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OMPP Operational Verification and Validation 
Attachment K
Scope of Work
1.0 Introduction 
The State of Indiana, and its Family and Social Services Administration (“FSSA”) and Office of Medicaid Policy and Planning (“OMPP”) hold its vendors accountable for the goods and services the State procures with tax payer dollars. In support of this mission, FSSA and OMPP seeks to engage an Operational Verification and Validation (“OV&V”) vendor to measure, monitor and validate the performance of OMPP’s key Vendor. OMPP’s OV&V Vendor will also provide critical support and subject matter expertise to OMPP. The anticipated Go-Live for the Contract and duties contemplated by this RFP is January 1st, 2023.
This Scope of Work (SoW) should be referenced by a Respondent in its preparation of its Technical Proposal. Also, a Respondent’s Technical Proposal should be prepared in consultation with Attachment F Technical Proposal Instructions. The Technical Proposal is where a Respondent articulates its proposed solution, including any technology and services it proposes to provide to the State.
2.0 [bookmark: _Toc82616214]Definitions
CMS shall mean the Centers for Medicare and Medicaid Services, a federal agency within the Department of Health and Human Services. 
Change Request shall mean a request, submitted by the Contractor, the State, or a Vendor to FSSA, to perform services or provide goods other than those contemplated by the Contract or a Vendor’s respective contract. The definition of Change Request does not apply to any changes Contractor or Vendor are already obligated to provide under the Contract or a Vendor’s respective contract, including without limitation changes to correct deficiencies and changes to any system or software that is considered maintenance or routine upgrades or updates. Change Requests may be used, among other things, for: 
· System changes; and
· Special projects, training or other services required by FSSA. 

Client shall mean an individual resident of Indiana that is the recipient of the goods or services of a Program. See also “Member.”
Contract shall mean, when capitalized, the contract or contracts, between the State and Contractor resulting from this RFP. 
Contractor shall mean the Respondent or Respondents selected as a winning vendor as a result of this RFP and any and all subcontractors to that contractor, collectively.
OMPP shall mean the Office of Medicaid Policy and Planning, a division of the FSSA.
FSSA is defined as the Indiana Family and Social Services Administration, including its subdivisions, including but not limited to the Office of Medicaid Policy and Planning.
HIPAA shall mean the Health Insurance Portability and Accountability Act of 1996, the Health Information Technology for Economic Clinical Health Act (“HITECH”), and the associated privacy and security rules located in 45 CFR §§ 160 and 164.
IEDSS shall mean the Indiana Eligibility Determination Services System (IEDSS) which is the state eligibility system. IEDSS encompasses the system capabilities to support individual eligibility and enrollment for Indiana’s public assistance programs.
Member is defined as an individual resident of Indiana that is the recipient of Medicaid. See also “Client.”
MES is defined as the Medicaid Enterprise Systems which is an integrated group of procedures and computer processing operations (subsystems) developed at the general design level to administer Medicaid business functions. It was formerly known as MMIS. 
MMIS is defined as the Medicaid Management Information System which is an integrated group of procedures and computer processing operations (subsystems) developed at the general design level to administer Medicaid business functions. Now known as MES. 
Respondent shall mean the bidding entity which submits a proposal in response to this RFP.
State shall refer to the State of Indiana and its agencies.
Vendor shall mean a person or company that has a contract with the State to provide goods or services.
3.0 [bookmark: _Toc82616215]Overview of Current OV&V Operations
OMPP currently contracts with a number of Vendors to perform services related to the Medicaid Enterprise Systems (MES), which is an integrated group of procedures and computer processing operations (subsystems) developed at the general design level to administer Medicaid business functions. These business functions include, but are not limited to, administrative program and cost control, beneficiary and provider inquiries and services, operations of claims control and computer capabilities, and management reporting for planning and control. 
The duties that the Contractor shall perform for the State will primarily relate to the CoreMMIS Vendor. The CoreMMIS Vendor is responsible for the following systems and business processes: Systems Maintenance & Operations, Data Management, Reimbursements and Claims, Fiscal Agent and Accounting, Member Services, Provider Services, Credentialing, Call Center and Service Desk, Electronic Visit Verification, Third Party Liability Recoveries, and Cost Avoidance.
The State’s contract with the current CoreMMIS Vendor is set to run through June 30, 2023. The State has announced an award for RFP #22-70376 which sought proposals from Vendors interested in serving as the State’s CoreMMIS Vendor beginning July 1, 2023. A copy of this RFP is included as Attachment L. 
At a high level, OV&V services which the Contractor provides for OMPP include, but are not limited to, the following:
· Verification of CoreMMIS Vendor invoices 
· Measurement of CoreMMIS Vendor performance in relation to contractual performance metrics
· Utilization of the CoreMMIS Vendor quality system and tools to validate reported performance metrics
· Oversight of CoreMMIS Vendor project management over select initiatives, including Change Control, risk management, testing, etc.
· Generation of periodic and ad hoc reports regarding CoreMMIS performance
· Provision of compliance support for CoreMMIS
· Validation of provider enrollment through credentialing activities
· Provision of additional support on various ad hoc requests and projects
A list of the periodic reports prepared by the current OV&V vendor is available as Attachment M.
4.0 [bookmark: _Toc82616216]Mandatory Requirements
In order to be eligible for consideration by the State, a Respondent must meet the following Mandatory Requirements:

