
5.0
TECHNICAL REQUIREMENTS


Vendors must respond to the technical requirements in this section in accordance with the instructions given in section 2.0 of this RFB.

The proposed services must be able to be performed according to the requirements contained in this RFB.  All resources necessary are to be provided by the bidder and included on the cost worksheet in Attachment 3 of this RFB.  The bidder must provide sufficient detail for the Department to understand how the vendor will comply with each technical requirement in this section of the RFB.  At a minimum, the bidder must provide a narrative description of procedures and policies and a representative sample for each.    Failure to provide required services and deliverables in accordance with this RFB and at a level of quality acceptable to the Department may result in financial penalties. The bidder will:

5.1
Perform a stratified random sample drawn from database of the Department according to CAHPS methodology.  The selected vendor must be NCQA certified or have a minimum of three years experience with a complex (multi health plan) CAHPS project.  The total eligible subscriber population is estimated at 80,000. The subscriber population in each of the approximately seventeen (17) to twenty-four (24) health plans or distinct service areas, varies from approximately 480 to over 18,000.  The number of participating health plans included in this study varies from year to year as well.   Final sample targets for each health plan need to be presented to the Department for approval.  Vendor should recommend an over sample rate if appropriate.

5.2
Conduct a mixed mode Internet, mail and telephone survey consisting of approximately eighty (80) multiple-choice questions selected from a combination of the core CAHPS adult commercial questionnaire ( using the latest version of CAHPS or an older version if preferred by the Department), optional CAHPS adult commercial CAHPS questions, and selected questions developed by the Department.   Please refer to attachment 5 to view the questionnaire used in 2005 for an estimation of this project. Qualified survey participants will have been covered and used plan services during the prior twelve (12) months.  The selected vendor will randomly select a 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.

5.3
Provide an online survey that will be available to survey participants 24 hours a day, seven days a week once the pre-notification letters have been sent.  If the website will be temporarily down for maintenance, this should be cleared with the Department at least five days in advance.  The Internet survey must be designed to support graphical and text based web browsers in order to accommodate respondents that may have access to less sophisticated equipment and software.  Respondents must have the ability to save their response and come back at a later time to complete the survey.  They must also have the ability to go back and change their responses to previously answered or skipped questions.  Instructions and skip patterns must be clear and user friendly.    Please provide a link to a sample online survey with your response to this item, so that the Department can verify that you have the capability to design a user-friendly Internet based survey.  Also provide a sample of a mail survey that you have designed.  The mail survey for this project must have a professional appearance, look attractive and be easy to follow.

5.4
Provide a telephone survey center with hours of operation for conducting telephone interviews between 8 a.m. – 8 p.m. CDT, Monday through Friday with the ability to provide callbacks on weekends if requested by the member.    Selected vendor must use an integrated data collection system which utilizes the same sample file in order to prevent calling respondents who may have very recently completed or is in the process of completing the Internet survey.   Telephone interviewers must be understandable and courteous.  Please describe what steps your telephone center takes to ensure that telephone interviewers are trained and monitored.  The lowest cost responsible bidder will be asked to provide the Department with an opportunity to remotely monitor the telephone survey center and at least three references will be checked on the telephone survey center of the lowest responsible bidder.  Through monitoring and interviewing the references, the Department will verify that telephone interviewers speak clearly and can be easily understood by the average Midwesterner, have a pleasant tone of voice, have the ability to keep the interviews moving at an efficient pace, and are skilled in probing for responses from indecisive respondents.  

5.5
Provide a toll-free number that must be available during the hours of operation in which members have the choice to speak to a person that can answer questions about the validity and purpose of the survey, address concerns and complaints, schedule a time for the member to complete the survey, assist with technical problems completing the survey on the Internet, or request a mail version of the survey.    Customer service representatives must also be prepared to refer members to more appropriate sources of information, such as Department’s and the Department’s pharmacy benefit manager’s customer service lines.  The selected vendor’s toll-free number will be published on the pre-notification letter that is sent to selected sample.

5.6
Have the ability to administer additional questions that are open-ended if requested by the Department if the additional fee is agreeable to the Department.

5.7

Collect member satisfaction data for all the commercial adult core CAHPS questions. 

5.8 Collect member satisfaction data for non-core CAHPS approved questions and non-CAHPS questions developed by the Department in main categories that are relevant and acceptable to the Department.

5.9 Confirm for the Department that the proper sample construction is in place and select a random survey sample based on the criteria provided by the Department. 

5.10 Select the survey sample and other pertinent information from an insured participant data file or files provided by the Department.

5.11 Provide guidance on the development of survey questions to ensure desired and credible information is collected.

5.12 Distribute approximately 15,000 pre-notification letters to selected sample participants via first class mail.  Note that vendors that are efficient in working with sample may not need to send out that many letters.  This number may also vary based on the Department’s and the selected vendors analysis of the sample needed to get the required number of completes for each health plan.  The vendor will need to select additional sample conduct one or more additional mailings if sample from the initial mailing become exhausted before meeting the minimum number of completes per health plan.   However, vendor must achieve a 60% response rate (using the CASRO method) for each health plan and therefore should not prematurely move on to fresh sample.  If vendor is concerned achieving the minimum response rate requirement for any given health plan, then the vendor needs to work closely with the Department to take steps to come as close as possible to meeting the standard.  The pre-notification letter will be personalized to each selected sample and will include information on Internet access and a password to complete the survey.

