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1. OHCA overview
OHCA is the state agency that administers the Oklahoma Medicaid Program known as SoonerCare. Medicaid is a Federal and State entitlement program that provides funding for medical benefits to certain low-income individuals who have inadequate or no health insurance coverage. Medicaid guarantees coverage for basic health and long-term care services based upon income and/or resources. Created by Title XIX of the Social Security Act of 1965, Medicaid is administered at the Federal level by the Centers for Medicare and Medicaid Services (CMS) within the Department of Health and Human Services (HHS). CMS established and monitors certain requirements concerning funding, eligibility standards, scope and quality of medical services. States have the flexibility to determine some aspects of their own program, such as setting Provider (an individual or entity contracted with OHCA to provide healthcare services to enrolled Members) reimbursement rates and determining the eligibility requirements and benefits offered within certain Federal parameters.
2. System Integrator
DXC Technology is currently contracted to provide the OHCA MMIS and to be the System Integrator for all contractors. The OHCA MMIS system currently encompasses claims processing, member enrollment, provider contracting, member and provider files, prior authorization system, data warehouse, etc. Contractor shall be required to coordinate with the System Integrator to complete the scope of work for this contract.
The Oklahoma Health Care Authority (OHCA) is issuing this Request for Information (RFI) to seek input on a recommended state-of-the-art Customer Contact Center Services solution.
OHCA’s mission is to:
Responsibly purchase state and federally funded health care in the most efficient and comprehensive manner possible; 
Analyze and recommend strategies for optimizing the accessibility and quality of health care; and
Cultivate relationships to improve the health outcomes of Oklahomans.
Serving SoonerCare members is at the heart of OHCA. As an agency, OHCA strives to meet the health care needs of Oklahomans, to stay responsive to current health events, to engage and listen to communities statewide, and go above and beyond to provide quality care. The goal is continuous improvement of the health outcomes in Oklahoma while seeking every opportunity to minimize program and administrative costs without affecting quality of care for their members.   
OHCA is looking to provide a more customer-centric experience in OHCA’s Customer Contact Center Services with the future procurement of call center and Customer Relationship Management (CRM) systems. 
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[bookmark: _Hlk38736172]This Request for Information (RFI) seeks input on a recommended state-of-the-art Customer Contact Center Services solution with a focus on interoperability, modularity, and scalability. 
OHCA is looking for a comprehensive solution with advanced features and functionality to improve the customer service experience, which also provides the flexibility to make enhancements or incorporate functionality to the Customer Contact Center environment as required in the future. The solution should create efficiencies and optimize the customer and employee experience. The solution must provide OHCA with the ability to rapidly deploy additional environments to respond to temporary changes in call volume (e.g. Open Enrollment periods) or address support models in the event of a pandemic or natural disaster, including the capability to support staff working remotely in a decentralized environment.
This RFI is intended to assist OHCA in understanding the capabilities of the RFI responder’s solution and/or recommendations for providing an end-to-end Customer Contact Center solution for interactions with members or potential members in its health care benefit programs, contracted or potential health care providers, allied agencies and organizations and other interested parties. 
The information received in response to this RFI, and potential demonstrations, will be reviewed and evaluated by a team composed of staff from different functional areas within the agency. It is OHCA’s intent to analyze the responses to determine appropriate and suitable solutions to meet OHCA’s requirements. OHCA may use this information to determine fiscal impacts and to potentially develop specifications for a future Request for Proposal (RFP). Responses to this RFI are considered non-binding and are used to assist OHCA in performing information gathering for planning purposes.
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At present, OHCA contracts with two vendors, MAXIMUS® and DXC Technology (DXC), for member and provider call center services. OHCA also contracts with Pharmacy Management Consultants for pharmacy related call center support. These contracts include inbound and outbound calling and data entry into OHCA’s Medicaid Management Information System (MMIS). They do not include the telephony platform (see below). 
MAXIMUS agents answer Tier 1 calls for SoonerCare and refer more complex and/or time-consuming calls to OHCA staff units. Maximus also manages some Tier 2 calls.  
Tier 2 call centers at OHCA include:
Provider Enrollment
Provider Services
Medical Authorization Unit
Member Services
Pharmacy Services
Online enrollment questions from members
Current Staffing and Call Volume
The current call center supports more than 800,000 calls annually with the capabilities described in more detail below. The current call center staffing consists of 250 agents that provide Tier 1 and Tier 2 support for the member, provider and pharmacy services, along with third party liability calls. 
Telephony Platform
The State of Oklahoma’s Office of Management and Enterprise Services manages an internet-based telephony platform for OHCA and its agents. 
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OHCA utilizes the services of a fiscal agent (FA), DXC, to operate and maintain the State’s MMIS, known as the interchange Enhancement (iCE). Provider and member data are stored in the MMIS. The MMIS records include:
Record ID
Authorized Services
Eligibility Status
Start, effective date and end dates of service
Coverage Priority
Personally Identifiable Information (PII) such as SSN and Medicaid number
Dependent PII
Demographic information
Guardianship information
Consent information
Predicted outcomes for the care/case management program (e.g., Emergency Room visits, pharmacy costs, etc.)
Call tracking notes and agent comments
Attachments  
Oklahoma residents apply for Medicaid eligibility on a module of OHCA’s MMIS system, which provides real-time eligibility and enrollment information. Member and provider data from the current MMIS are interfaced with the Computer Telephony Integration (CTI) system. The current MMIS also includes a Call Tracking module, which logs summaries of incoming calls. 
[bookmark: _Toc41478493] Current Website and Email Operations
OHCA’s primary website, www.okhca.org, provides resources for providers, members and others. This website also contains contact phone numbers, forms and email addresses for specific items. This website, along with member and provider portals provide limited interactive features and self-service applications, along with real-time access to the MMIS. 
The provider portal allows a provider to obtain member eligibility information (also available by telephone), submit billing, enroll or renew their contracts and check the status of enrollments or claims. Two other web-based applications (Agency View and Home View) allow members to enroll online for Medicaid, receive an immediate response and includes the ability to choose primary care providers.
OHCA has instant messaging available for its employees, but this feature is not currently available for anyone outside the agency to contact OHCA employees or contracted vendors. 
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OHCA’s existing Medicaid Information Technology Architecture (MITA) Framework 3.0 State Self-Assessment (SS-A) indicates that OHCA is targeting Level 4 MITA maturity for the functions supported by a future Customer Contact Center solution. 
This means OHCA’s future Customer Contact Center solution will need to:
Support exchange of health care and clinical information, preferably via Application Programming Interfaces (APIs), with interstate agencies and providers; 
Incorporate industry standards and other nationally recognized standards for interoperability;
Utilize service-oriented, cloud-based platforms; 
Establish service level agreements and Key Performance Indicators (KPIs); 
Utilize a web-based person-centric system for outreach to providers, applicants and members; 
Incorporate information from Health Information Exchange networks, where appropriate; 
Utilize standardized business rules definitions via a business rules engine; 
Use automated services and messages in highly automated processing of healthcare and eligibility transactions throughout the state; and 
Produce audit trails for information within the system. 
These will be key considerations in OHCA’s review of the RFI responses. 
As described in Section 1.1, OHCA is looking to replace the existing call center and CRM systems with an integrated modularized Customer Contact Center solution that leverages advanced features and efficiencies such as those described in Section 3.0, RFI Question Set.
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The Customer Contact Center solution must seamlessly ingest member and provider information to ensure optimal customer experience and accurate record keeping. To achieve this goal, OHCA has identified the following call center and CRM capabilities as beneficial to the new Customer Contact Center. 
[bookmark: _Toc41478496]Functional Requirements
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	Functional Requirements

