RFP-19-041 INTAKE AGENT SERVICES

ATTACHMENT G - SCOPE OF WORK – ADDENDUM 3
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1.0. Overview

The Family and Social Services Administration (FSSA) Office of Early Childhood and Out of School Learning (OECOSL) is conducting this RFP to contract with qualified organization(s) to serve as the Child Care and Development Fund (CCDF) and On My Way Pre-K Intake Agent(s) responsible for the successful administration of intake services for the CCDF and On My Way Pre-K program applications in the State of Indiana. CCDF is administered statewide, and On My Way Pre-K is administered in twenty (20) counties (see Section 3.2).  The CCDF and On My Way Pre-K Intake Agent(s) selected as a result of this RFP (hereafter referred to as “Contractor”) will work closely with community partners and other social services agencies within the Indiana counties for which they are contracted (see Section 4.2) under the scope of the contract. Examples of these community partners and social services agencies include, but are not limited to, local Indiana Manpower and Comprehensive Training (IMPACT) Service Providers and the Child Care Resource and Referral (CCR&R) Agencies. 

2.0. Organization Background

The mission of OECOSL is to provide parents with informed child care choices that will aid their children’s health, safety, and future success in school.  To accomplish this, OECOSL manages programs that oversee the early education, development, and care of children.  The services OECOSL provides include child care assistance for: low-income working families; parents in education or training programs; and efforts to improve the availability of child care for toddlers, infants, school-aged children, and children with special needs.  OECOSL provides these services statewide through local service providers.  OECOSL is also responsible for licensing child care homes and centers, registering unlicensed child care ministries and the On My Way Pre-K program sites.
The State of Indiana recognizes the following types of child care providers: 

· Licensed Child Care Centers - Nonresidential buildings in which at least one (1) child receives care for regular compensation for more than four hours but less than twenty-four (24) hours in each of ten (10) consecutive business days.  
· Licensed Child Care Homes - Residential structures in which at least six (6) children, excluding the program’s children, receive care for regular compensation for more than four (4) hours but less than twenty-four (24) hours in each of ten (10) consecutive business days.  
· Unlicensed Child Care Ministries - Operated by a church or other religious organization that is exempt from federal taxes. Certain unlicensed ministries must pass an additional on-site inspection to be eligible for Child Care and Development Fund (CCDF) vouchers. 
· Legally Licensed Exempt Programs (LLEP) – Programs including public schools and non-public schools which achieve the CCDF Provider Eligibility Standards (PES) certification. These providers, as well as Unlicensed Registered Child Care Ministries, must meet criteria defined in IC 12-17.2-2-8.  
Each of these provider types is eligible to participate in the CCDF voucher program after they have passed an on-site inspection. Providers interested in becoming an approved On My Way Pre-K program must be located in one of the twenty (20) pilot counties (See Section 3.2), become CCDF eligible, and complete an OECOSL application.

3.0. Intake Agent Services Background and Purpose

3.1. CCDF Intake Agent Services Background
The CCDF voucher program provides child care assistance for TANF-IMPACT families as well as TANF families and low-income families who are employed or enrolled in an educational or training program.  The program offers coverage throughout every county within the State of Indiana.  Intake Agents are contracted to administer the CCDF voucher program in each county in accordance with applicable federal and state procedures and eligibility requirements.  More information on the cases and families served by CCDF throughout Indiana are included in the CCDF Fact Sheet in the Bidders’ Library Attachment H.  For more information on program guidelines, please refer to the copy of the CCDF Policy Manual that has been included in Bidders’ Library Attachment H.  
3.2. On My Way Pre-K Intake Agent Services Background
The On My Way Pre-K program awards grants to children aged four (4) from low-income families so that they may have access to a high-quality pre-K program the year before they begin kindergarten. Families who receive a grant may use the grant at any approved On My Way Pre-K program in one of the twenty (20) pilot counties. Eligible families must have a 4-year-old child that is a resident of Indiana, have parents/guardians with a service need, and earn less than 127 percent of federal poverty level. If a family is already receiving a CCDF voucher, they are not eligible to receive an On My Way Pre-K grant. The On My Way Pre-K program is currently available in the following counties: Allen, Bartholomew, DeKalb, Delaware, Elkhart, Floyd, Grant, Harrison, Howard, Jackson, Kosciusko, Lake, Madison, Marion, Marshall, Monroe, St. Joseph, Tippecanoe, Vanderburgh and Vigo. Intake Agents are contracted to administer the On My Way Pre-K applications in each pilot county within the counties for which the Contractor is contracted in accordance with applicable federal and state procedures and eligibility requirements. For more information on program guidelines, please refer to the On My Way Pre-K policies within the CCDF Policy Manual that has been included in the Bidders’ Library Attachment H.   
3.3. Intake Agent Services Overview
CCDF and On My Way Pre-K Intake Agents play a critical role in the successful administration of the CCDF voucher program and On My Way Pre-K applications in the State of Indiana.  Contractor duties effective October 1, 2019 include, but are not limited to: 
· Eligibility determination and intake of applicants.
· Maintenance of the CCDF waiting list.
· Enrollment of eligible children with child care providers.
· Referral of CCDF and On My Way Pre-K families and prospective CCDF and On My Way Pre-K providers to their local CCR&R Agency. If the Contractor also provides CCR&R services within the same county or counties, the Contractor shall coordinate a family’s Intake Agent and CCR&R needs to minimize the number of visits required of a family.
· Issuance of Hoosier Works for Child Care cards or relevant subsidy tracking devices over the counter and via mail.
· Provision of information to families regarding the use of Hoosier Works cards or relevant subsidy tracking devices.
· Maintenance of accurate and up-to-date case file data and documents, including daily data entry and document scanning.
· Supplying applicants with consumer education materials provided by the State.
· Entry into the Automated Intake System (AIS) program database.
· Utilization of State-supported internet-based software and State forms.  
· Quality assurance of applicant determinations, enrollments, recertifications, and client file updates.
· Extensive reporting of data and compliance with program regulations and policy.
4.0. RFP Respondent Eligibility Requirements

4.1. Required Qualifications

Entities serving as the Central Reimbursement Office (CRO), Software Developer(s), or Technical Support for Indiana CCDF or On My Way Pre-K programs are not eligible to respond to this RFP.  Respondents must disclose any potential or perceived conflicts of interest in their responses, and if necessary, submit a conflict of interest mitigation plan to the State for approval upon Contract award.  Please refer to Section 2.3.9: Conflicts of Interest of the RFP for more detail.  

