Health and Human Services Call Center - Overview
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MARKET DESCRIPTION

Provides Information and Referral Help Lines for
Aging, Health, Insurance and Welfare.

The Center mails brochures, pamphlets etc. which
provides information for the seven help-lines listed
below.

The center uses the Commonwealth’s mail contract.

The Center mails out approximately 3,500 envelopes
each week.

The Center website: HelpinPA.state.pa.us
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CONTRACT INFO

Contract 2004-998532
SAP/SRM 4600010622
Supplier Policy Studies, Inc.

Validity Dates 09/01/06 — 08/31/08

Commodity Specialist | Norman Kee

Contact Information Tel: (717) 787-7675

nkee@state.pa.us
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HELP LINES

Special Kids Network

Healthy Baby
Healthy Kids
Adult Basic

Lead Information Line

Long Term Care
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Traumatic Brain
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PROCESS TO JOIN

Contact is administered by DGS and Norman Kee
Tel: (717) 787-7675

Email: nkee@state.pa.us

Reference Commonwealth contract 998532

Norman will negotiate new helpline(s) with Policy
Studies, Inc.
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Small Package Freight - Customers
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Department Annual Spend Contact Telephone Email




CONTRACT
FOR
ESTABLISHMENT OF HEALTH AND HUMAN SERVICES CALL CENTER

This Contract For a Health and Human Services Call Center ("Contract") is entered
into this 30th day of June, 2004, by and between the Commonwealth of Pennsylvania acting
through the Department of General Services ("DGS") and Policy Studies, Inc. "Contractor.”

WHEREAS, DGS issued a Request for Proposal for a Health and Human Services Call
Center ("HHSCC"), RFP No. 2004-998532 ("RFP"); and

WHEREAS, Contractor submitted a proposal in response to the RFP; and

WHEREAS, Contractor's proposal was selected for the Best and Final Offer ("BAFO")
phase of the RFP process; and

WHEREAS, in response to the DGS BAFO request, Contractor submitted a BAFO
Disadvantaged Business ("Disadvantaged Business™) submittals; and

WHEREAS, DGS determined that Contractor's proposal was the most advantageous to
the Commonwealth after taking into consideration all of the evaluation factors set forth in the
RFP and selected Contractor for contract negotiations; and

WHEREAS, DGS and Contractor negotiated this Contract as their final and entire
agreement in regard to the establishment of a HHSCC.

NOW THEREFORE, intending to be legally bound hereby, DGS and Contractor agrees
as follows:

1. Contractor shall implement a fully equipped, integrated HHSCC that will
maximize the efficiency of operating eight health and human services help lines
as one.

2. DGS and Contractor agree to be bound to the Special Terms and Conditions
attached hereto as Exhibit A and made part of this Contract.

3. Contractor agrees to implement the HHSCC and provide services listed in its
Final Price Submittal, which is attached hereto as Exhibit B and made part hereof,
at the prices listed for those items in Exhibit C.

4. Contractor agrees to meet and maintain the commitments made to disadvantaged
businesses made in its Final Disadvantaged Business Submittal, which is attached
hereto as Exhibit D and made a part hereof. Any proposed change must be
submitted to the DGS Bureau of Minority and Women Business Opportunities
("BMWBO"), which will make a recommendation as to a course of action to the
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Contracting Officer. Contractor shall complete the Prime Contractor's Quarterly
Utilization Report and submit it to the Contracting Officer and BMWBO within
ten (10) workdays at the end of each calendar quarter that the Contract is in effect.

5. This Contract is comprised of the following documents, which are listed in order
of precedence in the event of a conflict between these documents:

a.

b.

The Special Terms and Conditions set forth in Exhibit A.

The Standard Terms and Conditions for Department of General Services
Contract for Service - Contract No. 2004-998532 as Exhibit B.

The Final Price Submittal, which is attached hereto as Exhibit C.

The Final Disadvantaged Business Submittal, which is attached hereto as
Exhibit D.

The RFP, including all of the referenced Appendixes and as revised by the
Addenda 1 (Questions and Answers Pre — 2/11/03), Addenda 2 (Questions
from Pre-Proposal Conference 2/11/04) Addenda 3 (Business Associate
Appendix “1” (HIPPA) and Small Business located in Designated
Enterprise Zones) which are attached hereto as Exhibit E and made a part
hereof.

