Child Care Resource & Referral Central Office
Attachment K – Scope of Work

1. [bookmark: _heading=h.kpfoia7chu2l]INTRODUCTION
The Indiana Family and Social Services Administration (FSSA), Office of Early Childhood and Out-of-School Learning (OECOSL) seeks to solicit a Contractor to administer Child Care Resource and Referral Central Office (CCR&R CO) services for the state of Indiana. The core CCR&R Central Office services include: support for local CCR&Rs, coordination and monitoring of the CCR&R Network, oversight and coordination of local CCR&R referrals, engagement with families and communities, support of strategic initiatives, and administration of the Brighter Futures website and Indiana Learning Paths platform. The Contractor will serve as the coordinating body of the CCR&R Network for CCR&Rs in the State, working to ensure that all local CCR&R agencies are fulfilling the goals and requirements set forth by OECOSL.

Additionally, the Contractor shall perform the Child Care Quality Improvement and Assurance (QIA) function of the State’s child care quality rating and improvement system, Paths to QUALITY (PTQ), for OECOSL. 
2. [bookmark: _heading=h.o2d5k31g7ejg]BACKGROUND AND GOALS
[bookmark: _heading=h.drwgmg5kcdh2]2.1 OECOSL Background
The mission of OECOSL is to provide parents with informed child care and education 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 and education assistance for low-income working families and parents in education or training programs as well as efforts to improve the availability of child care and education for toddlers, infants, school-aged children, children with special needs, and families experiencing homelessness or housing insecurity. OECOSL provides these services statewide through local service programs. OECOSL is also responsible for licensing homes and centers, as well as registering unlicensed child care ministries and On My Way Pre-K program sites.
[bookmark: _heading=h.fe4tmt18j4lf]2.2 Indiana CCR&R Program Background
The Indiana CCR&R Program is a Federal and State funded program that provides resources to families, child care programming, and communities in order to create a strong statewide network of Child Care Resource and Referral services. Many of these services are required within Indiana State statute, the Indiana Childcare and Development Fund (CCDF) State Plan, or Federal Childcare and Development Block Grant (CCDBG) regulations. Indiana is divided into five geographical SDAs, each covered by its own local CCR&R agency and coordinated by a statewide CCR&R Central Office.  

Indiana utilizes a CCR&R Network for the CCR&R program, which will be led by the Contractor. The core purpose of the CCR&R Network is to provide support for local CCR&Rs to ensure that high-quality, comprehensive CCR&R services are available throughout the State. The CCR&R CO will primarily be responsible for working with families, providers, community members, and local CCR&Rs to support and improve the implementation of consistent, system-wide service delivery in order to improve the overall lives of family and community. The CCR&R CO will provide guidance to local CCR&Rs on how to complete assessments, synthesize data, and make service provision more consistent. The CCR&R CO and CCR&R Network will utilize a Two-Generation (2GEN) or Whole Family approach (see Section 2.4 for additional detail), aimed at integrating new and existing CCR&R activities and initiatives that will benefit both the child and the family. The Contractor will provide training, technical assistance, and other ad hoc support for the State’s CCR&R system. The Contractor will be responsible for leading some or all local CCR&R activities but does not have contractual authority over local CCR&Rs. The Contractor will be responsible for State-level data collection, analysis, and dissemination on CCR&R activities and services. As the coordinating body of the CCR&R Network, the Contractor will support statewide programs and systems, such as: centralized child care consumer education and referral services, professional development (I-LEAD) and workforce registries, and online training platforms (Learning Management System and Learning Platform and Indiana Learning Paths). These resources (I-LEAD, Learning Management System, and Learning Platform and Indiana Learning Paths) are currently in the process of being combined into an integrated OECOSL-selected State system platform.

The overall function of each local CCR&R agency is to promote community engagement and provide consumer education and referral support in alignment with nationally-accepted best practices. CCR&R agencies will also serve as resource navigators for child care providers including providing referrals to system partners and coordinating regional and/or local family child care networks.

These activities include coordinating with the TA vendor and other State partners to provide resources to programs that wish to access TA supports around caring for and teaching infants and toddlers, school age children, children with special needs, and children whose primary language is not English; and providing training, including training mandated by Federal or State statute. Upon INKids implementation in mid-2024 (see Section 2.6.5 for additional detail), the CCR&R CO will continue to coordinate with the TA vendor and other State partners, as well as act as a subject matter expert in the development and implementation of the new data system.

Additional activities include conducting consumer education activities, including individualized family referrals and community-based outreach; building community-based collaborative partnerships that support the State’s vision and priority areas; collecting data pertinent to Early Childhood Education (ECE) and Out-of-School Time (OST) programs in Indiana; and participating in activities related to increasing the quality, affordability and accessibility of ECE and OST programs. All activities shall adhere to best practices, be evidence-based, and result in OECOSL’s desired outcomes for children, families and communities.
[bookmark: _heading=h.fl7uqo98sa1k]2.3 Paths to QUALITY (PTQ) Background
PTQ is a voluntary program open to all regulated child care programs. It is a four-level system where each level builds on the foundation of the previous one, resulting in significant quality improvements at each stage and resulting in national accreditation at the highest level, PTQ Level 4. The system validates child care programs for ongoing efforts to achieve higher standards of quality and provides incentives for success. The program’s goals are to assist parents in locating high-quality child-care programs and to improve the overall level of child care and education in the State. For more information on PTQ, visit http://www.in.gov/fssa/2554.htm. The CCR&R Program supports outreach activities that inform families and community actors about the PTQ program, and the CCR&R CO provides the QIA function of the State’s child care quality rating and improvement system.
[bookmark: _heading=h.2ao5cmmn07fp]2.4 Two-Generation Framework
OECOSL is incorporating the Two-Generation (2GEN) Framework to orient the goals and objectives of the CCR&R CO and the CCR&R program to provide services and programming through a 2GEN approach that best supports the whole family’s well-being. The Two-Generation Framework intentionally and simultaneously works with both the child and the family in an effort to build family well-being, while recognizing that all families are unique and self-defined. There are six key components to this framework: 1) postsecondary education and employment pathways; 2) early childhood education and development; 3) economic assets; 4) health and well-being; and 5) social capital 6) K-12. CCR&R CO policies guided by this 2GEN framework aim to support families through holistic, integrated, and equity-focused lenses, ultimately maximizing long-term impact for families and communities. To learn more about the 2GEN Framework, please visit the Ascend Institute at this link: https://ascend.aspeninstitute.org/2gen-approach/. CCR&R CO policies should also utilize an existing, internal CCR&R family engagement model that is based on the 2GEN approach. This model includes two key components. Firstly, it directly leverages opportunities to engage with families in search of child care services or subsidies in order to provide wraparound supports. Secondly, it helps adult- and child-serving community-based organizations understand the linkages between their work and child care services to drive 2GEN outcomes. This family engagement model will be shared with the awarded CCR&R CO Contractor during the implementation period.
2.5 Whole Family Approach
OECOSL is also incorporating the Whole Family Approach to orient the goals and objectives of the CCR&R CO and the CCR&R program to provide services and programming through a Whole Family approach that intentionally builds family well-being. The Whole Family approach focuses on equal and intentional services and opportunities for the child and the adults in their lives. The approach is found along a continuum: 1) child-parent approaches that focus first on the child, but move toward a two-generation approach with services and opportunities for the parent; and 2) parent-child approaches that focus first on the parent, but move toward a two-generation approach with services and opportunities for children. The 2GEN Framework and Whole Family Approach work in conjunction to ensure economic, educational, and health stability and mobility for the whole family. To learn more about the Whole Family Approach, please visit the Whole Family Guide at this link: https://wholefamilyguide.org/what-is-whole-family/.
2.6	Relevant Systems Overview
[bookmark: _heading=h.lwqsxo8koral]2.6.1	Child Care Information System (CCIS)
Child Care Information System (CCIS) is a stand-alone, web-based system that tracks the licensing and registration of regulated child care providers in the State. CCIS is not a public-facing system. Internal users enter information manually into CCIS. It is used to collect and track data regarding program compliance including Child Care Provider license status, the status of unregulated Child Care Providers, Child Care Provider inspection results, Child Care Provider and Educator background check results, PTQ information, training information (professional development registry), and other information like expenditures of certain funds.
CCIS provides information to its Automated Intake System (AIS) to ensure that child care assistance-eligible families are matched only with Child Care Providers who are eligible to receive child care assistance subsidy payments.  Information is also provided to the Monitoring system. CCIS maintains interfaces with external systems from Indiana State Fire Marshal, Indiana Department of Education, and Internal Revenue Service for data verification purpose, as well as with I-LEAD (described in Section 2.6.2 below) and the Learning Management System (described in Section 2.6.3 below). Currently, CCIS is hosted by a third-party vendor with State-owned hardware.
2.6.2	I-LEAD
Indiana Licensing & Education Access Depot (I-LEAD) is a public-facing Child Care Provider and Child Care Educator license and regulatory management portal. It interfaces with the Child Care Information System (CCIS) and Indiana Learning Paths, which is a Topyx learning management platform for Child Care Providers and Child Care Educators. I-LEAD allows for some processing of licensing functions, background checks, and professional development. The CCR&R Network works to increase provider participation in I-LEAD through user support services and training on the use and deployment of I-LEAD.
2.6.3 Learning Management Systems
Learning Management Systems (LMS) support the training, technical assistance, and growth of child care and education programs. Child Care Providers and Child Care Educators can access learning materials and gain certifications by utilizing the LMS made accessible by the State. These are web-based portals used to plan, implement, and evaluate a specific learning process. OECOSL has multiple LMS. Additionally, OECOSL provides credit for trainings taken outside of one of OECOSL’s LMS. Trainings are matched to a Child Care Educator and are retained in OECOSL’s professional development registry, which is housed inside of CCIS.
2.6.4	Work Life System (WLS)
Work Life System (WLS) is a data system that the CCR&R Network utilizes to manage their partnerships with families and community partners. The majority of the work done in the system is for child care referrals, but it is also used to track engagement with community partners.
2.6.5 INKids
INKids is a currently-in-development, next-generation system that will allow all of OECOSL’s departments and operational partners to access information through a centralized integrated database. INKids will support compliance with all current and future State and federal laws, and improve data, analytics, reporting, and overall OECOSL service provision and efficiency. INKids key functional areas include a Family Portal, Child Care Provider and Educator Portal, Case Management System, Learning Management System (LMS), and Business Intelligence and Reporting. INKids is currently in development and is scheduled for completed implementation by mid-2024. INKids is a Commercial Off the Shelf (COTS) solution being developed by Deloitte Consulting LLP in accordance with the requirements outlined in Contract #0000000000000000000056358. 
3. [bookmark: _heading=h.mbsb4nhun5p]RESPONDENT ELIGIBILITY REQUIREMENTS
Nothing in this Scope of Work shall limit the CCR&R CO’s ability to pursue other activities, including its policy agenda, as long as such activities do not inhibit the CCR&R CO’s ability to carry out the requirements of this Scope of Work and are within the guidelines issued to State contractors by the Indiana Ethics Commission.

