SECTION 30: SCOPE OF WORK

30.100
Overview

The Contractor shall under the direction of the Department, operate, maintain, modify, change and revise as required the ICI and LTDI Plans during the term of the Contract and provide for an orderly transition of the Plans to any new contractor or the Department at the end of the Contract.  The general scope of work required under this Contract consists of the following seven (7) major tasks summarized below and defined in subsequent sections:

Implementation Phase 

-
Planning Task

-
Transition Task

-
Acceptance Testing Task

-
Implementation Task

Operations Phase

-
Operations Task

-
Maintenance and Modification Tasks

-
Turnover Task

It is absolute top priority that the Contractor process claims timely and accurately according to the Contract no later than day one (1) of the Operations Phase.

30.110
Project Schedule

The Contractor will perform the work described according to the following overall schedule:

Implementation Phase

Operation Task

Planning Task
July 1 – July 31, 2003




1. Contract Initiation

2. Detailed Implementation

3. Requirements Definition

  
    and Design Completed

Transition Task
August 1 – October 31, 2003

1. Software Development

2. System Test Plan

3. ICI and LTDI Plans

    initial paper/electronic

    transfer, conversion, etc.

4. User and technical 

    documentation updated 

      
    and created 

Acceptance 

September 15 - December 29, 2003

Testing Task

1. Acceptance Testing

2. Test Operability of

    Equipment and

    Implementation

3. Convert files

4. Test Operational Readiness

5. Final conversion of ICI and

    LTDI files


Operations Task
January 1, 2004

1. Full claims operations

2. Maintenance begins

The Department will allow for some flexibility in the schedule presented.  Bidders may propose an alternative schedule, which will be subject to Department approval.  In any case, bidders must provide the schedule as part of their proposal.

The bidder must provide at least five (5) days for the Department to review and approve the deliverables and five (5) additional days for any revisions to deliverables required during the tasks.  Due dates identified above are for complete, final versions of a deliverable or for completion of all subtask activities.

30.120
Project Administration

The Disability Programs Bureau Director (Director) will be the Contractor's primary liaison in working with other Department staff during each phase of the Contract.  The Director will be responsible for negotiation of all amendments and disputes.  Disability Programs Bureau policy advisor(s) and other Department management and staff will be available to the Contractor to answer questions regarding policy and procedures, clarify portions of the ICI and LTDI plans, to coordinate responses to Contractor questions, and to refer the Contractor to appropriate Department personnel, if necessary.  The Department will also monitor and assess the Contractor's performance in each of the Plans. 

The Department will monitor and approve progress of all tasks and subtasks against the workplan/task schedule submitted by the Contractor.  The Contractor must maintain and update the workplan/task schedule to reflect current completion status and dates.

Status reports will be delivered to the Director on schedule as determined by the Department, but not less than biweekly and upon request.  Regular status meetings will be held from project start-up through the term of the Contract.

30.130
Project Milestones

Project milestones are listed for each of the seven (7) tasks.  For those tasks occurring during each Implementation Phase, each milestone denotes a critical checkpoint towards the operations date.

The Contractor's workplan must highlight each of the milestones listed.  The Department will monitor the completion of these milestones against the dates specified in the Contractor's workplan.  Compliance with milestone dates in the approved workplan shall be the basis for determining performance and enforcing the performance standards.

Dates for completion of milestones may be changed through prior written Department approval.  Any request for change of a date must be made in writing to the Director.  If the Contractor is delayed in meeting these dates and prior approval not granted, damages may be assessed (see Section 50).

Milestones in the Operations Task are linked to deliverables and time periods necessary to track system or operations deficiencies or to complete requested system modifications. The Department will use these milestones to monitor Contractor compliance and progress.

The milestones in the Turnover Task will allow the Department to track and ensure that turnover responsibilities will be completed on schedule.

30.140
Authorization to Proceed

The Department does not encourage and will not participate in, or in any way be bound by, work which is performed outside the scheduled phases  unless approved by the Department.

30.150
Missed Milestones

Any deliverable that is not received in its entirety and satisfactorily completed on the date specified in the approved workplan or is rejected in whole or in part, results in a missed milestone.  In the event that the Contractor misses any Contract milestone, damages may be assessed by the Department (see Section 50).

Within forty-eight (48) hours of missing a milestone, the Contractor must submit to the Department a Corrective Action Plan.  The purpose of this plan is to document the steps that the Contractor will take to correct the deficiency and bring the project back on schedule. 

The Department will reject any Corrective Action Plan that it is incomplete, unreasonable, or in any way unacceptable and may assess damages (see Section 50).