In order to be considered a qualified Respondent for the CCDF and On My Way Pre-K Intake Agent services funding, Respondents must satisfy each of the requirements listed below.  

· Be able to accommodate culturally diverse populations, including families with language barriers and persons with disabilities.
· Have experience with electronic data systems and demonstrated ability to meet and maintain timely input for automated databases.
· Have exhibited commitment to collaborate and coordinate with local child care system partnerships in order to meet community needs.
· Maintain adequate accounting practices to ensure appropriate utilization of Contract funds including an independent audit, if required by federal guidelines.
· Have the ability to provide general liability insurance unless an entity of state, county or municipal government.
· Have the ability to begin all Contract responsibilities effective October 1, 2019 as the Intake Agent.
· Follow all established CCDF and On My Way Pre-K policy and procedures and meet all contractual obligations in the management of the program.
· For entities who are contracted to provide both Intake Agent and CCR&R services, the Contractor must ensure the Intake duties and any duties performed as a CCR&R agency are performed by separate staff. Intake Agent Contractors shall collaborate with CCR&R agencies, and in the case where the Contractor also provides CCR&R services in the same county or counties, staff shall coordinate the delivery of Intake Agent and CCR&R services to families needing assistance from both program areas. The Contractor’s designated CCR&R staff shall not have access to CCDF or On My Way Pre-K systems including AIS.
Respondents must also agree to all requirements outlined in the Certification Statements and Assurances Form Attachment I and submit a signed copy of this document with their proposal. 
4.2. Required Areas of Service

Respondents must propose to provide Intake services in a minimum of ten (10) counties within the State of Indiana. There is no maximum number of counties for which a Respondent may propose to provide services. The Contractor must have at least one central operating facility per every ten (10) counties that the Contractor provides services. The Contractor must also have a presence in and a plan for conducting face-to-face interviews within every county that the Contractor provides services. A map outlining how the 92 counties within Indiana were previously divided among Contractors can be found in the Bidders’ Library Attachment H. This attachment does not represent how the State requires the counties to be divided through this RFP, as Respondents may propose the counties they desire to serve in this RFP, and should be used for informational purposes only. 
The Respondent will be asked to describe why they selected their proposed counties within the Technical Proposal. The State reserves the right to award all, a portion, or none of the counties the Contractor submits in their proposal, which may result in the Contractor operating in less than ten (10) counties. The State also reserves the right to assign the Contractor additional counties for which the Contractor did not apply for, which may result in the Contractor operating in more than ten (10) counties, in order for the CCDF and On My Way Pre-K services to be provided throughout the state. 
The Contractor shall fulfill all the applicable requirements of the Scope of the Work within every county for which the Contractor is contracted. Please note that in addition to the responsibilities outlined in Section 5.0, the Contractor is responsible for performing functions that vary by county and State and local business conditions, which are subject to modification by the State. This includes meeting the required physical presence and hours and days of operation requirements by tier for all counties served. All minimum county-specific requirements are provided in the Bidders’ Library Attachment H. Details on the number of active cases each month in each county over the past three (3) years are provided in the Bidders’ Library Attachment H.
5.0. CCDF and On My Way Pre-K Intake Service Requirements
5.1. Preliminary Eligibility Check
The Contractor must determine whether a CCDF or On My Way Pre-K applicant meets the necessary income guidelines, service need, residency requirements, and parent/child eligibility requirements for the CCDF voucher program and On My Way Pre-K program. The Contractor shall verify that applicants meet the service need, financial need, residency and age requirements and that applicants have chosen a certified provider to access CCDF or On My Way Pre-K funding.  
The Contractor shall collect a pre-application from all applicants to determine preliminary eligibility status, including declaration of a valid service need, verification of each household member’s income, and verification of priority. The Contractor shall assist applicants in completing the pre-application. 
The Contractor shall verify the applicant has provided all information needed to complete an application before moving forward with the authorization of an application (see Section 5.3). CCDF applicants may be placed on the CCDF waiting list depending on the availability of CCDF funding (see Section 5.2). 

The Contractor shall also complete any and all general administrative work associated with the CCDF or On My Way Pre-K eligibility process.

5.2. CCDF Waiting List Maintenance

The Contractor shall manage a list of applicants that preliminarily meet the eligibility requirements for the CCDF voucher program through the pre-application including financial eligibility and declaring a service need, but for whom there are no available CCDF funds. The Contractor shall document and verify the priority status of the applicant when placing the applicant on the CCDF waiting list. 
The Contractor shall ensure the waiting list is accurate by contacting any applicant in writing who has been on the waiting list for more than ninety (90) days to inquire if the applicant still has a valid service need. If the applicant fails to appropriately respond to the written request within the timeframe set by the State, the Contractor shall purge the applicant from the CCDF waiting list. 

The Contractor shall ensure that enrollment off of the CCDF waiting list is completed per the guidelines set by the State. The Contractor shall provide written notification to a CCDF waiting list applicant when funds become available for enrollment. The Contractor shall notify applicants in the priority order set by OECOSL and enroll applicants on a first-come/first-served basis.
The Contractor shall be prepared to manage enrollment responsibilities when open enrollment results in large spikes in the number of applicants. These responsibilities include informing applicants on the CCDF waiting list about what they are eligible for and how they can sign up for the programs. 
5.3. Applicant Authorization
5.3.1. Initial Intake of Applicants

