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[bookmark: _Hlk536432262]ATTACHMENT 8
SPECIALIZED WORKERS COMPENSATION CLAIMS SERVICES QUESTIONNAIRE 
[ENTER FIRMS NAME]
[bookmark: _Hlk218061737]Bidders must specify what category(ies) they are bidding on. Bidders may choose to bid on one or multiple categories.
If you are not bidding on a certain category, you can skip the questions associated with that category.
Please select which Category(s) you are bidding on below:
☐Category A – 24/7 Services 
☐ Category B – Telehealth Services
☐ Category C – Nurse Case Management Services
☐ Category D - Return to Work Services
Bidders proposals must demonstrate how each of the following services to be provided are met AND/OR attest to their ability to meet the requirement. Each proposal response should cite the particular RFP section and paragraph number being addressed. 
Attach detailed documents as necessary to answer the question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”
CATEGORY A, B, C & D - TECHNICAL REQUIREMENTS (to be completed by all firms bidding on any category) 
The following is a list of services that shall be required of the successful Bidder under this category. 
1. Provide information about the Bidder’s organization, such as day-to-day operations and services, including the location of the office from which the assignments will be managed.
2. Provide escalation procedures NYSIF can use for reporting problems to higher levels of management within the Bidder’s organization.
3. A detailed description of your quality assurance program and internal controls, including, but not limited to:
a) Description of quality assurance program;
b) Peer review structure to modify quality standards;
c) Mechanism to continually review and update quality assurance program; 
d) Process to identify, evaluate and resolve issues and inquiries;
e) Customer satisfaction feedback loop;
f) Quality improvement results;
g) Supervisory reviews; 
h) Key performance indicators; and 
i) Internal/external procedural audits.
4. Explain your organization’s structure including a description of the reporting relationships of everyone involved in the contract and the home office of each staff member.
5. Your audited financial statements for each of the past two fiscal years. (Attach detailed documents if applicable)
6. Your most recent interim financial statements (audited or unaudited). (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
7. Evidence that your business is licensed, certified, or otherwise authorized, to the extent required by law or regulation, to perform the services in the category(ies)for which you are bidding. (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
8. For each Category the Bidder is bidding under, provide References as follows:
a) At least three (3) references for entities for which Bidder has performed services similar to those required for the project in the last five (5) years. See section 4.2.5 for additional information. NOTE WELL: NYSIF reserves the right to contact past and present clients from the lists provided in this section to confirm any information provided by the Bidder. (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
CATEGORY A ONLY TECHNICAL REQUIREMENTS (only completed by firms bidding on Category A)
Bidders for Category A must meet the requirements for each subsection under Category A: 24/7 First Report of Injury Reporting (FROI), and 24/7 Telephonic Nurse Triage (TNT). 
Organization overview for Bidders responding to Category A, subsection 24/7 First Report of Injury Reporting should include, but not be limited to: 
1. A description of where and when the bidder has provided FROI services for workers’ compensation programs, the service provided and volume served in each state. 
2. A description of the process by which calls are answered, routed and resolved;
3. A description of the average length of time that a caller utilizing either component of this service must wait before his or her call is answered by a live representative;
4. A description of the language support service(s) used to communicate with callers with limited English proficiency;
5. A description of how calls are recorded and how narratives are made available to NYSIF;
6. A description of the Bidder’s capability of generating detailed call logs and reports, as well as a description of the Bidder’s system(s) used for generating such logs and reports; 
7. A description of the process for evaluating the accuracy and thoroughness of information obtained and documented by the representatives;
8. The minimum education level and professional experience required for employees that would be providing FROI services for NYSIF;
9. A description of the process and methodology for providing to NYSIF and the policyholder injured worker’s report of injury or accident. 
10. A description of the process for monitoring and evaluating all of the Bidder’s employees in areas including, but not limited to, customer service, professionalism and information gathering; 
11. Sample telephone scripts; (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
12. Sample call logs (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
13. Outline proposed Service Level Agreement (SLA) and System Acceptance Plan as it relates to the Implementation Requirement for Category A under Section 2.4. Bidder must also address the other items outlined under Section 2.4 within their proposal submission.
Organization overview for Bidders responding to Category A, subsection, 24/7 Telephonic Nurse Triage should include, but not be limited to: 
14. A description of where and when the bidder has provided TNT services for workers’ compensation programs, the service provided, and volume served in each state.
15. A description of the process by which calls are answered, routed and resolved;
16. A description of the average length of time that a caller utilizing either component of this service must wait before his or her call is answered by a licensed and registered nurse;
17. A description of the language support service(s) used to communicate with callers with limited English proficiency;
18. A description of how calls are recorded and how narratives are made available to NYSIF;
19. A description of the process by which a follow-up call(s) is made to an injured worker and/or to a medical provider; 
20. A description of the Bidder’s capability of generating detailed call logs and reports, as well as a description of the Bidder’s system(s) used for generating such logs and reports; 
21. The minimum education level, professional license(s) and professional experience required by the Bidder for nurses;
22. A description of the Bidder’s process of verifying that all professional nursing licenses are valid and current; 
23. Sample resumes of nurses employed by the Bidder; (Attach detailed documents as necessary to answer this question comprehensively.) 