In addition, the CCR&R CO Contractor shall not:
· Provide CCR&R services in Indiana
· Provide CCDF Central Reimbursement Office services in Indiana
4. [bookmark: _heading=h.x7m974j3wo45]CORE CCR&R CENTRAL OFFICE RESPONSIBILITIES
[bookmark: _heading=h.bitrxxgl9hxc]4.1 CCR&R Network Annual Work Plan and Policies
The Contractor shall fulfill the following CCR&R Network Annual Work Plan and Policies responsibilities:
1. Each August, OECOSL and the CCR&R CO shall convene an Annual Work Plan process to agree upon the timeline and manner of execution of the deliverables due in the following fiscal year.  
2. The CCR&R CO shall request the approval of OECOSL for deliverables set forth in this Scope of Work, through regular communication channels and the Annual Work Plan process. Such approval or requests for changes shall be provided promptly.  
3. The CCR&R CO shall promptly create and continuously update the CCR&R Network Policies and Procedures to more particularly describe and facilitate the work set forth in the local CCR&R Scope of Work and below.  These CCR&R Network Policies and Procedures shall be maintained centrally, electronically, to facilitate access to accurate, up-to-date information for current and on-boarding CCR&R Network staff.  
[bookmark: _heading=h.lcfkymvu3n6l]4.2 CCR&R Network Coordination
The Contractor shall fulfill the following CCR&R Network Coordination responsibilities:
1. Coordinate resources across the CCR&R Network and related stakeholders through participation in meetings annually, quarterly, monthly and as needed and deploy supporting tools to ensure consistent, efficient and effective communication and collaboration.
2. Establish and maintain the tools, processes, and standard communications to facilitate a coordinated and integrated system of service delivery between the CCR&R Network, Professional Development, and Technical Assistance vendors.  Assist the CCR&R Network in identifying resources and technology needed to respond to stakeholder needs. 
3. Annually, propose mechanisms to better coordinate and align all system partners including Child Care Licensing, Paths to QUALITY™ Raters, Professional Development Contractor and Technical Assistance Contractor in order to drive effective communication of State and federal policy changes, progress to implementation, updates on CCDBG and Indiana’s State Plan or other key updates.
4. Maintain an active role in training and collaboration opportunities at the local, State, and federal level to ensure the CCR&R CO remains on the leading edge of discussions about continuous quality improvement, early learning technologies, family engagement and other matters related to this Scope of Work.  Share knowledge from such activities with OECOSL in a timely fashion, at least quarterly.
[bookmark: _heading=h.c1xit3c3j2i4]4.3 CCR&R Network Planning and Monitoring
The Contractor shall fulfill the following CCR&R Network Planning and Monitoring responsibilities: 
1. Annually, provide training, technical assistance, and monitoring to the CCR&R Network related to the development of all required local strategic plans, which must include measurable outcomes.  
2. Monitor the progress towards agreed upon strategic plan outcome measures of the CCR&R Network and communicate progress and areas of concern to OECOSL. Participate in monthly status updates between OECOSL and the CCR&R Network. 
3. Provide quality assurance support and corresponding technical assistance to the CCR&R Network when areas of concern are identified, including but not limited to areas of concern identified through the provision of quality assurance, and support the CCR&R Network in the achievement of their staffing, operating, and reporting goals. 
a. The CCR&R CO shall create a Quality Improvement Plan based on any quality assurance findings as described above. The CCR&R CO shall provide technical assistance to each local CCR&R based on the Quality Improvement Plan. 
b. Technical assistance may include, but is not limited to, supporting local CCR&Rs in implementing OECOSL policies, guiding CCR&Rs through various processes, utilizing data to drive strategy, training, professional development opportunities, and implementing other recommendations for improvement identified through quality assurance and monitoring.
4. Provide annual onsite monitoring, including opportunities for reflective feedback, of the CCR&R Network, and other agency staff as required by OECOSL. Based on the results of the onsite monitoring, the CCR&R CO shall:
a. Report to OECOSL the results of the onsite monitoring using an approved tool outlining appropriate measures of effectiveness and any plan(s) for improvement, within thirty (30) days of the completion of such activity.
b. Develop an annual report for each local CCR&R with the results of onsite monitoring, including but not limited to: identified strengths, weaknesses, and measurable opportunities for growth and improvement.
c. Assist the members of the CCR&R Network in developing a plan for improvement based on the results of onsite monitoring, if necessary. 
d. Meet quarterly with each local CCR&R to check-in on progress against each opportunity for growth and improvement identified in the annual monitoring report described above. 
e. Provide a quarterly progress report to OECOSL for each local CCR&R based on the implementation status of each of the identified opportunities for growth and improvement. OECOSL reserves the right to schedule a meeting to review and discuss this report with the CCR&R CO. 
1. [bookmark: _heading=h.sexdoln3ecq]
[bookmark: _heading=h.cppb2c1wzf08]4.4 Strategic Services
The Contractor shall fulfill the following CCR&R Network Strategic Services responsibilities:
1. In partnership with the CCR&R Network, design a standardized training for community agencies on effective and innovative communication strategies that engage and listen to families as equal partners in setting and achieving family goals. Community agencies should engage with families across the Whole Family framework or the six key 2GEN topics: health, early childhood development and learning, postsecondary and employment pathways, economic assets, social capital, and K-12. 
2. Provide support to the Indiana Head Start State Collaborative Office as needed based on findings from the annual HSSCO Needs Assessment, in alignment with the five federal HSSCO priority areas and the Annual Work Plan. 
3. Using research, best practices, and the 2GEN or Whole Family framework make recommendations on improvements to CCR&R Network service delivery. Service delivery models should span a diverse array of options and consider the child and family within their unique social, physical, economic, and environmental ecosystems. 
4. Provide training and technical assistance to the CCR&R Network based on the most effective practices for continuous quality improvement and the CCR&R Network’s stated strategic support needs. 
5. Lead the deployment of equity-based, family-centered, innovative, and diverse strategic initiatives (including implementation of the family engagement and 2GEN or Whole Family frameworks, new marketing campaigns, coalition building, data collection efforts, etc.) across the CCR&R Network. All initiatives must utilize a 2GEN or Whole Family approach and work towards the advancement of equitable resource distribution and whole-family outcomes.
[bookmark: _heading=h.w0061kbbpn39]4.5 Referral Coordination 
The Contractor shall fulfill the following CCR&R Network Referral Coordination responsibilities:
1. Design and implement a referral process that engages with the family on the Whole Family framework or six (6) key areas of the 2GEN approach as listed in 4.6.2a (for both standard and enhanced referrals) that will increase efficiency and effectiveness for the OECOSL vendors who provide family referrals and the CCR&R Network. Referrals should utilize the 2GEN or Whole Family approach and offer the maximum child care and education options within the constraints of the family’s stated needs and preferences, and include information and referrals for wraparound services that meet the individualized needs of each family.
a. Standard Referrals for ECE: Referrals that offer the maximum child care and education options within the constraints of the parent’s stated needs and preferences using diverse and culturally responsive methods. 
b. Enhanced Referrals for ECE: Referrals to child care and wraparound services for families seeking programs for children with special needs, including but not limited to offering specialized technical assistance to programs ultimately selected by the family. Enhanced referrals may also be offered to families of infants and toddlers, school age children, and families experiencing homelessness or housing insecurities. Enhanced referrals provide families with additional services and information beyond a standard referral. The primary difference between an enhanced referral and a standard referral is that enhanced referrals require that call center staff perform searches and confirm program vacancies before they offer referrals to a parent.
2. Maintain Referral Policies and Procedures in alignment with the Alliance of Information and Referral System standards. These shall include face-to-face and/or virtual procedures to be used by the CCR&R Network.  
a. As part of the Referral Policies and Procedures, the CCR&R CO shall develop a referral script to be used by each local CCR&R in order to ensure consistency and equity of services, both in terms of quality and processes across the State. 
3. Coordinate resource navigator responsibilities across the CCR&R Network, including the provision of referral and outreach support and technical assistance, as needed.
a. Resource navigators are experts who can connect programs and providers to State-funded activities and resources including:
i. Connections to training and technical assistance on child care and early learning standards and systems
ii. Support programs and providers in utilizing OECOSL tools, including I-LEAD and Learning Management Systems
iii. Connections to local and regional resources
b. The Contractor shall also assist OECOSL in developing additional resource navigator responsibilities as requested by OECOSL
4. Monitor referral services offered by the CCR&R Network and report results to OECOSL monthly.
[bookmark: _heading=h.p690ajcwrf3h]4.6 Family Engagement
The Contractor shall fulfill the following CCR&R Network Family Engagement responsibilities:
1. Assist OECOSL, in partnership with the Technical Assistance contractor and 211, with  updating and maintaining the existing 2GEN family engagement model, ensuring that it is in alignment with research-based national best practices, and includes relationship-based and culturally-responsive practices. The Contractor shall provide ongoing development of additional resources that utilize the 2GEN or Whole Family approach and support Family Navigators in the CCR&R Network. In addition, update and maintain, as requested by OECOSL and required by the Annual Work Plan, a framework for implementation and coordinate with the CCR&R Network to deploy the OECOSL-approved model. 
2. Implement the 2GEN or Whole Family framework to enable the CCR&R Network to conduct parent education and outreach activities, as outlined in CCR&R Scope of Work section 4.2.1. All activities should be rooted in listening to, learning from, and elevating family’s voices and lived experiences. In support of this framework, produce and annually update a multi-pronged, multi-channel (web, e-newsletter, brochure, social media, event-based, etc.) consumer education campaign covering topics in English and Spanish. This campaign should utilize channels that are most popular with families and communities served and provide content through methods that encourage family and community engagement. Potential topics include, but are not limited to, those listed below.
a. 2GEN core components:
i. Physical and mental health
1. Ex: Coverage and access to care, adverse childhood experiences, behavioral health, and infant, toddler, and early childhood mental health 
ii. Early childhood development and learning
1. Ex: Head Start, child care partnerships, kindergarten ready, parent engagement
iii. Postsecondary and employment pathways
1. Ex: Community college, training and credentials, workforce partnerships
iv. Economic assets
1. Ex: Asset building, housing and public supports, financial capacity, and transportation
v. Social capital
1. Peer and family networks, coaching, cohort strategies
vi. K-12
1. Ex: Parent engagement, graduation and postsecondary prep, kindergarten readiness, enrollment, and transitions, and the Brighter Futures website
b. Child development, early education, and related wraparound services and how that information can inform choosing high-quality child care and education services;
c. Best way to access high-quality ECE and related wraparound services, including using the CCR&R referral system, using in.gov/fssa/childcarefinder, and licensing history;
d. Finding early learning opportunities that meet a family’s unique needs (including in.gov/fssa/childcarefinder/); 
e. Licensing requirements pertinent to the age of child and types of care;
f. Resources to make child care more affordable through CCDF, On My Way Pre-K, and other relevant scholarships;  
g. Navigation assistance for school selection and kindergarten readiness program support;
h. Essential health and safety tips; and
i. The PTQ system
3. In addition to these core materials, design, produce and/or translate materials required to support family awareness of child care options, and potentially relevant wraparound services, in alignment with the Annual Work Plan or urgent requests from OECOSL. These materials should be designed through a family-friendly 2GEN or Whole Family lens and provide information through a variety of methods. 
4. Annually, design and implement a statewide strategic plan, utilizing the 2GEN or Whole Family framework, to reach target audiences with essential information about quality child care choices.  Target audiences include families receiving Child Care and Development Fund, On My Way Pre-K or School Age Child Care grants, families with infants and toddlers, families of children with special needs, homeless and other at-risk families, Spanish-speaking or other dual-language families, foster families, military families, grandparents as parents, other non-traditional families, and before- and after-school parents. The strategic plan shall include a 2GEN or Whole Family framework for developing local objectives in support of the statewide plan and implementing the plan in partnership with the CCR&R Network.
5. Establish metrics, based on 2GEN or Whole Family outcomes, to track consumer awareness for each target audience and mechanisms for tracking progress against these goals.
6. Report progress on task completion to OECOSL quarterly.  Annually, survey the awareness level of each target audience and report to OECOSL (see Section 7.1 for additional information).  
7. Assist OECOSL with data collection processes and, as necessary, the implementation of supportive tools, to analyze parent-focused activities based upon parent needs assessment in local community. Analyze quarterly and report results to OECOSL.  
8. [bookmark: _heading=h.qgm1py9zo6a][bookmark: _heading=h.cz6rts860q0g]Review and update the existing family engagement framework based on the 2GEN or Whole Family approach (and related tools) to enable CCR&R Network to research and implement strategies to connect families with local resources. Monitor the progress of the CCR&R Network’s implementation of the framework toward annual outreach goals.  Report updates to OECOSL, as needed. 
4.7 Community Outreach
The Contractor shall fulfill the following CCR&R Network Community Outreach responsibilities:
1. Develop needed resources for community outreach, including but not limited to,  an annual State and local level strategic outreach plan for each local CCR&R with measurable outcomes, designed to increase business and community awareness and investment, eliminate duplicative barriers to access and participation, and align with the 2GEN or Whole Family framework and PTQ logic model.
2. Coordinate statewide delivery of services and innovative practices designed to support families and communities and promote holistic and equity-minded approaches to family health and social capital.
3. Provide CCR&R Network training and technical assistance directly related to local CCR&Rs identified community outreach needs. This training and technical assistance should leverage any community outreach resources developed by the CCR&R CO. Technical assistance should include, but is not limited to, the areas listed below.
a. Provide technical assistance for the development of annually approved local strategic outreach plans that align with the PTQ Logic Model and include outreach to families, providers and local partners including food program sponsors, CCDF Intake offices, local DFR offices, local school systems, WIC, hospitals, and others as identified.
b. Provide supportive outreach and technical assistance to local CCR&Rs for their participation and development of local child care coalitions.
4. Provide support to the CCR&R Network in their facilitation of Family Child Care (FCC) Networks, utilizing an OECOSL-approved framework, to increase sharing of best practices and the development of programs who can provide sustainable and ongoing peer-to-peer support.
5. Review and update the existing CCR&R Network toolkits utilized in building meaningful relationships with local business communities and others, including communities who historically have had less access to resources. Resources should include the most recent research on the economic impact and the return on investment of quality child care. Materials must be updated as necessary based on new research and lessons learned to remain current and in alignment with best practices.
6. Develop partnerships with and between organizations, businesses, educational institutions, governments, child care and related stakeholders, and philanthropic investors to offer families a comprehensive range of innovative services that are targeted and timed to help them reach their full potential. Partnerships should supplement existing initiatives that improve child outcomes and help parents achieve financial stability.
