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Employment and Training Services


1. [bookmark: _Toc456716383]Introduction

Overview
The Division of Family Resources (DFR) is responsible for the administration of the Indiana Manpower Placement and Comprehensive Training Program (IMPACT), Temporary Assistance for Needy Families (TANF), and the Supplemental Nutrition Assistance Program (SNAP). These programs provide benefits and services to low-income families and individuals who require some support in meeting basic household needs. For more information on each program, please see Section 3: Employment and Training Services Program Overview. The Contractor’s goal is to deliver employment and training services designed to provide program recipients the skills and resources needed to obtain and retain full-time, permanent employment with opportunities for advancement in the workplace and eliminate the need for assistance. To meet its mission of promoting economic independence, DFR’s employment and training Contractor partners with community organizations, government and non-profit social service agencies, private organizations and employers to help the individuals and families improve their level of self-sufficiency.  


2. [bookmark: _Toc456716384]Definitions

ABAWD: An able-bodied adult without dependents receiving SNAP benefits. An ABAWD is defined as 18-49, no children in assistance group, not pregnant, mentally and physically fit for work. 
Appeal: A formal request for a review of an action. 
Applicant: A potential member of FSSA’s public assistance programs.
Applicant Job Search (AJS): AJS is a requirement that must be met as an eligibility requirement for TANF.  During the eligibility interview, it will be determined if an individual is required to complete AJS, and if so, the eligibility system will automatically refer the individual and schedule an orientation appointment. To be eligible for TANF benefits, an adult applicant must provide evidence of six contacts with employers and submission of three job applications or resumes. It should be noted that these TANF eligibility requirements will go into effect July 1, 2023. Until that time, the current AJS procedures in the policy manual must be supported, and they will be updated as applicable to support the July 1, 2023, requirements.  The DFR Program Policy Manual should be adhered to in its most current form throughout the duration of the contract. For more details, see the DFR Program Policy Manual § 2510.00 et seq.
Application: Form used to apply for enrollment in any FSSA Program.
Assessment: The client completes a self-assessment after the group orientation appointment. The self-assessment is used as a base for the self-sufficiency plan. The Case Manager will work towards establishing trust and start to build a relationship by discussing and evaluating what the client indicates in the self-assessment. This is the foundation of the self-sufficiency plan (SSP) and a comprehensive plan of care that describes the client’s challenges, needs, and goals to determine strategies and other resource coordination to address those needs. 
Business Days: Official hours of operation are 8:00 am to 4:30 pm (local time) based on a five (5) day work week excluding Saturdays, Sundays and official Indiana State employee holidays. 
Calendar Day: A period of 24 hours beginning at midnight and inclusive of weekends and holidays. 
Call Center: Telephone facility with toll-free dedicated telephone number, which is staffed for the purpose of meeting customer service needs.
Case Manager: An individual, employed by the Contractor or its subcontractor(s), assigned to each Client and responsible for tracking the Client’s activities, participation, and any supportive services that the Client may receive.
Case Management: There is a requirement of an uninterrupted continuum of service that begins at orientation and ends when the Client chooses to disengage with E&T services or when the federal limit of job retention services has been met. This continuum of service is focused on customer centered Case Management. A personal relationship between an assigned Case worker and an E&T Client must be developed beginning at the time of assessment, and it is expected that a single Case Manager will remain assigned to the Client throughout the duration of services. Client engagement is encouraged, supported and nurtured by the personal relationship with the Case Manager and demonstration of interest in the Client’s needs, strengths and challenges. Services are individualized to meet the needs and goals identified at assessment.  All decisions about component participation, area of career interest, pursuit of job opportunities, etc. should be based on the personal goals and objectives of the client with the input, knowledge and expertise of the Case Manager.
Client: An individual resident of Indiana that is the recipient of the goods or services of a Program administered by DFR. 
Community Agencies: A community or social service agency to which the Contractor may refer Clients for assistance. Examples include, community mental health centers, community action agencies, Goodwill, food pantries, etc.
Community Resources: A resource that Clients may use to receive support and/or supplemental services.  Contractor shall maintain a list of Community Resources and ensure that eligible Clients are referred to Community Resources. Examples of Community Resources include, but are not limited to, food banks and 211.
Community Work Experience Program (CWEP): CWEP is intended for a Client who is unable to find unsubsidized employment and who would benefit from work experience that might lead to employment. Participants are placed in an unpaid position that is closely related to their employment goals and interests. For TANF recipients, work sites may be public, non-profit or for-profit employers.  For SNAP volunteers and ABAWDs, work sites are limited to public or private non-profit employers.
Component: A service, activity, or program designed to help SNAP recipients gain skills, training, or work experience that will increase their ability to obtain regular employment and achieve self–sufficiency (reference 7 CFR 273.7(e))
Contract: The contract or contracts, between the State and Contractor resulting from this RFP.  
[bookmark: _Int_U9V8DiZg]Contractor: The Respondent or Respondents selected as a winning vendor as a result of this RFP, including any and all subcontractors to that Contractor, collectively.
Department of Education (DOE): A federal agency that establishes policy for, administers, and coordinates most federal assistance to education.
Department of Workforce Development (DWD): An Indiana agency responsible for the creation and administration of workforce development programs, the payment of unemployment claims, and the collection of unemployment insurance premiums from employers. 
DFR: The Division of Family Resources (DFR) is responsible for establishing eligibility for Medicaid, SNAP, and TANF benefits. The division also manages the timely and accurate delivery of SNAP and TANF benefits and administers employment and training services for SNAP and TANF.

Document Center: The Document Center handles the intake of mailed applications as well as the scanning, classification, and optical character recognition (OCR) quality checks of submitted documents. The Document Center is part of the larger eligibility operation.

FSSA: The Indiana Family and Social Services Administration, including its subdivisions, including but not limited to the Division of Family Resources. 

FTE (Full-Time Equivalent): A measure that allows a company to calculate the equivalent number of full-time employees over a forty (40) hour per week basis. 

High Wage: The Bureau of Labor Statistics (BLS) reports that Indiana’s mean hourly wage is $18.42. A high wage is an hourly wage that is a minimum of 20% higher than the mean hourly wage, adjusted annually for cost of living in Indiana, for full-time employment for an individual participating in the IMPACT program, starting at $22.10 an hour. 

Living Wage: The primary determinant for living wage is based on the elements of cost of living (e.g., housing, food, childcare, transportation, healthcare, taxes, and other basic necessities) informed by person’s geographic location and the number of adults or children in a household. A Living Wage is the minimum income required that a household must earn to meet the minimum standards of living given the local cost of living based on the number of adults and children who live in the household. The state minimum wage is currently $7.25. The State is targeting individual adult IMPACT Clients to reach $18.42 per hour according to Section 10.5 based on the Bureau of Labor Statistics (BLS) report. 

IEDSS: The Indiana Eligibility Determination Services System (IEDSS) is the automated eligibility system used by the Division of Family Resources in the determination of eligibility for Indiana’s public assistance programs. IEDSS is also the State’s System of Record.

IMPACT: Indiana Manpower Placement and Comprehensive Training (IMPACT) program provides services designed to help recipients of Supplemental Nutrition Assistance Program (SNAP) and Temporary Assistance for Needy Families (TANF) achieve economic self-sufficiency through education, job training, job search, and job placement activities.

IMPACT System: The IMPACT system is the required System of Record for all IMPACT activities and must be used by the Contractor to support E&T activities in Indiana. It interfaces with IEDSS to receive information on Client referrals and IMPACT appointment scheduling. Further, The IMPACT system interfaces SNAP and TANF E&T program compliance information to IEDSS. This IMPACT system is owned by DFR and maintained by a vendor on behalf of DFR. The IMPACT system is web-based (i.e., browser-accessible) and is hosted by the State of Indiana.

OV&V: The State’s contracted vendor to assist with Operational Validation and Verification of required performance. The Contractor shall cooperate with OV&V efforts and reviews as directed by the State. 

Performance Cost Allocation Plan (PCAP): The State must submit a PCAP to the federal government for approval on a quarterly basis as part of its integrated eligibility system requirements.  The PCAP describes the methodology used for capturing and distributing indirect and administrative cost pools to fairly represent the level of effort it takes to perform the eligibility activities for each federal program.  

Policy Answer Line (PAL): The Policy Answer Line is a DFR resource for all policy-based inquiries about specific circumstances and their effect on eligibility determination and public assistance programs.  

Program Policy Manual: The Program Policy Manual or DFR Program Policy Manual, specifically Chapter 2500, provides the State’s rules and requirements for administering IMPACT.  A copy of Chapter 2500 is attached in the Bidder’s Library.

Quality Assurance (QA): A systematic process to ensure a product or service being developed is meeting specified requirements. 

Third-Party Partnership Intermediary: An entity that serves to identify, screen, onboard and manage third-party partnerships (commonly known as 50/50 Partnerships) for SNAP. 

[bookmark: _Int_YD7Nr8pZ]Person ID (PID): A person identification number (internally known as RID, recipient identification number) is a unique Client identification number and is found on cards issued for services, such as a card for Medicaid, SNAP or TANF services.

DFR Region: Defined as a DFR designated area within the State of Indiana – as depicted in Exhibit 9 in the Bidder’s Library. 

Respondent: The bidding entity which submits a proposal in response to this RFP.
Self-Sufficiency Plan (SSP): A Self-Sufficiency Plan or SSP is a signed agreement between TANF and/or SNAP and an IMPACT Client collaboratively developed by the Client and his or her Case Manager.  The SSP should be a comprehensive plan for achieving economic self-sufficiency through employment.
SNAP: The Supplemental Nutrition Assistance Program (SNAP) is administered by the USDA/Food and Nutrition Service (FNS). SNAP offers nutrition assistance to eligible low-income individuals and families, in the form of an Electronic Benefit Transfer (EBT) card.

SNAP E&T Program: The Supplemental Nutrition Assistance Program Employment and Training (SNAP E&T) program is a partnership between FNS and DFR that provides SNAP participants opportunities to gain skills, training or experience that will improve their employment prospects and reduce their reliance on SNAP benefits.

State: The State of Indiana and its agencies.
State Contract Manager: The individual responsible for the approval of all deliverables, i.e., tasks, and sub-tasks or other work elements in the Scope of Work.

[bookmark: _Int_hcMAbnzg]Subcontractor: An entity having an arrangement with the Contractor, whereby the Contractor uses the products and/or services of that entity to fulfill some of its obligations under the Contract, while Contractor retains full responsibility for the performance of all of its [the Contractor's] obligations under the Contract, including payment to the Subcontractor. The Subcontractor has no legal relationship with the State, only with the Contractor.

System of Record: The System of Record (SOR) is an information storage system that is the authoritative data source for a given data element. In the case of Indiana’s eligibility operation, the current SOR is IEDSS.

TANF: Temporary Assistance for Needy Families is a federal program that provides cash assistance and supportive services to assist families that have children under the age of 18.

Third-Party Partnership (Commonly Known As 50/50 Partnership): A contracted partnership between an Indiana Job Training provider and the Indiana Division of Family Resources wherein the job training provider is reimbursed for up to 50% of the approved job training costs for providing training services to approved SNAP Employment and Training Participants.

Work Instructions: The instructional and technical manuals that help Contractor staff members navigate vendor and/or State systems, perform their job functions, or otherwise instruct staff members on the fulfillment of Contract responsibilities.
Work Participation Rate (WPR): The percentage of cash assistance recipient families that include ‘work eligible individuals’ (adult recipients) ‘engaged’ in 30 hours per week of ‘countable’ work activities in a given month.
Work Verification Plan: Each State is required to prepare a TANF Work Verification Plan in accordance with the rules published by the US Department of Health and Human Services (HHS). Under these regulations, the State must submit its Work Verification Plan to HHS for approval. The plan follows key directions and responds to questions described in the HHS Work Verification Plan guide. The plan is organized into six sections: countable work activities, hours engaged in work, work-eligible individuals, internal controls, verification of other data used in calculating the work participation rates, and a detailed data section. 

