[bookmark: _Hlk132718688]STATEMENT OF WORK NO. 1 TO MASTER SERVICES AGREEMENT
THIS STATEMENT OF WORK (“SOW”) NO. 1 is made as of this ____ day of ____, 2023 (“Statement of Work Effective Date”), by and between ___________________ (“Contractor”) and Ventura County Medi-Cal Managed Care Commission doing business as Gold Coast Health Plan, a California public entity established under the laws of the State of California (hereinafter “GCHP”). The Parties entered into a certain Master Services Agreement dated ______________ (the “Agreement”). The terms and conditions of the Agreement are incorporated into this SOW No. 1 by this reference thereto and this SOW No. 1 is subject to such terms and conditions. If there is a conflict between a specific term in this SOW No. 1 and the terms of the Agreement, the specific term of the Agreement shall control.
[bookmark: _Toc231892836][bookmark: _Toc323285097][bookmark: _Toc323717607]BACKGROUND
GCHP desires to procure administrative services to support its Medi-Cal line of business as described in detail below. This SOW outlines the responsibilities, reports, and Service Level agreements relevant to the required services.
Guiding Principles
GCHP has developed a list of guiding principles for how GCHP and Contractor shall partner and make decisions during the Term of this SOW. These guiding principles coincide with GCHP’s mission statement—improve the health of members through high quality care and services—and it is imperative that the Contractor relationship adhere to these principles. When challenges arise, there is a commitment from all Parties to use these principles as a guide to identify and implement solutions.
a. Provide high quality service to members and providers while minimizing member and provider service disruptions.
b. Maintain compliance and remain current with federal, state, and local guidelines and regulations, and be sufficiently flexible to meet future needs of the program, including new state and federal mandates, program policy changes, program growth, and emerging technologies.
c. Establish a partnership that can deliver streamlined and coordinated outcomes to enable GCHP to execute a vendor management strategy that is efficient and minimizes the need for redundant efforts (e.g., audits), so that public resources are utilized in a responsible manner.
d. Maintain open and timely communications.
e. Cooperate and keep commitments with partners in mailroom services.
f. Provide timely and appropriate access to information and services.
g. Create and maintain technical interoperability to ensure that interfaces work with all products and systems (present or future) without restricted access.
h. Provide access to GCHP and/or external vendor application so Mailroom vendor staff can manually enter data.