7. Design, produce and/or translate ad hoc materials required to support community engagement and business in alignment with the Annual Work Plan.
5. [bookmark: _heading=h.luihicot1x4u]SYSTEM AND ONLINE RESPONSIBILITIES
[bookmark: _heading=h.ozw2q56z5si2]5.1 General System Responsibilities
1. Provide OECOSL administrative access to all systems related to data collection and quality assurance, and all electronic tools available to the CCR&R CO and CCR&R Network.
2. Ensure that hardware and software utilized meets industry standards and is refreshed and updated as necessary.
3. Establish processes to ensure that all data entered into the State’s Case Management System by CCR&R CO and CCR&R Network staff is entered within the required timeframes and is entered utilizing methods that protect system integrity and data accuracy. Ensure that the CCR&R Network complies with such processes. Monitor compliance by CCR&R Network staff and notify OECOSL of areas of material non-compliance.
4. Ensure Information Security by meeting and maintaining all IT security standards as defined by Indiana Office of Technology (IOT).
[bookmark: _heading=h.j30o4d6kceqj]5.2 Brighter Futures Website
1. Maintain the Brighter Futures website and update content regularly, in alignment with national best practices and the 2GEN or Whole Family framework, and as requested by OECOSL.
2. Update, analyze, and maintain the Data Center hosted in Brighter Futures, including visualizing data, dashboards, and other relevant reports for OECOSL, as requested. The Data Center includes public facing data related to population, economics, and supply and demand for child care.
3. Develop and maintain ad hoc materials for consumer education targeted towards families, providers, and communities based on the needs of OECOSL. Ad hoc materials shall be available in English, Spanish, and other languages identified by OECOSL. 
4. Brighter Futures website content should engage with users across the areas listed below. The Contractor may propose additional topic and content areas for approval at OECOSL’s sole discretion.
a. Families
i. Ex: Child care finder; family engagement and literacy resources, child care marketplace; 
b. Programs
i. Ex: 2GEN or Whole Family framework; PTQ; I-LEAD; Build, Learn, Grow
c. Partners
i. Preschool Development Grant; Data Center; local community activities and initiatives
d. Blog
i. [bookmark: _heading=h.87so92hfinug]Ex: 2GEN or Whole Family resources; family and community voices
5.3 Learning Management System (LMS) and Learning Platform
Please note that INKids is currently in development and is scheduled for completed implementation by mid-2024. Once fully implemented, all of the responsibilities listed below will be removed during the life of this Contract. The CCR&R CO Contractor shall work with OECOSL to transfer any relevant data or other information to INKids or other OECOSL contractors.
1. Administer and utilize the Indiana Learning Paths platform, a Topyx learning management platform for Child Care Providers and Child Care Educators, that allows educators and providers to access high-quality online and webinar trainings, utilizes a secure, common user ID (SPN), and interfaces with OECOSL systems to track trainings that have been completed.
a. Collaborate with the State’s LMS vendor in the maintenance of the LMS and Learning platform.
2. Update and enhance the learning platform, if needed.
3. Partner with Indiana’s Technical Assistance Contractor to recommend new or additional training topics that have been identified as needed through surveys, observations, complaints, or otherwise, including additional potential external content that can be linked on the training platform. 
4. [bookmark: _heading=h.jsngb3dr81]Ensure that the LMS and Learning platform is coordinated and connected with the OECOSL’s Case Management system, as outlined in each Annual Work Plan. 
6. CHILD CARE QUALITY IMPROVEMENT AND ASSURANCE SERVICES
6.1 PTQ Assessment and Rating Service Requirements and Responsibilities
1. The Contractor shall perform assessments of the quality of care within a program related to PTQ standards for all four (4) eligible child care program types (Licensed Early Childhood Homes, Licensed Early Childhood Centers, Unlicensed Certified Early Childhood Ministries, and LLEP Public Schools and Non-Public Schools) in accordance with OECOSL and PTQ protocols and applicable State and Federal laws. 
2. The Contractor shall offer two types of assessments: Annual Maintenance Assessments and Level Increase Assessments.
a. Programs participating in PTQ with a level 2, 3, or 4 rating shall receive an Annual Maintenance Assessment once (1) per year to ensure continuous compliance of all the levels they have achieved. Programs at PTQ level 1 do not need an Annual Maintenance Assessment. PTQ Coaches will alert the Contractor of when Annual Maintenance Assessment should be scheduled. The State reserves the right to change the frequency of the Annual Maintenance Assessments during the contract term.
b. Programs participating in PTQ seeking to increase their level rating (Level 1 to Level 2, Level 2 to Level 3, or Level 3 to Level 4) shall receive a Level Increase Assessment as requested by the program. Programs looking to obtain their initial Level 1 rating do not need a Level Increase Assessment. PTQ Coaches will alert the Contractor of when Level Increase Assessments have been requested. 
3. The Contractor shall ensure the following requirements are met for each PTQ assessment.
a. Ensure that PTQ level assessments are conducted in accordance with the four-level scale set by OECOSL, including assessing the standards and indicators met for each level of the PTQ system. Please see the Bidders’ Library in Attachment M for more information on the PTQ level standards.
b. Schedule an assessment to occur within thirty (30) calendar days of the date the assessment request is entered by a PTQ coach into the CCIS or INKids system. The CCIS or INKids system is used during the PTQ assessment process for scheduling assessments and reporting level ratings. 
c. Develop and implement a preparation protocol that ensures both the assessor and the child care program are prepared prior to the assessment. 
d. Ensure there are a minimum of two (2) children present at every assessment. 
e. Utilize the State-provided technology to capture information from an assessment. 
4. Submit the PTQ standards verification and the level rating recommendation following an assessment into the CCIS or INKids system.
5. Provide the child care program with the recommended level rating and information on the OECOSL appeals process following an assessment. 
6. The Contractor shall implement specific PTQ assessment procedures tailored to producing an assessment for different program types, PTQ levels, and types of assessment. 
7. The Contractor shall immediately stop a rating visit if a potential major licensing violation is identified, as defined by OECOSL, and report the violation to the Licensing Unit.
8. The Contractor shall report the rating to OECOSL in the CCIS or INKids system within one (1) business day of a completed PTQ assessment. 
9. The Contractor shall implement quality assurance practices to ensure inter-assessor reliability.
a. Inter-assessor reliability refers to the degree of consistency, quality, and accuracy with which various PTQ raters conduct their PTQ assessments.
10. The Contractor shall adhere to the OECOSL appeal process if a program wishes to appeal a PTQ level rating decision. 
11. If an appeal is successful and OECOSL directs the Contractor to perform a follow-up re-assessment, the Contractor shall conduct this assessment and produce an updated PTQ level rating at no additional cost to the State. 
6.2 Provider Continuous Quality Improvement through PTQ 
Please note that OECOSL is currently in the process of procuring and transitioning to a potential vendor to conduct marketing material and payment processing services for all OECOSL operations, in tandem with INKids development, which is scheduled for completed implementation by mid-2024. Therefore, the responsibilities listed in 6.2.3 and 6.2.4 will be removed during the life of this Contract.
1. The Contractor shall administer all PTQ activities in alignment with Indiana’s PTQ policy and procedure manual. OECOSL shall inform the Contractor in writing of any material changes to policy or the OECOSL PTQ procedure manual.
2. The Contractor shall utilize all PTQ approved materials, including workbooks.
3. The Contractor shall approve, order, track, and financially award PTQ awards and signage for all Level 4 providers and public and non-public schools advancing to Level 3.
4. The Contractor shall approve, order, track and coordinate the delivery of the Paths to QUALITY awards and incentives including signage as required. The Contractor shall:
a. Mail level increase recognition letters.
b. Distribute marketing materials. 
c. Collaborate with current educational supplies vendors, as identified by OECOSL, to distribute necessary incentives to partners for PTQ Levels 2 through 4.
5. The Contractor shall submit an annual report to OECOSL providing evidence of provider recognition activities.
6. The Contractor shall provide assistance to non-English speaking providers in all eligible PTQ programs.
7. Assist in the development of local Paths to QUALITY advisory groups that serve to inform the State level Paths to QUALITY Marketing and Outreach Committee on issues and opportunities specific to local communities.
8. At the direction of OECOSL, participate and provide meeting facilitation support, including scheduling, note-taking and dissemination, etc., for the PTQ Policy Committee, PTQ Marketing Committee, PTQ Accreditation Committee, PTQ Loss of Good Standing (LOGS) Committee, and the PTQ Coordination & Oversight committee.
6.3 Quality Rating and Improvement System (QRIS) 2.0
1. The State expects to make adjustments to its PTQ rating system and implement a QRIS 2.0 rating system in the near future. The Contractor shall work with the State to adjust its operations to meet the needs of QRIS 2.0. 
2. The State reserves the right to adjust pricing based on new policies and procedures developed for QRIS 2.0. The Contractor and the State will work together to define baseline metrics needed to measure efficiencies brought about by QRIS 2.0. The efficiencies brought about with QRIS 2.0 may result in changes to pricing under this Contract, assuming QRIS 2.0 requirements reflect a different level of effort by the Contractor. The Contractor shall agree to different pricing structures with the State using estimates submitted by the Contractor as part of the RFP process as a starting point.
3. The Contractor shall provide assistance as needed to OECOSL during QRIS 2.0 creation and implementation.
4. The Contractor shall work with the State to adopt and incorporate additional innovations and efficiencies into its PTQ assessment system with the implementation of QRIS 2.0. 
5. The Contractor shall perform an analysis on the efficiencies resulting from the innovations implemented with QRIS 2.0 and how these efficiencies will result in different pricing structures. 
6.4 PTQ Policy and Procedures Manual
1. The Contractor shall update their official PTQ policy and procedures manual. A copy of OECOSL’s current policy and procedures manual for PTQ is included in the Bidders’ Library in Attachment M. Additionally, the Contractor shall update its PTQ policy and procedures manual throughout the life of the contract upon the State’s request as changes to policies or procedures are implemented.  The Contractor shall assist in the PTQ policy editing process with OECOSL and update internal procedures and documents as needed. The manual must include, at a minimum, policies and procedures for the following components.
a. Evaluating staff compliance with all requirements.
b. Completing program assessments for relevant programs.
c. Process for identifying and making recommendations to the OECOSL for improvement to the assessment process.
d. Implementing staff changes.
e. Updating the manual with any approved changes from OECOSL.
f. Communicating any updates to stakeholders.
2. The Contractor shall submit its updated policy and procedures manual to OECOSL for approval within thirty (30) days of the contract start date. If OECOSL updates its policy and procedures manual, the Contractor shall submit a revised version of its policy and procedures manual no later than fifteen (15) calendar days after the new OECOSL policy and procedures manual is distributed. 
3. If the Contractor’s proposed policies and procedures for PTQ assessment services differ from the current OECOSL policy and procedures manual, the Contractor shall work with the State to update the OECOSL policy and procedures manual to apply to the new policies and procedures proposed by the Contractor for PTQ assessment services. The Contractor shall work with the State to alter the existing OECOSL manual to incorporate new policies and procedures that demonstrate improved procedures, greater efficiency, and cost-saving opportunities.  
6.5 PTQ Complaint Procedure Support  
1. The Contractor shall implement a comprehensive, accurate, efficient, and timely system and process for logging, tracking, and reporting to the State all complaints related to the PTQ program received by, or referred to, the Contractor from any source.  The process shall utilize OECOSL’s complaint procedure, which includes dedicated phone number and email address options for contact.
2. The Contractor shall ensure all PTQ complaints are responded to within one (1) business day. 
3. The Contractor shall use this system 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. 
4. 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. 
5. The Contractor shall notify OECOSL of the PTQ complaint’s final status as soon as it has been resolved and include this information on its monthly report to OECOSL.
6.6 PTQ Progress Reporting 
The Contractor shall measure and report progress on child care programs’ assessments and progress toward meeting the business objectives of OECOSL. The Contractor shall produce all required State reports within required timeframes. The Contractor shall receive OECOSL approval on all report formats. These reports should include but are not limited to the following. Required reports and contents may change at the State’s discretion.
1. Assessment tracking reports that include, but are not limited to the following should be submitted to OECOSL on a monthly basis:
a. Progress and results, number of days from schedule to assessment completion, and number of days to report rating to OECOSL
b. Distribution of ratings by program type
c. Participation percentage by program type
d. Assessment tasks assigned to and completed by the assessor
e. Amount of time to complete assessments
f. Time to complete tasks based on PTQ level
g. Common barriers to successful assessments
2. Insufficiency reports that detail issues found at each failing location to be submitted monthly
3. Inter-assessor reliability reports, including percentage of pass ratings awarded to each program, by program type to be submitted monthly
4. Performance reports including average time to complete assessments, percentage of programs that pass by quality rating level, percentage of programs that move up or down a quality rating level, percentage of assessments completed when scheduled or within thirty (30) days of schedule to be submitted monthly
5. PTQ QIA Annual Report that will highlight overall vendor performance metrics as well as program trends and accomplishments to be submitted annually
6. Respond to any ad hoc reporting request made by the State within ten (10) business days of receipt of written request for data.
6.7	PTQ Technology Requirements 
The Contractor shall utilize the CCIS or INKids system, and any other technologies made available by OECOSL. OECOSL’s systems update and track changes to the PTQ levels of child care programs. The following technology requirements are necessary in order to successfully maintain and operate these systems. 
1. The Contractor shall provide all relevant technology, including but not limited to, laptops or tablets, necessary software, and wireless hotspots. The aforementioned technology shall allow Contractor staff to connect wirelessly to utilize the CCIS or INKids system and other relevant OECOSL technologies, and meet the requirements set forth in this Contract.
2. The Contractor shall ensure the accuracy of data entered into any OECOSL data system, including the CCIS or INKids system.
3. The Contractor must maintain data integrity, data security, and backup documentation as requested by the State. 
4. The Contractor shall maintain compliance with State Information Security Requirements.
5. The Contractor shall be responsible for all costs associated with providing and testing connectivity from its office locations to the CCIS or INKids system and any other OECOSL technologies required under this Contract. 
6.8	PTQ Data and Records Retention
1. The Contractor shall develop, maintain, and provide access to records as needed by the State to monitor the performance requirements and standards included in this Contract. 
2. The Contractor shall develop procedures, including 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 OECOSL for review and approval. Purged data shall be retained on a State-approved electronic storage medium and be available to State staff.  
3. The Contractor shall conduct both manual and automated daily processes to serve as integrity checks on the health of the data. The Contractor shall not purge data out of the database unless requested by the State. The Contractor shall ensure only authorized users access the server and require an additional layer of security to access the encrypted database. 
4. The Contractor shall follow the following schedule for backing up its database:
a. Weekly full runs on the weekend
b. Daily differential job that runs nightly except the weekend on which full backups are run
c. Hourly log backups to reduce the risk of lost data
5. The Contractor shall also keep backups of the entire server in case a restore of an entire server is necessary. 
6. The Contractor shall retain files and records for a period of one (1) year after the date of case closure.  Following this time, it shall fill out State form 23628 (currently available at www.in.gov/icpr/webfile/formsdiv/23628.doc) and submit it to the FSSA Forms and Records Manager for approval prior to record transfer.  