24. A description of the process by which such nurses are trained and kept informed of statutes, regulations, guidelines and client requirements related to the services to be provided;
25. A description of the process for evaluating the accuracy and thoroughness of information obtained and documented by the Bidder’s nurses;
26. A description of the process for assessing the severity of an injury and making appropriate recommendations regarding medical treatment; 
27. A description of the process and methodology for providing to NYSIF and the policyholder an injured worker’s report of injury; 
28. A description of the process for monitoring and evaluating all of the Bidder’s employees in areas including, but not limited to, customer service, professionalism and information gathering; 
29. Sample TNT reports; (Attach detailed documents as necessary to answer this question comprehensively.)
30. Sample telephone scripts; (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
31. Sample call logs (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)

[bookmark: _Hlk75864257]CATEGORY B ONLY TECHNICAL REQUIREMENTS (only completed by firms bidding on Category B)
Organization overview for Bidders responding to Category B, Telehealth Services, should include but not be limited to:
1. [bookmark: _Hlk75864199]A detailed description on how the medical evaluation shall be delivered under the terms set forth under Section 325-1.26 of Title 12 NYCRR, applicable sub-divisions, and NYS WCB Bulletins and Subject numbers pertaining to emergency medical aid and telemedicine.
2. A detailed description of your technical platform (software/application) which must be compatible with common operating systems of smartphones, tablets, and computers.
3. Information as to how your participating Telehealth Physicians are trained in urgent care, occupational medicine, general medicine and workers’ compensation.
4. Details as to how your Telehealth Physicians are available 24 hours, 7 days per week.
5. Information regarding how marketing material shall be created and made available to NYSIF’s policyholder(s).
6. A detailed description as to how an injured worker initiates Telehealth, and how the injured connects to the medical provider.
7. Details as to how IT/Technical support resolve issues. 
8. Details as to translation services available. 
9. Details as to how confidential data is kept secure and HIPAA requirements met. 
10. Details as to how good customer service is maintained and customer complaints are addressed/ resolved. 
11. Details as to how quality customer service standards are met, wait/appointment times are minimal, and complaints, delays and/or disruptions in service are resolved quickly.
12. Details as to how bills & reports shall be provided to NYSIF.
13. Details on controls/reports on call/appointment wait times. 
14. Details as to how disputes in medical billing are resolved. 
15. Details as to how Telehealth Physicians maintain WCB certification eligibility, and what monitoring/evaluation takes place to ensure exams and reports are of high quality.
CATEGORY C ONLY TECHNICAL REQUIREMENTS (only completed by firms bidding on category C)
Organization overview for Bidders responding to Category C, subsection, Nurse Case Management, should include but not be limited to: 
1. The required minimum education level, professional experience required, average years of nurse case management experience and national certifications enumerated in Services to Be Provided, Section 2.3.3(26), if any, for nurse case managers that would be servicing claims for NYSIF;
2. The process on how nurse case managers are informed of new statutes, regulations and guidelines related to the WCL and claims administration;
3. A description of the process for communications with the claimant, the physician, other health care providers, the employer, and NYSIF;
4. A description of the development of individual medical treatment plans;
5. A description on the process of assessing, planning, implementing and evaluating the claimant’s progress; 
6. A description of the process of evaluating claimant’s treatment plan for appropriateness, medical necessity, and cost effectiveness;
7. A description of the process of implementing care such as negotiating the delivery of durable medical equipment and nursing services;
8. A description of the process of devising cost-effective strategies for medical care; 
9. A description of the process of assessing rehabilitation facilities for appropriateness; 
10. A description of the process for providing return to work services;
11. A description of the process of an assessment of claimant’s home/vehicles to determine modification needs; 
12. A description of the work flow for the referral process;
13. Sample reports on activities completed; and
14. Examples of successful case studies. (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
Organization overview for Bidders responding to Category C, subsection, Managed Care Services for Catastrophic Claims, should include, but not be limited to:
15. The required minimum education level, professional experience, average years of catastrophic claims experience and national certifications enumerated in Services To Be Provided, Section below, for nurse case managers who would be servicing claims for NYSIF; 
16. The resumes of all nurse case managers who would be servicing claims for NYSIF; (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
17. A description of the process on how nurse case managers are informed of new statutes, regulations and guidelines related to the WCL and claims administration;
18. A description of the Bidder’s established provider network and related agreements with, including, but not limited to, medical, professional and pharmacy providers; 
19. A description of the full range of medical services and supplies available to NYSIF claimants;
20. A description of the process of performing an assessment of claimant’s home/vehicles to determine modification needs; and
21. A description of the services provided for in-hospital management, on-site visits, management throughout post acute rehabilitation, home and vehicle modifications, permanent placement return to home with home services, vocational rehabilitation or return to work, medical stability, prosthetic purchases and trainings and claim resolution for catastrophic injuries resulting in, but not limited to, quadriplegia, paraplegia, brain injury, major extremity or multiple extremity amputations, total industrial blindness, excessive hospitalizations and excessive burns.
CATEGORY D ONLY TECHNICAL REQUIREMENTS (only completed by firms bidding on category D)
Organization overview for Bidders responding to Category D, Return to Work Services, should include, but not be limited to:
1. The required minimum education level, professional experience required, average years of return to work case management experience for return to work coordinators that would be servicing claims for NYSIF;
2. The process on how return to work coordinators are informed of new statutes, regulations and guidelines related to the WCL and claims administration;
3. A description of the work flow for the referral process;
4. A description of the process for communications with the claimant, the physician, other health care providers, the employer, and NYSIF;
5. A description of the development of individual return to work plans;
6. A description on the process of assessing, planning, implementing and evaluating the claimant’s return to work progress; 
7. A description of the process of identifying job opportunities for injured workers not returning to work for their former employer inconsideration of their education, professional experience, disability, transferable skills, available transportation modes and geographical limitations; 
8. A description of the process of drafting/ editing resumes, along with providing career counseling; 
9. Sample reports on activities completed; and
10. Examples of successful case studies. (Attach detailed documents as necessary to answer this question comprehensively. Documentation needs to be clearly labeled and identified for example “See attached documentation - <filename1.pdf> Page X, <filename2.docx>Page X Section X”)
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