1.0  GENERAL INFORMATION

1.1  INTRODUCTION AND BACKGROUND


The purpose of this Request for Bid (RFB) is to provide information to interested parties to enable them to prepare and submit a bid for performing the annual State of Wisconsin Health Insurance Satisfaction Survey for the Wisconsin Department of Employee Trust Funds (Department).  

The Group Insurance Board (Board) and the Department are responsible for providing comprehensive health care coverage at the lowest reasonable rate for all eligible state and local employees and retirees.    There are approximately 230,000 individuals covered in the health insurance program.   For more information on the Department, please visit the Department’s home page at: http://etf.wi.gov.

Competition among health plans for subscribers yields many positive results including lower premium rates, attention to quality care, and a desire to improve customer service.  This competition is enhanced when health plan participants are informed, active consumers.  

In 1995, the Board directed the Department to develop and publish an annual report card displaying results for all participating health plans.  The Department has contracted for services to provide a statistically valid sampling of covered employees and preparation of the core information, using the Consumer Assessment of Health Plans™ (CAHPS) protocol. 

For the past seven years, the Department has contracted for an all-telephone CAHPS survey each spring and the resulting report cards are included in the Dual-Choice Enrollment booklets, which are distributed each October. The CAHPS portion of the report card is based on the responses of survey participants.  The sample for the survey is drawn from the member population who were enrolled in their plan for at least one year and utilized plan services at least once during that time frame. 

The report cards are also made available on the Department’s website at http://etf.wi.gov/publications/dc_content/dc_2006/all_report_cards.pdf.

The Department also uses CAHPS data in a quality composite that is used during health plan premium negotiations.  The Department also participates in the National CAHPS Benchmarking Database (NCBD).  The selected vendor will submit the CAHPS data to NCBD on behalf of the Department.  Health plans use CAHPS results to identify areas to include in their quality annual improvement plans.  The selected vendor will provide each health plan a report evaluating their CAHPS scores.

Historically this project has been completed using only telephone interviews.  The average telephone interview time for the 2005 project was 11.45 minutes and there were an average of 2.27 completed per hour per interviewer.  The Department believes that the representativeness and efficiency of this study could be improved by adding Internet and mail survey modes.  This study is unique in that employees have permission to complete the survey on work time.   Email addresses for some employees are expected to be available.   The Department continues to make progress obtaining email addresses from large state agencies and has already obtained a sample file from the University of Wisconsin Madison that contained more than 16,000 email addresses that will be easily linkable to the sample database.  These email addresses alone are expected to cover about 18 percent of the sample frame.   The Department expects that obtaining email addresses, particularly from the University will greatly increase the efficiency of this project because groups such as graduate students have historically been under-responders using the all-telephone version of this study.   Furthermore, the Department expects to obtain email addresses from non-University state agencies, however it has not yet been determined if linking the email addresses to the sample frame will be possible.

The selected vendor will randomly select sample to participate in this study.  The vendor will first attempt to secure completes through the Internet, then through a mail survey and finally through telephone interviews. The goal is to achieve as many completes as possible via the Internet.   Individuals reached by telephone who refuse to complete the survey at the time contacted will be invited to participate in the Internet survey or, alternatively, will be asked for a better time to complete the telephone survey.   If the individual agrees to complete the Internet survey, the telephone interviewer will obtain their email address and send them a link to the survey along with their password.  Should the contract holder indicate that another covered member of the household over the age of 18 be better suited to participate in the study, then the same priority will apply.  Mail surveys will be resent by the vendor upon the request of the individual. 

The selected vendor must be certified by the National Committee for Quality Assurance (NCQA), or have a minimum of three years experience with a large complex (multi health plan) CAHPS project.  NCQA certification assures the Department that the bidder is capable of completing many of the tasks involved with this project.   Areas of particular importance include submitting data to NCBD, comparing health plan performance to NCQA’s Quality Compass, following NCQA protocol and maintaining experienced personnel.  

1.2 

SCOPE

The purpose of the survey is to collect pertinent and credible member satisfaction data with regard to each participating health plan.  The selected vendor will conduct, tabulate, analyze, score and report the survey results according to the CAHPS recommended methodology, by utilizing their SAS CAHPS software program.  These results will be published in the CAHPS health plan report card.  The report cards are intended to aid participants in comparing and choosing health plans, and to assist the Department in comparing results with other nationwide users of the CAHPS methodology.  The selected vendor will be expected to use the most current version of CAHPS.   

The objective is to secure an adequate quantity of completed interviews per plan to produce accurate, credible and defendable report card scores.  The overall goal of the member satisfaction survey, using the CAHPS methodology, is to utilize a carefully tested and standardized questionnaire and report format to collect and report reliable information about the health care experiences of the enrollees.    The survey solicits information from insured members regarding their satisfaction with the actual care and services received from their health plan.

The Department may request that the vendor add one or more open-ended questions to the scope of this bid.  These questions will be negotiated separately.  However, the ability to perform this additional work is required. 

1.3

DEPARTMENT RESPONSIBILITIES

The Department will:







(1)



Perform all tasks, responsibilities and services identified in this RFB.