30.160
Section Organization

The remainder of this section describes the requirements for the work performed under the Contract including the following:

-
General Requirements

-
Implementation Phase Requirements

-
Operations Phase Requirements

-
Turnover Task Requirements

30.200
General Requirements

30.210
Location/Access to Contractor

The Contractor must identify where (location) each ICI and LTDI Plan-related service function will be performed (the Department will support the .5 FTE contractor staff in the Department office in Madison, refer to Section 40.430, BPA14).  These include:

-
Contract administration/State liaison 

-
Checkwrite related activities 

-
Business operational account support (e.g., manual checks, overpayments and accounts receivable handling, cash activity) 

-
Claimant case files 

-
Enrollment processing 

· Report Production 

· Financial oversight operations

· Key Personnel

30.220
Access to Department System

The Contractor will have on-line electronic access to the Department’s WEBS (Wisconsin Employee Benefit System), Step 2000/Visual Info (document imaging system), WiSMART (Wisconsin Accounts Receivable) and, possibly, the Department’s physicians database.  Access is required to the Wisconsin Department of Electronic Government (DEG) mainframe located in Madison, Wisconsin.  A Trusted Partnership Computer Agreement may be necessary.  The Contractor will designate which personal computers (by IP address) will be allowed access through our firewall.  The applications above will be accessed on ETF’s network from a Citrix Metaframe environment.

Computers will require the following minimums to be able to access and use these systems:



Pentium processor – minimum 350 Mhz



128 KB RAM (minimum)



21” Monitor/Video – must support 1600 x 1200 resolution



Printer – HP PCL5 or greater



Windows 98 or above



Persistent Internet Access - T1 or higher (for the Citrix client)


The initial costs for access to our system will be $758.00 per workstation.  This cost includes the license fees for Citrix, Windows and a shared server hardware costs.  (These costs do not include MS Office; each PC will need to have an MS Office license.)  After the initial fee, annual license maintenance fees may be required.
30.221
Security Plan and Access Procedures

The Contractor must provide the Department with a copy of its security plan and access procedures related to these facilities.  Site visit may be required.

30.222
Reliability and Disaster Recovery Plan

The system must be protected against hardware, software, and human error.  The system must include appropriate checkpoint/restart capabilities, file backup and storage capabilities, hardware and software backup, telecommunications reliability, and disaster recovery.

The Contractor will work with the Department to create and put all required disaster recovery documentation/procedures into the Department's business resumption plan.

30.230
Performance Standards

Performance standards for the Plan Contract are described in subsections 30.231 - 30.239, Section 40 and Section 50.  If the Contractor does not meet these standards, the Department may take action in accordance with the procedures stated in Section 50.

30.231
Workplan Dates

The Department requires that the claims processing process and procedures be completed by the Contractor on January 1, 2004.  The Contractor will be required to accomplish certain key transition activities by specified dates in the workplan.  Compliance with the deliverable due dates established in the Department-approved workplan will be binding, unless a Contract modification or change order modifying the key date or deliverable due date has been approved by the Department.

30.232
Deliverables

Unless specified otherwise, one (1) copy of all deliverables required in this section must be delivered to the Department in final form on the dates specified in the approved workplan.  All deliverables must meet the format and minimum content requirements specified by the Department, and require formal approval by the Department.

30.233
Reports and Other Outputs

The Contractor will deliver each ICI and LTDI plan report to the personnel specified by the Department.  Reports will not be shared or delivered to any other entity without the prior written approval of the Department.  The schedule, number of copies, and media for current reports are included in Section 40.  The data for all new reports will be specified by the Department.  The Contractor will be required to update and maintain the report distribution list during the Contract period to incorporate changes required by the Department.

At a minimum, the Contractor will be required to furnish reports on the following schedule:

-
Monthly reports (including pass-through invoices) by noon of the tenth (10th) calendar day after the end of the month.

-
Quarterly reports by noon of the tenth (10th) calendar day after the end of the quarter

-
Annual reports by noon of the twentieth (20th) calendar day following the end of the year (whether State fiscal year, or other annual period) 

-
Ad hoc reports on the date specified by the Department in the report request

-
On-request reports on the date specified by the Department in the report request

Each ICI and LTDI plan output must be produced in the format specified and approved by the Department, and each output must contain accurate data.

30.234
ICI and LTDI Plan Audits

Claims and other transactions must be correctly processed and adjudicated according to the policies of the Department and the Plans.

