V.

ARKANSAS DEPARTMENT OF HUMAN SERVICES
REVISED PERFORMANCE BASED CONTRACTING

Contractor shall comply with the following performance-based standards which will be part of
the Contract.

Contractor’s failure to comply with Contract obligations, any applicable State and federal
laws, regulations, and policies in performance of the Contract services shall be deemed
insufficient and unacceptable performance.

During the term of the contract, the State will complete sufficient performance evaluation(s) to
determine if the Contractor’s performance is acceptable. The State’s determination of
“Acceptable Performance” as defined herein shall be final and controlling. In the event a
Performance Standard is not met, the Contractor will have the opportunity to defend, respond
to, or cure the insufficiency to the satisfaction of the State.

Failure to meet the minimum Performance Standards as specified may result in the
assessment of damages as set forth below. At the State’s sole discretion, the State may
waive damages if it determines there were extenuating factors beyond the Contractor’s
control that hindered the performance of services if it is in the best interest of the State.
Contractor shall follow the State’s instruction regarding payment of any compensation due to
the State for the assessment of damages. The damages are not exclusive and shall in no
way exclude or limit any remedies available at law or in equity.

The State shall have the right to modify, add, or delete Performance Standards throughout
the term of the contract, should the State determine it is in its best interest to do so. Any
changes or additions to performance standards will be made in good faith following
acceptable industry standards and may include Contractor input so as to establish standards
that are reasonably achievable.

The contract program performance indicators to be performed by the Contractor are:
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Service Criteria’

Acceptable Performance

Damages for Insufficient
Performance"

Applicable for All Below Service Criteria

1. Acceptable performance is defined as one hundred percent (100%) compliance with all service
criteria and standards for acceptable performance throughout the contract term as determined by
DHS.

2. Penalties will be calculated from the total payment for the month in which the deficiency took place
and assessed in a future months’ payment to the Contractor.

3. Upon DHS request, a Corrective Action Plan (CAP) acceptable to DHS shall be due to DHS within ten
(10) business days of the request.

4. DHS reserves the right to impose additional penalties to those stated below, including without
limitation:

a) Withholding payment on future invoices until the Contractor is in full compliance;
b) Maintaining a below standard Vendor Performance Report (VPR) in the vendor file for the
Contractor; and
c) Terminating the contract.
. Communications (RFP Section 2.11.2.3)

A. Communication 1. The Contractor shall A five-thousand-dollar ($5,000)
provide technical writing, penalty shall be assessed per
publishing, and electronic occurrence of insufficient
distribution services as performance.
needed for all provider
communications. Up to a ten-thousand-dollar

($10,000) penalty may be

2. The Contractor shall assessed per occurrence of
regularly update and insufficient performance for
maintain effective repeat noncompliance.
communication with DHS
regarding all Contract
activities.

Il. Deliverables (RFP Section 2.11)

A. All deliverables must be 1. The Contractor shall agree to | A five-thousand-dollar ($5,000)
reviewed and approved by the established deliverable penalty shall be assessed per
DHS using a structured and process, and any work occurrence of insufficient
controlled process managed performed that is not in performance.
by the AME PMO. compliance with these

processes is completely at risk | Up to a ten-thousand-dollar
by the Contractor. ($10,000) penalty may be
2. The Contractor shall develop | assessed per occurrence of
and maintain all deliverables insufficient performance for
and will submit deliverables to | repeat noncompliance.
DHS for approval. DHS will
provide the Contractor with a
Deliverable Expectation
Document (DED) template to
use for all Deliverable
submissions.
3. The Contractor shall organize

any meetings necessary to
understand and align with the
use of the DHS
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Service Criteria’

Acceptable Performance

Damages for Insufficient
Performance"

template and/or any DHS-
specific changes needed to
the Deliverable template.
The Contractor shall provide
deliverables by the due dates
listed in Table 3 of the RFP.
The Contractor shall update
deliverables throughout the
contract period on the
subsequent frequency
indicated by or on a schedule
approved by DHS.

The Contractor shall also
update deliverables within
fifteen (15) days of a change
in content.

lll. Non-Emergency Transportation (RFP Sections 2.5.5 and 2.11.3.5)

A. The Contractor shall
effectively manage and
monitor transportation
brokers for Non-Emergency
Transportation (NET)
Services.

1.

The Contractor shall ensure
compliance with contract
requirements and the NET
Waiver (AR.0003.R03.00).