a. The Contractor must comply with all applicable State and Federal Laws and Regulations.
b. The Contractor must comply with all Indiana Office of Technology (IOT) security policies (available at http://www.in.gov/iot/2394.htm) as well as all FSSA specific policies (set forth in greater detail in Attachment B, Sample Contract). These security policies are subject to modification during Contract negotiations pending changes to pending Federal law and FSSA policy.
c. The Contractor must not use or further disclose Protected Health Information or private data other than as permitted by the Contract or required by applicable law.
d. The Contractor has experience providing Verification and Validation, Quality Assurance, and/or Project Management services for a government client.
e. The Contractor shall not share ownership with, or have a financial interest in, any of the vendors for which it performs, on behalf of the State, oversight and validation duties.
i. Subcontractors of the Contractor shall not be involved in the oversight and validation duties for a vendor with whom it subcontracts on another contract.
j. For evaluation purposes, this means that the Respondent and all of its subcontractors must not have a financial relationship or ownership, or financial interest in, the State’s current CoreMMIS vendor.
5.0 [bookmark: _Toc82616217][bookmark: _Hlk105093990]Oversight, Validation and Related Duties Pertaining to the CoreMMIS Vendor
The Contractor will perform these duties on behalf of OMPP in its oversight of its CoreMMIS Vendor. The State may replace the CoreMMIS Vendor with a different company or companies and the Contractor shall continue its services to oversee and validate any Vendor(s) obtained as a replacement by the State for the scope identified in this RFP. As directed by OMPP, the Contractor may be asked to support and monitor the transition activities between current and replacement Vendors. In the event the State wishes to engage the Contractor to oversee and validate performance of additional, non-CoreMMIS vendors, the State will work with the Contractor to amend the contract to contemplate this work. 
5.1 [bookmark: _Hlk105094148][bookmark: _Toc82616234]Measurement and Management of CoreMMIS Vendor 
The Contractor shall verify and validate the quality of the CoreMMIS Vendor’s performance, invoices, deliverables, and/or Performance Indicators/Metrics as directed by OMPP. This includes such duties as:
5.1.1 Key Performance Metric (KPM) Review and Validation
On a monthly basis, the Contractor shall verify submission of KPM artifacts and validate all artifacts contain appropriate information attesting to the success or failure of the KPM.
5.1.2 Corrective Action Plan Monitoring 
When applicable, the Contractor shall verify the CoreMMIS Vendor is adhering to all timelines and requirements set forth in the State approved Corrective Action Plan.
5.2 [bookmark: _Hlk105094162]Invoice Monitoring
The Contractor shall review invoices from the CoreMMIS Vendor for accuracy with a frequency specified in the Vendor’s contract, which is typically monthly. Specifically, the Contractor shall review the modification pool invoicing against timekeeping and change history to confirm accuracy and billability. 
5.3 [bookmark: _Toc82616224]Report Generation 
The Contractor shall produce, at a minimum, the periodic reports identified in Attachment M most of which relate to CoreMMIS Vendor activity and performance. The Contractor also prepares a reasonable number of ad hoc reports and data queries, as requested by OMPP, without additional charge to the State. For more information on reporting, please see Section 6.
5.4 [bookmark: _Hlk105094181][bookmark: _Toc82616225]Conduct Deliverable and Work Product Review 
The Contractor shall formally review deliverables and other work products produced by the CoreMMIS Vendor. The Contractor shall work with the State and the CoreMMIS Vendor throughout the entire deliverable and work product development, review, comment, and approval process. The Contractor shall assist the State in defining and evaluating the format and content of deliverables and work products. 
