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Instructions:  Please supply all requested information in the areas shaded yellow and indicate any attachments that have been included to support your responses.

2.4	Technical Proposal

2.4.1 	Background/General

1. Identify your ownership and for-profit/not-for-profit status.
	



2. Indicate any quality ratings your product has received.
	



3. Do you incorporate evidence-based dentistry into your plan designs and clinical management protocols?  If so, please describe.
	



4. If your company should be awarded a contract, approximately what length of time will be required from the date the contract is awarded to the date identification cards and individual certificates or booklets can be furnished?
	



5. Respondents will be expected to cover all participants who are eligible and elect coverage on the effective date.  Does your proposal provide for coverage of all participants on the effective date?  If not, please explain.
	



6. Describe your willingness and ability to comply with all legislative and administrative mandates.
	



7. As a Business Associate, as defined by HIPAA, please describe your policies for the maintenance, storage, and transfer of Protected Health Information.  (Please attach your proposed Business Associate Agreement, if appropriate.)
	



8. Can you bill other Governmental Body and individually bill Senior Judges and employees on certain leaves of absence for participation in the State plan?  Can you bill Early Retirees for participation in the State plan?  Explain how you will do this.
	



9. Can you bill participants for COBRA coverage?  Include COBRA administration in your fees.  Outline your approach to COBRA.
	



10. Explain your proposed procedure to address resolution of situations where you are dissatisfied with an enrollee.
	



11. How many companies have terminated employer contracts in the last 12 months?
	



12. List these companies, contact persons, and phone numbers.
	



13. Are you currently involved in litigation as a result of your work?  Describe briefly any cases involving a claim in excess of $100,000.
	



14. Has your company been or is it now under investigation by local, state, or federal authorities (e.g., DOL, IRS, FBI)?  If yes, please provide a detailed explanation.
	



15. Highlight any features of your plan and company in general that you believe are competitive advantages over your competition.
	



2.4.2  	Reimbursement Fees

1.	How do you determine dental reasonable & customary fees?  How old is the data used to determine fees?  How often are they updated?  What is the source?
	



2.	What trend factors have you used during the past three years?  What is your trend factor for the next 12 months?

	Year
	PPO Dental
	Indemnity

	2021
	
	

	2022
	
	

	2023
	
	

	2024
	
	



3.	Please indicate how your PPO discounts are calculated and your average contracted discounts in the State of Indiana.
	



4.	Do you offer special negotiated fees to dentists to increase your provider participation?
	


5.	Please explain how your organization protects employees from balance billing.
	



2.4.3	Internet/Electronic Capabilities

1.	Please indicate your internet capabilities regarding employee access with a “yes” or “no” by the items listed below.  If in the development stage, indicate expected date to go on line in lieu of “yes” or “no”.

	
	Yes/No
with
Target Date
	Outsourced Vendor
(Where Applicable)

	a.  Check the status of claims
	
	

	b.  Print Claim Forms
	
	

	c.  Look-up claim history by dependent – print claim forms
	
	

	d.  Identify network providers
	
	

	e.  View amount satisfied toward deductible
	
	

	f.  View EOB remark codes
	
	

	g.  Request plan design
	
	



2.	Is your technology configurable for blind/visually impaired participants?  Please describe accessibility options for blind/visually impaired members.
	



3. 	Is current web content fully mobile enabled?  Is the website mobile maximized?  Describe mobile apps that are currently available.
	



4. 	Do you have an employer-specific web site? What functions can employers perform online:

	Employer Functionality
	Yes/No
with
Target Date
	Outsourced Vendor
(Where Applicable)

	a.  Verify “real-time” member eligibility status
	
	

	b.  Make “real-time” eligibility updates
	
	

	c.  Submit inquires
	
	

	d.  Access management reports
	
	

	e.  Other
	
	





5.	Do you have a web site for providers?  What functions can providers perform online:

	Provider Functionality
	Yes/No
with
Target Date
	Outsourced Vendor
(Where Applicable)

	a.  Verify “real-time” member eligibility status
	
	

	b.  Access plan design summaries
	
	

	c.  Submit inquires
	
	

	d.  Submit claims
	
	

	e.  Other
	
	



2.4.4	Customer Service

1.	Do customer service representatives have on-line access to provider directories, plan design, eligibility, claim history, computer system to record phone calls, other?
	