GENERAL SCOPE OF SERVICES
Contractor shall configure a new work environment at the GCHP site or provide services within Ventura County, CA. 
A Contractor providing onsite services agrees to hire and retain existing mailroom personnel at a time mutually agreed upon.
IMPLEMENTATION SERVICES
As part of the RFP response, Contractor shall submit a high-level implementation strategy for takeover of services. 
[bookmark: _Hlk132799799]GCHP RESPONSIBILITIES
Provide and maintain the core claims processing software, HealthRules Payor (“HRP”).
Maintain a testing environment during implementation that mirrors the current production configuration and is updated on a weekly basis. 
Share relevant communications from the state and work with Contractor to determine how regulatory policies are implemented.
Provide direction and set standard policies for services provided under this SOW.
Work with Contractor through a Change Control Board (“CCB”)  to discuss improvement opportunities, prioritize changes, and review corrective action plans as necessary.
Provide local GCHP office space for onsite Contractor employees at an agreed-upon cost and timeframe, providing the space is available. 
Develop procedures for the mailroom to get drop-off/carrier mail to the mailroom immediately without opening package. Mailroom is responsible for any ancillary interoffice forwarding of mixed mail.
CONTRACTOR’S RESPONSIBILITIES
Overview
Contractor shall be expected to pick up mail at USPS. Return mail to the secure work location. Open, sort, and inventory both Claims Mail (“CM”) (1500, UB, ADA), with and without attachments, and Non-Claims Mail (“NCM”). Contractor shall scan, OCR, and (as needed) Key Data Enter (“KDE”) all Claims Mail. All NCM shall be scanned and queued by document type for indexing. All Claims Mail shall complete OCR and KDE cycles and be rendered into an acceptable 837 file for HealthRules Payor for the nightly EDI cycle.  All indexed Non-Claims Mail and Claims Mail shall be placed in an image repository for access by staff as required by their organizational role. The Contractor shall maintain an ongoing Quality Assurance (“QA”) and inventory reconciliation process. As delineated below, the Contractor shall maintain secure storage on site for rework, and shall be responsible for maintaining long term storage.
Continuous Improvement
Contractor shall review procedures, at minimum, twice per year and provide recommendations to GCHP for process improvement changes. Contractor shall work with GCHP to implement agreed upon changes. 
Receiving/Inbound Documents
Contractor shall pick up/receive mail by 7am PST each day.  All Claims Mail accepted by 7am PST shall be processed by the end of the day. 
Contractor shall implement standard procedures to receive mail and intake documents that incorporate GCHP’s business rules.
Contractor shall open, sort, date stamp, and inventory Claims Mail for scanning
Contractor shall open, sort, date stamp, and inventory Non-Claims Mail by established type for scanning.
All other mail not eligible for scanning will be handled per established policy.
Contractor shall identify, log, and track all mail that is certified, registered, or requiring signature. Envelopes and USPS cards will be copied and added to log.
Inventory Log to be maintained to ensure reconciliation of all mail entering the mailroom for that day. This inventory will be posted as mutually agreed-upon. Daily, Monthly Quarterly and Annual summary reports to be provided.
· This will include scannable Claims Mail by type, Non-Claims Mail by type, Non-Scannable Mail (“NSM”), damaged mail by type, and checks.
· As appropriate, inventory will track mail pieces and pages to end-state.
· Inventory will begin at mail opening, and inventory checks will occur at key points during process, post scanning, post OCR and KDE, post end-of-day boxing.
· Rework done as a result of a discrepancy will be at the Contractor’s cost.
[bookmark: _Hlk132718747]Scanning
Contractor shall complete scanning, verification, and converting of mail to images within 24 hours of receipt.
Contractor shall appropriately combine multiple pages of documents or separate unique documents from a common envelope as necessary to accurately capture all required information.
Contractor shall use technology, business rules logic, and manual processes (e.g., KDE) as data is captured, to enhance the accuracy rate of the data capture. Business rules logic includes edits that would restrict the types of data allowed in each field, or lookups that guide the operator to capture correct data.
Contractor shall provide, at minimum, a 24-hour turnaround with 98% accuracy by claim field for scanned claims.
All documents shall be scanned at 300 dpi and saved in TIFF format.
All scanned images shall be subject to de-skewing and image-sharpening processes to improve quality and readability.
Scans shall include all standard text and any margin text out to page edge in each scan. Scan and KDE actions shall be rendered into an 837 file, and queued to enter HealthRules Payor by no later than 12 AM.
Contractor shall provide KDE processors who shall correct any claim fields that fail to meet OCR accuracy thresholds. This activity shall meet the requirements stated in 5.2.2. Any re-scan and OCR corrections shall be at the Contractor’s expense. 
Contractor shall work with HealthEdge and GCHP to integrate access to claim and claim attachment images in HealthRules Payor to allow for claims processor to access claim and claim attachment images (see 5.5). 
Contractor shall complete Non-Claims Mail scanning, indexing, and promotion to image repository within 48 hours of receipt. Indexing shall be completed using specific, agreed-upon indexing criteria.
Contractor shall re-scan Claims Mail & Non-Claims Mail documents from the original version, that are deemed unreadable, within 24 hours after receipt of the document request, at no cost, for a minimum of 30 days after original receipt date.
Contractor shall assign each image created with an identifiable, traceable, unique document control number or smart number (CCN/DCN/ICN) that includes the Julian date and original date received. (Claims Control Number (“CCN”), Document Control Number (“DCN”), and Index Control Number (“ICN”) are interchangeable terms.)
Contractor shall expedite the turnaround time of specific documents as requested by GCHP.
Once scanned, the Contractor shall capture from each paper claim document type, those fields which are necessary to support and create a standard CMS electronic file to load into the core processing system.
Image Repository
Contractor shall develop and maintain an image repository of scanned images. Images shall be retrievable by end users (authorized contractors/GCHP employees). All images shall be accessible by end users for 36 months. Access to image types shall be role-based by user and document type. 
Contractor shall archive images after 45 time. All archived images should be retrievable within a 2 week period.
Contractor shall provide confidential storage of archived electronic files for ten (10) years from the final date of the contract period or from the date of completion of any audit, whichever is later. 
Contractor shall purge digital images after 36 months per DHCS standards. This shall be done using current digital security overwrite protocols, and Contractor shall provide a letter of certification of destruction. Destruction should be completed not longer than a rolling 39 months, allowing for a purge each quarter. (See 5.6 Information Security)
At GCHP's discretion upon contract termination, and under a separate agreement, GCHP may request that Contractor provide and maintain access to the retained digital documents until the retention period lapses for digital file retention. GCHP shall be responsible for assuming the cost of any paper storage costs until the destruction date and, at its discretion, may upon mutual agreement leave the stored paper materials at the current location. 
Paper Document Storage
Onsite Active Storage: Contractor shall maintain all GCHP Mail in a secure area apart from any other client(s) mail during daily active use of the documents. All GCHP Mail shall have their own work stream apart from all other clients.
Onsite Short-Term Storage: Contractor shall maintain all Claims Mail and Non-Claims Mail in a secure locked area for a rolling 30 days, but not longer than 45 days from date of receipt.  This shall be to accommodate prompt access to documents for rescan as requested.
Regulatory Storage: Contractor shall utilize GCHP’s record retention vendor (Iron Mountain) and adhere to GCHP’s records retention policies.   Documents shall be stored for a period not to exceed the regulatory maximum of ten (10) years per DHCS standards. 
Storage Boxing, Labeling and Inventory:  Claims Mail shall be segregated from Non-Claims Mail and boxed separately. 
Non-Claims Mail shall be boxed together based on date range, and segregated internally by document type. 
External labels shall be placed on each box to include, but not limited to: contents, date range, shred date, and other information to make retrieval easier.
Contractor shall provide archived paper documents upon request. If documents are in short-term storage (received within 30 days), they should be provided within 24 hours.  Archived paper documents (documents over 30 days old) should be provided within three (3) Business Days.
Contractor shall provide confidential storage of archived electronic files for 10 years, per DHCS standards.
Return Mail, Certified Mail, Live Checks, Non-USPS Mail
Return Mail is mail that is:
Damaged, unreadable mail
Mis-directed mail
Originals of key documents (e.g., birth certificates, drivers licenses etc.)
A Log Inventory of these items shall be kept detailing date received, date returned, number of pages, type of document, and condition. 
Documents shall be kept in a secure location and original documents shall be kept in a lock box.
Certified Mail: Certified/Registered Mail shall be opened, inventoried, and logged, then placed as required in daily workflow. The envelope(s) shall be copied and filed as an attachment to the daily log.
Live Checks: When a live check is identified in the mail open/sort cycle it shall be taken by a designated staff member, copied and logged, and placed in a locked bank bag. The locked bank bag shall be taken to a designated GCHP staff member for validation approval and acceptance of live checks. The check copies shall remain with the log.