The Contractor will provide support to the Department during periodic Plan audits conducted by the Legislative Audit Bureau and/or the third party vendor hired for audits.  This support includes assisting the Department and auditors in selection of samples, production of hard-copy documents, and gathering of supporting data. The Contractor will assist the Department in responding to inquiries concerning the audits. 

30.235
Correctness and Timeliness of Payments

All payments, adjustments and other financial transactions made through the Plans must be made on behalf of eligible recipients, and in accordance with the payment rules and other policies of the Department and the Plans.

30.236
Quality Control

The Contractor must have a claims quality control plan and internal procedures to ensure that errors are corrected, monitored and reported at the start of claims processing operations and reported to the Department on a quarterly basis.  This report will be due in accordance with subsection 30.233.

30.237
Personnel

Personnel commitments for key staff as defined in Section 20.650, made in the Contractor's proposal must not be changed without prior written approval of the Department, unless due to the resignation of any named individual.  The Department must approve in advance in writing, any permanent or temporary changes to or deletions from the Contractor's key staff, as finalized in the Contractor's workplan.  The Contractor must supply the Department with an updated organization chart and staffing plan identifying each of the staff whenever a key person is replaced.

During the course of the Contract, the Department reserves the right to approve or disapprove the Contractor's and any subcontractor's staff assigned to this Contract, to approve or disapprove any proposed changes in this staff, or to require the reassignment/removal of any Contractor employee or subcontractor employee found unacceptable by the Department.

Replacement of any personnel, including those who have terminated employment, shall be with personnel of equal ability and qualifications as approved by the Department.  Replacement of Contractor personnel removed for any reason must be accomplished within thirty (30) calendar days of the removal, unless a longer period is approved by the Department.  The Contractor must provide the Department with a resume and references for any member of its staff or of a subcontractor's staff assigned to or proposed to be assigned to any aspect of the performance of this Contract.

The Contractor is responsible for ensuring that all personnel commitments to the Department are upheld and that all personnel are dedicated to performance of the Plan contract tasks.  Any redirection of personnel, either temporarily or permanently, must receive prior approval of the Department.

30.238
Documentation Requirements

All documentation must be produced in a Department-approved format and meet the minimum contents requirements described in the following subsections. All documentation must be updated and maintained throughout the Contract period.  It is imperative that all documentation be:

-
Comprehensive, clear and accurate 

-
Structured so that it is easily maintained 

-
Updated on an ongoing basis throughout the Contract to reflect the current status of the system and submitted to the Department for approval 

-
Free of errors on an ongoing basis and at the time the system is turned over to the Department or its agent at the end of the Contract period

Minimum requirements for each type of documentation are listed in the following sections.

30.240
User Documentation

The Contractor must develop and maintain user manuals for all aspects of claims administration.  User manuals will be initially developed during the Transition Task.  Revisions to user manuals required as a result of acceptance test results will be incorporated prior to the start of operations.  During the Operations Phase, creation of and updates to user manuals must be prepared on all changes, corrections, or enhancements within twenty (20) days of Department approval of the change.  The Contractor will be responsible for the production and distribution of updates to the copies of user manuals.

The following standards apply to the Plan user documentation:

-
Be available and updated on electronic media 

-
Be prepared in a format that facilitates updating. Revisions must be clearly identified.

-
User manuals must be written and organized so that users not trained in administrative services processing can learn from reading the documentation how to access the on-line screens, read subsystem reports, and perform all other user functions.

-
Instructions for sequential functions must follow the flow of actual activity.

-
User manuals must contain a table of contents.

-
Definitions of codes used in various sections of a user manual must be consistent.

-
Mnemonics used in user instructions must be identified and must be consistent with screens, reports, and the data element dictionary.

-
Abbreviations must be consistent throughout the documentation.

-
Field names for the same fields on different records must be consistent throughout the documentation.

-
Each user manual will contain illustrations of screens used in that subsystem with all data elements on the screens identified by number.

-
Each user manual will contain a section describing all reports including the following:

-
A description of each report

-
The purpose of the report

-
Definition of all fields in reports, including explanations of calculations used to create all data

-
A copy of representative pages of each report

-
Instructions for requesting reports or other outputs produced must be presented with examples of input documents and/or screens.

30.241
Workplan

A workplan is required by the Department to monitor the contract implementation efforts. The workplan will be prepared by the Contractor for Department approval.  The Contractor will prepare all sections of the workplan using information from its proposal, and other sources as agreed to by the Department, if necessary.