(2)
Approve criteria for selecting the survey sample of insured participants and communicate it to the vendor.

(3)
Provide the vendor with insured participant data on computer media for selecting the survey sample and include file layouts, data descriptions, data fields, and other information from the media.

(4)
Approve non-CAHPS and CAHPS survey questions.

(5)
Review preliminary survey results and notify the vendor within five (5) calendar days of receipt of any necessary modifications to the survey questions or process.

(6)
Develop the pre-notification letter to selected sample participants with expert input from the vendor.

(7)
Approve the vendor’s development of the appropriate coding of survey responses.

(8) Provide the vendor with the designated report card form and format for reporting health plan scores and other survey results.


(9)  Provide billing amounts owed by the health plans as necessary.

1.4 


PROCURING AND CONTRACTING AGENCY

This RFB is issued by the Wisconsin Department of Employee Trust Funds.  The Department is the sole point of contact for the State in this selection process.   The contact person for this bid is:


  Sonya Sidky, Project Manager


  Department of Employee Trust Funds


  801 W. Badger Road


  Madison, WI 53702-0011


  608-266-0212 Voice


  608-267-0633 Fax


  sonya.sidky@etf.state.wi.us 

1.5


DEFINITIONS



The following definitions are used throughout the RFB.



ETF/ Department means the Wisconsin Department of Employee Trust Funds.



Bidder/vendor means a firm submitting a bid in response to this RFB.



Board means Group Insurance Board



State means State of Wisconsin.

Please see the glossary on the ETF home page at: http://etf.wi.gov/glossary.htm for further definitions.  

1.6

CLARIFICATION OF THE SPECIFICATIONS AND REQUIREMENTS

Any questions concerning this RFB must be submitted via email by the date specified in section 1.7 to the contact person identified in section 1.4 in order to guarantee an answer by date specified in section 1.7.   Vendors are expected to raise any questions they have concerning the RFB at this point in the RFB process.

If a vendor discovers any significant ambiguity, error, conflict, discrepancy, omission, or other deficiency in this RFB, the vendor should immediately notify the above named individual of such error and request modification or clarification of this RFB document.

In the event that it becomes necessary to provide additional clarifying data or information, or to revise any part of this RFB, supplements or revisions will be provided to all bidders who file a letter of intent.  All responses will also be posted on the Department’s extranet site.

The letter of intent should identify the proposer’s organization and give the name, location, telephone number, fax number, and email address of one or more persons authorized to act on the proposer’s behalf.  Email the letter of intent to the email address indicated in section in 1.4 by the date identified in section 1.7.

1.7  

CALENDER OF EVENTS

Listed below are important dates and times by which actions related to this RFB must be completed.  In the event that THE DEPARTMENT finds it necessary to change any of these dates and times, it will do so by issuing a supplement to this RFB.

DATE
EVENT

November 23, 2005
Issue RFB

December 1, 2005
Letter of intent and vendor questions due

December 8, 2005
Post answers to questions on ETF Extranet

http://etfextranet.it.state.wi.us

December 22, 2005
Bids due from vendors, 2:00 p.m. CST 

January 6, 2006 (estimate)
Notify vendors of intent to award contract

January 16, 2006 (estimate)
Contract start date

1.8     Contract term and funding

The contract shall be effective on the date indicated on the purchase order or the contract execution date and shall run through December 31, 2006, with an option, by mutual agreement of the Department and the selected vendor, to renew for two (2) additional one-year periods.  Cost for the additional one-year periods are set by the cost worksheet (attachment 3) submitted for the original bid.  The cost of the 2005 survey project was $101,342.  Because this project is now a mixed-mode study, it is expected that the cost of the 2006, 2007 and 2008 projects will be substantially lower than the 2005 project; therefore the total cost for the 2006 project cannot exceed $101,342.  Since 2006 will be the first year in which the Department includes Internet and mail as survey modes, it is understandable that it would be difficult for vendors to bid on this project without knowing what response rate to expect from each survey mode.  As a result, bidders will be asked to provide fixed and per unit components of cost for the one year contract plus the two one-year extensions.

(1)
The low cost responsible bidder will be determined by applying the Department’s estimate of the number of completes that will be achieved for each survey mode in 2006, 2007, and 2008.  The Department’s estimates are built into the cost worksheet that you will need to submit.   The cost components that you will need to provide for each year are:

(a) Fixed Internet survey cost; 

(b) Fixed mail survey cost; 

(c) Fixed telephone survey cost; 

(d) Fixed project management cost; 

(e) Internet survey cost per complete; 

(f) Mail survey cost per complete; 

(g) Telephone interview cost per complete.    

(2) The following are the Department’s assumptions regarding the bids: 

(a) The Department understands that the vendor’s Internet and telephone costs could be higher in the first year and is therefore allowing for higher fixed costs than in the second and third years as opposed to asking vendors to spread the fixed costs over a three year period.  However, a portion of the year 2006 fixed costs will be paid in 2007 and 2008.  The Department requires that part of the start up cost be spread to years 2007 and 2008, because this allow both the vendor and the Department the advantages of efficiencies in the years following the initial start up.  Although this is a one-year contract with two one-year renewals, the Department assumes that the selected vendor intends to contract for 2006, 2007, and 2008 and is willing to share some of the risk associated with this assumption.