Validation and Approval: Facility-based operations = Daily. Non-facility-based operations = not less than a pre-arranged Weekly (7 Calendar Days) cycle.
Non-USPS Mail, Drop off at GCHP Facility, UPS, FedEx & Others:
See 4.6 GCHP Responsibilities.
Drop-off/carrier mail shall be logged, and at a minimum include date and time, type (Claims Mail & Non-Claims Mail), number of pages, and sender.
Mail shall be added to the following day’s workload and subject to that day’s KPIs and handling requirements.
Claims Mail shall require date of receipt stamp, receipt date Julian number, and date in CCN
Mailroom is responsible for any ancillary interoffice forwarding of mixed mail.
Outbound Process
Contractor shall make claims available for nightly intake to HealthRules Payor in an electronic 837 file format not later than 12 midnight.  
Non-Claims Mail shall be migrated by document type to the image warehouse on a realtime or near-realtime basis after indexing. Contractor shall prioritize specific documents for scanning and migrating based on GCHP and Contractor discussions.  Prioritization may change throughout the duration of the contract
Contractor shall route incomplete Provider Reconsideration Request Forms with any supporting documentation to the GCHP Grievance & Appeals department within 5 Business Days. GCHP shall request the complete form from providers.
Contractor shall document all received PDRs and follow the GCHP-approved process for notification. Contractor shall collaborate with the fulfillment vendor to agree upon a timely notification process for all incoming mail that requires an acknowledgement letter (e.g., claims, PDRs, PGRs, Provider Reconsideration Request Forms, etc.)
Integration
Contractor shall integrate their images with claims and other vendor software allowing end users (claims processors and GCHP employees) to access images as a pop-up (or other) within the vendor software.
Contractor shall collaborate with HealthEdge during implementation to integrate the systems.  Other integrations may be requested later.
Quality Assurance
Contractor shall submit, for review and approval, a Quality Assurance Plan within 30 days of the execution of the Agreement.  The Quality Assurance Plan shall include, minimally: 
· Quality review and inspection process of claims and all other documents. 
· Inspection criteria for QA of OCR Claims Mail by type, with and without KDE.
· Criteria used to determine defects. 
· Commitment to scanning all documents at a minimum of 300 dpi.
· Internal quality KPIs not otherwise stated in the RFP. 
· Cadence for QA processes, both electronic and observational.
· Policy and examples of Inventory control process at key transition points
· Policy on preparation and boxing for storage of Claims Mail and Non-Claims Mail documents, including box labeling procedures.
· Policy for regulatory document destruction, timeliness, observation, and certification. 
Contractor shall define its approach to service and maintenance of all equipment put in place because of this RFP, including a description of its cadence for equipment maintenance. 
Contractor shall have a process to notate and reject documents with poor and unreadable image quality. Documents rejected due to unreadable image quality shall be returned to the sender within 30 days of receipt. 
Contractor shall re-process any documents that are not accurately captured by the standard intake process, identified through quality control, audit, research or review. If a document requires re-scanning, the re-scan and quality review shall take place within 30 days of document receipt. 
Reporting
Contractor shall have the ability to track all activities related to the services described in this contract, and the ability to generate reports that monitor volumes, trends, and users. 
Contractor shall work with GCHP to identify appropriate reporting needs within 30 days of contract signing. 
Contractor shall maintain an approved report generation schedule for all scheduled reports for the term of the contract, updating the schedule as requested by client and reviewing all reports with the client annually. 
Contractor shall provide reports in an approved dashboard format and shall include attachments to supporting data for each measure on the dashboard. 
Contractor shall store all generated reports in a centralized document repository. 
Not less than semi-annually, Contractor shall meet with designated GCHP staff to discuss performance and provide an overview of prior period metrics. 
Contractor shall conduct a data entry audit and share the results with GCHP weekly. The audit shall include a sample from all form types (e.g., 837I (UB facility claims), 837P (HCFA Professional Claims), LTC-01 form, Provider Reconsideration Request Form, etc.).
Contractor shall provide detailed electronic chargeback of services, by user or department. 
Staffing and Training
Contractor shall provide appropriate staffing and ensure all staff are trained.
Contractor shall provide appropriate training to ensure compliance with all local, state, and federal regulations. Updates to regulation-associated training shall be completed at no cost to GCHP.
Contractor shall furnish and maintain appropriate hardware, software, and other necessary materials to support the development, maintenance, and delivery of required training.
Operators shall receive extensive training on procedures for each field using GCHP supplied documentation or comparable materials that emulate GCHP policies and procedures. In general, training shall be required, and operators shall be instructed to capture the data as it appears in the image. Where appropriate, operators shall be given authority to determine the correct data to be captured when data does not meet the criteria for key-what-you-see
CHANGE CONTROL PROCESS
As part of service implementation and within 30 days, Contractor shall provide a copy of their change control and release management policy.
The Contractor shall notify GCHP of any software update that has the potential to impact GCHP operations.
Major Application updates shall be reviewed and approved by the GCHP Change Control Board (“CCB”), in collaboration with other vendors impacted by the change.
Release management shall conform to requirements outlined herein.
Contractor shall collaborate with GCHP and other partners to develop and deliver a change management plan for approval during the Implementation period that, at a minimum, conforms to project management standards and addresses the Contractor's responsibilities in a multi-Contractor system. 
Contractor shall have a manager or representative participate on the GCHP CCB, and attend meetings to provide input on proposed changes, including work estimates for any major or minor changes that fall outside of normal maintenance. 
Contractor shall collaborate with GCHP to review policy changes, contribute to assessments, and perform assessments, estimates, and work changes in the timeframe and priority set by the CCB. 
Contractor shall collaborate with all GCHP vendors as it relates to any system or non-system-based changes, modifications, or maintenance activities, testing efforts, tasks, or projects. 
Contractor shall create, and submit for approval during the Implementation period, a release management process and schedule, following industry best practices. The process will be used for all changes, including maintenance schedules, testing protocols, back-out plans and communications with the CCB.
Contractor shall maintain a release management report/dashboard in conjunction with the CCB, to ensure that the status of all implementations is updated on a real-time basis.
Contractor shall implement Change Control Document “CCD” in accordance with the following priorities and timelines.
The priority of each Change is a required field for submission of the CCD for review. The requestor is responsible for determining the initial priority; however, the CCB may edit the priority as necessary and appropriate, excepting those matters specifically enumerated as “High” priority below. Priority is measured by impact to business operations. High priority CCDs shall be implemented in strict compliance with the applicable Service Level Agreement, if applicable, or completed within thirty (30) Calendar Days of the CCD being received, whichever time period is shorter. “Medium” priority CCDs shall be completed within sixty (60) days, Calendar Days, unless otherwise agreed by the CCB. “Low” priority CCDs shall be completed within ninety (90) Calendar Days, unless otherwise agreed by the CCB. Efforts to address critical CCDs shall begin within two hours of receipt of the CCD and shall be completed within forty-eight (48) hours, unless otherwise agreed by the CCB.
INCIDENT MANAGEMENT
Contractor shall create, and submit for approval during the Implementation period, an Incident Management Plan, following industry best practices.  
Contractor shall name a single point of contact for Incident Management and issue escalations. 
Contractor shall immediately report any incident that shall result in a scanning delay, using an approved Incident Management process.
Contractor shall participate in any required Incident Management calls as needed to work an incident to resolution. 
Contractor shall participate in any Root Cause Analysis (“RCA”), corrective action planning, or other follow-up activities outlined as the result of an incident. 
Contractor shall provide its guarantee of up-time for equipment. 
SOW TERM
The Initial Term of this Statement of Work shall be from _______________ until ______________ (the “Initial Term”). Upon the expiration of the Initial Term, GCHP shall have the right to renew this Statement of Work at the fees listed, for consecutive Renewal Terms of _____________, not to exceed a maximum of _______ (___) Renewal Terms, by giving Contractor written notice of renewal at least ninety (90) days prior to the expiration of the then-current term. 
COMPENSATION
To be negotiated
Key Contractor Personnel
Contractor shall assign a daily Key Point of Contact for routine business needs. GCHP and Contractor shall assign an individual to be the single point of contact for issue escalation and to participate in the Contract Governance Plan development and maintenance. They shall provide an organizational chart with the roles and responsibilities of individuals supporting this Agreement and provide updates to the organizational charts as they occur.
Key Points of Contact:
	Name
	Title
	Email
	Phone

