
State of Arkansas Department of Human Services

710-25-081 Program Support Improvement (PSI) 

Attachment B

Written Questions & Answers

Question 

ID

Reference (page number, section number, 

paragraph)

Specific Language Question Answers

Example Page 7, section 1.15,  C J. Vendors may submit multiple bid May vendors submit more than one bid? yes See section 1.15, J

1 Solicitation Document General Question

The solicitation document uses the words "education, facilitation, 

training, transformation, and technical assistance" interchangeably 

across the solicitation. Please provide the frequency and audience by 

section for each word.

The frequency, audience, and 

terminology varies and have been 

outlined in the solicitation in each 

deliverable. 

2 Solicitation Document General Question

In order to price effectively, please provide percentage of in-person 

site visits and virtual site visits, for each deliverable plan where visits 

are required.

This may vary according to program and 

practice. Non-emergency transportation 

primarily requires the most in-person sites 

visits, however, other programs may 

request in-person site visits depending on 

the need.

3 Solicitation Document and Attachment C General Question
In cases where the solicitation differs from Attachment C Performance 

Based Contracting, please advise how pricing should be completed.

Pricing must reflect the requirements and 

deliverables outlined in the solicitation. 

The purpose of Attachment C is to define 

acceptable performance standards of the 

Contract under Ark. Code Ann. 19-61-

517. 

4

Attachment C - Performance-Based 

Contracting

Pages 21-47, Solicitation Sections 2.10 and 

2.11

2.10.A."...Attachment C: Performance Standards identifies expected 

deliverables, performance measures, or outcomes; and defines the 

acceptable standards the Contractor must meet to avoid assessment of 

damages."

There are discrepancies between the solicitation Plan Deliverables 

and Attachment C, referenced in solicitation section 2.10.A. Please 

provide clarification in scope of work.

All contract requirements and deliverables are 

defined within the scope of the solicitation. 

Attachment C defines acceptable 

performance for each performance-based 

standard as identified by the State for the 

contract. See A.C.A 19-61-517 Refer also to 

Addendum 1 and the Revised Solicitation. 

5

Page 6, Attachment C - Performance Based 

Contracting, Section III. Non-Emergency 

Transportation, E., item 10 in Acceptable 

Performance

E. Number of applications approved and denied
Please clarify if the term “application” is referring to the client’s 

request for transportation services.

Refer to Addendum 1 and Revised 

Solicitation

6 Attachment H, Cost Proposal Template General Question
Please confirm all-in pricing is required in each item listed in the Cost 

Proposal Template.

Yes, any costs not identified in the Cost 

Proposal Template will not be billable. 

7 Page 6, Solicitation Section 1.8, A.3, item c. c. Voluntary Product Accessibility Template (VPAT), if applicable.
Is it the intent of the State, that the RFP is a procurement of a 

technology product.  
No, VPAT is not applicable. 

Instructions
This Response Template must be used for submission of written questions.  All questions should provide the requested information. Those that do not, may not be answered by DHS.  The Vendor may add as many lines as needed.  DHS would 

strongly prefer the Vendor to ask multi-part questions as individual questions on seperate lines.

Instructions:  Complete all cells of each question asked in the Table below.  Clearly identify the referenced section or text.
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8 Page 6, Solicitation Section 1.8, C.1, item d.

d. One (1) redacted copy, in PDF format, if applicable, (marked 

“REDACTED”) of the original Technical Packet, preferably on a flash drive. 

(See Proprietary Information.)

Please confirm if the electronic copy of the Technical Proposal packet 

and the one (1) redacted copy of the original Technical Packet can be 

on the same flash drive, and clarify if file-naming conventions must be 

used, e.g., Technical Proposal Packet - Copy 1 of 4. 

Yes, so long as, the copies are marked 

as "Original" and "Redacted."

9 Page 10, Solicitation Section 2.11.3.5, item C

The Contractor shall monitor all broker documentation regarding 

beneficiary qualification for NET services and report any issues of 

noncompliance to DHS monthly, or more frequently, as requested by DHS. 

Please clarify if the intent is for 100% review of Broker call center 

documentation regarding gatekeeping questions in determining the 

client’s need for transportation services.  

Yes. 

10 Page 10-11, Solicitation Section 1.20, item A.

A. "...Responsible Contractors reasonably susceptible of being selected for 

award is defined as any contractor that falls within the competitive range 

based on price and appears to provide the best value based on evaluation 

criteria."

Please specify the competitive range based on price and/or provide 

details on how the competitive range will be determined. 

The agency makes this determination in 

line with the rule. See 19 CAR § 1-530.

11 Page 16, Solicitation Section 2.4, item C

The Contractor must have a National Committee for Quality Assurance 

(NCQA) accreditation. For verification purposes, Prospective Contractor 

must submit a copy of the NCQA accreditation with the bid response 

packet. 

NCQA certifies CAHPS vendors, rather than accredits. Please confirm 

that an NCQA Certified HEDIS Survey Vendor meets this requirement.
Yes. 

