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Scope of Work


A. Fiscal Intermediary Services

The contractor shall provide fiscal intermediary services for participant-directed attendant care services.
B. Background and Overview
It is the intent of Family and Social Services Administration (FSSA) Division of Aging to find a contractor that provides quality fiscal intermediary services for the FSSA Division of Aging (DA).
The contractor shall provide fiscal intermediary services to eligible participants and their employees in the participant-directed attendant care program (“program”) pursuant to the Aged & Disabled Home and Community Based Services waiver.  The Aged and Disabled waiver allows Indiana Medicaid to pay for services in a home or community-like setting, including the provision of participant-directed attendant care services. Participant-directed attendant care services are when the participant acts as the employer to those providing their care. Participants hire and direct the provision of their services; participants also have the option to choose an agent/authorized representative to be appointed on their behalf when directing services.
Services included in the program are meant to be direct hands-on care to participants for their functional needs with activities of daily living, and include assistance with personal care, assistance with mobility, assistance with elimination, assistance with nutrition, and assistance with safety. 

Participants in this program work with their care manager, who is employed by the Area Agency on Aging or an Independent Care Management entity in the locale where the participant lives. The care manager offers service options pursuant to the waiver. Contractor will be responsible for enrolling participant and their chosen caregiver(s) in the program and for paying the caregiver(s) (hereinafter referred to as employee) for their services. 

Stakeholders in this program include the DA, care managers, participants, and participant’s employee(s). The program is capped at 375 actively authorized participants. An actively authorized participant means that the participant has a current notice of action as determined by the DA and is receiving program services.

1. Enrollment Referrals

Care managers will screen potential enrollees for program eligibility. The care manger will send a referral form to the contractor containing the potential enrollee’s basic information; information about their authorized representative/agent, if applicable; and the care manager’s contact information. Care managers will provide potential enrollees with contractor’s phone number or website to begin the enrollment process. No participant can be fully enrolled in the program until the DA has released a notice of action.
Enrollment packets, containing the appropriate paperwork for participants and their employees, will be available online or mailed to the participant in a timely manner. The appropriate paperwork includes a criminal background and Office of the Inspector General exclusion list check on employees. Contractor shall notify the DA and care manager within one business day if results are found in the employee’s pre-employment screen. 
Contractor will receive a notice of action giving the enrollee final approval from the DA through the DA’s online vendor system. This notification shall be through email.
C. Communications Process

Good communication is essential. The contractor must maintain a clear, effective, and accessible communication process for participants, participant’s employees, care managers and the DA.  This process must answer all questions, resolve problems, and provide information in a timely manner. If contractor is unable to answer a question themselves, they are committed to contacting the DA or care manager for assistance. Section E outlines several expectations regarding the communications and customer service process.
D. Work Plan

The contractor shall provide a written work plan.  The plan must show how the work will be performed in a logical sequence, in a timely manner, and with an efficient use of resources. Contractor shall provide a complete work plan, meeting the listed requirements of this contract and scope of work, no later than thirty (30) days after the Attorney General of Indiana has approved the contract.  All services must be provided as set forth in the approved work plan. The work plan shall address all of the key expectations and performance indicators in sections E and F; work flow charts are encouraged. The work plan will cover the following services:

1. Detail and create internal policies on how participants and employees will be enrolled and develop enrollment packages for participants and employees.
2. Detail and create internal policies of the bi-weekly payroll process for participant employees.
3. The web portal and web-based provider directory and their specific uses for identifying employers and their employee’s electronic timesheets.
4. Technical support, ongoing operational needs, training and customer support to participants and employees, including having a live person to take calls during weekdays and making sure that calls going to voicemail are returned in 24 hours during weekdays.
5. Keeping updated resources explaining all aspects of the payroll and enrollment process for participants and their employees.
6. Providing various reports to the DA as detailed in Section E. 
E. Key Expectations 
1. Contractor will provide customer service that, at a minimum includes a live person to answer phone calls on a toll free line during business hours; returning voicemails within 24 hours during week days and returning calls the following business day for holiday and weekend calls; and timely responding to requests for enrollment packets within three business days of the request. The toll free line shall be operational during regular business hours. Contractor shall also provide the DA with an emergency contact number that is reachable at all times.
2. Contractor will provide a liaison as a point of contact for the DA.

3. Contractor is required to provide training sessions to participants and their representatives via web access, or by telephone if participants do not have online access. In each participant-directed training session, the contractor will:
a. Provide written information and web access to policies on participant-self-directed care to stakeholders, during the training session.  This material must be available in alternative formats.  All written material must be approved by the DA prior to use.
b. Inform the participant about the role of the fiscal intermediary.

4. Contractor shall follow the pertinent guidelines established in the Aged & Disabled waiver referenced in the background and overview section.

5. Contractor will be sensitive to the participant and employee confidentiality, especially concerning any discussion of protected health information or records and dealing with social security numbers.