A Requirements Analysis Document will be required for the ICI and LTDI Plans during the Planning Task.  The workplan must address the following minimum requirements:

-
Identify each requirement defined in the RFP or determined during the requirements analysis. 

· Outline the proposed method of satisfying each requirement.  For each requirement, describe any modifications, which will be required.

· Include a narrative description of the proposed functions, features, and processes of each subsystem where a modification is required. 

-
Include sample screens, input formats, and output formats for any modifications or additions.

30.300
Implementation Requirements

The work performed by the Contractor during the Implementation Phase will be organized under four (4) tasks: Planning Task, Transition Task, Acceptance Testing Task and Operations Task.

30.310
Planning Task

The Contractor will conduct a detailed survey and analysis of the current ICI and LTDI Plans operation(s) including user requirements to refine and finalize the workplan required as part of the bidder's technical proposal.  This task will also result in the workplan reflecting the required Implementation Phase activities.

30.311
Department Responsibilities:

-
Provide all available relevant documentation on current Plan operations. 

-
Provide a general description of Plan requirements.

-
Provide for the transfer of a copy of items needed to operate ICI and LTDI Plans.

-
Coordinate communications and liaison between the new Contractor and the incumbent.

-
Clarify, at the Contractor's request, Department policy, regulations, and procedures.

-
Make staff available to participate in the definition of the Department requirements.

-
Update the frequency, format, media, and numbers of copies for all current reports.

-
Review and approve or require modifications to the Contractor's format and proposed content of the workplan.

-
Review and approve (or request amendment of) the Planning Task deliverables.

-
Monitor progress through status reports and meetings and workplan updates.

-
Review and approve or require modifications to the Contractor's format and proposed content of the workplan

30.312
Contractor Responsibilities:

-
Establish temporary workspace as needed.

-
Become familiar with the ICI and LTDI Plan policies, benefits and requirements.

-
Review of the ICI and LTDI Plan(s), identifying requirements through interviews with Department staff and review of documentation.

-
Finalize the workplan using the format and contents approved by the Department to clearly and specifically define each task and subtask and to specify a completion date for each. 

-
Obtain written approval from the Department for the finalized workplan.

-
Revise the deliverable, if required, using Department review findings to meet content and format requirements.

-
Submit a facilities plan, where functions will be performed.

-
Review current systems and user documentation and request clarifications if deficiencies exist.

30.313
Deliverables:

-
Finalized workplan. 

-
Facilities Plan. 

30.314
Milestones:

-
 Department approval of the workplan.  

-
 Department approval of Facilities Plan.

30.320
Transition Task

The Transition Task will require the Contractor to initially transfer and convert the then current Plan (claimant) files on the Contractor's computer, and design and install Contractor's telecommunications according to the specifications and timeframes outlined in this RFP.  During this task the Contractor will also conduct testing of the system and training of its personnel.  The system documentation and user documentation will be updated to reflect any changes, which occur as a result of the transition.  The Transition Task activities will demonstrate that the Contractor is ready to perform all required functions for the anticipated volume of transactions within the schedules established by the Department and that the Department will be able to successfully undertake the Acceptance Testing Task.

30.321
Department Responsibilities:

-
Provide copies of all current Plan (claimant) files available to support conversion and claims administration.

-
Provide technical assistance in designing communication with State and Local agencies.

-
Provide staff time for training of Department management, administrative, technical, and clerical personnel.

-
Initially provides staff for training Contractor staff on Plans, procedures and guidelines.

-
Review and approve operating procedures defining relationships and responsibilities of Contractor and Department personnel for Plan operations.

-
Review and approve (or request amendment of) Transition Task deliverables.

-
Monitor progress through status reports and meetings and workplan updates. 

-
Review and approve the Contractor's proposed format and contents for the revised systems and user documentation.

-
Coordinate communications and act as liaison between the new Contractor and the incumbent. 

-
Develop and approve bulletins and handbooks for distribution to Employers about the impending change of Contractor. 

-
Advise the new Contractor of any changes being made to the current Plans between the Contract start date and the first day of the Operations Phase. 

30.322
Contractor Responsibilities:

· Establish the claims administration environment necessary to operate the Plans.

· Provide for travel and accommodations for Department staff to train Contractor staff.

-
Install any internal system software, on-line telecommunications, and data entry software and test files necessary to meet claims administration requirements.

-
Develop a plan to convert the claims processing from the incumbent to the contractor.

-
Coordinate with the incumbent through the Department on questions and problems.

-
Identify necessary modification to manual and automated operating procedures and define relationships and responsibilities of the Department and the Contractor.  Report any proposed modifications to current procedures to the Department for approval.  Revise operating procedures as required.