7. [bookmark: _heading=h.wffwl3bzbatr]SURVEY SUPPORT REQUIREMENTS AND RESPONSIBILITIES 
[bookmark: _heading=h.wdyeqsgt52]7.1 CCR&R Network Survey Support and Analysis
Survey issuance and data collection will be conducted by OECOSL using platforms owned by OECOSL. The Contractor shall provide general survey support as described below.

The Contractor shall:
1. Assist with the design of standardized, essential survey questions, including a pool of optional questions as needed, to obtain satisfaction and other relevant feedback about the efficacy of OECOSL services and initiatives from the following:
a. Families
b. Community organizations and other community stakeholders
c. Programs
d. ECE Directors
e. Employers/Employees
2. Provide information about open surveys to relevant stakeholder groups through a variety of communication methods, with consideration for communication methods most utilized by relevant stakeholder group(s).
3. Support OECOSL’s analysis of survey response data. The CCR&R CO Contractor shall work with OECOSL to identify analysis goals and strategy.
4. Support ad hoc data collection, including data collection related to federal reporting and State plan requirements as requested by OECOSL.
7.2 Child Care Quality Improvement and Assurance Data Collection and Analysis
The Contractor shall complete the following Child Care Quality and Assurance Data Collection and Analysis responsibilities for the PTQ program. Please note that INKids is currently in development and is scheduled for completed implementation by mid-2024. Once fully implemented, the responsibilities included in 7.2.1, 7.2.2, and 7.2.3 will be removed during the life of this Contract.
1. The Contractor shall utilize the OECOSL-designated online method for determining customer satisfaction through the issuance of Customer Satisfaction Surveys, with questions to be approved by OECOSL for child care programs to complete following each assessment.  
2. The Contractor shall utilize an OECOSL-designated method for reporting customer satisfaction to OECOSL. The reporting shall include information on individual providers as well as higher level summaries.
3. The Contractor shall compile and present the response data from the Customer Satisfaction Surveys to OECOSL through a Monthly Satisfaction Survey Report and an Annual Satisfaction Survey Report Summary, which shall be included in the overall CCR&R CO Annual Report. 
4. The Contractor shall analyze the Customer Satisfaction survey response data in order to identify key trends and findings. The Contractor shall utilize the identified key trends and findings to develop and implement continuous quality improvements as necessary. 
[bookmark: _heading=h.aqfvhw6gnr0k][bookmark: _heading=h.urmwr18vn8ls]
8. [bookmark: _heading=h.g29b4ovvfm7l]INNOVATION
The Contractor shall fulfill the following CCR&R CO innovation expectations:
1. Provide up to three (3) innovative proposals to the State annually that the State can review and grant at OECOSL discretion. Innovative proposals will allow for a broader discussion between CCR&R CO Contractor and OECOSL on new research, best practices, and content/project development opportunities.