3. Employment and Training Services Program Overview
3.1 [bookmark: _Toc456716386]Public Assistance Plan Overview

Indiana Manpower and Comprehensive Training (IMPACT) provides services designed to help recipients of SNAP and TANF achieve economic self-sufficiency through education, training, job search, and job placement activities. In addition to providing job training services, IMPACT aims to address a broad range of barriers that may inhibit Clients from seeking and maintaining employment. IMPACT provides employment services as well as a Case Manager to work with each Client to develop an individualized Self-Sufficiency Plan. In addition to job search, IMPACT provides job readiness activities, unpaid community work experience with a community or social service agency, basic education classes, and other Supportive Services, such as childcare, clothing, and transportation. 

The IMPACT program provider provides some direct service provision and coordinates services with other providers across Indiana to implement language education, job search, job development, and other short term job placement activities. For a full description of current IMPACT activities, please visit http://www.in.gov/fssa/dfr/2682.htm.  


The Supplemental Nutrition Assistance Program (SNAP) provides food assistance to low- and no-income individuals and families living in the United States. It is a federal aid program administered by the Food and Nutrition Service of the US Department of Agriculture (USDA) and is administered and distributed at the State level. The program allows eligible individuals and families to purchase food, seeds, and plants that bear food, through Electronic Benefits Transfer (EBT) cards.  For more information about SNAP, please visit http://www.in.gov/fssa/dfr/3099.htm.

The Personal Responsibility and Work Opportunity Reconciliation Act of 1996 put work requirements in place for able-bodied adults receiving SNAP. However, since the federally declared Public Health Emergency which began in March 2020, ABAWD work requirements have been suspended. The State assumes that work requirements will resume after the Public Health Emergency ends. 


The SNAP E&T program was established in 1987 to assist SNAP recipients in obtaining employment.  States submit annual SNAP E&T Plans to FNS which describe the populations to be served, the services to be provided and the projected cost for administering the SNAP E&T program. 

Indiana currently operates a voluntary program. SNAP recipients are not sanctioned for failing to participate in E&T services.  Able Bodied Adults without Dependents are subject to time limited benefits, meaning they are eligible for 3 months of SNAP benefits within a prescribed 36-month period if not compliant with ABAWD work requirements.  After that time, the non-compliant ABAWD will become ineligible until such time that they become compliant, or a new 36-month period begins. 



3.2 IMPACT – Able Bodied Adults Without Dependents (ABAWD) SNAP Requirements
All SNAP recipients are screened for work registration status and to determine if they want to participate in SNAP E&T services.  If the recipient chooses to participate, documentation in the eligibility system generates an intake appointment. SNAP recipients are considered an ABAWD if they are: 
· Age 18-49
· Mentally and physically fit for work 
· Not pregnant
· No child under 18 in their assistance group
SNAP Clients determined as ABAWD can meet the work requirements by:
· Working an average of 20 hours per week for a total of 80 hours per month;
· Participating in at least 20 hours a week of approved employment and training activities such as (but not limited to) the IMPACT program;
· Participating in a combination of work and employment and training activities for at least 20 hours a week; or
· Participating in a Community Workforce Experience (CWEP) “workfare” activity for the required hours.
Please see the DFR Program Policy Manual for more information about ABAWD SNAP Requirements. As of December 2022, the total number of adult SNAP participants was 336,442 people. In January 2023, there were 19,454 active adult SNAP Clients identified as ABAWDs. In accordance with the E&T final rule from the 2018 Farm Bill, only those individuals wishing to participate in SNAP E&T will be referred to SNAP E&T. This will be a change from the procedures in place in March 2020, so participation cannot be estimated. There is no current historical data available. 

3.3 IMPACT - Voluntary SNAP Participation
Employment and training services are offered by the State to any adult SNAP recipient. The State does not currently have historical volumes to share with potential Respondents. The State no longer leverages the previous model used to track program participation.  While the State currently operates under voluntary SNAP Participation, the State reserves the right to change to a mandatory program in the future, potentially resulting in a higher population to be served in IMPACT. It is the State’s expectation that the successful Respondent will actively recruit eligible participants into the IMPACT program. 

For more information on Indiana’s SNAP E&T program, please review the SNAP E&T State Plan in the Bidder’s Library (Exhibit 1), DFR Policy Section 2400 (Exhibit 2), and DFR Policy Section 2500 (Exhibit 3). 


Temporary Assistance for Needy Families (TANF) is a program that provides cash assistance and supportive services to families with children under the age of 18 to help them achieve economic self-sufficiency. TANF is funded by the Temporary Assistance to Needy Families (TANF) block grant which provides states with dollars to fund social service programs to low-income families with children in accordance with the 4 designated purposes of TANF.  The four designated purposes of TANF are to:
1. Provide assistance to needy families so that children may remain in homes;
2. End the dependence of needy parents on government benefits through work, job preparation, and marriage; 
3. Reduce out-of-wedlock pregnancies; and
4. Promote the formation and maintenance of two-parent families

 The core goal of TANF is to allow states freedom to provide cash assistance and other types of assistance to move a family from assistance to employment and self-sufficiency.  As of December 2022, there are less than 200 active TANF IMPACT participants in Indiana.

TANF Cash Assistance Requirements:

A. To be eligible for TANF cash assistance, a family must meet the following;

B. Include a child under age 18 who is living with a parent or a specified relative acting as a parent
C. Be financially eligible based upon the state’s established income and budgeting standards. 
D. Have assets below $1,000
E. Meet non-financial criteria such as participation in employment and training activities; specifically, 
i. Participation in Applicant Job Search prior to TANF approval. 
ii. Abiding by the ongoing work requirements once TANF is approved.

3.4 IMPACT - Mandatory TANF Requirements
Applicants:  As a condition of eligibility for TANF, adult applicants deemed mandatory for IMPACT, Indiana’s employment and training program, are required to complete Applicant Job Search (AJS) Orientation which includes completing the AJS Self-Sufficiency Plan Assessment, participating in a minimum of six (6) contacts by the applicant, and submission of three (3) job applications or resumes by the applicant to potential employers within the sixty (60) day TANF application time frame for IMPACT activities. Failure to complete the Applicant Job Search program without good cause will result in the denial of the application for cash assistance. The time in Job Search as an applicant does not count toward the time in Job Search as a recipient. Once a TANF applicant is authorized to receive benefits, the applicant must continue to meet the following participation requirements: As a condition of eligibility for TANF, adult recipients deemed mandatory for IMPACT are required to participate in IMPACT and comply with their Self-Sufficiency Plan. Recipients are required to participate in 30 hours per week of federally defined countable work activities. Recipients who fail to comply with the Self-Sufficiency Plan, without good cause, are subject to sanction.  
TANF IMPACT Sanction Periods:

First occurrence: Loss of TANF Cash Assistance and eligibility for supportive services for the TANF family for a minimum of one (1) month, or until the sanctioned individual demonstrates compliance, whichever is later.  
Second occurrence: Loss of TANF Cash Assistance and eligibility for supportive services for the TANF family for a minimum of three (3) months, or until the sanctioned individual demonstrates compliance, whichever is later.  
Third occurrence: Lifetime disqualification from the TANF Program for the TANF family, and any subsequent TANF family in which the sanctioned individual(s) is either the case head or a member.

Please see the DFR Program Policy Manual for more information about Mandatory TANF Requirements.  As mentioned in Section 3.3, the State does not have historical volumes to share. 


TANF Work Requirements: 

Federal law requires states to assess all adult TANF recipients and develop plans for how these recipients will achieve self-sufficiency for themselves and their families. Failure to comply with these self-sufficiency plans is grounds for sanction or other negative actions against the recipient. The self-sufficiency plans will address barriers (e.g., need for childcare, lack of reliable transportation) the recipients face and what services the state will provide to overcome those barriers. 

To evaluate the states’ TANF program’s success, Congress created the Work Participation Rate (WPR) which measures how many adult TANF recipients are participating in work activities and for how many hours. The WPR is the only measurement Congress created for TANF, and states are subject to heavy penalties if they fail to meet the WPR. 

As a condition of eligibility for TANF in Indiana, adult applicants deemed mandatory for IMPACT, Indiana’s employment and training program, are required to attend Applicant Job Search Orientation. The Applicant Job Search (AJS) requirement will be changing effective July 1, 2023, due to state legislative change. The new requirement will be for the applicant to provide evidence of six contacts with employers and submission of 3 job applications or resumes. Failure to complete the program can result in denial of the application. 

Adult TANF recipients are required to participate in 30 hours per week of activities designed to help recipients find and retain employment. Failure to meet this requirement can result in the closure of the TANF cash assistance case.

For more information about TANF Cash Assistance, please visit http://www.in.gov/fssa/dfr/2684.htm.
For more information about the TANF WPR, please visit http://www.acf.hhs.gov/ofa/programs/tanf/data-reports.


4. [bookmark: _Toc456716391]Minimum Qualifications
A. The Contractor shall have at least three (3) years of experience administering an employment and training program with at least two (2) government entities providing intensive, individualized Case Management services with the level of expertise and business systems necessary to execute a project of this size and scope for a government agency.
B. The Contractor shall provide sufficient personnel and program capacity to perform the required services. The Contractor shall ensure that all personnel have appropriate training, education, experience, and orientation to fulfill the requirements of their assigned positions to meet the State’s expectations.
C. The Contractor shall have collaborated with state agencies of similar size and project scope to administer at least two (2) successful employment and training programs detailing relevant community goals at the start of the partnership and progress toward defined project outcomes. 
D. The Contractor shall provide their evidenced-based Case Management approach that meets the requirements outlined in the RFP and previously executed in their experience including anticipated Client program outcomes.

5. [bookmark: _Toc456716392]General Project Requirements and Geographic Requirements
DFR is seeking to procure a Contractor (“Contractor”) to provide comprehensive employment and training Case Management services to support the Indiana Manpower and Comprehensive Training program (IMPACT) which supports both the Temporary Assistance for Needy Families (TANF), and the Supplemental Nutrition Assistance Program (SNAP) E&T Programs. The IMPACT program is the central resource in helping Hoosiers access employment and training services designed to provide program recipients the skills and resources needed to obtain and retain full time, permanent employment with opportunities to advance in the workplace and eliminate the need for assistance.
A. The Contractor shall provide SNAP and TANF IMPACT program services to the recipient constituents in the State of Indiana for the FSSA Division of Family Resources (DFR). The State intends to contract with one or more qualified Respondent entities who will each provide the full range of E&T services described herein.
B. The State intends to give preference to qualified Respondents that propose a Statewide solution for all ten DFR Regions, as shown on the Division of Family Resources (DFR) Regional map included in the Bidder’s Library Exhibit 9. The State reserves its discretion to consider competitive proposals to serve one or more specific DFR Region(s) but fewer than all ten Regions. No more than one awarded vendor will serve in a DFR region. 
i. Each Respondent must propose on at least one complete DFR Region - partial DFR Region responses will not be considered. A Respondent proposing on fewer than all ten state DFR Regions should explain how their solution provides advantages to the state, to DFR and to IMPACT program clients as opposed to a Statewide solution. The Respondent should also detail their intended cooperative working relationship with any awarded vendors and relevant State agencies who are providing employment and training Case Management services in other DFR regions in the state to ensure a standard quality of program and service provision across regions. 
ii. A Respondent intending to propose on one or more DFR Regions, but fewer than all ten, must declare its intended service area(s) in its Attachment L Intent to Respond letter and prominently in its Attachment E Business Proposal, Attachment F Technical Proposal and Attachment D Cost Proposal responses, naming and describing the DFR Region or Regions intended as outlined in Exhibit 9: DFR Regional Map in the Bidder’s Library.
iii. Respondents proposing on fewer than all ten DFR Regions may not make their proposal contingent on being awarded a particular DFR Region(s) on which they have proposed. The state reserves the right to award a qualified Respondent any one or more DFR Regions for which it has proposed if that proposal is for less than a statewide solution. A Respondent proposing on fewer than all ten DFR Regions must meet the project and service requirements outlined in this scope of work, including all relevant DFR policies, procedures and service standards. 
C. The Contractor must only leverage any existing and future State investments in facilities, equipment, and system infrastructure and automation capabilities by proposing a solution that uses and improves utilization of resources available to DFR. (Note: The State will provide all facilities, equipment, and systems required for eligibility operations, and all respondents to the Request for Proposal shall indicate in their proposal how they will use the current infrastructure and systems within DFR.) The State is not interested in any external systems or tools from proposing vendors. 