A five-thousand-dollar ($5,000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

B. The Contractor shall
conduct observation rides,
on-site visits, random audits,
and additional on-site
monitoring of transportation
brokers as requested by
DHS and report findings.

The Contractor shall:

1.

Report findings of all on-
site monitoring of
transportation brokers in
the NET Monthly On-Site
Monitoring Report and
submit to DHS by the 15"
of the following month.
Monitor Broker compliance
with NET contract
requirements on a
quarterly basis.

Conduct two (2) random
audits per quarter for each
broker and all broker
drivers to ensure contract
compliance.

Conduct additional audits
as requested by DHS
based on complaints or
other pertinent
information.

Provide audit results to

A five-thousand-dollar ($5,000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Service Criteria’

Acceptable Performance

Damages for Insufficient
Performance"

DHS as part of the
quarterly NET monitoring
report.

6. Monitor all qualifying

documentation of
transportation monthly and
as requested by DHS.

C. The Contractor shall notify
transportation brokers when
a driver or attendant is
approved or denied based
upon receipt of a completed
driver packet.

1. Notification must be made
within one business day of
the Contractor’s receipt of
completed packet. The
packet will include:

a. Non-expired Arkansas
driver’s license to operate
the transportation or
vehicle assigned (drivers
only)

b. Drug and Alcohol
screening (drivers and
attendants)

c. Criminal background
check from the state or
states in which the driver
has resided in the
previous five years
cumulatively (drivers and
attendants)

d. Adult maltreatment check
(drivers and attendants)

e. Child maltreatment check
(drivers and attendants)

f. CPR completed
certification (drivers and
attendants)

2. The Contractor shall monitor
and audit all qualifying
documentation from drivers
and attendants before
onboarding the driver and/or
attendant. The Contractor
shall create audit
methodology and tools.

A five-thousand-dollar ($5,000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Acceptable Performance

Damages for Insufficient
Performance"

D. The Contractor shall submit
for review and approval
timely and accurate monthly,
quarterly, annual, and ad hoc
NET reports to DHS in a
manner acceptable format to
DHS. Required reports
include, but are not limited
to:

1. NET Monthly Broker
Compliance Report;

2. NET Quarterly
Performance Profile
report;

3. NET broker versus
Medicaid Enterprise
System (MES)
beneficiary records
comparison records;

4. Biannual NET trends
report; and

5. Transportation help line
reports;

6. Monthly report showing
driver qualification
requests from brokers
and the resulting
approvals and denials
and the reasons for
such.

2.

All reports must separate
NET and Daytime Treatment
Transportation (DTT)
information and data.
Reports must contain current
and cumulative data on
transportation encounters,
discovery and resolution of
compliance issues,
complaints and resolution,
monitoring activities, and any
other data that DHS may
request throughout the
contract duration.

All report templates must be
approved by DHS. Contractor
must revise any template
format or data elements as
directed by DHS.

Electronic copies of quarterly
reports must be posted to the
approved reporting platform
by the last day of the first
month of each quarter.

The Contractor shall ensure,
to the best of its ability
expedient receipt of
completed required NET
documentation and may be
requested to develop a plan
for expedited receipt of
documentation that has not
yet been submitted.

A five-thousand-dollar ($5,000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

E. The Contractor shall provide
a NET Monthly Broker
Compliance Report.

At minimum, the report shall
include the following metrics
tracked by region:

1.

2.

Number of vehicles in
service.

Number of eligible drivers and
attendants.

Number of rides given.
Number of unique
beneficiaries utilizing service.
Number of rides denied and
reason for denial.

Number of rides not
completed due to no driver or
no vehicle available

Number of late rides (driver
was late to pick up or drop
off)

Number of missed
appointments due to no

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Acceptable Performance

Damages for Insufficient
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shows by driver or by

member.

9. Number and description of
incidents.

10. Number of rides approved
and denied.

11. Complaint log that includes all
complaints for the prior rolling
12-month period

12. Other NET Broker contractual
requirements.

13. Open Corrective Action Plans
being actively monitored

14. Number of calls received on
broker helpline

F. The Contractor shall review
beneficiary records kept by
NET Brokers and compare
them to eligibility information
found in the MES to ensure
compliance with Medicaid
eligibility.

1. The Contractor shall review
eligibility for at least 20% of
NET beneficiaries per
quarter.

2. The Contractor shall submit a
quarterly report of their
findings for review and
approval, including details of
noncompliance found and
how it was addressed and
corrected.