	
	
	
	

	
	
	
	

	
	
	
	



Organizational Changes. Contractor will provide GCHP formal notice of any organizational changes to any of the Key Employees  listed by name above.  All such notices shall describe the organizational change and how Contractor will reduce any associated impact to GCHP. Notice shall be delivered via electronic means in accordance with Section 15.2 of the Agreement. Revisions to this Table 21.2 shall be made through the Change Control Process of Sections 3.1 and 4 of the Agreement.
Subcontractors. Contactor shall obtain prior written approval for any subcontracts in accordance with Section 11.1 of the Agreement . 
Background Checks. Contractor agrees that GCHP has the right to require Contractor to submit to and hereby authorizes GCHP to conduct a reference, fingerprint or other criminal background investigation with respect to regulatory and other legal considerations of GCHP. Contractor also acknowledges and agrees that at GCHP’s request, Contractor shall require the same of any of its employees or contractors who perform services related to the performance of Contractor’s obligations under this Agreement. 
DATA SECURITY AND AUDIT
Contractor shall maintain and enforce information and data privacy and security procedures with respect to its access, use and storage of all GCHP Data (as defined in Section 7.3 of the Agreement) that (a) are at least equal to industry standards taking into consideration the sensitivity of the relevant GCHP Data, and the nature and scope of the Services to be provided, (b) are in accordance with GCHP’s reasonable security requirements, (c) comply with all applicable international, foreign, federal, State and local laws, statutes, rules, orders and regulations, and (d) provide reasonably appropriate administrative, technical, and physical safeguards to protect against accidental or unlawful destruction, loss, alteration or unauthorized disclosure, access or use of GCHP Data. 
Upon request by GCHP, and in lieu of an audit as described in Section 2.10 of the Agreement, Contractor agrees to provide within ninety (90) of the request, the results of the most recent  third-party audit of Contractor for compliance with nationally recognized d security standards for any or all of the locations at which Services are furnished. In the event that any audit (whether by GCHP, Contractor, or a third-party designee of either of them) reveals a material risk to the confidentiality, integrity, or availability of GCHP’s Data, Contractor shall take prompt corrective action in accordance with Section 13 of the Agreement. 
TRANSITION AND RUNOUT SERVICES
At contract start-up there shall be a residual backlog of work remaining from the prior vendor. The scope of this residual work is unknowable at the issuance of this SOW. The contractor shall within the first thirty (30) days provide GCHP a Plan to reduce this backlog and enter a steady operational state.
Transition Services. Contractor shall provide Transition Services to GCHP as described in Section 1.3 of the Agreement. 
Runout Services.  The runout services period shall be up to six (6) months long and shall begin the day after the expiration or termination of this SOW 1 and the Agreement (“Runout Period”). Throughout the Runout Period, Contractor shall provide such Runout Services as reasonably necessary to administer the provision of claims related services as described to ensure an orderly wind down of the arrangement contemplated by this SOW (“Runout Services”).  Such Runout Services, shall include, but not be limited to:
Audits, Reporting and Reconciliation. Contractor shall provide reports and participate in audits and reconciliations in accordance with the terms and conditions of this SOW and the Agreement.
Transfer of Data.  Contractor shall provide weekly data files to the new vendor following each check run.
Mutual Agreement.  In addition to any Transition Services described in Section 1.3 of the Agreement, Contractor shall provide such additional or continuing Transition or Runout Services, or any other service previously provided to GCHP, as mutually agreed by the parties

CONTRACT GOVERNANCE
The Parties shall implement the contract governance provisions set forth in Exhibit “B".

