4.0 GENERAL BID REQUIREMENTS


Vendors must respond to the general bid requirements in this section in accordance with the instructions given in section 2.0.

4.1

MANDATORY REQUIREMENTS




The following general requirements are mandatory and must be complied with and responded to:



Section 2.0

Section 8.0



Section 4.0

Section 9.0



Section 5.0



Section 6.0



Section 7.0

4.2

MANAGEMENT SUMMARY 

Provide a narrative summary of the bid being submitted.  This summary should identify all product(s) and/or service(s) that are part of the bid.   

Cost figures should specifically not be stated.  Cost information as described in section 1.8 of this RFB is to be submitted as described in section 2.3.

Limit your response to this item to no more than two (2) pages.

4.3

ORGANIZATION CAPABILITIES

Describe experience and capabilities in providing similar services to those described in this RFB.  Response should identify projects, project key staff information, including any subcontractor(s), information technology environment, dates, scope of project and results.

Describe the ability of your organization and/or the ability of your subcontractor/s to run a large-scale survey research project (including multiple choice and open-ended questions), process a mailing of approximately 15,000 pre-survey notification letters, and conduct a mixed mode study with Internet surveys, mail surveys, and CATI system telephone interviews.   The mailing for this project will include an individualized password for selected sample and a link for them or their covered family member to complete the survey online.  Given the number of participating health plans and CAHPS sample requirements, your organization should have the ability to produce approximately 6,500 completing surveys in the timeline outlined in section 6.0.    This number will fluctuate from year to year.  Your proposal must include a description of the facilities available to conduct this project, including computer and technical equipment, mailing capacity, telephone survey capacity, CATI software with the capacity for remote monitoring, Internet technologies, (integrated computer system that allows for real time updates for telephone and Internet completes) and toll-free services.  Please indicate the size and location of the telephone center that would be used for this project.  The telephone center must be located in North America and telephone interviewers meet minimum quality standards as outlined in section 5.4.   The low-cost responsible bidder will be asked to arrange for the Department to remotely monitor survey interviews at the telephone center used for this project.

Demonstrate the ability of your organization to implement an extensive work plan for three months of data collection and demonstrate the ability of your organization to perform quality checks on any work performed by sub-contractors, on returned data, and on CATI interviewing.  Also describe how your organization will protect respondent confidentiality and comply with HIPAA data security and privacy requirements.  Note that the Department takes the security and privacy of member data very seriously.  Should a vendor fail to properly protect private information such as (but not limited to) member ID, address, phone number, and birth date, the Department will assess a $1000 penalty for each incident as well as any damages incurred by the Department as a result of the incident.   The penalty and damages would be subtracted from the total contract price.      The selected vendor must have a secure electronic method for exchanging files with the Department or agree to use the Department’s secured FTP site.  The selected vendor will be required to sign the Department’s business associate agreement regarding the privacy and security of data.
Limit your response to this item to no more than five (5) pages.

4.4

VENDOR REFERENCES


Selected organizations may be contacted to determine the quality of work performed and personnel assigned to the project.  The results of the reference check will be provided to reviewers and used in scoring the written bid.

Use the Reference Sheet in Attachment 2 to provide at least three (3) references.  Each reference must identify the vendor and any subcontractor(s) as completing a similar survey in size and duration.    Please provide at least one reference of each type specified below: 

· from a client for whom you have conducted a complex multi health plan CAHPS survey 

· from a client for whom you have conducted a mixed mode survey with Internet being one of the survey modes

In addition, the Department requires three references for the telephone center as indicated in sections 4.3 and 5.4.

4.5

STAFF QUALIFICATIONS

Vendor must provide resumes describing the education and work experiences for each of the key staff assigned to the project, and identify their respective duties as part of this RFB.

Key staff must have at least three years of experience with projects of similar size and scope.  Key staff includes the principal supervisory and project management staff and the call center team leader.   At least two key staff members must have experience with CAHPS projects as described in the last paragraph of section 1.1.   The project manager or other key staff should be able to demonstrate experience with Internet based surveys targeting specifically selected sample.  The call center team leader must have a minimum of one year of experience in this capacity.  The vendor should identify the areas of the project to which each person will be assigned and length of time they will be dedicated to this project.

Your response to this item will establish the standard for all staff assigned to this RFB.

4.6

INDENTIFICATION OF SUBCONTRACTOR

Identify each subcontractor and describe the subcontractor's annual sales, number of employees, and experience of employees to be committed to this project.  Please provide telephone numbers and:

(a)  Brief description of organization.


(b) A statement of the vendor's other contractual obligations or condition that might have an influence on the capabilities of the vendor to meet the conditions of this RFB.

(c) A statement of the vendor’s experience with implementation and analysis of member satisfaction utilizing CAHPS methodology.

(d) A statement of what duties a subcontractor would perform.

(e) Three references for each subcontractor

4.7

FINANCIAL STABILITY DOCUMENTATION

Vendors responding to this RFB must be able to substantiate their financial stability.  A copy of the most recent audited financial statement, including a Balance Sheet and a Profit and Loss Statement, along with additional supporting documentation must be submitted with each bid. The Department may request reports on financial stability from independent financial rating services in order to further substantiate stability.
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