12 Page 18, Solicitation Section 2.5.6, item B

The Medicaid Provider Relations and Education Management Plan shall 

address the approach to planning and providing education for all Medicaid 

providers. DHS may work with the Contractor to select certain provider 

groups that will receive enhanced or focused training. The Contractor shall 

effectively develop and maintain initial and ongoing training for Medicaid 

enrolled providers.

In order to price effectively, please provide a list of all Medicaid 

provider types and volumes for each.

Refer to Addendum 1 and Appendix 9 in 

the Bidder's Library.

13 Page 19, Solicitation Section 2.5.7. item B

"...The Contractor understands that staffing of this engagement is critical to 

the success of this Contract and will employ staff and professionals with 

sufficient expertise and experience to meet the needs of DHS..."

Can the Contractor designate additional key staff other than what is 

listed in section 2.5.7?

Yes, so long as all proposed staff meet 

the key staff requirements and provide 

supporting documents. 

14 Page 22, Solicitation Section 2.11, item B

B. The Contractor shall develop and maintain all deliverables and will 

submit deliverables for DHS approval. The Contractor shall download 

CMS' Deliverables Expectation Document (DED) template to use for all 

Deliverable submissions.

Please provide CMS' Deliverables Expectation Document (DED) 

template.

Refer to Addendum 1, Revised 

Solicitation, and the Revised Attachment 

C Performance Based Contracting. 

15

Page 22-25, Solicitation Section 2.11, Table 3

Page 34, Solicitation Section 2.11.3.3, A., item 

1

A. The Contractor shall submit an IQI Management Plan to DHS for review 

and approval. The IQI Management Plan must address and explain how 

the Contractor will fulfill the following IQI requirements:  

1. The Contractor shall submit to DHS for review and approval the IQI 

Program Policies and Procedures within 90 days after Contract start date, 

and submit updates thereafter, as requested by DHS.

Page 33-34 under Table 3, it mentions 45 days for plan. On page 34 

under section 2.11.3.3 states 90 days. 

Is the plan due with submission, 45 days after award, or 90 days after 

award?

45 days. Refer also to Addendum 1

16
Page 24, Solicitation Section 2.11, Table 3

Page 45, 2.11.3.6

Provider Educational Conference Plan

Please confirm that this includes the annual Medicaid provider 

education conference and the annual DPSQA provider education 

conference as listed in solicitation plan deliverable sections as stated 

(section 2.11.3.6).

Yes, this is a single conference and will 

include all Medicaid providers and be 

held once annually. 

17
Page 28, Solicitation Section 2.11.2.5.C, Item 

1. 

C. The Contractor shall use the ARC-AMPE template and follow the 

monthly Plan of Action & Milestones (POAM) process. The Contractor shall 

encrypt all data using the latest/supported technology protocols, whether 

at rest/stored, in flight/transit, or communicated and/or accessed in any 

way. The Contractor shall obtain input from the State and its Stakeholders 

to ensure completeness and coverage, including network topology to 

uncover possible breakpoints or potentially negative impacts to Security 

and Privacy objectives. The Plan must, at minimum, follow HHS CMS’ best 

practices that include, but are not limited to:

1. The technical approach to address and satisfy the following:

d.   Integration with Statewide active directory (AD) services

Please explain what is required to integrate with Statewide active 

directory (AD) services.

To integrate with the State AD services, 

the vendor will work with the DHS 

Security Team to federate their domain.
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18
Page 28, Solicitation Section 2.11.2.5.C.1, 

item e and f 

e.    Static code scans

f.     Dynamic code scans

Please explain in more detail what is required for static code scans 

and dynamic code scans.

Requirements for these scans can be 

found using the following sources: 1) 

HHS CMS Secure Development 

Framework (SSDF) on HHS or CMS 

official websites by searching "HHS CMS 

SSDF" documents and 2) NIST Special 

Publication 800-53 / 800-64 available at 

the NIST web site.

19
Page 28, Solicitation Section 2.11.2.5.C.1, 

item i
i.     Full software and hardware

Please explain in more detail what is required for a full software and 

hardware.

Requirements for these scans can be 

found using the following sources: 1) 

HHS CMS Secure Development 

Framework (SSDF) on HHS or CMS 

official websites by searching "HHS CMS 

SSDF" documents and 2) NIST Special 

Publication 800-53 / 800-64 available at 

the NIST web site.

20
Page 28, Solicitation Section 2.11.2.5.C., item 

9.

Compliance with Statement on Standards for Attestation Engagements 

(SSAE-18) SOC 2 Type 2 including all trust service principles. 

SOC 2 compliance is generally more applicable to large data systems, 

like MMIS and DSS. NIST is generally more applicable to service 

contracts that handle sensitive information. Please confirm that 

compliance with NIST standards meets the requirement of this item. 

Yes.

21
Page 30, Solicitation Section 2.11.2.5.E, items 

1 & 3 

1. A security incident shall be defined as results or incidents from 

intentional or unintentional actions and may include, but is not limited to, 

loss and/or theft of computer media, introduction of malicious code, 

unauthorized attempts to gain access to information, or failed performance 

of the system security function.