(b) The Department established the estimates of the number of completes for each survey mode for each year.  While these estimates reflect the Department’s projections and will be used to determine the lowest cost responsible bidder, actual number of completes needed and the proportion of completes by each survey mode could be different from these estimates.

(3) Rules regarding completing bid sheet:

(a) Fill out your organization name and the authorized representative name on the bid sheet.  The authorized representative must sign and date a hard copy of the completed bid sheet.

(b) Only enter values in for the 2006, 2007, 2008 fixed and per unit cost items in the provided cost spreadsheet.  All other values are calculated for you.

(c) Fixed cost must be expressed in whole dollars.

(d) Per unit costs may only have one decimal place (1/10 of a dollar).

(e) No fixed or per unit cost may be more than 3 percent greater than the cost in the previous year.

(4) Projected cost calculation. 

(a) The projected costs per year are calculated by multiplying each type of cost for each year times the projected quantity for that year.  The total cost incurred per year is calculated by adding the actual fixed and per unit costs for that year.

(b) The total payment for 2006 is calculated by summing the fixed and actual costs for 2006 and subtracting out 20 percent of the 2006 fixed telephone and fixed Internet costs.  

(c) The total payment for 2007 is calculated by summing the fixed and per until costs for 2007 and adding 10 percent of the 2006 fixed telephone and fixed Internet costs.  

(d) The total payment for 2008 is calculated by summing the fixed and per until costs for 2008 and adding 10 percent of the 2006 fixed telephone and fixed Internet costs.  

(e) The three-year actual total is calculated by summing the total costs incurred in 2006, 2007, and 2008.  It is this number that will be compared with other responsible bidders to determine the low cost bid.

(5)  Rules regarding the payment of services:

(a) The ultimate mode in which a survey is completed is the method used to calculate payment.  For example, if a telephone invitation results in an Internet complete, then it is counted as an Internet complete for costing purposes.  If the same person completes multiple surveys, then the priority for including the survey in the study and for costing purposes is (1) Internet, (2) Mail, (3) Telephone.

(b) The target for number of completes per health plan are set with the Department as specified in sections 5.1 and 5.17.    The selected vendor will not be reimbursed for overshooting the target beyond an allowance of 10 completes.  For example, if the Department and the vendor establish that 300 completes are need for a health plan to ensure a 95% confidence level for most survey questions and the vendor and the Department agree on a 5 percent over sample rate (15) contracts, then the maximum number of contracts that a vendor can be reimbursed for is 325.   

(c) The Department will not pay for partial completes—use NCQA rules to determine what may be counted as a complete.  Furthermore, the Department has the right to challenge the charges if there is an unusually high rate of non-response to custom questions.

(d) The selected vendor must make a good-faith effort to complete the survey in the most cost-effective manner possible without sacrificing quality or respondent satisfaction.  The vendor must be able to demonstrate what steps were taken to achieve the maximum number of completes through the Internet and then mail and finally through phone.    Furthermore, as required in 5.2 and 5.3, the vendor must take steps to achieve the highest response rate possible with the original selected sample before adding new sample to the study.  Failure to comply with these rules may result in financial penalties.    

 




1.9

VENDORNET

The state has implemented a registration for vendors who wish to be placed on the state’s bidders list.  You will receive any bid/proposal over $25,000 that occurs statewide in your commodity/service area.  In the future, this bid will not automatically be sent to you if you are not a registered vendor.  To obtain information on the state’s registration process, please visit the VendorNet Web site at http://vendornet.state.wi.us or call the VendorNet Information Center (1-800-482-7813).  In the Madison area, please call 264-7897 or 264-7898.

The VendorNet registration/subscription fee is temporarily waived.  Simply complete the on-line registration/subscription process. Be sure to mail or fax in the "Registration Successful" or the "Subscription Successful" page located at the end of the on-line process. It is important to note that we do not activate accounts without a copy of this page. 


         1.10   MINORITY BUSINESS

The State of Wisconsin is committed to the promotion of minority business in the state’s purchasing program and a goal of placing five (5) percent of its total purchasing dollars with certified minority businesses.  Authority for this program is found in Wisconsin Statutes 15.107(2), 16.75(4), and 16.75(5) and 560.036(2).  The contracting agency is committed to the promotion of minority business in the state’s purchasing program.

With this procurement, the successful contractor is encouraged to purchase 5% of services and supplies from minority businesses certified by the Wisconsin Department of Commerce, Bureau of Minority Development.   The awarded vendor will submit a subcontracting plan of action indicating their utilization of certified minority businesses on this contract. The Department of Employee Trust Funds will require from the successful contractor a quarterly report of purchases of such supplies and services necessary for the implementation of this contract.  A listing of certified minority businesses, as well as the services and commodities they provide, is available from the Department of Administration, Office of Minority Business Program, (608) 267-7806.  A link to the list is published on the Minority Program Website: http://www.doa.state.wi.us/pagesubtext_detail.asp?linksubcatid=36.  
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