5.13 Follow up with email to sample for which the Department supplies the email address.

5.14 Secure current telephone numbers for sample participants from other sources than the membership file provided by the Department as necessary.  Note that a link to searchable online directories with state and university employees’ work telephone numbers will be made available by the Department.

5.15 Conduct a validity tests for each survey mode and provide the fully coded results to the Department in SPSS within three (3) days of beginning data collection for each mode.

5.16 Complete the CATI telephone interview with the participant, or most knowledgeable adult family member, at work or home and be flexible as to scheduling arrangements for selected sample that does not complete the mail or Internet survey.   Participants 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.  Arrange for remote site monitoring of telephone surveys to be available to Department personnel upon the Department’s request.

5.17 Conduct appropriate follow-up with survey participants to ensure that the number of completed interviews per health plan provides statistically significant satisfaction data.  The total number of completed interviews shall be no less than 300 per plan or current CAHPS requirement with at least 1,000 state employees/retirees, and for plans with less than 1,000 state employees/retirees will derive a sample based on a confidence level of 95% ± 5% for most survey questions.   For plans with less than 1,000 state employees, the vendor should exhaust all possible sample in order to meet the required confidence level.  This means the vendor must make at least six attempts to contact selected sample before dispositioning them with an unable to reach code.

5.18 Conduct an analysis of the effect of transitioning to a mixed mode study from an all telephone study and determine the affects of biases caused by survey mode and changes in the representativeness of the study.  Make recommendations to the Department on any adjustments that should be made to health plan scores based on these findings.

5.19 Code survey responses for approximately eighty (80) multiple-choice and composite questions.

5.20 Tabulate, code and convert the survey results into report card scores using the CAHPS recommended methodology using their programming code in SAS and provide a report card in Word based on scoring criteria provided by the Department.  The vendor will add other sections of the report card produced by the Department to this document and will assist in updating and editing the CAHPS text.

5.21  Respond to all inquiries directed to them by the Department regarding survey techniques and methodology and be prepared to provide evidence, supporting validity (statistical significance and data integrity) of the survey results.

5.22 Produce and provide detailed survey results per health plan, and for all plans in total.  Individual health plan performance should be compared to results from the previous year and other benchmarks such as the average of all participating health plans, NCBD averages and Quality Compass averages.  Health plans may be charged for printing costs.  Vendor will provide the Department with a CD with each health plan’s report.

5.23 Produce reports on the relationships of various survey results upon request from the Department.

5.24 Upon request from the Department, rerun the analysis and reports excluding any health plans that will not be participating in the state program in the following calendar year as provided in section 6.26.  Health plans that will not be offered in the following calendar year need to be removed from the analysis that calculates the figures that go into the report card.  Vendor will need to update the report card with the new results and remove health plans from the report card as directed by the Department.

5.25 Produce data files in Excel, SPSS and SAS as provided in section 6.20.  The files must include option fields  (examples include employee type and coverage type) requested by the Department that were provided to the vendor in the original sample frame.

5.26 Produce and submit files and other health plan and sampling information following the format and instructions outlined by the National CAHPS Benchmarking Database (NCBD) to NCBD.

5.27 Directly bill health plans for a portion of the cost of the project as necessary.

5.28 Provide the Department with the following deliverables : 

5.28.1 Copy of the questionnaire (questions, coded responses and script), marking any wording or questions that deviate from the CAHPS methodology.

5.28.2 A skip pattern diagram, illustrating how respondents navigate through each survey mode.

5.28.3 Complete set of results from statistical analysis, including descriptive statistics, significance testing, and star ratings.   The SAS output must be displayed in a Word document and should include a table of contents.  If there are health plans that are included in the study but not included in the final report card, then two versions of the SAS output will need to be produced, one with all the health plans included and one with just the health plans included in the report card;

5.28.4 Data files in a format specified by the Department, as noted in 5.25 and 6.20.

5.28.5 Biweekly progress reports (and upon the request of the Department) on sample disposition, CASRO response rate, complaints received about the survey, and a listing of people who do not want to be contacted for future surveys or by certain survey modes.  This report must include categories for completes for each survey mode and must at minimum, include the disposition categories found in the attached disposition report (see attachment 6).

5.28.6 Documentation of response rate, average response time, and reason for refusal.

5.28.7 Completed report card that integrates CAHPS results with other sections of the report card provided to the vendor by the Department;

5.28.8 Statistical Analysis that identifies areas each health plan could improve performance.

5.28.9 Any other reasonable statistical analysis or report requested by the Department. 

5.28.10 Compilation of biweekly reports at the end of the survey period of the items    described in 5.28.5.

5.28.11 Screen shots of telephone interview and Internet survey.

5.28.12 An electronic copy of the SAS code used to produce the report card results with modifications made to fit the Department’s needs highlighted.

5.28.13 In the event of a transition to a new survey vendor, provide the Department or the new vendor any files or documented need in order to ensure the smooth transition of this project.
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