5.1 Recruitment and Hiring of Case Managers
The Contractor shall actively monitor and manage Case Managers in accordance with the specifications provided in this section. Case Managers must be W-2 employees of the Contractor or its subcontractors. For the purposes of this work, the State considers an employee as someone who is guaranteed a regular wage amount for an hourly, weekly, or other period of time, even when supplemented by a commission or other incentive, and not a flat fee payment as defined by the Internal Revenue Service (https://www.irs.gov/newsroom/understanding-employee-vs-contractor-designation). This employee definition and pay structure is directly related to the ability of a Case Management Contractor to be conflict free in the service provision of Case Management.
The Contractor shall recruit and hire Case Managers in accordance with the DFR Rules of Behavior, FSSA/DFR policy, guides, and manuals. The Contractor shall ensure that a sufficient number of Case Managers are employed to provide statewide coverage while maintaining a monthly caseload size of no more than forty-five (45) active and participating cases each across full-time Case Managers who actively provide Case Management services.  The State will monitor adherence to this caseload limit. The Case Managers shall review their caseload on a weekly basis to determine the Client status based on their activity and communication within the previous two-week period. If there has been no engagement or communication by the Client despite outreach, the case shall be designated inactive. The Contractor shall not report an inactive case as part of their active caseload and the case is not eligible for payment points associated with the Client. The Case Manager caseload shall be reported monthly in accordance with Sections 8.2 and 9.5 of the Scope of Work.  
When onboarding Case Managers, the Contractor shall comply with the FSSA/DFR service standards, guidelines, policies and/or manuals set forth by the State.

5.1.1 Certification and Education Requirements
The Contractor shall ensure Case Managers meet the certification and education requirements set forth in the Scope of Work, DFR Rules of Behavior, FSSA/DFR service standards, guidelines, policies and/or manuals.

5.1.2 Training of Case Managers
The Contractor shall provide each Case Manager with comprehensive and competency-based training to ensure a consistently high standard of Services. Contractor-provided training shall be structured and in alignment with FSSA/DFR service standards, DFR Rules of Behavior, guidelines, policies and/or manuals including the IOT Information Resources Use Agreement (IRUA) and security policies[footnoteRef:1]. This training program is expected to go beyond minimum requirements and emphasize industry best practices for Case Management, with particular focus on the process outlined by the FSSA/DFR service standards, DFR Rules of Behavior, guidelines, IRUA, DFR and IOT policies and/or manuals. Training must be offered regularly and through various modalities, including but not limited to, in-person, on-demand, and web-based.  [1:  The DFR Rules of Behavior, IRUA Policy and FSSA Information Security policies can be found in the Bidder’s Library Exhibits 10, 11, and 12. ] 

The subject matter of the training program shall include information on localized resources or supports available in an Individual’s community, 211 access information, or national programs for specific diagnoses or conditions with specialized resources to support individualized needs. 
Additionally, the training program shall include guidance on how to research and develop familiarity with potential community services available in a Case Manager’s geographic area. The Contractor shall be responsible for notifying Case Managers of any new initiatives that are applicable and incorporating this information into the training as necessary. 

5.2 Management of Case Managers
The Contractor shall actively manage its Case Managers in accordance with the responsibilities set forth in this section.
5.2.1 Assignment of Case Managers
The Contractor shall be responsible for the assignment of cases to Case Managers in accordance with the requirements set forth in the DFR Rules of Behavior, FSSA/DFR service standards, guidelines, policies and/or manuals. In assigning cases, the Contractor shall consider the complexity of individual cases when determining Case Manager caseload and capacity. 
The Contractor shall have a process by which Individuals can request a specific Case Manager and change their Case Manager, if desired by the Individual or their family. The Contractor shall follow the process outlined by the DFR Rules of Behavior, FSSA/DFR service standards, guidelines, policies and/or manuals.

5.2.2 Individual Case Manager Responsibilities
Case Managers are expected to provide comprehensive, person-centered Case Management services and are expected to have knowledge of other applicable medical, social, educational, vocational, and other paid and nonpaid services and supports regardless of the funding source. The Contractor shall be responsible for ensuring and demonstrating that its Case Managers are knowledgeable in accessing and connecting Individuals to paid and nonpaid services and supports and are providing Case Management services to Individuals in alignment with the DFR Rules of Behavior, FSSA/DFR service standards, guidelines, policies and/or manuals.
I. The Contractor shall ensure Case Managers are effectively equipped to assist participants to attain and retain employment that will lead to greater economic self-sufficiency. The Case Managers shall provide program services to participants by:
a. Conducting a needs assessment to create individualized services designed to meet a participant’s desired employment, educational, and personal goals in the program. The services provided to assist participants meet these goals may include, but are not limited to:
i. Data Collection & Employment Statistics from local area employers
ii. Creating unique workshops
iii. Offering family assistance, including childcare assistance
iv. Individualized Counseling
v. Mentoring
vi. Financial Literacy Courses
vii. Housing Assistance
viii. Legal Aid & Re-Entry Support
ix. Job Preparation Coaching & Training
x. Transportation Barrier Remediation
xi. The Contractor and Case Managers shall work to create and maintain career pathways through local partnerships in accordance with federal regulations found at https://acf.hhs.gov/ofa/programs/tanf/policy. These may include, but are not limited to:
1. Local Employers
2. Educational Institutions
3. Trade Schools
4. Community Organizations
5. Other Community Partnerships and Apprenticeships
II. The Contractor shall provide resources to support Case Managers who shall create individualized, intensive Case Management services and strategies that are family-centered, community-based, and culturally competent. This shall include, but not be limited to:
a. Provide Case Managers with local community demographic data to better understand community needs to execute culturally competent approach.
b. Collaborate with community advocates and organizations to better understand the community needs to develop or enhance programming approaches and methodologies.
c. Partner with educational institutions to create programs to integrate educational and skill requirements for gaining and retaining local industry employment, including relevant industry training and certifications. 
III. The Contractor shall understand that participants may have multiple barriers that include, but are not limited to the following and shall work with Case Managers and local partners to design intentional programming to mitigate them:
a. May not speak English or may use English as their second language;
b. Limited or no education level attained;
c. Mental or physical health problems; or disabilities of participants, another adult member of the home, or children;
d. Learning disabilities;
e. Domestic violence issues;
f. Child behavioral problems and/or child protective service involvement;
g. Transportation problems;
h. Poor, minimal, or no work history;
i. Houselessness
j. Availability/unavailability of child care; and/or
k. Legal issues including criminal records, unpaid fines, and unpaid child support
l. Comprehensive insecurity – a combination of multiple issues listed above (e.g., food, housing, financial, accessibility, etc.)
IV. The Contractor must serve each participant with respect and as a valuable individual. The interactions between the Contractor, participants, and their families shall be culturally sensitive, community-based, and family-centered to assist the participant in dealing with cultural issues of language, sexism, racism, immigrant acculturation, ableism, and/or other community bias issues.
a. The Contractor shall meet the unique needs of each participant, which may include, but not be limited to language, vision, and hearing barriers and impairments. 
b. The Contractor shall provide interpreter services leveraging the DFR approved provider of language interpretation services, unless the Contractor’s personnel are proficient in the area of impairment. 
c. For any personnel, the Contractor has determined is qualified and proficient in a client language, the Contractor shall produce a list of languages where they have proficient personnel, their experience level of proficiency, and relevant certifications or evidence of working proficiency required to meet the quality-of-care expectations outlined in this scope of work. 
V. The Contractor shall establish a presence in locations within the community where Employment & Training Services can be accessed. 
VI. The State reserves its discretion to transfer or dismiss any member of the Contractor’s project staff or remove personnel from designated locations in accordance with Section 9.3A-iii. 
VII. The State shall furnish all material, labor, facilities, equipment, and supplies necessary to perform the services required herein unless otherwise specified. 
VIII.  All services performed, and all hardware utilized to perform the services shall be performed from within the United States. 
IX. The proposed solution must comply with all applicable State and Federal Laws and Regulations.
X. [bookmark: _Hlk117622312]The Contractor must comply with all Indiana Office of Technology (IOT) security policies (available at http://www.in.gov/iot/2394.htm) as well as all FSSA specific policies (set forth in greater detail in Attachment B Sample Contract). These security policies are subject to modification during Contract negotiations pending changes to pending Federal law and FSSA policy.
XI. The Contractor must adhere to the IMPACT portion of the DFR Program Policy Manual (Chapter 2500.00.00).
XII. Maintain the highest levels of confidentiality with all Clients and Client case files.

5.2.3 Case Manager Performance Evaluations
The Contractor shall assess Case Managers, Supervisors of Case Managers, and administrative staff on an annual basis at a minimum to ensure they demonstrate competence regarding best practices and subject matter knowledge, which will be verified by annual recertification with the State in accordance with FSSA/DFR standards and guidelines. This shall be accompanied by an annual employee evaluation that assesses performance and includes personalized feedback. If significant competency or performance deficiencies are identified, the Contractor shall take action to ensure they are remedied in accordance with Section 6.1.2.4.

i. An approach to reviewing each Case Manager’s activity and documentation at least annually. Findings from these reviews shall feed into Case Manager training and employee evaluations. Findings shall also be included in the quarter, semi-annual, and annual reports as described in Section 6.3.1. 
ii. Annual performance reviews and employee evaluations of Case Manager performance in accordance with Section 5.2.3.
iii. Available feedback mechanisms, including the Individual satisfaction survey and open feedback channel that the Contractor will make available to Individuals receiving Services in accordance with Section 5.2.3.1. 
iv. Investigation of and response to complaints. The Contractor shall outline an approach to investigating and responding to complaints received from Individuals and all other interested stakeholders, including a mechanism to share with DFR upon request. Findings shall be shared with the State during semi-annual touchpoints as described in Section 6.3.2.