Contractor's original Technical submittal, which is attached hereto as
Exhibit F and made a part hereof.
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THIS HEALTH AND HUMAN SERVICES CALL CENTER CONTRACT IS LIMITED
TO THE FOLLOWING AGENCIES:

1) DEPARTMENT OF HEALTH

2) DEPARTMENT OF PUBLIC WELFARE

3) INSURANCE DEPARTMENT

4) DEPARTMENT OF AGING
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SPECIAL TERMS AND CONDITIONS
EXHIBIT A

Pg 2 Oral Health Program change to: "... oral health providers will be captured in the existing
HB/HK database and provided to appropriate HHSCC callers."
Pg 18 11 8.A.1.D Ninety five percent (95%) of the incoming calls shall be answered live.

Pg 21 11. 9. Appendix C The hours of operation shall be from Sunday 8 AM to 6 PM through
Saturday.

Pg 23 111-A.2. The call center must be fully operational on August 1, 2004.

Pg 25 111-1 B.2 the Contractor's call center shall be located within a ten (10) mile radius of the
capital.

Pg 26 111-2 A.3 change to: HHSCC must operate Sunday through Saturday 8:00 AM to 6:00 PM
within the Live Answer Rate threshold selected by each respective helpline.

Pg 26 111-2 A.6 change to: Less than 30 seconds average speed of answer.
Pg 28 111-4 A.2 change to: The fulfillment function will be maintained by the contractor.

Pg 28, 1lI-5 A.3 ADD: CSD will be integral to strategic and promotional planning and
development.

Pg 32 111-9 A.3 add # of COMPASS application taken, # completed and submitted, # approved.

Pg 34 111-11 A. 2 Items a-i under Healthy Kids must also be included under the Healthy Baby
section Page 32 I11-11 A.1.

The eight (8) Commonwealth helpline program databases described on Page 2 of the RFP are
web-based and do not require any special linkages.

INQUIRES: Direct all questions concerning this Contract to Norman J. Kee, Telephone
Number (717) 787-7675, e-mail: nkee@state.pa.us
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‘ AMENDMENT # 1

Commanwealth of Pennsyivania ‘ : To -
STR-175 Rev, 2/20/01
2004-998532
ISBUING OFFICE - CONTRACTOR'S NAME ‘ Contract #
Department of Gensral Services , POLICY STUDIES INC, . 2004-598532
Bureau of Procurement
414 North Office Building 1899 Wynkoop Street, Suite 300 PRENDHENT RO
_ Denver, Colorado 80202
Harrisburg, PA. 17125 Stephanie Denning, Customer Relationship SME“°M1ENT2‘(EJFSESCT'VE DATE:
Magr. Government 303-226-7612 une 1,
CONTACT PERSON PHONE NO. EXPIRATION DATE OF CONTRACT
Norman J. Kee 717-787-7675 FAXNO. July 31, 2008
CONTRACTING QFFICER PHONE NO . CONTRACTOR'S VENDOR LD, NUMBER ' ADJUSTED CONTRACT NOT TO EXCEED FIGURE
i t
raxno, 717-783-6241  717-787-7675 171361 No Adjustmen

ABOVE-REFERENCED CONTRACT IS AMENDED BY:

- This amendment will change the Special Terms And Conditions EXHIBIT “A” KXXXX
Page 26 [Il-2 A.3 executed on 30 June 2004 that reads HHSCC must operate
Sunday through Saturday 8:00 AM fo 6:00 PM to Monday through Friday 8:00 AM
to 8:00 PM, Saturday 8:00 AM to 6:00 PM — Closed Sunday, effective on or
about June 1, 2005. The supplier agrees their shall be no change in cost.

