RFP 23-72929

Indiana New Hire Reporting Program

Service Level Agreement


This Service Level Agreement regarding the Indiana New Hire Reporting Program is entered into between the Department of Workforce Development (“DWD”) and _______________ (“vendor”), and incorporates all requirements set forth in the Indiana New Hire Reporting Program Request for Proposal and Statement of Work.

1. Data Entry Quality.

a. Required Service Level.  

i. The vendor shall maintain a 99.8% accuracy rate, regardless of the reporting medium used by the employer, for entering information received from employers into the automated New Hire Report data file.

ii. The vendor shall ensure that only records meeting at least the minimum requirements for reporting New Hire information are transmitted to the State.

iii. The vendor shall have five (5) business days to obtain missing, incomplete, or illegible information in paragraphs 2 and 3 of the New Hire Data Collection and Processing section of the Statement of Work.  

iv. The vendor shall resolve any data entry error within three (3) business days.

2. Data match quality.

a. Required Service Level.

i. The vendor shall identify when a given employer reports the same employee or employees under multiple FEINs and shall report such instances to DWD in a separate report.

ii. The vendor shall not provide a new hire report/transaction when an employer is reporting the same employee or employees under a different or new FEINs.

iii. The vendor shall communicate to employers that are using multiple FEINs to report the same employees to stop such practices.
iv. The vendor shall resolve any new hire reporting error within three (3) business days. 
3. Employer Compliance Activities.

a. Required Service Level.

i. Within one (1) business day after the vendor determines or should have determined based on available data at the time, that an employer is not in compliance with new hire reporting requirements, the vendor shall contact the employer by phone and in writing (email or paper mail) regarding the compliance issue.

ii. If the compliance issue is not resolved within ten (10) business days after the vendor determines or should have determined based on available data at the time, that an employer is not in compliance with new hire reporting requirements, the vendor shall issue a compliance warning letter by paper mail to the employer.  That letter shall provide seven (7) days from the date of mailing on the letter for the employer to resolve the compliance issue.  
iii. If the compliance issue is not resolved within the seven (7) days provided in the compliance warning letter, the vendor shall provide a report to DWD containing the employer’s contact information, the date and time of the compliance phone call and initial written communication, and a copy of compliance warning letter, along with a description of the compliance issue and all supporting data/documentation.  The vendor shall provide this information to DWD within seven (7) days of the expiration of the time set forth in the compliance warning letter for the employer to resolve the compliance issue.

4. Reporting.

a. Required Service Level.

i. The vendor shall provide the following reports to DWD monthly and shall provide those reports to DWD within ten (10) days of the end of the month for which the reports pertain to:

1. All new hires reported, with subtotals by reporting method
2. New hire compliance aggregate report based on DWD’s quarterly wage data, including aggregate figures representing instances where employers failed to provide complete information in new hire reports, the actions taken by the vendor to bring employers into compliance, and results for each type of action taken

3. Summation of customer service calls received and website usage

ii. The vendor shall provide the following reports to DWD on a yearly basis and shall provide those reports to DWD within 30 days after the end of the year for which the reports pertain to:
1. All new hires reported, with subtotals by reporting method

iii. The vendor shall provide any other report, as requested by DWD.  The vendor shall provide such a report within three (3) days of the request by DWD, or at a different time as agreed to by DWD.

5. Website.

a. Service Level Agreement.

i. The vendor shall use an in.gov website provided by DWD and the Indiana Office of Technology.

ii. The vendor shall abide by the Indiana Office of Technology’s rules regarding use of the website.

iii. The vendor shall fully run and maintain the website for employers. 

iv. The website must:

1. Allow employers to report new hire information online on an individual employee basis or through the uploading of a file containing multiple employees’ information (both options must be available to the employer on the website);

2. Allow employers to download the New Hire Reporting Form;

3. Explain the New Hire Reporting requirements;

4. Explain other methods of reporting new hire information;

5. Allow electronic reporting;

6. Use vendor-provided PC software, if any;

7. Use the printed New Hire Reporting Form;

8. Use the W-4 Form;

9. Reporting through a payroll processing service;

10. Provide answers to most frequently asked questions;

11. Provide contact information for mailing, emailing, or faxing reports;

12. Provide contact information for the Call Center and for questions;

13. Provide instructions for registering as a multi-state employer;

14. Provide public relations and outreach information, as approved by DWD; and
15. Allow DWD to provide other information, upon request of DWD.
v. The vendor must maintain all data at rest and in transit in compliance with NIST 800-53 Revision 5 controls.
vi. The vendor must use no less than FIPS 200 or NIST 800-53 revision 5 to protect web requests that contain:

1. User credentials (username and password)

2. Sensitive or personal identifying information (social security numbers, date of birth, etc.)

vii. The website must maintain an availability rate of 99%, except for prearranged and agreed-upon maintenance outages.  The vendor must alert DWD when website scheduled maintenance times are necessary and work with DWD to schedule maintenance times.  The vendor will not be held responsible for outages caused by the Indiana Office of Technology.

6. Withhold.   

i.  Failure to adhere to any part of the Required Service Level set forth in this document shall result in the State withholding 20% of the monthly flat fee payment for failures that occur in a given month in either or both as appropriate, Data Management & Operations or Employer Compliance Services.  
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