6. Project Implementation Requirements
6.1  Employment and Training Client Services for Impact 
The Contractor shall ensure that the Case Managers meet or exceed the following requirements for their clients:
A. The Case Manager must provide Applicant Job Search (AJS) and employment and training services to all TANF applicants for which AJS is determined to be mandatory or who volunteer or are referred for IMPACT regardless of program or county of residence.
B. The Case Manager must provide IMPACT in-person services in local offices that do not have a daily IMPACT presence and may also provide virtual Case Management services to maximize service efficiency and provide more comprehensive services in underserved areas. 
i. On-site, in-person IMPACT services shall be based on need in specific counties but will be no less than bi-weekly in any county on a regular schedule as agreed to by the Contractor and the State.
ii. If the Contractor chooses to provide virtual Case Management services, they must adhere to the following:
1.1.B.ii.1 Virtual Case Management Services must be live interactions administered via a secure video conferencing software. No interactions shall be permitted via recording. The State shall provide video conferencing software the Contractor shall use to interact with Clients. 
1.1.B.ii.2 The Contractor must define and detail their virtual case management services in their response. The virtual case management services must align with requirements and services detailed in the Scope of Work.
1.1.B.ii.3 The Contractor shall be permitted to provide limited virtual support services pertaining to Skills Training (e.g., resume review, cover letter drafting, etc.) and Post-Employment activities. The virtual offerings must be detailed as part of the transition plan. The virtual support services shall not include workshop development or implementation and partnerships. The Contractor shall be responsible for ensuring Case Managers track any virtual services provided including, but not limited, Client detail, appointment and activity detail, time spent, and verification that the sessions were live engagements.
1.1.B.ii.4 The Contractor must provide a Virtual Case Management and Support Services Plan as part of the transition for developing and implementing virtual case management and support services in alignment with Section 6.2.4. The Virtual Case Management plan must be reviewed and approved by DFR prior to the transition initiation.  
[bookmark: _Toc456716394]6.1.1 Orientation and Initial Appointment
The Contractor must design, develop, and conduct orientation and initial assessment and appointment services for IMPACT Clients. This includes:
I. Conduct an intake assessment and assign a Case Manager with the capacity to work with the Client over an extended period of time. The Case Manager shall conduct the initial appointment and may manage that Client’s case until all applicable milestones are achieved;
II. Ensure the assigned Case Manager develops a Case Management approach informed by the intake assessment that includes priority of hard skill elements (e.g., skills training, job training workshops, other education and training) and community and cultural considerations related to their case;
III. Providing sufficient job search and other initial orientation appointment slots in the System of Record to ensure that appointments can be conducted within ten (10) business days for Client referral for IMPACT and services;
IV. Conducting the orientation appointment for IMPACT Clients;
V. Providing overview of IMPACT process per IMPACT initial appointment policy in the DFR Program Policy Manual;
VI. Documenting attendance, date and time of appointment of all Clients, as well as hours of participation;
VII. Developing culturally informed engagement strategies to ensure continuity and consistency of Client attendance and engagement;  
VIII. Scheduling follow-up appointment with the Case Manager, if applicable.
[bookmark: _Toc456716395]6.1.2 Case Management Services
Case Management is the process of coordinating and brokering multiple services needed by Clients to achieve economic self-sufficiency. Case Managers serve as both the point of contact for Clients and the point of accountability for program administrators. The Case Management process is designed to provide a structured and standardized approach to ensure the delivery of services that will achieve the objectives of the IMPACT program. Case Managers shall use a trauma and culturally informed approach to delivering services. Case Managers must perform the following functions: 
I. Abide by the reporting requirements listed in Bidder’s Library Exhibit 6: FNS-583: SNAP Employment & Training Program Activity Report; 
II. Conduct individual Self-Sufficiency Plan Assessments;
III. Develop the Self-Sufficiency Plan with the Client including soft skill building;
IV. Support the Client with resources and tools to overcome barriers and resolve day-to-day issues and impediments;
V. Communicate options and opportunities in the program to the Client;
VI. Provide referrals to appropriate Community Resources or services;
VII. Monitor Client participation hours;
VIII. Send reminders to the Client prior to meetings;
IX. Document attendance for each Client;
X. Immediately contact Clients who miss appointments through phone calls, texts, or emails;
XI. Enter the Client’s attendance hours into the System of Record;
XII. Review Applicant Job Search attendance verification of TANF Clients to determine AJS compliance, make and process good cause determination in a timely manner to avoid AJS delays in TANF eligibility processing;
XIII. Provide Supportive Services where applicable;
XIV. Conduct periodic reviews of client outcomes with specific clients to measure the effectiveness and success rate of the strategies and goals outlined in the Client’s Self-Sufficiency Plan;
XV. Help Clients develop course-correction strategies to ensure their individual needs and challenges are being addressed in an effective manner;
XVI. Define measures to track and evaluate Client program outcomes;
XVII. Evaluate Client program outcomes
XVIII. Celebrate Client’s interim achievements;
XIX. Notify eligibility staff of all reported client changes within 2 business days of report (e.g., address, living arrangements, phone number, etc.);
XX. Create fraud referrals and assist with investigations;
XXI. Submit 24-month benefit limit clock extension requests and recommendations with accompanying documents in a timely manner per State policy (see 2453.00.00 in the DFR Program Policy Manual);
XXII. Adhere to the DFR Rules of Behavior and adhere to State equipment and security policies.
6.1.2.1 Client Oversight and Evaluation
i. The Case Manager must evaluate individual Client progress to verify participation requirements are being met and notify Clients who are not meeting participation requirements. The Case Manager must ensure that all activity to propose or end sanctions is approved by the State. The Case Managers must abide by SNAP regulation, including Simplified Reporting requirements. For TANF Clients who are non-compliant with program requirements, the following sanction activity must be completed by the Case Manager:
1. The Case Manager shall provide non-compliance documentation to the State as necessary to initiate sanction process;
2. The Case Manager shall determine if the non-compliant individual has good cause as defined by the State policy;
3. The Case Manager shall enter necessary changes into System of Record or appropriate support system for sanction requests;
4. The Case Manager shall delete and end sanctions with State approval and request exemptions if applicable.  
6.1.2.2 Case Management Staff/On-Site Dress Code
i. Contractor staff should follow the DFR standard communicated guidance given to State of Indiana staff regarding acceptable work attire. As a general practice, professional or business casual attire is required of all contingent staff regardless of state agency office location. 
ii. Enforcement: It will be the responsibility of the Contractor to communicate professional attire requirements to staff and to determine appropriateness of dress when clarification is required. Contractor staff may be removed at the request of DFR and replaced if not compliant with DFR business casual office standards as communicated. 

6.1.2.3 Case Management Staff Service Standards
The Contractor shall develop a process to measure and correct any deficiencies in Case Management staff performance. This process shall ensure that Case Managers adhere and perform in accordance with the following minimum standards. All Case Managers shall: 

i. Provide courteous, prompt attention to the Client’s needs; 
ii. Respect the Client’s right to privacy during all communications and calls and maintain the Client's confidentiality; 
iii. Maintain sensitivity to the diversity inherent in all cultures and prioritize an informed, culturally competent approach to client service and engagement; 
iv. Display and communicate a completely professional demeanor at all times; 
v. Ensure the timely dissemination of accurate information to all clients 
6.1.2.4 Problem Notification & Case Management Issues and Escalation
Upon discovery of any problems that may affect the daily operations of the Contract, service delivery aligned with DFR standards and practices, or any area impacting the Contractor’s operations, the Contractor shall immediately notify by telephone the appropriate DFR Regional Manager and the DFR Executive Office. The Contractor shall also email a full report the DFR Executive Office email address at DFRExecOffice.DFR@fssa.in.gov within one (1) calendar day. This includes, but is not limited to, any problems related to customer-facing responsibilities, timely communication with Clients by phone or email, and the following: 
i. Any issues regarding Case Management, including, but not limited to repeated complaints of poor service; racism, sexism, or other forms of harassment; or other Client complaints filed with the Contractor shall be documented and tracked to resolution for DFR to record.
ii. The Contractor shall be responsible for immediate notice and escalation for any violations of Client privacy and security. These issues shall be documented and tracked to resolution for DFR to record. 
iii. The Contractor shall be responsible for immediate notice and escalation for any issues regarding a Client alleging any encroachment upon or violation of their civil rights. The issue must be escalated immediately to DFR and shall be documented and tracked to resolution for DFR to record.
iv. The Contractor shall be responsible for immediate notice and escalation to DFR for any other issues deemed priority (e.g., any form of harassment) that shall be documented and tracked to resolution for DFR to record.
6.1.3 Assessments and Self Sufficiency Plans
I. The Contractor must assign a Case Manager to each Client. The Contractor shall provide resources to support Case Managers who shall create individualized, intensive Case Management services and strategies that are family-centered, community-based, and culturally competent. The Case Manager will be responsible for setting and conducting meetings with the Client to ensure that their personal milestones are being met, and if they are not, determining a course of action to bring the Client back on track to meeting their employment goals. 
II. The Contractor must design, develop, and complete all intake needs assessments and skills assessments for Clients, including occupational skills matching and strengths and barriers assessments in accordance with the DFR Program Policy Manual;
III. The assigned Case Manager must work collaboratively with the Client to develop highly personalized Self-Sufficiency Plans in accordance with the DFR Program Policy Manual, including but not limited to collaborative action plans to resolve barriers to employment and self-sufficiency, including cultural challenges, with the Case Manager and team, referrals to Community Agencies, recommendation for meeting Supportive Service needs and assignment to work activities. SSPs must be developed within 30 days of initial referral and updated as needed thereafter;
IV. Self-Sufficiency Plans must be based on the client’s interest and abilities captured in the self-assessment and personally tailored to meet the specific needs and goals of each Client.
V. The Case Manager must work collaboratively with the Client during their time in the program to ensure that the Client is meeting their goals, and if they are not meeting their goals, the Case Manager must support the Client in overcoming any challenges or obstacles that may arise. 
VI. The Self-Sufficiency Plan will include short- and long-term employment goals, steps to achieving those goals, dates for completion of activities and review of the plan, and responsible parties for each step.
VII. Each quarter, the State’s OV&V vendor and DFR IMPACT Policy Staff may be visiting offices as well as taking a random sample of Client Self-Sufficiency Plans to measure whether quality standards and the agreed upon Performance Metrics are being met.
[bookmark: _Toc456716396]6.1.4 Skills Development and Resources
I. Vocational and Job Skills Training
a. The Contractor is expected to cultivate and maintain a network of training providers, education providers, and other service providers who understand the employment and business needs of the DFR Region and can provide a wide range of job skills and life skills training sufficient to meet a variety of Client needs identified in Self-Sufficiency Plans.  Such vocational and skills training should include, but is not limited to a credential or employability skill (e.g., welding certificate, dental assistant certification, other professional certifications and credentials, etc.). The Contractor should focus on providing participants skills and credentials that are in demand in local labor markets. 
II. The Contractor should ensure that its network of training providers is able to execute the following: 
a. Reasonably accommodate and maintain the number of Client referrals sent by the Contractor;
b. Located throughout the State for convenient Client access regardless of Client location;
c. Culturally competent;
d. ADA accessible
e. Able to accommodate the different levels of Client engagement; and,
f. Able to provide a mixture of virtual and in-person services to encourage Client engagement and retention.  
III. The Contractor must cooperate with State staff, including agencies such as the Department of Education (DOE) and the Department of Workforce Development (DWD) to facilitate development of vocational and job skills training and remedial education programs as well as augment the Contractor’s job matching services. Should job skills training funding become limited, the Contractor will refer Clients to DWD;
IV. The Contractor must refer select TANF, and SNAP Client individuals to Vocational and Job Skills training, who will provide job skills training through appropriate training providers.
V. Job Search Training 
a. The Contractor shall provide job search training.  Job search training must be supervised, guided, and structured and participation must be monitored and confirmed by a Client’s Case Manager to ensure the Client is on track to complete the requirements as outlined in his or her Self-Sufficiency Plan. 
b. The Client’s Case Manager will be responsible for working closely with each Client to identify specific needs and address challenges to ensure that they are progressing toward economic self-sufficiency. 
c. Job search training should employ innovative, creative, and evidence-based strategies that have proven to be effective. 
d. Job search training activities may include, but are not limited to, conducting or arranging participant attendance to local job fairs; facilitating job clubs; providing access to and assistance with online job applications, and internet job search sites; networking; and employer cold-calling. 
e. All job search trainings and activities must be documented in the Client’s case file by the Contractor.
f. Upon completion of an activity/component, such as workshops, networking session, job club, personal development, etc., the Contractor shall conduct an exit evaluation to determine the Client’s knowledge and skill development as well as to evaluate the overall effectiveness of the activity/component.
VI. Community Resource Information and Referral:
a. The Contractor should develop and maintain a thorough and up-to-date database listing all available Community Resources and Community Agencies by location.
VII. The Contractor must inform Clients of local Community Resources. 
VIII. The Contractor must partner with local organizations to facilitate referrals, including but not limited to, parole offices, women’s shelters and safe houses, churches, the health department, parenting programs, youth advocacy groups, Adult Education programs, and programs for the houseless.
IX. The Contractor must refer Clients to Community Agencies as appropriate. 
X. The Contractor must respond to phone calls made to its offices and regarding Community Resources and Community Agencies, regardless of the identity of the caller, and direct the caller appropriately if applicable.
XI. The Contractor must provide DCS Support and submit Form 0310 (Preliminary Report of Child Abuse and/or Neglect) where necessary.
XII. The Contractor must refer Client to eligibility for replacement Medicaid and/or Electronic Benefit Transfer (EBT) cards
XIII. The Contractor must participate in community meetings and/or community activities (job fairs, CWEP development, resource information)
XIV. The Contractor must communicate with community agencies as required
XV. The Contractor must provide input, content or other policy information as requested by DFR or the FSSA Communications Office for public relations and outreach efforts.
[bookmark: _Toc456716397]6.1.5 Providing and Determining Eligibility for Supportive Services:
I. The Contractor must administer and provide Supportive Services to eligible Clients. This includes:
a. Developing and maintaining a network of Supportive Services providers, particularly for transportation (bus passes/gas cards), clothing and vehicle repair services.
b. The Contractor shall provide Supportive Services to Clients and TANF applicants participating in the Applicant Job Search program in accordance with the policies established by the State.
c. The Contractor shall monitor Supportive Services issued to each Client and maintain electronic case file documentation.
d. The Contractor shall maintain record of individual supportive services issued.
e. The Contractor shall process payments to Supportive Services vendors.
f. The Contractor shall leverage the cost estimates outlined in the State Plan for Supportive Services for employment and training. The Contractor must document the supportive services rendered and detail to whom on the monthly claim form submitted for payment to FSSA. The claim form must be completed and submitted to the DFR monthly for review and approval. Expenses shall then be tracked on a monthly basis and a report shall be attached to claim form submitted to FSSA at ClaimsInfo@fssa.in.gov on or before the 15th calendar day of each month showing expenditures for the preceding month.
II. The Contractor must abide by the following requirements in its administration of Supportive Services:
a. The Contractor cannot deny Supportive Services based on a lack of funding to any constituent otherwise eligible for those services under current policy guidelines. Funding levels for Supportive Services will be increased if a policy change is implemented if there is a material increase in applicants or referrals to require additional expenditures.
[bookmark: _Toc456716398]6.1.6 Job Placements and Work Activity
I. After the Case Manager has completed the orientation and initial assessment of a Client and worked collaboratively with the client to develop a Self-Sufficiency Plan, Case Managers are required to assist clients in engaging in the components/activities mutually agreed upon. When the client is determined to be work-ready, the Case Manager is required to assist with directing the client in seeking appropriate employment, job fair referrals, open opportunities with employers, etc. 
II. The Case Manager must assign Clients to appropriate program components/activities, including but not limited to job search, community work experience, job readiness training, vocational training and job skills training in accordance with the TANF Work Verification Plan[footnoteRef:2] and SNAP E&T components per SNAP regulation.  [2:  A copy of the TANF Work Verification Plan is in the Bidder’s Library, Exhibit 5.] 