A five-thousand-dollar ($5,000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

G. The Contractor shall provide
a NET Quarterly
Performance Profile Report.

At minimum, the report must
include the following:

1. number of individuals
transported

2. the number of trips

3. the types of trips

4. a brief analysis of the data
submitted, including trend
analysis

A five-thousand-dollar ($5,000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

H. The Contractor shall
research, track, and analyze
NET trends and provide a
report of the findings to DHS
twice yearly on June 30 and
December 31 for the
duration of the contract.

1. Report must include program
improvements
recommendations.

2. Research must focus on the
provision of more efficient
and higher quality service and
cost savings to the DHS.

3. The Contractor shall follow
the direction of DHS
regarding any changes in the
type of research and analysis
or reporting format.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

I. The Contractor shall provide
a transportation help line
which has a toll-free number

1. Help-line must have
capability to respond to the
hearing impaired, the
capability to respond to the
Spanish-speaking and
Marshallese population, and

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
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Acceptable Performance

Damages for Insufficient
Performance"

available Monday through
Friday from 8:00 a.m. — 4:30
p.m. following the State work
schedule.

Provide and maintain a
database of all calls received
on the helpline and their
disposition.

Help-line services must
function as a primary source
for information to
beneficiaries on Extension of
Transportation Service
(EOTS) for beneficiaries
under ARHOME.

The Contractor shall
determine when EOTS is
approved and communicate
approval of EOTS to the
transportation brokers, DHS,
and the beneficiaries.

($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

The Contractor shall receive
daily NET complaint reports
from DHS’s Customer
Service Contractor, including
details of the complaint, how
it was resolved, and
procedures put in place to
correct any issues that
resulted from the complaint.

The Contractor shall Review,
research, and validate
complaints received from
DHS’s Customer Service
Contractor.

The Contractor shall send to
DHS daily complaint logs that
accumulate all complaints
received from DHS’s
Customer Service Contractor
through the contract year.

When the Contractor works
on a complaint, the
Contractor shall:

a. Review complaints
received and perform an
investigation.

b. Analyze the complaint
and provide resolution.

A five-thousand-dollar ($5,000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

The Contractor shall
educate transportation
brokers and their
subcontractors regarding
NET requirements, policies,
and procedures, including
the Extension of
Transportation Service
(EOTS), as set forth in the
NET Contract, the NET
Waiver, and any other
relevant governing
documents.

Education shall occur at least

annually and at the following

periods in the life of the NET
program:

a. When a new NET broker
or subcontractor
onboards;

b. When a trend or
complaints analysis
indicates additional
broker education is
needed;

c. Following an investigation

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Acceptable Performance

Damages for Insufficient
Performance"

or as part of a CAP;

d. Atthe request of the NET
broker, subcontractor, or
DHS.

2. Documentation of education
provided to transportation
brokers must be provided
upon DHS request.
L. The Contractor shall create 1. The Contractor shall review A five-thousand-dollar ($5000)

a NET broker web portal to
capture all transportation
brokers, subcontractors’,
drivers’, and attendants’
paperwork, including but not
limited to criminal
background checks, FBI
checks, child maltreatment
checks, adult maltreatment
checks, and state driver’s
license.

and approve all information
submitted through the broker
web portal within two (2)
business days of receipt of all
completed required
documentation prior to
applicant driving or attending
clients.

penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

M. The Contractor shall
conduct on-site monitoring of
each transportation broker.

The Contractor shall:

1.

Visit each brokers’ locations
where vehicle fleet is kept
and where records are
housed (may be different
locations) at least once per
contract year to complete
audits of broker compliance
with contract requirements
and inspection of vehicles.
Conduct random vehicle
inspections for transportation
brokers monthly, such that
every vehicle is inspected at
least once each Waiver Year.
Conduct on-site visits as
necessary to complete an
investigation following a
reported accident or incident.
Deliver a NET Incident
Investigation On-Site Visit
Report to DHS for review and
approval.

Conduct observational rides
and additional on-site
monitoring of transportation
brokers as requested by DHS
and report findings.

Report findings of the above
on-site monitoring of
transportation brokers in a

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

Page 8 of 22




Service Criteria’

Acceptable Performance

Damages for Insufficient
Performance"

NET Monthly On-Site
Monitoring Report and submit
to DHS.

The Contractor shall provide
reports of these visits to DHS
in a format as directed by
DHS

IV. Medicaid Provider Relations and Education (RFP Sec

tions 2.5.6 & 2.11.3.6)

A. The Contractor shall make
visits to specialty providers,
dentists, and Primary Care
Providers (PCPs)/PCP
Offices.

1.