9. [bookmark: _heading=h.q1nxqh1rr7tz]PROGRAM MANAGEMENT
The Contractor shall perform the following project management tasks:
9.1 Program Administration Requirements and Responsibilities
The Contractor shall fulfill the following Program Administration Requirements responsibilities:
1. The Contractor shall attend monthly meetings or as otherwise requested by the State to discuss Contractor performance, reports, policy changes, or recommendations for improvement.
2. The Contractor shall notify the State immediately via telephone or email when problems that may affect Contract performance are identified. Within one (1) business day following discovery of the problem, the Contractor shall submit a more thorough description of each problem and its expected impact on ongoing operations, produce a response 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.
3. The Contractor shall incorporate understanding of culturally diverse populations, including child care programs with language barriers and persons with disabilities, in performing the services.
4. The Contractor shall have the resources available to accommodate non-English speaking populations.
9.2 Data and Reporting
The Contractor shall fulfill the following Data and Reporting responsibilities:
1. Assist OECOSL in maintenance of a standardized process for CCR&R CO and CCR&R Network data collection, aggregating to a state-level view and community-level dashboards. Maximize productivity and usefulness of the available data including, as possible, through integration with existing systems and other comprehensive data system improvements. 
2. The Contractor shall support local CCR&Rs with data collection training, resources, and/or technical assistance.
3. Analyze available data and complete monthly, quarterly, and annual reports to OECOSL and the CCR&R Network in alignment with approved templates. 
a. The annual report shall include a summary of activities conducted by the CCR&R CO over the course of the year and include specific information on the following:
i. Network coordination activities
ii. Results of CCR&R onsite monitoring and recommendations for improvements
iii. Strategic services provided to the CCR&R Network
iv. Referral coordination activities 
v. Family engagement activities
vi. Community outreach activities 
vii. System and online responsibilities including Brighter Futures, Learning Management System (LMS), and Learning Platform
viii. Overall summary of PTQ assessments conducted broken out by each facility type, assessment type, and PTQ level
ix. PTQ customer satisfaction survey results, as well as any quality improvements that were implemented based on these results
x. Summary of PTQ progress reports completed over the course of the year 
xi. Summary of CCR&R CO data collection and analysis activities 
4. Implement a ticketing system to track support provided to the CCR&R Network that monitors, by type of support (data, marketing, family engagement, etc.) and requesting member of the CCR&R Network.
5. Ensure data integrity through regular quality assurance reviews to ensure statewide data integrity. Report quality assurance findings to OECOSL quarterly.
6. Develop, implement, and distribute reports, as outlined elsewhere in this Scope of Work, to track the quality of services being delivered at the state and local level including the achievement of outputs and outcome goals.
7. Respond to all ad hoc report requests within one (1) business day and target fulfillment of such requests within ten (10) business days or sooner if an urgent response is requested.
8. [bookmark: _heading=h.lmabvcq20c7i][bookmark: _heading=h.oixm8c81bumk]Complete scheduled reports within the allowable timeframe and in every case, as necessary to comply with Federal reporting. 
[bookmark: _heading=h.i9voo1iyf286]9.3	Office Location and Security Requirements and Responsibilities
1. In order to satisfy the requirements, set forth in this Contract the Contractor shall have frequent contact with the State. To minimize travel time, OECOSL recommends that the Contractor’s place of business be located within a reasonable driving distance of the OECOSL office in downtown Indianapolis. 
2. If the Contractor is located in Indiana, the Contractor shall provide the following at its local site, at no additional cost:
a. Usable office space for one (1) State staff member 
b. Access to a conference room with a capacity of at least fifteen (15) people
3. The Contractor must develop a plan for the physical security of its operating facility, including storage facilities. This plan must explain the security procedures to be implemented at each facility.  
4. The Contractor must submit the plan for OECOSL review and approval within twenty (20) business days after contract signature.  Security procedures shall limit access to these facilities.  
5. The State reserves the right to perform physical security checks of the Contractor’s facilities at its discretion.