6. Contractor will not take any actions that materially impacts multiple participants or employees without receiving advance approval from the DA.
7. Contractor will update FSSA enrollment policies only after consultation with, and approval from, the DA.  
8. Contractor will ensure that the program is capped at 375 actively authorized participants.
9. Provide enrollment support for employees.  The contractor will:
a. Ensure that the enrollment referral process described in section C works effectively for all parties, including notifying the Division of Aging and care manager of positive results from a criminal background check or OIG exclusion check within one business day.
b. Enter employee demographic data into payroll system.

c. Distribute employee application packet online or by mail with clearly stated return address.
d. Provide instructions for completion of the following forms:
1) Employee Data form.

2) USCIS Form I-9.  US Citizenship and Immigration Services Employment Eligibility Verification.

3) IRS W-4 Form.  Employee’s Withholding Allowance Certificate.

4) IN Form WH-4.  Employee’s Withholding Exemption and County Status Certificate.

d.
Make sure each employer packet is correct and complete; if it is not, work with the employer until all problems are corrected.

e.
Data from enrollment packets must be entered completely and accurately into the contractor’s system within three (3) business days after receipt
5.
Process Participant Enrollment.

a. Process payroll in 48 hours.

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

j. Verify that the employee has a current driver’s license and car insurance if they plan to transport the participant in their car.

k. Establish Participant or Employer of Record (EOR) files for each participant.
l. Provide bilingual, TTY, or Telecommunications Relay Service (TRS) Customer Service assistance as needed.
m. Follow up with the IRS and participant or employee as necessary to resolve issues.
6.           Process Provider/Employee Enrollment.
a. Process USCIS Employment Eligibility Verification.
b. Process Employee Withholding Allowance Certificate (Federal and State).
c. Process Earned Income Credit Advance Payment Certificate, if applicable.
d. Process documentation for Electronic Funds Transfer (EFT).
e. Process criminal background check and notify the DA if the record shows any arrests or convictions.
f. Verify provider SSN and EIN numbers.
g. Establish provider files in Financial Operations Center.
h. Provide bilingual, TTY, or TRS customer service assistance as required.
i. Follow-up with the IRS, Indiana Department of Revenue, or other regulatory federal and state agencies and the participant and employee as necessary to resolve issues.
j. Distribute provider payment schedule.
7. Contractor must complete essential paperwork to obtain an Employer Identification Number (EIN) for the employer of record.  The contractor must provide names and telephone numbers of contact persons for the participant to call if questions arise.  This work requires the contractor to:

a. Enter consumer demographic data into payroll system.

b. Pre-populate the employer package with data and distribute the package.

c. Process the employer package, provide instructions, and provide both any and all assistance required for employers to complete the forms.
d. Review the consumer packet for completeness and coordinate with employer for resolution of issues.
e. Forms include, but are not restricted to:
1. IRS Form SS-4.  Application for Employer Identification Number.

2. IRS Form 2678.  Employer Appointment of Agent.

3. IRS Form 2848.  Power of Attorney & Declaration of Representative.

4. IN DOL Form 52227.  Power of Attorney.

5. IN FSSA Form.  Employer Statement of Responsibility.
8. Data from participant packets must be entered completely and accurately into the contractor’s system within three (3) business days after receipt.

9. Make sure each employer packet is correct and complete; if it is not, work with the employer until all problems are corrected.
10. Contractor must search OIG List of Excluded Individuals/Entities.
a. For each new employee hired by the participant, and on a monthly basis for all employees who worked during the month, the contractor will verify if any employee is on the Office of Inspector General (OIG) List of Excluded Individuals/Entities.  The OIG exclusion list is located at: http://oig.hhs.gov/fraud/exclusions/exclusions_list.asp.
11. Website.
a. The contractor will present a web portal to IN FSSA DAA, for approval, no later than Thirty (30) days after the Attorney General of Indiana has approved the Contract.
b. The contractor will maintain a provider/participant employee website directory that will include employees’ names, city, and county of residence.  The website must be updated monthly and maintained throughout the length of the contract.
c. The contractor will launch the web portal, which includes participants and their employees being able to enroll in the program,  the employee directory and enables employees to submit their timesheet electronically, within Fifteen (15) days following receipt of IN FSSA DA approval.  The contractor will provide FSSA with feedback and recommendations on FSSA’s marketing and implementation plan for the web-based timesheet tool prior to activating the web portal.
d. The website must be operational twenty-four (24) hours a day, seven days a week, excluding the normal scheduled maintenance window.  The website is allowed an unscheduled downtime of no more than five percent (5%) of a  24-hour day in any given month.  Downtime means that participants, participants’ employees, or employees of the DA cannot perform an essential function on the website.
12. Contractor shall make payments to employees who submit properly completed timesheets. 
13. Contractor shall provide biweekly payroll and complete electronic funds transfer or mail checks.
a. Contractor must make weekly off-cycle payments to employees when necessary “pend” issues are resolved.

b. Contractor must maintain cash flow sufficient to pay all payrolls in accordance with the biweekly schedule for all properly completed and duly authorized requests from the participant.
14. Contractor must be able to pay employees overtime pay.