Visits will be for the purpose
of provider recruitment,
retention, education,
communication, and technical
assistance on a variety of
Medicaid and Medicaid-
related subjects—including
but not limited to PCMH and
PCCM— and to provide,
among other things,
educational materials and
intervention toolkits.

Visits may be in person or
virtual, as agreed upon
between Contractor and
DHS.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

B. The Contractor shall submit
to DHS for review and
approval a Provider

Educational Conference Plan

to DHS.

The Contractor shall submit
the plan for DHS review and
approval 90 calendar days
prior to the proposed
conference date.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

C. The Contractor shall act as
a liaison between DHS and
the Medicaid Provider
Community, provide training
and education and outreach
to all Medicaid providers,

including specialty providers.

The Contractor shall:

1.

The Contractor shall plan,
host, and execute one (1)
provider educational
conference annually.

a. Each educational
provider conference must
be held in-person at a
location approved by
DHS.

b. Accommodate for virtual
attendance.

c. ldentify and recruit
outside (non-DHS)
expertise to present at
each annual conference.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Acceptable Performance

Damages for Insufficient
Performance"

2. Host virtual educational
webinars for providers as
needed and determined by
DHS. The agenda for each
webinar must be approved
by DHS at least thirty (30)
days before it is scheduled.

3. Communicate with Medicaid-
enrolled providers regarding
program requirements and
operations, new initiatives,
best practice guidelines,
caseload management, the
effective use of a web-based
Medicaid Information System,
and any other DHS priorities
or concerns.

4. Research, design, and write
an educational Quarterly
Provider Newsletter for
distribution to providers.

5. Make all quarterly
newsletters, as well as other
written provider
communications, available
electronically.

6. Establish and manage a
phone number designated to
the Medicaid Provider
Relations and Education
program. The phone number
shall remain the property of
DHS.

7. Provide technical assistance
to Medicaid enrolled
providers, including taking
calls, in matters including, but
not limited to, provider
enrollment, Medicaid provider
manuals, implementation of
best practices, and
assistance with billing.

D. The Contractor shall be a
liaison between the Division
of Provider Services and
Quality Assurance (DPSQA),
which is a division within
DHS, and the Medicaid
provider community by
maintaining active feedback
and communication with
Medicaid providers.

The Contractor shall:

1. Coordinate and conduct an
annual virtual meeting for
providers regarding topics
selected and/or approved by
DPSQA.

2. Communicate with Medicaid
providers regarding program
requirements and operations,
new initiatives, Medicaid

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Acceptable Performance

Damages for Insufficient
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policy changes, best practice
guidelines, and any other
DPSQA priorities or concerns
as requested by DPSQA.
Submit monthly reports
detailing contract activities to
DPSQA.

V. Medicaid Quality Surveys (RFP Sections 2.5.

1&2.11.3.1)

A. The Contractor shall 1. The Contractor shall perform | A five-thousand-dollar ($5000)
develop, conduct, report on, any other tasks necessary, as | penalty shall be assessed per
and analyze healthcare- determined by DHS, to occurrence of insufficient
related Consumer provide the deliverable, performance.

Assessment of Healthcare 2. The Contractor shall develop
Providers and Systems and submit survey protocols Up to a ten-thousand-dollar
(CAHPS) electronic surveys to DHS for review and ($10,000) penalty may be
acceptable to DHS. At approval. assessed per occurrence of
minimum, the following are 3. All surveys must be insufficient performance for
required: approved by DHS prior to repeat noncompliance.
1. DHS Annual Surveys: dissemination
a. ARKids First A - 4. Surveys must be available in
including additional English, Spanish,
Children with Marshallese, and any other
Chronic Conditions language upon request.
(CCC) content 5. Surveys must be completed
b. ARKids First B — according to timeframes
Including additional negotiated between DHS and
CCC content the Contractor and based
c. Adult Medicaid upon federal reporting
d. Tax Equity and requirements.
Fiscal Responsibility | 6. For each survey, the
Act (TEFRA) Contractor shall provide all
e. Community Mental surveys, survey result
Health Centers and information, and survey
Clinics (CMHC) — reporting to DHS
Adult electronically in a manner
f. CMHC - Child acceptable to DHS. Survey
2. DHS Biennial Survey results and reporting to DHS
(once every two years) must be de-identified.
a. Non-Emergency 7. The Contractor shall provide
Transportation (even DHS with copies of each
years) survey, report card, and
3. Additional surveys may executive summary.
be required once agreed
upon between DHS and
the Contractor and after
submission of a request
by DHS to the
Contractor.
B. The Contractor shall compile | 1, The Report Card and A five-thousand-dollar ($5000)

the data and results
collected into a Report Card
and an Executive Summary.