-
Provide procedures for timely updates of the user manuals and distribution of manual amendments to all manual holders. 

-
Prepare a test plan and secure Department approval.

-
Prepare a test results deliverable and secure Department approval.

-
Perform conversion testing as necessary.

-
Provide orientation for Department personnel on Contractor organization, functional responsibilities, and operations.

-
Develop a Disaster Recovery Plan. 

-
Report progress against the workplan by means of status reports, review meetings, and workplan updates.

-
Obtain approval of Transition Task deliverables from the Department.

-
Revise deliverables, if required, using Department review findings to meet content and format requirements.

30.323
Deliverables:

-
Conversion Plan

-
Disaster Recovery Plan

-
Test Plan

-
Test Results

-
Revised Plan user manuals

-
Revised Detailed System Design Document

30.324
Milestones:

-
 Department approval of Conversion Plan 

-
 Department approval of Disaster Recovery Plan 

-
 Department approval of Test Plan 

-
 Department approval of Test Results 

-
 Department approval of revised user manuals 

-
 Department approval of preliminary converted files

30.330
Acceptance Testing Task

The Acceptance Testing Task is designed to demonstrate that the claims administration and management processes meet Department specifications and perform all processes correctly.  Components of the test will require that the Contractor demonstrate readiness to perform all Contractor functions and contractual requirements, including all associated manual processes.

30.331
Department Responsibilities:

-
Design acceptance test criteria review and procedures. 

-
Prepare acceptance test data, in conjunction with the Contractor. 

-
Prepare an Acceptance Test Discrepancy Resolution Plan. 

· Prepare Acceptance Test schedule.  The Department will prepare the acceptance test date, but will depend on the Contractor to prepare and coordinate the actual acceptance test plans.  These plans must be received and approved by the Department. 

-
Monitor Contractor support for acceptance testing and compliance with the test schedule. 

-
Inform the Contractor of any problems/discrepancies.

-
Monitor Contractor response and resolution of discrepancies or problems.

-
Review and approve (or request amendment of) the written report of Contractor's findings.

-
Monitor progress through status reports and meetings and workplan updates.

30.332
Contractor Responsibilities:

-
Provide access for Department representatives at the Contractor's site during Acceptance Testing Task if determined necessary by the Department.

-
Execute acceptance testing according to the schedule provided by the Department.

-
Perform acceptance test activities as defined for regular Operations Task processing using Department-specified inputs.

-
Assist the Department in implementation of the acceptance test 

-
Provide technical and supervisory staff necessary to perform acceptance test activities.

-
Provide timely responses to discrepancy notices.

-
Correct any problems resulting from incorrect computer program code, incorrect file conversion, or incorrect or inadequate documentation or from any other failure to meet specifications or performance standards. 

-
Process, from receipt to final disposition through the production of the checkwrite in a fully operational environment, a representative sample of actual or test claims as designated by the Department for parallel and operational readiness testing; the sample will not exceed a months volume.

-
Prepare the Acceptance Test Results document, including a description of all problems identified and the corrective steps taken and identify any unresolved problems.

-
Report progress on the task in status reports and meetings and workplan updates.

30.333
Deliverables:

-
Written notification by the Contractor that the Plans are operational and ready for acceptance testing. 

-
Acceptance Test Plan. 

-
Acceptance Test Results.

30.334
Milestones:

-
Completion of Plan Acceptance Test Activities. 

-
Department approval of ICI and LTDI Plan Acceptance Test Plan. 

-
Department approval of ICI and LTDI Plan Acceptance Test Results. 

-
Department approval of Contractor's operational readiness.

30.340
Implementation Task

During the Implementation Task, the Contractor will complete case file conversion and implement the Plan.  The Department will determine the schedule of changeover of activities from the incumbent to the new Contractor.  The Department will require the Contractor to begin eligibility and claims processing on a phased-in basis during the month prior to the first day of the Operations Phase.

Approximately 3,000 historical claims and 1,700 open/active claims will need to be converted.  

30.341
Department Responsibilities:

-
Coordinate and monitor final conversion activities, as required, by:

-
Assisting in identifying all sources of data

-
Clarifying, at the Contractor's request, data element definitions, record layouts, and file descriptions

-
Reviewing and approving preliminary converted files (if necessary)

-
Approving final file conversion

-
Arrange for transfer of all required files to the new Contractor.

-
Arrange for transfer of archive files and records.

-
Approve notice to Employers of the new Contractor and the date from which all claims are to be submitted to the new Contractor.