9.4		CCR&R Network Complaint Procedure Support
Families may submit complaints to the State’s 211 Call Center and local CCR&Rs, which are two of the key mechanisms for complaint submission. The Contractor shall coordinate with the 211 Call Center and the CCR&R Network to perform the following responsibilities:
1. Design and implement a statewide complaints procedure for use by the CCR&R CO, CCR&R Network staff, and 211 Call Center staff.  
2. Communicate the complaint procedure to the CCR&R Network and 211 Call Center and assist in processing complaints as needed.  
3. Provide training to entities receiving complaints based on statewide complaints procedures. 
4. Review, update, and communicate complaint process annually. 
[bookmark: _heading=h.73xza6tgpkyx][bookmark: _heading=h.h6u047bda1ue][bookmark: _heading=h.3fqdvfqa43j][bookmark: _heading=h.c4sxxz484n9y][bookmark: _heading=h.y38uxahsl205]
10. [bookmark: _heading=h.tpd35mp8hucl]STAFFING
The CCR&R CO shall carry out each of its responsibilities under this Contract in a professional manner, maintaining the staff, expertise and contractual relationships required to complete each deliverable in a timely fashion as described herein. For the duration of this Contract, the Contractor shall maintain its membership in the Child Care Aware of America network, the Alliance for Early Success and/or a similar organizations to ensure that its work is informed by a national perspective and best practices in child care resource and referral services.
[bookmark: _heading=h.e954bnxrew8l][bookmark: _heading=h.4lm0k2clb37]10.1 Overall Staff Requirements
The Contractor shall assign qualified, productive, and professional staff members (both CCR&R CO and PTQ staff) to work under this Contract. The Contractor is expected to meet the following general requirements for CCR&R CO and PTQ staff.
1. The Contractor may utilize subcontractors as needed and subject to approval by OECOSL. The positions listed in Section 10.2.1 shall not be subcontracted. 
2. The Contractor shall ensure references and background checks are obtained for all staff. Results of reference and background checks must be made available to the State upon request. Full criminal background checks must be conducted every three (3) years as well as consents (including check of the State Child Protection Index (CPI) and a check of the Sexual Offenders Registry (SOR)) being submitting annually. All staff members shall also sign an affidavit regarding any Conflict of Interest and submit the results of a tuberculosis (TB) test biennially.
[bookmark: _heading=h.fn8lqpv200em]10.2 Staff Requirements
10.2.1 CCR&R CO Staff Requirements
1. The staffing plan shall include, at a minimum, the following positions and shall fulfill all the job duties required by this Scope of Work and the Contract:
a. CCR&R CO Network Director
b. CCR&R CO Network Manager
c. Family Engagement Support Staff
i. The Contractor shall employ at least one (1) Full-Time Equivalent (FTE) staff to support engagement initiatives with families.
d. Community Engagement Support Staff
i. The Contractor shall employ at least one (1) Full-Time Equivalent (FTE) staff to support engagement initiatives with communities. 
e. System Navigator Support Staff 
i. The Contractor shall employ at least one (1) Full-Time Equivalent (FTE) staff to support system navigation initiatives.
f. Data Specialist
i. The Contractor shall employ at least one (1) Full-Time Equivalent (FTE) staff to support data navigation initiatives.
2. All CCR&R CO staff shall meet the following acceptable experience and education qualifications, unless the Contractor is granted a staffing waiver by the State, which is detailed below. In addition, OECOSL hopes to receive proposals that include proposed staff that meet the preferred job qualifications listed below.
a. Acceptable job qualifications:
i. CCR&R CO Network Director
1. Five (5) to ten (10) years of experience working in an organization or government agency that serves children and families
2. Bachelor’s degree in organizational development, leadership development, education, early childhood education, counseling, social work, psychology, public health, sociology, human development, political science, or other related social science field
ii. CCR&R CO Network Manager
1. Three (3) to five (5) years of experience working in an organization or government agency that serves children and families
2. Bachelor’s degree in organizational development, leadership development, education, early childhood education, counseling, social work, psychology, public health, sociology, human development, political science, or other related social science field
iii. Family Engagement Support Staff
1. Three (3) to five (5) years of experience working in an organization that serves children and families
2. Bachelor’s degree in education, early childhood education, counseling, social work, psychology, or other related social science field 
3. Familiarity with or experience in eligibility determination services
iv. Community Engagement Support Staff
1. Three (3) to five (5) years of experience working in a non-profit, government, or community development field
2. Bachelor’s degree in education, early childhood education, public health, sociology, human development, political science, or other related social science field
v. System Navigator Support Staff
1. Three (3) to five (5) years of experience working in a child care program or an organization that connects clients to social services
2. Bachelor’s degree in education, early childhood education, public health, sociology, human development, political science, or other related social science field
vi. Data Specialist
1. Three (3) to five (5) years of experience working in data analysis, collection, visualization, and/or reporting
2. Bachelor’s degree in data science, business intelligence, statistics, information science, or other data related field
b. Preferred job qualifications:
i. CCR&R CO Network Director
1. Three (3) to five (5) years of experience working in a local CCR&R agency or CCR&R Central Office
2. Master’s degree in organizational development, leadership development, education, early childhood education, counseling, social work, psychology, public health, sociology, human development, political science, or other related social science field
ii. CCR&R CO Network Manager
1. One (1) to three (3) years of experience working in a local CCR&R agency or CCR&R Central Office
2. Master’s degree in organizational development, leadership development, education, early childhood education, counseling, social work, psychology, public health, sociology, human development, political science, or other related social science field
iii. Family Engagement Support Staff
1. Three (3) to five (5) years of experience working in an organization that serves children and/or families
2. Relevant experience providing family-centered services to families with special needs (as defined in SoW Section 4.7), families with low-income, and/or families that have experienced trauma
3. Familiarity with the 2GEN or Whole Family framework
4. Bilingual in Spanish
iv. Community Engagement Support Staff
1. Three (3) to five (5) years of experience in community/neighborhood centers, community development, or childhood coalitions
2. Bilingual in Spanish
v. System Navigator Support Staff
1. Relevant experience in providing technical assistance and/or working with family child care providers
2. Bilingual in Spanish
vi. Data Specialist
1. Relevant experience with collecting, analyzing, and aggregating data from various sources
c. Staffing waiver for acceptable job qualifications
i. The State reserves the right to grant a staffing waiver to the Contractor for staff that do not meet the acceptable job qualifications but possess relevant education or professional experience. This staffing waiver may be requested by the Contractor in writing and may be approved at the sole discretion of the State.
10.2.2 PTQ Program Staff Requirements
1. The staffing plan shall include, at a minimum, the following positions and shall fulfill all the job duties required by this Scope of Work and the Contract:
a. PTQ Project Director
i. The Contractor shall employ a PTQ Project Director as the key project supervisor and point of contact for the State. Any redirection of the PTQ Project Director (e.g., to assist another client), either temporarily or permanently, requires written OECOSL approval. 
ii. The PTQ Project Director shall meet the following minimum qualifications:
1. Bachelor’s degree in child development or related field
2. Five (5) to ten (10) years' experience in related field 
iii. The PTQ Project Director is subject to approval by the State; the Contractor shall not make any permanent or temporary changes to this position without the State’s prior written approval, unless the PTQ Project Director terminates employment with the Contractor. In this case, the Contractor shall promptly submit the resume and references for a proposed replacement and obtain State approval prior to placing the replacement PTQ Project Director on the Indiana project team. Whenever possible, this resume review and approval process shall begin before the PTQ Project Director departs.
2. The Contractor shall employ personnel to supervise and conduct the PTQ assessments.
3. The Contractor shall ensure all staff have a working knowledge of child care and education. This working knowledge shall encompass licensing requirements and key components of quality care and education.   
4. The Contractor shall ensure that staff who work with PTQ programs meet the following acceptable experience qualifications. In addition, OECOSL hopes to receive proposals that include proposed staff that meet the preferred job qualifications listed below.
a. Acceptable job qualifications:
i. Minimum of two (2) years’ experience working in a child care setting, a CCR&R agency, an agency providing family support services, a social work environment, or other related field
b. Preferred job qualifications:
i. Bachelor’s degree in Early Child Development or Related Field
ii. Working knowledge of child care and education
iii. Familiarity with the following: Program Administration Scale, Business Administration Scale, Infant/Toddler Environmental Rating Scale, Early Childhood Environmental Rating Scale, and Classroom Assessment Scoring System (CLASS); CLASS certification strongly preferred
c. Staffing waiver for acceptable job qualifications
i. The State reserves the right to grant a staffing waiver to the Contractor for staff that do not meet the acceptable job qualifications but possess relevant education or professional experience. This staffing waiver may be requested by the Contractor in writing and may be approved at the sole discretion of the State.
ii. Existing staff who were employed under the previous TCC QIA contract (Contract #0000000000000000000017265) are exempt from the job requirements listed above. 
[bookmark: _heading=h.sohg2sw41k5m]10.3	Staff Replacement
1. During the course of the Contract, the State reserves the right to require replacement of  any Contractor employee or subcontractor employee found unacceptable to the State. Reasons for unacceptability 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.
2. Personnel shall be replaced with individuals of equal or greater ability and qualifications, subject to approval by the State, regardless of the reason for replacement. Replacement of personnel removed for any reason shall take place within thirty (30) calendar days of the removal, unless a longer period is approved by the State.  
3. All staff vacancies, not limited to vacancies resulting from a requested replacement as described above, must be filled by an individual of equal or greater ability and qualifications than the departing employee within thirty (30) days after the position is left vacant, unless otherwise approved by the State. 
[bookmark: _heading=h.tpxhjblwrh2m]10.4	PTQ Staff Training
1. The Contractor shall provide initial training to all new assessors. Training topics include, but are not limited to, the Contractor’s policy and procedures manual for PTQ assessment services, use of technology, the assessment process, inter-assessor reliability, and customer service. New assessors will also be required to shadow experienced assessors who currently assess programs. 
2. The Contractor shall provide ongoing training for all assessors.  
3. The Contractor shall give annual assessments in January of each year to all assessors.
4. The Contractor shall give assessments at the conclusion of initial assessor training to ensure assessor understanding of needed information and processes as well as to confirm the effectiveness of the training.
5. The Contractor shall provide an inter-rater reliability management system to maintain the integrity of the PTQ rating process. This system ensures the existence of three elements: Standards for Assessors, Quality Assurance, and Training/Administrative Support.
6. The Contractor shall ensure all PTQ assessors are trained and certified in any relevant child care practices, including C.L.A.S.S. Observer certifications at the Pre-K and Toddler level, regular Safe Sleep trainings, and other certifications and/or trainings required by the State. 
7. The Contractor shall provide the State with the following training reports.
a. A training completion and shadowing report for each assessor to be submitted as each new assessor is hired.
b. Ongoing professional development plan for each assessor that includes goals and progress towards goal completion. 
[bookmark: _heading=h.424ayillgcix][bookmark: _heading=h.r8e3so1szkzn][bookmark: _heading=h.e9acz9mm5g4d]
11. [bookmark: _heading=h.jn7rq5khn6ip]PERFORMANCE MEASURES
The Contractor shall be responsible for tracking the following performance and outcome measures. The performance and outcome measures shall be measured and reported annually for the CCR&R CO Performance Measures and monthly for the PTQ Performance Measures by the Contractor.