	Call Center Requirements

	Single phone number for all OHCA inquiries

	Customizable Interactive Voice Response (IVR)

	Automated call routing/distribution to route calls based on program areas (e.g. Eligibility vs Enrollment)

	Inbound and outbound calling

	Caller (member or provider) authenticated prior to conversation with agent

	Firewall feature so only complex inquiries get transferred to Tier 2 and cannot bypass Tier 1 

	Information that the caller provides to Tier 1 agents is passed to Tier 2 to eliminate duplication 

	Automated self-service and recorded messages for frequently asked questions

	Artificial Intelligence (AI) enabled ChatBot/VoiceBot (e.g. Virtual Agent) with seamless transition to human agent

	Short telephone surveys (5-10 questions) of members and providers

	Foreign Language Support

	AI/Machine Learning (ML) to help analyze call traffic to inform better categorization of call tables

	Dynamic queue management, ability to provide callers customized wait time messages and provide a callback option

	Satisfy federal requirements for OHCA’s connection to federal hotlines via a plain old telephone system, a Dedicated Access Line or other appropriate connection.

	In-call escalations for quality improvement (e.g. if the wait time is getting longer than a threshold, supervisors should be notified).

	Customizable dashboard showing staff availability, auxiliary time, online time, call volume (holding in queue, dropped calls, etc.).

	Dashboard for point-in-time metrics analysis. Predictive analysis, if available, to analyze external factors affecting call volume, etc.

	Feature to track multiple KPIs (e.g. auxiliary time, staff time, missed calls, breaks and lunch time, time taken for wrap-up activities after call).

	Ability for managers to see availability of staff and their activity (including wait time).

	Call Whispering feature to assist with staff/agent training.

	Call center agent affinity — desired option to tie a call ticket to an agent who is working with member or provider inquiry.

	Voicemail transcription to text.

	Ability to delay agent availability until processing of the previous ticket is complete.

	Canned messages when a unit is closed for business.

	Ability to dynamically narrow call menu options.

	Real-time online live agent chat or chat bot accessible from the SoonerCare, Insure Oklahoma, online enrollment or provider enrollment websites.

	Ticketing environment to support incoming request (or CRM integration).

	Knowledge Base housed within the ticketing environment.

	Integrate with the CRM technology.

