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State of Indiana 
RFP 21-2059 
Enrollment Broker Services  
Attachment F  
Technical Response Template 
 
Please review the requirements in Attachment D (Scope of Work) carefully. Please describe your relevant experience 
and explain how you propose to perform the work. Where applicable, the Respondent should indicate how their 
proposed offering will address program goals, including: 
• Providing enrollment broker services for the three specified Indiana Health Coverage Programs  
• Ensuring enrollee education, access to information and enrollment services  
• Coordinating with the State, enrollees, Managed Care Entities (MCEs), and other State contractors 
 
Respondents are strongly encouraged to submit inventive proposals for addressing the Program’s goals that go beyond 
the minimum requirements set forth in Attachment D of this RFP. 
 
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. Please maintain a page count of less than 200 pages. 
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SECTION 1.0 - Overview 
 
Please provide an overview of your proposal.  
 
Please provide a list of States to which you currently or in the past have provided similar services. In connection with 
this list, please provide information on: 

 Programs you have initiated in other states that can be replicated in Indiana to help the State meet its goals 
 Programs you intend to initiate that would be specific to Indiana 
 Examples of how you have worked with other states in a collaborative manner to address changing program 

needs and priorities 
 Any sanctions or formal complaints that you have been subject to 
 Any corrective actions that you have been subject to 
 Experience with State and federal compliance 
 Any lawsuits within the last five years related to similar services you have provided 
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SECTION 2.0 – Contractor Tasks 
 
Please explain how you propose to execute Section 2 in its entirety, including but not limited to the specific elements 
highlighted below, and describe all relevant experience.  
 

 Section 2.1 – Enrollment Broker Helpline Services  
o Describe how you will maintain and manage the Helplines for all three programs 
o Describe your call center staffing plan that will provide sufficient “live-voice” access 

to members for a minimum of fifty-five (55) hours a week Monday through Friday from 
8:00 AM to 7:00 PM ET 

o Describe how you will ensure you have adequate staffing to resolve member 
inquiries and complaints in a timely manner 

o Describe how you will treat each caller with dignity and respect their right to privacy 
and confidentiality 

o Describe how you provide options in English, Spanish and Burmese and make these 
options known to the caller 

o Describe how you will evaluate the adequacy and effectiveness of the Helpline coverage 
on a daily basis through gathering statistics related to the operation of the Helpline, 
recording all calls, monitoring at least 5 “live” calls monthly and preparing regular 
reports to the State. Please include example reports if necessary 

o Describe how you will process warm transfers for callers 
o Describe how you will track and report information collected from the calls into the 

Contractor database 
o Describe your plan for disaster recovery if the Call Center were to have a failure 

 Section 2.2 – Member Education 
o Elaborate on your plan to educate members 
o Describe how you will provide oral interpretation services over the Helpline 
o Describe your plan for providing MCE choice counseling including linking members 

to preferred healthcare providers  
o Describe how you will conduct end of call surveys to evaluate caller satisfaction 
o Describe how you will work with the State to update/revise existing member 

materials 
o Describe your ability to provide member materials at the appropriate reading level 
o Describe your ability to provide member materials in other languages such as 

Spanish and Burmese 
o Describe how you will notify enrollees that oral interpretation is available for any 

language and that written information is also available for all member materials 
o Describe how you will notify enrollees about how to access interpretation services 

and written information for all member materials 
o Describe your ability to receive and comply with requests by the member to receive 

electronic copies of member education materials 
o Describe the content of your member brochures and provide any relevant examples 
o Describe your plan for providing MCE Summary sheets and for directing members 

to provider lists 
o Describe your ability to create other materials as needed by the State 
o Describe your capacity to prepare accurate and thorough written responses to 

various inquires 
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o Describe your plan for responding to ninety-eight percent (98%) of all written provider 
and recipient correspondence (inquiries) within ten (10) business days of receipt of the 
written correspondence 

 Section 2.3 – Member Enrollment and Disenrollment in Managed Care Programs 
o Describe how you will record a member’s MCE selection in your database as well as 

in MMIS 
o Describe your ability to comply with the facilitate enrollment for presumptively 

eligible members (For Hoosier Healthwise and HIP) Describe how you will process 
MCE selection, change requests, and disenrollments for members in the programs, 
including those for just cause  

o Describe your ability to interface with and record relevant data into MMIS 
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SECTION 3.0 – Information System Requirements  
 
Please explain how you propose to execute Section 3 in its entirety, including but not limited to the specific elements 
highlighted below, and describe all relevant experience. 
 