Following the determination of preliminary eligibility or when an eligible applicant moves off the waiting list, the Contractor shall begin the authorization process for an applicant and complete the initial intake processing of the CCDF voucher program and On My Way Pre-K applications per State guidelines. As part of the initial intake processing, the Contractor shall authorize applications, assist applicants in the completion of the application, provide information regarding child care and other consumer education materials provided by the State, work with CCR&R, conduct authorization interviews with applicants, assure that the information contained on the application is complete and correct, and obtain any outstanding required information or necessary documentation needed to complete the application all within the timeframes required by the State.
During the application authorization, the Contractor shall compile an applicant file to include all applicable documentation as required by the State. The Contractor shall verify income, residency, identification, and other required information to confirm the applicant is eligible. The Contractor shall copy and scan documentation that verifies the information required for application authorization. The Contractor shall maintain this documentation until the case has been monitored. If an applicant is missing information the Contractor shall stop the authorization of the application and provide the applicant with written documentation that additional information is required. The Contractor shall also proactively assist applicants with completing and submitting all required documentation. This includes, but is not limited to, connecting On My Way Pre-K applicants with the relevant Pre-K manager. 
The Contractor shall also follow all established procedures for assuring accuracy of information contained in applications and supporting documentation. The Contractor shall not submit an application and/or supporting documentation into data entry or family case files when Contractor knows or should know that it contains false or misleading information. The Contractor shall follow-up on any incomplete applications received as required. The Contractor shall correct any errors experienced or identified during the Intake process within the timeframes required by the State.  
5.3.2. Applicant Authorization Interview
Under current OECOSL policy, the Contractor shall conduct a face-to-face application authorization interview for new applicants. A new applicant is defined as an individual who has not been actively participating in the program for the previous ninety (90) days. Only staff that are trained by the State can perform intake processing and family case file management. 
The Contractor shall schedule an in-person interview with the applicant, within the required timeframe, as directed by the State in order to enroll the applicant in the CCDF or On My Way Pre-K program. During the face-to-face interview, the applicant must sign and date the application. Subsequent application authorizations may be completed through various procedures deemed acceptable by OECOSL which provide a method for collection of all appropriate documentation. 

Currently, applicant authorization interviews must be conducted in-person under OECOSL policy. However, OECOSL understands that some families experience difficulties attending a face-to-face interview due to inconvenient scheduling during business hours or long distances required to travel. Thus, OECOSL is seeking to offer an alternative to face-to-face application authorization interviews expected to start in the second contract year which begins on October 1, 2020, in order to simplify the process for applicants and improve access for families.

Respondents shall propose how they would conduct non-face-to-face interviews. This non-face-to-face applicant authorization interview option must allow for applicants to submit and the Contractor to verify the necessary eligibility and enrollment materials. The non-face-to-face authorization must include voice contact with applicant (e.g. phone, video call, etc.). The non-face-to-face option may be offered to all applicants, but each applicant must be permitted to request an in-person interview. Respondents will be asked in the Technical Proposal their plan for offering non-face-to-face applicant authorization interviews. Respondents will also be asked in the Cost Proposal to provide case rates that would be billed when only face-to-face and both face-to-face and non-face-to-face interviews are offered.
5.3.3. Voucher/Grant Authorizations

The Contractor shall determine the duration and number of hours authorized through verification of a parent/guardians service need when creating CCDF vouchers. When creating an On My Way Pre-K grant, the Contractor shall utilize the applicant’s information, provider’s information, and enrollment period to determine the grant value. 
5.3.4. Enrollment of Children with Child Care Provider

Using a completed and signed Provider Information page to be provided to the Contractor by the State, the Contractor shall assign a child to the parent’s selected child care provider and who is eligible to receive reimbursement through CCDF or On My Way Pre-K. The Contractor shall also ensure that the Family Agreement is signed by the family of each child receiving an On My Way Pre-K grant. 
5.4. Applicant Reauthorization
The Contractor must conduct an eligibility re-determination at least every 53 weeks to determine if an individual or family still meets criteria for receiving CCDF or On My Way Pre-K services. This process may be done no earlier than thirty (30) calendar days before the applicant’s subsidy end date. The Contractor may complete this through face-to-face interview, mail, fax, email or other acceptable means.
5.5. Applicant Tracking within AIS
The Contractor shall track all pending applications within the AIS system. The items the Contractor tracks shall include, at a minimum; the name of the applicant and household members, application contact information, applicant priority, date of the application, and verification of income.
5.6. AIS Entry
The Contractor shall enter all required information into the AIS within the timeframe defined by the State, as applicable. The Contractor shall also maintain all necessary software interface activity with AIS, if applicable, and develop procedures to ensure AIS remains the property of the State.
5.7. Changes in Client/Case Status
Families must report changes in information to the Intake office within ten (10) calendar days, through mail, fax, email or other acceptable means and may include verification of wage and/or education program enrollment.  Families are required to report the following to the Contractor: 
· Change in residency outside of the state of Indiana;
· Change in name;
· Change in household size;
· Change in TANF status;
· Loss of service need;
· Change in physical custody;
· Change in income which exceeds 85% of State Median Income; and 
· Change in total assets to one (1) million dollars.

The Contractor shall make all necessary status updates by close of business the Saturday of the week the change is received. The Contractor should remind applicants to report any relevant changes.
5.8. Appeals
The Contractor must complete all appeals in compliance with the State approved appeal policy including tracking of all correspondence.
5.9. Complaint Tracking and Reporting

The Contractor shall implement a comprehensive, accurate, efficient, and timely system and process for logging, tracking, and reporting to the State all verbal and written complaints received by, or referred to, the Contractor from any source.  The system shall be submitted to the Stated for approval at the start of the contract.  This system shall also be used to facilitate and document timely follow-up by the Contractor in the resolution of complaints and to generate statistical reports on the complaints, complaint patterns, and their resolutions.  

The Contractor shall respond to all complaints received within one (1) business day. The Contractor shall draft thorough and accurate written responses to all inquiries, regardless of source, pertaining to Contractor operations or performance, as directed by the State. The Contractor shall document all correspondence with clients as required by the State, including phone logs and complaint logs.
5.10. Customer Service
The Contractor must have a customer service plan that includes responding to phone calls and emails within one (1) business day. Additionally, this plan must describe how the Contractor will meet the needs of families with communication barriers such as lack of proficiency in English (Spanish speaking) or hearing impairment. The Contractor must also offer flexibility in appointment locations, times, and days to meet the needs of applicant families. Minimum requirements by county are listed in the Bidders’ Library Attachment H, as stated in Section 4.2.
The Contractor shall answer any general CCDF or On My Way Pre-K questions from families and providers or forward such questions to the appropriate party. 