	Integrate with existing MMIS system and/or other systems to retrieve and store information about customer interactions in an understandable and searchable manner.

	Ability for call center information to trigger customized integrations with backend systems (e.g. MMIS).

	Email to contact center with email receipt and response to inquiries, including forwarding emails to appropriate queues (Tier 1 or 2 staff) when necessary.

	Web-based self-service applications, web-based chat or email.

	System-generated notifications and management of ongoing customer satisfaction surveys to emails or chat.

	CRM Requirements

	Integrate with the call center technology.

	Integrate with existing MMIS system and/or other systems to retrieve and store information about customer interactions in an understandable and searchable manner.

	Ability for call center information to trigger customized integrations with backend systems (e.g. MMIS).

	Real-time online live agent chat or chatbot accessible for the SoonerCare, Insure Oklahoma, online enrollment or provider enrollment websites.

	Email to case with email receipt and response to inquiries, including forwarding emails to appropriate queues (Tier 1 or 2 staff) when necessary.

	Web-based self-service applications, web-based chat or email.

	System-generated notifications and management of ongoing customer satisfaction surveys to emails or chat.

	Client Interaction Tracking

	Workflow automation and workforce management with activity updates and agent alerts when action is required 

	Business Intelligence – analytics and customizable reports

	Online support/knowledgebase

	Customer case/ticket management

	Automated messaging (e.g. reminders, mass-mailing) via multiple channels

	Social media integration

	Omni-channel routing to automatically route member cases to the  agent with the best skillset and availability for first contact resolution

	Knowledge management with recommended articles and optimized article search to maximize agent productivity

	Voice transcription (member-agent conversation) and CRM data to enable AI powered recommendations for the agent

	Customizable Reporting and Analytics

	Training and Knowledgebase articles for staff/agents and customers.

	Ability to use data to drive decisions and system changes.

	Capability to easily pull reports and data graphically for trend analysis.

	Ability to customize report output per department/functional area and other user-selectable criteria.

	Dashboard for point-in-time analysis.

	Feature to have an outreach capability via call/email for selected user group based on various criteria.

	Capture customer request and contact center agent notes, ability to store attachments in multiple file formats. 

	Knowledge Base housed within the CRM.

	Other 

	CTI with screen pop.

	New to market state-of-the-art features/functionality not identified in this RFI.
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	Non-Functional Requirements

	Immediate, accurate and user-friendly information to all customers (internal and external).

	Positive provider, member and other customer user experience.

	Cost-effective and customer-friendly way of delivering information, including automated information and other methods as appropriate, etc.

	Accurate contact information for members and providers (primarily address, phone, fax, email) maintained through ticketing or CRM interactions.

	End-to-end data encryption in transit and at rest.

	Active Directory and/or Single Sign On authentication for system access. 

	Data migration from legacy systems including applications and small databases (e.g. MS Access or Excel spreadsheets).

	Americans with Disability Act (ADA) 508 compliant web content accessibility.

	Audit and activity log for administrative and configuration changes.

	Resilient to cyber-attacks, and able to address known vulnerabilities on an ongoing basis. 

	Client data must not be shared among tenants, in a multi-tenant environment.

	Performance must not be impacted due to workload of other tenants, in a multi-tenant environment.

	Horizontal and vertical scalability.

	Version upgrades should not be pushed and must accommodate the organization’s preference to upgrade.

	High availability with 100% or near 100% uptime and near zero downtime for maintenance.

	Web interface response time of < 1 second for related agent workflows.

	Viable support model that does not burden the organization’s IT department.

	Responsive and adequate support for day-to-day issues and major incidents. 

	Ability to provide or partner with another organization to staff OHCA’s contact center with supplemental agents.

	Training materials and classes to train OHCA staff on the configuration and use of systems. 
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OHCA is seeking input from potential bidders to inform OHCA on a technology platform, tools, system and applications to replace their current call center and CRM systems. RFI responders should provide detailed answers to the general questions below being sure to distinguish whether your solution is a Call/Contact Center, a CRM or another type of solution. OHCA is interested in RFI responses demonstrating application to actual past implementations by the potential bidder, particularly experiences with integrating with other solutions. Please note that OHCA requires the RFI responders to enter your responses directly into the questions below, as opposed to indicating ‘see attachment’. Attachments should only be provided as supplemental information. 
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1. Provide an overview of your solution and describe how it would help OHCA achieve its goal for continuous improvement of the health outcomes in Oklahoma while seeking every opportunity to minimize program and administrative costs without negatively affecting quality of care for their members. 

2. Describe how your organization evaluates the effectiveness of your solution in streamlining communications, improving the customer experience and optimizes the use of an organization’s resources. 

3. Describe your organization’s capabilities to provide or partner with another organization to staff OHCA’s contact center with supplemental agents to meet business needs. 