III. The Case Manager must assign each SNAP IMPACT Client to components/activities in accordance with the SNAP Employment and Training Plan and State Policy[footnoteRef:3] within 10 days of initial IMPACT appointment; [3:  SNAP Employment and Training Plan and State Policy are located in the Bidder’s Library, Exhibits 1, 2, and 3.] 

IV. The Case Manager is required to track and monitor each Client’s placement and ensure that the Client is on track to meet the goals outlined in the Self-Sufficiency Plan through active Case Management.  	
V. Job Placement
a. The Contractor must partner with employers throughout the State to meet the job placement needs of Clients.  
b. The Contractor shall establish relationships with local employers to provide up to date job leads, invite employers to IMPACT offices to interview on the spot and/or to share information, and facilitate employer-specific hiring events. 
c. The Contractor must work collaboratively with job placement employers and partners to track and monitor Client performance.
d. The Contractor must ensure it is providing adequate job retention support and training for the Clients to ensure that each Client is on track to meet the goals outlined in their Self Sufficiency Plan. These retention support and training responsibilities include, but are not limited to, individual mentoring; job coaching; job shadowing; Supportive Services; linking participants with income supports; referrals for mental health and/or substance abuse counseling, phone calls to participants and/or employers; employer visits; performance incentives; peer support; and Case Management services. 

[bookmark: _Toc456716400]6.1.7 Program Management
6.1.7.1 Policy Updates
i. In the event that the State changes or adopts a policy or rule which impacts the scope of this Contract (including but not limited to changes to the DFR Program Policy Manual), the Contractor must promptly disseminate updated policy information to its staff. The Contractor must also prepare updated IMPACT-related responses and materials for use by the Policy Answer Line within seven (7) days of policy or rule change.
ii. The Contractor must provide input for financial budget analysis (for large changes) within ten (10) days of request by the State.
iii. The Contractor must provide data and input for State and Federal reporting within seven (7) days of request by the State.
iv. On occasion, the citizens of the State of Indiana will submit correspondence to IMPACT offices with program-related feedback or criticism. The State will ultimately respond to constituent inquiries and feedback, but the Contractor must review and direct correspondence to the State and support the drafting of responses, if applicable.
v. The Contractor must maintain accurate Work Instructions (instructional materials for its own employees) to support all IMPACT policy and procedures. Contractor must submit Work Instructions to the State and/or State designated third party vendor for review, correction as needed, to be resubmitted to the State for final approval and request for placement in the State specified online tool for Work Instructions prior to the implementation of new policies and procedures.

6.1.7.2 Quality Control and Program Integrity
i. The Contractor must track Client participation and outcomes. Specifically, the Contractor should collect data on the Client’s duration of services, specific activities they engaged with, and reasons for ending program engagement.
ii. The Contractor must conduct quarterly management evaluations of the local offices, which includes: 
1. A review of staffing; the preparation and delivery of orientation and the development of self-sufficiency plans for quality
2. A review of participation requirements
3. Tracking participation hours including, but not limited to employment reporting
4. A review of supportive services, community work experience placements, job development and placement, non-compliance, communication/collaboration, office environment and case notes
5. A review of participant engagement and retention
iii. The Contractor must participate in and respond to State monitoring/evaluations by the State and State designated third party vendors.
iv. The Contractor must identify & report its actual and potential SLA/KPI/KPM non-compliance.
v. The Contractor must conduct reviews of its invoices prior to billing and verify all requirements are met prior to billing.
vi. The Contractor must develop corrective action plans as required by Federal, State or Contractual provisions.
vii. The Contractor must assist in audits (Auditor offices (e.g., SBA, FSSA Audit, DFR Program Integrity, Federal (IRS, CMS, FNS, HHS)) as required.
viii. The Contractor must report immediately suspected fraudulent activity to the FSSA Office of General Counsel Compliance Division. The Contractor must assist with fraud investigation as applicable.
ix. The Contractor must provide ongoing continual improvement through Quality Assurance (case reading) and submit results to the State or State designated third party vendor upon request, including the State’s OV&V vendor, when requested by the State.
x. The Contractor must submit corrections to all incorrect TANF hours discovered during the Work Verification Plan reviews, other State and State designated third party vendor reviews, and Contractor case reviews within 30 days of receipt of review results with a copy of the correction to State IMPACT policy staff.

6.1.7.3 SNAP Employment and Training Plan
i. The Contractor must provide a complete, proposed SNAP E&T plan to the State for review no later than July 15 of each year to enable the State to submit a complete plan to FNS by August 15th. 
ii. The Contractor’s plan shall include a detailed breakdown of each programmatic component, estimates of the number of individuals who will be served, and cost estimates for the Contractor's services.
iii. The Contractor must ensure adherence with all components of the approved plan and accurately track activities by component.
iv. SNAP IMPACT funding will be subject to change annually as FNS has approval rights for this funding when approving the SNAP E&T plan for each federal fiscal year.
v. The State retains the right to review and approve the plan before implementation. 

6.1.7.4 Provide Input for Budget and Finance
i. The Contractor must provide input for PCAP (Performance Cost Allocation Plan).
ii. The Contractor must assist in budget development as required.
iii. The Contractor must provide input for fiscal/legislative impact activities (Cost Impact Analysis of legislative changes, staffing changes, outsourcing initiatives, etc.).
iv. The Contractor must advise DFR on policy issues.

6.1.7.5 Correspondence
i. The Contractor must read State publications and correspondences (e.g., Flash Bulletins, e-mail, Administrative Letters, Policy Transmittals, Alerts/Tasks).
ii. The Contractor must read new information in the State designated online reference/performance tool.
iii. The Contractor must share State correspondences, publications, and other relevant information with appropriate staff and implement as required.

6.1.7.6 Hearings and Appeals
i. The Contractor must assist State or vendor staff preparing for client and representative hearings by providing documents and information when requested.
ii. The Contractor must implement hearing decisions, as applicable.
iii. The Contractor must testify at hearings or in court (as the appropriate Subject Matter Expert or SME) if requested.

6.1.8 IMPACT and Agency Office Spaces
6.1.8.1 IMPACT Office Space Responsibilities
i. The Contractor will occupy shared office space throughout the State. Please see Exhibit 8[footnoteRef:4] for a full list of shared offices, their size and lease information.  [4:  A full list of IMPACT offices and shared offices, their size and lease are in the Bidder’s Library, Exhibit 8.] 

ii. The Contractor must perform reception responsibilities for AJS, IMPACT Clients when the IMPACT office/area entrance is separate from the eligibility office/area entrance.
iii. The Contractor is responsible for answering, directing and responding to IMPACT related phone calls and voicemails.
iv. The Contractor must complete the following in offices and assist co-located vendors with the following document related duties in those offices where IMPACT staff is stationed:
a. The Contractor must open, check and sort mail and all incoming documents
b. The Contractor must date stamp all IMPACT documents submitted to them with the date received;
c. The Contractor must copy IMPACT documents for Clients and the Document Center;
d. The Contractor must submit documents to the Document Center using appropriate cover sheet and designators.
v. The Contractor must work with the State to mutually develop and agree upon a transition plan to transition leases to the State when a lease with Contractor is expiring or concerns with the facilities cannot be remedied to the satisfaction of all parties. The State and Contractor will work together to mutually agree on moving offices as needed based on the above and for other reasons that may be mutually agreed upon.

6.2 Project Management 
6.2.1 Project Management Approach
Within 60 days of the commencement of duties under the Contract, the Contractor shall provide a detailed project management plan which explains how the Contractor shall ensure the timely delivery of quality services to the State. This project management plan will be subject to State review and approval.  Such proposal shall:
I. Describe the overall project management approach, including but not limited to planning, organizing, and managing Contractor staff and activities throughout the term of the Contract in a manner that ensures the smooth administration and completion of deliverables.
II. Describe what project management tools, if any, will be used by the Contractor.
III. Detail Contractor’s approach to promoting teamwork, facilitating effective communication, and supporting collaborative efforts among the Contractor, any subcontractors, other vendors, FSSA, and FSSA designees.
IV. Describe the Contractor’s plan to work collaboratively with the FSSA to address stakeholder needs and any issues that require resolution.

6.2.2 Communication Plan
Within 60 days of the commencement of duties under the Contract, the Contractor shall provide a communication plan describing how the Contractor will work with FSSA and other stakeholders to facilitate communication and coordination, including but not limited to:
I. Proposed meetings, their attendees and cadence.
II. Periodic written updates.
III. Proposed team members who will serve as key points of contact for certain functions (Project Manager, etc.)

6.2.3 Issue Resolution Plan
Within 60 days of the commencement of duties under the Contract, the Contractor shall provide a plan to identify, track, and resolve issues which may arise between Contractor and the State in the performance of duties under the Contract.  Such plan should include:
I. Any trouble-shooting tools and techniques that will diagnose issues with networks, services, equipment, software, and data.
II. The approach and metrics to measure the success of its issue resolution efforts.
III. FSSA’s right to approve all issue resolution plans and procedures prior to implementation.
IV. This Issue Resolution Plan shall be subject to State review and approval.