SERVICE CODE: ‘ ‘ | AMENDMENT TOTAL ¥ | YXOOOK

This Amendment is in addition to, and not in substituiion of prior amendmenis, and except as specifically amended herain, all other terms and conditions of the Service Bid/Contract sh:
remain unchanged and fn full force and effect Intending to be legally bound hereby, the partles have executed this Amendment. The Amendment Effective Date shail be fixed by I
Contracting Officer after the Amendment has been fully executed by the Contractor and by the Commonwealth and zll approvals required by Commonwealth contracting procedurss har
bsen obtained. The Amendment shall not be legally binding until after the Amendment Effective Date is affixed and the fully-exscuted Amendmant has been sent.to the Contractor.

) A A J A
SECRETARY/ASSISTANT SECRETARY/TREASURER/ASSISTANT TREASURER DATE

{SIGN BELOW, PRINT NAME, AND CIRCLE TITLE

Bl

PURCHASING AGENCY ATTORNEY DATE OFFICE OF GENERAL COUNSEL {IF REQUIRED) OFFICE OF ATTORNEY GENERAL (IF RE DATE

DATE ' ;
,/% %
FUND DEPT APP YR LDG ORG COST FUNCTION OBJ AMOUNT OF PRE- AMT, OF PRE- CODED
ENCUMBRANCE ENCU ENC.
MBRA LIQUIDATED
NCE
NUMB
ER
PRE-AUDIT
POSTED




Contract Reference Number: 9985-32
Collective Number: None

Change Number: 1

Change Effective Date : August 1, 2006

COMMONWEALTH OF PENNSYLVANIA
DEPARTMENT OF GENERAL SERVICES

HARRISBURG
For: Aging, Health, Insurance and Public Welfare Agencies of the Commonwealth
Subject: HEALTH AND HUMAN SERVICES CALL CENTER

Contract Period: Effective date of August 1, 2004 and Ending July 31, 2006 (Extended through
August 31, 2006)
Buyer Name: XF3 Norman J. Kee nkee@state.pa.us

CHANGE SUMMARY: The Right to Extend Clause has been exercised by the Commonwealth for: PSI GROUP,
INC. Purch. Doc. 4700003086 Supplier #171361. THE EXTENSION IS FOR THIRTY ONE (31) DAYS TO ALLOW

FOR CONTRACT RATIFICATION

ALL OTHER TERMS AND CONDITIONS OF THIS AGREEMENT NOT CHANGED BY THIS CHANGE NOTICE REMAIN AS ORGINALLY
WRITTEN.
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Contract Reference Number: 9985-32
Collective Number: None

Change Number: 2

Change Effective Date : September 1, 2006

COMMONWEALTH OF PENNSYLVANIA
DEPARTMENT OF GENERAL SERVICES

HARRISBURG
For: Aging, Health, Insurance and Public Welfare Agencies of the Commonwealth
Subject: HEALTH AND HUMAN SERVICES CALL CENTER

Contract Period: Effective date of August 1, 2004 and Ending July 31, 2006 (Extended through
August 31, 2008)
Buyer Name: XF3 Norman J. Kee nkee@state.pa.us

SAP Contract #: 4600010622

CHANGE SUMMARY: In accordance with paragraph | -1 of RFP 2004-9985-32 Policy Studies Inc. has renewed
and amended their contract as attached for two (2) years effective September 1, 2006 through August 31, 2008

with a 1 year renewal option.

ALL OTHER TERMS AND CONDITIONS OF THIS AGREEMENT NOT CHANGED BY THIS CHANGE NOTICE REMAIN AS ORGINALLY
WRITTEN.
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AMENDMENT / CHANGE # 2
HEALTH AND HUMAN SERVICES CALL CENTER
SEPTEMBER 1, 2006 TO AUGUST 31, 2008

NOW THEREFORE, to be legally bound to negotiated Renewal Amendment # 2, DGS
and the Contractor agrees as follows:

1.

10.

11.

Increase (Pg 26 111-2 A.6) Average Speed of Answer (ASA) From 30 Seconds
To 40 Seconds.

Reduce (Pg 18 11 8.A.1.D) Live Answer Rate (LAR) From 95% To 90%.

Revise (Pg 26 111-2 A.3) Saturday hours From 8AM - 6PM., To 9AM - 3PM
w/ Traumatic Brain Injury Line to remain open during the new Saturday hours.