The Parties' duly authorized representatives have executed this SOW as of the date written above.

Ventura County Medi-Cal Managed Care 		[Contractor]
Commission d.b.a. Gold Coast Health Plan
Signature:						Signature:				
Name: 							Name:					
Title: Chief Executive Officer 				Title:					
Date:							Date:					


EXHIBIT A
SERVICE LEVELS

1. [bookmark: _Toc220398928]Introduction
This Service Levels Schedule sets forth the Service Levels that Contractor is required to meet or exceed in performing certain of the Services during the Term. This Schedule also describes the methodology for calculating Credits that will be provided to GCHP by Contractor if Contractor fails to meet a Service Level, and the process the Parties will follow to add, modify, or delete Service Levels during the Term.
[bookmark: _Toc220398929]Definitions
[bookmark: _Toc220398930]Certain Definitions
“Amount at Risk” has the meaning given in Section 5.2.
“Business Days” mean Monday through Friday, with the exception of designated GCHP holidays. For purposes of measuring performance against Service Levels, each Business Day shall start at the occurrence of the event to be measured by the Service Level and end the same time of day the following Business Day (e.g., a task that requires a one (1) Business Day turnaround time and starts on 3:00 p.m. local time on Monday must be finished by 3:00 p.m. local time on Tuesday, provided that both Monday and Tuesday are Business Days).
“Service Level” means the quantitative performance standards described in Section 7 to this Schedule or otherwise by GCHP in accordance with Section 6 below.
Measurement Period” means, for any Service Level, the period of time during the Term, during which Contractor’s actual performance of the relevant Services is to be measured against the corresponding Service Level.  
“Pool Percentage Available for Allocation” means one hundred (100) percentage points.  
“Service Level Credit” has the meaning given in Section 5.7 below.
“Service Level Failure” means, with regard to any Service Level, a failure by Contractor to either (i) perform at the level that satisfies the corresponding Service Level during any particular Measurement Period, or (ii) properly measure and report on the performance for any Service Level to the extent Contractor is responsible for such measurement and reporting. 
[bookmark: _Toc220398931]Other Terms
Other terms used in this Schedule (including any Exhibit to this Schedule) are either defined in the context in which they are used or are defined elsewhere in this Agreement, and in each case shall have the meanings there indicated.  
[bookmark: _Ref213756206][bookmark: _Ref213756348][bookmark: _Toc220398932]Measurement, Reporting and Supporting Information
Contractor shall provide (except as expressly stated otherwise in this Agreement) and utilize the necessary measurement and monitoring tools and procedures required to measure and report Contractor's performance of the Services against the applicable Service Levels. Such measurement and monitoring shall permit reporting at a level of detail sufficient to verify compliance with the Service Levels and will be subject to verification and review by GCHP. Contractor shall provide GCHP with information and access to such tools and procedures, and the raw data used for measurement and monitoring upon request, for purposes of verification.
If, after the Initial Term, Contractor desires to use a different measurement tool, process or methodology for any Service Level, Contractor shall provide written notice to GCHP proposing: the alternative measurement tool, process or methodology; and any reasonable adjustments to the Service Levels that are necessary to account for any increased or decreased sensitivity that will likely result from use of the alternative measurement tool, process or methodology. Contractor  may utilize such alternative measurement tool, process or methodology only to the extent such tool, and any associated Service Level adjustments, (i) provide GCHP a method of verifying Service Level performance that is at least as accurate, timely and easy to understand as the then-current tool, process or methodology, and (ii) are approved in writing by GCHP.
Reporting, Measurement, and Supporting Information
Contractor shall deliver a Monthly Performance Report (“MPR”) to GCHP that compares Contractor’s performance of the services with each of the Service Levels during the immediately preceding month. The Monthly Performance Report shall also include Contractor’s calculation of any Service Level Credit that is due to GCHP as a result of Contractor’s failure to meet Service Levels. The MPR shall be delivered no later than the fifth (5th) Business Day of the subsequent month following the reporting month. 
The MPR shall be in a form agreed to by GCHP and shall contain no less than the following information: (a) actual performance compared to the Service Level; (b) the cause or basis for not meeting the Service Level; (c) the specific remedial actions Contractor has undertaken or will undertake to ensure that the Service Level will be subsequently achieved; and (d) any Service Level Credit. Contractor and GCHP will meet as often as shall be reasonably requested by GCHP, but no less than monthly, to review the performance of Contractor as it relates to the Service Levels. Where Contractor fails to provide an MPR for Service Level compliance in the applicable timeframe, such Service Level shall be deemed to be unsatisfied for the purposes of calculating a Service Level Credit. Contractor shall, without charge, make GCHP’s historical MPRs available to GCHP upon request.
Contractor shall provide to GCHP detailed supporting information (including raw performance data) relating to Contractor’s performance relative to the Service Levels (“Supporting Information”) or electronic access to Supporting Information. Such Supporting Information shall at a minimum include all information that is necessary for GCHP to verify the accuracy of Service Level measurements and reporting, and any other Supporting Information requested by GCHP to the extent it is available to Contractor. 
Contractor shall make the MPR and Supporting Information available to GCHP both (i) in a form suitable for use on a personal computer; and (ii) via a secure website; provided, however, that if requested by GCHP, Contractor shall also provide to GCHP interactive electronic access to performance data (i.e., access to performance data that is the same as is available to Contractor and reflects performance at the then-present time), to the extent that the agreed-upon measurement tools used to measure performance are capable of providing such access. To the extent that such tools are not capable of providing GCHP with such interactive access, Contractor shall promptly provide access to timely Supporting Information upon GCHP’s request.
[bookmark: _Toc220398936]Service Level Methodology
[bookmark: _Toc220398937]General
[bookmark: _Ref214875879]Commencing on the Service Order Effective Date, Contractor shall meet or exceed each of the Service Levels.
[bookmark: _Ref66785652]Service Levels constitute one means, but not the exclusive means, of measuring Contractor’s performance of the Services. Moreover, if a Service Level includes multiple conditions or components (e.g., components (a), (b) and (c)), then Contractor’s performance must satisfy each and every condition or component (i.e., components (a), (b) and (c)) to achieve the corresponding Service Level. For the avoidance of doubt, failure in one of the components shall be deemed a Service Level Failure.
If any portion of the Services is to be provided from a business continuity recovery environment, the Service Levels shall continue to apply; except to the extent a disaster occurring at a GCHP facility prevents Contractor from meeting such Service Levels.