3. The Contractor must report suspected or actual security and privacy 

incidents (hereinafter collectively referred to as “incident” or “incidents”) 

immediately, per CMS and HHS guidelines. Incidents should be submitted 

to DHS.IT.Security.Team@dhs.arkansas.gov

Does the receipt of a phishing / spear phishing / smishing message 

constitute "unauthorized attempts to gain access to information" if 

links/attachments were not opened and company protocols were 

correctly followed by affected employees? 

Is "immediate" reporting required for each of these commonly 

occurring events that represent a low or no security risk?

The receipt of a phishing / spear phishing 

/ smishing message would not constitute 

"unauthorized attempts to gain access to 

information" if links/attachments were not 

opened and company protocols were 

correctly followed by the affected 

employee

22 Page 32, Solicitation Section 2.11.3.1, item B

The Contractor shall develop, conduct, report on, and analyze healthcare-

related Consumer Assessment of Healthcare Providers and Systems 

(CAHPS) electronic surveys acceptable to DHS. The following is a list of 

surveys required:

Please confirm that mixed mode including paper, telephone, and 

electronic surveys are acceptable.
Yes. 

23
Page 39, Solicitation Section 2.11.3.4 A. 

29.b.2 and c.

b.2. Quarterly practice visits to PCMH practices with approximately 300 or 

fewer Medicaid beneficiaries, which may be onsite or virtual, as agreed 

upon between contractor and DHS. 

c. The contractor shall provide access to an online consortium platform for 

PCMH practices with caseloads up to 500 clients.

Please clarify the expected number of beneficiaries to be supported 

for items b.2. and c.

This contract will support providers not 

the beneficiaries. 

24
Page 45, Solicitation Section 2.11.3.6, A, item 

6

The Contractor shall make visits to specialty providers, dentists, and 

Primary Care physicians (PCPs)/PCP Offices.
What is the percentage and frequency of visits for each provider type? 

The visits must occur at least once per 

year, but may be more frequent, as 

needed by the specific provider. The 

percentage and frequency will vary.

25
Page 45, Solicitation Section 2.11.3.6, A, item 

6

The Contractor shall make visits to specialty providers, dentists, and 

Primary Care physicians (PCPs)/PCP Offices.
Does this include physicians only or providers? Please refer to Addendum 1
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26 Page 6, Technical Proposal Packet

Provide a response to each item/question in this section. Prospective 

Contractor may expand the space under each item/question to provide a 

complete response. 

Creating the response within the table in this document will cause 

readability issues for evaluators, since the column for Maximum RAW 

Score Available reduces the page width by an inch. The narrow 

response area could result in awkward page breaks for graphics and 

illustrations that are reader-friendly. We recommend that DHS allow 

bidders to break the table at each major section, e.g., E.1-E.13 and 

provide responses outside of the table sections. This approach will 

improve document flow and help eliminate wasteful partial pages and 

also enhance readability.  

Yes, so long as each section is labeled 

accordingly. 

27
Pages 6-10, Technical Proposal Packet, 

Information for Evaluation Section
General Question

Can requested sample documents and resumes be included as 

attachments to the Technical Proposal Packet?
Yes.

28
Page 8, Technical Proposal Packet, 

Information for Evaluation, Section E.6, item F.

F. Provide detailed implementation plan, for each provider type, including 

a rollout of new compliance requirements and education.

Please confirm that this item should be included in E.11 instead of 

E.6.

Yes, Refer to Addendum 1 and the 

Revised Technical Proposal Packet. 

29
Page 8, Technical Proposal Packet, 

Information for Evaluation, Section E.6., item  I

The final row in that section is about the quality conference: “I. DHS 

intends for the contractor to plan, host, and execute one (1) educational 

provider conference annually that includes experts and resources outside 

of DHS. Describe your strategy for including experts and additional 

resources in these conferences.”

Please confirm this was inadvertently included in section E.6. 
Yes. Refer to Addendum 1 and the 

Revised Technical Proposal Packet. 

30
Page 8, Technical Proposal Packet, 

Information for Evaluation Section, Section 

E.9, item A.

Describe your methodology for evaluation and scoring hospitals. How is 

data evaluated that is received through the PCMH portal?

This is under the PCMH program section. Should this be included in 

section E.8?

Yes. Refer to Addendum 1 and the 

Revised Technical Proposal Packet. 

31
Page 9, Technical Proposal, Information for 

Evaluation, Section E.9, item K.
Provide an anonymous example of an annual report and response to CMS. Please clarify the annual report and response to CMS.

Refer to Addendum 1 and the Revised 

Technical Proposal Packet. 

32
Page 9, Technical Proposal, Information for 

Evaluation, Section E.9, item K.
Provide an anonymous example of an annual report and response to CMS. Will the contractor submit reports directly to CMS? 

No. Refer to Addendum 1 and the 

Revised Technical Proposal Packet.

33
Page 9, Technical Proposal, Information for 

Evaluation, Section E.9, item K.
Provide an anonymous example of an annual report and response to CMS. Please define "anonymous example."

Refer to Addendum 1 and the Revised 

Technical Proposal Packet. 
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