Executive Summary must be
submitted to DHS for review
and approval.

penalty shall be assessed per
occurrence of insufficient
performance.
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Acceptable Performance

Damages for Insufficient
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2. The Contractor shall make all
Report Cards and Executive
Summaries available to DHS
for placement on the DHS
website.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

C. The Contractor shall
conduct a Mental Health
survey which must be
approved in advance by
DHS. These are the CMHC
adult and child surveys
listed.

In addition to the requirements
that apply to all surveys, the
Contractor shall:

1. These surveys must be
made available via a QR-
Code link, to be posted at
each CMHC clinic.

2. Ensure hard copies of
surveys, with stamped, return
envelopes are available at
each CMHC clinic.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

VI. Program Support Improvement Program Impact (RFP Section 2.11.3.7)

A. The Contractor shall prepare
and present a Program
Support Improvement
Program Impact Annual
Report assessing the
Program Support
Improvement project impact
across all covered program
areas.

1. The annual report must
include, but not be limited to,
presentation of supporting
data, trend analysis, and
recommendations for ongoing
quality improvement.

2. The annual report must meet
with DHS to present the
annual report. DHS reserves
the right for Contractor staff to
present the annual report on-
site in Little Rock.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

VIIl. Medicaid Advisory Committee and Beneficiary Advisory Council (RFP Sections 2.5.2 &

2.11.3.2)

A. The Contractor shall provide
administrative support to
meetings of the MAC and
BAC quarterly (four per
committee), for a total of
eight (8) meetings per year.
Meetings shall start no
earlier than at 11:00 a.m.
and end no later than
2:00 p.m.

2. All meetings must be
open to the public for
attendance.

The Contractor shall:

1. Plan, execute, and facilitate
all MAC and BAC meetings.

2. Arrange and secure meeting
location, subject to DHS
approval for in-person
attendees. Meeting times and
locations for MAC and BAC
meetings must be selected to
maximize member
attendance. Meeting locations
must be accessible to
individuals with disabilities
and reasonable
accommodation must be
provided when necessary.

3. Manage invitations to 100%

A five- thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Acceptable Performance

Damages for Insufficient
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of council members to ensure
sufficient space, food, and
logistical support services for
each meeting.

4. Arrange food for each
meeting, when indicated.

5. Provide a variety of virtual
attendance options including,
at minimum, telephone dial-in
option for members and the
public.

6. Provide meeting minutes for
each meeting including
actions taken or anticipated
by DHS in response to
feedback provided during
each meeting.

7. Facilitate the principes of bi-
directional feedback,
transparency, accountability,
and effective member
(beneficiary) engagement.

8. Record meeting attendance,
and maintain records, to
validate member participation
and eligibility for
reimbursements to committee
members, including:

a. Mileage reimbursement

b. Attendance stipend; and

c. Childcare stipend, when
indicated.

VIIl. Inpatient Quality Incentive (IQl) Program (RFP Sections 2.5.3 & 2.11.3.3)

A. The Contractor shall submit
to DHS for review and
approval the IQI Program
Policies and Procedures.

1. Must be submitted within
forty-five (45) calendar days
after Contract start date, and
submit updates thereafter as
requested by DHS.

2. If the Contractor updates 1Ql

Program Policies and
Procedures independently,
the Contractor shall submit
those updates to DHS for
approval within ten (10)
calendar days.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

B. The Contractor shall lead
and assist with quarterly
meetings with hospitals.

1. The Contractor shall provide
an agenda to DHS for
approval ten (10) business
days prior to each 1Ql
Quarterly Hospital Meeting.

2. DHS reserves the right to

request specific content and
information be presented and

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
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discussed during quarterly
meetings.

3. The Contractor shall invite
DHS to all quarterly meetings.

insufficient performance for
repeat noncompliance.

C. The Contractor shall draft
IQI Metrics for each State
fiscal year.

1. The Contractor shall meet
with DHS for development of
the |QI Metrics.

2. The initial draft of IQI Metrics
is due 90 days after the
Contract start date.

3. Thereafter, the draft is due to
DHS by February 1st each
year for DHS final
review/approval unless
otherwise determined by
DHS.