At present for the CoreMMIS Vendor, the Contractor shall review Software Development Life Cycle Deliverables to support FSSA approval of migration to next project state. This review is expected to occur weekly with delivery occurring five (5) business days following CoreMMIS Vendor notification and before implementation if possible. 
5.5 [bookmark: _Hlk105094194]Project Release Review 
On a weekly basis, the Contractor shall incorporate updates from systems and source data provided by the CoreMMIS Vendor into condensed project release review format. This includes, but it not limited to, notations of changes, depictions of schedules, and descriptions of release capacity threats.
5.6 [bookmark: _Hlk105094205]Monthly Status Report Review 
On a monthly basis, the Contractor shall review an account report provided by the CoreMMIS Vendor for defect or unexplained performance departure from analogous, previous month, quarter, or year. The Contractor shall also track vendor explanations to recognize trends in data and limit the focus to unexplainable events or anomalies. 
5.7 [bookmark: _Hlk105094215]Capitation Findings Review
On a monthly basis, the Contractor shall sample capitation rate payments to verify the accuracy of payments based on the CoreMMIS Vendor’s rate.  
5.8 [bookmark: _Hlk105094237]Provider Enrollment Monitoring
The CoreMMIS Vendor acts as providers’ point-of-contact to enroll in Medicaid, which involves gathering and inputting provider details, such as payment, banking, and credentialing information. The Contractor shall monitor the quality, efficiency, and accuracy of the enrollment process. Additionally, the Contractor shall review and analyze a random sample of processed provider applications for accuracy.
5.9 [bookmark: _Hlk105094255]Claims Payment Auditing
The CoreMMIS Vendor pays valid claims submitted by Providers. The Contractor shall audit these claim payments to monitor accuracy and timeliness. 
5.10 [bookmark: _Hlk105094265]Call Center Monitoring
The Contractor shall provide quality checks of call center deliverables to ensure accuracy and timeliness. This may be conducted by auditing the CoreMMIS Vendor’s monthly quality assessment. 
5.11 [bookmark: _Hlk105094277]Public Health Emergency Unwind Support
During the COVID-19 Public Health Emergency (PHE), the State paused processes related to the redetermination of Medicaid eligibility and subsequent disenrollment. As the PHE concludes, the Contractor shall support the State in reinstituting these practices by providing quality checks, validating results, and conducting other OV&V and project management activities as requested. 
5.12 [bookmark: _Hlk105094288]IEDSS & CoreMMIS Reconciliation Support
After the Public Health Emergency related activities have concluded, the State will conduct a full reconciliation of the Indiana Eligibility Determination System (IEDSS) and the Medicaid Management Information System (CoreMMIS). The Contractor shall support these efforts by providing quality checks, validating results, and conducting other OV&V and project management activities as requested. 
5.13 [bookmark: _Toc82616223][bookmark: _Hlk105094298]Training Review and Support 
The Contractor shall support OMPP by verifying and validating new-hire and ongoing training development, delivery, and success.
The Contractor will review CoreMMIS Vendor’s training materials that are developed to incorporate changes in policy and procedures as a result of a Systems Change, Maintenance Release, and/or policy change. Discrepancies shall be brought to the attention of OMPP Management Team.
5.14 [bookmark: _Toc82616232][bookmark: _Hlk105094308]Meeting Facilitation and Participation 
The Contractor shall, as directed by OMPP facilitate meetings on behalf of the State. This shall include at a minimum, the following: 
· Establishing and distributing agendas;
· Scribing meeting minutes;
· Tracking action items; and 
· Distributing and/or archiving all meeting documents.
5.15 [bookmark: _Toc82616222][bookmark: _Hlk105094322]Systems Change Control Support 
The Contractor shall support OMPP in the management of the CoreMMIS Vendor making changes to State systems. An example of a possible support activity is evaluating which systems changes are considered enhancements and which are considered maintenance according to the Vendor’s contract. 