Remove (Pg 40 111-12.A.2.b.) 5,900 monthly adultBasic outbound renewal calls.

Institute (Pg 26 111-2.A.3.) Auto Attendant “Pilot™ for several help lines to be
determined after contract renewal by help line managers and DGS BOP Contract
Officer within thirty (30) days after renewal.

Change From (111-10.A.3.) PSI to conduct, collect and evaluate customer
surveys To DGS BOP Contract Officer to evaluate customer surveys.

Remove (Pg 24 111-1.A.11.) obligation that Center will be an accredited AIRS
facility.

DGS and its HHSCC partner agencies will do our utmost to provide thirty (30)
calendar day notification of marketing, outreach or other publicity efforts that
may increase short-term call volumes or cause significant spikes in call volumes
over a short period of time. DGS may allow relief of ASA and LAR for a period
of time to be determined in writing by the DGS Project Manager or peer.

DGS Project Manager and partner agency Line managers will determine and
provide to the Contractor the appropriate number of customer satisfaction surveys
it must conduct during the renewal period.

DGS agrees to streamline administrative responsibility to reduce the burden that
may take away PSI ability to meet or exceed contract obligations.

DGS (Pg 33 111-9.A.6) will make an effort to limit the number of ad-hoc reports.



Contract Reference Number: 9985-32
Collective Number: None

Change Number: 3

Change Effective Date : January 1, 2007

COMMONWEALTH OF PENNSYLVANIA
DEPARTMENT OF GENERAL SERVICES

HARRISBURG
For: Aging, Health, Insurance and Public Welfare Agencies of the Commonwealth
Subject: HEALTH AND HUMAN SERVICES CALL CENTER

Contract Period: Effective date of August 1, 2004 and Ending July 31, 2006 (Extended through
August 31, 2008)
Buyer Name: XF3 Norman J. Kee nkee@state.pa.us

AMENDMENT SUMMARY: Amendment # 3 - Department of Health will pay monthly storage costs of $341.43 per
month through August 31° 2008 for the storage of their Fulfilment pamphlets which supports Help Line programs
at the Call Center. The materials were formerly stored in Health’s warehouse which was closed. This amendment
supports the contract renewal agreement which began September 1, 2006 that stated in part that the
Commonwealth will pursue alternatives in storage other than the contractor’s site in Wormelysburg.

ALL OTHER TERMS AND CONDITIONS OF THIS AGREEMENT NOT CHANGED BY THIS CHANGE NOTICE REMAIN AS ORGINALLY
WRITTEN.
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AMENDMENT #3
TO
CONTRACT 998532

Commonwealth of Pennsylvania
STD-175 Rev. 2/20/01

ISSUING OFFICE CONTRACTOR'S NAME:
POLICY STUDIES INC.
1899 Wynkoop Street — Suite 300

Denver, Co. 80202

Department of General Services

Forum Place, 6" Floor
555 Walnut Street

Harrisburg, PA 17125

CONTACT PERSON: NANCY STARLING-ROSS, VP
PHONE NO. 303-285-7140

FAX NO. 303-295-0244

Contract #

998532
4600010622

#3

AMENDMENT NO.

AMENDMENT EFFECTIVE DATE

January 1, 2007

EXPIRATION DATE OF CONTRACT
August 31, 2008 w/ 1 year
option

CONTRACTOR'S FEDERAL ID NO. Or V.I.N.

VIN# 171361

CONTRACT MANAGER: NORMAN J. KEE
PHONE NO. 717-787-7675

E-MAIL: nkee@state.pa.us

FIGURE

$8,000,000.00

ADJUSTED CONTRACT NOT TO EXCEED

AMENDMENT DESCRIPTION

QUANTITY

UNIT PRICE

TOTAL PRICE

THE ABOVE-REFERENCED CONTRACT IS AMENDED BY:

Reference Amendment # 2 of September 1, 2006; Mike Richarts August 15, 2006
renewal Ltr. and Richard Curley Renewal Ltr. of July 21, 2006 relevant to Para # 10
Fulfillment which states in part that the Commonwealth will pursue alternative
solutions in the storing of fulfilment materials that the Contractor mails to the public in
support of the Health and Human Service Call Center Help Lines.