5.11. Subsidy Tracking Devices Inventory and Issuance
The Contractor must track card issuance and inventory according to procedures indicated by the State.  Contractor will issue eligible persons, at the direction of the State, Hoosier Works for Child Care Cards (HWCC) or relevant subsidy tracking devices over-the-counter and via mail.  Please note that the Contractor cannot be the CRO for the CCDF program.  
5.12. Subsidy Tracking Devices Training
The Contractor must provide applicant(s) with State supplied information on appropriate use of the HWCC card or relevant subsidy tracking devices.  This may be done through video demonstration and/or written/verbal information provided by the State.
6.0. Outreach and Engagement
6.1. Family Engagement Support
The Contractor shall engage in efforts to encourage engagement and follow-through from applicant families. Respondents will be asked in the Technical Proposal how they will encourage engagement and follow-through from applicant families through proposed ideas based upon the Respondent’s experience and successes. Examples could include but are not limited to modified operation hours or new community outreach and partnerships. All costs for family engagement shall be included in the Respondent’s proposed pricing in the Cost Proposal.
6.2. Consumer Education
The Contractor shall provide applicants with consumer education materials on the CCDF voucher program and the On My Way Pre-K program developed by the State. More information about these materials can be found in the CCDF Policy Manual in the Bidders’ Library Attachment H.  
As part of its consumer education responsibilities, the Contractor shall provide information supplied by the State to families served by Contractor regarding relevant programs including Hoosier Healthwise, Indiana's Children's Health Insurance Program, established under I.C. 12-17.6-1-1 et seq. Further, if families served by the Contractor specify health care for their children as a particularly important need, the Contractor agrees to refer the family to the appropriate resources. More information on the programs that information should be provided on can be found in the CCDF Policy Manual in the Bidders’ Library Attachment H.
6.3. Referrals and Information Provision
Parents/guardians seeking assistance in locating an eligible provider shall be referred by the Contractor to the CCR&R for the county in which they live or work. If the Contractor also provides CCR&R services in the same county or counties, the Contractor shall immediately connect parents/guardians seeking assistance locating an eligible provider with its CCR&R staff and resources and coordinate a family’s Intake Agent and CCR&R needs to minimize the number of visits required of a family. The Contractor shall also issue referrals between Head Start, CCDF, and On My Way Pre-K. The Contractor shall refer parents/guardians to childcarefinder.in.gov or Brighter Futures when appropriate. The Contractor shall provide clients with State provided information on Paths to QUALITY (PTQ) and other initiatives.

6.4. TANF/IMPACT and SNAP Families
The Contractor shall ensure CCDF applicants are able to access services in their county of residence within five (5) business days of their TANF/IMPACT or SNAP referral. More information about this referral requirement can be found in the CCDF Policy Manual in the Bidders’ Library Attachment H.  
7.0. County and Community Partnership
7.1. County and Community Collaboration
The Contractor shall collaborate with community partners including but not limited to the TANF office and CCR&R. To ensure coordination and communication, the Contractor must enter into a Memorandum of Understanding (MOU) with the local Impact Service Provider, CCR&R, and other service providers.  The MOU outlines the responsibilities of all relevant parties in the delivery of service to CCDF families.  A sample MOU is provided in Attachment J. 
7.2. Local Office Liaison
The Contractor shall appoint a liaison that will maintain communication with the local offices responsible for the administration of other family resources, including TANF/IMPACT and SNAP, to facilitate the processing of applications.
8.0. Physical Site Requirements
In order to satisfy the requirements set forth in this RFP, the Contractor is required to serve every county for which they are contracted to provide CCDF services, and where applicable also provide On My Way Pre-K Intake services.  The Contractor is required to have at least one (1) central operating facility equipped with a toll-free number, fax line, and internet access with simultaneous phone service. The Contractor must also have a presence and a plan for conducting face-to-face interviews for applicant authorization and when requested by the client within every county that the Contractor provides services. The Contractor must ensure client parking accessibility at its office location(s). 
The Contractor shall provide at least one (1) central operating facility for the first ten (10) counties it serves. If the Respondent is proposing to provide services in more than ten (10) counties, it shall ensure it has an adequate number of operating facilities to provide services in consideration of population and geographic needs. Respondents shall explain in the Technical Proposal where they plan to locate their central operating facility/facilities and how they plan to adequately provide coverage for their proposed counties. The State reserves the right to request additional central operating facilities and/or other physical locations to be provided by the Contractor if the Respondent’s proposed plan is inadequate given geographic and population considerations. The State also reserves the right to request an awarded Respondent consider a central operating facility location that is located in a different county than the Respondent proposed in order to ensure adequate coverage across the state. Please refer to the supplemental attachments included in the Bidders’ List Attachment H for more detail on the minimum county-specific CCDF and On My Way Pre-K central operating facility requirements that must be met by each Contractor for the tiers of every county served. The State reserves the right to modify the minimum county-specific CCDF and On My Way Pre-K central operating facility requirements once alternatives to face-to-face enrollment have been implemented. Respondents will be asked to describe in the Technical Proposal how all minimum county-specific requirements will be met and how facility requirements may change with the offering of alternatives to face-to-face enrollment. 

In support of State-monitored contract compliance efforts, the Contractor shall provide the following at its central operating facility/facilities at no additional cost: 

· Usable office space for one (1) State staff member.
· Allow State personnel access to all files pertaining to CCDF and On My Way Pre-K Intake services.
· Allow State personnel access to internet, phone, and printer/copier.
9.0. Quality Assurance and Compliance
9.1. File Retention
The Contractor is responsible for the storage, accuracy, and maintenance of applicant files until transferred to the State.  Therefore, the Contractor must maintain an electronic file on all CCDF and On My Way Pre-K client cases through State supported scanning software and retain all original documentation for electronic CCDF and On My Way Pre-K case files. The Contractor shall scan in all documents as requested by the State. The Contractor shall maintain the CCDF or On My Way Pre-K grant family paper file as required by the State. The Contractor shall also ensure that all required documentation is obtained and maintained in the paper file and retain all paperwork following the policies and procedures required by the State.
9.2. Quality Assurance (QA)
The Contractor shall ensure State approved internal QA controls and supervision are in place to review and monitor eligibility determination functions and ensure Contract compliance. The Contractor shall have on-going State approved QA procedure to review new applications, re-determinations, and updates which would affect eligibility. The QA procedure shall ensure eligibility documentation is correct, present, and in order. 
9.3. Contract Performance Issue Notification