a. [bookmark: _Toc269945392][bookmark: _Toc422496287]Regression Testing Support
For each quarterly regression testing cycle, or as requested by the State, the Contractor shall conduct a thorough review of the results provided by the CoreMMIS Vendor and closely monitor the progress of tests planned versus those that are executed. For any defects discovered, the contractor shall track and monitor the priority and resolution of each outstanding defect. 

b. Monitor POA process
The Contractor will review the CoreMMIS vendor plan of action (POA) fixed bids for all change requests for accuracy and those required documents are present when the POAs are sent to the State for approval. 
6.0 [bookmark: _Toc82616247]Reporting 
The Contractor must submit various reports as detailed in Attachment M. Reports may include, but are not limited to the following:
6.1 [bookmark: _Toc82616248]CoreMMIS Vendor Reports
6.1.1 Schedule Variance Report
On a monthly basis, the Contractor shall report the running average deviation of actual implementation dates from those originally requested by OMPP. 
6.1.2 Estimate Variance Report 
On a monthly basis, the Contractor shall report the running average deviation of actual implementation effort from those originally estimated by the CoreMMIS Vendor. 
6.1.3 Regression Testing Report
On a quarterly basis, the Contactor shall conduct and report on an assessment of regression test scenario adequacy, execution status, results, root cause analysis, and resolution.  
6.1.4 Claim Performance Report 
On a monthly basis, the Contractor shall review and compile a report of KPMs prioritized by OMPP including, but not limited to, the time to adjudicate all claims (e.g., clean paper claims and clean electronic claims), the resolution rate, and adjustment quality rate. 
6.1.5 System Availability Performance Report
On a monthly basis, the Contractor shall review and compile a report of the availability and responsiveness based on the CoreMMIS Vendor’s contract requirements  
6.1.6 508 Compliance Report
On a quarterly basis, the Contractor shall review and compile a report of 508 compliance execution, results, root cause analysis, and resolutions.
6.1.7  Provider Enrollment Operations Report 
On a monthly basis, the Contractor shall conduct a quality review of the new Provider Enrollment Operations reports and other reports that are the foundation of the communication process for required recertification and revalidation of providers' enrollments. These reports are also direct contributors to invoices for postage costs.
6.2 Monthly Status Reports
The Contractor must produce a Monthly Status Report (MSR) for OMPP which provides a summary of OV&V work and activities completed for the prior month. The content and format of the MSR is developed with State input. 
6.3 [bookmark: _Toc82616249]Quarterly Project Assessment Reports 
The Contractor must produce, separately for OMPP, a Quarterly Project Assessment Report (QPAR) which analyzes the CoreMMIS Vendor’s performance. The content and format of the QPAR will be developed with State input.
6.4 [bookmark: _Toc82616250]Ad-Hoc Reports
The Contractor shall prepare a reasonable number of ad hoc reports and data queries, as requested by OMPP, without additional charge to the State.
7.0 [bookmark: _Toc82616251]Offices 
a. While the Contractor’s team may utilize a flexible, remote work style, the Contractor must have a dedicated office or field office within ten (10) miles of the FSSA offices located at 402 West Washington Street, Indianapolis, IN 46024. 
i. In lieu of space furnished by the Contractor, the State reserves the right to, at its discretion, furnish space for the Contractor in lieu of paying the Contractor for this expense. This could include space furnished by OMPP at the Indiana Government Center or at a location leased by the State. Changes to an agreement between the Contractor and the State shall be reflected in total costs. 