6.2.4 Transition from Incumbent
The Contractor shall include a proposed master work plan for transition from the Incumbent with their proposal response. The Contractor shall finalize and submit for review a master work plan for the transition from the Incumbent to the awarded Contractor’s solution at a minimum of 90 days prior to the projected go-live date of the Contract. The proposed work plan is subject to State review and approval before execution. Such work plan will require State approval prior to implementation.  At a minimum:
I. The Contractor’s work plan must describe all tasks, deliverables, schedules, task dependencies and identification of resource requirements for the Contract, including but not limited to the transition of services from the Incumbent and assumption of custody of the Document Warehouse.
II. The Contractor’s work plan must include the proposed start and completion dates for each transition/implementation deliverable.
III. The Contractor’s work plan must detail all tasks requiring FSSA and other State resources (including but not limited to the Indiana Office of Technology), summarize the proposed use of FSSA and other State resources, and state any assumptions regarding anticipated involvement of these resources. Further, the Contractor must agree that it is Contractor's obligation to identify its task dependencies on FSSA resources or tasks, and that the Contractor retains the final responsibility for performance of its obligations including the quality of the deliverables. 
IV. FSSA shall have 10 business days to review the first draft of the plan and 5 business days to review any revised drafts.  
V. If the Contractor intends to propose Virtual Case Management or any virtual support services, the Contractor shall provide a plan to develop and implement live virtual Case Management services via secure video conferencing provided by the State as part of the Transition Plan. The proposed virtual Case Management and any support services (e.g., Skills Training, Post-Employment services) must be reviewed and approved by DFR prior to the initiation of the transition. 
VI. The Contractor must outline estimated monthly hours to complete all tasks and deliverables outlined in their proposed transition plan in Attachment D Cost Proposal. The Contractor shall invoice the State for the monthly cost only when the associated deliverables for that month are approved by the State. 
VII. While the activities below are cited as deliverables, it is anticipated that the Contractor shall undertake a number of sub-activities to accomplish the milestones implied or outlined by the deliverables listed:

[bookmark: _Hlk129007771]Table 6.2.4 – Initial Transition Plan Deliverables
	Month
	Deliverables

	1
	· Initial Transition Plan drafted and provided to DFR, including resources (quantity, type, and role) who will be available for all three (3) months of the Initial Transition. Indicate what State and incumbent must make available to Contractor for successful Transition. Further, indicate the activities to be executed in each of the Initial Transition months.
· Transition Phase Workplan (with schedule and resource allocations that support the deliverables cited by month in this Contract)
· Project Management Plan
· Communication Management Plan
· Risk and Issue Management Plan
· Security Management Plan
· Facilities Transition Plan for transitioning facilities from incumbent agreement to new Contract
· Recruitment and Retention Plan - Staffing for full Operational readiness by October 1, 2023.
· Determination of who from incumbent vendor will support the new Contract and how to transition.
· Recruitment of new staff to support the new Contract
· Onboarding Management Plan for hires including timing, communication and coordination of Account Control credential and system access with DFR, communication and coordination of new-hire training with DFR Training team and DFR’s designated Training Contractor with clarity on the number of vacancies and expected new-hire dates per region.
· Knowledge Transfer and Operational Readiness Plan
· SLA and KPI Management Plan
· Development of internal operational documentation to support workers and management.
· An initial draft of the Initial Transition Plan that includes content for the bullets above should be provided by Contractor in their initial response to this Contract, to demonstrate their understanding of State requirements for successful transition
· Finalized listing of names and contact information for Contractor’s Executive and high-level Management staff.
· All State credential requests submitted for these individuals to DFR
· Summary of all Knowledge Transfer, shadowing, and Transition meeting activities
· Begin shadowing the incumbent vendor on all aspects of Project Management and Operations.
· Creation of ongoing Transition meetings with the incumbent vendor and DFR

	2
	· Completion of all training provided by the incumbent vendor two (2) weeks prior to the end of the Transition Period, allowing for two (2) weeks of operations of the Document Center by the Contractor (with support of the incumbent vendor as needed).
· Completion of all planned training activities for this month per Transition Plan as documented. 

	3
	· Completion of shadowing of the incumbent vendor staff.
· Transition Plan activities scheduled for this month completed as documented.
· Staff Recruitment completed by September 15, 2023.
· Summary of all Knowledge Transfer, shadowing, and Transition meeting activities.
· Facilities transition completed for all facilities to transfer to facilitation under this Contract by October 1, 2023.
· Transition Plan execution complete for full Operational readiness on October 1, 2023.



6.3 Contractor Administrative Duties
6.3.1 Monitoring & Reporting
The State shall provide IMPACT program related reports and data to the awarded Contractor. The State and Contractor shall both access and monitor IMPACT system generated status reports and review monthly with DFR regarding performance duties under the Contract, including but not limited to the following:
I. Monthly Status Updates 
a. The Contractor shall collaborate with DFR in review of Case Management data each month throughout the duration of the Contract. This review shall include the State provide reports and data, including the IMPACT system generated data report of the Contractor’s Case Management Services, any identified quality assurance activities, random case audits, and outstanding issues and action items. This review should also highlight any notable trends for both the quarter and Contract lifetime. The status update shall include any ad hoc report requests by the State in advance of the upcoming meeting. The final status update of each calendar year shall include an annual compilation of all status updates.
II. Monthly Staffing Reports
a. The Contractor shall provide the state with a monthly staffing report outlining the number of active and participating caseloads per Case Manager and monthly averages across the Case Management staff. The report shall include the number of cases that have been designated as inactive in the preceding month as defined in Section 5.1 of the Scope of Work.
III. Ad Hoc Reports
a. The Contractor shall produce ad hoc reports requested by DFR within one (1) calendar day. If the Contractor is unable to provide a requested report or provide it in the timeframe specified by the State, they must provide a letter of explanation to the State. 
In addition to the above required reviews, the Contractor shall prepare, at no additional cost to the State, any one-time report or new, ongoing report, at the request of the State that may be necessary to address any concerning service delivery trends or quality assurance issues. 
The Contractor shall respond to all requests for information from the State by providing the appropriate information within 1 calendar day. 

6.3.2 Meeting and Touchpoint Requirements
On a monthly basis the Contractor shall participate in collaborative touchpoints with the State. At the State’s discretion, these touchpoints may be conducted in-person at the Indiana Government Center. The State will prepare the agenda for these meetings and the Contractor shall be able to add items to agenda. Participants for the semi-annual touchpoints are limited to leadership staff and must include at minimum a member of the executive staff and the Compliance Officer. 
The Contractor shall be available to attend additional meetings as requested by the State.

7. Security and Risk Mitigation
7.1 Security Requirements
A. The Contractor must comply with all Indiana Office of Technology (IOT) security policies (available at http://www.in.gov/iot/2394.htm), including the Information Resources Use Agreement (https://www.in.gov/iot/files/2022-IRUA.pdf) as well as all FSSA specific policies (set forth in greater detail in Attachment B Sample Contract). These security policies are subject to modification during Contract negotiations pending changes to pending Federal law and FSSA policy.
7.2  Risk Management and Mitigation
Within 60 days of the commencement of duties under the Contract, the Contractor shall provide a Risk Management and Mitigation plan, including its process for documenting and reporting risks and risk status to the State.  This plan should include:
A. Contractor’s plan to identify potential risks and develop recommended steps to mitigate those risks.
B. Contractor’s plan to track and manage the implementation of any mitigating steps.
C. Any proposed tool(s) to track, manage, and report risks and to facilitate the Contractor’s Risk Management Plan;
D. The benefits of the recommended risk management and mitigation process to FSSA.
E. That FSSA reserves the right to retain access to all of the Contractor’s risk management tools and reports.
F. The State reserves the right to approve the Contractor’s Risk Management Plan, process, and tools.
G. At no additional charge to the State, the Contractor will be required to have in a place a comprehensive, fully tested IT business continuity/disaster recovery plan (ITBCP).  The ITBCP will, at a minimum, meet the requirements of NIST SP800-34.  

7.3 Ensuring Data Security
Within 60 days of the commencement of duties under the Contract, the Contractor shall provide their plan to secure and protect the State’s data, including but not limited to private Client information.  Such plan should include:
A. Steps taken by the Contractor to ensure that Client information is not used, disclosed or maintained in a manner not in accordance with the law and best practices.
B. The Contractor’s policy for the secure destruction of information.
C. The internal security and privacy policies and practices, including managing private Client data, and any staff training to ensure up-to-date compliance.
D. How the Respondent will use the State’s Active Directory repository to authenticate users, where applicable.  The proposal must also describe how the Contractor shall inform the State of any potential breaches or compromises of Client information, by any means, immediately for the State to document and track to resolution. 
E. The Contractor shall adhere to the IOT Information Resources Use Agreement during use of all state facilities and equipment to execute all activities described in this Scope of Work.

8. Technology and Reporting
8.1 System of Record
A. The current State System of Record is the Indiana Eligibility Determination Services System (IEDSS). IEDSS is the automated eligibility system used by DFR in the determination of eligibility for Indiana’s public assistance programs. IEDSS delivers a broad-based solution which includes IVR, Document Management, Call Centers, 
B. The Indiana Eligibility Determination Services System (IEDSS) provides an integrated solution to support individual eligibility and enrollment for multiple public assistance programs.  
C. The State has a platform that interfaces with IEDSS. This platform includes a Case Management Platform and data repository functionalities.  The Contractor must use the tool as the Case Management Platform.  

8.2 Reporting and Data
A. The Contractor shall prepare the statistical and performance reports based on the performance measures outlined in Section 10. Monthly reports shall be due on or before the 15th day of the calendar month immediately following the month for which the report is being generated.
B. The Contractor shall prepare monthly staffing reports that outline staffing levels for all Case Managers and Support Staff, including detail of active and participating caseloads for all Case Managers. Monthly reports shall include mitigation recommendations based on Case Manager caseload capacity, turnover, and other human resource metrics. Monthly reports shall be due on or before the 15th day of the calendar month immediately following the month for which the report is being generated. 
C. The Contractor shall be responsible for collecting data to meet the reporting requirements for SNAP Employment and Training. 
D. The Contractor shall ensure that all Case Managers abide by SNAP regulation, including Simplified Reporting requirements.
E. Reports shall be delivered via email to the EMPState_Review@fssa.in.gov Inbox and to the IMPACT Policy Manager.
F. The State, including DFR, its IMPACT Policy Manager and Policy Staff, and, if requested, the State’s OV&V vendor, will document receipt of reports, and review the information. The Contractor shall collaborate with the State and OV&V as directed to provide any requested clarifications. 
G. The Contractor shall ensure the privacy and security of all Client data, information, and narrative testimonies. These issues must be immediately escalated immediately to DFR and shall be documented and tracked to resolution for DFR to record.