The Contractor shall notify the State immediately via telephone or e-mail when problems that may affect Contract performance are identified.  Within one (1) business days following discovery of the problem, Contractor must submit a thorough description of each problem and its expected impact on ongoing operations, produce a corrective action plan as necessary, describe the potential impact of the plan on program operations and other Contractors, and provide an estimate of the time required to resolve the problem.  
9.4. Child Care Information System (CCIS) Error Reports
The Contractor must use CCIS generated reports to identify potential inaccurate files.  Corrections within State approved timelines are expected.
9.5. Referral of Fraud
The Contractor must report all suspected fraudulent activities to the State and cooperate in all investigations.
9.6. Confidentiality
The Contractor must comply with all Federal, State, and OECOSL policies and procedures regarding confidentiality. Any information concerning applicants or recipients of the Child Care and Development Fund voucher program and On My Way Pre-K shall not be disclosed to any person, agency or organization except the State without the express written consent of the applicant or recipient of the Child Care and Development Fund voucher program and On My Way Pre-K program. Any information and/or documentation received by the Contractor as the intake agent for the Child Care and Development Fund voucher program and On My Way Pre-K shall be used only for intake and family case file management purposes provided pursuant to this Agreement.
9.7. Conflict of Interest Provisions Specific to Intake Functions
The Contractor must make provisions which are acceptable to State to accept and process applications for the CCDF voucher program and On My Way Pre-K program for employees or their spouses and children to ensure accuracy, confidentiality and impartiality. For entities who are contracted to provide both Intake Agent and CCR&R service, the Contractor must ensure the Intake duties and any duties performed as a CCR&R agency are performed by separate staff. The Contractor’s designated CCR&R staff shall not have access to CCDF or On My Way Pre-K systems including AIS.
The Contractor shall report potential conflicts of interest to the State and establish State approved guidelines for potential conflicts of interests.
9.8. Intake Personnel as Clients
The Contractor must ensure that the process to accept and evaluate applications from employees of the Contractor / Sub-contractor or from their spouses and children is accurate, confidential, and impartial.
9.9. Fund Designation Assurance
The Contractor shall assure funds provided through this Contract will only be used to implement and support the local administration of the CCDF voucher program in the county(s) for which the Contractor is contracted and the On My Way Pre-K program in On My Way counties within the Contractor’s contracted county(s) and not towards other programs.

10.0. Technology Requirements
10.1. Required Computer Hardware and Software
Administration of the CCDF voucher program and On My Way Pre-K applications is dependent on the ability of Intake Agents to access, modify, and exchange data for applicants and child care providers. The Contractor shall ensure all Intake staff have access to a high-speed internet-connected computer to access and operate the State’s AIS and a printer. Computers shall be Windows-based and will require Microsoft Office, Adobe Reader, web browser, and e-mail access. All computers shall be able to access and utilize the Child Care Information System (CCIS) and/or Automated Intake System (AIS).  The Contractor shall also provide a warranty and be responsible for replacing any damaged hardware. 
10.2. Internet Capacity and Dedicated Line Requirements
The Contractor shall have internet capability for the transfer of CCDF and On My Way Pre-K reporting data.  The Contractor shall have a dedicated computer line and a dedicated telephone line for all counties identified in order to have the ability to work on-line and use the telephone at the same time.  An individual line and computer shall also be dedicated for all counties identified for the purpose of scanning documents for State file retention.
The Contractor shall establish and maintain a sufficient number of toll-free telephone lines to ensure ready access to the community and clients. The Contractor shall also stay apprised of new technology and techniques that may enhance Contractor’s operations, and periodically inform the State of opportunities to apply the new technologies and techniques.
10.3. Required Security
All hardware and software utilized by the Contractor must meet State security requirements, and the Contractor shall abide by the following requirements:

· The Contractor shall ensure all computers have adequate anti-virus and encryption.

· The Contractor shall ensure all equipment purchased with CCDF funds shall stay in compliance with State Information Security Requirements http://www.in.gov/iot/.
· The Contractor shall develop and implement a plan to maintain Moderate Level compliance with the National Institute of Standards and Technology, Special Publication 800-53, Revision 4: Security and Privacy Controls for Federal Information Systems and Organizations, and subsequent revisions as directed by FSSA, for system and processes associated with the grantees contract.  http://csrc.nist.gov/publications/PubsSPs.html.
10.4. Funding for Intake Computers

The State will either provide funding for or directly provide computers to Contractors if the Contractor does not already have the computers needed to meet this requirement at Contract commencement. If the State provides the Contactor funding for computers, the Contractor shall provide detailed invoices for each computer purchase including the purchase date, the item description, and the total amount. The State reserves the right to conduct onsite visits to verify the accuracy of inventory documentation. Any purchased computers still belong to the State and may be collected by the State upon Contract termination or completion. Contractors shall follow the State’s policies governing the provision of funding for computers or actual computer hardware. These policies may be changed by OECOSL at any time.
The State will also provide the Contractor with a monthly reimbursement of $30 per each county served for internet access to conduct the Intake Agent services. 

Respondents should note that funding was recently provided to Contractors under the current contracts to purchase computer hardware and software. Incumbent contractors awarded a Contract resulting from this RFP shall utilize the computer hardware and software that were recently purchased, and will not receive additional funding or hardware unless written justification is provided to OECOSL, and OECOSL approves any additional funds or hardware. 
10.5. State Provided Scanning System

The State will provide the Contractor with a scanning system (including one separate computer to which the scanner will be connected) to process CCDF and On My Way Pre-K applications. 
11.0. Communication Requirements

11.1. Data and Records Retention

The Contractor shall develop procedures, including schedules, to ensure data to support operations is properly and routinely, scanned, purged, archived, and protected from loss, unauthorized access, or destruction.  These procedures must be submitted to the State for review and approval.  Purged data shall be retained on a State-approved electronic storage medium and be available to State staff.  The Contractor shall retain files and records for a period contractually defined. 