The following questions request general information on the solutions supporting technology.
4. Select the model(s) that best describes your solution: 
☐	On-premises Inbound/Outbound Call Center solution
☐	On-premises Inbound/Outbound Call Center solution with integrated CRM functionality 
☐	Cloud-based Inbound/Outbound Call Center solution with integrated CRM
☐	Cloud-based Inbound/Outbound Call Center solution with integrated CRM functionality
☐	Cloud-based Inbound/Outbound Call Center with native integrations for popular third-party CRM providers (e.g. SalesForce, MS Dynamics, Zendesk, etc.)
☐	Cloud-based standalone CRM with integrated Call Center solution
5. Select the feature(s) provided by your Call Center solution:
☐	Inbound Call Center
☐	IVR
☐	Automatic Call Distribution 
☐	CTI
☐	Interactive Chatbot
☐	Live Agent Chat
☐	Interactive Voicebot
☐	Skills based routing
☐	Call queues
☐	Automatic screen pop
☐	Business tools integration
☐	Call control
☐	Distribution codes
☐	Call recording
☐	Call monitoring
☐	Call barging
☐	Whisper coaching
☐	Conference calling
☐	Voicemail transcription and notification
☐	Predictive dialing
☐	Click to call
☐	Real time analytics/reporting
☐	Historical reporting
☐	Support for multiple languages
6. Describe any features not listed above that are provided by your solution.

7. Does your company have experience with public sector customers (e.g. Federal, State and Local government)?
☐	Yes
☐	No 
If yes, describe.

8. Does your company have experience with public sector healthcare agencies or in the healthcare space in general?
☐	Yes
☐	No
If yes, describe.

9. Does your solution implement AI and/or ML?
☐	Yes
☐	No
If yes, describe how AI/ML is used and provide a few examples.

10. Please select the licensing/subscription model(s) which best describe your solution: 
☐	Per Agent/Per Month, concurrent user, fixed price, annual subscription, billed up front
☐	Per Agent/Per Month, per user, fixed price, annual subscription, billed up front
☐	Per Agent/Per Month, ala carte feature set, annual subscription, billed up front
☐	Per Agent/Per Month, concurrent user, fixed price, billed monthly
☐	Per Agent/Per Month, per user, fixed price, billed monthly
☐	Per Agent/Per Month, ala carte feature set, billed monthly
☐	Other, describe.

11. What is the typical monthly cost per agent/per month based on your range of features?

12. What is a typical lead‐time for provisioning a solution for a call center of ~200 agents?
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13. What type of infrastructure do you provide?
☐	Software as a Service 
☐	Platform as a Service 
☐	Call Center as a Service 
☐	Hybrid
☐	Other, describe.

14. Is your solution web-based or a standalone application?
a. If a web-based solution, please list supported browsers/version.
b. If a standalone application, describe which operating system(s) is/are supported by your solution. Please explain if there are any compatibility requirements at the operating system level.



15. Does your solution require installation of software or browser plugins on client machines? 
☐	Yes
☐	No
If yes, explain the functionality, access level requirements, and distribution mechanism for such installation.

16. Does your solution support mobile devices, including cell phones and small form factor devices (e.g. tablets)?
☐	Yes
☐	No
If yes, Describe.

17. If you offer an on-premises solution in addition to a cloud-based option, what are the differences between your hosted solution versus an on-premises implementation?

18. Is your solution hosted in your own data centers or by a third party (e.g. AWS, Azure)?
a. If your solution is hosted by a third party, describe.
b. If your company hosts the solution, is it hosted within dedicated data centers with 24/7 customer support available?

19. Provide a high-level architecture with context of how your solution provides segregation of data for multiple tenants and ensures no impact to performance due to multiple tenants.

20. Describe how your solution supports data encryption at rest and in transit.
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21. For each of the following scenarios, describe whether your solution can leverage such existing authentication framework. If yes, describe how these can be configured for your solution and what is needed from client organization to implement the same.
a. On Premise Active Directory Infrastructure



b. Statewide Single Sign-on solution hosted by an external agency

22. [bookmark: _Hlk38670341]Are there other preferred methods for authentication/access control of your solution? If yes, please list and describe how these will be implemented and what involvement is needed from the client organization for configuration of such methods.

23. Describe how your solution can support access control for agents working remotely without corporate active directory authentication.

24. Describe the authorization model for access control to various areas of your solution. Please explain how clients can configure various security roles matching organizational structure and needs.

25. Describe the administrative access control feature of your solution. Does it support multi-factor authentication? If multi-factor authentication is supported, please list all methods supported for multi-factor authentication.

26. Describe the administrative features offered by your solution.

27. Describe any customization offered by your solution that may be implemented by the customer.

a. Can these customizations be performed by a call agent or manager or, do they require specific expertise (e.g. IT support/developers)?

28. Describe the data analytics and reporting capabilities of your solution.

29. Describe the conversion and data migration strategy from a legacy solution to your solution. If possible, please exemplify with an actual scenario where you applied this strategy.
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30. Does your solution offer CTI integration? 
☐	Yes
☐	No
If yes, describe.