NOW THEREFORE, the Commonwealth agrees to pay the storage costs to the
Contractor for said materials through the Department of Health that currently reside at
Space Mart Storage shed in Mechanicsburg and at the Contractors business site;
The Health and Human Services Call Center in Wormelysburg.

Unit Price reflects the rental for units D-13 & D-19 at Space Mart in Mechanicsburg
through August 31, 2008.

CHECK HERE IF CONTINUED ON PAGE 2 []

20
Months

$341.43
per Month

AMENDMENT

TOTAL?

$6,828.60

This Amendment is in addition to, and not in substitution of prior amendments, and except as specifically amended herein, all other terms and conditions of the Statewide Contract

for The Health and Human Service Call Center shall remain unchanged and in full force and effect.

Intending to be legally bound hereby, the parties have executed this

Amendment. The Amendment Effective Date shall be fixed by the Contracting Officer after the Amendment has been fully executed by the Contractor and by the Commonwealth
and all approvals required by Commonwealth contracting procedure< have been obtained. The Amendment shall not be legally binding until after the Amendment Effective Date is

affixed and the fully-executed Amendment has been sent to the Co...actor.

~ COMMONWEALTH SIGNATURE ¥ e ~ CONTRACTOR'S SIGNATURE (IN INK) ~
PURCHASING AGENCY HEAD OR DESIGNEE DATE RESIDENT/VICE PRESIDENT/MANAGER/PARTNER/OWNER DATE
(SIG W, 7: LE TITLE)
APPROVED AS TO FISCAL RESPONSIBILITY, BUDGETARY e S 1,.08-00
~ APPROPRIATENESS AND AVAILABILITY OF FUNDS ¥ EASURER/ASSISTANT TREASURER  DATE
COMPTROLLER DATE
_ 4 X X Vo .09 Dep
~ COMMONWEALTH ATTORNEY APPROVALS ™ 2 )
APPROVED AS TO FORM AND LEGALITY
PURCHASING AGENCY ATTORNEY DATE OFFICE OF GENERAL COUNSEL (IF REQUIRED) OFFICE OF ATTORNEY GENERAL (IF REQUIRED) DATE
DATE
FUND DEPT APP YR LDG ORG COST FUNCTION oBJ AMOUNT OF PRE- AMT. OF PRE- CODED
ENCUMBRANCE ENCUMBRAN ENC.
CE NUMBER LIQUIDATED
PRE-AUDIT
POSTED




Contract Reference Number: 9985-32
Collective Number: None

Change Number: 4

Change Effective Date : August 1, 2007

COMMONWEALTH OF PENNSYLVANIA
DEPARTMENT OF GENERAL SERVICES

HARRISBURG
For: Aging, Health, Insurance and Public Welfare Agencies of the Commonwealth
Subject: HEALTH AND HUMAN SERVICES CALL CENTER

Contract Period: Effective date of August 1, 2004 and Ending July 31, 2006 (Extended through
August 31, 2008)
Buyer Name: XF3 Norman J. Kee nkee@state.pa.us

AMENDMENT SUMMARY: Amendment # 4, In-House-Training, changes Amendments # 1 and # 2 open hours of
operation. HHSCC management shall set aside one (1) hour each month during low volume periods through the
expiration date on the condition that all KPI are met for that month.

ALL OTHER TERMS AND CONDITIONS OF THIS AGREEMENT NOT CHANGED BY THIS CHANGE NOTICE REMAIN AS ORGINALLY
WRITTEN.
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AMENDMENT #4____

Commenwealth of Pennsylvania TO . .‘ .
§TD-175 Rav, 2/20/01 :
CONTRACT 998532
ISBUING OFFICE CONTRACTOR'S NAME: £ . Contract #
_ POLICY STUDIES INC., 2004-998532
Department of General Services 1898 Wynkoop Street — Suite 300 4700003086
Denver, Co. 80202
‘ AMENDMENT ND,
#4

Forum Place, 8" Floor
555 Walnut Street

AMENDMENT EFFECTIVE DATE

Harrisburg, PA 17125 AUGUST 1, 2007

EXPIRATION DATE CF CONTRACT

CONTACT PERSON: NANCY STARLING-ROSS, VP August 31, 2008 w/ 1 year
PHONE NO. 303-285-7140 option