The Contractor shall also maintain all records and/or documentation as directed by the State. The Contractor shall afford the State access to any records, documentation and/or any sites maintained by Contractor for the purpose of providing services pursuant to this RFP. The Contractor shall also develop, maintain, and provide access to records needed by the State to monitor the performance requirements and standards detailed in this RFP.

Any and all data requested by the State shall be transferred by the Contractor to the State in the manner specified by the State as to content, format and timeliness.
All material relating to AIS remains the property of the State. The Contractor may not copy or reproduce AIS data, or use it for any other purpose except those expressed in this RFP.
11.2. State Meetings

The Contractor shall attend all required State meetings, trainings, and conference calls. These may occur weekly or monthly at the discretion of the State. 
11.3. Reporting
The Contractor shall submit telephone logs, waiting list tracking logs, mailing logs, appeals records, and any additional required reports according to State guidelines.  In addition, Contractor will develop ad hoc reports as requested by the State within a timeframe to be agreed upon by the State and the Contractor.
The Contractor shall complete all reporting, including but not limited to general accounting, payroll, supplies, indirect costs, and performance standards compliance, as required by the State.
The Contractor shall also assist and cooperate with the State monitoring process and correct any errors identified in the State monitoring process as required.
12.0. Staffing
The Contractor shall provide adequate CCDF and On My Way Pre-K Intake personnel who are accessible to meet the needs of CCDF and On My Way Pre-K clients and conduct initial CCDF and On My Way Pre-K interviews in-person, process CCDF and On My Way Pre-K applications, and perform all other relevant Intake duties. 
12.1. Required Personnel – Intake Program Manager
The key responsibilities of the Intake Program Manager include, but are not limited to, the following:

· Leading and managing the entire Contractor CCDF and On My Way Pre-K Intake teams;

· Directing progress toward CCDF and On My Way Pre-K Intake performance objectives;

· Serving as the State’s primary point of contact for CCDF and On My Way Pre-K Intake performance concerns;

· Creating and executing CCDF and On My Way Pre-K Intake communication plans for OECOSL
· Interfacing with OECOSL and other Contractors as necessary, participating in software, policy, budget, and other meetings;

· Coordinating modification of all CCDF and On My Way Pre-K Intake Contractor forms and communication to parents, providers, and community representatives;

· Preparing reports and work plans in a comprehensive, accurate, and timely fashion;

· Submitting reports to the State based on required timelines; and
· Evaluating contract compliance through an effective internal quality control system and a continuous quality improvement approach.
12.2. Staffing Plan
The Respondent shall provide a staffing plan that identifies the personnel who will be used to fulfill the services described in this RFP.  A resume and three (3) references are required for the Intake Program Manager.  Please note that staffing plans must address the following:

· Job title, qualifications, and descriptions for each CCDF and On My Way Pre-K staff position;
· CCDF and On My Way Pre-K relevant training plans for both Contractor and State personnel;
· Subcontractor staff and responsibilities, if necessary;
· Estimations of average caseload per CCDF and On My Way Pre-K staff position;
· Estimations of the number of hours each CCDF and On My Way Pre-K staff position will be dedicated to performing Intake responsibilities;
· Contractor performance evaluation and progressive disciplinary policies for all staff; and
· Plans for the replacement of departing temporary and permanent staff.

Upon request, Contractor shall provide the State with an updated organizational chart that shows the reporting structure and responsibilities of Contractor’s staff and any subcontractor staff.

12.3. Staff Turnover and Vacancies
The Contractor shall notify the State in writing when personnel designated for CCDF and On My Way Pre-K Intake depart the organization, are replaced, or moved to other positions within its organization.  The notification shall occur within five (5) business days of the Contractor’s decision to move the individual.  In cases where the individual resigns, the Contractor shall inform the State on the day the Contractor is notified of the employee’s intent to resign.  Please note that the Intake Program Manager assigned to the Indiana account must be exclusively assigned to this project and is not permitted to manage, oversee, or participate in other projects, contracts, etc.  Any redirection of the Intake Program Manager either temporarily or permanently, requires written OECOSL approval.  
A vacant position shall be filled with a staff person of equal or greater ability and will be subject to approval of the State.  Vacant positions shall be filled within thirty (30) calendar days of the vacancy.  If one or more positions remain unfilled for more than thirty (30) calendar days, the State reserves the right to cease payment of the Contractor’s invoices until the position(s) is filled, or to take additional corrective action.  Please refer to the Contractor Compliance and Pay-for-Performance Attachment K for more details. 
During the course of the contract, the State reserves the right to require replacement of the Intake Program Manager or any other Contractor employee or subcontractor employee whose work is unacceptable to the State.  Reasons for unacceptable work performance include, but are not limited to, the inability of the person to carry out work assignments or unsatisfactory job performance as determined by the State.  The individual must be removed within two (2) weeks of the request for removal and be replaced within thirty (30) calendar days after the position is vacant, unless a longer period is approved by the State.
12.4. Certification and Training of Intake Staff
The Contractor shall ensure that all CCDF Intake personnel are trained in all aspects of CCDF job functions and that all On My Way Pre-K Intake personnel are trained in all aspects of On My Way Pre-K job functions. 

The Contractor, all supervisory staff, and all CCDF and/or On My Way Pre-K Intake workers shall complete all certification procedures as outlined by the State and attend all required training sponsored by OECOSL regarding policies/procedures on CCDF, On My Way Pre-K, and the AIS. The Contractor shall plan and implement training for CCDF and/or On My Way Pre-K Intake staff and participate in CCDF and/or On My Way Pre-K policy and procedure trainings, as required. The Contractor must assure only staff trained by the State perform Intake processing and family case file management. Staff absence and staff turnover require cross training be in place for the Contractor’s staff to ensure program efficiency in meeting the needs of the families. 
Additionally, the Contractor shall train all CCDF and On My Way Pre-K Intake workers on motivational interviewing practices to ensure that the questions being asked of families assists the Contractor in connecting families with needed services.  The Contractor shall report to the State on the occurrence of this ongoing training. 
13.0. Implementation and Transition Requirements
13.1. Beginning of Contract Implementation Requirements
13.1.1. Implementation Schedule