[bookmark: _Ref219016973][bookmark: _Toc220398938][bookmark: OLE_LINK3][bookmark: OLE_LINK5][bookmark: _Ref214359821][bookmark: _Ref54611613]Amount at Risk
[bookmark: _Ref214875883][bookmark: _Ref214875379]Contractor will place fifteen percent (15%) of the aggregate monthly charges payable by GCHP under this Agreement (excluding Pass-Through Expenses) at risk each month for Service Level Credits (such amount the “Amount at Risk”). 
[bookmark: _Toc220398939]Failure to Perform
In the event of a failure to meet a Service Level as measured over a one-month period as specified below, Contractor will provide GCHP with the applicable credits. The credits shall be applied to GCHP’s invoice within thirty (30) days. If there is no such invoice, then Contractor shall provide a refund check for such credits to GCHP unless GCHP agrees in writing to allow more time for the credit to be provided on an invoice. 
For each Service Level Failure, Contractor shall promptly (i) investigate, assemble and preserve pertinent information with respect to, and report on the causes of the problem, including performing a Root Cause Analysis of the problem in accordance with the timeframes established in the Service Order; (ii) propose a Corrective Action Plan (“CAP”) for GCHP’s review, comment and approval including but not limited to a commitment by Contractor to GCHP to devote the appropriate time, skilled personnel, systems support and equipment, and/or resources to remedy, minimize the impact of, and correct the problem; and the time frames for implementation of the CAP; and (iii) advise GCHP of what Contractor is doing to  prevent recurrence and begin meeting the Service Level. Such CAP shall be submitted with the MPR that evidences a Service Level Failure.
In the event that Contractor does not meet a Service Level, Contractor shall: (a) owe to GCHP any applicable Service Level Credit; and, (b) use its best efforts to ensure that any unmet Service Level is subsequently met. Service Level Credits shall be applied by Contractor against the next applicable invoice, in no case shall GCHP be required to notify Contractor that a Service Level Credit is due as a condition of payment of the same. Without regard to whether Service Level Credits may have been or will be paid, Contractor will use its best efforts to minimize the impact or duration of any outage, interruption, or degradation of Service.
Contractor recognizes that a Service Level Failure may have a material adverse impact on the business and operations of GCHP and that the damages from a Service Level Failure are not susceptible to precise determination. Accordingly, with the exception of Excused Failures as set forth below, in addition to any other remedies available to GCHP under this Agreement, at law or in equity, GCHP shall recover as its remedy for such Service Level Failure a credit calculated in accordance with this Exhibit (each such credit, a “Service Level Credit”).
[bookmark: _Ref217207577][bookmark: _Toc220398940]In addition, GCHP may, either before or after receiving any particular Service Level Credit, make a claim for damages against Contractor arising out of Contractor’s failure to meet the applicable Service Level; provided, however, that if GCHP had previously received any Service Level Credits, as a result of such failure, then the amount of damages then recoverable by GCHP shall be reduced by the amount of any Service Level Credits previously received and not returned by GCHP. This provision shall not limit GCHP's rights with respect to termination of this Agreement for cause Excused Service Level Failures.
If Contractor fails to meet a Service Level and establishes within three months after such failure that:  (i) GCHP’s failure to perform a retained responsibility was the root cause of Contractor’s failure to meet such Service Level (e.g., with respect to a claim that was pended for review by GCHP in accordance with GCHP's policies and procedures); (ii) Contractor would have achieved such Service Level but for such GCHP failure; (iii) Contractor used commercially reasonable efforts to perform and achieve the Service Level notwithstanding the presence and impact of such GCHP failure; and (iv) Contractor is without fault in causing such GCHP failure, then (x) no Service Level Credit shall be assessed against Contractor for any resulting Service Level Failure; (y) any Service Level Credits received by GCHP for such Service Level Failure shall be returned to Contractor; and (z) Contractor shall otherwise be excused from achieving such Service Level for as long as GCHP fails to perform such retained responsibility and Contractor continues to use commercially reasonable efforts to prevent, overcome, or mitigate the adverse effects of such failure to the extent required to achieve the applicable Service Level. 
Contractor shall not be excused from a failure to achieve a Service Level other than under this Section, or as expressly provided elsewhere in this Agreement.  
[bookmark: _Ref67033105][bookmark: _Toc220398942]Modifications And Improvements To Service Levels.
[bookmark: _Toc184019225][bookmark: _Toc220398943][bookmark: _Ref180470247]Deletions of Service Levels
[bookmark: _Ref184017994][bookmark: _Toc184019226]GCHP may at any time during the Term, in its sole discretion upon written notice to Contractor, delete a then-existing Service Level.  
[bookmark: _Ref214358580][bookmark: _Toc220398944]Additions of Service Levels
GCHP may, in its reasonable discretion upon written notice to Contractor, add a new Service Level with respect to any Service. Within thirty (30) days after Contractor's receipt of such notice the Parties will meet to discuss in good faith the standard of performance, measuring technique and interval, as well as any other pertinent factors related (collectively, “metrics”) to a new Service Level. If the Parties fail to reach an agreement on the metrics related to the new Service Level, then (a) Contractor shall apply metrics that are no worse, overall, than the best metrics with which Contractor has performed the Service or a substantially similar service over the immediately preceding six (6) months for any other Contractor client, and (b) Contractor shall develop a written plan describing the steps that would be necessary to implement GCHP's requested metrics, any Contractor expense associated therewith and the timeframe within which such new metrics could be implemented. GCHP may require Contractor to apply GCHP’s requested metrics if GCHP agrees to pay at least one-half (1/2) of the Contractor-associated expenses associated with the GCHP requested  metrics.
[bookmark: _Ref208192112][bookmark: _Toc220398947]Meetings to Add and/or Adjust Service Levels
GCHP and Contractor will meet to review the Service Levels on a semi-annual basis to discuss the Service Levels and upon mutual consent, will make additions and/or adjustments to the Service Levels as appropriate to reflect improved performance capabilities associated with advances in technology, processes, methods and tools. As new technologies, processes, methods and tools are introduced, additional Service Levels reflecting industry best practices for those technologies and processes will be established by the Parties.
Service Level Categories and Service Levels.
Operational and Regulatory. The Service Level categories and the related Service Levels set forth below in Table 7.2 shall apply to Contractor’s obligations for the operational and regulatory services.
The table below outlines each of the required Key Performance Indicators and Contractors required reporting frequency. Service Levels are listed in Exhibit A.
Table 7.1 
	#
	Key Performance Indicator
	Measurement/Definition
	Reporting Frequency