4. DHS reserves the right to
request additional revisions to
the draft.

5. 1Ql Metrics must be
presented to hospitals by
March 1st each year.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

D. The Contractor shall provide
educational information and
technical assistance to each
hospital eligible for 1Ql, and
oversee data validation,
measure implementation,
and data calculations.

1. 1Ql educational information
and technical assistance
must be provided once
metrics are established and
as needed thereafter

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

E. The Contractor shall create
and maintain a database of
the metrics, as reported by
IQl-eligible hospitals.

1. This database must be able
to not only track metrics but
also help identify trends and
challenges.

2. The Contractor shall work
with DHS staff each year to
determine metrics that align
with overall Medicaid program
goals, including proposing
new metrics.

3. The Contractor shall provide
view only access to the
database to DHS upon
request.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

F. The Contractor shall provide
a list of all hospitals eligible
to receive QI bonus
payments, as well as
supporting data.

1. 1Ql Eligible Hospital List is
due no later than July 20th for
the previous program
performance period.
Performance period is based
on the State Fiscal Year
(SFY) July 1 — June 30.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
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assessed per occurrence of
insufficient performance for
repeat noncompliance.

G. The Contractor shall submit

to DHS for review and
approval an IQI Quarterly
Report and an 1QI Annual
Report that detail outcomes
and performance trends for
eligible hospitals.

1. ltems to be included in each
report include, but are not
limited to:

a. Progress of the |1Ql
program as a whole

b. Deficiencies and areas of
improvement for the
program

c. Progress of individual
hospitals (e.g. year-over-
year improvement)

d. Deficiencies and areas of
improvement for each
hospital

e. Cost avoidance analysis
and detail

2. The IQI Quarterly Report is
due within 15 days after the
end of each calendar quarter.

3. Adraft of the IQl Annual
Report is due by September
1st or each year, and the final
report is due October 1st.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

IX. Patient Centered Medical Home (PCMH) Program (RFP Sections 2.5.4 & 2.11.3.4)

The Contractor shall provide
technical assistance to the
PCMH program.:

1. Maintaining a PCMH email
account to receive queries
and provide answers about
the PCMH program

2. Recruiting providers for
participation,

3. Providing technical
assistance relating to
program requirements

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

The Contractor shall provide
PCMH Practice
Transformation facilitation,
support, and technical
assistance.

Activities include:

1. Program updates on PCMH
program requirement criteria
and related program reports,
including but not limited to
population health monthly
reports, quarterly reports and
anticipated program
associated reports.

2. Quarterly practice visits to
PCMH practices with
approximately 300 or fewer
Medicaid beneficiaries, which
may be onsite or virtual, as
agreed upon between the

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.
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Contractor and DHS.

3. Monthly virtual Q&A sessions,
with additional virtual visits,
as determined by the Practice
Transformation specialist
based on the needs of the
identified practice.

4. Quarterly meetings or
webinars, at the request of
DHS for defined practices.

5. Monthly electronic
communications to all PCMH
providers to include PCMH
Practice Transformation
updates and PCMH program
information as requested by
DHS.

6. The Contractor shall submit
for DHS review and approval
a PCMH Practice
Transformation Quarterly
Report, which summarizes
and reports activities for the
quarter.

7. The Contractor shall submit
for DHS review and approval
a PCMH Practice
Transformation Annual
Report. This report must
summarize yearly activities as
well as identify trends and
give recommendations for
Practice Transformation
strategy going forward.

8. The Contractor's PCMH
Practice Transformation team
shall attend, exhibit, and
present at the Arkansas
Medicaid Educational
Conferences, and attend and
contribute presentations and
exhibits at other provider
conferences.

9. The Contractor shall provide
access to an online
consortium community
platform for PCMH practices
with caseloads up to 500
clients. The community
platform shall serve as a LAN
(Learning and Action
Network) to facilitate cross-
practice sharing and
collaboration.
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10. PCMH Quality Assurance
Manager shall be part of the
PCMH customer service team
to manage provider
communications as it relates
to the Contractor’s quality
assurance and quality
improvement activities.