Each month the Contractor shall invoice for 95% of the total monthly invoice amount for the combined Core CCR&R Central Office, Survey Support, and Project Management Responsibilities and CCR&R CO System and Online Responsibilities payments (100% of the monthly invoice amount minus the 5% withhold amount) and 95% of the Contractor’s total monthly invoice amount for the PTQ Assessment and Rating Services payment (100% of the monthly invoice amount minus the 5% withhold amount). In order to receive the withheld payments for the month, the Contractor must achieve the performance measures listed below.  Each performance measure (CCR&R CO and PTQ) shall be tied to a 1.25% withhold amount for their respective payments. 

For each CCR&R CO performance measure that is achieved by the end of the Contract year, the Contractor shall be paid the withheld funds for that performance measure in the following Contract year’s first monthly invoice. For each PTQ performance measure that is achieved for the month, the Contractor shall be paid the withheld funds for that performance measure in the following month’s invoice. Failure to achieve a performance measure will result in the loss of the withhold for only that failed performance measure.  
[bookmark: _heading=h.6suvclf8smwl]11.1 CCR&R CO Performance Measures 
The Contractor shall be responsible for meeting the following performance measures. On an annual basis, each performance measure shall be tied to a 1.25% withhold amount for a total 5% withhold amount of the combined Core CCR&R Central Office, Survey Support, and Project Management Responsibilities and CCR&R CO System and Online Responsibilities payments. The 5% withhold amount for Core CCR&R Central Office, Survey Support, and Project Management Responsibilities and CCR&R CO System and Online Responsibilities will be withheld on a monthly basis. These performance measures shall be tracked over the course of the Contract. Should the Contractor fail to meet any of the performance measures listed below, the State may enforce corrective actions as detailed in Section 14.
1. Each Contract year, the Contractor shall submit the completed Annual Work Plan for the following Contract year and receive State approval by 9/1. 
2. Each Contract year, the Contractor shall submit the completed Annual Report for the most recently completed Contract year and receive State approval by 10/31.
3. Each Contract year, the Contractor shall ensure the development and completion of Quality Improvement Plans for 100% of the areas identified through quality assurance findings as described in Section 4.3.3. 
4. [bookmark: _heading=h.zfew7sslaal]Each Contract year, the Contractor shall develop and implement two annual, family-facing campaigns on consumer education topics to be determined by OECOSL. Performance metrics for each campaign shall be established and agreed upon by the Contractor and OECOSL.

11.2 PTQ Performance Measures 
The Contractor shall be responsible for meeting the following monthly performance measures. On a monthly basis, each performance measure shall be tied to a 1.25% withhold amount for a total 5% withhold amount of the PTQ Assessment and Rating Services payment. The 5% withhold amount for PTQ Assessment and Rating Services will be withheld on a monthly basis. These performance measures shall be tracked over the course of the Contract. Should the Contractor fail to meet any of the performance measures listed below, the State may enforce corrective actions as detailed in Section 14.
1. For each Contract month, the Contractor shall be responsible for ensuring that 95% of all child care program PTQ level decisions are not appealed and overturned.
2. For each Contract month, the Contractor shall be responsible for completing 95% of PTQ assessments within thirty (30) calendar days of the date the assessment request is received. An assessment shall be considered complete when all components of the assessment are performed by the Contractor and the final information is entered into the CCIS or INKids system, and provided to OECOSL. PTQ assessments that are not completed within thirty (30) calendar days due to situations beyond the Contractor’s control may be excluded from the performance measure calculation with prior written approval from the State.
3. For each Contract month, the Contractor shall be responsible for ensuring 90% inter-assessor reliability for PTQ rating results.
4. For each Contract month, 90% of 10 randomly selected Insufficiency Reports shall be complete and accurate, as confirmed by OECOSL. The sampling should be representative across all PTQ raters.

12. BILLING AND INVOICING
[bookmark: _heading=h.osfqb5sd1t4j]12.1	Payment Methodology
12.1.1 Core CCR&R Central Office, Survey Support, and Project Management Responsibilities Payment Methodology

The Contractor shall be paid a fixed fee cost for each Payment Category in Pricing Table 1 for each Contract month, subject to State approval. Together, the fixed fee amounts listed in this Section and Section 12.1.2 below, shall be inclusive of all costs associated with performing the services outlined in the Contract (with the exception of PTQ Assessment and Rating Services, as described in Section 12.2) and shall be inclusive of all costs associated with drafting all relevant deliverables. 

Per Section 11, each month the Contractor shall invoice for 95% of the total monthly invoice amount of the Core CCR&R Central Office, Survey Support, and Project Management Responsibilities and CCR&R CO System and Online Responsibilities payments (100% of the monthly invoice amount minus the 5% withhold amount). The Contractor may earn back this withheld amount as described in Section 11.

Pricing Table 1 – Core CCR&R Central Office, Survey Support, and Project Management Responsibilities
	Payment Category Number
	Payment Category
	Monthly Fixed Fee

	1.1
	· CCR&R Network Annual Work Plan and Policies (SoW Section 4.1)
· CCR&R Network Coordination (SoW Section 4.2)
· CCR&R Network Planning Monitoring (SoW Section 4.3)
· CCR&R Network Survey Support and Analysis (SoW Section 7.1)
	$TBD

	1.2
	· Strategic Services (SoW Section 4.4)
· Child Care Quality Improvement and Assurance Data Collection and Analysis (SoW Section 7.2)
· Data and Reporting (SoW Section 9.2)
	$TBD

	1.3
	· Referral Coordination (SoW Section 4.5)
· Family Engagement (SoW Section 4.6)
· Community Outreach (SoW Section 4.7)
· CCR&R Network Complaint Procedure Support (SoW Section 10.4)
	$TBD

	Monthly Total
	$TBD



If Core CCR&R CO key staff positions remain vacant for longer than thirty (30) business days per the requirements outlined in Section 10.3, the State reserves the right to reduce monthly fixed fee payments.

12.1.2 System and Online Responsibilities Payment Methodology
The Contractor shall be paid a fixed fee cost for each Payment Category in Pricing Table 2 for each Contract month, subject to State approval. Together, the fixed fee amounts listed in this Section and Section 12.1.1 above, shall be inclusive of all costs associated with performing the services outlined in the Contract (with the exception of PTQ Assessment and Rating Services, as described in Section 12.2) and shall be inclusive of all costs associated with drafting all relevant deliverables. 

Per Section 11, each month the Contractor shall invoice for 95% of the total monthly invoice amount of the Core CCR&R Central Office, Survey Support, and Project Management Responsibilities and CCR&R CO System and Online Responsibilities payments (100% of the monthly invoice amount minus the 5% withhold amount). The Contractor may earn back this withheld amount as described in Section 11.

Pricing Table 2 – System and Online Responsibilities Costs
	Payment Category Number
	Payment Category
	Monthly Fixed Fee (Pre-INKids Implementation)
	Monthly Fixed Fee (Post-INKids Implementation)

	2.1
	General System Responsibilities (SoW Section 5.1)
	$TBD

	2.2
	Brighter Futures Website (SoW Section 5.2)
	$TBD

	2.3*
	Learning Management System (LMS) and Learning Platform (SoW Section 5.3)*
	$TBD
	$0

	Monthly Total
	$TBD
	$TBD


*The fixed monthly fee for this Payment Category will be $0 once INKids implementation is complete, as determined by the State. See associated SoW Section(s) for additional detail.

12.1.3 Ad Hoc Projects Payment Methodology
Ad hoc projects requested by OECOSL and/or proposed by the Contractor, including but not limited to the innovative proposals as described in Section 8, that are estimated to require under sixty (60) hours of work by the Contractor shall be completed by the Contractor at no additional cost to the State. Ad hoc projects requested by OECOSL and/or proposed by the Contractor, including but not limited to the innovative proposals as described in Section 8, that are estimated to require at or over sixty (60) hours of work by the Contractor may be billed to the State, subject to State approval. 