31. Does your solution offer a CRM Integration?
☐	Yes
☐	No
If yes:
a. What is/are the CRM platform(s)? Please list.

b. Is the CRM integration native to your solution or a custom implementation? 

32. Does your solution provide API or some other software development toolkit that can be used to extend functionality and provide integrations with customer back-office systems? Describe.
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33. For cloud-based solutions, do you offer a single-tenant cloud implementation?
☐	Yes
☐	No
34. Please select from the following list the standards/certifications supported by your solution:
☐	ISO 27001
☐	NIST 800
☐	FedRAMP
☐	Payment Card Industry Data Security Standard 
☐	Health Insurance Portability and Accountability Act of 1996 (HIPAA)
☐	Criminal Justice Information Systems 
35. Describe your solution’s capabilities for ensuring the confidentiality, integrity, and availability of personal health information and PII in transit and at rest. 

36. Do you offer geographically dispersed data centers?
☐	Yes
☐	No
37. Are your data centers located in the United States (U.S.)?
☐	Yes
☐	No
38. Does your solution support Data Sovereignty (e.g. hosted in U.S. only and managed by U.S. citizens)?
☐	Yes
☐	No
39. Describe how your solution guarantees the security and integrity of customer data. 

40. Describe audit and activity log features of your solution for administrative access/activity (including configuration changes) and regular user activity.

41. Describe reporting and analytics features of your solution pertaining to system usage, growth forecasting and such.

42. Describe penetration testing and vulnerability scans performed for your solution and how frequently these are conducted.

43. Are penetration testing and vulnerability scans of your solution performed in-house or by a third party? 
☐	Yes
☐	No
Please explain.



44. Describe how the results of testing in item number 42 above are shared with your customers.

45. Describe security measures in place for API access to your solution.
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46. Describe page response time of your solution during normal load and heavy load scenarios. (Page response time in this scenario is the time between clicking a link and when the page loads completely.)

47. Are there specific areas of your solution that are slower compared to other functionalities/features? 
☐	Yes
☐	No
If yes, explain.

48. Are there any performance tests/load tests conducted for your solution? 
☐	Yes
☐	No
If yes, how frequently and how are the results of such tests shared with your customers?

49. Describe the usability features of your solution, for example supporting users with visual or audio impairment. Have there been any Americans with Disabilities Act (ADA) 508[footnoteRef:2] compliance testing performed for the solution?   [2:  508 Standards as required in Section 508 of the Rehabilitation Act of 1973. https://www.access-board.gov/guidelines-and-standards/communications-and-it/about-the-ict-refresh/final-rule. Accessed on April 29, 2020.] 


[bookmark: _Toc40695589][bookmark: _Toc39651699][bookmark: _Toc39652330][bookmark: _Toc39653832][bookmark: _Toc39653885][bookmark: _Toc39653983]

[bookmark: _Toc41478505] Business Continuity
50. [bookmark: _Toc38752524][bookmark: _Toc38752616][bookmark: _Toc38752956][bookmark: _Toc38753600][bookmark: _Toc38753649][bookmark: _Toc38833862][bookmark: _Toc38833908][bookmark: _Toc38834500][bookmark: _Toc38911642][bookmark: _Toc38911643][bookmark: _Toc38752526][bookmark: _Toc38752618][bookmark: _Toc38752958][bookmark: _Toc38753602][bookmark: _Toc38753651][bookmark: _Toc38752527][bookmark: _Toc38752619][bookmark: _Toc38752959][bookmark: _Toc38753603][bookmark: _Toc38753652]Describe your company’s procedure for scheduled or planned downtime.

51. Describe how your solution provides business continuity of operations during emergencies.

52. Describe how your solution is elastic and able to scale during peak periods (ex. high call volumes, disasters). Specify what is needed to support rapid and seamless scalability.

53. Describe how your solution can scale horizontally to cater for new call center requirements.

54. Describe your methods and frequency for conducting testing of the Business Continuity and Disaster Recovery (BCDR) plans for critical services. 

55. Describe your approach to ensuring your clients have appropriate BCDR plans related to your solution. 

[bookmark: _Toc39651701][bookmark: _Toc39652332][bookmark: _Toc39653834][bookmark: _Toc39653887][bookmark: _Toc39653985][bookmark: _Toc41478506] Implementation, Testing and Training
56. Describe your organization’s approach to implementing your solution with a new client. 

57. Provide an overview of the key milestones and deliverables related to the implementation of your solution.

58. Recognizing that different clients may have different needs, describe the things a new client should prepare for to ensure a smooth implementation?

59. Specify the typical timeframe required to configure, test and implement a new client solution. Please include the variables that drive the length of time to implement a new solution successfully.