X. System Security and Privacy (RFP Sections 2.6, 2.7, and 2.11.2.5)

A. The Contractor shall The SSPP must minimally: A five-thousand-dollar ($5000)
develop and maintain a penalty shall be assessed per
System Security and Privacy | 1. Ensure and maintain occurrence of insufficient
Plan (SSPP). compliance with the most performance.

current version of the

National Institute of Up to a ten-thousand-dollar
Standards and Technology ($10,000) penalty may be
(NIST) Special Publication assessed per occurrence of
800-53, ARC-AMPE insufficient performance for

(applicable overlay), 45 CRF repeat noncompliance.
164.522(b), the Health
Insurance Portability and
Accountability Act (HIPAA),
Health Information
Technology for Economic and
Clinical Health (HITECH) and
other federal and state
privacy and security
standards.

2. Follow the monthly Plan of
Action & Milestones (POAM)
process.

3. Ensure confidentiality and
privacy standards are met.

B. Privacy and Security 1. The Contractor must report A five-thousand-dollar ($5000)
Incidents and Reporting suspected or actual security penalty shall be assessed per
and privacy incidents occurrence of insufficient

immediately. Incidents should | performance.
be submitted to
DHS.IT.Security.Team@dhs. | Up to a ten-thousand-dollar
arkansas.gov ($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

C. The Contractor shall 1. Incident Management A five-thousand-dollar ($5000)
establish and maintain procedures shall cover all penalty shall be assessed per
incident management potential types of suspected occurrence of insufficient
procedures to ensure a or actual security or privacy performance.
quick, effective, and orderly incidents, including, but not
response to security limited to, the following: Up to a ten-thousand-dollar
incidents. a. Discovered viral infection. | ($10,000) penalty may be

b. Discovered malicious assessed per occurrence of
code—for example, insufficient performance for
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viruses, trap doors, logic repeat noncompliance.
bombs, worms, and
Trojan horses.

c. Uncovered hacker
activity.

d. Discovered system
vulnerabilities.

e. Unauthorized attempt,
successful or
unsuccessful, to access
any DHS systems.

f.  Deviation from security
and privacy policy.
Other unusual activities.

g.
XI. Transition Planning (RFP Section 2.12)

A. The Contractor shall provide | At minimum, the Plan must A five-thousand-dollar ($5000)
a Contract Closure Turnover | include the proposed penalty shall be assessed per
Management Plan. approach to turnover for the occurrence of insufficient
1. All planning and following: performance.

turnover/transition

activity shall be included | 1. Work schedule of tasks, Up to a ten-thousand-dollar

in the contract price. deliverables and milestones ($10,000) penalty may be
2. The Contractor shall use to be performed during assessed per occurrence of

a narrative to describe Turnover insufficient performance for

each task, deliverable, 2. Transfer appropriate repeat noncompliance.

and milestone. software, data files, web

content, hardware, records,
telephone numbers and lines,
equipment, Post Office Box,
IP addresses, domain names,
and other requirements
deemed necessary by DHS.

3. Detailed operational
procedures that describe the
tasks and services the
Contractor provides for this
Contract, and how the
Contractor performs them, to
allow another Contractor to
fully take over these tasks
and services.

4. Statement of the resources
that the Contractor believes
are required by DHS or
another Contractor to fully
take over the tasks and
services outlined in this
Contract, including quantity
and types of resources,
subcontractors, and volume
of tasks to support the scope
of work.

5. Detailed procedures that
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describe how to perform
maintenance and ongoing
support of any technical
solution that DHS or the new
Contractor will inherit.
Statement of the resources
that the Contractor believes
are required to fully take over
any technical solution DHS or
the new Contractor will
inherit, including quantity and
types of resources,
subcontractors, and volume
of tasks to support the scope
of work.

Plan and provisions for the
delivery of all DHS data,
including proprietary data and
work product, collected
and/or created (i.e. data,
applications, code
repositories, algorithms, etc.)
during the life of the contract.

B. As part of the Contract The plan must: A five-thousand-dollar ($5000)
Closure Turnover penalty shall be assessed per
Management Plan the 1. Include a listing of all items occurrence of insufficient
Contractor shall plan and that do and do not convey. performance.
make provisions for the 2. All data collected and/or
delivery of all DHS data, created during the final year Up to a ten-thousand-dollar
including proprietary data of the contract, or any data ($10,000) penalty may be
and work product, collected not captured in the initial assessed per occurrence of
and/or created (i.e. data, delivery, shall be submitted insufficient performance for
applications, code to DHS no more than sixty repeat noncompliance.
repositories, algorithms, etc.) (60) calendar days following
during the life of the contract the contract end date.
to DHS at least one year 3. DHS reserves the right to
prior to the contract end date request resubmission of data
in DHS preapproved format if formatting or delivery is
and delivery method. deemed unacceptable by

DHS at no additional cost.
C. As part of the Contract The plan must include the A five-thousand-dollar ($5000)

Closure Turnover
Management Plan the
Contractor shall ensure
operational tasks and
procedures get captured and
documented. DHS must
approve the documentation
organization.