9. Staffing
9.1 Project Staffing
A. The Contractor must perform and manage human resource functions, including but not limited to the hiring, discipline, performance appraisals, process time-off requests, monitoring staff time, and staff development for its team.
B. The Contractor must provide human resource information to include personnel policies, payroll, procedures, and benefit administration.
C. The Contractor must provide payroll and time reporting services for Contractor staff.
D. The Contractor staff shall maintain office hours required by the State Monday- Friday from 8:00 AM – 4:30 PM in the local time zone excluding State holidays.
E.  The Contractor staff shall not work remotely unless the Contractor has received prior approval from the DFR Director of Operations or their designee. 
F. The Contractor’s staff, including all management, must use the State email system and Active Directory-facilitated email addresses to communicate all information pertinent to DFR-owned data (e.g., PII, PHI, and other secure/protected data).
G. The Contractor’s staff, including all management, shall adhere to the DFR Rules of Behavior, IOT IRUA, including FSSA and IOT policies. The Contractor’s staff must maintain logging of State property and must not move FSSA information assets or system off-site from facilities without approval from the DFR and IOT.
9.2 Staff Positions and Personnel Descriptions
A. Contractor shall engage a Director. The Director shall be a Key Person under the Contract.  The Director shall have at least five (5) years of experience managing similar projects of comparable size and complexity. The Director shall be available for communication with the DFR Director, DFR Deputy Director, and IMPACT Policy Manager within one (1) business day or, in the event of an emergency, within three (3) hours of contact.   
B. Contractor shall engage a team of Case Managers and support staff to administer the program. The support staff shall provide the necessary administrative support to Case Managers to effectively manage and support their Client’s needs. 
C. The DFR shall work with the awarded vendor to meet the following preferred qualifications:
i. The Contractor shall reference Section 5.1 for minimum Case Manager qualifications. 
ii. A trauma and culturally informed approach incorporated into their Case Management methodology.
iii. A supportive individual who empowers Clients to become more self-sufficient through Case Management and resource networks to self-sufficiency.
D. Contractor provides assurances that Key Personnel, identified in the Contract, may not be reassigned, replaced or added during the term of the Contract without the State’s prior written consent.
9.3 Personnel Background Check Requirements & Standards
A. As a condition of employment and for purposes of determining an individual’s qualifications for employment, the Contractor shall, at its own expense, undertake a criminal history record background check for all Contractor and subcontractor personnel assigned to work on the Contract. The background check shall be completed prior to the start of employment and include e-Verify to verify work eligibility status, and a criminal background check for convictions of State and Federal crimes and Exclusions by the US Office of Inspector General.
i. DFR reserves the right to consider the arrest and conviction record of any Contractor applicant for a position within the Division of Family Resources. Arrests and convictions discovered during the background check process that have not been sealed or expunged by judicial action may be cause for the State to exercise any available remedies or corrective actions under the terms of the Contract. 
ii. Convictions are reviewed and evaluated against a standard of relationship nexus to the position applied for. 
iii. Any applicant that has applied for a position that has been found to have either been coded to the State personnel system as ineligible for employment due to a previous code of “Not Eligible for Rehire” (NEFR) as a former employee of the State of Indiana or any code that denotes removal from a previous contract assignment due to performance/disciplinary concerns, falsification of a State of Indiana application, or has been found to have had convictions that are deemed to be related to the position applied for, shall be removed from the assignment at the request and discretion of the DFR, as well as from consideration from the position applied for. 
iv. DFR reserves the right to consider any conviction, at any point during employment, including but not limited to, the falsification of documents, forgery, fraud, check deception, or theft related to the work completed within the DFR. This list is not all inclusive and the Division of Family Resources reserves the right to consider other factors, including but not limited to recidivism of the applicant. 
B. All Contractor staff must be in good standing with the State and not fall in the “NEFR category” or in any comparable category code given to Contractor staff which relates to poor work performance, disciplinary concerns, or violation of DFR standard policies or practices. The Contractor is charged with verification of eligibility and rehire status with the State of Indiana prior to the assignment to the Division of Family Resources. 
C. The Contractor shall conduct a thorough child abuse/neglect and criminal background screening, with particularly focus on abuse in the cases of children and elders, for all persons required to complete such registries. 
D. Out-of-State Investigations- In the event the contractor utilizes personnel to provide direct services who reside in another state or who have relocated to the State of Indiana, the contractor shall ensure that background investigations have been conducted in such personnel's state(s) of residence prior to such personnel providing services.
i. Background investigations from other states shall include, but are not limited to, child abuse/neglect and criminal background screening check(s). If such personnel continue to reside in another state while performing services for the contractor, the out-of-state background screening check(s) shall be done annually.
E. Miscellaneous Screenings - If requested by the state agency, the contractor shall conduct additional screenings listed below for any one or more members of the contractor's personnel. The state agency may, in its discretion, require the contractor and their personnel to submit to additional screenings to determine the qualifications and appropriateness of the personnel to provide services. Additional screenings may include, but are not limited to the following:
i. Driver and motor vehicle check (traffic offenses);
ii. Social security number verification;
iii. Five (5) year work history check; and
iv. Screening for the illegal use of controlled substances
v. Proposed project staff of contractor are not disbarred from working on projects using federal or state government funds;
vi. Proposed project staff have not been designated as “do not rehire,” by Indiana State government agencies. 
F. The Contractor shall not utilize any individual to provide services required herein when any background investigation reveals that the individual has been found guilty, pled guilty, or has been convicted of:
i. Felony child abuse, neglect, or spousal abuse;
ii. Any crime in which a child was a victim or a crime against children, to include, but not limited to, any offense involving child pornography;
iii. Any crime involving violence against a person including, but not limited to, domestic violence, armed criminal action, rape, sexual assault, homicide, or felony conviction for physical assault or battery;
iv. A felony drug-related offense within the past five (5) years;
v. Any other crime listed in IC 31-9-2-14;
vi. Failure to report suspected child abuse to the child abuse and neglect hotline as required by IC 31-33-22-1 or
vii. Perjury, false statements, or fraud.
viii. The Contractor shall not utilize any individual to provide any services under the contract whose background investigation or circumstances indicate that the individual may pose a risk to the health, safety, or welfare of children and families served under the contract.
ix. The Contractor shall consider the results of any background investigation or any out-of-state background investigation as confidential. However, upon request by the state agency, the Contractor shall provide documentation to the state agency verifying the completion of a thorough criminal background investigation or out-of-state background investigation for required personnel.
x. The Contractor shall update background investigations as requested by the state agency.
xi. The Contractor shall be responsible for all costs associated with the background investigations of personnel.
9.4 Staffing Training
A. The Contractor must deliver a training calendar containing scheduled trainings for IMPACT staff to the State by the 1st day of the calendar month for the next month. Any training additions or deletions to the submitted schedule are to be delivered to the State via a revised calendar as soon as they are scheduled or deleted. Delivery is to be made to the EMPState_Review@fssa.in.gov inbox and to the IMPACT Policy Manager.
B. The Contractor must ensure that Employment and Training staff has completed the requisite training requirements before commencement of services under the Contract. These include:
i. Complete State/FSSA training as required (such as CMI Rights Training);
ii. Provide information and, as appropriate, in-service training on topics including but not limited to domestic violence, Indiana Department of Workforce Development services, Indiana Vocational Rehabilitation services, and Mental Health provider services;
iii. Provide culturally competent trainings and resources to engage all Clients effectively throughout Case Management
C. Develop and deliver new and experienced IMPACT worker training, including but not limited to:
i. Delivering formal IMPACT policy and procedure training within 30 days of staff person hire or internal promotion date;
ii. Providing information related to negative findings from the State, State Third Party Designee, and Internal QA findings related to IMPACT policy and procedures; 
iii. Providing refresher training when deemed appropriate by State and Contractor;
iv. Providing training on new IMPACT policies and procedures as needed prior to the scheduled implementation of the policy or procedure; and
v. Providing special programmatic training and/or Curriculum Development as requested and agreed upon by State and Contractor;
D. The Contractor must coordinate use of training facilities with the State and State designated vendor(s), including computer access for staff trainees during classroom training if applicable.
E. The Contractor must work with the State and State designated vendor(s) to obtain access to the training environments for those systems used by Contractor staff including but not limited to the System of Record.
F. Upon request, the Contractor must submit all IMPACT related staff training materials to the State or State's third-party designee for review at least 30 days prior to planned training dates, or as agreed upon by State and Contractor, and obtain material approval prior from the State to conducting training.
G. The Contractor must coordinate with the State and State designated vendor(s) to set up IMPACT staff training material online in the State designated learning management environment that will allow staff to access and review delivered training material.
H. The Contractor must incorporate the use of the State designed online performance tool in training its employees.
I. The Contractor must provide and collect written training experience evaluations at the end of each training class for its employees. For those scheduled for a partial class, the Contractor must provide an evaluation at the end of the scheduled portion. 
J. The Contractor must submit completed evaluations to the State upon request.
K. Upon request, the Contractor must meet with and respond to training-related assessments and recommendations delivered by the State or State designated third party vendor.
L. Upon policy changes, the Contractor must update, obtain DFR approval on, then post as directed, and distribute the updated Work Instructions to all staff members within 7 days of update and approval.
9.5 Staffing Continuity and Available Personnel
A. The Contractor must provide an adequate staffing plan to meet the requirements of this Scope of Work. The plan must also address the following elements of staffing and management:
a. Describe the overall management and supervisory structure including lines of reporting, and clearly identify individuals responsible for management of Case Managers and Support Staff (including any subcontractors) at, regional and statewide levels
b. Describe how Case Manager and Support Staff vacancies will be addressed as well as steps the Contractor will take to ensure a low Case Manager and Support Staff turnover rate.
c. Describe the hiring policy and confirm that staff will be brought on as employees of the Contractor (or applicable subcontractors) or as "contract-to-hire"; in the latter case the individual must be converted from contractor to employee within 180 calendar days of their start date, to remain on staff. This information must be reported to the State on a monthly basis.
d. The Contractor must work with subcontractors to mitigate turnover rates, fill vacancies in a timely manner as determined by the State, and approach project staffing of Case Managers and Support Staff in a way that Case Management services and support is not disrupted in any way. 
B. The Contractor shall maintain policies and plans to ensure continuity of personnel throughout the Contract term.  Such policies and plans shall reflect that FSSA’s Contract(s) would maintain priority in the case of any conflict in staffing another engagement.
C. The Contractor shall, in accordance with Sections 5.1 and 8.2 maintain a monthly report of Staffing capacity based on the monthly caseload average for Case Managers reported to DFR. The report shall include any additional recommendations to mitigate staffing levels based on active and participating caseload numbers, turnover, and other human resource metrics to ensure appropriate Staffing capacity based on active and participating cases for the State to consider. 

[bookmark: _Toc456716410]10. Billing, Audit, and Payment Point Claims
[bookmark: _Toc456716411]10.1 Form and Frequency of Billing 
A. The Contractor shall adhere to both a fee-based and outcomes-based payment methodology for this project. 
B. The Contractor must complete and submit monthly invoices to the State on or before the 10th of each calendar month for the previous month.
C. Billing detail shall clearly break down IMPACT spending between SNAP and TANF.  Billing detail shall delineate between Contractor fees (including outcomes-based payments) and eligible expenses.
D. The Contractor shall ensure to track and detail all expenses with relevant documentation. Expenses shall be tracked at all levels including the Client level for audit purposes. 
i. The Contractor shall be reimbursed for actual, incurred costs for services provided pursuant to this scope of work in accordance with DFR policies, procedures, and budget approval. 
ii. The Contractor shall be reimbursed as specified below for travel expenses incurred within the geographic boundaries of the State of Indiana when required to travel away from State agency offices and other designated locations as determined by the State in order to fulfill the requirements of this scope of work. The Contractor shall provide DFR with enough notice and detail required by DFR in order to adequately review the appropriateness of travel and estimated charges. DFR reserves the right to exercise its discretion in the review of any proposed travel expenses. 
1. Mileage – The Contractor shall be reimbursed for travel mileage at the State’s price per mile.
2. Lodging – If overnight lodging is approved by DFR, the Contractor shall be reimbursed for actual lodging expenses incurred and subject to DFR policies, procedures, and maximum per diem amounts. 
3. Meals – The Contractor shall be reimbursed for the actual cost of meals subject to DFR policies, procedures, and maximum per diem amounts. 
4. Other Miscellaneous Travel – The Contractor shall be reimbursed for the actual amount of other travel expenses incurred, provided that DFR approved the possibility for and estimates of such expenses in advance and the actual expenses incurred are reasonable for the location in which the travel occurred.
E. For invoices submitted that are initially denied, the Contractor shall correct re-billings for the approved amount and the corrected invoice must be submitted within 5 business days of denial.
F. State systems, including, but not limited to: IEDSS, the IMPACT System and COGNOS shall be the systems used to validate invoices.
[bookmark: _Toc456716412]10.2 Audit Requirements
A. The Contractor must close electronic case files in the State IMPACT system when appropriate.
B. The Contractor must securely shred printed materials containing Client information if Contractor intends to dispose of them.
C. The Contractor must maintain the security of all electronic records containing Client information.
D. The Contractor must maintain Client and program files in accordance with State record retention requirements.
E. The Contractor must maintain Client electronic case files in the State designated systems which will include (at a minimum):
i. Copies of all correspondence regarding participant services;
ii. Copies of all attendance reports and activity calendars;
iii. Chronological detailed case notes that will enable a reviewer not familiar with the case to ascertain the current status of the Client as well as a history including, but not limited to phone calls to Clients, employers to verify job related payment points and other third parties, in person contacts with Clients, referrals, follow-up, and supportive services. Notes are to be completed the same day whenever possible, but no later than 24 hours following contact;
iv. Copies of Verification of Employment forms (VOE)'s received from employers which can include pay stubs, employer written statement, etc. that validate placement and retention;
v. Copies of all plans for employment including Self Sufficiency Plan (SSP) and Assessment documents.
[bookmark: _Toc456716413]10.3 Standard Fee-Based Payments 
A. The State requires a simple and clear invoicing related to personnel hourly rates in the execution of this project. The Contractor may submit relevant, detailed, work-related expenses in addition to standard monthly invoicing of personnel rates. The Contractor shall detail the desired personnel required to execute the project to the State’s satisfaction and associated hourly rates in Attachment D Cost Proposal. 