60. Describe your organization’s approach to systems testing. 



61. Describe your solution’s capabilities for supporting ‘mirrored’ production, testing, and training environments.

62. Describe your organization’s approach to training a new client of the use of your solution.

63. Provide examples of how a new client is trained in both the configuration and use of your solution.

64. Specify the typical timeframe for training a new client in the configuration and use of your solution. 

[bookmark: _Toc40695592][bookmark: _Toc40695593][bookmark: _Toc39651703][bookmark: _Toc39652334][bookmark: _Toc39653836][bookmark: _Toc39653889][bookmark: _Toc39653987][bookmark: _Toc39651704][bookmark: _Toc39652335][bookmark: _Toc39653837][bookmark: _Toc39653890][bookmark: _Toc39653988][bookmark: _Toc38752529][bookmark: _Toc38752621][bookmark: _Toc38752961][bookmark: _Toc38753605][bookmark: _Toc38753654][bookmark: _Toc38753713][bookmark: _Toc38753756][bookmark: _Toc38753859][bookmark: _Toc38753952][bookmark: _Toc38754054][bookmark: _Toc38754120][bookmark: _Toc38833865][bookmark: _Toc38833911][bookmark: _Toc38834503][bookmark: _Toc38911587][bookmark: _Toc38911645][bookmark: _Toc38911699][bookmark: _Toc38958440][bookmark: _Toc38958492][bookmark: _Toc38959768][bookmark: _Toc38752530][bookmark: _Toc38752622][bookmark: _Toc38752962][bookmark: _Toc38753606][bookmark: _Toc38753655][bookmark: _Toc38753714][bookmark: _Toc38753757][bookmark: _Toc38753860][bookmark: _Toc38753953][bookmark: _Toc38754055][bookmark: _Toc38754121][bookmark: _Toc38833866][bookmark: _Toc38833912][bookmark: _Toc38834504][bookmark: _Toc38911588][bookmark: _Toc38911646][bookmark: _Toc38911700][bookmark: _Toc38958441][bookmark: _Toc38958493][bookmark: _Toc38959769][bookmark: _Toc41478507] Support, Troubleshooting and Incident Response
65. Describe the technical and logical troubleshooting, and logging capabilities of your solution available to your customers.

66. [bookmark: _Hlk38669610]Describe what level of technical proficiency is expected from your customers for supporting your solution. If there are multiple support models available, describe what level of support is provided by the vendor and what is expected from the customer for each model.

67. Describe your training approach and training materials available to prepare OHCA’s information technology help desk staff to assist with the support of your solution.

68. Describe your incident response approach including communication to your customers.

69. Describe your hotfix, major release and version upgrade methodologies. What options do customers have to postpone or skip a release?

70. Describe backward compatibility/prior version support between your releases to ensure that existing configurations/functionalities are not affected.

[bookmark: _Toc40695595][bookmark: _Toc39651706][bookmark: _Toc39652337][bookmark: _Toc39653839][bookmark: _Toc39653892][bookmark: _Toc39653990][bookmark: _Toc38752964][bookmark: _Toc38753608][bookmark: _Toc38753657][bookmark: _Toc38753716][bookmark: _Toc38753759][bookmark: _Toc38753862][bookmark: _Toc38753955][bookmark: _Toc38754057][bookmark: _Toc38754123][bookmark: _Toc38833868][bookmark: _Toc38833914][bookmark: _Toc38834506][bookmark: _Toc38911590][bookmark: _Toc38911648][bookmark: _Toc38911702][bookmark: _Toc38958443][bookmark: _Toc38958495][bookmark: _Toc38959771][bookmark: _Toc400538640][bookmark: _Toc38976878][bookmark: _Toc41478508]Response Format
The following subsection provides instruction on the response format. To facilitate evaluation and review, OHCA requests that RFI Responders prepare their responses according to the outline below, which provides section numbering that should be used in responses. 
Written RFI responses shall clearly identify the question the response is addressing. 
OHCA requests that RFI responses are complete and address the applicable question. Additionally, OHCA has provided guidelines for the page limitations for each section. OHCA advises RFI responders to include any visualizations or supporting documentation in corresponding appendices.  
[bookmark: _Toc399319294][bookmark: _Toc38976879][bookmark: _Toc38976943][bookmark: _Toc39652363][bookmark: c]Table 3: RFI Response Outline
	Section #
	Section
	Page Limitation Guidelines