	1
	Turn Around Time (TAT) 

	The amount of time elapsed, in hours, from receipt of a document by Contractor through delivery of output by Contractor to GCHP. 
Non-PO box USPS Documents (Drop-off, UPS FedEx, & Other) received after 7:30 AM PST shall be considered the following day’s volume for TAT purposes. Note: receipt date will remain day of delivery.
	W, M, Q, A

	2
	Inventory Control

	KPI -Inventory Log to be maintained to ensure reconciliation of all mail entering the mailroom for that day. This inventory will be posted as mutually agreed Daily, monthly, quarterly, and annual summary reports to be provided. 
· Discrepancy in count will result in a root cause review and if not resolved within 2 Business Days is reportable to GCHP.
· Discrepancy reports will be part of monthly reporting.
· Excessive Discrepancies will result in penalties (GCHP will define)
	D, M, Q, A

	3
	Scanning
Image TAT
Claims Mail All Types

	KPI 100% of all scannable mail will be scanned daily
	M, Q, A

	4
	Scanning
Image TAT
Non-Claims Mail 

	KPI 100% of all scannable mail will be scanned daily
	M, Q, A

	5
	Scanning
Image Quality
Claims & Non-Claims Mail

	KPI 0.1 % of total weekly images will be subject to QA Review = 98% 
· Failure of initial review will generate secondary review of 3% of total weekly images.
· Secondary review failure is followed by root cause analysis and corrective action plan
	M, Q, A

	6
	OCR & Key Data Entry (KDE)
Claims All Types

	
KPI - A separate 0.1 % of both OCR only and 0,1% OCR with KDE correction will be audited with an KPI of 98% accuracy at the claims field level. 
· Reporting will be for each type of audit OCR only and OCR with KDE correction.
	M, Q, A

	7
	Non-Claims Mail Indexing

	KPI - All Non-Claims Mail will be indexed and available to end users within 48 hours of initial scan. 
KPI – Non-Claims Mail identified for timeliness will be completed and available to end users within 24 hours of initial scan
	M, Q, A

	8
	Returned Mail

	KPI - Documents will be returned to sender within three Business Days of receipt.
9KPI - Monthly reporting on returned mail volume and disposition
	M, Q, A

	9
	Live Checks & Cash

	KPI Monthly report of at a minimum # of checks per day and value of Checks per day.
	M, Q, A

	10
	NON-USPS Mail received at Plan location

	KPI - Drop-off/carrier mail received after 7 am at the plan will be EXEMPT from Scanning KPI's above for that days cycle.
Drop-off/carrier mail will be logged and at a minimum include: date and time,  type (Claims Mail & Non-Claims Mail), # pages, and sender.
Mail will be added to following days’ workload and subject to that days KPIs and handling requirements.
	M, Q, A

	11
	Postproduction Storage & Long -term Storage.

	KPI - Based on the migration cadence of documents to Long-term storage a report (Monthly) will be generated providing an inventory of Migrated Documents including but not limited to: Date Range of documents sent to storage, Box #'s and summary of box contents. 
KPI - Not less than quarterly a report of Documents eligible for destruction will be provided
KPI - Post destruction certificates will be forwarded to authorized GCHP authority.
	M, Q, A
As specified

	12
	Certified/Registered Mail

	KPI - Quarterly a report of Certified/Registered Mail.
	Q, A



Table 7.2 
	Service Level Category
	Service Level Description
	Service Level
	Measurement Technique/Time Frame
	Percentage Pool Available for Allocation

	Images Turnaround Time
	Accuracy and timeliness of images
	1. Contractor will convert 98% of received paper claims to viewable images within 2 Business Days of receipt.

2. Contractor will successfully convert the remaining 2% of received paper claims to viewable images within 4 Business Days of receipt. (an additional 2 Business Days)
	Measurement Technique: Contractor provided daily report.