-
Approve all revisions to existing Employer materials, which are revised and distributed by the Contractor.

-
Provide staff time for initial training of the Department management, technical, administrative, and clerical personnel.

-
Monitor progress through status reports and meetings and workplan updates.

30.342
Contractor Responsibilities:

-
Accept all current files from the Department and from the incumbent.  Files may be magnetic tape, disk or paper. 

-
Accept all open claims on hand from the incumbent for completion of processing.

-
Accept all requests for special services (e.g. IME's, FCE's) that are open, pended or otherwise in process to completion of processing.

-
Accept and arrange for storage and back-up of all archive files transferred.  The files shall be maintained using archival-quality media that are retrievable by the Contractor.

-
Conduct final  file conversion where required.

-
Balance files to the Department 's and incumbent's control totals.

-
Correct any problems identified during final file conversion.

-
Provide initial training to Department management, administrative, technical, and clerical personnel.

-
Print and distribute all unique Department forms related to the Plans.

-
Accept claims for processing.

-
Begin processing all claim.

-
Report progress against the workplan by status reports and meetings, and workplan updates.

-
Revise Plan operating procedures, employer manuals, and user manuals as required to reflect the most current information .

-
Prepare and deliver the final version of all user manuals.

-
Prepare a notice to Employers and Employees for Department approval in which transition activities are identified.

30.343
Deliverables:

-
Results of final case file loading and conversion. 

-
Notification from Contractor that the system is fully operational. 

-
Revised operating procedures and user documentation.

-
Revised Manuals.

30.344
Milestones:

-
Department approval of final case file conversion and system tests. 

-
Implementation of Plan processing for all claims. 

-
Department approval of revised operating procedures, employer manuals, and user manuals. 

-
Department approval of Contractor's notice that the system is fully operational.

30.350
Operations Task

A general responsibility of the Contractor is to work with the Department to efficiently implement any required system or operations modifications that result from any legislative or Board mandated changes.

The Contractor is responsible for providing, at the Department's request, ongoing training of Plan-related functions to Department personnel.  Training will be conducted at the Department office unless otherwise specified.  Training time required by the Contractor for Department staff is not expected to exceed 160 hours per year.

30.351
Department Responsibilities:

-
Monitor Contractor performance and compliance with Contract terms and conditions. 

-
The Department will serve as a liaison between the Contractor, the Board and other State agencies and Plan users.

-
Initiate or review and approve operational trouble reports.

-
Monitor the daily operation of the Plans.

-
Monitor the resolution of problems identified by the Contractor or by Department staff.

-
Monitor Plan report production to ensure that reports are prepared and delivered on schedule.

-
Monitor the Contractor's case maintenance process to ensure integrity of the case handling.

-
Notify the Contractor of performance problems, providing written notification of failures to meet performance requirements.

-
Assess and collect consequential and liquidated damages as required.

-
Review and approve user documentation updates.

-
Monitor claims throughout production, claims backlog, and other performance measures.

-
Monitor the Accounts Receivable (overpayments) processes

-
Negotiate all contract modifications or amendments.

-
Review Contractor invoices and supporting documentation, and approve payment.

-
Provide information (Department directives and other informal communications) on changes in Department policy and system requirements.

-
Hold status meetings with Contractor staff to monitor current operations to determine projects to be completed by the Contractor. 

-
Where a deficiency, correction, or maintenance requirement has been determined:

-
Prepare and submit to the Contractor a notice of deficiency.

-
Receive and review notices of deficiencies initiated by the Contractor.

-
Monitor Contractor maintenance activities.

-
Assist the Contractor in conducting a detailed requirements analysis on any major maintenance changes; a major maintenance change is defined as any task projected to require more than 40 hours of professional staff effort.

-
Review and approve requests for minor changes.

-
Review and approve test plans, including testing responsibilities.

-
Assist in the development of test data.

-
Review and approve test results.

-
Review and approve updates to user documentation and operations procedures (if required).

-
Review and approve system documentation.

-
Approve implementation of the maintenance change.

30.352
Contractor Responsibilities:

-
Ensure that Contractor personnel and the claims computer system are accessible to the Department personnel Monday through Friday from 7:45 a.m. to 4:30 p.m. (CST) during all State business days.  Any on-site staff will be required to work the same schedule as the Department staff.

 -
Develop, maintain, and provide access to those records required by the Department to monitor all performance requirements and standards, including, without limitation, reports necessary to show claims throughout activity, claims backlog, and other performance items.