	1.0
	Vendor Response Cover Page 
	1

	2.0
	Summary of Vendor Organization
	2

	3.0
	Responses to RFI Question Set
	50

	3.1
	General Overview
	

	3.2
	Infrastructure
	

	3.3
	Features/Functionality
	

	3.4
	System Integration
	

	3.5
	Security, Data Protection, Privacy & Data Ownership
	

	3.6
	Performance & Usability
	

	3.7
	Business Continuity
	

	3.8
	Implementation, Testing and Training
	

	3.9
	Support, Troubleshooting & Incident Response
	

	4.3
	Cost Estimate
	2

	4.4
	Other Comments
	2


[bookmark: _Toc39651708][bookmark: _Toc39652339][bookmark: _Toc39653841][bookmark: _Toc39653894][bookmark: _Toc39653992][bookmark: _Toc391830755][bookmark: _Toc400538641][bookmark: _Toc41478509] Vendor Response Cover Page
OHCA requests the cover page provided in Appendix A be included with the RFI response submittal. 
[bookmark: _Toc40695598][bookmark: _Toc38958446][bookmark: _Toc38958498][bookmark: _Toc38959774][bookmark: _Toc391830756][bookmark: _Toc400538642][bookmark: _Toc41478510] Summary of Vendor Organization
[bookmark: _Toc391830757]RFI Responders are requested to provide a brief description of their organization, including the following:
A general description of the primary business of the organization and its client base.
The organization’s areas of specialization.
Any current or recent experience working with state Medicaid agencies.
Size of the organization, including structure. 
Vendor support staff qualifications including experience working with call centers health plan member and provider data and Medicaid information systems.
Length of time the organization has been in business, as well as how long the organization has been providing call center and/or CRM solutions.
[bookmark: _Toc40695600][bookmark: _Toc39651711][bookmark: _Toc39652342][bookmark: _Toc39653844][bookmark: _Toc39653897][bookmark: _Toc39653995]To provide maximum benefit to OHCA, RFI Responders are encouraged to answer all questions outlined in Section 3.0 — RFI Question Set, although not all questions may be applicable to your solution, therefore mark those not applicable. If you partner with other solution providers to provide a comprehensive customer contact center services solution, please identify your channel partner for each of the capabilities they support. Additionally, OHCA kindly asks potential bidder responses to the information outlined in the following subsections.  
[bookmark: _Toc40695602][bookmark: _Toc391830759][bookmark: _Toc400538645][bookmark: _Toc41478511] Cost Estimate
RFI Responders should provide a general estimate of how they would calculate costs for each of the products and services associated with their proposed solution. 
If the solution requires a third-party application to support certain functionality, please identify that in the response and provide estimate of the costs associated with integration and use of the third-party solution, to the best of your ability. 
Potential bidders and OHCA acknowledge that providing a cost range does not bind nor obligate either party in any way. The cost range is simply a tool to be utilized by OHCA for financial planning, budgetary requests and to determine the return on investment for a comprehensive customer contact center solution. 
[bookmark: _Toc40695604][bookmark: _Toc391830760][bookmark: _Toc400538646][bookmark: _Toc41478512] Other Comments
RFI Responders may provide additional comments or issues regarding any aspect of the call center and CRM solutions that OHCA should consider. 
[bookmark: _Toc40695606][bookmark: _Toc39651715][bookmark: _Toc39652346][bookmark: _Toc39653848][bookmark: _Toc39653901][bookmark: _Toc39653999][bookmark: _Toc400538647][bookmark: _Toc38976880][bookmark: _Toc41478513]Solution Demonstrations
Based on review of RFI responses, OHCA may invite potential bidders to make oral presentations and demonstrations about their proposed solutions, capabilities, and approaches to OHCA staff. OHCA may also request telephone interviews with key personnel at the organization prior to or for follow-up after the demonstrations. 
Only potential bidders who demonstrate experience and requirement functionality in their responses will be considered for system demonstrations. OHCA appreciates all responses and will review incomplete responses or those received after the deadline at their discretion. 
Members of the OHCA RFI evaluation committee will select the solutions to demonstrate based on the quality of the RFI responses as they relate to OHCA’s customer contact center services solution objectives. 
[bookmark: _Toc40695608][bookmark: _Toc38958452][bookmark: _Toc38958504][bookmark: _Toc38959780][bookmark: _Toc400538648][bookmark: _Toc38976881][bookmark: _Toc41478514]Information about Responding to This Request for Information

[bookmark: _Toc400538649][bookmark: _Toc41478515] Point of Contact
The point of contact for this RFI is:
Susan Geyer
Financial Manager III
Oklahoma Health Care Authority
Email: procurement@okhca.org (Preferred method of contact)
Please reference the RFI name and # in the subject line of all correspondence
[bookmark: _Toc40695611][bookmark: _Toc39652350][bookmark: _Toc39653852][bookmark: _Toc39653905][bookmark: _Toc39654003][bookmark: _Toc38958455][bookmark: _Toc38958507][bookmark: _Toc38959783][bookmark: _Toc38833879][bookmark: _Toc38833925][bookmark: _Toc38834517][bookmark: _Toc38911600][bookmark: _Toc38911658][bookmark: _Toc38911712][bookmark: _Toc38958456][bookmark: _Toc38958508][bookmark: _Toc38959784][bookmark: _Toc400538650][bookmark: _Toc41478516] Questions Regarding this Request for Information
Questions regarding this RFI should be submitted to procurement@okhca.org.  Answers to questions will be addressed in writing and posted on the OHCA website, www.okhca.org/procurement, for all potential bidders to review.   
The following table provides the RFI schedule of events. 
[bookmark: _Toc399319295][bookmark: _Toc38976882][bookmark: _Toc38976944][bookmark: _Toc39652364][bookmark: d]Table 4: RFI Schedule of Events
	RFI Schedule