 Section 3.1 – Enrollment Broker Database 
o Describe your ability to develop a database that identifies member and provider 

information in the seven areas listed in Section 3.1 
o Describe your planned use of a customer relationship management (CRM) system 
o Describe your ability to perform Right Choices Program tracking 

 Section 3.2 – Information System Requirements  
o Please provide a copy of your information systems security policy 
o Describe your company’s ability to meet the State’s information system requirements 
o Describe in detail your disaster recovery plan and provide any relevant examples 
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SECTION 4.0 – Administrative Tasks  
 
Please explain how you propose to execute Section 4 in its entirety, including but not limited to the specific elements 
highlighted below, and describe all relevant experience.  
 

 Section 4.1 – Staff Requirements  
o Please provide resumes and three (3) professional references each for each key staff 

position 
o Describe how your staffing plan will help you to provide all the services required in 

this contract 
o Describe your expected subcontractors and the services they will provide 

 Section 4.3 – Policy Oversight  
o Describe your plan to maintain and keep up-to-date on the existing written policies 

and procedures for all of the Contractor functional areas 
o Describe how you will assist the State with ongoing program operation, policy and 

procedure development and review 
o Describe how you will incorporate revised policies and procedures, as appropriate, 

into the revisions of all materials such as the member letters and brochures 
 Section 4.4 – Administrative Plan Development and Execution  

o Describe how you will create and present a detailed administrative plan that 
describes the resources and supplies needed to complete the member education and 
enrollment, Helpline maintenance and management, database development and 
management, and quality improvement activities described in this contract 

 Section 4.5 – Meeting Requirements  
o Describe your ability to attend and actively participate in required meetings 

 Section 4.6 – Training Requirements  
o Describe your plan for providing appropriate training to your staff including: 

program orientation and updates, cultural sensitivity, program policies and 
procedures, relevant information regarding all Health Plans available to potential 
enrollees and other topics as requested by the State 
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SECTION 5.0 – Quality Management  
 
Please explain how you propose to execute Section 5 in its entirety, including but not limited to the specific elements 
highlighted below, and describe all relevant experience. 
 

 Section 5.1 – Performance Standards  
o Describe how you plan to meet or exceed the Helpline and Member Education 

performance standards for this contract 
 Section 5.2 – Data Reporting and Monitoring  

o Describe your ability to meet the report submission requirements and provide any 
relevant example reports 

  Section 5.3 – Complaints and Grievances 
o Describe your ability to develop and maintain policies and procedures to manage 

complaints and grievances as required by the State 
o Describe how you will receive grievances through the Helpline and describe how you 

will track and report this data, on a monthly basis, to FSSA 
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SECTION 6.0 – Start Up and Transition Activities  
 
Please explain how you propose to execute Section 6 in its entirety, including but not limited to the specific elements 
highlighted below, and describe all relevant experience.  
 

 Section 6.1 – Incoming Transition Activities  
o Provide a plan for incoming transition activities that demonstrates your understanding 

of the scope and complexity of the incoming transition activities required for the Scope 
of Work  

o Describe your plan for working with the incumbent vendor during the incoming 
transition period 

o Describe your ability to submit documentation for, and ultimately pass, a readiness 
review 

 Section 6.2 – Outgoing Transition Activities  
o Provide a high-level description of the plan for outgoing transition activities that 

demonstrates your understanding of the scope and complexity of the outgoing transition 
activities required for the Scope of Work 

o Describe how you will continue your services until the transition has been fully 
completed  

o Describe your plan for ensuring a smooth outgoing transition of activities and 
responsibilities to the succeeding contractor with the least amount of disruption possible 

o Describe how you will maintain communication with the succeeding contractor and 
State as it pertains to the requirements  

  
















