c. What are best practices you will include in your approach? Specifically, how can you reduce claim denials from Medicaid and TPL?
d. Please describe how you can utilize your System’s components, specifically the provider portal for claim submission, to meet Medicaid billing requirements and preferences (e.g. format, coding, etc.)?
e. How will you ensure claims quality? 
f. If proposing to provide Medicaid enrollment verification in a way other than through an interface to the State’s eligibility system, please specify your alternative automated approach to verifying a child’s enrollment. 



18. CRO Operations: Case Management (Attachment H, Section 13.7)
a. Explain how you propose to meet the requirements of Section 13.7.
b. Please provide a description of how your solution will support SPOEs and providers achieve program outcomes. 
c. Explain how your solution facilitates communication between users, especially users assigned to the same child.
d. Describe how your solution allows for data capture and the building of a comprehensive child record around the IFSP.
e. Explain how your solution prevents and minimizes the creation of duplicate records.
f. Describe any non-mandatory functionalities included in your solution that apply to managing cases at the SPOE and provider level.
g. What are best practices you will include in your approach? 



19. CRO Operations: Provider Enrollment and Credentialing (Attachment H, Section 13.8)
a. Explain how you propose to meet the requirements of Section 13.8.
b. Describe how you plan to support the distribution of provider inquiry forms and information on required information for enrollment (written telephone, web, etc.).
c. How will perform certification and licensure verification for initial provider enrollment and provider recertification?
d. How do you plan to maintain up-to-date enrollment/credential information and provider service information for the Central Directory? 
e. Describe your overall approach and methods for handling communication (including outreach, status updates, and support) with providers.
f. What are best practices you will include in your approach? 



[bookmark: _Hlk532797933]20. CRO Operations: Helpdesk (Attachment H, Section 13.10)
a. Explain how you propose to meet the requirements of Section 13.10, including the ticket resolution times.
b. Clearly describe the operation of your customer service help desk, including the logistics of answering incoming calls and the logging and tracking inquiries. 
c. Please describe your enabling technology for helpdesk operations, including your IVR, phone system, and content management system. What tools will you use to capture and track tickets and report on the performance metrics?
d. How will you ensure there are adequate live resources available to respond to changes in call volume, especially as the new System is implemented?
e. What are best practices you will include in your approach? 
f. Describe your relevant helpdesk experience, if any. 



21. End of Contract Turnover (Attachment H, Section 14)
Describe your company’s plan to perform the transition and turnover responsibilities outlined in Section 14. Include a proposed Turnover Plan with your proposal based on the information in the RFP and your experience on similar turnover situations.



22. Warranty (Attachment H, Section 15)
Confirm your acceptance of the requirements in Section 15.



23. Project Staffing and Key Personnel (Attachment H, Section 16 and 17)
1. Describe your overall staffing plan to fulfill the roles and responsibilities outlined in Section 16. Include an organizational chart for the proposed project team, including the role of any subcontractors. Please make clear which are your staff and which are subcontractor staff.
1. Provide resumes for all Key Personnel.
1. For each Key Personnel, explain how the individual proposed meets the requirements in Section 17.
1. Subcontractors:
0. Describe the role of any subcontractors you will utilize for this Contract, including how/if their role changes during the life of the Contract.
0. Indicate your prior experience with each subcontractor.
0. Describe their experience and expertise as it relates to supporting the Contract scope.



24. Facilities and Supplies (Attachment H, Section 18)
Confirm your acceptance of the requirements in Section 18.



25. Performance Measurement (Attachment H, Section 19)
a. Confirm your understanding of the requirements and performance targets in Section 19.
b. For each enumerated service level agreement in Section 19.2, explain how the data for the service level will be collected and reported (i.e., data sources and process) and how you propose to meet or exceed the thresholds for compliance. Include a snapshot of a similar report from a past project, if available, to demonstrate your reporting experience and capabilities for each service level. Sensitive information can be redacted.
c. Describe your process for identifying, prioritizing, and communicating problems that may contribute to a failure to comply with performance targets. 
d. Describe best practices or considerations for the State related to service levels / performance metrics based on your experience in similar projects.
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