Measurement Period: Monthly

Measure 1: Number of paper claims imaged within 2 Business Days/number of paper claims received = 2 Business Day timeliness.

Measure 2: number of remaining paper claims imaged within 2 Business Days/number of remaining paper claims received = Remaining 2% Timeliness.
	35%

	Images Quality


	Overall and 
Critical Field Accuracy Rate


	1. Contractor will convert 100% of received paper claims to viewable images with a 99% overall accuracy rate.

2. Contractor will convert 100% of received paper claims to viewable images with a 99% critical field accuracy rate.


	Measurement Technique: Contractor provided daily report.

Measurement Period: Monthly

Measure 1: Total number of data fields collected accurately divided by the total number of data fields collected. (by claim type).

Measurement Technique: Contractor provided daily report.

Measurement Period: Monthly
Measure 2.1: Total number of critical data fields collected accurately divided by the total number of critical data fields collected.

Measure 2.2: Critical data fields shall be defined as any field that will impact claim payment (ex. Financial and clerical).
	35%

	Provider Dispute Resolution (PDR )
	PDR Acknowledgement
	In the case of a paper provider dispute, the acknowledgement shall be provided within five (5) Business Days of the date of receipt of the paper provider dispute by the office designated to receive provider disputes.
	Measurement Technique: Contractor provided daily report.

Measurement Period: Monthly
Measure 1: Total paper provider disputes received within the month under review (provider dispute CNDT received Date - provider dispute acknowledgement Date = Timeliness)
	30%





EXHIBIT B
CONTRACT GOVERNANCE PLAN

1. INTRODUCTION
This Contract Governance Plan establishes a minimum engagement structure needed to manage the relationship between GCHP and the Contractor. Conflicts between the Governance Plan and the Agreement or other Schedules or Exhibits will be governed by the Agreement or other Schedules or Exhibits.

2. CONTRACT GOVERNANCE PLAN
The Contract Governance Plan consists of an engagement plan to establish the organizational interfaces for management and operation of the GCHP/Contractor relationship. These components of the Contract Governance Plan provide a minimum level of governance and are to be supplemented and refined as mutually agreed to by the Parties as needed to effectively manage the relationship.

3. ENGAGEMENT PLAN
The engagement plan provides a catalog of all the meetings between GCHP and Contractor and includes: the purpose and focus of the meeting, the meeting schedule, the meeting frequency, the meeting attendees and the required input and outputs of the meeting. The engagement plan shall include, at minimum, the following meetings and discussion points:

(a) Change Control Board
Contractor will participate in the development of a Change Control Board and process.
(b) Joint Operations Committee (Quarterly) 
		GCHP and Contractor will create a committee consisting of executive leadership and management which will meet quarterly to focus on the GCHP and Contractor relationship, the delivery of services, and operational performance. 
The focus of the meeting will include:
(i)	review of performance against the established service levels and key milestones;
(ii)	discussion of operational trends and compliance with set standards, policies and procedures;
(iii) identifying and addressing contractual or management problems affecting the performance of the Services;

(iv) discussion of risks, issues and the plans for resolution; 

(v)	discussion of audit results and status of corrective action activities;

(vi)	developing and implementing plans to meet the goals of this Agreement;
(iii) assessing the quality of GCHP’s and Contractor’s working relationship and developing/implementing action plans to strengthen such relationship;

(iv) discussion of the program successes, key initiatives, process improvements, potential areas for improvement and lessons learned.

(c) Contract Performance Review Meeting (Monthly)
GCHP and Contractor will meet monthly with attendance by functional area management and supervisors, and functional area leads to discuss service level performance, program issues, risks and Changes to the Agreement.
The focus of the meeting will include:
(i) review of monthly operational metrics and service level attainment;

(ii) review of service level trends and analysis, recommendation of improvements and preventative or corrective actions; 

(iii) 	discussion of service level dependencies (e.g., outages, project implementations);

(v) identifying and addressing contractual or management problems and issues and risks affecting the performance of the Services;

(vi) proposing Changes, as needed, to the GCHP/Contractor relationship, and/or the Agreement;

(vii) discussion of audit results and the status of corrective action activities

(viii) review  and validation of invoice calculations to ensure they match the agreed upon amounts and  accurately reflect the allocations for service level penalties, as  appropriate.

(d) Operations Meeting (Monthly)
GCHP and Contractor will meet on a minimum basis of monthly and as needed daily with attendance by functional area management and functional area leads to focus on daily operations, priority and escalated issues, resources and workload forecasting. Multiple daily/weekly meetings may be needed to represent different work streams and functional departments. These meetings are used to discuss high level updates, issues and escalations not resolved through daily activities.

The focus of the meeting will include:
	(i)	review of daily/weekly operational performance status and plans;
(ii)	review of the status of all issues and the path for resolution;
(iii) 	identifying potential risks and the discussion of the mitigation plan;
(iv)	discussion of resource capacity and assigning additional resources as required to assist with issue resolution activities;
(v)	discussion of workload prioritization
(vi) forecasting workload and discussing planned or anticipated activities;

(vii)	discussion of audit results and the corrective action status;
(viii)	discussion of new and revised processes.

(e) Other Meetings
Additional meetings may be required as set out in the Agreement or mutually agreed to by the Parties.

4. ORGANIZATIONAL CHARTS
Contractor will provide organizational charts with the roles and responsibilities of individuals supporting this Agreement and provide updates to the organizational charts as they occur. GCHP and Contractor will assign an individual to be the single point of contact for the Contract Governance Plan development and maintenance. 


EXHIBIT C
CHANGE CONTROL MANAGEMENT AND STANDARD OPERATING PROCEDURES DOCUMENT

To be drafted between the Parties and aligned with the Change Control Board language
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