If the Contractor is not the incumbent vendor or is serving a new county, the CCDF and On My Way Pre-K Intake implementation must begin following Contract award announcement.  The approximate start date for implementation is September 1, 2019.  This phase must be completed no later than September 30, 2019.  The operational start date of October 1, 2019, is a key date and will be subject to damages, as specified in the Contractor Compliance and Pay-for-Performance Attachment K. 
The State will actively monitor transition activities during this phase of the contract.  Monitoring activities will focus on progress made against the Contractor’s work plan, quality of deliverables submitted, and assessment of the Contractor’s readiness to begin operations. 
13.1.2. System Information and Equipment

The Contractor shall be responsible for obtaining and setting up applicable computer hardware, software, and internet connections as described in Section 10.0. The Contractor shall work with OECOSL to ensure connections to OECOSL’s systems as described in Section 13.1.3.2.  The Contractor shall also be responsible for working with the State to obtain training on OECOSL systems prior to the operations start date.  
13.1.3. Implementation Phase Scope

If the Contractor is not an incumbent vendor or is serving a new county, the Contractor is responsible for the timely and successful completion of each of the implementation phase tasks.  In addition, the Contractor must clearly specify and request information needed from the State in a manner that does not delay the schedule or work to be performed.  

13.1.3.1. General Implementation Contractor Responsibilities
13.1.3.1.1. Report progress against the Contractor’s approved work plan for each task through weekly written status reports and at weekly status meetings with the State.
13.1.3.1.2. Update the project work plan on a weekly basis.
13.1.3.1.3. Deliver written status reports and updated work plans and schedules, including any changes in dates, by 9:00am, Eastern Time, one (1) work day before the status meeting.
13.1.3.1.4. Submit for review and approval the proposed format, content and distribution plan for each deliverable a minimum of ten (10) business days prior to deliverable due date.
13.1.3.1.5. Submit deliverables on the schedule agreed to in the approved work plan.
13.1.3.1.6. Obtain written approval from the State on each deliverable submitted for review.
13.1.3.1.7. Revise deliverables, if requested, using State review findings to meet content and format requirements.
13.1.3.1.8. Collaborate with local community partners for each county on matters including, but not limited to, connecting clients with CCDF eligible providers and On My Way Pre-K providers.  The Contractor must maintain a MOU for each county with local community partners which defines each party’s roles and responsibilities.  A sample MOU is provided in Attachment J.  All signed memoranda must be made available to the State upon request.

13.1.3.1.9. Develop procedures and schedules to ensure that data to support operations is properly and routinely purged, archived, and protected from loss, unauthorized access, or destruction.  These procedures must be submitted to the State for review and approval.  Purged data shall be retained on a State-approved electronic storage medium and be available to State staff.  The Contractor shall retain files and records for a period of three (3) years after the date of case closure.  Following this time, it shall fill out the appropriate State forms and submit them to the FSSA Forms and Records Manager for approval prior to record transfer.

13.1.3.1.10. The Contractor must have a customer service plan that includes responding to phone calls and emails within one (1) business day.
13.1.3.1.11. The Contractor must maintain the necessary flexibility to accommodate the need for an occasional weekend and evening certification visit.
Project deliverables will be reviewed by, and require written approval from, the State.  The Contractor shall include a minimum of ten (10) business days, per deliverable, in the work plan for the State to review each deliverable and document its findings.  Based on the review findings, the State may approve the document or specify conditional approval with a request that revisions be made.  

13.1.3.2. System Connectivity and Testing

The Contractor shall be responsible for setup and testing connectivity from their locations to the AIS.  The system is in Java format, with a SQL server database.  The State will provide a set monthly reimbursement for internet.

13.1.3.3. Operations Preparedness

The Contractor shall be responsible for all costs associated with ensuring that it is able to take over the requirements of the Contract executed as a result of this RFP without disruption to the State, providers, or stakeholders.

There will be a readiness review before CCDF and On My Way Pre-K Intake Agent services begins under this contract.  The State will work with the Contractor to define the structure and schedule of the operational readiness assessment.  The Contractor must demonstrate that all system processes and staffed functions are ready to assume responsibilities for operations.  The Contractor is responsible for demonstrating physical plant security, data security, and fire/disaster prevention and recovery procedures, among other items.

13.1.3.4. Changeover

Contractor shall take all steps necessary to ensure a seamless transfer of operations to its staff no later than October 1, 2019, and work with the State to quickly resolve any issues that might arise during the transition.

13.1.3.5. Post-Implementation Support

Contractor shall continue to work with the State to ensure operational integrity throughout the Contract term. 
13.2. End of Contract Transition Requirements 
13.2.1. Transition Plan

The State wants to ensure that, to the greatest extent possible, program stakeholders experience no adverse impact from the transfer of the CCDF and On My Way Pre-K Intake functions from the Contractor to either the State or to a successor Contractor.  Nine (9) months prior to the end of the base Contract period, or any extension thereof, the Contractor must develop and implement a State-approved Transition Plan (included in the Bidders’ Library Attachment H) covering the possible turnover of CCDF and On My Way Pre-K Intake activities to either the State or a successor Contractor.  The Transition Plan must be a comprehensive document detailing the proposed schedule and activities associated with the turnover tasks outlined below:

· Transfer of current family files to State or new Contractor, including, most recent 805 and back-up documentation, returned to Intake Grantee;

· How “in process” family files will be transitioned to State or new Contractor; 

· Completing inventory transfer forms and obtain relevant signatures;
· Completing scanning process of completed files;
· How equipment transfer will take place to State or new Contractor;
· Transfer of Hoosier Work cards or relevant subsidy tracking devices inventory list and obtain relevant signature; and
· Transfer of any Hoosier Works or relevant subsidy tracking devices cards.
The Plan shall describe the Contractor’s approach and schedule for transfer of inventories, correspondence, documentation of outstanding issues, client files and operational support information.  The information must be supplied on media specified by the State and according to the schedule approved by the State. 