Accordingly, the Contractor may propose a cost associated with this office in its Cost Proposal (see Attachment D). However, the State may, prior to the contract’s start elect to provide space for the Contractor and not pay this expense. The State may, at its sole discretion, may make a final determination in this regard prior to the contract’s start.
b. The Contractor shall supply its own computers and software for its team, regardless of their office location. The Contractor must comply with all applicable IDOA policies regarding Contractor provided technology.
c. The Contractor’s team must be made available, as requested, to present on-site at the FSSA offices as needed, regardless of the principal location of the Contractor’s team members. 
8.0 [bookmark: _Toc82616252]Project Management 
8.1 [bookmark: _Toc82616253]Transition from Incumbent 
If applicable, Contractor shall prepare a master work plan for the transition from the Incumbent provider to Respondent’s solution at least forty-five (45) days before the projected commencement of oversight duties under the Contract. The projected go-live date of this Contract is January 1st, 2023. At a minimum:

a. The Contractor’s work plan must describe all tasks, deliverables, schedules, task dependencies and identification of resource requirements for the Contract, including but not limited to the transition of services from the Incumbent.
b. The Contractor’s work plan must include the proposed start and completion dates for each deliverable;
c. The Contractor’s work plan must detail all tasks requiring FSSA and other State resources (including but not limited to the Indiana Office of Technology), summarize the proposed use of OMPP and other State resources, and state any assumptions regarding anticipated involvement of these resources. Further, the Respondent must agree that it is Contractor's obligation to identify its task dependencies on OMPP resources or tasks, and that the Contractor retains the final responsibility for performance of its obligations including the quality of the deliverables. To the extent that OMPP review or approval is required of a document, plan or deliverable, OMPP shall have ten (10) business days to review first drafts and five (5) business days to review any revised drafts.
d. The Contractor’s work plan shall demonstrate an understanding of Medicaid and the CoreMMIS Vendor for which the Contractor shall have oversight and verification responsibilities under the Contract.
8.2 [bookmark: _Toc82616254]Steady State Management 
At least thirty (30) days before the projected go-live date of the Contract, the Contractor shall provide a detailed project management plan which explains how the Contractor shall ensure the timely delivery of quality services to the State. This project management plan will be subject to State review and approval. Such a plan shall:

a. Describe the overall project management approach, including but not limited to planning, organizing, and managing Contractor staff and activities throughout the term of the Contract in a manner that ensures the smooth administration and completion of deliverables.
b. Describe what project management tools, if any, will be used by the Contractor.
c. Detail Contractor’s approach to promoting teamwork, facilitating effective communication, and supporting collaborative efforts among the Contractor, any subcontractors, the CoreMMIS Vendor, OMPP, and OMPP designees.
d. Describe the Contractor’s plan to work collaboratively with OMPP to address stakeholder needs and any issues that require resolution.
e. Describe how the Contractor plans to administer the Change Control process, including Change Requests from the State in response to routine reference/rule changes, capitation rate administration and reconciliation, etc.
8.3 [bookmark: _Toc82616255]Communication Plan 
At least thirty (30) days before the projected go-live date of the Contract, the Contractor shall provide a communication plan describing how the Contractor will work with OMPP and other stakeholders to facilitate communication and coordination. Such plan shall include, but not be limited to:
a. Proposed meetings, their attendees and cadence.
b. Periodic written updates.
c. Proposed team members who will serve as key points of contact for certain functions (data lead, quality lead, Project Manager, etc.)