	Calendar Event
	Date

	RFI Posting and Release
	Wednesday, May 20, 2020

	RFI Responder Questions Due by 5:00 pm CST
	Tuesday, May 26, 2020

	Answers to Vendor Questions Posted
	Friday, May 29, 2020

	RFI Responses Due by 5:00 pm CST
	Friday, June 19, 2020

	Invitations to Vendor Demonstrations
	To be determined

	OHCA to Conduct Demonstrations
	To be determined


[bookmark: _Toc39652352][bookmark: _Toc39653854][bookmark: _Toc39653907][bookmark: _Toc39654005][bookmark: _Toc400538651][bookmark: _Toc41478517] Closing Date
Responses submitted electronically to the RFI Point of Contact’s email address listed above, must be received by OHCA no later than 5:00 pm CDT on Friday, June 19, 2020. OHCA may consider responses received after this deadline at their discretion. 
[bookmark: _Toc40695614][bookmark: _Toc400538652][bookmark: _Toc41478518] Acceptance of Responses
OHCA will accept all responses submitted according to the requirements and deadlines outlined in this RFI. Responses must be complete and should clearly describe the vendor’s ability to meet the requirements of the RFI and the needs of the State.   
Responses must be typed into this RFI form and submitted by email to procurement@okhca.org along with Attachment A saved in Adobe PDF. The subject line of the email shall include the name and # for this RFI. As noted above, illustrations, supporting documentation may be submitted as appendices, although OHCA reserves the right to review these at their own discretion.  
Information gathered in this process could potentially be incorporated in a RFP. Any resulting RFP will be openly competitive and should therefore not be exclusive or restrict competition. This RFI does not obligate OHCA to issue an RFP nor to include information submitted by potential bidders.  
[bookmark: _Toc40695616][bookmark: _Toc400538653][bookmark: _Toc41478519] Cost of Preparing Responses
All costs incurred by the RFI responder for response preparation and demonstration are the sole responsibility of the potential bidder. OHCA will not reimburse for any such costs.
OHCA reserves the right to withdraw the RFI at any time during the RFI process. Issuance of this RFI in no way obligates the State to award or issue a contract or to pay any costs incurred by any RFI responder as a result of such withdrawal. 
[bookmark: _Toc40695618][bookmark: _Toc400538654][bookmark: _Toc41478520] Retention of Responses
All responses submitted in response to this RFI become the property of OHCA and will not be returned.
[bookmark: _Toc40695620][bookmark: _Toc400538655][bookmark: _Toc41478521] All Responses Subject to Public Disclosure
a. Responses submitted are subject to Oklahoma Open Records Act, 51 Okla. Stat. §§24A.1 et seq. No responses will be released under this Act until OHCA awards a contract for these services pursuant to Oklahoma Administrative Code (OAC) or determines that no contract will be awarded. 
b. Respondents may mark portions of their responses “proprietary” and indicate that they should not be released under the Act. If a respondent considers part of its response proprietary, it should email an additional copy of its response with the proprietary information removed or blacked out. 
c. If the respondent provides a copy of its response with proprietary information redacted and OHCA appropriately supplies the redacted response to another party under the Oklahoma Open Records Act or other statutory or regulatory requirements, the respondent agrees to indemnify OHCA and step in to defend its interest in protecting the referenced redacted material. 


[bookmark: _Toc400538656][bookmark: _Toc38976883][bookmark: _Toc41478522]APPENDIX A — Potential Bidder Response Cover Page
RFI Name: Customer Contact Center Services
RFI #: 80720200001

Respondent’s Name: Click or tap here to enter text.
Respondent’s Physical Address: Click or tap here to enter text.
City: Click or tap here to enter text.
State: Click or tap here to enter text.
Zip Code (include 4 digit add on): Click or tap here to enter text.
Respondent’s Contact Person: Click or tap here to enter text.
Phone Number & Area Code: Click or tap here to enter text.
Fax Number & Area Code: Click or tap here to enter text.
E-mail Address: Click or tap here to enter text.
Website Address: Click or tap here to enter text. 
Authorized Signature of Respondent						Data Signed


Typed Name of Authorized Signatory					Title of Authorized Signatory



[bookmark: _Toc400538657][bookmark: _Toc38976884][bookmark: _Toc41478523]APPENDIX B — Acronyms
The following acronyms are used within this document. 
	Acronym
	Definition

	AI
	Artificial Intelligence

	API
	Application Programming Interface 

	CTI
	Computer Telephony Integration

	CRM
	Customer Relationship Management 

	FA
	Fiscal Agent

	HIE
	Health Information Exchange 

	iCE
	interChange Enhancement

	IVR
	Interactive Voice Response

	MITA
	Medicaid Information Technology Architecture 

	ML
	Machine Learning

	MMIS
	Medicaid Management Information System

	OAC
	Oklahoma Administrative Code

	OHCA
	Oklahoma Health Care Authority

	PII
	Personally Identifiable Information

	RFI
	Request for Information

	RFP
	Request for Proposal 

	SOW
	Scope of Work

	SS-A
	State Self-Assessment
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