Contractor’s approach for:

1.

Providing complete and
updated system and user
documentation, with the data
and documentation organized
in a format required by DHS
Description of Contractor
coordination activities that
shall occur during the
turnover phase and
implementation schedule of
the activities to ensure

penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

Page 19 of 22




Service Criteria’

Acceptable Performance

Damages for Insufficient
Performance"

uninterrupted system and
services as deemed
necessary by DHS.

Ensuring operational task and
procedure list and details get
updated fully during the
turnover phase.

D. The Contractor shall provide

written progress reporting
and submit to DHS within
one week after each

scheduled turnover progress

meeting.

Each progress report must
include:

4.

5.

10.

1.

Agenda from the previous
progress meeting;

Identities and job functions of
the attendees at the previous
progress meeting;
Description of any progress
made on each task,
deliverable, and milestone,
including any variance from
the baseline if applicable for
that period of time;

Topics of general discussion
at the monthly progress
meetings;

Action items and decisions
made at the monthly progress
meetings, as well as the
person assigned to complete
or make the decision;

List of all problems and
issues encountered, risks
identified and status of
resolution of each problem,
issue, and risk---for example,
a Corrective Action Plan for
each problem, issue, and risk
and a timeline for resolution;
Planned tasks, deliverables,
and milestones for the
following two months; and
Status of contractually
defined tasks, deliverables,
and milestones scheduled in
the Turnover Project Plan,
including any baseline
variances.

A five-thousand-dollar ($5000)
penalty shall be assessed per
occurrence of insufficient
performance.

Up to a ten-thousand-dollar
($10,000) penalty may be
assessed per occurrence of
insufficient performance for
repeat noncompliance.

Xll. Transition

to a Subsequent Contractor (RFP

Section 2.5.8)

A. During the transition period
to a subsequent Contractor,
the Contractor shall work
closely and cooperatively
with DHS and the new
Contractor.

1.

The Contractor shall perform
the activities required to
transition to a subsequent
contractor. End of contract
transition planning must
ensure seamless operations

A ten-thousand-dollar
($10,000) penalty shall be
assessed per occurrence/per
day of insufficient performance.

Up to a twenty-five-dollar
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and system turnover to DHS
or its designee. Key issues
include:
a. Phase-in training
b. Thorough and efficient
transition activities

c. Staffing continuity
d. Uninterrupted service

2. Upon DHS request or at least
six (6) months prior to the
final Contract year, including
option years that have been
exercised, and at least six (6)
months prior to the end of any
Contract extension(s), the
Contractor shall begin
turnover activities in
accordance with the
approved Contract Closure
Turnover Management Plan.

($25,000) penalty may be
assessed per occurrence/ per
day of insufficient performance
for repeat noncompliance.

The transition shall not be
considered complete until all
required activities are complete
and approved by DHS.

Xlil. Performance Bonding (RFP Section 4.4)

A. The Contractor shall obtain
a performance bond to
protect the State’s interest.

1. The amount of the
performance bond shall be
one hundred percent (100%)
of the annual contract price,
unless DHS determines that a
lesser amount would be
adequate for the protection of
DHS. Such performance
bond must be provided to
DHS prior to signing the
contract.

2. DHS shall require additional
performance bond protection
when a contract price is
increased or modified.

3. The additional performance
bond must be delivered to
the Arkansas Department of
Human Services Chief
Procurement Officer within
fourteen (14) calendar days
of request.

4. The Contractor shall notify
DHS of any changes,
modification, or renewals for
the performance bond during
the term of the contract. The
performance bond
documentation must be
provided to DHS with each
required notice.

One percent (1%) penalty will be
assessed per day of Insufficient
Performance. Penalties will be
calculated using the annual
contract amount.

Failure to provide an acceptable
bond is a breach of contract and
may result in immediate contract
termination, prohibition against
future bidding with DHS, the
addition of the Contractor to the
DHS excluded provider list, etc.
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Nothing in this table is intended to set forth all obligations of the Contractor under the contract. These
obligations are in addition to any others imposed by the contract and applicable law.

Page 22 of 22




	ARKANSAS DEPARTMENT OF HUMAN SERVICES
	REVISED PERFORMANCE BASED CONTRACTING