This Communication Plan shall be subject to State review and approval.
8.4 [bookmark: _Toc82616256]Issue Resolution Plan 
At least thirty (30) days before the projected go-live date of the Contract, the Contractor shall provide a plan to identify, track, and resolve issues which may arise between Contractor and the State in the performance of duties under the Contract. Such plan should include:
a. Any trouble-shooting tools and techniques that will diagnose issues with networks, services, equipment, software, and data.
b. The approach and metrics to measure the success of its issue resolution efforts.
c. FSSA’s right to approve all issue resolution plans and procedures prior to implementation.

This Issue Resolution Plan shall be subject to State review and approval.
9.0 [bookmark: _Toc82616257]Staffing 
9.1 [bookmark: _Toc82616258]Project Staffing 
The Contractor shall provide a detailed staffing organization chart of the number and type of staff resources to be assigned to the Contract. The staffing chart must contain the following information: 
a. Include the roles and qualifications of each proposed team member.
b. Include and identify any subcontractors and their proposed function. 
c. Identify the geographic location of each proposed team member.
d. Identify any known changes throughout the term of the Contract (i.e., changes between implementation and steady-state operations).
e. Confirm that all Contractor and subcontractor staff assigned to the project shall be located within the United States for the duration of the contract.
9.2 [bookmark: _Toc82616259]Key Persons 
The Contractor shall assign a dedicated Project Manager. The Project Manager(s) shall be a Key Person(s) under the Contract. The Project Manager(s) shall have at least five (5) years of experience managing similar projects of comparable size and complexity. 
Other Key Persons may be identified in the final Contract.
Contractor provides assurances that Key Personnel, identified in the Contract, may not be reassigned, replaced or added during the term of the Contract without the State’s prior written consent.
9.3 [bookmark: _Toc82616260]Continuity and Availability of Personnel 
Contractor shall maintain policies and plans to ensure continuity of personnel throughout the Contract term. Such policies and plans shall reflect that FSSA’s Contract(s) would maintain priority in the case of any conflict in staffing another engagement. Further, a minimum of two (2) weeks’ notice shall be provided to the State for any planned absences of Key Personnel along with a mitigation plan to ensure continuity and coverage during said absence.
10.0 [bookmark: _Toc82616261]State Resources for OV&V Vendor 
10.1 [bookmark: _Toc82616262]State Roles and Resources 
The State shall provide guidance and approval, collaborate on projects, receive reports, and make ad-hoc requests.
Training materials will be available to those who have access to State systems/tools, but it is expected that the Contractor remain the Subject Matter Experts (SME). To the extent that they would like to, the State would make these materials available.
10.2 [bookmark: _Toc82616263]State System Access 
The State shall provide the Contractor with all relevant and necessary access to State systems necessary to perform any of the duties contemplated by the Contract.
11.0 [bookmark: _Toc82616264]Security and Risk Mitigation 
11.1 [bookmark: _Toc82616266] Risk Management and Mitigation 
At least thirty (30) days before the projected go-live date of the Contract, the Contractor shall provide a Risk Management and Mitigation plan, including its process for documenting and reporting risks and risk status to the State. This plan should include:
a. Contractor’s plan to identify potential risks and develop recommended steps to mitigate those risks. 
b. Contractor’s plan to track and manage the implementation of any mitigating steps. Any proposed tool(s) to track, manage, and report risks and to facilitate the Contractor’s Risk Management Plan.
c. The benefits of the recommended risk management and mitigation process to FSSA.
d. That FSSA reserves the right to retain access to all of the Contractor’s risk management tools and reports.