The Intake Program Manager shall manage and coordinate all transition activities. The Contractor shall not reduce operational staffing levels during the transition period without prior approval by the State. The Contractor shall not in any way restrict or prevent Contractor staff from accepting employment with any successor Contractor.  The State will work with the incumbent and successor Contractors on the timing of any transition of incumbent staff.
13.2.2. Post-Transition Responsibilities
Following transition of CCDF and On My Way Pre-K Intake operations, the Contractor must provide the State with an Intake Transition Results report documenting the completion and results of each step of the Intake Transition Plan.  The outline and format of the Intake Transition Results report must be approved by the State in advance.  The transition will not be considered complete until this document is received by the State.
At the end of the transition the Contractor will be required to return the State-provided computer and scanner system. The State also reserves the right to collect or transfer the computer hardware and software purchased with State funding by the Contractor to meet the requirements set forth in this RFP.
14.0. Billing and Invoicing
The Contractor shall bill the State the established rate under this Contract by Contract year for every active case for every month the case is active. This per case rate will change once non-face-to-face applicant enrollment options are implemented. A case is defined by the State as active when an applicant has been deemed eligible for services, their application has been signed, and they are receiving services. After each completed month, the State will send each Contractor their active case counts for the month. The Contractor shall submit a claim based on their contracted per active case rate and the number of active cases provided by the State. Respondents should note that cases are not seen as active while they sit on the waiting list or if they are deemed ineligible.

If the Contractor is approved to receive funds from the State to purchase computers, printers, or other hardware, the Contractor may be reimbursed up to $1,200 per each Intake FTE (Full Time Equivalent). The Contractor must maintain documentation of each purchased item and shall not use this funding for anything other than hardware permitted by the State.

The Contractor may also be reimbursed a maximum of $30 a month per each county served for internet access to conduct the Intake Agent services, and the Contractor shall submit all supporting documentation required by the State at the time of invoicing. 
Hardware costs and internet costs will be funded on a reimbursement basis only, and the Contractor shall submit claim forms with supporting receipts for these costs. The State reserves the right to conduct onsite visits to verify the accuracy of inventory documentation. Any purchased computers belong to the State and may be collected by the State upon Contract termination or completion.

The State provided scanning system and attached computer to process CCDF and On My Way Pre-K applications shall not be billed for by the Contractor. This scanning system belongs to the State and may be collected by the State upon Contract termination or completion. 
15.0. Performance Standard and Corrective Action Plan

The Contractor shall agree to the following performance standard and Corrective Action Plan. Please refer to the Contractor Compliance and Pay-for-Performance Attachment K for more details.

15.1. Performance Standard
The Contractor shall be responsible for meeting and maintaining the following performance standard: 
· The Contractor shall ensure a 100% accuracy rate of client files reviewed by the State for each month.

An accuracy rate of less than 100% of client files reviewed by the State shall result in a reduction

of the monthly payment to the Contractor for each family case file found to have an error(s) for every month in which the case was active. In addition, if the Contractor has two (2) consecutive months of an accuracy rate of less than 97% of client files reviewed, Contractor shall be placed on a probationary status by the State for a period of three (3) months.
Contractors on probationary status that have an accuracy rate of less than 97% of client files

reviewed, shall incur a reduction of the monthly payment for each family case file found to have

errors for every month in which the case was active and for the direct services paid to providers on files found to be ineligible. If after three (3) months on probation, the accuracy rate of files reviewed remains less than 97%, the State may terminate the Contractor’s contract. 
If the Contractor is placed on probationary status, the Contractor must submit a written probationary plan detailing the steps that will be taken to bring the error rate to 100% accuracy. Written monthly updates to the status of the probationary plan must be submitted to the State. Additionally, during the probationary period, the State will make at a minimum, monthly visits to the Contractor. These visits will include:

· Review, modification and approval of the Contractor's quality assurance process and verification that 100% of client files are reviewed through the approved QA process.
· Random sampling of client files to ensure that documentation has been properly reviewed and scanned.
· Review of the Contractor's staffing plan to ensure staffing is adequate to meet the required performance standards.
· Review and training on specific errors that have been identified.
· Specific training on identified areas of weakness.
· Review and approval of the Contractor’s training plan and documentation.
15.2. Corrective Actions and Payment Withholds
It is the State’s primary goal to ensure that the Contractor is accountable for delivering services as defined and agreed to in the Contract. This includes, but is not limited to, performing all items described in the Scope of Work, meeting all required time frames and deadlines, and generally performing to the satisfaction of the State. Failure to perform in a satisfactory manner may result in corrective actions and withholds described below.  

It is the intent of FSSA to remedy any non-performance through specific remedies and a payment withholding protocol. FSSA may apply performance remedies, as described below. In the event that the Contractor fails to meet requirements set forth in the Contract, the State will provide the Contractor with a written notice of non-compliance and may require any of the corrective actions or remedies discussed below. The State will provide written notice of non-compliance to the Contractor within thirty (30) calendar days of the State’s discovery of such non-compliance.
15.2.1. Corrective Actions
If the State determines that the Contractor is not performing to the satisfaction of the State, has not completed any deliverable in a satisfactory or timely manner, or upon written request by the State for any reason, the Contractor shall submit, within ten (10) business days of the occurrence or State request, a Corrective Action Plan (CAP). The nature of the corrective action(s) will depend upon the nature, severity and duration of the deficiency, and repeated nature of the non-compliance.  Note: Severity shall be determined by the State, in its sole discretion. 

At a minimum, the CAP shall address the causes of the deficiency, the impacts, and the measures being taken and/or recommended to remedy the deficiency, and indicate whether the solution is permanent or temporary. It must also include a schedule showing when the deficiency will be remedied, and for when the permanent solution will be implemented, if appropriate.
15.2.2. Payment Withholds
Beginning the month in which a CAP is required per the Corrective Action paragraph above, the State may withhold an additional 5% of the following month’s invoice and all subsequent billing until the CAP is implemented. When the CAP is completed, and the proposed remedy is implemented, the money withheld due to the CAP (separate from the money withheld for performance measures) will be processed and paid to the Contractor.  Should the CAP not be submitted as required, or should the remedy not be implemented within the timeframe specified by the CAP, the withheld money may be forfeited.   

The Contractor and the State shall schedule regular meetings to discuss Contractor’s performance. The Contractor is required to show satisfactory progress towards milestones and otherwise provide information that can be used to show that performance is satisfactory. Scheduling of review meetings shall be agreed upon mutually between Contractor and the State.
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