CONTRACTING MANAGER: NORMAN J. KEE CONTRACTOR'S FEDERAL 1D NO, Or V.IN, ' ADJUSTED CONTRACT NOT TO EXCEED
PHONE NO. 717-787-7675 VIN# 171361 - FIGURE

E-MAIL: nkee@state.pa.us No Adjustment

¢ TOTAL PRICE

IN HOUSE TRAINING AMENDMENT
1. 9.0.0.0.¢ 4
This Amendment # 4 change’s Amendment # 1 and Amendment # 2 subsection 3 -
Change of Open Hours within the above referenced Contract that was executed on 30
June 2004, Part IlI-1 General Requirements: A. Contractor's Duties and
Responsibilities, 4. Manage day-to-day call center operations to an include:
Personnel Management, Staff selection, orientation, training and evaluation.

NOW THEREFORE, HHSCC management shall set aside a one (1) hour fraining
session each month during low volume business hours-on-a-particular day as
provided in Amendments # 1 and # 2. The one (1) hour training session shall be every
month through the expiration date of this contract on the condition that all Key
Performance Indicators are met for that month. In the event we receive complaints
DGS reserves the right to rescind this Amendment. All voicemails that are
accumulated during the one (1) hour training session shall be returned within the next .
business day in accordance with above named contract Part lll-1. A. 8.

CHECK HERE IF CONTINUED ON PAGE 2 AMENDMENT
0 RVENDWENT | XXX XXX

This Amendment is in addition to, and not in substitution of prior amendments, and except as specifically amended herein, all other terms and cenditions of the Statewide Contract
for The Health and Human Service Call Center shall remzin unchanged and in full force and effect. Intending to be legally bound hereby, the parties have executed this
Amendment. The Amendment Effective Date shal] be fixed by the Contracting Cfficer after the Amendment has been fully executed by the Contractor and by the Commonwealth
and all approvals required by Commonwealth contracting procedures have been obtained. The Amendment shall not be legally binding unti] after the Amendment Effective Date is
affixed and the fully-executed Amendment has been sent tc the Contractcr jri )

B I T .
T v COMMONWEALTH SIGNATURE" N . i C sl ;CONTRACTOR'S SIGNATURE (IN ENK) Lo o
PURCHASING AGENCY HEAD OR DESIGNEE DATE @wce PRESIDENT/MANAGER/PARTNER/OWNER DATE

(SIGN BELOW, PRINTNAME, AND CIRGLE TITLE)
Mark A, Levy, President +  7-25-07
St Tammy Ours ' 7-25-07
SECRETARY/AGJISTANT SECRETARQEASUREQSSISTANT TREASURER  DATE

| (SIGN BELOW, lNT ME, AND CIRCL]

v Ronald C. Drablk, Treasurer 7-23-07
Tammy Ours 7-23-07

OFFICE OF GENERAL COUNSEL {IF REC!U[RED)I
DATE

OFFICE CF ATTORNEY GENERAL {IF REQUIRED)

FUND DEPT APP YR LPG ORG COST FUNCTION 0ORJ AMOUNT OF PRE- AMT. OF PRE- CODED
o ENCUMBRANCE ENCUMBRAN ENG.
CE NUMBER LIQUIDATED

PRE-ALUDIT

i POSTED




Contract Reference Number: 9985-32
Collective Number: None

Change Number: 5

Change Effective Date : September 1, 2007

COMMONWEALTH OF PENNSYLVANIA
DEPARTMENT OF GENERAL SERVICES

HARRISBURG
For: Aging, Health, Insurance and Public Welfare Agencies of the Commonwealth
Subject: HEALTH AND HUMAN SERVICES CALL CENTER (HHSCC)
Contract Period: Effective date of August 1, 2004 and Ending July 31, 2006 (Extended through

August 31, 2008)
Commodity Specialist: XF3 Norman J. Kee nkee@state.pa.us

CHANGE SUMMARY: Pursuant to above Contract Reference Number and Section I-1 of the RFP of the same
nomenclature the Department of Health is adding 1-800-254-5164 After Hours Nursing and Ambulatory Care
Licensure Help Line as fully described in the attachment.