2.	Please describe the normal qualifications and training program for customer service representatives and any additional training provided for new client accounts.
	



3.	What are the criteria and standards for evaluating customer service job performance?
	



4.	What is your turnover rate for the employees that perform customer service functions?
	



5.	What is your company’s ratio of service representatives to plan participants?  How many full-time salaried service representatives will be provided to service this account?  Are they also responsible for other accounts?  If so, what are the sizes of the other accounts?
	



6.	Are you willing to make representatives available to conduct the initial enrollment, complete the installation of the program, and assist in establishing administrative procedures for operating the plan?
	



7.	Will you provide a toll-free number for this account?
	



8.  	Do you offer a live-chat feature for members to communicate with a representative?  What are the hours of operation for that feature?
	



9.	Do you have interactive voice response capabilities?  Indicate if the following capabilities are included.

	Options
	Yes/No

	a.  Available 24/7
	

	b.  Dental Claim Status
	

	c.  Eligibility Verification
	

	d.  Identify Network Providers
	

	e.  Other
	



2.4.5	Cost Management

1.	Explain in detail:
a. The specifics of any cost management control programs that are a routine part of your systems and procedures.
b. The specifics of your internal audit procedures to assure adherence to intent of coverage, mathematical accuracy, and detection and prevention of fraud.
	



2.	Give details of the methods and standards you use to check:
a. Insured abusing the benefit program.
b. Inadequate or inappropriate services by providers.
	



3.	Is liability insurance carried for all components of your plan?  Identify the level of liability and type of coverage carried.
	



2.4.6	Dental Network

1.	Do you offer a dental PPO network?  If yes, are your networks “owned” or “leased”?  If any are leased, please indicate what networks are used in the State of Indiana.
	



2.	State the number of PPO network dentists you have in the State of Indiana by:
	a. Unique licenses
	b. Unique locations
	c. Access points
	



3.	Use the zip codes contained in the demographic data (see Attachment K) to indicate the number and type of providers (i.e., dentists, specialty dentists, non-dentist specialists) in each area.  Please confirm this is at least a four-digit match. Indicate the percent of plan participants who do not have reasonable access, defined as 2 dentist within 10 miles, to the network.
	


4.	Are your providers prevented by contract from procedure splitting billing practices?
	



5.	Which payments, if any, to dentists are required at the time of service?
	



6.	What percentage of claims processed by your organization during each of the last two years were for services provided by a network provider?
	



7.	What percentage of network dentists are not accepting new patients?
	



8.	Describe how (a) general dentists, (b), dental specialists, (c) non-dental specialists are selected and monitored.  This includes describing your provider nomination process, your provider assessment process, and your ongoing provider review.
	



9.  How often do you check provider status to ensure providers listed as in-network are still practicing?  Explain your process for confirming the contact information and location listed in your provider directory or search feature are accurate and up to date?
	



10. How often do your provider relations groups visit dental offices and what data is gathered in a site visit?
	



11.	How many provider relations representatives do you have dedicated only to the State of Indiana?
	



12.	What is the dentist turnover rate?  Please provide this turnover rate by network.  How many dentists have been expelled from your networks and for what reasons?
	



13.	Describe the current financial arrangements you have negotiated with providers.  Specifically, what percent of your current contracts utilize the following, and what is your average savings and discounts from the arrangement:
a.	Capitation
b.  	Case premium/fee
c.  	Discount off charges
d.  	Specific stop loss arrangements
e.  	Withholds or bonus arrangements
	



14.	Describe the procedure for resolution of problems when a member is dissatisfied with the provider, a referral, or loss of coverage.  Include your formal grievance procedure as well as your average response time to resolving these issues.  Please confirm your compliance with the Department of Insurance.
	