When the Contractor and/or OECOSL decides an ad hoc project is needed, the Contractor shall submit a proposal for OECOSL review and approval that details the estimated number of hours for the ad hoc project and the resulting fixed fee amount based on the staff billing rates listed in Pricing Table 3. Following OECOSL approval of the ad hoc fixed fee amount, the Contractor shall begin work on the project. Following OECOSL approval that the ad hoc project has been completed to the satisfaction of the State, the Contractor shall be paid the ad hoc project’s approved fixed fee cost  after the ad hoc project was completed and approved by the State. 

Pricing Table 3 – Staff Billing Rates for Ad Hoc Project Proposals
	Staff Position
	$/Hour Rate*

	TBD
	$TBD

	TBD
	$TBD

	TBD
	$TBD


*Note these hourly rates will be used to develop a fixed fee for the completion of each ad hoc project approved by the State. Payment will not be made on an hourly basis.
[bookmark: _heading=h.kze8qek8clyh][bookmark: _Hlk122359443]12.2	PTQ Assessment and Rating Services Payment Methodology
In addition to the payments described above, the Contractor shall be compensated on a monthly basis for all PTQ assessments that are completed during a given month. The amount the Contractor shall be compensated each month will be calculated by multiplying the facility assessment rates in Pricing Table 4 by the number of corresponding assessments that are completed that month. Note that the rates per completed assessment are the same regardless of which PTQ level the facility is maintaining or increasing to. Additionally, the rates listed below shall be inclusive of all costs associated with performing the PTQ assessment services outlined in the Contract (with the exception of PTQ incentive payments as described below) and shall be inclusive of all costs associated with drafting all relevant deliverables. Please note that the State reserves the right to adjust pricing based on new policy and procedures developed for QRIS 2.0 (see Section 6.3 for additional detail).

The Contractor shall submit invoices each month for State approval. Monthly invoices may fluctuate from month to month as assessments are completed. 

Per Section 11, each month the Contractor shall invoice for 95% of the total monthly invoice amount of the PTQ Assessment and Rating Services payments (100% of the monthly invoice amount minus the 5% withhold amount). The Contractor may earn back this withheld amount as described in Section 11.

Pricing Table 4: Completed PTQ Assessment Rates
	Facility Type
	Assessment Type
	Rate per Completed Assessment

	Licensed Early Child Homes
	Annual Maintenance Assessment 
	$TBD

	
	Level Increase Assessment
	$TBD

	Licensed Early Childhood Centers
	Annual Maintenance Assessment
	$TBD

	
	Level Increase Assessment
	$TBD

	Unlicensed Certified Early Childhood Ministries
	Annual Maintenance Assessment
	$TBD

	
	Level Increase Assessment
	$TBD

	LLEP Public Schools and Non-Public Schools
	Annual Maintenance Assessment
	$TBD

	
	Level Increase Assessment
	$TBD



In addition to the PTQ assessments described above, and prior to the implementation of INKids, the Contractor shall be responsible for distributing incentives to facilities when it is determined that the facility meets the requirements to receive a PTQ level increase. The Contractor shall invoice the State each month for the total dollar amount of incentives passed-through to facilities during that month. 

If PTQ program staff positions remain vacant for longer than thirty (30) business days per the requirements outlined in Section 10.3, the State reserves the right to reduce monthly fixed fee payments.
13. [bookmark: _heading=h.py6b8atvqcf1][bookmark: _Hlk113897098]IMPLEMENTATION AND TRANSITION REQUIREMENTS
[bookmark: _heading=h.36s5kxx6tl6y][bookmark: _heading=h.rlgdfhze7g3m][bookmark: _heading=h.hajo7ahv99p8]13.1 Implementation Phase Requirements and Responsibilities
1. Implementation Phase Schedule
a. The Contract implementation phase shall begin following Contract award announcement. This phase shall be completed no later than 9/30/2023 in order to meet the operational start date of 10/1/2023. The Contractor shall clearly indicate in their State approved implementation work plan how they shall ensure operational preparedness no later than this date. This implementation work plan shall be submitted to the State for approval within ten (10) business days after the Contract is signed.
b. The State shall actively monitor transition activities during this phase of the Contract. Monitoring activities shall focus on progress made against the Contractor's implementation work plan, quality of deliverables submitted, and assessment of the Contractor's readiness to begin operations.
2. Implementation Phase Reporting Responsibilities
a. The Contractor is responsible for the timely and successful completion of each implementation phase task. In addition, the Contractor is responsible for clearly specifying and requesting information needed from the State in a manner that does not delay the schedule or work to be performed. General requirements for Contractor reporting and for obtaining State approvals include the following:
i. Develop an approved work plan that outlines all tasks related to successful project implementation;
ii. Report progress against the Contractor's approved work plan for each task through monthly written status reports and at monthly status meetings with the State;
iii. Update the project work plan on a monthly basis;
iv. Deliver written status reports and updated work plans/schedules, including any changes in dates, by 9:00 am, Eastern Time, one (1) work day before the status meeting;
v. 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;
vi. Submit deliverables on the schedule agreed to in the approved work plan; and
vii. Revise deliverables, if requested, using State review findings to meet content and format requirements.
3. Implementation Phase Scope of Work
a. The implementation phase includes the following tasks:
i. Contract Planning and Start Up
ii. Operations Preparedness including staff hiring, training, and understanding of Contract requirements
iii. Finalizing a communications plan with the State
iv. Assessment and Demonstration of Operations Readiness
b. Contractors are responsible for the following implementation activities:
i. System Connectivity and Testing
ii. The Contractor shall be responsible for all costs associated with providing and testing connectivity from their locations to the CCIS or INKids system and any other relevant OECOSL systems.
c. Operational Preparedness
i. The Contractor shall be responsible for all costs associated with ensuring that the Contractor is able to take over the requirements of the Contract without disruption to the State, programs, or stakeholders.
d. Assessment and Demonstration of Operational Readiness
i. There shall be a readiness review before services begin under this Contract. The State shall work with the Contractor to define the structure and schedule of the operational readiness assessment. The Contractor shall demonstrate that all system processes and staffed functions are ready to assume responsibilities for operations. The Contractor shall be responsible for demonstrating physical plant security, data security, and fire/disaster prevention and recovery procedures, among other items.
e. Changeover
i. Contractor shall take all steps necessary to ensure a seamless transfer of operations to its staff from any incumbent contractor(s) no later than 10/1/2023, and work with the State to quickly resolve any issues that might arise during the transition.
f. Post Implementation Support
i. Contractor shall continue to work with the State to ensure operational integrity throughout the Contract term.
[bookmark: _heading=h.mwi68ityb87l]13.2	 End of Contract Transition Requirements and Responsibilities
The State wants to ensure that (to the greatest extent possible) program stakeholders experience no adverse impact from the transfer of the Contract functions from the Contractor to either the State or to a successor contractor. 
1. Pre-Transition Responsibilities
a. Twelve (12) months prior to the end of the base Contract period, or any extension thereof, the Contractor shall develop and implement a State-approved Transition Plan covering the possible turnover of operational activities to either the State or a successor contractor. The Transition Plan shall be a comprehensive document detailing the proposed schedule and activities associated with the turnover tasks outlined in the sections below.
b. Nine (9) months prior to the end of the base Contract period, or any extension thereof, the Contractor shall transfer the following information, on a medium acceptable to the State, to the State or its agent:
i. A copy of non-proprietary systems or database(s) used;
ii. Internal logs and balancing procedures used during the Contract to ensure compliance with operational requirements; and
iii. Other documentation including, but not limited to, user, provider, and operations manuals, and documentation of any interfaces developed to support business activities between Contractor and subcontractors.
c. Six (6) months prior to the end of the Contract or any extension thereof, the Contractor shall begin training State staff, or its designated agent's staff, in the operations and procedures performed by Contractor staff. Such training shall be completed at least two (2) months prior to the end of the Contract or any extension thereof. Such training shall include, but is not limited to program procedures, data management, and business operations.
d. The Contractor shall appoint, with State approval, a transition manager with at least one (1) year of experience to manage and coordinate all transition activities.
e. Contractor shall not reduce operational staffing levels during the transition period without prior approval by the State. 
f. Contractor shall not in any way restrict or prevent Contractor staff from accepting employment with any successor contractor. The State shall work with the incumbent and successor contractor on the timing of any transition of incumbent staff.
g. Contractor shall provide to the State, or its agent, within fifteen (15) business days of request, all updated data and reference files and all other documentation and records as required by the State or its agent.
2. Post-Transition Responsibilities
a. [bookmark: _heading=h.ywp134t3h8ge][bookmark: _heading=h.8gg6g76km1np][bookmark: _heading=h.9u0o4njq3bns]Following transition of operations, the Contractor shall provide the State with a Transition Results report documenting the completion and results of each step of the Transition Plan. The outline and format of the Transition Results report shall be approved by the State in advance. Transition shall not be considered complete until this document is received by the State.
14. [bookmark: _heading=h.4nu15777dr9y]CORRECTIVE ACTIONS AND PAYMENT WITHOLDS
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.
[bookmark: _heading=h.kbuecq9eidnz]14.1	Corrective Actions
1. 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, has not filled required staffing positions, 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. 
2. 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. 
[bookmark: _heading=h.61fzciyp3wra]14.2	Payment Withholds
1. 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. (Note that this 5% is separate from and in addition to the 10% performance measure withhold). When the CAP is completed, and the proposed remedy is implemented, the monies withheld due to the CAP (separate from the monies 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 monies may be forfeited.   
2. 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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