-
Provide staff to correct problems and to support the resolution of discrepancies. This shall include all maintenance activities necessary to ensure the continued efficiency of the Plans.  The Contractor shall also provide staff at the Department when requested.

-
Correct all errors and discrepancies found in the operations.  No additional charges for personnel or computer resources needed to correct the system shall be authorized.

-
Submit an operations status report to the Department when operational problems occur, describing the nature of the problem, the expected impact on ongoing functions, a corrective action plan, and expected time of problem resolution.

-
Submit monthly invoice and supporting documentation for administrative reimbursement of passthroughs.

-
Attend status meetings with Department staff, reporting on current operations status, progress on system maintenance, and modification activities separately and reviewing any deliverables submitted.

-
Document status meetings in writing, summarizing the key points covered.

-
Where a deficiency has been identified:

-
Receive notices of deficiency from the Department advising of potential system deficiencies.

-
Inform the Department when a system deficiency is identified by Contractor staff.

-
Enter the notice identifying the deficiency into the Contract tracking and control system.

-
Present the Department with a corrective action plan.

-
Receive an approved plan from the Department.

-
Take corrective action.

-
Submit test plan, including testing responsibilities.

-
Develop test data.

-
Conduct systems test.

-
Submit test results to the Department.

-
Submit updates to systems documentation.

-
Implement changes in the operational Plan upon approval from the Department.

30.360
Maintenance and Modification Tasks

30.361
System Maintenance:

The Contractor is responsible for maintaining the all requirements of the ICI and LTDI Plans during the Operations Phase.

30.362
System Modifications and Enhancements:

The Contractor will perform software maintenance and modifications during the Operations Phase, as required by the Department.  The Contractor will provide the personnel and materials necessary to perform its responsibilities under the Maintenance and Modification Task in accordance with Section 20.652.  All modifications made under this task must be incorporated into the ICI and LTDI Plan and become the operational responsibilities of the Contractor, unless otherwise agreed to by the Department.

Modifications may result from a determination by the Department that an additional requirement is needed (as a result of Federal, State requirements, mandates or rule changes, Board and Department policy development or modification) or from a determination made by the Contractor and approved by the Department.  This paragraph serves notice to bidders that such modifications may be needed and the Department will require special projects if appropriate.  The Contractor will need to provide the Department with a resource estimate to complete the modification.

30.363
Maintenance and Modification Staff

The Contractor must maintain staff to complete the priorities established by the Department with input from the Contractor. 

Each bidder's proposal must present an organizational structure for the personnel and approach to the Maintenance and Modification Task.

30.364
Scheduling and Monitoring of Task Activities:

Maintenance and Modification Task activities will include enhancements requested by the Department through a directive/request.  The Contractor must respond in writing to these directives/project requests within ten (10) working days of receipt.  The response must contain the Contractor's understanding of the requirement, an estimate of the complexity of the modification, and the impact on operations and other modifications in development. In addition, the response must include specific, detailed estimates of the staff time and computer costs, if any, required to complete the modification.  Personnel assigned, the number of hours each will be assigned to the modification, and the work schedule must be included.

The Contractor must submit to the Department the quarterly reports to document progress on Maintenance and Modification Task activities and their effect upon or relationship to ongoing operations issues.  The format of these reports will be determined by the Department and Contractor.

30.365
Department Responsibilities:

-
Hold status meetings with Contractor staff to monitor current operations and progress on Maintenance and Modification Task activities.

-
Approve priorities of maintenance and modification requests.

-
Prepare sign-off/project requests and submit them to the Contractor.

-
Receive and review Maintenance and Modification Task work requests proposed by the Contractor.

-
Monitor project request activities.

-
Assist the Contractor in conducting a detailed requirements analysis on any major changes.

-
Review and approve required maintenance and modification description for minor changes.

-
Review and approve the detailed system design of each major change.

-
Review and approve modification test plans, including testing responsibilities.

-
Review and approve test results.

-
Review and approve updates to user documentation, operations procedures and employer manuals (if required).

-
Approve implementation of the maintenance or modification activity.

30.366
Contractor Responsibilities:

-
Provide a Maintenance and Modification Tasks staff for the ICI and LTDI Plans to correct operational problems and to support the resolution of discrepancies.  This shall include all maintenance activities necessary to ensure the continued efficiency of the Plans.  The Contractor shall also provide staff at the Department when requested.

-
Correct all errors and discrepancies found at no additional charge for staff or computer resources needed to maintain or correct the system.