10.4 Pay for Performance
Below are the rules and requirements the Contractor must follow in order to earn any performance-based payments under the points system. The Contractor shall adhere to the payment withhold pending performance verification outlined in Section 11.1. 
A. The Contractor shall submit supporting documentation, as agreed upon by State, to substantiate billings for the payment points.
a. The Contractor submissions must meet the following criterion to substantiate billings for payment points:
i. Case Management Engagement: SNAP E&T and TANF participants completing Orientation/Initial Appointment, Assessment, and SSP who participate in an assigned work component for at least 1+ hour. 
ii. Job Skills/Education, Workshops, & Training: Participants approved by the State to attend job skills and education/training activities who successfully complete qualified education/training activity of at least 45 minutes in length. The Client has attended a minimum combination of three (3) job training/resource workshops or job fairs.
1. An IMPACT program activity may include:
a. Job Workshop/Job Services
i. Resume Workshop/Job Support with Case Manager
ii. Contractor-sponsored Job Skills Training/Certification Workshops
iii. Contractor-sponsored Partner Workshop/Training
b. Contractor-sponsored Job Fair
c.  The Contractor may seek DFR review for other activities or discrepancies. 
d. Ongoing Case Management check-ins and support offerings/requests to support job retention toward 180 days. 
iii. Work Participation Rate: All Family Adjusted Work Participation Rate (WPR) is = to or greater than >30%.  
iv. No Shows for Orientation/Trainings/Job Skills: Maintain no show/no contact rate of less than <7%.
v. Employment Placement: Participants who attend Orientation/Initial Appointment, complete an Assessment and a Self-Sufficiency Plan, and gain employment for an average of 30 hours or more per week at the Indiana Living Wage standard or higher within the last forty-five (45) days of any IMPACT program activity administered by the Contractor and Case Managers. 
vi. Clients Achieving Living Wages: Participants that gain employment who retain employment for an average of 20 hours or more per week who achieve a wage rate of $18.42 per hour or more. 
vii. Third Party Partnership (Commonly Known As 50/50 Partnerships): Identify and establish at least two (2) 50/50 Partnerships annually. 
B. In order for the payment point to be claimed, the Case Manager must have had regular, ongoing, and reciprocal contact with the Client as described in Section 5.1 in the Scope of Work until the Client reached that milestone. 
C. All claims must be submitted within three (3) billing cycles in order to be considered for payment after the payment point has been achieved.
D. In order for placement and any other subsequent payment points to be valid, orientation must have taken place within the prior twelve months.
E. The Contractor shall ensure that all claims, including relevant documentation, can be drilled down to the Client level for audit purposes. Documents used to support the claim must be indexed to the Client through the case number and/or PID.
F. There shall be a one-time discrepancy rebuttal opportunity for claims initially denied, which must occur within 30 days of the initial denial date. DFR’s decision regarding the rebuttal is final. The rebuttal shall be submitted via writing and may be a discussed further at the State’s discretion. 
G. A Request for Earnings form, which forecasts earnings and projected work hours to determine eligibility, will not be used to validate IMPACT claims billed for placement, high wages and retention payment points except in cases where the earnings section has been completed, which requires the individual enters into unsubsidized employment of at least 30 hours per week at the Indiana Living Wage standard or higher for at least two consecutive weeks. SF55695 (Request for Earnings) may be used when - earnings section has been completed and meets conditions as noted in this section.
H. For each payment point claimed, the Client must meet the compliance requirements outlined in Section 2545.00.00 NON-COMPLIANCE DEFINITION of the State Policy Manual. Client is considered noncompliant on the date that he/she does not meet the requirements in Section 2545.00.00 and the Contractor shall not submit claims for individuals who have been sanctioned (or should have been sanctioned) for failure to comply more than 30 days from the point of non-compliance.
I. On the date an individual voluntarily withdraws from the IMPACT program, the Contractor is only entitled to payment points that have already been attained by that individual. At the point of voluntary withdrawal, the Contractor shall not contact the individual or submit an invoice for payments after the date of withdrawal. 
J. Exception to Clause H: In a documented event where the Contractor has worked with a Client and the Client is compliant and Voluntary Withdrawal is because of employment, Contractor may invoice for the Payment Point only if all other requirements have been met. Each Payment Point is reviewed separately and based on its own merit of meeting the requirements. Payment of one payment point does not entitle the Contractor to payment of any subsequent payment point.
K. Client must remain in compliance with IMPACT. Clients that are marked as noncompliant with no further participation in the program would not be allowable to count for subsequent billings after the point of non-compliance. Example: Client completes Orientation, is meeting program requirements, begins Job Search, and fails to turn in Job Search worksheets which results in non-compliance. Client then gets a job after being marked as non-compliant. Placement would not be an allowable payment point for billing nor would any further billings be allowable. Each Payment Point is reviewed separately and based on its own merit of meeting the requirements. Payment of one payment point does not entitle the Contractor to payment of a subsequent payment point.

10.5 Payment Point Bonus Incentive Structure
A. The Contractor shall be eligible to submit claims for additional payment points for each Client who achieves the following at the Indiana Living Wage standard:  
i. Clients Achieving High Wages: The Contractor shall receive $250 per IMPACT Participant that gains and retains a minimum average of 30 hours or more per week and achieve a high wage rate that is a minimum of 20% more than the average hourly rate for the current year with a minimum of $22.10 per hour or more. The Participant must retain employment for a minimum of thirty (30) days before the Contractor may submit a claim for the payment point. 
ii. 90-Day Retention: The Contractor shall receive $500 per IMPACT Participant that gains and retains employment for a minimum average of 30 hours or more per week or at least ninety (90) days within the last one hundred and twenty (120) days of any IMPACT program activity administered by the Contractor and Case Managers. 
iii. 180-Day Retention:  The Contractor shall receive $1,000 per IMPACT Participant that gains and retains employment for a minimum average of 30 hours or more per work at the Indiana Living Wage standard or higher for at least one hundred and eighty (180) days within the last two hundred and ten (210) days of any IMPACT program activity administered by the Contractor and Case Managers. 
iv. 365-Day Retention (for TANF participants): The Contractor shall receive $2,000 per TANF participants that gains and retains employment for a minimum average of 30 hours or more per work at the Indiana Living Wage standard or higher for at least three hundred and sixty-five (365) days within the last three hundred and ninety-five (395) days of any IMPACT program activity administered by the Contractor and Case Managers.
B. The Contractor may only submit one payment point per category, per eligible Client who has an active caseload as described in Section 5.1 meeting the criteria described in the category claimed in Section 10.4 and 10.5, including the following:
i. The Contractor must ensure that all claims are submitted within three (3) billing cycles to be considered. 
ii. The Contractor has met all of the requirements to provide active Case Management to the individual Client who was compliant throughout services, and within ninety (90) days of the last IMPACT activity or program
iii. The Contractor shall adhere to all additional requirements for eligible submission described in Section 10.4.
iv. The State retains its discretion to review and audit any and all submitted claims via the IMPACT system for validation and verification of submitted claims at any time.

11. Service Levels and Pay-for-Performance
11.1 Corrective Actions and Performance Withholds
It is the State’s primary goal to ensure that the Contractor is accountable for delivering services as defined and agreed to in the Contract. This includes, but is not limited to, performing all items described in the Scope of Work, completing all deliverables in a timely manner described in the Scope of Work, and generally performing to the satisfaction of the State.  Failure to perform in a satisfactory manner may result in corrective actions and the performance withholds described below.  

It is the intent of FSSA to remedy any non-performance through specific remedies at no additional cost to the State.  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 described in the Contract.

A. Each month, the State shall withhold fifteen percent (15%) of the Contractor’s monthly invoice amount pending verification of the Contractor’s performance against the Performance Metrics described in Section 10. The State shall provide prompt written notice to any metric misses along with its request for a CAP or other remedy.

B. The State will review the Contractor’s activities, performance measures and deliverables, and may engage their OV&V agent to assist with these reviews. The Contractor shall, upon State direction, furnish OV&V with copies of deliverables and their Monthly Performance Report. 

C. Following the State’s verification that Contractor successfully met the requirements for all Performance Metrics in a given month, the Contractor may invoice the State for the withheld funds described in Section 11.1A with the subsequent month’s invoice (for example, if Contractor successfully meets the Performance Metrics requirements for January, and verification is completed in February, the 15% of the January invoice that was withheld can be claimed with the February invoice).

D. If Contractor fails to meet the requirements for one or more Performance Metrics in a given month, the Contractor must submit a Corrective Action Plan (CAP) to the State within fifteen (15) calendar days following the documentation of failure to meet the Metric(s). The State shall review and make reasonable efforts to approve the CAP within ten (10) calendar days of the CAP being received. The State will continue to withhold funds for the month in which the Contractor failed to meet the Metric(s) and subsequent months until Contractor demonstrates that the CAP has been implemented and further successfully meets all Performance Metrics for two consecutive months following the implementation of the CAP. Following verification that Performance Metrics have been met for two consecutive months, Contractor may invoice the State for release of all withheld funds subject to the exception noted in E below.

E. A CAP can also be triggered if the State determines that the Contractor is not performing to the satisfaction of the State, has missed Service Levels and/or KPIs detailed in Section 10 of this Scope of Work, has not completed one or more deliverables in a satisfactory or timely manner according to the agreed upon Performance Metrics, or upon written request by the State for any reason. All CAPS must be submitted to the State within fifteen (15) calendar days following the documentation of failure to meet expectations. 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. 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. The State shall review and make reasonable efforts to approve the CAP within ten (10) calendar days of the CAP being received. 

F. If the Contractor fails to meet four (4) or more Performance Metrics in any given month, the State shall permanently retain the 15% withholding for that month’s invoice.

G. Verification of Contractor’s success or failure to achieve Performance Metrics may be performed by the State or a designated State contractor including but not limited to the State’s Operational Verification and Validation (OV&V) vendor. The Contractor will participate in DFR’s quality measurement and improvement activities as directed by DFR. 

11.2     Performance Metrics Validation with OV&V
FSSA contracts with an independent entity to provide Operational Verification and Validation Services (OV&V). The Contractor will be expected to cooperate fully with the OV&V contractor. During the quality review process, both the Contractor and the OV&V contractor shall be expected to focus on the quality and accuracy of beginning to end processes, and not individual tasks. Quality reviews are utilized for the sole purpose of performance measurement as well as an indication of how Contractor staff are processing cases.
The State has the option to require the Contractor to use quality systems, tools and processes, created and maintained by the State, for all quality reviews completed for the validation process. All quality review processes, systems, and tools must be reviewed and approved by the State prior to utilization. 
The OV&V contractor will conduct quality reviews utilizing a State-approved statistically valid sampling method. The Contractor shall have the opportunity to review and rebut the OV&V contractor’s quality review results of the vendor’s metrics in accordance with the process described in Section 10. If there is any dispute related to the validation of a performance metric, the dispute will be resolved by DFR, who will make the final decision.     
The validated OV&V score will be the final metric score utilized by the State to determine Contractor’s performance.
12.    End of Contract Transition (Contract Turnover)
A. The Contractor recognizes that the service(s) to be performed under this Contract are vital to the State and must be continued without interruption and that, upon Contract expiration, a successor, either the State or another contractor, may continue them. The Contractor agrees to:
i. Furnish phase-in training; and
ii. Exercise its best efforts and cooperation to affect an orderly and efficient transition to a successor.
B. The Contractor shall, upon the State's written notice:
i. Furnish phase-in, phase-out services of up to (90) days before this Contract expires; and
ii. Negotiate in good faith a plan with a successor to determine the nature and extent of phase-in, phase-out services required. The plan shall specify a training program and a date for transferring responsibilities for each division of work described in the plan, and shall be subject to the State's approval. The Contractor shall provide sufficient experienced personnel during the phase-in, phase-out period to ensure that the services called for by this Contract are maintained at the required level of proficiency.
C. The Contractor shall allow as many personnel as practicable to remain on the job to help the successor maintain the continuity and consistency of the services required by this Contract. To the extent allowed by law, Contractor also shall disclose necessary personnel records and allow the successor to conduct on-site interviews with these employees. If selected employees are agreeable to the change, the Contractor shall release them at a mutually agreeable date and negotiate transfer of their earned fringe benefits to the successor.
D. The Contractor shall include any end of contract transition costs in their Base Four Year Bid Amount total in Cell C15 in Attachment D Cost Proposal (i.e., costs incurred within the agreed period prior to contract expiration that result from phase-in, phase-out operations). The Contractor shall only invoice the State for end of contract transition monthly costs when the associated deliverables for that month are approved by the State.
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