The State reserves the right to approve the Contractor’s Risk Management Plan, process, and tools.
11.2 [bookmark: _Toc82616267]Ensuring Data Security 
At least thirty (30) days before the projected go-live date of the Contract, the Contractor shall provide Contractor’s plan to secure and protect the State’s data, including but not limited to member PHI. Such plan should include:
a. Steps taken by respondent to ensure that PHI is not used, disclosed or maintained in a manner not in accordance with the law and best practices.
b. Respondent’s policy for the secure destruction of information.
c. The security and privacy features of the proposed technology.
d. How the Respondent’s solution will use the State’s Active Directory repository to authenticate users, where applicable. 
e. A description of the architecture to authorize users within the system.
12.0 [bookmark: _Toc82616268]Service Levels and Performance Management
10% of the Contract’s potential remuneration will be earned through the Contractor meeting certain mutually agreeable service levels. Therefore, each month, the Contractor shall invoice for 90% of the Contractor’s monthly charge (100% of the monthly charge minus the 10% withhold amount) pending verification of the Contractor’s performance against the Performance Metrics described in the Performance Metrics Table below. Service levels will be developed, in part, based on Respondents’ proposed metrics.

12.1  Validation of Performance to Invoice for Amounts Withheld
Each month, the Contractor shall submit the requisite reporting to support verification of performance no later than the 15th calendar day of the following month to the State.
Following the State’s verification that Contractor successfully met the requirements for all Performance Metrics in a given month, the Contractor may invoice the State for the withheld funds described above with the subsequent month’s invoice (for example, if Contractor successfully meets all the Performance Metrics for January, and verification is completed in February, the portion of the January invoice that was withheld can be claimed with the February invoice). 
Verification of Contractor’s success or failure to achieve Performance Metrics may be performed by the State or by a designated State contractor.
If a report listed in the Performance Metrics table below is discontinued at the State’s request, the associated Performance Metric shall not be enforced or factored into withhold calculations.
12.2  Failure to Meet the Service Levels for One or Two Metrics – Corrective Action Plan 
If Contractor fails to meet the requirements for one (1) or two (2) Performance Metrics (“missed Metric(s)”) in a given month, the Contractor must submit a Corrective Action Plan (CAP) to the State within fifteen (15) calendar days following the documentation of failure to meet the Metric(s). The State shall review and make reasonable efforts to approve the CAP within ten (10) calendar days of the CAP being received. 
The State will continue to withhold funds for the month in which the Contractor failed to meet the missed Metric(s) and all subsequent months until Contractor demonstrates that the CAP has been implemented and further successfully meets the missed Metric(s) for two consecutive months following the implementation of the CAP.
12.3 Successfully Meeting One or Two Missed Metric(s) and Invoicing for the Withheld Amount
Following verification that the missed Metric(s) have been met for two consecutive months as described in Section 12.2 above, Contractor may invoice the State for release of all withheld funds.

12.4 Failure to Meet the Service Levels for Three (3) or More Metric(s) – Permanent Withhold 
If Contractor fails to meet three (3) or more Performance Metrics in any given month, the State shall permanently retain the 10% withheld for that month’s invoice. Withheld amounts permanently retained by the State under this provision are not penalties or damages, but rather the payment of lower amounts for lower quality performance and value of services delivered by the Contractor under this Contract. 

12.5 Failure to Meet the Service Levels for Same Metric(s) for Three Consecutive Months – Permanent Withhold 
If the Contractor fails to meet the same Performance Metric for three consecutive months, the funds withheld for those months shall be permanently retained by the State due to overall diminished quality and value of services delivered by the Contractor under this Contract.
13.0 [bookmark: _Toc82616269]Service Performance Metrics
Service levels will be tied to compensation are timeliness and ongoing performance of the Contractor. The performance plan, service levels and deadlines are to be negotiated with the Contractor. Please see Table 1 below for specific Performance Metrics the Contractor shall be held responsible for in this Contract.
Table 1: Performance Metrics Table
	Metric Number
	Metric Subject
	Performance Criteria
	Minimum Performance Level

	1
	Pricing Accuracy
	Invoices submitted by Contractor to the
State shall accurately reflect the prices in
the Contract.
	Each invoice must be
100% accurate

	2
	Invoice
Completeness
	Invoices submitted by Contractor must
completely reflect 1) the work performed
in the subject month, 2) the amount to be
withheld in accordance with this exhibit
pending review of Contractor
performance, and 3) any amount
previously withheld pending verification of
performance
	Each invoice must be
100% accurate

	3
	Ad Hoc Reports
	Contractor must provide requested Ad
Hoc reports, or an explanation for why the
request report is not feasible, within three
(3) business days of the request by the
State or its designee. Reports should be
accurate and free of errors.
	90% of requests
satisfied within the 3-
day timeframe.
Reports shall be
accurate and free of
errors.