2.4.7	Current Dental Business

1.	Please indicate your current number of single employer groups for whom you provide dental services.  How many subscribers does this represent?  How many of the groups that you provide dental services for have more than 10,000 subscribers?  Please list your top five dental customers with their number of subscribers.
	



2.	Provide the subcontractor agreements(s) if subcontractors are used.
	



2.4.8	Account Performance Services

1.	Please indicate your firm’s performance goals and actual 2021 and 2022 results regarding each of the following for the account service office that will be used by the State of Indiana.

	
	2021 Actual
	2021 Goal
	2022 Actual
	2022 Goal
	2023 Goal

	Percent of calls receiving a busy signal
	
	
	
	
	

	Percent of calls answered within 30 seconds
	
	
	
	
	

	Average Speed of answer, i.e., to service representative
	
	
	
	
	

	Call abandonment rate
	
	
	
	
	

	Average time to abandonment
	
	
	
	
	

	Other performance standards (please describe)
	
	
	
	
	



2.	How often do you survey providers and will the results of the surveys be shared with the State?
	



3.	If not described in detail elsewhere, what performance arrangements are you proposing for the State of Indiana?  What are your standard performance arrangements?  Please explain.
	



4.	Discuss ways in which you provide consulting support for:
a.	Trends for the plan, the State, and the nation.
b. Overall analysis and suggested improvement of the State of Indiana plan considering participant demographics and quality of care.
	



2.4.9	Claim Administration

1.	Where is the location of the office that will be responsible for processing dental benefits?  If not previously detailed in the general questionnaire sections, please describe how your claims operation is organized to service the client.  Will all claims be processed at this one location?  If not, please explain.
	



2.	Do you utilize non-U.S. based outsourced personnel for any functions?
	



3.	What alternate facilities are provided in the event of mainframe shutdown or emergency?
	



4.	What percentage of claims do you receive electronically?  Describe how these claims are received and what percentage of claims is totally adjudicated electronically.
	



5.	What was the average claim processor turnaround in days for the designated claim offices in 2021 and 2022?
	



6.	For the most recent three-month period for the claim office proposed for the State of Indiana, show the percentage of claims paid within the following number of working days:
a. 	5
b.  	10
c.  	15
d.  	20
	



7.	Do you employ full time dental consultants?  How many are at the facility where the State of Indiana claims will be paid and what specialties do they represent and cover?  How does this panel get involved in reviewing or assisting with claim adjudication?
	



8.	Please describe the quality control measures (both internal and external) your company utilizes to monitor the accuracy of claims re-pricing and claims payment functions.
	




9.	Will you accept responsibility for errors resulting in overpayments by claim staff?  If not, detail the process for recovery of overpayments.
	



10.	Does your company coordinate benefits?  If yes, in administering coordination of benefits where the State’s plan is secondary, does your company (a) wait until determining the amount paid by the primary coverage; (b) estimate the amount paid by the other plan; or (c) pay the claim and then attempt to recover from the primary coverage?  Please elaborate.
	



11.	Please explain the claim submission and benefit payment process, if applicable, for the proposed arrangement:
a. 	Must the dentist first submit a treatment plan (please explain)?
b.  	Must claim forms be submitted?
c.  	What about claims incurred outside of the service area such as emergency care or care for an out-of-state student?
d. 	Under what circumstances are non-network providers used?  How are these providers paid?
e.  	How are participant complaints handled?  Describe the appeals process.
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12. Are services not covered by the plan performed by an in-network provider capitated?  How do you protect the patient from excessive billing when this occurs?
	



13. Do you understand that the State may perform a claim audit using either internal or third-party personnel upon reasonable notice?
	



14.	How often are internal audits performed and by whom?  Please attach a copy of the last audit performed.
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