15. Contractor will timely issue payment to employees.
16. Contractor will not charge a Per Member/Per Month (PMPM) fee for participants.
17. Contractor shall issue annual W-2 wage statements, and timely file appropriate tax and labor reports.
18. Contractor shall develop a file on each individual participant.  
19. The budget for participant-directed services and tax documentation must be maintained in a hard file, and information requested by the DA must be submitted by telephone, electronically or by fax within three business days of receipt of request.
20. Contractor will promptly notify the DA and appropriate Indiana state agencies of any suspected incidents of fraud, neglect, or abuse that are reported to the contractor.  For the purposes of this paragraph, “fraud” includes substandard care as well as theft, deceitful billing practices, misrepresentation, forgery, and any other illegal act that causes a financial loss to the program.   Contractor will provide DA staff with a full account of each reported incident and will identify any related billing issues attributable to the reported incident.  Should the reported incident allege misconduct by either participant or employee, the contractor shall, as directed by FSSA, suspend further payment authorization for the particular account pending completion of an investigation by appropriate state agencies and receipt of further written instructions from FSSA.  
21. Quarterly Duties.
a. Report quarterly in writing to the DA the names of all customer service specialists dedicated to the participant-directed care program; each report must show the name of the specialist, date of hire, and date of separation from employment.

b. A Complaint Report must be submitted to the DA on a quarterly basis showing all complaints and the date of their resolution. Contractor must resolve one hundred percent (100%) of all complaints within ten (10) business days of Complaint Report submission.

22. Monthly Duties.
a. Receive and process payment authorization.
b. Process biweekly payroll (Check and EFTs).
c. Re-issue lost checks and lost W-2s as directed by the DA. Contractor has the right to charge administrative fees to employees for the replacement of lost checks and W-2s.
d. Provide remittance statements.
e. Withhold federal and state taxes for employers and employees.
f. Withhold unemployment taxes Federal Unemployment Tax Act and State Unemployment Tax Act (FUTA, SUTA) and remit to the agencies as required by law.
g. Process garnishments.
h. Process Earned Income Credit.
i. Process tax deposit for each employer of record in compliance with IRS filing requirements.
j. Process wage reporting information to state unemployment division.
k. Calculate and process eligible FICA and FUTA individual refunds.
l. Generate and distribute year-end information returns including W-2s, W-3s to appropriate tax agencies and Social Security Administration.
m. Process requests to change, add or update EFT application.  Ensure compliance with current federal, state and local statutory benefits and labor laws.
n. Record retention for three (3) years after the termination of this contract and as provided for in this contract.
o. Provide bilingual, TTY, or TRS Customer Service assistance as required.
p. Participate in monthly management meetings with DA personnel, and in additional meetings as requested by the DA.
q. Follow-up with IRS, consumers, and employees as necessary to resolve issues.
r. Submit new hire report.
s. Submit an invoice to FSSA’s Claims Management in order for the hourly compensation rate of the employee to be billed directly to Medicaid and obtain a Medicaid provider number in order to submit those invoices. 

t. Submit an invoice to the Division of Aging for per member per month fees.
     15. Monthly Meetings:
a. Monthly telephone conference call with DA.  Requires the following monthly reports:
1) Monthly Agenda.
2) Program Utilization by Month.
3) Payroll Ledger Register.
4) Issues concerning waiver participants. 
5) Other reports as requested by the DA.
b. The contractor shall provide a Summary Activity Report each month no later than ten (10) business days after month-end electronically to the DA.  Include the enrollment packages sent out, the number of new enrollees, the number of active consumers, the number of participants disenrolled, employees paid, expenditures to date, and remaining authorizations to process.  Monthly reports may be modified as requested by contractor but only with approval from the DA, which may request modifications to reports at any time.
c. The contractor shall provide monthly reports of participants who have not billed in two billing cycles.  The DA will work with the care manager to have participants removed due to inactivity.  The DA will cancel the notice of action for removed participants and will provide the contractor with a copy of the cancellation notice.
d.  Contractor will prepare a monthly report clearly identifying the number of participants enrolled in the program.  The weekly report will include the following:

1) A report of Current Active Participants.  This report will list participants meeting these criteria:
a) The participant has an active notice of action (NOA) in the contractor’s system.
b) The participant has completed employment paperwork.
c) The participant has at least one employee who has completed his or her employee paperwork.
2) A report of Active Missing Paperwork.  This report will list the individuals meeting these criteria:
a) The participant has an active NOA in the Contractor’s system;
b) The participant is missing some paperwork, e.g., employer, employee, other.
c) Date paperwork was requested.
3) A report of Interested Consumers:
a)
Consumer’s name;
b)
Case manager’s name; and
c)
Date case manager authorized consumer’s eligibility.
The DA will create and inform the contractor of the established program enrollment and wait list rules no later than Sixty (60) days after the Attorney General of Indiana signs the Contract.  When the Contractor has received the enrollment and wait list rules from the DA, the Contractor will continue to be required to send these monthly reports.
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