	4
	Project Milestones Report (PMR)
	Contractor shall deliver the Project
Milestones Report (PMR) on or before the due
date stipulated in the Contract. Reports
should be accurate and free of errors.
	Delivery on or before
Change Review
Session, as
scheduled by State.
Reports shall be
furnished such that
corrections and
resubmissions do not
occur.

	5
	Monthly Summary Report
	Contractor shall deliver the Monthly
Summary Report on or before the due
date stipulated in the Contract. Reports
should be accurate and free of errors.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	6
	Claim Operations Report
	Contractor shall deliver the Claims
Operations Report on or before the due
date stipulated in the Contract. Reports
should be accurate and free of errors.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	7
	Vendor Monthly Status Report Review 
	Contractor shall deliver the Vendor
Monthly Status Report Review (for all
applicable Vendors) on or before the due
date stipulated in the Contract.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	8
	System Availability Report
	Contractor shall deliver the System Availability Report on or before the due
date stipulated in the Contract. Reports
should be accurate and free of errors.
	Delivery on or before the end of the month
following the reporting
period Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	9
	Regression Testing Report
	Contractor shall deliver the Regression
Testing Report on or before the due date
stipulated in the Contract. Reports should
be accurate and free of errors.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	10
	508 Compliance Report
	Contractor shall deliver the 508
Compliance Report on or before the due
date stipulated in the Contract. Reports
should be accurate and free of errors.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	11
	Maintenance Testing Report
	Contractor shall deliver the Maintenance
Testing Report on or before the due date
stipulated in the Contract. Reports should
be accurate and free of errors.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	12
	Invoice and Modification Billing Report
	Contractor shall deliver the Invoice and
Modification Billing Report on or before
the due date stipulated in the Contract.
Reports should be accurate and free of
errors.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.

	13
	Staffing - Notice
	Contractor shall inform the State within
three (3) business days after Contractor
first becomes aware of any vacations,
terminations, replacement, leaves of
absence or other availability issues for
Key Staff. Reports should be accurate
and free of errors.
	Notification to State
within 3 business
days. Reports shall be
furnished such that
corrections and
resubmissions do not
occur.

	14
	Staffing – Replacement 
	In the event that a Key Staff person
requires permanent or temporary
replacement, Contractor will provide the
State plans for transition within seven (7)
days of providing notice pursuant to
Performance Metric 19. For all proposed
changes in key roles, Contractor must provide resumes to the State for review
and selection. If requested by the State,
Contractor must coordinate in person
interviews of any proposed key role
replacement candidates. Reports should
be accurate and free of errors.
	· Delivery of
transition plans
within 7 days of
notice to the State.
· Delivery of
Proposed resumes upon receipt by vendor
· Reports shall be
furnished such
those corrections
and resubmissions do
not occur.

	15
	KPM Artifact Review and Validation 
	Contractor shall deliver the KPM artifact
review and validation report on or before
the due date stipulated in the contract.
Report should be accurate and free of
errors.
	Delivery within 10
business days
following the
CoreMMIS vendors
delivery of the MSR.
Reports shall be
furnished such that
corrections and
resubmissions do not
occur.

	16
	Provider Enrollment Operations Report
	Contractor shall deliver the Provider Enrollment Operations Report on or before the due date stipulated in the Contract. Reports should be accurate and free of errors.
	Delivery on or before
the end of the month
following the reporting
period. Reports shall
be furnished such that
corrections and
resubmissions do not
occur.
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