-
Submit an operational trouble report to the Department when operational problems occur, describing the nature of the problem, the expected impact on ongoing functions, a corrective action plan, and expected time of problem resolution.

-
Attend status meetings with Department staff, reporting on current operations status and progress on system maintenance and modification activities.

-
Document status meetings in writing, summarizing the key points covered, and provide a draft of this summary no later than 4:00 p.m., Central Time, the second working day after the meeting.

-
Receive work requests from the Department.

-
Provide consultation to the Department in the development of maintenance and modification requests.

-
Submit a project request to the Department for maintenance or modifications proposed by the Contractor.

-
Conduct a detailed requirements analysis for major changes and submit it to the Department for approval.

-
Prepare an estimate of staff effort and schedule, including impact on other projects and priorities.

-
For minor changes, prepare a description of the required maintenance or modification activities.

-
For major changes, develop detailed system design documentation.

-
Prepare and submit a test plan for Department approval 

-
Perform work assignments according to priorities set by the Department.

30.367
Deliverables

-
Scheduled quarterly reports.

-
Work requests.

-
Detailed staffing estimates and proposed schedules.

-
Descriptions of required maintenance and modifications activities for minor changes.

-
Requirements analysis documents for major changes.

-
System test plan and results.

-
Updates to user documentation, operational procedures, and employer manuals.

30.368
Milestones

-
Submission of project requests.

-
Agreement upon estimated priority, staffing, and schedule for each request.

-
Department approval of proposed requests.

-
Department approval of requirements analysis document (major changes).

-
Department approval of detailed system design documentation (major changes).

-
Department approval of test plan and results.

-
Department approval of updates: user manuals, operating procedures, and employer manuals.

30.370
Turnover Task

Prior to the conclusion of the Contract, the Contractor must provide, if requested by the Department, assistance in turning over the Plan’s administration and all related documentation to the Department or its agent.

30.371
Department Responsibilities

-
Review and approve a turnover plan to facilitate transfer of the system to the Department or its designated agent.

-
Review and approve a statement of staffing and hardware resources required to take over operation of the Plans.

-
Request that turnover services be initiated by the Contractor.

-
Make Department staff or designated agent staff available to be trained in the operation of the system.

-
Coordinate the transfer of system software and files.

-
Coordinate the termination or assumption of leases of system hardware and software.

-
Review and approve a turnover results report that documents completion of each step of the turnover plan.

-
Obtain post-turnover support from the Contractor at no extra charge for ninety (90) days following Contract termination.

30.372
Contractor Responsibilities:

At least twelve (12) and six (6) months prior to the end of the three (3) year operational period, the Contractor must provide to the Department a turnover plan.  The plan shall include:

-
Proposed approach to turnover

-
Tasks and subtasks for turnover

-
Schedule for turnover

-
Production program and documentation update procedures during turnover

Develop an ICI and LTDI Plan Requirements Statement

At least twelve (12) months prior to the end of the three (3) year operational period, the Contractor must furnish to the Department a statement of the resources, which would be required by the Department or another contractor to take over operation of the ICI and LTDI Plans.

The statement must include an estimate of the number, type, and salary of personnel to operate the equipment and the other functions of the ICI and LTDI Plans.  The statement shall be separated by type of activity of the personnel.  The statement of resource requirements will be based on the Contractor's experience in the operation of the Plans and will include actual Contractor resources devoted to the operation of the system.

Update ICI and LTDI Plans Turnover Plan

At least six (6) months prior to the end of the Contract or at least six (6) months prior to the end of any contract extension, the Contractor shall provide an updated ICI and LTDI Plans Turnover Plan and ICI and LTDI Plans Requirement Statement.

Provide Post-Turnover Services

In order to provide post-turnover support, the Contractor must provide, at no charge to the Department, the services of an on-site (at new vendor) senior systems analyst and a senior programmer/analyst who have worked at least one (1) year on the system with the Plans.  These two individuals are required to be on-site for the 90 days (at the vendor) following Contract termination as approved by the Department.

The Contractor must also be responsible for, and must correct at no cost, any malfunctions which existed in the system prior to turnover or which were caused by lack of support at turnover, as may be determined by the Department, for up to six (6) months after turnover.

30.373
Deliverables

-
ICI and LTDI Plans turnover plan

-
ICI and LTDI Plans requirements statement

-
ICI and LTDI Plans software, files, and operations documentation

-
Turnover results report

30.374
Milestones

-
Department approval of the ICI and LTDI Plans  requirements statement

-
Request for turnover services by the Department 

-
Completion of turnover training

-
Completion of turnover
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