ALL OTHER TERMS AND CONDITIONS OF THIS AGREEMENT NOT CHANGED BY THIS CHANGE NOTICE REMAIN AS ORGINALLY
WRITTEN.
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GENERAL SCOPE, ASSUMPTIONS AND TECHNICAL WORK

GENERAL SCOPE:

Medical Bureau of Harrisburg (MBH) shall respond to all calls between the hours of 4:25
P.M. and 8:00 A.M. Monday thru Thursday; Fridays from 4:20 PM until 8:00 AM the
following Monday or next business day; all State sanctioned Holidays; and any State
sanctioned “Unexpected Closures” or other identified emergencies,

MBH shall outbound (dispatch) calls in emergency situations.

MBH shall provide the same service level standards as for the other help lines in the
Health and Human Services Call Center (HHSCC) - (90% live answer rate, 40 second
speed to answer, no more than a 10% abandonment rate, return all voicemails within one
business day). Reporting will be provided through MBH phone system Startell.

PSI shall provide the same set of CTARA reports currently available to the other help
lines, with the exception of changes for Licensure. Those reports will be available to
DOH staff via the HelpInPA Web reporting portal

PSI shall provide an annual update of providers, consistent with current procedures and
requirements for updating providers for the other help lines

MBH shall enter all call information into PSI’s proprietary CTARA application.

P8I, through it’s subcontractor, the Medical Bureau of Harrisburg (MBH), shall follow
the procedures listed below for answering telephones during off-duty hours in providing
services under this contract:

o Routine Calls: Instruct callers to telephone the respective offices (Nursing Care
Facilities, Acute & Ambulatory Care or Personal Care Homes) directly during
normal office hours. If caller insists on leaving a message, and the message is of
a routine nature, hold the message until the offices open the following business
day.

* Routine calls are identified as non-complaint calls coming in to the
Hotline. Examples would include regulatory questions or facility report
of activity such as a resident fall, or a transfer to the hospital from a
nursing facility. PSI/MBH shall document this information and include
it in the fax submittal by 9:00 a.m. the following business day.

© The messages for any routine calls collected overnight by MBH shall be input
into CTARA and sent the following morning, by 9:00 a.m., to the appropriate
office. The initial format for the faxes shall be via CTARA screenshots.

o PSI/MBH shall also input into the database any calls received where the caller
elects to not leave a message.

o Emergency Calls: For all telephone calls concerning urgent problems with
nursing care facilities, hospitals, ambulatory surgical facilities or personal care
homes, consult Part IT below for description of call and for order of notification.

2007 Policy Studies Inc.



GENERAL SCOPE, ASSUMPTIONS AND TECHNICAL WORK

¢ Emergency calls are determined as any call in which the caller is
identifying the desire to file a complaint against a nursing home,
hospital or personal care home. Before the call is actually referred to
on-call staff, PSYMBH shall identify the facility in question and
verify what type of facility it is (nursing home, hospital or personal
care home). PSI/MBH shall verify that caller has a complaint to file.

ORDER OF NOTIFICATION:

¢ Hospitals—Calls received by MBH that are determined to be of
emergent nature related to hospitals shall be referred
immediately to the Division of Acute & Ambulatory Care Duty
Officer Call Schedule.

» Nursing Homes—Calls received by MBH that are determined to
be of emergent nature related fo nursing homes shall be referred
immediately to the Division of Nursing Care Facilities Duty
Officer Call Schedule.

¢ Personal Care Homes—Calls received by MBH that are
determined to be of emergent nature related to personal care
homes shall be referred immediately to the Office of Social
Programs Duty Officer Call Schedule.

* When MBH uses the designated call lists for calls of an emergent nature,
if the individual telephoned has not responded within 15 minutes, MBH
shall telephone the next individual on the respective call list until they
are able to relay the message. MBH shall document each contact by
entering the date, time, on-call staff contacted, and disposition (voicemail
left, message relayed, customer unavailable, etc.) in CTARA.

* DOH may update any of the lists of programs, names or telephone
numbers in this contract by providing written notice to PSI. In addition,
DOH may provide PSI with subsequent year lists if applicable. Such
written updates shall become part of this contract.

* MBH shall document all emergency calls in the CTARA database.

o PSI shall provide fraining to MBH answering service operators specifically
designed for the Bureau of Facility Licensure and Certification (BFLC) accounts.
The training component shall include a process for which to identify calls as
either routine or emergent. In addition, the training shall facilitate the operators’
understanding of the various types of entities (nursing homes, hospitals, personal
care homes, ambulatory surgical centers) in question. PSI shall supply BELC
with the training materials provided to MBH. BFLC must approve/disapprove of
any training program implemented by PSI.

o PSI will provide weekly and monthly phone system reports from the MBH call
system detailing the average speed of answer and average handle time,

2007 Policy Studies Inc.



GENERAL SCOPE, ASSUMPTIONS AND TECHNICAL WORK

PST will provide oversight and quality review of MBH performance.

PSI will provide training to MBH staff on the CTARA application.

PSI shall develop an After Hours manual with Licensure contact and response
information for MBH.

MBH/PSI shall perform next-day forwarding of call information in a HIPAA compliant
manner.

ASSUMPTIONS:

The project wilf “go live” with Citrix access to the CTARA application on September 1,
2007 and run until the end of the current HHSCC contract term, on August 31, 2008. The
project will be subject to renewal consistent with the current contract.

Enhancements to CTARA will be made within 60 days of contract approval.

Licensure calls are limited to after-hours only as prescribed in the General Scope.

Call volume of approximately 150 calls per month incoming and 40 per month outgoing.
Average Handle Time of 6.5 minutes.

No fulfillment requirements.

PSUMBH will not solicit additional needs from the caller.

The current protocol for forwarding calls to MBH directly from the DOH will not
change.

DOH staff will provide train-the-trainer prior to start-up and as necessary to address
programmatic changes that impact information provided to customers.

DOH staff will inform the HHSCC site manager 30 days in advance of any
promotions/ad campaigns, pursuant to the HHSCC contract. It shall be the responsibility
of the HHSCC site manager to inform MBH.

TECHNICAL WORK:

CTARA updates and maintenance provided pursuant to comprehensive HHSCC
contractual requirements,

Website updates and maintenance provided pursuant to comprehensive HHSCC
contractual requirements,

Phone system reports through MBH (ASA, AHT, etc)

One Citrix license, for administrator input of call information.

Modifications to CTARA, including development changes to add additional required
fields and also make modifications to reports (Complainant’s Name, Complainant’s
Phone Number, Name of Facility Involved, Type of Facility Identified Care, Service or
Rights Concerns Identified Action Taken, After Hours Staff Referred To). This will
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require a new Ul "Tab" for proper reporting. Reporting on these fields requires
customization.
* Coordination and set-up of Citrix Presentation Server

GENERAL SCOPE, ASSUMPTIONS AND TECHNICAL WORK

* Provision of one deskiop computer with a Citrix license. PSI’s standard based on price,
durability, processor speed and memory (both hard drive and RAM) is as follows:

o Intel or AMD PROCESSOR with a minimum of 1.86 GHZ CPU speed
¢ A minimum of 1GB of RAM.
s  Microsoft Windows XP

¢ Virus protection software
* Microsoft patch release updating software
o  Microsoft Office Professional XP

ELECTIVE:

In the event BFLC elects to equip MBH with additional equipment to allow for real-time CSR
access to CTARA; PSI can provide each workstation, as well as a one-year Citrix License for a

cost of $1,968.
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Project Pricing (Proposal Excerpt)

We have provided costs for the period September 1, 2007 through August 31, 2008.

Line Item Total Cost

Licensure Help Line — non-recurring start-up $37,139
Licensure Help Line — recurring fee $21,429
Total $ 58,568

The DOH also requested pricing on workstations, in the event it elects to equip the Medical
Bureau of Harrisburg with additional equipment to allow for real-time CSR access to CTARA,

We can provide each workstation, as well as a one-year Citrix License for a cost of $1,968.

Policy Studies Inc.
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